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REMARKS 

The reader is to be reminded of the following: 

• The references as well as the editorial style comply with the requirements prescribed by 

the Publication Manual (5th edition) of the American Psychological Association (APA). 

This practice is in line with the policy of the Programme in Industrial Psychology of the 

North-West University namely to make use of the APA style in all scientific documents 

as from January 1999. 

• The mini-dissertation is submitted in the form of a research article. The editorial style 

specified by the South African Journal of Industrial Psychology (which agrees largely 

with the APA style) was used, but the APA guidelines were followed in constructing 

tables. 

• The mini-dissertation is presented as one research article. 

• This material is based upon work supported by the National Research Foundation under 

grant number TTK2005080800011. 
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SUMMARY 

Topic: Job characteristics, emotional labour and work related flow in an insurance industry 

call centre. 

Key terms: Call centres, job demands, job resources, emotional labour, work-related flow 

The global call centre industry has experienced significant growth over the past few years. 

South Africa has experienced the same trend and in addition, is increasingly beginning to 

appear on the radar screens of international organisations looking at offshoring opportunities. 

Call centres form a critical link between companies and their customers. Well-run call centres 

balance operations between the goals of efficiency and service quality, as to ensure satisfied 

customers. The window of opportunity exists for South Africa to compete and excel in 

business process outsourcing and call centre industries in English speaking markets such as 

America, Canada, the United Kingdom and Ireland. In the call centre work environment, the 

main business is mediated by computer and telephone-based technologies that facilitate 

remote human encounters between the end customer and the employee over the telephone. 

Besides being managed and controlled by a relatively small number of managers, call centre 

agents' activities are often managed, measured and monitored by computer technology. 

Research has proved that this can place enormous pressure on these employees, resulting in a 

demanding and stressful job. 

The objective of this study was to investigate the relationship between job characteristics, 

emotional labour and work-related flow of call centre agents in an insurance company. A 

cross-sectional survey design was used with an availability sample (N = 156). A self-

constructed instrument, Job Demands and Resources Scale (JDRS), was used to measure the 

unique job demands and job resources in the insurance industry. In addition to the JDRS, the 

Frankfurt Emotion Work Scales-E (FEWS) and the Work-Related Flow Scale (WOLF) were 

used as measuring instruments. 

The results showed that there is some correlation between the job demands and job resources 

and their impact on the experience of emotional labour and work-related flow. It further 

indicated that the availability of some job resources and the lack of job demands are 

predictors of work-related flow and conversely the presence of job demands and the lack of 
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job resources are in some instances predictors of emotional labour. No differences were 

found between demographic groups of employees regarding levels of emotional labour and 

work-related flow. 

Recommendations were made for further research. 
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OPSOMMING 

Onderwerp: Werkseienskappe, emosionele arbeid en werksverwante vloei in 'n versekerings 

industrie inbelsentrum. 

Sleutelterme; Telefoniesehulpbelsentrums, werkeise, werkhulpbronne, emosionele arbeid, 

werksverwante vloei. 

Die internasionale inbelsentrum industrie het oor die afgelope paar jaar geweldige groei 

getoon. Hierdie tendens is ook in Suid-Afrika ervaar. Dit is ook duidelik dat internasionale 

kliente Suid Afrika oorweeg in terme van koste effektiewe buitelandse geleenthede. 

Inbelsentrums vorm 'n kritieke skakel tussen organisasies en hulle kliente. Goeie 

inbelsentrums vind 'n balans tussen die doelwitte van effektiwiteit en kwaliteit diens, om 

sodoende kliente tevredenheid te verseker. Daar is 'n geleentheid vir Suid-Afrika om op 

hierdie gebied mee te ding in Engelssprekende markte soos Amerika, Kanada, die Verenigde 

Koningkryke en Ierland. In die inbelsentrum werksomgewing word werk hoofsaaklik 

gefasiliteer deur rekenaar en telefoon gebaseerde sisteme, om kontak tussen die klient en die 

organisasie moontlik te maak. Inbelsentrum konsultante word deur 'n relatiewe klein 

hoeveelheid bestuurders beheer en word hoofsaaklik gemonitor en ge-evalueer deur rekenaar 

tegnologie. Navorsing het getoon dat dit geweldige druk op die werknemer kan plaas, met die 

gevolg dat dit as 'n veeleisende en stresvolle werk gesien kan word. 

Die doelwit van hierdie navorsing was om ondersoek in te stel na die verhouding tussen 

werkseienskappe, emosionele arbeid en werksverwante vloei van telefoniesehulpsentrum-

agente binne 'n versekeringsfirma. 'n Dwarsdeursnee-opname ontwerp met 'n 

beskikbaarheidsteekproef (N = 156) is gebruik. Yi Selfsaamgestelde vraelys, die Werkeise en 

Werkhulpbronne Skaal (JDRS), is gebruik om die unieke werkeise en werkhulpbronne in die 

versekeringsbedryf te meet. Benewens die JDRS is die Frankfurt Emosionele Arbeid Skaal-E 

(FEWS) en Werksverwante Vloei-skaal (WOLF) as metingsinstrumente gebruik. 

Die resultate het getoon dat daar 'n mate van korrelasie is tussen werkeise en werkhulpbronne 

en hulle invloed op die ervaring van emosionele arbeid en werkverwante vloei. Dit dui verder 

aan dat die beskikbaarheid van sekere werkhulpbronne en die afwesigheid van werkeise 

voorspellers is van werkverwante vloei. In teenstelling daarmee dui die resultate ook aan dat 
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die aanwesigheid van werkeise en die gebrek aan werkhulpbronne in 'n mate voorspellers is 

van emosionele arbeid. Geen statistics betekenisvoUe verskille is gevind tussen demografiese 

groepe en die ervaring van emosionele arbeid en werkverwante vloei nie. 

Aanbevelings vir toekomstige navorsing is aan die hand gedoen. 
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CHAPTER 1 

INTRODUCTION 

This mini-dissertation deals with job characteristics, emotional labour and work-related flow in 

an Insurance industry call centre. 

This chapter focuses on the problem statement, research objectives and research method. The 

chapter starts out with a problem statement, giving an overview of previous related research 

conducted on job characteristics, emotional labour and work-related flow, linking it with this 

research project and its research objectives. A discussion of the research method follows, with 

details regarding the empirical study, research design, study population, measuring instruments 

and statistical analysis. It concludes with a chapter summary giving an overview of the chapters 

that comprise this mini-dissertation. 

1.1 PROBLEM STATEMENT 

Globally, the growth of call centres has been estimated at 6% for the next three years with the 

number of call centres growing from 110 000 to 130 000. Locally a similar trend has emerged. 

The number of call centres in South Africa is estimated to reach 939 by 2008 with about 100 000 

jobs being created over the same period 

(http://www.capegateway.gov.za/other/2005/10/call_cen_business_process_outsourcing_paper). 

Currently around 80 000 people are employed by call centres. This rapid growth can be 

attributed to technological advances in integrated telephone computer technology, the 

convenience factor for consumers, and substantial cost reductions achieved by telephone service 

delivery in contrast to face-to-face contact in branches (Sergeant & Frenkel, 2000). 

A call centre is a work environment in which the main business is mediated by computer and 

telephone-based technologies that enable the efficient distribution of incoming calls or allocation 

of outgoing calls to available staff, and permit customer-employee interaction to occur 

simultaneously with the use of display screen equipment and the instant access to, and inputting 
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of information (Holman, 2003). It facilitates remote human encounters between the end customer 

and the service firm employee via the telephone. Call centres are "tools" for organising 

communication with customers, with the help of telecommunication (Henn, Kruse & Strawe, 

1996). The majority of call centres have been established to organise mass service for customers, 

and the work in call centres is characterised by routine work and low task control. Call centre 

employees are required to suggest a "friendly smile" when they are on the phone (Zapf, Isic, 

Bechtold & Blau, 2003). 

Call centres seem to have the potential to completely replace face-to-face customer contacts 

through branch networks (Hawcroft & Beckett, 1993). Call centre agents are important for 

service organisations since they provide a link between the external customer environment and 

the internal operations of the organisation (Zeithaml & Bitner, 2000). They represent the 

company and directly influence the service quality perceptions of the customer. 

Besides being managed and controlled by a relatively small number of managers and support 

staff, call centre agents' activities are often managed, measured and monitored by computer 

technology. According to Holman (2003) this can place enormous pressure on these employees. 

Although some employees enjoy call centre work, for others it is a demanding and stressful job 

(Holman, 2003). Their work is characterised by performing multiple tasks with frequent 

interruptions and repetitive movements while complex information is processed. It is also 

expected from them to have good communication skills and to be efficient while they work in 

noisy environments, usually under high time pressures. Some perceptions of call centre work 

include that it is boring, monotonous, demanding and stressful (Fernie & Metcalf, 1998). Call 

centres are also labelled as electronic sweatshops, electronic panopticans and the dark static mills 

of the twenty-first century (Fernie & Metcalf, 1998). Faced with a lot of job demands and in 

many cases little or no job resources, working in these conditions can sometimes have negative 

consequences for the organisation and the employee. 

Job demands refer to those physical, psychological, social or organisational aspects of the job 
that require sustained physical and/or psychological (cognitive and emotional) effort, and are 
therefore associated with certain physiological and/or psychological costs (Bakker, Demerouti, 
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De Boer & Schaufeli, 2003). It may include high work pressure, role overload, emotional 

demands and poor environmental conditions. Job demands represent characteristics of the job 

that potentially evoke strain in cases where they exceed the employee's adaptive capability 

(Bakker, Demerouti & Schaufeli, 2003). Job demands are however not necessarily negative, but 

may turn into stressors when meeting those demands requires high effort from which the 

employee has not adequately recovered (Meijman & Mulder, 1998). 

Metz, Rothe and Degener (2001) analysed 37 Customer Service Representative jobs which lead 

them to criticise the poor decision latitude as well as the low complexity and high division of the 

work. Agents continuously had to repeat the same activities thereby scarcely having the 

opportunity to make use of their professional know-how. Most call centre employees working in 

the front office do not complete professional training for their telephone work (Baumgart et al., 

2002). In order to prevent inexperienced agents from making mistakes, complexity of work is 

often massively restricted. Most calls are based on a predetermined script that agents are 

expected to follow strictly. Agents have very little autonomy and control over their work because 

they are not allowed to deviate from the predetermined message in order to meet customer 

demands. Having to use the same communication script approximately a hundred times a day 

leads to feelings of monotony and boredom (Wieland & Timm, 2004). 

Job resources, on the other hand, refer to those physical, psychological, social, or organisational 

aspects of the job that (1) are functional in achieving work goals; (2) reduce job demands and the 

associated physiological and psychological costs; or (3) stimulate person growth and 

development (Bakker, Demerouti, De Boer et al., 2003). Resources may be located at the level of 

the organisation (e.g. salary, career opportunities, job security), interpersonal and social relations 

(e.g. supervisor and co-worker support, team climate), the organisation of work (e.g. role clarity, 

participation in decision making), and the task level (e.g. performance feedback, skill variety, 

task significance, task identity, autonomy). 

Job demands and job resources are negatively related, since job demands such as high work 

pressure and emotionally demanding interactions with clients may preclude the mobilisation of 
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job resources. In the same manner high job resources may reduce job demands (Bakker, 

Demerouti, De Boer et al., 2003). 

To do his/her job, the call centre agent sits at a table in front of a computer, wearing a headset for 

communicating with the customer, leaving his/her hands free in order to input data into the 

computer when necessary. Depending on the business, a call centre agent talks to between 60 

and 250 clients per eight-hour shift. The more customers talked to, the less time available for 

each of them and the more routine (and boring) these conversations may become for the agent 

(Dieckhoff, Freigang-Bauer, Schroter & Viereck, 2002). 

The ways call centres get in contact with customers may differ. Whereas inbound call centres are 

restricted to a passive role (i.e. being called up exclusively by customers having any questions or 

complaints concerning a product), outbound call centres actively engage in phoning people up, 

e.g. telemarketing call centres. From the company's point of view, the advantages of inbound 

and outbound call centres are manifold: lower costs in the area of field work because even 

sophisticated services may be rendered by the phone; and more satisfied customers because, 

ideally, the call centre can be contacted seven days a week, 24 hours a day (Henn et al., 1996) 

The high rate of turnover and absenteeism in many call centres suggest that working in call 

centres is a stressful experience (Holman, 2003). Relatively short-cycle routine interactions with 

customers mostly controlled by automatic call distribution systems and supported by networked 

information technologies allow little control of when and whom to speak to. Moreover, agents 

are expected to always be friendly on the telephone - imposing emotional demands on the call 

centre agent (Holman, 2003). Isic, Dorman and Zapf (1999) compared the working conditions of 

250 call centre employees to those in banks and administrative offices. While call centres did not 

stand out in terms of job stressors such as uncertainty, organisational problems, and time 

pressure, they were distinguished by very low task control and timing control. Agents also 

suffered significantly more from psychosomatic complaints than employees in banks and 

administrative offices. 
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Call centre agents cannot be assumed to always be in a good mood. Rather, they frequently 

encounter situations where anger is likely to be the dominant emotion (Deery, Iverson & Walsh, 

2002). This may be the result of encountering difficult, disappointed and disruptive customers 

from time to time. It is important to diffuse the tension so that the situation can be resolved with 

minimum stress for both the agent and the customer. Employees must listen to try and 

understand the customer's point of view, even if the customer is being unreasonable (Crome, 

1998). 

A common stereotype regarding call centre work is that managing phone-based customer 

interactions all day is neither complicated nor demanding as most interactions are basic, simple, 

and scripted. Research has however shown that the work of call centre agents is very demanding 

with respect to various aspects (Holman, 2003). In order to do the job correctly, call centre 

agents have to perform several attention consuming, simultaneous subtasks such as controlling 

the call using sophisticated listening and questioning skills, operating a keyboard to input data 

into the system, reading often detailed information from a visual display unit, and speaking to 

customers. Furthermore, as many customers are subjected to long waiting periods their 

satisfaction is negatively affected and these tasks are thus often conducted under high time 

pressure. According to Wegge, Van Dick, Fisher, Wecking and Moltzen (2006), a call centre 

agent sometimes communicates with about 100 customers during a typical eight-hour shift. To 

also continuously keep track of whom you are speaking to, and the frequent readjustment to new 

customers is a further non-trivial attention requirement. More significantly, call centre agents are 

usually instructed to be friendly, enthusiastic, polite, and helpful to customers, even if customers 

are rude. This indicates further demands with respect to the volitional presentation of emotions in 

opposition to those being actually felt (Wegge et al., 2006). The impact of their work 

environment on their emotions can be linked to emotional labour. 

Emotional labour refers to the management of human feelings during the execution of the labour 

process (Bolton, 2000). First defined as "feelings management", it is performed as part of paid 

work. Second, it is undertaken during the commercial interaction involving a direct encounter 

between employees and customers (Bolton, 2000). The product of emotional labour is the state 

of mind and the feelings of the customer. In practice this means that the employee must persuade 
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the customer to love the product and the enterprise. The third aspect of emotional labour entails 

the management of employees' own feelings as defined by enterprise needs, when they become 

the business ambassadors of their companies, magnifying the importance of performance during 

the employee/customer interaction (Bolton, 2000). 

The expression of organisationally desired emotions is not an end in itself. Emotions are shown 

to have an influence on clients (Kruml & Geddes, 2000). Expressing emotions is one possible 

way to influence the client's emotions. To be able to do so, the accurate perception of the client's 

emotions, as well as the accurate identification of the emotional display required, is an important 

prerequisite. Hochschild (1983) argued that carrying out emotion work for long hours would 

overtax the employee's ability to show the desired emotions. They would go on smiling, but they 

would not feel the expected emotions. This discrepancy between displayed and felt emotions is 

called emotional dissonance, which in the long run, could lead to psychological ill health. 

Emotion work could also have positive effects on psychological well-being. At the level of social 

interactions it can be argued that if agents successfully meet the requirement to display and sense 

emotions it will contribute to the feeling of self-efficacy or personal accomplishment (Bierhoff, 

1990). The question that can be asked is what the factors are that motivate people to stay and to 

enjoy their work in an emotional labouring environment. 

Previous research has shown that call centre agents responsible for outbound calls report less 

time pressure, more autonomy, and lower strain than agents working inbound only (Isic et al., 

1999). Shah and Bandi (2003) also found that employees in call centres value the access to 

training and development programmes. Having access to such programmes is a real enrichment 

and benefit because many agents often receive little training before they start their job. In 

addition to this, Hackman and Oldham (1980) refer to specific job characteristics with 

motivational potential. Such job characteristics foster so-called critical psychological states (e.g. 

meaningfiilness, job satisfaction and flow), which in turn, drive people's attitudes and 

behaviours. In this study the specific focus will be on work-related flow. 
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Flow has been conceptualised as a concept to describe the sense of effortless action in moments 

that stand out as the best in their lives (Csikszentmihalyi, 1997). It is a state of consciousness 

where people become totally immersed in an activity, and enjoy it intensely (Salanova, Bakker & 

Llorens, 2006). According to Csikszentmihalyi (1975) the key to human happiness is loving 

one's everyday profession. Csikszentmihalyi (1975) describes flow therefore as the positive 

experiences created when challenges are congruent with the skills of the individual. The 

matching of personal skills and a meaningful challenge provides the experience of a deep sense 

of enjoyment and focused attention on an activity. People who have experienced flow want to 

replicate the activity, regardless of whether the activity provides material rewards or not. 

Individuals who frequently experience flow are more likely to have higher levels of motivation, 

concentration, better psychological and physical health. In addition, these people are also more 

alert, energetic, creative, competent and able to make sound decisions (Csikszentmihalyi, 1990). 

Bakker (2004) applied the concept of flow to the work situation, and defined work-related flow 

as a short-term peak experience at work that is characterised by absorption, work enjoyment and 

intrinsic work motivation. Absorption refers to a state of total concentration, whereby employees 

are totally immersed in their work (Salanova et al., 2006). They forget about time and everything 

else around them. Employees who enjoy their work and feel happy make a very positive 

judgment about the quality of their working life. This enjoyment or happiness is the outcome of 

cognitive and affective evaluation of the flow experience (Salanova et al., 2006). Finally, 

intrinsic work motivation refers to the need to perform a certain work-related activity with the 

aim of experiencing the inherent pleasure and satisfaction in the activity. Flow is achieved when 

all levels of consciousness are in harmony with each other (Csikszentmihalyi, 1975; 1988; 1993; 

1997). 

LeFevre (1988) suggested that individuals are more likely to experience flow at work than 

leisure due to the high-challenge and high-skill context of a work situation. Carli, Delia Fave and 

Massimini (1988) found that there is a relationship between flow and well-being on and off the 

job. An important contributor to employees' level of intrinsic motivation seems to be job design 

(Judge, Bono & Locke, 2000). Complex, challenging jobs (characterised by skill variety, 
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identity, significance, feedback and high levels of autonomy) specifically tend to support and 

encourage higher levels of intrinsic motivation (Oldham & Cummings, 1996). 

In South African studies, Le Roux (2005) found among a sample of employees working in the 

mining industry that job resources are a significant predictor of work-related flow. Swart (2006) 

found in a sample of call centre agents that job resources explain 38% of the variance in work-

related flow, however this prediction was not statistically significant. No South African research 

could however be found on the relationship between emotional labour and work-related flow in 

call centres. It is therefore the aim of this research to determine whether such a relationship 

exists and to determine what the role of job demands and job resources would be on such a 

relationship. 

This research will attempt to answer the following questions: 

• How are job characteristics, emotional labour and work-related flow conceptualised from the 

literature? 

• What is the relationship between job characteristics, emotional labour and work-related flow 

according to the literature? 

• How valid and reliable are the measuring instruments of job characteristics, emotional 

labour, and work-related flow within an insurance industry call centre? 

• What is the relationship between job characteristics, emotional labour and work-related flow 

within an insurance industry call centre? 

• Can job resources and a lack of job demands predict work-related flow in an insurance 

industry call centre? 

• Can job demands and a lack of job resources predict emotional labour in an insurance 

industry call centre? 
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1.2 RESEARCH OBJECTIVES 

1.2.1 General objective 

The general objective of this research is to determine the relationship between job characteristics, 

emotional labour and work-related flow in an insurance industry call centre. 

1.2.2 Specific objectives 

The specific objectives of the research are: 

• To conceptualise job characteristics, emotional labour and work-related flow from the 

literature. 

• To determine the relationship between job characteristics, emotional labour and work-related 

flow according to the literature. 

• To determine the construct validity and internal consistency of the measuring instruments of 

job characteristics (i.e. job demands and job resources), emotional labour and work-related 

flow. 

• To determine the relationship between job characteristics, emotional labour and work-related 

flow for employees in an insurance industry call centre. 

• To determine whether job demands and job resources can predict work-related flow in an 

insurance industry call centre. 

• To determine whether job resources and the lack of job demands can predict emotional 

labour in an insurance industry call centre. 

• To determine, based on demographic factors, the differences experienced in terms of 

emotional labour and work-related flow in an insurance industry call centre. 

• To make recommendations for future research. 

1.3 RESEARCH METHOD 

The research method consists of a literature review and an empirical study. 
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1.3.1 Literature review 

The literature review focuses on previous research on job characteristics, emotional labour and 

work-related flow. An overview is given of how job characteristics, emotional labour and work-

related flow is conceptualised in the literature and the relationship between these constructs. 

1.3.2 Empirical study 

The empirical study consists of the research design, the participants, and the measuring battery. 

1.3.2.1 Research design 

A cross-sectional design with a survey as the data collection technique is used to achieve the 

research objectives. Cross-sectional designs are used to examine groups of subjects in various 

stages of development simultaneously, while a survey is a data-collection technique in which 

questionnaires are used to gather data about an identified population (Burns & Grove, 1993). 

Information collected is used to describe the population at that time. This design can also be used 

to assess interrelationships among variables within a population. According to Shaughnessy and 

Zechmeister (1997) this design is best suited to addressing the descriptive and predictive 

functions associated with the correlational design, whereby relationships between variables are 

examined. 

1.3.2.2 Participants 

The participants can be defined as an availability sample of employees working in different 

sectors in the insurance industry. A total population of 370 employees will be targeted in 

different call centres. Only 176 responses were obtained of which 156 responses (89%) could be 

utilised. The study population consisted mainly of male (57,05%), English-speaking (52,70%) 

employees between the ages of 20 and 29 (68,60%). The majority of the sample had a grade 12 

(Std. 10) (62,40%) qualification, working as Broker Sales Consultants (27,9%). 
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1.3.2.3 Measuring battery 

Three questionnaires will be administered in this study, namely the Job Demands and Resources 

Scale (JDRS) developed for the purpose of this study, the Frankfurt Emotion Work Scales-E 

(FEWS) (Zapf et al., 2005; Zapf, Vogt, Seifert, Mertini & Isic, 1999) and the Work-Related Flow 

Scale (WOLF) (Bakker, 2001). 

A biographical questionnaire was developed to gather information about the demographical 

characteristics of the participants. Information to be gathered includes age, gender, race, home 

language, education, marital status and years employed in current position. 

The Job Demands and Resources Scale, (JDRS) was developed for the purpose of this study to 

measure the unique job demands and job resources of employees in a call centre. Various 

demands and resources in call centres were identified through the use of focus groups. Based on 

the results, a unique job demands and resources scale was compiled. The items are measured on 

a four-point scale, ranging from 1 {never) to 4 {always). Swart (2006) found that ten internally 

consistent factors could be extracted using the same sample to be used in the current study, 

explaining 52,83% of the total variance. Five of the 77 variables did not load on any of the 

factors. The factors were Resource Availability (a = 0,79); Pressure (a = 0,73); Work load (a = 

0,52); Supervision (a = 0,91); Job Security (a = 0,88); Pay and Benefits (a = 0,87); Task 

Freedom (a = 0,68); Working Conditions (a = 0,68); Support (a = 0,84) and; Opportunity for 

Growth (a = 0,77). 

The Frankfurt Emotion Work Scales-E (FEWS) (Zapf et al., 1999) is used to determine emotion 

work or emotional labour. For most of the FEWS scales there is a five-point response scale 

consisting of 1 {very rarely/never), 2 {rarely/once a week), 3 {sometimes/once a day), 4 

{often/several times a day) and 5 {very often/several times an hour). It measures the display of 

emotions (positive, negative, neutral and certain emotions), demands for sensitivity, emotional 

sympathy, emotion control, interaction control, emotional dissonance, et cetera. Cronbach alpha 

coefficients ranging between 0,61 to 0,91 for the different subscales were obtained (Zapf & 

Holz, 2006; Zapf et al., 2003) 
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The Work-Related Flow Scale (WOLF) (Bakker, 2001) is used to assess flow at work. The 

WOLF includes 13 items measuring absorption (four items), work enjoyment (four items), and 

intrinsic work motivation (six items). Examples are: "When I am working, I forget everything 

else around me" (absorption), "When I am working very intensely, I feel happy" (work 

enjoyment), and "I get my motivation from the work itself, and not from the rewards for it" 

(intrinsic work motivation). The participants are asked to indicate how often they had each of the 

experiences during the preceding week (0 = never, 6 = every day). Bakker (2004) found the 

following reliability results (Cronbach Alpha Coefficients): Absorption (0,80); Work enjoyment 

(0,90); and Intrinsic Work Motivation (0,75). In a South African study among employees in the 

mining industry, Le Roux (2005) found the following Cronbach alphas: Absorption (0,59), Work 

Enjoyment (0,84), and Intrinsic Work Motivation (0,71). In a study among call centre agents in 

the insurance industry Swart (2006) found that intrinsic motivation and work enjoyment loaded 

on one factor and absorption loaded on another. She obtained the following alpha coefficients: 

Flow (i.e. intrinsic motivation and work enjoyment) 0,92 and Absorption 0,88. 

1.3.2.4 Statistical analysis 

The statistical analysis will be carried out with the help of the SPSS-programme (SPSS Inc., 

2007). Descriptive statistics (e.g. means, standard deviations, skewness and kurtosis) will be 

used to analyse the data. Cronbach alpha coefficients will be used to assess the internal 

consistency, homogeneity and unidimensionality of the measuring instruments (Clark & Watson, 

1995). Coefficient alpha contains important information regarding the proportion of variance of 

the items of a scale in terms of the total variance explained by the particular scale. 

Pearson product-moment correlation coefficients will be used to specify the relationship between 

the variables. In terms of statistical significance, it is decided to set the value at a 95% 

confidence interval level (p < 0,05). Effect sizes (Steyn, 1999) will be used to decide on the 

practical significance of the findings. A cut-off point of 0,30 (medium effect, Cohen, 1988) will 

be set for the practical significance of correlation coefficients. T-tests, ANOVAs and 

MANOVAs will be used to determine the differences between groups. 
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A multiple regression analysis will be conducted to determine the proportion of variance in the 

dependent variable that is predicted by the independent variables. The effect size (which 

indicates practical significance) in the case of multiple regression is given by the following 

formula (Steyn, 1999): 

/ = R2 / (1-R2) 

A cut-off point of 0,35 (large effect (Steyn, 1999)) will be set for the practical significance of/. 

The value of R2 will be used to determine the proportion of the total variance of the dependent 

variable that is explained by the independent variables. The F-test will be used to test if a 

significant regression exists between the independent and dependent variables. Steyn (1999) 

suggested that effect size is used together with multiple regression, especially when working 

with a total population. Cohen (1988) suggested the following guidelines for effect size: 

• / = 0,01 -small effect 

• f = 0,10 - medium effect 

• / = 0,35 -large effect 

Multivariate analysis of variance (MANOVA) will be used to determine the significance of 

differences between the levels of emotional labour and work-related flow of demographic 

groups. MANOVA tests whether or not mean differences among groups in a combination of 

dependent variables are likely to have occurred by chance (Tabachnick & Fidell, 2001). In 

MANOVA, a new dependent variable that maximises group differences was created from the set 

of dependent variables. Wilk's lambda will be used to test the likelihood of the data, on the 

assumption of equal population mean vectors for all groups, against the likelihood on the 

assumption that the population mean vectors were identical to those of the sample mean vectors 

for the different group. When an effect is significant in MANOVA, one-way analysis of variance 

(ANOVA) will be used to discover which dependent variables had been affected. Seeing that 

multiple ANOVAs will be used, a Bonferroni-type adjustment will be made for inflated Type I 

error. Tukey tests will be done to indicate which group differs significantly when ANOVAs are 
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performed. 

1.4 DIVISION OF CHAPTERS 

The chapters are presented as follows in this mini-dissertation: 

Chapter 1: Introduction 
Chapter 2: Research article 

Chapter 3: Conclusions and recommendations 

1.5 CHAPTER SUMMARY 

Within this chapter an overview was given on the problem statement and research objectives. 

The measuring instruments and research method used in this research were explained, followed 

by a brief overview of the chapters that follow. 

The empirical study will be discussed in Chapter 2. 
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