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ABSTRACT: 

The hospitality sector of the leisure industry is founded on people, and front-line employees are crucial to 

offering excellent services to visitors that might lead to their satisfaction. There is a moment of truth in 

every interaction. Therefore, it is about how the service isdelivered. Because they are also people, 

employees sometimes need to put on an act when providing services because they go through a wide 

variety of emotions. Themotive of pursuing this study is to check out 1. the organisational factors that 

affect employees' job satisfaction and also 2. how willing they are to put forth their best effort. We have 

examined three goals have been examined: emotional labour, job satisfaction for employees and customer 

satisfaction.Therefore, in this article has the objective to understand emotional quotient with special 

reference to hotel employees and hotel guest’s satisfaction in star rated hotels in Mumbai. The 

correlational analysis, Z-tests, ANOVA conclude that in the star rated hotels exists between surface acting 

& the desire to change employment and emotional weariness. This study finds a strong relationship 

between emotional labour (SA, DA) and both the emotional satisfaction of clients and the quality of 

services in addition to the hotels that may have better training to their employees and enhance their 

communication abilities, which ultimately boost client happiness and service quality as well as guest 

satisfaction. 
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INTRODUCTION: 

The workers in the hospitality sector are emotional laborers because they have to show the right emotions 

to their customers in order to provide great service. Professionals that possess emotional intelligence (EI) 

are better able to manage their emotions and communicate the appropriate emotions, which should help 

them deliver excellent service. The degree to which EI and work performance in the hotel business are 

correlated, on the other hand, varied significantly between research studies. 

RECENT REVIEW OF LITERATURE: 

Grobelna A (2020) claims that the study develops and assesses a research model that explores how 

workload and supervisor support affect emotional exhaustion and analyses its implications for significant 

employee and employment-related outcomes like affective organisational commitment, intention to leave, 

and quality-of-service performance. A survey instrument was used to collect information from 162 hotel 

employees in Poland. The study's findings indicated that emotional exhaustion, which has a major impact 

on hotel employees' desire to resign and diminishes service quality, is strongly influenced by workload 

and supervisor support. Trainings and courses in emotional management that keep hotel staff members 

concentrated on providing top-notch service while preventing emotional fatigue are practical 

implementations of this research. 

According to Lee YH et al. (2019), previous research has utilized a variety of external variables and 

features as well as moderator variables like emotional intelligence in order to better understand emotional 

labour and its issues. A comprehensive model that examines how these variables interact and impact 

emotional labour as a whole has not yet been developed. A structural equation model was used to 

examine the relationship between employees' emotional labour displays and customers' perceptions of 
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their experiences. The study looked at how the perception of customer feedback affects work satisfaction 

and intentions to leave in order to understand how emotional tiredness affects both. In order to completely 

comprehend the effects of emotion on emotional work at service encounter points, this study constructed 

and evaluated a model of emotional labour employing four components of emotional intelligence as 

moderating factors. 579 emotional workers operating in service industries across the country generated a 

total of 577 reliable survey results. When employees recognize customers' reactions, both positive and 

negative, emotional intelligence, according to research, has a moderating effect on employees' deep acting 

and surface acting, which affects employees' emotional exhaustion and job satisfaction as well as their 

intention to leave their current position. Even though people who are more conscious of their own 

emotions are more likely to recover from emotional exhaustion, they suffer more when their feelings and 

what they ought to do are out of sync. 

The study, according to Liu X (2017), was conducted using a questionnaire survey and focused on the 

frontline staff of four hotels owned by a single hotel firm. It looked into the connections between the 

emotional labour tactics of front-line hotel personnel and the influences on them. (precursors and effects). 

According to the study, deep acting is more frequent than surface acting among hotel front-line personnel. 

While internal regulation and deep acting have a marginally positive relationship, surface acting has a 

significant age and educational gap. Additionally, there is a large gender difference in deep acting. A high 

correlation exists between surface acting and the desire to change employment and emotional weariness. 

Additionally, many of the front-line hotel workers have expressed discontent with their jobs and a wish to 

leave. 

Igbojekwe, Polycarp A. (2017) states that the main objective of the study was to determine how much 

management and service staff in Nigerian hotel businesses recognize emotional labour as a critical 

component of the delivery of high-quality services and customer satisfaction. In addition, we investigated 

the relationships between emotional labour (surface acting (SA), deep acting (DA), etc.) and service 

quality, customer emotional enjoyment, and these three variables. The information was gathered via 

interviews and standard questionnaires with a Likert scale. Managers, customer service experts, and hotel 

guests made up the focus groups. The data was analyzed using the SPSS 17.0 programme. The 

significance of the hypotheses was assessed using the analysis of variance (ANOVA), regression, and 

correlation methods, the Z-test, and the t-test. The data demonstrate a strong relationship between 

emotional labour (SA, DA) and both the emotional satisfaction of clients and the quality of services. The 

previously described elements favor DA while being antagonistic to SA. At 1 to 3-star hotels, it was 

discovered that customer satisfaction and service quality were low and disappointing. Employees at all 

levels of the hotel industry approach and view emotional labour in different ways. It was found that 

emotional labour is not treated with the attention it deserves as a crucial component of delivering high-

quality services since service workers are unaware of the concept. Our findings indicate that the quality of 

the service and the customer's pleasure are significantly influenced by the performance of emotional 

labour. Most hotel employees and management at the selected hotels are still ignorant of the realities of 

emotional labour. The implication is that the emotional needs of frontline staff members and their 

contributions to long-term sustainability and financial success are underappreciated. The aforementioned 

conclusions have significant human resource implications for Mumbai’s hotel industry. The emotional 

content and context of hotel human resources operations should be reviewed and planned in order to 

accurately reflect the crucial role that emotional labour plays throughout service encounters. 

Emotions-ConceptualAspects: 

Emotions have long piqued the curiosity of psychologists and sociologists, and as a result, their 

classifications typically refer to their constituent parts rather than the actual process. (Harinic, C., 2013). 

While psychologists assess emotions in terms of physiological changes, sociologists and social 

psychologists view emotions as the product of social forces and consider them a dependent variable 

(Cannon & Bard, 1927; Thoits, 1989; Hochschild, 1979). According to Barrett (2012), recent 

psychological studies have acknowledged the social and biological aspects of emotion. Despite having a 

big impact on the workplace, emotions have received little attention from organisational theorists and 
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psychologists. (Martin, Knopoff, & Beckman; 1998).Despite the fact that many studies have been done 

on emotions, there is still no agreed-upon definition or method of measurement (Cohen and Areni, 1991; 

Peterson and Wayne, 1986; Richins and Marsha, 1997; Wong, 2004; Edwardson, 1998). Researchers in 

marketing and management have had a contentious discussion on how to describe emotions because there 

is no acknowledged definition of them. Therefore, it has been argued that rather than addressing emotions 

in terms of their fundamental nature, management and marketing contexts should instead focus on their 

descriptive features (Plutchik, 1994). Clore et al. (1987) provided one such definition, arguing that 

emotions are valence emotional reactions to perceptions of the world.The type and number of dimensions 

of any construct of emotions are unknown, despite the fact that there have been many studies on various 

taxonomies and dimensions of emotions. However, four dimensions have been found by numerous 

researchers. 

1. Activation 2. Valence 3. Potency 4. Intensity 

 

 

EmotionalLabor: 

In book “The Managed Heart”:The Commercialization of Human Feeling, American sociologist Arlie 

Hochschild (1983)first proposed that emotions have a hidden function in successfully completing duties 

at the job.The dramatic perspective of symbolic interactionist Erving Goffman had an impact on his/her 

work. According to the dramaturgy perspective, the workplace should be viewed as a stage, with the 

employees serving as performers and the consumers as the audience. Work that is performed emotionally 

is referred to as "emotional labour." The parameters are as follows: 

1. Emotional Labor- Organizational 

outcomes 

2. Emotional Labor- Hochschild’s 

Contribution 

3. The Managed Heart: Research Field 

Contribution 

4. The Managed Heart: Hochschild's efforts 

5. The nature of Managed Heart's operations 

6. The role of the managed heart 

7. Consequences of emotional labour 

8. Managed heart: Issues explored by 

sociologists and researchers 

9. Emotional Labour: The Dimensions and 

Construct 

 

 

SituationalFactors: 

The following are the main types of antecedents to emotional labour that have been identified by 

numerous studies: 

1.  Expectations for customer interactions: These cover the variety of emotional expressions required to 

successfully carry out job duties as well as how to conduct oneself in accordance with organisational 

rules. They also cover the quantity and quality of interactions with customers. 

2. Emotional events: This relates to the amount of emotional work that an employee must put in because 

if an event causes emotional reactions that are at odds with the feelings that the organisation has 

prescribed, the employee will need to exert additional effort in order to operate successfully. 

 

The parameters are in the following: 

1. Innovative Conduct 2. Workplace Family Conflict 3. Customer Service 

Practices 

 

Emotional Intelligence: 

Emotional intelligence is the ability to recognize and understand emotional information as well as to 

create and control emotions that support both emotional and intellectual development. (1990; Salovey and 

Mayer). According to definitions, the ability to understand, regulate, and manage one's emotions is 

referred to as emotional intelligence (Law et al., 2004). 
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Cha et al. (2009), Cichy et al. (2007), Kim and Agrusa (2011), Steve Langhorn (2004) and Magnini et al. 

(2011) are just a few of the many researchers that have studied emotional intelligence in the hospitality 

sector. Since frontline personnel frequently engage with clients face-to-face and verbally, emotional 

intelligence is characterized by this, making it crucial for these people to properly manage, regulate, and 

control their emotions. 2011's (Karatepe). Therefore, managers in the hospitality sector need to be aware 

of how emotional intelligence influences both the effort and output of emotional labour. 

Self-Efficacy: 

The idea of self-efficacy emerged from the social cognitive paradigm, which also encompasses internal 

resources such as controlling feelings, ideas, and behaviors. This phrase describes people's convictions 

about their ability to summon the drive, brainpower, and strategies required to exert control over life's 

occurrences. (Wood and Bandura, 1989). It relates to skills relevant to the workplace. (Gist, 1989). People 

with high self-efficacy set higher goals for themselves in order to outperform others. Self-sufficient front-

line employees in the hotel industry deliver excellent work. (Karatepe et al., 2007). The parameters are as 

follows: 

 

 

Dependent Variables Independent Variables 

1. Depersonalization 

2. Cynicism 

3. Engagement/Disengagement 

4. Vigor 

5. Efficiency on the job 

 

6. Respect for the Supervisor 

7. Identifying information about the hotel, a 

group, or a person 

8. Organisational identification dimensions 

9. Competitiveness as a trait 

10. Intrinsic Motivation 

 

Organizational Factors: 

Organisation, which is discussed in greater detail below, is the last step before emotional labour. 

The organizational factors are in the following: 

Dependent Variables Independent Variables 

1. Leadership Transformation 2. Support for supervisors 

3. Rewards 4. Financial Results 

5. Administrative Support 6. Shared comprehension 

7. Conflicting Roles 8. Services Intensity 

9. Role ambiguity dimension 10. Organizational Methodology 

11. Services and technology support 12. Excessive workload 

13. Role Conflict 14. Behavior of organisational citizenship 

15. Role overload 16. Work intrinsic and extrinsic values 

17. Organizational Support Perceived 18. Serving as a leader 

19. Job Autonomy 20. Integration at Work Place 

21. Strategic Attention 22. Stress and exhaustion 

23. Functional Benefit 24. Service Recovery's performance 

25. Organizing empowerment  

 

 

Emotional Labour Estimation: 
A set of abilities or skills known as emotional intelligence allows a person to recognize, regulate, use, and 

manage their emotions (Law et al., 2004). Two distinct approaches to the idea and operationalization of 

emotional intelligence are the ability model and the mixed model (Van Rooy and Viswesvaran, 2004). 

Joungman Kim et al. (2012) proposed a conceptual model that examines the relationships between 

emotional intelligence, acting strategies for emotional labour and exhaustion, and service recovery 

performance using emotional intelligence as a stand-in for the maximum number of emotional resources. 
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Emotional intelligence significantly and favorably correlates with service recovery performance. When it 

came to service recovery, employees with stronger emotional intelligence outperformed others. The 

parameters are in the following: 

1. Emotional labour acting techniques 

2. Acting externally (faking the desired emotions) 

Consequences of Emotional Labour: 
Employees regulating their emotions at work in accordance with work requirements would have the 

effects. Employees who must manage their emotions will report lower levels of job satisfaction, 

regardless of the acting techniques utilized when doing emotionally taxing activities.Lewig and Dollard's 

(2003) research found that when there are significant psychological demands, emotional tiredness is 

exacerbated by emotional dissonance. This demonstrates how demanding jobs carry a lot more danger. 

The parameters are in the following: 

Dependent Variables Independent Variables 

1. Emotional Erraticness 

2. Internal exhaustion 

3. Job satisfaction 

4. Budgetary Objectives 

5. Task Anxiety 

6. Burnout at work 

7. Impact and cause 

8. Effects 

 

9. Resourcefulness at work 

10. Emotional satisfaction 

11. Service Level as Observed 

12. Executing a job 

13. An effective organization’s dedication 

14. Client-Serving Techniques 

15. Perceived External Prestige 

16. Employee-level emotional labour consequences 

17. Effects of Emotional Labour at the 

Organizational Level 

Coping Strategies: Denial, Passive and Active Strategies: 

Coping is a personal response strategy that, according to Lazarus and Folkman (1984), entails a variety of 

cognitive and behavioral strategies to manage internal and/or external conditions that exhaust a person's 

resources. In order to deal with the stress that an occurrence imposes, consumers utilize a number of 

coping methods in reaction to stressful consuming situations, such as service failures. They do this by 

using their cognitive, emotional, and behavioral resources. (Yi and Baumgartner, 2004; Nyer, 1997). 

The coping mechanism is often complex and multifaceted. Problem-focused coping (managing the 

problem) and emotion-focused coping (limiting elicited feelings) were initially distinguished by Folkman 

and Lazarus (1980), however they later underlined that these are complementary rather than competitive 

techniques. (Lazarus, 1996). It implies that while dealing with stressful events, problem- and emotion-

focused coping approaches can be utilized in tandem to tackle the same scenario. Duhachek (2005) 

proposes active coping, expressive coping, and avoidance/denial coping as the three primary coping 

strategies. An active strategy seeks to identify and resolve problems. An expressive strategy's objective is 

to lessen stress by encouraging emotional expression, emotional dialogue, and activities that seek out 

support. Passive contempt for a problem can also takes the forms of avoidance and denial. According to 

Duhachek and Kelting (2009), coping is a trait-based construct that refers to a consumer's repertoire of 

reliable stress-reduction methods. They use a variety of ways to analyses the data. If so, then variations in 

coping repertoires can be explained by variations in coping beliefs and competencies. The parameters are 

in the following: 

 

1. Effectiveness in recouping 

services 

2. Training 3. Additional System 

 

Job Satisfaction: 

Many people have false beliefs about job happiness. One of these myths is the idea that happy employees 

produce more. (Syptak et al., 2000). Customers' perceptions of the effectiveness of service providers are 
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widely considered to play a significant role in determining customer happiness in various industries. 

(Hartline et al., 2000). To establish the connection between profitability, client loyalty, employee loyalty, 

and productivity, Heskett (1994) suggested a sequential causal model that serves as a service profit chain. 

Additionally, he suggested a number of connections between internal service quality and staff satisfaction, 

high-value service delivery, customer satisfaction, customer loyalty, and, ultimately, profit and growth. 

Loyalty is directly correlated with customer satisfaction, which is largely decided by the value of services 

provided to customers. This value is provided by employee contentment, loyalty, and productivity. The 

main factors influencing employee happiness are high-quality support services and policies that enable 

staff to deliver results to consumers. This progression makes it obvious that Heskett (1990) thought that 

staff happiness was the cornerstone of customer satisfaction. According to the concept, a company's 

ability to improve employee satisfaction and deliver high-value services will ultimately determine how 

well it structures its internal operations. The parameters are as follows: 

 

Dependent Variables Independent Variables 

1. Viewpoint of a researcher on satisfaction 

2. Job satisfaction model 

3. Job Requirements 

4. Social information processing 

 

5. A characteristic of a worker's disposition 

6. Role Ambiguity 

7. Considering occupational satisfaction 

 

 

 

Employees Emotional Labour and Job Satisfaction:  

Front-line employees are accountable for constantly delivering excellent service, effectively handling 

customer concerns, and ensuring customer satisfaction. However, frontline employees must deal with 

client verbal aggression, which is described as vocal outbursts of wrath that go beyond workplace social 

norms and include swearing, yelling, threats, condescending remarks, and sarcasm (Gradey et al., 2004). 

Harris and Reynolds (2003); Grandey et al. (2007); Boyd (2002). A review of the relevant literature 

reveals that verbal abuse from customers occurs frequently in various service environments. For instance, 

it was discovered that 74% of flight attendants and railway workers were subjected to verbal abuse from 

passengers at least once a month, including sarcasm, condescending remarks, and profanity. Emotional 

dissonance, defined as the mismatch between felt and spoken emotions, is caused by verbal customer 

antagonism in these circumstances (Dormann and Zapf, 2004). Intense psychological demands result in 

emotional exhaustion, which is the fundamental element of burnout and characterizes the lack of energy 

and depletion of emotional resources (Ben-Zur and Yagil, 2005; Grandey et al., 2004; Winstanley and 

Whittington, 2002). Customer verbal aggression leads to this condition. (Bole et al., 2000) According to 

studies by Celik et al. (2007) and Boyd (2002), verbal antagonism from customers worsens job 

satisfaction and increases inclinations to leave the company. (Yagil, 2008). 

Customer Satisfaction:  

This section explains customer satisfaction, including its definition, elements that influence it, and models 

of it. This part also includes the customer delight concept, procedure, and extra details. 

Hotels regularly receive information from their customers, which helps them identify the reoccurring 

trends linked to happy guests' experiences. Managers can uncover methods to enhance their interactions 

with customers by carefully evaluating this input. The success of the hospitality industry depends on the 

effective management of the "service encounter," which is defined as the moment or condition when the 

client directly participates in a face-to-face and voice-to-voice conversation with the service provider. 

Customers frequently form long-lasting perceptions of the service provider during this engagement with 

them, which is referred to as the "moment of truth." (Bitner et al., 1990). 

Tourism experiences are distinct from those in other service industries because they often last longer, 

include more human interaction, and allow visitors the chance to practice cognitive dissonance and 

adaptive behavioral strategies. In the research on tourism, exchanges between hosts and guests are 
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referred to as "social interactions" (Reisinger and Turner, 1997; 2002a,b). This definition is broader than 

that found in the literature on service marketing because hosts are referred to as service providers and the 

general public. According to Reisinger and Turner, 2002; Pizam and Sussmann, 1995), it is essential to 

comprehend host-guest relationships since they have an effect on holiday happiness, future behavioral 

intentions, and ultimately the competitiveness of a location. The understanding of the experience 

components of tourism interactions in connection to the specifics of the context in which they are 

consumed, however, is becoming more widespread. (McIntosh, 1998). The interpersonal traits of service 

providers, such as commitment, compassion, and attention, have an impact on positive encounter 

experiences. (Grandey et al., 2005; Juwaheer, 2004; Johnston, 1995). The role and script theory, which 

also explains social interaction, is the theoretical foundation for the service encounter. The latter acts as 

the performance's set, much like a theatrical production. The interaction becomes the major stage of the 

play, creating a dynamic between the setting, the audience, and the acts of the actors. Bitner (1992); 

Grove and colleagues (1998). In order to maintain a credible and enjoyable presentation, an 

organization’s ability to integrate the performers, audience, and setting is what determines the quality of 

the service. (Grove et al., 1992). According to script theory, if one player deviates from the script, the 

other players become nervous. This could lead to role conflict, stress, and annoyance (Hoffman and 

Bateson, 1997). Therefore, scripting client experiences makes sure that customers feel both functionally 

and emotionally satisfied after their contacts. (Khan et al., 1964). The parameters are in the following: 

1. Features of products and services 

2. Consumer Feelings 

3. Reasons for a service's success or failure 

4. Other clients, family members, and coworkers 

5. Customer satisfaction modelling 

Customer Delight: 

Customer delight is what happens when a guest is happy in addition to being satisfied. (Patterson, 1997). 

According to Kumar et al. (2001), a definition of consumer delight uses the adjectives joy, excitement, 

thrill, or exuberance. Consumers have a certain tolerance or comfort level range, according to various 

academics. When the amount of satisfaction exceeds the upper thresholds of such a zone, the result is 

extraordinary. (Keinningham et al.; 1999). 

Topology for Glad Customers: 

In regard to it, the following points can be brought up: 

1. Wonderful problem-solving 2. Hotel Guest Satisfaction Model 

3. Professional delight 4. Employees 

5. Comparative enjoyment 6. In terms of culture 

7. Charming Pleasure 8. Cultural variations and customer satisfaction 

9. Fulfilment of Joy  

 

CONCLUSION: 

The authenticity of emotional display, integrity and respect, mutual understanding, and safety that front-

line staff demonstrate in their interactions with guests may be stronger drivers of service outcomes than 

policies that demand front-line staff to smile at all costs but do not provide them with the tools to create 

and display seemingly real emotions when they interact with visitors. Such a strategy might call for an 

evaluation of hotel hiring and training practises. Unsurprisingly, emotions seem to matter in interactions 

between guests and hosts. People in emotionally expressive societies, like France, for instance, frequently 

express their emotions, whereas those in neutral civilizations, like Germany, usually strictly suppress and 

regulate their emotions. This implies that there are different levels of emotional ties to hotels and 

places.Understanding these elements, how visitors interpret verbal and nonverbal cues from hotel staff, 

and the type of emotional fulfilment they receive from these interactions will help hotel management 

differentiate and position their hotel experience against competitors more successfully. Information on 

emotional connection can be useful for both identifying distinctive qualities and tailoring services for 
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various markets. Advertising can be modified to reflect the relevant emotional cues that should be 

underlined in different markets, which will make picking a holiday and a hotel easier. With the use of this 

knowledge, hotels may better train their staff members and enhance their communication abilities, which 

will ultimately boost client happiness and service quality. 

My study explored the simulation in lined up factors of the employees, hotel management and the guests, 

where it has been found that the correlation between consumer satisfaction behavior, employee work 

satisfaction and hotel identification, perceived external prestige, and supervisor trust. The existence of 

discriminant validity between constructs was confirmed.The direct factors were staff members of upscale 

hotels about their emotional intelligence, emotional labour, and job satisfaction where the components of 

emotional intelligence were indirect factors. The correlations between such variables as emotional 

intelligence, emotional labour, and job satisfaction. The emotional intelligence of the workforce at luxury 

hotels has been linked to employee emotional labour and job satisfaction. a variety of external variables 

and features as well as moderator variables like emotional intelligence in order to better understand 

emotional labour and its issues.  
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