CHAPTER 4: WORKPLACE EMOTIONS, ATTITUDES AND

STRESS

How emotions and cognition influence attitudes and behaviour

EMOTIONS IN THE WORKPLACE

Emotions: physiological, behavioural and psychological episodes experienced towards an
object, person oreventhatcreates a state of readiness

- Intensefeelings

- Directed at someone/something

These episodes are very brief
Thisdiffersfrom moods, which aren’tdirected towards anythingin particularand tend to be
longerterm emotional states
- Lessintensethanemotions
- Lack contextual stimulus

Emotions are experiences

They represent changesin our physiological state (blood pressure, heart rate), psychological
state (thought processes) and behaviour (facial expression)

Genderand emotions

Comparedto men, women

- Experience emotions more intensely

- Show greateremotional expression

- Display more frequent expressions of all emotions, exceptanger
- Why:

Men and women have been socialised differently

- Men: toughand brave

- Women:nurturing

Women have more innate ability toread emotions

Women may have a greater need forsocial approval

Understand emotions
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Basic emotions across cultures:

1. Happiness

2. Sadness—a self-focused emotion associated with asad event
3. Fear-—causes:

Public speaking - Glossephabia 747
Death = Necrophobia 48T

Spiders - Arachnophobia 305 %
Darkness - Achluophobia 1M%
Heights - Acrophobia 10%
Social situvafions - Sociophobia 79 %
Flying - Aercphobia L5 %
Confined spaces - Clausirophobia 25%
Open spaces - Agoraphobia 22%
Thund er and lighining — Brontophobia 2%

4. Disgust—elicited by appraisals of contamination, impurity, or potential degradation



5. Anger
6. Regret—counterfactual thinking

Emotions, attitudes and behaviour
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* Beliefs and * Feelings

Firstneedto know about attitudes to understand how emotionsinfluence our

thoughts/behaviour

Attitudes: the cluster of beliefs, assessed feelings and behavioural intentions towards a

person, objectorevent

Attitudes are judgements, emotions are experiences

Attitudes might operate unconsciously

Attitudes are stable, emotions are experienced briefly

3 cognitive components of attitudes:

1. Beliefs: established perceptions about the attitude object —what you believeto be true

2. Feelings: conscious posornegevaluations of the attitude object

3. Behaviouralintentions: represent your motivation to engage in a particularbehaviour
regardingthe attitude object

create that influence

* Intended

values behaviour
* “My job lgsc_:ks“ * “I do not like

responsibility. my job.” * “] am going to
«“Job e quit my job.”

responsibility

is important.”
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Attitude formation

Direct experience (stronger affects)

- Availability

Social learning

- Family, peergroups, religious organisations, culture



How emotions influence attitudes and behaviour
e Ourbraintags incoming sensory info with emotional marketers based onaquickand
imprecise evaluation of whetherthatinfo supports orthreatens ourinnate drives
e These markersaren’tcalculated feelings, they are automaticand non conscious emotional
responses based on thinslices of sensory info

Attitude change
Three key processes
1. Somethingpersuadesthe persontoshift hisorherattitudes (persuasive communication)
2. Normsof a social group can affecta person’sattitude (social norms)
3. Personbecomesuncomfortable with some aspects of heror his beliefs ( cognitive
dissonance)
e An emotional experience caused by a perception that ourbeliefs, feelings and behaviourare
incongruent
e Thisinconsistency generates emotions such as feeling hypocritical, that motivate the person
to create more consistency by changing one or more of these elements
e Reducingcognitive dissonance: changing beliefsand feelings
- Develop more favourable attitudes towards specificfeature of the decision
- Emphasise how yourotherdecisions have been frugal

: Modelling
Attitude 5
Role Playing

Social Reinforcement

Attitude changes to be
Behaviour consistent with
behaviour

(yourbehaviour can change your attitude)

Generating positive emotions at work
e Org’s mainfocusshouldbe to create positive emotions through the jobitself aswell as
natural every day occurrences such as polite customers and supportive co-workers

Emotions and personality
e Emotionsare also partly determined by a person’s personality, not just workplace
experiences
e People with more pos emotions typically have higher emotional stability and are extraverted
e Posand negemotional traits affecta person’s attendance, turnoverand long term work
attitudes



Discussthe dynamics of emotional labourandthe role of emotional intelligence in the work place

MANAGING EMOTIONS AT WORK

e Emotional labour: the effort, planning and control needed to express organisationally
desired emotions duringinterpersonal transactions

e Emotional labourincreases when employees must precisely abide by display rules —norms
or explicitrules

e Alsohigherwhenjobsrequire avariety of emotionsand more intense emotions

Emotional display norms across cultures
e Ethiopia,Japanand Austriaare cultures that discourage emotional expression
e Peopleare expectedtobe subdued, have relatively monotonicvoice intonation and avoid
physical movement and touching that display emotion

Emotional dissonance
e The psychological tension experienced when the emotions people are required to display
are quite differentfromthe emotions they actually experience at that moment
e Canleadto stressandburnout: emotional labour requires effortand attention, which
consumer personal energy

e Ourtrue emotionstendtoreveal themselves as subtle gestures, usually without our
awareness

Emotionalintelligence
e Asetof abilitiesto perceiveand express emotion, assimilate emotion in thought,
understand and reason with emotion, and regulate emotion in oneself and others
e Anindividual’s ability to:
- Understand emotions
- Perceive emotions
- Manage emotions
- Use emotions

e 4 dimensions:
1. Awarenessof ownemotions
- Abilityto perceiveand understand the meaning of your own emotions
- More sensitiveto subtle emotional responses to events and understand their message
- Self-aware people more able to eavesdrop on theirown emotional responses to specific
situations

2. Managementof ownemotions
- We keepdisruptive impulsesin check
- Includesgenerating or suppressing emotions

3. Awarenessof others’ emotions
- Empathy

4. Management of others’ emotions

Emotional intelligence outcomes and training
e Those with higherElare betterat buildinginterpersonal relations, perform betterin jobs
requiringemotional labour, are superiorleaders, make better decisions involving social
exchanges, higherteamwork effectiveness




Affectiveeventstheory

Employeesreact emotionally to things that happen to them at work; this emotional reaction
influences theirjob performance and satisfaction

Emotion labour

An employee expresses organisationally desired emotions duringinterpersonal interactions
Which emotions are desired by organisations?
- Happiness - Maccas

Emotional self regulation

Face acting

- Manipulating facial muscles directly without really experiencing the emotion
- Negative interpersonal consequences

- Quitefake

- Peoplecanseethroughit

- Emotional dissonance

Deepacting

- Mentally visualising asituation that will activate the emotion and express it naturally
- Positiveinterpersonal consequences

- Can’tseethroughit as easily

Mindfulness

The clear and single minded awareness of what actually happensto usand in us at the
successive moments of perception

Mindful people experience

- Lessdepressedandanxious

- More pos affect

- Higherself-esteem

Summarise the consequences of job dissatisfaction, as wellas strategies to increase organisational
(affective) commitment

Job satisfaction:a person’s evaluation of hisorher job and work context

It's an appraisal of perceived job characteristics, work environment and emotional

experiences atwork

Satisfied employees have afavourable evaluation of theirjobs, based on observations and

emotional experiences

Problems:

- Many dissatisfied employees are reluctant to reveal theirfeelingsin adirect question,
b/c thisisa tantamountto admitting that they made a poorjob choice and not enjoying
life

- Cultural values make it difficult to compare job satisfaction across countries

- Jobsatisfaction changes with economic conditions

Causes of job satisfaction

- Work itself

- Pay andadvancementopportunities

- Supervision



i Work Situation —— Job

- Co-workers
Enjoyingthe work itselfis almost always most strongly correlated with high levels of job
satisfaction
Once a person reachesthe level of comfortable living the relationship b/w pay and
satisfaction virtually disappears
People with pos core self-evaluations, believeintheirinnerworth and basiccompetence,
and are more satisfied with theirwork
Satisfaction affects:
- Individual productivity
- Organisational productivity
- Organisational citizenship behaviour
= |svoluntary, informalbehaviourthat contributes to organisational effectiveness
= Generally,it’snotrewarded or detected by formal performance evaluation
systems
= E.g.ifacolleagueissick, youoffertocovertheirworkload —nota job
requirement
= 5 componentsof OCB:
1. Altruism
2. Conscientiousness
3. Sportsmanship
4. Courtesy
5. Civicduty
Determinants of OCB:
- Expectedfairtreatment
- Breadthof job
- Jobsatisfaction & organisational commitment

- Customersatisfaction

Personality/
Dispositional

| Values
Satisfaction ¢

Sodial Influence

(SIP)

Determinants of Job
Satisfaction

Job satisfaction and work behaviour

Exit-voice-loyalty neglect model: the 4 waysin which employeesrespondtojob

dissatisfaction

- Exit:leavingthe org (may not happenif cannotfind anotherjob)

- Voice:any attemptto change, ratherthan escape from the dissatisfying situation

- Loyalty: was not an outcome of dissatisfaction, rather, it determined whether people
exited orvoiced



- Neglect:reducing work effort, playing less attention to quality, increasing absenteeism
and lateness

Active

EXIT WOICE

Destructive Constructive

[
NEGLECT LOYWALTY

Passive

Job satisfaction and performance
e There’sa moderately positive relationship b/w job satisfaction and performance

e Workerstendto be more productive to some extent when they have more pos attitudes
towards theirjob and workplace

Job satisfaction and customer satisfaction
e Employeesfirst, customers second
e Whentheyare putfirst, they really and truly take better care of the customerthan anybody
else
e Service profitchain model: theory explaining how employees’ job satisfaction influences
company profitability through service quality, customer loyalty and related factors

ORGANISATIONAL COMMITMENT

e Affectiveorganisational commitment:anindividual’'s emotional attachmentto, involvement
in, and identification with the org

e Continuance commitment:anindividual’s calculative attachmentto an org based on
perceived costs of leaving it
- Firstform: whenan employeehas no alternative employment options
- Secondform:whenleaving the company would be asignificant financial sacrifice

e Normative commitment:anindividual’s feelings of obligation to remain withinan org

Consequences of affective, continuance and normative commitment
e Affectiveand normative commitment can enable organisations to build up significant
competitive advantage
- Lesslikelytoquittheirjobs
- Highermotivation
- Higherjobperformance, some what

Whistleblowing
e Individuals who disclose infoaboutillegal orinappropriate activities within a corporation



OlLost their jobs or were forced to retire 69% OSevere depression 84%

OReceived negative performance cvaluations 64% CFeelings of isolation 84%
OWere more closcly monitored 68% ODistrust of others 78%
W criiciand o svokdad by pests A CPoor physical health 69%
[Severe financial decline 66%
DWere prevented from getting another job in their field ~ 64%
- - CProblems with fumily relations 53%
Organisational
Retaliation Reactions to Whistleblowing

Building organisational commitment
e Justice and support
Sharedvalues
Trust: pos expectations one person hastowards another personinsituationsinvolving risk
Organisational comprehension
Employee involvement




