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Abstract

The primary purpose of this research is an investigation of the influence of psychological capital and emotions on emotional
labour. Importance of this research is to conduct the literature and drawing attention effects of psychological capital on the
relevance among the emotions and emotional labour to catch the attention of administrators. In this study, the impact of
psychological capital and emotions on emotional labour is researched with employees working in the hospitality sector,
which includes intense emotional labour. In this study, a questionnaire which is one of the quantitative decision techniques is
used to collect necessary data. The consequence of the research demonstrates that psychological capital and emotions have
an impact on emotional labour. In addition to that, hope which is one of dimensions of psychological capital and positive
emotions affect emotional labour.
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1. Introduction

In today’s modern world, companies from varied sectors exhibit competitive behaviour to succeed.
As time passes and companies start to compete with each other, they began to differentiate their
products or service with value-adding activities. Although some industries prefer to develop their
products, service sectors choose to differentiate their service by controlling their employees’
emotions. In these sectors, emotional display rules are used to maximise customer satisfaction and
improve service quality. On the other hand, this situation forced employees to demonstrate emotional
labour in the workplace as requirements of their works.

Emotional labour is the term that is proposed by Hochschild in 1980 to the literature. Hochschild
(1983, p. 7) identifies the term emotional labour behaviour as images that are created by employees
and observed by other people. According to the author, emotional labour behaviour is necessary for
employees’ job requirements and sellable service, which has a change value for them. Following
Hochschild’s study, Ashforth and Humphrey (1993), Morris and Feldman (1996), and Grandey (2000),
Rodrigues, (2017) studied on emotional labour and contributed literature by defining strategies of
emotional labour, antecedents of emotional labour, dimensions of emotional labour and conclusions
of emotional labour.

There are three acting strategies of emotional labour, which are surface acting, deep acting and
genuine acting. Surface acting means that presenting appropriate or desired emotions in the
workplace by hiding or faking individuals’ emotions (Diefendorff, Croyle & Gosserand, 2005). Deep
acting means that changing both inner emotions and physical expressions by using individuals’
imaginations and experiences that may recall proper emotions to show appropriate expressions in the
workplace (Chu & Murrmann, 2006). The last acting strategy of emotional labor is genuine acting and
means that expression of emotions that are naturally felt by individuals (Yin, Lee, Zhang & Jin, 2013).
In other words, individuals do not force themselves to change their original feelings to show
appropriate emotions.

Emotional labour has both positive and negative outcomes. Positive outcomes of emotional labour
are job satisfaction, high performance, high motivation, organisational citizenship behavior,
physiological and psychological well-being of individuals, financial benefits, success in interpersonal
skills and commitment to job (Oguz & Ozkul, 2016). Even so, emotional labour’s adverse outcomes are
a sense of inauthenticity, loss of soul, desensitised self-esteem and burnout (Pugliesi, 1999).

Psychological capital is contributed to the literature with the studies of Luthans, Luthans and
Luthans (2004), due to positive psychology. According to Seligman, Duckworth and Steen (2005),
positive psychology is the science of positive expressions. With the help of positive psychology,
psychological capital is defined as identifying humans’ strengths and psychological sources to develop
individuals, groups and organisations (Cavus & Kapusuz, 2015; Rahiminejad, Golshani & Arshi, 2018)
The concept of psychological capital focuses on positive attitudes and feedbacks.

Studies show that there are four dimensions of psychological capital, such as self-efficacy,
optimism, hope and resilience. They determined psychological capital’s four aspects as self-efficacy,
optimism, hope and resilience (Luthans et al., 2004). The first dimension of psychological capital is
self-efficacy and means that to achieve goals, showing necessary performance and desire in
challenging situations (Luthans, Avolio, Avey & Norman, 2007). Second dimension optimism means
that positive perspective to issues based on crucial aspects is permanent, desired and beneficial and
negative ones are temporary, undesired and situation-based (Luthans & Yousef, 2004). Hope is
explained as a constructive state of mind based on accomplishment and planning to achieve regarding
goals (Snyder, Sympson & Ybasco, 1996). Last and fourth dimension is resilience; it expresses the
positive psychological capacity in the face of difficulties, problems, failures and conflicts (Luthans,
2002).
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Emotion is the term that is studied by many researchers by years and hard to explain. Emotions
generally revealed as it manages the cognitive, action and physiological expressions of individuals. The
concept of emotions is defined as specific neuropsychological events that are embodied by survival of
the fittest (lzard, 1992). Emotions constitute notions and notions that manage the actions of
individuals. The term emotion has two dimensions, which are positive emotions and negative
emotions. Although positive emotions are defined as feelings which give satisfaction to individuals,
negative emotions are identified as feelings do not give any pleasure to individuals (Gencoz, 2000).
Positive emotions contribute to individuals developments. It makes easier to learning and mulling over
and develops human relations. Also, they have an important role on decision-making, being open-
minded, adaptation and creativity (Lyubomirski, King & Diener, 2005). Individuals who have negative
affection have negative perspective in their lives and they have low confidence (Can, Coban & Soyer,
2011). Positive emotions are determined as emotions, such as happiness, interest, demand,
confidence and negative ones are like anger, stress and fear (Watson & Clark, 1988).

Previous studies show that psychological capital affects emotional labour. Individuals who have a
high echelon of psychological capital force themselves to show deep acting instead of surface acting
(Hurr, Rhee & Ahn, 2015). Also, research conducted by Begenirbas (2015) shows that a high level of
psychological capital of employees influence surface and deep acting behaviour of individuals
negatively and surface acting behaviour positively in the health sector. In addition to that, there is not
an essential relationship between hope and emotional labour (Alamur & Atabay, 2016). The research
conducted by Synder, Irving and Anderson (1991) signalise that there is a negative relationship
between hope and anxiety, which is one of the negative emotions.

The tourism sector is one of the areas in which employees exhibit emotional labour widely. In this
industry, employees are generally in touch with their guests and are responsible for their high level of
satisfaction. To maximise the comfort of guests and give the best service to them, they generally put
emotional labour in response to their job requirements. Due to this situation and to get better
findings, this study is conducted in the tourism sector.

2. Purpose and significance of the research

The object of this study is to search the influence of emotions and psychological capital on
emotional labour. This study is vital for literature since there is not any academic research from the
perspective of these three dimensions. This study might guide further studies. Moreover, this study
might help human resources experts in their employee selection and evaluation process, diminishing
negative effects of emotional labour on employees’ psychology and better understanding their
employee’s behaviours.

3. Data gathering technique

The questionnaire which consists of five sections is used. The first section was the cover letter
explaining the target of the research and providing necessary information to participants. The second
section of the questionnaire consists of six demographic questions identifying participants’ gender,
marital status, age, education level, tenure at the present job and position in the company. The third
section includes emotional labour scale with 13 items, which is developed by Diefendorff et al. (2005)
and translated to Turkish by Basim and Begenirbas (2012). The fourth section of the questionnaire
involves psychological capital scale with 24 items that are developed by Luthans et al. (2007) and
translated to Turkish by Cetin and Basim (2012). The last section was positive and negative emotions
scale contains of 20 items, which is developed by Watson, Clark and Tellegen’s (1988) and translated
to Turkish by Gencoz (2000). Participants evaluated items on 5 points Likert Scale. These scales
illustrate 1 = Never 2 = Rarely, 3 = Sometimes, 4 = Most of the time, 5 = Always for emotional labour
scale. For Scale of Psychological Capital, 1 = Totally Disagree, 2 = Disagree, 3 = Neither Agree Nor
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Disagree, 4 = Agree and 5 = Totally Agree are illustrated. For Scale of Emotions, Likert Scale is 1 =
Never, 2 = A little, 3 = Medium, 4 = Quiet and 5= Too much.

Cronbach alpha reliability values of the scales used in this study are calculated. The Cronbach alpha
value is found to be 0.830 for 13-items on the emotional labour scale, 0.956 for 24 items on the
psychological capital scale, 0.826 for the ten positive emotions expression and 0.796 for the negative
emotions’ appearance on the emotions scale.

4. Research model

The figure for the exploratory research model is shown in Figure 1.

Psychological Capital
\ Emotional Labor
Emotions /

Figure 1. Conceptual framework

5. Research sample

To gather best data for this study and identify effect of emotions and psychological capital on
emotional labor, 163 hotel employees from Istanbul and Kayseri were participated to this study and
158 of them is used for analysis of this study. Convenience sampling method is used to collect
necessary data.

Demographic information of participants show that 38.61% of respondents were female and
61.39% were male. 21.94% of participants were graduated from elementary and high school, 23.87%
of them have associate degree, 47.74% of participants have bachelor’'s degree and 6.46% of
respondents have master’'s/ PhD degree. 32.06% of participants have managerial role in their
workplace and 67.94% of them are employee. 43.67% of participants are single and 56.33% of
participants are married. 65.81 % of participants are between age of 22 and 34 years, 25.16% of them
between age of 35 and 44 years and 9.03% of them between age of 45 and 60 years. 37.18% of
participants are working in their current workplace for between 0 and 1 year, 26.28% of them for 2—3
years, 24.36% of them 4-6 years, 3.85% of them 7-10 years, 4.49% of them for 11-15 years and 3.85%
of them are working in their current workplace for 16+ years.

6. Results and discussion

Data were evaluated within 95% confidence range and p < 0.05 level of significance.
Table 1 shows analysed descriptive statistics findings.

Table 1. Descriptive statistics
Mean Std. Deviation

Emotional labor 3.19 0.76
Surface acting 2.61 1.00
Deep acting 3.51 1.23
Genuine acting 3.92 0.99
Psychological capital 4.09 0.59
Hope 4.10 0.64
Self-efficacy 4.33 0.70
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Resilience 4.04 0.67
Optimism 3.81 0.71
Positive emotions 3.63 0.76
Negative emotions 1.90 0.65

According to descriptive statistics findings, mean scores show that participants;

In the statements of emotional labour, participants tended to respond to the question of ‘neutral’
with the mean value of 3.19. The participants responded that the emotional behaviour of dimension
the surface acting is ‘disagree’ with the mean value of 2.61. For their deep acting with the mean value
3.51 and genuine acting with the mean value 3.92, they ‘agree’. Participants responded that they
agree with their psychological capital and dimensions. The calculated mean value of psychological
capital is 4.09 means that participants tended to respond ‘agree’ to questions. Participants respond on
dimensions of psychological capital which are hope (mean value 4.10), self-efficacy (mean value 4.33),
resilience (mean value 4.04) and optimism (mean value 3.81) as ‘agree’.

For positive feelings, agree with the mean value of 3.63. For negative emotions, evaluations were
made as to disagree with the mean value of 1.90.

In the light of above figures, first hypothesis was generated.

H1: There is a particular relationship between psychological capital and dimensions, emotions and
dimensions and emotional labour and dimensions.

Table 2. Correlations table between variables and dimensions

Variables 1 3 4 5 6 7 8 9 10 11
Emotional labour (1) 1

Surface acting (2) 0.774™ 1

Deep acting (3) 0.830"™ 0.398"1

Genuine acting (4) 0.377"" -0.116 0.292"" 1

Psychological capital (5)  0.359"* 0.189" 0.248"" 0.399"* 1

Hope (6) 0.390™ 0.185" 0.289" 0.440"0.898™" 1

Self-efficacy (7) 0.325™ 0.208™°0.221" 0.2917°0.934™ 0.824™"1

Resiliency (8) 0.280"" 0.192" 0.155 0.283"°0.838" 0.614°0.731"" 1

Optimism (9) 0.230" 0.030 0.190" 0.387"0.766™" 0.643"70.622"" 0.490"" 1

Positive emotions (10) 0.346™ 0.111 0.327" 0.382"70.540™ 0.506°*0.493"" 0.479™ 0.362™ 1 -0.441™
Negative emotions (11) -0.207"" -0.082 -0.209"" -0.171"-0.218™ -0.176"-0.217"" -0.244™ -0.090 -0.441"" 1

As Table 2 offers that there is an important and positive relationship between emotional labor and
psychological capital (r: 0.359; p: < 0.01) H1 is supported. The relationships between emotional labour
and dimensions of psychological capital are as follows: Hope (r = 0.39; p < 0.05), self-efficacy (r = 0.32;
p < 0.05), resiliency (r = 0.28, p < 0.05) and optimism (r =0.23; p < 0.05).

In this direction, there was a positive relationship between emotional labour and psychological
capital dimensions between low and medium level. In addition, negative relationships between
positive emotions and positive emotions (r =0.34, p < 0.05) and negative emotions (r = -20, p < 0.05)
were determined.

In consideration of previous research studies (Alamur & Atabay, 2016; Hulsheger & Schewe, 2011;
Snyder, Irving & Anderson, 1991; Tamer, 2015) second hypothesis has been hypothesised.

H2: Hope and positive emotions affect emotional labour behaviour.

Multiple regression analysis was used to detect the extent to which hope and positive emotions
predict emotional labour behaviour (Table 3). Findings from the regression analysis indicate that hope
and positive emotions explain emotional labour at a statistically significant level (R* = 0.15, F = 27,953;
p < 0.05).
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In terms of the variables entered into the regression equation, the hope variable (6 =.339, t = 3.425,
p < 0.05) and positive emotions (8 =0.200, t = 2.375, p <0.05) are significant

Table 3. Results of multiple regression analysis for emotional labour
B SE Beta t p

Hope 0.339 0.099 0.289 3.425 0.001
positive emotions 0.200 0.084 0.200 2.375 0.019
R? 0.189 F 1.296

The results of the multiple regression analysis of emotional labour show that this model is
significant with 5,642 significance level 0.00 < 0.05. In this model, emotional labour is dependent
variable and hope and positive emotions. When Adjusted R Square figure is examined, hope and
positive emotions can describe 17% of emotional labour together. Table 3 shows that a one unit
increase in hope will increase emotional labour for 0.289 units. Also, a one unit increase in positive
emotions will increase emotional labour for 0.200 units. These results demonstrate that H2 is
accepted.

7. Conclusion

In today’s modern world, many markets require emotional labour for customer satisfaction. Due to
this situation, employees use more emotional labour acting strategies as time passes. First dimension
of the study is emotional labour. Emotional labour was contributed to the literature in 1980 by
Hochschild. The author explains emotional labour as individuals show images that can be observed by
other individuals for financial benefits. Emotional labour can be expressed by three acting strategies
which are deep, surface and genuine acting. There are many studies that reveal outputs of emotional
labour. Second dimension of the study is psychological capital. Psychological capital was introduced to
the literature by Luthans et al. (2004) by using positive psychology. Focal point of psychological capital
is human strengths like positive attitude and experiences. There are four dimensions of psychological
capital, such as optimism, hope, self-efficacy and resilience. Last and third dimension of the study is
emotion. Emotions arrange individuals’ notions and individuals shape their behaviours according to
combination of their emotions and notions. Emotions have two dimensions which are positive and
negative emotions. Psychological capital and emotions of employees have influences on emotional
labor strategies. The relationship between emotional labour, emotions and psychological capital was
tested on 158 hotel employees. According to the findings of this study, there is a significant
relationship between emotional labour, positive and negative emotions and psychological capital.

This study primary aim is to analysing the effect of psychological capital and emotions on emotional
labour. Importance of this study is that there is not any academic research combining these
dimensions together, this study may provoke further research studies that will contribute to the
literature and help human resources experts on employee selection and evaluation process and
understand their employees better.

Tourism industry is the sector in which emotional labour is widely seen and employees working in
this sector present emotional labour behaviour to maximise guests’ satisfaction. Due to this situation,
this study is conducted with 158 hotel employees located in Kayseri and Istanbul. For data collection,
the questionnaire consists of five sections which are information, demographics, emotional labor
scale, psychological capital scale and emotions scale was used. Findings of this study showed that
there is a significant influence of psychological capital and emotions on emotional labour. Also, hope
and positive emotions affect emotional labour significantly.

To contrast with previous research studies, findings of this study demonstrates that there is a
significant relationship between psychological capital and emotional labour in parallel with research
studies of Hulsheger and Schewe (2011), Hur et al. (2015) and Begenirbas (2015). In addition to that,
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unlike the research of Alamur and Atabay (2016), this research demonstrates that hope and positive
emotions affect emotional labour. There are some methodological limitations that decrease the
generalisability of the results of this paper. First data for this study is collected from only two cities of
Turkey, which are Kayseri and Istanbul. Also, the data are collected in 1 month, and due to time
limitation, it has not been possible to gather more data. Further studies may widen the scope of the
sample to all the cities of Turkey and increase the number of respondents to improve legitimacy.
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