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Emotional Labour in the Hospitality Industry.

introduction & theoretical background.

Emotional labour has first been introduced by Arlie Hochschild in
her book ‘The managed heart’ in 1983 and has since become an
important part of tourism research (Hochschild, 1983). Especially
as there is currently a labour shortage in the industry (Causa et al.,
2022), it is important to find ways for employers to help employees
cope with emotional labour, which can result from customer
misbehaviour. Therefore, the following research question has
been proposed: How can employers help employees cope with the
emotional labour they endure during their everyday work lives?

EMOTIONAL LABOUR AND CUSTOMER MISTREATMENT
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Figure 1.: Conceptual Framework

Emotional labour 1is connected to a number of different
antecedents, mediators and moderators that lead to different
outcomes, which include organisational and psychological ones
(Lee & Madera, 2019). The guest is an important part of the service
an organisation and its employees provide, especially in the
hospitality industry, resulting in customer misbehaviour being an
almost daily occurrence for some frontline employees (Fullerton &
Punj, 1997; King, 1995). Hence, this research focuses on the
emotional labour that stems from guest misbehaviour, as the host-
guest relationship i1s an integral part of the day-to-day work of
hospitality employees.

This study used a qualitative research method, in particular semi-
structured interviews with 15 participants, of which 14 work at a

hotel reception and one works for the human resources
department of a hotel. The interviewees were asked about their
opinions and experiences In regard to emotional labour and
customer mistreatment.

LIMITATIONS

« Small convenience sample which cannot be applied to the
broader population

 Majority of participants were female

* Interviewees were between 18 and 30 years old, which leads to
an underrepresentation of older generations

findings.

EMOTION REGULATION STRATEGIES

To cope with emotional labour, there are different emotion
regulation strategies: deep acting, surface acting and naturally felt
emotions (Cossette & Hess, 2015). Most participants used a
combination of deep and surface acting, whereas only few
interviewees either used only surface acting or the combination of
all three strategies.

ORGANISATIONAL SUPPORT AS A MODERATOR
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Figure 2.: Revised Conceptual Framework

RECOMMENDED ACTIONS

nal
Training

Regular:
Feedback Talks
Team Meetings
. Team Bonding Events

Systematic Onboarding
Emotionally Intelligent Manager
Good Team Fit
Behavioural Guidelines

Figure 3.. Recommended Actions

REFERENCES

Causa, O., Abendschein, M., Luu, N., Soldani, E., & Soriolo, C. (2022). 7he poOSt-
COVID-19 rise in labour shortages (OECD Economics Department Working Papers,
Vol. 1721). https://doi.org/10.1787/e60c2d1¢c-en

Cossette, M., & Hess, U. (2015). Service with style and smile. How and why employees
are performing emotional labour? European Review of Applied Psychology, 65(2),
71-82. https://doi.org/10.1016/j.erap.2015.02.001

Fullerton, R. A., & Punj, G. (1997). What is Consumer Misbehavior? Advances in
Consumer Research, 24(1), 336—-3309.

Hochschild, A. R. (1983). The Managed Heart. University of CA Press.

King, C. A. (1995). What is hospitality? /nternational Journal of Hospitality Management,
14(3), 219-234. https://doi.org/10.1016/0278-4319(95)00045-3

Lee, L., & Madera, J. M. (2019). A systematic literature review of emotional labor
research from the hospitality and tourism literature. /nternational Journal of
Contemporary Hospitality Management, 31(7), 2808-2826.

https://doi.org/10.1108/[JCHM-05-2018-0395

Carolina Federle
2210487018
Year TM 2022




	Folie 1

