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CHAPTER 1: WHEN THE GOING GETS TOUGH, RESILIENT EMPLOYEES KEEP GOING!  

EMOTIONAL LABOR AND OCCUPATIONAL COMMITMENT IN A PROPERTY AND 

CASUALTY INSURANCE CLAIMS TEAM 

 

KATHERINE L. MANTHEY 

 

Dr. Aditya Simha, Dissertation Chair 

 

ABSTRACT 

 

 As the saying popularized by American football coach Knute Rockne goes, “When the 

going gets tough, the tough get going.” The real question becomes what is the force that keeps 

the tough going while others quit? To answer that question, this paper evaluates the role of 

individual resilience within an employment context. Taking the position of resilience as a 

personal resource that employees possess in varying degrees, Hobfoll’s (1989) conservation of 

resources (COR) theory suggests that employees sensing a threat to their resource of resilience 

may not keep going after all but may alter their situation to protect their resources. Yet others 

seem to use their experiences to grow their store of resilience; a corollary to the COR theory 

suggests that these individuals may have more resources to invest in the first place (Bakker & 

Demerouti, 2017; Hobfoll, 1989). This is the question addressed by this study of employees in 

the claims division of a property and casualty insurance company. Employees in the claims 

division routinely deal with people who have emotions ranging from shock to distress, despair, 

and even anger. Quantitative methods were used to assess levels of personal resilience to both 

in-role emotional labor efforts and commitment to staying in that occupation. 

Keywords: resilience, empathy, emotional labor, work engagement, occupational 

commitment, insurance claims, property and casualty insurance industry  
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Chapter 1: When the Going Gets Tough, Resilient Employees Keep Going! 

Emotional Labor and Occupational Commitment in a Property and Casualty Insurance 

Claims Team 

Why would the vice president of an insurance company expressly give the claims team 

permission to politely disengage with irate claimants on the phone or even hang up on them? 

Stressed claimants can become angry claimants who may resort to intimidation, name-calling, 

and even swearing at the claim adjusters trying to help them (Grandey et al., 2007). The work of 

the claims adjuster is a form of emotional labor, requiring employees to regulate their own 

emotions as required by their employer (Hochschild, 1983). In this researcher’s experience, 

some adjusters thrive in this type of employment while others do not, leading some to continue 

their work in the claims division while others leave. Everyone has a different breaking point 

when it comes to work demands (Demerouti et al., 2001); this study asserts that employee 

resilience may aid in the understanding of these differences. 

What is the value of employee resilience in the work setting? For employees, it could 

mean the difference between excelling in their profession and abandoning it altogether. As one 

of the elements of psychological capital, resilience helps employees rally back from stressful 

situations on the job, regardless of whether they are positive or negative in nature (Luthans et 

al., 2007). Resilience in the workplace has become a very popular topic in the last decade, and 

much work has been published using various theories to explain relationships between 

resilience and other variables and outcomes (Hartmann et al., 2020).  

 Although a keyword search of resilience in a database of peer-reviewed academic 

journals will list hundreds of thousands of results, understanding how the construct is used 

within those results is important. The extant literature references several forms of workplace 

resilience, ranging from an individual level to team and organizational levels (Linnenluecke, 

2017). Employers hoping to better understand the construct and identify evidence of resilience 

in current and potential employees will have to wade through mounds of research, being 
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cognizant of how each study evaluates resilience. Clearly context is important, and this might 

also be the reason for the variety of results in the literature (Hartmann et al., 2020). This study 

considers the relationship of employee resilience to the desire to stay in a form of employment 

that may require higher levels emotional labor than other forms. 

 Different industries and occupational roles within every industry offer a different balance 

of work demands and work resources, and every employee brings a unique blend of personal 

resources to the job (Xanthopoulou et al., 2007; Bakker & Demerouti, 2017). This makes 

context important when evaluating workplace stressors (Bakker & de Vries, 2021). The 

insurance industry is built on relationships and suffers from a talent shortage, with a greying 

workforce and more positions available than candidates (Jacobson Group, 2018). This study 

assesses resilience in a specific type of employment within the insurance industry. The claims 

division of an insurance company is tasked with making individuals and businesses financially 

whole after suffering a loss. The role requires a careful balance of analytical and people skills, 

with many employers focusing on the need for empathic professionals (Jacobson Group, 2018). 

Within the context of emotional labor, empathy may not always be a good thing, as it can 

potentially drain an employee’s store of personal resources (Waytz, 2016). It is generally difficult 

for an insurance company to recruit new claims associates (Coons, 2017); the requirement for 

emotional labor may be a factor for those considering a role in the claims division. From an 

organizational perspective, once new claims associates are hired and trained, the hope is that 

they stay with the claims division for some amount of time (Jacobson Group, 2018). For this 

reason, understanding the relationship of resilience with emotional labor is key, and it is also 

important to consider the impact of resilience on an employee’s desire to continue employment 

within the claims division. 

Research Motivation 

 Every occupation has a unique set of challenges and opportunities; these differences 

even exist between similar occupational roles in different organizations. The workplace can be a 
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stressful environment while simultaneously providing plenty of opportunity for employee 

development (Bakker & de Vries, 2021). The conservation of resources (COR) theory suggests 

why some employees stay in their roles while others leave (Hobfoll, 1989). The job demands-

resources (JD-R) framework is based on COR and provides a more detailed description of how 

job demands, job resources, and personal resources can lead to levels of both work 

engagement and exhaustion, ultimately resulting in a level of job satisfaction (Bakker & 

Demerouti, 2017). Employees in the property and casualty claims division have the unique 

demands of high information intensity as well as high customer contact, which can be a 

challenge for any employee to successfully manage (Apte et al., 2010). By accounting for the 

personal resources that each employee brings to the job role, the JD-R framework may explain 

why two or more individuals employed in the same role at the same company may have very 

different levels of job satisfaction. This study considers resilience in the individual as a form of 

personal resource and considers how resilience affects levels of occupational commitment 

through the potential mediating effect of work engagement, acknowledging the potential effects 

of work exhaustion. The first part of the study considered the role of empathy—a highly 

desirable characteristic in many forms of employment (Waytz, 2016)—through possible effects 

of emotional contagion to the levels of emotional labor needed on the job. In this first part, 

resilience was considered as a potentially moderating effect on the relationship between 

empathy and emotional labor. The second part of the study then considered the relationship 

between resilience and occupational commitment, accounting for levels of work engagement 

and work exhaustion.  

 In this researcher’s 30 years of involvement with the property and casualty insurance 

industry, concern with working in the claims division has come up time and time again. Many 

considering employment in the insurance industry express that they would not be able to handle 

a claims role where employees are expected to empathize with those who may be exhibiting a 

variety of emotions after suffering a loss. Not all who start their insurance careers in the claims 
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division desire to stay in their roles, or even in the department. Some choose a different line of 

work altogether, in this researcher’s experience. This is problematic for many insurance 

practitioners as they struggle to retain key talent in an industry where training and experience 

are highly valued but where there are more roles available than individuals to fill those roles 

(Jacobson Group, 2018). While stress theories such as COR may explain this to some degree, 

there must be an explanation for those who stay—and even excel—in the Claims division. 

Personal resilience seems a likely candidate to explain why some employees cannot tolerate—

while others thrive—this little-studied vocation. The idea of human positive psychological capital 

as presented by Luthans et al. (2007) fits nicely into the updated model of JD-R that considers 

personal resources of the employee in addition to work resources (Bakker & Demerouti, 2017). 

Many stress theories, including COR, emphasize stress-inducing scenarios at work, but the 

emergence of positive psychological capital allows for analysis of positive and potentially 

employee-building factors within the workplace. 

Research Problem 

 The insurance industry already struggles to draw new talent, especially in the key 

functional division of claims (Coons, 2017). Attracting and retaining talent to roles where the 

employee will likely be dealing with emotional customers may be particularly challenging. This 

researcher has seen empathy commonly listed in job descriptions for claims personnel, yet 

employees must control their own emotions when dealing with claimants, even the irrational 

claimants. Some manage this better than others, but there is little understanding of why this is 

so. This study considers individual employee resilience as a factor that may not only lessen the 

negative effects of emotional labor but also explain levels of occupational commitment.  

 Much work has been done in the area of employee psychological capital, but very little 

has been done in terms of linking such personal employee resources to their work (Grover et 

al., 2018). The four main tenets of positive psychological capital are hope, optimism, self-

efficacy, and resilience; the last of these is believed to have the strongest power in 
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understanding why some individuals handle adverse situations better than others (Luthans et 

al., 2007). This researcher is unaware of any studies that consider employee resilience where 

higher levels of emotional labor are present, nor has the connection been drawn from resilience 

to occupational commitment. While highly resilient employees would seem to have more 

positive work outcomes than those with lower levels of resilience, there is some evidence to 

suggest that requirements to constantly use mental resources on the job could potentially result 

in negative work outcomes (Chen et al., 2020). This adds to the value of studying resilience in a 

context where it, along with other personal resources like empathy are tapped on a daily basis. 

This study used a unique setting to assess how resilience may impact levels of emotional labor 

as well as commitment to the profession, furthering the study of both constructs through the 

application of personal psychological capital.  

Essay 1 

 Essay 1 proposes that resilience has a moderating effect on the mediating relationship 

between empathy and emotional labor through emotional contagion. While the trade literature 

has routinely emphasized the need for claims adjusters to have empathy for those who have 

suffered a loss, there are negative potential side effects to empathy that may be draining to the 

claims adjuster (Waytz, 2016). This paper suggests that as a personal resource, the adjuster’s 

level of resilience may lessen the negative impact of emotional labor efforts. If results support 

this hypothesis, it may be a call to the industry to emphasize not only the need for empathy but 

also for personal resilience among those in their employ. Personal resilience may be the factor 

that enables the tough to keep going, even in emotionally taxing situations. 

Essay 2 

Essay 2 considers the role of resilience in levels of occupational commitment. Some 

employees thrive in their roles and even the challenges of their work become opportunities to 

build their resources and continue their professional development (Crawford et al., 2010). 

However, this is not always the case; if work demands become too overwhelming, some 
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employees may not have the resources they need to continue in their occupation (Bakker & de 

Vries, 2021). From an employer perspective, this is concerning since many employers provide 

significant training and development opportunities to their employees (McKinsey & Company, 

2010). Such employee investments are meant to not only aid employees in their roles but also 

to encourage employees to stay with the organization (Mills & Fullagar, 2017). Therefore, it 

becomes critical for the organization to take the pulse of employees and decide whether some 

form of intervention might be appropriate in a particular area (Bakker & de Vries, 2021). 

Personal resilience may also be an important factor that allows the tough to continue their 

progress within their role. 

Research Questions 

The purpose of this research is to add to the understanding of resilience at the individual 

level as a form of employee psychological capital. Resilience may be a valuable factor in 

explaining positive outcomes where employees can expect some adverse situations in their 

roles. The specific research questions addressed include: 

 Does an emphasis on employee empathy toward customers lead to increased levels 

(and potentially negative effects) of emotional labor? 

 Can an employee’s level of resilience potentially offset the level of emotional labor? 

 Do employees with higher levels of resilience also tend to stay in their occupation 

longer? 

By realizing the impact of resilience as a personal resource within the context of employment 

where empathy for the customer is strongly desired, organizations can make adjustments to 

recruitment and training initiatives to include the value of individual resilience, potentially leading 

to better outcomes for employee and employer alike. 
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CHAPTER 2: ASSESSING THE EFFECTS OF EMPLOYEE RESILIENCE ON EMOTIONAL 

LABOR WHEN CUSTOMER EMPATHY IS A JOB REQUIREMENT 

 

KATHERINE L. MANTHEY 

 

Dr. Aditya Simha, Dissertation Chair 

 

ABSTRACT 

 

Why do some people thrive in customer service roles requiring high levels of empathy 

while others do not? Applying the job demands-resources (JD-R) framework to the use of 

emotional labor, this relationship is examined in the claims division of a property and casualty 

insurance company. In the insurance industry, empathy is a highly desirable quality of 

employees but may come at the cost of emotional contagion and the draining effect of emotional 

labor on employees who may be required to maintain emotional displays inconsistent with their 

true feelings (Hochschild, 1983). This study suggests that employee resilience may lessen the 

potentially harmful effects of using empathy on the job. By investigating the positive moderating 

effect of resilience on the emotional labor chain that can rob employees of valuable personal 

resources on the job, the influence of employee resilience is shown to be an effective moderator 

in an otherwise negative psychological dimension of employee labor. 

Keywords: empathy, resilience, emotional contagion, emotional labor, insurance claims, 

property and casualty insurance industry  
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Chapter 2: Assessing the Effects of Employee Resilience on Emotional Labor When 

Customer Empathy is a Job Requirement 

Is it ever a good idea to hang up on a customer? For one regional property and casualty 

insurance carrier based in the Midwest, the answer is yes, under certain conditions. The claims 

division of the company is responsible for settling insured claims, and employees communicate 

with insureds and claimants every day, providing the necessary customer service. However, if 

the employee is being berated, cursed at, insulted, or threatened, the Vice President of Claims 

has given express permission to respectfully terminate the call and follow up later, after the 

individual has a chance to cool down. This is a very interesting workplace dynamic, and there is 

good reason to examine in more detail what is transpiring in such interactions! 

In the workplace, employees are apt to avoid work efforts that deplete their resources, in 

line with Hobfoll’s (1989) conservation of resources (COR) theory. However, there are times 

when pushing through adversity leads to positive, versus negative, results. While initial research 

of emotional labor found a positive organizational impact at a negative cost to the employee 

(Hochschild, 1983), a more recent study showed that emotional labor is not always detrimental 

to the employee (Bhave & Glomb, 2016). To further explore this alternate outcome, this study 

considered how employee personal resilience may lessen the effects of emotional labor on the 

employee. 

The United States economy has become much more based in the provision of services 

than the manufacturing of products (Apte et al., 2010; Groth & Grandey, 2012; Groth et al., 

2019; Miller et al., 1995). This requires a different type of labor effort, where the work demands 

are not as focused on physical abilities as they are based on mental abilities (Brotheridge & 

Grandey, 2002). Service organizations compete based on their ability to provide the best 

service to their customers, which has become a key metric in service-related industries (Groth 

et al., 2019). The range of tasks required in service work may be like those in everyday social 

interactions, but the difference is that the employee is required to provide the service in a way 
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that is dictated by the employer (Pugliesi, 1999). Although the demands are not as physical, 

there is still stress involved for those who provide service work (Varca, 2009).  

Because of the importance of service work in supporting the economy, there is a greater 

interest in understanding the dimensions of this work, given that it is much more social in nature 

(Pugliesi, 1999). As with any type of occupation, there are bound to be both positive and 

negative effects for the employees in service occupations. The very notion of providing a service 

requires some degree of connection with the customer, and there are emotional costs to this 

(Varca, 2009). 

Emotional labor is an organizational requirement of employees to manage their emotions 

during interactions with those they serve to achieve positive outcomes for the company 

(Hochschild, 1983). Many service occupations require employees to use emotional labor to 

successfully complete their job responsibilities. By using emotional labor, the employee can use 

their own emotions to influence the emotions of the person they are serving; this concept was 

studied at length by Hochschild (1983) in the seminal work The Managed Heart, where the 

author studied several types of occupations, from airline stewardesses to bill collectors, to 

establish that each used emotional labor in their work, although in very different ways. 

Additional research on emotional labor has shown that different types of roles involve not only 

different forms of emotional labor but also different degrees of emotional labor (Pugliesi, 1999). 

Given that increasing numbers of employees use some form of emotional labor in their daily 

work, it is important to recognize the potential effects of emotional labor (Goodwin et al., 2011). 

In an era where the customer is always right, customer-facing employees are increasingly 

subjected to mistreatment by customers, which requires employees to expend their resources to 

better regulate their customer responses (Groth et al., 2019). 

Another factor that is likely to vary by role is the need for empathy on the job. Empathy 

allows the employee to understand and properly respond to the emotions of others through 

effective communications (Spreng et al., 2009). Showing empathy to customers is a highly 
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valued ability for those in service occupations (Vijayalakshmi & Bhattacharyya, 2012), but it 

does come at a cost; employees who consider empathy vital to their success on the job or 

frequently use empathy in performing their role also report a higher level of stress in their roles 

(Varca, 2009). In addition, the employee’s use of empathy may result in spillover effects to the 

organization through diminished objectivity and role performance by the service worker (Bove, 

2019). Employees do not possess endless supplies of empathy, and employees who deplete 

their reserves potentially face negative stress outcomes like compassion fatigue and even 

burnout (Waytz, 2016). Service organizations consider empathy as the core of their service 

quality, which may cause job stress for the very employees providing the service; this presents 

a huge disconnect for the organization (Varca, 2009). Organizations view empathy of their 

employees in a positive manner (Aw et al., 2020), but little research has forayed into potential 

negative impacts of empathy, making this a great variable of interest in a business setting 

(Bove, 2019). 

The potential for emotional contagion exists in any social setting, including employees 

working in an organization. When an individual absorbs the emotional state of the person with 

whom they are interacting, emotional contagion is at work (Spreng et al., 2009). The emotion 

absorbed can be positive (such as being happy for a friend on her wedding day) or negative 

(such as consoling a friend who has lost a parent). Emotional contagion can affect an 

employee’s interactions with customers (Pugh, 2001). There are still questions as to who might 

be more susceptible (or resistant) to emotional contagion and what conditions make emotional 

contagion more conducive (Hatfield et al., 2009). It has also been suggested that emotional 

contagion can move back and forth between individuals during an interaction (Pugh, 2001). 

Face-to-face or voice-to-voice interactions are not a requirement for emotional contagion; it has 

been shown that both positive and negative emotions can be transferred via technology, such 

as interactions involving a computer (Barsade et al., 2018). It has been demonstrated that the 

emotions of customer service professionals do affect the emotions of their customers, and the 
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reverse is also expected to be true (Pugh, 2001). Emotional contagion spreads through a quite 

nescient process; customer service employees may be largely unaware of how they affect the 

emotions of their customers and how their emotions are affected by their customers (Groth et 

al., 2019). Depending on the level of empathy possessed by the employee, the potential transfer 

through emotional contagion of negative emotions from unhappy customers seems likely to 

affect the employee’s need to use emotional labor in the interaction. It is interesting that 

although employees in service industries regularly face the effects of emotional contagion, it 

remains a little-researched construct (Groth et al., 2019). 

Although the aforementioned variables appear to be negative influences for employees, 

there are instances where the use of emotional labor results in a positive or even self-enhancing 

result for employees (Pugliesi, 1999). It is possible that the relationships between emotional 

demands and emotion management are not as stressful as they are ultimately positive 

(Brotheridge & Grandey, 2002). This study considers the influence of employee resilience to 

potentially explain the differences in these outcomes. Resilience is a psychological ability to 

rebound from negative events and interactions, as well as build from positive events and 

interactions (Luthans, 2002). Not every situation requiring the use of emotional labor results in 

negative employee outcomes (Pugliesi, 1999); employee resilience may explain some of these 

unexpected results. Employees who are more resilient are better able to recover from negative 

situations (Luthans et al., 2006). In some instances, employees may be able to manage the 

proper emotion displays without acting unnaturally, resulting in situations where the use of 

emotional labor is not always stressful to the employee (Miller et al., 1995). Resilience is only 

emerging in the study of organizational research, and in modern business culture, it may be one 

of the most critical issues to study (Luthans et al., 2006). If employee resilience can be shown to 

have a negative influence on the interaction between negative emotional contagion from 

customers and the use of emotional labor, organizations will have a better idea of how to help 

employees build their skills and become more successful.  
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Under the backdrop of the COR theory (Hobfoll, 2001) and the job demands-resources 

(JD-R) framework established by Demerouti et al. (2001), this paper examines the potentially 

moderating role of employee resilience in the relationship between the employee’s use of 

empathy and the output of emotional labor. In roles where empathy is needed, emotional 

contagion may make it more challenging for an employee to complete job duties without a high 

degree of emotional labor. The use of empathy is meant to provide a point of meaningful 

connection between the employee and the customer, but this may come as a resource drain for 

the employee, especially if the interaction involves conflict between the two parties (Bove, 

2019). It is unlikely that a service organization will ask frontline employees to avoid this conflict 

by distancing themselves from the customer, which makes it more important to examine how to 

make it easier for employees to use emotional labor to serve customers (Varca, 2009). In their 

extension of the JD-R framework, Bakker and Demerouti (2017) introduced the possibility of 

personal resources augmenting job resources. The purpose of this research is to explore 

whether resilience as a personal resource has the potential to offset the drain from certain job 

demands and the need to use emotional labor, which is common in the service industry. Thus, 

organizations that highly value empathy in their employees can help them build their individual 

stores of resilience to buffer against the negative effects of regular use of emotional labor. 

Research Questions 

Based on the emotional facets of working in a service industry as described previously, 

this paper proposes to find answers to the following research questions (RQs): 

 RQ1: Are more empathic employees more susceptible to emotional contagion from 

the customers they serve? 

 RQ2: Are more resilient employees better able to manage the demands of empathy 

and emotional contagion in a service role? 

Understanding the answers to these questions provides a further extension of Hobfoll’s 

(2001) COR theory to service industry occupations. It will also extend the JD-R framework to 
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more service occupations with their own unique sets of demands and resources for employees 

(Bakker & Demerouti, 2017; Bakker & de Vries, 2021; Demerouti et al., 2001). From a 

practitioner standpoint, the answers to these questions may provide employers with other tools 

to add to their employees’ arsenal for managing service interactions. With the significant rise in 

customer service roles in recent years (Groth et al., 2019), focusing on the customer service 

process is the best way that companies operating in the service industry can meet and even 

exceed the expectations of their customers (Parasuraman et al., 1991) and provide competitive 

advantage for the organization (Groth et al., 2019). 

Literature Review 

Theory Applied 

The key premise of the COR theory is that people have valuable resources to enhance 

and safe keep; the potential loss of these resources is a threat to the individual’s wellbeing 

(Hobfoll, 1989). The value in this theory over others that compare the fit of individuals to their 

environment (or workplace) is that COR theory also includes consideration for the building or 

restoration of resources that are threatened or lost (Brotheridge & Lee, 2002). In an extension of 

COR theory, the JD-R framework established that there is a significant connection between the 

demands of the job, the resources of the employee, and the resulting exhaustion and/or 

disengagement experienced by the employee (Bakker & Demerouti, 2017; Demerouti et al., 

2001). Although the initial version of the JD-R model considered mainly negative influences to 

employees (the factors considered were job demands and lack of job resources in human 

service occupations), a subsequent study of home health care workers found that in some 

cases, employee resources (such as autonomy, social support, performance feedback, and 

professional development opportunities) are significant in reducing levels of burnout through 

their ability to be “proactive coping” mechanisms (Xanthopoulou et al., 2007, p. 781). Further 

review of this framework resulted in the use of strain as a measure of health impairment (versus 

burnout) and well-being (versus engagement; Schaufeli & Taris, 2014) and the addition of 
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personal resources to job resources in the employee’s arsenal (Bakker et al., 2014). Based on 

longitudinal studies using the JD-R framework, an updated model was published to 

acknowledge the addition of resource gain spirals (Bakker & Demerouti, 2017). Over time, those 

proficient in the use of job resources in turn develop their own personal resources, which follows 

COR theory in that people not only attempt to protect their resources but also desire to grow 

them when possible (Bakker & Demerouti, 2017).  

Employees of any organization are likely to experience periods of both engagement and 

disengagement with their organization (Miller et al., 1995). Engagement in the role may turn into 

disengagement when the stress felt by the employee increases as the demands of the role 

exceed the resources of the employee in the role (Varca, 2009). In the service context, the 

employee’s ability to empathize with the customer is highly desired by organizations; those with 

higher levels of empathy tend to be more socially conscious and concerned for the feelings of 

others (Chlopan et al., 1985). Employees use their empathic skills to process information and 

determine what information is critical to their business operations while also acting in 

accordance with social conventions (Spreng et al., 2009). Recent studies have shown the 

importance of including consideration for the emotions of others (versus strictly self-focused 

emotional control), especially in studies involving emotional intelligence (Pekaar et al., 2018). 

This may come at a cost, however, if this connection with the emotions of others leads to 

emotional contagion (Barsade et al., 2018). While attempting to regulate the emotions of others 

has been found to be related to positive outcomes (Pekaar et al., 2018), negative emotions 

typically hold more weight and lead to more intense and spontaneous responses (Barsade, 

2002). Emotional contagion, or the transfer of emotion, is a critical occupational hazard to 

explore, not only in the human service occupations, but in service organizations, as well 

(Barsade et al., 2018). Employees manage their own emotions based on how they interpret the 

emotions of others (Pekaar et al., 2018). In this sense, empathy, emotional contagion, and the 

use of emotional labor are classified as job demands versus resources. Ironically, it may be the 
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less employees care about the customer, the less stress they experience in their roles (Varca, 

2009); clearly, this goes against the wishes of both the employers and customers. Selecting 

new employees based on their ability to empathize with customers may be counterintuitive for 

roles where high levels of emotional labor are required. 

As a potential solution, positive organizational behavior dimensions have been 

considered for their impact on employee effectiveness, as these states (including resilience) 

have the capacity of being developed and enhanced (Luthans, 2002). In a study of different 

types of job demands, resilience was found to be higher with challenge demands versus lower 

with hindrance demands, consistent with the COR theory (Crane & Searle, 2016). In response 

to Luthans’s (2002) call to look for the good in people, this paper considers resilience a personal 

resource that may help employees overcome negativity at work. Dividing job demands into 

challenge demands, which facilitate personal growth, and hindrance demands, which do not, 

indicates that some demands can help employees develop their resources (Crane & Searle, 

2016). This connects with Luthans’s (2002) notion of focusing on what works versus what 

doesn’t work and helping employees find resources that they can continue to develop to 

become more successful in their roles. Resilience is still considered an emerging topic of study; 

more work should be done to describe the development and effects of resilience at work (King 

et al., 2016). There is also a need to better understand the relationship between resilience and 

other psychological capital factors of emotional labor and other outcomes in the provision of 

services (Hur et al., 2016). 

Application of Theory to Context 

In testing the JD-R framework with roles beyond strictly human service-type roles, 

Demerouti et al. (2001) found that actual demands and resources vary from job to job. Likewise, 

in a study of emotional labor, which ranged from interviews with airline stewardesses to debt 

collectors, Hochschild (1983) found that different roles involve different degrees of emotional 

labor use. Within the human services industry, different roles within the organization result in 
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very different interactions with customers (Miller et al., 1995). It would stand to follow that 

different roles within the insurance industry would likewise require varying demands and 

resources depending on the role (Apte et al., 2010).  

Insurance companies are service organizations with many different facets. Nested in the 

larger banking and financial services industry, several forms of occupation make up the body of 

the insurance organization (Apte et al., 2010). Some of the key areas of the organization include 

marketing and sales teams, who make customers aware of the product (insurance programs) 

offered by the organization; the underwriting team then reviews each application submitted by 

the sales or agency force to assess the risk posed by the applicant, ultimately deciding whether 

it is a good risk to add to the book or whether it should be denied (Rejda & McNamara, 2014). 

Once an account is written, it is the role of the claims team to respond to any claims that arise 

from that piece of business (Boggs, 2012). A myriad of customer support and service teams 

support each of these three key divisions, and several administrative functions like accounting, 

investments, product development, actuarial, billing, and the like support the overall operations 

of the organization (Rejda & McNamara, 2014). It would seem very likely that differences in 

demands and resources would vary, depending on the individual’s role within the insurance 

organization. While the purpose of property and casualty insurance is to protect individuals, 

businesses, and other entities from risk of significant financial loss (Boggs, 2012), there are 

varying degrees of people work. Some roles are involved with individuals outside of the 

organization (i.e., agents and/or end users of insurance), while others support other divisions 

within the organization. Those who work with people within the organization may work face-to-

face, but those working with people outside of the organization are more likely to work over the 

phone or through email with emotional labor demands also affecting these individuals who are 

not face-to-face (Barsade et al., 2018).  

From the customer perspective, insurers have a less than stellar reputation (Eccles & 

Vollbracht, 2006; Parasuraman et al., 1991), making their service proposition even more 
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important (Apte et al., 2010). Insurance products come in the form of complex contracts that are 

challenging for consumers to understand (Gebert-Persson et al., 2019). Although good money 

is paid in the form of premiums, few truly understand the coverage that they are purchasing 

(Parasuraman et al., 1991). Unlike other financial services, like banking, insurance typically 

involves very little interaction between the insured and the company insuring them; most 

insureds hope to not (and probably will not) need the full extent of coverage purchased (Gebert-

Persson et al., 2019). This may cause consumers to view insurance as a black hole—they 

continue paying premiums year after year whether they have a claim or not. Consumers realize 

that the premium is in exchange for a service but may not feel that the company provides a level 

of service commensurate with this payment (Parasuraman et al., 1991). Much of the contact 

with end users of insurance are completed by customer service units and/or the claims 

department, depending on the situation (Gebert-Persson et al., 2019). These interactions 

between the front line of the insurance company and the ultimate end users of the insurance 

product tend to be infrequent and short; this allows little time to establish trust (Gebert-Persson 

et al., 2019). Employees with these closer connections to the customer may have more stress in 

their roles, especially when they are interacting with the customer regarding some type of 

problem (such as a claim) and the customer is negative in some way, conflict or not (Barsade, 

2002). Particularly for employees handling claims, the quality of their claims management 

process is of greater value than the quantity of claims they have closed out (Apte et al., 2010). 

Insurance is an information intensive industry, and because each claim is managed case by 

case, it is common for customers to feel uncertain about their coverage when an unfortunate 

situation requires them to collect on the insurer’s promise of coverage (Apte et al., 2010; Boggs, 

2012). Any customer negativity may easily transmit to the employee, who may absorb this 

negative mood (Groth et al., 2019). Much work in establishing the effects of emotional labor on 

employees has been based in the human services arena, but this paper contends that 

insurance as a service also meets the benchmark of interaction between the customer and the 
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employee and is thus worthy of study in this context (Miller et al., 1995). Indeed, even 

Hochschild (1983) included insurance claims adjusters as subjects in a study of emotional labor. 

Studying the various roles within the insurance organization is also important in finding 

differences in the effects of emotional labor on various divisions of the organization. The 

customer service area, with its direct connection to the end users of insurance, has the most 

potential for improving the reputation of the insurance organization but may not receive the 

recognition it deserves. While the income-producing side of the house (agent force, 

underwriting, etc.) is often handsomely rewarded, those serving customers already on the books 

typically receive little gratitude (Parasuraman et al., 1991). In this sense, management 

encourages the selling aspect of the business but not the servicing arm of the business, 

creating conflict (Parasuraman et al., 1991). Understanding occupational differences provides a 

more holistic perspective of emotional labor on the job (Bhave & Glomb, 2016). Insurance is a 

relationship-based business, where exceptional customer service has the potential to eliminate 

the competition in the eyes of the customer (Parasuraman et al., 1991), but this study may find 

that relationships are disincentivized by employees in the claims division who face potentially 

the greatest threat to their wellbeing through the continued use of emotional labor.  

Yet, at an individual level, some claims staff do extremely well in their roles, and others 

do not. For this reason, positive psychology may explain differences through the individual’s 

capacity for resilience (Luthans, 2002). This study investigates the impact of resilience on the 

emotional labor expended by the claims division of a Midwestern property and casualty 

insurance company, as the hypotheses in the upcoming section illustrate. Based on existing 

literature, this may be the first study to examine these relationships in such a manner.  

Theoretical Framework and Hypotheses 

Using the JD-R framework, emotional labor is the key variable observed, with the 

antecedents of empathy and emotional contagion. However, it is suspected that the resilience of 
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the employee may lower the level of emotional labor needed to complete job duties. The 

following paragraphs define each of these constructs. 

Emotional Labor 

Emotional labor refers to employee requirements to manage emotions and engage with 

customers in a way that benefits the employer as part of the employment contract (Grandey, 

2000; Hochschild, 1983). Successful customer interactions and the maintenance of customer 

relationships may require employees to develop and/or modify their emotions and express these 

during interactions (Pugliesi, 1999). Specifically, employees conduct emotional labor when three 

criteria are met:  

1) They are interacting with the public either in person or through voice contact; 

2) these interactions are meant to create an emotional state in the customer; 

3) the employer has a high level of influence in how their employees use emotions in 

customer interactions (Hochschild, 1983).  

With the common use of computers to communicate information between employees and 

customers, more recent studies have shown that these interactions through technology also fit 

the definition of emotional labor (Barsade et al., 2018).  

Interestingly, since Hochschild (1983) released the original research on emotional labor, 

the study of emotional labor has fallen into two camps. In the first camp is Pugliesi’s (1999) work 

examining self-focused and other-focused emotional labor, where employees control their own 

emotions (self-focused) in order to elicit a desired emotion in the other party (other-focused). 

For example, an employee may receive a call from an unhappy customer who very heatedly 

explains his complaint and shows utter contempt for the product, the manufacturer, and anyone 

working for the manufacturer. The employee would engage in self-focused emotional labor to 

refrain from becoming angry and instead modify the response to help the upset customer 

become less agitated (other-focused). In the other camp, Brotheridge and Grandey (2002) 

differentiated job-focused emotional labor (occupational demands of emotional work) versus 
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employee-focused emotional labor (the efforts of employees to meet these occupational 

demands). Two themes have arisen from the notion of employee-focused labor: surface acting 

(where employees may not feel the expression they are forced to show) and deep acting (where 

employees do feel the expression they are forced to show; Grandey, 2000). The use of surface 

acting becomes a taxing job demand for the employee; Grandey et al. (2007) found that 

customer verbal abuse is a source of work strain for the employee. Initial studies of customer 

service interactions have shown that an employee’s use of deep acting (or changing emotions) 

was much more taxing than the use of surface acting (or changing the outward expression; 

Pugliesi, 1999). However, more recent studies have indicated just the opposite: the effort 

needed to show feelings that one does not feel may outweigh the effort of changing one’s 

feelings (Groth et al., 2019; Huang et al., 2015). This presents a conundrum for employers who 

desire emotional labor efforts that have a positive impact on customer relationships; studies 

have shown that employee expression of emotions has a positive impact on service quality 

through customer affect (Pugh, 2001). What may not be so apparent to employers is the impact 

of customer emotions on their employees, who must respond appropriately though the use of 

emotional labor. In the context of this study, insurance customers may show a great range of 

emotions, from appreciation to anger or even despair; this is also likely to affect those serving 

them.  

Another reason that emotional labor is often considered to have a negative influence on 

the employee is due to the control of the employer over the employee’s use of emotions 

(Grandey, 2000; Hochschild, 1983). While prior work relating job conditions to employee work 

stress has established significant correlations, the use of emotional labor at work is just as 

critical to consider in studies of work stress (Pugliesi, 1999). In fact, it is important to study these 

effects as they appear to vary between persons and between occupations. Brotheridge and 

Grandey (2002) found that employee burnout may be more related to employee perception of 

role demands versus the role itself. The study of emotional labor has yielded varied results, 



EMOTIONAL LABOR AND OCCUPATIONAL COMMITMENT  
 

24 

which tend to be positive for the organization and potentially negative for the employee (Bhave 

& Glomb, 2016). Emotional labor is a factor in role conflict (Varca, 2009), and it is possible that 

specific roles within a type of occupation may show more variation in the outcomes of emotional 

labor (Bhave & Glomb, 2016; Brotheridge & Grandey, 2002). The most stressful roles are those 

with high demands on employees, who have little control of their work, yet employees who can 

successfully manage their customer relationships and meet organizational goals may also find 

empowerment through their roles (Pugliesi, 1999). Different types of roles and occupations may 

result in different employee outcomes in the form of stressors or resources (Brotheridge & 

Grandey, 2002), and it is also possible that the various job conditions of these roles actually 

have a compounding effect with emotional labor to the employee (Pugliesi, 1999). These 

differences may also be related to the different types of emotional labor initially hypothesized, 

where self-focused emotional labor may have more negative employee outcomes and other-

focused emotional labor may result in more positive employee outcomes (Pugliesi, 1999).  

Quite contrary to company goals, employees may be able to lower stress in their work 

through psychologically removing themselves from the situation at hand (Varca, 2009). By not 

engaging in any emotional labor efforts on the job, an employee may be saving his or her own 

emotions. On the opposite end of this issue, employees with frequent positive interactions with 

customers may feel invigorated and successful in their work (Brotheridge & Grandey, 2002). 

Along with friendliness, empathy has been found to be associated with positive outcomes for 

employees engaging with customers (Brotheridge & Grandey, 2002). Empathy is also a 

common theme in the many variations of emotional intelligence, which is a topic of great interest 

to organizations and especially service operations (Pekaar et al., 2018). The connection 

between empathy and emotional labor is a key relationship in this study in the context of 

property and casualty insurance claims staff. 
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Empathy 

Empathy has several applications in the literature but is widely used to refer to how an 

individual responds to others when the individual sees what others are experiencing (Davis, 

1983). It is critical to interactions between people, requiring that both parties have consideration 

for the needs and values of the other person (Greif & Hogan, 1973). Empathy requires not only 

caring for the customer but also personalized attention to the customer’s needs (Parasuraman 

et al., 1991). Empathy commonly includes both cognitive and emotional dimensions (Davis, 

1983; Wieseke et al., 2012) but may be best understood together (Caruso & Mayer, 1998). The 

key to this debate may be the question of whether one is able to vicariously experience the 

emotions of others or whether one is willing to put themselves in the other’s position to observe 

his or her emotional viewpoint (Chlopan et al., 1985).  

Empathy is important in relationships between insurance companies and their 

customers. Customers want to know that their insurance carrier understands and cares for them 

as people, not simply as numbers (Parasuraman et al., 1991). Employees with higher levels of 

empathy are more aware of what their customers expect (Greif & Hogan, 1973). There is a push 

to hire empathic employees who can anticipate the needs of customers and manage those 

interactions and relationships (Wieseke et al., 2012). Providing customer service through 

empathy builds true relationships with customers and is key to exceeding the expectations of 

insurance customers (Parasuraman et al., 1991). Successful employees understand the 

emotions of their customers and can also perceive how customers perceive them, which helps 

employees share the appropriate emotions during their interactions with customers (Wieseke et 

al., 2012). Employees providing customer service may be better able to understand the 

emotions of their customers if they are first aware of their own emotions in the interaction 

(Vijayalakshmi & Bhattacharyya, 2012), and the forms of customer interactions where 

employees put empathy to use are likely to vary depending on their role with the organization 

(Miller et al., 1995).  
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However, this may come at a cost to the employee. The relationship between showing 

empathy for customers and role conflict has been substantiated, especially for those whose job 

involves frequent interactions with customers (Varca, 2009). This may be because over time, 

these employees may develop their own impressions of the service they provide and the 

customers they serve (Miller et al., 1995). Employees providing customer service must be able 

to fit the appropriate use of empathy with the needs of individual customers (Parasuraman et al., 

1991). Studies of empathy have increased, and connections between both positive and negative 

outcomes have been substantiated (Chlopan et al., 1985). From an organizational perspective, 

empathy is highly desired in employees to provide more responsive communication and better 

service to customers (Miller et al., 1995). However, role stress is positively connected with the 

employee’s ability to emotionally interact with the customer in a meaningful way to provide 

service (Varca, 2009). In conclusion, although empathy may be highly desirable in customer 

service roles, it may result in more employee burnout and even negatively affect employee 

commitment to the organization (Miller et al., 1995). This forms my first hypothesis: 

H1: Employee empathy is positively associated with emotional labor. 

Emotional Contagion 

As much as empathy toward customers is desired by the organization, it could also have 

a negative impact on the employee. Emotional contagion occurs when the employee absorbs 

the emotions of another and may not even realize that the emotional transfer occurred 

(Barsade, 2002; Vijayalakshmi & Bhattacharyya, 2012). Emotional contagion is closely related 

to empathy (Hatfield et al., 2009). Much research has been based on discerning the differences 

and relationships between these two constructs leading to the notion that emotional contagion 

has two related dimensions, similar to empathy: a cognitive level and an emotional level 

(Spreng et al., 2009). Cognitive contagion is related to the transfer of thoughts and attitudes 

while emotional contagion also affects emotions and behavior (Barsade et al., 2018). As with 
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empathy, this paper focuses on emotions at work, in this case through the unintentional transfer 

of emotions through emotional contagion. 

It is human nature to reflect the emotions of others during interactions with them 

(Hatfield et al., 2009). Emotional contagion allows the observer to feel the emotions of the other 

person (Miller et al., 1995), and these emotions are quite specific: one is likely to feel the same 

joy as another who is sharing details about a happy event or even become angered if he or she 

feels that the other is showing them hostility (Hatfield et al., 2009). Those who show more 

empathy toward others and can read the emotions of others may also be much more 

susceptible to contagion of these emotions (Barsade et al., 2018). This means that emotional 

contagion occurs with any type of emotion; while pleasant emotions can be shared between 

individuals (Petitta & Naughton, 2015), others warn of the potentially negative results to those 

who regularly engage with unhappy people (Vijayalakshmi & Bhattacharyya, 2012). Whether the 

transferred emotions are positive or negative, it seems that employees more empathic to the 

feelings of others might be more likely to unintentionally absorb these feelings. To test this 

proposed connection between empathy and emotional contagion, the following hypothesis is 

drawn: 

H2: Employee empathy is positively associated with emotional contagion. 

In the work setting, emotional contagion can affect not only the individuals in the group 

but the entire dynamic of the group (Barsade, 2002). While studies of contagion at work are 

important to management (Vijayalakshmi & Bhattacharyya, 2012), the focus needs to change. 

Much of the work to date has involved the study of interactions between co-workers (Grandey et 

al., 2007), or the effects of downward contagion, where the actions and emotions of leadership 

affect employees; the notion that contagion can travel upward is only beginning to be studied 

(Petitta & Naughton, 2015). Likewise, there is a need to better understand how the emotions of 

employees can affect customers and conversely, how the emotions of customers affect the 

emotions of the employees who serve them (Barsade et al., 2018).  
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In the setting of the insurance organization, customers become more demanding when 

an issue is not properly handled the first time or when the customer is in crisis (Parasuraman et 

al., 1991). It has also been established that employees may be subject to varying levels of 

emotional contagion, depending on their occupation (Barsade et al., 2018). For these reasons, it 

makes sense to measure the effects of emotional contagion on employees of the claims 

division. While some claims adjusters have some face-to-face contact with their customers, 

much of the work is managed through phone contact and/or electronic communications, both of 

which have the ability to spread emotional contagion (Hatfield et al., 2009; Petitta & Naughton, 

2015). As proposed previously, those who are more susceptible to emotional contagion are 

likely to have more empathy but may also be more emotionally unstable (Doherty, 1997). Each 

employee brings to work individual thoughts and emotions, which are likely to affect others 

(Vijayalakshmi & Bhattacharyya, 2012). Those frequently exposed to emotional contagion on 

the job may wish to withdraw from these situations (Doherty, 1997). Those who deal with more 

emotional contagion in their roles may need a higher level of emotional labor to do their work, 

resulting in a third hypotheses: 

H3: Employee emotional contagion is positively associated with emotional labor. 

The first hypothesis proposes a direct relationship between empathy and emotional 

labor, but an indirect relationship may also exist. Highly empathic employees are more 

perceptive of their customers (Greif & Hogan, 1973), which includes the emotions of their 

customers. Because emotional contagion may happen beyond a top-down or peer-to-peer 

transfer of emotions (Petitta & Naughton, 2015), these emotions have the potential to 

unintentionally transfer upward from customers to employees. As employees adjust not only to 

the emotions of the customer but also to changes in their own emotions unexpectedly absorbed 

from the customer, this likely requires employees to increase their emotional labor efforts to 

respond in a way deemed appropriate by the employer (Pugliesi, 1999; Varca 2009). If those 

who exhibit higher levels of empathy are also more susceptible to emotional contagion (as 
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proposed in the second hypothesis), this may ultimately require the increased use of emotional 

labor as the employee sorts out the conflict between felt emotions and employer-desired 

responses. To test for this indirect relationship between empathy and emotional labor through 

emotional contagion, the next hypothesis is proposed: 

H4: Empathy has an indirect association with emotional labor through emotional 

contagion. 

Because each employee is individual, that uniqueness must relate to the ability of the 

individual to manage potential negativity on the job. Research has shown that different 

combinations of employee characteristics and scenarios have varying impacts on emotional 

outcomes for both customers and employees (Pugh, 2001). Moderators may explain why 

contagion is felt more deeply by some than by others (Barsade et al., 2018). To attempt to 

explain these differing outcomes, the construct of resilience in the positive organizational 

behavior context was used as a moderator in this study. 

Resilience 

Resilience was first considered a trait possessed by some but not by others; now it is 

widely recognized as a state-like quality of an individual that can change with time and 

experience (Luthans, 2002). It is defined as “the developable capacity to rebound or bounce 

back from adversity, conflict, failure or even positive events, progress, and increased 

responsibility” (Luthans, 2002, p. 702). Because resilience operates in the space between 

genetic traits and factors in the environment, it is important as a personal resource (Yost, 2016). 

Prior research has connected resilience of an individual with the ability to meet changing 

demands, willingness to engage in new experiences, and the capacity for emotional stability 

under adverse conditions (Luthans et al., 2006). Resilience can put a positive spin on potential 

threats to successful outcomes (Youssef & Luthans, 2007). Resilience has been studied in 

many other fields such as psychology but is only beginning to be studied in terms of 

organizational behavior (King et al., 2016). In the original development of positive organizational 
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behavior, Luthans (2002) did not include the dimension of resilience, but it is now touted as the 

newest measure of psychological capacity at work. In subsequent work, Luthans et al. (2006) 

indicated that other elements of psychological capital, such as hope, optimism, and confidence 

may be paths to resilience or may even moderate the relationship between resilience and 

performance outcomes. It is possible that the dimension of resilience is better than the others in 

reflecting the capacity of an individual to respond to negative events at work (Luthans, 2002).  

Employees who are more confident in their job duties likely use resilience to learn from 

prior mistakes or mishaps (Luthans et al., 2006). Self-efficacy and confidence are related to 

resilience, but resilience is quite different. Self-efficacy is another dimension of psychological 

capital that refers to an employee’s perceived capacity to complete work (Luthans & Youssef, 

2007). Employees with self-efficacy are more likely to accept more challenging assignments 

because they have confidence in themselves (Luthans & Youssef, 2007). Resilience is another 

personal resource of the employee, but resilience has the power to help the employee restore 

confidence after a negative work issue (Luthans et al., 2006). In addition, resilience can be 

proactively developed as well as used reflexively (Luthans & Youssef, 2007). Resilience is 

considered a key resource for organizational success and growth (King et al., 2016), and the 

resilience of organizational members collectively builds an organization that can make it through 

tough times (Yost, 2016). Resilience is one of the psychological capital dimensions that builds 

individual perseverance (Luthans et al., 2007). More research is needed on this particular facet 

to more firmly ground it to positive results in the organization (King et al., 2016).  

Initial research has considered resilience more of a stable personal characteristic, but 

more recent studies have supported the notion that it is malleable and subject to continued 

development (Luthans et al., 2006). This is not to say that genetics are not involved whatsoever; 

predisposition and/or environment may play a part in an individual’s level of resilience, but this 

can be positively impacted through intentional practice (Yost, 2016). Prior work evaluating the 

effects of training interventions on worker resilience have shown positive outcomes (Youssef & 
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Luthans, 2007). Individuals who can develop their own resilience reserves also build confidence 

in themselves (Yost, 2016). There may be a positive effect to resilience, where those who learn 

to deal with negative events become more and more resilient with each new adversity (Luthans 

et al., 2007). The events that promote the growth of resilience are not exclusively negative; 

change, uncertainty, and even an overload of positive events also incorporate resilience 

(Youssef & Luthans, 2007). Resilience has also been correlated to the positive outcomes of 

happiness, job satisfaction, and commitment, among others (Luthans et al., 2007). Analyzing 

resilience, which can fade and grow, is critical to the application of psychological capital to the 

provision of services, where emotional labor is used (Hur et al., 2016). As a personal resource, 

resilience can lead to continued development and growth of the employee (Youssef & Luthans, 

2007), which leads to the final hypothesis. A diagram of all hypothesized relationships is 

presented in Figure 1. 

H5: The indirect association between empathy and emotional labor through emotional 

contagion is conditionally dependent upon levels of resilience, so that the relationship 

between emotional contagion and emotional labor is weaker when levels of resilience 

are stronger. 
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Figure 1  

The Role of Resilience in the Empathy–Emotional Labor Pathway 

 

 

Note. Relationships proposed to be positive are indicated by (+); relationships proposed to be 
negative are indicated by (-). 
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Methods 

Sampling Design 

A single company in the property and casualty insurance industry was be sampled to 

evaluate the hypotheses; employees in the claims division of a regional property and casualty 

insurance carrier located in the upper Midwest were asked to complete the survey. The claims 

division is 243 employees strong and consists of several units, including auto physical damage 

claims, property claims, casualty claims, and workers compensation claims. In addition, there is 

a multi-line team as well as a claims customer service unit and administrative support. To detect 

meaningful relationships between variables, 149 responses were needed to achieve a 95% 

confidence level with a 5% margin of error (Momentive, 2021). 

Survey responses were collected electronically through Qualtrics. All 243 employees of 

the claims division were invited to participate. In total, 113 useable responses were collected, 

resulting in a response rate of 47%. 

Research Design and Data Collection  

A list of email addresses for all company associates in the claims division was obtained 

from the administrative assistant of claims. The list was imported into Qualtrics and an individual 

survey link was emailed to each employee along with a statement that the study was endorsed 

by company leadership. In addition, some general information about the purpose of the study 

and a guarantee of anonymity for their responses was provided. Employees were asked to 

complete the 10 to 15 minute survey during work time on their work computers. Confidentiality 

of results was also assured, and interested employees could request a copy of the report when 

final, showing only aggregated data. The data collection was conducted in a single wave over a 

two-week time period.  

Other consideration was given to biases common in research. Questions were 

randomized in the survey to prevent respondents from identifying individual constructs, and all 
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scales were changed to a 7-point Likert-scale response to help in this effort. Negatively worded 

questions helped minimize social desirability bias. To reduce non-response bias, reminders 

were automatically sent to those who had not completed the survey a week before and a day 

before the survey closed. In addition, the vice president of the division emailed the team with an 

appeal to complete the survey. No pilot study beyond a cursory review of the survey instrument 

by other doctorate students was completed, as the measures in this study were based on 

already validated scales. The survey items are included in Appendix A and described in the 

following paragraphs. 

Conceptual and Operational Definitions of Variables 

Empathy 

Empathy is challenging to measure at a broad level (Spreng et al., 2009). Some of the 

more popular scales are the Mehrabian and Epstein Emotional Empathy Scale, which measures 

emotional empathy, and the Hogan Empathy Scale, which focuses on cognitive empathy (Davis, 

1983). This may explain why there has been variation in results based on whether employees 

work directly with customers or not (Miller et al., 1995). The Interpersonal Reactivity Index was 

initially proposed in 1980 by Davis (1983) to include four subscales, but more recent research 

has indicated that a simpler solution may be appropriate to capture empathy in self-report 

measures (Spreng et al., 2009). The Toronto Empathy Questionnaire was developed with 

questions from the Interpersonal Reactivity Index and Hogan’s Empathy Scale, among others, 

and shown to be valid and reliable using a single measure based on a more emotional approach 

(Spreng et al., 2009). Self-report instruments are appropriate to measure this construct as they 

capture the subjective responses of each employee (Caruso & Mayer, 1998). Although the 

Toronto Empathy Questionnaire is a shorter inventory than prior measures and reduces survey 

fatigue (Spreng et al., 2009), I chose to use a more recent empathy scale that has been used 

more heavily with individuals in business services other than the provision of human services. 

The scale, originally created by McBane (1995) but further modified by Wieseke et al. (2012), 
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assesses both cognitive (three items) and emotional (four items) dimensions of empathy on a 7-

point scale (1 = totally disagree to 7 = totally agree). None of the items in this measure were 

modified, but the scale was slightly modified. Although emotional empathy may have more of a 

direct link to emotional labor than the cognitive aspect, each may be used in different degrees in 

different applications.  

Emotional Contagion 

Emotional contagion plays a key role in the interaction between individuals during the 

service encounter (Groth et al., 2019). In McBane’s (1995) original empathy scale, emotional 

contagion was included as a dimension of empathy, alongside the cognitive and emotional 

dimensions, but more recent research has broken these related constructs (Spreng et al., 

2009). Emotional contagion, where one assumes the emotions of the other (Hatfield et al., 

2009), happens at the individual level and is appropriately measured through self-reporting, 

especially when service is provided through electronic means (Petitta & Naughton, 2015).  

Initial scales developed to measure emotional contagion were developed by Hatfield et 

al. (2009) and Doherty (1997), but both include a dimension for romantic love inappropriate in a 

work setting (Petitta & Naughton, 2015). The other four dimensions of these initial scales 

include happiness, sadness, fear, and anger (Doherty, 1997), which seem to imply a transfer of 

mainly negative emotions. Granted, negative emotions are more likely to have an effect on 

employees (Barsade, 2002), but I aimed for a scale that does not seem biased toward negative 

affect.  

The Emotional Contagion at Work Scale was developed by Petitta and Naughton (2015) 

to reflect the fact that employees have the potential to not only absorb the emotions of others 

but also infect others with their own emotions. Because I recognized that contagion can also 

spread positive emotions, this scale was undesirable for my study since it also includes 

subdimensions for joy, sadness, fear and anger (Petitta & Naughton, 2015). Another downside 
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to the scales mentioned thus far is that some items rely on physical proximity to recognize facial 

expressions or gestures; this was generally not the case in the context of this study. 

Ultimately, a unidimensional measure of emotional contagion was selected. It was 

initially created by McBane (1995) in the scale for empathy and later modified by Wieseke et al. 

(2012). In addition to adding two additional items to measure emotional contagion, Wieseke et 

al. (2012) also modified two of McBane’s (1995) items to remove reverse coding; both retained 

a 7-point response scale (Wieseke et al., 2012). I chose to retain the two reverse coded items to 

minimize survey fatigue; these two items balanced well against the remaining three positively 

phrased items. In addition, the two items added by Wieseke et al. (2012) required modification 

as they referenced seeing someone; the phrase “If I see…” was replaced with “When I work 

with…” (for example, “When I work with happy people, I am happy myself”). The resulting 

overall 5-item measure is better matched to the 7-item measure of empathy than other, much 

longer, emotional contagion scales.  

Emotional Labor 

Managing one’s emotions to support organizational goals takes place in many more 

roles than those in human caretaking (Hochschild, 1983). This effort is commonly categorized 

as the management of one’s emotions during service interactions (Grandey, 2000). The two 

most widely used strategies for managing one’s emotions are surface acting and deep acting 

(Groth et al., 2019); both were developed by Grandey (2000) and have been tested for their 

relationships with both individual (Groth & Grandey, 2012) and organizational outcomes 

(Goodwin et al., 2011). Surface acting requires more resources than deep acting as employees 

must conduct themselves in a manner that they do not feel (Goodwin et al., 2011). In this sense, 

these strategies are emotional regulation efforts of employees to show the organizationally 

correct emotion while potentially masking their true emotions (Pugliesi, 1999). 

In this study, I elected to focus on emotional labor, which can either be inward-facing or 

outward-facing (Hochschild, 1983). Different roles have different audiences and require different 
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dimensions of emotional labor, self-focused and other-focused (Pugliesi, 1999). Self-focused 

emotional labor obviously relates to the feelings of the employee, while other-focused emotional 

labor can be directed toward customers outside the company as well as co-workers within the 

company (Pugliesi, 1999). I used the same scale for self- and other-focused emotional labor as 

Pugliesi (1999) with a slight modification in scale. 

The first three items of the self-focused scale were originally based on a 4-point 

agreement/disagreement scale, while one self-focused item and all three other-focused items 

were based on a 5-point frequency scale of no time/lot of time. To keep the measure consistent 

with the scales used for other variables, answers for all seven items were coded on a 7-point 

Likert scale (1 = strongly disagree, 7 = strongly agree). This required a very minor change to the 

other-focused variables to make the language more consistent with the initial self-focused 

variables (for example, “Help customers feel better about themselves” became “I help others 

feel better about themselves at work”). In addition, any items which referenced co-workers, 

clients, or students were changed to refer to “others” with a preface to relate the item to the 

work setting.  

Resilience 

Although resilience has been used in many applications beyond business organizations, 

it is quickly gaining credibility as a critical employee state that weighs into many workplace 

outcomes and may be the biggest key to success for the employee (Yost, 2016). If a 

relationship can be shown to show the effect of resilience on emotional labor outcomes, there is 

good reason to study approaches that help employees build their stores of resilience. 

A common measure of resilience is the Brief Resilience Scale developed by Smith et al. 

(2008), which is based on an individual’s ability to rebound from stress-inducing setbacks. As 

such, it may have more application in a clinical context than in a business context. For that 

reason, the resilience dimension of the psychological capital measure developed by Luthans et 

al. (2007) was the measure used in this study. While the original 6-point Likert scale was 
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modified to a 7-point scale for consistency with other measures, none of the individual items 

required modification.  

Descriptive and Control Variables 

Defining emotional labor use by creating categories of roles (i.e., sales vs. claims, 

clerical vs. managerial) can make it more challenging to see differences across the organization 

(Brotheridge & Grandey, 2002). It is also possible that two individuals with similar roles may 

provide different answers regarding their roles. While there is not a lot of literature to describe 

the various roles involved in the property and casualty insurance organization, it has been noted 

that work in the claims division may require a higher degree of emotional labor (Apte et al., 

2010; Parasuraman et al., 1991). Additionally, resource use may further be delineated 

according to the type of claim made. Property losses tend to be more straightforward in 

settlement, while casualty and work compensation claims are generally more complex and can 

continue for years before they are ultimately settled (Boggs, 2012). Therefore, I broke the claims 

division into several subcategories. I asked the following filter questions to help aggregate 

responses: 

 In what division of Claims do you work? Response choices are Claims – Auto 

Physical Damage, Claims – Property, Claims – Casualty, Claims – Workers 

Compensation, Claims – Multi-Line Team, Claims – Customer Service, Claims – 

Other 

 Are your key job duties mainly tied to supporting claimants and insureds or to 

supporting other associates on the claims team? (claimants, others) 

Many join the insurance industry full time through an internship completed during their 

college studies. As students, some also seek out these opportunities after learning about them 

during their insurance coursework, leading to the following control questions: 

 Are you currently a student intern? (yes, no) 
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 Did you participate in a student internship prior to joining the industry full time? (yes, 

no) 

 Did you complete any insurance course work prior to joining the industry full time? 

(yes, no) 

Because resilience is a state-like individual characteristic, it can change over time and 

be developed through experience (Luthans, 2002; Yost, 2016). Within the insurance industry, 

employees can engage in several opportunities, both within and outside of the organization, 

which may help them develop higher levels of resilience. For this reason, I asked for three levels 

of tenure, all with response choices of less than 1 year, 1 to 5 years, 5 to 15 years, and 15+ 

years: 

 Years of tenure in current role 

 Years of tenure with the company 

 Years of tenure within the insurance industry 

Other control variables are age and gender, as these factors may also make a difference 

for some of the key variables measured in this study (Barsade et al., 2018). Ultimately, three 

control variables were used to analyze the relationships in the first part of the study. Those 

variables were age, gender, and tenure in industry. 

Procedures 

The purpose of the study and brief background information regarding the research was 

shared with employee participants, as well as the contact email for the researcher for any 

questions. Employees were also informed that the surveys were not tedious and that they 

should go with their gut response, taking approximately 10 to 15 minutes to complete the 

survey. Employees were assured of the anonymity of results with only aggregated results 

shared in the final report. If employees wished to have a copy of the results, they could receive 

an emailed copy at the end of the study by requesting one from the researcher. 
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Claims associates received a message with survey instructions and an individual link to 

the electronic survey. The instructions prompted them to click the link (after consenting to the 

study) to complete the survey from their work computer prior to the close of the survey and not 

to forward the link. Reminder messages were sent automatically to only non-respondents, 

encouraging them to complete the survey prior to the date the survey closed. The survey 

window was kept open long enough to account for associates who may have been out for a 

week with summer vacations.  

Analysis and Results 

All data were collected and analyzed at the individual level, and 110 complete surveys 

were returned. Three additional surveys were significantly completed (i.e., more than 50% of the 

items were answered). For these three responses, the median values of unanswered items 

were substituted for missed entries, bringing the total number of complete surveys to 113 for a 

47% response rate. Both confirmatory factor analysis and model testing were completed using 

the partial least squares method of structural equation modeling (SmartPLS 3.3.0; Ringle et al., 

2015).  

Descriptive Statistics 

 The majority of responses (60%) were submitted by females in this sample. Many of the 

respondents were in the mid-point of their careers, with 40% in the 35-44 age group and 

another 26% in the 45-54 age group. There was also a lot of experience in the claims division; 

43% of respondents had at least 15 years of experience in the insurance industry. Table 1 

provides more detail, and additional factors describing survey respondents are shown in 

Appendix B at the end of Chapter 4. 
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Table 1 

Survey Respondent Demographics 

Variable     % Category 

Age   4% 18-24 years old 
17% 25-34 years old 
40% 35-44 years old 
26% 45-54 years old 
12% 55 years or older 

Gender 60% female 
38% male 
  2% preferred not to answer 

Insurance Industry 
Experience 

24% 5 years or less 
34% between 5 and 15 years 
43% 15 or more years 

Note. N = 113 responses. 
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Measurement Validation 

A confirmatory factor analysis was conducted to measure the validity of the variables in 

the study, which include empathy, emotional contagion, emotional labor, and resilience. For the 

analysis, emotional labor was broken into the two dimensions of self-focused emotional labor 

and other-focused emotional labor. Interestingly, not all items loaded on their respective values, 

but after the removal of items with loadings less than 0.7, there were a total of 11 out of 25 

items representing the five variables. The items and their loadings are found in Table 1. 

Composite reliability and average variance extracted (AVE) scores for each of the variables are 

shown in Table 2.  

As shown in Table 3, the composite reliability for all constructs was above 0.7 (Peterson 

& Kim, 2013), and AVE of all the constructs was greater than 0.5. This establishes convergent 

validity of the constructs. Table 4 shows the square root of the AVE for each variable in the 

diagonal, with the correlations in the off-diagonal elements. For all the constructs, the square 

root of AVE as represented on each diagonal is greater than the correlation of the 

corresponding off-diagonal elements. This establishes discriminant validity of all the constructs. 

Figure 2 shows the path coefficients and p-values for each hypothesis.  
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Table 2 

Emotional Labor Outer Model Loadings and Variable Composite Reliability with Resilience as a 

Moderator 

Variable 
(Composite Reliability) 

Items with loadings > 0.7  
Loadings 
(t-statistic) 

Emotional Contagion (0.836) 

EC2 
I find that I can remain cool in spite of the excitement 
around me (R) 

0.785 
(5.216) 

EC3 
I tend to remain calm even though those around me 
are not (R) 

0.907 
(12.085) 

Empathy (0.822) 

EM2 
When I am upset at someone, I usually try to “put 
myself in their shoes” 

0.850 
(8.533) 

EM4 
I would describe myself as a pretty soft-hearted 
person 

0.820 
(7.551) 

Emotional Labor – Other Focused (0.798) 

OEL1 I help customers feel better about themselves 
0.717 

(7.072) 

OEL2 I help customers deal with stresses and difficulties 
0.789 

(8.936) 

OEL3 
I attempt to “keep the peace” by calming clashes with 
customers 

0.755 
(11.195) 

Resilience (0.787) 

RE1 
When I have a setback at work, I have trouble 
recovering from it, moving on (R) 

0.796 
(5.522) 

RE4 I usually take stressful things at work in stride 
0.816 

(5.770) 

Emotional Labor – Self-Focused (0.701) 

SEL1 
I am unable to express my true feelings to co-
workers 

0.644a 
(1.813) 

SEL4 
I cover or manage my own feelings so as to appear 
pleasant at work 

0.820 
(2.880) 

 

Note. All items were scored on 7-point Likert scale where 1 = strongly disagree, 4 = neither agree nor 
disagree, and 7 = strongly agree. Reverse coded items are indicated with (R) after the item. 
 

a While the first item representing self-focused emotional labor was less than the 0.7 benchmark, I 
retained it since it is theoretically relevant. 
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Table 3 

Construct Reliability and Validity 

Variable 
Composite 
Reliability 

Average 
Variance 
Extracted 

Emotional Contagion 0.836 0.720 
Empathy 0.822 0.698 
Emotional Labor - Other-Focused 0.798 0.569 
Resilience 0.787 0.649 
Emotional Labor - Self-Focused 0.701 0.544 
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Table 4 

Measurement Model Validation: Discriminant Validity 

Variable EC EM OEL RE SEL 
Emotional Contagion (EC) 0.848     
Empathy (EM) -0.095 0.836    
Emotional Labor - Other-Focused (OEL) -0.378 0.332 0.754   
Resilience (RE) -0.375 -0.095 0.165 0.806  
Emotional Labor - Self-Focused (SEL) 0.075 -0.005 -0.030 -0.381 0.737 
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Figure 2 

Testing Correlations between Empathy, Emotional Contagion, and Emotional Labor with 

Resilience as a Moderator 

 

 

 

Note. Non-significant relationships are indicated by ns. 

*p<0.05, **p<0.01, ***p<0.001 
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Hypothesis Testing and Results 

Hypothesis 1 stated that employee empathy will positively influence emotional labor. 

Findings showed that empathy has a positive and significant relationship with other-focused 

emotional labor (b = 0.335, p < .001), but empathy has a negative and insignificant relationship 

with self-focused emotional labor (b = -0.084, p > .1), lending only partial support for this 

hypothesis. 

Hypothesis 2 stated that employee empathy will positively influence emotional 

contagion. Findings showed that empathy has a negative relationship with emotional contagion 

(b = -0.095, p > .1). Hypothesis 2 was not supported. 

Hypothesis 3 stated that emotional contagion will positively influence emotional labor. 

Findings showed that emotional contagion has a negative relationship with both other-focused 

emotional labor (b = -0.299, p < .05) and self-focused emotional labor (b = -0.176, p > .1). 

Although the relationship between emotional contagion and other-focused emotional labor is 

significant, it is in the wrong direction and does not support Hypothesis 3. 

Hypothesis 4 stated that empathy will impact emotional labor through emotional 

contagion. This hypothesis is unsupported due to the lack of support for Hypothesis 2. 

Hypothesis 5 stated that resilience will moderate the positive relationship between 

contagion and emotional labor. Findings showed that resilience is not a moderator between 

emotional contagion and other-focused emotional labor (b = -0.099, p > .1), nor between 

emotional contagion and self-focused emotional labor (b = -0.057, p > .1). There was no support 

for Hypothesis 5. 

Of the three control variables tested (age, gender, and industry tenure), only tenure in 

the industry showed a positive significant relationship with other-focused emotional labor (b = 

0.325, p < .01). Additionally, a marker variable was incorporated into the survey to detect the 

presence of common method variance in the resulting data. Self-report measures are especially 

susceptible to common method variance, and a marker variable analysis is advised in these 
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situations (Lindell & Whitney, 2001). Many studies have adopted the use of a marker variable in 

their design and analysis; see Williams et al. (2010) for a sample of empirical studies 

incorporating this approach. As suggested by the literature, a marker variable was incorporated 

that was measured with more than one item and unrelated to any of the variables in the study 

(Lindell & Whitney, 2001). The marker variable incorporated into the survey contained two 

seemingly random items: “I like summer more than any other season”, and “Summer is my most 

favorite season.” These items result in a marker variable that is clearly independent of the other 

variables, and it was measured using the same Likert scale as the other independent and 

dependent variables in order to capture similar method bias concerns as those that may affect 

the variables of interest (Williams et al., 2010). The marker variable had no impact on the 

relationships found in the initial analysis of the data, suggesting that no common method 

variance (such as social desirability, consistency, mood, etc.) was present in the results. 

Discussion 

I hypothesized that empathy, emotional contagion, and emotional labor were all 

positively related and that resilience moderated the positive relationship between emotional 

contagion and emotional labor. The only positive correlation between empathy, emotional 

contagion, and emotional labor in this study was the relationship between empathy and other-

focused emotional labor. Because empathy does not share a significant relationship with 

emotional contagion, the mediation hypothesis that empathy will positively relate to emotional 

labor though emotional contagion is also unsupported. Additionally, the construct of resilience 

did not seem to moderate the relationship between emotional contagion and emotional labor at 

all. The results showed that most of the hypothesized relationships are not supported by the 

data; a summary of the hypotheses postulated with results is shown in Table 5. 
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Table 5 

Results of Hypothesized Relationships 

Hypothesis Result Finding 

H1: Employee empathy is positively 
associated with emotional labor 

EM -> OEL = 0.335 (0.000) 
EM -> SEL = -0.084 (0.548) 

Partially 
supported 

H2: Employee empathy is positively 
associated with emotional 
contagion 

EM -> EC = -0.095 (0.390) 
Not 

supported 

H3: Employee emotional contagion is 
positively associated with emotional 
labor 

EC -> OEL = -0.299 (0.018) 
EC -> SEL = -0.176 (0.183) 

Not 
supported 

H4: Empathy has an indirect 
association with emotional labor 
through emotional contagion 

Required support of H2, which had 
no support 

Not 
supported 

H5: The indirect association between 
empathy and emotional labor 
through emotional contagion is 
conditionally dependent upon levels 
of resilience, so that the relationship 
between emotional contagion and 
emotional labor is weaker when 
levels of resilience are stronger 

RE * EC -> OEL = -0.099 (0.241) 
 

RE * EC -> SEL = -0.057 (0.576) 

Not 
supported 

 
Note. EM = empathy, EC = emotional contagion, OEL = other-focused emotional labor, SEL = 
self-focused emotional labor, RE = resilience.  
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The results are unexpected. The literature points to resilience as a personal state that 

allows an individual to recover quickly from adversity, and this would certainly seem to apply to 

the work of property and casualty insurance claims adjusters. Although the sample size may 

have limited the findings, the model was theoretically feasible based on the literature where 

individual resilience could modify the strength and/or direction of the relationship between 

emotional contagion and emotional labor efforts in the role. Because there was no significant 

relationship between these variables, there was no support for a moderation either. 

The literature also points to the plausibility of another model involving resilience. Instead 

of changing the direction of the relationship between emotional contagion and emotional labor, 

resilience may actually help to explain the relationship. The JD-R framework (Bakker & 

Demerouti, 2017) indicates that employees will use their personal resources to offset otherwise 

taxing job demands. Since resilience helps the individual rebound from adversity, and the work 

of the claims adjuster regularly invites potential emotional contagion through customers 

suffering through a loss, resilience can potentially serve as a mediator in the relationship 

between emotional contagion and emotional labor. Testing the original model showed no 

moderation effects between emotional contagion and emotional labor relationship, but a direct 

and significant relationship was discovered between resilience and self-focused emotional labor 

(b = -0.428, p < .01). This finding bears further investigation with resilience as a mediator in the 

empathy to emotional labor relationship. I tested this mediation hypothesis with an alternative 

model as explained in the following section.  

Alternative Model: Resilience as Mediator 

To test the alternative model, I removed the moderation hypothesis from the original 

model and added the hypothesis that a negative relationship exists between emotional 

contagion and resilience, which helps to explain the relationship between emotional contagion 

and emotional labor outcomes. In this alternative model, resilience became a mediator in the 

relationship; the alternative model is shown in Figure 3. 
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Measurement Validation 

In this model, the confirmatory factor analysis added another item to the variable 

measures; 12 of the 25 items loaded well to the variables. Some of the items from the first 

model also appeared in the alternative model, although some new items also significantly 

loaded on the variables. The items and their loadings are found in Table 6. Composite reliability 

and AVE scores for each of the variables are shown in Table 7. Table 8 shows the discriminant 

validity of the model in terms of the square root of the AVE for each variable. Again, AVE was 

greater than .5 in all cases, and the square root of AVE as represented on each diagonal of 

Table 8 is greater than the correlation off the diagonal establishing discriminant validity. 

 

 

  



EMOTIONAL LABOR AND OCCUPATIONAL COMMITMENT  
 

52 

Table 6 

Emotional Labor Outer Model Loadings and Variable Composite Reliability with Resilience as a 

Mediator 

Variable 
(Composite Reliability) 

Items with loadings >0.7  
Loadings 
(t-statistic) 

Emotional Contagion (0.807) 

EC1 I become nervous if others around me are nervous 
0.802 

(16.358) 

EC2 
I find that I can remain cool in spite of the excitement 
around me (R) 

0.749 
(10.216) 

EC4 
When I work with unhappy people, I feel unhappy 
myself 

0.736 
(12.168) 

Empathy (0.797) 

EM2 
When I am upset at someone, I usually try to “put 
myself in their shoes” 

0.772 
(9.078) 

EM4 I would describe myself as a pretty soft-hearted person 
0.756 

(7.271) 

EM7 
I often have tender concerned feelings for people less 
fortunate than me 

0.732 
(7.431) 

Emotional Labor – Other Focused (0.792) 

OEL2 I help customers deal with stresses and difficulties 
0.891 

(17.689) 

OEL3 
I attempt to “keep the peace” by calming clashes with 
customers 

0.723 
(5.057) 

Resilience (0.787) 

RE1 
When I have a setback at work, I have trouble 
recovering from it, moving on (R) 

0.818 
(15.771) 

RE4 I usually take stressful things at work in stride 
0.793 

(12.227) 

Emotional Labor – Self-Focused (0.704) 

SEL1 I am unable to express my true feelings to co-workers 
0.686a 
(1.868) 

SEL4 
I cover or manage my own feelings so as to appear 
pleasant at work 

0.786 
(2.605) 

 
Note. All items were scored on 7-point Likert scale where 1 = strongly disagree, 4 = neither agree nor 
disagree, and 7 = strongly agree. Reverse coded items are indicated with (R) after the item. 
 

a While the first item representing self-focused emotional labor was less than the 0.7 benchmark, I 
retained it since it is theoretically relevant. 
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Table 7 

Construct Reliability and Validity 

Variable Composite Reliability 

Average 
Variance 
Extracted 

Emotional Contagion 0.807 0.582 
Empathy 0.797 0.567 
Emotional Labor - Other-Focused 0.792 0.658 
Resilience 0.787 0.649 
Emotional Labor - Self-Focused 0.704 0.545 
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Table 8 

Measurement Model Validation: Discriminant Validity 

Variable EC EM OEL RE SEL 
Emotional Contagion (EC) 0.763  

 

 

 

Empathy (EM) 0.148 0.753    
Emotional Labor - Other-Focused (OEL) -0.193 0.356 0.811   
Resilience (RE) -0.573 -0.069 0.151 0.806  
Emotional Labor Self-Focused (SEL) 0.223 -0.003 -0.028 -0.381 0.738 
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Hypothesis Testing 

While several of the hypotheses from the first model were tested again in this alternative 

model, the moderation hypothesis in the original model was substituted with a mediation 

hypothesis between emotional contagion and emotional labor through resilience. Some of the 

hypotheses held true from the initial model to the alternative model, but there were additional 

findings in the second model that better explain the data. Path coefficients and p-values are 

shown in Figure 3, and a summary of each tested relationship is discussed in the following 

paragraphs.  
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Figure 3 

Testing Correlations between Empathy, Emotional Contagion, and Emotional Labor with 

Resilience as a Mediator 

 

 

 

Note. Non-significant relationships are indicated by ns. 

*p<0.05, **p<0.01, ***p<0.001 

  

Empathy  Resilience 

Other‐Focused 
Emotional 

Self‐Focused 
Emotional 

Emotional 
Contagion 0.148, ns 

0.419*** 

‐0.038, ns 

‐0.573*** 

‐0.110, ns 

‐0.073, ns 

0.081, ns 

‐0.407** 
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As was found in the first model, empathy continued to have a strong positive relationship 

with other-focused emotional labor. Although this was not true for self-focused emotional labor, 

there was partial support for the positive relationship between empathy and emotional labor. 

The positive relationship between empathy and emotional contagion was also not supported in 

this alternative model. This was also the case for the hypothesized positive relationship between 

emotional contagion and emotional labor; the only significant result was between emotional 

contagion and other-focused emotional labor, but it was not in the right direction. As expected 

based on these initial results, emotional contagion did not act as a mediator in the relationship 

between empathy and emotional labor. Adding a hypothesized relationship between emotional 

contagion and resilience did show exciting results; there was a negative significant relationship 

between the two constructs. In addition, resilience mediated a significant relationship between 

emotional contagion and self-focused emotional labor. While this mediation relationship was not 

significant for other-focused emotional labor, the alternative model demonstrates that resilience 

is an important factor in the empathy–emotional labor relationship. Table 9 lists each of the 

hypothesized relationships in the alternative model along with whether the hypothesis was 

supported or not. 
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Table 9 

Results of Hypothesized Relationships in the Alternative Model 

Hypothesis Result Finding 

H1: Employee empathy is positively 
associated with emotional labor 

EM -> OEL = 0.419 (0.000) 
EM -> SEL = -0.038 (0.812) 

Partially 
supported 

H2: Employee empathy is positively 
associated with emotional contagion 

EM -> EC = 0.148 (0.211) 
Not 
supported 

H3: Employee emotional contagion is 
positively associated with emotional 
labor 

EC -> OEL = -0.110 (0.334) 
EC -> SEL = -0.073 (0.591) 

Not 
supported 

H4: Empathy has an indirect association 
with emotional labor through emotional 
contagion 

Required support for H2, 
which lacked support 

Not 
supported 

H5: Emotional contagion is negatively 
associated with resilience 

EC -> RE = -0.573 (0.000) 
Fully 
supported 

H6: Emotional contagion has an indirect 
association with emotional labor 
through resilience 

EC has a significant 
relationship with SEL 
through RE, but not OEL 

Partially 
supported 

 

Note. EM = empathy, EC = emotional contagion, OEL = other-focused emotional labor, SEL = 
self-focused emotional labor, RE = resilience.  

 

  



EMOTIONAL LABOR AND OCCUPATIONAL COMMITMENT  
 

59 

Of the three control variables tested (age, gender, and industry tenure), only tenure in 

the industry showed a positive significant relationship with other-focused emotional labor (b = 

0.325, p < .01). The same marker variable approach from the original model was also used to 

test for common method variance in the alternative model. The marker variable had no 

significant relationship with the other variables, nor did it affect any of the relationships 

established in the alternative model, indicating that common method variance was not present 

in the data (Williams et al., 2010). 

In the alternative model, resilience was tested as a mediator to potentially offset 

empathy and emotional labor demands as they relate to demands of empathy, emotional 

contagion, and emotional labor on the job. The findings do support resilience as an important 

personal resource with a tempering effect on the job demands unique to the role of the claims 

adjuster. 

Implications for Research and Practice 

Theoretical Implications 

This study advances the JD-R framework by demonstrating the potential of personal 

resources to offset potentially draining work demands. By examining the relationship between 

unique job demands and the personal resource of resilience, a stronger case is established for 

testing other JD-R relationships with specific constructs in various occupations. While empathy 

is a highly desirable characteristic of service professionals from a company perspective, there 

are potentially negative side effects for the employee (Bove, 2019). As a positive personal 

resource, resilience was expected to buffer the effects of negative work demands; instead, 

resilience showed an offsetting relationship between emotional contagion and the employee’s 

manipulation of his or her own true feelings. Demonstrating the positive effects of resilience as a 

personal resource against the potentially draining effects of the empathy–emotional labor chain 

in a service occupation builds on the evidence supporting the positive motivating effects of 

personal resources against demands that lead to employee strain (Bakker & Demerouti, 2017).  
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Practical Implications 

Within the service organization, there are myriad occupations that support efforts to 

service the customer. While not all these roles interact with the final customer, all employees 

play their own part to support the service provided. The use of emotional labor is an individual-

level construct; while the organization may dictate what is expected, it is individual employees in 

their own roles who carry out the mission of the organization. Therefore, examining the effects 

of emotional labor at the organizational level will mask the impact of its use among various 

employees in varying roles (Brotheridge & Grandey, 2002).  

Initial studies have suggested that positive organizational behaviors (such as resilience) 

can be enhanced in relatively short order through focused training initiatives (Youssef & 

Luthans, 2007). Claims professionals are routinely given opportunities to strengthen their ability 

to empathize with the customers they serve (Apte et al., 2010), but the results show that this 

supports the organization more than it benefits the employee. Resilience is an individual state 

critical to the employee’s ability to rebound from situations that may be highly stressful (Luthans 

et al., 2006), and this can also serve to benefit the organization. While resilience does not 

appear to have any impact on the negative effects of work demands in the role of the claims 

adjuster, it does show some power as a mediator in the relationship. Resilience does not have 

the same power as empathy in helping adjusters in their efforts to console and assist customers 

(other-focused emotional labor), but it does seem to be key in lessening the impact of emotional 

contagion in the role. In turn, it also led to a lessening effect on the amount of self-focused 

emotional labor efforts when the adjuster felt unable to show true feelings due to the demands 

of the job. Resilience can be learned (Luthans et al., 2007), so demonstrating the value of 

individual resilience in a role that emphasizes the importance of empathy will hopefully lead to 

more company-supported initiatives to help adjusters build their stores of personal resilience. 
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Limitations 

The results of this study would be more meaningful with more data from respondents. 

Although an alternate hypothesis was identified that seemed to better fit the data collected, it 

would be interesting to see if the same results would be true with a larger sample. More data 

could lend additional credibility to the original model and show significant moderation 

relationships where none were found in this study.  

This study is also cross-sectional in nature, limiting the results to a single point in time 

with a sample of claims adjusters in a single Midwestern property and casualty insurance 

company. Future longitudinal studies could give more information regarding causal relationships 

between these variables. A longitudinal approach may also demonstrate what types of roles 

help employees develop their own resilience. In addition, the use of a diary study approach 

could add more insight to the actual demands required by and resources used in various roles. 

A diary study could potentially identify situations where resilience might wane or grow based on 

various challenge demands; this could influence future training interventions.  

Another limitation of this study is that sources of emotional contagion likely vary across 

the company; while employees in any area could experience contagion between work groups 

and leaders (Barsade et al., 2018), employees in the claims division are also likely to be 

affected by contagion from outside the organization in the form of angry, frustrated, or distraught 

insureds and claimants. It is possible that contagion from external versus internal sources would 

have different effects on employee resilience; this could be explored in a future study. 

Future Research 

Few, if any, studies compare levels of empathy with levels of resilience, but there is 

arguably a connection. Surveying additional property and casualty organizations could build on 

the findings of this study. Alternatively, a diary study could also help explain these variables at a 

personal and individual level, although it would likely also limit the response rate. 
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Further research exploring a relationship between emotional intelligence and resilience 

may also be interesting. Empathy is commonly included as an element of emotional intelligence 

(Pekaar et al., 2018). In fact, the Rotterdam Emotional Intelligence Scale includes dimensions 

for appraisal and regulation of both self-focused emotion and other-focused emotion (Pekaar et 

al., 2018), like the dimensions of emotional labor as originally defined by Hochschild (1983). 

Other scales of emotional intelligence, such as the measure widely publicized by Goleman 

(1995), measure the individual’s effort to regulate and manage his or her own emotions but 

have little to do with the individual’s efforts to influence the emotions of others (Pekaar et al., 

2018). In situations where both self-focused and other-focused emotional labor are part of the 

job (as in the role of the claims adjuster), it would be interesting to see how the constructs of 

emotional labor, empathy, and resilience are related. 
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Appendix A 

Measurement Scales 

Resilience (Luthans et al., 2007) 

Likert Scale: 1 = strongly disagree, 7 = strongly agree 

RE1: When I have a setback at work, I have trouble recovering from it, moving on 

(reverse-coded) 

RE2: I usually manage difficulties one way or another at work 

RE3: I can be “on my own,” so to speak, at work if I have to 

RE4: I usually take stressful things at work in stride 

RE5: I can get through difficult times at work because I’ve experienced difficulty before 

RE6: I feel I can handle many things at a time on this job 

Empathy (Wieseke et al., 2012) 

Likert Scale: 1 = strongly disagree, 7 = strongly agree 

Empathy: Perspective Taking 

EM1: I try to look at everybody’s side of a disagreement before I make a decision 

EM2: When I am upset at someone, I usually try to “put myself in their shoes” 

EM3: I believe that there are two sides to every question and try to look at them both 

Empathy: Empathic Concern 

EM4: I would describe myself as a pretty soft-hearted person 

EM5: If someone is unhappy, I quickly realize this, even if I do not know the person well 

EM6: Other people’s misfortunes usually disturb me a great deal 

EM7: I often have tender concerned feelings for people less fortunate than me 

Emotional Contagion (Wieseke et al., 2012) 

Likert Scale: 1 = strongly disagree, 7 = strongly agree 

EC1: I become nervous if others around me are nervous 

EC2: I find that I can remain cool in spite of the excitement around me (reverse coded) 
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EC3: I tend to remain calm even though those around me are not (reverse coded) 

EC4: When I work with unhappy people, I feel unhappy myself 

EC5: When I work with happy people, I feel happy myself 

Emotional Labor (Pugliesi, 1999) 

Likert Scale: 1 = strongly disagree, 7 = strongly agree 

Self-Focused Emotional Labor (SEL) 

SEL1: I am unable to express my true feelings to others at work. 

SEL2: I am required to be “artificially friendly” to others at work. 

SEL3: While at work, I have to be nice to people no matter how they treat me 

SEL4: I cover or manage my own feelings so as to appear pleasant at work 

Other-Focused Emotional Labor (OEL) 

OEL1: I help others feel better about themselves at work 

OEL2: My job involves helping others deal with stresses and difficulties  

OEL3: I attempt to “keep the peace” by calming clashes with others at work 

Control Variables 

GEN: Gender (male, female, non-binary/third gender, prefer not to say) 

AGE: Please select the range that includes your age (18–24 years, 35–34 years, 35–44 

years, 45–54 years, 55+ years) 

IND: Please indicate how long you’ve been working in the insurance industry (less than 

one year, 1–5 years, 5–15 years, 15+ years) 
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ABSTRACT 

 

Work: some people thrive on it; some people can’t stand it. The JD-R framework 

demonstrates how job demands can potentially drain the employee’s store of job resources 

(Schaufeli & Bakker, 2004), and the expanded model adds the possibility that an employee’s 

personal resources may offset this drain and result in greater engagement at work (Bakker & 

Demerouti, 2017). This study considers the personal resource of resilience, evaluating whether 

employees with higher levels of resilience are also more engaged in their work and ultimately 

possess higher levels of commitment, after accounting for the potential moderating influence of 

work exhaustion. This question of commitment is evaluated with the claims division of a 

Midwestern property and casualty insurance company. 
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Chapter 3: Connecting Employee Resilience with Occupational Commitment through 

Work Engagement 

It is unusual to hear stories of employees retiring after 40 or more years of service with 

the same organization; few spend an entire career with one company. The notion of an 

employee spending his or her entire working life with a single employer is increasingly rare 

(Cooper-Hakim & Viswesvaran, 2005; Hassan et al, 2020). While this scenario was highly 

desired in the past, it no longer presents the same job security that employees once enjoyed 

(Eldor & Vigoda-Gadot, 2017).  

 Organizational commitment may be taking a back seat to an employee’s commitment to 

an occupation or profession, and the knowledge economy may have something to do with this 

shift in commitment. The number of businesses in the service sector is continually growing (Al-

Hawari et al., 2020), and much of the work is performed by knowledge workers (Jacobs, 2017). 

Instead of producing a product, these workers rely on their professional judgment and the ability 

to effectively work with others to make the best decisions possible with the information they 

have (Jacobs, 2017). This expertise is acquired over time and could explain why some 

knowledge workers are more committed to their occupations than their organizations (May et 

al., 2002). Employees who feel more in charge of their careers are also more willing to change 

their employer than their occupation (Cooper-Hakim & Viswesvaran, 2005; Meyer et al., 2019). 

This becomes problematic when the organization considers their employees a competitive 

advantage (Cooper-Hakim & Viswesvaran, 2005). However, other evidence has proposed that 

employees who are proactive in their career development may be just as committed to the 

organization as they are to their vocation due to the organization’s training and human resource 

investments in them (Glazer et al., 2019). While organizational and occupational forms of 

commitment are unique constructs, they can co-exist (Yousaf et al., 2015) and even 

complement each other (Cho & Huang, 2012). 
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As employees continue to build expertise in their roles, they are increasingly valuable to 

their employers (Benson & Brown, 2007). Much of the research involving levels of occupational 

and organizational commitment have been based in traditional professions; little research exists 

to show how knowledge workers outside of these traditional professions (like accountants and 

lawyers) relate to each form of commitment (May et al., 2002). In more modern employee–

organization relationships, employees are much more active and may be more engaged with 

their organizations than those in more traditional work relationships (Eldor & Vigoda-Gadot, 

2017). Additionally, few studies have considered how the individual characteristics of an 

employee influence these relationships (van den Tooren & Rutte, 2016). Prior studies have 

shown that personal differences between employees influence both work engagement and 

burnout (Langelaan et al., 2006). Such variables may also be a factor in the employee’s 

perception of occupational versus organizational commitment (Lee et al., 2000).  

Resilience is one form of personal difference that may illustrate why some employees 

succeed in their roles while others do not. After studying the impact of resilience on the 

potentially draining empathy–emotional labor chain, this study considers the effect of resilience 

on the potentially resource building connection between work engagement and employee 

commitment. Employees have varying levels of personal resources, such as resilience, to use 

on the job (Bakker & de Vries, 2021). In their study of new nurses (a traditional profession), Yu 

and Lee (2018) found that even nurses unhappy with the working environment had less desire 

to leave if they possessed a higher level of resilience. Because today’s employees have more 

responsibility for their own career development (May et al., 2002), could resilience be a factor in 

levels of commitment? And if this is the case, which form(s) of commitment are affected? This 

study explores the connection between employee resilience and levels of occupational and 

organizational commitment within the claims division of a Midwestern property and casualty 

insurance company; the employees of this division qualify as knowledge workers. 
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The context of this study makes it unique. The reality is that the insurance industry is in 

the throes of a talent shortage (Jacobson Group, 2018; McKinsey & Company, 2010), and few 

employees pursued degrees in insurance and risk management or even took a class in 

insurance before working with the company (McKinsey & Company, 2010). Unlike organizations 

comprised of employees in more traditional roles (such as nurses, accountants, lawyers, 

engineers, etc.), employees in an insurance organization may feel less connected with their 

occupation due to their lack of understanding of the industry (Karl & Wells, 2016). Insurance 

roles such as underwriter or claims representative contribute the most to the bottom line of the 

organization (Kearney, 2013), but new talent is largely unaware that such career opportunities 

exist (Karl & Wells, 2016). Supporting these largely unknown roles are a bevy of more traditional 

employees, such as accountants, attorneys, and information technology professionals, who may 

be more committed to their professions than their employer (Lee et al., 2000). Based on existing 

literature, there are no insights to indicate whether occupational or organizational commitment 

has more weight for those in the claims division. 

This research questions addressed in this study include: 

 Does a connection exist between employee resilience and commitment at an 

occupational and/or organizational level? 

 Are employees with higher levels of resilience more engaged (and less exhausted) 

with their work? 

 To what degree does work exhaustion diminish relationships between resilience, 

work engagement, and commitment? 

The answers to these questions will prove useful to the insurance industry. Insurance 

companies struggle to attract new talent and continually look for ways to keep their employees 

engaged and committed, since the cost to replace an experienced employee can exceed twice 

their salary (Jacobson Group, 2018). Finding a relationship between employee and commitment 

can also help the organization design training programs to aid employees in increasing their 
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personal levels of this highly desired characteristic, potentially providing the insurance company 

with a needed competitive advantage as an employer of choice. 

This research will also further the understanding of various forms of commitment in the 

current age of knowledge work. More traditional professions are forms of knowledge work that 

typically have more formalized training programs (such as a university-level accounting 

program); this involves a higher level of investment to the employee and may result in higher 

commitment to that profession (Mills & Fullagar, 2017). Other forms of knowledge work rely 

significantly on in-role training; this is generally the case with insurance careers (McKinsey & 

Company, 2010). There is little research considering the long-term commitment of employees in 

these roles (May et al., 2002). This presents an important question: are insurance organizations 

that onboard new hires simply training them for the next job within the industry—if they even 

stay in the insurance industry? This investigation starts with a review of the conservation of 

resources (COR) theory and the job demands-resources (JD-R) framework. 

Literature Review 

To examine types of commitment, this paper begins with a review of COR theory and 

then incorporates the JD-R framework to consider the influence of the personal resource of 

resilience on commitment outcomes. 

Conservation of Resources Theory 

Most people like to engage in activities that are pleasant or enjoyable to them and avoid 

activities that are not so pleasant or enjoyable Gorgievski-Duijvesteijn & Hobfoll (2008). This 

premise also lends itself to working scenarios, and the concept was introduced by Hobfoll’s 

(2001) COR theory. The main idea behind COR theory is that people want to acquire and 

maintain what holds the most value for them individually (Hobfoll, 2001). These valued items are 

considered resources and are constantly at risk; COR theory also postulates that a loss of 

valued resources is felt much more strongly than an addition to resources (Hobfoll 2001).  
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Hobfoll’s (2001) work included a table of COR resources; interestingly “sense of 

commitment” made the list but resilience did not. However, there are several resources that 

seem to lend themselves to resilience, including feelings of success, goal accomplishment, 

stamina or endurance, and positively challenging routines (Hobfoll, 2001). As a stress theory, 

COR theory connects the effects of resource loss (particularly continued losses of resources, or 

loss spirals) to burnout (Al-Hawari et al., 2020; Hobfoll, 2001). On the brighter side of the theory, 

gains of resources could lead to proactive coping and the possibility of positive resource gain 

spirals (Gorgievski-Duijvesteijn & Hobfoll, 2008). The COR theory is broad and would seem to 

apply to many combinations of life events. To advance COR theory to align better with work 

outcomes, the JD-R framework was developed to not only explain the effects of resource drains 

in the work context but also to include work engagement as a positive result of resource gains 

(Bakker & Demerouti, 2017; Demerouti et al., 2001).  

Job Demands-Resources Framework 

The JD-R model was first introduced by Demerouti et al. (2001), and it introduced the 

constructs of job demands (employee energy drains that could result in exhaustion) and job 

resources (employee motivators, potentially leading to engagement; Schaufeli & Taris, 2014). 

Research based on this original framework clearly established connections between job 

demands and exhaustion, and between lack of resources and disengagement (Schaufeli & 

Taris, 2014). With the rise in interest of positive organizational behaviors (Luthans, 2002), the 

framework was revised to include positive performance outcomes, through work engagement, 

establishing a connection with attachment to the organization (Schaufeli & Bakker, 2004).  

For being a somewhat straightforward model, the JD-R framework has produced varying 

results with different applications, suggesting that it does not fully account for the effects of work 

demands and resources (van den Tooren & Rutte, 2016). In testing the model, enhanced to 

include positive psychological states, the expected negative correlation between job demands 

and job resources was significant in only half of the four types of employments sampled 
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(Schaufeli & Bakker, 2004). In their meta-analysis of workplace stressors, LePine et al. (2005) 

found inconsistencies indicating that substantially challenging work demands have the potential 

to simultaneously increase both work exhaustion and work performance. Work by Crawford et 

al. (2010) found that job demands do not always negatively relate to work engagement, as 

expected; this led to the idea that not all demands negatively affect the employee but some job 

demands can build work engagement versus only work exhaustion. The authors posited that job 

demands come in two forms: hindrance demands that lead to work exhaustion and challenge 

demands that act more like job resources and positively affect work engagement (Crawford et 

al., 2010). Other research has found that successful accomplishment of work demands can 

result in positive employee gains, leading to engagement (Gorgievski-Duijvesteijn & Hobfoll, 

2008). While this is especially true for primary needs resources, the more significant gains result 

in a boost of employee efficacy, esteem, and success (Gorgievski-Duijvesteijn & Hobfoll, 2008). 

Such gains are unique to each employee and his or her situation, which indicates that there may 

individual variability in the outcomes of the model. Another application of the model found that 

employees with high work engagement are much more able to environmentally adapt and move 

between work activities than those low on work engagement, leading researchers to surmise 

that those truly engaged with their work will seek challenging opportunities and potentially leave 

the organization if none are available (Langelaan et al., 2006). This demonstrates the need for 

future research to further investigate both the counterintuitive relationship between job demands 

(challenge demands) and work engagement (van den Tooren & Rutte, 2016) and the role of 

personal resources in the JD-R model (Van Steenbergen et al., 2018). 

Personal resources are defined as individual characteristics that allow individuals some 

control over their environments; these characteristics often relate to resilience (Schaufeli & 

Taris, 2014). The original version of the JD-R framework considered only the resources of the 

job and did not factor in personal characteristics as resources unique to the employee (Crawford 

et al., 2010). Initial studies of the model were based on characteristics of the work environment 
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and did not include the employee’s interactions with them. This led to the addition of personal 

resources in the updated JD-R model (Bakker & Demerouti, 2017; Schaufeli & Taris, 2014).  

With the rise of the positive psychology movement, studies involving personal resources 

are beginning to emerge; this is evident in the development of the Luthans et al. (2006, 2007) 

PsyCap Questionnaire. Studies of the JD-R model have shown positive relationships between 

both job resources and personal resources to work engagement; resilience is one form of a 

personal resource that builds work engagement (Bakker et al., 2008). Subsequent research has 

shown that individuals vary in the type and number of personal resources they possess and that 

those with higher levels of resilience are better able to effectively use their resources (Al-Hawari 

et al., 2020). 

Resilience as a Personal Resource 

Resilience remains largely understudied, especially in terms of how the development of 

resilience impacts work behavior (King et al., 2016). Resiliency was defined by Luthans (2002) 

as “the positive psychological capacity to rebound, to ‘bounce back’ from adversity, uncertainty, 

conflict, failure or even positive change, progress and increased responsibility” (p. 702). Initial 

studies of resiliency have focused mainly at the organizational level versus at an individual level 

(Luthans, 2002). Organizations are products of the people within them, and resilience is a 

critical element to analyze in the current American workforce (Luthans et al., 2006). Considering 

the addition of personal resources to the JD-R model, there is a clear need to analyze resilience 

at the individual level as it may explain some of the inconsistencies in prior research based on 

this model. As a personal resource, resilience is also considered state-like and adaptable, 

versus trait-like, where the resource either exists or does not exist (Luthans et al., 2006). 

Resilience is reactive and generally deployed when an individual is faced with a setback or 

other negative event (Luthans, 2002). In fact, when employees face a setback, or when their 

understanding of an issue is challenged, those with higher resilience are more likely to use it as 

a learning experience (Luthans et al., 2006). Such learning experiences build the employee’s 
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reserve of personal resources, which also improves levels of work engagement (Mills & 

Fullagar, 2017). At all levels of today’s workplace, including the individual level, the ability to 

build resilience through adversity is not merely a curiosity but a strategic initiative (King et al., 

2016). 

Application to the Organizational Context: Insurance Industry and Claims Staff 

Through COR theory and the JD-R model, this study attempts to make a connection 

between an employee’s level of resilience and commitment to the occupation. As hypotheses 

are formed in the next section, it is important to note that many different forms of commitment 

exist, and it is critical to qualify the focus of commitment (Meyer et al., 1993). Much of the prior 

commitment research related to organizations has comprised of similar employees without 

regard for potential differences in commitment levels based on the type of work (Benson & 

Brown, 2007). Other research has targeted those completing occupational training programs 

specific to practical fields like architecture and engineering where the knowledge gained is 

easily applied in the field (Mills & Fullagar, 2017). The insurance industry presents an 

opportunity to explore an occupation that is rarely included in the literature. In this study, I focus 

on the resilience and commitment of members of the claims division within a property and 

casualty insurance organization. 

Associates within the claims division are considered knowledge workers who support the 

organization through their ability to use information to make complex decisions (Benson & 

Brown, 2007). Knowledge work has been studied for over 40 years and focuses on employee 

cognitive abilities versus physical labor (Jacobs, 2017). By gathering appropriate information, 

collaborating with colleagues, and using their judgement, knowledge workers add to the 

organizational bottom line (Benson & Brown, 2007). The most oft-cited behavior of the 

knowledge worker is problem solving (Jacobs, 2017); in this researcher’s experience, this is a 

trait often seen in job descriptions for claims adjusters. Significant on-the-job training is required 

for new claims adjusters who must thoroughly understand the unique insurance contracts 
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offered by the company (Boggs, 2012). This training is typically provided by the organization 

after an employee is hired and is part of the onboarding process; typically content from 

educational organizations such as the American Institute for Chartered Property and Casualty 

Underwriters and the National Alliance is used to train employees new to the insurance industry 

(McKinsey & Company, 2010). A very small percentage of those in the industry have a formal 

degree in risk management and insurance; even if every risk management and insurance 

graduate took a job with an insurance organization, it would satisfy only 10–15% of the industry 

demand (Karl & Wells, 2016). Thus, insurance roles might not be construed as a profession like 

accountant or attorney roles would be, where the appropriate education is necessary to enter 

the profession in the first place (Lee et al., 2000).  

Initial theory regarding knowledge work has assumed that the high degree of knowledge 

needed in the role comes through an academic program, but this notion has evolved to 

recognize that considerable knowledge is gained directly from the workplace; this work-specific 

understanding is more valuable (Jacobs, 2017). From an organizational perspective, this 

investment in training is essential since this contextual knowledge is key to both the employee’s 

success in the role and to the organization’s provision of service (May et al., 2002). There has 

been little research examining commitment based on specific types of work (Benson & Brown, 

2007). The call has been made to research various types of knowledge workers, including those 

who are members of specific professions (May et al., 2002), as well as to examine differences 

between both professional and non-professional employees (Lee et al., 2000). Within the 

insurance organization, the claims division presents a unique set of knowledge workers 

compared to more traditional fields of employment.  

Clearly, knowledge workers and organizations need each other. Knowledge workers 

need the expensive resources provided by the organization to further their expertise, and the 

organization needs the continual expansion of knowledge to further its goals (May et al., 2002). 

But this acquired knowledge is also very attractive to other insurance organizations, and despite 
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the company’s large investment, employees may remain committed to their profession but leave 

the organization (May et al., 2002). The insurance industry has a challenge in attracting new 

talent, and attrition can be high when unemployment rates are low (Jacobson Group, 2018), 

making the understanding of commitment in the insurance industry even more important (Mills & 

Fullagar, 2017). Other studies have revealed differences in both affective and continuance 

commitment based on varying occupations (Irving et al., 1997), as well as differences in both 

commitment and intention to quit between knowledge workers and those who complete routine 

tasks (Benson & Brown, 2007). Insurance companies are not likely to stop providing necessary 

training to their new hires, but in the realm of the knowledge worker, this information is highly 

portable and may indicate a commitment to the occupation versus the organization (May et al., 

2002).  

In addition, knowledge workers have a fair amount of autonomy, partly because the 

challenge of the work does not lend itself to controls in the process and partly because 

autonomy is necessary for knowledge workers to develop their expertise and share it with 

others in the organization (May et al., 2002). Indeed, in order to advance in their work, 

employees must reflect on their decisions; the experience alone is not enough to build 

understanding, but there is value in the employee’s reflection of how the situation might have 

been managed differently or what could be learned from the experience (Jacobs, 2017). This 

reflection–personal gain cycle may be especially important for claims adjusters who regularly 

deal with adverse situations like a traumatized claimant; every day is a different day in the world 

of property and casualty claims. Studying the claims division will enhance the understanding of 

employee resilience on the job because some adjusters may experience more adverse 

situations than others (Britt et al., 2016). This indicates that members of the claims team also 

have the potential to build their personal resources through the use of resilience on the job. A 

prior study involving increased job involvement (another form of personal resource) found that 

employees are able to build on this personal resource, which was also relates to both increased 
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affective commitment and organizational competitive advantage (Scrima et al., 2014). The 

commitment outcome is especially important to this study; adjusting claims can be emotionally 

exhausting at times, and with the significant investment in training for new hires, insurance 

companies would like to see some longevity in their claims staff. I propose that the relationship 

between resilience and occupational commitment may be mediated by work engagement, and 

the relationships for analysis are presented in the next section. 

Theoretical Framework and Hypotheses 

Work engagement has long been a subject of interest among businesses that hire 

employees, and the insurance industry is no different (Jacobson Group, 2018; McKinsey & 

Company, 2010). However, the JD-R model shows that engagement is a mediator in the greater 

relationship between resources (both personal and job resources) and positive work outcomes 

(Bakker & Demerouti, 2017). This study takes the position that resilience (as a personal 

resource) has a powerful connection with work engagement and potentially occupational 

commitment as proposed in the following section. 

Occupational Commitment 

Of the various forms of work commitment, organizational commitment is probably the 

most studied (Cooper-Hakim & Viswesvaran, 2005). While the JD-R model suggests positive 

work performance outcomes as the product of engaged employees, other research has 

established the connection between employee engagement and organizational commitment 

(Hallberg & Schaufeli, 2006). Organizational commitment of employees is highly desired from a 

company perspective, but there is evidence to suggest that this form of commitment is not as 

connected to positive employee impacts related to work effort and job satisfaction (May et al., 

2002). The employee perspective of commitment cannot be ignored, as it also leads to positive 

outcomes for the employer related to satisfaction and retention (Cooper-Hakim & Viswesvaran, 

2005). This implies that the more meaningful commitment construct may be occupational 

commitment. When operationalized and tested by Meyer et al. (1993), occupational commitment 
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was shown to be independent from, but related to, organizational commitment. Later work 

confirmed the importance of occupational commitment as a possible connection to employee 

retention in both an occupational and organizational sense (Lee et al., 2000). 

Organizational commitment refers to employees’ connection with the organization, 

regardless of their roles within it (Meyer et al., 1993), but occupational commitment is simply the 

desire of employees to continue in their current line of work (Lee et al., 2000). Occupational 

commitment differs from other similar-sounding constructs, like professional, career, or 

organizational commitment. Professional commitment is commonly used when studying those in 

a professional occupation (like nursing), where there may be a specific level of education or 

training needed to work the role (Meyer et al., 1993). Occupational commitment applies to 

professionals and non-professionals alike (Lee et al., 2000). Similarly, career commitment 

depends on the definition of career. Career can refer to one’s entire work history, from the first 

job through retirement, or it can refer to involvement with any individual role, occupation, 

profession, or organization, making it an ambiguous term (Meyer et al., 1993). Additionally, a 

meta-analysis of occupational commitment found that employees’ perceptions of their 

occupations may be more indicative of events that lead to organizational turnover than was 

previously thought (Lee et al., 2000). Another meta-analysis of occupational commitment 

studies found a strong positive relationship between occupational commitment and affective 

organizational commitment (Meyer et al., 2002). Traditional human resources initiatives have 

focused on commitment to the organization, but now that employees are largely controlling their 

own careers, occupational commitment might mean leaving one organization for a better 

opportunity with another (Cho & Huang, 2012). Also, work is becoming more specialized, and 

employees desire meaningfulness in their chosen occupations, making the study of 

occupational commitment even more important (Yousaf et al., 2018). For these reasons, 

occupational commitment is of most interest to this study. 
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Occupational commitment has the same three components as organizational 

commitment: affective, continuance, and normative (Meyer et al., 1993). Affective commitment 

is felt by employees who are satisfied in their work, while normative commitment is felt by 

employees who feel a duty or obligation to stay in their roles (Meyer et al., 2002). Several 

studies have implied that significant correlation may exist between affective and normative 

measures of commitment (Cho & Huang, 2012; Cooper-Hakim & Viswesvaran, 2005; Meyer et 

al., 2002). Given the anecdotal evidence that few newcomers to the insurance industry have 

training or education in insurance matters (McKinsey & Company, 2010), it seems unlikely that 

those engaged in the work of an insurance company would feel obligated to stay. For this 

reason, the normative measure of occupational commitment was dropped in favor of the 

affective measure in this study. Employees experience continuance commitment when they 

think they are past the point of no return; they have invested so much in the occupation that a 

change could be risky (Meyer et al., 2002). Although a higher level of continuance commitment 

may indicate that an employee has become embedded in the occupation through continued 

investments, this does not necessarily translate to organizational commitment (Ng & Feldman, 

2007). Other work has established a connection between professional development and 

affective commitment to that profession, suggesting that investment may be positively related to 

affective as well as continuance commitments to the occupation (Cho & Huang, 2012).  

Resilience 

Resilience is defined as “the developable capacity to rebound or bounce back from 

adversity, conflict, failure or even positive events, progress, and increased responsibility” 

(Luthans, 2002, p. 702). Resilience has three key characteristics: it is state-like (capable of 

development), it can grow through negative events or through challenge acceptance, and it can 

be measured (Youssef & Luthans, 2007). Resilience can arise through uncertainty and/or 

challenge (Youssef & Luthans, 2007), and increase the employee’s level of personal resources 

(Bakker & Demerouti, 2017). As employees become more confident in their work abilities, even 
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negative work events can become learning opportunities, building levels of resilience with each 

experience (Luthans et al., 2006). Building reserves of personal resources, such as resilience, is 

critical in working environments that not only offer opportunities to gain resources but also 

impose demands that can deplete these stores of resources (Gorgievski-Duijvesteijn & Hobfoll, 

2008). Employees who feel some control over their work environments may recover more 

quickly from negative events, building resilience and leading to satisfaction and even work 

engagement (Luthans et al., 2006). More engaged employees tend to possess higher stores of 

personal resources, which are as equally important as job resources (Xanthopoulou et al., 

2009). Engagement is enhanced when employees use job resources to augment belief in their 

own resilience to successfully manage their roles (Gorgievski-Duijvesteijn & Hobfoll, 2008). 

Because such demands are expected to vary based on the type of work performed, it becomes 

important to understand the role of resilience within the service context (Al-Hawari et al., 2020).  

A challenge of studying resilience is that research outcomes based on similar constructs 

are often not considered (Britt et al., 2016). For example, a study of hardiness in a military 

context found the construct to be significantly correlated to all three dimensions of engagement 

as well as emotional exhaustion; hardiness is typically considered a personality trait which 

would not typically change over time or in response to stimuli as would be expected of resilience 

(Lo Bue et al., 2013). Other personality traits have been proposed to explain levels of 

engagement, including the neurotic Type D personality (van den Tooren & Rutte, 2016). Other 

studies have found significant positive connections between self-efficacy and motivation (which 

are also state-like) and engagement; motivation even showed a direct relationship with 

occupational commitment (Mills & Fullagar, 2017). This makes sense within the COR theory; as 

employees are able to successfully manage trying situations at work, they desire to continue 

building their stores of resilience, a valued personal resource (Hobfoll, 2001). The prior research 

has made a compelling case to explore relationships between employee resilience and 

occupational commitment, resulting in the following hypothesis: 
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H1: Resilience is positively related to occupational commitment. 

 

Work Engagement 

The construct of work engagement has evolved through the study of burnout, although 

they are not truly opposites (Bakker et al., 2008). While negatively related to burnout, work 

engagement is a unique construct made up of vigor, dedication, and absorption (Bakker et al., 

2008). These elements were incorporated into the Bakker and Demerouti (2017) definition of 

work engagement as a mental state of employees who are energetic, enthusiastic, and 

immersed in their work. Work engagement is a positive and fulfilling work-related state of mind 

(Schaufeli & Taris, 2014), and engaged employees add their own personal energy to the work 

that they do (Christian et al., 2011). This energy investment takes many forms, including 

physical, affective, and cognitive expressions that are advantageous for both organizations and 

employees (Eldor & Vigoda-Gadot, 2017). 

Engaged employees are conscientious workers who are absorbed in their roles and 

generally committed to their organizations (Saks, 2006). Engagement is also positively related 

to employee performance and even positive customer service outcomes (Bakker et al., 2008). 

Because work engagement is positively related to organizational commitment (Saks, 2006), it 

may also be positively related to the similar construct of occupational commitment (Meyer et al., 

1993). 

As an element of positive psychological capital (Luthans et al., 2007), resilience is part of 

the movement in studying positive organizational behavior in the workplace, where employees 

are considered investments rather than things to be fixed (Bakker & Schaufeli, 2008). As a 

state-like characteristic that can develop over time (Youssef & Luthans, 2007), resilience is 

considered a form of personal resource for the employee. Personal resources allow individuals 

to navigate and control their work environments to a degree (Xanthopoulou et al., 2007), and 

they are also instrumental to employees’ personal growth (Xanthopoulou et al., 2009). 
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Employees with higher stores of personal resources face just as many job demands as their 

peers, but their focus is on building their competence and achieving goals, ultimately leading to 

work engagement (Xanthopoulou et al., 2007). Resilience is expected to have a direct 

relationship with engagement, so that those with higher stores of resilience will be more 

engaged with their work (Bakker et al., 2008). Within the JD-R framework, personal resources 

have reciprocal relationships with job resources and better describe the relationship of 

resources to work engagement (Xanthopoulou et al., 2009). Thus, as resilient employees 

continue to build their stores of resilience, they may also be more engaged in their roles, leading 

to the next hypothesis: 

H2: Resilience is positively related to work engagement. 

The specifics of commitment are likely to vary widely among different careers (Major et 

al., 2013), and this may be especially true for knowledge workers. Building occupational 

expertise is advantageous to the knowledge worker and results in higher engagement with the 

occupation rather than the organization (May et al., 2002). However, other examples have 

shown that knowledge workers may have a higher organizational commitment than other types 

of employees performing more routine, task-based work, which is an unexpected outcome 

(Benson & Brown, 2007). The key to understanding these differences may lie in how different 

occupations are analyzed; knowledge worker is not a form of occupation, but several different 

occupations exist within a pool of knowledge workers. To better understand commitment, it is 

important to evaluate the work employees do rather than relying on a separation of knowledge 

workers from other workers (Benson & Brown, 2007). In addition, using a heterogeneous 

sample to evaluate the facets of occupational commitment may help explain some of the 

unexpected outcomes and add to the generalizability of the model (Irving et al., 1997). 

All three dimensions of work engagement (vigor, absorption, and dedication) have been 

found to be positively related to affective commitment and a positive identification with the job 

(Scrima et al., 2014), and another study connected the three dimensions of work engagement 
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with the three dimensions of occupational commitment (Mills & Fullagar, 2017). Work 

engagement is also a benefit to employees, improving their personal well-being through positive 

work outcomes (Eldor, 2016). However, when it comes to bottom line, employers may not be as 

concerned with the well-being of their employees as they are concerned with the possible 

attrition of their engaged workforce, leading to the question posed by this hypothesis: 

H3: Work engagement is positively related to occupational commitment. 

 It is possible that an indirect relationship exists between resilience and occupational 

commitment beyond the direct relationship proposed in the first hypothesis. Resilient employees 

positively deal with difficulties and conflicts in their roles (Luthans, 2002) and use them as 

learning experiences that add to their personal resources (Luthans et al., 2006). Those who 

increase their stores of personal resources through their work tend to be more engaged with 

their roles through increased competence and goal achievement (Xanthopoulou et al., 2007).  

As employee resilience boosts levels of energy, enthusiasm, and/or immersion in work, it would 

also positively relate to the various facets of occupational commitment as the employee grows 

in knowledge (Mills & Fullagar, 2017). To test the premise that resilience builds commitment to 

the occupation through the positive relationship with work engagement, the following mediation 

hypothesis is proposed:  

H4: Resilience has an indirect association with occupational commitment through work 

engagement. 

Work Exhaustion 

The JD-R framework also explains how work demands can result in exhaustion and 

negative outcomes (Bakker & Demerouti, 2017). Work exhaustion is defined as the draining of 

employee mental resources (Moore, 2000). It is one of the main elements of employee burnout 

and was established in an effort to measure burnout among workers in the human services 

industry (Maslach & Jackson, 1981). When employees’ work requires too much of them 

psychologically, they lose mental resources and become exhausted by their work (Moore, 
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2000). Exhausted employees feel that there is nothing left to give; work has become something 

that both exhausts and overextends the employees’ psychological ability to do the job 

(Demerouti et al., 2001). Emotional exhaustion is most the significant aspect of burnout and 

indicates a significant reduction in the employee’s store of emotional resources (Maslach & 

Jackson, 1981). When work exhaustion exceeds work engagement, the organization may face a 

higher risk of employee exodus (Cropanzano et al., 2003). While certain job demands (i.e., 

challenge demands) have the potential to increase engagement, job demands also have the 

potential to increase exhaustion; this effect cannot be ignored in the application of the JD-R 

framework (van den Tooren & Rutte, 2016). Interestingly, prior research has found that job 

stress is significantly and negatively related to occupational commitment but shows no 

significant relationship with organizational commitment (Major et al., 2013). Other research has 

suggested that these relationships with the various forms of commitment may be subject to the 

employee’s type of work (i.e., that of a traditional vs. non-traditional profession and routine vs. 

non-routine work). 

It is important to consider the effects of work exhaustion in the context of the claims 

adjuster because the individual’s perception of the work demands may play a large role. 

Working with angry customers has been shown to positively and significantly increase the 

emotional exhaustion of frontline service employees and lessen performance outcomes (Al-

Hawari et al., 2020). However, task conflict (considered as a difference in opinion related to the 

work performed in technical, non-routine work) was shown to increase personal resources and 

lead to positive work outcomes through increased work engagement (Yousaf et al., 2021). In 

another example, while challenge and hindrance stressors both increase emotional exhaustion, 

challenge stressors also increase levels of resilience and ultimately decrease the negative 

outcome of cyberloafing during work time (Zhou et al., 2021) This seems to support the notion 

that employees may decide to what degree negative work issues, like frustrated claimants, are 

able to diminish their positive work outcomes (Kuba & Scheibe, 2017). In addition, the 
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employee’s level of experience in dealing with the potentially draining demands of the 

occupation may affect the degree to which work exhaustion inhibits the positive relationship 

between resilience, engagement, and commitment (Bakker & Demerouti, 2017). A loss of 

resources is more strongly felt by the employee than a gain of resources (Bakker & Demerouti, 

2017; Hobfoll, 2001), and the loss is felt much sooner than the employee is likely to sense a 

gain in resources (Zhou et al., 2021). Many workplace issues may add to the work exhaustion of 

the claims adjuster above and beyond unhappy claimants, including workload, supervisor and 

peer support, and general fatigue (Schaufeli & Bakker, 2004). Each employee will have a 

different balance of stressors, and high levels of work exhaustion could potentially offset 

personal resource gains as well as positive work outcomes (Bakker & Demerouti, 2017). For 

this reason, the moderating effects of work exhaustion were measured in this study in both the 

relationship between resilience and work engagement and the relationship between work 

engagement and occupational commitment to find the stronger impact, as outlined in the 

following two hypotheses: 

H5: Work exhaustion negatively moderates the positive relationship between resilience 

and work engagement such that higher levels of work exhaustion lower the levels of 

work engagement.  

H6: Work exhaustion negatively moderates the positive relationship between work 

engagement and occupational commitment such that higher levels of work exhaustion 

lower the levels of occupational commitment. 

To sum up the model: the COR theory indicates that employees attempt to conserve 

their resources and build even more resources when possible (Hobfoll, 2001). Studies based on 

the JD-R framework have supported this theory, demonstrating that employees who are 

engaged want to stay engaged and continue building their bank of resources over time; this 

resource gain mitigates the effect of job demands and results in positive work outcomes (Bakker 

& Demerouti, 2017). I propose that in the context of knowledge work in a service industry, 
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resilience is a critical personal resource that is positively related to engagement, which is 

expected to correlate to occupational commitment; the question is whether this holds true in an 

industry that struggles to recruit and retain employees. Figure 1 illustrates the theoretical 

framework to visually display the previously described hypotheses. 
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Figure 1  

The Relationship between Resilience and Commitment through Work Engagement 

 

 

Note. Relationships proposed to be positive are indicated by (+); relationships proposed to be 
negative are indicated by (-). 
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Methods 

Sampling Design 

A single company in the property and casualty insurance industry was sampled to 

evaluate the hypotheses; employees in the claims division of a regional property and casualty 

insurance carrier located in the upper Midwest were asked to complete the survey. The claims 

division is 243 employees strong and consists of several units, including auto physical damage 

claims, property claims, casualty claims, and workers compensation claims. In addition, there is 

a multi-line team as well as a claims customer service unit and administrative support. To detect 

meaningful relationships between variables, 149 responses were needed to achieve a 95% 

confidence level with a 5% margin of error (Momentive, 2021). Survey responses were collected 

electronically through Qualtrics. All 243 employees of the Claims division were invited to 

participate. In total, 113 useable responses were collected, resulting in a response rate of 47%. 

Research Design and Data Collection  

A list of email addresses for all company associates in the claims division was obtained 

from the administrative assistant of the division. The list was imported into Qualtrics and an 

individual survey link was emailed to each employee along with a statement that the study was 

endorsed by company leadership. In addition, some general information about the purpose of 

the study and a guarantee of anonymity for their responses was provided. Employees were 

asked to complete the 10 to 15 minute survey during work time on their work computers. 

Confidentiality of results was also assured and interested employees could request a copy of 

the report when final, showing only aggregated data. The data collection was conducted in a 

single wave over a two-week time period.  

Other consideration was given to biases common in research. Questions were 

randomized in the survey to prevent respondents from identifying individual constructs, and all 

scales were changed to a 7-point Likert-scale response to help in this effort. Negatively worded 

questions helped minimize social desirability bias. To reduce non-response bias, reminders 
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were automatically sent to those who had not completed the survey a week before and a day 

before the survey closed. In addition, the vice president of the division emailed the team with an 

appeal to complete the survey. No pilot study beyond a cursory review of the survey instrument 

by other doctorate students was completed, as the measures in this study were based on 

already validated scales. The survey items are included in Appendix A and described in the 

following paragraphs. 

Conceptual and Operational Definitions of Variables 

Existing scales were used in the survey, although some modifications were made. All 

variables and their measurement sources are described in the following paragraphs and are 

listed in Appendix A. Some of the items required adjustment (i.e., to remove reference to an 

occupation or profession), and all Likert scales were changed to a 7-point response (1 = 

completely disagree, 4 = neither, 7 = completely agree). The scale adjustment was made to 

reduce scale confusion for the respondents and prevent the ability to identify variables based on 

the items randomized on each survey. Confirmatory factor analysis was conducted for each 

variable, comparing the alphas obtained in this study with the alphas from the source of the 

measure. 

Occupational Commitment 

The employee’s commitment to the occupation was measured using six affective 

commitment items and six continuance commitment items of occupational commitment 

developed by Meyer et al. (1993). Without indicating any particular role within the claims 

division, these items were modified to reflect work in the claims division. According to the 

authors, the scale was designed for such adaptation (Meyer et al., 1993). The affective items 

measured the employees’ desire to stay employed in the claims division, and the continuance 

items measured the employees’ perceived costs of leaving claims, either through the loss of 

accumulated investments or a lack of options. The reported alpha for the original measure is .82 

(Meyer et al., 1993). Other research has shown this scale to be equally robust in other varied 
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professional and occupational groupings (Irving et al., 1997). The initial validation of this scale 

included responses on the same 7-point Likert scale (Meyer et al., 1993), but a confirmatory 

factor analysis was required due to changes in the wording of items. 

Resilience 

The measure for resilience consisted of six items from the resilience dimension of the 

PsyCap Questionnaire developed by Luthans et al. (2007). Initial tests of the PsyCap measure 

resulted in Cronbach’s alpha of .70 or greater for the resilience dimension in three out of four 

reliability tests, yet the overall PsyCap measure achieved an alpha between .88 and .89 in all 

four cases tested in the original study (Luthans et al., 2007). These results were based on the 

original 6-point Likert scale response scale, which was modified to a 7-point Likert scale in this 

study; a confirmatory factor analysis was conducted to show any change in reliability. 

Work Engagement 

Engagement was measured based on a shortened version of the Utrecht Work 

Engagement Scale (Schaufeli et al., 2006). Cronbach’s alpha reported for the reduced 9-item 

Utrecht Work Engagement Scale (versus the original 17-item scale) was .70 or higher in all but 

three of the 30 cases in the original study; for 67% of the cases, reliability was .80 or higher in 

the initial validation of the shortened measure (Schaufeli et al., 2006). Across all items and 

countries, the shortened scale produced alphas between .85 and .92. The 9-item scale collects 

responses for each of the three dimensions of engagement (vigor, dedication, and absorption) 

with three questions per dimension. The original measure used a 7-point response scale based 

on frequency (0 = never, 6 = always; Schaufeli et al., 2006). In reviewing the scale items, the 

same 7-point Likert scale used in other measures for this study seemed appropriate for this 

measure and maintained the hidden identity of the constructs. A confirmatory factor analysis 

was conducted to confirm validity of the scale as revised.  
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Work Exhaustion 

The Maslach Burnout Inventory has become the gold standard in measuring employee 

burnout and its main component, exhaustion (Moore, 2000). Schaufeli & Bakker (2004) further 

refined each of Maslach’s original items to apply to occupations other than those related to 

human services, establishing a general survey to measure burnout in different organizations 

and activities. Within this general survey, five items were found to adequately measure work 

exhaustion, and have been applied to other occupations, such as information technology 

professionals (Moore, 2000). 

All five items related to work exhaustion were used without modification, and the 

Cronbach’s alpha reported in the literature for this measure of work exhaustion was quite 

reliable at .88 (Moore, 2000). Respondents in Moore’s (2000) study used a 7-point frequency 

scale (0 = never, 6 = daily). In this study, the same 7-point Likert scale was applied to all 

measures (1 = strongly disagree, 7 = strongly agree). A confirmatory factor analysis was also 

conducted to confirm the validity of the revised scale. 

Descriptive and Control Variables 

Unit in Claims Division. Participants were asked to select in which unit of claims they 

work from a dropdown list. Different types of claims are assumed to result in more work 

exhaustion due to dealing with distraught or potentially hostile claimants. Additionally, some 

claims are settled relatively quickly while others can take years to settle (Boggs, 2012). For 

these reasons, some employees may be more inclined to leave the claims division than others. 

Organizational Affective Commitment. Many who take jobs in claims end up enjoying 

the work and staying long term. Others have no desire to stay in their claims roles, with the 

company, or even in the industry. Because organizational commitment is not the main form of 

commitment in this study but is important to insurance organizations and especially claims, two 

questions assessed organizational affective commitment. Both items were borrowed from the 

affective measures established by Meyer et al. (1993) to assess occupational and 
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organizational commitment. The items show the desire of employees to stay with the 

organization, either in their current roles or in another role.  

Organizational Continuance Commitment. Once employees are proficient in their 

roles, it may become harder for them to leave; accumulated investments over time and a 

possible lack of alternatives may result in a continuance commitment to the organization if 

leaving is too costly (Meyer et al., 2002). This form of organizational commitment is also not the 

focus of this study but is of interest, so two questions were used assess organizational 

continuance commitment. Both items are borrowed from the continuance commitment 

measures established by Meyer et al. (1993). The items indicate the cost to the employee of 

leaving the claims division as well as whether alternatives exist for the employee.  

Intern Status. Many insurance organizations hire student interns who are not 

considered full-time employees. Typically, interns in these roles are exploring roles that they did 

not even realize are part of the insurance industry. Although some of these interns do ultimately 

continue to full time roles in the industry, their level of commitment to the industry is more 

questionable. A simple yes/no question filtered intern responses. 

Other Industry Roles. As employees gain knowledge and experience, they may build 

their expertise with another employer or opt for a new occupational challenge (Mills & Fullagar, 

2017). This is expected to also hold true in the insurance industry; employees may change 

roles, either within the same organization or through employment with another insurance 

organization. This question was asked to help gauge whether those with experience join the 

claims team or whether they start in the claims team. Respondents were asked to not consider 

prior internship experience or promotion from a substantially similar role.  

Tenure Controls. Three different levels of tenure were assessed: tenure in the current 

role, tenure with the organization, and tenure in the industry. To minimize respondent confusion, 

each of these levels used the same options in a drop-down: less than 1 year, 1 to 5 years, 5 to 
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15 years, 15+ years. These categories were somewhat arbitrarily chosen but should reflect 

differences between the levels of tenure without becoming overly cumbersome to analyze. 

Ultimately, three control variables were used to analyze the relationships in Study 2. 

Those variables were age, gender, and tenure in industry. Analysis can be found in the following 

paragraphs. 

Procedures 

The purpose of the study and brief background information regarding the research was 

shared with employee participants, as well as the contact email for the researcher to address 

any questions. Employees were also informed that the surveys were not tedious and that they 

should go with their gut response, taking approximately 10 to 15 minutes to complete the 

survey. Employees were assured of the anonymity of results with only aggregated results 

shared in the final report. If employees wished a copy of the results, they could receive an 

emailed copy at the end of the study by requesting a copy from the researcher. 

Claims associates received a message with survey instructions and an individual link to 

the electronic survey. The instructions prompted them to click the link (after consenting to the 

study) to complete the survey from their work computer prior to the close of the survey, and not 

to forward the link. Reminder messages were sent automatically to only non-respondents, 

encouraging them to complete the survey prior to the date the survey closed. The survey 

window was kept open long enough to account for associates who may have been out for a 

week with summer vacations.  

Analysis and Results 

All data were collected and analyzed at the individual level, and 110 complete surveys 

were returned. Three additional surveys were significantly completed (i.e., more than 50% of the 

items were answered). For these three responses, the median values of unanswered items 

were substituted for missed entries, bringing the total number of complete surveys to 113 for a 

47% response rate. Both confirmatory factor analysis and model testing were completed using 
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the partial least squares method of structural equation modeling (SmartPLS 3.3.0; Ringle et al., 

2015).  

Descriptive Statistics 

As shown in Table 1, most of the responses were submitted by females and those near 

the mid-point of their careers. Additional factors describing survey respondents are shown in 

Appendix B at the end of Chapter 4. 

Measurement Validation 

A confirmatory factor analysis was conducted to measure the validity of the variables in 

the study, which include resilience, work engagement, occupational commitment, and work 

exhaustion. While not all items loaded on their respective values, removal of items with loadings 

< 0.7 resulted in 21 of the 28 items representing the five variables (occupational commitment 

was broken into the dimensions on affective and continuance commitment to identify unique 

relationships with other variables). The items and their loadings are found in Table 2. Composite 

reliability and average variance extracted (AVE) scores for each of the variables are shown in 

Table 3.  

As shown in Table 3, the composite reliability for all constructs was above 0.7 (Peterson 

& Kim, 2013), and AVE of all the constructs was greater than 0.5. This establishes convergent 

validity of the constructs. Table 4 shows the square root of the AVE for each variable in the 

diagonal, with the correlations in the off-diagonal elements. For all the constructs, the square 

root of AVE as represented in each diagonal was greater than the correlation of the 

corresponding off-diagonal elements. This establishes discriminant validity of all the constructs.  
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Table 1 

Survey Respondent Demographics 

Variable     % Category 

Age   4% 18–24 years old 
17% 25–34 years old 
40% 35–44 years old 
26% 45–54 years old 
12% 55 years or older 

Gender 60% female 
38% male 
  2% preferred not to answer 

Insurance Industry 
Experience 

24% 5 years or less 
34% between 5 and 15 years 
43% 15 or more years 

Note. N = 113 responses. 
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Table 2 

Occupational Commitment Outer Model Loadings and Variable Composite Reliability with Work 

Exhaustion as a Moderator 

Variable 
(Composite Reliability) Items with loadings > 0.7  

Loadings 
(t-statistic) 

Work Engagement (0.882) 

WND1 I am enthusiastic about my job 
0.853 

(25.211) 

WND2 I am proud of the work that I do 
0.753 

(12.805) 

WND3 My job inspires me 
0.760 

(13.966) 

WNV2 At my job, I feel strong and vigorous 
0.703 

(10.817) 

WNV3 When I get up in the morning, I feel like going to work 
0.798 

(21.183) 
Work Exhaustion (0.912) 

WX1 I feel emotionally drained from my work 
0.860 

(23.989) 

WX2 I feel used up at the end of the work day 
0.792 

(15.478) 

WX3 
I feel fatigued when I get up in the morning and have 

to face another day on the job 
0.868 

(40.274) 

WX4 I feel burned out from my work 
0.834 

(20.811) 

WX5 Working all day is really a strain for me 
0.751 

(14.601) 
Resilience (0.786) 

RE1RC 
When I have a setback at work, I have trouble 

recovering from it, moving on (R) 
0.844 

(13.579) 

RE4 I usually take stressful things at work in stride 
0.764 

(10.888) 
Occupational Commitment: Affective (0.909) 

OCA2RC I regret taking a job in Claims (R) 
0.851 

(21.182) 

OCA3 I am proud to be employed in Claims 
0.845 

(30.905) 

OCA4RC I dislike being employed in Claims (R) 
0.795 

(13.110) 

OCA6 I am enthusiastic about my role in Claims 
0.885 

(37.033) 
Occupational Commitment: Continuance (0.899) 

OCC1 
I have put too much into my Claims career to consider 

changing now 
0.830 

(14.372) 

OCC2 
Changing to a role outside of Claims now would be 

difficult for me to do 
0.842 

(18.975) 

  
 

(continued) 
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Variable 
(Composite Reliability) Items with loadings > 0.7  

Loadings 
(t-statistic) 

OCC3 
Too much of my life would be disrupted if I were to 

leave Claims 
0.728 

(8.304) 

OCC4 It would be costly for me to leave Claims now 
0.775 

(11.906) 

OCC6 
Taking a role not related to Claims now would require 

considerable personal sacrifice 
0.822 

(18.284) 
 
Note. All items were scored on 7-point Likert scale where 1 = strongly disagree, 4 = neither agree nor 
disagree, and 7 = strongly agree. Reverse coded items are indicated with (R) after the item. 
 

a While the first item representing self-focused emotional labor was less than the 0.7 benchmark, I 
retained it since it is theoretically relevant. 
  

(continued) 



EMOTIONAL LABOR AND OCCUPATIONAL COMMITMENT  
 

104 

Table 3 

Construct Reliability and Validity 

Variable Composite Reliability 
Average Variance 

Extracted 
Work Engagement 0.882 0.601 
Work Exhaustion 0.912 0.676 
Resilience 0.786 0.648 
Occupational Commitment: Affective 0.909 0.713 
Occupational Commitment: Continuance 0.899 0.641 
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Table 4 

Measurement Model Validation: Discriminant Validity 

Variable WE WX RE OCA OCC 
Work Engagement (WE)  0.775     
Work Exhaustion (WX) -0.627  0.822    
Resilience (RE)  0.459 -0.469  0.805   
Occupational Commitment: Affective (OCA)  0.790 -0.550  0.318 0.845  
Occupational Commitment: Continuance (OCC) -0.025  0.137 -0.222 -0.022 0.801 
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Figure 2 

Testing Correlations between Resilience, Work Engagement, and Occupational Commitment 

with Work Exhaustion as a Moderator 

 

 

 

Note. Non-significant relationships are indicated by ns. 

*p<0.05, **p<0.01, ***p<0.001 
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Hypothesis Testing and Results 

Figure 2 shows the path coefficients and p-values for each hypothesis. Hypothesis 1 

stated that resilience will positively influence occupational commitment. Findings showed that 

resilience has a negative and non-significant relationship with affective occupational 

commitment (b = -0.067, p > .1) and a negative and significant relationship with continuance 

occupational commitment (b = -0.268, p < .05). Although the relationship with continuance 

commitment is significant, it is in the wrong direction. The direct relationship proposed in 

Hypothesis 1 was not supported. 

Hypothesis 2 stated that resilience will positively influence work engagement. Findings 

showed that resilience has a positive and significant relationship with work engagement (b = 

0.193, p < .05). Hypothesis 2 was supported. 

Hypothesis 3 stated that work engagement will positively influence occupational 

commitment. Findings showed that work engagement has a positive and significant relationship 

with affective occupational commitment (b = 0.740, p < .001) but no significant relationship with 

continuance occupational commitment (b = 0.167, p > .1), lending partial support for Hypothesis 

3. 

Hypothesis 4 stated that resilience will impact occupational commitment through work 

engagement. This hypothesis was supported through the significant findings in both Hypothesis 

2 and Hypothesis 3 for the relationship to affective occupational commitment. There was no 

support for such mediation to continuance occupational commitment. Thus, Hypothesis 4 was 

partially supported. 

Hypothesis 5 stated that work exhaustion will moderate the positive relationship between 

resilience and work engagement. Findings showed that work exhaustion was not a moderator in 

the relationship between resilience and work engagement (b = 0.062, p > .1). There was no 

support for Hypothesis 5.  
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Hypothesis 6 stated that work exhaustion will moderate the positive relationship between 

work engagement and occupational commitment. Findings showed that work exhaustion is not a 

moderator in the relationship between work engagement and affective occupational commitment 

(b = 0.062, p > .1) nor in the relationship between work engagement and continuance 

occupational commitment (b = -0.086, p > .1). There was no support for Hypothesis 6. 

None of the three control variables tested (age, gender, and industry tenure) showed a 

significant relationship with either of the occupational commitment outcomes. Additionally, a 

marker variable was incorporated into the survey to detect the presence of common method 

variance in the resulting data. Self-report measures are especially susceptible to common 

method variance, and a marker variable analysis is advised in these situations (Lindell & 

Whitney, 2001). Many studies have adopted the use of a marker variable in their design and 

analysis (see Williams et al., 2010 for a sample of empirical studies incorporating this 

approach). As suggested by the literature, a marker variable was incorporated that was 

measured with more than one item and unrelated to any of the variables in the study (Lindell & 

Whitney, 2001). The marker variable incorporated into the survey contained two seemingly 

random items: “I like summer more than any other season”, and “Summer is my most favorite 

season.” These items result in a marker variable that is clearly independent of the other 

variables, and it was measured using the same Likert scale as the other independent and 

dependent variables in order to capture similar method bias concerns as those that may affect 

the variables of interest (Williams et al, 2010). The marker variable had no impact on the 

relationships found in the initial analysis of the data, suggesting that no common method 

variance (such as social desirability, consistency, mood, etc.) was present in the results. 

Discussion 

I hypothesized that resilience, employee engagement, and occupational commitment 

were all positively related and that work exhaustion would moderate these positive relationships. 

Dividing the occupational commitment construct into the dimensions of affective and 
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continuance commitment aided in the understanding of these relationships. While resilience did 

not show a direct positive relationship with either dimension of occupational commitment, there 

was a strong relationship through work engagement as a mediator to the affective occupational 

commitment dimension. The construct of work exhaustion was expected to modify these 

positive relationships but did not seem to factor into the relationship between resilience and 

work engagement nor between work engagement and either form of occupational commitment. 

The results showed that while several of the hypothesized relationships are supported by the 

data, some are not. A summary of the hypotheses postulated with results is shown in Table 5. 
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Table 5 

Results of Hypothesized Relationships 

Hypothesis Result Finding 

H1: Resilience is positively related to 
occupational commitment 

RE -> OCA = -0.067 (0.418) 
RE -> OCC = -0.268 (0.020) 

Partially 
supported 

H2: Resilience is positively related to 
work engagement 

RE -> WE = 0.193 (0.028) 
Fully 
supported 

H3: Work engagement is positively 
related to occupational commitment 

WE -> OCA = 0.740 (0.000) 
WE -> OCC = 0.167 (0.169) 

Partially 
supported 

H4: Resilience has an indirect 
association with occupational 
commitment through work 
engagement 

Required support for H2 and H3; 
Hypothesis 3 was only partially 
supported 

Partially 
supported 

H5: Work exhaustion negatively 
moderates the positive relationship 
between resilience and work 
engagement such that higher levels 
of work exhaustion lower the levels 
of work engagement 

RE * WX -> WE = 0.062 (0.338) 
Not 
supported 

H6: Work exhaustion negatively 
moderates the positive relationship 
between work engagement and 
occupational commitment such that 
higher levels of work exhaustion 
lower the levels of occupational 
commitment 

WE * WX -> OCA = 0.062 (0.255) 
 
WE * WX -> OCC = -0.086 (0.288) 

Not 
supported 

 
Note. RE = resilience, WE = work engagement, WX = work exhaustion, OCA = occupational 
affective commitment, OCC = occupational continuance commitment. 
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Although the data did show a relationship between resilience and affective occupational 

commitment through work engagement, there was no support for the moderating effects of work 

exhaustion on the hypothesized relationships. However, a significant direct negative correlation 

was found between work exhaustion and work engagement, suggesting that work exhaustion 

may be a second mediator in the relationship between resilience and commitment outcomes. 

Prior work has found that role demands interact with resources to explain potentially negative 

work outcomes (Xanthopoulou et al., 2007), which is in line with the JD-R framework, where job 

demands interact with the relationship between job or personal resources and work 

engagement (Bakker & Demerouti, 2017). For this study, a moderation relationship was 

proposed since claims adjusters routinely help other people through stressful times with little 

control over their workload. It would seem that this work exhaustion would lessen the degree of 

work engagement or occupational commitment felt by claims employees. The small size of the 

sample in this paper may limit the findings, but the moderation model was theoretically feasible 

based on the literature, indicating job demands and strain in the form of work exhaustion could 

modify the strength and/or direction of the relationship between both resilience and work 

engagement and work engagement and occupational commitment. Because there was no 

significant relationship between these variables, there was no support for such a moderation at 

either level. 

The literature also points to the plausibility of another model involving work exhaustion. 

Instead of changing the direction of the relationship between personal or job resources, work 

engagement, and occupational commitment, work exhaustion may help explain the relationship 

and serve as a mediator. The JD-R framework (Bakker & Demerouti, 2017) shows that 

exhaustion (in the form of strain resulting from job demands) has a negative relationship with 

motivation, which includes work engagement. In the case of the claims adjuster, exhaustion 

may simply be an accepted part of the job and factor into the employee’s decision to stay in the 

role or seek other opportunities. It has been suggested that the JD-R framework may not 
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completely explain relationships between different forms of both job demands and job resources 

as they relate to stress on the job (van den Tooren & Rutte, 2015). Other studies have shown 

that exhaustion can have a direct but negative relationship with work engagement (Crawford et 

al., 2010; Schaufeli & Taris, 2014), lending plausibility to a mediating role of exhaustion in the 

relationship between engagement and work outcomes. The current study presents an 

opportunity to evaluate this other role of work exhaustion, and I tested this mediation hypothesis 

with an alternative model as explained in the following section.  

Alternative Model: Work Exhaustion as Mediator 

The alternative model was tested by removing both moderation hypothesis and making 

work exhaustion a mediator by adding a hypothesis that a negative relationship exists between 

resilience and work exhaustion as well as another hypothesis indicating a negative relationship 

between work engagement and work exhaustion. These two additional hypotheses help explain 

the connection between resilience and occupational commitment outcomes. In this alternative 

model, work exhaustion becomes a mediator in the relationship; the alternative model is shown 

in Figure 3. 

Measurement Validation 

To better identify the unique relationships in this model, work engagement was divided into the 

dimensions of absorption, dedication, and vigor, and occupational commitment was divided into 

affective and continuance dimensions. Confirmatory factor analysis included more items in the 

variable measures; 22 of the 28 items loaded well to the variables. Interestingly, all items for the 

absorption dimension of work engagement were factored out in the analysis. The items and 

their loadings are found in Table 6. Composite reliability and AVE scores for each of the 

variables are shown in Table 7. Table 8 shows the discriminant validity of the model in terms of 

the square root of the AVE for each variable. Again, the AVE was greater than 0.5 in all cases, 

and the square root of AVE as represented on each diagonal in Table 8 is greater than the 

correlation off the diagonal establishing discriminant validity.  
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Table 6 

Occupational Commitment Outer Model Loadings and Variable Composite Reliability with Work 

Exhaustion as a Mediator 

Variable 
(Composite Reliability) 

Items with loadings >0.7  
Loadings 
(t-statistic) 

Work Engagement: Dedication (0.873) 

WND1 I am enthusiastic about my job 
0.888 

(41.132) 

WND2 I am proud of the work that I do 
0.825 

(13.989) 

WND3 My job inspires me 
0.790 

(16.358) 
Work Engagement: Vigor (0.858) 

WNV1 At my work, I feel bursting with energy 
0.828 

(13.891) 

WNV2 At my job, I feel strong and vigorous 
0.769 

(12.052) 

WNV3 When I get up in the morning, I feel like going to work 
0.855 

(36.794) 
Work Exhaustion (0.912) 

WX1 I am enthusiastic about my job 
0.859 

(28.508) 

WX2 I am proud of the work that I do 
0.794 

(17.468) 

WX3 My job inspires me 
0.870 

(45.990) 

WX4 At my job, I feel strong and vigorous 
0.830 

(21.860) 

WX5 When I get up in the morning, I feel like going to work 
0.753 

(14.720) 
Resilience (0.787) 

RE1 
When I have a setback at work, I have trouble 
recovering from it, moving on (R) 

0.819 
(13.637) 

RE4 I usually take stressful things at work in stride 
0.792 

(12.204) 
Occupational Commitment: Affective (0.909) 

OCA2 I regret taking a job in Claims (R) 
0.849 

(21.536) 

OCA3 I am proud to be employed in Claims 
0.844 

(30.737) 

OCA4 I dislike being employed in Claims (R) 
0.798 

(14.097) 

OCA6 I am enthusiastic about my role in Claims 
0.885 

(36.575) 
Occupational Commitment: Continuance (0.900) 

OCC1 
I have put too much into my Claims career to 
consider changing now 

0.830 
(10.460) 

OCC2 
Changing to a role outside of Claims now would be 
difficult for me to do 

0.840 
(16.333) 

  
 

(continued) 
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Variable 
(Composite Reliability) 

Items with loadings >0.7  
Loadings 
(t-statistic) 

OCC3 
Too much of my life would be disrupted if I were to 
leave Claims 

0.730 
(7.411) 

OCC4 It would be costly for me to leave Claims now 
0.781 

(9.844) 

OCC6 
Taking a role not related to Claims now would require 
considerable personal sacrifice 

0.822 
(16.125) 

 
Note. All items were scored on 7-point Likert scale where 1 = strongly disagree, 4 = neither agree nor 
disagree, and 7 = strongly agree. Reverse coded items are indicated with (R) after the item. 
 

a While the first item representing self-focused emotional labor was less than the 0.7 benchmark, I 
retained it since it is theoretically relevant. 
  

(continued) 
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Table 7 

Construct Reliability and Validity 

Variable 
Composite 
Reliability 

Average Variance 
Extracted 

Resilience 0.787 0.649 
Work Engagement: Dedication 0.873 0.697 
Work Engagement: Vigor 0.858 0.669 
Work Exhaustion 0.912 0.676 
Occupational Commitment: Affective 0.909 0.713 
Occupational Commitment: Continuance 0.900 0.642 
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Table 8 

Measurement Model Validation: Discriminant Validity 

Variable OCC WND EX RE WNV OCA 

Occupational Commitment: Continuance (OCC) 0.802      
Work Engagement: Dedication (WND) 0.02 0.835     
Work Exhaustion (EX) 0.138 -0.504 0.822    
Resilience (RE) -0.218 0.396 -0.472 0.806   
Work Engagement: Vigor (WNV) -0.086 0.67 -0.699 0.48 0.818  
Occupational Commitment: Affective (OCA) -0.022 0.783 -0.55 0.316 0.623 0.844 

 

  



EMOTIONAL LABOR AND OCCUPATIONAL COMMITMENT  
 

117 

Hypothesis Testing 

While several of the hypotheses from the first model were tested again in this alternative 

model, the two moderation hypotheses were substituted with mediation hypotheses to help 

explain the role of work exhaustion in mediating connections between resilience and 

engagement and commitment outcomes. Some of the hypotheses held true from the initial 

model to the alternative model but there were additional findings in the second model that better 

explain the data. Path coefficients and p-values are shown in Figure 3, and a summary of each 

tested relationship is discussed in the following paragraphs.  

As was found in the first model, resilience continued to have a strong positive 

relationship with work engagement in both the dedication and vigor dimensions, as the 

absorption dimension was eliminated during confirmatory factor analysis. Resilience also shared 

a significant negative relationship with occupational continuance commitment contrary to the 

hypothesized positive relationship, and there was no significant relationship with occupational 

affective commitment; this is an interesting finding. The exciting result with this alternative model 

is that resilience does have a significant negative relationship with work exhaustion (b = -0.472, 

p < .001); we can deduce that claims adjusters with higher levels of resilience are likely to have 

lower levels of work exhaustion. While work exhaustion showed no significant relationship with 

continuance occupational commitment, there was a significant negative relationship with 

affective occupational commitment (b = -0.202, p < .05). In addition, work exhaustion showed a 

negative and significant relationship with the work engagement dimensions of dedication (b = -

0.408, p < .001) and vigor (b = -0.608, p < .001). This confirms the mediating power of work 

exhaustion in the relationship between resilience and work engagement. In the test of the initial 

model, work engagement had a strong significant positive correlation with affective occupational 

commitment. In the alternative model where work engagement was divided into two dimensions, 

it is interesting to see that the relationship between the dedication dimension of work 

engagement is carrying all the weight and that the relationship applies only to the affective 
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dimension of occupational commitment (b = 0.656, p < .001). Work exhaustion has a strong 

negative correlation with the vigor dimension of work engagement, but the relationship ends 

there and does not continue on to the commitment outcomes. The only relationship from work 

exhaustion to either commitment outcome is from the dedication dimension of work engagement 

to affective occupational commitment. This is a partial mediation effect, as work exhaustion also 

has a significant negative direct relationship with affective occupational commitment. In an 

industry that is very concerned with finding and keeping human resource talent, these findings 

show the importance of employee resilience and its connection with engagement at work. While 

resilience actually has a significant negative relationship with the continuance occupational 

commitment dimension (b = -0.248, p < .05) and no significant relationship with the affective 

dimension, its power lies in the significant positive relationships with both engagement 

dimensions (dedication: b = 0.204, p < .05; vigor: b = 0.193, p < .05). It is through the 

connection with the dedication dimension of work engagement that resilience has a strong 

connection to affective continuance commitment. Even after considering the negative effect of 

work exhaustion, those who are dedicated to their work are more likely to want to stay in their 

roles. Table 9 lists each of the hypothesized relationships in the alternative model along with 

whether the hypothesis was supported. 

None of the three control variables tested (age, gender, and industry tenure) showed a 

significant relationship with either of the occupational commitment outcomes in this alternative 

model, either. The same marker variable approach from the original model was also used to test 

for common method variance in the alternative model. The marker variable had no significant 

relationship with the other variables, nor did it affect any of the relationships established in the 

alternative model, indicating that common method variance was not present in the data 

(Williams et al., 2010). Both models confirmed the positive connection between resilience and 

work engagement, specifically though the dedication dimension. In the proposed alternative 

model, resilience had an even more important connection to affective commitment through the 
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significant negative relationship from work exhaustion to dedication and on to affective 

occupational commitment. In this context, more resilient claims adjusters are better able to deal 

with work demands, become engaged in their roles, and actually desire to stay in those roles.  
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Figure 3 

Testing Correlations between Resilience, Work Engagement, and Occupational Commitment 

with Work Exhaustion as a Mediator 

 

 

Note. Non-significant relationships are indicated by ns. 

*p<0.05, **p<0.01, ***p<0.001 
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Table 9 

Results of Hypothesized Relationships in the Alternative Model 

Hypothesis Result Finding 

H1: Resilience is positively associated 
with work engagement 

RE -> WND = 0.204 (0.029) 
RE -> WNV = 0.193 (0.011) 

Fully 
supported 

H2: Resilience is positively associated 
with occupational commitment 

RE -> OCA = -0.072 (0.351) 
RE -> OCC = -0.248 (0.037) 

Partially 
supported 

H3: Resilience is negatively associated 
with work exhaustion 

RE -> WX = -0.472 (0.000) 
Fully 
supported 

H4: Work engagement is positively 
associated with occupational 
commitment 

WND -> OCA = 0.656 (0.000) 
WND -> OCC = 0.175 (0.154) 
WNV -> OCA = 0.098 (0.353) 
WNV -> OCC = -0.051 (0.738) 

Partially 
supported 

H5: Work exhaustion is negatively 
associated with work engagement 

WX -> WND = -0.408 (0.000) 
WX -> WNV = -0.608 (0.000) 

Fully 
supported 

H6: Work exhaustion is negatively 
associated with occupational 
commitment 

WX -> OCA = -0.202 (0.040) 
WX -> OCC = 0.088 (0.529) 

Partially 
supported 

 
Note. RE = resilience, WND = work engagement-dedication, WNV = work engagement-vigor, 
WX = work exhaustion, OCA = occupational affective commitment, OCC = occupational 
continuance commitment.  



EMOTIONAL LABOR AND OCCUPATIONAL COMMITMENT  
 

122 

Implications for Research and Practice 

Theoretical Implications 

 The JD-R framework examines relationships between work motivators and stressors as 

they relate to job performance (Bakker & Demerouti, 2017). In this study, we look at these 

relationships at a personal level, comparing levels of employee resilience to the employees’ 

desire to ultimately stay in their current occupation in the claims division of a property and 

casualty insurance company. This extends the feasibility of JD-R theory in evaluating other work 

outcomes, even at an individual level. Understanding the process at an individual level is critical, 

because individual outcomes will weigh into organizational outcomes. For instance, an 

organization would be unlikely to be considered resilient without the resiliency of individual 

members leading to positive organizational outcomes. Resilience is a positive force that every 

member of the team has to some degree (Luthans et al., 2006), and occupational commitment 

is also an individual construct that has important implications to the organization in terms of 

turnover. Ideally, the organization would like employees who want to stay with the organization 

(affective commitment) versus those who stay merely because they feel their alternatives are 

limited (continuance commitment; Meyer et al., 2002). In this study, most situations showed that 

the relationship of resilience to the critical outcome of commitment was only valid through a path 

with engagement and/or exhaustion as mediators. This lends support to the importance of the 

effects of both work engagement and work exhaustion when considering various workplace 

outcomes. 

Practical Implications 

The role of the claims adjuster is critical to the operations of any property and casualty 

insurance company (Boggs, 2012), but many take these roles with little or no training or 

understanding of the role requirements. Supporting customers after a loss may be potentially 

draining to adjusters and make them consider leaving that occupation. The role of the claims 

adjuster requires specialized knowledge, but this knowledge is also transferrable to other roles 
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and employers within the industry (Boggs, 2012). The commitment of these knowledge workers 

is key to the success of the insurance organization; turnover can become costly in both dollars 

and time. In fact, more than 50% of property and casualty insurers in a recent Jacobson Group 

(2021) study report they plan to add to staff in the next 12 months, with the greatest need in 

both the information technology and claims divisions. 

Because more resilient employees are better able to adapt to stressful events in their 

work (Luthans et al., 2006), this would seem to lead to longer tenure in the role as adjusters 

learn how to deal with various issues that arise in claims. From an organizational standpoint, 

affective commitment would be the most desirable outcome, but the specialized training that 

claims adjusters receive may lead them down the path of continuance commitment if they feel 

that their job options are limited (Meyer et al., 2002). Seeing how individual resilience factored 

into the adjuster’s commitment to the role was interesting because both work engagement and 

work exhaustion had significant power in the relationship. Resilience can be learned, and it can 

also make the difference between employees finding meaning in their work versus giving up 

when the work becomes too emotionally challenging (Coutu, 2002). This is something that 

insurance organizations should keep in mind when creating interventions to help employees 

build their individual stores of resilience. Additionally, this study lends support for insurance 

companies to consider how various roles have the power to potentially engage or exhaust the 

workforce and how they can strive to create an environment that supports the former. 

Limitations  

The results of this study would be more meaningful with more data from respondents. 

Although an alternate hypothesis was identified that seemed to better fit the data collected, it 

would be interesting to see if the same results would be true with a larger sample. More data 

could lend additional credibility to the original model and show significant moderation 

relationships where none were found in this study.  
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This study is also cross-sectional in nature, limiting the results to a single point in time 

with a sample of claims adjusters in a single Midwestern property and casualty insurance 

company. The study of resilience is critical to human resource development (Luthans et al., 

2006), and like this study, most research to date has been cross-sectional and self-reported. 

Time should be a factor in the study of resilience to measure change (Britt et al., 2016), and 

there is a clear need for more longitudinal studies (King et al., 2016). The same can be said for 

measures of engagement and exhaustion, which can move quickly from positive to negative 

states (Gorgievski- Duijvesteijn & Hobfoll, 2008) and would benefit from the introduction of an 

intervention (Xanthopoulou et al., 2009). By first establishing a connection between resilience, 

work engagement or exhaustion, and occupational commitment, further research can evaluate 

changes in the work environment and measure effects in these constructs over time. Future 

longitudinal studies could give more information regarding causal relationships between these 

variables. A diary study could also be effective in identifying at a detailed level what builds 

employee resilience, work engagement, and work exhaustion to help the organization maximize 

the first two and minimize the last, leading to increased commitment.  

Future Research 

Few, if any, studies have compared levels of employee resilience with employee desire 

to stay in a particular occupation, but there is clearly a connection. Surveying additional property 

and casualty organizations could build on the findings of this study and make it more relatable to 

the industry. Alternatively, a diary study could also help explain these variables at a personal 

and individual level, although it would likely also limit the response rate. 

Another study could take a qualitative dive into the various challenges and hindrances 

found in the work of the claims adjuster. From there, an instrument could be created to allow 

individual adjusters to record the frequency of these challenges and hindrances, along with 

capturing the level of resilience felt by the adjuster at that point in time. Capturing this 

information over a longer period of time, even between one to five years as a new adjuster 
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gains competence in the role, may give some insight as to what factors serve to grow (or 

diminish) individual employee resilience in this type of work. 

Further research exploring how emotional intelligence might factor into the resilience–

occupational commitment relationship may also be interesting. The role of the claims adjuster 

requires emotional regulation at both a self-level (adjusters must control their feelings) and an 

other-level (adjusters attempt to alter the customer’s emotional state); these are vital elements 

of emotional intelligence (Pekaar et al., 2018). As employees learn to better manage their 

emotional states and build emotional intelligence, it could potentially lead to higher levels of self-

efficacy, which is another element of positive psychological capital (Luthans et al., 2007). It 

would be interesting to see what relationships exist between resilience, emotional intelligence, 

self-efficacy, and occupational commitment in the insurance industry.  
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Appendix A 

Measurement Scales 

Resilience (Luthans et al., 2007) 

Likert Scale: 1 = strongly disagree, 4 = neither disagree nor agree, 7 = strongly agree 

Reverse coded items are indicated with (R) after the statement 

RE1: When I have a setback at work, I have trouble recovering from it, moving on (R) 

RE2: I usually manage difficulties one way or another at work 

RE3: I can be “on my own,” so to speak, at work if I have to 

RE4: I usually take stressful things at work in stride 

RE5: I can get through difficult times at work because I’ve experienced difficulty before 

RE6: I feel I can handle many things at a time on this job 

Work Engagement (Schaufeli et al., 2006) 

Likert Scale: 1 = strongly disagree, 4 = neither disagree nor agree, 7 = strongly agree 

Work Engagement - Vigor (WNV) 

WNV1:  At my work, I feel bursting with energy  

WNV2: At my job, I feel strong and vigorous  

WNV3:  When I get up in the morning, I feel like going to work 

Work Engagement - Dedication (WND) 

WND1: I am enthusiastic about my job  

WND2:  I am proud of the work that I do  

WND3:  My job inspires me 

Work Engagement - Absorption (WNA) 

WNA1:  I feel happy when I am working intensely  

WNA2: I am immersed in my work 

WNA3:  I get carried away when I am working  
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Work Exhaustion (Moore, 2000)  

Likert Scale: 1 = strongly disagree, 4 = neither disagree nor agree, 7 = strongly agree 

WX1: I feel emotionally drained from my work 

WX2: I feel used up at the end of the workday 

WX3: I feel fatigued when I get up in the morning and have to face another day on the job 

WX4: I feel burned out from my work 

WX5: Working all day is really a strain for me 

Occupational Commitment (Meyer et al., 1993)  

(Note: The normative component of commitment was dropped due to high correlation with the 

affective dimension. Also, the items in this measure were adjusted to reflect affective [OCA] and 

continuance [OCC] commitment to work in the insurance industry. Reverse coded items are 

indicated with (R) after the statement) 

Likert Scale: 1 = strongly disagree, 4 = neither disagree nor agree, 7 = strongly agree 

OCA1: My work within Claims is important to my self-image  

OCA2: I regret taking a job in Claims (R) 

OCA3: I am proud to be employed in Claims 

OCA4: I dislike being employed in Claims (R) 

OCA5: I don’t relate to being part of Claims (R) 

OCA6: I am enthusiastic about my role in Claims 

OCC1: I have put too much into my Claims career to consider changing now 

OCC2: Changing to a role outside of Claims now would be difficult for me to do 

OCC3: Too much of my life would be disrupted if I were to leave Claims 

OCC4: It would be costly for me to leave Claims now 

OCC5: There are no pressures to keep me from leaving Claims (R) 

OCC6: Taking a role not related to Claims now would require considerable personal sacrifice 
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Control Variables 

GEN:  Please indicate your gender (male, female, non-binary/third gender, prefer not to 

say) 

AGE: Please select the range that includes your age (18–24 years, 35–34 years, 35–44 

years, 45–54 years, 55+ years) 

IND: Please indicate how long you’ve been working in the insurance industry (less than 

one year, 1–5 years, 5–15 years, 15+ years) 

  



EMOTIONAL LABOR AND OCCUPATIONAL COMMITMENT  
 

137 

CHAPTER 4: THE VALUE OF RESILIENCE IN THE WORK OF THE PROPERTY AND 

CASUALTY CLAIMS ADJUSTER 
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Dr. Aditya Simha, Dissertation Chair 

 

ABSTRACT 

 

 The property and casualty insurance industry is little studied, and the role of the claims 

adjuster is even less studied. The industry as a whole struggles to attract and retain talent, and 

this is true especially in the claims division (Jacobson Group, 2021). This research builds 

understanding of the very unique role of the claims adjuster through two essays. The first essay 

examines the use of empathy in the role of the claims adjuster, considering relationships with 

emotional contagion and emotional labor. The second essay examines levels of work 

engagement and work exhaustion for adjusters and how they relate to role commitment. The 

main connection in the two essays is resilience: can resilience offset the negative effects of 

emotional labor, and do higher levels of resilience relate to higher levels of occupational 

commitment? To answer these questions, the claims division of a midwestern property and 

casualty insurance company was surveyed. Although results were somewhat unexpected due to 

limited response rate, resilience did show promise in helping claims adjusters rebound from 

adversity and build important personal resources correlating to positive engagement and 

commitment outcomes. 

Keywords: resilience, empathy, emotional labor, work engagement, occupational commitment 
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Chapter 4: The Value of Resilience in the Work of the Property and Casualty Claims 

Adjuster: Practical Implications and Conclusions 

 The role of the property and casualty claims adjuster requires a unique combination of 

technical expertise and skills to manage emotions. This type of work is largely not understood 

by those outside the claims department, and little to no research is based on employee 

perceptions of their work. The closest formal research related to the role of claims adjusters 

dates back to Hochschild’s (1983) study of emotional labor as outlined in The Managed Heart. 

Even in this seminal work, the role of the adjuster gets more of an honorable mention than a 

detailed review. Anecdotally speaking, this researcher can recall many situations where those in 

claims roles (especially bodily injury claims) left the division for other roles in the organization—

or left the industry altogether. Anecdotal evidence suggests that many fresh college graduates 

consider a role in claims more like a foot in the door to the organization versus part of their 

career path. In an industry desperately searching for (and investing in) new claims talent 

(Jacobson Group, 2021), there is a need to understand what elements of the role might make a 

claims adjuster thrive and grow in that role. Several variables were analyzed in this study to 

foster understanding. A complete list of survey variables and items is found in Appendix A, and 

a breakdown of respondents’ descriptive information is found in Appendix B. 

 Employees’ stores of resilience will allow them to overcome obstacles at work and even 

grow from the experience (Luthans et al., 2006). The world of the property and liability claims 

adjuster might involve assisting the customer through events ranging from hail damage on a 

roof to a fender-bender to the complete loss of a home by fire to a multi-million dollar lawsuit 

against an insured individual or company to loss of life from a work accident. The next claim 

might be a minor incident or a tragic loss, and the adjuster must adapt to the situation to help 

the customer. It seems logical that employee resilience must be at work behind the scenes, 

helping the adjuster rebound from interactions with potentially devastated customers. In this 

paper, resilience is the cornerstone of the two studies. 
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 Essay 1 (Chapter 2) dove into the nature of the adjuster’s work, considering the effect of 

resilience on the emotional labor requirements of the role. Emotional labor is often considered to 

have a negative effect on employees who must alter their own emotions to meet job demands 

(Hochschild, 1983). Empathy is a facet of emotional labor when employees put themselves in 

the shoes of their customers to experience what the customer is feeling (Chlopan et al., 1985). 

In the insurance industry, empathy is highly desired in claims adjusters because it will help them 

provide better service to customers (Parasuraman et al., 1991), which is beneficial to the 

organization. The problem with a focus solely on empathy is that it does not consider a positive 

force like resilience to help compensate for the potential emotional drain when empathy is 

constantly used. The JD-R framework indicates that a negative spiral should be expected 

without some positive work or personal resource to offset work stressors (Bakker & Demerouti, 

2017). Providing ways for claims adjusters to build their individual resilience as well as their 

empathy skills gives the insurance organization a potential alternative for protecting their 

investment in human resources, providing even better service to their customers, and helping 

employees with their professional development. 

 Essay 2 (Chapter 3) takes resilience a step further and considers employees’ level of 

commitment to their role as claims adjusters. The conservation of resources theory says that 

individuals do what they can to protect their resources and any loss of resource is felt much 

more strongly than a gain (Hobfoll, 2001). Employees who feel regularly exhausted by their 

work and are not engaged in their roles will likely not be satisfied with their jobs (Bakker & 

Demerouti, 2017); this could potentially lead to turnover. Employees with higher levels of 

resilience (as a personal resource) may be more engaged in their roles as they overcome 

stressful situations at work. In fact, resilience has the potential to grow with time and experience 

with adverse situations (Luthans et al., 2007). This was the premise of the second study, which 

found that resilience had a significant positive relationship with work engagement and a 

significant negative effect with work exhaustion. Relationships between resilience and work 
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engagement and exhaustion were examined as they relate to commitment outcomes, 

specifically affective occupational commitment (where employees desire to stay in their roles) 

and continuance occupational commitment (where employees feel stuck in their roles due to a 

lack of options; Meyer et al., 2019). The ideal commitment outcome for both employee and 

organization is affective occupational commitment, which implies a level of employee 

satisfaction in the role. The positive connection between resilience and work engagement in this 

study ultimately resulted a positive relationship with affective occupational commitment, 

confirming the importance of a resilient claims team. Insurance organizations that invest in 

interventions to build resilience in their human resources stand to reap the benefit of claims 

adjusters staying in their roles longer and building their expertise in this vital role. 

 This research suggests a potential solution for a specific industry role where empathy is 

a must but job stress in the form of the emotional labor effort required is rarely considered. 

Employee resilience is proposed as a source to buffer the stress of job demands, allow 

employees to continually grow from experience in their roles, and ultimately provide a path to 

employee engagement and commitment. In addition to training initiatives specific to empathy, 

employees in the claims division may also benefit from resilience training and other 

interventions; weekly check-ins and having a panel of colleagues to review challenging claims 

may be easiest to implement. These efforts can help individual associates build their stores of 

resilience to balance their work demands, ideally becoming more committed to their occupations 

in the process. 
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Appendix A 

Complete survey 

Note: With the exception of control, marker, and descriptive variables, all remaining variables 

were randomized for each respondent. Reverse coded items are indicated with (R) after the 

statement. Additionally, some descriptive variables contained the name of the company whose 

employees were surveyed; in this appendix, those items use [company] in place of the actual 

name. 

Resilience (Luthans et al., 2007) 

Likert Scale: 1 = strongly disagree, 4 = neither disagree nor agree, 7 = strongly agree 

RE1: When I have a setback at work, I have trouble recovering from it, moving on (R) 

RE2: I usually manage difficulties one way or another at work 

RE3: I can be “on my own,” so to speak, at work if I have to 

RE4: I usually take stressful things at work in stride 

RE5: I can get through difficult times at work because I’ve experienced difficulty before 

RE6: I feel I can handle many things at a time on this job 

Empathy (Wieseke et al., 2012) 

Likert Scale: 1 = strongly disagree, 4 = neither disagree nor agree, 7 = strongly agree 

Empathy: Perspective Taking 

EM1: I try to look at everybody’s side of a disagreement before I make a decision 

EM2: When I am upset at someone, I usually try to “put myself in their shoes” 

EM3: I believe that there are two sides to every question and try to look at them both 

Empathy: Empathic Concern 

EM4: I would describe myself as a pretty soft-hearted person 

EM5: If someone is unhappy, I quickly realize this, even if I do not know the person well 

EM6: Other people’s misfortunes usually disturb me a great deal 

EM7: I often have tender concerned feelings for people less fortunate than me 
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Emotional Contagion (Wieseke et al., 2012) 

Likert Scale: 1 = strongly disagree, 4 = neither disagree nor agree, 7 = strongly agree 

EC1: I become nervous if others around me are nervous 

EC2: I find that I can remain cool in spite of the excitement around me (R) 

EC3: I tend to remain calm even though those around me are not (R) 

EC4: When I work with unhappy people, I feel unhappy myself 

EC5: When I work with happy people, I feel happy myself 

Emotional Labor (Pugliesi, 1999) 

Likert Scale: 1 = strongly disagree, 4 = neither disagree nor agree, 7 = strongly agree 

Self-Focused Emotional Labor (SEL) 

SEL1: I am unable to express my true feelings to others at work 

SEL2: I am required to be “artificially friendly” to others at work 

SEL3: While at work, I have to be nice to people no matter how they treat me 

SEL4: I cover or manage my own feelings so as to appear pleasant at work 

Other-Focused Emotional Labor (OEL) 

OEL1: I help others feel better about themselves at work 

OEL2: My job involves helping others deal with stresses and difficulties  

OEL3: I attempt to “keep the peace” by calming clashes with others at work 

Work Engagement (Schaufeli et al., 2006) 

Likert Scale: 1 = strongly disagree, 4 = neither disagree nor agree, 7 = strongly agree 

Work Engagement - Vigor (WNV) 

WNV1:  At my work, I feel bursting with energy  

WNV2:  At my job, I feel strong and vigorous  

WNV3:  When I get up in the morning, I feel like going to work 

Work Engagement - Dedication (WND) 

WND1:  I am enthusiastic about my job  
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WND2:  I am proud of the work that I do  

WND3:  My job inspires me 

Work Engagement - Absorption (WNA) 

WNA1:  I feel happy when I am working intensely  

WNA2:  I am immersed in my work 

WNA3:  I get carried away when I am working  

Work Exhaustion (Moore, 2000)  

Likert Scale: 1 = strongly disagree, 4 = neither disagree nor agree, 7 = strongly agree 

WX1: I feel emotionally drained from my work 

WX2: I feel used up at the end of the workday 

WX3: I feel fatigued when I get up in the morning and have to face another day on the job 

WX4: I feel burned out from my work 

WX5: Working all day is really a strain for me 

Occupational Commitment (Meyer et al., 1993)  

(Note: The normative component of commitment was dropped due to high correlation with the 

affective dimension. Also, the items in this measure were adjusted to reflect affective (OCA) and 

continuance (OCC) commitment to work in the insurance industry.) 

Likert Scale: 1 = strongly disagree, 4 = neither disagree nor agree, 7 = strongly agree 

OCA1: My work within Claims is important to my self-image  

OCA2: I regret taking a job in Claims (R) 

OCA3: I am proud to be employed in Claims 

OCA4: I dislike being employed in Claims (R) 

OCA5: I don’t relate to being part of Claims (R) 

OCA6: I am enthusiastic about my role in Claims 

OCC1: I have put too much into my Claims career to consider changing now 

OCC2: Changing to a role outside of Claims now would be difficult for me to do 
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OCC3: Too much of my life would be disrupted if I were to leave Claims 

OCC4: It would be costly for me to leave Claims now 

OCC5: There are no pressures to keep me from leaving Claims (R) 

OCC6: Taking a role not related to Claims now would require considerable personal sacrifice 

Control Variables 

GEN:  Please indicate your gender (male, female, non-binary/third gender, prefer not to 

say) 

AGE: Please select the range that includes your age (18–24 years, 35–34 years, 35–44 

years, 45–54 years, 55+ years) 

IND: Please indicate how long you’ve been working in the insurance industry (less than 

one year, 1–5 years, 5–15 years, 15+ years) 

Marker Variables (MV) 

Liker Scale: 1 = strongly disagree, 4 = neither disagree nor agree, 7 = strongly agree 

MV1: I like summer more than any other season. 

MV2: Summer is my most favorite season. 

Descriptive Variables  

DIV: In what division of Claims are you currently employed? (Auto Physical Damage 

Claims, Casualty Claims, Property Claims, Work Comp Claims, Multi-Line Claims 

Team, Claims CSR Team, Claims–Other) 

SUP: Are you currently in a supervisory/management role? (yes, no) 

CLAS: Did you complete any insurance course work prior to beginning work at an insurance 

company? (yes, no) 

INT: Were you a student claims intern at an insurance company prior to starting full time? 

(I am a former claims intern, I am currently a claims intern, my internship was in 

insurance but not in claims, I did not complete an insurance internship) 
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OTH: Either at [company] or with another insurance company, have you ever worked in a 

department other than Claims? (yes, no) 

ROLE: Please indicate how long you’ve been in your current role (less than one year, 1–5 

years, 5–15 years, 15+ years) 

COMP: Please indicate how long you’ve been with [company] (less than one year, 1–5 

years, 5–15 years, 15+ years) 

Organizational Commitment (Meyer et al., 1993)  

(Note: Used for descriptive purposes only. The normative component of commitment was 

dropped due to high correlation with the affective dimension. Also, the items in this measure 

were adjusted to reflect affective and continuance commitment to work in the insurance 

industry.)  

Likert Scale: 1 = strongly disagree, 4 = neither disagree nor agree, 7 = strongly agree 

Organizational Commitment - Affective (ARC) 

ARC1: I would be very happy to spend the rest of my career with [company] 

ARC2: I would be very happy to spend the rest of my career with [company], but not in 

Claims 

Organizational Commitment - Continuance (ARC) 

CRC1: Too much of my life would be disrupted if I chose to leave [company] now 

CRC2: I feel that I have too few options to consider leaving [company] 

REAS: What is the key reason that you started working in the insurance industry? (only one 

selection permitted) 

 Suggested by parents/other family members working at [company] 

 Suggested by parents/other family members working in the industry 

 Suggested by friends working at [company] 

 Suggested by friends working in the industry 
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 I became interested after a class in college/higher education 

 I became interested after an internship in the insurance industry 

 I wanted a job in an economically stable industry 

 I just needed a job 

 Another reason not listed above 
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Appendix B 

Descriptive Information: Survey Respondents 

Table B1 

Survey Respondents’ Age 

Age  Frequency % 

18–24 years 5 4.4 

25–34 years 20 17.7 

35–44 years 45 39.8 

45–54 years 29 25.7 

55+ years 14 12.4 

Total 113 100.0 
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Table B2 

Survey Respondents’ Gender 

Gender Frequency % 

Male 43 38.1 

Female 68 60.2 

Prefer not to answer 2 1.8 

Total 113 100.0 
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Table B3 

Claims Division of Survey Respondents 

Division Frequency % 

Auto physical damage claims 12 10.6 

Casualty claims 22 19.5 

Property claims 25 22.1 

Work comp claims 18 15.9 

Multi-line claims team 9 8.0 

Claims customer service team 7 6.2 

Claims - other 20 17.7 

Total 113 100.0 
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Table B4 

Survey Respondents’ Employment in Supervisory or Management Role 

Currently in a 
Supervisory/Management Role 

Frequency % 

No 89 78.8 

Yes 24 21.2 

Total 113 100.0 
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Table B5 

Survey Respondents’ Insurance Course Work Completed Prior to Working at Insurance 

Company 

Prior Insurance Course Work Frequency % 

No 85 75.2 

Yes 28 24.8 

Total 113 100.0 
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Table B6 

Survey Respondents’ Claims Intern Experience Prior to Full-Time Work 

Intern Status Frequency % 

I am a current claims intern 4 3.5 

I am a former Claims intern 6 5.3 

My internship was in insurance but not in claims 6 5.3 

I did not complete an insurance internship 97 85.8 

Total 113 100.0 
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Table B7 

Survey Respondents’ Prior Experience Outside of Claims 

Other Department Work Frequency % 

No 71 62.8 

Yes 42 37.2 

Total 113 100.0 
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Table B8 

Survey Respondents’ Tenure in Current Role 

Tenure in Current Role Frequency % 

Less than a year 18 15.9 

1–5 years 44 38.9 

5–15 years 37 32.7 

15+ years 14 12.4 

Total 113 100.0 
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Table B9 

Survey Respondents’ Tenure with Company 

Tenure with Company Frequency % 

Less than a year 14 12.4 

1–5 years 50 44.2 

5–15 years 37 32.7 

15+ years 12 10.6 

Total 113 100.0 
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Table B10 

Survey Respondents’ Tenure in Insurance Industry 

Tenure in Insurance Industry Frequency % 

Less than a year 6 5.3 

1–5 years 21 18.6 

5–15 years 38 33.6 

15+ years 48 42.5 

Total 113 100.0 
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Table B11 

Survey Respondents’ Key Reason for Starting Work in Insurance Industry 

Key Reason Frequency % 

Suggested by parents/other family members working 
at the company 

6 5.3 

Suggested by parents/other family members working 
in the insurance industry 

9 8.0 

Suggested by friends working at the company 21 18.6 

Suggested by friends working in the insurance 
industry 

14 12.4 

I became interested after a class in college/higher 
education 

4 3.5 

I became interested after an internship in the 
insurance industry 

6 5.3 

I wanted a job in an economically stable industry 15 13.3 

I just needed a job 24 21.2 

Another reason not listed above 14 12.4 

Total 113 100.0 
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Table B12 

Survey Respondents’ Desire to Spend Rest of Career with Company 

I would be very happy to spend the rest of my career 
with the company 

Frequency % 

Strongly disagree 0 0 

Disagree 0 0 

Somewhat disagree 0 0 

Neither agree nor disagree 6 5.3 

Somewhat agree 11 9.7 

Agree 29 25.7 

Strongly agree 67 59.3 

Total 113 100.0 
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Table B13 

Survey Respondents’ Level of Organizational (Not Occupational) Commitment 

I would be very happy to spend the rest of my career 
with the company, but not in claims 

Frequency % 

Strongly disagree 9 8.0 

Disagree 23 20.4 

Somewhat disagree 18 15.9 

Neither agree nor disagree 33 29.2 

Somewhat agree 17 15.0 

Agree 6 5.3 

Strongly agree 7 6.2 

Total 113 100.0 
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Table B14 

Survey Respondents’ Level of Disruption if They Leave the Company 

Too much of my life would be disrupted if I chose to 
leave the company now  

Frequency % 

Strongly disagree 6 5.3 

Disagree 22 19.5 

Somewhat disagree 7 6.2 

Neither agree nor disagree 16 14.2 

Somewhat agree 20 17.7 

Agree 28 24.8 

Strongly agree 14 12.4 

Total 113 100.0 

 

  



EMOTIONAL LABOR AND OCCUPATIONAL COMMITMENT  
 

163 

Table B15 

Survey Respondents’ Concern for Lack of Alternatives 

I feel that I have too few options to consider leaving 
the company 

Frequency % 

Strongly disagree 18 15.9 

Disagree 47 41.6 

Somewhat disagree 15 13.3 

Neither agree nor disagree 16 14.2 

Somewhat agree 7 6.2 

Agree 9 8.0 

Strongly agree 1 0.9 

Total 113 100.0 
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