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Ozet

Musteri odakhlik kavraminin merkeze vyerlestigi hizmet sektdrinde calisanlar sadece
entelektlel ve fiziksel 6zellikleriyle degil, duygulariyla da ciddi bir emek sergilemektedirler.
Entelektiiel, fiziksel ve duygusal emegin bir arada yonetiimesi gereken en énemli sektdrlerin
basinda turizm sektérli gelmektedir. Turizm sektdrinin 6ncu aktorleri olarak adlandirilan
profesyonel turist rehberleri, meslekleri geregi farkh kdltiirlerden kisilerle karsilagsmaktadirlar
ve bu durumda duygusal odakl harcanan emek ile is ¢iktilari ve mesleki niyetlerin olusumu
baglaminda énemli hale gelmektedir. Bu g¢alismanin amaci profesyonel turist rehberlerinin
turlarda harcadiklari duygusal emek boyutlarini saptamak ve isten ayriima niyetleriyle
iliskisini ortaya koymaktir. Bu amaca ulasmak igin, bir soru formu olusturularak Mugla
Bdlgesinde calisan 120 turist rehberi Uzerinde uygulanmistir. Bulgular, turist rehberlerinin
turlarda oldukga yuksek duygusal emek sarf ettiklerini ortaya koyarken, “derinden rol yapma”
ve “bastirma” boyutlarinin isten ayrilma niyeti ile anlamh bir iligskisinin oldugunu ortaya
cikarmigtir. Ayrica Anova Analizi sonuglarina goére tecribe degiskeni ile derinden rol yapma
boyutu arasinda istatistiksel olarak anlamli bir farklilik ve turistlerle haftalik etkilesim siresi
ile bastirma boyutu arasinda istatistiksel olarak anlamli farkhlik oldugu ortaya ¢ikmistir.

Anahtar Kelimeler: Duygusal emek, isten ayrilma niyeti, turizm sektoru, profesyonel turist
rehberleri, lojistik regresyon analizi.

Abstract

In the service sector in which the concept of customer-oriented concept settles in the center
of the business’ applications, employees don’t supply only intellectual and physical effort,
but also emotional efforts seriously. Tourism sector is one of the most important sectors in
which intellectual, physical and emotional labors should be managed all together. Referred
to be the leading actors in the tourism sector the professional tourist guides, face with
people from different cultures in their jobs. In this case, efforts based emotions are an
important factor in the context of formation of the job outcomes and intentions. The aim of
this study is to determine the emotional labor of professional tourist guides on the tours and
to put forth the presence of relationship between the variables. To get this aim, a
guestionnaire was created and applied on 120 tourist guides who work in Mugla region.
Results, has shown that tourist guides supply really high emotional labor and there is a
significant relationship between the intention to leave job and “deep acting” and
“suppression” dimensions. Furthermore, according to the Anova Analyses it was determined
that there is a statistically differences between the job experience and the deep acting
dimension, and there is a statistically differences between the interaction time with tourists
and suppression dimensions.
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logistics regression analyses.
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