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Abstract

Service quality and customer satisfaction, which are basic goals of hotel enterprises, can be achieved by the high job
performance of qualified staff. The focal point of this study was the key role that psychological capital and emotional labor
play in high job performance. In this study, which aimed to determine the effect of psychological capital and emotional
labor on job performance, the sample group consisted of 400 personnel employed by 16 five-star hotel enterprises
operating in the centre of Antalya, specifically in the districts of Kemer and Alanya. The data collected by questionnaire
technique were analysed by statistical techniques, such as frequency and percentage distribution, arithmetic mean,
standard deviation, Pearson’s correlation analysis, multiple linear regression analysis, independent samples t-test, and
one-way analysis of variance. What is more, a factor analysis was administered for validity and reliability, and Cronbach’s
Alpha coefficients were calculated. Obtained data suggested that the psychological capital levels of employees were
positive above the medium level. The general emotional labor performance of employees was at the medium level. The
job performance levels perceived by employees were high. As a result of the correlation analysis performed in the study,
positive correlations were identified between psychological capital and emotional labor at r=0.529, psychological capital
and job performance at r=0.717, and emotional labor and job performance at r=0.595. The regression analysis showed
that one unit of change in the psychological capital caused an increase of 0.543 on the job performance, and a change
of one unit in the psychological capital resulted in an increase of 0.712 on the job performance. In addition, according
to the t-test and variance analysis results, while psychological capital, emotional labor, and job performance did not
differ significantly according to gender, marital status, age, or education level, psychological capital levels of the hotel
employees differed significantly according to their departments, and emotional labor performance differed significantly
in line with their departments and working durations.
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Introduction

The rising importance of tourism in the economic growth of a country necessitates tourism
employees from the sector to show their best performance at all times. Since hotel employees
constitute the largest labor force component in tourism services, their performance have a sig-
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nificant effect on the service quality and satisfaction perceptions of national and international
tourists. In recent years, the emotional labor shown by employees during their work, which is
considered a closely related concept for employees to achieve the desired performance so that
enterprises can obtain a sustainable competitive advantage, is discussed (Miranda & Godwin,
2018; Begenirbas & Caliskan, 2014; Hochschild, 1983/2012; Grandey, 2000). In addition to
physical and mental contributions of employees, enterprises expect them to show emotions in
line with the emotional display rules specified by the enterprises (Sohn & Lee, 2012).

According to Hochschild (1983/2012), who was the first to discuss emotional labor comp-
rehensively, emotional labor is a process for employees to manage their emotions during
guest interaction so that they comply with organizational expectation. The basis of emotional
labor is the necessity to show the required effort at the workplace in order to create approp-
riate impressions and establish neutral and positive communication with others (Wharton &
Erickson,1993). The obligation of employees to display emotions complying with the emoti-
onal rules specified by enterprises increases service quality and customer satisfaction but may
affect employees negatively due to possible emotional problems (Bickes, Y1lmaz, Demirtas,
& Ugur, 2014). Employees’ negative emotions decrease positive organizational outcomes,
such as job performance, job satisfaction, and organizational commitment, and increased
negative consequences, such as organizational stress, intentions to quit, organizational alie-
nation, and burnout (Aslan & Biiylikbese, 2019; Tokmak, 2014; Scott & Barnes, 2011). It is
of importance to increase the psychological capital of employees in order to prevent negative
consequences that are likely to occur based on emotional labor (Biiyiikbese & Aslan, 2019;
Ozyilmaz Misican & Tiirkoglu, 2019). Investigated as a concept focusing on revealing and
developing individuals’ existing abilities and characteristics in terms of organizational be-
haviour, psychological capital (Seligman & Csikszentmihalyi, 2000) suggests that personal
negativities, such as weakness, incompetence, and defects, have a positive equivalence and
can be developed (Demir & Sen Demir, 2019).

Related literature suggests that psychological capital and emotional labor are important
prerequisites of job performance (Miranda & Godwin 2018; Nasurdin, Ling & Sabrina, 2018;
Begenirbag & Caligskan, 2014; Hochschild, 1983/2012; Shahnawaz & Jafri, 2009; Grandey,
2000). In tourism literature, however, there are few studies on the relationship between
psychological capital and emotional labor with job performance (Colak, 2018; Nasurdin,
et al., 2018; Kizanikhi & C&p, 2017; Esitti, 2015; Dénmez, 2014; Karatepe, 2014; Unlii &
Yiiriir, 2011). In studies carried out on tourism enterprises, it can be seen that psychological
capital has an effect on organizational behaviour fields, such as job satisfaction, organizati-
onal commitment, organizational citizenship behaviour, organizational identification, work-
life quality, job burnout, individual innovativeness, and career adaptability (Demir & Sen
Demir, 2019; Safavi & Bouzari, 2019; Suna & Okun, 2019; Kodas, 2018; Kumlu & Gii¢li
Nergiz, 2018; Kim, Perrewe, Kim, & Kim, 2017; Jung & Yoon, 2015; Paek, Schuckert, Kim,
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& Lee, 2015; Lin, 2013). The studies conducted in the tourism enterprises on emotional labor
behaviours showed that emotional labor affected job satisfaction, service quality, intentions
to quit, organizational citizenship behaviour, and emotional burnout (Geng & Giimiis, 2017;
Kim, et al., 2017; Kaplan & Ulutas, 2016; Yakar, 2015; Pala & Tepeci, 2014; Lu, Shih, &
Chen, 2013). As there are relatively fewer studies on the effects of both variables on job per-
formance, this study aimed to determine the effects of psychological capital and emotional
labor on job performance regarding employees of five-star hotel enterprises. What is more,
psychological capital, emotional labor, and job performance were compared according to the
demographic characteristics of the employees.

Conceptual Framework

Emotional Labor

Used first by Hochschild (1983) in his book named The Managed Heart, the term emotio-
nal labor (Shapoval, 2019) is considered a key subject today in organizational studies (Gabriel
& Diefendorft, 2015). It is described by Hochschild (1983/2012) as the management of facial
and body expressions by employees when they serve customers. Hochschild (1983/2012) re-
gards emotional labor as a service delivery stage. In this stage, service is considered a “show,”
a service employee “an actor,” a customer “an audience,” and service delivery “an act” of a
play (Chu & Murrmann, 2006). The communication between the actors and the audience is
based on the form of the show, which is organized in line with organizational norms and rules
and their individual perceptions (Duran & Giimiis, 2013).

Brotheridge & Grandey (2002) divide emotional labor into two categories: the first of
these categories emphasizes the feature of work, and the second one focuses on the emotion
management process of employees. The first is called “work-focused emotional labor,” con-
sisting of the frequency, duration, and diversity of the emotional labor. The second is named
“employee-focused emotional labor,” which is an emotion management technique used by
employees during their communication with customers. This category covers surface acting
and deep acting (Ko & Jeng, 2016). Most of the literature on emotional labor in the service
sector has discussed these two kinds of acting. Surface acting consists of a simulation or effort
to manage the expressions and gestures that have emotional meaning in front of clients and
other collaborators. In this regard, the emotions expressed do not match those genuinely felt
and are designed to follow the emotional rules determined by the enterprise. Deep acting,
however, means a mental effort aiming to change real emotions in order to express the emo-
tions specified by the enterprise. The third strategy, natural and genuine acting, is when the
emotions needed by an enterprise are felt by the employee and occur spontaneously (Hump-
hrey, Ashforth, & Diefendorff, 2015). This third form was discussed in few empirical studies

305



Istanbul Business Research 50/2

(Santos & Fontenelle, 2019). Surface and deep acting have been exemplified by Grandey
(2000) as follows: surface acting, reflecting that desired emotions are not real, is like an ar-
tificial smile on the face of an employee while they are indeed sad and angry. Deep acting is
the effort of an employee to change the emotions they consider improper before a guest with
their own positive emotions. For example, an employee begins to feel bored at the end of a
long shift. This employee may think about some positive events (an approaching holiday or
going out with friends) in their life during a service delivery. The service provider tries to feel
the real emotion in the emotion they show towards a guest. Therefore, although that emotion
is real, it is not related to that guest (Shapoval, 2019).

Grandley & Gabriel (2015), researchers studying this subject, have defined a theoretical
perspective which is determinant in understanding emotional labor. This perspective refers
to harmony between an employee and a job; in other words, it focuses on an employee who
has characteristics, such as extroversion, positive effectiveness, and emotional management
skills, that are appropriate to the emotional needs of the job. This perspective asserts that
employees complying with the job most should show less emotional labor. Such congruence
between person-work and person-organization is of importance for functions requiring direct
contact with guests, especially because employee perceptions fit their jobs and organizatio-
nal values. Often, it serves as the definers of their performance. Therefore, it is important to
analyse and select employees who can adapt to the job more properly; thus, deep acting may
occur with little effort (Dahiya, 2017).

When employees’ deep acting is performed with more effort in an enterprise, positive or-
ganizational outcomes, such as job performance, job satisfaction, and organizational commit-
ment, decrease and negative consequences, such as organizational stress, intentions to quit,
organizational alienation, and burnout, increase (Aslan & Biiyiikbese, 2019; Tokmak, 2014;
Scott & Barnes, 2011). It is of importance to increase the psychological capital of employees
in order to prevent such negative events that are likely to occur based on emotional labor
(Biiyiikbese & Aslan, 2019; Ozyilmaz Misican & Tiirkoglu, 2019). Psychological capital
can direct the actions and attitudes of employees thanks to its regulatory role in the building
of their emotions (Tiiziin, Cetin, & Basim, 2014). Psychological capital affects the cognitive
processes of employees. Accordingly, the positive attitudes and actions that employees may
have with psychological capital will trigger the positive power they need for the rights they
can achieve (Hur, Rhee, & Ahn, 2016).

Psychological Capital

Psychological capital answers the questions of “who you are” and “what you can be” and
is different from human capital (what you know), social capital (who you know), and financi-
al capital (what you have) (Luthans, Luthans, & Luthans, 2004). Luthans, Norman, Avolio, &
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Avey (2008) argue that human capital is your present knowledge, thought, skill, experience,
and education while social capital covers the norms and communication networks that allow
joint cooperation, and financial capital refers to your concrete assets with material value. The
indicators representing psychological capital are self-efficacy, hope, optimism, and resilience
(Luthans, Youssef, & Avolio, 2007). Self-efficacy is the emotion individuals feel towards
themselves regarding whether they can do a job successfully or not. The belief of individuals
with high self-efficacy for overcoming difficult duties is higher (Bouzari & Karatepe, 2016).
Hope is the will needed for achieving goals and is a road map for reaching these goals. Hope-
ful individuals determine certain goals and find roads going to desired goals; hope activates
these paths (Avey, Luthans, & Youssef, 2010). Optimism is a term referring to feelings and
thoughts of individuals related to future expectations. Optimistic individuals are those who
are more satisfied, have higher morale and expectations, have positive goals, do not give up
in the face of difficulties, and can become more motivated to achieve any given task (Hirlak,
Tasliyan, & Sezer, 2017). Resilience is the ability to show a positive change and development
against negative events, such as uncertainty and failure. Individuals with high resilience can
cope with new and difficult conditions effectively, can generate alternative ideas and tho-
ughts, and can adapt to new circumstances (Altunkol, 2011). These personality variables,
constituting psychological capital, ensure higher job performance and higher quality service
in today’s competitive working environment.

Psychological capital is being examined as a concept focused on revealing and improving
the potentially strong abilities and characteristics of individuals in terms of positive organi-
zational behaviour (Seligman & Csikszentmihalyi, 2000). The concept suggests that perso-
nal negativities, such as weakness, incompetence, and defects, have a positive equivalence
and can be developed (Demir & Sen Demir, 2019). Luthans’ model (Psychological Capital
Intervention) determined that individuals’ psychological capital levels could be developed
in a group training provided in almost three hours. In this benefit analysis made, the invest-
ment made on psychological capital provided a 270% increase. In this respect, psychological
capital has a structure, which can be developed regarding the increase in job performance
(Luthans, Avey, Avolio, Norman, & Combs, 2006).

Job Performance

Related literature suggests that psychological capital and emotional labor are important
prerequisites of job performance. These two variables are emphasized as effective tools in
increasing job performance (Miranda & Godwin 2018; Nasurdin, et al., 2018; Begenirbas &
Caligkan, 2014; Hochschild, 1983/2012; Shahnawaz & Jafri, 2009; Grandey, 2000). Munc-
hinsky (2003) argued that job performance is a set of actions that can measure, monitor, and
evaluate employees’ success (Almutairi, Moradi, Idrus, Emami, & Alanazi, 2013). Murphy
(1989) defined job performance as fulfilling the responsibility of a certain task, which covers
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familiar factors, such as time, speed, and efficiency (Zeb, Abdullah, Bin Othayman, & Alj,
2019). George & Jones (2005) argue that performance level is an evaluation of the results of
an individual’s job actions. This refers to the determination of the extent an individual shows
a good or bad performance in achieving a task (Rezaee, Khoshsima, Zare Bahtash, & Sarani,
2018). Borman & Motowidlo (1993) urged that performance had two dimensions: task per-
formance and contextual performance; Task performance includes the activities anticipated
in the role that employees perform for a wage. Contextual performance refers to the tasks be-
yond a role’s definition for employees (Nasurdin et al., 2018). When a receptionist, working
at the front office department, carries out a check-in operation for a guest who wants to stay
at the hotel, this action refers to task performance. On the other hand, when the same recepti-
onist helps his/her workmates or guests beyond his/her responsibilities, this is associated with
contextual performance.

Literature Review

In tourism literature, there are few studies on the relationship among the psychological ca-
pital and emotional labor in relation to job performance (Colak, 2018; Nasurdin, et al., 2018;
Kizanikli & Cop, 2017; Esitti, 2015; Dénmez, 2014; Karatepe, 2014; Unlii & Yiiriir, 2011).
Kizanikli & Cop (2017) investigated the relationship between positive psychological capital
and job performance perception. According to the research results collected from 280 emplo-
yees working at 5 stars hotel enterprises operating in Istanbul, there was a very strong positive
relationship between both the positive psychological capital and its sub-dimensions and job
performance perception. In addition, while the effect levels of self-efficacy, optimism, and
hope were close to each other in explaining job performance, the effect level of psychological
resilience was less. In the study carried out by Nasurdin, et al. (2018) at private hospitals
operating in the medical sector, the researchers reported that while the self-efficacy, hope, and
optimism dimensions of psychological capital had a positive effect on job performance, the
dimension of resilience did not have a positive impact. The lower effect of resilience on job
performance than other components of psychological capital, which was concluded in both
studies, may be explained by not providing sufficient managerial support to develop positive
coping skills by granting employee-controlled authority when faced with a significant diffi-
culty or a risk in the enterprise. What is more, an investigation was carried out by Dénmez
(2014) on 602 employees in the travel industry. The investigation found that the positive
psychological capital had a positive and significant relationship with affective well-being, job
satisfaction, employee performance, and life satisfaction. In the study conducted by Karatepe
(2014) at hotel enterprises, it was concluded that the job involvement had a mediating effect
regarding the effect of the dimension of hope of the psychological capital on job performan-
ces and service improvement performances of employees.

In another study performed by Colak (2018) on 400 cabin attendants at an airline en-
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terprise, it was concluded that the emotional labor of the cabin attendants had a positive and
significant effect on their performances. In the research carried out by Unlii & Yiiriir on 214
employees working at tourism and health institutions operating in Yalova, the relationship
among emotional labor and emotional exhaustion with task and contextual performance was
examined. This study determined that the deep acting from the sub-dimensions of the emo-
tional labor increased the intentions to show task and contextual performance. Esitti (2015)
conducted an investigation on 320 employees working at accommodation establishments
operating in the province of Izmir in order to determine the effect of emotional labor on job
performance. This study concluded that the emotional labor level had no effect on the job
performances of employees.

In addition, studies have been conducted on this subject in different fields. The results
of the study performed by Saithong-in (2016) on 102 sworn financial advisors in Thailand
determined that the psychological capital dimension of resilience had a positive effect on
job performance. The study carried out by Sun, Zhao, Yang, & Fan (2012) on approxima-
tely 733 nurses working at five university hospitals in Heilongjiang, China determined that
higher psychological capital improved the job performance, both directly and through job
engagement. In their study on 179 employees working at a large financial service institution
operating in the north-eastern US, Peterson, Luthans, Avolio, Walumbwa, & Zhang (2011)
determined that the psychological capital of employees changed over time. Also, in the study,
it was determined that a one-unit increase (or decrease) in the psychological capital of the
employees caused a one-unit increase (or decrease) in the performance of the employees. The
investigation carried out by Erkus & Afacan Findikli (2013) on 572 employees working in
different occupational groups found a positive and significant relationship between psycho-
logical capital and job performance. In the analyses made regarding the sub-dimensions, the
factors of hope and resilience were found to have positive effects on the job performance.

Begenirbas & Caliskan (2014) conducted research on 403 employees working in the pri-
vate sector in Ankara to specify the relationship between emotional labor and job perfor-
mance. In this study, it was concluded that while there was a negative relationship between
surface acting and job performance, a positive and significant relationship was found among
job performance and both deep acting and genuine acting. Cagliyan, Findik, & Doganalp
(2013) concluded in their study on 128 health personnel working at a health institution opera-
ting in Konya province that there was a negative relationship among surface acting with task
performance and contextual performance. In addition, in this study, a positive relationship
was determined among genuine acting and contextual performance. In their study carried out
on 377 employees in the call centres of two large financial institutions operating in Australia,
Goodwin, Groth, & Frenkel (2011) stated that the surface acting had a direct relationship
with employee turnover and emotional burnout. Also, in this study, the relationship between
surface acting and job performance was indirect through the mediation of emotional burnout.

309



Istanbul Business Research 50/2

There are also many studies discussing the relationships among psychological capital with
other factors in the tourism literature. In the study conducted by Celik & Bilginer (2018),
Yiicel (2019) on the relationship between the psychological capital and job satisfaction at
hotel enterprises, it was concluded that there was a positive relationship with psychological
capital along with its sub dimensions and job satisfaction. In the study carried out by Jung &
Yoon (2015) at deluxe hotel enterprises, they determined that there was a positive relations-
hip among the psychological capital dimensions of hope and optimism with job satisfaction.
Also, in this study, it was concluded that a positive relationship among the psychological
capital dimensions of hope and resilience and organizational citizenship behaviour. In the
investigations performed by Kumlu & Giiclii Nergiz (2018) and Kodag (2018), a positive and
strong relationship was found between psychological capital and organizational citizenship
behaviour. In the studies conducted on hotel enterprises, Demir & Sen Demir (2019) fo-
und a positive relationship between psychological capital and organizational identification.
Suna & Okun (2019) determined a positive relationship between the psychological capital
and personal innovativeness. Safavi & Bouzari (2019) identified a significant relationship
between psychological capital and career adaptability. Kim, et al. (2017) determined that
psychological capital increased the quality of job life and service improvement behaviour at
hotel enterprises. In the study performed by Kodag (2018) at hotel enterprises, a significant
and negative relationship was detected between the psychological capital and job stress. In
the study conducted by Lin (2013) on hotel employees, it was concluded that psychological
capital had a strong and negative effect on job burnout. Paek, et al. (2015) determined that
front office employees with high-level psychological capital had more job engagement.

Within the framework of the literature on emotional labor, psychological capital, and job
performance presented above, the basic hypotheses of this study, aiming to determine the
effect of psychological capital and emotional labor on job performance in five-star hotel en-
terprise employees, are as follows:

Hypothesis 1: Psychological capital has a significant and positive effect on job perfor-
mance.

Hypothesis 1a: Self-efficacy has a significant and positive effect on job performance.
Hypothesis 1b: Hope has a significant and positive effect on job performance.
Hypothesis 1c: Resilience has a significant and positive effect on job performance.
Hypothesis 1d: Optimism has a significant and positive effect on job performance.
Hypothesis 2: Emotional labor has a significant and positive effect on job performance.
Hypothesis 2a: Surface acting has a significant and positive effect on job performance.

Hypothesis 2b: Deep acting has a significant and positive effect on job performance.
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Hypothesis 2c¢: Natural acting has a significant and positive effect on job performance.

Method

The data of this study were obtained by a questionnaire with four parts. The question-
naire was conducted in June, July, August, September, and October 2019. In the first part
of the questionnaire, the demographic characteristics (gender, marital status, age, education
level, department, working time in the tourism sector) were included. In the second part, a
psychological capital scale developed by Luthans, et al. (2007) and translated into Turkish
by Erkus & Afacan Findikli (2013), consisting of four dimensions (self-efficacy, hope, resi-
lience and optimism) and 24 items, was administrated. In the psychological capital scale, the
self-efficacy dimension can be exemplified by the item “I feel confident while contributing
to discussions about the strategy and objectives of the enterprise where I work,” and the di-
mension of hope may be exemplified by the item “I can find many ways to achieve my goals
regarding my current job.” The item “I can overcome difficulties in my workplace thanks to
my previous experience” may be given as an example for the dimension of resilience, and the
optimism dimension may be exemplified by the item “I always try to see the glass half-full
regarding my job.” In the third part, a scale developed by Diefendorft, Croyle, & Gosserand
(2005) and adapted into the Turkish language by Basim & Begenirbas (2012), including three
dimensions (surface acting, deep acting, natural acting) and 14 items, was administered in
order to determine the emotional labor behaviours of employees. In the emotional labor scale,
the item “I act to show the emotions my job requires” may be provided as an example for the
surface acting dimension, and the dimension of deep acting may be exemplified by the item
“I try to experience a behaviour I have to show a customer” whereas the item ” the emotions
I show to customers are real” may be given as an example for the natural acting dimension.
Each item in the scales of psychological capital and emotional labor was designed in Likert
type and rated as follows: “1=Strongly Disagree,” “2=Disagree,” “3=Agree in Medium Le-
vel,” “4=Agree,” and “5=Completely Agree.” In the fourth part, a scale developed by Borman
& Motowidlo (1993) and adapted into the Turkish Language by Karakurum (2005), consis-
ting of two dimensions (contextual performance, task performance) and 24 items, was used.
Regarding the job performance scale, while the task performance may be exemplified by the
item “I consider my professional knowledge to be sufficient,” the item “I believe that I work
in harmony and cooperation with my co-workers” may be given as an example for the contex-
tual performance dimension. Each item in the job performance scale was rated in Likert type
as follows: “1=Very low,” “2=Low,” “3= Medium,” “4= High,” and “5=Very high.”

The population of this study comprised of the employees of all five-star hotel enterprises
operating in Antalya, an important tourism destination in Turkey. A certain sample was taken
due to the limitations, such as time and cost. A cluster sampling method was used, and hotel
enterprises were considered as a cluster. In this regard, the administration was executed in 16
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five-star hotel enterprises operating in the centre of Antalya and the districts of Kemer and
Alanya with participation of the questionnaire being voluntary for this study. The formula of
n=s2Za2/d2, recommended by Ozdamar (2001) for large populations (N=10,000), was used
in order to specify sample size. The parameters in the formula were determined as a result of
previous studies and a pilot application of 35 people. In this regard, Z( o5=1.96 and a samp-
ling error, showing effect size, was accepted to be d=0.1 for standard deviation s = 1 signifi-
cance level a = 0.05, and a minimum sample size was calculated to be 384 after these values
were written in the aforementioned formula. In this respect, considering that there might be
incorrect, inaccurate, incomplete, and low reliable papers, 525 questionnaires were distribu-
ted, and 413 of them were returned with400 of them being assessed.

The demographic characteristics of the employees were given with frequency and per-
centage distributions. In addition, mean and standard deviation values for the scale and its
dimensions were taken. In order to determine the relationships among the psychological ca-
pital, emotional labor, and job performance, a Pearson correlation analysis was administrated
while the effect of psychological capital and emotional labor on job performance was specifi-
ed through multiple linear regression analysis. As the data showed normal distribution in the
comparison of psychological capital, emotional labor, and job performance according to the
demographic characteristics of the subjects, independent samples t-test and one-way analysis
of variance (one way ANOVA) were utilised for independent samples. The factor analysis
was carried out for the construct validity of the scales used in the study, and Cronbach’s Alpha
coefficients were calculated for the reliability of these scales. SPSS for Windows program
was used in the data analysis.

Results

The distribution of 400 employees according to the demographic characteristics are pro-
vided in Table 1. 37.8% of the subjects were female. 62.2% of them were male. 44.3% of
them were married. 55.7% of them were single. 68.8% of them were under the age of 35, and
59.8% of them graduated from secondary education. It was found out that while 6% of the
subjects worked in the front office department, 28% in food and beverage department, 17.8%
in housekeeping department, 14.7% in kitchen, and 33.5% in other departments, 56.3% of
them worked in the tourism sectors for 8 years and less.
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Table 1
Distribution of the Subject according to Their Demographic Characteristics
Variables Groups n %
Gencer Female 151 37.8
Male 249 62.2
. Married 177 443
Marital status .
Single 223 55.7
25 and below 123 30.8
26-35 152 38.0
Age
36-45 93 233
46 and above 32 8.0
Primary School 49 12.2
Education level Secondary School 239 59.8
Higher Education 112 28.0
Front Office 24 6.0
Food and Beverage 112 28.0
Department Housekeeping 71 17.8
Kitchen 59 14.7
Other 134 335
3 years and below 52 13.0
. . 4-8 years 173 43.3
Working Duration
9-13 years 123 30.8
14 years and above 52 13.0
Total 400 100.0

Cronbach’s Alpha coefficients on the factor analysis performed regarding the construc-
ted validity of the scales used in the research and some descriptive statistics are provided in
Table 2. Bartlett’s tests and KMO values urged that the factor analysis could be applied for
three scales, and the sample size was a sufficient size (KMO> 0.70; Bartlett’s Test; P <0.001).
When examining the factor analysis results, it was seen that the psychological capital scale
had 4 factors explaining 62.713% of the total variance, the emotional labor scale consisted
of 3 factors explaining 60.942% of the total variance, and the job performance scale inclu-
ded 2 factors explaining 59.610% of the total variance. Cronbach’s Alpha coefficients of the
psychological capital, emotional labor, and job performance scales were calculated to be
0.878, 0.856, and 0.837, respectively. When examining the arithmetic mean values, it was a
medium value in the Likert type rating above 3, for general psychological capital (X=3.86).
While the “self-efficacy” was determined to be the sub-dimension with the highest mean (X
=4.12), the sub-dimension of “optimism” was found to have the lowest mean value (X =3.60).
The mean value of general emotional labor behaviour of the employees of the hotel enterp-
rises was concluded to be X=3.18. While the sub-dimension of the “surface acting” had the
lowest mean value (X=2.95), the sub-dimension of “natural acting” was found to have the
highest mean value (X=3.51). On the other hand, the average job performance of employees
was calculated to be X=4.08. However, the contextual performance levels (X=4.11) of the
employees were identified to be higher than the task performance levels (X= 3.92) despite
being close to each other.
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Table 2

Validity and Reliability Results of the Scales and Some Descriptive Statistics

Dimensions - Factors Number of Eigenva- Explained Cronbach’s —

/ Scales Items lues Variance % Alpha MeanX SD
Self-efficacy 6 5.313 22.139 0.824 4.12 0.75
Hope 6 3.951 16.463 0.832 4.02 0.70
Resilience 6 3.024 12.600 0.856 3.71 0.60
Optimism 6 2.763 11.511 0.811 3.60 0.58

Physchological Capital 24 - 62.713 0.878 3.86 0.58
Surface Acting 7 8.526 38.754 0.833 2.95 0.83
Deep Acting 4 3.332 15.146 0.798 3.35 0.84
Natural Acting 3 1.549 7.042 0.724 3.51 0.81

Emotional Labor 14 - 60.942 0.856 3.18 0.76
i‘;‘ltcee’“ual Perfor- 20 7.011 46.739 0.812 411 0.75
Task Performance 4 1.931 12.871 0.778 3.92 0.91

Job Performance 24 59.610 0.837 4.08 0.73

Kaiser-Meyer-Olkin ( KMO) = 0.897; Bartlett’s Test: y2= 3542.6; P<0,001 (for psychological capital scale)
Kaiser-Meyer-Olkin ( KMO) = 0.828; Bartletts Test: y2= 3223.1; P<0,001 (for emotional labor scale)
Kaiser-Meyer-Olkin ( KMO) = 0.878; Bartletts Test: y2= 3482.4; P<0,001 (for job performance scale)

The Pearson correlation analysis results conducted to determine the relationships among
the psychological capital, emotional labor, and job performance are provided in Table 3.
When examining these results, it was observed that there were significant and positive relati-
onships between all variables. The correlation coefficients showed that there were significant,
positive, and strong relationships between general job performance and general psycholo-
gical capital (r=0.717) and between general emotional labor and general job performance
(r=0.695). In addition, a significant, positive and intermediate relationship was determined
between general psychological capital and general emotional labor (r=0.529). It was also
concluded that the correlations among psychological capital dimensions and job performance
were close to each other but the “surface acting” from the emotional labor dimensions affec-
ted the job performance less than other dimensions (r=0.408).

The results of the multiple linear regression analysis related to the effect of psychological
capital and emotional labor on job performance are provided in Table 4. When examining
these results, it is seen that the multiple linear regression analysis is significant (F=124.553;
P<0.01). What is more, the regression coefficients for psychological capital and emotional
labor variables were also found to be significant (P<0.01). In Table 4, the determination co-
efficient was calculated to be R?=0.487, this value shows that 48.7% of the changes in the
job performance of employees were explained by the variables of psychological capital and
emotional labor.
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Table 3
Correlation Coefficients for Relationships between Variables
Con- Job
Variables Surface Deep Natural Emotional textual Task Per- Perfor-
Acting Acting Acting Labor Perfor- formance mance
mance
Self-efficacy 0.231** 0.285** 0.336™* 0.280** 0.493** 0.219** 0.558**
Hope 0.343** 0.397** 0.437** 0.409** 0.556** 0.343** 0.643**
Resilience 0.494** 0.507** 0.573** 0.567** 0.535** 0.520** 0.665**
Optimism 0.617** 0.569** 0.658** 0.681** 0.470** 0.641%* 0.634**
Physchological 0453*  0479" 0553 0.529** 0.608** 0.462** 0.717*
Capital
Surface acting - 0.767** 0.743** 0911** 0.397** 0.317** 0.408**
Deep acting 0.767** - 0.807** 0.883** 0.552** 0.768** 0.646**
Natural acting 0.743** 0.807** - 0.826** 0.552** 0.595** 0.630**
Emotional labor 0.911** 0.883** 0.826** - 0.579** 0.876** 0.695**
*P<0,01
Table 4
Multiple Linear Regression Analysis Results
Model B SE t P ANOVA
Constant 1.007 0.206 4.890 0.000** F=124.553
Psychological capital 0.712 0.054 11.522 0.000**
Emotional labor 0.543 0.039 9.759 0.000** P=0.000""

**P < (.01; Dependent Variable: Job Performance;, R2=0.487

The multiple linear regression model regarding the effect of the variables of psychological
capital (PC) and emotional labor (EL), independent variables, on job performance (JP), the
dependent variable, is as follows:

Multiple Linear Regression Model: JP = 1.007 + 0.712.PC + 0.543.EL

When this model is examined, it is seen that one unit of change in psychological capital
will cause an increase of 0.712 units on job performance, and a change of one unit in emoti-
onal labor will result in an increase of 0.543 units on job performance.

The results of t-test and variance analysis, administrated for comparing psychological
capital, emotional labor, and job performance according to the demographic characteristics
of the subjects, are provided in Table 5. When examining these results, it is observed that
psychological capital, emotional labor, and job performance did not show a significant dif-
ference according to gender, marital status, age, and education level (P>0.05). According to
Table 5, the psychological capital levels of the employees showed a significant difference in
accordance with their departments (P<0.05). When considering the arithmetic mean valu-
es, the psychological capital levels of the employees working in the kitchen department (X
=3.69) were determined to be lower compared to other departments. On the other hand, it was
detected that the emotional labor behaviours of employees differed significantly according
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to department and working durations (P<0.05). The mean values showed that the group with
the highest emotional labor behaviour was the front office department (X=3.40) while the
groups with the lowest emotional labor behaviour were housekeeping (X=3.05) and kitchen (
X=2.95) departments. It was also found out that the employees working in the tourism sector
for 0-3 years had the highest emotional labor behaviour (X=3.48) while those working in the
tourism sector for 14 and more years showed the lowest emotional labor behaviour (X=2.92).

Table 5
Comparison of the Psychological Capital, Emotional Labor and Job Performance by Demographic Characteristics of
the Subjects
Psychological capital Emotional labor Job performance
Variables Groups — — —
X SD X SD X SD
Female 3.79 0.55 3.12 0.74 4.01 0.71
Gender Male 3.89 0.52 3.22 0.74 4.11 0.68
P 0.076 0.186 0.150
Marital Married 3.85 0.57 3.17 0.77 4.07 0.71
Single 3.86 0.49 3.20 0.70 4.08 0.67
Status P 0.921 0.767 0.933
25 and below 3.89 0.47 3.20 0.67 4.05 0.63
26-35 3.80 0.53 3.24 0.76 4.03 0.69
Age 36-45 3.82 0.61 3.34 0.71 4.12 0.76
46 and above 4.02 0.54 3.14 0.93 4.22 0.72
P 0.152 0.204 0.442
Primary School 3.74 0.52 3.28 0.70 4.01 0.67
Education Secondary School 3.87 0.55 3.19 0.74 4.12 0.69
Level Higher Education 3.87 0.51 3.12 0.74 4.00 0.71
P 0.315 0.457 0.277
Front Office 3.90a 0.48 3.40a 0.70 3.96 0.54
Food and Beverage 3.852 0.51 3.24b 0.61 4.07 0.60
Housekeeping 3.862 0.65 3.05¢ 0.83 4.01 0.88
Department .
Kitchen 3.69b 0.59 2.95¢ 0.76 3.91 0.69
Other 3.96a 0.46 3.28b 0.75 4.20 0.67
P 0.024* 0.018* 0.079
3 years and less 3.84 0.44 3.48a 0.61 4.14 0.63
. 4-8 years 3.82 0.53 3.21b 0.69 4.00 0.65
VDVE:;‘:;i 913 years 3.92 047 3.15b 0.77 4.15 0.64
14 years and above 3.82 0.75 2.92¢ 0.82 4.05 0.95
P 0.425 0.011* 0.299

*P < 0.05 a,b,c: Different letters within columns show statistical difference between groups

It was aimed to determine the effect of psychological capital and emotional labor on the
job performance in this study, to which 400 personnel employed by 16 five-star hotel enterp-

Discussion and Conclusion

rises operating in the centre of Antalya and the districts of Kemer and Alanya participated.
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In this research, it has been concluded that general psychological capital levels of the
employees have been positive above medium level, and while the most positive dimension
was self-efficacy, the least positive dimension was optimism. Similarly, there are many stu-
dies urging that the psychological capital levels of hotel employees are high (Suna & Okun,
2019; Yiicel, 2019; Celik & Bilginer, 2018; Kumlu & Giiglii Nergiz, 2018; Yorulmaz & Ya-
van, 2018; Kaya, Atabay, & Alamur, 2017). As the employees show higher job performance
when self-efficacy, the most positive dimension in the hotel enterprises, increases (Luthans
& Yousseff, 2007), employing those with high self-efficacy is needed to increase job perfor-
mance. As the employees with high self-efficacy are persistent and success-oriented against
the difficulties they face (Shahnawaz & Jafri, 2009) and have higher self-belief in fulfilling a
job successfully (Bouzari & Karatepe, 2016), these features increase the ambition and deter-
mination of these employees and provide higher performance formation (Kurt, 2012). As op-
timism, the most negative dimension at the hotel enterprises compared to other dimensions,
can be learned and developed just like helplessness, subjecting this skill in training programs
will increase the performance of employees (Seligman, 2011).

In the research, it was found that the general emotional labor behaviours of the employees
were at intermediate level, and while the surface acting was determined to be the dimension
with most negative views, the most positive dimension was identified to be natural acting.
In a similar vein, the studies by Karakag (2017), Demirel (2015), and Lu et al. (2013) de-
termined that the emotional labor behaviours of employees at hotel enterprises were in the
intermediate level. Wen, Huang, & Hou (2019) concluded that the emotional labor behaviour
levels of hotel employees were low. Acting mostly by genuine acting in hotel enterprises
shows that the employees usually do not need to pretended his / her behaviour at work and
can display the emotions that s/he really feels. In other words, there is no difference between
the emotions a hotel enterprise employee feels and the emotions his/her job requires. This will
decrease the stress level, which is one of the negative situations that a hotel employee is likely
to experience (Grandey, 2000). Therefore, the job performance of an employee providing
more quality service will increase (Begenirbas & Caligkan, 2014). The reason of showing less
surface acting may be due to the fact that the employees changing the emotions they actually
feel to express the emotions desired by the hotel enterprise requires more intensive mental
effort and the negative events that the employee may experience in psychological respect.

As a result of the correlation analysis conducted to determine the relationship between
emotional labor and job performance, it was identified that there was a significant and posi-
tive relationship between emotional labor and job performance. The conclusion obtained in
this study shows that as emotional labor increases, job performance will increase highly. In
this regard, it can be said that emotional labor is the determinant factor of job performance.
Similarly, in the studies conducted by Giardini & Frese (2006) and Tsai (2001), emotional
labor has been described as one of the fundamental determiners of a series of organizational
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conclusions covering guest relationships and employee performance. The emotional labor of
employees was argued to be an important factor for a successful job performance by Robbins
& Judge (2013). The findings of some studies on the relationship between emotional labor
and job performance (Colak, 2018; Unlii & Yiiriir, 2011) confirm this result achieved in this
study. In the research conducted by Colak (2018) at an airline enterprise, it was concluded
that the emotional labor competences of the cabin attendants affected their performances
positively. Moreover, the investigation carried out by Unlii & Yiiriir (2011) in tourism and
health institutions suggested that the deep acting, a sub-dimension of emotional labor, inc-
reased the intention to show job performance. On the other hand, in the study conducted by
Esitti (2015) at accommodation enterprises, it was identified that emotional labor level had
no effect on the job performance of employees. In this study, it was also determined that sur-
face acting, from the sub-dimensions of the emotional labor, affected job performance less
(positively) compared to deep acting and natural acting. It is possible to explain this result
with both biological and psychological pressure created by surface acting on employees. As
a matter of fact, Grandey (2000) also stated that surface acting displayed may have an effect
on decreasing job performance (Grandey, 2000). Although it is urged in the related literature
that emotional labor is an important prerequisite for job performance and this variable can
be used as an effective tool in increasing job performance (Colak, 2018; Miranda & Godwin
2018; Robbins & Judge, 2013; Hochschild, 1983/2012; Unlii & Yiiriir, 2011; Giardini &
Frese, 2006; Tsai 2001; Grandey, 2000), it is also discussed that employees may have emoti-
onal disharmony or emotional exhaustion after a while if they show an intense effort to act in
accordance with the emotional behaviour rules required by the job by displaying ostensible
emotional behaviours that are disconnected from their real feelings during work processes
or by suppressing their real feelings. It is emphasized that showing artificial feelings in re-
lationships with customers, in other words, masking his/her own feelings, may prevent an
employee from acting according to his/her own feelings at work (Bolton, 2005). This may be
indicated as a negative aspect of emotional labor for employees. In this regard, it has been
revealed by a large number of research findings that job performance is affected by negative
situations, such as increase in job stress, burnout level, and leave of employment intention
(Akdu & Akdu, 2016; Celik & Yildiz, 2016; Yiicebalkan & Karasakal, 2016; Eroglu 2014;
Scott & Barnes, 2011; Oral & Kdse, 2011; Furnell 2008; Grandey, 2003; Brotheridge & Gran-
dey, 2002; Pugliesi, 1999).

Multiple linear regression analysis results of the study showed that psychological capital
is more effective on the job performance than emotional labor. The lower effect of emotional
labor on job performance than psychological capital can be explained by the fact that while
the job performance of employees is affected positively when they intentionally display po-
sitive emotions towards customers (Goodwin, et al., 2011; Grandey, Fisk, Mattila, Jansen,
& Sideman, 2005), their job performance decreases, (Goodwin, et al., 2011; Tice & Brats-
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lavsky, 2000) and their job stress, burnout, and leave of employment intention increase when
they have to show the actions instructed by enterprises to show for customers, by acting or
masking their real feelings (Akdu & Akdu, 2016; Celik & Yildiz, 2016; Scott & Barnes,
2011; Furnell, 2008; Grandey, 2003; Pugliesi, 1999). In line with this finding, increasing the
psychological capital level of employees is necessary to encourage job performance increase.
Firstly, hotel managers may consider self-efficacy, hope, optimism, and resilience, which are
components of psychological capital, as these affect the job performance positively in their
recruitment process. They may prefer individuals wishing to work in hotel enterprises and
who have higher scores of psychological capital components, which is consistent with Rich
(1999). Human resources departments can assess the psychological capital level of job candi-
dates as part of standard written tests (Hur et al., 2016). Other than that, strategies to develop
these psychological capacities can be suggested. In order to develop self-efficacy, training
programs and indirect modelling, in which participants can observe and model others in their
respective fields, can be used (Luthans, et al., 2004). Observing others who have become
successful with sustained effort and seeing that it takes effort for success will urge the parti-
cipants to think that they have the capacity of becoming successful (Nasurdin, et al., 2018).
As hotel employees face the difficulty of attaching and meeting the requests of guests, they
should attend training programs designed by hotel enterprises to develop their competences,
knowledge, skills, and abilities. In this regard, their self-efficacy will increase, and this incre-
ased self-efficacy will instil confidence in employees in their abilities to overcome difficulties
and negative conditions, achieve goals, and maintain a positive state of mind (Wang, Mei,
& Zhu, 2017) and will finally result in better performance. What is more, as the successful
experiences of employees increase their self-efficacy (Bandura, 1997), it may be suggested
to divide difficult and complex tasks into smaller pieces in order to increase the experience
of managers and employees and then to teach them one by one (Luthans, et al., 2006). When
employees become successful in dealing with such little pieces, they will feel the required
self-efficacy in themselves, and this positive result will reflect in their job performance. As
the physiological and psychological well-being of an individual affects his/her self-efficacy,
health programs, aid packages, and a positive and supportive organizational culture provi-
ded by hotel enterprises will affect the self-efficacy of employees positively. Setting specific
and challenging goals in order to increase hope, developing emergency planning in order to
achieve goals, and redefining goals, when necessary, in order to avoid false hopes may help
hotel employees to enrich their hope level. (Luthans, et al., 2006). Another strategy to enrich
the hope level of hotel employees is to include them in decision processes by providing them
with more autonomy and to apply an effective training and award system. Based on the re-
commendation made by Luthans, et al. (2008), optimism may be reinforced with mentorship
and training programs in which the following issues will be learnt: (a) diagnose and identify
the beliefs that restrain you when faced with difficulties, (b) evaluate these beliefs, and (c)
replace these beliefs with more constructive ones (Nasurdin, et al., 2018). Resilience may be
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supported by establishing a professional network providing hotel employees with easy gui-
dance and social support when necessary (Jackson, Firtko, & Edenborough, 2007). Another
strategy urged by Hodges, Keeley, & Grier (2005) argues that managers will increase the resi-
lience level of their employees when they acknowledge the achievements of their employees
and appreciate them in this regard.

This study has also detected that there is a positive and intermediate relationship between
the emotional labor and the psychological capital. The theory of positive emotions confirms
this result. In the theory of positive emotions, in which the relationship between the emotional
labor and the psychological capital is established (Fredrickson, 2001), it has been observed
that employees with higher psychological capital are working at more appropriate mental and
emotional levels in an organisational environment (Fredrickson & Losada, 2005). This may
suggest that the dimensions of psychological capital may affect the emotions of employees
in the job environment. In a similar vein, the affective events theory (Weiss & Cropanzano,
1996) argues that the effects created by past events on the psychological events (psycholo-
gical capital dimensions) of individuals cause some emotional reactions in working life. In
addition, the conclusion obtained in this study in this respect is in accordance with the results
achieved in prior studies conducted on emotional labor and psychological capital (Fredrick-
son, 2001; Fredrickson & Losada, 2005; Hur et al., 2016). When considering the positive
results related to emotional labor, such as high performance, high service quality, and high
customer satisfaction in hotel enterprises, it is of importance to provide employees, serving
as frontline tourism professionals, with the required psychological capital.

It has been determined in this study that psychological capital, emotional labor and job
performance did not differ significantly according to gender, marital status, age, and educa-
tion level. It has been concluded that while the psychological capital levels of the employees
have differed significantly according to the departments, the emotional labor acts have dif-
fered significantly in line with the departments and working durations. In this regard, the
psychological capital levels of employees working in the kitchen department were found to
be lower compared to other employees working in other departments. Focusing on revealing
and developing the present abilities and characteristics of the employees working in the kitc-
hen department by hotel management (Seligman & Csikszentmihalyi, 2000) will contribute
to increasing the psychological capital of employees. In addition, being aware of the fact that
the employees’ personal negativities, such as weakness, incompetence, and defects, have a
positive equivalence and can be developed (Demir & Sen Demir, 2019); thus, acting in line
with this awareness will contribute to increasing the psychological capital of employees. What
is more, it has been determined that employees in the front office department show higher
emotional labor behaviour and the level of displaying emotional labor behaviour decreases as
the working time in the sector increases. As the employees in the front office department are
in communication with guests more during their reservation, check-in, accommodation, and

320



Sénmez Kan, Neslihan / The Effect of Psychological Capital and Emotional Labor on Job Performance: A Study on Five Star Hotel...

check-out processes, they can be said to show higher emotional labor behaviour to fulfil their
job properly. It can be stated that as working duration increases, the employees, strengthening
their position in the hotel enterprise thanks to the professional experience and competence
they have gained, show less emotional labor behaviour.

When considering the conclusions obtained in the study, it is seen that psychological
capital is of importance in carrying the performance to a superior level in hotel enterprises.
According to the conclusions of the research, emotional labor is an important prerequisite
for job performance. Many studies in the related literature confirm this conclusion (Colak,
2018; Miranda & Godwin 2018; Robbins & Judge, 2013; Hochschild, 1983/2012; Unlii &
Yiiriir, 2011; Giardini & Frese, 2006; Tsai 2001; Grandey, 2000). In addition, it should not
be overlooked that when employees show an intense effort to display emotions in accordance
with the emotion display rules determined by the enterprise, they may have emotional dis-
harmony or emotional exhaustion after a while. This may be indicated as a negative aspect
of emotional labor for employees. In this regard, it has been supported by a large number of
research findings that job performance is affected by negative situations, such as increase in
job stress, burnout level, and leave of employment intention (Akdu & Akdu, 2016; Celik &
Yildiz, 2016; Yiicebalkan & Karasakal, 2016; Eroglu 2014; Scott & Barnes, 2011; Oral &
Kose, 2011; Furnell 2008; Grandey, 2003; Brotheridge & Grandey, 2002; Pugliesi, 1999).

The result of this study should be interpreted based on three limitations. Firstly, the use of
self-report measures of job performance may result in a bias regarding conclusions. To mi-
nimize this potential issue, future researchers (such as managers and colleagues) can collect
job performance data from more than one source. Secondly, this research can be generalized
for the enterprises in the service sector and is limited to an administration to be carried out in
S-star hotel enterprises operating in Antalya Province. Future studies may be conducted by
using the enterprises in different sectors in their sample groups. Thirdly, in this investigati-
on, the effect of the emotional labor and psychological capital on job performance has been
studied. Investigation of the relationships among these two variables and terms such as or-
ganizational health, organizational fit, organizational climate, conflict management, business
profitability and efficiency will both contribute to the related literature and will become an
important data source for those concerned.
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