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Considering the role of life satisfaction of an employee’s as vital factor 
for employees' performance which directly affects the firms' success, 
this study explores the role of emotional labor as an antecedent of life 
satisfaction via mediating role of the job engagement of bank officers 
working in private and public banks of Pakistan. The sample of 314 
employees of officer rank 314 employees of banking sector are selected 
randomly for data collection. Results of cross-sectional data of 314 
employees working in both private and public sector banks of Pakistan 
predict that employees having higher emotional labor have lesser job 
engagements, reducing overall life satisfaction of an employee. For 
genializing the result this kind of research may include the broad 
sample i.e., Islamabad, Bahawalpur, Faisalabad, Multan, and Karachi. 
In future this type of research will also be conducted on the telecom, 
education, textile sector and education sector.  
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INTRODUCTION  

This study conducted by considering the global level organizations as the benchmark, where the 
organizations have improved employees’ engagement. The concept of employee engagement is 
currently focused as it is affected by different factors like justice system within the organization, 
emotional positive care, and reluctance. The research analyzes the impact of all other relevant 
factors on employee engagement. Different other researchers have also studied the concept of 
employee engagement (Swanberg, McKechnie, Ojha & James, 2011; Hakanen, Schaufeli & Ahola, 
2008; Slattan & Mehmetoglu, 2011; Saks, 2006; Lee, Rocco & Shuck, 2020; Albrecht & Marty, 
2020). According to Mann and Harter (2016) at the moment the whole world is facing the issues 
related to employee engagement. All the issues may have impact on international organizations. 
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Researchers have also described that the top-level management and organizations themselves 
clearly understand benefits of employee engagement and different organizations have organized 
different surveys on different periods to analyze the impact of employee engagement (Mann & 
Harter, 2016). This factor improves the level of commitment and motivation among employees 
and that percentage exists from 9% to 35% among all the employees working in the different 
organizations.   
 
It has been witnessed that about 90% of the sample size trust that employee engagement does 
have vital relation with the performance of employees. According to Glint (2018), about 60% of 
organizations with a high level of the employee engagement achieve the high level of financial 
performance. Although 39% of organizations trust that their higher management may focus on 
employee engagement (Glint, 2018). All of above statements disclose that employee engagement 
is the most important factor to enhance performance of any organization. According to Gallup 
(2017), about 33% of the employees are being efficiently engaged with their work but that ratio 
hardly improved with only 3% from the year 2012 to the year 2016. It was also witnessed that a 
huge number of employees from America like 50% were not actively engaged with their work or 
even they were disengaged. This situation may create an (“engagement gap”) and that may affect 
about $300 Billion loss on yearly bases in the level of the productivity (Bates, 2004; Chug, 2017). 
As per the researches of the Gallup and Towers Perrin type agencies, there were 3 out of every 4 
employees were not fully engaged in their work at a job (Welbourne, 2007; Khan, & Lakshmi, 
2018; Alexander, 2020). According to the conclusion of the Global Workforce Study in 2012 
organizations are not putting and pressing hard the right effort to improve the level of employee 
engagement.  
 
International research was conducted on 32000 sample size of the full-time employees from 
different organizations and found that about 35% of them were fully engaged (Watson, Global 
workforce study, 2012; Bilal, Yawar & Zaman, 2020). Similar research was conducted in New 
Zealand and Australia to understand the level of employee engagement and disengagement and 
found that 1:1 (Crabtree, 2011). According to Crabtree (2011), about 20% of employees were fully 
engaged in Australia, Europe, and New Zealand and about 10% were engaged in India. A study 
came with the result of about 21% population is completely dissatisfied with life and about 21.6% 
population is fully satisfied with life and in last, about 54.4% population may have a moderating 
level of satisfaction about life (Explained, 2015). In Europe, there is a high ratio where people 
are dissatisfied with their level of life. Campaña, Giménez and Molina (2020) described that the 
people with a low level of income are more dissatisfied with their lives. It is also reported in the 
China, where people with old age seem more dissatisfied (Hu, Schaufeli & Taris, 2016). As per 
the research of Özsoy, Uslu and Öztürk (2014) about half of employees in Turkey particularly in 
public and private departments were found dissatisfied with their lives. Whole discussion can 
be concluded with that the satisfaction from life very important for an individual as well as for 
organization. 
 
LITERATURE REVIEW   

The research variables under considerations have been described in this section along with their 
interrelationships. From the best of researcher knowledge current research is contributing in 
the body of the literature by proposing the entire model as single model and also evaluating the 
mediating role of the employee job engagement for the relation of the emotional labor with life 
satisfaction. 
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Employee Engagement 
Kahn (1990) was the first person, who introduces the concept of employee engagement, and it 
has multi-dimensions. It is for a long time when Kahn (1990) conducted his basic research paper 
about “individual engagement” with work, focusing on whether individual is needed to indulge 
fully in the work or just to remain as the part within the workplace. According to the Macey and 
Schneider (2008), afterward, engagement is being focused, a quick improvement has generated 
confusing different definitions of concept to measure, understand and to analyze engagement. 
It is also being defined as the emotional pride towards the job and considering himself as the 
luckiest and happiest to work on that task (Thomas, Côté & Deakin, 2008; Harwood, Knight, 
Thrower & Berrow, 2019). The work engagement has been researched in the different contexts 
including the banking sector with diverse significant outcomes. There are some kind of factors 
to influence employee engagement among the different other organizations as well. Different 
researches have elaborated on different factors to affect level of engagement such as leadership, 
remunerations and rewards distribution, justice within the organization, policy, and procedures 
and diverse training and development plans (Xu & Thomas, 2011; Khalaf, Hmoud & Obeidat, 
2019).  
 
It is such a positive thing to have since the engaged employees have been considered as source 
of inspirations towards the achievement of organizational strategic tasks and objectives. It may 
generate huge benefits for organizations. As per the different researches, it has been witnessed 
that improving employee engagement results in improve the loyalty of the employees towards 
the organization and as a result, the profitability level will be improved. At the same time, it also 
has positive results for the employees as well with the improvement of self-efficiency and high 
employees’ care (Sundaray, 2011; Mungthanaworakun, Sujitjorn, Suwansak, Wongthongdee, 
Prempraneerach & Rugchoochip, 2020). According to Upadyaya, Vartiainen and Salmela (2016), 
there is a strong positive correlation between employee engagement and life satisfaction. Mache, 
Vitzthum, Klapp and Danzer (2014) studies that employee engagement has positive significant 
influence on life satisfaction. The employees’ engagement is thus the significant factor that is 
solely responsible for the success of organizations as engaged employees are more responsible 
and committed with their assigned tasks and responsibilities in diverse situations. Hakanen, & 
Schaufeli, (2012) examines that employee engagement has positive significant influence on life 
satisfaction. 
 
Life Satisfaction 
According to the life satisfaction concept people only prefer to work to live however they don’t 
even live to work only. In some cases, work may be considered as the tool for personal growth 
and to fulfill life desires. According to Diener, Lucas, Oishi and Suh (2002) life satisfaction can 
be elaborated as (“The literature on subjective well-being is about how and why people positively 
experience their life, including both the cognitive judgment and emotional reactions”). Other 
researchers said that the mental approach and health is one of important factors being affected 
by job satisfaction (Veloso, Peralta, Gil, Cornejo & Castro, 2015). The life satisfaction is a vital 
phenomenon as it is directly related with the peaceful life of the individuals in their personal as 
well as professional perspectives.  It not only inspires the employees to work with utmost care 
and diligence but also inspire them to achieve their high-valued tasks leading to higher level of 
achievements. Life satisfaction is may be considered as emotional feedback by individuals about 
their lives and leisure time (Sung & Giannakopoulas 1994; Chung, & Kim, 2017; Rodríguez, 
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Cabrera, Palomino, León & Esteban, 2020). Therefore, life satisfaction is thus important for the 
organizations.  
 
Satisfaction is being understood the part of the life satisfaction (Yılmaz, Yılmaz & Karaca, 2008; 
Ekinci, 2018; Yu, Sirgy, Bosnjak & Lee, 2020). The life satisfaction is the accomplishment of life 
goals, desires, expectations, and life want (Yilmaz et al., 2008; Vural, Yalcinkaya, Celik, Gunduz, 
Bozan & Erhan, 2020). Life satisfaction can divide the whole life of an individual (Yilmaz et al., 
2008). It is an understanding toward setting the priorities that needs additional care and efforts 
in attaining the life-goals in a comprehensive manner to guarantee the prosperous life. It is one 
of the major factors to evaluate the consequences such as solidity and decreased softness and 
the way forward to understand the state of mind (Lightsey, McGhee, Ervin, Rarey & Powell, 
2013). Life satisfaction is also the attached satisfaction with the certain situation of life but in a 
way to react as wellbeing with different dimensions such as the high passion and pleasure and 
to have positivity about the daily life relations (Avsaroglu, Deniz & Kahraman, 2005; Avşaroğlu, 
& Okutan, 2018; Karakuş, & Kirlioğlu, 2019). Initially, the relation between life satisfaction and 
the job was identified by Brayfield, Strate and Wells (1957), however, later on, that relationship 
has been further explored in different contexts and has attained high attention from different 
researches like qualitative research and quantitative research (Asan & Erenler, 2008; Korkmaz, 
2019).  
 
Emotional Labor    
The concept of emotional labor (management of emotion) was introduced by Hochschild (1979 
& 1983) with certain process to perform any task where the employees take a reference of a set 
pattern from their social life to manage their emotions as per the expectations even, they don’t 
feel that from inside. In current era that term of emotional labor considered very comprehensive 
which is quite relevant to the linked process including the emotional desire of work (outer 
enforcement), such emotional rules and regulations, and certain emotional performance like 
interpersonal attitudes (Grandey & Gabriel, 2015; Gürlek, Tuna & Yeşiltaş, 2020). According to 
Grandey and Gabriel (2015) and Sayre, Grandey and Chi (2020), other researchers on the same 
subject also have described two relevant aspects which are major ones to know the emotional 
labor. The first one is relevant to the individual and work, the individual who has features to be 
adjusted in as per the emotional tendency to perform work like the outspoken, positive thinking, 
and certain emotions like management techniques and skills. This aspect confirms that if the 
person fits in the job then there will be less effort for emotional management. This may cause 
the additional anxieties for employees while chasing their assigned tasks through hard work and 
diligence.  
 
According to other researchers like Lam, Huo and Chen (2018), this shows the right comparison 
among the person-work and such person-organization is a very crucial factor to have the cordial 
relation with clients, particularly as the employee thinking as their job requirement and as per 
the value in the organization as it is maybe considered as one of the main features to sell to the 
customer. That is why, it very important to understand the characteristics and selection of truly 
spirited employees towards their job and organization, as this kind of action can be performed 
even with little effort (Dahiya, 2017; Lin, Koopmann & Wang & Hou, 2020). The second aspect 
is related to the reason of emotion as it is a tool which is used by the employee as a technique to 
smooth his or her emotional feelings as per the requirement set by the organization after the 
performance analysis (Glomb, Bhave, Miner & Wall, 2011; Lin et al., 2020). Nowadays, studies 
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highly focused to elaborate the importance of the emotional labor to attain the desired/required 
performance through service and client delighted experience (Bhave & Glomb, 2016; Grandey 
& Gabriel, 2015; Lam, Huo & Chen, 2018; Xu, Cao & Huo, 2020), the selection of the emotional 
labor management techniques are directly relevant to service and its experience of concerned 
employees.  
 
The deep action is being considered one of the effective techniques for emotional management 
as its fruitful for the marketing peoples as they can attain right response or feedback from direct 
customer and their enhanced level of satisfaction (Delpechitre & Beeler, 2018; Hur, Han, Yoo & 
Moon, 2015; Alsakarneh, Hong, Eneizan & Kharabsheh, 2019). The surface action, when being 
used separately is considerably unresponsive in the way of quality of work and its performance 
and customer level of satisfaction (Bhave & Glomb, 2016). Although, management of emotional 
techniques may have certain benefits in the way of the organizational level of outcomes, like the 
consumer level of satisfaction and a true contribution to building a sales-related environment 
as it is considered by the employees a real-time sales pressure (Satpathy, Mishra & Mohapatra, 
2014; Singh & Glavin, 2017). Previous literature showed that emotional labor had both positive 
and negative effects on employee job engagement (Bakker & Leiter, 2010; Demerouti, Bakker, 
Nachreiner & Schaufeli, 2001; Mauno, Ruokolainen, Kinnunen & Bloom, 2016; Lu & Guy, 2014; 
Schreurs, Emmerik, Broeck & Guenter, 2014). Lazanyi, (2010) examines that emotional labor 
has a positive correlation with life satisfaction. Gopalan, Culbertson and Leiva (2013) examines 
the consequences that emotional labor harms the life satisfaction of the individuals in different 
perspectives.  
 
Figure 1 Hypothesized Research Model 

 
 
Research Hypothesis  

H1: There is a relationship between emotional labor and life satisfaction  
H2: Emotional labor has an impact on employee engagement 
H3: Employee engagement has a positive impact on life satisfaction  
H4: Employee engagement mediates relationship between emotional labor and life satisfaction 
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RESEARCH METHODOLOGY 
 

Target Population & Sample  

The target population of current studies has consisted of officers (OG-III and above) of banks 
located at Lahore, Pakistan. A sample of the current research has consisted of 314 officers rank 
employees are selected randomly by using the statistical formula for calculating accurate sample 
size.  
 
Scale & Measurements 

The employee job engagement scale has consisted of 18 statements that were adopted by Rich, 
LePine and Crawford (2010). Emotional labor is scale has consisted of 16 statements which are 
adopted from Chu and Murrmann's (2006). The life satisfaction scale has consisted of the 05 
statements which are adopted from Diener, Emmons, Larsen and Griffin (1985) that are widely 
recommended. 
 

Table 1  

Reliability Statistics 

Variables Name Alpha of Reliability 

Employee Job Engagement 0.88 
Emotional Labor 0.84 
Life Satisfaction 0.87 

 

The reliability statistics helps in providing the information about the internal consistency 
among measures used for collecting and measuring the response about the research variables. 
Data is reliable if the value of Cronbach’s Alpha is greater than 0.60. Table 1 indicated that all 
values of Cronbach’s Alpha are greater than 0.60. Consequently, the data is reliable for all the 
variables.  
 
RESULTS & DISCUSSIONS 
This section offered the results of the study as obtained through statistical procedures in order 
to examine the relationships among research variables under consideration to reach the study 
conclusion.   
 
Table 2  

Correlations Analysis 

 Job Engagement Emotional Labor 
Employee Job Engagement 1  
Emotional Labor -0.35** 1 

 Life Satisfaction 0.45** -0. 31** 
     **. Correlation is significant at the 0.01 level (2-tailed) 
 

Table 2 provides the nature of correlation i.e., either it is positive or negative. Emotional labor 
is negatively correlated with the employee job engagement and its value of “r” is -0.35**. Life 
satisfaction is positively correlated with employee job engagement and its value of “r” is -0.45** 
and is negatively correlated with emotional labor and its value of “r” is 0.31** and thus offer vital 



Akhter et al… Mediating Role of Employees 

Gomal University Journal of Research, Volume 36, Issue 2, DECEMBER, 2020             31 

information. The correlation analysis helps in providing the information about the association 
among the research variables under consideration with respect to the strength and directions of 
relationships. This study also offered suitable information in deciding relationship with regard 
to association among the research variables (employees job engagement, emotional labor and 
life satisfaction) which were aimed to examine in the context of the banking sector in Lahore, 
Pakistan.   
 
Table 3  

Correlations Analysis 

       P<0.01, P<0.05, P<0.10 
 

Table 3 provides the values of regression analysis. For the relationship between emotional labor 
and life satisfaction, the Value of F is 72.74 and R2=0.29 and Value of β =-0.32. value of p<0.01, 
So hypothesis 1 about the relationship of emotional labor and life satisfaction is accepted. This 
result is similar to the result of previous research (Gopalan et al., 2013). For the relationship of 
Emotional labor with employee engagement, the Value of F is 132.45 and R2=0.31 and Value of 
β =-0.34. value of p<0.01, So hypothesis 2 about this relationship is also accepted. This result is 
similar to the results of previous researches (Demerouti et al., 2001, Mauno et al., 2016, Lu & 
Guy 2014, Schreurs et al., 2014). For relationship of employee engagement with life satisfaction, 
the value of F is 134.31 and R2=0.37 and the Value of β =0.43. value of p<0.01, So hypothesis 3 
about this relationship is accepted. This result is similar to results of the previous researches 
(Hakanen, & Schaufeli, 2012; Mache et al., 2014). For checking mediation influence of employee 
job engagement for the relation of emotional labor with life satisfaction. First of all, the current 
study checks the direct relationships i.e., emotional labor with life satisfaction, emotional labor 
with the employee job engagement, and the employee job engagement with the life satisfaction 
respectively. These three results are significant. For checking the mediation effect, the current 
research regresses the emotional labor with employee job engagement on life satisfaction. It is 
seen that Value of β is reduced from -0.32 to -0.18. This value describes that partial mediation 
exists.  
 

CONCLUSION 
The employee engagement is an emerging trend for the organizations and life satisfaction is an 
established variable on which researches are continued emerges since its existence. The current 
research focuses on these two variables along with emotional labor. For conducting the research, 
current research gathering data from bank officers. Results indicate that emotional labor has a 

 β SE F R2 Decision 

Path c (Step 1)      
Outcome: Life Satisfaction       
Predictor: Emotional Labor             -0.32 .086 72.74 0.29 0.000<0.01 
Step 2 (Path a)      
Outcome: Job Engagement       
Predictor:  Emotional Labor                    -0.34 0.088 132.45 0.31 0.000<0.01 
Step 3 A (Path b) & Step 3 B (Path c’)      
Outcome: LS, Predictor: JE   0.43 0.091 134.31 0.37 0.000<0.01 
Mediator: Job Engagement 0.39 0.077   0.016<0.10 
Predictor: Emotional Labor                    -0.18 0.087   0.000<0.01 
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negative significant impact on the life satisfaction and employee job engagement. Furthermore, 
employee job engagement partially mediating the relationship of the emotional labor with life 
satisfaction. There are some limitations to the research. Data is collected at a single time point 
from the respondents. Some other important cities are not included in survey. Some potential 
antecedents of life satisfaction (perceived organizational support, job satisfaction, psychological 
contract breach is not included in this research. This study offered significant theoretical and 
empirical evidences in deciding relationships among research variables un study. This research 
is based on employees of banks of Lahore. For genializing the result this kind of research may 
include the broad sample like Islamabad, Bahawalpur, Faisalabad, Multan, and Karachi that 
may help in extracting the significant information. It is also recommended that this type of the 
research may also be conducted on the telecom, education, textile sector as well as in education 
sector to validate results. It may also be interesting to compare outcomes of these results city 
wise. 
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