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Abstract

There are many studies on the concept of emotional labor in the literature, but limited studies
available in the food services business. For this reason, the basic objective of present study is to
identify the factors affecting emotional labor of employees in this industry and to explore the
situational factors and demographic variables that may have an impact on emotional labor
through its sub dimensions as surface acting and deep acting. The data were collected from
the food services workers during 2017 summer season in Van, by a questionnaire as the survey
instrument which was developed by the authors from the literature. Major findings of this sur-
vey can be summarized as; emotional labor was mostly influenced by emotional dissonance
and interaction variety, and positive relationships were found between interaction frequency
and interaction intensity, emotional dissonance and interaction variety; there is a significant
association between intensity of interaction and gender of the employees; and as a demograph-
ic dimension, woman workers display more intensive emotional labor then men do.
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Introduction

The most significant responsibility for effective service delivery in the food services operations
belongs to the front line employees. As a marketing principle, the first step for effective cus-
tomer satisfaction is to provide internal customer, namely employee satisfaction. While Kot-
ler et al. (2010, 40) stated that employee selection, training and satisfaction can improve the
internal service quality which is the foundation of creating a profitable service-value chain, it
should be noted that satisfied employees also create much more effective service value, result-
ing satisfied and hence loyal customers.
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Service staffs are always in touch with the guests and any form of employee appearance
and behavior, such as cleanliness, a positive mood, performing their job with a courtesy may
have an impact on customer satisfaction. Emotion, on the other hand, is the tonal quality of
all human behavior, which conveys the sense and motive of thought-speech-action, such as
when front-line workers provide enthusiastic service, empathic care or even grudging assis-
tance with an irritated tone (Barker 2001, 176). Hence, the need for management of employee
feelings has also created a need for a well understanding the concept of emotional labor.

In this study, some of the factors affecting emotional labor were investigated in Van as an
emerging tourism destination. The reason for this research is the fact that there are low num-
ber of studies about emotional labor in food services industry in small cities (Sharma et al.,
2015; Srivastava, Srivastava, 2018; Tsaur et al., 2015). This study also aims to find out the some
specific demographic variables that may have an impact on emotional labor.

Literature Review

The concept of emotional labor and its relevance to tourism and hospitality industry is well
documented in the literature, and it refers to the requirement from employees to either dis-
semble or manage actual feelings for the benefit of successful service delivery (Pizam, Shani
2009; Pala, Tepeci, 2009). Likewise, Brook (2013) argues that service workplaces require high
degree of emotional labor such as restaurants, cafes, hospitals, call-centers and retail stores,
and emotional labor is specifically important in interactive service jobs (Leidner, 1999) due to
the inconsistency between customer expectations and behavior. Customers always demand
high-quality service from the staff irrespective of their behavior towards them. The intangi-
ble nature of services provided by the service staff make it hard for customers to appreciate the
service quality offered (Augustine, Joseph, 2008).

Hochschild (1983) was the first author to introduce the evidence of emotional labor in every-
day work roles. Since her study, emotional labor has become an area of research which gains
increasing attention (Hwa, Amin, 2016). There have been various studies which have increased
the emotional labor literature by providing theoretical and empirical support for this topic
(Grandey, 2000; Brotheridge, Lee, 2003; Ang, Poh, 2013; Mahamad, 2014; Santos, et al. 2015).
Emotional labor was specifically examined among flight attendants (Hochschild, 1989), Disn-
eyland employees (Maanen, Kunda, 1989) and fast food workers (Leidner, 1993) as hospitality
related areas besides many other disciplines.

The act of expressing socially desirable emotions during service transactions is the basis for
emotional labor (Ashforth, Humphrey, 1993). The interaction emerging between the two ele-
ments as consumer and service providers requires the adaptation of output as an acceptable
social behavior to the organizational goals. Some early studies explained that behaviors are
guided by the ‘invisible hand’ of norms for appropriate behavior or expectations that are estab-
lished by organizations (Brotheridge, Lee, 2003, 365). Organizational expectations determine
not only the content and range of emotions to be displayed (Hochschild, 1983), but also the
frequency, intensity and the duration that such emotions should be exhibited (Morris, Feld-
man, 1996). Giardini and Frese (2008), Grandey (2000) and Hochschild, (1983) emphasize the
importance of emotional labor as an indicator closely linked to employee wellbeing. For some
authors (Brotheridge, Lee, 2003), it is the central to employees’ performance to accomplish the
tasks.
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In most of these studies, there are some common expectations about the appropriate emo-
tional reactions of employees concerning service transactions. These expectations demon-
strate the range, intensity, and duration of emotions experienced by employees. Flight attend-
ants, for instance, treat passengers cheerful and friendly, and nurses treat their patience
empathetic and supportive (Ashforth, Humphrey, 1993). The employee performance in hospi-
tality industry is much more influenced by emotional labor than any other service sector, due
to intensity of customer turnover, urgency, variety of jobs. Managers expect their employees
to present excellent behavior in the presence of customers to make positive emotional impres-
sions and emotional performance becomes a criterion for staff performances (Lu et al., 2013).

Consequently, emotional labor can be seen as a tool to effectively manage emotions in
order for employees to achieve organizational goals and to manage mood or anger towards a
co-worker or a customer which could result in better work performance (Grandey, 2000) and
the success of employee by enhancing their performance depends on successfully monitor,
control and manage their emotions (Tosten, Toprak, 2017).

Theoretical Background

Emotional Labor

Morris and Feldman (1996, 987) define emotional labor as the effort, planning, and control
needed to express organizationally desired emotion during interpersonal transactions. Good-
win, et al. (2011) consider that it is the display of employee feelings in a way to please their
clients, or reflection of this mood by using different strategies. Emotional labor also entails
“organizational display rules irrespective of one’s felt emotions and requires employees to apply
emotion regulation strategies at work” (Hochschild, 1983). Employees spend emotional resourc-
es to meet the emotional demands of their roles in anticipation of generating rewarding rela-
tionships with their components such as customers and co-workers (Ma et al., 2015). Glomb
and Tews (2004) on the other hand, focus primarily on the behavioral expression and non-ex-
pression of felt or unfelt emotions. The authors claim that emotional labor is displayed in two
ways. Firstly, it emerges as the expression of emotions, and secondly it may be seen as the
non-expression of emotions in accordance with display rules (Thurau et al. 2006).

Surface Acting and Deep Acting

These two are the sub dimensions of emotional labor and surface acting refers to the strate-
gy of hiding felt emotions to display the appropriate emotions required by work, whereas deep
acting is considered as a process by which individuals attempt to alter their inner feelings (Li,
Wang, 2016). Studies verify that surface acting is related to low job satisfaction and high stress
levels, whereas deep acting represented a pattern of positive relationships with job satisfac-
tion (Kammeyer et al.,, 2013) and deep acting leads to a reduction in stress (Humphrey et al.
2015). In other words, surface acting is false unfelt emotions, as deep acting is the modifica-
tion of felt emotions so that true display of emotion will follow (Othman et al., 2008; Thurau et
al. 2006). For some authors, emotional labor is a learned behavior, and a person may develop
skills that enable the enactment of surface and deep acting (Ashforth, Fried, 1988) and devel-
oping the deep acting ability of employees can reduce the negative consequences of emotion-
al labor (Sharma et al., 2015).
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Emotional dissonance

Hochschild (1983, 90) describes this term as keeping a difference between feeling and feigning
that may act as a stressor independent of other organizational stressor and it happens when
explained emotions meet feeling rule, or role expectations concerning to emotional expres-
sion. Hoffman and Bateson (2001, 252) also conceptualized emotional dissonance as a result of
role disagreement, in which contact staff are required to conceal their true feelings and display
a front to the customer. Emotional dissonance is also considered a type of role clash, which has
been shown to be a key antecedent of emotional exhaustion and the workers who practice emo-
tional dissonance will probably experience low level of job satisfaction (Lewig, Dolard, 2003).

Methods and Data

Sample

This study was designed as an explanatory research and conducted in the territory of Van
located in East Turkey. The target population is made up of 500 employees working at the food
service businesses in the area. Simple random sampling technique was used to draw the repre-
sentative group from the target population by conducting questionnaire survey.

Research Instruments

For the purposes of this study and based on previous research (Brotheridge, Lee, 2003; Diefen-
dorf et al., 2005; Gradley 2000; Uzumcu et al., 2017) the questionnaire as data collection tool
was modified and adapted for this research. The questionnaire was structured as a form of 5
point Likert Scale, ranging from strongly agree (5) to strongly disagree (1) in response to the
questions. The questionnaire consists of two parts, first part designed for the demographics
of respondents and second part was organized to measure the potential factors affecting emo-
tional labor. 243 fully completed questionnaires which are considered satisfactory as a repre-
sentative sample (p:0,05) were processed through statistical software programme. The time
frame and location of target groups are the major limitations of this study. The demographics
of respondents show that the majority of the services staff were working at the minimum wage
level and the employee turnover is very high in this business.

Conceptual Model, Variables and Hypotheses

The conceptual model designed for this research is displayed on the Figure 1. The model
assumes that there are external and internal factors affecting the emotional labor of food ser-
vices employees. These relationships among the factors previously discussed by several authors
as mentioned in the literature review. In this model, deep acting and surface acting are consid-
ered as dependent variables, while interaction frequency, intensity, variety (external) and emo-
tional dissonance (internal) as independent variables which may have an effect on dependent
variables. Based on this model following hypotheses are listed;

H,: Interaction frequency has a positive effect on the deep acts of employees

H,: Interaction frequency has a negative effect on the surface acts of employees

H,: Interaction intensity has a positive effect on the deep acts of employees
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Interaction intensity has a negative effect on the surface acts of employees

Interaction variety has a positive effect on the deep acts of employees

. Interaction variety has a negative effect on the surface acts of employees

Emotional dissonance negatively effects the deep acts of employees

Emotional dissonance as an internal factor positively effects the surface acts of employees
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‘ Interaction Frequency

Deep Acting } —————————————————————————

‘ Interaction Intensity

‘ Interaction Variety

Surface Acting ‘ ——————————————————————————

‘ Interaction Dissonance

Figure 1. The conceptual model of the research

Results and Discussion

Factor Analyses

The data were processed and the items on the questionnaire were analyzed by confirmatory
factor analysis. Kaiser-Mayer-Olkin (KMO) test value was found as 0.89 (>0.60) meaning the
sample size is large enough for analyses, and Bartlett Test Value (p: 0.00) shows that there is no
correlation between the variables. Cronbach’s Alpha values indicate the reliability and inter-
nal consistency of the subscales of emotional labor. The alfa values show that the scale is high-
ly reliable. Based on the results of exploratory factor analysis, the factor loads of 25 variables,
and related 6 dimensions can be seen on Table 2. The results show that the items were accord-
ingly distributed to the factors as required. The mean values for the subscale of emotional
labor and its 6 dimensions. The results explain that the employees have mostly pointed out the
scores less than 3 (3: undecided, 2: disagree, 1: strongly disagree) for these subscales. Hence, it
was found that the employees often have negative emotions with their customer interactions.

Table 2. Confirmatory Factor Analyses

Factors Factor Loads
Interaction frequency

| interact with many customers on a daily basis. 0.899

I interact very intensively with the customers on a daily basis. 0.930
On a typical business day, | often have to meet with customers. 0.906

It is the expression certain emotions as excited and enthusiasm is a part of my job. 0.654
Surface Acting

| put on an act in order to deal with customers in an appropriate way 0.728

| fake a good mood when interacting with the customers 0.725
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Factors Factor Loads
| put on a show or performance when interacting with customers 0.742
| just pretend to have the emotions | need to display for my job 0.829
| put on a mask in order to display the emotions | need for the job 0.858
| fake the emotions | show when dealing with customers 0.716
I show my feelings to customers that are different from what | actually feel 0.740
Deep acting

| try to experience the emotions that | must show to customers. 0.762
I make an effort to feel the emotions that | need to display toward others. 0.786
| work hard to feel the emotions that are expected from me to show while 0.805
dealing with the customers

| try to develop my feelings that | need to show to customers 0.842
Emotional dissonance

In order to satisfy organizational needs, | would deliberately express certain 0.455
emotions which | do not necessary feel

During my work hours, my external emotional expression is different from my 0.715
actual feeling

My emotional expression is entirely based on the organizational requirement; it 0.705
is not my actual feeling

Sometimes, the organizationally required emotional expression differs from my 0.790
actual feeling

My actual emotions | feel when | interact with the customers are completely 0.848
different from my emotions | must display

Interaction Intensity

| express intense emotions 0.763
| show some strong emotions 0.753
Interaction Variety

| express many different kinds of emotions 0.709
| display many different kinds of emotions 0.772
| display many different emotions when interacting with the customers 0.769

Analysis of Variance

One way ANOVA results on Table 3, represent significant differences between the ages of
employees, their position, working hours, their professional experience and some of the emo-
tional labor dimensions. The results of Least Significant Difference Test (LSD) also show that
the middle aged employees (26-34) are doing their businesses with a more sincere, hearty and
deeper feelings than younger ones (17-25). Likewise, the employees above middle age (35-44)
pointed out higher scores for deep acting than younger employees (26-34), and they are also
doing their businesses with a more sincere, natural and deeper feelings than those aged 26-34.
Depending on the positions of employees in the workplace, the results of LSD show that assis-
tant service employees display more intensive interaction than those in chef positions.
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Age N Mean Std.Er 7 P
Deep Acting 17-25 181 3.098 0.098 2.720 0.045*

26-34 53 3.104 0.186

35-44 9 4.392 0.277

TOTAL 235*

Position N Mean Std.Er B P
Interaction Intensity Waiter Assistant 47 3.445 0.184 3157 0.026a

Waiter 109 3.045 0.138

Chef 57 2.638 0.179

Administrative Positions 13 3.235 0.329

TOTAL 226*

Shifts N Mean Std.Er F P
Emotional Dissonance <8 6 4150 0.330 3.403 0.019a

8 hours 35 4100 0.227

8-10 hours 18 3.343 0.126

10 hours + 84 3.415 0.148

TOTAL 243

Work experience N Mean Std.Er B P
Deep Acting >1 131 3.765 0.123 4.651 0.00b

1year 31 2.697 0.220

1-3 years 42 3.092 0.268

3-5years 9 3.600 0.367

>5 26 3.838 0.262

TOTAL 239*
Surface Acting >1 133 3.361 0.134 4.596 0.002b

1year 31 2.533 0.276

1-3 years 42 2.398 0.227

3-5years 7 2.464 0.896

>5 28 3.369 0.278

TOTAL 241%

Significant at 0.05@, 0.01¢)

(*) There are some missing responses in these sections. However, over 217 sample size (for a= 0.05) is acceptable.

Other different results were identified for the relationship between the emotional disso-
nance of employees and their job performance based on their daily working hours. The employ-
ees working 8 hours a day represent more complex emotional dissonance than others do. Sim-
ilarly, the employees working 10 hours or more a day feel low emotional dissonance than those
employees working 8 hours. This was an unexpected result, because it is normal to expect that
the shorter the staff work, the less emotional dissonance they feel.

Finally, the results show that the experience in the job had an effect on the deep acts and
surface acts of employees and this research clearly states that the longer the period employees
work, the deeper acts they display and the longer the period employees work, the more surface

acts they display.
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Correlation analysis
The correlation analysis matrix in Table 4 explains that there are significant positive associa-
tions between all dimensions except for the association between interaction frequency and sur-

face acting, due to the statistically insignificant values.

Table 4: Correlation Analysis

I.Frequency | lIntensity | S.Acting | D.Acting | |.Variety | E.Dissonance
Interaction Frequency 1
Interaction Intensity 0.544 1
Surface Acting 0.065 0.245 1
Deep Acting 0.436 0.593 0.459 1
Interaction Variety 0.523 0.673 0.462 0.678 1
Emotional Dissonance 0.499 0.537 0.581 0.647 0.640 1

‘ Interaction Frequency

Deep Acting ‘

‘ Interaction Intensity

‘ Interaction Variety

Surface Acting ‘

‘ Interaction Dissonance

Figure 2. Research model test and full relationships

Regression Analysis

Based on the (linear multiple) regression analyses, all the relationships between the variables are
shown on Figure 2 and in the below equations (1 & 2). In these equations, deep acting and surface
acting are considered as dependent variables, while others are (independent) parameters.

(1) Deep Acting = 0.697 (Constant) — (0.52 x Interaction Frequency) + (0.209 x Interaction
Intensity) + (0.367 x Interaction Variety) + (0.294. x Emotional Dissonance).
R: 0.702 R*: 0.493 F, 185 70502 p: 0.001

According to the regression analysis results for deep acting, approximately 50% of the change
in emotional labor were explained by situational factors. The remaining 50% is explained by
other factors which are not included into this study. Among the situational factors, interaction
variety was the most effective parameter on the deep acts of employees in their interactions
with the guests. Emotional dissonance was found as the second powerful factor affecting deep
acting, while interaction intensity was the third. Regression analyses show that there is no pos-
itive effect of interaction frequency on the performance of emotional labor, contrary to other
variables. This variable has a negative (-0.52) effect on the deep acts of employees.
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Regression analyses results also explain that any increase in interaction variety may have
a somewhat high level of positive effect on the deep acts of the employees. However, the deep
acts of employees are not only affected by interaction variety, but also by the other factors
which were not included into the research model.

The results of hypotheses tests for deep acting are highlighted as the following;

- A reverse relationship (-0.52) was found between interaction frequency and deep acts
of employees. Contrary to hypothesis 1 (H,) interaction frequency has a negative effect
on deep acting. Therefore, H, is rejected.

- Interaction intensity has a positive effect (0.209) on the deep acts of the employees. H,
is retained.

- Interaction variety has a positive effect (0.367) on deep acting with relatively reliable
statistical values as hypothesized. Based on these results, H, is retained.

- Contrary to hypothesis 7, emotional dissonance, as an internal factor positively effects
(0.294) deep acting. Therefore, H. is rejected. The statistical values show that the result
is reliable and this relationship needs to be investigated with a larger audience group.

Based on the multiple regression results, the regression equation for surface acting can be
written as;
(2) Surface Acting = 1.656 Constant — (0.243 x Interaction Frequency) + (0.105 x Interaction
Intensity) + (0.192 x Interaction Variety) + (0.382 x Emotional Dissonance)
R: 0.496 R,: 0.246 F4,185;70.592  p: 0.001

This equation explains the weight of situational factors on surface acting. The regression
analysis results for deep acting explain that almost 25% of the change in emotional labor was
determined by the situational factors of surface acting. The remaining 75% might be explained
by other factors. Among these determinants, emotional dissonance is the most effective
parameter on the surface acts of employees. Among other factors, interaction frequency was
the second effective factor on the surface acts of employees, while interaction variety was the
third and interaction intensity was the fourth factor, which had the lowest level impact on this
dimension. Emotional dissonance on the other hand, was a relatively more effective factor on
the performance of the emotional labor in comparison to other factors with its 0.382 coeffi-
cient value.

The noteworthy results of hypotheses tests for deep acting are listed as the following;

- There is a negative relationship (-0.243) between interaction frequency and surface
acting, as hypothesized. Interaction frequency has a negative effect on the surface act-
ing. H, is retained.

- Interaction intensity has a slightly positive effect (0.101) on surface acting, as opposed
to hypothesis 4. H, is rejected, but the results are not statistically meaningful, because
of higher p values (0.194).

- Interaction variety as an external factor has a slightly positive effect (0.192) on the
surface acts of employees, contrary to hypothesis 6. Therefore, Hg, is rejected, but the
results are not statistically meaningful as well.

- Asinitially hypothesized, emotional dissonance as an internal factor positively effects
(0.382) the surface acts of employees with statistically meaningful values. Hg is
retained.
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Conclusion

The present study advances the literature on the use of the two dimensions of emotional labor
and its subscales for the food services industry in Van, as a newly emerged Turkish tourism
destination. The current study also contributes to the ongoing debate regarding external and
internal factors affecting emotional labor. Thus, this study addresses a gap in the literature
about emotional labor and its dimensions specifically in the food services business. This study
also confirms a previous theory suggesting the potential relationships between emotional
labor and the related situational factors or parameters.

Based on the multiple regression analyses, important findings that resulted from this
research demonstrate that the most important factors affecting emotional labor and work per-
formance through its sub dimensions are emotional dissonance and interaction variety. As
another prominent finding of this research, correlations analyses show that there are mean-
ingful associations between the majority of variables excluding interaction frequency and sur-
face acting.

Previous studies revealed that service workplaces require high degrees of emotional labor,
such as restaurants, cafes, hospitals, call-centers and retail stores, and emotional labor is spe-
cifically important in interactive service jobs as discussed earlier. This phenomenon was stud-
ied on flight attendants, theme park staff and fast-food workers and following this research
evidence, the current study examined the food services businesses specifically confirming the
relative importance of emotional labor for the job performance of employees with its dimen-
sions.

From a practical standpoint, this study provides valuable information for the managers
involved, in two specific areas. First, the managers should be careful about especially the fac-
tors of emotional dissonance and interaction variety. Perhaps, there may be some policies to
develop the interaction variety as an external factor, but it may not be easy to find effective
solutions about emotional dissonance due to its inner nature. Secondly, the analysis explains
that there is a significant correlation between the dimension of intensity of interaction and
gender of the employees. Results also show that female employees display more intensive emo-
tional labor than males do. Therefore, it is recommended that the managers of hospitality and
food services businesses should be careful about not only employees’ physical health but also
their emotional and psychological health. Because, they will need a work environment where
they feel happy.

Future research directions

Present study provides some initial insights, and we are hopeful that the results can be useful
for many tourism businesses and will be an interesting study and research area for the acade-
micians who are involved. Undoubtedly, this study had many limitations as mentioned previ-
ously. Therefore, the findings cannot be generalized to the industry as a whole and they might
be valid for only the locations alike. For further studies, we can suggest more detailed inves-
tigations covering larger geographic areas, with larger representative samples and different
types of food services operations. Moreover, if some studies compare different types of busi-
nesses or sectors, it will be possible to develop working conditions of services sector employ-
ees in terms of both their physical and emotional labor.
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