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Ozet

Bu galismanin amaci, otel isletmelerinde galisanlarin duygusal emek dizeylerini ve
duygusal emek boyutlarini belirlemek ve duygusal emegin c¢alisanlarin tutumlari
Uzerinde etkilerini arastirmaktir. Bu arastirma, Mugla ilinin ilgelerinde (Bodrum, Datga
ve Marmaris) faaliyet gosteren 5 yildizli, 5 otel isletmesinde calisan, 174 otel
calisandan toplanan veriler ile gergeklestirilmistir. Turizm isletmeleri duygusal emek
Olgegiyle (Chu ve Murrmann, 2006), toplanan verilere yapilan faktor analizi
sonucunda, duygusal emegi olusturan boyutlar; (1) derin davranis ve (2) yizeysel
davranis olarak bulunmustur. Dogrulayici faktér analizi, derin davranis ve ylzeysel
davranis olarak isimlendirilen iki faktorli yapiyr desteklemektedir. Ayrica, bu
calismada, duygusal emek boyutlarinin is tatmini ve iste kalma niyeti Uzerine etkileri
incelenmistir. Otel isletmelerinde derin davranis sergileyen calisanlarin is tatmini ve
iste kalma niyetleri artarken, ylzeysel davranis sergileyen calisanlarin is tatminin
azaldigi gorilmektedir. Bulgular, hizmet sektérinde c¢alisan yodneticiler igin;
calisanlarin ise almi, ise uyumu, is tatminlerinin ve iste kalma niyetlerinin
arttirilabilmesi acisindan énemlidir.
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Abstract

The purpose of this study is to determine the levels and dimensions of employees’
emotional labor and to investigate the effects of emotional labor on employees’
attitudes in five star hotels. The data were collected from 174 employees working at 5
hotels in Bodrum, Datga and Marmaris. The hospitality emotional labor scale (Chu ve
Murrmann, 2006) was used in the data collection, and the factor analysis of the data
reveals that emotional labor consists deep acting and surface acting dimensions. The
confirmatory factor analysis confirmed the structure of two-factor solution. Further, the
effects of emotional labor dimensions on employee job satisfaction and intention to
stay were examined. The employee job satisfaction and intention to stay were
increased for employees who engaged in deep acting; however, job satisfaction of
employees were decreased for employees who engaged in surface acting. Findings
are very important for the managers in terms of employee recruitment and orientation,
and increasing job satisfaction and intention to stay of employees.
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