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tient-focused and collegial emotional labour, with emotional exhaustion, depersonalization and personal accomplishment and intention to leave.
Design: A cross-sectional descriptive study using the Emotional Labour Scale, the
Maslach Burnout Inventory and intention to leave Yes/No questions with 118
Registered Nurses to measure patient-focused and collegial emotional labour, burnout and intention to leave.
Results: Surface acting in patient-focused and collegial emotional labour was found
to have positive associations with burnout and intention to leave their current job.
Only surface acting in patient-focused emotional labour was positively associated
with intention to leave the organization and/or the profession. The novice nurses carried out more deep acting collegial emotional labour than the pre-retirement nurses.
Conclusions: Collegial emotional labour is significant to nurses' intention to leave their
current job but not their intention to leave the organization and/or the profession.
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1 | I NTRO D U C TI O N

emotional labour (CEL)—the management of emotions to produce effective communication and team collaboration (Delgado et al., 2017;
Theodosius, 2008, 2012). Current evidence identifies emotional la-

Poor team-working relationships have been identified as a con-

bour as being positively correlated with burnout, and burnout out

tributory factor in nurse retention (Brewer et al., 2020; Hayward

to intention to leave, amongst nurses (Na & Park, 2019). In the liter-

et al., 2016; Health Education England, 2014; Migration Advisory

ature, there is no differentiation between emotional labour carried

Committee, 2016). Bullying and workplace adversity is also a known

out for patient benefit (patient-focused emotional labour (PF-EL) and

factor underpinning poor retention of newly qualified nurses

emotional labour carried out between colleagues (CEL). This paper

(Delasega, 2019; Laschinger et al., 2012; Laschinger & Grau, 2012).

discusses the quantitative findings of a cross-sectional descriptive

A key skill essential in promoting effective team working is collegial

study investigating the relationship between surface and deep
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acting in PF-EL and CEL, burnout and retention in newly qualified

where the labourer displays feelings they know they do not have,

and pre-retirement nurses in an acute care National Health Service

suppressing their real emotions for the purposes of the other person

(NHS) Trust in the South East of England.

(Hochschild, 1983). With deep acting, the labourer works on their
emotions and induces within themselves the actual feelings required

2 | BAC KG RO U N D
2.1 | Retention in nursing

(Hochschild, 1983).
The relationship between emotional labour and burnout has previously been established (Brotheridge & Lee 2003, Erickson, 2009;
Mann & Cowburn, 2005); specifically, studies report a positive correlation between surface acting emotional labour and burnout (Bartram

Retention in nursing is not a new issue (Menzies, 1960). It is, how-

et al., 2012; Brotheridge & Lee 2003; Grandey 2003). For example,

ever, critical as a lack of nurses is exacerbating retention problems

Brotheridge and Grandey (2002:28) found that “surface acting cor-

at a time when demand for healthcare services has risen due to age-

related significantly with emotional exhaustion (r = 20; p < .01), de-

ing populations with multiple and complex pathologies and large

personalization (r = 38; p < .01) and personal accomplishment (r = 18;

numbers of nurses reaching retirement age (Buchan et al., 2016;

p < .01) in the expected directions.” Bartram et al. (2012) did not dif-

Kings Fund 2019). Indeed, the World Health Organization (2016)

ferentiate between surface and deep acting strategies, but also found

estimates that by 2030, the global shortfall of nurses and midwives

that emotional labour is positively associated with both burnout and

will be around 7.6 million. In the United States, the Bureau of Labor

intention to leave. Further, their study suggested that emotional la-

Statistics (2018) estimates that currently around 1.13 million more

bour significantly predicts intention to leave (b = 6.0, t = 4.5, p < .001)

nurses will be needed to avoid further shortages (US Bureau of

and burnout (b = 7.5, t = 13.2, p < .001). Karimi et al. (2014) found

Labor Statistics, 2018). In the UK, the Nursing Times reported that

that the more emotional labour dissonance experienced by nurses,

during “the first quarter of 2019–2020, 12% of full-time equivalent

the lower the level of well-being (b = 0.18; p < .01) and a higher

registered nurse posts in the provider sector were empty, equating

level of job stress (b = 0.35; p < .01). Schmidt and Diestel 's (2014)

to 43,617 missing staff (Mitchell, 2019).” Indeed, the Kings Fund

study showed that surface acting took more cognitive control than

(Beech et al., 2019) latest report estimates that within 10 years there

deep acting and was related to burnout, depression and absenteeism

will be a shortfall of 108,000 fulltime equivalent nurses in the NHS.

more than deep acting. Pisaniello (:589) compared emotional labour

NSI Nursing Solutions, 2020 reporting on RN staffing in the United

(as a work requirement), with emotional work, (as privately given) and

States found the turnover rate for bedside RNs grew to 17.2% equal-

found that “suppressing negative emotion is a risk factor for stress,

ling the highest rate in the past decade. In 2017, the Nursing and

personal burnout and job dissatisfaction, whereas the use of emotion

Midwifery Council (NMC) reported that the number of UK regis-

regulation strategies (i.e. surface acting) in addition to emotion job re-

trants leaving the profession had increased by 9% while the number

quirements is linked to increased stress and work and patient-related

of EU registrants leaving, exacerbated by Brexit, had increased by

burnout.” Others have established a predictive relationship between

67%. NHS Digital (2018) reported 1:10 nurses were leaving the pro-

surface acting and intention to leave (Chau et al., 2009), between

fession, with over half of them under the age of 40. Nurse shortage,

emotional labour, job satisfaction and staff well-being in nursing (Chou

therefore, is not only about the baby boomer generation reaching

et al., 2012; Karimi et al., 2014). These are significant findings as rates

retirement age.

of burnout are high. For example, in a European wide survey, where on
average 28% of nurses reported burnout, in the UK it was as high as

2.2 | Emotional labour, burnout and intention
to leave

42% (Health Education England, 2014).

2.3 | Collegial relationships and burnout

Emotional labour a term coined by Hochschild (1983) and applied
to nursing in the UK by Smith (1992) and Theodosius (2008) link it

The positive correlation between surface acting and nurse

to professional values and competencies and the giving of compas-

burnout with intention to leave and staff turnover is a consist-

sionate care. Emotional labour involves the ability to manage one's

ently reported international phenomena (Chou et al., 2012;

own emotions to facilitate a desired emotion response in others

Erickson, 2009; Karimi et al., 2014; Mann & Cowburn, 2005;

(Hochschild, 1983), such as feeling cared for in a patient, de-escalat-

Schmidt & Diestel, 2014; Yoon & Kim, 2013). In fact, it is not par-

ing anger to resolve conflict or comforting someone in distress and

ticular to nursing with the same phenomena reported in teaching,

is a key interpersonal skill for nurses. Feeling rules guide the nurse in

law, the police, tourism and hospitality (Anleu & Mack, 2005; Chau

knowing what emotions need managing and the degree of manage-

et al., 2009; Lee, 2019; Schaible & Gecas, 2010). This suggests that

ment required (Hochschild, 1983). Feeling rules such as being kind

it is a difficulty confronting nursing as a profession rather than

and compassionate, for example are stipulated in the Nursing and

being specific to systems of healthcare delivery or social cultures.

Midwifery Council Code (2018) in the UK. Emotional labourers de-

Indeed, Maslach and Leiter (2016:103) note that burnout is “an oc-

ploy two main strategies: surface and deep acting. Surface acting is

cupational hazard for various people-oriented professions, such as

|
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human services, education and health care” because “therapeutic
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depersonalization and reduced personal accomplishment) and

or service relationships that such providers develop with recipi-

their intention to leave their job or/and the nursing profession?

ents require an ongoing and intense level of personal, emotional

(ii) Is there a relationship between collegial emotional labour and

contact.” This orientation towards caring relationships is particu-

burnout and their intention to leave their job or/and the nurs-

larly relevant in nursing due to high levels of interaction between

ing profession?

nurses and patients and high levels of public and professional

(iii) Are there any differences between patient-focused and colle-

expectation that these are positive (Delgado et al., 2017; Jeung

gial emotional labour in the relationship (if found) with burn-

et al., 2018). There is an assumption, therefore, that it is emotional

out and their intention to leave their job or/and the nursing

labour carried out within the caring relationship that is linked to

profession?

burnout—that is patient-focused emotional labour.
The intention to leave and turnover literature gives less attention
to emotional labour. Rather, the focus is on leadership, team working,

2. Are there any differences between novice and pre-retirement
staff and patient-focused emotional labour, collegial emotional
labour, burnout and intention to leave?

patient acuity and lack of resources. Hayward et al. (2016), for example identified professional relationships as being key to nurses' decisions to leave, findings supported by Viotti et al. (2018) and Heinen
et al. (2013) studies, which found poor team working, bullying and incivility between nurses were a predictor of intention to leave. Indeed,

3 | M E TH O DS
3.1 | Design

studies exploring the role of emotional labour in leadership, teams
and organizations found that emotional labour between colleagues

The study employed a cross-sectional descriptive design using three

is linked to intention to leave (Becker et al., 2018; Halter et al., 2017;

self-report measures: the Emotional Labour Scale (ELS) (Brotheridge

Heinen et al., 2013; Iszatt-White, 2013; Viotti et al., 2018).

and Lee 2003), the Maslach Burnout Inventory (MBI) (Maslach &

There is particular concern that stress, burnout and turnover

Jackson, 1986; Maslach et al., 1996) and a 3-item Yes/No Turnover

rates are high in novice nurses in their first and second year post

measure (Griffeth et al., 2000). This design was chosen because the

qualification (Health Education England, 2014). The transition period

literature suggests there is a positive correlation between surface

during early practice experiences has been identified as exposing

acting and emotional exhaustion and depersonalization (Brotheridge

them to poor working relationships, poor leadership and workplace

& Lee 2003; Erickson & Grove, 2002; Grandey, 2002; Schmidt &

bullying (Jackson et al., 2011; Kings Fund 2019; Thomas et al 2015).

Diestel, 2014), key factors predicating burnout.

Such exposure is damaging to their developing professional resilience and may contribute towards increased turnover rates and
intention to leave. Exploring the significance of CEL at the outset

3.2 | Participants

of a professional career is valid, therefore, given the high levels of
attrition, stress and role adjustment during this time (Caliskan &

In this study, novice nurses were defined as those in receipt of their

Ergun, 2012; Duchscher, 2009; Ferguson, 2011).

Nursing and Midwifery Council PIN [denoting they can practice as

Middleton (2017), however, asks why the nursing profession is

Registered Nurses] for a minimum of 6 months and employed by

not doing more to prevent experienced nurses taking early retire-

the NHS Trust for a maximum of 2 years and had completed the

ment. While most retire for financial reasons, those who choose to

preceptorship programme supporting transition run by the Trust

remain do so because of the satisfaction gained from patient inter-

for newly qualified nurses. Pre-retirement nurses were defined as

action and patient care (Uthaman et al.'s, 2016). However, this was

those who had been registered and practicing for a minimum of

found to be dependent on good working relationships and leader-

5 years and were 50 years old or over. Two groups, novice nurses

ship (ibid). Indeed, Daouk-Öyry et al. (2014) in their systematic re-

and pre-retirement nurses, were recruited from three acute care

view found that management style and interpersonal relationships

hospitals in a NHS Trust in the South East of England between

between colleagues were significant variables to turnover.

November 2017–April 2018. Nurses were included if they met the

It is possible, therefore, that surface acting in CEL may be positively associated with burnout and intention to leave. It is also
possible that there may be a difference between novice and pre-retirement nurses.

definition for a novice or pre-retirement nurse. There were no exclusion criteria.
During this 6-month period, the Trust employed 1,971 nurses.
They had a reported staff turnover of 8.44% and 656 staff were eligible to retire, figures matching the national picture (NHS Improvement

2.4 | Research questions

2018). Using the sample size calculator http://www.sample-size.
net/correlation-sample-size/ and the correlation coefficient of 0.38
(Brotheridge & Lee 2003) between the Emotional Labour Scale (ELS)

1. In novice and pre-retirement nursing staff

and the MBI, for 95% confidence intervals, the level of significance was

(i) Is there a relationship between patient-focused emotional

set at α = 0.05, power β = 80%. Fifty-two nurses per group were re-

labour and burnout (inclusive of emotional exhaustion,

quired for hypothesis testing, a minimum sample total of 104 (N = 104).
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3.4 | Ethics

nurses (N = 58) and 60 pre-retirement nurses (n-60). All nurses who
met the inclusion criteria were contacted via email and sent the par-

The University and the Health Research Authority scrutinized

ticipant information sheet, consent forms and the questionnaire.

the study and granted ethical permissions for it to go ahead (IRAS

In addition, hard copies of these documents were distributed to all

Project ID 223834). No patients were included in this study.

practice areas and collected one week later. To encourage participation in the questionnaire, a £5 honorarium was given to all nurses
who completed the questionnaire.

3.3 | The measures

3.5 | Analysis
The statistical software SPSS version 22 was used for the analysis.
Frequency distributions and descriptive statistics (means, medians,
modes and standard deviations) were calculated on all demographic

The nurses reported demographic information about their age,

and study measures. Data were analysed for variance and distribu-

gender, employment status, banding and years of experience since

tion anomalies (e.g. skewness, outliers) that could distort the analy-

receipt of their PIN. The ELS is a validated 15-item self-report ques-

ses. Such distortions were not found, so variable transformation was

tionnaire with 6 subscales (frequency, intensity, variety and duration

not used, also there were no missing data that had to be handled in

of emotions and surface and deep acting). It is designed to under-

the data set. Data were further analysed using the appropriate para-

stand the type (surface or deep acting) and degree of emotional la-

metric and non-parametric tests. Relationships between continuous

bour the participant is carrying out while interacting with patients

variables were explored using Pearson's correlation coefficients (r)

and colleagues during their everyday work at the hospital. Example

and differences between groups with independent samples t tests

item: How often do you “Resist expressing your true feelings?” It

or chi-squared tests. As described in the research questions, dif-

employs a 5-point Likert scale ranging from 1 (never) to 5 (always)

ferences between novice and experienced nurses were explored in

(scoring ranging between 15–75). A total score is calculated by sum-

relation to the three main outcomes: emotional labour, burnout and

marizing all the subscales inclusive of surface and deep acting. It has

intention to leave work. The data were analysed by the team and

good internal consistency (Cronbach's α 0.74–0.91) and construct va-

independently verified by an expert statistician.

lidity (Brotheridge and Lee 2003).
The Maslach Burnout Inventory (MBI) is a validated measure
of burnout that occurs due to occupational stress (Maslach &
Jackson, 1986; Maslach et al., 1996). It has 22 items divided into
three subscales measuring three key aspects of burnout: emotional

4 | R E S U LT S
4.1 | Participant characteristics

exhaustion (nine items), depersonalization (five items) and reduced
personal accomplishment (eight items) (Maslach et al., 1996). The

Across the total sample (N = 118), there were eight men and 109

MBI has good internal reliability (Cronbach's α 0.71–0.90) (Maslach

women; seventy-nine worked fulltime and thirty-six worked part-

et al., 1996:198). The reliability coefficients for the subscales were

time. In the NHS, novice nurses are appointed entry-level jobs at

0.90 for emotional exhaustion, 0.79 for depersonalization and 0.71

band 5 (N = 70) progressing to band 6 (N = 23) after a few years.

for personal accomplishment (Maslach et al., 1996:198). The items

Band 7 nurses (N = 18) usually hold managerial roles equivalent

are rated using a Likert scale ranging from 0, (never)—6 (everyday).

to ward managers clinical nurse specialists. Band 8 nurses (N = 7)

Example items: Please rate how frequently you feel: “I feel emotion-

are senior managers in the NHS. Participants' age ranged between

ally drained from my work” or “I can easily create a relaxed atmo-

21–50 years (N = 66) and 51–70 years of age (N = 51). There were

sphere with my recipients.” Convergent and discriminant validity of

58 in the novice group (N = 58) and 60 in the pre-retirement group

ELS with the MBI showed that both emotional exhaustion and de-

(N = 60). All novice nurses had less than 2 years of experience (as

personalization from the MBI were significantly positively correlated

per eligibility criteria for the study), and most experienced nurses

with the surface acting subscale from the ELS (R = 0.38) (Brotheridge

(N = 50) had => 20 years of working experience.

& Lee, 2003: 372).
The literature on turnover in nursing suggests that thinking
about leaving—intention to leave—is the most significant pre-

4.2 | Questions 1.i and ii

dictor of actual quitting (Mobley et al., 1978). Yes = 1/No = 0
questions stating intention to quit: (a) their current job, (b) the

A significant positive correlation was found between PF-EL and both

organization and (c) the nursing profession, were used to measure

emotional exhaustion (r = 0.361, N = 118, p < .001) and depersonali-

this. The specific questions asked were: “Have you thought about

zation (r = 0.359, N = 117, p < .001). A significant negative correlation

leaving your current job?” “Have you thought about leaving the

was found between PF-EL and personal accomplishment (r = −0.350,

organization?” and “Have you thought about leaving the Nursing

N = 117, p < 0). A significant positive correlation was found between

Profession?”

CEL and both emotional exhaustion (r = 0.363, N = 118, p < .001)

|
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and depersonalization (r = 0.355, N = 117, p < .001). A significant

also significant differences between the groups with emotional ex-

negative correlation was found between CEL and personal accom-

haustion, [t(116) = −6.062, p < .001] and those intending to leave

plishment (r = −0.251, N = 117, p < .01). Table 1 presents the means

their job scoring higher than those intending to stay and depersonal-

and standards deviations of emotional labour and burnout for both

ization [t(115) = −2.858, p < .001] and those intending to leave their

the novice and pre-retirement nurses.

job scored higher than those intending to stay. In personal accom-

Only two statistically significant differences were found. The
novice nurses reported a higher mean score than the pre-retirement

plishment [t(115) = 2.034, p < .001], those intending to leave their
job scored lower than those intending to stay (See Table 3).

nurses on deep acting CEL [t(116) = 2.293, p < .05]. There was also a

Furthermore, significant differences between the scores of the

significant difference between the scores of the two groups on per-

two “intention to leave the organization” groups can be seen with

sonal accomplishment [t(115) = −1.997, p < .05], with pre-retirement

PF-EL and surface acting, t(116) = −2.432, p < .05, with those intend-

nurses having a higher mean score than novice nurses.

ing to leave the organization scoring higher than those intending to
stay. There were no significant differences between CEL, surface
acting and intention to leave the organization. However, those in-

4.3 | Question 1.iii

tending to leave the organization scored higher than those intending
to stay on emotional exhaustion, t(116) = −4.359, p < .001 and on

More pre-retirement nurses reported thinking about leaving their
organization than novice nurses [Χ2 (1, N = 118) = 4.861, p < .05],
and more pre-retirement nurses thought about leaving the profession than novice nurses [Χ2 (1, N = 118) = 8.102, p < .01]. No sig-

depersonalization, [t(116) = 2.366, p < .05]. Those intending to leave
the organization scored lower on personal accomplishment than
those intending to stay [t(116) = −2.527, p < .05].
There were also significant differences between the scores of

nificant relationship between intention to leave and their current

the “intention to leave the profession” on emotional exhaustion,

job was found in the pre-retirement group and novice nurses [Χ2 (1,

[t(115) = −3.72, p < .001], with those intending to leave the profes-

N = 118) = 0.521, p > .05].

sion scoring higher than those intending to stay; and on depersonal-

Table 2 presents the statistically significant differences between
the scores of the two “intention to leave the job” groups (group Yes

ization, [t(115) = −2.137, p < .05], with those intending to leave the
profession scoring higher than those intending to stay.

and group No) with PF-EL and surface acting. Those intending to
leave their job scored higher in PF-EL and surface acting than those
intending to stay [t(116) = −3.649, p < .001]. In addition, those in-

5 | D I S CU S S I O N

tending to leave their job scored higher in CEL and surface acting
than those intending to stay [t(116) = −2.443, p < .05]. There were

Our results reaffirm the positive association between surface acting and burnout, similarly to Brotheridge and Grandey (2002) in ser-

TA B L E 1 Mean and standard deviations between novice and
pre-retirement nurses

PFEL-SA
PFEL-DA
CEL-SA
CEL-DA
Emotional exhaustion
Personal accomplishment
Depersonalization

Standard
deviation

vice work, Zhang and Zhu (2008) in teachers and Cheng et al. (2013)
and Chou et al. (2012) in nurses, who found a significant association between surface acting/faking emotions and burnout. While
we found no statistical significance between PF-EL and CEL, there

Group

Mean

Novice

9.69

2.44

Pre-Retirement

9.07

2.52

Novice

9.78

2.55

Pre-Retirement

8.98

2.99

Novice

9.28

2.38

Pre-Retirement

8.75

2.32

Novice

9.90

2.83

Pre-Retirement

8.65

3.06

colleagues were found by Hayes et al (2010) to be significant fac-

Novice

24.45

12.28

tors in job satisfaction. This study's findings about CEL and PF-EL

Pre-Retirement

23.15

12.74

as being positively associated with burnout and intention to their

Novice

34.78

8.20

current job therefore contributes to these findings by identifying the

Pre-Retirement

37.56

6.82

significance of both CEL and PF-EL.

Novice

5.97

5.19

Pre-Retirement

5.07

4.88

Abbreviations: CEL-DA, collegial emotional labour-deep acting; CEL-SA,
collegial emotional labour-surface acting; PFEL-DA, patient-focused
emotional labour-deep acting; PFEL-SA, patient-focused emotional
labour-surface acting.

was a positive association between surface acting in both PF-EL
and CEL and intention to leave their current job. Chou et al. (2012),
Grandey's (2003) and Zhang & Zhu (2008) and studies, respectively,
found that surface acting emotional labour is positively related to
emotional exhaustion and negatively related to job satisfaction.
Bartram et al. (2012) and Cheng et al. (2013) found that in nursing,
surface acting and burnout predicted intention to leave. Further,
direct patient care and positive professional relationships between

There was no statistically significant difference between CEL
and intention to leave the organization or between CEL and intention to leave the profession. There was a significant association between PF-EL surface acting and intention to leave the organization,
but not between PF-EL surface acting and intention to leave the profession. Leaving the profession altogether was only of significance
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Yes
Intention to
leave
Job
Organization
Profession

TA B L E 2 Novice and pre-retirement
nurse's intention to leave

No

Group

Frequency

Per
cent

Novice

30

Pre-Retirement

35

Novice
Pre-Retirement
Novice

16

13.6

42

35.6

Pre-Retirement

32

27.1

28

23.7

Frequency

Per cent

25.4

28

23.7

29.7

25

21.2

24

20.3

34

28.8

37

31.4

23

19.5

with the pre-retirement nurses and was positively associated with

content and outcome of the emotional labour. For example, PF-EL

burnout factors only. The difference on intention to leave between

is concerned with the therapeutic relationship, based on feeling

the two groups could also be explained from the fact that 50 of the

rules and social values concerned with compassion and kindness and

nurses in the experienced group had more than 20 years of working

the understanding that nurses can help alleviate suffering through

experience and were possibly eligible for retirement based on their

their acts of emotional labour (Smith 1992; Theodosius, 2008). In

NHS employment contract. Leiter and Maslach (2009) found in their

CEL, the feeling rules are instrumental to facilitating team work-

study that younger more novice nurses were more vulnerable to job

ing, displaying status and ensuring that everyday practical patient

burnout than their senior counterparts. Our study, however, has

care differing practitioners set out to accomplish are achieved ef-

found that both novice and experienced nurses were likely to report

ficiently (Theodosius, 2008). Because feeling rules are localized in

burnout due to CEL and PF-EL. Leiter et al, however, also reported

CEL, they are vulnerable to being shaped by the social environment

that younger nurses found their work less satisfying in comparison

and can be based around negative communication patterns, bully-

with more experienced nurses. This may reflect our finding that

ing and harassment and the assertion of status (Delgado et al., 2017;

pre-retirement nurses experience more personal accomplishment

Theodosius, 2008, 2012). Such differences between types of emo-

than their novice counterparts.

tional labour are to do with its meaning and social purpose—the

These differences potentially suggest that when nurses consider

why and the social context where the emotional labour takes place.

leaving their current job, both PF-EL and CEL surface acting contrib-

Interestingly, in this study, CEL was found to have a significant pos-

ute to that decision, whereas when considering leaving the organiza-

itive association to intention to leave the current job, possibly in-

tion, only PF-EL surface acting is significant. The positive association

dicating the impact of localized practice environments, but had no

between surface acting in CEL and intention to leave their current

association when concerned with either the organization and/or the

job may reflect Hayward et al.'s (2016) finding that poor working

profession which represent larger social contexts and structures.

relationships with colleagues are key to when nurses make the de-

Further, novice nurses were carrying out significantly more deep

cision to leave. Equally, the positive association between surface

acting CEL than their pre-retirement counterparts. This may reflect

acting and PF-EL may reflect findings on the importance of good

the importance of displaying status in CEL as junior nurses are ex-

nurse–patient interaction and good patient outcome with satisfac-

pected to do with their senior colleagues (Theodosius 2008).

tion at work (Chou et al., 2012; Karimi et al., 2014; Lu et al., 2019;
Pisaniello, 2012. When this is impaired, such as when nurses use
surface acting, it may influence their intention to leave their job.

5.1 | Significance

Interestingly Yang and Chang (2008:885) found “a positive relationship between job satisfaction and organizational commitment but

The original contribution of this study is that surface acting CEL

that surface acting has a negative influence on organizational com-

in nursing is associated with burnout and nurse intention to leave

mitment, indicating that when nurses perform emotional labour that

their current job in addition to surface acting PF-EL. That CEL

differs from their inner feelings, rather than affect their degree of

surface acting is linked to intention to leave their current job but

job satisfaction it depresses their organizational commitment.” Their

not to nurses' intention to leave the organization or the profes-

findings are supported Walsh and Bartikowski (2013) who found

sion suggests that its main significance is to high levels of nurses'

that only surface acting had a negative impact on nurse job satis-

job turnover rates. This is a significant contribution to the litera-

faction and increased their intention to leave their job and Gountas

ture, especially as CEL is associated with burnout in both novice

et al. (2014) who found that job satisfaction acted as a mediator be-

and pre-retirement nurses. This suggests that when considering

tween surface acting and intention to leave.

retention strategies organizations need to consider the impact

In this study, we set out to identify whether there was a differ-

of CEL and PF-EL. This might be of particular relevance in pre-

ence between two types of emotional labour. What distinguishes

retirement nurses who choose to take early retirement from their

PF-EL from CEL are the feeling rules which shape the purpose,

current job and then work part-time as a band 5 on the bank.
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No

53

No

Yes

65

53

Yes

No

4.09 (4.49)

6.69 (5.19)

37.74 (6.86)

34.89 (8.04)

17.04 (9.74)

29.29 (11.80)

9.19 (3.16)

9.32 (2.89)

8.43 (2.58)

9.48 (2.06)

9.38 (3.22)

9.37 (2.42)
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Mean (Standard
Deviation)

No

Yes

No

Yes

No

Yes
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57

61

57

61

57
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Number

4.33 (4.45)

6.63 (5.33)

37.86 (6.27)

34.58 (8.48)

18.96 (11.09)

28.30 (12.09)

9.30 (3.11)

9.23 (2.93)

8.70 (2.47)

9.30 (2.22)

9.42 (3.02)

9.33 (2.60)

8.81 (2.39)

9.90 (2.49)

Mean (Standard
deviation)
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No

Yes

No
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No
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No
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No
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Intention to leave
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48
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48

70

48

70

48

70

48

70

48

70

48

Number

4.70 (4.51)

6.69 (5.55)

37.28 (7.10)

34.60 (8.16)

20.43 (12.16)

28.69 (11.37)

9.63 (2.94)

8.73 (3.05)

9.01 (2.36)

9.00 (2.37)

9.67 (2.92)

8.94 (2.58)

9.13 (2.42)

9.71 (2.59)

Mean &
Standard
deviation

Abbreviations: CEL-DA, collegial emotional labour-deep acting; CEL-SA, collegial emotional labour-surface acting; PFEL-DA, patient-focused emotional labour-deep acting; PFEL-SA, patient-focused
emotional labour-Surface acting.
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Further, this might also be of particular relevance in novice nurse

suggests that collegial emotional labour is significant to nurses' job

turnover rates especially as they appear to be carrying out signifi-

turnover, but that patient-focused emotional labour is significant to

cantly more CEL than the pre-retirement nurses. Indeed, studies

nurse retention.

by Lavoie-Tremblay et al. (2011) and Takase et al (2009) found that
the need for professional recognition was a significant factor in

AC K N OW L E D G E M E N T S

turnover intention in younger nurses.
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5.2 | Limitations
This is a local study which had an impact on our ability to generalize. Due to the cross-sectional nature of the study, it is not possible
to make statements about cause and effect between surface acting, burnout and intention to leave. There was an excellent uptake,
so achieving the correlation coefficient of 0.38, between the ELS
and MBI for 95% confidence intervals (Brotheridge & Lee 2003)
requiring 104 participants, was exceeded (N = 118). Further, our
results are in a similar vein to other studies investigating the relationship between surface acting emotional labour and burnout as
outlined above in the discussion (Bartram et al., 2012; Brotheridge
& Grandey, 2002; Cheng et al., 2013). A multi-centre longitudinal
study would be needed to test the significance of surface acting in
CEL and intention to leave their current job.

6 | CO N C LU S I O N
Surface acting collegial emotional labour is significant to nurses'
intention to leave their current job but not their intention to leave
the organization and/or the profession. This is the case for both
novice nurses and pre-retirement nurses. Surface acting patientfocused emotional labour on the other hand is positively associated
with intention to leave the organization and/or the profession. This

REFERENCES
Anleu, S. R., & Mack, K. (2005). Magistrates' everyday work and emotional labour. Journal of Law and Society, 32, 590–614. https://doi.
org/10.1111/j.1467-6478.2005.00339.x
Bartram, T., Casimir, N., Djurkovic, N., Leggat, S. G., & Stanton, P. (2012).
Do perceived high performance systems influence the relationship
between emotional labour, burnout and intention to leave? A study
of Australian nurses. Journal of Advanced Nursing, 68, 1567–1578.
https://doi.org/10.1111/j.1365-2648.2012.05968.x
Becker, W. J., Cropanzano, R., Van Wagoner, P., & Keplinger, K. (2018).
Emotional labor within teams: Outcomes of individual and peer emotional labor on perceived team support, extra-role behaviors and
turnover intentions. Group & Organization Management, 43, 38–71.
https://doi.org/10.1177/1059601117707608
Beech, J., Bottery, S., Charlesworth, A., Evans, H., Gershlick, B.,
Hemmings, N., & Palmer, B. (2019). Closing the gap: Key areas for action on the health and care workforce. Nuffield Trust. Retrieved from
https://www.nuffie ldtru st.org.uk/files/2 019-03/heaj6708-workf
orce-full-repor t-web.pdf
Brewer, K. C., Mi Oh, K., Kitsantas, P., & Zhao, X. (2020). Workplace bullying among nurses and organizational response: A cross sectional
study. Journal of Nursing Management, 28, 148–156. https://doi.
org/10.1111/jonm.12908
Brotheridge, C., & Grandey, A. A. (2002). Emotional labor and burnout:
Comparing two perspectives of “people work”. Journal of Vocational
Behavior, 60, 17–39. https://doi.org/10.1006/jvbe.2001.1815
Brotheridge, C. M., & Lee, R. T. (2003). Development and validation of the
Emotional Labour Scale. Journal of Occupational Health Psychology,
76, 365–379. https://doi.org/10.1348/096317903769647229
Buchan, J., Duffield, C., & Jordan, A. (2016). ‘Solving’ nursing shortages:
Do we need a New Agenda? Journal of Nursing Management, 23, 543–
545. https://doi.org/10.1111/jonm.12315

THEODOSIUS et al.

Bureau of Labour Statistics (2018). U.S. Department of Labor, Occupational
Outlook Handbook, Registered Nurses, on the Internet at https://www.
bls.gov/ooh/healthcare/registered-nurses.htm (visited September
28, 2020).
Caliskan, A., & Ergun, Y. A. (2012). Examining job satisfaction, burnout
and reality shock amongst newly graduated nurses. Procedia - Social
and Behavioral Sciences, 47, 1392–1397. https://doi.org/10.1016/j.
sbspro.2012.06.831
Chau, S. L., Dahling, J. J., Levy, P. E., & Diefendorff, J. M. (2009). A
predictive study of emotional labor and turnover. Journal of
Organizational Behavior, 30, 1151–1163. https://doi.org/10.1002/
job.617
Cheng, C., Bartram, T., Kirimi, L., & Leggat, S. G. (2013). The role of team
climate in the management of emotional labour: Implications for
nurse retention. Journal of Advanced Nursing, 69, 2812–2825. https://
doi.org/10.1111/jan.12202
Chou, H. Y., Hecker, R., & Martin, A. (2012). Predicting nurses' wellbeing
from job demands and resources: A cross sectional study of emotional labour. Journal of Nursing Management, 12, 502–511. https://
doi.org/10.1111/j.1365-2834.2011.01305.x
Daouk-Öyry, L., Anouze, A.-L., Otaki, F., Dumit, N. Y., & Osman, I. (2014).
The JOINT model of nurse absenteeism and turnover: A systematic
review. International Journal of Nursing Studies, 51, 93–110. https://
doi.org/10.1016/j.ijnurstu.2013.06.018
Delasega, C. (2019). What to do when nurses hurt nurses. Understanding
and resolving relational aggression and bullying in nursing (2nd ed.).
Sigma Theta Tau International.
Delgado, C., Upton, D., Ranse, K., Furness, T., & Foster, K. (2017). Nurses'
resilience and the emotional labour of nursing work: An integrative
review of empirical literature. International Journal of Nursing Studies,
70, 71–88. https://doi.org/10.1016/j.ijnurstu.2017.02.008
Duchscher, J. E. B. (2009). Transition shock: The initial stage
of role adaptation for newly graduated Registered Nurses.
Journal of Advanced Nursing, 65, 1103–1113. https://doi.
org/10.1111/j.1365-2648.2008.04898.x
Erickson, R. J. (2009). The emotional demands of nursing. In G. L.
Dickson, & L. Flynn (Eds.), Nursing policy research: Turning evidenced
based research into health policy (pp. 155–178). Springer.
Erickson, R. J., & Grove, W. (2002). Emotional labor and
health care. Sociology Compass, 2, 704–733. https://doi.
org/10.1111/j.1751-9020.2007.00084.x
Ferguson, L. M. (2011). From the perspective of new nurses: What do
effective mentors look like in practice? Nurse Education in Practice,
11, 119–123. https://doi.org/10.1016/j.nepr.2010.11.003
Gountas, S., Gountas, J., Soutar, G., & Mavondo, F. (2014). Delivering
good service: Personal resources, job satisfaction and nurses’ ‘customer’ (patient) orientation. Journal of Advanced Nursing, 70, 1553–
1563. https://doi.org/10.1111/jan.12308
Grandey, A. A. (2003). When “the show must go on”: Surface acting and
deep acting as determinants of emotional exhaustion and peer-rated
service delivery. Academy of Management Journal, 46, 86–96. https://
doi.org/10.5465/30040678
Griffeth R. W., Hom P. W., Gaertner S. (2000). A Meta-Analysis of
Antecedents and Correlates of Employee Turnover: Update,
Moderator Tests, and Research Implications for the Next
Millennium. Journal of Management, 26, (3), 463–488. http://doi.
org/10.1177/014920630002600305
Halter, M., Boiko, O., Pelone, F., Beighton, C., Harris, R., Gale, J., &
Drennan, V. The determinants and consequences of adult nursing
staff turnover: A systematic review of systematic reviews. BMC
Health Services Research, 17(1), 824. https://doi.org/10.1186/s1291
3-017-2707-0
Hayward, D., Bungay, V., Wolff, A. C., & MacDonald, V. (2016). A qualitative study of experienced nurses' voluntary turnover: Learning from
their perspectives. Journal of Clinical Nursing, 25, 1336–1345. https://
doi.org/10.1111/jocn.13210

|

471

Hayes B., Bonner A., Pryor J. (2010). Factors contributing to nurse job
satisfaction in the acute hospital setting: a review of recent literature. Journal of Nursing Management, 18, (7), 804–814. http://dx.doi.
org/10.1111/j.1365-2834.2010.01131.x
Health Education England (2014). Growing nurse numbers: Literature review on nurses leaving the NHS. Health Education England. Retrieved
from www.hee.nhs.uk/sites/default/files/documents/Nurses%20
leaving%20prac tice%20-%20Literature%20Review.pdf
Heinen, M. M., van Achterberg, T., Schwendimann, R., Zander, B.,
Matthews, A., Kózka, M., Ensio, A., Sjetne, I. S., Casbas, T. M., Ball,
J., & Schoonhoven, L. (2013). Nurses' intention to leave their profession: A cross sectional observational study in 10 European countries. International Journal of Nursing Studies, 50, 174–184. https://doi.
org/10.1016/j.ijnurstu.2012.09.019
Hochschild, A. R. (1983 [2003]). The managed heart: The commercialization of human feeling. University of California Press.
Iszatt-White, M. (Ed.) (2013). Leadership as emotional labour: Management
and the ‘managed heart’. Routledge.
Jackson, D., Hutchinson, M., Everett, B., Mannix, J., Peters, K.,
Weaver, R., & Salamonson, Y. (2011). Struggling for legitimacy:
Nursing students' stories of organisational aggression, resilience and resistance. Nursing Inquiry, 18, 102–110. https://doi.
org/10.1111/j.1440-1800.2011.00536.x
Jeung, D.-Y., Kim, C., & Chang, S.-J. (2018). Emotional labor and burnout: A review of the literature. Yonsei Medical Journal, 59, 187–193.
https://doi.org/10.3349/ymj.2018.59.2.187
Karimi, L., Leggat, S. G., Donohue, L., Farrell, G., & Coupler, G. E. (2014).
Emotional rescue: The role of emotional intelligence on wellbeing
and job stress among community nurses. Journal of Advanced Nursing,
70, 176–186. https://doi.org/10.1111/jan.12185
Laschinger, H. K. S., & Grau, A. L. (2012). The influence of personal dispositional factors and organizational resources on workplace violence, burnout and health outcomes in new graduate nurses: A cross
sectional study. International Journal of Nursing Studies, 49, 282–291.
https://doi.org/10.1016/j.ijnurstu.2011.09.004
Laschinger, H. K. S., Wong, C. A., & Grau, A. L. (2012). The influence
of authentic leadership on newly graduated nurses' experiences of
workplace bullying, burnout and retention outcomes: A cross sectional study. International Journal of Nursing Studies, 49, 1266–1276.
https://doi.org/10.1016/j.ijnurstu.2012.05.012
Lavoie-Tremblay, M., Paquet, M., Marchionni, C., & Drevniok, U.
(2011). Turnover intention among new nurses. Journal for Nurses in
Staff Development (JNSD), 27(1), 39–45. https://doi.org/10.1097/
NND.0b013e31819945c1
Lee, Y. H. (2019). Emotional labor, teacher burnout and turnover intention in high-school physical education teaching. European Physical
Education Review, 25, 236–253. https://doi.org/10.1177/13563
36X17719559
Leiter, M. P., & Maslach, C. (2009). Nurse turnover: The mediating role
of burnout. Journal of Nursing Management, 17, 331–339. https://doi.
org/10.1111/j.1365-2834.2009.01004.x
Lu, H., Zhao, Y., & While, A. (2019). Job satisfaction among nurses: A
literature review. International Journal of Nursing Studies, 94, 21–31.
https://doi.org/10.1016/j.ijnurstu.2019.01.011
Mann, S., & Cowburn, J. (2005). Emotional labour and stress within mental health nursing. Journal of Psychiatric and Mental Health Nursing, 12,
154–162. https://doi.org/10.1111/j.1365-2850.2004.00807.x
Maslach, C., & Jackson, S. E. (1986). Maslach burnout inventory manual
(2nd ed.). Consulting Psychologists Press.
Maslach, C., Jackson, S., & Leiter, M. (1996). Maslach burnout inventory.
Retrieved from https://www.ResearchGate.net
Maslach C., Leiter M. P. (2016). Understanding the burnout experience:
recent research and its implications for psychiatry. World Psychiatry,
15, (2), 103–111. http://dx.doi.org/10.1002/wps.20311
Menzies, I. E. P. (1960). A case-study in the functioning of social systems as a defence against anxiety: A report on a study of the nursing

472

|

service of a general hospital. Human Relations, 13, 95–121. https://
doi.org/10.1177/0018726760 01300201
Middleton, J. (2017). Poor working conditions drives huge increase in
number of nurses leaving NMC register [news item]. Nursing Times.
Retrieved from https://www.nursingtimes.net/news/workforce/
poor-working-conditions-drives-huge-increase-in-number-of-nurse
s-leaving-nmc-register/7019251.article
Migration Advisory Committee (2016). Partial review of the shortage occupation list: Review of Nursing. Migration Advisory Committee. Retrieved
from https://assets.publishing.service.gov.uk/government/uploads/
system/uploads/attach ment_data/file/510630/Partial_review_of_
the_shortage_occupation_list_-_review_of_nursing.pdf
Mitchell, G. (2019). NHS nurse vacancies in England rise to more than
43,000 [news item]. Nursing times. Retrieved from https://www.nursi
ngtimes.net/news/workforce/nhs-nurse-vacancies-in-england-riseto-more-than-43000- 08-10-2019/
Mobley, W. H., Horner, S. O., & Hollingsworth, A. T. (1978).
An evaluation of precursors of hospital employee turnover. Journal of Applied Psychology, 63, 408–414. https://doi.
org/10.1037/0021-9010.63.4.408
Montgomery, A. J., Panagopolou, E., & Benos, A. (2005). Emotional labour at work and at home among Greek health-care professionals.
Journal of Health Organization and Management, 19, 395–408. https://
doi.org/10.1108/14777260510615413
Na, S. Y., & Park, H. (2019). The effect of nurse's emotional labor on
turnover intention: Mediation effect of burnout and moderated mediation effect of authentic leadership. Journal of Korean Academy of
Nursing, 49, 286–297. https://doi.org/10.4040/jkan.2019.49.3.286
NHS Digital (2018). Statistics show change in NHS workforce over time.
Retrieved from https://digital.nhs.uk/news-and-event s/latest-news/
statistics-show-change-in-nhs-workforce-over-time
NSI Nursing Solutions (2020). National Health Care Retention & RN
Staffing Report. NSI Nursing Solutions, Inc.. Retrieved from https://
www.nsinur sings olutions.com/Docume nts/Librar y/NSI_National_
Health_Care_Retention_Report.pdf
Nursing and Midwifery Council (2017). Increasing number of nurses and
midwives leaving profession ‘highlights major challenges faced by health
and care sectors’ [news item]. Retrieved from https://www.nmc.org.
uk/news/news-and-update s/increasing-number-nurses-midwivesleaving-profession-major-challenges/
Nursing and Midwifery Council (2018). The Code: Professional standards
of practice and behavior for nurses and midwives,, London: NMC.
Pisaniello S. L., Winefield H. R., Delfabbro P. H. (2012). The influence of
emotional labour and emotional work on the occupational health and
wellbeing of South Australian hospital nurses. Journal of Vocational
Behavior, 80, (3), 579–591. http://doi.org/10.1016/j.jvb.2012.01.015
Schaible, L. M., & Gecas, V. (2010). The impact of emotional labor and
value dissonance on burnout among police officers. Police Quarterly,
13, 316–341. https://doi.org/10.1177/1098611110373997
Schmidt, K.-H., & Diestel, S. (2014). Are emotional labour strategies by
nurses associated with psychological costs? A cross sectional survey.
International Journal of Nursing Studies, 51, 1450–1461. https://doi.
org/10.1016/j.ijnurstu.2014.03.003

THEODOSIUS et al.

Smith, P. (2012). The emotional labour of nursing revisited: Can nurses still
care? (2nd ed.). Palgrave Macmillan.
Takase M., Maude P., Manias E. (2005). Nurses' job dissatisfaction and
turnover intention: Methodological myths and an alternative approach. Nursing and Health Sciences, 7, (3), 209–217. http://dx.doi.
org/10.1111/j.1442-2018.2005.00232.x
Theodosius, C. (2008). Emotional labour in healthcare. Routledge.
Theodosius, C. (2012). ‘Feeling a feeling’ in emotion management. In D.
Spencer, K. Walby, & A. Hunt (Eds.), Emotions matter: A relational approach to emotions. University of Toronto Press.
Thomas J., Jinks A., Jack B. (2015). Finessing incivility: The professional
socialisation experiences of student nurses' first clinical placement,
a grounded theory. Nurse Education Today, 35, (12), e4–e9. http://dx.
doi.org/10.1016/j.nedt.2015.08.022
Uthaman, T., Chua, T., & Ang, S. (2016). Older nurses: A literature review on challenges, factors in early retirement and workforce retention. Proceedings of Singapore Healthcare, 25, 50–55. https://doi.
org/10.1177/2010105815610138
Viotti, S., Converso, D., Hamblin, L. E., Guidetti, G., & Arnetz, J. E. (2018).
Organisational efficiency and co-worker incivility: A cross-national
study of nurses in the USA and Italy. Journal of Nursing Management,
26, 597–604. https://doi.org/10.1111/jonm.12587
Walsh, G., & Bartikowski, B. (2013). Employee emotional labour and
quitting intentions: Moderating effects of employee gender and
age. European Journal of Marketing, 47, 1213–1237. https://doi.
org/10.1108/03090561311324291
WHO (2016). Global strategic directions for strengthening nursing and
midwifery 2016–2020. World Health Organisation. Retrieved from
https://www.who.int/hrh/nursi  n g_midwi  f ery/globa  l -strat  e gicmidwifery2016-2020.pdf?ua=1
Yang, F. H., & Chang, C. C. (2008). Emotional labour, job satisfaction and
organisational commitment amongst clinical nurses: A questionnaire
survey. International Journal of Nursing Studies, 45, 879–887. https://
doi.org/10.1016/j.ijnurstu.2007.02.001
Yoon, S. L., & Kim, J. H. (2013). Job-related stress, emotional labor and
depressive symptoms among Korean nurses. Journal of Nursing
Scholarship, 45, 169–176. https://doi.org/10.1111/jnu.12018
Zhang, Q., & Zhu, W. (2008). Exploring emotion in teaching:
Emotional labor, burnout and satisfaction in Chinese higher education. Communication Education, 57(1), 105–122. https://doi.
org/10.1080/03634520701586310

How to cite this article: Theodosius C, Koulouglioti C, Kersten
P, Rosten C. Collegial surface acting emotional labour, burnout
and intention to leave in novice and pre-retirement nurses in
the United Kingdom: A cross-sectional study. Nursing Open.
2021;8:463–472. https://doi.org/10.1002/nop2.649

