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Oz

Turizm endiistrisinin énemli alanlarindan biri olan otelcilik sektoriinde uzun ve diizensiz ¢alisma
saatlerinin yani sira calisanlar miisterilerin bekledigi duygu gdsterimlerini sergilemek durumunda
kalmaktadir. Miisterilerin bekledigi duygularin sergilenmesi duygusal emek kavramu ile aciklan-
maktadir. Duygusal emek, calisanlar tarafindan beklenen duygularin rol yapilarak sergilenmesi ve
duygqularin hissedilmeye calisilarak yansitilmas: olarak tamimlanmaktadir. Yiizeysel davranis birey
ve orgiit agisindan olumsuz sonuglar dogururken, derin davrams olumsuz sonuglari azaltabilmek-
tedir. Otelcilik sektoriinde is ve aileden beklentilerinin es zamanli olmasimdan dolay: ¢calisanlar is
ve aile yasamlarinda catisma yasayabilmektedir. Derin davramsin olumlu sonuglar: dikkate alindi-
Ginda, is ve aile arasindaki uyumsuzlugu azaltici etkisi olabilecegi muhtemeldir. Bu arastirmanin
amact otel ¢alisanlarimin derin davramglarimin yasadiklart is-aile ve aile is catismasimin etkisini
belirleyebilmektir. Bu kapsamda, Belek’teki 392 otel ¢alisan: iizerinde anket uygulanmistir. Uygu-
lanan anket ii¢ boliimden olusmaktadir. Birinci boliimde is-aile ve aile-is ¢atismas: dlcegine, ikinci
boliimde duygusal emegin derin davranis boyutunu iceren oOlcege ve iiciincii béliimde ise bazi
demografik ve diger bireysel ozellikleri tespit etmeye yonelik sorulara yer verilmistir. Elde edilen
veriler istatistik paket programu ile analiz edilmistir. Yapilan analizler sonucunda, ¢alisanlarin
sergiledikleri derin davramsglarinin yasadiklari is-aile ¢atismasi ve aile-is catismasi iizerinde negatif
yonlii etki ettigi sonucuna ulagilmgtir.

Anahtar Kelimeler: Duygusal emek, derin davrams, is-aile ¢atigmasi, aile-is ¢catismast
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The Impact of Hotel Employees' Deep Acting on
Work-Family and Family-Work Conflict

*

Abstract

In the hotel industry, which is one of the most important areas of the tourism industry, besides long
and irregular working hours employees are also required to exhibit the emotions that customers
expect. Expressing emotions that customers expect are explained by the concept of emotional labor.
Emotional labor is defined as the emotions expected by the employees to be exhibited and reflected
by trying to feel the emotions. While surface acting has negative consequences for the individual
and the organization, deep acting can reduce negative consequences. Employees may experience
conflict in their work and family lives as their work and family expectations are synchronized in the
hospitality sector. Considering the positive results of deep acting, it is likely that this may have a
mitigating effect on the discordance between work and family. The aim of this study is to determine
the impact of the deep acting of hotel employees on the work-family and family work conflict. In this
context, a survey was conducted on 392 hotel employees in Belek. The questionnaire consisted of
three parts. In the first part, the work-family and family-work conflict scale, in the second part, the
scale which includes the deep acting dimension of emotional labor, and in the third section, ques-
tions about determining some demographic and other individual characteristics are included. The
data were analyzed with statistical package program. As a result of analyzes, it was concluded that
the deep acting of the employees have a negative effect on the family-work conflict and work-family
conflict.

Keywords: Emotional labor, deep acting, work-family conflict, family-work conflict
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Giris

Turizm sektoriinde miisteri tatmininde Onemli belirleyicilerden biri
olarak kabul edilen calisanlar, miisteriler ile birebir etkilesim
halindedirler. Bu etkilesimde ortaya konulan olumlu duygular, miister-
ilerde kalite algis1 (Pugh, 2001) olusturarak memnuniyetini (Barger ve
Grandey, 2006) onemli derecede etkilemektedir. Turizmde miisteriler,
calisanlardan oncelikle giiler yiiz; sonrasinda ise kendilerini mutlu ede-
cek davranislar1 sergilemelerini beklemektedir (Chen vd., 2012; Dyer,
McDowell ve Batniatzky, 2010; Murray, 2015). Bu davranslar cogunlukla
isletmeler tarafindan calisanlarina bildirilen duygu gosterim kurallarina
dontisebilmektedir (Mauno vd., 2017). Bu yiizden turizm sektoriinde
calisanlar, miisteri ile etkilesim siirecinde hissettikleri ve gosterdikleri
duygular1 kontrol etmenin yaninda (Anderson, Provis ve Chappel, 2002;
Lee, 2015), duygularmi miisteride memnuniyet yaratacak sekilde diizen-
lemekle yiikiimlii olmaktadirlar. Duygular1 diizenleyerek miisteriye
yansitma isi, fiziksel ve zihinsel islerde oldugu gibi ticari bir karsilig
bulunan emek bigimine doniismiis ve duygusal emek kavramu ile litera-
tiirde yerini almistir. Isletmelerin, galisanlariin sergileyecegi duygulari
belli kurallara dayandirmasi ve hizmet sektoriinde calisanlarin verdigi
emegin Onemli bir oranda duygu kaynakli olmasi, duygusal emek
kavraminin ortaya ¢ikmasma temel olusturmaktadir (Ashforth ve
Humpbhrey, 1993).

Duygusal emek kavrami yiiz ve beden hareketlerine ticari bir kargilik
yiiklemekte ve herkes tarafindan gozlenebilen yiiz ve beden hareketleri-
ni ifade etmektedir (Hochschild, 1983, s.7). Konu ile ilgili literatiirde,
duygusal emegin farkli bicimlerde boyutlara ayrildigini ifade etmek
mimk{indiir. @rnegin; ilk olarak kavrami one siiren Hochschild (1983)
ile daha sonraki yillarda Grandey (2000), yiizeysel ve derin davranig
olarak ayirmus; Ashforth ve Humprey (1993) ise bu boyutlara dogal dav-
ranis boyutunu ekleyerek {i¢ boyutta ele almistir. Morris ve Feldman
(1996) ise duygusal emegi daha farkl1 degerlendirerek duygularin goster-
im siklig1, duygu kurallarina gosterilen dikkat ve cesitliligi ile duygusal
celiskiyi duygusal emegin boyutlar1 arasinda degerlendirmistir.

Yiizeysel davrarug, gercekte hissedilen duygularin gizlenerek,
hissedilmeyen duygularin hissediliyormus gibi gosterilmesi anlamina
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gelmektedir (Ashforth ve Humphrey, 1993; Chu ve Murrmann, 2006;
Diefendorff ve Gosserand 2003; Hochschild, 1983; Grandey, 2000; Sey-
mour, 2000; Steinberg ve Figart, 1999). Yiizeysel davranista calisanlar
gercek duygularini degil, davranislarini degistirmektedirler (Ashforth ve
Humprey, 1993). Derin davranis, orgiitiin sergilenmesini istedigi duygu-
lar1, calisanlarin gercekten yasamayr ve hissetmeyi denemesini ifade
etmekte ve gercek duygulara odaklanmaktadir (Ashforth ve Humphrey,
1993; Chu ve Murrmann, 2006; Diefendorff, Croyle ve Gosserand, 2005;
Hochschild, 1983; Grandey, 2000; Morris ve Feldman, 1996, Rupp, vd.
2008; Steinberg ve Figart, 1999). Derin davranisin yiizeysel davranistan
temel farki, calisanlarin sadece dig goriintiileri ile degil, orgiitiin
bekledigi duygular1 sergilerken geg¢misteki olumlu deneyimlerini de
zihninde canlandirarak hissetmeye calismalarindan kaynaklanmaktadir
(Chu ve Murrmann, 2006). Dogal davranis boyutu ise ¢alisanlarin 6rgiit
tarafindan beklenen duygularin yerine getirilebilmesi igin, gosterilmesi
gereken duygularin  gercekten hissedebilecegi durumlarin da
olabileceginden yola ¢ikilarak agiklanmaktadir (Ashforth ve Humprey,
1993, s.33). Buna gore ¢alisanlar orgiitiin bekledigi duygular: sergilerken
herhangi bir ¢caba harcamamaktadir.

Duygusal emegin sonuglarina yonelik aragtirmalar incelendiginde, en
fazla is tatmini ve tiikenmislikle iliskili oldugu goze ¢arpmaktadir. Bura-
da dikkat ceken husus ise duygusal emegin olumlu sonuglarmin genelli-
kle derin davranis kaynakli oldugu, olumsuz sonuglarin ise yiizeysel
davranisa dayanmasidir. Ornegin bazi arastirmalarda (Chu, Baker ve
Murrman, 2012; Fisk ve Friesen, 2012; Judge vd. 2009; Lam ve Chen,
2012) derin davranis is tatminini, ylizeysel davranis ise tiikenmisligi
olumlu yonde etkilemektedir. Yine benzer sekilde yiizeysel davranisin is
stresini (Pugliesi, 1999; Tewksbury ve Higgins, 2006) ve gerginligini
(Cote, 2005) arttirmasi; saglikli duygular1 negatif yonlii etkilemesi (John-
son, 2004) gibi bir¢ok olumsuz sonucu dogurdugu goriilmektedir.
Yiizeysel davramisin karsitt olan derin davranis, tam tersi yonde
olumsuz sonuglari ortadan kaldirmaktadir.

ilgili arastirmalar, derin davranisin olumlu is sonucglar1 olustur-
masinin (Brotheridge ve Grandey, 2002) yaninda, is tatminini (Fisk ve
Friesen, 2012; Yang ve Chang, 2008) ve olumlu duygular arttiric1 (Judge
vd., 2009; Scott ve Barness 2011) sonuglar dogurdugunu gostermektedir.
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Bu kapsamda duygusal emegin derin davranis boyutunun birey ve orgiit
agisindan olumsuz sonuglar1 olan is ve aile yasamindaki c¢atismayi
azaltic1 yonde etkisi olabilecegi muhtemeldir. Bu arastirmada, duygusal
emegin derin davranis boyutunun is-aile ve aile-is ¢atismasi tizerindeki
etkisi arastirilmistir.

is-Aile ve Aile-is Catismasinda Duygusal Emegin Etkisi

Is-aile catismasi, bireyden beklenen rollerin is ve aile yasaminin es za-
manli olmasindan kaynakli uyumsuzlugu agiklamakatdir (Greenhaus
vd., 2003, s.512; Lingard ve Francis, 2006, s.185; Parasuraman ve Sim-
mers, 2001, s.556; Yanchus, vd., 2010). i§ ve aile yasaminin birlikte ele
alinmasi, s6z konusu catismanin iki yonlii ele almabilecegini de
gostermektedir. Yani hem is aileyi, hem de aile isi etkileyebilmekte
(Frone, Russel ve Cooper, 1992) ve stz konusu etki bireylerin gerek is
yasaminda gerekse aile yasaminda olumsuzluklar dogurabilmektedir.
Is-aile catismas: isle ilgili sorumluluklarin aile yasamini etkilemesini
ifade ederken, aile ile ilgili sorumluluklarin is yasaminin Oniine
gecmesini ise aile-is catismasi olarak aciklamaktadir (Duxbury, Higgins
ve Lee, 1994; Netemeyer, Boles ve McMurrian, 1996; Voydanoff, 2005).

Yoni ne olursa olsun, is ve aile arasindaki rol catismasi ve olustura-
cagr dengesizlik, bireyin 6zel yasaminin yaninda is yasamina da
yanstyacaktir. Omegin is-aile catismasi sonucunda stres artmakta (Allen,
Herst, Bruck ve Sutton, 2000; Judge ve Colquitt, 2004), duygusal
iliskilerde gerginlik yasanmakta (Carlson vd., 2011) alkol kullanimi art-
makta (Wang, Liu, Zhan, ve Shi, 2010) ve verimlilik diigmektedir (Johns,
2011). Aile-is catismasi ise devamsizlig1 tetiklemektedir (Johns, 2011).
Sonug olarak yasanan is-aile catismasi ile bireyin fiziksel ve psikolojik
yasam Kkalitesi azalmakta (Greenhaus ve Powell, 2006) ve ortaya ¢ikan
olumsuzluklar bireyin is yasamina olumsuz etki edecek sonuglara yol
acabilmektedir.

Gerek bireysel gerekse orgiitsel acidan olumsuz sonuglar: dolayisiyla
bireyin is-aile veya aile-is ¢atismasini azaltilabilmesi icin kendi
otokontroliinii  saglamaya  ¢abalamasimun  yaninda, isletmel-
erin/yoneticilerin de bazi1 Onlemleri almasi gerekebilir. S6z konusu
onlemler, calisanlar1 isletmede mutlu kilacak olumlu bir orgiit iklimi
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olusturulmasi olarak genellenebilir. Isinde mutlu olan bireyde olusacak
olumlu duygularin, aile yasamina da yansimasi muhtemeldir. Aile
yasaminda mutlu olan bireyin de ¢alistig1 isletmeye/isine olan bakis agis1
da olumlu olacaktir.

Hizmet sektoriinde ¢alisanlar hem mdtisteriyi hem de isletmeyi mem-
nun etmek zorundadirlar (Hoschchild, 2003). Bu ytizden duygusal emek
sergileyerek is gereklerini yerine getirmektedirler. Ozellikle otelcilik
sektoriinde, hizmet siirecinde zorlayic1 etkilesimler fazlaca yer aldigin-
dan (Cugini, Caru ve Zerbini, 2007; Tsai, 2009) is ve aile yasaminda
catismalarin ortaya ¢ikmasi da kaginilmazdir.

Yapilan arastirmalarda, duygusal emegin icten gelmeyen duygulari
gostermeyi kapsayan yiizeysel davranis boyutunun is-aile ve aile-is
catismast ile ilgili oldugu goriilmektedir (Bilal, 2011; Cheung ve Tang,
2009; Karim, 2009; Montgomery, Panagopolou ve Benos, 2005; Mont-
gomery, Panagopolou, de Wildt, ve Meenks, 2006; Seery, Corrigall, ve
Harpel, 2008; Yanchus, Eby, Lance, ve Drollinger, 2010). Daha 6nce de
ifade edildigi {izere birey yiizeysel davranis ile hissetmedigi duygular:
sergilediginden, hem bireysel hem de orgiitsel anlamda olumsuz
sonuglar ortaya cikabilmektedir. Ornegin Yanchus vd. (2010)'nin
yaptiklar1 arastirmada, ytizeysel davranigin isteki olumsuz duygu du-
rumlarini destekleyerek is-aile catismasina yol actig1 ve bunun da yasam
tatminini olumsuz yonde etkiledigi sonucuna ulagilmistir. Ayrica,
ylizeysel davranisin etkilesim sikligi nedeniyle ortaya cikarak ailede
olumsuz duygular: arttirdigl; bunun da is tatminini azaltip tiikenmisglige
yol agtig1 yoniinde sonuglara ulasilmistir. Montgomery vd. (2005)nin
yaptiklar1 aragtirmada, doktorlarda iste sergiledikleri yiizeysel dav-
ranisin ig-aile catigmasini ytiikselttigi, hemsirelerde ise aile-is catismasin
tetikledigi yoniinde sonuglara ulagsmistir. Montgomery vd. (2006)'nin
yaptiklar1 arastirmada is-aile catismasi ve yiizeysel davranis arasinda
anlamh iligkiler tespit edilmis olup, duygusal emek ile titkenmislik
iliskisinde is-aile gatismasinin araci rol oynadigi yoniinde sonuglara
ulagilmigtir. Buna gore duygularin yiizeysel sergilenmesi yerine
hissedilmeye ¢alisilmasi, olumsuz sonuglar1 ortadan kaldirabilecektir.

Wharton ve Erickson (1995), hem iste hem de ailede yiiksek derecede
duygu yonetimine ihtiya¢ duyuldugu durumlarda, is-aile ¢atismasinin
yliksek olabilecegini ifade etmektedir. Buna gore otelcilik sektoriiniin
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kendine has ozelliklerinden dolay: yiiksek derecede duygu kontroliine
ihtiya¢ bulunmaktadir. Bu yiizden duygu kontroliiniin olumsuz
sonuglar dogurmasi da kagimilmazdir. Orgiitiin bekledigi duygularin
miisteriye yansitilmasi siirecinde bireyin s6z konusu duygular: hisset-
meyi denemesi ile sergilenen derin davranis, ¢alisanlarin 6zglinliigii,
becerisi, is tatmini ve performansi konusunda olumlu is sonuglarim
desteklemekte ve olumsuz duygularin ortaya ¢ikma olasiligini azaltmak-
tadir (Brotheridge ve Grandey, 2002; Brotheridge ve Lee, 2002; Grandey,
2000; Grandey, 2003; Grandey vd., 2005). Buna gore, is yerinde derin
davranis sergilemenin bireyde olumlu duygular olusturacag: (Judge vd.,
2009; Scott ve Barness 2011); evine olumlu duygularla donen calisanin
aile yasaminin gerekliliklerini yerine getirirken daha az ¢atisma yasaya-
bilecegi muhtemeldir. Azalan ¢atisma da is ortamina olumlu yansiyacak-
tir. Bu durum “tasma kurami” ile de agiklanabilir. Tagsma kuramina
gore, is ya da aile yasam alanlarindan birinde yasanan kotii gelismelerin
diger yasam alanlarinda da olumsuz yansimalar olusturacagi one
stiriilmektedir (Greenhaus ve Beutell, 1985:79). Tam tersi bir durum dik-
kate alinirsa, is ya da ev yasamindaki olumlu gelismelerin her iki alana
da olumlu yansimasi muhtemeldir. Ornegin Fredrickson ve Cohn (2008,
s.787), pozitif duygularin hastaliklar1 azalttigini, umut etme ve keyif
alma duygularini arttirarak bireylerde yasam tatmini sagladigini ifade
etmektedirler. Bu yiizden derin davranisin olumlu duygular olustur-
dugu kabul edildiginde, yasam tatmini saglamis ¢alisanlarda, is-aile ve
aile-is catismasinin daha az yasayanabilecegi one siiriilebilir. Buna gore
arastirmanin hipotezleri su sekilde gelistirilmistir:

e Hi Calisanlarin derin davramslarimin yagadiklar: is-aile catismasi

iizerinde negatif yonlii anlaml bir etkisi vardir.

e Ha Calisanlarin derin davramslarimin yagadiklar: aile-is catismasi

iizerinde negatif yonlii anlaml bir etkisi vardir.

Daha onceki arastirmalarda oOzellikle ytizeysel davranisin is-aile ve
aile-is catismasini tetikleyici nitelikte oldugunu ortaya koyan arastirma-
lar bulunmaktadir (Bilal, 2011; Cheung ve Tang, 2009; Karim, 2009;
Montgomery vd. 2005; Montgomery vd., 2006; Seery vd., 2008; Yanchus
vd., 2010). Bunun yaninda, yapilan arastirmalarda (Montgomery vd.
2006; Seery vd. 2008; Yanchus vd. 2010) derin davranigin is ve aile
catismasi tizerinde etkisinin oldugu tespit edilmemistir. Bu arastirmada
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derin davranigin is ve aile yasami catismasmi azaltici nitelikte
olabileceginin tizerinde durulmasi, konuyla ilgili literatiire katki saglay-
abilir.

Yontem

Arastirma, nicel bir arastirma olup, veriler anket formu araciligiyla top-
lanmistir. Arastirmada kullanilan anket; is-aile ve aile-is ¢atismasi ve
derin davranus: belirlemeye yonelik ifadeler ile anket uygulanan calisan-
larin demografik ve diger bireysel 6zelliklerini belirlemeye yonelik soru-
lardan olusmaktadir. Calisanlarin is ve aile yasami ¢atismalarini belir-
leyebilmek amaciyla Netemeyer vd. (1996) tarafindan gelistirilen, is-aile
ve aile-is catismasi olmak {izere iki boyutlu ve 5’er ifadeden olusan 10
soruluk is aile ¢atismasi dlgeginden yararlanilmistir. S6z konusu 6lgegin
Tiirkce'ye gecerlemesi Efeoglu (2006) tarafindan yapilmis olup farkl
calismalarda (Celik ve Turung, 2011; ézdevecioglu ve Cakmak-Doruk,
2009; Tayfur ve Arslan, 2013) kullanilmistir. Yapilan dogrulayict faktor
analizi sonucunda, 6l¢ek boyutlarmin dogrulandigr ve uyum indislerinin
kabul edilebilir simirda oldugu degerlendirilebilir (CMIN/DFA=3,49;
GFI=0,937; CFI=0,971; RMSEA=0,80). Is ve aile catismasi olgeginin giive-
nirlik katsayilar1 (Cronbachs Alpha) sirasiyla a=0,92 ve a=0,93 olarak
hesaplanmustir.

Calisanlarin derin davramniglarini 6l¢gmek icin, Kruml ve Geddes (2000)
ile Grandey (2003)'in olgeklerinden Diefendorff vd. (2005) tarafindan
uyarlanarak gelistirilen ve yiizeysel, derin ve dogal davranis boyutlarin
iceren duygusal emek Olgeginin, 4 ifadeden olusan derin davranis boyu-
tu esas alinmustir. Duygusal emek 6lgegi daha 6nce Basim ve Begenirbas
(2012) tarafindan Tiirkge'ye uyarlanmis ve 4 ifadeden olusan derin dav-
ranis boyutu dogrulanmistir. S6z konusu o6lgegin tek bir boyutunun
arastirmada kullanilmasi dolayisiyla, ayrica faktor analizi yapilmamasgtir.
Bu arastirmada derin davranisi 6lgmeye yonelik kullanilan ifadelere
yapilan giivenirlik analizi sonucunda 0=0,92 olarak hesaplanmistir. Elde
edilen veriler dogrultusunda gerceklestirilen normal dagilim testi, ver-
ilerin normal dagildigin1 ve analizde parametrik testlerden yararlanila-
bilecegini gostermistir.
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Aragstirmanin evrenini Belek’teki bes yildizli otellerin ¢alisanlar
olusturmaktadir. Zaman ve maliyet kisitindan dolayi, uygun/kazara
ornekleme yontemi ile secilen 12 adet bes yildizli otel isletmesinde
calisanlar i¢in 600 anket dagitilmis, 436 tanesi geri donmiistiir. Geri do-
nen anketlerden 44 tanesi degerlendirmeye alinmamuistir.

Aragtirmaya katilan ¢alisanlarin demografik ve diger bireysel 6zel-
likleri Tablo 1’de sunulmustur:

Tablo 1. Orneklemin demografik ozelliklerine iliskin bilgiler

Demografik ve Diger Bireysel Degiskenler f %
Cinsivet Kadin 128 32,7
insi
sye Erkek 264 67,3
20 yas ve alt1 82 20,9
21 - 25 yas 103 26,3
Yas Grub
as Lribu 26 - 30 yas 116 29,6
30 yasindan fazla 91 23,2
Bekar 255 65,1
Medeni D ’
edent Luram Evli 137 349
[Ikogretim 63 16,0
Egitim Durumu Ortadgretim (Lise) 188 48,0
Universite 141 36,0
Onbiiro 72 18,4
Yiyecek-icecek 120 30,6
ligilan D
Calisilan Departman Kat Hizmetleri 62 15,8
Diger 138 35,2
. 1-5 y1l 268 68,4
Isletmede Cal Siiresi
sletmede Galigma Siiresi 5 yildan fazla 124 31,6
1-5 y1l 193 49,2
Sektorde Cal Siiresi
ektbrde Galigma Stiresi 5 yildan fazla 199 50,8

Tablo 1’e gore, otel ¢alisanlarinin %32,7’si kadin, %67,3"1i erkektir.
Katiimailarin yas gruplaria gore dagilimi incelendiginde, en az 20 yas
ve alti galisanlardan (f:82, %?20,9) en fazla ise 26-30 yas arasindaki
calisanlardan (f:116, %29,6) olusmaktadir. Calisanlarin %65'1'i evli
%34,9"u bekardir. Calisanlarin nerdeyse yarisi (f: 188; %48) lise mezunu-
dur. Arastirmaya Kkatillanlarin departmanlarina gore dagilimlar:
incelendiginde yarisindan fazlasiin otelin ana departmanlarinda
calistif1 goze carpmaktadir (6nbiiro: %18,4, yiyecek-igecek:%30,6, kat
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hizmetleri %15,8 olmak {izere toplam: %64,8). Calisanlarin isletmelerinde
calisma siireleri incelendiginde %68,4'1i 5 yila kadar, %31,6"s1ise 5 yildan
uzun sliredir mevcut igletmesinde calismaktadir. Turizm sektoriinde
calisma siireleri ise birbirine yakindir. 1-5 yil aras1 %49,2, 5 yildan fazla
stiredir turizm sektoriinde ¢alisanlar ise %50,8’lik orana sahiptir.

Bulgular

Aragtirmanin bu béliimiinde, hipotez testlerinin sonuglarma yer ver-
ilmigtir. Oncelikle, arastirmadaki degiskenlerin ortalama ve standart
sapma degerleri ile birlikte derin davranis ile is-aile ve aile-is ¢atismasi
arasindaki iligkileri belirlemeye yonelik gerceklestirilen korelasyon ana-
lizi sonuglarina Tablo 2’de yer verilmistir:

Tablo 2: Derin Davranis ile Is-Aile ve Aile-Is Catismasi Iliskisine Yonelik Korela-
syon Matrisi

Ort. S.S. 1 2 3
1 Derin davranis 3,23 1,04 1 - -
2 Is-aile catismasi 2,82 1,05  -0,431%* 1 -
3 Aileis Catigmasi 2,19 0,93 -0,108* 0,088 1

"p<0,001  p<0,05

Tablo 2’ye gore, katilimcililarin derin davranis ortalamalar1 3,23 olup,
orta diizeyin iizerinde bir degere sahip oldugu soylenebilir. Calisanlarin
is-aile ¢atismasi ortalamalarinin (2,82) aile-is ¢catismasina gore (2,19) daha
yliksek oldugu goriilmektedir. Her iki deger de orta diizeyin altinda
oldugundan catismanin az-orta yasandig1 sdylenebilir.

Yapilan korelasyon analizine gore, derin davranis ile is-aile catismasi
ve aile-is catismasi arasinda anlaml: iligkiler tespit edilmistir (p<0,05).
Korelasyon analizi sonuglari, derin davranis ile is-aile catismasi arasinda
orta kuvvette negatif (-0,431); derin davrans ile aile-is catismasi arasinda
ise ¢ok dusiik kuvvette negatif (-0,108) iliskiler bulundugunu
gostermektedir. S6z konusu degiskenler arasindaki sebep-sonug iliskisini
belirlemek amaciyla gergeklestirilen basit dogrusal regresyon analizi
sonugclarma Tablo 3’te ve Tablo 4’te yer verilmistir.
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Tablo 3. Derin Davramsin Is-Aile Catismasi Uzerindeki Etkisine Yonelik Basit
Dogrusal Regresyon Analizi Sonuclari

Bagimli Bagimsiz . . .
Degisken Degisken b Sb) ¢ p R:  ANOVA
i§-Aile Sabit 4,231 0,157 26,998 0,000*** 0186 F=89,208

Catismasit  Derin Davramis -0,436 0,046 -9,445 0,000%**

"'p<0,001 bj: Katsayr S(bj): Standart Hata

Tablo 3’teki bulgulara gore, bagimli degisken (is-aile catismasr) ile
bagimsiz degisken (derin davranis) arasindaki iliskiye ait basit dogrusal
regresyon modeli asagida verilmistir:

Is-Aile Catismast = 4,231 - 0,436 DD

Buna gore, derin davranisin is-aile c¢atismasi tizerindeki etkisini
gosteren basit dogrusal regresyon modeli anlamhidir (F=89,208; p<0,001).
Tablo 3’teki belirtme katsayisindan (R?), ¢alisanlarin yasadiklar is-aile
catismasindaki degisimlerin %18,6’sinin (R?=0,186) derin davranisa bagh
oldugu anlasilmaktadir. Baska bir ifade ile, galisanlarin sergiledikleri
derin davranis, yasadiklar is-aile ¢atismasini %18,6 oraninda azaltmak-
tadir. Buna gore; “Hu: f§g5renlerin derin davramslarimn yasadiklar: is-aile
catigmast iizerinde negatif yonlii anlamly bir etkisi vardir.” hipotezi
desteklenmigtir.

Tablo 4. Derin Davramsin Aile-Is Catismast Uzerindeki Etkisine Yonelik Basit Dog-
rusal Regresyon Analizi Sonu¢lar

Bagiml Bagimsiz ) ) ) ANO-
Degisken Degisken bi S(b) ! P R VA
Aile-Is Sabit 2,504 0,154 16,228  0,000%** 0.012 F=4,637
Catismasi1 Derin Davranis -0,098 0,045 -2,153 0,032** ! p=0,032"

"'p<0,001 bj: Katsayr S(bj): Standart Hata
Tablo 4’te, derin davranisgin aile-is ¢atismasi tizerindeki etkisini belir-

lemeye yoOnelik gerceklestirilen basit dogrusal regresyon analizi
sonuclarma yer verilmistir. Buna gore bagimh degisken (aile-is
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catismasi) ile bagimsiz degisken (derin davramis) arasindaki iliskiye ait
basit dogrusal regresyon modeli asagida verilmistir:

Aile-Is Catismasi = 2,504 - 0,098 DD

Tablo 4’e gore, derin davranisin aile-is ¢atismasi tizerindeki etkisini
belirleyebilmek icin gergeklestirilen basit dogrusal regresyon modeli
anlamhdir (F=4,637; p<0,05). Tablo 4’teki belirtme katsayisindan (R?),
calisanlarin yasadiklar1 aile-is catismasindaki degisimlerin %1,2’sinin
(R?=0,012) derin davramsa bagh oldugu anlasilmaktadir. Baska bir ifade
ile, calisanlarin sergiledikleri derin davranis, yasadiklar1 aile-is
catismasmi %]1,2 oraninda azaltmaktadir. Buna gore; “Hz: fggb’renlerin
derin davramslarimin yasadiklar: aile-is catismast iizerinde negatif yonlii anlam-
I bir etkisi vardir.” hipotezi desteklenmistir.

Tartisma ve Sonug

Otelcilik sektorii, yiizytlize iletisimin en yogun oldugu sektorlerden biri
oldugundan, ¢alisan davraniglarinin isletmeler agisindan olumlu ya da
olumsuz sonuglar dogurabilecegi muhtemeldir. Otelcilik sektoriinde
calisanlar, fiziksel ve zihinsel emegin yaninda duygusal emegi de fazlaca
sergilemektedir. Bunun en biiyiik sebebi ise hizmet sirasinda miister-
ilerin bekledigi duygu gosterimlerinin ¢alisanlar tarafindan beklen-
mesidir. Is yasaminda sergilenen duygularin cesitliligi, bireyin aile
yasamina da olumsuz yansiyabilmektedir. Diger taraftan, otel calisan-
larmin yogun ve diizensiz ¢alisma saatleri (Tiitlincii ve Demir, 2003) de
aile yasamini olumsuz etkileyen faktorler arasindadir (Cakir, 2011). Otel
calisan1 da her insan gibi ailesinin kendisinden bekledigi rolleri yerine
getirmek durumundadir. Sektoriin yapisi geregi, otel ¢alisanindan hem
isinde hem de ailesinde beklenen roller yogun oldugundan, rol
karmasas1 ve/veya uyumsuzluk yasamasi olasiligi da kuvvetlidir. Bu
acidan, calisanin sergiledigi duygusal emegin is-aile veya aile-is
catismasini etkilemesi kag¢inilmazdir. Bu arastirmada tizerinde durulan
husus ise, literatiirde genellikle bireysel ve orgiitsel agidan olumlu
sonugclart olan derin davranigin, is-aile veya aile-is gatismasi azalta-
bilecegidir. Baska bir ifade ile, is yerinde sergilenen derin davranis sonu-
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cunda ortaya ¢itkan olumlu duygular, gerek is gerekse aile yasaminda rol
karmasasi kaynakli ortaya ¢ikan catismay1 azaltabilecektir.

Belek turizm bolgesinde 392 otel calisaninin goriislerine gore
gerceklestirilen bu arastirmada, c¢alisanlarin derin davranis sergileme
egilimlerinin ortalamanin {tizerinde; yasadiklar1 is-aile ve aile-is
catismasmin ise diisiik diizeyde oldugunu ifade etmek miimkiindiir.
Derin davranis ile is-aile ve aile-is ¢atismasi arasinda negatif yonlii an-
lamli iligkiler tespit edilmistir. S6z konusu iligkilerin kuvveti
incelendiginde; derin davranisin is-aile ¢atismasini orta diizeyde, aile-is
catismasmi ise c¢ok diisiik diizeyde azalttigi yoOniinde sonuglara
ulasilmistir. Ortaya ¢ikan bu sonug, konu ile ilgili literatiirde derin dav-
ranisin  olumlu sonuglar olusturduguna isaret eden arastirmalarla
(Brotheridge ve Grandey, 2002; Fisk ve Friesen, 2012; Judge vd., 2009;
Scott ve Barness 2011; Yang ve Chang, 2008) tutarlilik gostermektedir.

Otel ¢alisanlarinin miisterilerle etkilesim halinde sergileyecegi duygu-
lar1 hissederek yansitmasimnin is-aile ve aile-is catismasini azaltmas: 6rgii-
tler agisindan da oldukca 6nemidir. Bu durumda hem mdiisteri mem-
nuniyeti saglanacak hem de calisan sergiledigi duygusal emekten zarar
gormeyecektir. Ortaya ¢ikan bu sonug, otel yoneticilerinin ¢alisanlarinin
derin davraniglarini arttirict 6nlemler almasi gerekliligini de ortaya
cikarmaktadir. Konu ile ilgili literatiirde, derin davranigin belirleyicileri
arasinda orgiit ortaminin 6nemli bir belirleyici oldugu tizerinde du-
rulmustur (Grandey, 2000; Keles ve Tuna, 2016). Buna gore, calisanlara
saglanan adil is ortam1 (Keles ve Tuna, 2016) ve yoneticilerin galigsanlar
yonelik davraniglar1 (Carlson vd., 2012), onemli orgiitsel belirleyiciler
arasinda yer almaktadir. Isgoren devir hizimin yiiksek oldugu otelcilik
sektoriinde yoneticilerin yapmas: gereken, 6zetle, ¢alisanlarin derin dav-
ranis sergilemesini saglayacak olumlu is ortamini olusturmaktadir. Der-
in davranis sonucunda ortaya ¢ikan olumlu duygularla gliglenen yasam
tatmini, bireyin ise karsi yaklasimini da olumlu yonde etkileyecektir.
Boylelikle yasanan is-aile ve aile-is catismas1 azalarak, gatisma kaynakli
ortaya cikabilecek olumsuzluklar en aza indirebilir. Bu durum ise orgii-
tsel performansin artmasina olanak saglayacaktir.

Daha once de belirtildigi tizere, duygusal emek ve is-aile ¢atismasi
iliskisine odaklanan calismalarda yiizeysel davramsin tetikleyici oldugu
yoniinde sonuglar {izerinde durulmaktadir. Arastirmada, derin dav-
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ranisin, Ozellikle is-aile ¢atismasini azaltici etkisi oldugu yoniinde elde
edilen sonug, konu ile ilgili literatiire katk1 saglayabilecek nitelikledir. Bu
arastirmanin en biiyiik kisitlari, kullanlan derin davranis 6lgeginin genel
bir Ol¢ek iginden alinmasi ve derin davranisin olumlu duygular art-
tiracag1 yoniindeki varsayimidir. Bundan sonra yapilacak arastirmalar-
da, derin davranis ile is-aile ¢atismast iliskisinde duygularin aracilik rolii
incelenebilir.
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EXTENDED ABSTRACT

The Impact of Hotel Employees' Deep Acting on
Work-Family and Family-Work Conflict

Yasin Keles

Ondokuz Mayis University

Employees, who are considered as one of the important determinants of
customer satisfaction in tourism sector, are in direct interaction with the
customers. The positive emotions revealed in this interaction, affect the
satisfaction (Barger and Grandey, 2006) significantly by creating quality
perception (Pugh, 2001) in customers. Employees working in service
sector like tourism, should control their feelings (Anderson et al., 2002;
Lee, 2015) at the moment of communication with the customer and regu-
late their feelings in a way that will create satisfaction for the customer.
Reflecting emotions to the customer by arranging has turned into a form
of labor which has a commercial value as in physical and mental works
and has taken its place in the literature as the concept of emotional labor.
The reason behind the emergence of the concept of emotional labor is
arising from the fact that the employees' emotion displays are related to
certain rules by the company and the employees are concerned with the
emotions of a significant part of the labor (Ashforth and Humphrey,
1993).

When the researches about the results of emotional labor are exam-
ined, it can be seen that the most is related to job satisfaction and burn-
out. The notable point here on the other hand is that the positive results
of emotional labor usually originate from the deep acting dimension,
while the negative consequences are based on surface acting. In this con-
text, it is possible that the deep acting dimension of emotional labor may
have a reducing effect on the work-family and family-work conflict with
negative consequences for the individual and the organization.
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Employees in the service sector have to satisfy both the customer and
the enterprise (Hoschchild, 2003). So, they perform their job require-
ments by exhibiting emotional labor. It is inevitable that conflicts will
occur in work and family life, especially in the hotel sector, as the com-
pelling interactions in the service process take up (Cugini et al., 2007;
Tsai, 2009) too much .

In the process of reflecting the feelings to the customer, that the or-
ganization expects deep acting exhibited by the individual's attempt to
feel the feelings in question support positive business results regarding
the originality, skill, job satisfaction and performance of the employees
and they reduce the likelihood of emerging negative emotions (Brother-
idge and Grandey, 2002; Brotheridge and Lee, 2002). Grandey, 2000;
Grandey, 2003; Grandey et al., 2005). As a result, it is likely that deep
acting in the workplace will create positive emotions in the individual
(Judge et al., 2009; Scott and Barness 2011) and the employee who comes
home with negative feelings may experience less conflict while fulfilling
the requirements of family life. Accordingly, the hypothesis of the re-
search was developed as follows:

Hi: Employees' deep acting have a significant negative effect on their
work-family conflict.
H:z: Employees' deep acting have a significant negative impact on their
family-work conflict.

Method

The research is quantitative and the data were acquired through ques-
tionnaire form. The questionnaire used in the research consists of three
parts. In the first part in order to determine the work-family and family-
work conflicts of the employees the scale developed by Netemeyer et al.
(1996) and consisting of 10 questions were benefited. The second part
consists of 4 questions which constitute the deep acting dimension of the
emotional labor scale developed by Diefendorff et al. (2005). In the third
chapter, on the other hand the questions which were asked to determine
the demographic and other individual characteristics of the participants
are included. The universe of the research consists of the employees of
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five star hotels in Belek. Due to the time and cost constraint, 600 surveys
were distributed to 12 five-star hotels, which were selected by appropri-
ate / by chance sampling method, and 436 of them returned. 44 of the
returned questionnaires were not included in the evaluation.

Findings

According to the correlation analysis conducted to determine the rela-
tionship between deep acting and work-family and family-work conflict,
significant relationships were found between deep acting and work-
family conflict and family-work conflict (p <0.05). Correlation analysis
results show that there is a moderate-strong negative relationship be-
tween deep acting and work-family conflict (-0,431), and a very low-
negative negative relationship between deep acting and family-work
conflict (-0,108). Simple linear regression analysis was conducted in or-
der to determine the effect of deep acting on work-family conflict and
family-work conflict. According to this, it is seen that simple linear re-
gression model of the effect of deep acting on work-family conflict is
found to be significant (F = 89,208; p <0,001). It is understood from the
specification coefficient (R2) that the 18.6% of the changes in the work-
family conflict experienced by the workers was linked to the deep acting
of R2 (0,186). In other words, the deep acting of the employees reduces
their work-family conflict by 18.6%. According to this; the hypothesis:
H1: "Workers have a significant negative effect on the work-family con-
flict they experience" was supported. In the same way it is seen that the
simple linear regression model performed on the effect of deep acting on
family-work conflict was found to be significant (F = 4,637; p <0,05). It is
understood from specification coefficient (R2) that 1.2% of the changes in
the family-work conflict (R2 = 0,012) are due to deep acting. In other
words, the deep acting of employees reduces their family-work conflict
by 1.2%. According to this; the hypothesis: H2: “"Employees’ deep acting
have a significant negative effect on family-work conflict." was support-
ed.

Discussion and Conclusion
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In this study conducted according to the opinions of 392 hotel employees
in Belek tourism region, it is possible to say that employees' tendency to
display deep acting is above average, and their work-family and family-
work conflict is low. When the relationships between deep acting and
work-family and family-work conflict were examined, significant nega-
tive relationships were determined. When the direction of the relation-
ship in question is examined, it is concluded that the deep acting de-
creases the work-family conflict at a moderate level and the family-work
conflict is very low. This result is consistent with the studies in the litera-
ture (Brotheridge and Grandey, 2002; Fisk and Friesen, 2012; Judge et al.,
2009; Scott and Barness 2011; Yang and Chang, 2008) on the subject that
deep acting has positive results.

It is also very important for the organizations to reduce the work-
family and family-work conflict by reflecting the feelings that the em-
ployees of the hotel will interact with the customers. In this case, both
customer satisfaction will not harm and the employee will not suffer
from the emotional labor he / she exhibits. This result also raises the need
for hotel managers to take measures to increase the deep acting of their
employees. In the related literature, it has been emphasized that the or-
ganization environment is important among the determinants of deep
acting (Grandey, 2000; Keles and Tuna, 2016). According to this, fair
work environment offered to employees (Keles and Tuna, 2016) and
managers' behavior towards employees (Carlson et al., 2012) can give
direction to deep acting. What managers should do in the hospitality
sector where employee turnover rate is high is to create a positive work
environment that will enable employees to display deep acting. Life sat-
isfaction, which is strengthened by positive emotions as a result of deep
acting, will positively affect the individual's approach to work too. Thus,
the negativity that may arise as a result of the work-family and family-
work conflict can be minimized. This will allow organizational perfor-
mance to increase.

592 ¢ OPUS © Uluslararasi Toplum Arastirmalar Dergisi



Otel Calisanlarmm Derin Davramslarmn Yasadiklar: Is-Aile ve Aile-Is Catismas1 Uzerindeki
Etkisi

Kaynakca/References

Allen, T. D., Herst, D. E., Bruck, C. S., ve Sutton, M. (2000). Consequences
associated with work-to-family conflict: A review and agenda for
future research. Journal of Occupational Health Psychology, 5(2),
278-308.

Anderson, B., Provis, C., ve Chappel, S. (2002). The recognition and man-
agement of emotional labour in the tourism industry. (Arastirma
raporu). CRC For Sustainable Tourism.http://www.crctourism.-
com.au/wms/upload/resources/bookshop/EmotionalLabour_v5.p
df sayfasindan erisilmistir.

Ashforth, B., & Humphrey, R. (1993). Emotional labor in service roles:
The influence of identity. Academy of Management Review,
18(1)88-115.

Barger, P.B., Grandey, A.A., 2006. Service with a smile and encounter
satisfaction: Emotional contagion and appraisal mechanisms.
Academy of Management Journal, 49(6), 1229-1238.

Basim, H.N. ve Begenirbas, M. (2012). Calisma yasaminda duygusal

emek: Bir 6lgek uyarlama calismasi. Celal Bayar Universitesi Ik-
tisadi ve Idari Bilimler Fakiiltesi Yonetim ve Ekonomi Dergisi, 19(1),
77-90.

Bilal, K. (2011). Emotive toil and hospitality management at the work-
place: A case of airline industry in Pakistan. International Journal
of Business and Social Science, 2(9), 185-191.

Brotheridge, C.M. ve Grandey, A.A. (2002). Emotional labor and burn-
out: Comparing two perspectives of “people work”. Journal of
Vocational Behavior, 60(1), 17-39.

Brotheridge, C.M. ve Lee, R.T. (2002). Testing a conservation of resources

model of the dynamics of emotional labor. Journal of Occupa-
tional Health Psychology, 7(1), 57-67.

Carlson, D., Ferguson, M., Hunter, E., ve Whitten, D. (2012). Abusive
supervision and work—family conflict: The path through emo-
tional labor and burnout. The Leadership Quarterly 23(5), 849-859.

OPUS © Uluslararasi Toplum Arastirmalari Dergisi ¢ 593



Yasin Keles

Carlson, D., Kacmar, K.M., Zivnuska, S., Ferguson, M. ve Whitten, D.
(2011). Work-family enrichment and job performance: A con-
structive replication of affective events theory. Journal of Occupa-
tional Health Psychology, 16, 297-312.

Carlson, D.S., Kacmar, K. M., ve Williams, L. ]J. (2000). Construction and
initial validation of a multidimensional measure of work—family
conflict. Journal of Vocational Behavior, 56, 249-276.

Chen, Z., Sun, H., Lam, W., Hu, Q., Huo, Y. ve Zhong, J.A. (2012). Chi-
nese hotel employees in the smiling masks: Roles of job satisfac-
tion, burnout, and supervisory support in relationships between
emotional labor and performance. The International Journal of Hu-
man Resource Management, 23(4), 826-845.

Cheung, F.Y.L. ve Tang, C.S.K. (2009). Quality of work life as a mediator
between emotional labor and work family interference. Journal of
Bussiness and Psychology, 24(3), 245-255.

Chu, K.H.L. ve Murrmann, S.K. (2006). Development and validation of
the hospitality emotional labor scale. Tourism Management,
27(6), 1181-1191.

Chu, K.H., Baker, M.A. ve Murrmann, S.K. (2012). When we are onstage,

we smile: The effects of emotional labor on employee work out-
comes. International Journal of Hospitality Management, 31(3), 906-
915.

Cote, S. (2005). A social interaction model of the effects of emotion regu-
lation on work strain. The Academy of Management Review, 30(3),
509-530.

Cugini, A., Caru, A. ve Zerbini, F. (2007). The cost of customer satisfac-
tion: A frame work for strategic cost management in service in-
dustries. European Accounting Review, 16(3), 499-530.

Cakir, M. (2011). Turizm sektoriinde is-aile catismasi: Ankara’daki 4 ve 5
yildizly otel isletmelerinde bir arastirma. Yayinlanmamis Yiiksek
Lisans Tezi. Gazi Universitesi Egitim Bilimleri Enstitiisii: Ankara.

Celik, M. ve Turung, O. (2011). Duygusal emek ve psikolojik sikinti: Is-
aile catismasinin aracilik etkisi. Istanbul Universitesi Isletme
Fakiiltesi Dergisi, 40(2), 226-250.

594 « OPUS © Uluslararasi Toplum Arastirmalar Dergisi



Otel Calisanlarmm Derin Davramslarmn Yasadiklar: Is-Aile ve Aile-Is Catismas1 Uzerindeki
Etkisi

Diefendorff, ].M, Croyle, M.H. ve Gosserand, R.H. (2005). The dimen-
sionality and antecedents of emotional labor strategies. Journal of
Organizational Behavior, 66, 339-357.

Diefendorff, ].M. ve Gosserand, R.H. (2003). Understanding the emotion-
al labor process: A control theory perspective. Journal of Organiza-
tional Behavior, 24, 945-959.

Duxbury, L, Higgins, C. ve Lee, C. (1994). Work-family conflict: A com-
parison by gender, family type, and perceived control. Journal of
Family Issues. 15(3), 449- 466.

Dyer, S., McDowell, L. ve Batniatzky, A. (2010). The impact of migration
on thegendering of service work: The case of a West London ho-
tel gender. Gender, Work and Organization, 17(6), 635-657.

Efeoglu, L.E. (2006). Is-aile yasam ¢atigmasinin is stresi, is doyumu ve orgiitsel
baghlik iizerindeki etkileri: Ilag sektoriinde bir aragtirma. Yayimn-
lanmamis Doktora Tezi. Cukurova Universitesi Sosyal Bilimler
Enstitiisii, Adana.

Fisk, G.M., ve Friesen, ].P. (2012). Perceptions of leader emotion regula-
tion and LMX as predictors of followers' job satisfaction and or-
ganizational citizenship behaviors. The Leadership Quarterly, 23, 1-
12.

Fredrickson, B.L., ve Cohn, M.A. (2008). Positive emotions. Michael Lew-
is, Jeannette M. Haviland-Jones, & Lisa F. Barrett (Ed.),
icinde Handbook of emotions (3rd) (ss.777-796). New York: Guil-
ford.

Frone, M., Russell, M. ve Cooper, M. (1992). Antecedents and outcomes

of work-family conflict: Testing a model of the work-family inter-
tace. Journal of Applied Psychology, 77, 65-78.

Grandey, A. (2003). When “the show must go on”: Surface acting and
deep acting as determinants of emotional exhaustion and peer-
rated service delivery. Academy of Management Journal, 46, 86-
96.

Grandey, A. (2000). Emotion regulation in the workplace: A new way to
conceptualize emotional labor. Journal of Occupational Health
Psychology, 5(1), 95-110.

OPUS © Uluslararasi Toplum Arastirmalari Dergisi ¢ 595



Yasin Keles

Grandey, A.A. Fisk, G.M. ve Steiner, D.D. (2005). Must “service with a
smile” be stressful? The moderating role of personal control for
American and French employees. Journal of Applied Psychology,
90(5), 893-904.

Greenhaus, ].H., ve Beutell, N. ]J. (1985). Sources of conflict between work
and family roles, Academy of Management Review, 10(1), 76-88.

Greenhaus, J.H. ve Powell, G. (2006). When work and family are allies: A
theory of work-family enrichment. Academy of Management Re-
view, 31, 72-92.

Greenhaus, ].H., Collins, K.M. ve Shaw, J.D. (2003). The relation between
work-family balance and quality of life. Journal of Vocational Be-
havior, 63(3), 510-531.

Hochschild, A.R. (1983). The managed heart: Commercialization of hu-
man feeling. Berkeley: University of California.

Judge, T. A. ve Colquitt, J. A. (2004). Organizational justice and stress:
The mediating role of work—family conflict. The Journal of Applied
Psychology, 89, 395-404.

Johns, G. (2011). Attendance dynamics at work: The antecedents and
correlates of presenteeism, absenteeism, and productivity loss.
Journal of Occupational Health Psychology, 16, 483-500.

Johnson, H.A.M. (2004). The story behind service with a smile: The effects of
emotional labor on job satisfaction, emotional exhaustion, and affective
well-being. Master dissertation, University of South Florida, Col-
lege of Arts and Sciences, Florida.

Judge, T.A., Woolf, E.F. ve Hurst, C. (2009). Is emotional labor more dif-
ficult for some than for others? A multilevel, experience-
sampling study. Personnel Psychology, 62, 57-88.

Karim, J. (2009). Emotional labor and psychological distress: Testing the
mediatory role of work-family conflict. European Journal of Social
Sciences, 11(4), 584-598.

596 ¢ OPUS © Uluslararasi Toplum Arastirmalar Dergisi



Otel Calisanlarmm Derin Davramslarmn Yasadiklar: Is-Aile ve Aile-Is Catismas1 Uzerindeki
Etkisi

Keles, Y. ve Tuna, M. (2016). Orgiitsel adaletin duygusal emek iizerin-
deki etkisi: Antalya’daki bes yildizli otel isletmelerinde bir
arastirma. Isletme Arastirmalar: Dergisi, 8(2), 376-376.

Kruml, S.M. ve Geddes, D. (2000). Exploring the dimensions of emotion-
al labor: The heart of Hochschild’s work. Management Commu-
nication Quarterly, 14, 8-49.

Lam, W. ve Chen, Z. (2012). When I put on my service mask: Determi-
nants and outcomes of emotional labor among hotel service pro-
viders according to affective event theory. International Journal of
Hospitality Management, 31, 3-11.

Lee, G. (2015). Korean emotional laborers’ job stressors and relievers:
Focus on work conditions and emotional labor properties. Safety
and Health at Work, 6, 338-344.

Lingard, H. ve Francis, V. (2006). Does a supportive work environment
moderate the relationship between work-family conflict and
burnout among construction professionals? Construction Man-
agement and Economics, 24, 185-196.

Mauno, S., Ruokolainen, M. Bloom, ].D. ve Kinnunen, U. (2017). Does
recovery buffer against emotional labor in terms of motivational
outcomes at work? Analyzing age differences among Finnish
health care professionals. Applied Nursing Research, 36, 88-94.

Montgomery, A.J., Panagopolou, E. ve Benos, A. (2005). Emotional labor
at work and home among Greek health professionals. Journal of
Health Management, 19, 395-408

Montgomery, A.]., Panagopolou, E., Wildt, M. ve Meenks, E. (2006).
Work-family interference, emotional labor and burnout. Journal of
Managerial Psychology, 21(1), 36-51.

Morris, J.A. ve Feldman D.C. (1996). The dimensions, antecedents, and
consequences of emotional labor. Academy of Management Re-
view, 21, 986-1010.

Murray, J.M. (2015). Nightlife girls: Envy, theatre, and encounters with
men and women. Gender, Work and Organization, 22(3), 198-210.

Netemeyer, R.G., Boles, ].S. ve McMurrian, R. (1996). Development and
validation of work-family conflict and family-work conflict
scales. Journal of Applied Psychology, 81(4), 400-410.

OPUS © Uluslararasi Toplum Arastirmalari Dergisi ¢ 597



Yasin Keles

Ozdevecioglu, M. ve Cakmak-Doruk, N. (2009). Organizasyonlarda ig-
aile aile-is gatigsmalarmin ¢alisanlarin is ve yasam tatminleri
tizerindeki etkisi. Erciyes Universitesi Iktisadi ve Idari Bilimler
Fakiiltesi Dergisi, 33, 69-99.

Parasuraman, S. ve Simmers, C.A. (2001) Type of employment, work-
family conflict and well-being: A Comparative Study. Journal of
Organizational Behavior, 22(5), 551-568.

Pugh, S.D. (2001). Service with a smile: Emotional contagion in the ser-
vice encounter. Academy of Management Journal, 44(5), 1018-1027.

Pugliesi, K. (1999). The consequences of emotional labor: effects on work
stress, job satisfaction, and well-being. Motivation and Emotion,
23(2), 125-154.

Rupp, D.E., McCance, A.S., Spencer, S. ve Sonntag, K. (2008). Customer
(in) justice and emotional labour: The role of perspective taking,
anger, and emotional regulation. Journal of Management, 34(5),
903-924.

Scott, B.A., ve Barnes, C.M. (2011). A multilevel field investigation of
emotional labor, affect, work withdrawal, and gender. Academy of
Management Journal, 54(1), 116-136.

Seery, B. L., Corrigall, E. A. ve Harpel, T. (2008). Job-related emotional
labor and its relationship to work—family conflict and facilitation.
Journal of Family and Economic Issues, 29, 461-477.

Seymour, D. (2000). Emotional labour: A comparison between fast food
and traditional service work. Hospitality Management 19, 159-171.

Steinberg, R.J., ve Figart, D.M. (1999). Emotional labour since the man-
aged heart. The Annals of The American Academy of Political
and Social Science, 561, 8-26.

Tsai, C.-W. (2009). The important effect of employee’s emotion manage-
ment ability on his/her service behavior in the international tour-
ist hotel. The Service Industries Journal, 29(10), 1437-1449.

Tewksbury, R. ve Higgins, G.E. (2006). Examining the effect of emotional
dissonance on work stress and satisfaction with supervisors
among correctional staff. Criminal Justice Policy Review, 17(3), 290-
301.

598 ¢ OPUS © Uluslararasi Toplum Arastirmalar Dergisi



Otel Calisanlarmm Derin Davramslarmn Yasadiklar: Is-Aile ve Aile-Is Catismas1 Uzerindeki
Etkisi

Turung, O. ve Celik, M. (2010). Algilanan orgiitsel destegin calisanlarin
is-aile, aile-is catismasi, Orgiitsel 6zdeslesme ve isten ayrilma ni-
yetine etkisi: Savunma sektoriinde bir arastirma. Atatiirk Univer-
sitesi Sosyal Bilimler Enstitiisii Dergisi, 14(1), 209-232

Tiitiineli, O. ve Demir, M. (2003). Konaklama isletmelerinde insan
kaynaklar1 kapsaminda isgiicii devir hizinin analizi ve Mugla
bolgesi drnegi. Dokuz Eyliil Universitesi Sosyal Bilimler Enstitiisii
Dergisi, 5(2), 146-169.

Voydanoff, P. (2005). Work demands and work-to-family and family-to-
work conflict: Direct and indirect relationships. Journal of Family
Issues, 26(6), 707-726.

Wang, M., Liu, Songqi, Zhan, Y. ve Shi, J. (2010). Daily work-family con-
flict and alcohol use: Testing the cross-level moderation effects of
peer drinking norms and social support. The Journal of Applied
Psychology, 95, 377-386.

Wharton, A.S. ve Erickson, R.J. (1995). The consequences of caring: ex-
ploring the links between women’s job and family emotion work.
Sociological Quarterly, 36, 273-296

Yanchus, N.J., Eby, L.T., Lance, C.E. ve Drollinger, S. (2010). The impact
of emotional labor on work-family outcomes. Journal of Vocational
Behavior, 76, 105-117.

Yang, F. ve Chang, C. (2008). Emotional labour, job satisfaction and or-
ganizational commitment amongst clinical nurses: A question-
naire survey. International Journal of Nursing Studies, 45, 879-887.

Kaynakga Bilgisi / Citation Information

Keles, Y. (2018). Otel galisanlarinin derin davraniglarinin yasadiklar: is-
aile ve aile-is catismasi tizerindeki etkisi. OPUS-Uluslararas: Toplum
Arastirmalar: Dergisi, 9(16), 575-599. DOI: 10.26466/opus.483320

OPUS © Uluslararasi Toplum Arastirmalari Dergisi ¢ 599




