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Abstract

Pre-COVID 19 estimates suggest that 40-60% of mental health professionals,
including psychologists providing psychotherapy, experience burnout (O’Connor et
al., 2018; Yang & Hayes, 2020). The prevalence of burnout is a concern due to its
association with many other negative personal, professional, and organisational
outcomes (e.g., Abraham et al., 2020; Jun et al., 2021; Papthanasiou, 2015), as well
as the generally poor outcomes for existing psychological interventions aimed at
reducing burnout (Dreison et al., 2018). Although research has focused on
identifying key contributing factors to burnout in this group (McCormack et al.,
2018; Rupert et al., 2015; Yang & Hayes, 2020), the potential contribution of
emotional labour has not been explored. Emotional labour conceptualises emotion
regulation processes occurring to meet one’s occupational duties (Hochschild, 1983;
Grandey & Gabriel, 2015). Overlooking emotional labour in this literature is
contrasted by its well-established relationship with burnout in other professional
groups (Hulsheger & Schewe, 2011; Kammeyer-Mueller et al., 2013; Mesmer-
Magnus et al., 2012). Improving interventions aimed at reducing rates of burnout
requires conceptualisation and amelioration of significant contributing factors.
Therefore, in conducting this thesis | aimed to examine the construct of emotional
labour in psychologists providing psychotherapy, its relationship with burnout, and
to gather evidence for potential strategies that may mitigate this relationship. This
aim was achieved through a mixed-methods approach comprising four studies.

In the first two studies, | report the findings from a reflexive thematic
analysis performed on interview data obtained from 24 psychologists with varying
training backgrounds and across the professional lifespan. In study one (Chapter

Two), | present an analysis that established possible perceived effects of emotional
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labour in psychologists providing psychotherapy. The broad themes of personal
growth, feeling depleted and exhausted, and craving space free from people and
work-related emotion are identified which represent positive, negative, and neutral
perceived outcomes. This study was the first to establish various possible perceived
effects of emotional labour in this occupational group. The findings contrasted
previous literature by identifying possible positive effects of emotional labour,
aligned with previous literature by linking emotional labour to burnout, and extended
previous literature by identifying a unique neutral impact in the need for isolation
from people and work-related emotion. In study two (Chapter Three), | present an
analysis exploring potential strategies and factors that may assist psychologists to
manage emotional labour effectively. These findings identified multiple broad
potential beneficial factors including those that are novel for the emotional labour
literature. Such novel factors included psychological flexibility, self-compassion,
self-reflection, and career experience. This study’s findings established potential
strategies that may assist psychologists to manage emotional labour effectively.

In studies three (Chapter Four) and four (Chapter Five), | build upon the
findings from the initial qualitative studies by analysing survey data from an
international sample of 412 psychologists. In study three, I validated a psychometric
measure of emotional labour, termed the Perth Emotional Labour Scale (PELS), and
performed an indirect effects analysis to determine what aspects of emotional labour
appear to contribute most to burnout in psychologists providing psychotherapy. The
PELS was developed to account for confounding measurement errors in existing
measures of emotional labour such as their unidimensional conceptualisations of
surface and deep acting, and their inability to measure emotional dissonance. In this

chapter, confirmatory factor analysis, correlational analyses, and computation of
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Cronbach’s alpha coefficients established evidence for the measure’s factorial
validity, convergent validity, test-retest reliability, and internal consistency.
Additionally, I argue that the indirect effects analysis results suggested that the
emotional dissonance factor of emotional labour contributed more strongly to
burnout compared to emotion regulation efforts in this sample. These findings
provide new knowledge by providing researchers with a psychometric tool to
examine emotional labour that is less confounded by error in comparison to existing
measures and illuminate the potential key mechanism through which emotional
labour contributes to burnout in this occupational group. In study four, | tested a
conditional indirect effects model to examine support for self-compassion,
psychological flexibility, and career experience as factors to assist psychologists to
manage emotional labour effectively. These variables were selected based on theory,
past empirical studies, and the findings from studies one and two of this thesis.
Support was found for the roles of self-compassion and psychological flexibility to
reduce emotional dissonance and consequent burnout. These results suggested that
these abilities may assist psychologists to manage emotional labour effectively.
Collectively, the findings of this thesis contribute evidence to inform
understandings of the effects of emotional labour, the unique and key contributing
factors, how the construct should be measured, and how emotional labour can be
managed effectively in psychologists providing psychotherapy. | argue that findings
presented in this thesis suggest that emotional labour significantly contributes to
psychologist burnout with emotional dissonance acting as a significant mechanism of
action in this relationship. Multiple strategies are identified as potentially
ameliorating the negative outcomes of emotional labour, with self-compassion and

psychological flexibility of particular note because these abilities received both



EMOTIONAL LABOUR IN PSYCHOLOGISTS %

qualitative and quantitative inquiry and support. Furthermore, both self-compassion
and psychological flexibility are abilities within an individual’s locus of control and
can be developed with training. | argue that the results of the PELS’s psychometric
validation and the subsequent indirect effects analysis support the need for emotional
labour psychometric tools to adopt bidimensional conceptualisations of surface and
deep acting, and include specific measurement of emotional dissonance. These
specific findings underscore the importance of including and addressing emotional
labour in future research on psychologist burnout and well-being. Future research
focusing on reducing the impact of emotional labour in psychologists through
strategies identified in this thesis has the potential to improve burnout interventions

and reduce its prevalence in this occupational group.
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Chapter One — General Introduction

The Problem — An Overview of Burnout

Burnout is a significant occupational risk factor that is gaining increased
awareness and concern in the professional well-being literature. This is evidenced by
the increasing number of studies published on the topic of burnout since its inception
in the 1970s (De Hert, 2020; Heinemann & Heinemann, 2017), and its recent
inclusion in the International Classification of Diseases — 11" edition (World Health
Organization [WHOY], 2019). Burnout is conceptualised as a work-based condition
comprising three components of “an overwhelming exhaustion, feelings of cynicism
and detachment from the job, and a sense of ineffectiveness and lack of
accomplishment” (Maslach & Leiter, 2016, p. 103). This quote describes the
emotional exhaustion, depersonalisation, and ineffectiveness factors of burnout
respectively. Emotional exhaustion refers to the subjective experience of one’s
emotional resources being depleted, depersonalization refers to the development of
an attitude of cynicism towards one’s work, and the ineffectiveness factor refers to
the subjective sense that one is no longer achieving effective outcomes in one’s work
(Maslach & Leiter, 2016). The increased research attention to burnout is matched by
its prevalence in clinical settings as recent global estimates of burnout prevalence in
healthcare professionals suggest up to half of this workforce experiences substantial
symptoms of burnout (Ghahramani et al., 2021). This research establishes burnout as
ubiquitous in healthcare professionals and the need for research to tackle this
complex threat to well-being.

The effects of burnout are varied and have implications for organisational,
professional, and personal well-being. Intent for and actual turnover, greater

absenteeism, and poorer organisational commitment are commonly observed
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organisational outcomes of burnout (Abraham et al., 2020; Borritz et al., 2006; Jun et
al., 2021), which have significant negative economic consequences (Han et al.,
2019). In the professional domain, burnout is associated with concerning outcomes
including poorer performance (Taris, 2006), greater willingness to use seclusion to
manage patients displaying difficult behaviours (Happell & Koehn, 2011), poorer
empathy and communication (Salyers et al., 2015), poorer patient safety (Garcia et
al., 2019), poorer job satisfaction (Abraham et al., 2020), and poorer consumer
satisfaction (Jun et al., 2021). Perhaps most concerning is the association between
burnout and personal ill-health, as burnout is positively associated with increased
stress (Abraham et al., 2020), poorer physical health, and depression and anxiety
(Papthanasiou, 2015; Peterson et al., 2008). The prevalence and concerning effects of
burnout underscore it as a critical construct to address in research and practice.

The Job Demands — Resources (JD-R) and Conservation of Resources (COR)
theories are the two dominant theoretical models conceptualising the development of
burnout. Through the lens of JD-R theory (Bakker & Demerouti, 2007; Demerouti et
al., 2001), burnout is thought to develop when job demands exceed personal coping
resources. The term “demands” is comprehensive and includes any job stressor from
workload to lack of autonomy to physical and cognitive exertion. Burnout
development through the lens of COR compliments this view by emphasising that
individuals will seek to conserve psychological resources when faced with persistent
stressors and resource depletion (Hobfoll, 1989). Both theories fit well with the
hypothesis that the depersonalisation and ineffectiveness components of burnout are
secondary to emotional exhaustion experienced due to overwhelming resource

demands (Maslach & Leiter, 2016).
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Multiple individual and organisational variables have been identified as
predictors of burnout in healthcare workers. Maslach and Leiter (2016) summarise
these variables as relating to six higher-order categories. First, workload demands
exceeding resources such as excessive caseloads and working hours have been
shown to relate to increased symptoms of burnout. Second, variables relating to
reduced autonomy and control over one’s work are associated with increased
burnout. Third, a lack of sufficient rewards for resource depletion through work
correlates with burnout. Rewards may be diverse and includes remuneration,
prestige, social status, or the satisfaction of personal values. Fourth, qualities of
work-related interpersonal variables are linked to burnout including poor peer
support, abusive supervision, and conflict. Fifth, workplaces characterised by
perceived unfairness tend to be associated with higher levels of burnout such as
workplaces with perceived unequal distribution of workload or reward. Sixth,
workplaces that either engage individuals in work inconsistent with their personal
values, or do not provide enough support for individuals to pursue and fulfill work-
related values have also been linked to greater levels of burnout. Recent meta-
analyses largely support Maslach and Leiter’s (2016) categorisation and extend these
findings by identifying demographic and workplace variables associated with
burnout such as being of younger age and less experience, workplaces without
adequate resources to provide desired treatment, and work-family interference
(Abraham et al., 2020; Meredith et al., 2022; West et al., 2018).

Burnout in Psychologists

Burnout research examining psychologists providing psychotherapy

demonstrates similar rates of prevalence, predictors, and outcomes to other more

extensively studied occupational groups such as physicians and nurses. Systematic
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reviews and meta-analyses have both investigated psychologists exclusively and
grouped psychologists with workers from other disciplines together under the broad
category of “mental health professionals” (e.g., O’Connor et al., 2018; Yang &
Hayes, 2020). The prevalence of burnout in these groups is generally consistent
between studies and is comparable to other healthcare professional groups at around
one in two workers (McCormack et al., 2018; O’Connor et al., 2018; Simionato &
Simpson, 2018; Yang & Hayes, 2020). The roughly consistent prevalence across
studies indicates that burnout in the context of psychologists providing
psychotherapy is as vital to study as any other professional group.

There are unique variables associated with burnout in psychologists providing
psychotherapy. Research regarding assumed predictors and outcomes of burnout in
psychologists is generally consistent with broader literature on healthcare providers
(e.g., Abraham et al., 2020; Jun et al., 2021). However, several additional predictor
and outcome variables unique to psychologists and mental health professionals have
been identified. Overinvolvement in client issues (McCormack et al., 2018; Rupert et
al., 2015) and more difficult/complex clients requiring frequent crisis management or
displaying challenging behaviours on one’s caseload are all uniquely identified as
increasing psychologist burnout (Rupert et al., 2015; Yang & Hayes, 2020).
Personality variables such as higher levels of neuroticism and introversion also seem
to increase burnout, as does frequent and strong countertransference reactions to
clients (Yang & Hayes, 2020).

The effects of burnout display a similar pattern of those consistent with
broader literature and some unique to psychologists providing psychotherapy. Yang
and Hayes (2020) identify potential effects of burnout on psychologists that are both

consistent with broader healthcare provider literature and unique to this occupational
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context. Regarding unique effects of burnout, Yang and Hayes (2020) review
research suggesting that increased secondary traumatic stress symptoms, poorer
client engagement, and poorer capacity to build rapport and a positive therapeutic
relationship are potential unique consequences for psychologists experiencing
burnout. Therefore, there are common and unique factors that comprise the
predictors and outcomes of burnout between psychologists and other healthcare
professionals.

The professional impairment associated with burnout in psychologists may be
considered problematic through the lens of professional ethics. The Australian
Psychological Society’s Code of Ethics (2007) standard B.1.2 states that
psychologists must ensure “their emotional, mental, and physical state does not
impair their ability to provide a competent psychological service” (p. 19).
Additionally, standard B.1.4 requires psychologists to “continuously monitor their
professional functioning. If they become aware of problems that may impair their
ability to provide competent psychological services, they take appropriate measures
to address the problem by...” (p. 19). Considering that burnout can lead to
professional impairment (Yang & Hayes, 2020) and psychologists consider
practising while under the influence of significant mood disturbance an ethical issue
(Williams et al., 2010), the APS ethical principles suggest that psychologists have an
ethical imperative to ensure they do not practice while impaired by burnout. The
ethical imperative to ensure one is not practicing in an impaired state underscores the
importance of addressing burnout in this occupational context for the benefit of

psychologists themselves and consumers of psychological services.
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Emotional Management and Burnout — A Neglected Construct

Absent from literature exploring burnout in psychologists and mental health
professionals is the potential contribution of emotion management. Not measuring
emotion management is conspicuous, given that literature commonly accepts that
psychologists are likely to experience high emotional demands through exposure to
traumatic content and challenging client interactions while being required to
maintain high levels of empathy (Rupert et al., 2015). Yang and Hayes (2020)
reference countertransference reactions and active coping styles, but emotion
management is not adequately subsumed by these factors. Countertransference
describes the cognitive, affective, and behavioural tendencies elicited from clinicians
during psychotherapy sessions (Hayes et al., 2011). However, these descriptions
relate more to the content of such reactions as opposed to the in-vivo regulation and
management of these reactions. Broad coping styles too provide a description of
tendency for how a psychologist manages stressors related to providing
psychotherapy, however, this construct lacks the specificity required to conceptualise
in-vivo emotion management. Thus, literature examining burnout in psychologists
does not adequately account for the potential contribution of emotion management.
Emotional Labour — An Overview

Emotional labour is a theory of emotion management that provides a

conceptual framework for its potential contribution to burnout in psychologists. First
proposed by Hochschild (1983) and then extended by Grandey and colleagues
(Grandey & Gabriel, 2015; Grandey & Melloy, 2017; Grandey & Sayre, 2019),
emotional labour refers to the process of regulating emotions in service of meeting
occupational specific guidelines regarding acceptable emotional displays (termed

“display rules”). According to Grandey and colleagues, emotional labour occurs
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when felt emotion is inconsistent with display rules (termed “emotional
dissonance”). An example of this emotional dissonance may be expressing calm
emotional displays while internally experiencing frustration. This dissonance is then
regulated by either suppression and faking of display-rule consistent emotion (termed
“surface acting”), or by engaging in strategies that genuinely realign felt and
displayed emotion (termed “deep acting”). Various antecedent, consequent,
mediating, and moderating variables have been found in the relationships between
emotional labour constructs (Grandey & Gabriel, 2015; Grandey & Melloy, 2017).
The relationships between emotional labour and burnout are well established
(Hulsheger & Schewe, 2011; Kammeyer-Mueller et al., 2013; Mesmer-Magnus et
al., 2012). This theory specifically explores the process of how emotion is managed
during interactions with service consumers and therefore provides a useful
established framework to investigate emotion management’s contribution to burnout
in psychologists providing psychotherapy.

Take the following example to illustrate these concepts of emotional labour in
the context of psychologists providing psychotherapy. Feeling frustrated or angry
while providing psychotherapy has been found as a common reaction amongst
psychologist trainees (Cartwright et al., 2014). However, expressing this frustration
or anger in its naturally occurring form would likely be antithetical to what is
considered appropriate emotion to express to a client (i.e., inconsistent with display
rules). In this example, a psychologist experiencing anger which they do not express
creates an intrastate of emotional dissonance. This dissonant emotion may be
regulated through suppression and faking emotional displays considered to be
appropriate (surface acting). Alternatively, the psychologist may actively change

their perspective on the situation to reduce feelings of anger or may consciously
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attend to another stimulus to elicit the emotional displays they wish to express (deep
acting).

The potential pernicious effects of emotional labour are well established in
previous research. Meta-analyses have confirmed that surface acting and emotional
dissonance are strongly linked to emotional exhaustion and burnout (Hllsheger &
Schewe, 2011; Kammeyer-Mueller et al., 2013; Mesmer-Magnus et al., 2012).
Interestingly, deep acting strategies tend not to be correlated with emotional
exhaustion (Grandey & Gabriel, 2015) but have shown to be negatively and
positively correlated with the depersonalising and effectiveness factors of burnout
respectively, indicating desirable relationships with these specific factors (Andela et
al., 2015). This has led to researchers suggesting that deep acting is preferable only
in relation to surface acting (Grandey & Gabriel, 2015; Grandey & Sayre, 2019).
Surface and deep acting are also associated with outcomes including job
performance, consumer satisfaction, physical ill-health, and job satisfaction, with
deep acting generally having favourable relationships with these variables relative to
surface acting (Grandey & Sayre, 2019). Although some research has identified
conditions under which surface acting does not have negative effects such as under
financial reward (e.g., Grandey et al., 2013), almost all emotional labour research
associates surface acting with greater risk for negative outcomes. This research
highlights the established associations between emotional labour and poorer well-
being across occupations.

Emotional labour theory posits two central mechanisms explaining its
association with burnout and poorer well-being outcomes. Both mechanisms are
thought to relate to the experience of emotional dissonance—the extent to which a

person’s internal emotional experience is inconsistent with their externally expressed
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emotional state—and can be understood within the JD-R and COR frameworks
(Grandey & Gabriel, 2015). Grandey and colleagues (Grandey & Gabriel, 2015;
Grandey & Sayre, 2019) summarise literature and theory relating to these
mechanisms and describe processes of resource loss through regulation and distress
due to inauthenticity as key in linking emotional labour to its outcomes. The authors
argue that surface and deep acting utilisation incurs a cost to psychological resources
through effort expenditure. If this cost does not adequately lead to the gaining of
resources (e.g., direct financial rewards, positive customer feedback), then COR
theory suggests a net resource loss occurs, thereby depleting psychological resources
and in turn causing negative outcomes like burnout to develop. In JD-R theory, effort
expended on regulation constitutes another job demand that requires buffering from
adequate psychological resources to prevent a state of distress. Through this lens,
distress and negative outcomes are likely to be experienced when effort expended on
emotion regulation causes an individual’s total sum of job demands to outweigh
personal coping resources. Therefore, a person with sufficient emotion regulation
skills/capacities should not be at risk of strain and negative outcomes. Emotional
labour viewed through the lens of both JD-R and COR models emphasises that
regulating emotional dissonance is likely to create resource loss or overwhelming job
demands that place a person in a state of distress and consequent negative outcomes
like burnout when utilised without sufficient resource reward or regulatory capacity.
An alternate mechanism through which emotional labour is thought to
contribute to the development of negative outcomes is intrapsychic inauthenticity.
Consistent with Hochschild’s (1983) original theorising, Grandey and Gabriel (2015)
argue that experiencing a state of emotional dissonance alienates one from oneself

which is thought to be inherently distressing. Surface acting in this manner prolongs
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this dissonance and suppression of self, whereas deep acting enables one to achieve
emotional congruence but requires the adoption of a contrived self. Both strategies
are likely to maintain the alienation of self but with deep acting doing this at less cost
relative to surface acting. The authors argue that research showing that greater
identification with occupational role reduces the costs of emotional labour supports
this theoretical assertion as emotional labour in this instance is in service of adopting
a self that is consistent with one’s values and desires. With theory suggesting that
emotional dissonance and subsequent regulation are key mechanisms in the
relationship between emotional labour and its outcomes, it is curious that the
dominant psychometric measures of emotional labour (e.g., Brotheridge & Lee,
2003; Zapf et al., 1999) do not adequately distinguish between emotional dissonance
and surface acting and simply infer its presence. What seems clear, however, is that
prior theoretical and empirical evidence suggests that the intrapsychic state of
inauthenticity that is experienced during emotional labour creates distress which in
turn leads to the development of negative outcomes such as burnout.

It is possible that emotional labour may lead to positive outcomes in specific
contexts despite previous literature generally linking the construct with negative
outcomes. Deep acting has been linked to improved mood and job satisfaction
despite its generally non-significant relationship with emotional exhaustion (Grandey
etal., 2013; Grandey & Gabriel, 2015). Deep acting has also been correlated with the
improved self-efficacy component to burnout (Andela et al., 2015). Direct financial
reward has been found to weaken surface acting’s relationship with negative mood
and poorer job satisfaction (Grandey et al., 2013). Genuine expression of emotion
while engaged in emotional labour has also been argued to potentially lead to

beneficial outcomes such as service quality (Humphrey et al., 2015). Engaging in
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emotional labour has also been argued to assist in transitioning between work and
personal life (Alam et al., 2019). However, these propositions by Humphrey and
colleagues (2015) and Alam and colleagues (2019) have not yet received empirical
support. Therefore, it is possible that psychologists may experience improved mood,
job satisfaction and the self-efficacy component to burnout and receiving financial
compensation could reduce the impact of surface acting.

There is conjecture and ongoing debate regarding the conceptualisation and
measurement of emotional labour. Distinctly different factor structures are found in
various measures of emotional labour that measure constructs with different
conceptual boundaries. For example, the Emotional Labor Scale (ELS; Brotheridge
& Lee, 2003) measures surface and deep acting as unidimensional constructs,
whereas other measures conceptualise factors as bidimensional (Alabak et al., 2020;
Glomb & Tews, 2004; Shaubroeck & Jones, 2000). Additionally, although the
Frankfurt Emotion Work Scales (FEWS; Zapf et al., 1999) purports to measure the
construct of emotional dissonance, only Andela and colleagues’ (2015) measure does
not confound the measurement of emotional dissonance with surface acting.! These
measurement inconsistencies negatively impact the capacity for researchers to
adequately parse mechanisms of action and relationships between specific emotional
labour constructs and outcomes. Furthermore, no measures of emotional labour have
been validated in the context of psychologists providing psychotherapy. Therefore,
there is a need to extend literature regarding the measurement of emotional labour
and to ensure that such measures are valid and appropriate for unique occupational

contexts such as psychologists providing psychotherapy.

LAndela and colleagues (2015) did not provide a name for this measure in this or
subsequent papers (e.g., Andela et al., 2018).
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Emotional Labour and Related Constructs

Emotional labour has conceptual overlap with other variables such as
countertransference, emotion regulation, and emotional demands. However, there are
distinct boundary differences that distinguish emotional labour as unique. Although
there are varying definitions of countertransference (see Hayes et al., 2011, for a
review), these definitions describe the cognitive and affective experiences of
psychologists during consultation with a client. Countertransference may therefore
be one aspect of the experience of emotional labour for psychologists, with the
regulation and management of countertransference being accounted for by the
regulatory components of the emotional labour construct. Countertransference
management research (e.g., Hayes et al., 2018; Pérez-Rojas et al., 2017) also does
not adequately conceptualise the process of regulating such reactions as this literature
conceptualises such management through the lens of static trait-like capacities and
not specific acute regulatory processes. Thus, countertransference conceptualises the
content of emotions experienced consequent to client-work, countertransference
management conceptualises influences and capacities to respond functionally to
emotions specific to countertransference, but emotional labour conceptualises the
process of emotion management and sources of emotional dissonance that transcend
those originating in the client-therapist dynamic. Emotional labour also comprises
broader emotional experiences unrelated to client sessions occurring outside of this
context.

The importance of this distinction is evident in countertransference
management intervention literature. Psychologists clearly experience
countertransference reactions (Cartwright et al., 2014) that are associated with

negative outcomes (Hayes et al., 2011). A promising and well-designed model of
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managing countertransference reactions has been developed (Cartwright et al., 2018,
2021). However, as conceptualised by emotional labour, it is important for such
interventions to consider how recommended regulatory processes to manage
countertransference impact upon an individual’s well-being. Awareness of the
conceptual similarities and differences between countertransference and emotional
labour will enhance management interventions to promote psychologist well-being
by encouraging regulating emotional components to such reactions in ways that do
not lead to negative outcomes such as burnout.

The concepts of emotional labour and emotion regulation are distinguished
by function and the relationship to self/identity. Emotion regulation refers to efforts
made to modulate the experience and expression of emotion (Gross, 1998; Gross et
al., 2011; Gross, 2013) through antecedent and response-focused strategies. Grandey
(2000) first applied the emotional labour model to Gross’ (1998) work and found
conceptual overlap between deep acting strategies and antecedent-focused strategies,
as well as between surface acting and response-focused strategies. However,
although emotion regulation is a component of emotional labour, the entire construct
has important and practically significant differences. As argued by Grandey and
Sayre (2019) emotional labour differs from emotion regulation by examining the
commodification of emotion regulation in the context of meeting specific
occupationally determined display rules. There are also empirical differences
between emotion regulation strategies and emotional labour strategies. In emotion
regulation literature, cognitive change and certain aspects of attentional deployment
strategies tend to be associated with favourable outcomes (e.g., Webb et al., 2012).
However, the corresponding strategies in emotional labour literature (deep acting)

are consistently found to be only beneficial relative to surface acting strategies and
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not inherently beneficial (Grandey & Sayre, 2019). This difference distinguishes
emotional labour from emotion regulation by incorporating regulatory function and
context into its theory and empirical measurement. Furthermore, emotional labour
theory conceptualises the role of self and identity in determining the impact of
emotion regulation processes via the concept of emotional dissonance (Hochschild,
1983; Grandey & Gabriel, 2015). Therefore, while emotion regulation concepts are a
component of emotional labour theory, there are discrete functional, contextual, and
conceptual differences worthy of distinction.

Emotional labour is also distinct from the concept of emotional demands,
despite significant overlap and frequent conflation in the literature. Earlier research
frequently used emotional labour, emotion work, and emotional demands as
synonyms (e.g., Heuven et al., 2006; Xanthopoulou et al., 2013; Zapf et al., 2021),
and emotional labour has also been theorised to constitute emotional demands
(Hochschild, 1983). However, by examining how emotional demands has been
operationalised, distinctions from emotional labour are evident. Measures of
emotional demands (Bakker et al., 2004; Xanthopoulou et al., 2013) clearly measure
exposure to intense emotional situations. This is evidenced by such items from
Xanthopolou and colleagues’ (2013) as “is your work emotionally demanding?”, “in
your work, are you confronted with things that personally touch you?”, or “do you
face emotionally charged situations in your work?”. Although emotional labour as it
is currently conceptualised (Grandey & Melloy, 2017) is likely to be positively
correlated with exposure to such emotional demands, exposure to such situations and
regulating effects of such exposures are separate constructs. This distinction
illuminates the conceptual boundaries of emotional demands and emotional labour.

Emotional demands can therefore be viewed as a higher-order construct that
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subsumes emotional labour within it, as well as other constructs such as compassion
fatigue, vicarious trauma, and even countertransference.
Emotional Labour in Psychologists Providing Psychotherapy

Psychologists providing psychotherapy constitute a unique professional
context for emotional labour research requiring specific study. Quantitative
emotional labour research has been conducted on samples of health professionals of
which psychologists providing psychotherapy comprised a portion of the sample
(e.g., Xanthopoulou et al., 2018). Other studies have examined emotional labour in
adjacent occupational roles such as school psychologists (e.g., Weaver & Allen,
2017; Weaver et al., 2019) and sport psychologists (Hings et al., 2018a; Hings et al.,
2018b). However, emotional labour research investigating psychologists providing
psychotherapy is specifically required because the very nature, associated variables,
and consequences of emotional labour are likely to be unique in this occupational
role. Display rules for psychologists governing emotion expression appear to be
contextual and varied (Van Der Merwe & Wetherell, 2020). Other factors such as
qualities of emotional labour, motivations, goals, and relationship between actors is
also likely to differ from other commonly studied occupations. For example,
Hochschild’s (1983) original work described the emotional labour of flight
attendants whose emotional labour laden interactions with customers occur over
short periods of time with people of limited closeness. Such interactions are
markedly different to psychologists engaged in emotional labour over extended
periods of time in the context of therapeutic relationships with clients characterised
by greater closeness over several sessions than relationships between flight attendant
and passenger. Contextual factors such as these affect outcomes associated with

emotional labour (Grandey & Gabriel, 2015; Grandey & Melloy, 2017). Therefore,
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research findings regarding the outcomes and management of emotional labour in
other professions cannot be assumed to generalise to psychologists providing
psychotherapy.

It is worth noting how emotional labour may operate specifically within the
occupation of psychologists providing psychotherapy. Cartwright and colleagues
(2018) developed an intervention to assist clinical psychology trainees to manage
reactions to clients during sessions that encourages them to adopt a calm and
empathic demeanour (i.e., display rules). However, clinicians commonly experience
reactions to clients that are inconsistent with this outward display (e.g., Cartwright et
al., 2014). Examples of such inconsistent internal reactions observed by Cartwright
and colleagues (2014) include feeling overwhelmed, helpless, and angry. Through
the lens of traditional emotional labour theory, a clinician may regulate the emotional
dissonance of such reactions by suppressing the felt emotion and feigning the desired
emotion (surface acting), or through engaging with strategies that actively change the
felt emotion to be realigned with the emotion being displayed (deep acting). This
may be true of emotional dissonance in the form of distinctly different affects (e.g.,
feeling angry but expressing calm), but would also be true of dissonance that is
congruent in content but not intensity (e.g., such as expressing sadness to a client’s
disclosure of grief but not expressing the authentic intensity of this sadness to remain
emotionally contained). According to emotional labour theory and supporting
empirical data, surface acting in these cases would likely result in more negative
outcomes compared to deep acting.

Managing emotional labour may assist psychologists to improve their well-
being and may improve outcomes with clients. The existing emotional labour

literature in various professional groups suggests that psychologists who use surface
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acting strategies are more likely to experience negative outcomes such as burnout
and physical ill-health (Hllsheger & Schewe, 2011; Kammeyer-Mueller et al., 2013;
Mesmer-Magnus et al., 2012). Ill-managed emotional reactions to in-session events
are also likely to contribute to poorer psychotherapy outcomes (Hayes et al., 2011).
Emotional labour literature also suggests that job performance and consumer
satisfaction is greater when deep acting is used to manage emotional labour (Grandey
& Sayre, 2019). Additionally, authentic displays of emotion tend to be associated
with positive well-being (Grandey et al., 2012; Hings et al., 2020), performance
(Gabriel et al., 2015; Huppertz et al., 2020), and developing stronger therapeutic
relationships which is viewed as a core component of psychotherapy outcome
(Lamber & Barley, 2001; Norcross & Lambert, 2018). This research suggests
emotion management and expression within psychotherapy may contribute to both
personal well-being for psychologists and may influence therapeutic outcomes for
clients. However, literature supporting emotional labour’s association with service
recipient outcomes has only been explored in occupational contexts significantly
different to psychologists providing psychotherapy. Therefore, the paucity of
research exploring this topic in psychologists suggests the need to develop such
literature.

A psychologist’s psychotherapeutic approach may influence perceived
display rules governing the process of emotional labour and how it is used in
psychological interventions. Various models of psychotherapy differ in the emphasis
placed on the interpersonal exchange of emotion between psychologist and client to
achieve therapeutic change. For example, psychologists practising primarily from a
Gestalt orientation may see the interpersonal experiential exchange between

psychologist and client as a fundamental pillar of the intervention (Mann, 2010).
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Alternatively, psychologists oriented towards traditional cognitive behavioural
therapies may be principally focused on developing alternative thought and
behaviour patterns with clients (Williams & Chellingsworth, 2010). However,
reflecting on emotional reactions to clients and how these are expressed/acted on has
long been a part of common psychotherapy models from cognitive behaviour therapy
(Beck, 2021), and psychodynamic psychotherapy (Cabaniss et al., 2011), to the more
recent third-wave cognitive behaviour therapy models of schema therapy (Young et
al., 2003), acceptance and commitment therapy (ACT; Walser et al., 2019),
compassion-focused therapy (Gilbert, 2022), and dialectical behaviour therapy
(Heard & Swales, 2016). Although these models may differ in their emphasis and
recommendations on how to use therapist emotion and expression for formulation or
intervention, it seems that the management and expression of therapist emotion is
integral to all forms of psychotherapy.
Emotional Labour and Burnout Interventions — Room for Improvement
Improved interventions for both emotional labour and burnout are required
especially in reference to psychologists providing psychotherapy. Over four decades,
there has been extensive research on the topic of emotional labour, its relationship to
negative outcomes, and potential moderating variables (Grandey & Gabriel, 2015;
Grandey & Melloy, 2017; Grandey & Sayre, 2019; Hilsheger & Schewe, 2011;
Kammeyer-Mueller et al., 2013; Mesmer-Magnus et al., 2012). However, there is a
paucity of studies examining interventions designed to assist people from any
occupation to manage emotional labour effectively. Currently, only three published
intervention studies exist in the emotional labour literature (Edelman & van
Knippenberg, 2017; Hulsheger et al., 2015; Weaver et al., 2019). The results of these

studies are promising as they demonstrate that simple educational interventions and
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recommendations to deep act can have measurable positive impacts on emotional
labour’s relationship with burnout. The paucity of intervention studies means that
there are no evidence-based recommendations for how an individual may manage
emotional labour better aside from encouraging them to adopt deep acting strategies
(as per Grandey & Sayre, 2019, and Weaver et al., 2019). Similarly, although
multiple moderating variables are known to affect emotional labour in the
organisational context (see Grandey & Melloy, 2017, for a review), no evidence-
based recommendations can be made regarding interventions workplaces or
individuals may adopt to facilitate improved emotional labour management. The lack
of capacity to make evidence-based recommendations about managing emotional
labour underscores the importance of research looking to identifying factors that can
form the basis of such interventions.

Exploration and identification of factors that may assist psychologists to
manage emotional labour more effectively is needed. Current recommendations for
managing emotional responses during sessions with clients are limited to building
insight and trait-based capacities (such as capabilities to maintain an appropriate
sense of self and regulate anxiety) from the perspective of countertransference (e.g.,
Cartwright et al., 2021; Hayes et al., 2018; Pérez-Rojas et al., 2017), or responses
consequent to undesired emotional states (Van Der Merwe & Wetherell, 2020).
These recommendations are limited by their narrow focus on countertransference and
responses after emotional labour elicitation. Consequently, acutely controllable
individual factors that positively influence the management of emotional labour and
occur before, during, and after experiences of emotional labour are not known.
Identifying such factors will inform recommendations for how psychologists may

manage emotional labour more effectively.
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Interventions designed to reduce burnout in psychologists providing
psychotherapy similarly require improvement. Dreison and colleagues (2018)
performed a meta-analysis of 27 studies across 35 years that reported results of
interventions aimed at reducing burnout in mental health professionals. The authors
found that interventions had an overall positive impact, but the effect size of these
interventions were small and significantly dwarfed by effect sizes for interventions
aimed at reducing other well-being outcomes. Greater effect sizes for individual-
based interventions were found to reduce emotional exhaustion specifically, perhaps
hinting that such interventions may be more impactful for clinicians. Alternatively,
this favourable comparison for individual interventions may just be a consequence of
the studied organisational interventions being particularly poor. Individualised
interventions with positive effects on burnout generally focused on stress
management (Brady et al., 2012; Hill et al., 2010; Mehr et al., 1994), or a
combination of stress management and other skills training (Salyers et al., 2011,
Rollins et al., 2016). Recent studies have demonstrated greater promise in reducing
burnout (e.g., Eriksson et al., 2018). However, none of these studies used
interventions that considered or targeted emotional labour. Therefore, the
effectiveness of burnout interventions for psychologists can be improved and
considering emotional labour’s potential impact on burnout may assist this aim.

Thesis Overview
Rationale

Reducing rates of burnout and encouraging the utilisation of effective
emotional labour strategies in psychologists providing psychotherapy will have
multiple benefits to those in the profession and the wider community. Not only is

burnout associated with multiple aspects of personal ill-health, but it is also
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associated with poorer job performance and consumer satisfaction (Abraham et al.,
2020; West et al., 2018; Yang & Hayes, 2020). The high burnout rates observed in
psychologists (O’Connor et al., 2018; Simionato & Simpson, 2018) has significant
negative implications for public health outcomes. Approximately one in two
Australians will experience a mental health concern in their lifetime and one in five
are currently affected (Australian Bureau of Statistics, 2022). Such mental ill-heath
prevents people from living fulfilling lives, significantly burdens the health system,
and reduces productivity (Productivity Commission, 2020). Ensuring that
psychologists are not experiencing burnout will assist psychological treatment
seeking members of the public to access treatment from higher performing clinicians.
Therefore, accessing sufficiently resourced clinicians adept at managing emotional
labour will assist the public to obtain effective treatment and will contribute to
reducing the cost that mental ill-health has on Australian society.

Psychologist burnout literature does not adequately conceptualise potential
contributing factors. If the concerning rates of approximately one in two
psychologists experiencing significant burnout (O’Connor et al., 2018; Simionato &
Simpson, 2018) are to be addressed, it is necessary to conceptualise and account for
all major contributing factors. The current state of burnout intervention literature in
this group indicates that strategies have much room for improvement (Dreison et al.,
2018). The potential contribution of emotional labour to burnout in this professional
group has been neglected in research literature, despite its long-established
relationship with burnout in adjacent populations. The aim of this thesis is to extend
the psychologist burnout and emotional labour literatures by examining the potential

impacts of emotional labour in this professional group in the hope that this
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knowledge will translate to more successful and comprehensive interventions to
improve the well-being of psychologists providing psychotherapy.

Multiple aspects of emotional labour in the context of psychologists
providing psychotherapy require exploration and understanding before they can
inform applied practice. Research specifically examining emotional labour in
psychologists providing psychotherapy is extremely limited. Therefore,
understanding how this construct operates within this occupation and its potential
effects requires exploration. Similarly, strategies to manage emotional labour such
that it does not increase burnout need to be identified in this occupation. Identifying
and testing strategies within an individual’s locus of control are especially important
as these strategies may have the most potential to reduce the emotional exhaustion
component of burnout (Dreison et al., 2018). An emotional labour psychometric tool
with validity in this population is required to empirically test relationships between
potential variables. It is also necessary for this tool to adequately discriminate
between the various emotional labour constructs to enable sophisticated analysis of
what factors are related to burnout, and what factors are not. Lastly, before any
interventions may be developed to address emotional labour’s potential contribution
to burnout, theorised coping strategies need to obtain preliminary empirical support.

In this thesis | sought to gain knowledge in the key literature gaps present in
the emotional labour and burnout literature as related to psychologists providing
psychotherapy. Previous research has not explored the potential holistic impacts of
emotional labour in psychologists providing psychotherapy. No research has
identified individually based strategies in this occupational group that may assist in
managing emotional labour effectively. No psychometric tool has been validated in

psychologists providing psychotherapy and no quantitative studies have sought to
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explore whether specific strategies may weaken emotional labour’s relationship with
burnout in this population. This thesis adopts a mixed-method research design
attempting to answer four specific questions to consequently answer one broad
overarching research question. Each specific research question receives a dedicated
individual chapter in this thesis.
Aims and Objectives
The overarching aim of this thesis was to investigate emotional labour in the
context of psychologists providing psychotherapy and its potential contributing role
to burnout. The broad overarching research question was:
e How can psychologists providing psychotherapy manage emotional labour
effectively such that it does not negatively impact well-being?
The specific research questions that provided the basis of each chapter of this
thesis to inform the higher-order research question are as follows:
e What are the perceived effects of emotional labour in psychologists providing
individual psychotherapy?
e How do psychologists providing psychotherapy manage emotional labour?
e How should emotional labour be measured in psychologists providing
psychotherapy and which components are most linked to burnout?
e What individual-based factors may assist psychologists providing
psychotherapy reduce emotional labour’s impact on burnout?
Research Significance
Through this thesis | aimed to make substantial contributions to literature
regarding emotional labour and burnout and has implications for countertransference
literature. The effects of emotional labour on psychologists providing psychotherapy

have only received attention in one previous study (Van Der Merwe, 2019) that
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narrowly focused on effects to self-concept and professional identity. Furthermore,
this paper only examined strategies to manage emotional labour after its elicitation
and did not examine potential a-priori contributors. Therefore, | sought to extend
previous emotional labour literature by qualitatively exploring holistic factors
comprising emotional labour’s potential consequences and strategies for its effective
management. Qualitative investigation of these questions aimed to achieve greater
credibility in findings as they would be extracted from those with lived experience. |
also sought to extend emotional labour research by validating a psychometric tool
that would account for previous confounding measurement concerns by enabling
greater clarity and nuanced analysis of the relationships between emotional labour
variables and their outcomes. Last, | aimed to contribute new and important
knowledge to the emotional labour literature by identifying individually trainable
variables that may positively affect emotional labour’s relationship with burnout.

| aimed to extend the psychologist burnout literature through this thesis.
Previous burnout literature in this sample has neglected to adequately conceptualise
the contribution of emotion management strategies. Linking both emotional labour
and burnout in this professional group would provide new knowledge and guide
future research to account for this potential relationship. As emotional labour is
strongly associated with burnout, finding means to manage this construct effectively
would provide future research with preliminary evidence for potential interventions
to improve psychologist well-being.

The findings of my thesis may have implications for literature concerning
countertransference and its management. Emotional labour encompasses the
regulatory component of countertransference management. Despite widespread

acceptance of the existence of countertransference and its negative effects on



EMOTIONAL LABOUR IN PSYCHOLOGISTS 25

treatment (e.g., Hayes et al., 2011), interventions designed to assist psychologists to
manage these reactions have only been developed recently (Cartwright et al., 2018,
2021). This work emphasises the need to contain potentially negative reactions due
to effects on therapeutic process and outcome. However, from an emotional labour
perspective, how these reactions are managed will impact significantly on the
psychologist’s individual well-being, not only therapeutic process and outcome. For
example, if moving into “adult mode” (as suggested by Cartwright and colleagues’
2018 intervention) is achieved through means that create or prolong emotional
dissonance, the therapist is likely to be exposed to personal ill-health risks associated
with emotional labour. Therefore, models of managing countertransference (e.g.,
Cartwright et al., 2018, 2021) will be enhanced by considering this thesis’ potential
findings regarding the relevance and effects of emotional labour in this professional
group, as well as potential methods of effective emotional labour management.
Thesis Structure

I have presented this thesis in the format of a “hybrid” thesis, combining two
published journal articles and four traditional typescript chapters. Chapter One
provides an introduction and general literature review introducing the topic and its
relevance to future research. Chapters Two through to Chapter Five contain four
empirical studies that relate to the aims of the project and are written for publication.
Analyses for Chapters Two and Three were drawn from the same data set but
examined separate research questions. The findings sections of both are written
slightly differently due to accommodating reviewer feedback as these chapters have
been published in peer-reviewed journals and underwent multiple rounds of revision.
Likewise, analyses from Chapters Four and Five were drawn from the same data set

but different statistical analyses were used to answer distinct research questions.
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Consequently, the procedures for each pair of chapters are similar. A general
discussion of the thesis findings, implications, limitations, and directions for future
research is presented in Chapter Six. A master reference list and relevant appendices
are found after Chapter Six. For the two chapters that are published journal articles,
the numbering of tables and figures as well as the spelling, have been modified to
provide consistent formatting and flow to the thesis.
Ethical Considerations

Ethical approval was obtained for all studies as they involved collecting data
from human participants. The project obtained initial approval from the Curtin
University Human Research Ethics Committee (HREC; HRE2018-0297; Appendix
A). An amendment to the project (Appendix B) was submitted prior to collecting
quantitative data as the results of the first studies suggested the need to include
measures of variables that were initially unforeseen and not included in the initial
ethics application. Subsequent ethical approval was obtained for these changes from
the HREC. The National Statement on Ethical Conduct in Human Research (2018)
was also consulted during the design stages of this project. Detailed information
(Appendix C) and consent (Appendix D) forms were provided to all participants in
hard copy form for the qualitative studies. A detailed information/consent sheet
(Appendix E) was provided to all participants who participated in the quantitative
studies that clearly stated that consent to use data was assumed upon submission of
their data. Any data that was not completely submitted was deleted during the
analysis stage. The information sheets clearly outlined the inclusion and exclusion
criteria, the purpose of the respective study, and potential risks and benefits of
participating. It was clearly stated that participants had the right to withdraw consent

to use their data at any time point, however, that quantitative data would not be
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identifiable after submission so their data would not be able to be destroyed after
submission. All data was stored on the university research drive where it will be
stored for a minimum of seven years, as per university policy. The hard copy consent
and demographics forms used in the qualitative studies are stored in a locked draw in

a supervision team member’s office.
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Chapter Two — Overview

In Chapter Two, I report the findings of a qualitative reflexive thematic
analysis of interview data attempting to answer the research question what are the
perceived effects of emotional labour in psychologists providing individual
psychotherapy? This chapter is published in Psychotherapy, an international peer-
reviewed journal that publishes high-quality research regarding the practice of
psychotherapy and is in the highest journal quartile. Transcripts of semi-structured
interviews of 24 psychologists were used for analysis. Due to the lack of existing
research on this topic and population, exploratory methods were employed to
identify potential holistic effects of emotional labour from the perspective of the
population of interest. Reflexive thematic analysis revealed three broad key themes
including personal growth, feeling depleted and exhausted, and craving space free
from people and work-related emotion. Although all themes provide novel findings,
the personal growth and craving space themes were considered particularly novel for
the emotional labour literature. This chapter concludes by acknowledging the
unexpected reported positive effects of emotional labour (personal growth) by
participants, but also links the negative reported effects to constructs of burnout.
These findings are suggested to validate the concept that emotional labour
contributes to psychologist well-being and is worthy of further attention in this
occupational group. The reference for the published version of this chapter is below

and the publishing agreement is found in the appendices (Appendix F).
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Chapter Two — The Perceived Effects of Emotional Labour in Psychologists
Providing Individual Psychotherapy

Research suggests that the occupational group of psychologists are at risk of
burnout and distress. Burnout is a syndrome comprised of feeling depleted and
exhausted (emotional exhaustion), cynicism and cognitive distancing
(depersonalisation), and reduced self-efficacy and achievement (personal
accomplishment) (Maslach & Jackson, 1981; Maslach et al., 2001). A recent meta-
analysis of burnout in mental health professionals found that across 33 studies, 40%
of participants endorsed high levels of emotional exhaustion, 22% endorsed high
levels of depersonalisation, and 19% endorsed low levels of personal
accomplishment (O’Connor et al., 2018). These findings are consistent with a prior
review of 40 published articles on burnout in psychotherapists that found moderate to
high levels of burnout in more than half of the participants (Simionato & Simpson,
2017). Additionally, concerning levels of negative outcomes have been observed in
postgraduate psychology trainees (Humphreys et al., 2017; Kuyken et al., 2000).
These negative outcomes indicate that training and practicing in the psychology
profession places a person at risk of experiencing burnout and distress.

There appears to be a gap in the burnout literature relating to
psychotherapists. Several meta-analyses, reviews, and explorations of burnout in
mental health professionals and psychologists have been conducted to identify
important contributing variables (e.g., Hammond et al., 2018; Kaeding et al., 2017,
O’Connor et al., 2018; Rupert et al., 2015; Simionato & Simpson, 2017; Simpson et
al., 2019). However, none of these studies have measured the potential contribution
of emotional labour in the development of burnout. Some articles obliquely reference

emotional labour such as identifying the role of emotional demands (Rupert et al.,
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2015; Scanlan & Still, 2019) or transference (Hammond et al., 2018), but it has not
been studied directly. As emotional labour has consistently been associated with
burnout in other professional groups (Hulsheger & Schewe, 2011; Kammeyer-
Mueller et al., 2013; Mesmer-Magnus et al., 2012), further consideration of how this
construct applies to the development of burnout in psychotherapists is warranted.
Therefore, studying emotional labour in the context of mental health professionals
such as psychologists is logical for future research.
Emotional Labour Defined

Emotional labour describes the process by which workers regulate and
display emotion to achieve desired outcomes with their service consumers
(Hochschild, 1983). Recently, emotional labour has been conceptualised as a process
of managing emotional responses (emotion regulation) to ensure visible emotional
displays (emotion performance) are consistent with perceived rules regarding
acceptable and unacceptable emotional displays (display rules) (Grandey, 2000;
Grandey & Gabriel, 2015; Grandey & Melloy, 2017). According to these
conceptualisations, two broad forms of emotion regulation are used when felt
emotions are incongruent with display rules (emotional dissonance). Suppressing
dissonant emotions while feigning emotions consistent with display rules is termed
surface acting, whereas modifying felt emotion to realign with display rules
genuinely is termed deep acting (Grandey & Gabriel, 2015). These are active
regulatory processes that enable service providers to meet the emotional
requirements of their role (Grandey & Gabriel, 2015). The specific focus on present
moment processing of emotional reactions between the service provider and
consumer distinguishes emotional labour from other constructs such as compassion

fatigue (Hansen et al., 2018) and burnout (Maslach et al., 2001). Indeed, emotional
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labour is a process of emotion management, whereas burnout and compassion fatigue
are specific psychological states.

A psychotherapist’s therapeutic approach may influence display rules
governing the process of emotional labour. VVarious models of psychotherapy differ
in the emphasis placed on the interpersonal exchange of emotion between
psychotherapist and client. For example, psychotherapists practising primarily from a
Gestalt orientation may see the interpersonal experiential exchange between
psychotherapist and client as a fundamental pillar of the intervention (Mann, 2010).
Alternatively, traditional cognitive-behavioural psychotherapists may be principally
focused on thought and behaviour patterns with clients (Williams & Chellingsworth,
2010). Although this idea oversimplifies these approaches, it highlights the variance
in emotional display rules that may exist between psychotherapists.

To illustrate emotional labour concepts in the context of providing
psychotherapy, take, for example, a psychotherapist experiencing anger with a client.
Displaying the naturally felt anger towards the client may be viewed as inappropriate
(display rules) and the psychotherapist may instead display calm (emotion
performance), resulting in a discrepancy between what the psychotherapist is feeling
and displaying (emotional dissonance). From an emotional labour perspective, the
psychotherapist could regulate this dissonance via suppressing the emotion of anger
and feigning calm (surface acting), or by downregulating the emotion of anger to be
consistent with calm (deep acting). Alternatively, the psychotherapist may choose to
express the emotion of anger. However, the latter still involves the modification of
raw emotion to ensure that such emotion is expressed appropriately (i.e., meeting
display rules). This example reflects the nuanced process of emotional labour in the

context of providing psychotherapy.
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Emotional Labour Outcomes

Emotional labour has been associated with various intrapsychic and
interpersonal variables. Although some literature has found potential beneficial
effects of emotional labour (Alam et al., 2019; Grandey et al., 2013; Humphrey et al.,
2015) most research has associated emotional labour with negative personal
outcomes such as burnout (e.g., Hilsheger & Schewe, 2011; Kammeyer-Mueller et
al., 2013; Mesmer-Magnus et al., 2012), interpersonal outcomes such as work-family
conflict (Wagner et al., 2014; Yanchus et al., 2010), and poorer ratings of
relationship satisfaction and family quality (Bakker et al., 2019; Sanz-Vergel et al.,
2012). Additionally, theoretical (Miller & Sprang, 2017) and early correlational
evidence suggests that surface acting may be associated with compassion fatigue in
hospice nurses (Barnett et al., 2019). This research has been performed on broad
occupational fields such as customer service, education, industry, and healthcare,
with few studies collecting detailed data regarding specific occupational roles.
Therefore, previous research generally links emotional labour to poorer well-being
but has limited occupational specificity.

Emotional dissonance is one mechanism by which emotional labour is
thought to be associated with burnout (Grandey & Gabriel, 2015; Grandey & Melloy,
2017). Experiencing dissonance between felt and displayed emotions has long been
considered harmful for an individual due to the psychological inauthenticity this
creates (Hochschild, 1983). Research supports this assertion as emotional
dissonance, and surface acting (which prolongs emotional dissonance), are
consistently linked to adverse well-being outcomes such as burnout (Hulsheger &
Schewe, 2011; Kammeyer-Mueller et al., 2013; Mesmer-Magnus et al., 2012).

Further evidence for this mechanism comes from research supporting relationships
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between personal and organisational authenticity with positive well-being and the
amelioration of negative well-being outcomes (Grandey et al., 2012; Van den Bosch,
& Taris, 2014; Van den Bosch & Taris, 2018). This research strongly suggests that
emotional labour leads to burnout through a psychological state of inauthentic
emotional expression.

Emotional labour is also thought to lead to burnout by depleting
psychological resources (Brotheridge & Lee, 2002). Building upon conservation of
resources theory (Hobfoll, 1989), Brotheridge and Lee (2002) found evidence
suggesting that emotional labour contributes to burnout through a net depletion of
resources occurring when emotion regulation strategies are used without reward or
replenishment. From this perspective, Grandey and Gabriel (2015) argue that surface
acting is unlikely to result in sufficient rewards to offset its depletory effect. This
literature suggests that burnout can be developed consequent to a net loss of
resources when emotion regulation does not facilitate recuperation or recovery.

A Need for Further Research

Exploratory research on the nature of emotional labour in psychologists
providing psychotherapy is needed as this occupational group is under-researched.
Although there has been emotional labour research conducted on samples of health
professionals, of which psychologists comprise a portion (e.g., Xanthopoulou et al.,
2018), few studies have focused on the specific nature and outcomes of emotional
labour in psychologists. Additionally, no studies have explored emotional labour in
psychologists via qualitative methods. This is a concern because previous research
findings regarding emotional labour cannot be assumed to be transferable to
psychologists. Relative to previously studied occupations, psychologists providing

psychotherapy engage in more prolonged interactions and can have a greater degree
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of closeness with their clients. Awareness and management of emotional reactions to
clients is considered to be an essential factor in various psychotherapy models (e.g.,
Gabbard, 2009; Mooren & Stéfsel, 2015; Moorey, 2014) and there is some evidence
to suggest that emotional intelligence is improved by completing training in
counselling (Pearson & Weinberg, 2017). A recent model of emotional labour
(Grandey & Melloy, 2017) has identified all these variables as potentially
contributing to different outcomes. Therefore, it cannot be assumed that previous
emotional labour research is directly applicable to psychologists providing
psychotherapy.

Quantitative and cross-sectional research methods have been utilised by the
bulk of published peer-reviewed research on this topic and have associated emotional
labour with outcomes such as work-family conflict and burnout (Rodriguez &
Carlotto, 2017; Weaver & Allen, 2017; Yanchus et al., 2010). Although these
associations between these variables are consistent with other occupations
(Hulsheger & Schewe, 2011; Kammeyer-Mueller et al., 2013; Mesmer-Magnus et
al., 2012; Wagner et al., 2014), the research methods employed in these studies have
not allowed for a robust exploration of the nature of emotional labour in this
population. For example, it may be possible that emotional labour in psychologists is
associated with positive outcomes such as those argued by Alam and colleagues
(2019). Additionally, as well-being may vary across psychologist career stages
(Dorociak et al., 2017), the effects of emotional labour may also vary across the
professional lifespan. Additionally, the possibly different nature of emotional labour
in this occupational group may lead to associations with variables that are unique to
the profession. Therefore, there is a rationale for exploratory research methods

examining the effects of emotional labour for psychologists.



EMOTIONAL LABOUR IN PSYCHOLOGISTS 35

Current Study

This study seeks to extend current literature by addressing gaps in burnout
and emotional labour literature. The current study is the first to employ qualitative
methods to primarily explore the research question: What are the perceived effects of
emotional labour in psychologists providing individual psychotherapy? Additionally,
as career experience may influence psychologist well-being (Dorociak et al., 2017), a
secondary research question was explored: Are there differences in the perceived
consequences of emotional labour between psychologists of varying experience
levels?

Method

Research Design Overview

Individual semi-structured interviews of participants were collected and
subjected to thematic analysis (Braun & Clarke, 2013) to answer the primary
research question. The secondary research question was analysed by observing the
frequency of identified themes in each participant group. The research team adopted
a constructionist epistemology for the study and therefore viewed reality and truth as
created by the complex dynamic interaction between researcher, participant, and
context (Crotty, 1998). This enabled findings to be based on the interactions between
the lived experiences of participants and the primary researcher. Participant
interviews were recorded and transcribed with these transcriptions becoming the
primary data-source. A qualitative research design was considered appropriate for the
current study due to the exploratory nature of the inquiry. Thematic analysis was
considered the most appropriate methodology because the research question was
specifically focused on examining general responses and perspectives from the

participants. Such a focus is a strength of thematic analysis and fits well with the



EMOTIONAL LABOUR IN PSYCHOLOGISTS 36

recommendations of its use in research (Braun & Clarke, 2013). The Consolidated
Criteria for Reported Qualitative Research (COREQ); Tong et al., 2007) and Journal
Article Reporting Standards for Qualitative Research (JARS-Qual; Levitt et al.,
2018) guidelines were consulted before and during the research design, data
collection, analysis, and reporting stages of the study to ensure best practice was
observed. The section headings that follow are those recommended by the JARS-
Qual reporting standards as best practice in reporting primary qualitative research
(Levitt et al., 2018).
Data Sources
Research Team Description

The research team comprised one post-graduate student working part-time as
a clinical psychologist (primary researcher) and three experienced Psychology
faculty members across two universities in Western Australia. Three members of the
research team are registered psychologists and all members have completed post-
graduate Psychology training (two in Clinical Psychology, one each in Community
Psychology and Organisational Psychology). Two members of the research team
have experience in qualitative research, and these members trained the others in
qualitative research methods when required. The primary researcher worked part-
time as a clinical psychologist providing psychotherapy throughout the research
process and as such, had deep insight into the phenomena of interest in the studied
population. Another member of the research team has extensive experience in
providing psychotherapy to clients but was not practising during the research
process. The other two team members do not have clinical experience.

The prior understandings of the primary researcher primarily enhanced the

quality of data collection and analysis. This prior understanding and lived experience
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facilitated empathy with participants and insight into the investigated variables.
Greater insight into emotional labour enhanced the interview process as the
interviewer was better able to probe participants to reflect on underlying emotional
labour processes without leading the consequences that participants identified. This
insight also enabled an interpretive lens from the perspective of emotional labour
theory to be applied to the interpretation of data and analysis.

The diversity of research team perspectives increased the integrity of the
research process. Team members other than the primary investigator had
significantly less experience with emotional labour theory. However, these team
members have substantial experience in completing studies of related constructs such
as burnout and resilience, including studies of such constructs in psychologists.
Additionally, background and experience differences between team members were
acknowledged at each step of the research process and how these perspectives may
influence expectations was considered. For example, one research team member
expected to find significant differences between early-career and experienced
therapists in the content and intensity of emotional labour effects. This diversity in
the research team enabled a rigorous approach to reflexivity in interpreting the
participants’ experiences.

Participants

Twenty-four participants were recruited. These participant groups were early-
career psychologists (three years or less experience, n = 9), mid-career psychologists
(between four and nine years’ experience, n = 7) and experienced psychologists (ten
years or more experience, n = 8). The sample ranged in age from 24 to 67 years (M =
39.2, SD =11.1) and most were women (n = 17, 70.8%). This difference in gender

proportion was not unexpected, as 80.8% of psychologists in Western Australia are
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women (Psychology Board of Australia, 2019). All participants were registered
psychologists with varying training backgrounds (e.g., postgraduate or undergraduate
training only) and areas of endorsement (e.g., clinical psychology, counselling
psychology, and organisational psychology) and all worked primarily in the
provision of individual psychotherapy. A total of 16 participants had completed
postgraduate training in psychology across four different types of Masters courses,
with two participants undertaking their Masters course at the time of interview. In
Australia, to specialise in a specific area of psychology (e.g., clinical or counselling),
individuals are required to complete a relevant postgraduate course after their
undergraduate psychology study. The experience of the participants in providing
individual psychotherapy varied between 5 months and 30 years (M = 8.9, SD = 9.8).
Most participants (n = 20) worked for either government or non-government
agencies, private practice, or a mix of these three workplaces in
outpatient/community settings (n = 19) and most worked fulltime hours (n = 16). Of
the participants that were seeing clients at the time of the interview, the number of
sessions provided per week varied between 1 and 55 (M = 16.9, SD = 11.7). A
majority of the participants identified using a number of different models of therapy
(n =11), with Cognitive Behavioural Therapy identified most frequently in those
who either identified as using one primary model or a combination of models (n =
12).
Researcher-Participant Relationship

Most participants were not known to the primary researcher. However, the
primary researcher and two participants were known to each other due to previous
shared university studies occurring before 2013. At the time of interview, these

participants and the primary researcher had not had regular contact since the
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cessation of studies with each respective participant. These participants were not
specifically targeted during recruitment and responded to the general recruitment
methods detailed in the following section. Other participants were connected to the
researcher by one degree of separation as people from the research team’s networks
responded to recruitment posts. Impacts of researcher-participant relationships were
considered to be negligible as all participants did not have ongoing relationships with
the primary researcher, were not targeted directly for involvement in the study, and
had no knowledge of the study before recruitment.
Participant Recruitment
Recruitment Process

The study was conducted in Perth, Western Australia. Organisations that
employ psychologists, universities that offer post-graduate psychology training, and
the research team’s networks were contacted and requested to share the study’s
information sheet to possible participants via email (Appendix G). Recruitment posts
were made in relevant Facebook groups, and the information sheet was sent to
LinkedIn members fitting the desired participant criteria. Participants were informed
that they would receive a summary of a preliminary analysis if they participated in
the project, but they were not otherwise incentivised. Interviews were arranged after
participants responded to the information sheet. Before interviews, participants were
requested to reflect on the sorts of emotions that they experience as part of their
clinical practice, how they regulate these emotions, and the possible consequences of
these processes. In order to adhere to the principles of our constructionist approach
(Crotty, 1998), emotional labour and the associated terms such as deep acting and
surface acting were not explicitly referred to in the interviews. However, the

interviews provide data that is directly applicable and informative to the construct of
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emotional labour. Ethical approval was granted by the University Human Research
Ethics Committee (HRE2018-0297).

An a-priori estimation of the sample size required for the study was
conducted. Relating to the secondary research question, it was initially thought that
approximately 10 participants from three different categories of experience would
need to be recruited to allow for theoretical saturation to be achieved. Theoretical
saturation is the point at which new interviews do not contribute unique data to the
overall dataset (Morse, 1995). This was an over-estimate as a recent thematic
analysis of the experiences of burnout in a sample of clinical psychologists reached
theoretical saturation after only six interviews (Hammond et al., 2018). A total of 24
participants were interviewed once to obtain the interview data used for the study.
Recruitment was ceased after the research team reached a consensus that theoretical
saturation had been achieved. No participants withdrew data after being interviewed.
Participants were informed that the study sought to compare and contrast the
experience of emotional labour in early-career, mid-career and experienced
psychologists who provide psychotherapy.

Participant Selection

Purposive sampling was used to recruit participants from various training
backgrounds and work contexts, and some participants were recruited via the
snowball method after interviews with connected colleagues. To be eligible for the
study, participants needed to be registered psychologists who provide individual
psychotherapy in their work with clients. Additionally, participants had to be
providing psychotherapy within the last six months. The primary researcher
conducted each individual interview with participants at mutually convenient

locations, which afforded confidentiality and clear audio recording. Such locations
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were mostly located in private practice offices and university campus private study
spaces. Interviews were conducted from August 2018 to February 2019.

Data Collection

Data Collection Procedures

Data was collected via individual semi-structured interviews to collect open-
ended, personal, and confidential data. The interview schedule was developed by the
primary researcher in consultation with the research team. This protocol was initially
piloted with a colleague of the primary researcher, and a recording of this pilot
interview was assessed by the research team to confirm the protocol’s practical
utility and appropriateness. Minor changes to the interview schedule occurred after
the initial interviews, and these changes were discussed with the research team
before being implemented in further interviews. Alterations included subtle wording
changes for some questions to enhance clarity and the introduction of a follow-up
prompt exploring whether participants experienced any changes to leisure activities
consequent to emotional labour. This prompt was included after such a factor was
identified by one of the initial participants after interview. Interviews ranged from
26.9 minutes to 93 minutes (M = 63.4, SD = 15.8).

A reflexive journal was kept by the primary investigator to provide a
reflective space to identify and mitigate the impact of his experiences on participant
recruitment, data collection, and analysis. The primary investigator’s expectations for
the data were noted before conducting interviews. Expectations included themes
around a variety of affects being elicited from client-related content, feeling worn out
or burnt out, and having reduced patience for significant others consequent to
managing emotional labour. Identifying these positions before data collection

ensured that findings were consistent with the data and that alternative or opposing
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themes were explored during analysis. The reflexive journal also contained broader
personal reflections to assist in developing self-awareness during the research
process.

The interview schedule was developed to obtain information regarding
multiple research questions relating to emotional labour (Appendix H) for the
interview schedule. The data presented in this study was primarily derived from
responses to the question “what do you think are the consequences of having to
experience, show, and deal with different emotions in your work?” Participant
responses to this question were assumed to reflect the consequences of emotional
labour because the question specifically pertained to the processing of emotion.
Based on previous research, the authentic expression of emotion seems to be
associated with reduced burnout (Grandey et al., 2012; Van den Bosch, & Taris,
2014; Van den Bosch & Taris, 2018) and congruence between felt and displayed
emotion tends not to be associated with burnout (Grandey & Gabriel, 2015).
Furthermore, Grandey and Gabriel (2015) suggested that the traditional deep
acting/surface acting dichotomy may not categorise all forms of regulation in the
emotional labour process. These findings indicate that any effects identified by
participants responding to this question are likely consequent to emotional labour and
that interview questions specifically prompting participants to think in terms of this
dichotomy would be limiting and contrary to the exploratory nature of the line of
inquiry.

Recording and Data Transformation

Interviews were recorded using an audio recording device and these audio

files were sent to an online transcription service for verbatim transcription. A

member checking process took place whereby each transcript’s accuracy was
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assessed initially by the primary investigator and then returned to participants for
further confirmation. Additionally, field notes were made by the interviewer after
each interview following Phillippi and Lauderdale’s (2018) guidelines to assist in
reflection on the data collection process. The interview transcripts, along with the
field notes, formed the primary data sources for data analysis.
Analysis
Data Analytic Strategy

Thematic analysis (Braun & Clarke, 2013) was used to identify general
themes and patterns across the data to answer the primary research question. A
recursive process of data familiarisation, initial inductive coding, subtheme and
theme identification, theme revision, theme definition and analysis was followed as
per Braun and Clarke’s (2013) recommendations. An inductive approach to theme
identification was adopted to enable codes and themes to be extracted from the data
and was deemed by the research team to best suit the study’s line of inquiry. The
recursive data analysis process was conducted by the primary investigator with
research team consultation and revision occurring at each step in this process. Team
members commented upon the transcripts, interim codes and participated in
identifying themes and subthemes. A second coder was not used during analysis to
avoid violating the inductive process of the research as this second coder would not
have been intimately involved throughout the research process (Morse, 1994) and
would not be consistent with the epistemology. Coding was performed on each entire
transcript. The NVivo 12 software was used to manage the coding process and data
analysis. Feedback from participants was sought regarding the findings of the

preliminary analysis. This was done as part of a further member checking procedure
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to enhance the credibility of these findings. The feedback received from participants
indicated that no changes to the analysis were required.

Analysis of theme frequency in the different participant experience groups
was performed to address the secondary research question. The frequencies of each
theme were classified as either “general” (applied to all cases), “typical” (occurring
in half or more cases) or “variant” (occurring in more than two cases but less than
half), as suggested by Hill and colleagues (Hill et al., 1997). Observing the frequency
of the identified themes in each participant group allowed the research team to assess
whether there were observable differences between participants with varying levels
of experience.

Findings

The analysis of the interview data for this study was predicated on finding
themes related to the research questions. To provide context for interpreting the
interview data, participants were asked about the kinds of emotional responses they
often manage with clients. Participant responses indicated that the content of
emotional responses managed in sessions with clients spanned the entire spectrum of
positive and negative affect. Concerning the primary research question, the thematic
analysis identified beneficial, neutral, and pernicious effects reported by participants.
These effects are summarised by the following themes: personal growth, feeling
depleted and exhausted, and craving space free from people and work-related
emotion. These themes are discussed below. All included names are pseudonyms.

Concerning the secondary research question, the theme frequency analysis
found that the identified themes were ‘typical’ for all groups with one exception. The
feeling depleted and exhausted theme was ‘general’ for early career psychologists.

The frequency of this theme’s representation in the data was remarkably high in mid-
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career (85.7%) and experienced participants (87.5%), with all but one case reporting
this theme in the other groups. The research team concluded that these findings did
not constitute sufficient evidence of differences in the perceived consequences of
emotional labour between the participant groups. Therefore, this secondary research
question was not subject to further analysis.
Personal Growth

Most participants (79.2%) described some benefits from having to manage
emotions in their work. They identified how engaging in this emotion management
can lead to personal growth through the increased expansion and understanding of
their emotional selves. There were no subthemes identified for this theme.

“I think I've become more comfortable with strong emotions that I feel

myself and strong emotions that other people are feeling....I think I'm

more able to experience and express emotions authentically, and I'm

better able to like appreciate them in other people. And I think because I

like appreciate how big emotions can be, I think I'm more respectful

when other people are having them. And I think I realise they 're more

meaningful and I think that’s a good thing.” (Phil, early-career).

“I think there’s some really lovely consequences that you 're kind of

constantly on this journey of self-discovery and self-learning and self-

reflection...It’s something I value” (Georgia, mid-career).

“You definitely have to grow a lot. You learn a lot” (John,

experienced).

Participants described an increasing comfort, understanding and authenticity
with personal emotional experiences and interpersonal interactions, an increased

capacity to empathise with others, and an improved understanding of themselves and
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the world due to the regular practice of providing empathy to clients. Participants
reporting personal growth seemed to experience an expansion of self due to the
management of emotional reactions with clients.

Feeling Depleted and Exhausted

Managing emotions was identified as having a significant detrimental
intrapersonal effect on the participants. Almost all participants (91.7%) identified
depletion and exhaustion effects caused by this specific process. This theme
consisted of four subthemes (see Table 1).

“You just feel like you are fighting burnout all the time. Like it just

doesn’t go away. I feel like there was this little burst of energy at the

beginning of my career and then since burning out the first time, I've
never quite gotten that same level of energy again...And you sort of just
go through lulls where you feel a little bit better in how you 're coping
with it all, but it’s never quite gone.” (Sara, mid-career).

This participant directly linked managing emotions to the development of
burnout, with this quote representing the burnout subtheme. The burnout subtheme
comprised participants (83.3%) linking emotion management directly to burnout,
exhaustion, and fatigue. The quote captures how managing emotional reactions was
perceived by most participants to significantly contribute to developing resource
depleted psychological states like burnout.

“There’s definitely...that compassion fatigue thing, it’s just too much

sometimes” (Josie, experienced).

“Sometimes when you 're kind of have a little bit of emotion or

compassion fatigue...really wanting to empathize when you 're there, but
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it’s kind of not, you 're not even feeling it because you ve kind of just

been so exhausted of your empathy” (Emilia, early-career).

These extracts reflect the compassion fatigue and vicarious trauma
subtheme. This subtheme captured participants (37.5%) who either acutely
referred to compassion fatigue or obliquely referenced experiencing vicarious
stress responses to work-related emotional experiences. Compassion fatigue
was distinguished from emotional fatigue in the burnout subtheme by
references to the specific depletion of compassion and empathy.

“...I'm just like a zombie at the end of the day...And then kind of having

that blunt, you know, when other people tell you stuff, you re just kind of

like ‘I wanna have that emotion, and I wanna show you that, but I’ve

29

literally got nothing left in the tank.’”(Emilia, early-career).
“...And so it feels like the, the, the more, um ... infinite some of those
levels [of empathy] are in the room, in therapy, then the more finite they
become out there in personal relationships.”(Patricia, mid-career).
These participants described how managing emotional reactions as part of
their work left them feeling depleted of emotional resources and unable to engage
with interpersonal relationships in the manner they desire. The preceding quotes
reflect the reduced emotional availability subtheme and capture the differences
between the participants’ emotional availability to clients and close others. This
subtheme included participants (75%) reporting a reduced capacity to provide
emotional support for close personal relationships consequent to emotion

management. The reduced capacity seemed to be exacerbated for participants who

were involved in highly emotionally demanding personal relationships. It therefore
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seemed that managing emotional reactions with clients reduced participants’ capacity
to be emotionally available and responsive to people in their daily lives.

“Perhaps become a little bit intolerant with adult children now at home

when they start whinging about certain things. It’s like ‘you’re actually

okay, you have no idea. Please don’t tell me about you car battery, 1

don’t want to know’. So I suppose losing a little bit of context, losing

sight of ‘this is still my life and it’s okay for them to have an issue with

29

their car battery and actually whinge about it’” (Caitlin, experienced).
“I can get frustrated with friends that are upset about some things that
might not be things, and I have to remind myself, this is relative. This is
still their stuff. This is still important to them” (Rhonda, mid-career).
Lastly, these extracts reflect the irritation with others and ‘shallow’
interactions subtheme. This subtheme represented participants (41.7%) reporting a
dysphoria consequent to reduced emotional availability and a frustration with
interactions with others in their personal lives that were deemed trivial or lacking
depth.
Craving Space Free from People and Work-Related Emotion
Most participants (70.8%) referenced a need for space from other
relationships, reduced stimulation, and a preference to avoid activities that elicit
work-related emotion consequent to emotion management.
“So if I have a week where I'’ve got lots of ... people have actually

divulged their traumas, then at the end of the week, I just don’t want to

see anyone” (Mary, mid-career).
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“Um, I really need to spend time alone and I need to spend time in

nature. So just with yeah very little distraction, very little noise.” (Brad,

mid-career).

These extracts illustrate participant reports of reduced socialising and
preferences to engage with less stimulating environments consequent to in-session
emotion management. This was characteristic of the need for space from others and
stimulating environments subtheme (found in 45.8% of participants). Participants
often described meeting needs for recovery through finding solitude and avoiding
highly stimulating environments that were once enjoyable before providing
psychotherapy.

“Just with certain people, and, um ... less chaotic or less dramatic

people. Like, I've become quite selective about the things | do and the

people | do them with, because | don't ... yeah, maybe | don't have

enough space for too much other stuff.” (Rhonda, mid-career).

This participant articulated a need to establish firmer boundaries in
emotionally taxing personal relationships and invest energy in non-emotionally
taxing relationships consequent to managing emotional reactions during sessions with
clients. This was characteristic of the increased boundary setting in relationships
subtheme (reported by 50% of participants).

“I think, there are things that maybe I would do for leisure before that

I'm less inclined to do now... Um, and so sometimes I'll be careful a

little bit more kind of selective in terms of what | watch, | might watch

more comedy or more rom-coms just because they feel light.” (Stacey,

early-career).
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This quote reflects the changes to leisure activities and media consumption
subtheme (found in 29.2% of participants) and encapsulates the changing preferences
of some participants to engage with less emotionally taxing leisure activities and
media content. Participants identified that while their engagement with certain media
platforms did not change substantially (e.g., movies, music, television etc...), the
types of content consumed on these media platforms did change. Participants
identified avoiding content that was thematically related to their place of work (e.g.,
correctional facilities) and avoiding content that was likely to elicit negative or
emotional states they experienced in their work. Therefore, participants reported a
preference to engage with media content and leisure activities that provided a
counterweight to the emotions elicited during work consequent to emotion

management.
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Table 1
Frequency of Themes and Subthemes (N = 24)
Theme Sub-theme Frequency
N %
Personal growth 19 79.17
Feeling depleted and exhausted 22 91.67
Burnout 20  83.33
Compassion fatigue and 9 37.5
vicarious trauma
Reduced emotional 18 75
availability
Irritation with others and 10 41.67
‘shallow’ interactions
Craving space free from people 17 70.83
and work-related emotion
Need for space from others 11  45.83
and stimulating
environments
Changes to leisure activities 7 29.17
and media consumption
Increased boundary setting 12 50

in relationships

Discussion

The current study is the first to comprehensively explore the experience of

emotion as it pertains to psychologists from the perspective of emotional labour. In

other words, while other studies have explored burnout and emotional impacts of

working as a psychologist, none have situated these processes within the emotional

labour context. This is important for several reasons. First, it contributes to emotional

labour literature by examining a specific under-researched occupational group, and
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by identifying novel effects. Second, it provides a new theoretical perspective to
understand the processes and consequences of emotion management for
psychologists. The novel findings presented here also suggest new avenues for
research and practice to help psychologists better manage emotions that arise from
their work.

The study explored the research question: What are the perceived effects of
emotional labour in psychologists providing individual psychotherapy? We achieved
this aim by exploring psychologists’ perceptions of their experience of emotion
during therapy sessions. We consciously chose not to define emotional labour so as
not to “lead” participant responses. Instead, we devised an interview schedule that
corresponded with the core elements of emotional labour theory. As such, the data
provided rich accounts of the emotional labour process. The perceived positive effect
of emotional labour described by the participants contrasts the bulk of emotional
labour research whereas the observed negative effect seems consistent with the
broader literature in other occupations (e.g., Hilsheger & Schewe, 2011; Kammeyer-
Mueller et al., 2013; Mesmer-Magnus et al., 2012). This previous literature has
mostly used quantitative research designs and self-report measurement tools that
have limited the exploration of outcomes associated with emotional labour. In
contrast, the current study’s qualitative design enabled free exploration of outcomes
and led to the identification of the perceived positive effect. The identified neutral
effect of desiring space from people and work-related emotion seems to contribute
new knowledge to the scientific literature.

The frequency of themes did not differ significantly across participant
experience groups, suggesting that types of emotional labour outcomes are constant

across the professional lifespan. This may reflect that emotional labour is inherent to
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the role of psychotherapist and suggests that psychologists of all career stages would
benefit from strategies that mitigate negative outcomes such as those identified in the
current study. However, the commonality of themes does not imply that the groups
were all afflicted to a similar extent. It may be possible that the extent of the
identified themes is affected by the utilisation of different coping strategies or other
factors that vary across experience groups. Despite this, the commonality in
identified themes identified by participants suggests that emotional labour affects
psychologists across the professional lifespan and as such, requires ongoing
management.

Personal growth was identified by participants as a positive outcome
consequent to managing emotional reactions during sessions. One possible
explanation for this finding may be the unique nature in which emotional labour is
managed by psychotherapists. Functionally managing emotional reactions within the
psychologist is related to client outcomes (Hayes et al., 2018). This may cause
psychologists to reflect frequently and deeply on their work-based emotional
experiences through mediums such as supervision. These reflections may afford
psychologists opportunities to develop functional perspectives on their emotional
reactions that may lead to expanded empathy and understanding. This deep
processing of emotional reactions may enable an individual to experience growth
from emotional labour.

The identification of possible positive effects of emotional labour contrasts
much, but not all, research on emotional labour. While most meta-analyses and
reviews of emotional labour have found strong support for links between emotional
labour and negative well-being outcomes (e.g., Grandey & Gabriel, 2015;

Kammeyer-Mueller et al., 2013), some research has linked emotional labour to
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positive well-being outcomes (Alam et al., 2019; Humphrey et al., 2015). In
conjunction with this study’s findings, this may suggest that in certain contexts,
individuals may obtain a net benefit from emotional labour. This is significant for the
literature as it adds to a relatively small but growing number of studies that contrast
the bulk of emotional labour research. Additionally, to the best of the authors’
knowledge, emotional labour has not previously been linked to personal growth,
making this a unique finding.

The second major finding of this study was that participants attributed
exhaustion, fatigue, and resource depletion to managing emotions during sessions.
This suggests participants were describing phenomena such as burnout and
compassion fatigue. The link between burnout and emotional labour is well
established in previous literature (Hilsheger & Schewe, 2011; Kammeyer-Mueller et
al., 2013; Mesmer-Magnus et al., 2012). However, links between compassion fatigue
and emotional labour are relatively recent and based upon simple bivariate
correlations found in a sample of hospice nurses (Barnett et al., 2019; Miller &
Sprang, 2017). Therefore, the findings of this study extend this literature by being the
first to find a relationship between these variables in psychologists with qualitative
data.

The final major theme identified in data analysis suggested that participants
needed psychological distance from stimulation and social contact consequent to
managing work-based emotional reactions. Needing such distance may reflect a
method of emotional regulation or replenishment of psychological resources.
Subsequent engagement with stimulating environments or interpersonal interactions

like those occurring during the workday may result in further resource depletion.
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Obtaining psychological ‘space’ therefore may be an important component of
replenishment from emotional labour for psychologists.

The findings of this study extend the burnout literature regarding mental
health professionals. Previous research examining burnout and its predictors in
psychologists and mental health professionals have not included the potential
contribution of emotional labour (e.g., O’Connor et al., 2018; Simionato & Simpson,
2017). However, participants in this study linked the management of emotional
reactions with clients to a depletion of emotional resources. This suggests that
emotional labour and burnout are associated in this occupational group. Therefore,
future mental health professional burnout research should ensure that emotional
labour is sufficiently considered. One possible future step would be to include
emotional labour with other predictors of burnout to examine their relative
contributions.

The findings of this study extend existing emotional labour literature by
contributing unique findings and investigating an under-researched population.
Linking emotional labour to personal growth and the development of a need for
isolation from people and work-related emotion are novel findings. Additionally, the
feeling depleted and exhausted theme may provide the first evidence of a link
between emotional labour and compassion fatigue in this occupational group. These
findings extend the emotional labour literature by contributing new knowledge and
documenting phenomena in an under-researched occupational group.

Strengths and Limitations

The research design and participant recruitment were key strengths of the

study. The process of interviewing participants allowed for rich data to be collected

and enabled the identification of unique findings that were unlikely to be uncovered
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without an exploratory approach. For example, quantitative methods cannot identify
a link between emotional labour and personal growth without the creation of a
unique psychometric tool to operationalise personal growth. As discussed in the
method, the primary investigator’s lived experience facilitated greater empathy with
participants and deeper insight into the studied constructs. Additionally,
transferability of findings was enhanced by collecting varied perspectives through
diversity in participant age, experience, training backgrounds, and therapeutic
models.

The study’s limitations should be considered when interpreting the findings.
The sample was collected with a focus on psychologists providing individual
psychotherapy, suggesting that the findings of this study may not be transferable to
those performing other roles. As most participants were employed and working as
psychologists, the sample may be biased towards those who have higher levels of
resilience. This would suggest that the results of this study may not be applicable to
those severely dissatisfied with their profession. Lastly, this sample was collected
exclusively from people working within organisations in Perth, Western Australia,
which may restrict transferability to other contexts.
Future Research

The findings of this study support future research exploring positive
outcomes of emotional labour and specific moderating variables. Future research
could explore the link between emotional labour and personal growth, however,
would require personal growth’s operationalisation. Alternatively, personal growth
may be captured by the construct of compassion satisfaction as defined by Hansen
and colleagues (2018) and using this construct in future research may suffice.

Furthermore, further research could identify factors specific to psychologists that
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moderate the relationship between emotional labour and its outcomes. Such findings
would then inform occupational specific emotional labour management
recommendations. Understanding the context in which emotional labour leads to
positive outcomes and occupational-specific moderating variables would be fruitful
future research.

The current study’s finding of needing isolation consequent to emotional
labour offers potential directions for future research. Future research could attempt to
clarify whether this is a unique construct or whether the depersonalisation component
of burnout better conceptualises this finding. Additionally, future research could
examine the relative effectiveness of coping choices that achieve this isolation from
others in ameliorating burnout.

Emotional labour and its relationship with compassion fatigue could be a
valuable focus of future research. There appears to be a relative dearth of literature
specifically examining the link between these variables (Barnett et al., 2019; Miller
& Sprang, 2017) when compared to research linking emotional labour to burnout
(e.g., Grandey & Melloy, 2017; Kammeyer-Mueller et al., 2013). This study’s
findings suggest that a link between emotional labour and compassion fatigue is
plausible in psychologists. Future research could expand on this preliminary
evidence to extend emotional labour and compassion literature.

Clinical Implications

The current study asserts that reflecting upon emotional dissonance in
supervision and peer support networks may assist psychologists to experience
personal growth from emotional labour. It follows that incorporating this focus into
supervisory or other professional support processes may be beneficial for

psychologists. Evidence of a relationship between emotional labour and depletory
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phenomena such as burnout in psychologists was also found, suggesting that
established positive emotional labour management strategies may assist
psychologists. Therefore, psychologists could better manage emotional labour
through strategies such as authentic expression of emotion with colleagues (Grandey
et al., 2012), and emotion regulation strategies that realign felt and displayed emotion
(Grandey & Gabriel, 2015; Grandey & Melloy, 2017). An example of the latter may
be practising compassionate responses to difficult client behaviours. Lastly,
psychologists may improve their management of emotional labour by consciously
engaging with behaviours that psychologically distance themselves from draining
social interactions or highly stimulating environments, provide a counterweight to
the emotions experienced during consultation with clients, and replenish emotional
resources. Such behaviours are likely to depend on personal circumstances and
individual preferences but examples may include establishing strong boundaries with
difficult personal relationships, investing in healthier and less emotionally taxing
relationships, engaging with positive affect inducing media, as well as solitary self-
care activities such as reading or hiking. The themes found in the current study were
consistent across participant levels of experience, suggesting that all psychologists
providing psychotherapy may be vulnerable to negative effects of emotional labour

and should attend to this in their self-care practises.
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Chapter Three — Overview

In Chapter Three, | report the findings of a reflexive thematic analysis
attempting to answer the research question how do psychologists providing
psychotherapy manage emotional labour? This chapter is published in Clinical
Psychologist, a journal of international scope that publishes high-quality research in
the field of clinical psychology. This analysis is based on the same transcripts as
Chapter Two; however, the analysis is derived from a separate subset of data from
the transcripts to answer a separate research question. Qualitative methods were used
to answer this chapter’s research question because of the lack of literature available
on this topic in this population and its exploratory nature. Such methods were
deemed most appropriate to be able to capture broad holistic potential key constructs
that could form the basis of the following chapters, as opposed to quantitative
methods that require a-priori determination of variables. The purpose of answering
this research question was to identify potential person-level constructs that could
potentially inform follow-up statistical analyses. The analysis of this chapter found
numerous potential key constructs that may assist psychologists to manage emotional
labour effectively, including themes of effective in-session regulation, effective post-
session regulation, positive therapeutic relationships with clients, general lifestyle
factors, evaluating therapeutic effectiveness, personal predispositions, and career
experience. All themes have important implications for the emotional labour
literature; however, the discussion of these findings reveals a potential role for
constructs of psychological flexibility, self-compassion, self-reflection, career
experience to impact emotional labour’s relationship with burnout in psychologists

providing psychotherapy. These findings inform the later statistical modelling



EMOTIONAL LABOUR IN PSYCHOLOGISTS 60

presented in Chapter Five. The reference for the published version of this chapter is

below and the publishing agreement can be found in the appendices (Appendix ).

Clarke, J. J., Rees, C. S., Breen, L. J., & Heritage, B. (2022). Managing emotional
labour in the provision of psychotherapy — What matters most. Clinical

Psychologist. https://doi.org/10.1080/13284207.2022.2121644
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Chapter Three — Managing Emotional Labour in the Provision of
Psychotherapy — What Matters Most

Emotional labour is an under researched construct in the psychologist well-
being literature. Originally proposed by Hochschild (1983), emotional labour refers
to the process by which workers regulate and express emotion throughout
occupational duties (Grandey & Gabriel, 2015; Grandey & Melloy, 2017,
Hochschild, 1983). Although some research has related emotional labour to positive
constructs (Alam et al., 2019; Clarke et al., 2021; Grandey et al., 2013; Humphrey et
al., 2015), most research associates emotional labour with negative intrapersonal,
interpersonal, and organisational factors (Hulsheger & Schewe, 2011; Kammeyer-
Mueller et al., 2013; Mesmer-Magnus et al., 2012; Van Der Merwe, 2019). Recent
studies and reviews of psychologist well-being outcomes such as burnout (O’Connor
et al., 2018; Simionato & Simpson, 2018), and stress (Finlay-Jones et al., 2015;
Rupert & Dorociak, 2019), have neglected to include emotional labour’s
contribution. Where emotional labour has been considered, it has been linked to
poorer well-being (Carlotto et al., 2016; Clarke et al., 2021; Kolar et al., 2016;
Rodriguez & Carlotto, 2017; Weaver & Allen, 2017; Xanthopoulou et al., 2018;
Yanchus et al., 2010). Despite this, occupationally specific factors that assist
emotional labour’s management are yet to be identified. Exploring such factors will
further our understanding of improving psychologist well-being.

Recent models of emotional labour provide theoretical underpinnings for our
study. Building upon Hochschild’s (1983) work, Grandey and colleagues (Grandey
& Gabriel, 2015; Grandey & Melloy, 2017) conceptualise emotional labour as being
comprised of perceived rules regarding emotional expression (display rules),

expressions of emotion (emotion performance), and forms of emotion regulation that
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occur when felt emotion is incongruent with display rules. During a state of
incongruence between felt and displayed emotion (emotional dissonance), emotion
regulation occurs by utilising strategies that suppress felt emotions while feigning
desirable emotions (surface acting), or by utilising strategies that align felt emotions
with emotion performance (deep acting) (Grandey & Gabriel, 2015; Grandey &
Melloy, 2017). The authors argue that emotional labour contributes to burnout
through resource depletion from emotion regulation and internal distress experienced
during emotional dissonance.

Research exploring the emotional demands of psychologists providing
psychotherapy suggests a difference in how emotional labour is experienced relative
to other professions. Van Der Merwe and Wetherell (2020) describe four dilemmas
governing psychologist emotional expression with clients that suggest psychologists
experience highly contextual and dynamic display rules. For example, the authors
detail the complexity in psychologists’ decision making regarding expressing or
containing emotional reactions to clients. The frequency, intensity, and duration of
emotional labour, as well as interaction goals and qualities of relationships between
psychologist and client are also likely to significantly differ compared to previously
studied occupations. For example, a retail service interaction may occur briefly
between provider and consumer of limited closeness to achieve a product sale. In
contrast, psychologists providing individual psychotherapy may engage in emotional
labour over a period of 50 minutes per session in the context of greater degrees of
closeness and goals such as providing empathy and psychotherapy. Furthermore,
psychologists performing roles that have previously been qualitatively studied such
as providing coaching on sport performance (Hings et al., 2018a; Hings et al., 2018b)

are also likely to engage in different forms of emotional labour compared to those
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providing psychotherapy for the same contextual factors illustrated above. Such
differences are likely to result in different relationships to well-being constructs
(Grandey & Melloy, 2017). This suggests that psychologists providing
psychotherapy are a unique group that experience emotional labour in qualitatively
different ways, thereby requiring exclusive focus to identify idiosyncratic variables
key to effective management.

The management of emotional labour within the profession of psychotherapy
has not received significant previous attention. Emotion within psychotherapy has
historically been investigated through the lenses of countertransference (Cartwright
etal., 2021; Hayes et al., 1998; Hayes et al., 2018), empathy (Thwaites & Bennett-
Levy, 2007), impacts on therapeutic alliance and outcomes (Whelton, 2004), and
professional development. Some research has explored the management of boredom
and anxiety (Williams et al., 2003) and another study (Kolar et al., 2016) references
emotional labour in a manner inconsistent with dominant conceptualisations. Where
emotional labour theory has been considered (VVan Der Merwe, 2019), relevant
factors have been explored after emotional labour’s elicitation. Psychotherapist
professional development literature acknowledges developing balance between
emotional under- and over-involvement (Skovholt & Rgnnestad, 2003; Skovholt &
Trotter-Mathison, 2013), resolving reflection on emotional experiences in therapy
constructively (Skovholt & Rgnnestad, 2003; Rgnnestad et al., 2019), restoring
therapist emotional well-being between clients (Skovholt & Trotter-Mathison, 2013),
and supervision (Hill et al., 2016) as important for client outcomes, personal well-
being, professional development, and career sustainability. This literature emphasises
the challenges and importance of novice psychotherapists establishing functional

methods for addressing these concerns (Skovholt & Rgnnestad, 2003; Rgnnestad et
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al, 2019). However, despite studies investigating the emotional impact of clinical
work and its management, none of this work has explored contributing factors from
an emotional labour perspective.

Although psychologists providing psychotherapy are a unique occupational
role, previous research provides informative context. Previous qualitative
investigations in other occupations such as psychiatric nurses and sports
psychologists have found multiple factors as informing how emotional labour is
managed. Participants in these studies have reported using self-talk (Hings et al.,
2018a; Hings et al., 2018b; Van Sant & Patterson, 2013; Williams et al., 2003), and
deriving meaning from emotional events (Lamothe et al., 2021; McCance et al.,
2013). Establishing psychological boundaries between work and personal roles (Van
Sant & Patterson, 2013; Walsh, 2009), self-awareness, experience, and engaging in
self-reflective practice (Hings et al., 2018b; Hings et al., 2020; Van Sant & Patterson,
2013) have also been reported to assist in managing unwanted emotional states.
Lastly, social support and supervision may balance and maintain perceptions of one’s
reality as safe (Goldblatt, 2009), ‘vent’ unwanted emotional states (McCance et al.,
2013), and increase self-awareness (Hings et al., 2020; Lamothe et al., 2021). These
factors are consistent with Van Der Merwe’s (2019) research that explored responses
to emotional labour in psychologists. This literature suggests that authentic emotion
expression, realigning felt and expressed emotion, personal traits, abilities, concepts
of self, social support, and supervision, are factors relevant in managing emotional
labour.

Current Study
The aim of the current study was to explore factors relevant to managing

emotional labour for psychologists providing psychotherapy. A qualitative approach
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was used to enable deep exploration of the research question: How do psychologists
providing psychotherapy manage emotional labour? This question was chosen to
better understand broad antecedent and consequent constructs relevant to the
emotional labour process. We interpreted “manage” as reducing emotional
dissonance’s frequency, intensity, and/or duration, as this is the major factor linking
emotional labour to undesirable constructs (Grandey & Gabriel, 2015; Grandey &
Melloy, 2017; Van Der Merwe, 2019).

Method
Research Design and Research Team

A social constructionist epistemology underpinned our study. Social
constructionism views “truth” as constructed jointly by researchers and participants
(Crotty, 1998). Transcriptions of participant interviews formed the primary data
source used in the analysis. The study obtained ethics approval from the University
Human Research Ethics Committee (HRE 2018-0297). Additionally, the Journal
Article Reporting Standards for Qualitative Research (Levitt et al., 2018) and the
Consolidated Criteria for Reported Qualitative Research (Tong et al., 2007) were
consulted throughout the research process to enhance quality.

Four members comprised the research team. The lead author was the primary
researcher and was a postgraduate student and Clinical Psychologist during the
research process. This background facilitated greater insight into the studied
constructs and assisted with eliciting data from interviewees. The other three
research team members were faculty members at two universities. Three members
were registered psychologists and all members completed postgraduate training in
either Clinical, Community, or Organisational Psychology. Two members had

previous qualitative research experience. The research team comprised both insider
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and outsider perspectives as two members had experience in providing individual
psychotherapy and two did not. These broad perspectives allowed the team to apply
greater reflexivity to the analysis and findings.
Participants

Twenty-four registered psychologists from across the professional lifespan
were recruited. Experience providing individual psychotherapy ranged between 5
months and 30 years (M = 8.9, SD = 9.8) and participant ages ranged between 24 and
67 years (M = 39.2, SD = 11.1). Seventeen participants were women (70.8%) and
seven were men (29.2%), which is consistent with the gender ratio of psychologists
practising in Western Australia (Psychology Board of Australia, 2019). Participants
had varying postgraduate training backgrounds and areas of specialisation with
sixteen having completed postgraduate psychology courses (e.g., Clinical
Psychology, Counselling Psychology, Organisational Psychology) and two in the
process of completing Masters level training at the time of interview. Most
participants worked full-time hours (n = 16) providing psychotherapy to clients in
government and non-government agencies, private practise, or a mix of these three (n
= 20). At the time of interview, participants reported conducting between 1 and 55
sessions of individual psychotherapy per week (M =16.9, SD = 11.7) and utilised a
variety of psychotherapy models (e.g., schema, interpersonal, psychodynamic) with
cognitive behavioural therapy being the most frequently identified (n = 12). No

participants withdrew after being interviewed.
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Table 2

Demographic Data (N = 24)

Group

Variable Category Total Early- Mid- Experienced

career career

N 24 9 7 8
Age
Years 39.20° 31.332 39.142 48.122
Gender
Women 17 6 6 5
Men 7 3 1 3
Non-binary - - - -
Experience
Years of practice ~ 8.872 1.552 5.29° 20.25%
Postgraduate
Training
None 6 2 1 3
Clinical 10 4 3 3
Counselling 5 1 3 1
Organisational 1 - - 1
Professional 2 2 - -

Client contact

Estimated 15.48° 92 17.212 18.75°
average sessions

per week

Note. ‘Professional’ postgraduate training refers to a one-year postgraduate degree in
psychology available at some universities in Australia.

2 These values indicate sample means.
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Recruitment

Interviews were conducted in Perth, Western Australia. Our inclusion criteria
were to be a registered psychologist providing individual psychotherapy in one’s
work with clients. Purposive sampling was used to recruit a diverse sample with
some participants recruited via the snowball method. Demographic information was
collected for each interview (see Table 2 and Appendix J). When a lack of
participants within a particular demographic domain was noticed, we used purposive
sampling to collect greater diversity within that category. For example, an observed
paucity of midcareer psychologists and abundance of participants with clinical
postgraduate training led us to specifically recruit more midcareer participants and a
variety of postgraduate qualifications in psychology. Participants responded to an
information sheet that was posted in relevant social media groups, sent to eligible
participants directly via internet messaging services, and sent to the research team’s
personal networks. Additionally, organisations that employ psychologists and
universities offering postgraduate training for psychologists were requested to share
the information sheet to potential participants. A summary of the preliminary data
analysis was offered to participants. In line with recent criticism of saturation (e.g.,
Braun & Clarke, 2019), we determined when to cease recruitment via a reflexive
process of concurrent data collection and analysis.
Data Collection

Semi-structured interviews were considered most appropriate for the line of
inquiry due to their capacity to build rapport and collect data across a broad spectrum
of topics and research questions. The lead author conducted each of these interviews,
which ranged between 26.9 and 93 minutes (M = 63.4, SD = 15.8). Prior to

interview, participants were requested to reflect on the sorts of emotional experiences
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they have with clients, how they manage these reactions and what they perceive to be
the consequences of these experiences. Emotional labour constructs were not
explicitly defined for participants to facilitate an inductive and constructionist
approach to the topic. The interview schedule (see Appendix H) was developed by
the lead author in consultation with the research team. The lead author’s
understanding of emotional labour theory (e.g., Grandey & Gabriel, 2015; Grandey
& Melloy. 2017; Hochschild, 1983) and its intersection with clinical experience
primarily informed question development. The schedule was developed to cover a
range of topics such as constructions, perceived effects, and management of
emotional labour. Our analysis was predominantly based on responses to interview
questions such as “when you are experiencing an emotion you do not think is
appropriate to express, what do you do with this feeling?”, “how do you generally
cope with your emotions in sessions?”, and “do you prepare yourself emotionally
prior to a session?”. Questions were developed to elicit open-ended responses that
could amplify, augment, and contradict the literature. The interview protocol was
initially piloted with a colleague of the lead author to assess appropriateness. Minor
alterations were made in consultation with the research team to the interview
schedule wording and a prompt on the consequences of emotion management was
included after the initial interviews. Interview audio was recorded and sent for
verbatim transcription to an online service. The lead author and participants then
verified transcript authenticity.
Data Analysis

Reflexive thematic analysis (Braun & Clarke, 2013; Braun & Clarke, 2020)
was performed on the data. This analysis was chosen as the primary research

guestion sought to summarise general themes in the data and is a strength of this
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methodology (Braun & Clarke, 2013). Additionally, reflexive thematic analysis
enabled consistency with the underlying epistemology of the study and incorporation
of context brought to our study by the primary investigator and research team,
participants, and broader social factors. Braun and Clarke’s (2013) analysis
guidelines were followed regarding data familiarisation, coding, theme generation,
theme revision, theme definition, and finalisation. The lead author primarily
conducted these steps with research team consultation and revision occurring at each
point. Research team input included transcript commentary, interim codes, theme
generation, and definition. Inductive coding was used to enable themes to be
generated from the interaction between interview data, field notes and the primary
researcher’s interpretive lens. The NVivo 12 software was used to facilitate analysis.
Credibility

Multiple measures were taken to ensure credibility. A reflexive journal was
kept by the lead author throughout the research process. This provided an audit trail
of ideas for the analysis by affording reflection on the research process and insight
on positionality relating to conceptualisations of emotional labour. Expectations for
the data were noted in the reflexive journal prior to data collection to ensure that
themes identified in the analysis could be traced to relevant generating context. Field
notes were made after each interview following Phillippi and Lauderdale’s (2018)
recommendations to enhance trustworthiness (Phillippi & Lauderdale, 2018; Tong et
al., 2007). Member checking was performed by returning interview transcripts to
participants for verification and editing. Additionally, participant comments on
analysis credibility were sought by providing a preliminary analysis summary
document. Feedback received from participants indicated that no changes to the

analysis were required.
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Results
Figure 1
Thematic Map of Factors Contributing to Positive Management of Emotional Labour
How do psychologists
providing psychotherapy
manage emotional labor?
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Key themes (see Figure 1) were generated from the data to answer the
research question how do psychologists providing psychotherapy manage emotional
labour? Multiple characteristics and behaviours were identified as having
meaningful impacts on the management of emotional labour for participants prior to,
during and after psychotherapy sessions with clients. These characteristics and
behaviours are summarised by the following themes: effective in-session regulation,
effective post-session regulation, positive therapeutic relationships with clients,
general lifestyle factors, evaluating therapeutic effectiveness, personal
predispositions, and career experience. These factors assisted participants to reduce
the duration and frequency of emotional dissonance, as well as afford greater
availability of psychological resources to utilise in instances of emotional
dissonance. Pseudonyms are used after extracts with a level depicting career
experience. We used labels of “early career” (3 years or less), “midcareer” (4-9
years), and “experienced” (10 years or more), to describe experience level.
Effective In-Session Regulation

Participants described a myriad of strategies to realign felt and displayed
emotions when experiencing dissonant emotions acutely with clients. These
strategies fell under subthemes of breathing, mindfulness, and present moment
awareness/openness, internal ‘distance’ from emotion, engaging with valued
emotional displays, interpersonal processing and compassionate, formulating,
and/or directive self-talk. These subthemes reflected overall functions of
psychological distancing from dissonant emotions and engagement with valued
emotional displays, as well as realigning felt and expressed emotion.

“...if it was boredom and it was...factors within the client and not factors

within me ... I might say ‘I wonder if it, is it still interesting for you? Or
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do you get bored with the story?’ ... we use it therapeutically.” (Michael,

experienced)

This extract illustrates the interpersonal processing subtheme and highlights
the way in which experiencing dissonant emotions can be managed through verbal
expression. Although Michael did not express a specific emotion to the client in this
example, other participants reported expressing dissonant emotions directly with
clients.

“...1just try to be compassionate...try to remember ‘this must be really

awful and difficult for this client, and this is the best she can do’ ... people

aren’t being difficult because they like being difficult - they re doing the

best they can.” (Erin, experienced)

“So, I think by the fact that I'm trying to detach from it and use it to

understand, that in itselfis a technique. ... I'm aware of it, but I'm not

letting it affect me in that moment.” (Daniel, early career)

Erin and Daniel’s extracts illustrate the compassionate, formulating and/or
directive self-talk subtheme and demonstrate how participants realigned dissonant
emotional states via directive and compassionate self-talk, as well as formulating the
origins of the emotion. Self-talk seemed to assist participants to orient themselves to
desired emotional states such as compassion and formulation seemed to achieve
psychological ‘distance’ from undesired emotion. This orientation was also described
as being achieved through mindfulness skills to achieve psychological distance from
emotional reactions with a subsequent reorientation to valued emotional displays, as
illustrated by Nicole, Bethanie, and Jess in the following extracts.

“I’'m probably somebody who really responds well to that kind of thought

defusion stuff... some psychological process of recognising, stepping
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back, and reorienting myself where I feel like I should be.” (Nicole,

midcareer)

“...there is mindfulness. So, there is a bit of exploration there, it’s, ‘okay,

I’'m noticing this. Is this in response to the client? Is this useful right now

or is it my own personal stuff? ... Mindfulness, acknowledging it...taking a

moment, a breath.” (Bethanie, midcareer)

“I'm a very practiced [mindfulness] meditator... So, I have the capacity

to be mindful in those situations (experiencing emotion not expressed).”

(Jess, midcareer)
Effective Post-Session Regulation

Conscious engagement with post-session emotion regulation strategies was
identified by participants to reduce the duration of dissonant emotions. Two
subthemes comprised this general theme - reflection and seeking support and self-
care and wellness for emotion regulation. The kinds of strategies identified in these
subthemes included seeking support from supervisors, colleagues, and significant
others, pursuing personal therapy when required, and engaging in self-care, as
illustrated by Bethanie below. Support seeking seemed to meet various functions
including validation, normalising experience, and receiving practical support to
understand and treat complex clients.

“When countertransference comes up ... I take it to maybe peer

supervision, clinical supervision, or I'll seek out a supervisor specifically

to address it. Or, if it’s truly my own stuff, I will seek out personal

therapy on it.”’ (Bethanie, midcareer)

The self-care and wellness for emotion regulation subtheme reflected reports

of self-care activities utilised to help manage dissonant emotional states. Many forms
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of self-care were described by participants and were dependent on personal interest.
However, most participants identified exercise as an important post-session strategy
to regulate lingering emotional dissonance as illustrated by the following extracts.

“... I need to...get rid of some of the emotional stuff that I carry from

clients and my own experiences ... really important for me to exercise and

do [a] very stringent self-care regime.” (Kim, midcareer)

“I found running really cathartic ... because it allowed me to release the

other emotions.” (Rachel, early career)

Positive Therapeutic Relationships with Clients

Developing and maintaining a positive therapeutic relationship was reported by
participants to assist in reducing the frequency of dissonant emotions and
consequently reducing the need for effortful emotion regulation. The following
extract represents the open, authentic, and fond therapeutic relationships subtheme.
This subtheme reflected participants’ reported need to find fondness for the client
and that not finding this leads to more frequent dissonant emotion and more effortful
regulation.

“...And I think with those clients I feel a lot more open to experiencing

emotions with them, as well as for them, as well as in the process of

them.” (Jean, midcareer)

Contrastingly, the closer therapeutic relationships causing greater intensity of
emotion subtheme indicated that closer therapeutic relationships with clients can also
increase the intensity of emotions experienced by participants. This highlights the
dual nature of the theme as positive relationships with clients seems to both assist

emotional labour management and elicit more intense emotional reactions.
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General Lifestyle Factors

General habits and lifestyles of participants seemed to impact on their ability to
have adequate resources to manage emotional reactions to clients, as well as assisting
in reducing the frequency and duration of emotional dissonance. Identified
subthemes included daily work-related routine, adequate practical and emotional
preparation, self-care, and non-intrusive personal life. The following extract
highlights how scheduling regular breaks between clients in a participant’s daily
work-related routine enabled them to create opportunities to regulate lingering
undesired affect and restore depleted emotional resources.

“... when I can I'm spacing my clients ... to always have some time that

day to come back and go, ‘what was that? What was that icky feeling?’

And start to really work on whatever conceptualization | have of that

client or what happened in that session to make sense of it.” (Jean,

midcareer)

Participants also reported that preparing materials for clients, engaging in
strategies such as mindfulness between clients and planning functional responses to
negative emotional reactions helped facilitate present moment focus with clients and
a greater capacity to cope with emotional triggers. These responses comprised the
adequate practical and emotional preparation subtheme and reflect strategies that
assist participants to reduce the frequency of emotional dissonance elicitation, as
opposed to acute regulatory process covered in the effective in-session regulation
theme. Self-care seemed to meet both the functions of regulating dissonant emotions
(as covered in the effective post-session regulation theme) and increasing the
participants’ overall capacity to cope with emotion management. The following

extract from Alice highlights the value of self-care in improving one’s capacity to



EMOTIONAL LABOUR IN PSYCHOLOGISTS 77

cope with emotional labour. Note that although Alice refers to exercise, the function
of exercise in this example is to build greater general capacity to respond to stress
and dissonant emotion, as opposed to a function of regulating emotional dissonance
as discussed in the effect post-session regulation theme.

“There are general life things I do. So, I try and go to the gym...and if I

don’t do that on a regular basis | can get pretty heightened quickly, like |

can feel stressed quickly” (Alice, experienced)

Lastly, Michael’s extract below illustrates the non-intrusive personal life
subtheme that reflected participant descriptions of difficulties experienced when
personal life circumstances intrude on the professional role. Participants also
described routines that fostered psychological distance between work-related
experiences and personal life roles. Personal to professional life intrusions seemed to
detract from participants’ abilities to be present with clients, thereby creating
dissonance and a reduced capacity to manage emotional reactions.

“...it’s really hard [to be present] when I'm emotionally drained in my personal
life...because I know that I'm being pulled in session by thoughts and my own
emotions of what’s going on in life.” (Michael, experienced)
Evaluating Therapeutic Effectiveness

Viewing oneself critically in relation to competence or perceived
effectiveness seemed to be a major source of frequent and enduring dissonant
emotional states for participants. The subthemes reflected participant attitudes that
affected emotional dissonance such as client progress, perceived responsibility for
change, and self-efficacy and unhelpful standards.

“There would be frustration at them and their stuckness, but also me

sometimes having a feeling of ‘I'm not good at my job'... [Be]cause
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they’re not getting better from my interpretation... So maybe this person
simply turning up is the best they can do that day, and it’s a fucking good
effort. But here I am frustrated going, ‘Oh you didn’t work on that
breathing exercise like we talked about’, or ‘You haven’t worked on your
sleep routine like we talked about.’ ... That’s my standards, not theirs.”
(Michael, experienced)
Here Michael explains how dissonant emotions can be triggered by his own
standards and criticisms projected onto the client when encountering barriers to
progress. Participants reported that adopting realistic standards regarding the client’s
capacity and responsibility for therapeutic change reduces dissonance and the
associated strain, as illustrated by Fran below.
“...you can’t make that change for them. You re a facilitator of a process
and introducing them to constructs and concepts that are operating
within them and they have to be able to do it for themselves.” (Fran,
experienced)

Personal Predispositions

Factors unique to participants seemed to influence the frequency of elicitation
and response to dissonant emotions. Subthemes indicated that personal histories,
traits and regulatory tendencies are significant in this process. Factors identified
within this theme refer to stable and enduring constructs, as opposed to thinking
styles that are malleable such as in the evaluating therapeutic effectiveness theme.
Participants identified how emotional reactions to clients that require regulation
usually connected to their histories, life circumstances and countertransference

triggers.
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“I actually think I'm quite an over-regulated person most of the time...

what that means is | probably have to work quite hard to connect and feel

with the client.” (Catherine, midcareer)

“... I'm not an overly emotional person and my wife would be the first

one to tell you, ‘I can’t believe you're a psychologist’ (laughs). But

maybe that’s why, it helps me keep that distance.” (Ron, experienced)

Catherine and Ron explore how personal regulation tendencies and
temperament impact emotional labour. Catherine described her over-regulation
tendency resulting in expending greater effort to experience and express desired
emotions. In contrast, Ron highlights how a personal temperament enabling greater
distance from emotion is helpful.
Career Experience

Experience seemed to result in participants developing greater capacity to

manage emotional reactions to clients over time. It appeared that experience
increased psychological resource availability and reduced frequency of dissonant
emotional states. As the process of conducting psychotherapy becomes more
automatic, participants’ capacity to attend to emotion management seemed to
increase. Additionally, participants seemed more comfortable being emotionally
authentic with clients, resulting in fewer triggers of dissonance. The processes by
which career experience assisted participants to manage emotional reactions are
illustrated by the following:

“... [while a novice] I would be working with the client and have so many

doors open in my mind at the same time. And that meant that the one door

1 had to them was so much less open.” (Jean, midcareer)
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“... you build up this muscle and then you sort of are juggling all sorts of
things in a session [easier]...” (Ron, experienced)

“... it just comes from that experience... now | feel a lot more
comfortable saying things that | might have in the past normally have
wanted to avoid. (int: what changed that for you?) Probably exposure
(laughs). Probably, just being able to recognize that it’s really helpful
and that avoiding difficult conversations is not gonna get anyone
anywhere.” (Nicole, midcareer)

Jean illuminates how experience helped participants to process emotional
labour due to having more psychological resources available. Early-career
psychologists seemed to spend greater psychological resources on the process of the
session they are conducting, compared to the factors being processed automatically
by experienced psychologists. Ron and Nicole’s extracts highlight how participants
viewed their capacity to manage dissonant emotions to increase with time, partly
due to confronting sources of incongruent emotion.

Discussion

Our study explored key factors contributing to effective management of
emotional labour in psychologists. Findings have significant implications that expand
current conceptualisations (e.g., Grandey & Gabriel, 2015; Grandey & Melloy, 2017)
of emotion regulation within the emotional labour framework. Additionally, novel
constructs were identified as impacting on this occupational group’s management of
emotional labour.

Forms of acute emotion regulation reported by participants represent novel
processes that expand beyond the typical deep acting/surface acting dichotomy in

previous literature. Participants described numerous methods of regulating emotional
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dissonance. Some of these fit with the cognitive change aspect of deep acting
(Grandey, 2000; Grandey & Melloy, 2017) such as engaging with compassionate
self-talk. However, other strategies reported by participants met the functions of
present-moment awareness and psychological distancing. These strategies comprised
the breathing, mindfulness, and present moment awareness/openness, internal
‘distance’ from emotion, engaging with valued emotional displays subthemes in the
broader effective in-session regulation theme. Such strategies do not fit neatly within
conceptualisations of deep acting as they do not reflect cognitive change surrounding
the triggering event or a realignment of felt and displayed emotion (Grandey, 2000;
Grandey & Melloy, 2017). Additionally, a key aspect of such strategies was to
tolerate dissonant emotions while simultaneously maintaining valued displays of
emotion (even if such displays were of dissonant emotions). In these moments,
participants were not suppressing dissonant emotions but were portraying an
emotional fagade of sorts. This form of emotion regulation fits comfortably within
conceptualizations of psychological flexibility (Hayes et al., 2006). In fact,
psychological flexibility and its component parts have been posited as potentially
useful in managing experiential responses to client interactions within various
models of psychotherapy (Ellis et al., 2018; Walser et al., 2019). Subthemes and
respective participant descriptions also were reminiscent of other literature examples
of clinicians using psychological flexibility to manage emotional responses to clients.
Walser and colleagues (2019) describe a scenario of utilising psychological
flexibility with a client when experiencing frustration: “...putting my frustration and
anger in the room at this time would have only served to make things worse. Another
angry person in the client’s life was not what was needed. I breathed into my

experience and returned my attention to the client. Compassion for her pain and
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stuckness seemed the best place to go.” (p. 59). In this example, psychological
flexibility assisted the management of dissonant emotions with a combination of
attentional deployment (deep acting) and feigning emotions (surface acting). This
illustrates how the utilisation of psychological flexibility to regulate dissonant
emotional states transcends the traditional surface acting/deep acting dichotomy in
the emotional labour literature and suggests at its potential benefits in emotional
labour management. To the best of the author’s knowledge, psychological flexibility
has not been identified in previous qualitative or quantitative emotional labour
research and so represents a unique finding.

Viewing psychological flexibility through the prism of emotional labour theory
provides greater nuance and questions an established theoretical claim. As described
by participants, psychologically flexible (Hayes et al., 2006) practitioners can utilise
aspects of both surface acting and deep acting simultaneously—refocusing on the
present moment (deep acting ‘attentional deployment”) while portraying a valued
emotional facade (surface acting ‘feigning’). This strategy was commonly reported
by participants as assisting emotional labour management. This provides nuance to
the accepted wisdom regarding emotional labour (Grandey & Gabriel, 2015;
Hochschild, 1983) by suggesting that the distress assumed to be caused by surface
acting is more attributable to suppressing rather than feigning emotion. Additionally,
this finding may provide further evidence to a growing body of literature suggesting
that surface and deep acting should be conceptualized as multi-faceted constructs
(Alabak et al., 2020; Andela et al., 2015; Lee & Brotheridge, 2011) as the separate
components of these processes may relate differently to various other constructs.

Our findings regarding social support extend current literature by describing an

additional process by which reflection can assist emotional labour management.
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Participants reported not only seeking support at a peer level, but also seeking
supervision and personal therapy around incidence of emotional dissonance. Such
forms of social support may be more focused on promoting self-reflection and
perspective taking than purely venting emotion with peers. Self-awareness has been
found as a factor in managing emotional labour (Hings et al., 2020; Lamothe et al.,
2021), as has venting emotional dissonance with peers (Grandey et al., 2012; Van
Der Merwe, 2019). However, participants indicated that supervision and peer support
can assist in developing alternative perspectives on events triggering emotional
dissonance. Through the lens of emotional labour, these reports can be viewed as
developing and priming effective cognitive change routines. This finding expands
upon previous qualitative enquiry by suggesting this alternative explanatory pathway
as opposed to Goldblatt’s (2009) suggestion that support seeking maintains a secure
worldview for oneself. The finding further supports psychotherapist professional
development literature (Hill et al., 2016; Orlinsky et al., 2001; Skovholt & Trotter-
Mathison, 2013) and Wise and Neuman’s (2019) assertion that reflective practice is
an essential component of psychologist wellness and competence.

General lifestyle factors identified by participants have significant practical and
theoretical implications for the emotional labour literature. Punctuating the workday
with opportunities to process work-related emotional events and minimising
intrusions to present moment focus during sessions were reported by participants as
meaningful methods to manage emotional labour. Van Der Merwe (2019) highlights
the importance of reconstructing the self in the emotional labour process and other
research identifies the importance of establishing boundaries between work and

personal roles (Van Sant & Patterson, 2013; Walsh, 2009). Complementing and
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extending this research, the general factors identified by participants in the current
study may elucidate structural and behavioural means to enact these goals.

The findings surrounding the evaluating therapeutic effectiveness theme
identify psychologists at greater risk of experiencing emotional labour and elucidate
possible helpful strategies. It was found that psychologists experiencing negative
self-evaluations or self-criticisms may be particularly vulnerable to emotional labour,
and that cognitively orienting oneself to compassionate perspectives provides
psychological distance and alleviates emotional dissonance. This extends previous
literature (Hings et al., 2018a; Hings et al., 2018b) where self-talk has referred to
refocusing attention on current tasks and may be particularly relevant to earlier
career psychologists where self-critical thinking styles are common (Lane, 2015).
Additionally, clinicians’ perspectives regarding responsibility for therapeutic gain
and standards projected onto themselves and clients regarding therapeutic progress
were a source of emotional labour. This further suggests the benefits of adopting
compassionate viewpoints regarding responsibility, progress, and competence to
alleviate emotional labour expressed from unrealistic and unrelenting self-criticisms.

Our findings suggested that career experience enhances individuals’ capacities
to cope with emotional labour. It has been theorised that career experience may
afford greater opportunities to practise emotion regulation and consequently assist
emotional labour (Grandey & Gabriel, 2015). However, support for this notion is
purely theoretical. Two factors may explain why participants reported increasing
capacities to manage dissonant emotions with greater experience. First, participants
reported that experience afforded them more opportunities to confront situations
typically eliciting distress and emotional labour. Confronting these situations

developed confidence in participants to manage these situations and this increased
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self-efficacy could reduce emotional dissonance. Second, participants reported that
with increased experience, other psychologically demanding tasks (e.g., formulation)
performed while consulting with clients become more automatic and less effortful.
This would increase psychological resource availability to offset depletion from
emotional labour. These explanatory frameworks suggest that career experience
expanded capacities to cope with emotional labour.
Practical Implications and Future Research

Researchers and clinicians may appreciate integrating our key findings within
their working lives and would benefit from further exploration. Consistent with a
small but growing number of papers (Alabak et al., 2020; Andela et al., 2015; Lee &
Brotheridge, 2011), the findings suggest researchers may benefit from considering
the value in conceptualising surface and deep acting as multifaceted constructs.
Psychological flexibility and self-compassion emerged from the findings as
constructs that deserve more attention in emotional labour literature and clinical
practice. Similarly, clinicians may be interested in considering structural and
personal factors enabling regular self-reflection. Participants found obtaining this
reflection assisted in developing alternative perspectives to alleviate emotional
dissonance and preparing to cope with future such experiences.
Limitations

The sample was comprised exclusively of psychologists providing face to
face individual psychotherapy to clients in Perth, Western Australia. This may reduce
the transferability of the findings to psychologists in other locations and contexts. For
example, providing psychotherapy via teleconference programs may create different

demands that need to be replenished and managed in alternate ways. Additionally,
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unique factors may guide acceptable displays of emotion and management strategies
for Psychologists providing couples and/or family therapy.
Conclusion

The current study identified multiple factors affecting the management of
emotional labour in psychologists providing psychotherapy. Among the key findings
were effective emotion regulation during and after psychotherapy sessions, general
lifestyle factors, attributions regarding therapeutic effectiveness, and career
experience. These factors seemed to reduce the volume of emotional labour
experienced and improved psychological resource availability. Our findings extend
literature by identifying novel factors such as psychological flexibility and self-
compassion as important in the emotional labour process. The study supports further
exploration of these constructs in future research and interventions aimed at

managing emotional labour.
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Chapter Four — Overview

In this chapter, | investigate the research question how should emotional
labour be measured in psychologists providing psychotherapy and which
components are most linked to burnout? Consequently, I report the validation of a
psychometric tool (PELS) to assess emotional labour constructs in psychologists
providing psychotherapy as well as a structural equation model. | begin the chapter
by arguing that measurement error is present in common measures of emotional
labour that confounds previous research and precludes researchers from observing
nuanced relationships between emotional labour variables and associated outcomes.
Consequently, I argue that a new measure of emotional labour is required to account
for these errors and to be validated in the population of interest. A confirmatory
factor analysis and correlational analyses present evidence of validity and reliability
for the psychometric measure. Additionally, a structural equation model exploring an
indirect effects model explores the emotional labour variables that are of most
importance in contributing to burnout in this population. Results support factorial
validity, convergent validity, internal consistency, and test-retest reliability of the
proposed measure. The indirect effects analysis supports emotional dissonance as the
key mechanism by which emotional labour affects emotional exhaustion in this
profession. | conclude the chapter by suggesting further research and improvement
on the PELS is required, but that its current form provides researchers with a valid
and reliable measure that accounts for confounding measurement error present in
previous emotional labour measures. Lastly, | end the chapter with the conclusion
that emotional dissonance may account for the most variance in predicting emotional
exhaustion and that surface acting strategies only be harmful in as much as they

maintain dissonance, not that they are uniquely harmful in this population.
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Chapter Four — Psychometric Properties of the Perth Emotional Labour Scale
(PELS): A New Measure with Theoretical Implications
Emotional labour is the process by which workers regulate their emotional
experiences to meet organisationally prescribed rules regarding emotional expression
(Grandey & Gabriel, 2015; Grandey & Melloy, 2017; Hochschild, 1983). Decades of
research has established links between emotional labour and outcomes relating to
employee well-being and performance (Grandey & Gabriel, 2015; Grandey &
Melloy, 2017; Hulsheger & Schewe, 2011; Kammeyer-Mueller et al., 2013; Mesmer-
Magnus et al., 2012). However, recent research has also begun to question the way
emotional labour is measured (Alabak et al., 2020; Andela et al., 2015; Lee &
Brotheridge, 2011) and its assumed mechanisms of action (Zapf et al., 2021). These
papers suggest that common measurement of emotional labour introduces
measurement error that may skew and attenuate findings such as those included in
previous mediation analyses (Hulsheger & Schewe, 2011; Mesmer-Magnus et al.,
2012). The presence of measurement error confounds the conclusion of these
mediation analyses that surface acting is a key mechanism of action in the
relationship between emotional labour and burnout. It is therefore necessary to
develop and test measures that enable more sophisticated relationships between
variables to be explored and for measurement error to be reduced. The relationships
between emotional dissonance, the components of surface acting, and burnout are
one such example requiring further nuanced analysis as the unique relationships
between these variables are unclear.
Grandey and colleagues’ (Grandey & Gabriel, 2015; Grandey & Melloy,

2017) recent reviews and conceptualisations of the emotional labour literature build

upon Hochschild’s (1983) initial research to view emotional labour as an integrative
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process. The authors argue that emotional labour comprises three key components—
emotion requirements, emotion regulation, and emotion performance. Emotion
requirements, or “display rules” refers to the kinds of emotional displays deemed
acceptable or unacceptable for a particular work role. Emotion dissonance occurs
when a person’s felt emotions differ from the display rules governing their emotional
displays; aligning the two requires emotional regulation. This regulation is thought to
be performed by surface acting and deep acting strategies. Surface acting refers to
the suppression of felt emotion and the displaying of inauthentic emotion consistent
with display rules, whereas deep acting refers to the conscious realigning of felt and
displayed emotion through cognitive strategies. Emotion performance refers to the
objectively observed emotional displays of the individual experiencing emotional
labour.

Emotional labour is significantly associated with burnout variables across
multiple professions (Hulsheger & Schewe, 2011; Kammeyer-Mueller et al., 2013,;
Mesmer-Magnus et al., 2012). Much of this previous research has focused on
relationships with the emotional exhaustion factor of burnout, which is considered its
primary component (Maslach et al., 2001). It is theorised that this relationship is a
result of emotional dissonance creating distress and the utilisation of surface acting
strategies to regulate this dissonance resulting in a loss of psychological resources
(Grandey & Gabriel; 2015; Grandey & Melloy, 2017). This proposition is supported
by extensive literature that has found emotional dissonance and surface acting
consistently predicting negative intrapersonal and interpersonal outcomes (Hulsheger
& Schewe, 2011; Kammeyer-Mueller et al., 2013; Mesmer-Magnus et al., 2012).
Qualitatively, similar findings are also reported by psychologists providing

psychotherapy (Clarke et al., 2021; VVan Der Merwe, 2019).
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Findings regarding deep acting strategies contrast those of emotional
dissonance and surface acting. Although deep acting is theorised to eliminate
emotional dissonance, it appears unrelated to emotional exhaustion (Grandey &
Gabriel, 2015). A lack of relationship between deep acting and emotional exhaustion
has led to researchers (Grandey & Gabriel, 2015; Grandey & Melloy, 2017)
concluding that deep acting can only be viewed as preferable to surface acting, and
not necessarily a strategy by which emotional exhaustion can be ameliorated. Despite
further research being required to explore lingering questions, the importance of
researching surface and deep acting strategies as they relate to the outcomes of
emotional labour is clear.

There are conceptual concerns regarding the historical operationalisation of
surface acting and deep acting in the literature. Surface and deep acting have long
been theorised as comprising two components each, with surface acting comprising
suppressing and faking emotion, and deep acting comprising attentional deployment
and cognitive change (Grandey, 2000; Grandey & Gabriel, 2015; Grandey & Melloy,
2017). However, the dominant emotional labour psychometric tools either assess
surface and deep acting as unidimensional or are limited by exclusively focusing on
surface acting. For example, the Emotional Labor Scale (ELS; Brotheridge & Lee,
2003) measures surface and deep acting as unidimensional constructs. In contrast, the
Discrete Emotions Emotional Labor Scale (DEELS; Glomb & Tews, 2004) as well
as Schaubroeck and Jones’ (2000) measure conceptualise surface acting as
bidimensional but do not include any measure of deep acting. Blau and colleagues’
(2010) measure does distinguish between various deep acting and surface acting
strategies, but their surface acting scales do not distinguish between emotion

suppression and faking emotion. The authors of the ELS revised their measure to
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account for both surface acting strategies (ELS-R; Lee & Brotheridge, 2011), but it
continues to be limited by a unidimensional measurement of deep acting.
Bidimensional conceptualisations of surface and/or deep acting have been adopted
by recent measures of emotional labour (Alabak et al., 2020; Andela et al., 2015;
Diefendorff et al., 2008), with early empirical support for their psychometric
properties.

Progressing beyond the unidimensional operationalisations of surface and
deep acting will facilitate greater sophistication in emotional labour research.
Bidimensional measurement of both surface and deep acting enables more detailed
exploration of their relationships with outcome variables. For example, Andela and
colleagues (2015) found surface acting strategies to have contrasting relationships
with emotional exhaustion as expressive suppression was positively correlated with
exhaustion but expressive amplification negatively correlated. They found similar
contrasting relationships within deep acting strategies as attentional deployment was
positively related to emotional exhaustion, whereas cognitive change was negatively
correlated. The often-found null relationship between deep acting and emotional
exhaustion (Grandey & Gabriel, 2015; Grandey & Melloy, 2017) may also highlight
the need to study surface and deep acting as bidimensional. This null relationship has
been previously explained by counteracting outcomes being produced by deep acting
resulting in a null relationship on balance (Grandey & Gabriel, 2015). However,
recent examination of this idea has failed to find any supporting evidence for this
explanation (Huppertz et al., 2020). Alternatively, the components of deep acting
(cognitive change and attentional deployment) may be related to emotional
exhaustion in contrasting ways as evidenced by the findings of Andela and

colleagues (2015). Empirical evidence for this alternative explanation would depend
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upon valid measurement tools with bidimensional conceptualisations of surface and
deep acting, therefore highlighting their utility.

Another concern for common emotional labour measures is their inability to
adequately concurrently measure and control for emotional dissonance and surface
acting. Despite emotional dissonance’s theorised importance in the relationship
between emotional labour and its outcomes, only the Frankfurt Emotion Work Scales
(FEWS; Zapf et al., 1999) purports to directly assesses this construct amongst
commonly used emotional labour measures. However, inspection of the emotional
dissonance items in the FEWS indicates that they likely capture erroneous variance
attributable to surface acting strategies. Three of the five items measuring emotional
dissonance appear to measure surface acting with the following quote illustrating
this, “Moreover, a factor for emotional dissonance appeared consisting of items
referring to displaying emotions not felt as well as to the suppression of felt emotion”
(p. 388). I argue that both “displaying emotions not felt” and “suppression of felt
emotion” Sit within the conceptual boundaries of surface acting. The inability to
distinguish between emotional dissonance and surface acting in existing measures of
emotional labour means that research linking emotional dissonance to various
outcomes has been confounded by either using measures that infer this relationship
from measuring surface acting (e.g., DEELS, ELS, ELS-R) or by using a measure of
emotional dissonance that is confounded by variance from surface acting (e.g.,
FEWS). Therefore, dominant emotional labour measures do not allow researchers to
parse out unique relationships between emotional dissonance and surface acting
strategies. This distinction is vital because emotional dissonance and surface acting
are conceptually distinct constructs — emotional dissonance conceptualises an

intrapersonal experience/state, whereas surface acting conceptualises an active
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regulatory behaviour. It may be the case that literature findings regarding the
negative effects of surface acting may have erroneously been attributed to surface
acting instead of emotional dissonance, or vice versa. Therefore, previous research
has been confounded by an inability to adequately identify the unique contributions
of emotional dissonance and/or surface acting strategies to various outcomes,
highlighting the need for further measure refinement.

Empirical studies examining emotional labour and burnout have been limited
using measures that do not account for emotional dissonance. Thus, although existing
meta-analyses conclude that surface acting mediates the relationship between display
rules and emotional exhaustion (Kammeyer-Mueller et al., 2013; Mesmer-Magnus et
al., 2012), it is likely that many findings are confounded by failing to account for
emotional dissonance. Therefore, previous literature is unable to distinguish between
mediation effects specific to the behaviour of surface acting and/or the intrapsychic
state of emotional dissonance. Hulsheger and Schewe (2011) specifically examined
surface acting as a mediator between emotional dissonance and personal well-being,
but this analysis was confounded by the aforementioned issues with the FEWS (Zapf
et al., 1999). Additionally, these studies used a unidimensional conceptualisation of
surface acting and consequently were unable to distinguish between potential
differing pathway effects. For example, the suppression component of surface acting
may completely mediate the relationship between emotional dissonance and burnout,
or suppression and faking emotion may relate to burnout differently as found by
Andela and colleagues (2015). Disentangling these effects is important as
understanding this will inform the question of how best to manage emotional labour.

A measure of emotional labour that assesses emotional dissonance and the

multiple components of surface and deep acting has previously been developed
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(Andela et al., 2015). The measure has five factors addressing the key emotional
labour variables of emotional dissonance, expressive suppression (surface acting
suppression), expressive amplification (surface acting feigning), re-evaluation (deep
acting cognitive change), and attentional deployment (deep acting attentional
deployment). Surprisingly, this measure has received little attention and recognition
in the broader emotional labour literature to date. Consequently, evidence for the
psychometric properties of this measure is constrained to the original paper whereby
factor analysis was explored in a sample of 688 various healthcare professionals. The
conceptual structure and preliminary findings of Andela and colleagues’ (2015)
instrument suggest it holds promise in accounting for the limitations of common
emotional labour measures despite broad reliability and validity not being
established.

Andela and colleagues’ (2015) measure is likely to be adaptable to any
required measurement context. There is conjecture regarding the appropriateness of
person-level trait measurement of emotional labour strategies such as Andela and
colleagues’ (2015) measure because emotion regulation is argued to be contextual
and dynamic (Grandey & Sayre, 2019; Scott et al., 2020). Some emotional labour
literature reflects this concern by measuring daily surface and deep acting through
diary studies (e.g., Biron & Veldhoven, 2012; Wagner et al., 2014; Xanthopoulou et
al., 2018). However, these diary studies use psychometric tools (e.g., ELS;
Brotheridge & Lee, 2003) that assess emotional labour constructs at the person-level
consistent with Andela and colleagues’ (2015) measure. The only change these
studies make is to alter the wording of the measure to reflect the measurement of that
day’s emotional labour engagement. This is something that is entirely congruent with

Andela and colleagues’ (2015) measure. Therefore, Andela and colleagues’ (2015)
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tool measures emotional labour constructs at the same measurement context as the
current dominant emotional labour psychometric tools.
Current Study

To provide future researchers with a psychometric tool to assess emotional
dissonance concurrently with a bidimensional measurement of surface and deep
acting components, | examined the psychometric properties of an English translation
of Andela and colleagues’ (2015) measure. | investigated the measure’s factorial and
convergent validity, as well as its test-retest reliability. Although the correlation
between trait and daily level use of emotion regulation strategies varies, trait-level
measurement appears to reflect general patterns in regulation strategy use (McMahon
& Naragon-Gainey, 2020). Therefore, there is likely to be temporal consistency of
regulatory strategy use as measured at the trait-level. Consequently, | anticipate test-
retest reliability to reflect such temporal consistency in general tendencies to use
emotional labour regulation strategies.

Andela and colleagues (2015) did not name the measure they developed and
used in samples of healthcare workers. Consequently, | decided to refer to this
measure as the Perth Emotional Labour Scale (PELS; Appendix K). My item
adaptations were written for the context of providing psychotherapy as this was my
population of interest, however, the items on the PELS could easily be adapted to
other work contexts with minor wording changes to make the items suitable for the
context of study. Additionally, | sought to clarify the relationships between
emotional dissonance, surface acting strategies, and emotional exhaustion by
analysing whether previously suggested indirect effects remain after disentangling
emotional dissonance from surface acting strategies. Models of emotional labour

emphasise both emotional dissonance and resource loss as separate mechanisms of
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action between emotional labour and its outcomes and as such, I hypothesise that
both surface acting strategies and emotional dissonance would contribute unique
variance to emotional exhaustion. I did not analyse mediating effects of deep acting
strategies as these have not been confounded with emotional dissonance in previous
literature. Lastly, psychologists arguably are an under-researched occupational group
in the context of emotional labour literature (as argued in Chapters One and Two)
and to the best of my knowledge no measures of emotional labour have been
exclusively validated in this professional group. Therefore, | also aimed to provide
the first validation of a psychometric measure of emotional labour exclusively for
this specific occupation. It is hypothesised that:
1. The PELS will demonstrate acceptable factorial validity through model fit
indices
2. The PELS will demonstrate acceptable reliability through internal
consistency and test-retest indices
3. The PELS will demonstrate acceptable convergent validity through
significant positive correlations with the same and/or similar constructs on a
dominant measure of emotional labour
4. Surface acting strategies of expressive suppression and expressive
amplification will partially mediate the relationship between emotional
dissonance and emotional exhaustion
Method
Design, Participants, and Procedure
A correlational and cross-sectional research design was used for this study
with data collected via an online research survey. The study was approved by the

Curtin University Human Research Ethics Committee (HRE 2018-0297). This study
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was not preregistered. Participants were asked to confirm that they met the inclusion
criteria of being a psychologist working in a role that involves the direct provision of
psychotherapy, before completing any survey data. Data was collected over two time
points to enable test-retest reliability analysis.

I received 557 responses to the online survey. Of these 557 responses, 95 had
not completed the PELS and 8 had completed less than 90% of the survey, rendering
these cases unusable due to significantly large amounts of incomplete data. Finally,
42 outliers across the total data set were identified and removed from the analysis.
These outliers were observed to be significant univariate outliers on one or more of
the measures used in the analyses across both time points for this Chapter and
Chapter four’s analyses. Consequently, a final sample of 412 participant responses at
time one and 206 at time two were used for analysis. Participants ranged between 20
and 70 years of age (M = 40.19; SD = 10.68). The research team discussed whether
the case of the 20 year old participant should be excluded due to the possibility that
this age was entered erroneously (given the typical requirements to complete
undergraduate training prior to practising psychotherapy). However, | decided to
include this case in analyses because | did not have conclusive evidence that this age
was erroneous, and the impact of this single case on statistical analyses was
negligible. Most participants identified as female (82.77% female, 16.70% male, and
0.48% non-binary) and resided in Australia (82.04%, 13.13% New Zealand, 2.18%
United Kingdom, 1.70% Canada, 1.70% USA, 0.24% Morocco). Experience as a
psychologist ranged between 0.90 to 31 years (M = 10.39; SD = 7.86). Most
participants reported a specialisation in Clinical Psychology (67% Clinical, 18.20%
no specialisation, 8.49% Counselling, 1.46% Educational and Development, 1.21%

other, 0.97% Community, 0.97% Forensic, 0.73% Health, 0.73% Clinical
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Neuropsychology, 0.24% Sport and Exercise), and provided between 2 and 36 (M =
16.95; SD = 7.39) sessions of psychotherapy per week with between 0% and 100%

(M = 13.40; SD = 25.33) of these being conducted via teleconference.
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Table 3
Demographic Data (N = 412)
M SD N %
Years of Age 40.19 10.68
Years of Experience 10.39 7.86
Sessions Provided Per Week 16.95 7.39
Estimated Telehealth Session Percentage 13.40 25.33
Gender
Male 69 16.75
Female 341 82.77
Other 2 0.48
Country of Residence
Australia 338  82.03
Canada 7 1.70
UK 9 2.18
Morocco 1 0.24
New Zealand 50 12.13
USA 7 1.70
Specialisation Background
Clinical Psychology 276 70.00
Counselling Psychology 35 8.49
No Specialisation 75 18.20
Other 5 1.21
Community Psychology 4 0.97
Forensic Psychology 4 0.97
Health Psychology 3 0.73
Clinical Neuropsychology 3 0.73
Sport and Exercise Psychology 1 0.24
Educational and Developmental Psychology 6 1.46
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The research team contacted their respective networks that met the inclusion
criteria to request completion of the study. | contacted potential participants via
social media posts on LinkedIn and relevant Facebook groups. I also contacted
private practices, government agencies, and professional bodies via email and
requested that eligible and interested participants complete the survey (Appendix L).
Participants were informed that completion of the first survey would enable them to
obtain one raffle entry to win one of twenty AUD$50 Amazon.com gift vouchers,
and that completing the second survey would enable them to obtain another two
entries.

Interested participants were provided with a flyer that linked them to the
online survey hosted on the Qualtrics website (Appendix M). Participants were first
shown the information sheet and asked to confirm that they met the inclusion criteria.
After confirming their eligibility for the survey, respondents then completed the
measures of interest in randomised order. Participants were then asked to provide an
email address for a second follow up survey to be sent two weeks following the
completion of time one. Participants that chose to do so were sent a reminder email
generated by Qualtrics two weeks after completing the first survey. The respondents
that chose to follow the link provided in the email then completed the measures of
interest again in a randomised order.

Measures
Perth Emotional Labour Scale

The PELS is an English Language translation and adaptation of Andela and
colleagues’ (2015) measure of emotional labour. It has five factors of emotional
dissonance, expressive suppression, expressive amplification, re-evaluation, and

attentional deployment. The specific items were developed by Andela and
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Colleagues (2015) with reported inspiration from other measures of emotion
regulation such as the Frankfurt Emotion Work Scale (FEWS; Zapf et al., 1999).
Andela and colleagues’ (2015) measure contains four items for each factor that
assesses the frequency in which respondents perceive themselves to experience
emotional dissonance at work and use the specific emotional regulation strategy, on a
5-point scale from never to always. Higher total scores on each factor indicate the
greater presence of that construct. The measure demonstrated good reliability and
validity in its original development (Andela et al., 2015) and subsequent papers that
utilised the emotional dissonance subscale only (Andela & Truchot, 2017; Andela et
al., 2018).

Commonly, translation of psychometric tools involves an iterative process of
back-translation (e.g., Lima-Costa et al., 2022; Klocek et al., 2022; Savard et al.,
2022); these examples are of measures that required the generation of translations
from original measures into their respective languages. In contrast, Andela and
colleagues (2015) provided an English language translation in their original article.
Thus, I used this translation in my sample and included convergent validity analyses
with measures purporting to assess the same constructs to explore evidence for latent
variable consistency within the context of English language speakers. Therefore, this
process of examining a previously established translation in an unstudied sample to
make necessary revisions was more akin to scale validation and revision (e.g., Fox et
al., 2020; Hawes et al., 2014; Lee & Brotheridge, 2011, Weigold et al., 2016) than
the generation of a translated measure (e.g., Klocek et al., 2022;Lima-Costa et al.,
2022). | attempted to change as little as possible regarding the wording of the items
but nevertheless made minor changes to seven items for meaning clarity in English

and consistency with the latent emotional labour constructs the items measured. For
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example, “my work situation brings me to experience emotions at variance with
those | would like to feel” became “my work brings me to experience emotions
different to those | express”, and “all the same, | express good mood” became “even
though | may feel negative emotions, I express a good mood”. | also adjusted the
preamble to the items to reference providing psychotherapy to clients. Wherever
wording changes were made, the research team strove to ensure that the general
meaning underlying each item was preserved.
Emotional Labor Scale Revised

The ELS-R (Lee & Brotheridge, 2011) was used to facilitate analysis of
convergent validity. It was chosen as it and the ELS (Brotheridge & Lee, 2003) are
the most widely used measures of emotional labour in the literature. The ELS-R
revised the ELS by conceptualising surface acting as comprised separately by hiding
and faking emotion and adding two extra items assessing faking emotion and one
that assessed hiding emotion. However, the ELS-R continues to measure deep acting
as a unidimensional construct. The ELS-R has three factors and nine items such as
“pretend to have emotions that I don’t really have” that ask respondents to indicate
how often they use a particular surface and/or deep acting strategy on a 5-point scale
from never to always. Higher total scores for each subscale indicate greater presence
of this construct. Adequate reliability and validity have been established for the ELS-
R (Buri¢ et al., 2021; Fouquereau et al., 2018; Lee & Brotheridge, 2011) and the
current study found acceptable internal consistency for the deep acting (o = .84),
hiding (o = .85), and faking (o = .89) subscales.
Maslach Burnout Inventory — Human Services Survey

The emotional exhaustion subscale from the Maslach Burnout Inventory —

Human Services Survey (MBI; Maslach & Jackson, 1981) was used to assess
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emotional exhaustion. This subscale has nine items such as “I feel emotionally
drained from my work” responded to on a 7-point Likert scale ranging from never to
every day. Higher subscale total scores indicate greater emotional exhaustion. The
MBI has demonstrated consistent reliability and validity (Lin et al., 2022) and the
current study found adequate internal consistency (o = .93).
Balanced Inventory of Desirable Responding Short Form

The Balanced Inventory of Desirable Responding Short Form (BIDR-16;
Hart et al., 2015) was used to assess and control for social desirability bias. The
BIDR-16 is a short form of the Balanced Inventory of Desirable Responding (BIDR;
Paulhus, 1991) and has 16 items on two factors — Self-Deceptive Enhancement
(SDE) and Impression Management (IM). Participants respond to items such as “I
have not always been honest with myself” and ““I sometimes tell lies if | have to” on a
7-point scale from not true to very true. Higher scores on each subscale indicate
greater presence of this construct. Although the original BIDR enabled computing of
a total Socially Desirable Responding (SDR) score, recent research suggests that
keeping SDE and IM separate is most appropriate (Hart et al., 2015). The BIDR-16
has recently demonstrated acceptable reliability (Miller, 2021; Moon et al., 2022;
Siegel et al., 2021) and the current study found adequate internal consistency for the
IM scale (o = .74) but not the SDE scale (o = .66).
Analysis

Assumption testing was performed prior to analysis. Assumptions of
normality, linearity, and homoscedasticity were met. The current study utilised
confirmatory factor analysis (CFA) using the Mplus software (Muthén & Muthén,
2015) to assess the PELS’s factorial validity (hypotheses one) by analysing whether

it demonstrated acceptable model fit characteristics. Covariance matrices and
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maximume-likelihood estimation were used to assess the factor structure of the
measure. Specifically, the chi-square statistic (y?), root-mean-square error of
approximation (RMSEA), the standardised root-mean-square residual (SRMR) and
the comparative fit index (CFI) were compared to suggested values (Hu & Bentler,
1999) to assess overall goodness of fit. The values Hu and Bentler (1999) suggest as
indicating good fit are y? = p > .05, RMSEA < .06, SRMR < .08, and CFI > .95.
Item loadings greater than .4 were considered ideal (Yang, 2010). Consent to use
participant data was assumed upon submission of the data, therefore cases with
significant portions of missing data were excluded from the analysis. A computation
of Cronbach’s a using the SPSS software was used to assess internal consistency
(hypothesis two) with a > .7 considered to be indicative of good internal consistency.
Following Kline’s (2016) guidelines, an a-priori power analysis indicated that a
sample size of 820 participants would be required to sufficiently power the CFA,
suggesting the risk that the final sample of 412 could result in an underpowered
analysis.

Test-retest reliability (hypothesis two) of the PELS was assessed by
examining the bivariate correlations between its factors across time one and two data.
Convergent validity (hypothesis three) was determined by assessing the correlations
between scales of the PELS and the corresponding scales of the ELS-R. Specifically,
Pearson’s product-movement correlation coefficients (r) was calculated to assess the
bivariate relationships between Expressive Amplification (PELS) and Faking (ELS-
R), Expressive Suppression (PELS) and Hiding (ELS-R), as well as both Re-
evaluation (PELS) and Attentional Deployment’s (PELS) relationships with deep
acting (ELS-R). Significant correlations and greater effect sizes between these

variables will be understood to support convergent validity of these subscales.
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Structural equation modelling (SEM) with maximum likelihood estimation
was used to assess the proposed indirect relationships between variables (hypothesis
four). The analysis was performed with Mplus and as per the CFA, Hu and Bentler’s
(1999) modification indices guidelines were consulted to determine model fit.
Specifically, pathways of expressive suppression and expressive amplification on
emotional dissonance and emotional exhaustion were analysed to determine whether
there was evidence of indirect effects. Age, number of sessions per week, and social
desirability bias constructs were included as control variables. Age and number of
sessions per week were included as control variables as they had significant
relationships with emotional exhaustion. There were no significant differences
between gender, F(2, 409) = .89, p = .41, #%= .00, or specialisation F(9, 402) = 1.08,
p = .37, »?=.02, in predicting emotional exhaustion. Emotional exhaustion was not
significantly correlated with number of dependents, r(410) = -.05, p = .28, or
percentage of sessions provided via telehealth r(410) = .07, p = .13. It initially
appeared as though country of residence may have an effect on emotional
exhaustion, F(4, 406) = 3.08, p = .02, 52 = .03. However, post hoc analyses with
Hochberg’s GT2 (using an a of .05) revealed that only those residing in the UK (N =
9, M =45.22, SD = 18.12) had a significantly higher emotional exhaustion than those
residing in Australia (N = 338, M = 31.75, SD = 12.10) and New Zealand (N =50, M
= 30.54, SD = 10.70). Due to there being no statistically significant differences
between any of the other countries of residence, the small number of participants in
question, and the small effect size (> = .03), the effect of this difference on the
outcome of analysis was deemed negligible. Kline’s (2016) guidelines suggest that

this analysis was sufficiently powered.
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Results
Figure 2

Confirmatory Factor Analysis with Standardised Factor Loadings (N = 412)
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Note. STD Standardization model values presented; ED = emotional dissonance; AD
= attentional deployment; ES = expressive suppression; EA = expressive

amplification; RE = re-evaluation.
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Factorial Validity

I conducted an exploratory factor analysis with principal axis factoring to
initially explore the factor structure of the PELS. As postulated, five factors with
eigenvalues exceeding 1 were identified as underlying the 20 item PELS. These
factors accounted for 63.79% of the variance in the data. | then conducted a CFA
using the MPlus software to explore the factor structure of the PELS. Latent
variables were allowed to covary to account for their theoretical association with the
higher order construct of emotional labour. An initial CFA testing the proposed latent
structure demonstrated poor fit characteristics: y2(160, N = 412) = 579.83 (p < .001),
CFl = .85, RMSEA =.08 (90% CI =.07 - .09), and SRMR = .07. Modification
indices statistics indicated that overall model fit would be improved if re-evaluation
items three and four were allowed to load onto the attentional deployment factor.
These items were also observed to load poorly on the latent factor (.36 & .30,
respectively) relative to re-evaluation items one (.56) and two (.53). From this, I
decided to run an additional CFA with the exclusion of the two problematic items.
This secondary CFA demonstrated significantly improved fit (see Table 4) with fit
statistics either within or approaching ideal cut-offs: y2(125, N = 412) = 274.95 (p <
.001), CFI =.94, RMSEA = .05 (90% CI = .04 - .06), and SRMR = .05. | concluded
that these statistics indicated acceptable model fit. Factor loadings of items in the
second CFA were good except for expressive amplification item four (see Figure 2).
However, the retention of this item was acceptable given no modification indices
indicated support for altering the model, the model’s overall goodness of fit, and the
item’s face validity. Therefore, | determined that hypothesis one was partially
supported as satisfactory fit characteristics were obtained but only after the removal

of two original items.
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Table 4

Goodness of Fit Statistics for CFA Models (N = 412)

Model X’ CFlI RMSEA SRMR
1 579.83* .85 .08 .07
2 274.96* 94 .05 .05

Note. Model 2 bolded to indicate improved fit statistics; * p <.001; Model 1 = all
items included; Model 2 = removal of 2 re-evaluation subscale items based on
modification indices; CFA = confirmatory factor analysis; x? = Chi-square statistic;
CFI = comparative fit index; RMSEA = root mean square error of approximation;
SRMR = standardised root-mean-square residual.
Reliability

| examined PELS’s internal consistency and test-retest reliability using the
SPSS software. Cronbach’s alpha values for each factor were all above acceptable
cut-offs (a > .70) and all factors had large positive bivariate correlations across time
one and time two (see Table 5). | concluded this indicates adequate internal
consistency and test-retest reliability for all factors of the PELS. Therefore,
hypothesis two was supported.
Convergent Validity

| tested convergent validity by examining the correlations between factors on
the PELS and the ELS-R. The PELS’s expressive suppression subscale was
significantly positively correlated with the ELS-R’s hiding subscale, r(410) = .53, p
<.001, expressive amplification was significantly positively correlated with the ELS-
R’s faking subscale, r(410) = .41, p < .001, re-evaluation was significantly positively
correlated with the ELS-R’s deep acting subscale, r(410) = .11, p = .03, and
attentional deployment was significantly positively correlated with deep acting,

r(410) = .11, p = .02. Despite the smaller size of correlations for the re-evaluation
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and attentional deployment subscales, | concluded that significant correlations in
predicted directions indicated support for hypothesis three.
Table 5

Test-Retest Correlations and Internal Consistency

Variable Test-retest correlation  Time 1 Cronbach’s Alpha
(r) n=206 (1) n =412
Emotional dissonance .63* .80
Expressive suppression .65* .82
Expressive amplification .59* A7
Attentional deployment 53* .78
Re-evaluation 52* .85

Note. * p <.001; Data collected over a two-week interval.
Indirect Effect Model

A longitudinal cross-lagged model was initially tested following Cole and
Maxwell’s (2003) recommendations using data from time one and two as a more
rigorous approach to analyse hypothesised causal relationships between variables.
However, the very small variance in emotional exhaustion between time points,
r(204) = .86, p <.001, resulted in negligible variance remaining for the hypothesised
variables to predict. The small amount of variance in emotional exhaustion may be
consequent to the relatively short interval between time-points (two weeks) as there
may not have been enough time for a person’s level of emotional exhaustion to
fluctuate. This interval was chosen to maximize the likelihood of second survey
completion but may have had the unintentional consequence of hindering the
model’s power to adequately test hypotheses longitudinally. Therefore, the research
team decided that the most appropriate method to present the analysis was as a cross-
sectional model while considering the limitations of cross-sectional data regarding

causal inferences. Rather than adhering to the use of the term mediation in light of
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the use of cross-sectional data, the alternative term of indirect effect was used to
describe the pattern of associations between variables (Kline, 2016).

| performed a SEM analysis using MPlus software to determine whether
emotional dissonance had an indirect effect on emotional exhaustion through surface
acting strategies, after controlling for age, number of sessions provided per week,
and social desirability bias. Unsatisfactory model fit statistics were observed y?(264,
N = 412) = 770.29 (p < .001), CFI = .89, RMSEA = .07 (90% CI = .06 - .07), and
SRMR = .06. Emotional dissonance was found to have significant pathways to
expressive suppression (8 = .58, p <.001, 95% CI = .51, .65), expressive
amplification (8 = .44, p <.001, 95% CI = .35, .54), and emotional exhaustion (5 =
.34, p <.001, 95% CI = .22, .47). However, no evidence of indirect effects from
expressive suppression to emotional exhaustion (8 = -.06, p > .05, 95% CI = -.19,
.05), or from expressive amplification to emotional exhaustion (5 = .09, p > .05, 95%
Cl =-.01, .19) were observed. As illustrated by Figure 3, | concluded that hypothesis
four was not supported as only a direct effect from emotional dissonance to

emotional exhaustion was evidenced by the data.
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Figure 3

Indirect Effects Model with Standardised Coefficients (N = 412)
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I examined the psychometric properties of the PELS to analyse whether it

could provide emotional labour researchers with a tool designed to better capture the

complexity of emotional labour constructs and account for measurement issues found

in other measures. | sought to validate this measure within an under-researched

population in the emotional labour literature. Additionally, | attempted to use this

greater nuance to examine the theorised indirect effects from surface acting strategies

on the relationship between emotional dissonance and burnout. The analysis found

evidence to support the reliability and validity of the PELS in the under-researched

occupational group of psychologists providing psychotherapy. However, | failed to

find evidence of the theorised indirect effects from surface acting in the relationship

between emotional dissonance and emotional exhaustion. These findings extend

previous research by suggesting a pivot away from unidimensional measurement of

surface and deep acting, as well as highlighting the need to differentiate between
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emotional dissonance and regulatory strategies when measuring relationships
between emotional labour and related variables.

Demonstrating acceptable psychometric properties of the PELS has
significant implications for conceptualisations and operationalisations of emotional
labour constructs. Results broadly support the PELS’s factorial and convergent
validity, internal consistency, and test-retest reliability. Evidence supporting validity
and internal consistency are of particular note given the PELS is the first measure to
include emotional dissonance and bidimensional conceptualisations of surface and
deep acting within a single tool. Additionally, these promising psychometric
properties were validated in an occupational group that had not previously being
subject to emotional labour psychometric tool evaluation. The PELS provides
researchers with a valid psychometric tool to explore emotional labour as it pertains
to psychologists providing psychotherapy. Additionally, researchers using the PELS
will now be able to clearly distinguish relationships between emotional dissonance,
components of surface acting, and components of deep acting with specific
outcomes.

The comparatively weaker psychometric properties demonstrated by the
PELS’s deep acting subscales (attentional deployment and re-evaluation) may
indicate the need for further examination. Although strong psychometric properties
were demonstrated by the surface acting subscales (expressive suppression and
expressive amplification), the deep acting subscales displayed weaker convergent
validity statistics. One explanation may be that the ELS-R’s deep acting subscale and
the PELS’s deep acting subscales may measure latent variables with differing
boundaries. For example, the ELS-R’s unidimensional conceptualisation of deep

acting incorporates both attentional deployment and cognitive change strategies. The



EMOTIONAL LABOUR IN PSYCHOLOGISTS 113

attentional deployment subscale on the PELS may be correlated with the attentional
deployment component to the ELS-R’s conceptualisation, but not the cognitive
change component. Similarly, the PELS’s re-evaluation subscale may correspond to
the ELS-R’s cognitive change component of deep acting, but not attentional
deployment. This would explain why significant, but comparatively weaker
relationships, were observed between the PELS and ELS-R’s deep acting subscales
relative to their surface acting subscales (where the ELS-R adopts a bidimensional
conceptualisation and measurement). However, another explanation may be that the
PELS’s deep acting subscales poorly represent their respective latent constructs. The
only other measure of emotional labour containing a bidimensional measurement of
deep acting is Alabak and colleagues’ (2020) measure. Although convergent validity
of Alabak and colleagues’ (2020) measure has not been established in the literature, a
convergent validity analysis between it, the ELS-R, and the PELS may examine this
question.

Covariances between the PELS’s emotional dissonance and deep acting
subscales may have interesting theoretical implications. Emotional dissonance had a
significant positive covariance with attentional deployment, but a non-significant
covariance with re-evaluation. This may suggest that attentional deployment
strategies may not produce desired emotional states by realigning felt and expressed
affect which questions traditionally accepted wisdoms surrounding emotional labour
(Grandey, 2000; Grandey & Gabriel, 2015; Grandey & Melloy, 2017). As emotional
dissonance is strongly correlated with emotional exhaustion (Hulsheger & Schewe,
2011; Kammeyer-Mueller et al., 2013; Mesmer-Magnus et al., 2012), this would
further evidence the suggestion that unidimensional measurements of deep acting

introduce unnecessary measurement error by being unable to account for attentional
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deployment and cognitive change’s opposing relationships with outcomes. The
comparative non-significant covariance observed for the PELS’s re-evaluation factor
may suggest that it would be the most preferable method of emotion regulation
within the emotional labour framework as all other subscales had significant positive
covariances with emotional dissonance. Therefore, the PELS’s pattern of covariances
between subscales may evidence the need to transcend unidimensional measurement
of emotional labour strategies and may suggest that interventions to assist workers to
manage emotional labour may benefit from emphasis on developing cognitive
change strategies specifically.

Failing to find support for the proposed indirect effects model extends
literature attempting to identify explanatory pathways between emotional labour and
burnout. Previous surface acting mediation studies (Hulsheger & Schewe, 2011,
Mesmer-Magnus et al., 2012) have been limited by their use of measures that do not
adequately control for emotional dissonance resulting in a lack of clarity regarding
unique contributions of variance. Paralleling Zapf and colleagues’ (2021) findings
regarding negative emotion, my findings suggest that surface acting strategies do not
contribute unique variance to emotional exhaustion beyond that of preserving a state
of emotional dissonance. This supports theoretical assertions of emotional
dissonance as a mechanism of action between emotional labour and its outcomes
(Grandey & Gabriel, 2015; Hochschild, 1983), but questions research suggesting that
surface acting strategies themselves contribute to emotional exhaustion beyond their
elongation of emotional dissonance (Hulsheger & Schewe, 2011; Mesmer-Magnus et
al., 2012). Additionally, it suggests that emotional dissonance may underlay the

pernicious consequences of suppressing emotion found in broader emotion regulation
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literature (Chervonsky & Hunt, 2019; Gross, 2002, 2013). Therefore, the indirect
effects model findings extend emotional labour’s theoretical and empirical literature.

The indirect effects analysis has significant implications for future research.
Failing to support an indirect effect from surface acting but observing a direct effect
of emotional dissonance on emotional exhaustion supports a refined focus on
measuring emotional dissonance in future research. However, this finding must be
considered in the context of the unique sample in which it was found. Much of
existing emotional labour literature uses tools that either measure surface acting
without accounting for emotional dissonance (e.g., Brotheridge & Lee, 2003; Lee &
Brotheridge, 2011), or measure emotional dissonance without accounting for surface
acting (Zapf et al., 1999). Additionally, literature frequently draws conclusions about
the unique effect of surface acting (Hllsheger & Schewe, 2011; Kammeyer-Mueller
et al., 2013; Mesmer-Magnus et al., 2012). However, due to the measurement issues
inherent in the psychometric tools used to draw such conclusions, these studies may
not rule out the possibility that such findings are more attributable to latent emotional
dissonance captured by measures of surface acting. My findings contrast this
literature by suggesting emotional dissonance should take precedence over surface
acting when studying emotional labour’s effects in future research, at least in the
context of psychologists providing psychotherapy.

An alternative explanation for my findings regarding emotional dissonance
and surface acting may be that such dissonance is particularly threatening for
psychologists providing psychotherapy. | speculate that psychologists are likely
“high-identifiers” (after multiple search attempts | found no research that has
explored this concept) with their occupational role. Greater identification with one’s

occupational role has been argued to reduce the costs of surface and deep acting as
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they enable one to behave consistent with their social identity (Ashforth &
Humphrey, 1993; Humphrey et al., 2015). However, experiencing states of emotional
dissonance such as experiencing anger or a lack of compassion may be more
distressing for people highly identifying with the role of a psychologist as such
emotions may be particularly threatening to one’s identity as “psychologist” (Van
Der Merwe, 2019). Therefore, the non-significant relationship found between surface
acting strategies and emotional exhaustion may be a result of such strategies enabling
psychologists to align behaviour with valued identity (Humphry et al., 2015),
wWhereas emotional dissonance may be experienced as a threat to one’s self-identity
(Van Der Merwe, 2019). As | did not measure participant identification with the
occupational role of psychologists this contention can only be considered
speculative, however, it may provide a possible explanation for my findings.

Finding evidence for the reliability and validity of the PELS supports its use
in future research. Given that existing measures are unable to adequately distinguish
between emotional dissonance and surface acting, the PELS appears well placed as a
tool for future researchers to utilise to conduct such research. The use of existing
measures or the development of further refined psychometric tools is not precluded
by the PELS’s validation, however, researchers must consider how their data
distinguishes between emotional dissonance and surface acting’s mutual and
exclusive variance. Therefore, my findings support a shift to measuring and
examining emotional dissonance as the preeminent variable in the relationship
between emotional labour and burnout in psychologists providing psychotherapy,
and that the PELS can be viewed as a key tool to utilise for this purpose. Replication
of such results in other occupational groups would support such a pivot in the

broader emotional labour literature.
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The indirect effects analysis has significant practical implications for the
emotion regulation of individual workers. As consistent with broader theory
(Grandey & Gabriel, 2015; Grandey & Melloy, 2017), finding emotional dissonance
to possibly be the primary concern in the relationship between emotional labour and
burnout suggests that using emotion regulation that alleviates or reduces emotional
dissonance may ameliorate its negative consequences. My findings suggest that this
can be achieved through surface or deep acting provided the function of alleviation
of emotional dissonance is achieved. | acknowledge that suppressing and faking
emotions are likely to prolong emotional dissonance and be harmful in that context
and that emotional suppression is consistently demonstrated to be harmful in emotion
regulation literature (Chervonsky & Hunt, 2019; Gross, 2002, 2013). However, my
findings suggest that surface acting may not have a negative effect on well-being if it
Is used in a manner that alleviates emotional dissonance. An illustrative example of
this is a psychologist experiencing frustration while treating a client with narcissistic
personality disorder displaying hostility towards the therapist (as is commonly
observed, e.g., Tanzilli et al., 2017). Maintaining empathic concern through surface
acting despite experiencing frustration may promote a bedrock of secure attachment
to encourage the client to explore and reflect on this interpersonal process. This
exploration may facilitate the client to shift out of such a behavioural mode (Drozek
& Unruh, 2020; Weinberg & Ronningstam, 2020), which may reduce the
psychologist’s experience of frustration and return to emotional congruence. It is
possible that using deep acting to portray empathic concern may be preferred in this
scenario, nevertheless, the indirect effects analysis suggests that performing these
emotions via surface acting may be a viable alternative in some contexts. This may

suggest the need to focus more on function over form of emotion regulation and how
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it changes the contingent environment/context between actors within an interaction
producing emotional labour. Support for this contention may be found in previous
literature. (Andela et al, 2015; Grandey et al., 2013). Andela and colleagues found
feigning emotion to be associated with reduced burnout, whereas Grandey and
colleagues (2013) suggest that goal achievement through surface acting may
replenish psychological resources. In summary, my findings and the presented
literature suggests that surface acting resulting in achieving the goal of a
psychologist/client interaction may not result in a negative effect on emotional
exhaustion.

Another explanation for the indirect effects findings and those of Andela and
colleagues (2015) may be the perspective from which emotional dissonance is
viewed. As discussed in Chapter Three, feigning emotion while accepting (and not
suppressing) emotion is consistent with the concept of psychological flexibility
(Hayes et al., 2006). Through the lens of psychological flexibility, emotional
dissonance would create one avenue of psychological drain that would be
compounded by further drains from unsuccessful attempts to modify one’s
experienced and expressed emotions. Depletion of psychological resources is
subsequently minimised if one is accepting of emotional dissonance and makes no
attempts to modify this. Additionally, if feigned emotions align with one’s authentic
values, then there is no alienation from oneself as the authentic valued self is
presented (despite the possible presence of emotional dissonance). Therefore, it may
be possible to feign emotions while maintaining authenticity and minimising
psychological resource depletion. This establishes theoretical precedent to challenge
the commonly accepted wisdom that surface acting (especially when measuring this

unidimensionally) is always harmful to the self.
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My findings suggest that variables that elicit, prevent, and alleviate emotional
dissonance are key in the relationship between emotional labour and negative
outcomes. Research has covered multiple such variables (for reviews see Grandey &
Gabriel, 2015; Grandey & Melloy, 2017) that apply in general contexts, but this
lacks occupational specificity. In the context of this study’s sample (psychologists
providing psychotherapy), several variables hold promise as key constructs but have
not been subject to quantitative analysis. Negative evaluations of efficacy,
psychological flexibility, experience, reflection, self-care, and other variables
(Chapter Three; Van Der Merwe, 2019) are all such constructs that have been
qualitatively linked to the elicitation, prevention, and amelioration of emotional
dissonance. Finding quantitative support for the capacity of these variables to reduce
emotional dissonance would inform recommendations for psychologists to maintain
personal well-being. Nevertheless, as these constructs have qualitative support for
their capacity to reduce emotional dissonance and my finding of this to be the key
variable in the emotional labour process suggests that psychologists would benefit
from developing skills and experience in the aforementioned variables.

Future Directions

My results suggest that future research may benefit from using measurement
tools that operationalise emotional labour in the manner of the PELS. The findings
contribute to a growing body of literature (e.g., Alabak et al., 2020; Andela et al.,
2015; Lee & Brotheridge, 2011) supporting the bidimensional measurement of
surface acting and deep acting strategies and the inclusion of an emotional
dissonance factor. These findings also highlight the potential greater importance of
emotional dissonance over regulatory strategies in explaining the links between

emotional labour and its outcomes. Therefore, a re-evaluation of common tools used
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to measure emotional labour that do not share the same conceptualisations (e.g.,
ELS, ELS-R, FEWS, DEELS) seems justified. Past findings based on these measures
should be interpreted with these limitations in mind. | do not assume that the PELS
provides the most suitable tool across all contexts, but it may provide a useful
starting point for further refinement and development of alternative measures.

The indirect effects model results suggest the need for further research and a
re-evaluation of mechanisms of action. The analysis results suggest that emotional
dissonance itself, as opposed to surface acting strategies, may be the key mechanism
of action in emotional labour’s relationship to emotional exhaustion in psychologists
providing psychotherapy. First, my findings are based upon a cross-sectional analysis
and so a longitudinal replication of this finding would provide stronger evidence
regarding any mediation effect. Replicating such a finding longitudinally would
suggest the need for future emotional labour research to directly measure emotional
dissonance with tools such as the PELS, as opposed to other tools that either
confound surface acting and emotional dissonance, or research that implies effects of
emotional dissonance from measurements of surface acting. Additionally, replication
of these findings in other occupational groups is required to support the notion that
emotional dissonance is the key mechanism in the relationship between emotional
labour and its outcomes.

Further revision and exploration of the PELS may be beneficial. My final
CFA model for the PELS only included two items within the re-evaluation subscale.
Further expansion of this factor may provide more robust measurement of its latent
variable. The small, although significant, correlations between the PELS’s attentional
deployment and re-evaluation subscales and the deep acting scale of the ELS-R may

also suggest the need for further exploration, and | propose a comparison between
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the PELS, ELS-R, and Alabak and colleagues’ (2020) measure would be a logical
next step. These analyses may further verify the PELS’s validity or may indicate the
need for revisions or inclusion of more/different items. An analysis of discriminant
validity would also further the psychometric validation of the PELS.

Future research may also benefit from examining the quantitative dimensions
of emotional labour’s occurrence and consequent links to outcomes. As measures of
emotional labour do not typically measure duration, intensity, or total volume of
emotional labour, it is unclear how these different dimensions may contribute to
variance in outcomes. Measures generally ask participants to indicate the frequency
of strategy uptake (and the PELS does this regarding emotional dissonance also), it
may be possible the effects due to duration, intensity, and/or total volume are not
being adequately measured. Additionally, as suggested by the substantial literature
on mindfulness and psychological flexibility (e.g., Baer, 2003; Hayes et al., 2006),
these quantitative domains may be less important than a person’s meta-experience of
emotional labour. For example, a worker that engages in highly frequent emotional
labour with low intensity or duration may have different outcomes to one that
performs emotional labour less frequently but more intensely and for longer periods.
This difference likely reflects occupational role difference such as the difference
between the frequency, intensity and duration a nurse’s interactions with many
patients and staff members over one day compared to a psychologist consulting with
fewer clients but for greater periods of time. Similarly, individuals holding negative
meta-cognitions regarding emotional labour’s experience may experience more
consequent distress and resource drain than those more psychologically accepting
and accommodating of emotional dissonance. The available measures of emotional

labour have no means to conceptualise and account for such differences easily but
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the capacity to do so would provide greater nuance in research and more targeted
findings.
Limitations

The generalisability of my findings may be reduced by sample homogeneity.
The sample exclusively comprised psychologists providing psychotherapy, which
may affect the generalisability of these findings to other professions. As argued in
Chapter Three and supported by Van Der Merwe and Wetherell’s (2020) findings,
psychologists may experience emotional labour in a unique manner compared to
other healthcare professions and may possess unique qualities affecting surface
acting that could have influenced my indirect effects analysis. The sample in this
chapter was heavily weighted towards female gender (82.77%). Although this is
consistent with gender representation at a clinical level (Psychology Board of
Australia, 2019) and | found no evidence of significant associations between
identified gender and variables of interest, this bias nonetheless may limit
generalisability. Similarly, the sample was primarily comprised of psychologists
living in Australia, New Zealand, and the United Kingdom, which may reduce the
generalisability of findings to different cultures and countries. There are examples of
adaptations of emotional labour measures from one culture to another requiring
significant alterations in items and/or factor structure (e.g., Carlotto et al., 2016; Jang
et al., 2015). Although the PELS is itself an adaptation of a measure developed in
another cultural context (Andela et al., 2015), this does not rule out further
adaptations of the PELS suffering similar concerns and my findings should be
interpreted with this caveat. It is also possible that the effect size of the CFA may be
overestimated as the total sample of 412 participants was underpowered according to

Kline’s (2016) estimates (Geldman & Carlin, 2014).
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Emotional labour measures are limited by their conceptualisations of emotion
regulation. Although the PELS and other measures of emotional labour (e.g., Alabak
et al., 2020; Lee & Brotheridge, 2011) provide required nuance in expanding the
factors of deep acting and surface acting, they are still constrained by these
approaches to emotion regulation. Other forms of emotion regulation may be as
important to the emotional labour process but are not directly captured by existing
measures and conceptualisations. For example, mindfulness as a regulatory strategy
does not fit neatly within the surface and deep acting sub-factors (as argued in
Chapter Three) and consequently is not adequately accounted for by emotional
labour measures in their current form. This echoes Grandey and Gabriel’s (2015)
recommendation that research progress beyond the traditional surface and deep
acting view of emotion regulation. Therefore, the PELS and other emotional labour
measures are limited by their attachment to surface and deep acting as the lens
through which to view emotion regulation strategies.

Conclusion

Findings presented in this chapter support the use of the PELS as a valid,
reliable, and convenient measure of emotional labour that allows for nuanced
exploration of constructs. It is also the first emotional labour psychometric tool to be
validated exclusively in a sample of psychologists providing psychotherapy. This
measure is the first to incorporate bidimensional measurement of surface and deep
acting strategies along with a separate emotional dissonance factor. However, |
recommend further examination of the PELS, particularly for the attentional
deployment and re-evaluation subscales. These findings provide further support to
growing literature supporting bidimensional measurement of emotional labour

regulatory strategies as opposed to using common measurement tools that
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conceptualise these strategies as unidimensional and consequently include greater
measurement error. The SEM of indirect effects suggests that surface acting
strategies may only be harmful through their preservation of emotional dissonance
and may not uniquely contribute to burnout. This supports a shift away from surface
acting to emotional dissonance as the key mechanism of action in emotional labour
literature. Beyond the academic implications of my findings is the recommendation
that interventions aiming to promote well-being through management of emotional

labour should primarily aim to prevent and alleviate emotional dissonance.
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Chapter Five — Overview

In Chapter Five, | examine the research question what individual-based
factors may assist psychologists providing psychotherapy to reduce emotional
labour’s impact on burnout? | draw upon the findings of the previous studies to test a
structural equation model that explores this question. As no interventions to address
emotional labour in psychologists exist, | sought to test preliminary evidence for
person-level strategies drawn from Chapter Three’s conclusions. The specific
constructs examined were self-compassion, psychological flexibility, and career
experience. It was thought that gathering evidence for self-compassion and
psychological flexibility as effective management strategies for emotional labour
may inform future interventions to assist psychologists to reduce their level of
emotional labour. The results of the structural equation model supported an indirect
effect of emotional dissonance on the relationship between self-compassion and
emotional exhaustion, and that the relationship between self-compassion and
emotional dissonance was conditional on psychological flexibility. The model did
not support the theorised moderating effects of psychological flexibility and career
experience on the relationship between emotional dissonance and emotional
exhaustion. | conclude the chapter by suggesting that possessing high levels of both
self-compassion and psychological flexibility can be helpful in reducing the
frequency and duration of emotional dissonance, which in turn may assist in reducing
emotional exhaustion. The numerous significant implications of these findings for

various literature bodies are discussed.
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Chapter Five — Emotional Labour and Emotional Exhaustion in Psychologists:
Preliminary Evidence for the Protective Role of Self-Compassion and
Psychological Flexibility

Burnout is a syndrome comprising emotional exhaustion, depersonalisation,
and a reduced sense of accomplishment (Maslach & Jackson, 1981). Concerning
rates of burnout have been observed in studies of psychologists over several years
(e.g., Di Benedetto & Swadling, 2014; O’Connor et al., 2018; Simionato & Simpson,
2018; Trombello et al., 2021). For example, recent reviews have estimated that more
than half of surveyed psychologists report significant symptoms of burnout
(O’Connor et al., 2018; Simionato & Simpson, 2018), with emotional exhaustion
appearing to be the most reported dimension of burnout (McCormack et al., 2018).

Emotional labour is a contributor to burnout across multiple professions
(Hulsheger & Schewe, 2011; Kammeyer-Mueller et al., 2013; Mesmer-Magnus et
al., 2012). However, emotional labour’s relationship with burnout in psychologists
providing psychotherapy has only received relatively recent attention (Carlotto et al.,
2016; Rodriguez & Carlotto, 2017; Van Der Merwe, 2019; Van Der Merwe &
Wetherell 2020; Weaver & Allen, 2017; Xanthopoulou et al., 2018; Yanchus et al.,
2010). The scant attention paid to this potentially important construct is highlighted
by its lack of inclusion in large-scale reviews of predictors of burnout in this
occupational group (e.g., McCormack et al., 2018; O’Connor et al., 2018; Rupert et
al., 2015; Simionato & Simpson, 2018; Yang & Hayes, 2020). Although the findings
of Chapter Three and another qualitative study (Van Der Merwe, 2019) have pointed
to potential strategies and mechanisms that psychologists use to mitigate emotional
labour’s personal impact, none of these strategies have been examined quantitatively.

Therefore, although these strategies seem to be subjectively beneficial, it is unclear
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whether such strategies could be recommended to others without objective analysis
and support. Consequently, evidence for potential methods for psychologists to
effectively manage emotional labour is purely based on analyses of interview data.
Therefore, the current state of the literature is unable to make robust evidence-based
recommendations on potential means to reduce emotional labour’s impact on burnout
in psychologists. | sought to expand previous research by exploring possible
explanatory pathways in constructs proposed in qualitative literature to ameliorate
emotional labour’s impact on burnout in psychologists. As there is very limited
literature regarding what constructs may influence the relationship between
emotional labour and burnout in psychologists, | chose to examine potential variables
that were identified in previous chapters of this thesis. Specifically, | examined
evidence for whether self-compassion, psychological flexibility, and career
experience affect relationships between emotional labour and burnout in
psychologists. The justification of examining self-compassion, psychological
flexibility, and career experience in this analysis is provided below.
Emotional Labour and Burnout

Emotional labour refers to the process of regulating emotion in service of
one’s occupational role (Hochschild, 1983; Grandey & Sayre, 2019). Recent
conceptualisations of emotional labour view the construct as dynamic and
comprising display rules, emotion regulation, and emotion performance (Grandey &
Gabriel, 2015). According to emotional labour theorists (e.g., Grandey & Gabiriel,
2015; Grandey & Melloy, 2017), display rules refer to perceived guidelines
governing “acceptable” emotional expression, emotion regulation refers to affect
processing when felt emotion is inconsistent with display rules (termed emotional

dissonance), and emotion performance refers to publicly observable affective
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displays. Two mechanisms are proposed to regulate emotional dissonance — surface
acting and deep acting strategies (Hochschild, 1983). Surface acting occurs when an
individual regulates emotional dissonance via suppression and faking of emotion,
whereas deep acting involves adopting strategies that genuinely realign one’s felt and
expressed emotion.

Two mechanisms of action are thought to explain the relationship between
emotional labour and burnout. Grandey and Gabriel (2015) summarize literature that
indicates emotional labour likely contributes to burnout through distress experienced
during inauthentic emotional states and psychological resource drain created by
regulating this emotional dissonance. Using surface acting to regulate emotional
dissonance is thought to increase burnout through the prolonging of emotional
dissonance and the creation of a resource loss spiral (Grandey & Gabriel, 2015).
Interestingly, although there may be some limited evidence that deep acting
strategies may moderate the relationship between emotional dissonance and
emotional exhaustion (Andela & Truchot, 2017), deep acting is generally found to be
unrelated to burnout (Grandey & Gabriel, 2015). However, Chapter Four’s findings
suggested that previous surface and deep acting findings may be confounded by
measurement error and that emotional dissonance specifically accounts for more
variance in the relationship between emotional labour and burnout in the context of
psychologists providing psychotherapy.

There is a need to identify individual-level variables with the capacity to be
increased through training/practice that may positively influence emotional labour’s
relationship with burnout. The identification of modifiable constructs existing within
an individual’s locus of control would enable the development of interventions to

assist individuals to manage emotional labour effectively. Quantitative support has
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been found for multiple moderating variables affecting emotional labour’s
relationship with burnout (see Grandey & Melloy, 2017 for a review), none of which
have been explored exclusively within the context of psychologists providing
psychotherapy. However, Chapter Three and Van Der Merwe’s (2019) findings
identified possible helpful strategies within this specific occupational group. Such
possible beneficial modifiable strategies within the psychologists’ control identified
in these papers included emotion regulation strategies, cognitive evaluations of self-
efficacy, debriefing, self-reflection, general self-care practices, self-compassion, and
psychological flexibility. Of these variables, self-compassion and psychological
flexibility appear to be the most novel and amenable to existing interventions (e.g.,
Eriksson et al., 2018). Consequently, | determined that examining how self-
compassion and psychological flexibility interact with emotional labour and burnout
constructs could potentially be a fruitful course of study.
Self-compassion and Emotional Labour

Self-compassion is yet to be examined in the context of emotional labour but
holds promise as potentially assisting psychologists to experience less emotional
dissonance and consequent emotional exhaustion. Self-compassion refers to
engaging in self-directed kindness and normalising of one’s experience without
reactivity to unpleasant thoughts and feelings (Neff, 2003). Cognitive patterns
involving unrealistic standard setting and self-criticism correlate strongly with
burnout in psychologists (Kaeding et al., 2017; Richardson et al., 2020; Simpson et
al., 2019; Turnbull & Rhodes, 2021). In contrast, self-compassionate practices may
ameliorate the impact of self-criticism on burnout (Richardson et al., 2020), with a
randomized controlled trial supporting self-compassion as an intervention to reduce

burnout in psychologists (Eriksson et al., 2018). The findings of Chapter Three of
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this thesis suggested that self-compassion may impact the relationship between
emotional labour and its outcomes through the mechanism of improved management
of self-critical thought patterns. In that chapter, psychologists reported that self-
criticism triggers an intrapsychic state of emotional dissonance. | suggested that
improved management of this self-criticism would reduce the frequency by which
emotional dissonance is experienced, thereby reducing associated negative outcomes.
Paralleling the findings of Chapter Three, self-efficacy has been linked with burnout
in psychologists (Kim et al., 2018) and self-compassion has been demonstrated to
improve psychologist self-efficacy (Latorre et al., 2021).

Self-compassion and emotional labour may also be related through other
mechanisms beyond improved management of self-critical thought patterns. Self-
compassion may assist emotional labour management by assisting psychologists to
access compassionate points of view toward their clients, encouraging more
authentic emotional expression, and promoting a sense of universality with emotional
challenges. Embodying compassion is viewed as a key tenet of psychotherapy (Baer,
2010) and the associated emotional expressions can be considered as display rules
when viewed through the lens of emotional labour. Despite some mixed findings
(e.g., LOpez et al., 2018), self-compassion may increase the ease by which
psychologists access compassion for their clients (Beaumont et al., 2016; Neff &
Beretvas, 2013; Neff & Pommier, 2013). Accessing this compassion for clients
would result in less frequent and prolonged emotional dissonance during
psychotherapy. Greater authenticity in emotional expression may be another
mechanism by which self-compassion reduces strain associated with emotional
labour in clinicians. Self-compassion has been linked with more authentic emotional

exchanges between therapist and client (Patsiopoulos & Buchanan, 2011). Self-
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compassion also promotes perceiving one’s experience as universal through a
common sense of humanity (Germer & Neff, 2019). Maintaining a sense of
universality with common countertransference reactions such as feeling
overwhelmed, hopeless, and angry (Cartwright et al., 2014) may enable
psychologists to be less emotionally reactive in secondary responses to these
emotions due to feeling less alone in such experience. These possible mechanisms
may reduce the frequency and duration of emotional dissonance and its consequent
outcomes. | also acknowledge that self-compassion may relate to emotional
exhaustion through other previously identified mechanisms (Bibeau et al., 2016;
Gerber & Anaki, 2021; Germer & Neff, 2019; Prudenzi et al., 2022), therefore | do
not hypothesize emotional dissonance to account for the total relationship between
these variables. Consequently, | propose the following hypotheses (see Figure 4):

Hypothesis one: Self-compassion will be significantly and negatively

associated with emotional dissonance.

Hypothesis two: Self-compassion will be significantly and negatively

associated with emotional exhaustion.

Hypothesis three: Self-compassion will exert a partial indirect effect on

emotional exhaustion through emotional dissonance.
Psychological Flexibility and Possible Conditional Effects

Psychological flexibility may positively influence relationships between self-
compassion, emotional labour, and emotional exhaustion. Psychological flexibility is
the core tenet of ACT and can be defined as “the ability to contact the present
moment more fully as a conscious human being, and to change or persist in
behaviour when doing so serves valued ends” (Hayes et al., 2006, p. 7). Although

self-compassion and psychological flexibility are under researched constructs in the
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emotional labour literature, intervention studies have found mindful self-compassion
(a combination of self-compassion and the mindfulness and acceptance components
of psychological flexibility) to be effective in reducing symptoms of burnout
(Eriksson et al., 2018; Neff et al., 2020). Research also suggests that psychological
flexibility and self-compassion have reciprocal influences such that training one can
increase the other (YYadavia et al., 2014). However, psychological flexibility has
elements distinct from self-compassion. For example, although non-judgmental
mindful awareness and acceptance of experience appear to be overlapping tenets,
cognitive defusion, values, committed action, and a self-as-context perspective are
factors unique to psychological flexibility.

| propose that psychological flexibility’s unique factors may enhance self-
compassion’s relationship with emotional dissonance. For example, the non-
reactivity to unpleasant thoughts and emotions that psychological flexibility
facilitates may create greater psychological distance from one’s experience to enable
easier deployment of the self-kindness and common humanity aspects of self-
compassion. Greater psychological flexibility may also orient oneself to evaluating
their competence via their connection with values underlying the provision of
psychotherapy as opposed to measurements based on therapeutic change occurring
outside of one’s control (as identified as potentially helpful in Chapter Three).
Consequently, a psychologically flexible and self-compassionate psychologist may
more easily access compassionate thoughts, emotions, and responses to a client,
thereby reducing emotional dissonance. Therefore, | theorise that the effect of self-
compassion on emotional dissonance is likely to be enhanced in individuals who are

simultaneously psychologically flexible. Consequently, | propose (see Figure 4):



EMOTIONAL LABOUR IN PSYCHOLOGISTS 133

Hypothesis four: The relationship between self-compassion and emotional
dissonance will be conditional on psychological flexibility, such that the
relationship will be stronger for individuals higher in psychological
flexibility.

Psychological flexibility may increase the capacity of psychologists to
tolerate emotional dissonance. Empirical support for the utility of psychological
flexibility and its subcomponents such as mindfulness and acceptance to reduce
burnout in psychologists, health, and service workers has already been established
(Biron & van Veldhoven, 2012; Di Benedetto & Swadling, 2014; Hegel et al., 2021;
Onwezen et al., 2014; Puolakanaho et al., 2018; Salvado et al., 2021; Yang & Hayes,
2020). Interestingly, the relationship between mindfulness and burnout has been
found to be partially mediated by surface acting (Hilsheger et al., 2013) and deep
acting (Ma et al., 2021), which may support the contention of Chapter Three, that
psychological flexibility comprises components of surface and deep acting
simultaneously. Possible explanations for psychological flexibility’s observed
relationship with emotional exhaustion are that it may enable practitioners to reduce
their psychological resource expenditure on controlling thoughts and emotions, or it
may reduce distress relating to emotionally dissonant intrapsychic states (Biron &
van Veldhoven, 2012). This theorised explanatory pathway suggests that
psychologically flexible psychologists may have greater psychological resources
available to offset the potential negative effects of emotional dissonance. In other
words, psychological flexibility may exert a moderating effect on the relationship
between emotional dissonance and emotional exhaustion. Thus, | propose (see Figure

4):
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Hypothesis five: The relationship between emotional dissonance and
emotional exhaustion will be conditional on psychological flexibility, such that the
relationship will be weaker for individuals who are higher in psychological
flexibility.

Experience and Emotional Labour

Career experience may assist psychologists to cope with emotional
dissonance. The findings of Chapter Three and previous literature (Grandey &
Gabriel, 2015) suggest that people with greater experience in their work may have
more opportunities to regulate emotional labour and emotional dissonance more
effectively. According to Grandey and Gabriel’s (2015) theoretical assertions,
repeated exposure to managing common triggers of emotional dissonance may result
in workers developing more functional strategies to manage emotional labour
without it contributing to negative outcomes such as burnout. The preliminary
evidence from Chapter Three suggests that career experience may act as a buffer
from psychological resource loss for psychologists engaging in the emotional labour
process while providing psychotherapy. Therefore, experience could potentially act
as a moderating variable in the relationship between emotional dissonance and
emotional exhaustion in psychologists providing psychotherapy. To the best of my
knowledge, such a relationship is yet to receive empirical exploration in this specific
manner. Consequently, | propose (see Figure 4):

Hypothesis six: The relationship between emotional dissonance and
emotional exhaustion will be conditional on career experience, such that the

relationship will be weaker for individuals who have more career experience.



EMOTIONAL LABOUR IN PSYCHOLOGISTS 135

Figure 4

Hypothesised Conditional Indirect Effects Model
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Method

Design, Participants, and Procedure

A correlational and cross-sectional research design was used for this analysis.
Collection of longitudinal data was attempted but it was decided that the most
appropriate analysis would be cross-sectional for the reasons outlined in Chapter
Four (p. 105). This chapter’s analysis derived from the same dataset as collected in
Chapter Four. Consequently, only salient information for this analysis and aspects of
the study that differ from Chapter Four will be presented here. A total of 412
participant responses from registered psychologists who provide psychotherapy in
their work were used for this analysis. The mean age was 40.19 years (range = 20 —
70; SD =10.68) with 10.39 years of experience (range = 0.90-31; SD = 7.86). Most
identified as female (82.77% female, 16.70% male, 0.48% non-binary) and most
participants resided in Australia (82.04%), followed by New Zealand (13.13%), the
United Kingdom (2.18%), Canada (1.70%), and the United States of America
(1.70%). Participants provided an average of 16.95 session of psychotherapy per
week (range = 2-36; SD = 7.39). See Chapter Four (p. 93) for more details on the
demographics of the sample. Concerningly, 59.71% of our sample reported high
levels of emotional exhaustion (n = 246) and 91.99% reported moderate or high rates
of emotional exhaustion (n = 379), according to Maslach and Jackson’s (1996)
proposed cut-off scores. While there is conjecture on the appropriateness of these
specific cut-off scores (e.g., Berjot et al., 2017), these percentages are nonetheless
concerning. An a-priori power analysis suggested that 380 participants were required
to achieve adequate power for the analysis (Kline, 2016). This study used the same

dataset as collected in Chapter Four.
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Measures
Measures From Chapter Four

As the current study is based upon the same dataset as obtained in Chapter
Four, the details of measure of control variables, emotional dissonance, and
emotional exhaustion are already discussed (see p. 96 for details). Measures of self-
compassion and psychological flexibility were unique to this analysis and are
detailed below.
Self-Compassion

The Self-Compassion Scale — Short Form (SCS-SF; Raes et al., 2011) was
used to assess self-compassion. The SCS-SF is a 12-item measure with six subfactors
and allows for a total mean self-compassion score to be calculated. Items such as
“I'm disapproving and judgmental about my own flaws and inadequacies” are scored
on a 5-point scale ranging from almost never to almost always. Total mean scores for
self-compassion can range from 1 to 5, with higher scores indicating greater self-
compassion. There has been recent conjecture about the factor structure of the SCS-
SF and the original measure from which it was derived (e.g., Hayes et al., 2016;
Kotera & Sheffield, 2020). However, a total score for self-compassion is commonly
used and has justification (Cleare et al., 2018; Neff et al., 2019; Neff et al., 2018). As
a psychometric analysis of the SCS-SF is beyond the scope of this paper, | decided to
use the one-factor model traditionally seen in previous literature. General validity
and reliability of the SCS-SF has been established (Raes et al., 2011) and it
performed well in my study (o = .87).
Psychological Flexibility

The Work-Related Acceptance and Action Questionnaire (WAAQ); Bond et

al., 2013) was used to assess psychological flexibility in the work context. The
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WAAQ has seven items such as “My thoughts and feelings do not get in the way of
my work” measuring a global construct of psychological flexibility. Items are
responded to on a 7-point scale ranging from never true to always true. A total score
ranging between 1 and 49 is computed with higher scores indicating a greater
presence of psychological flexibility. The WAAQ has demonstrated acceptable
psychometrics (Bond et al., 2013) that were supported by my findings (o = .87). The
WAAQ was chosen over the Acceptance and Action Questionnaire — Il (Bond et al.,
2011) because my research question examined relationships between variables in the
context of work. As the WAAQ has demonstrated validity and reliability and is more
aligned to psychological flexibility in the work context, | determined that it was a
more appropriate instrument choice than the AAQ — I1.
Analysis

Structural Equation Modelling (SEM) was used to test the hypothesized
indirect and conditional effects proposed by my statistical model. The overall
conditional indirect effects model was tested using model 64 of Hayes’ (2022)
PROCESS macro v. 4.1 for SPSS version 26, estimating 95% confidence intervals
with 10,000 bootstrap iterations. | examined the estimated pathways in the
conditional indirect effects model for statistical significance to determine whether
results supported my hypotheses. I controlled for social desirability bias, age, and
number of sessions per week in my analysis by including them as covariates in the
model. Assumptions of normality, linearity, and homoscedasticity in the data were
tested and met. As discussed in Chapter Four (p. 105), it was initially planned to test
longitudinal cross-lagged models. However, due to the lack of variance in emotional
exhaustion between time points, we determined that it was most appropriate to

analyse the data cross-sectionally. Consequently, the term conditional effect instead
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of moderation is used subsequently in this study to acknowledge the cross-sectional
nature of the analysis (Kline, 2016) and to remain consistent with Chapter Four.
Results

Table 6 presents the descriptive statistics and Table 7 contains correlations
for all variables used in the analysis. All variables of interest had significant zero-
order correlations in expected directions. Hypotheses one to three proposed a partial
indirect effect between self-compassion and emotional exhaustion through emotional
dissonance and hypothesis four proposed the relationship between self-compassion
and emotional dissonance would be conditional upon psychological flexibility. As
demonstrated by Figure 5, SEM analysis results supported a direct effect of self-
compassion on emotional exhaustion (Effect = -4.46, SE = .99, p <.001, CI =-6.40, -
2.52). As illustrated by Figure 6, the relationship between self-compassion and
emotional dissonance was found to be conditional upon psychological flexibility
(Effect = -0.07, SE = 0.03, p = .04, Cl = -0.14, -0.00). Though this relationship was
statistically significant for those with low (Effect = -0.64, SE = 0.25, p = .01, Cl = -
1.14, -0.14), moderate (Effect = -0.99, SE = 0.20, p <.001, Cl =-1.38, -0.60), and
high (Effect = -1.27, SE = 0.25, p <.001, CI =-1.76, -0.78) psychological flexibility,
it was identified that the strength of these associations were strongest when
psychological flexibility was highest (x > 42), followed by moderate (34 < x <41),
followed by low (x < 33). These values represent the 84", 50", and 16" percentiles.
Emotional dissonance was then found to exert a significant and positive effect on
emotional exhaustion (Effect = 4.75, SE = 1.91, p = .01, Cl = 1.00, 8.51). | concluded
that these results support hypotheses one, two, three, and four. Thus, my analysis
supported the contention that greater self-compassion is directly associated with

lower rates of emotional exhaustion and indirectly through reduced emotional
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dissonance. Additionally, the results suggest that psychologists in my sample had
greater reductions in emotional exhaustion through emotional dissonance when they
were simultaneously higher in self-compassion and psychological flexibility.

Table 6

Descriptive Statistics (N = 412)

Variable Minimum Maximum Range M SD
Age 20 70 50 40.19 10.68
Sess 2 36 34 16.95 7.39
SDE 20 52 32 35.66 6.27
IM 18 55 37 38.58 7.32
ED 5 16 11 10.98 2.37
SC 1.75 5 3.25 3.49 0.68
PF 24 49 25 37.47 4.68
Exp 0.90 31 30.10 10.39 7.86
EE 10 63 53 31.98 12.15

Note. Sess = Average Amount of Sessions Provided Per Week; SDE = Self-
Deceptive Enhancement; IM = Impression Management; ED = Emotional
Dissonance; SC = Self-Compassion; PF = Psychological Flexibility; Exp = Years of

Experience; EE = Emotional Exhaustion.
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Table 7

Correlations Between Variables (N = 412)

Age Sess SDE IM SC PF ED Exp EE
Age -

Sess  .20** -

SDE .10* .09 -

IM A5%* .04 34 -

SC 24%*  12* A8*F*  20**

PF 10* A4*F* 0 40** 14%* 38F*F -

ED -.07 -.03 -16** -.06 -20%* - 13**

Exp .74** 14** 16** .10* 28*%*  11* -14* -

EE -12* .04 -.20** -.08 -35%*  -18** 35 -11* -

Note. Sess = Average Amount of Sessions Provided Per Week; SDE = Self-
Deceptive Enhancement; IM = Impression Management; SC = Self-Compassion; PF
= Psychological Flexibility; ED = Emotional Dissonance; Exp = Years of

Experience; EE = Emotional Exhaustion; * p < .05, ** p < .01.
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Figure 5

Analysed Conditional Indirect Effects Model (N = 412)
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.001.
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Hypotheses five and six proposed conditional effects from both psychological
flexibility and career experience on the relationship between emotional dissonance and
emotional exhaustion. | found no statistical significance to suggest that emotional
dissonance’s relationship with emotional exhaustion was conditional upon psychological
flexibility (Effect = -0.09, SE = 0.05, p = .07, Cl =-0.19, 0.01), or career experience
(Effect = 0.01, SE =0.03, p =.71, Cl =-0.05, 0.07). Therefore, | concluded that the
results do not support hypotheses five and six. Thus, | found no evidence to suggest that
psychologists in my example experiencing the same level of emotional dissonance
varied in their consequent emotional exhaustion conditionally upon their concurrent
level of psychological flexibility or career experience.

Figure 6
Moderating Effect of Psychological Flexibility on Self-Compassion and Emotional

Dissonance (N = 412)
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Discussion

Theorised indirect and conditional effects between self-compassion,
psychological flexibility, career experience, emotional dissonance, and emotional
exhaustion were tested in this analysis. | observed empirical evidence for four of the six
hypothesized relationships in this study. These findings and possible explanations are
discussed in the following paragraphs. It is worth noting the high rates of emotional
exhaustion observed in my sample. | believe this serves to highlight the importance of
identifying means to reduce emotional exhaustion in this occupational sample, and to
provide further validity to the significant pathways observed in the analysis as these
were found in the context of a highly emotionally exhausted sample.

My finding that self-compassion affects emotional exhaustion indirectly through
emotional dissonance can be considered unique for this literature. Self-compassion and
emotional exhaustion are consistently correlated (Gerber & Anaki, 2021; Germer &
Neff, 2019; Prudenzi et al., 2022) and training in self-compassion has been shown to
reduce emotional exhaustion (Eriksson et al., 2018; Neff et al., 2020; Richardson et al.,
2020). There are many possible variables that may act as mechanisms between self-
compassion and emotional exhaustion (see Germer & Neff, 2019 for a review of
potential mechanisms to well-being), but empirical studies linking these two variables
specifically are scant. Possible mechanisms include reduced distress associated with
exposure to client suffering through improved emotion regulation (Bibeau et al., 2016),
increased psychological resources (Prudenzi et al., 2022), and satiating the emotional
need for autonomy (Gerber & Anaki, 2021). Therefore, the finding that self-compassion
may impact emotional exhaustion through the mechanism of reduced emotional

dissonance is novel in the context of previous literature.
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Cognitions, emotions, and regulatory strategies promoted by self-compassion
may account for its observed indirect pathway to emotional exhaustion through
emotional dissonance in my analysis. Self-criticism and unrealistic standard setting are
common amongst psychologists providing psychotherapy (Kaeding et al., 2017,
Richardson et al., 2020; Simpson et al., 2019; Turnbull & Rhodes, 2021) and are a
common source of emotional dissonance (Chapter Three). However, self-compassion
tenets may facilitate the adoption of compassionate perspectives and behaviours
regarding the self and others (Beaumont et al., 2016; Neff & Beretvas, 2013; Neff &
Pommier, 2013) despite some mixed evidence (L6pez et al., 2018), thereby reducing
self-compassionate psychologists’ engagement with self-directed critical thinking.
Similarly, greater compassion directed towards others may assist psychologists to adopt
cognitive styles that enable easier access to compassionate emotional states in the
context of challenging client-therapist interactions. Such cognitive styles may include
reduced personalising and pejorative judgments of difficult behaviours. For example,
self-compassion may reduce over-personalising client outcomes through greater
acceptance and understanding of one’s limits and reduce unrealistic expectations of the
self (Patsiopoulos & Buchanan, 2011). Negative judgments of clients may also be
reduced as a client with borderline personality disorder engaging in parasuicidal
behaviours may be seen less as “manipulative” or other common pejorative labels (Ring
& Lawn, 2019) and more compassionately as someone seeking nurturance in the context
of intense distress through coping behaviours positively reinforced across their lifespan.
Compassionate self-talk and appraisals could therefore act as both an antecedent strategy
to reduce the likelihood of emotional dissonance being triggered with a client displaying

challenging behaviours, but also as a strategy to regulate emotional dissonance once
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elicited. Furthermore, as self-compassion is consistently associated with adaptive
emotion regulation (Finlay-Jones et al., 2015; Inwood & Ferrari, 2018), self-
compassionate psychologists may be more likely to engage in adaptive strategies outside
of clinical sessions such as seeking peer support, openness in supervision spaces, or the
conscious mindful attention to self-care. Therefore, my findings extend those of Chapter
Three by providing further objective support for the contention that self-compassion can
reduce the frequency and duration of emotional dissonance and its consequent outcomes.
Self-compassion may also increase authentic emotional expression within the
context of a therapeutic dyad. Appropriately disclosing and discussing dissonant
emotions with clients was identified as a beneficial strategy for managing emotional
labour for psychologists providing psychotherapy in Chapter Three. It is possible that
psychologists practicing from a self-compassionate standpoint may find it easier to
appropriately engage with this strategy and be more emotionally authentic with clients
due to a greater acceptance of their common humanity and downregulated sympathetic
nervous system responses (Patsiopoulos & Buchanan, 2011). An acceptance of one’s
experience from the perspective of reduced physiological arousal could reduce reactivity
and secondary distress associated with emotional dissonance, thereby creating sufficient
psychological distance from this emotional dissonance to facilitate its constructive
expression and interpersonal regulation in a manner that is therapeutically beneficial.
The findings of Patsiopoulos and Buchanan (2011) support this as they found self-
compassionate counsellors to report themselves to be more “genuine” with clients.
Furthermore, they suggest greater acceptance of the self may promote authenticity
outside of the client space, which has been observed as an organisational factor that

improves the management of emotional labour (Grandey et al., 2012).
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I also observed a direct effect of self-compassion on emotional exhaustion. This
likely indicates that although emotional dissonance may be a significant variable through
which self-compassion exerts influence on emotional exhaustion, there are other factors
that also account for this relationship. Aforementioned theorised and observed factors
may account for this (Bibeau et al., 2016; Gerber & Anaki, 2021; Germer & Neff, 2019;
Prudenzi et al., 2022). However, further empirical research is needed to clarify the
specific mechanisms by which self-compassion affects emotional exhaustion.

The finding that self-compassion and emotional dissonance’s relationship is
conditional upon psychological flexibility suggests that these constructs exert
complimentary unique effects. | propose that psychological flexibility’s unique factors
may account for the conditional effect on self-compassion and emotional dissonance.
For example, the cognitive defusion, self-as-context, values, and committed action
factors may provide sufficient psychological distance to facilitate the self-kindness and
common humanity aspects of self-compassion. Psychological flexibility may also orient
oneself to evaluating competence based upon more achievable and controllable factors
as opposed to client change (as consistent with findings from Chapter Three).
Consequently, this psychological distance may enable easier access to compassionate
thoughts, emotions, and responses to a client. Although it is unclear what specific
mechanism of psychological flexibility may be responsible for enhancing the
relationship between self-compassion and emotional dissonance, my findings support
such an effect. As the relationship between these variables has not been previously
studied to the best of my knowledge, this represents a novel contribution to the

literature.
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Identifying significant relationships between self-compassion, psychological
flexibility and emotional dissonance provides preliminary evidence for these constructs
to potentially affect emotional labour management in psychologists providing
psychotherapy. Although much is known about constructs that affect the experience and
outcomes of emotional labour, research examining management interventions is
significantly limited. In fact, interventions have been limited to providing
psychoeducation on the emotional labour concepts and coaching on how to implement
deep acting strategies (Edelman & van Knippenberg, 2017; Hilsheger et al., 2015;
Weaver et al., 2019), with only one intervention exploring effects on burnout (Weaver et
al., 2019) and none of these interventions examining emotional dissonance directly.
Therefore, my findings extend previous literature by suggesting further study of an
intervention such as mindful self-compassion training (e.g., Eriksson et al., 2018; Neff et
al., 2020) to possibly affect the relationship between emotional labour and emotional
exhaustion. Mindful self-compassion interventions would be of particular interest in
emotional labour literature as these concepts transcend the typical deep acting/surface
acting dichotomy found in previous research (as discussed in Chapter Three, p. 77), as
called for by previous research (Grandey & Gabriel, 2015). Additionally, mindful self-
compassion interventions could aim to reduce emotional dissonance specifically as
opposed to previous interventions aiming to reduce surface acting frequency (Edelman
& van Knippenberg, 2017; Huilsheger et al., 2015; Weaver et al., 2019). This aligns with
the findings of Chapter Four that suggest the experience of emotional dissonance
contributes more heavily to emotional exhaustion in comparison to surface acting

strategies. However, it should be noted that this suggestion is based upon cross-sectional
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findings from my dataset and requires further replication in longitudinal studies before
any conclusions are made.

Observing emotional dissonance to be significantly related to emotional
exhaustion has significant implications for psychologists providing psychotherapy. This
finding suggests that regulatory strategies that reduce the volume of emotional
dissonance should be promoted as means of emotion regulation while engaged in the
provision of psychotherapy. For example, the potential for Cartwright and colleagues’
(2018; 2021) countertransference management intervention to improve clinician well-
being may be improved if the regulatory strategies one engaged in while adopting this
approach ameliorated emotional dissonance. Strategies that do not have this effect may
inadvertently increase a person’s emotional exhaustion through their assumption of an
emotionally dissonant intrapsychic state. Therefore, my findings support literature
suggesting that clinicians should be encouraged to regulate their emotions while
providing psychotherapy through strategies that ameliorate emotional dissonance.

I did not find support for my hypothesis that psychological flexibility would have
a conditional effect on the relationship between emotional dissonance and emotional
exhaustion. As suggested by Chapter Three, | proposed that psychological flexibility
may increase the psychological resources one has to tolerate emotional dissonance
without distress, thereby reducing its association with emotional exhaustion. Despite
significant zero-order correlations as expected with emotional dissonance and emotional
exhaustion (see Table 6), the interaction term between psychological flexibility and
emotional dissonance was non-significant. Although these specific constructs have not
been modelled as in my study, previous research has found psychological flexibility and

its component parts to exert positive effects on emotional exhaustion (Di Benedetto &
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Swadling, 2014; Hegel et al., 2021; Puolakanaho et al., 2018; Salvado et al., 2021; Yang
& Hayes, 2020), including the demonstration of conditional effects on the relationship
between emotional demands and emotional exhaustion (Biron & van Veldhoven, 2012;
Onwezen et al., 2014). The lack of support for the hypothesised conditional effect
contrasts literature positing similar relationships (Biron & van Veldhoven, 2012;
Onwezen et al., 2014). However, due to the significant zero-order correlations between
psychological flexibility, emotional dissonance, and emotional exhaustion, my results
still somewhat support the association between psychological flexibility and these
variables. It is possible that psychological flexibility simply does not significantly
impact the relationship between emotional dissonance and emotional exhaustion. It may
also be possible that engaging with psychologically flexible skills under the condition of
emotional dissonance has both a benefit and cost to one’s psychological resources and
consequent emotional exhaustion. For example, engaging in this process may assist a
person manage their own emotional reactions when dissonance is triggered (as
qualitatively reported in Chapter Three), but may simultaneously require resource
expenditure to perform occurring outside of one’s conscious qualitative experience. This
balance of resource conservation and expenditure could result in a net non-significant
effect on the relationship between emotional dissonance and emotional exhaustion. In
any case, it appears that the contention that psychological flexibility increases a person's
capacity to manage emotional dissonance is not substantiated by my quantitative
inquiry.

I also did not find any support for my hypothesis that experience conditionally
affects the relationship between emotional dissonance and emotional exhaustion. This

finding contrasts the subjective findings of Chapter Three and previous literature
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(Grandey & Gabriel, 2015) suggesting experience increases an individual's capacity to
regulate emotional dissonance or provides opportunities to rehearse functional responses
such elicitations. Consistent with my findings regarding psychological flexibility,
experience may simply not impact the relationship between emotional dissonance and
emotional exhaustion. Alternatively, the lack of support for this effect may be
attributable to measurement error. | measured experience by asking participants to report
how many years they have practiced psychotherapy. However, this does not account for
the heterogeneity between any two participants relative years of experience. For
example, one participant may have worked full-time hours for 10 years whereas another
may have worked part-time for as many years - equating to a 5-year difference in full-
time equivalent experience. Additionally, as found qualitatively in Chapter Three, it may
be the combination of experience, self-reflection, and supports like quality supervision
that enables a person to improve their management of emotional labour, and not
experience alone. Lastly, although experience may reduce the frequency of emotional
dissonance, it may not reduce the costs associated with it once it is elicited. In this way,
an experienced psychologist would be less likely to experience emotional dissonance in
comparison to a novice psychologist but would be just as vulnerable to its negative
effects once elicited (as evidenced by Chapter Three’s findings and the significant
negative correlation found between these variables in this analysis). Therefore, the lack
of support for experience conditionally affecting emotional dissonance and emotional
exhaustion may be attributable to qualities related to experience but not the specific
years one has practiced for, or it may reduce the frequency of emotional dissonance but

not its effects.
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Future Research

I suggest five main directions for future research to build upon these findings.
The conditional indirect effects model findings should be replicated across a longitudinal
dataset to enable conclusions to be drawn regarding possible mediation and moderation
effects. However, to avoid invariance in emotional exhaustion between time points
resulting in the inability to test a cross-lagged longitudinal model, I recommend that
future research studies use a period longer than two week between time points. The
findings also suggest that mindful self-compassion interventions should be explored to
improve the management of emotional labour and its associated negative outcomes.
Although my findings have supported and modelled significant relationships between
self-compassion, psychological flexibility, emotional dissonance, and emotional
exhaustion, the specific mechanisms of action between these variables and their relative
weights are unclear. For example, it is not clear how much of the relationship between
self-compassion and emotional dissonance is attributable to accessing more
compassionate viewpoints of clients, reducing self-criticism, improving emotion
regulation, or increasing authentic emotional expression with clients and colleagues.
Similarly, it is unclear how the unique components of psychological flexibility (e.g.,
cognitive defusion, values, committed action, and self-as-context) appear to strengthen
self-compassion’s relationship with emotional dissonance. Although I have proposed
possible mechanisms in these relationships, future research could empirically test these
to gain greater clarity on what components are most important.

The relative weight of contribution emotional labour has to emotional exhaustion
in comparison to personal variables with associations to burnout should also be explored

in future research. My findings clearly suggest that emotional labour is related to
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emotional exhaustion in psychologists, however, emotional labour has not been included
as a variable in reviews and meta-analyses of predictors of burnout in this group (e.g.,
O’Connor et al., 2018; Yang & Hayes, 2020). Therefore, emotional labour’s
contribution to burnout relative to other established predictors in this occupational group
Is unclear. Examining whether emotional labour accounts for unique variance beyond
that of already established predictors of burnout in this group could assist in establishing
its relative importance for psychologist well-being.

Future studies exploring the emotional labour of psychologists should also
expand beyond examining emotional labour specifically within the provision of
psychotherapy. This study specifically explored emotional labour in psychologists
providing psychotherapy, whereas other studies exploring emotional labour in this
occupational group did not specify the sources of emotional labour they were seeking to
quantify (Carlotto et al., 2016; Rodriguez & Carlotto, 2017; Van Der Merwe, 2019;
Weaver & Allen, 2017; Xanthopoulou et al., 2018; Yanchus et al., 2010). Psychologists
providing psychotherapy may also experience emotional dissonance while engaged in
supervision, administration tasks, peer, multidisciplinary, and/or interagency
consultations and those providing couples or family interventions may also vary in their
experience of emotional labour. Furthermore, consulting with specific client
demographics (e.g., across the lifespan or socioeconomic status), presenting issues (e.g.,
trauma, personality disorders, substance use disorders, oncology, neurodivergence, or
developmental disabilities), and practicing from different therapeutic orientations (e.g.,
traditional CBT, third-wave CBT, psychodynamic, gestalt) may or may not significantly
shape the quality of emotional labour that one experiences. Another interesting context

to explore would be differences in emotional labour between providing psychotherapy in
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person and via telehealth. Although research indicates that client outcomes can be
comparable across these modes of delivery (Giovanetti et al., 2022), the limited capacity
to communicate emotions through body language in a telehealth context relative to in-
person may functionally affect how emotion is experienced and expressed during
sessions. Therefore, future research should expand the exploration of emotional labour
into these different contexts and qualities in which psychologists provide psychotherapy.
Limitations

The limitations of this study should be considered when interpreting the results
and conclusions. The cross-sectional nature of the data prohibits any conclusions of
causality to be drawn. The generalizability of my findings may also be limited by sample
demographics and inclusion criteria. Although this sample was international in scope,
participants overwhelmingly reported to reside in high-income western countries.
Furthermore, | specifically examined the emotional labour associated with psychologists
providing psychotherapy and did not account for other potential sources of emotional
labour such as other occupational duties or therapeutic modalities. The generalisability
of my findings may be hampered by these factors. Lastly, | only measured the emotional
exhaustion component of burnout in this study. This limits the conclusions as I can only
report the relationships between examined variables and one dimension of burnout. It is
possible that examining relationships between all facets of burnout could have
elucidated more sophisticated analysis and understanding of these constructs.

Conclusion

My findings make novel contributions to literature by supporting emotional

dissonance as a variable through which self-compassion affects emotional exhaustion,

and that this relationship is strengthened by psychological flexibility. My findings
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suggest that self-compassion reduces the frequency and duration of emotional
dissonance in psychologists, which consequently reduces emotional exhaustion. Self-
compassion and emotional dissonance were found to be conditional upon psychological
flexibility, which indicates that its unique aspects may enhance this relationship. The
lack of evidence found for theorized moderating effects of psychological flexibility and
experience on the relationship between emotional dissonance and emotional exhaustion
may indicate that such effects are not present or may be attributable to measurement
issues and/or opposing effects. My findings extend the scarce emotional labour
intervention literature by providing preliminary evidence that mindful self-compassion
interventions may warrant further examination for their potential to assist psychologists

to manage emotional labour effectively.
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Chapter Six — Overview

In this chapter, | provide a general discussion for the overall findings of the
thesis. | open the chapter with a review of the rationale for the thesis and a summary of
the overall findings. How these findings inform questions around the effects of
emotional labour, contributing factors, conceptual implications, psychometric
measurement, and effective management strategies are discussed. I examine the thesis’
implications for theoretical, clinical, and broader literature bodies. | also discuss the

thesis’ strengths, limitations, and recommendations for future research directions.
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Chapter Six — General Discussion

Review of Thesis Objectives

Through this thesis | attempted to collect knowledge to inform the overarching
research question of how can psychologists providing psychotherapy manage emotional
labour effectively such that it does not negatively impact well-being? Generating new
knowledge in pursuing this question was considered to make contributions to the
psychologist well-being literature and specifically regarding burnout. Burnout is
estimated to affect between 40-60% of psychologists (McCormack et al., 2018;
O’Connor et al., 2018; Simionato & Simpson, 2018; Yang & Hayes, 2020) and this has
significant costs to practitioners, healthcare systems, and client outcomes (Abraham et
al., 2020; West et al., 2018). Additionally, practising while impaired by burnout can be
construed as an ethical transgression (APS, 2007; Simionato et al., 2019; Williams et al.,
2010). Studied interventions generally either have small effect sizes or poor follow-up
outcomes (Dreison et al., 2018), indicating the need for significant improvement.
Individual interventions appear to perform better than organisational interventions in
reducing mental health professional burnout, suggesting that identifying and
ameliorating individual-based factors may be preferable in strategies looking to address
this concern (Dreison et al., 2018). A potential individual factor overlooked by
psychologist burnout literature is the potential contribution of emotional labour.
Therefore, | aimed to extend literature focused on understanding contributors and
strategies to reduce burnout in psychologists by exploring the contribution and potential
management of emotional labour.

A structure and design that most appropriately aligned with the respective

research questions was adopted for this thesis. A mixed-methods design was used to
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allow for exploration of research questions requiring more holistic analysis. Reflexive
thematic analysis most appropriately explored the central research questions in Chapters
Two and Three due to the lack of knowledge existing on the respective topics. These
research questions were ‘what are the perceived effects of emotional labour in
psychologists providing psychotherapy?’ and ‘how do psychologists providing
psychotherapy manage emotional labour?’ respectively. Quantitative research methods
were adopted for the following two chapters as the thesis progressed from broad
knowledge generation to testing specific hypotheses. Psychometric validation through
confirmatory factor analysis and correlational analyses assisted to answer how should
emotional labour be measured in psychologists providing psychotherapy and which
components are most linked to burnout? Conditional indirect effects analysis through
structural equation modelling was used to answer what individual-based factors may
assist psychologists providing psychotherapy to reduce emotional labour’s impact on
burnout?
Summary of Major Findings
Overall findings

The findings | presented in this thesis make substantial contributions to the
broader research literature surrounding emotional labour and burnout in the context of
psychologists providing psychotherapy. Emotional labour was found to be a construct
that contributes significantly to the personal well-being of psychologists. Multiple
constructs were identified as potentially having a positive influence on the relationship
between emotional labour and burnout. Of note are self-compassion and psychological
flexibility, which received quantitative support in the key conditional indirect effects

model. Additionally, evidence to support a new means of conceptualising and measuring
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emotional labour was found. Using this new measure to explore the relationships
between surface acting strategies and burnout revealed relationships with significant
implications for emotional labour theory. These findings extend psychologist burnout
literature by identifying a significantly contributing variable previously unstudied in this
occupation. Similarly, the findings of this thesis extend emotional labour literature by
exploring these variables in a unique understudied occupational group and presents
evidence to possibly challenge some long-held assumptions.
Effects of Emotional Labour

| presented evidence to suggest positive, negative, and neutral consequences of
emotional labour in psychologists providing psychotherapy throughout this thesis.
Qualitative and quantitative data supported a connection between emotional labour and
burnout in this occupational group, with qualitative support for personal growth and the
need for psychological distance from others being found. These findings complement
and extend existing literature and validate the contention that emotional labour should be
considered as a potential contributing factor to well-being in psychologists providing
psychotherapy.

| observed a relationship between emotional labour and burnout in this thesis
using both qualitative and quantitative methodologies. This relationship contributes new
knowledge and has significant implications for the psychologist well-being literature.
Finding evidence for this relationship across methodologies adds further evidence for
this finding due to methodological triangulation. The feeling depleted and exhausted
theme presented in Chapter Two was interpreted as representative as the phenomenon of
burnout. Evidence for this relationship was further established in the analyses of

Chapters Four and Five, which indicated a significant relationship between the
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emotional dissonance component of emotional labour and emotional exhaustion.
Experiencing burnout consequent to emotional labour fits with existing literature
(Grandey & Melloy, 2017; Grandey & Sayre, 2019) as well as the COR (Hobfoll, 1989)
and JD-R (Bakker & Demerouti, 2007; Demerouti et al., 2001) theoretical models
underpinning current understandings of burnout development. As previously theorised
(Grandey & Gabriel, 2015), engaging in emotional labour is likely to deplete
psychological resources that in turn creates the necessary conditions for burnout to
develop. Therefore, finding emotional labour to be linked to burnout in the unique
occupational group of psychologists providing psychotherapy complements much
previous research findings and theory.

Finding emotional labour to be related to burnout supports its relevance as a
potential contributing factor to burnout in this occupational group. The importance of
identifying this relationship is highlighted by the dearth of attention given to this
construct in the psychologist well-being literature as recent meta-analyses and reviews
of predictors of burnout in psychologists and mental health professionals have not
included this as a potential predicting variable (e.g., O’Connor et al., 2018; Yang &
Hayes, 2020). Addressing the concerningly high rates of burnout in psychologists
(McCormack et al., 2018; O’Connor et al., 2018; Simionato & Simpson, 2018; Yang &
Hayes, 2020) requires interventions aimed at ameliorating relevant contributing factors.
The findings of this thesis suggest that the effectiveness of psychologist burnout
interventions may be enhanced by including means to address the potential contribution
of emotional labour. Therefore, the findings | have presented in this thesis surrounding
emotional labour and burnout contribute new knowledge with significant implications

for interventions attempting to improve psychologist well-being.
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Qualitative investigation of emotional labour effects in this thesis also identified
new relationships with novel constructs. Needing psychological distance from other
people and personal growth consequent to emotional labour both had not been identified
in previous literature reporting the effects of emotional labour. It appeared that
behavioural patterns providing psychological distance from human interaction, work-
related emotional content, and stimulation were a means to conserve and replenish
psychological resources, as consistent with the COR model (Hobfoll, 1989). As such,
these behaviours were not interpreted to be inherently ‘negative’ as such behaviours
could be both ‘negative’ and ‘positive’ depending on their contextual function and
consequence. For example, meeting this need sufficiently may have no net effect on a
psychologist’s well-being besides potentially altering one’s personal and leisure
activities. Alternatively, one may find benefit in behaviours and pursuits of greater
solace, as one participant noted his valuing of engaging with nature. However, if this
need is not met sufficiently, the capacity for performing emotional labour and managing
emotional load in one’s personal life may be hampered. In this example, one’s being and
engagement with personal relationships may be altered by this need for psychological
distance from interaction and work-related emotional content resulting in work-family
conflict and potentially less satisfying relationships. Therefore, the novel finding of
emotional labour leading to a need for psychological distance from people and work-
related emotion highlights emotional labour’s potential intrusion and influence on one’s
personal life and relationships. This effect has not been previously explored in emotional
labour research and may be a fruitful course of further inquiry.

Identifying personal growth as a potential positive consequence of emotional

labour represents a novel finding that advances previous literature by contrasting typical
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findings. Personal growth was identified in Chapter Two’s qualitative analysis of effects
of emotional labour. It was argued in Chapter Two that this personal growth may not be
an automatic consequence of emotional labour but may instead develop indirectly
through personal reflection on sources of emotional labour. This reflection and
subsequent personal growth may act as a resource to buffer against future psychological
resource loss through more intense emotional labour, as per JD-R theory (Bakker &
Demerouti, 2007; Demerouti et al., 2001). The vast majority of emotional labour
research reports relationships with undesirable outcomes such as burnout, poorer job
performance, and poorer service recipient satisfaction (Grandey & Gabriel, 2015;
Grandey & Sayre, 2019; Hulsheger & Schewe, 2011; Kammeyer-Mueller et al., 2013;
Mesmer-Magnus et al., 2012). In contrast, support for possible positive effects of
emotional labour under certain conditions is mostly conceptual (Alam et al., 2019;
Humphrey et al., 2015). Therefore, finding emotional labour to be linked with personal
growth in this thesis not only contributes new knowledge to the emotional labour
literature but suggests that under the proviso that strategies are implemented to
successfully mitigate its negative effects, emotional labour could potentially create a net
benefit for an individual through an expansion of their emotional self.
Factors Contributing to Emotional Labour

| presented new knowledge surrounding factors contributing to emotional labour
in psychologists providing psychotherapy in this thesis. Previous qualitative research on
emotional labour in psychologists has either focused on some aspects of management
(e.g., Van Der Merwe, 2019) or disciplines within psychology with discretely different
occupational roles (e.g., Hings et al., 2018a; 2018b). Therefore, novel literature

contributions are made through Chapter Three’s exploration of unique factors
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contributing to emotional labour in this group. ldentifying these factors may implicate
those at greater risk of experiencing emotional labour and its consequent outcomes and
may inform interventions designed to reduce its potential pernicious effects. Although
multiple constructs were identified in the findings of Chapter Three, four of these factors
were interpreted as contributing to the elicitation of emotional labour. These four factors
were qualities of the therapeutic relationship, general lifestyle factors, evaluating
therapeutic effectiveness, and career experience.

Fostering close and fond interpersonal relationships between psychologist and
client may reduce the frequency and duration of emotional labour elicitation. Although
some participants reported that closer relationships with clients can increase the intensity
of emotion experienced, they generally indicated that close and fond relationships with
clients led to greater authenticity in emotion expression and less taxing emotion
regulation. This finding supports and extends previous research by suggesting that
emotional authenticity with clients as well as colleagues (Grandey et al., 2012; Hings et
al., 2020) may be beneficial for psychologists. This finding also extends previous
literature in other occupational groups by suggesting that closer and more fond
relationships with clients can benefit service providers’ personal well-being in addition
to the service quality (Gabriel et al., 2015; Wang & Groth, 2014). Emphasising the
importance of developing quality therapeutic relationships with clients therefore not
only seems beneficial for therapeutic outcomes (Norcross & Lambert, 2018), but also
psychologist well-being.

A variety of general lifestyle factors may also contribute to the elicitation of
emotional labour in psychologists providing psychotherapy. Specifically, establishing

clear boundaries between work and personal roles appeared important to enable
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psychologists to maintain positive present moment awareness and focus. This finding
supported previous qualitative literature identifying this as important in the emotional
labour process (Van Sant & Patterson, 2013; Walsh, 2009). General life factors were
found to impinge at times on psychologists’ capacities to hold present moment focus, to
be sufficiently psychologically resourced to perform work duties, and respond to their
clinical work as they wished. This cross-contamination of the clinical space seemed to
elicit emotional dissonance and subsequent labour. Contributors to this cross-
contamination included factors such as mental preoccupation with personal life issues,
inadequate self-care such as poor sleep hygiene or insufficient exercise, and a lack of
emotional readiness. Therefore, the findings | have presented in this thesis suggest that
general lifestyle factors intruding on a psychologist’s capacity for present moment focus
are likely to contribute to greater emotional labour.

Evaluating concepts of progress and responsibility for therapeutic outcome are
cognitive patterns that may elicit greater emotional labour for psychologists providing
psychotherapy. The findings I reported in Chapter Three suggested that psychologists
who experience self-critical thought patterns, adopt unrealistic standards for themselves,
project unrealistic standards onto clients, and over-personalise responsibility for
therapeutic outcomes are more likely to experience greater emotional labour. To
potentially account for this it was argued in Chapter Three that refocusing on the process
of psychotherapy rather than internal and external pressures to achieve expected
therapeutic gains and client adherence to treatment protocols may assist in reducing the
frequency of emotional dissonance. Furthermore, these findings suggested that adopting
a balanced perspective regarding clinician and client responsibilities for therapeutic gain

also is likely to reduce the frequency of emotional dissonance. The findings | presented
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in Chapter Five provide further support for these assertions as emotional dissonance was
found to indirectly effect the relationship between self-compassion and emotional
exhaustion in the analysed conditional indirect effects model. As argued in Chapter
Three, this partial indirect effect suggests that greater self-compassion can reduce
emotional labour and burnout consequently. In other words, the more psychologists
engage in self-critical thinking styles, the greater their experience of emotional
dissonance and consequent emotional exhaustion.

The findings I presented in this thesis suggest developing balanced perspectives
on one’s contributions to therapeutic outcomes may improve clinician well-being
through reduced emotional labour. Compassionately negotiating internalised evaluations
and perceived responsibilities for therapeutic outcome respects the fact that the greatest
contributors to therapeutic outcome are external to a clinician’s control (Lambert &
Barley, 2001). Compassionate thought patterns may also reduce the likelihood that
cognitive themes surrounding unrealistic standards and perfectionism (as is common in
psychologists, e.g., Kaeding et al., 2017; Simpson et al., 2019) become projected onto
clients in harmful ways (Rafaeli et al., 2011). Although self-compassion may help
nurture such attitudes towards providing psychotherapy, Chapter Five’s findings also
suggest that psychological flexibility may assist in reduced emotional dissonance
elicitation. Psychological flexibility promotes focusing and connecting with one’s values
for any given behaviour such as providing psychotherapy (Hayes et al., 2006) and as
such may assist psychologists to functionally detach from evaluating one’s own
performance or the value of providing psychotherapy as based exclusively on
guantitative measures of symptom reduction. Developing compassionate and flexible

cognitive styles to reduce emotional labour frequency may be particularly important for
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early-career psychologists who may be at most risk of dysfunctional self-criticism
(Lane, 2015).

Findings presented in this thesis suggest that career experience can impact on the
frequency of emotional labour in psychologists providing psychotherapy. As argued in
Chapter Three, psychologists with greater experience may experience less emotional
labour due to being more comfortable confronting difficult dynamics with clients that
they may previously have avoided. Additionally, it seemed that experience enabled
psychologists to be more adept at authentically expressing emotion. Although Chapter
Five’s findings did not support career experience acting as a moderator between
emotional dissonance and emotional exhaustion, the positive correlation found between
experience and emotional dissonance supports the notion that experience may reduce the
frequency of emotional dissonance. Previous literature has suggested that workers with
greater experience may use emotion regulation strategies more successfully to manage
emotional labour (Grandey & Gabriel, 2015). My findings extend this literature by
suggesting that experience may increase emotional authenticity and may reduce the
frequency of emotional labour’s elicitation, as opposed to helping people manage
emotional labour once triggered.

A key contribution of this thesis is identifying novel contributing factors to
emotional labour in the occupational group of psychologists providing psychotherapy.
The importance of understanding constructs that increase the likelihood that a
psychologist experiences emotional labour is underscored by the negative associated
outcomes reported in Chapter Two and previous findings in other occupational contexts
(e.g., Hulsheger & Schewe, 2011; Kammeyer-Mueller et al., 2013; Mesmer-Magnus et

al., 2012). My findings meaningfully contribute to identifying those at higher risk of
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emotional labour as well as potential constructs that may be targeted for interventions
designed to reduce emotional labour’s pernicious potential. The findings suggest that
early career psychologists who overly personalise responsibility and contribution to
therapeutic outcomes and engage in self-critical self-talk relating to the therapy process,
are more vulnerable to emotional labour and its effects. The findings also suggest that
those more adept at developing close and fond relationships with clients are also less
likely to be vulnerable to emotional labour. Therefore, these findings may inform
research regarding who is most vulnerable to emotional labour in the context of
psychologists providing psychotherapy and what factors may be beneficial to target in
potential interventions. I discuss how such interventions may look in the ‘Future
Research’ section below.
Conceptualising and Measuring Emotional Labour

Meaningful contributions to the literature are made by my thesis regarding the
conceptualisation and measurement of emotional labour. Specifically, | presented
evidence to suggest surface and deep acting should be measured bidimensionally
concurrently with emotional dissonance. | also presented evidence for a readily usable
psychometric tool that accounts for these concerns (PELS) but suggested that further
scale development and revision would be beneficial. Measuring emotional labour as
suggested will allow future researchers to gain greater clarity and nuance in the
relationships between emotional labour variables and their purported outcomes. The
proposed scale provides researchers with the first emotional labour tool validated in a
sample of psychologists providing psychotherapy.

My findings suggested that current theoretical conceptualisations of emotional

labour constructs could be improved. Findings from Chapter Three suggested that the
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utilisation of mindfulness and psychological flexibility to manage emotional labour
provided evidence of regulatory processes that transcend the dichotomy between surface
and deep acting commonly presented in conceptual papers (Grandey & Gabriel, 2015;
Grandey & Melloy, 2017). These findings were observed in the context of literature calls
to expand beyond such a dichotomy (Grandey & Gabriel, 2015). Conceptualising
surface and deep acting as the utilisation and outcomes of these variables are likely to be
highly contextual (Grandey & Sayre, 2019). Therefore, my thesis extends emotional
labour literature by providing evidence to suggest that elements of both surface and deep
acting may be used simultaneously under certain conditions with specific regulatory
processes.

Challenging the surface and deep acting dichotomy has significant implications
for literature surrounding psychometric measurement of emotional labour. It was argued
in Chapter Three that the feigning emotion component to surface acting may not be
harmful provided it occurs in the context of psychological flexibility. In this context, a
mindful and psychologically flexible individual may feign value-congruent emotional
displays while accepting emotional dissonance and possibly employing a refocusing of
attention through attentional deployment, or cognitive change surrounding the
experience of emotion itself. As such, psychologically flexible individuals may be
utilising components of both surface and deep acting simultaneously. The utilisation of
specific components of surface and deep acting implies that such subfactors may have
differing relationships with other variables such as burnout. Therefore, the findings of
my thesis imply that measures of emotional labour need to satisfactorily allow
researchers to parse relationships between specific emotional labour constructs and their

purported outcomes as their relationships may be dynamic and contextual.
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This thesis provides researchers with a validated measure of emotional labour
that accounts for noted conceptual and measurement issues in existing measures. As
outlined in Chapter Four, existing measures of emotional labour are confounded by
either measuring surface and deep acting as unidimensional, by failing to parse out
emotional dissonance from surface acting, or by not measuring all these elements within
a single tool. To address these concerns, | provided evidence for the psychometric
validity of a translated and adapted measure of emotional labour originally developed in
French (Andela et al., 2015) in Chapter Four. As the original measure was untitled, |
named this English translation and adaptation the PELS. The PELS measures surface
acting and deep acting bidimensionally and includes a measure of emotional dissonance.
Although | recommend further revision of the PELS, the measure advances literature by
providing researchers with a valid and reliable psychometric tool that accounts for
previous conceptual and measurement issues. Consequently, research using the PELS
can more accurately parse relationships between emotional labour variables and their
outcomes with less degrees of confounding measurement error. Furthermore, the PELS
is the first emotional labour measure to be psychometrically validated specifically in the
sample of psychologists providing psychotherapy.

The utility in measuring emotional labour with the PELS was highlighted by the
indirect effects analysis presented in Chapter Four that had significant consequences for
emotional labour literature. This indirect effects analysis found evidence to suggest that
the components of surface acting may not be harmful beyond their capacity to prolong
emotional dissonance. This analysis challenges conventional wisdom arguing that
surface acting strategies themselves are responsible for the relationship between

emotional labour and its outcomes such as burnout (Hulsheger & Schewe, 2011;
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Mesmer-Magnus et al., 2012). Although this finding still implies that surface acting can
be harmful as these are likely to prolong emotional dissonance, it provides greater
nuance to this concept by suggesting that, if surface acting was used to subsequently
bring about congruent emotional states, then its potential negative impact may be
reduced or mitigated. This analysis also suggests that emotional dissonance is the key
mechanism by which emotional labour is linked to outcomes such as burnout and as
such, should be the focus of attempts to ameliorate its potential harmful consequences.
Furthermore, this finding extends key theory (Grandey & Gabriel, 2015) by suggesting
emotional labour’s relationship with outcomes such as burnout may be more attributable
to the proposed inauthenticity mechanism than the resource loss mechanism. However, it
Is important to note that such a finding occurred in the context of a unique occupational
group and may not be generalised to other professional groups. Therefore, the PELS
provides researchers with a more appropriate tool to measure emotional labour and its
use in analyses of emotional labour may have facilitated theoretical advancements.
Managing Emotional Labour

Gathering evidence to inform approaches to manage emotional labour was a key
objective and contribution of this thesis. Gathering such evidence was in service of the
overarching research question guiding this thesis of how can psychologists providing
psychotherapy manage emotional labour effectively such that it does not negatively
impact well-being? Chapter Three’s findings identify multiple holistic variables that
may assist psychologists to manage emotional labour effectively. Due to the qualitative
inquiry of this chapter, the concept of “helping manage emotional labour” was broad and
incorporated factors that reduce the frequency, intensity, and duration of emotional

labour, as well as factors enabling psychologists to bear emotional labour more easily.
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Through quantitative analysis, the findings in Chapter Four suggested that emotional
dissonance may be the most important variable to target in managing emotional labour’s
relationship with burnout and that the cognitive change component of deep acting may
be superior to other regulatory strategies to target reductions in emotional dissonance.
Lastly, the analysis in Chapter Five built upon the findings of Chapter Three by
quantitatively examining identified constructs that may assist in managing emotional
labour. The results of this analysis supported the hypothesis that self-compassion and
psychological flexibility may beneficially affect the relationship between emotional
labour and burnout.

Multiple variables that may assist psychologists to manage emotional labour
while providing psychotherapy was identified in the analysis of Chapter Three. Themes
of self-talk, psychological flexibility, social support, and general lifestyle behaviours
were all identified as assisting emotional labour management. Self-talk promoting
compassion and understanding of emotional labour eliciting events was identified as a
potential helpful means to manage emotional labour. This strategy seemed to alleviate
emotional dissonance through reinterpreting the triggering event in a manner that
realigned felt and expressed emotion. Accordingly, this strategy seemed most aligned
with the cognitive change component of deep acting. Alternatively, skills relating to
psychological flexibility seemed to assist participants to adopt a nonreactive stance to
manage emotional labour more effectively despite encouraging practitioners to regulate
emotions in ways that do not fit neatly within the surface acting/deep acting dichotomy.
Obtaining social support seemed to serve multiple functions in managing emotional
labour. First, social support seemed to facilitate venting and expression of dissonant

emotions. Second, support that emphasised personal reflection (such as supervision and
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peer supervision) seemed to enable clinicians to develop alternative viewpoints on their
experience that reduced residual emotional dissonance but also primed functional
cognitive patterns to future similar triggers, thereby reducing the frequency of emotional
labour. Lastly, the structure of a clinician’s workday seemed to impact on their capacity
to manage emotional labour. Engagement with self-care routines seemed to provide
clinicians with the capacity to discharge negative emotional dissonance (e.g., through
exercise), as well as having regular moments of reflection throughout one’s day to be
able to process emotional dissonance. Furthermore, behaviours that facilitated greater
connection with the present moment and desired emotional states (e.g., having adequate
session preparation) seemed to assist psychologists to manage emotional labour
effectively. Therefore, this thesis provides evidence for potential strategies that may
reduce the frequency, duration, and intensity of emotional dissonance by increasing
connection and non-reactivity to the present moment and facilitating easier adoption of
cognitive patterns that elicit emotional states aligned with display rules.

The findings I presented in Chapter Four may illuminate the key construct in
emotional labour’s relationship to burnout in psychologists providing psychotherapy and
may support the utility of a specific regulatory strategy. The indirect effects analysis
presented in Chapter Four suggests that emotional dissonance is the primary construct
through which emotional labour affects the emotional exhaustion component of burnout
in psychologists. This finding suggests that strategies that seek to reduce the frequency,
duration, and intensity of emotional dissonance may be most likely to positively impact
on the relationship between emotional labour and burnout. The function of a particular
emotion regulation strategy therefore seems to be more important than the form of such

strategy as even surface acting strategies could conceivably be useful provided that
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utilising these strategies facilitates subsequent reductions in emotional dissonance. This
function over form concept contrasts the bulk of emotional labour literature that
highlights the potential negative outcomes of surface acting (Hulsheger & Schewe,
2011; Mesmer-Magnus et al., 2012). Examining the covariances between factors of the
PELS also provides an interesting insight into managing emotional labour effectively in
this occupational group. The re-evaluation (cognitive change) factor was the only one to
have a negative correlation with emotional dissonance. Contrasting this negative
correlation with attentional deployment’s positive correlation with emotional dissonance
suggests that re-evaluation/cognitive change deep acting strategies may be more useful
in reducing emotional dissonance that attentional deployment strategies. This finding
again contrasts dominant views on emotional labour (Grandey & Gabriel, 2015;
Grandey & Sayre, 2019; Hilsheger & Schewe, 2011; Mesmer-Magnus et al., 2012) that
support the utilisation of both deep acting components over surface acting strategies.
Therefore, the findings of this thesis support focusing on the function of reducing
emotional dissonance rather than the form of specific regulatory strategies to reduce
emotional labour’s contribution to burnout, but that re-evaluation strategies may be the
most likely to achieve such a reduction.

The conditional indirect effects analysis presented in Chapter Five identified two
factors that may reduce the frequency of emotional labour’s elicitation but there was no
support for means to cope with emotional labour once triggered. This analysis suggested
that emotional dissonance is a mediating factor in the relationship between self-
compassion and emotional exhaustion, and that this relationship is significantly
strengthened under the condition of greater psychological flexibility. In other words,

clinicians with high self-compassion and psychological flexibility seemed significantly
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less likely to experience emotional dissonance and consequent emotional exhaustion.
These two trainable factors are novel for both the broader emotional labour literature and
research specific to emotional labour in psychologists. Career experience and
psychological flexibility were hypothesised to provide greater availability of
psychological resources to manage emotional labour and therefore moderate the
relationship between emotional dissonance and emotional exhaustion. These factors
were non-significant in the analysis and although possible explanations for this finding
were proposed in Chapter Five, the findings of this thesis do not support either career
experience or psychological flexibility as being able to reduce emotional dissonance’s
impact on emotional exhaustion after its elicitation. Therefore, only self-compassion and
psychological flexibility emerged from this thesis’ findings with both qualitative and
quantitative support for their capacity to reduce the likelihood that emotional labour will
contribute to emotional exhaustion.
Key Theoretical, Clinical, and Broader Implications

My thesis makes multiple contributions to theoretical literature surrounding
emotional labour. Focusing specifically on the under-researched sample of psychologists
providing psychotherapy enabled all findings to contribute novelty to the broader
literature. To my knowledge, my thesis was the first to outline the potential effects of
emotional labour, validate a psychometric measure, and identify holistic and specifically
trainable means of managing emotional labour, in this occupational group qualitatively
and quantitatively. ldentifying potential positive effects contrasts the bulk of emotional
labour (Grandey & Gabriel, 2015; Grandey & Sayre, 2019; Hulsheger & Schewe, 2011;
Kammeyer-Mueller et al., 2013; Mesmer-Magnus et al., 2012) literature but extends

limited papers (Alam et al., 2019; Humphrey et al., 2015) in the broader literature.
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Factors identified to reduce the frequency and duration of emotional labour illustrated
functional and contextual differences in how these factors operate to be beneficial as
compared to related but distinct occupational groups (e.g., Hings et al., 2018a; Hings et
al., 2018b; Lamothe et al., 2021; Van Sant & Patterson, 2013). Analysis using the PELS
more accurately separated the contributions of emotional dissonance and regulatory
strategies and identified emotional dissonance as the potential key mechanism through
which emotional labour affects emotional exhaustion. This provides empirical support
for the inauthenticity mechanism (Grandey & Gabriel, 2015) and contrasts the bulk of
emotional labour literature that is confounded by measurement issues in previous
research which conflates emotional dissonance and regulatory strategies (see Chapter
Four). Lastly, this thesis is the first to identify and support psychological flexibility and
self-compassion’s respective potential roles in affecting the relationship between
emotional labour and burnout. These constructs not only seem to be potentially helpful
for psychologists but may also translate to other professions, especially those with
similar display rules.

It is important to note the high rate of emotional exhaustion observed in the
sample forming the basis of Chapters Four and Five. In this data set, 91.99% of
participants were experiencing either moderate or high levels of emotional exhaustion.
This is more concerning given the potential ethical implications of providing
psychological services in a state of emotional exhaustion to this extent (Simionato et al.,
2019; Williams et al., 2010). Rates of emotional exhaustion in psychologists and mental
health professionals are lower in previous literature (e.g., O’Connor et al., 2018;
Simionato & Simpson, 2018; Trombello et al., 2021) but are still concerningly high. It is

possible that the higher rate observed in the current sample reflected this data being
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collected across 2021 during the COVID-19 pandemic where rates of burnout were
observed to increase across professions (Lucefio-Moreno et al., 2022; Maunder et al.,
2022). Alternatively, those with higher levels of emotional exhaustion may have been
more likely to participate. Regardless of the explanation, this finding alone underscores
the need for research to examine means to reduce rates of burnout in psychologists
providing psychotherapy.

Numerous clinical practice recommendations can be made from the findings of
this thesis. These recommendations for clinical practice are made with the view to
promote positive well-being and need to be considered with the caveat that the current
data provides preliminary evidence only and requires replication and extension. The
findings support the contention that emotional labour can produce negative effects in
psychologists providing psychotherapy. Logically following this contention implies that
managing emotional labour effectively is worthy of clinician attention. The thesis
advances possible means of managing emotional labour effectively in this group.
Strategies broadly identified included developing self-compassion and psychological
flexibility, using cognitive change skills to attain perspectives and attitudes (e.g.,
formulating the origin of difficult client behaviours or adopting realistic internalised
standards) that enable desired emotion to be elicited, embedding reflection on emotional
labour in social support utilisation, effectively maintaining boundaries between work
and personal lives, and developing behavioural routines in work and personal spaces that
facilitate the discharging and processing of emotional dissonance as well as increasing
one’s emotional resources. These strategies may offer a starting point for clinicians to

consider how they can manage emotional labour more adequately.
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Broader implications for previous research on burnout, self-compassion, and
countertransference management are found within the analyses of this thesis. My
findings support the need to consider emotional labour in psychologist burnout
literature. Psychologist burnout has received much attention in the literature and
multiple meta-analyses and systematic reviews have been published (McCormack et al.,
2018; O’Connor et al., 2018; Rupert et al., 2015; Simionato & Simpson, 2018; Yang &
Hayes, 2020). None of these analyses have included research on the potential
contribution of emotional labour. Finding emotional labour qualitatively and
quantitatively associated with emotional labour in the current thesis suggests that this
construct requires examination alongside other identified predictors of burnout in
psychologists providing psychotherapy. Doing so would enable judgements to be made
about its relative contribution compared to other predictors and therefore its importance
as a target for interventions designed to reduce burnout in this group. Therefore, broader
psychologist burnout literature would benefit from considering the findings of this thesis
that highlight emotional labour as a significant predictor of emotional exhaustion.

Finding support for emotional dissonance as having an indirect effect on the
relationship between self-compassion and emotional exhaustion has significant
implications for the self-compassion literature. Self-compassion and mindful self-
compassion interventions have been demonstrated as effective at reducing burnout
(Eriksson et al., 2018; Neff et al., 2020). Multiple mechanisms have been proposed to
explain the link between self-compassion and emotional well-being such as reduced
negative self-talk and rumination, the uptake of healthy behaviours, and improved
attentiveness to personal distress (Germer & Neff, 2019). Extending these previous

findings, this thesis’ results suggest that emotional labour may be another mechanism
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through which self-compassion acts on burnout. Identifying this link suggests that
further research focusing on the relationship between self-compassion, emotional labour,
and outcomes such as burnout is warranted. Attempting to conceptualise the pathways
between self-compassion and emotional labour, as well as whether self-compassion
interventions could be enhanced by directly incorporating emotional labour concepts
may be fruitful courses of future research.

Countertransference management literature may be extended by considering the
findings of this thesis. Countertransference reactions likely constitute a component of a
psychologist’s experience of emotional labour, as | argued in Chapter One. Applying the
lens of emotional labour theory to countertransference management suggests that
processing such reactions through mechanisms that elicit or prolong emotional
dissonance is likely to have harmful effects on personal well-being such as increased
emotional exhaustion. Similarly, managing such reactions in a manner that promotes
emotional congruence is likely to ameliorate these concerns. Despite significant research
outlining the potential harmful effects of countertransference reactions (Yang & Hayes,
2020; Hayes et al., 2018), there are limited evidence-based interventions designed to
assist people to manage countertransference reactions beyond Cartwright and
colleagues’ work (2015, 2021) and generalised recommendations to develop specific
capacities and personal insight, seek supervision and personal therapy as required,
maintain good self-care routines, and practice meditation (Hayes et al., 2018).
Cartwright and colleagues’ (2021) model of countertransference management assists to
conceptualise the interpersonal process between psychologist and client but could be
extended to promote positive well-being in clinicians by exploring how this process may

also enable clinicians to reduce emotional dissonance. Similarly, generic
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recommendations to obtain supervision and personal psychotherapy (Hayes et al., 2018)
could be enhanced by these processes exploring barriers and facilitators to reduce
emotional dissonance. Therefore, the findings of the current thesis have potentially
significant implications for broader countertransference literature.

It is important that the findings presented in this thesis are considered in the
context of broader factors that may contribute to an individual’s level of burnout.
Although there are person-level factors that contribute to burnout in psychologists
(O’Connor et al., 2018; Yang & Hayes, 2020), of which the findings of this thesis
suggest emotional labour as significant, literature clearly demonstrates that workplace
factors also play a significant role in the development of burnout (Cusack et al., 2016;
Maslach & Leiter, 2016). Therefore, psychologists experiencing workplace factors that
place them at risk of developing burnout such as excessive caseloads, severe client
presentations, as well as mismatches between demands and resources in the other
domains identified by Maslach and Leiter (2016), are likely to continue to experience
burnout despite their engagement with person-level ameliorating strategies.
Additionally, workplace environments creating excessive volumes of emotional labour
may require unrealistic levels of engagement with management strategies to reduce the
impact of these workplace demands. In these cases, sufficient recovery from the volume
of emotional labour may require an unrealistic amount of engagement with management
strategies or may impede the psychologist’s capacity to invest in other important sources
of meaningful and valued activity. This potential work-family conflict resulting from
workplace factors may only be resolved through strategies that change the psychologists
work environment, as opposed to their individual experience. Therefore, it is essential

that burnout management is viewed as a dual responsibility between workplace and
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worker, with workplaces that employ psychologists responsible to provide workplaces
that promote positive psychological well-being.
Strengths and Limitations

This thesis had numerous strengths. Elements of the research designs utilised,
measures included, and the sample assessed all enhanced the quality of the research.
Qualitative analysis of participant interviews allowed for greater richness in data to be
extracted and for unique findings to be identified that were unlikely to be found with
quantitative methods (e.g., identifying personal growth as a potential consequence of
emotional labour). Strong credibility measures that adhered to the COREQ (Tong et al.,
2007) guidelines regarding quality in qualitative research were also used in Chapters
Two and Three. Controlling for social desirability bias in Chapters Four and Five
afforded greater validity to the findings. Measures of telehealth provision and COVID-
19 anxiety were also included in these chapters, which enabled potential controlling for
these factors. However, these variables were found to be unrelated to the assessed
outcome variables and consequently were not included in analysis (possible reasons for
this are discussed in Chapter Four). The diversity in samples used in this thesis were
another strength. The transferability of qualitative findings was enhanced by collecting
perspectives from participants varying in aspects such as age, experience, training
backgrounds, and therapeutic modalities. Similarly, the sample forming the basis of
quantitative analyses was diverse and of sufficient power for the indirect effects and
conditional indirect effects analyses (Kline, 2016). The quantitative sample also had
high rates of burnout which perhaps increased the ecological validity of the findings as
the thesis was attempting to inform future interventions to reduce burnout in clinicians

already experiencing this phenomenon. Lastly, a strength of the PhD is the progression
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of theory development in each chapter, culminating in each element of Chapter Five’s
analysis having origins in the preceding three chapters.

This thesis also has some limitations that need to be considered when
interpreting its findings. Detailed discussion of respective limitations is provided in
Chapters Two, Three, Four, and Five, so only the broad limitations of the thesis in
general will be discussed here. This thesis focused specifically on psychologists
providing individual psychotherapy. This focus limits transferability and generalisability
of the findings to psychologists performing other roles such as educational psychology,
organisational psychology, or sports psychology, as well as psychologists providing
psychotherapy in contexts such as family and couples’ therapy. Participants were also
disproportionately from western cultural contexts and so generalisability to other
cultural contexts with differing norms regarding emotional expression may be limited.
The PELS’s conceptualisation of the emotion regulation components of emotional
labour are still constrained by concepts of surface and deep acting. Consequently, the
thesis was unable to advance theory beyond these regulatory processes despite calls to
do so (Grandey & Gabriel, 2015). Only the emotional exhaustion component of burnout
was measured in this thesis which limited the capacity for relationships with burnout
more broadly to be analysed. Exploring these other potential relationships would have
enabled greater analysis sophistication and consequent insights. Lastly, the cross-
sectional nature of the thesis prevents causal inferences to be made about the proposed
mediation and moderated mediation relationships.

Minor alterations were made to the interview schedule used in Chapters Two and
Three to inform the data analysed in Chapter Two. The alterations were made after

seven interviews and these changes occurred after concerns were reflected upon in my
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reflexive journal. The changes included changes to the language of some questions, the
addition of a prompt to directly explore negative effects of emotional labour as well as
adding a prompt to directly explore the impact of emotional labour on one’s leisure
activities. Changing the language of some questions was made simply for clarity for
participants as I noted in my reflexive journal that some questions seemed to be slightly
confusing to some participants when read aloud. The addition of the prompt regarding
negative effects of emotional labour was included upon reflection of one interview
where | felt that the participant was providing contradictory answers. | theorised in my
reflexive journal that this may have been an attempt at impression management and an
avoidance of identifying negative consequences directly despite comments that
identified this indirectly. Therefore, the addition of this direct prompt was an attempt to
reduce the likelihood that other participants may avoid naming this directly. As this
change was made after only one of seven participants presented in this manner, it may
not have significantly altered my findings as the remaining participants all identified
negative outcomes without specific prompting. However, it remains possible that other
participants may have also avoided discussing these concerns directly if the prompt had
not been included, thereby possible reducing the frequency that the feeling depleted and
exhausted theme was represented in the analysis. The last change made regarding a
prompt about effects on leisure activities was made after reflection that a number of
participants were making such comments. Responses to this prompt constituted a
subtheme under the broader theme of craving space from people and work related
emotion. Therefore, this information provided richer context to this theme but the

absence of these responses would not have significantly altered the major themes
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identified in Chapter Two as this major theme would have remained constituted by other
subthemes.

Another possible limitation of my thesis may be related to the scope of
investigation in Chapter Three. In this chapter | explored strategies participants reported
using to manage emotional labour. The reported strategies were generally functional and
socially appropriate in nature. However, because | did not probe participants to report
dysfunctional or unsuccessful management strategies | did not collect any information
regarding the uptake of such strategies. Additionally, even if | had probed for such
responses, social desirability bias may have caused participants to refrain from discussing
these concerns. Not exploring dysfunctional strategies used by psychologists may reduce
the ecological validity of the analysis. Although my research question for this chapter
related to identifying functional coping strategies and obtaining data about dysfunctional
strategies would not have altered this aspect of the analysis, not attempting to collect this
data may have limited my capacity to comprehensively represent how participants manage
emotional labour.

Future Research

The findings I have presented in this thesis support future research to explore
numerous concepts and potential research questions. As the direct future research
directions suggested by each analysis are presented in each respective chapter, only the
general broad themes of future research direction suggested by this thesis will be
discussed here. Considering the significant relationship found between emotional labour
and emotional exhaustion in the analyses of this thesis, future research examining
burnout in psychologists should consider the potential contribution of emotional labour

variables. A logical first step for future research would be to quantify the relative
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contribution of emotional labour compared to other established predictors of burnout in
this group (e.g., McCormack et al., 2018; O’Connor et al., 2018; Rupert et al., 2015;
Simionato & Simpson, 2018; Yang & Hayes, 2020). Exploration of emotional labour’s
relative weight of contribution to burnout should also include comparisons to workplace
aspects such as workload and workplace cultural factors to ensure that such elements are
not overlooked. Overlooking these factors may unfairly rest the burden of burnout
management solely on psychologists themselves and inadvertently absolve workplaces
of their responsibilities to provide psychologically healthy environments for
psychologists to work (Maslach & Leiter, 2022). Understanding the relative weight of
impact of emotional labour on burnout in this sample and adequately accounting for this
in interventions designed to reduce burnout in this occupational group will likely
improve their effectiveness.

Numerous future directions within the emotional labour literature are suggested by
my findings in this thesis. Despite the relevance and need to understand the potential
negative consequences of emotional labour, finding potential positive outcomes in
Chapter Two of this thesis suggests that future research could build upon this and the
limited amount of research on this topic (Alam et al., 2019; Humphrey et al., 2015).
Understanding possible positive outcomes of emotional labour and the conditions
required to achieve them would be a fruitful course of future research. The PELS and
other current measures of emotional labour (e.g., Brotheridge & Lee, 2003; Lee &
Brotheridge, 2011) measure the frequency of emotional labour regulatory strategies.
However, it may be possible that other dimensions such as duration, intensity, and
volume also contribute to emotional labour’s outcomes and may require inclusion in

future measure revisions. Future research should also explore how emotional labour
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operates in psychologists providing family, couples, or other forms of psychotherapy, as
well as exploring broader sources of emotional labour for psychologists such as
emotional labour experienced during supervision, administration tasks, multidisciplinary
team meetings, interagency meetings, and work-family conflict. Future emotional labour
research should also adequately distinguish between constructs of emotional dissonance
and the components of surface and deep acting. Lastly, the findings of the current thesis
require replication longitudinally to provide stronger evidence to support the proposed
mediation and moderated mediation relationships between analysed constructs.

Future research may re-examine the PELS’ psychometric properties for extension
and revision. The deep acting subscales of the PELS may require the most revision,
particularly the re-evaluation subscale that only retained two items after confirmatory
factor analysis. Further analysis of convergent validity between the deep acting factors
of the PELS and Alabak and colleagues’ (2020) would also extend the psychometric
validity of this measure. This measure and its original (Andela et al., 2015) have only
been used in the context of healthcare workers (Andela et al., 2015; Andela & Truchot,
2017) and as such could potentially be expanded and examined in other professional
groups. This would provide future researchers with a valid instrument to account for
various relationships between emotional labour and its outcomes more adequately in
broader occupational groups.

Although emotional labour has attracted significant research interest over the past
four decades (Hochschild, 1983; Grandey & Sayre, 2019), direct interventions to assist
workers to manage emotional labour more effectively are significantly lacking. To the
best of my knowledge, only three such interventions have been studied and consist of

education about emotional labour and recommendations to use deep acting strategies
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(Edelman & van Knippenberg, 2017; Hulsheger et al., 2015; Weaver et al., 2019).
Future research is required to focus on helping workers to reduce emotional labour and
ameliorate its potentially negative outcomes. My findings suggest that training in
mindful self-compassion may be a logical starting point as an intervention to assist
psychologists providing psychotherapy to manage emotional labour more effectively.
Therefore, my findings suggest future research should pivot to implementing
interventions to assist workers to manage emotional labour.

Trainable factors existing within an individual's locus of control that can moderate
the impact of emotional dissonance also require identification. This thesis found no
support for the theorised moderating effect of psychological flexibility on the
relationship between emotional dissonance and emotional exhaustion. Similarly,
research support for trainable moderating variables existing within a person’s control is
limited (Grandey & Melloy, 2017). Consequently, the current state of the literature is
unable to provide robust evidence-based suggestions about specific acute strategies an
individual may use to support and recover from emotional labour once it has been
elicited. However, the findings reported in Chapter Three may provide a starting point
for other potential strategies that may moderate this relationship. Future research should
therefore endeavour to identify variables that moderate the relationship between
emotional labour and burnout which are amenable to individual intervention with factors
identified in Chapter Three potentially being a good starting point.

Future research may also benefit from extending the findings of the current thesis
surrounding the contribution of general lifestyle factors to effective management of
emotional labour. According to the findings of Chapter Three, interventions assisting

individuals to be present moment focused and more readily able to deep act could reduce
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the frequency of emotional labour elicitation. Such interventions have not been
examined in the context of emotional labour literature, but this contention may provide
an additional explanatory pathway for the results of attachment (Pardess et al., 2014) and
self-compassion (Eriksson et al., 2018; Neff et al., 2020) interventions on clinician well-
being. In Pardess and colleagues’ (2014) study on people working with individuals who
have experienced trauma, the authors found that priming participants with mental
imagery of a secure attachment figure prior to presenting them with a vignette of a
common client presentation significantly reduced their anticipated level of compassion
fatigue. Similarly, self-compassion interventions (e.g., Germer & Neff, 2019) utilise
mental imagery to enable practitioners to access compassionate perspectives. Through
the lens of emotional labour, it is likely that these interventions would prime an
individual to access desired affective states and cultivate psychological attitudes that
produce these emotions with greater ease. In other words, one is primed to naturally
experience desired emotions or more easily deep act in response to emotional labour.
The capacity for mental imagery to reduce emotional labour elicitation would be a novel
intervention to potentially promote workers well-being through reduced resource
expenditure and consequent burnout.
Concluding Remarks

Burnout is a significant and costly problem facing multiple industries and its
employees, including psychologists providing psychotherapy. The concerning rates of
burnout in this group has the potential to comprise client safety, job performance and
satisfaction, personal well-being, and client outcomes (West et al., 2018; Yang & Hayes,
2020). Reducing rates of burnout requires identification and amelioration of major

contributing factors. Many predictors of burnout in this group were known; however,
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emotional labour’s contribution to burnout had not been considered in the psychologist
burnout literature. The neglect of this construct is contrasted by decades of research
linking emotional labour to burnout in other professional groups (Hulsheger & Schewe,
2011; Kammeyer-Mueller et al., 2013; Mesmer-Magnus et al., 2012). Psychologists
providing psychotherapy were an under researched group in the context of emotional
labour literature. Consequently, the characteristics, nature, and potential outcomes of
emotional labour this group were uncertain. Therefore, this thesis aimed to explore the
nature of emotional labour in this occupational group, its potential link to negative well-
being outcomes such as burnout, the mechanisms through which such links operated,
and to identify potential constructs that may assist psychologists to manage emotional
labour more effectively. Four analyses were conducted in this thesis to discover new
knowledge to advance our collective understanding of how emotional labour may be
managed effectively in psychologists such that rates of burnout may be reduced.

There is much work ahead of the discipline and industry of psychology in
identifying causes, contributors, and potential solutions to burnout. I hope the findings of
this thesis positively contribute to the advancement of awareness and initiatives to
improve psychologist well-being by addressing the relationship between emotional
labour and burnout. Improving psychologist well-being is likely to improve productivity,
life satisfaction, and client outcomes. Above all else, | hope that this thesis helps those

who care for others so effectively to also care for themselves effectively.
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Appendix C: Information Sheet for Chapters Two and Three

PARTICIPANT INFORMATION STATEMENT

HREC Project
HRE2018-0297

Number:
) ) The Performance of Emotional Labour in Psychologists
Project Title: )
Conducting Psychotherapy
Chief Investigator: Clare Rees

Student researcher: James Clarke

Version Number: 1

Version Date: 03/07/2018

What is the Project About?

Emotional labour, which refers to the process of regulating emotions to achieve
desired outcomes in employee-customer interactions, is linked to adverse wellbeing
outcomes such as burnout. Interestingly, this research has not been applied to
Psychologists providing psychotherapy despite the presumed emotional labour inherent
in this occupational role. This project seeks to compare and contrast the experience of
emotional labour in both early-career, mid-career and experienced Psychologists who
provide psychotherapy. Understanding how this phenomenon is experienced in these
groups will help the future development of interventions that assist Psychologists to

learn ways of managing emotional labour without increasing their levels of burnout.

Who is doing the Research?

The project is being conducted by Mr James Clarke, Professor Clare Rees, Associate
Professor Lauren Breen and Dr Brody Heritage. The results of this research will be used
by James Clarke to obtain a Doctor of Philosophy at Curtin University and is funded by
the University. There will be no costs to you and you will not be paid for participating in
this project.
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Why am | being asked to take part and what will 1 have to do?

You have been invited to take part in this research because you are a psychologist
providing psychotherapy to clients. Your participation in the project will involve being
interviewed by a researcher about your perspectives on ideas such as the sorts of
emotions that you think are important to show during psychotherapy, how you
experience emotions during sessions and your perspective on the consequences of
managing emotions as part of your job. The interview will take place at a mutually
convenient location and it is expected that the interview could take approximately one
hour to complete. After we have completed our preliminary data analysis we will contact
you again to see whether you would be willing to verify how credible our findings seem.
If you do not wish to provide feedback on this, you do not have to and this will not
affect your participation in the project.

We will make a digital audio recording of the interview so we can concentrate on
what you have to say and not distract ourselves with taking notes. After the interview we
will make a full written copy of the recording. We will then send this to you so that you

can approve the accuracy of this transcript.

Are there any benefits’ to being in the research project?

There may be no direct benefit to you from participating in this research, however,
sometimes people appreciate the opportunity to discuss their thoughts and feelings on
such a topic. We are happy to share with you the preliminary findings of the research if
you would like. Additionally, we hope the results of this project will allow us to:

e better understand factors contributing to burnout in Psychologists

¢ develop interventions to assist Psychologists to develop positive behavioural

patterns to manage emotional labour and burnout effectively

e assist and expand the development of models designed to manage

countertransference reactions
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Are there any risks, side-effects, discomforts or inconveniences from being in the

research project?

The only foreseeable circumstance in which there may be some risk to you would be
if you disclose that you have engaged in behaviour that is considered to be notifiable
conduct by the Australian Health Practitioner Regulation Agency (AHPRA). Such
behaviour includes things like practising while intoxicated and engaging in inappropriate
relationships with clients. Disclosures of this kind will require the researcher to notify
AHPRA of such conduct. We have been careful to make sure that the questions in the
interview do not cause you any distress. But, if you feel unhappy about answering any of
the questions then you do not need to answer them. If the questions cause any concerns
or upset you, we can refer you to a counsellor. Apart from giving up your time, we do

not expect that there will be any inconveniences associated with taking part in this study.

Who will have access to my information?

The information collected in this research will be re-identifiable (coded). This means
that we will collect data that can identify you, but will then remove identifying
information on any data or sample and replace it with a code when we analyse the data.
Only the research team have access to the code to match your name if it is necessary to
do so. Any information we collect will be treated as confidential and used only in this
project unless otherwise specified. The following people will have access to the
information we collect in this research: the research team and, in the event of an audit or
investigation, staff from the Curtin University Office of Research and Development.
Electronic data will be password-protected and hard copy data (including video or audio
tapes) will be in locked storage. The information we collect in this study will be kept
under secure conditions at Curtin University for 7 years after the research is published
and then it will be destroyed. The results of this research may be presented at
conferences or published in professional journals. You will not be identified in any

results that are published or presented.
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Will you tell me the results of the research?

As previously mentioned, we will seek your feedback about the validity of our
findings once we complete our preliminary analysis. If you are interested in obtaining a
summary of the results after the final analysis is completed, please contact the
researchers after March, 2020. The results may also be available in professional journals

or at conference presentations.

Do | have to take part in the research project?

Taking part in a research project is voluntary. It is your choice to take part or not.
You do not have to agree if you do not want to. If you decide to take part and then
change your mind, that is okay, you are free to withdraw from the study prior to
approving your transcript. If you choose not to take part or start and then stop the study,

it will not affect your relationship with the University, staff or colleagues.

What happens next and who can | contact about the research?

If you decide to take part in this research we will ask you to sign the consent form.
By signing it is telling us that you understand what you have read and what has been
discussed. Signing the consent indicates that you agree to be in the research project and
have your information used as described. Please take your time and ask any questions
you have before you decide what to do. You will be given a copy of this information and
the consent form to keep. If you would like further information about this project, you
may contact me via email (james.j.clarke@postgrad.curtin.edu.au) or phone (9266
9266), or you may contact my supervisors Professor Clare Rees
(C.Rees@curtin.edu.au), Associate Professor Lauren Breen
(Lauren.Breen@curtin.edu.au) and Dr Brody Heritage

(Brody.Heritage@murdoch.edu.au).

Your participation is greatly appreciated and thank you for your support.

Curtin University Human Research Ethics Committee (HREC) has approved this
study (HREC number: HRE2018-0297). Should you wish to discuss the study with
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someone not directly involved, in particular, any matters concerning the conduct of the
study or your rights as a participant, or you wish to make a confidential complaint, you
may contact the Ethics Officer on (08) 9266 9223 or the Manager, Research Integrity on
(08) 9266 7093 or email hrec@curtin.edu.au.
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Appendix D: Consent Form for Chapters Two and Three

CONSENT FORM

HREC Project
HRE2018-0297

Number:
) ) The Performance of Emotional Labour in Psychologists
Project Title: )
Conducting Psychotherapy
Chief Investigator: Clare Rees

Student researcher: James Clarke

Version Number: 1

Version Date: 03/07/2018

I have read the information statement version listed above and | understand its

contents.

o | believe I understand the purpose, extent and possible risks of my involvement in
this project.

¢ | voluntarily consent to take part in this research project.

¢ | have had an opportunity to ask questions and | am satisfied with the answers | have
received.

¢ | understand that this project has been approved by Curtin University Human

Research Ethics Committee and will be carried out in line with the National

Statement on Ethical Conduct in Human Research (2007).

I understand | will receive a copy of this Information Statement and Consent Form.

Participant Name

Participant

Signature

Date
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Declaration by researcher: I have supplied an Information Letter and Consent Form to

the participant who has signed above, and believe that they understand the purpose,

extent and possible risks of their involvement in this project.

Researcher Name

Researcher
Signature

Date

Note: All parties signing the Consent Form must date their own signature.
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Appendix E: Information/Consent Form for Chapters Four and Five

PARTICIPANT INFORMATION STATEMENT

HREC Project
HRE2018-0297

Number:
) ) The Performance of Emotional Labour in Psychologists
Project Title: )
Conducting Psychotherapy
Chief Investigator: Clare Rees

Student researcher: James Clarke

Version Number: 2

Version Date: 27/11/2020

What is the Project About?

Emotional labour, which refers to the process of regulating emotions to achieve
desired outcomes in employee-customer interactions, is linked to adverse wellbeing
outcomes such as burnout. Interestingly, this research has not been applied to
Psychologists providing psychotherapy despite the presumed emotional labour inherent
in this occupational role. We aim to gather data to support the use of a tool that measures
emotional labour in this group as well as explore how different ways of managing
emotional labour affect a person’s levels of burnout. This research will help inform

future research about understanding, preventing and treating burnout in this occupational

group.

Who is doing the Research?

The project is being conducted by Mr James Clarke, Professor Clare Rees,
Associate Professor Lauren Breen and Dr Brody Heritage. This results of this research
project will be used by James Clarke to obtain a Doctor of Philosophy at Curtin
University and is funded by the University. There will be no costs to you other than 10
to 20 minutes of your time on two occasions. After submitting your responses to the first

survey, you will be provided with an opportunity to enter a raffle to win one of twenty
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AUD$50 Amazon.com vouchers. Upon submission of data at the second time point, you

will be offered the opportunity to enter an additional two entries into this raffle.

Why am | being asked to take part and what will |1 have to do?

You have been invited to take part in this research because you meet some of the
criteria we are looking for in participants. Specifically, we want participants to be
registered Psychologists who directly provide psychotherapy as part of their work role. It
does not matter whether you are part-time employed, full-time employed or otherwise
employed, provided that you meet the aforementioned criteria. Participation will involve
initially completing one short online questionnaire and then completing a follow-up
online questionnaire two weeks later. Completion of the first questionnaire should take
approximately 10 to 20 minutes and completion of the second questionnaire should be
shorter in duration. The questionnaire will ask you about some types of emotional
experiences you may have in your client work, some ways that you regulate such
emotions, and questions about your experience of some symptoms of burnout and

related constructs.

Are there any benefits to being in the research project?

As mentioned previously, you will be provided with the option of entering a
raffle to win one of twenty AUD$50 Amazon.com vouchers subsequent to the
submission of your data at time one. You will be offered the opportunity to gain an
additional two entries upon submission of your data at time two. Other than this, it is
unlikely for you to benefit directly from participating in this research. However, we hope
the results of this project will allow us to:

e better understand factors contributing to burnout in Psychologists

o develop interventions to assist Psychologists to develop positive behavioural
patterns to manage emotional labour and burnout effectively

e assist and expand the development of models designed to manage

countertransference reactions
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Are there any risks, side-effects, discomforts or inconveniences from being in the

research project?

There are no foreseeable risks for you as a participant in completing the
questionnaires and we have been careful to make sure that the questions do not cause
you any distress. However, if the questions cause any concerns or upset you, please do
not hesitate to contact us and we will attempt to link you to appropriate support services.

Who will have access to my information?

As this project requires participants to complete the questionnaire on two
separate occasions, you will be asked to provide a name and email address at the end of
the first questionnaire. This name and email address will be stored separately from your
responses and will only be linked via an anonymous respondent identification number
that is generated by the server hosting this questionnaire (Qualtrics). Two weeks after
you complete the initial questionnaire, you will be contacted via email by Qualtrics to let
you know that the second questionnaire is available for completion. Subsequent to the
completion of the second questionnaire, the personally identifying information will be
used for the prize draw to draw the winning participants, after which the personally
identifying information will be destroyed. At no stage will your personal information be
stored alongside the responses you provide on the questionnaire regarding your
wellbeing as a Psychologist.

You are not required to enter any identifying information if you do not wish,
however, without this information it will be impossible to contact you to re-complete the
questionnaire two weeks later. Therefore, you will be unable to take part in the second
round of data collection. Your participation is completely voluntary and consent will be
assumed upon the submission of data from the questionnaires. After this point it will be
impossible to identify your results therefore making it impossible to remove them from
the data pool. You will be provided with the option of obtaining one entry into a raffle to
win one of twenty AUD$50 Amazon.com gift vouchers after the first survey, and you
will be provided with the option of obtaining an additional two entries after the second

survey. If you choose to enter the draw, an email address will need to be collected after
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you complete the questionnaire, however, this information will not be linked to your
results from the questionnaire in any way.

Electronic data will be password-protected and stored securely. The information
we collect in this study will be kept under secure conditions at Curtin University for 7
years after the research is published. The results of this research may be presented at
conferences or published in professional journals. You will not be identified in any

results that are published or presented.

Will you tell me the results of the research?

If you are interested in obtaining a summary of the results please contact the
researchers after December, 2022. Alternatively, you may obtain the results from journal

articles or conference presentations that are produced from this research.

Do | have to take part in the research project?

Taking part in a research project is voluntary. It is your choice to take part or not.
You do not have to agree if you do not want to. If you decide to take part and then
change your mind, that is okay, you can withdraw from the project prior to submitting
your questionnaire responses by closing your web browser. If you choose not to take
part or start and then stop the study, it will not affect your relationship with the

University, staff or colleagues.

What happens next and who can | contact about the research?

To participate in this research you can click on the URL below which will link
you to the first questionnaire. Two weeks after you first complete the initial
questionnaire, you will be contacted via email to make you aware that the second
questionnaire is available to complete. You will be able to access this information form
if you wish in the future by returning to this URL. We ask that you please ensure that
you complete the questionnaire over a two week period in which you are working your
normal hours with clients, and not a period in which you foresee yourself to be taking

any kind of leave.
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If you would like further information about this project, you may contact me via
email (james.j.clarke@postgrad.curtin.edu.au) or phone (9266 9266), or you may
contact my supervisors Professor Clare Rees (C.Rees@curtin.edu.au), Associate
Professor Lauren Breen (Lauren.Breen@curtin.edu.au) and Dr Brody Heritage
(Brody.Heritage@murdoch.edu.au). Please contact me on my aforementioned contact
details if you have any issues accessing the survey.

Your participation is greatly appreciated and thank you for your support. To

begin the questionnaire, please click on the link below:

[URL will be inserted here when questionnaire is made live]

Curtin University Human Research Ethics Committee (HREC) has approved this
study (HREC number HRE2018-0297). Should you wish to discuss the study with
someone not directly involved, in particular, any matters concerning the conduct of the
study or your rights as a participant, or you wish to make a confidential complaint, you
may contact the Ethics Officer on (08) 9266 9223 or the Manager, Research Integrity on
(08) 9266 7093 or email hrec@curtin.edu.au.
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Appendix F: Publishing Agreement for Chapter Two

APA PUBLICATIONS
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Instructions: Complete and sign Sections 1 and 2 of this form.

Accepted manuscripts cannot be published unless this form is completed, signed, and returned to the Editor. For
information on APA copyright policies, please see the reverse side of this form. This form and the terms contained
herein may not be amended without the express written consent ofthe American Psychological Association.

Manuscript title

Author names (in order of authorship)

Corresponding author Phone number

Email address
APA publication

1. Copyright Transfer

A. AUTHORIZED CORRESPONDING AUTHOR: The undersigned, desiring to publish the above manuscript in a print
publication and/or electronic information service of the American Psychological Association (APA), hereby assigns to APA
on behalf of all authors, all right,title, and interest in the above manuscript and any supplemental materials. (If the
majority of authors or primary authors are U.S. government employees, a signature is required in Section C and not in
this section.) All proprietary rights other than copyright, such as patent rights, shall remain with the author(s). In return
for copyright, APA hereby grants to the authors listed in Section 2 of this form, and the employers for whom the work
was performed (if applicable), royalty-free, nonexclusive, limited licenses to:

1.  Reproduce, or have reproduced, the above manuscript for the author(s)’ personal use or for the author(s)’
intracompany use provided that (a) the source and APA copyright notice are indicated and (b) the copies are
not used in a way that implies APA endorsement of a
product or service of an employer. This license does not include the right for the author(s) to transfer,
offer for sale, or sell the manuscriptto any third party.

2. Distribute or post all or portions of the above manuscript, after final acceptance for publication by APA, to the
repository at the author(s)institution in compliance with APA’s Prior Publication Policy and Internet Posting
Policy (available at kand incorporated herein by reference).

3. Inthe case of work performed under U.S. Government contract, APA grants the U.S. Government royalty-free
permission to reproduce allor portions of the above manuscript and to authorize others to do so for U.S.
Government purposes.

For manuscripts arising from National Institutes of Health (NIH) funded investigations, APA will send the final
peer-reviewed and accepted manuscript file to the NIH manuscript submission system on your behalf, in a
manner consistent with federal law. Please complete the form“Statement of Eligibility for NIH Deposit” in
order for APA to identify relevant manuscripts.

Through signature below, the undersigned author (a) signifies acceptance of the terms and conditions
listed above; (b) affirms that written permission has been obtained for all previously published and/or
copyrighted material contained in this manuscript and any supplemental materials for online publication,
as well as any other requisite permissions or releases; (c) affirms that the manuscript is an original work of
authorship that has not been previously published, does not infringe any third party’s intellectual property
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Appendix G: Recruitment Messages

Recruitment Email for Chapters Two and Three

Dear XXXX,

My name is a James Clarke and | am a PhD Candidate at Curtin University. As
part of my PhD research, | am investigating the emotional labour of psychologists who
provide psychotherapy. | am looking to recruit participants and | am hoping that you or
members of your organisation would be interested in participating in this project.
Participation will involve being interviewed about your perspectives on ideas such as the
sorts of emotions that you think are important to show during psychotherapy, how you
experience emotions during sessions and your perspective on the consequences of
managing emotions as part of your job. For further information, you can read the
information sheet that | have attached to this email, respond to the contact details
provided on that sheet, or simply reply to this message.

Thank you for your time and kind regards,

James Clarke

Social Media Post for Chapters Two and Three

Dear XXXX,

My name is a James Clarke and | am a PhD Candidate at Curtin University. As
part of my PhD research, | am investigating the emotional labour of psychologists who
provide psychotherapy. | am looking to recruit participants and | am hoping that you
would be interested in participating in this project. If you are interested, participation
will involve being interviewed about your perspectives on ideas such as the sorts of
emotions that you think are important to show during psychotherapy, how you
experience emotions during sessions and your perspective on the consequences of
managing emotions as part of your job. For further information, you can read the
information sheet that | have attached to this message, respond to the contact details
provided on that sheet, or simply reply to this message.

Thank you for your time and kind regards,

James Clarke
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Recruitment Email for Chapters Four and Five

Dear XXXX,

My name is a James Clarke and | am a PhD Candidate at Curtin University. As
part of my PhD research, | am investigating the emotional labour of psychologists who
provide psychotherapy. | am looking to recruit participants and | am hoping that you or
members of your organisation would be interested in participating in this project.
Participation will involve completing an online survey on two occasions, two weeks
apart. Each survey should take between ten and twenty minutes to complete and
participants will be given the opportunity to enter a raffle to win one of twenty AUD$50
Amazon.com gift vouchers after submitting their data on the second occasion.

I would be greatly appreciative if you could please circulate the attached
information sheet to any psychologists who provide psychotherapy in your network,
organisation, or on any relevant membership lists. For further information you may
contact my supervisors and | on the contact details provided in the information sheet.

Thank you for your time and kind regards,

James Clarke

Social Media Post Request for Chapters Four and Five

Dear XXXX,

My name is a James Clarke and | am a PhD Candidate at Curtin University. As
part of my PhD research, I am investigating the emotional labour of psychologists who
provide psychotherapy and | am looking to recruit participants. With your permission, |
would like to post information about my study in your group/page and provide a link
that users can follow if they are interested in participating. If you could respond to this
message to let me know whether or not you consent to me doing this, it would be greatly
appreciated. For further information you may contact my supervisors and |1 on the
contact details provided in the information sheet that | have attached to this message.

Thank you for your time and kind regards,

James Clarke
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Social Media Post for Chapters Four and Five

The work of a Psychologist is tough! This work can be made tougher if the
emotional labour inherent in the role of being a Psychologist providing psychotherapy is
not managed effectively. Researchers at Curtin University are calling on Psychologists
who provide psychotherapy as part of their work role to respond to a brief survey to
gather data to support the use of a tool that measures emotional labour in this group, as
well as explore how different ways of managing emotional labour affect a person’s level
of burnout.

Participation involves completing an online survey on two occasions
(approximately 10-20 minutes each), two weeks apart. You will be given the opportunity
to enter a raffle to win one of twenty AUD$50 Amazon.com vouchers if you complete
the survey on both occasions.

If you would like further information about this project, you may contact Mr
James Clarke via email (james.j.clarke@postgrad.curtin.edu.au) or phone (9266 9266),
or you may contact Professor Clare Rees (C.Rees@curtin.edu.au), Associate Professor
Lauren Breen (Lauren.Breen@curtin.edu.au) and/or Dr Brody Heritage
(Brody.Heritage@murdoch.edu.au). Please contact Mr James Clarke on the
aforementioned contact details if you have any issues accessing the survey.

Your participation is greatly appreciated and thank you for your support. To view

the information sheet and begin the questionnaire, please click on the link below:

[URL will be inserted here when questionnaire is made live]

LinkedIn Message for Chapters Four and Five

Dear XXXX,

My name is a James Clarke and | am a PhD Candidate at Curtin University. As
part of my PhD research, I am investigating the emotional labour of psychologists who
provide psychotherapy. | am looking to recruit participants and | am hoping that you
would be interested in participating in this project. Participation will involve completing
an online survey on two occasions, two weeks apart. Each survey should take between

ten and twenty minutes to complete and you will be given the opportunity to enter a
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raffle to win one of twenty AUD$50 Amazon.com gift vouchers after submitting your
data for the second time.

I would be greatly appreciative if you could please circulate the attached
information sheet to any psychologists who provide psychotherapy in your network,
organisation, or on any relevant membership lists. For further information you may
contact my supervisors and | on the contact details provided in the information sheet.

Thank you for your time and kind regards,

James Clarke
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Appendix H: Interview Schedule for Chapters Two and Three

The purpose of this interview is to find out about your experiences of emotional
labour in your work with clients. | just want to remind you that the things you say will
be treated in the strictest confidence and you won’t be identifiable in the final report. I
am particularly interested in your thoughts and opinions — there are no right or wrong

anSwWers.

¢ Do you have any questions before we start?

Now I’d like to find out a bit about the sorts of emotional experiences you have with
clients.
e What sort of events cause you to experience emotional reactions during sessions?
o Can you tell me about some common emotions you experience in
session?
o What sort of emotions do you generally show in session?
o Are there times when you’re feeling one emotion but expressing
something else?
e How do you think the relationship with your clients affects how you experience
emotion in session?
o Closeness?

o Power differential?

Now I’d like to find out a bit about what emotions you consider necessary to
experience and express in your work.
e What emotions do you think are appropriate to show?
o When and in what contexts are these emotions appropriate?
e Are there any emotions that you think are not appropriate to show?
o Ifso, when and in what contexts are these emotions not appropriate?
e Where did you learn these rules about what emotions are and aren’t appropriate
to show?

o What do you think about these rules guiding your expression of emotion?
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Now I’d like to understand how you regulate and process your emotions during
work.
e Are you generally aware in the moment of how you are dealing with your
emotions?
e How do you generally cope with your emotions in sessions?
e Do you prepare yourself emotionally prior to a session?
o How do you do this?
e When you are experiencing an emotion you don’t think is appropriate to express,
what do you do with this feeling?
o What do you do with this feeling after the session?

e How do you regulate your emotions during a difficult client interaction?

Now I’d like to ask about what you think the outcomes are of how you express
emotion
e How does the way that you express different emotions affect the session?
o How does this affect the ongoing therapeutic relationship you have with a
client?
e What do you think are the consequences of having to experience, show and deal
with different emotions in your work?
o What are the consequences to how you feel more generally?
o What are the consequences to your relationships with others?
o Are there any negative effects of having to display high levels of empathy
and compassion (or what has been named) as part of your work?
o Are there any effects on the sorts of things you like to do in your leisure
time?
o What are the effects of experiencing one emotion and showing another?

o Other effects?

Thank you for participating in this interview today. Your answers have been really
helpful.
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o Are there other questions you wished | had asked you or anything else you wish

to talk about?

We’ve come to the end of my questions. Thank you for your time. How are you
feeling? I have some information and pamphlets of people who are able to talk further

with you about any feelings that may have arisen.
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Appendix I: Publishing Agreement for Chapter Three
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Appendix J: Demographics Collected for Chapters Two and Three

e What is your age?

e What is your identified gender?

e How many years have you been practising individual psychotherapy?

e |If you have one, what is your specialization background (e.g. Clinical

Psychology, Counselling Psychology, School Psychology etc...)?

e Have you previously received specific training in the management of

countertransference reactions?

¢ In which sector do you mainly work (e.g. Private, Government, Non-

Government Organisation)?

e Do you work full-time, part-time or casual hours as a Psychologist?

e Do you provide most of the psychotherapy you practise in a community or
inpatient setting?

e On average, how many sessions of psychotherapy do you provide per week?

(please do not include sessions that clients do not attend)

e What is your primary model of psychotherapy?

e Do you have any people dependent on you at home (e.g. children)? If so, how

many?
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Appendix K: Perth Emotional Labour Scale (PELS)

When rating the following statements about your work, please take a moment to

think about how you process emotional reactions triggered while [providing

occupational role]. Please indicate how often you feel the emotional state, or use the

specific strategy stated in each item, on an average day of work. Each item is rated on a

5-point scale with response options as never, rarely, sometimes, often, and always.

Emotional Dissonance

1.

The emotions that | feel in my job do not directly correspond to those | would
like to express
My work brings me to experience emotions different to those | express

| experience a discrepancy between the emotions | express to be professional and
what | feel
The emotions I show in order to be professional are not congruent with my inner

feelings

Attentional Deployment

1.

2.
3.
4.

I make the effort to think about something different to feel fewer negative
emotions

| force myself to think about something different to feel more positive emotions
| pay attention to something other than the triggered reaction

| pay attention to something more pleasant to improve my mood

Expressive Amplification

1.

2
3.
4

Even though | may feel negative emotions, | express a good mood
Even if I do not feel much positive emotion, | show an enthusiastic face
Even if | do not feel relaxed with a client, | present a relaxed face

Despite any emotional difficulty with a client, I act in a warm manner
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Emotional Suppression
1. | keep my emotions to myself
2. | control my feelings by hiding them
3. When I experience negative feelings, | avoid expressing them

4. | mask my negative emotions to stay professional

Re-evaluation
1. I reconsider the events by taking another point of view
2. | examine the situation differently
3. 1 change my viewpoint to feel more positive emotions (enthusiasm, empathy,
serenity...)*

4. 1 change my viewpoint to feel fewer negative emotions (irritation, distress...)*

Note. * Items that were excluded from the final measure due to poor model fit
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Appendix L: Recruitment Flyer for Chapters Four and Five

E Curtin University

The Emotional Labour of Psychologists

Are you a Psychologist who provides psychotherapy?

Would you like to assist research to promote psychologist
wellbeing?

The work of a Psychologist is tough! This work can be tougher if emotional
labour isn't managed effectively. Researchers at Curtin University are calling on
Psychologists who provide psychotherapy to respond to a brief survey exploring
emotional labour among practicing psychologists.

Participation involves completing an online survey on two occasions
(approximately 10-20 minutes each), two weeks apart. You will be given the
opportunity to obtain one raffle entry to win one of twenty AUDSS0
Amazon.com vouchers if you complete the first survey, and two additional
entries if you complete both surveys.

For further information about this project, please contact James Clarke
(james.j.clarke@postgrad.curtin.edu.au) or contact Professor Clare Rees
(C.Rees@curtin.edu.au). Your participation is greatly appreciated and thank you
for your support. To view the information sheet and begin the questionnaire,
please click on the link below:

http://bit.ly/emotionallabour

[ I i & Y
.u % 53
-

This project has obtained ethical approval under the Curtin University Human
Research Ethics Committee (Project Number: HRE2018-0297)
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Appendix M: Qualtrics Survey for Chapters Four and Five

Thank you for participating in this research. This study is investigating the emotional
labour of psychologists providing psychotherapy. After finishing the survey, you will be
offered the opportunity to enter a raffle to win one of twenty AUD$50 Amazon.com gift
vouchers. If you would like two additional raffle entries and want to assist with this
research further, then please complete the follow-up survey that will be emailed to you

two weeks after you complete this initial questionnaire.

Thank you for participating in this research. To begin with, we will ask you for some

basic demographic information.

What is your age? (Please respond in numerals)

What is your identified gender?
Male
Female
Intersex
Other

Prefer not to say

In which country do you reside?

How many years have you been practicing psychotherapy? (Please respond in numerals)
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If you have one, what is your specialisation background?
V¥ Clinical Psychologist ... Sport and Exercise Psychologist

Have you previously received specific training in the management of
countertransference reactions?

Yes
No

Unsure

In which sector do you primarily work?
Private
Government

Non-Government Organisation

Do you work full-time, part-time or casual hours as a psychologist providing individual
psychotherapy?

Full-time
Part-time
Casual
Student
Retired
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Do you provide most of the psychotherapy you practice in a community or inpatient
setting?

Community/outpatient

Inpatient

Other

On average, how many sessions of psychotherapy do you provide per week? (please do
not include sessions that clients do not attend and please use numerals for your response)

How many dependents (e.g. children, partner, parent) do you have at home? (Please
respond in numerals)

On average, what percentage of psychotherapy sessions do you provide via
teleconference (not face to face) per week? (Please respond in numerals)
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Thank you. Using the scale as a guide, please indicate how much you agree with each
statement.

I have not always been honest with myself
(1) Not true
2
3
(4) Somewhat true
5
6

(7) Very true
I always know why | like things.

(1) Not true

2

3

(4) Somewhat true
5

6

(7) Very true

It's hard for me to shut off a disturbing thought.
(1) Not true
2
3
(4) Somewhat true
5
6
(7) Very true

I never regret my decisions.
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(1) Not true

2

3

(4) Somewhat true
5

6

(7) Very true
I sometimes lose out on things because | can't make up my mind soon enough.

(1) Not true

2

3

(4) Somewhat true
5

6

(7) Very true

I am a completely rational person.
(1) Not true
2
3
(4) Somewhat true
5
6
(7) Very true
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I am very confident of my judgments.
(1) Not true
2
3
(4) Somewhat true
5
6
(7) Very true

I have sometimes doubted my ability as a lover.
(1) Not true
2
3
(4) Somewhat true
5
6
(7) Very true

I sometimes tell lies if | have to.
(1)Not true
2
3
(4) Somewhat true
5
6
(7) Very true
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I never cover up my mistakes.
(1) Not true
2
3
(4) Somewhat true
5
6
(7) Very true

There have been occasions when | have taken advantage of someone.

(1) Not true

2

3

(4) Somewhat true
5

6

(7) Very true

| sometimes try to get even rather than forgive and forget.

(1) Not true

2

3

(4) Somewhat true
5

6

(7) Very true
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I have said something bad about a friend behind his or her back.
(1) Not true
2
3
(4) Somewhat true
5
6
(7) Very true

When | hear people talking privately, | avoid listening.
(1) Not true
2
3
(4) Somewhat true
5
6
(7) Very true

I never take things that don't belong to me.
(1) Not true
2
3
(4) Somewhat true
5
6
(7) Very true
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I don't gossip about other people's business.
(1) Not true
2
3
(4) Somewhat true
5
6
(7) Very true

Thank you. How often have you experienced the following activities over the last 2
weeks?

| felt dizzy, lightheaded, or faint, when | read or listened to news about the coronavirus.
Not at all
Rare, less than a day or two
Several days
More than 7 days

Nearly every day over the last 2 weeks

I had trouble falling or staying asleep because | was thinking about the coronavirus.
Not at all
Rare, less than a day or two
Several days
More than 7 days

Nearly every day over the last 2 weeks
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| felt par'alyzed or frozen when | thought about or was exposed to information about the
coronavirus.

Not at all

Rare, less than a day or two

Several days

More than 7 days

Nearly every day over the last 2 weeks

I lost interest in eating when | thought about or was exposed to information about the
coronavirus.

Not at all

Rare, less than a day or two
Several days

More than 7 days

Nearly every day over the last 2 weeks

| felt nauseous or had stomach problems when | thought about or was exposed to
information about the coronavirus.

Not at all

Rare, less than a day or two
Several days

More than 7 days

Nearly every day over the last 2 weeks

Thank you. Now we will ask about different feelings and emotions that you experience.
This scale consists of a number of words that describe different feelings and emotions.
Read each item and then select the appropriate answer to indicate to what extent you
generally feel this way, that is, how you feel on the average.
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Interested

Very slightly or not at all
A little

Moderately

Quite a bit

Extremely

Irritable

Very slightly or not at all
A little

Moderately

Quite a bit

Extremely

Distressed

Alert

Very slightly or not at all
A little

Moderately

Quite a bit

Extremely

Very slightly or not at all
A little

Moderately

Quite a bit

Extremely
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Excited
Very slightly or not at all
A little
Moderately
Quite a bit
Extremely
Ashamed
Very slightly or not at all
A little
Moderately
Quite a bit
Extremely
Upset
Very slightly or not at all
A little
Moderately
Quite a bit
Extremely
Inspired
Very slightly or not at all
A little
Moderately
Quite a bit

Extremely
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Strong
Very slightly or not at all
A little
Moderately
Quite a bit
Extremely
Nervous
Very slightly or not at all
A little
Moderately
Quite a bit
Extremely
Guilty
Very slightly or not at all
A little
Moderately
Quite a bit
Extremely
Determined
Very slightly or not at all
A little
Moderately
Quite a bit

Extremely
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Scared

Very slightly or not at all
A little

Moderately

Quite a bit

Extremely

Attentive

Hostile

Jittery

Very slightly or not at all
A little

Moderately

Quite a bit

Extremely

Very slightly or not at all
A little

Moderately

Quite a bit

Extremely

Very slightly or not at all
A little

Moderately

Quite a bit

Extremely
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Enthusiastic
Very slightly or not at all
A little
Moderately
Quite a bit
Extremely
Active
Very slightly or not at all
A little
Moderately
Quite a bit
Extremely
Proud
Very slightly or not at all
A little
Moderately
Quite a bit
Extremely
Afraid
Very slightly or not at all
A little
Moderately
Quite a bit

Extremely
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Thank you. Please read each statement carefully before answering. Please indicate how
often you behave in the stated manner, using the provided scale:

When | fail at something important to me | become consumed by feelings of inadequacy.
(1) Almost never
2
3
4
(5) Almost always

I try to be understanding and patient towards those aspects of my personality I don’t
like.

(1) Almost never
2
3
4

(5) Almost always

When something painful happens | try to take a balanced view of the situation.
(1) Almost never
2
3
4

(5) Almost always
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When I’m feeling down, I tend to feel like most other people are probably happier than |
am.

(1) Almost never

2

3

4

(5) Almost always

I try to see my failings as part of the human condition.
(1) Almost never
2
3
4
(5) Almost always

When I’m going through a very hard time, | give myself the caring and tenderness |
need.

(1) Almost never
2
3
4

(5) Almost always

When something upsets me | try to keep my emotions in balance.
(1) Almost never
2
3
4

(5) Almost always
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When I fail at something that’s important to me, | tend to feel alone in my failure.
(1) Almost never
2
3
4

(5) Almost always

When I’m feeling down I tend to obsess and fixate on everything that’s wrong.
(1) Almost never
2
3
4

(5) Almost always

When | feel inadequate in some way, | try to remind myself that feelings of inadequacy
are shared by most people.

(1) Almost never
2

3

4

(5) Almost always

I’m disapproving and judgmental about my own flaws and inadequacies.
(1) Almost never
2
3
4
(5) Almost always
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I’'m intolerant and impatient towards those aspects of my personality I don’t like.
(1) Almost never
2
3
4

(5) Almost always

Thank you. When rating the following statements about your work, please take a
moment to think about how you process emotional reactions triggered while providing
psychotherapy to clients. Please indicate how often you feel the emotional state, or use
the specific strategy stated in each item, on an average day of work.

The emotions that | feel in my job do not directly correspond to those | would like to
express

Never
Rarely
Sometimes
Often
Always

My work brings me to experience emotions different to those | express
Never
Rarely
Sometimes
Often
Always
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| experience a discrepancy between the emotions | express to be professional and what |
feel

Never

Rarely

Sometimes

Often

Always

The emotions | show in order to be professional are not congruent with my inner
feelings

Never
Rarely
Sometimes
Often
Always

I make the effort to think about something different to feel fewer negative emotions
Never
Rarely
Sometimes
Often
Always

| force myself to think about something different to feel more positive emotions
Never
Rarely
Sometimes
Often
Always
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| pay attention to something other than the triggered reaction
Never
Rarely
Sometimes
Often
Always

| pay attention to something more pleasant to improve my mood
Never
Rarely
Sometimes
Often
Always

Even though I may feel negative emotions, | express a good mood
Never
Rarely
Sometimes
Often
Always
Even if 1 do not feel much positive emotion, | show an enthusiastic face
Never
Rarely
Sometimes
Often
Always
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Even if I do not feel relaxed with a client, | present a relaxed face
Never
Rarely
Sometimes
Often
Always
Despite any emotional difficulty with a client, | act in a warm manner
Never
Rarely
Sometimes
Often
Always

| keep my emotions to myself
Never
Rarely
Sometimes
Often
Always

I control my feelings by hiding them
Never
Rarely
Sometimes
Often
Always
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When | experience negative feelings, | avoid expressing them
Never
Rarely
Sometimes
Often
Always

I mask my negative emotions to stay professional
Never
Rarely
Sometimes
Often
Always

| reconsider the events by taking another point of view
Never
Rarely
Sometimes
Often
Always

| examine the situation differently
Never
Rarely
Sometimes
Often
Always
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I change my viewpoint to feel more positive emotions (enthusiasm, empathy, serenity...)
Never
Rarely
Sometimes
Often
Always

I change my viewpoint to feel fewer negative emotions (irritation, distress...)
Never
Rarely
Sometimes
Often
Always

Thank you. For the next few questions, please think about your current job when
responding. On an average day at work, how frequently do you:

Make an effort to actually feel the emotions that I need to display to others
Never
Rarely
Sometimes
Often
Always



EMOTIONAL LABOUR IN PSYCHOLOGISTS 283

Hide my true feelings about a situation
Never
Rarely
Sometimes
Often
Always

Really try to feel the emotions I have to show as part of my job
Never
Rarely
Sometimes
Often
Always

Resist expressing my true feelings
Never
Rarely
Sometimes
Often
Always

Try to actually experience the emotions that I must show
Never
Rarely
Sometimes
Often
Always
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Conceal what I'm feeling
Never
Rarely
Sometimes
Often
Always

Pretend to have emotions that | don't really have
Never
Rarely
Sometimes
Often
Always

Show emotions that | don't feel
Never
Rarely
Sometimes
Often
Always

Show emotions that are expected rather than what | feel

Never
Rarely
Sometimes
Often
Always
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Thank you. Below you will find a list of statements about you in the workplace. Please
rate how true each statement is for you in relation to conducting psychotherapy by
selecting the appropriate response. Use the scale below to make your choice.

| am able to work effectively in spite of any personal worries that | have
Never true
Very seldom true
Seldom true
Sometimes true
Frequently true
Almost always true

Always true

I can admit to my mistakes at work and still be successful
Never true
Very seldom true
Seldom true
Sometimes true
Frequently true
Almost always true

Always true

I can still work very effectively, even if | am nervous about something
Never true
Very seldom true
Seldom true
Sometimes true
Frequently true
Almost always true

Always true
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Worries do not get in the way of my success
Never true
Very seldom true
Seldom true
Sometimes true
Frequently true
Almost always true

Always true

I can perform as required no matter how | feel
Never true
Very seldom true
Seldom true
Sometimes true
Frequently true
Almost always true

Always true

I can work effectively, even when | doubt myself
Never true
Very seldom true
Seldom true
Sometimes true
Frequently true
Almost always true

Always true
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My thoughts and feelings do not get in the way of my work
Never true
Very seldom true
Seldom true
Sometimes true
Frequently true
Almost always true

Always true

Thank you. Please read each statement carefully and decide if you ever feel this way
about your job. If you have never had this feeling, select the response "never"”. If you
have had this feeling, indicate how often you feel it by selecting the response that best
describes how frequently you feel that way.

[Removed due to copyright issues]
Never
A few times a year or less
Once a month or less
A few times a month
Once a week
A few times a week

Every day
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[Removed due to copyright issues]
Never
A few times a year or less
Once a month or less
A few times a month
Once a week
A few times a week

Every day

[Removed due to copyright issues]
Never
A few times a year or less
Once a month or less
A few times a month
Once a week
A few times a week

Every day

[Removed due to copyright issues]
Never
A few times a year or less
Once a month or less
A few times a month
Once a week
A few times a week

Every day
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[Removed due to copyright issues]
Never
A few times a year or less
Once a month or less
A few times a month
Once a week
A few times a week

Every day

[Removed due to copyright issues]
Never
A few times a year or less
Once a month or less
A few times a month
Once a week
A few times a week

Every day

[Removed due to copyright issues]
Never
A few times a year or less
Once a month or less
A few times a month
Once a week
A few times a week

Every day
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[Removed due to copyright issues]
Never
A few times a year or less
Once a month or less
A few times a month
Once a week
A few times a week

Every day

[Removed due to copyright issues]
Never
A few times a year or less
Once a month or less
A few times a month
Once a week
A few times a week

Every day

MBI - Human Services Survey - MBI-HSS: Copyright © 1981 Christina Maslach &
Susan E. Jackson. All rights reserved in all media. Published by Mind Garden, Inc.,
www.mindgarden.com

Thank you for taking the time to complete this survey. Informed consent to use your
anonymous data will be assumed upon submission of your responses. Beyond this point
individual data is unable to be identified or destroyed. If you would like to provide some
feedback about the questions asked, please do so below:




