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Abstract
Emotional labor is a worker’s effort in regulating his or her emotions in an attempt to express socially 
desired emotions within the sphere of his or her profession. This study analyzed the adequacy of the 
original factor model of the Emotional Labor Scale (ELS) proposed by Brotheridge and Lee (2003), 
which assesses the duration, the frequency, the intensity, the variability, the depth and the superfi ciality 
of emotions in the workplace. The study comprised a sample of 518 psychologists from the state of Rio 
Grande do Sul, Brazil. Data was subjected to Confi rmatory Factor Analysis, showing that the best fi t 
indices were found in the distribution of four factors: frequency, intensity, variability and emotion regu-
lation. Regarding reliability, satisfactory indices were found, ranging from .67 to .84. Thus, the instru-
ment is suitable for the assessment of emotional labor, allowing subsidizing promotion and prevention 
interventions for emotional management.

Keywords: Emotional labor, scales, factor analysis.

Tradução, Adaptação e Exploração das Propriedades 
Psicométricas da Escala de Emoções no Trabalho (EET) 

em uma Amostra de Psicólogos

Resumo
O trabalho emocional diz respeito ao esforço do trabalhador em regular suas emoções na tentativa de 
expressar emoções socialmente desejadas no âmbito da sua profi ssão. Este artigo analisou a adequação 
do modelo fatorial original da Escala de Emoções no Trabalho (ETE) proposta por Brotheridge e Lee 
(2003), que avalia a duração, a frequência, a intensidade, a variabilidade, a profundidade e a superfi -
cialidade das emoções no contexto de trabalho. Participaram do estudo 518 psicólogos do estado do Rio 
Grande do Sul. Foi realizada Análise Fatorial Confi rmatória, a qual demonstrou que os melhores índices 
de ajustamento foram encontrados na distribuição em quatro fatores: frequência, intensidade, variabili-
dade e regulação emocional. Quanto à fi dedignidade, foram encontrados índices satisfatórios, variando 
de 0,67 a 0,84. Assim, o instrumento é indicado para a avaliação do trabalho emocional, permitindo 
subsidiar intervenções de promoção e prevenção da gestão emocional.

Palavras-chave: Trabalho emocional, escalas, análise factorial.
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Traducción, Adaptación y Exploración de las Propiedades 
Psicométricas de la Escala de Trabajo Emocional (ETE) 

en una Muestra de Psicólogos

Resumen
El trabajo emocional se refi ere al esfuerzo del trab ajador en regular sus emociones en lo intento de 
expresar emociones socialmente deseadas en el ámbito de su profesión. Este artículo analizó la 
adecuación del modelo factorial original de la Escala de Emociones en el Trabajo (EET) propuesta 
por Brotheridge y Lee (2003), que evalúa la duración, la frecuencia, la intensidad, la variabilidad, la 
profundidad y la superfi cialidad de las emociones en el contexto de trabajo. Participaron del estudio 
518 psicólogos del estado del Rio Grande do Sul, Brasil. Fue realizada Análisis Factorial Confi rmatoria, 
la cual demostró que los mejores índices de ajustamiento fueron encontrados en la distribución en 
cuatro factores: frecuencia, intensidad, variabilidad y regulación emocional. Cuanto a la fi abilidad, 
fueron encontrados índices satisfactorios, variando de .67 a .84. Así, el instrumento es indicado para la 
evaluación del trabajo emocional, permitiendo subsidiar intervenciones de promoción y prevención de 
la gestión emocional. 

Palabras clave: Trabajo emocional, escalas, análisis factorial.

The hegemony of rational administration 
principles, widely accepted and disseminated 
throughout the world, persisted until the begin-
ning of the 20th century, causing labor organiza-
tions to neglect the presence of emotions within 
this context. Only after the Human Relations 
Theory that the Taylorist/Fordist management 
model of labor organization started to be ques-
tioned, with an emphasis on the importance of 
comprehending the components of human be-
havior and the psychosocial needs of man in the 
labor context (Matos & Pires, 2006).

The greatest contribution to the understanding 
of emotions in the workplace occurred from 
a research conducted by Hochschild (1983) 
with fl ight attendants. It showed that workers, 
especially those who perform customer services, 
need to manage their feelings in order to express 
the emotions required in the exercise of a 
professional role, even though this effort is not 
clear to them. In this sense, the author defi ned 
Emotional Labor (EL) as a worker’s effort in 
regulating his or her emotions in an attempt to 
express socially desired emotions, an effort that 
can cause emotional dissonance.

Emotional dissonance is the degree of 
incompatibility existing between expressed 
emotions and the real feelings of a subject. A 

worker, seeking to deal with dissonance, appeals 
to two types of representations: superfi cial and 
deep. Superfi cial representation consists of a 
decrease in the authentic display of feelings in 
favor of an emotional mask manifested through 
facial expressions, while deep representation is 
the effort made toward searching inside oneself 
for the adequate feelings to a certain situation, or 
toward changing feelings regarded as inadequate 
to a certain context (Brotheridge & Lee, 2003).

It is important to highlight that, for the 
characterization of EL, it is necessary that: 
there are job demands in terms of face-to-face 
and voice-to-voice interactions; emotions are 
expressed to infl uence the emotions, attitudes 
and behaviors of other people; interpersonal 
relationships are part of the job; there are 
appropriate norms for each situation (Hochschild, 
1983). Organizational norms about implicit or 
explicit emotions, just as the emotional demands 
of the job, and the duty to express positive 
emotions while working, have an infl uence 
on the health of professionals (Mukiur, 2012), 
being associated with organizational losses 
(Brotheridge, 2006; Hochschild, 1983; Nguyen, 
Groth, & Johnson, 2013) and individual losses 
(Brotheridge, 2006). From the perspective of 
organizations, emotional well-being is related to 
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increase in productivity (Brotheridge, 2006), less 
turnovers and absenteeism (Gracia, Martínez, 
Salanova, & Nogareda, 2004). From the worker’s 
viewpoint, emotional well-being has to do with 
better physical and psychic health conditions 
(Brotheridge, 2006), greater commitment and 
satisfaction with the job (Gracia et al., 2004) 
and less intention of quitting it (Ogungbamila, 
Balogun, Ogungbamila, & Oladele, 2014). EL 
has been related to illnesses, such as the Burnout 
Syndrome (Bakker & Heuven, 2006; Gracia et 
al., 2004), depression (Wieclaw et al., 2008) and 
several psychosomatic disorders (Gracia et al., 
2004). The main requirement of EL refers to 
certain emotional skills and competences for an 
adequate functional performance in interpersonal 
relationships. In this sense, the prevention of 
possible negative implications on the worker’s 
health is important (Gracia et al., 2004).

EL has caught the eyes of the scientifi c 
community, and many studies have been con-
ducted with several professional categories, 
such as caregivers of children (Lee & Brother-
idge, 2011), fl ight attendants (Hur, Moon, & Jun, 
2013), physicians (Lee, Lovell, & Brotheridge, 
2010), service providers (Lam & Chen, 2012), 
police offi cers (Bakker & Heuven, 2006) and 
teachers (Philipp & Schüpbach, 2010). Various 
scales for EL assessment have been developed 
based on different approaches for the measur-
ing of the construct, as the Frankfurt Emotional 
Work Scale – FEWS (Zapf, Vogt, Seifert, Mer-
tini, & Isic, 1999), the Emotional Labor Inven-
tory – ELI (Mann, 1999), the Emotional Labor 
Scale – ELS (Schaubroeck & Jones, 2000), the 
Integrative Emotional Work Inventory – IEWI 
(Strazdins, 2000) and the Emotional Labor Scale 
– ELS (Brotheridge & Lee, 2003). The later, 
unlike the other scales available, assesses su-
perfi cial and deep representations, allowing for 
measuring the emotional management process 
carried out by professionals.

The procedures for the construction of the 
ELS generated 40 items that were reviewed 
according to feedback provided by members of 
the body of teachers of two Canadian universities, 
and to discussions with workers of the service 
sector. After that, a pre-test was conducted in a 

sample of Canadian Business students. Based 
on the analysis of the results, many items were 
excluded due to their complexity, to the low 
levels of variance identifi ed and to the high levels 
of asymmetry and kurtosis, causing the scale to 
be reduced to 19 items, measured by a 5-point 
scale ranging from never to always. This version 
of the scale was applied to a sample of 296 
college students who worked in several activities 
of provision of services. An exploratory factor 
analysis was carried out, reducing the scale to 15 
items, which explained 60.5% of the construct 
variance, with alphas ranging from .58 to .85 
(Brotheridge & Lee, 2003). A new study was 
conducted by the authors with 238 professionals 
of the service industry with more time of expe-
rience. A confi rmatory factor analysis was per-
formed, revealing adequate adjustment indices, 
and confi rming the theoretical model and number 
of items of the previous version, obtaining 
alpha values that ranged from .74 to .88.

The factorial structure of the scale has been 
recently confi rmed in a validation study con-
ducted in Spain by Picardo, López-Fernández 
and Hervás (2013), which identifi ed adequate 
fi t indices, confi rming the theoretical model of 
the original version. The structure was formed 
by duration, frequency, intensity, variety, sur-
face acting and deep acting was confi rmed in 
this study achieving a very good fi t to data [X2= 
69,35 (76 df) p = .69; RMSEA = .00; CFI = 1.00; 
GFI = .93].

Although there are studies in Brazil that 
approach EL, it was not possible to identify, 
on the main databases (Health Virtual Library, 
Periódicos Eletrônicos de Psicologia [PePSIC], 
Pubmed and Scientifi c Electronic Library Online 
[SciELO]), studies that assessed the psychometric 
properties of the ELS in this context. In the light 
of above, the objective of this study was to adapt 
and study the ELS validity in psychologists.

Method

Participants
The sample was composed of 518 psycho-

logists who had been working in the state of Rio 
Grande do Sul for more than one year. Most 
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of them are women (77.6%), in a stable union 
(60.2%), without children (57.5%). The age of 
the participants varied from 23 to 65 years old 
(M=34.7; SD=8.4). On average, they have been 
performing this activity for more than 10 years 
(SD=8.9), with a variation of 01 to 40 years. 
Most of them work exclusively with psycholo-
gy (74%), in one single area (58%) and earn 
between 3 and 6 minimum wages (51.6%). 

Instruments
The ELS was developed by Brotheridge 

and Lee (2003), based on a theoretical model 
proposed by Hochschild (1983). The scale is 
composed of 15 items, one item referring to the 
duration of the interaction (A typical interac-
tion with customers lasts about ___ minutes) 
and 14 items distributed into 5 subscales: (a) 
Frequency (I display specifi c emotions required 
by my job); (b) Intensity (I display intense emo-
tions at work); (c) Variety (I display many dif-
ferent kinds of emotions at work); (d) Superfi -
cial representation (I resist expressing my true 
feelings at work); and (e) Deep representation 
(I really try to experience the emotions I should 
display at work). The items are assessed through 
a 5-point Likert scale ranging from never (1) to 
always (5). The construction of the ELS con-
sidered its easy comprehension, neutral writing 
and short sentences. The original scale presents 
satisfactory Cronbach’s alpha values varying 
from .74 to .91.

For the characterization of the participants, 
a questionnaire with sociodemographic data 
was used (sex, age, marital status, children, and 
remuneration) and work-related data (type of 
education, time of education, weekly workload, 
number of daily services, time of activity, exclu-
sive work with psychology).

Translation and Adaptation
The procedure for the validation of the in-

strument was authorized by its authors, repre-
sented by the fi rst author, Celeste Brotheridge. 
From the original version, in English, the Bra-
zilian adaptation of the ELS complied with the 
methodological standards recommended by the 

International Tests Commission (ITC) for the 
adequate adaptation of instruments to other cul-
tures (Muñiz, Elosua, & Hambleton, 2013). The 
translation and back-translation were done by 
two translators fl uent in English and Brazilian 
Portuguese. In the assessment of the semantic 
equivalence, it was verifi ed that the reference 
meaning presented good results, as all items 
obtained, in the back-translations, between 
90.0% and 100% of agreement in this criterion 
(Reichenheim & Moraes, 2007). 

The fi nal version in Brazilian Portuguese 
was subjected to a pilot test, for semantic 
assessment, with 30 psychologists of a higher 
education institution who do not belong to the 
population studied. The subjects were asked to 
manifest aspects related to the understanding of 
words and enunciations. At this stage, there was 
no need for changing any item.

Procedures of Data Collection           
and Analysis

The study data was collected by means 
of an online research. For the recruitment 
of participants, the technique of Respondent 
Driven Sampling (RDS) was adopted, in 
which the fi rst participants (1st wave) send an 
invitation to new participants (2nd wave), until 
the desired size of the sample is achieved (Goel 
& Salganik, 2009). 

The psychologists received an invitation by 
e-mail to participate in the research, and those 
who accepted it manifested their agreement 
by signing a free consent form, in accordance 
with the ethical guidelines of Resolution 466 
of the National Council of Health concerning 
the conduction of researches involving humans 
(Brazilian Ministry of Health, 2012). The study 
was approved by the Ethics and Research 
Committee of Pontifícia Universidade Católica 
do Rio Grande do Sul (PUC/RS) under Legal 
Opinion No 445847.

The database was typed and, then, analyzed 
through the software SPSS, version 17.0. First, 
descriptive analyses of exploratory character 
were carried out for the assessment, in the 
database, of the distribution of the items and 
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the identifi cation of extremes. In order to 
verify the fi ve-dimension model of the ELS, 
a Confi rmatory Factor Analysis (CFA) was 
performed, maximum likelihood method, using 
the statistical software AMOS 17.0. The main 
reference values considered for the acceptance 
of the model were CFI ≥ .95 and RMSEA≤ .05 
(Byrne, 2001; Hooper, Coughlan, & Mullen, 
2008). Reliability was assessed by means of the 
Cronbach’s alpha method.

Results

Descriptive Statistics
The descriptive statistics of the ELS can be 

seen in Table 1. The highest mean was that of 
item 05 (I adopt certain emotions required as 
part of my job), which belongs to the same di-
mension (M=4.01). The dimension that present-
ed the lowest mean was Variability, and item 13 

(I really try to experience the emotions I should 
display), belonging to this dimension, presented 
the lowest mean (M=2.37).

In relation to the corrected item-total corre-
lation, most of the items obtained values higher 
than r=.50. Only item 02, belonging to the Fre-
quency subscale, obtained correlation below 
.50. As for the internal consistency coeffi cient, 
it was verifi ed that the suppression of item 02 
(Frequency) and 14 (Depth) contributed to the 
elevation of the Cronbach’s alpha and its respec-
tive subscales.

Regarding asymmetry, only items 05 and 
07 (Frequency) presented higher values. Items 
02, 05 and 07 (Frequency), 11 (Variability), 04 
and 15 (Depth) presented negative asymmetry. 
The other items had positive asymmetry. Items 
05 and 07 presented values that exceeded the 
interval of ±1 in asymmetry. Alpha values 
ranged from .67 to .84.

Table 1
Descriptive Statistics and Internal Consistency of Items and Dimensions of Emotional Labor Scale -ELS 
(n=518). RS, 2014

Subescale/Item M(SD)
Corrected 
item-scale 

Correlations
Skewness

Alpha 
if item 
deleted

Frequency (α= .67) 4.01(0.61) -0.75

2 4.06(0.72) .38 -0.91 .69

5 4.07(0.80) .56 -1.18 .46

7 3.94(0.84) .50 -1.07 .53

Intensity (α= .78) 2.30(0.81) 0.64

3 2.41(0.85) .64 0.41 -

9 2.19(0.93) .64 0.13 -

Variability (α= .84) 2.54(0.91) 0.36

6 2.88(1.07) .64 0.02 .83

11 2.38(1.05) .73 -0.57 .74

13 2.37(1.02) .73 0.62 .75

Emotion regulation (α= .79) 2.24(0.99) -0.25

04 3.32(1.25) .66 -0.49 .71

10 3.41(1.12) .66 0.65 .72

14 2.65(1.50) .53 0.26 .80

15 3.60(1.14) .61 -0.83 .74
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Confi rmatory Factor Analysis
First, the original model that established 

relationship between all fi ve factors was tested. 
The indices of the model, however, were not sat-
isfactory (Hooper et al., 2008; Table 2).

This model presented elevated correlation 
between the factors Superfi cial and Deep repre-
sentation (r=.82), indicating that both could be 

analyzed as a single factor. In addition, the al-
phas of both of the factors, separately, were un-
satisfactory. Thus, the choice was to unify these 
two factors into one. Considering the alpha co-
effi cient, items 8 and 12 were excluded. It was 
also verifi ed that the dimensions related to the 
same construct. The exclusion of these two items 
enabled a satisfactory adjustment of the model. 
The path diagram is shown in Figure 1.

Discussion

This study aimed to assess the factorial 
structure of the ELS in a sample of psycholo-
gists, through the Confi rmatory Factor Analysis. 
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Table 2
Model Adjusted for Emotional Labor Scale (ELS)

Model X2 df RMSEA(90% CI) GFI NFI CFI AIC

M1 (5 factors) 414.200 67 .100[.091,.109] .905 .850 .870 490.207

M2 (4 factors) 157.420 48 .066[.055,.078] .954 .932 .951 217.420

Figure 1. Results of factorial model for Emotional Labor Scale - ELS (n=518). Standardized estimates. 

The results did not corroborate the hypothesized 
model of fi ve factors, according to the original 
one of the scale (Brotheridge & Lee, 2003), but 
rather an alternative model of four factors with 
reduction of items. The factors identifi ed were 
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construct concerning the EL assessment. It is 
worth highlighting that, in the Spanish adapta-
tion (Picardo et al., 2013), the Frequency dimen-
sion was the one that presented the lowest value, 
both below the original one (Brotheridge & Lee, 
2003) that found an alpha of .75.

This study assessed the original version of 
the scale (Brotheridge & Lee, 2003), and the Con-
fi rmatory Factor Analysis corroborated, in part, 
the initial theoretical structure of fi ve factors. 
The model corroborated four of the fi ve factors. 

About the correlations between the dimen-
sions, Intensity and Emotional regulation pre-
sented the lowest correlation (r= .02; p≤.05), 
positive, and the highest correlation, positive as 
well, between Intensity and Variability (r= .51; 
p≤.05). All items showed signifi cant factorial 
loading. The lowest value was obtained for item 
02 (λ = 0.56). 

This study aimed at an initial assessment 
of the instrument in Brazil, based on its original 
structure of 15 items; with the fusion of two di-
mensions, the adapted instrument comprised 12 
items. In this sense, it is worth stressing that the 
several validity aspects of the instrument showed 
satisfactory results, indicating that the ELS has 
psychometric properties that are adequate to the 
study of EL in psychologists. The instrument, 
thus, can contribute to the assessment of emo-
tional labor, since this is an important aspect of 
the occupational health of these professionals, 
allowing subsidizing promotion and prevention 
interventions for emotional management.

The study presents some limitations that 
should be taken into consideration. The fi rst is 
that the participants are, mostly, female. Al-
though this data is compatible with the reality of 
the job of a psychologist, which, traditionally, is 
predominantly performed by women, this aspect 
is important, as men and women can differ in 
terms of the frequency, the intensity, the vari-
ability and the regulation of emotions involved 
in the professional activity.

From the results found and the limitations 
of this study, new investigations on the validity 
of the ELS should be conducted with a stratifi ed 
sample, in order to verify the behavior of the 
instrument by sex. In addition to the assessment 

Frequency, Intensity, Variability and Emotion-
al representation. The model obtained may be 
different from the original one because, in this 
study, the sample was composed of only one 
professional category, which presents, neces-
sarily, emotional labor expectations, unlike the 
sample used in the original study, involving dif-
ferent types of professionals.

Thus, the original dimensions Superfi cial 
representation and Deep representation were 
unifi ed, generating a new dimension called 
Emotional regulation, considering that the latter 
can comprehend both superfi cial and deep emo-
tions (Grandey, 2000). Such result may be due 
to the characteristics of the professional sample 
studied. Psychologists usually present greater 
emotional sensitivity and proximity, since the 
establishment of affective bonds is a fundamen-
tal component of their job, which involves the 
handling of psycho-affective problems (Jacques, 
Borges, Heloani, & Cassiolato, 2011).

From the results of the adequacy of the psy-
chometric properties, it can be affi rmed that the 
fi nal model obtained suits the EL assessment in 
psychologists. The values of the corrected item-
total correlation were high, evidencing that ev-
ery dimension of the ELS can be considered as 
a linear function of the items that compose it. 
The values obtained for asymmetry indicate data 
adequacy. The highest values were identifi ed in 
items 05 (As= -1.18) and 07 (As= -1.07), which 
belong to the Frequency dimension. According 
to Miles and Shevlin (2005), acceptable asym-
metry values need to be contained in the interval 
of ±1 so that it can be concluded that the model 
has normal distribution. To the authors, the asym-
metry presented by items 5 and 7 does not hinder 
the normality of the data. Item 2 is that with the 
lowest corrected item-total correlation in com-
parison with all of the others of the scale, and 
its exclusion would contribute to only a slight 
increase in the alpha of the Frequency dimen-
sion; for this reason, the choice was to keep it.

The Cronbach’s alpha values obtained, 
satisfactory in every dimension (Tabachnick & 
Fidell, 2001), allied to the semantic coherence 
of the set of items, allow considering that all 
of them contribute to the establishment of the 
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of this variable, the investigation with workers 
of different professional categories, especially 
in the fi eld of health and education, in different 
economic and sociocultural contexts, will con-
tribute to the comprehension of the stability of 
the instrument. According to the proposal of 
the original study on the ELS validation, it is 
interesting that studies can assess the relations 
of the scale with variables like emotional 
exhaustion and positive and negative affections.
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