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ABSTRACT
In interactions with clients or patients, human service workers are at
risk of experiencing discrepancies between felt and organizationally
mandated emotions (i.e. emotion-rule dissonance). Given the
documented detrimental effects of such discrepancies on employee
strain, the present study investigated whether job complexity
mitigates the relation between emotion-rule dissonance and
employee burnout using data from a two-wave panel study of
eldercare workers (N = 583, 16-month time lag). Structural equation
modelling revealed that emotion-rule dissonance at Time 1
preceded emotional exhaustion and depersonalization at Time
2. Beyond that, employees whose work offered job complexity
were found to suffer less from emotional exhaustion and
depersonalization when encountering discrepancies between felt
and stipulated emotions compared to employees who conducted
noncomplex work. Thus, designing complex tasks appears to be a
crucial starting point for alleviating employee burnout in jobs that
provoke emotion-rule dissonance.
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Introduction

The management of emotions is an important aspect of human service work in general
and of eldercare work in particular. Nurses for the elderly should, for example, express
sympathy and hide anger, disgust, or resentment in order to maintain positive care
relations and to comply with professional standards. This requirement to manage one’s
emotions in the workplace was termed emotional labour by sociologist Arlie Hochschild.
In her seminal book, The managed heart (1983), she defined emotional labour as “the
management of feeling to create a publicly observable facial and bodily display” (p. 7).
Hochschild impressively describes that employees whose “labor requires [them] to
induce and suppress feeling in order to sustain the outward countenance” (p. 7) are at
risk of experiencing emotional dissonance (i.e. a discrepancy between the emotions felt
and those expressed to meet organizational or professional display rules), which in turn
contributes to feelings of alienation and ill health.

Since the publication of The managed heart, the negative effects of emotional disso-
nance for employees and organizations have been widely studied (for reviews, see Bono

© 2015 The Author(s). Published by Taylor & Francis.
This is an Open Access article distributed under the terms of the Creative Commons Attribution License (http://creativecommons.org/
Licenses/by/4.0/), which permits unrestricted use, distribution, and reproduction in any medium, provided the original work is properly
cited.

CONTACT Bettina Kubicek bettina.kubicek@univie.ac.at

WORK & STRESS, 2015
VOL. 29, NO. 4, 379–400
http://dx.doi.org/10.1080/02678373.2015.1074954

http://creativecommons.org/Licenses/by/4.0/
http://creativecommons.org/Licenses/by/4.0/
mailto:bettina.kubicek@univie.ac.at


& Vey, 2005; Hülsheger & Schewe, 2011; Zapf, 2002). A recent meta-analysis suggests that
the perceived discrepancy between felt and required emotions compromises task perform-
ance and impairs employee well-being by increasing the risks of emotional exhaustion,
depersonalization, and psychosomatic complaints as well as by reducing feelings of per-
sonal accomplishment, job satisfaction, and organizational attachment (Hülsheger &
Schewe, 2011). Yet, because these findings rely mainly on cross-sectional data, the
causal relation between emotional dissonance and employees’ personal and job-related
well-being is still under debate. On the one hand, the stressor approach posits that
emotional dissonance as a job stressor precedes strain and ill-being (e.g. Zapf, 2002).
On the other hand, strain and ill-being might make it more difficult for employees to auto-
matically feel positively about their customers and might heighten the risk of experiencing
emotional dissonance. Hülsheger and Schewe (2011) therefore concluded that more longi-
tudinal studies are needed to clarify the emotional labour process to gain a deeper under-
standing of its antecedents and consequences.

Consequently, one purpose of the present study was to examine the relation between
emotional dissonance and employee burnout by drawing on a complete two-wave study
design (Zapf, Dormann, & Frese, 1996). In line with the stressor approach, we propose
that the association between emotional dissonance and burnout stems only from effects
of emotional dissonance on burnout but not from reversed effects of burnout on
emotional dissonance. If we were able to find empirical evidence for this proposition,
the question would arise as to whether job characteristics exist which mitigate the negative
effects of emotional dissonance on employee burnout. Given the fact that human service
work not only entails regulating one’s emotions, but is often quite complex, we examined
job complexity as a moderator of the link between emotional dissonance and burnout. We
propose that job complexity operates as a buffer against the negative effects of emotional
dissonance on burnout. The propositions on the main and interactive effects were tested
among a sample of eldercare workers.

The conceptualization of emotional dissonance

Emotional dissonance was originally conceptualized as the discrepancy between employ-
ees’ felt emotions and the emotions expressed to meet organizational and professional
standards (Hochschild, 1983). In the studies that followed, different aspects of this
initial definition were emphasized, resulting in two divergent research streams
(Holman, Martinez-Iñigo, & Totterdell, 2008). In the stressor approach, which is rooted
in action theory, emotional dissonance is considered to be an external stressor arising
in customer–employee interactions (van Gelderen, Heuven, van Veldhoven, Zeelenberg,
& Croon, 2007; Zapf, 2002). Zapf (2002) argues that job environments vary in the
extent to which they demand compliance with display rules and in the frequency with
which discrepancies between felt and organizationally stipulated emotions occur,
leaving employees with different requirements for handling emotional dissonance.
Depending, for example, on the type, length or situative context of customer–employee
interactions, jobs entail different risks of experiencing dissonance-provoking situations.

In the emotion regulation approach, emotional dissonance is assumed to result from
strategies used to regulate one’s emotional expression (e.g. Grandey, 2000; van Dijk &
Kirk Brown, 2006). Usually, two emotion regulation strategies are considered in this type
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of research, namely “deep acting” and “surface acting” (Hochschild, 1983). Deep acting is
directed at altering the affective state itself, helping employees to feel the required
emotion. Surface acting is, by contrast, directed at changing the emotional expression.
Without feeling it, employees aim at showing the required emotion. Consequently,
surface acting is assumed to result in a discrepancy between felt and displayed emotions
and thus in emotional dissonance.

To distinguish between the two conceptualizations of emotional dissonance, various
researchers recommended using a more distinct terminology (Holman et al., 2008;
Rubin, Staebler Tardino, Daus, & Munz, 2005). Emotional dissonance as conceptualized
in the emotional regulation approach should be referred to as emotion/emotive dissonance
because it captures the discrepancy between internal feelings and their external expressions.
Emotional dissonance as conceptualized in the stressor approach should be referred to as
emotion-rule dissonance because it captures the discrepancy between felt emotions and
emotions required by display rules. As we were interested in emotional dissonance as a
job stressor, we focused on emotion-rule dissonance and its association with burnout.

Emotion-rule dissonance and burnout

Given the fact that there is still debate on whether burnout is best represented by a com-
bination of emotional exhaustion, depersonalization, and reduced professional efficacy
(Bresó, Salanova, & Schaufeli, 2007), we followed Schaufeli and Taris’ (2005) recommen-
dation of conceptualizing burnout as a work-related syndrome that at least includes an
energetic (emotional exhaustion) and a motivational (depersonalization/cynicism) com-
ponent. Empirical findings, in general, document associations between emotion-rule dis-
sonance and emotional exhaustion (Abraham, 1998; Diestel & Schmidt, 2011a, 2011b;
Lewig & Dollard, 2003; Zapf, Vogt, Seifert, Mertini, & Isic, 1999) on the one hand and
depersonalization (Diestel & Schmidt, 2011a, 2011b; Dormann & Zapf, 2004; Zapf
et al., 1999) on the other hand. A recent meta-analysis (Hülsheger & Schewe, 2011) cor-
roborated the potential health-impairing effects of emotion-rule dissonance reporting
average corrected correlations as high as .40 for emotional exhaustion and .44 for deper-
sonalization. The importance of these findings notwithstanding, they leave open the ques-
tion of whether emotion-rule dissonance precedes employee burnout or vice versa because
longitudinal studies examining the direction of the effects are still largely missing. Yet,
according to Zapf et al. (1996), examining reversed effects of ill-being on job demands
in longitudinal studies is important in order to rule out differing explanations for the stres-
sor-outcome association. Moreover, testing the hypothesized as well as reversed directions
of effects is an important prerequisite for drawing causal inferences (Finkel, 1995).

Emotion-rule dissonance as an antecedent of burnout

One reasoning for the effect of emotion-rule dissonance on employee burnout is grounded
in action theory (Hacker, 2009; Zapf, 2002) and conservation of resources (COR) theory
(Hobfoll, 2001). According to action theory, human service work requires the regulation
of an emotion-integrated work action (Hacker, 2009). In particular, employees receive
work assignments from the organization which they redefine into a subjective task by
setting goals and planning the way of performing the task. In the terminology of action
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theory, display rules are organizational guidelines which need to be redefined by the
employee and serve as goals for emotion regulation. When the service provider automati-
cally displays the organizationally stipulated emotions, the regulation of emotions accord-
ing to the organizational display rulesmay be done nearly unconsciously. Only in situations
where the required emotions are not spontaneously displayed an “emotion regulation
problem” (Zapf et al., 1999) occurs – an external demand, which needs to be met in
order to attain the work goals. Service providers may use predefined or learned procedures
to handle such service interactions (rule-based regulation) or they may use conscious effort
to initiate and maintain the organizationally mandated emotions (knowledge-based regu-
lation). For example, an eldercare worker who is accused by family members of not spend-
ing enough timewith a residentmay feel anger, knowing that s/he has to allocate attention to
all residents. Yet, to foster understanding, s/hemay avoid displaying this anger. Instead s/he
may try to be sympathetic and sustain an outward countenance by weighing her/his words
and adjusting her/his facial expression. Such acts of strategically evaluating and modifying
one’s emotions, thoughts, and behaviours require cognitive effort (Zapf, 2002). For
example, Richards andGross (2000) showed that suppressing emotions demands continual
self-monitoring and self-corrective behaviour which in turn reduces cognitive resources.
This resource reduction is likely to be stressful. According to COR theory (Hobfoll,
2001), stress occurs if resources are threatened or lost or if individuals fail to gain resources
after a significant resource investment. The resource loss associatedwith the cognitive effort
of emotion regulation is therefore likely to lead to strain, impairedwell-being (Gross& John,
2003), and especially to burnout (Holman et al., 2008).

A second reasoning for the negative effect of emotion-rule dissonance on burnout is
grounded in role theory. This approach suggests conceiving of emotion-rule dissonance as
a form of role conflict. Originating from a clash between personal values (genuinely felt
emotions) and professional role demands (prescribed emotions), emotion-rule dissonance
constitutes a formof person-role conflict (Abraham, 1998). Such a conflict positions employ-
ees in a situation where they can either adhere to their personal values, violating the organi-
zationally mandated emotional display rules and running the risk of frustrating their
professional self-concept, or ignore their inner emotions and conform to display rules,
thereby threatening their sense of authenticity (Abraham, 1998). According to the person-
centred conception of authenticity (see e.g. Wood, Linley, Maltby, Baliousis, & Joseph,
2008), conforming to external expectation contributes to both self-alienation (i.e. amismatch
between conscious and actual experiences) and compromised feelings of authentic living (i.e.
a mismatch between conscious experiences and actual behaviour). Such threats to authen-
ticity are assumed to impair well-being because authenticity is regarded as essential for
healthy functioning. Accordingly, empirical research on authenticity provides evidence
that accepting external influences and acting against one’s inner emotions or cognitions is
associated with anxiety, stress and reduced subjective and psychological well-being (Wood
et al., 2008). The virtual impossibility for employees experiencing emotion-rule dissonance
to reconcile the inner feelings with the organizationally mandated emotional display rules is
therefore likely to lead to inner tensions and emotional distress, cumulating in the long run in
employee burnout. Following COR theory and role theory, we hypothesized:

Hypothesis 1a. Time 1 emotion-rule dissonance will be positively related to Time 2 emotional
exhauztion, after controlling for Time 1 emotional exhauztion.
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Hypothesis 1b. Time 1 emotion-rule dissonance will be positively related to Time 2 deperso-
nalization, after controlling for Time 1 depersonalization.

Although we expected emotion-rule dissonance to precede burnout, according to Zapf
et al. (1996) it is important to assess alternative theoretical explanations for stressor–strain
relations. In the following, we therefore consider reversed causation as an explanation for
the association between emotion-rule dissonance and burnout.

Emotion-rule dissonance as an outcome of burnout

Instead of being a precedent of burnout, emotion-rule dissonance might follow from it.
Burnt out employees might perceive interactions with clients more negatively and might
therefore be more prone to experience dissonance-provoking situations than their col-
leagues without burnout. Psychological strain in general and burnout in particular are nega-
tive experiences and likely accompanied by negative affect (Smith, Tooley, Christopher, &
Kay, 2010; Thorensen, Kaplan, Barsky, Warren, & Chermont, 2003). As a consequence,
employees showing increased burnout might tend to experience negative states of affect
and to perceive demands to suppress negative emotions. This assumption is supported
by research showing that individuals high in negative affectivity perceive more demands
to suppress negative emotions than individuals low in negative affectivity (Schaubroeck
& Jones, 2000) and that negative affect influences an individual’s perception of display
rules (Kammeyer-Mueller et al., 2013). Thus, it can be assumed that employees high in
burnout experience negative feelings, which are in conflict to organizational display rules,
more frequently. As a result they are more often confronted with emotion-rule dissonance.

Hypothesis 2a. Emotional exhaustion at Time 1 will be positively related to Time 2 emotion-
rule dissonance, after controlling for Time 1 emotion-rule dissonance.
Hypothesis 2b. Depersonalization at Time 1 will be positively related to Time 2 emotion-rule
dissonance, after controlling for Time 1 emotion-rule dissonance.

The presented lines of reasoning suggest that the association between emotion-rule dis-
sonance and burnout can either result from emotion-rule dissonance having an impact on
burnout or, vice versa, from burnout having an influence on the exposure to emotion-rule
dissonance. Although testing both assumptions is important to rule out alternative expla-
nations for stressor–strain relations (Zapf et al., 1996), we argue in favour of a unidirectional
effect of emotion-rule dissonance on employee burnout. Support for such an effect is pro-
vided by theoretical models, such as the stressor approach (Zapf, 2002), as well as by recent
research results (see Diestel & Schmidt, 2011b for preliminary support of this assumption).
Assuming that emotion-rule dissonance precedes emotional exhaustion and depersonaliza-
tion rather than following from them, we were further interested in potential moderators
that buffer against the detrimental effects of emotion-rule dissonance.

Job complexity as a moderator of the link between emotion-rule dissonance and
burnout

Given the prevalence of emotion-rule dissonance in human service interactions in general
and in care interactions in particular, the question arises as to whether moderators exist
that reduce the relation between emotion-rule dissonance and burnout. In particular,
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we were interested in whether job characteristics can buffer against the negative effects of
emotion-rule dissonance. Due to the fact that eldercare work not only entails dealing with
situations that provoke emotion-rule dissonance but also is a rather complex job, we
examined job complexity as a potential moderator of the dissonance–burnout relation.

Job complexity refers to the extent to which tasks are mentally challenging, requiring
workers to use a number of complex skills (e.g. Morgeson & Humphrey, 2006).
Complex jobs involve considering different goals and plans (e.g. Frese, 1987) as well as
solving unforeseen problems and dealing with unpredictable events (Kohn & Schooler,
1983). Aspects that contribute to job complexity in eldercare are, for example, the require-
ment to balance different expectations (of family members, care recipients, professional
standards, and supervisors) or goals (e.g. cost efficiency, detailed documentation, provid-
ing activating/stimulating care).

Job complexity is generally considered a positive aspect of work and is positively related
to well-being and job-related attitudes (see Ilgen & Hollenbeck, 1991, for a review). For
example, job complexity was shown to be positively associated with mental health
(Caplan, Cobb, French, van Harrison, & Pinneau, 1975), an active life orientation
(Kohn & Schooler, 1983), work motivation (Hackman & Oldham, 1976), as well as job
satisfaction (Morgeson & Humphrey, 2006) and performance (Fried & Ferris, 1987).
Moreover, complex jobs were shown to foster employees’ capacity to master job
demands (Brutus, Ruderman, Ohlott, & McCauley, 2000; McCauley, Ruderman, Ohlott,
& Morrow, 1994). Thus, job complexity constitutes an important situational resource
for employees (Frese, 1987) which should buffer against the negative effects of
emotion-rule dissonance on employee burnout.

One mechanism underlying the protective effect of job complexity may be related to its
capacity to strengthen employees’ personal resources and to thereby counteract the
resource loss associated with the cognitive effort arising from emotion-rule dissonance.
According to the extended job demands–resources model (Bakker & Demerouti, 2014),
job resources stimulate personal growth and foster the development of personal resources.
As suggested by Bandura (1997), the exposure to challenging work environments (such as
complex jobs) promotes learning. And these work-related learning experiences will,
according to the learning–generalization model of Kohn and Schooler (1983) and the
job characteristics theory (Kulik, Oldham, & Hackman, 1987), generalize to other situ-
ations. Thus, it is argued that individuals, through learning experiences, build personal
resources over time. Job complexity, in particular, seems to have beneficial effects on
employees’ intellectual and cognitive abilities. Studies in a variety of contexts have
shown that complex tasks improve employees’ creativity (for a meta-analysis, see
Hammond, Neff, Farr, Schwall, & Zhao, 2011), intellectual functioning (Kramer,
Bherer, Colcombe, Dong, & Greenough, 2004), and intellectual flexibility (Caplan &
Schooler, 2006; Kohn & Schooler, 1983; Schooler, Mulatu, & Oates, 2004). In following
COR theory, the gain of personal resources through performing complex jobs should
counteract the resource loss associated with the cognitive effort required to align the dis-
played with the organizationally mandated emotions.

On the other hand, the personal resources (i.e. cognitive abilities) built by working on
complex jobs may help employees to better tolerate the inner tension induced by emotion-
rule dissonance. In line with this reasoning, cognitive abilities were shown to reduce the
negative effects of emotional arousal on mental health (Masten et al., 1999). Moreover,
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cognitive flexibility was found to attenuate the relation between emotional arousal associ-
ated with life stress and emotional problems (Flouri, Hickey, Mavroveli, & Hurry, 2011).
The mechanism underlying the protective effect of cognitive flexibility is argued to reside
in the strengthening of control over emotions (Flouri et al., 2011). Assuming that employ-
ees who perform cognitively complex work built personal resources, as suggested by the
job demands–resources model (Bakker & Demerouti, 2014), the learning–generalization
model (Kohn & Schooler, 1983), and the job characteristics theory (Kulik et al., 1987),
we expect that these employees are less negatively affected by the inner tension associated
with emotion-rule dissonance than employees performing less complex jobs because the
cognitive flexibility acquired by performing complex work strengthens the employees’
abilities to control their emotions and reduces the negative effects of emotional arousal
on mental health.

To summarize, we propose that job complexity counteracts the health-impairing effects
of emotion-rule dissonance because it fosters personal development and skill acquisition
on the job. Using the acquired abilities, employees working on complex jobs might be less
negatively affected by the cognitive effort and the inner tensions associated with emotion-
rule dissonance.

Hypothesis 3a. Job complexity will moderate the relation between Time 1 emotional disso-
nance and Time 2 emotional exhaustion. The effect will be stronger for employees conduct-
ing noncomplex tasks than for those conducting complex tasks.
Hypothesis 3b. Job complexity will moderate the relation between Time 1 emotional disso-
nance and Time 2 depersonalization. The effect will be stronger for employees conducting
noncomplex tasks than for those conducting complex tasks.

Method

Procedure and sample

A 2-wave panel study with a time lag of 16 months was conducted to test the study
hypotheses. This time lag was chosen, on the one hand, as a result of weighing the rela-
tively high stability of burnout over time (e.g. .60 for emotional exhaustion; Schaufeli,
Maassen, Bakker, & Sixma, 2011) and the relatively high turnover rates among
nursing staff (e.g. 54.4%; Hasselhorn, Müller, Tackenberg, University of Wuppertal, &
NEXT-Study Coordination, 2005). On the other hand, the effects of emotion-rule dis-
sonance on burnout may take some time to evolve. According to models on the
burnout process, employees initially try to meet job demands by increasing efforts for
goal attainment, only thereafter vital exhaustion and apathy occurs (Burisch, 2006).
Thus, emotion-rule dissonance may not immediately result in burnout. Yet, to our
knowledge no works exist on the temporal relations between emotion-rule dissonance
and burnout. Therefore, we relied on previous studies on lagged effects of social stres-
sors on impaired health (Dormann & Zapf, 1999, 2002) to decide upon the optimal time
lag for our study. This research showed that time intervals between eight month and two
years are necessary to identify effects of job characteristics on strain. Thus, a time lag of
16 months seemed sufficiently long enough to detect effects of emotion-rule dissonance
on burnout and to ensure adequate participation rates in both surveys despite high turn-
over in eldercare.
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Participants were eldercare workers, recruited from 38 nursing homes or outpatient
care organizations. In both waves of data collection, we distributed paper-and-pencil ques-
tionnaires to all eldercare workers currently working in the organizations leaving aside
employees on (sick or parental) leave or on holidays. Completed questionnaires should
be returned to the researchers or should be posted in a special box placed at the ward
or at the organizational headquarters. In Wave 1, data were gathered between November
2008 and March 2009. During this period, 3155 questionnaires were distributed and 1697
were returned, resulting in a response rate of 54%. In February 2010, the organizations
were contacted again and invited to participate in the second round of data collection
lasting from March to July, 2010. During this period, 1476 of the 3145 distributed ques-
tionnaires were returned (response rate: 46%). The two data sets were linked using a per-
sonal code that participants were asked to provide on each survey. To avoid recall bias a
detailed instruction how to generate the personal code was given on both surveys. In total,
591 responses could be matched. Because we approached the eldercare workers via elder-
care organizations, we had no contact information to follow up on study participants who
had left their employer between the two waves of data collection. Moreover, although we
encouraged people to take part in both surveys, participation was voluntary. Therefore, the
longitudinal sample included only 35% of the Wave 1 respondents.

Of the eldercare workers for whom data were matched, 68% were employed in nursing
homes and 32% in outpatient care organizations. The sample included 27% nurses, 46%
orderlies, and 20% nursing aides. Five per cent of the participants indicated belonging
to other professional groups without specifying these, and 2% did not indicate professional
group membership. Most respondents were female (89%), reflecting the predominance of
women in eldercare and mirroring previous study results (Nolan, Grant, Brown, & Nolan,
1998). At Wave 1, 11% of the participants were younger than 31 years of age, 27% were
between 31 and 40 years, 45% were between 41 and 50 years, and 17% were 51 years or
older. Average years of experience in eldercare at Time 1 were relatively high at 10.84
years (SD = 8.27).

Given the panel dropout, chi-square tests and unpaired t-tests were conducted to
compare the final longitudinal sample with the 1106 participants who had provided
data only at Time 1. No differences were found with regard to gender, χ²(df = 1) = 0.13,
ns. However, younger employees (i.e. those below age 31; χ²(df = 5) = 11.94, p < .05)
were underrepresented in the longitudinal sample as compared to the T1-only-sample.
This corresponds with the finding that participants of both surveys had more experience
in the nursing profession than T1-only-participants, Ms = 10.83 and 9.92, t(df = 1616) =
2.13, p < .05.

Measures

Emotion-rule dissonance. Eldercare workers indicated their level of emotion-rule disso-
nance by answering the respective five-item subscale of the Frankfurt Emotion Work
Scales (FEWS 4.1; Zapf et al., 1999). For each item, respondents indicated how frequently
they need to suppress or induce feelings in order to comply with professional or organiz-
ational standards on a 5-point rating scale ranging from 1 (very seldom/never) to 5 (very
often). A sample item reads as follows: “How often does it occur in your job that one has to
display emotions that do not correspond to what is felt in this situation?” A factor analysis
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showed one factor. One item, which asked employees to compare their job with employees
experiencing frequent versus infrequent emotion regulation requirements, was excluded
because of a weak factor loading.

Job complexity. Job complexity was measured using a 4-item subscale of Büssing and
Glaser’s (2002) self-report instrument for work analysis in eldercare (German acronym:
TAA). The items assess the degree to which eldercare workers are required to generate
unique ideas, make task-related decisions, or solve non-routine problems. For example,
respondents had to assess the following statement on a 5-point rating scale ranging
from 1 (not at all) to 5 (to a very great extent): “Time and again, this job requires being
responsive to unexpected developments.”

Burnout. Burnout was assessed using the two core dimensions (Schaufeli & Taris, 2005)
of the German version of the Maslach Burnout Inventory (MBI; Büssing & Perrar, 1992),
namely emotional exhaustion and depersonalization. Emotional exhaustion was measured
using 9 items, including “I feel emotionally drained from work.” Depersonalization com-
prised 5 items, including “I feel I treat some of my patients as if they were impersonal
objects.” Itemswere scored on a 6-point rating scale ranging from 1 (never) to 6 (very often).

Missing data

In the data set, there were a few answers missing (0.2–3.2% per variable). Given the poten-
tial negative effects of not including all available data in the analysis, we used imputation
techniques to estimate the missing data. As suggested by Acock (2005), respondents with
more than 30% missing values (N = 8) were excluded from the data set. For the remaining
89 cases with a maximum of 30% missing data, missing values on the study variables but
not on the demographic variables were imputed using NORM 2.02 (Schafer, 2009). Infor-
mation for imputing missing values was drawn from all study and demographic variables.
To ensure that the imputations were statistically independent, data augmentation was
carried out for 2000 cycles. Every 200th cycle the results of the imputation were stored,
resulting in 10 simulated data sets. Imputed values were rounded to the nearest observed
value in order to reflect the response format of the items. Statistical analyses were carried
out for each of the 10 data sets separately using AMOS 21.0. Then, we combined the
results into a single set of estimates using Rubin’s rules (Lüdtke, Robitzsch, Trautwein,
& Köller, 2007). After imputation, 583 cases were available for data analysis.

Results

Descriptive statistics

Means, standard deviations, and correlations between the study variables are presented in
Table 1. Table 1 also provides information on internal consistencies as indicated by Cron-
bach’s α. Mean levels of emotion-rule dissonance amounted 2.68 at Time 1, SD = 0.93, and
2.74 at Time 2, SD = 0.96, mirroring previous study results among a sample of health care
workers (Diestel & Schmidt, 2011a). Job complexity was rated somewhat higher,Ms = 3.55
(Time 1) and 3.47 (Time 2), and rather consistently, SDs = 0.61 (Time 1) and 0.71 (Time
2). These moderate levels of variance in job complexity correspond to values obtained
from other homogeneous samples of nursing staff (Büssing & Glaser, 2002). Correlations
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Table 1. Descriptive statistics, correlations, and reliabilities for the study variables.
M SD 2 3 4 5 6 7 8 9 10 11 12 13 14

1. Age 3.67 0.91 .06 .05 −.25** .35** .04 .00 −.04 .02 −.02 .02 .00 −.07 −.06
2. Gender: female 0.89 0.31 −.04 −.10* .02 −.23** −.02 −.01 .04 .08* .02 .01 −.05 −.06
3. Occ. group: orderly 0.47 0.50 −.59** −.10* .02 −.08 −.07 −.10* −.05 −.01 −.05 −.03 −.03
4. Occ. group: nurse 0.28 0.45 .25** .05 .03 .06 −.08 −.09* .00 .07 .03 .06
5. Job tenure (in years) 10.84 8.23 .13** .03 .03 −.07 −.09* .12** .13** .03 .04
6. Weekly working hours 2.82 1.12 .06 .04 −.02 −.08 .08 .08 .14** .12**
7. Emotion-rule dissonance T1 2.68 0.93 (.85) .54** .08 .12** .42** .30** .35** .34**
8. Emotion-rule dissonance T2 2.74 0.96 (.87) .09* .13** .29** .42** .27** .43**
9. Job complexity T1 3.55 0.61 (.50) .52** .00 .00 .01 −.01
10. Job complexity T2 3.47 0.71 (.70) .00 .02 .00 −.02
11. Emotional exhaustion T1 2.86 0.97 (.89) .58** .52** .36**
12. Emotional exhaustion T2 2.94 1.02 (.91) .31** .57**
13. Depersonalization T1 2.13 0.92 (.77) .51**
14. Depersonalization T2 2.13 0.90 (.79)

Notes: Cronbach’s α shown in parentheses. Estimates are based on combined results from 10 analyses; N = 559. Age categories: 1 = younger than 21 years of age, 2 = 21–30 years, 3 = 31–40 years,
4 = 41–50 years, 5 = 51–60 years, 6 = 61years or older; Categories of weekly working hours: 1 = 20 hours or less, 2 = 21–30 hours, 3 = 31–35 hours, 4 = 36 hours or more.

*p < .05; **p < .01.
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between study constructs were medium in size and in the expected direction. Emotion-
rule dissonance was positively related to emotional exhaustion and depersonalization.
Job complexity was, by contrast, not related to the burnout dimensions. As apparent
from Table 1, emotional exhaustion and depersonalization correlated with some demo-
graphic variables. Employees with longer job tenure reported higher levels of emotional
exhaustion and those with longer weekly work hours reported higher levels of depersona-
lization. These variables were included in subsequent analyses as controls.

Preparatory analyses

In a first step, we examined whether the eldercare workers’ organizational background had
affected their responses. We therefore calculated the intraclass correlation for emotional
exhaustion and depersonalization using MPlus. For emotional exhaustion only 1% of
the variance was attributable to the organizational level (ICC = 0.009). Likewise, the
amount of variance to be explained at the organizational level was rather low for deperso-
nalization (ICC = 0.053). We therefore assumed that our data were independent and the
employees’ organizational affiliation was not controlled for in subsequent analyses.

In a second step, the instruments’ construct validity was evaluated using confirmatory
factor analyses as implemented in AMOS 21.0. To examine whether the dissonance, com-
plexity, and burnout items represent distinct constructs, we specified four alternative
models: (1) a 1-factor model with all items from Time 1 and Time 2 loading on one
factor; (2) a 2-factor model with items loading on their respective time factors; (3) a 4-
factor model with items loading on their respective emotion-rule dissonance, job complex-
ity, and burnout factors; and (4) an 8-factor model with items loading on their respective
dimensions and time points. For all models, measurement errors between corresponding
items at Time 1 and Time 2 were correlated to account for non-independence between
repeated measures (Reinecke, 2005). The 8-factor model (χ² = 2000.63, df = 852) fitted
the data better than the 1-factor model (Δχ²(df = 28) = 4277.66, p≤ .001), the 2-factor
model (Δχ²(df = 27) = 2583.97, p < .001), and the 4-factor model (Δχ²(df = 22) = 2342.19,
p < .001). In addition to its more adequate fit compared to the alternative models, the
8-factor model yielded acceptable overall fit indices, χ²/df = 2.35, comparative fit index
(CFI) = .91, root mean square of approximation (RMSEA) = .048, p-close = .867. Only the
CFI deviated slightly from its recommended range of acceptability (i.e. CFI > .95; Hu &
Bentler, 1999). An inspection of modification indices showed that adding an error corre-
lation would increase model fit. Allowing for this correlation seemed justified because the
respective items belong to the same subdimension of burnout (i.e. the emotional exhaustion
subscale). The modification led to a significant improvement in model fit, Δχ²(df = 2) =
197.33, p < .001, and a good overall fit χ²/df = 2.12, CFI = .92, RMSEA = .040, p-close = 1.00.

In a third step, this final model was tested for metric invariance across measurement
points by constraining the factor loadings of corresponding items to be equal across
time points. These equality constraints did not lead to a significant change in chi-
square, Δχ²(df = 18) = 19.87, ns, supporting the assumption that the corresponding T1
and T2 items conveyed the same meaning in both surveys. All items loaded significantly
on their respective latent dimensions. Therefore, it could be concluded that even if the
internal consistency of job complexity at Time 1 is low, its construct validity seems appro-
priate as the 8-factor model yielded satisfactory fit indices.
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Does emotion-rule dissonance precede employee burnout?

To testHypotheses 1a and 1b, which predicted that Time 1 emotion-rule dissonance would
be positively related to Time 2 emotional exhaustion and Time 2 depersonalization,
respectively, we specified competing latent structural models (Zapf et al., 1996). First,
we specified a stability model (M1). This model included autoregression paths for corre-
sponding Time 1 and Time 2 constructs and synchronous correlations between Time 1
constructs. We then added lagged effects of Time 1 emotion-rule dissonance on Time 2
burnout to the stability model (M2, hypothesized model). In a third step, a reversed
model (M3) was specified with regression paths from Time 1 burnout to Time 2
emotion-rule dissonance added to the stability model. Finally, Model 2 and Model 3 were
combined to test for reciprocal effects between emotion-rule dissonance and burnout (M4).

The stability model (M1) already yielded acceptable fit, χ²(df = 653) = 1424.68, CFI
= .93, RMSEA = .046, p-close = .987. Except for the CFI-value, the fit indices satisfied
their cut-off criteria. Adding the hypothesized effects of Time 1 emotion-rule dissonance
on Time 2 emotional exhaustion and Time 2 depersonalization (M2) significantly
improved the model fit, Δχ²(df = 2) = 19.49, p < .001, CFI = .93, RMSEA = .045, p-close
= .993. By contrast, Model 3, which contained reversed effects from Time 1 emotional
exhaustion and depersonalization to Time 2 emotion-rule dissonance, did not fit the
data better than the stability model, Δχ²(df = 2) = 2.85, p = .24, or the hypothesized
model. We further found that the reciprocal model (M4) did not differ significantly
from Model 2, Δχ²(df = 2) = 2.39, p = .30. Even if the χ²-difference test was not significant,
the path coefficients of Model 4 argued in favour of the hypothesized model because the
paths running from Time 1 emotional exhaustion and depersonalization to Time 2
emotion-rule dissonance were not significant (B = 0.03, p = .33; B = 0.06, p = .18) and
therefore unessential. By contrast, the paths running from Time 1 emotion-rule disso-
nance to Time 2 emotional exhaustion (B = 0.07, p < .05) and Time 2 depersonalization
(B = 0.18, p < .001) were significant (see Table 2). Thus, Hypothesis 1a and Hypothesis
1b, stating that Time 1 emotion-rule dissonance would be positively related to Time 2
burnout, were supported. Employees who reported regulating their emotions more fre-
quently at Time 1 experienced higher levels of emotional exhaustion and depersonaliza-
tion at Time 2 even if Time 1 levels of the burnout dimensions were controlled for.
Hypothesis 2a and Hypothesis 2b, assuming reversed causation, were not supported.

Table 2. Unstandardized path coefficients and standard errors of the stability, the hypothesized, the
reversed, and the reciprocal model.

Stability model
Hypothesized

model
Reversed
model

Reciprocal
model

Paths B SE (B) B SE (B) B SE (B) B SE (B)

Emotional exhaustion (EE) Time 1 → EE Time 2 0.63** 0.04 0.60** 0.04 0.63** 0.04 0.60** 0.04
Depersonalization (DEP) Time 1 →DEP Time 2 0.60** 0.04 0.51** 0.05 0.60** 0.04 0.51** 0.05
Emotion-rule dissonance (ED) Time 1 → ED Time 2 0.63** 0.04 0.60** 0.06 0.58** 0.05 0.60** 0.05
ED Time 1 → EE Time 2 0.07* 0.04 0.07* 0.04
ED Time 1 →DEP Time 2 0.18** 0.04 0.18** 0.04
EE Time 1 →ED Time 2 0.04 0.08 0.03 0.08
DEP Time 1 →ED Time 2 0.07 0.07 0.06 0.07

Notes: N = 569. Coefficients are based on combined results from 10 structural equation modelling analyses. Job tenure and
weekly working hours were included as control variables.

*p < .05; **p < .01.
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Does job complexity moderate the relation between emotion-rule dissonance
and employee burnout?

We examined whether job complexity exerts a buffering effect using Marsh, Wen, and
Hau’s (2004) unconstrained approach to moderated structural equation modelling. In
this approach, the products of observed variables are indicators of the latent interaction
term without imposing nonlinear constraints on the model. In simulation studies
(Marsh et al., 2004), the unconstrained approach performed relatively unbiased under
conditions of normal and non-normal distributions. Although it had less statistical
power in small sample sizes, because of larger estimated standard errors, it performed
well in larger sample sizes (N = 500). To apply the unconstrained approach, we added a
latent interaction term and a latent job complexity factor to the hypothesized model.
The latent interaction was defined by the products of the mean-centred indicators of
emotion-rule dissonance and job complexity at Time 1.

The extended model fit the data quite well, χ²(df = 1525) = 2528.89, CFI = .94, RMSEA
= .03, p-close = 1.00. Except for the CFI-value, the fit indices satisfied their cut-off criteria
(for parameter estimates, see Table 3). In support of Hypothesis 3a, job complexity inter-
acted with emotion-rule dissonance to predict emotional exhaustion (B =−0.13, p < .05).
As illustrated in Figure 1 and supported by simple slope analyses, employees who needed
to regulate their emotions particularly often felt more emotionally exhausted if they reported
lower levels of job complexity (i.e. one standard deviation below the mean; B = 0.12, t = 2.46,
p < .05). For employees with high levels of job complexity (i.e. one standard deviation above
the mean), emotion-rule dissonance at Time 1 had no effect on emotional exhaustion at
Time 2 (B =−0.04, t = 0.72, p = .47). Moreover, the model estimates reveal that the main
effect of Time 1 emotion-rule dissonance on Time 2 emotional exhaustion was no longer
significant when the interaction was taken into account (B = 0.04, p = .12).

In support of Hypothesis 3b, we found that the relation between Time 1 emotion-rule
dissonance and Time 2 depersonalization was also moderated by job complexity (B =
−0.19, p < .01). As illustrated in Figure 2 and supported by simple slope analyses, employ-
ees who needed to regulate their emotions particularly often reported a higher tendency to
depersonalize care recipients if they encountered low job complexity (B = 0.27, t = 4.15,
p < .001). Again, for employees with high levels of job complexity, the association
between emotion-rule dissonance at Time 1 and depersonalization at Time 2 was not
significant (B = 0.04, t = 0.63, p = .53). Overall, the Time 1 predictors explained 38% of

Table 3. Unstandardized path coefficients and standard errors of moderated structural equation
modelling analyses.

Emotional exhaustion Time 2 Depersonalization Time 2

Variables B SE (B) B SE (B)

Job tenure 0.01 0.00 0.00 0.00
Weekly working hours 0.02 0.02 0.04 0.03
Outcome Time 1 0.61** 0.04 0.50** 0.05
Emotion-rule dissonance (ED) Time 1 0.04 0.04 0.16** 0.04
Job Complexity (JC) Time 1 −0.03 0.07 −0.15 0.09
ED × JC Time 1 −0.13* 0.06 −0.19* 0.08
R2 0.38 0.39

Notes: N = 569. Coefficients are based on combined results from 10 structural equation modelling analyses.
*p < .05; **p < .01.
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the variance in Time 2 emotional exhaustion and 39% of the variance in Time 2
depersonalization.

Discussion

This longitudinal study was designed to examine the interactive effects of emotion-rule
dissonance and job complexity on employee burnout. It contributes to the understanding
of how these factors are linked to employee strain in two ways. First, we used longitudinal
data to examine the relation between emotion-rule dissonance and emotional exhaustion
as well as depersonalization. Second, we examined job complexity as a buffer in the

Figure 1. Lagged interaction effects of Time 1 emotion-rule dissonance and Time 1 job complexity on
Time 2 emotional exhaustion.

Figure 2. Lagged interaction effects of Time 1 emotion-rule dissonance and Time 1 job complexity on
Time 2 depersonalization.
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dissonance–burnout relation. We proposed that complex tasks would reduce the demands
associated with the discrepancy between felt and organizationally stipulated emotions,
because they strengthen employees’ capacities to deal with emotion-rule dissonance.

In concordance with our assumptions, the study results showed that emotion-rule dis-
sonance contributes to employee strain by increasing the tendency to experience
emotional exhaustion and to depersonalize care recipients. Structural equation modelling
analyses revealed that emotion-rule dissonance is an antecedent rather than a consequence
of emotional exhaustion and depersonalization. Thus, being emotionally exhausted and
perceiving care recipients as impersonal objects does not heighten employees’ perception
of emotion-rule dissonance; rather, experiencing discrepancies between felt and organiza-
tionally mandated emotions increases employee burnout in the long run. Beyond that, job
complexity qualified the relation between emotion-rule dissonance and burnout. For
eldercare workers who reported restricted job complexity (but not for their colleagues
with high levels of job complexity) we found an association between emotion-rule disso-
nance and the two burnout dimensions.

Implications

From a theoretical perspective, our findings contribute to the understanding of the health-
impairing effects of emotional labour in general and of emotion-rule dissonance in par-
ticular. By explicitly testing hypothesized, reversed, and reciprocal effects, we shed light
on the dissonance–burnout relation. Our results showed that the association stems only
from effects of emotion-rule dissonance on burnout but not from reversed effects of
burnout on emotion-rule dissonance. Thus, in concordance with our assumptions and
theoretical models of the emotional labour process (Holman et al., 2008; Zapf, 2002),
we were able to demonstrate that employee burnout does not precede, but rather
follows from emotion-rule dissonance. This finding argues in favour of the stressor
approach (Zapf, 2002), which conceptualizes emotion-rule dissonance as an external
job demand. The fact that preceding levels of burnout, although often accompanied
with negative affect (Thorensen et al., 2003), do not influence employees’ perception of
emotion-rule dissonance, suggests that the assessment of emotion-rule dissonance
indeed depends on the characteristics of the job and not on employees’ strain. Burnt
out employees are not more prone to experience dissonance-provoking situations than
their less burnt out co-workers.

The longitudinal effects found in this study were somewhat weaker than those reported
in cross-sectional research (Hülsheger & Schewe, 2011). Yet, the found effect sizes are
common in longitudinal research, owing to the fact that the explanatory variables are
related to changes in the outcome variables from Time 1 to Time 2 (because of controlling
for Time 1 measures of the outcome variables). Given the strong stability effects found in
this and other longitudinal studies, there is little change in the outcomes to be accounted
for which results in small effect sizes for the explanatory variables (Taris & Kompier,
2003). Moreover, small effect sizes are to be expected in research on stressor–strain
relations because according to Semmer, Zapf, and Greif (1996), there is an upper limit
of 15–20% variance in strain that can be explained by job stressors. The small magnitude
of the effects found in this study notwithstanding, the results support the assumption that
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being confronted with discrepancies between felt and organizationally mandated emotions
precedes job burnout.

The finding that emotion-rule dissonance precedes burnout is in line with findings by
Diestel and Schmidt (2011b) as well as by Hülsheger, Lang, and Maier (2010). Yet, it con-
tradicts Philipp and Schüpbach’s (2010) finding that exhausted teachers are more likely to
use surface acting than their less exhausted colleagues. These contradictory results stress
the importance of differentiating between emotion-rule dissonance as a job stressor and
surface acting as an emotion regulation strategy (Hülsheger & Schewe, 2011) and thus
between the stressor approach and the emotion regulation approach. Whereas the first
approach focuses on emotion-rule dissonance, the second approach focuses on the strat-
egies used to deal with discrepancies between required and felt emotions. Taking together
our findings and those reported by Philipp and Schüpbach (2010), we conclude that
emotionally exhausted employees have more difficulties in applying deep acting in
order to regulate their emotions, but that the level of experienced job burnout does not
influence their perceptions of emotion-rule dissonance as a job stressor. Thus, exhausted
employees do not experience more dissonance-provoking situations than their less
exhausted counterparts but they do rely on surface acting as a strategy of dealing with
emotion-rule dissonance more frequently.

With regard to the interactive effect of emotion-rule dissonance and complexity on job
burnout, the study results support the crucial role of job complexity in today’s work
environments. As proposed, job complexity reduced the adverse effects of emotion-rule
dissonance on employee strain. Thus, the present study provides support for Hacker’s
(2009) proposition that cognition and emotion are closely intertwined in the regulation
of work action in the service industries. Furthermore, the interaction effect is in line
with the learning–generalization model (Kohn & Schooler, 1983) and the job character-
istics theory (Kulik et al., 1987), suggesting that individuals tend to generalize their learn-
ing experiences to other situations. Thus, skills and abilities acquired by performing
mentally complex jobs seem to be generalized to emotionally demanding situations and
help employees in dealing with emotion-rule dissonance. Although the research presented
here suggests that job complexity operates as a buffer against the negative effects of
emotion-rule dissonance on burnout, it cannot speak directly about the underlying
psychological processes. Yet, the assumed mechanism that job complexity fosters intellec-
tual flexibility and creativity which in turn helps employees to master emotion-rule disso-
nance is well grounded in theory and data. The extended job demands–resources model
(Bakker & Demerouti, 2014) proposes that job resources lead to personal resources
which in turn help employees master job demands. Empirical evidence stresses the posi-
tive effects of job complexity on intellectual functioning (e.g. Kramer et al., 2004; Schooler
et al., 2004) and on the completion of job demands (Brutus et al., 2000; McCauley et al.,
1994). In the present study, we were able to expand this research by showing that job com-
plexity interacts with emotion-rule dissonance in the prediction of burnout.

Furthermore, our results on the interactive effect of job complexity and emotion-rule
dissonance encourage speculations about temporality. The results suggest that the cogni-
tive resources required for emotion regulation and built by job complexity operate on
various time frames. Emotion regulation depletes mental resources at the very moment
of regulation and only in the long run it results in employee burnout. Being confronted
with a complex work situation might momentarily also require cognitive effort, but in
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the long run it builds personal resources that help employees manage emotion-rule disso-
nance (e.g. Brutus et al., 2000). To ground these speculations in data, an important step
would be to compare the long-term and short-term effects of job complexity on cognitive
resources.

The considerations on the temporality of effects also draw attention to the question of
time lags in longitudinal research. The decision for the time lag of the present study was
guided by previous findings showing that the strongest effects of stressors on strain
emerged with intervals between eight months (Dormann & Zapf, 1999) and two years
(Dormann & Zapf, 2002). Given the strong stability effects of emotional exhaustion and
depersonalization found in the present study, the chosen 16-month interval proved just
sufficiently long enough to detect the long-term main and buffering effects of emotion-
rule dissonance and job complexity, respectively. Thus, we conclude that intervals of 16
months or longer are adequate to study the long-term effects of emotion-rule dissonance.

From a practical perspective, our findings stress the importance of designing complex
tasks to help human service workers cope with the unique emotional stressors of their
jobs. Given the fact that emotion-rule dissonance has detrimental effects on employee
strain and that complex tasks buffer these adverse effects, it seems advisable for organiz-
ations to enhance job complexity. This may be accomplished, for example, by implement-
ing primary nursing instead of functional nursing. Primary nursing is a system of care
delivery where an eldercare worker is responsible for several residents instead of being
assigned to specific tasks. This form of care organization offers the opportunity to increase
job complexity because it broadens the tasks assigned to eldercare workers and increases
decision-making authority. Although such a system of care delivery may counteract
current trends in health and eldercare toward the decomposition of complex tasks into
fragmented and taylorised bits and pieces (Hertting, Nilsson, Theorell, & Sätterlund
Larsson, 2003), the buffering effect of job complexity argues in favour of offering jobs
that involve complex tasks.

Limitations and future research

When assessing the study results, the following limitations need to be considered. First, the
theoretical argument that complex tasks buffer the negative effects of emotion-rule disso-
nance on job burnout because they foster employees’ intellectual flexibility requires further
assessment. In particular, the assumed psychological mechanism that triggers the positive
effect of complexity demands a more thorough investigation. Unfortunately, the present
study does not provide us with adequate measures of intellectual flexibility to meet this
requirement. Yet, studies on the relation between job complexity on the one hand and
intellectual flexibility (e.g. Kohn & Schooler, 1983) and creativity (for a meta-analysis,
see Hammond et al., 2011) on the other hand may serve as preliminary support for our
assumption. In these studies, job complexity was found to be moderately related to intel-
lectual flexibility, idea generation, and innovation. Based on these findings, one may con-
clude that job complexity enhances employees’ intellectual functioning which in turn
helps employees to deal with emotion-rule dissonance.

Second, although we used a complete two-wave panel design, our data do not allow us
to draw inferences regarding causality. For causal inferences, it is necessary to replicate this
evidence in an experimental setting. This would involve the experimental manipulation of
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emotion-rule dissonance and the control of other confounding variables in the laboratory.
Despite this limitation, our findings provide at least insights into the sequential order of
the dissonance–burnout relation – an important prerequisite for causality (Finkel, 1995).

Third, the internal consistency of the Time 1 job complexitymeasure was somewhat low.
Yet, additional analyses to ensure sufficient validity argued in favour of using this measure.
Confirmatory factor analysis revealed adequate model fit and significant factor loadings for
all job complexity items. In addition to this, one has to keep in mind that low internal con-
sistencies result in inflated standard errors and correspondingly small t-statistics making it
more difficult for researchers to detect significant effects. Thus, the low reliability may only
have led to an underestimation of potential effects of job complexity.

Finally, our findings rely on a specific sample of service workers, namely on eldercare
workers. Future research should therefore contribute to the generalizability of the pro-
tective effect of job complexity by replicating it in other work contexts. Moreover, our
longitudinal sample was somewhat older than the T1-only sample, suggesting that panel
dropout was higher among younger eldercare workers. This selective dropout might be
explained by the fact that younger eldercare workers change their employers more fre-
quently (Hasselhorn et al., 2005), contributing to a higher dropout rate in our longitudi-
nal study. However, participants’ age should neither have an influence on the relation
between emotion-rule dissonance and burnout nor on the moderating effect of job
complexity.

Conclusions

The discrepancy between felt and organizationally stipulated emotions has been labelled
emotion-rule dissonance (Holman et al., 2008) and has been conceptualized as a stressor
in human service work (Zapf, 2002). In the current study, we investigated the relation
between emotion-rule dissonance and employee burnout as well as the moderating role
of job complexity using longitudinal data gathered from eldercare workers. We were
able to demonstrate that emotion-rule dissonance precedes emotional exhaustion and
depersonalization rather than following from them. Beyond that, we found that the
adverse effects of emotion-rule dissonance are influenced by the extent to which employ-
ees fulfil complex tasks. Employees whose jobs offer substantive complex tasks experience
lower levels of emotional exhaustion and depersonalization when confronted with
emotion-rule dissonance at work than those employees who are offered restricted job
complexity.
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