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Abstract: The global economy is shifting from a manufacturing-based economy to a service-based economy. 

The service industry contributed more than 50 percent to Malaysia’s GDP between the years 2010 to 2018 with 

the greatest expansion rate of 6.8 percent compared to the other sectors in 2018. However, the nature of the 

service industry requires employees to alter their attributes, emotions, and personal responsibilities to cater the 

professional obligations and organizational demands. Any decision that involves the modification of personal 

attributes can trigger intra-conflict, which will take a toll on the emotional well-being and distressing work-

family interaction. Therefore, the ultimate goal of this study is to address the inadequacy of available evidence-

based studies on work-family conflict among employees of service industry in Malaysia. A better understanding 

of the influence of emotional intelligence on work-family conflict is necessary to successfully explain multiple 

aspects of work-family interface in Malaysia. Subjects were chosen from the service industry in particular, to 

create a sample that is representative of over half of the workforce in Malaysia. The findings of this study 

indicates the significant role of the ability to perceive and manage one’s own or others emotion in reducing work-

family conflict experience. However, the ability to utilize emotions has no significant influence on work-family 

conflict. Thus, the study suggests organization to equip employees with better emotional skills to reduce 

emotional labor and work-family conflict. 
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INTRODUCTION              

Starting from the 1990s until the present days, service 

industry has been responsible for the growth of the 

Malaysian economy, surpassing the agricultural and 

manufacturing sectors. Based on the annual report by 

Central Bank of Malaysia (2017), service sectors 

contributed 54.2 percent of the Malaysian GDP in 

2016. The service sector recorded a higher growth of 

5.6 percent supported by the expansion across all 

subsectors [1]. Its contribution increases from RM 

507.8 Billion in 2013 to RM 595.0 billion in 2016 [1]. 

The substantial growth of service sectors indicates its 

significant contribution to the Malaysian economy.  

 

In 2015, the Economic Planning Unit reported 59.4 

percent (6.84 million) of the Malaysian workforce 

were in the service industry. This number has risen to 

61 percent in year 2016, and is estimated to increase 

to 62.5 percent (9.55 million) by the year 2020. 

Although the future of the service industry seems 

promising, the employees in this sector have been 

found to struggle with emotional labor [2][3][4]. 

Employees of service industry are obligated to adhere 

and display a set of behaviors and emotions as 

authentic as possible with little prompting during a 

service transaction. Despite of training in managing 

and absorbing emotional reactions, faking emotions 

on a daily basis can be detrimental in a long run [2].  

 

Managing emotions is supposed to be a private act. 

However, emotional labor has alters the private nature 

of emotional display for commercial gain. Emotional 

labor intensifies emotional isolation, which 

consequently leads to depersonalization [5]. 

Depersonalization can instigates consequential 

damage such as low job satisfaction, health problems, 

and high work-family interference [6]. The 

incompatibility between one self and role at work can 

lead to personal maladjustment, characterized by low 

self-esteem, depression, cynicism, and alienation in 
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the workplace [7]. Therefore, certain level of 

emotional containment is required for a better 

psychological well-being among employees of service 

industry.  

  

Higher emotional intelligence is believed to result in a 

better mental [8]. Several reports have demonstrated 

the influence of emotional intelligence on academic 

achievement, job performance and general and 

psychological well-being [9][10][11]. Few studies 

have looked into the relationship between emotional 

intelligence and work-family spillover [12][13][14]. 

Evaluating this relationship in working fathers, 

Biggart, Corr, O'Brien and Cooper (2010) found that 

there was a significant correlation between emotional 

intelligence and work-family interference. Therefore, 

this study sought to investigate the association 

between emotional intelligence and work-family 

conflict. The objectives of this study are as follow:  

 To examine the level of emotional intelligence 

and work-family conflict among employees of 

service industry in Malaysia. 

 To examine the relationship between emotional 

intelligence (EI) and work-family conflict 

(WFC). 

 To determine the most significant EI ability on 

work-family conflict (WFC). 

LITERATURE REVIEW 

 

Emotional intelligence and the service industry 

In the service industry, employees’ outcomes are the 

main product that determines organizational profit [15]. 

Service transactions involve face-to-face interactions 

that require employees to display socially acceptable 

emotional expression and a pleasant demeanor [14]. 

Considering that some of the interactions are not 

spontaneous, emotional restrain is crucial to sustain 

positive business relationships with the customers [15]. 

The act of altering emotional expression to conform 

with service provision norms was first highlighted by 

Hochschild in 1979 as emotional labor.  

 

Emotional labor refers to an effort of displaying or 

suppressing emotion to suit social norms and 

organizational expectations [16][17][7]. The possibility 

of successful business relationship will increase by 

displaying positive emotions during the service 

transaction [5]. However, forcefully regulating positive 

emotions in a long run can be detrimental to the role 

occupant’s well-being [4][14]. The more often 

employees display unauthentic emotions, the more 

prone they become to strain [7]. Work strain can easily 

invade the personal domain due to the permeability of 

the boundaries separating work from the family domain 

[18].  

               

Emotional intelligence and work-family conflict 

(WFC) 

Individuals with high emotional intelligence tend to 

have better understanding on emotions, how to manage 

them and consequently improves their interpersonal 

relationship. They are capable of regulating positive 

emotions to lower the impact of daily work strain [12]. 

A study conducted by Biggart et al. (2010) among 

working fathers found a significant association 

between emotional intelligence and work-family 

conflict. However, the results are inconsistence when 

emotional intelligence was measured as a four-

dimension variable consists of self-control, 

emotionality, sociability, and well-being [19]. 

 

The ability to manage emotion-induced information 

can determined the level of work-family conflict 

(WFC). Individuals who score high in EI are able to 

harness and utilize emotions as source of motivation or 

redirect them for a more flexible adaptation plan [20]. 

Those with a clear understanding of feelings and 

confident with their ability to regulate emotions are 

able to repair their moods faster after any disturbing 

experience [20]. However, those with a high ability to 

perceive others’ emotions are prone to strain. Data 

collected from 150 nurses revealed that individual with 

a high ability of perceiving others’ emotions and low 

on UE experienced more stress [21]. While, work 

stress level is lower among nurses with higher ability to 

regulate emotion.  

 

According to Petrides and Furnham (2006), individuals 

with high EI scores react strongly to mood-induction 

procedures, including negative stimuli. Sensitivity to 

mood-related stimuli, however, can lead to greater 

distress under adverse circumstances. Theoretically, EI 

comprises the ability to understand and regulate one’s 

own and other’s emotion, which can contribute to 

better quality of relationships [8]. Although EI is often 

associated with better mental health, it may have 

maladaptive implications under certain circumstances 

[8]. Petrides and Furnham (2006) believed that 

individuals with higher EI levels reacted more strongly 

to negative induction, leading to greater distress under 

adverse situations. In the work domain, EI serves to 

lower the negative impact of emotional labor, whereas 

in the family domain, it increases the positive affective 

response to the effects of emotional labor. A possible 

explanation is that the work role involves more 

negative affect, whereas the family role involves more 

positive affect [14]. 

 

It is crucial for employees in the service industry that 

are heavily involved in emotional labor to undergo a 

process of de-compression before moving from one 



Nurhamiza Mumin / Journal of Social Science and Humanities, 2(5) 2019, Pages: 06-11 

 

8 

 

domain to another [22]. The family role demands a 

specific set of expressed emotions and behaviors, 

which can be psychologically rewarding or emotionally 

draining, physically exhausting and stressful. 

Nevertheless, individuals have an obligation to act as 

caring parents and supportive spouses, even when they 

may feel physically or emotionally drained [14]. There 

has been rather limited evidence that links emotional 

intelligence and work-family conflict. Work-family 

conflict involves a tremendous emotional struggle 

arising from work and family strain. Hence, it should 

be interesting to explore the influence of EI on an 

individual’s work-family conflict experience. 

 

METHODOLOGY 

Purposive sampling technique was employed in 

selecting respondents of this study. Respondents are 

required to fulfill three criterions of inclusion: (1) 

being a full-time employee, (2) working in the service 

industry, and (3) working not less than 30 hours a 

week. According to Malaysia Labour Force Survey 

(2013), employee who worked less than 30 hours in 

average a week were considered underemployed 

regardless of their willingness to accept additional 

working hours.  

 

Data was collected from employees of service industry 

who resided in five cities in Malaysia: Kuala Lumpur, 

Shah Alam, Klang, Kota Kinabalu and Kuching.  The 

selected cities were highly populated and urbanized; 

and major financial, industrial, and commercial hubs in 

Malaysia. Questionnaire was distributed to service-

related companies such as bank institutions, schools, 

and public and private health providers around Kota 

Kinabalu vicinity. Online questionnaire reached those 

in Peninsular Malaysia (Kuala Lumpur, Shah Alam, 

and Klang) and Kuching through email and social 

media. The collection of data varies in personal 

attributions and social background.  

 

Sample  

This study was conducted among 531 employees of 

service industry in Malaysia. Service sector employees 

were selected as respondents considering they 

represented more than half of the workforce in 

Malaysia. Moreover, service providers are expected to 

be equipped with good interpersonal skills, appealing 

attributes and a specific level of emotional 

containment. Of 531 respondents involved in this 

study, 31.8 percent (169) were men and 68.2 percent 

(362) were women at the age ranges between 18 to 64 

years. The majority was unmarried (64.8 percent) and 

the rest were married. Only 28.4 percent of the 

respondents have children in their household. In 

addition, 66.3 percent of them work in private sector, 

while the remainders (33.7 percent) were public sector 

employees. 

 

Measure 

Emotional intelligence (EI) in this study was measured 

with the Assessing Emotions Scale (AES) developed 

by Schutte et al. (2007). The scale consists of 33 items 

that examine the four emotional intelligence abilities: 

the ability to perceive emotion (PE), the ability to 

manage emotion (MOE), the ability to manage others 

emotion (MOsE), and the ability to utilize emotion 

(UE). Five-point scale was employed to indicate 

respondent’s level of agreement ranges from 1 

(strongly disagree) to 5 (strongly agree). An 18-items 

scale developed by Carlson, Kacmar, and Williams 

(2000) was employed to examine work-family conflict. 

The items cover time-based conflict, strain-based 

conflict, and behavior-based conflict which are 

measured with five-point scale ranges from 1 (never) to 

5 (all the time). 

 

Data analysis 
The measures were subject to validity assessment and 
potential collinearity issue among indicators involved. 
Multicollinearity issue among formative indicators can 
influence weight estimation and statistical significance 
of any research [23]. A tolerance value of 0.2 or lower 
and a VIF value of 5 or higher is an indication of 
potential collinearity issues [23]. The Statistical 
Package for Social Science (SPSS) version 21 was 
employed for multicollinearity diagnostics of 
measurement construct involved. Bootstrapping 
procedure was conducted to determine the significance 
and relevance of items involved in this study. 

Partial Least Squared-Structural Equation Modelling 

(PLS-SEM) was used to evaluate the hypothesized 

association between four emotional intelligence 

abilities (PE, MOE, MOsE, and UE) and work-family 

conflict (WFC). PLS-SEM algorithm was employed to 

estimate the path coefficient between emotional 

intelligence (EI) and work-family conflict (WFC). 

High level statistical power can be achieved with PLS-

SEM even when the sample size is small, while large 

sample sizes increase the precision of PLS estimation 

[23]. 

 

RESULT AND DISCUSSION 

 

Level of emotional intelligence and work-family 

conflict 

The level of four emotional intelligence abilities among 

employees in service industry is higher than average 

with mean ranged from 3.58 to 3.90. The respondents 

also reported occasionally experiencing work-family 

conflict (Mean = 2.59, SD = 0.60). 
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Four abilities (PE, MOE, MOsE and UE) were 

employed to assess emotional intelligence in this study. 

The hypothesized relationship between UE and work-

family conflict was not found statistically significant. 

However, MOE has negative association with work-

family conflict with the path coefficient -0.3864 at the 

significant level ρ<0.05. Table 2 shows that PE and 

MOsE have a significant negative relationship with 

work-family conflict with path coefficient of -0.0961 

and -0.1974 respectively. 

 

Construct Mean 
Standard 

Deviation 

Ability to perceive emotion (PE) 3.58 0.464 

Ability to manage own emotion (MOE) 3.89 0.519 

Ability to manage others’ emotion 

(MOsE) 
3.71 0.488 

Ability to utilize emotion (UE) 3.90 0.562 

Work-family conflict (WFC) 2.59 0.60 

 

Table 1 The level of emotional intelligence and work-family 

conflict 

 

Table 2 The relationship between emotional intelligence and 

work-family conflict 

 

Despite of their nature of work, employees of service 

industry in this study seems to cope quite well with the 

pressure of managing multiple social responsibilities. 

Work-family conflict is often associated with a 

significant amount of emotional disturbance. However, 

service employees of this study who have higher than 

average score in four emotional intelligence abilities 

(PE, MOE, MOsE, and PE) reported less work-family 

conflict experience. This findings may be explained by 

the fact that most highly emotional intelligent 

individuals are able to recognize and manage own 

emotions while empathize on others [24]. Therefore, 

the ability to perceive, express, and manage emotions 

effectively can mitigate the negative impact of 

conflicting work and family demands [13]. 

 
In the service industry, employees often experience 

negative emotions especially when dealing with 
difficult customers. The significant negative 

relationship between the ability to manage one’s own 
emotions (MOE) and work-family conflict in this study 
could be attributed to the nonconscious emotion 
regulation. The regulation of emotion is an 
unintentional and autonomous act in response to any 
emotional taxing situation [25]. The ability to manage 
emotions enables employees to regulate emotions that 
facilitate a rapid recovery from emotional setbacks 
[26]. Therefore, individuals who reappraise their 
emotion regularly experience better interpersonal 
relationship and well-being [27]. 

In this study, employees of service industry reported a 

high ability of managing own emotions (MOE). 

Individuals with high MOE possess a greater ability to 

harness positive or negative emotions [28]. The ability 

to manage one’s emotions contributed the most in the 

adaptability in four domains: career concern, career 

control, career confidence, and career curiosity [29]. A 

high MOE will strengthen a career adaptability, which 

in turn will lessen the experience of work-family 

conflict. The better individuals adapt to a career, the 

lesser they will experience conflict in work or family 

domain [30]. Therefore, individual with such skills are 

able to reconcile work and family roles better and 

maintain work-family balance easily [31][13]. 

 

Employees of service industry in Malaysia score higher 

than average on the ability to manage others emotion 

(MOsE) can be attributed to the Malaysian culture. 

According to Minkov (2018), Malaysian culture 

inclines towards a more feminine and long-term 

oriented dimension. Feminine cultures linked to good 

relationship and cooperation at work, which requires a 

thorough observation of their counterparts to better 

understand the emotions [32]. Malaysian culture also 

tends to adapt well to the situation even it clashed with 

one’s value and disposition [33]. The above-mentioned 

characteristics are crucial in building a harmony 

relationship on a workplace that may influence the 

significant negative association between the ability to 

manage other’s emotions and work-family conflict. 

 

The findings also indicate PE reduces the work-family 

conflict experience among employees of the service 

industry. It is in line with a study conducted by Cheung 

and Tang (2012) on employees of telecommunication 

and retail industry in Hong Kong. The result can be 

explained by the fact that the ability to distinguish the 

emotions that emerge from perceptions is important in 

overcoming negative responses to emotions [13]. PE 

refers to the ability to determine feelings, thoughts, and 

physical states of oneself or others through verbal and 

nonverbal cues [13]. It motivates individual to be more 

 
Path 

coefficient 
ρ-value 

Significance 

level 

PE -> WFC -0.0961 0.28 * 

MOE -> WFC -0.3864 0.00 *** 

MOsE -> 

WFC 
-0.1974 0.28 * 

UE -> WFC 0.0392 0.59 NS 
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empathetic but some may get overwhelmed with the 

information and emotions [34]. 

 

The level of work-family conflict can be determined by 

the ability to manage emotion-induced information. 

Highly emotional intelligence individuals are able to 

harness and utilize emotions as a source of motivation 

or redirect them to a more flexible plan for different 

circumstances [20]. UE denotes the ability to harness 

emotions and utilize them in the decision making 

process to generate future plans, alter the organization 

of memories and boost performance to carry on 

complex intellectual tasks [24]. However, the findings 

of this study do not support the previous study.  

 

CONCLUSION 

Examining self-reported emotional intelligence and 

work-family conflict at the individual level provides a 

better understanding of work-family experience among 

employees of service industry in Malaysia. The 

findings of this study indicates the significant role of 

the ability to perceive and manage one’s own or others 

emotion in reducing work-family conflict experience 

among employees of service industry who are prone to 

emotional labor. Moreover, it is also noteworthy to 

acknowledge that emotional labor is only possible 

when employee possess emotional intelligence since 

managing and regulating emotion require the ability to 

perceive, learn, and adjust behavior as necessary [32]. 

 

 Therefore, organization should equip 

employees with deep-acting techniques for better 

emotional skills. Training programs about emotion 

regulation strategies could help employees to 

distinguish between surface acting and deep acting, 

identifying which kind of strategy they use to cope 

with daily demands. It is essential that they understand 

the negative consequences of surface acting, so that 

they can learn other skills to manage emotions. A new 

conceptualization of the best practices that may help 

employees is needed, increasing competences that may 

be used both at work and at home [35]. 
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