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Introduction 

Since the late 1990s, the attention on the understanding and employment of Emotional 

Labour has been growing in the hospitality sector. Emotional labour was firstly coined by 

Hochschild (1983) to describe the management of one’s feeling and emotions to meet 

specific organisational outcomes. This concept is performed by employees either when 

change their outward appearances by using fake emotions or when users try to use their 

previous experiences or training in working up appropriate emotions.  

 

 

Although Emotional Labour is used widely as research topic, the relationship between this 

concept and national culture is somehow neglected. Hence, this study aims to explore the 

impacts of Individualism/Collectivism - a common studied factor in cross-cultural research 

on how service workers adopt Emotional Labour and its negative effects on users’ well-

being such as emotional exhaustion and depersonalisation.  



The importance of the Global Hospitality Industry  



INDIVIDUALISTIC CULTURES COLLECTIVIST CULTURES 

- Show “I” conciousness 

- Respect individual's identity, 

independence  

- Be self-oriented 

- Show “We” conciousness 

- Emphasize interdependence, group 

success  

- Be community-oriented 

Cross cultural management Employees’ turnover Workforce development 

Hospitality HR Challenges: The Cultural Context 



Emotional Labour 

Deep acting is about a 

person trying to feel a 

specific emotion that they 

are thinking about in their 

mind. For example, 

before his wife left him, 

Harry used to think about 

her and their plans while 

working. This would put 

Harry in a happy mood, 

and he would respond to 

customers' issues with 

enthusiasm and 

politeness.  

Surface acting is when 

a person has to fake 

emotion to meet certain 

social or work rules. For 

example, the Monday 

after Harry's wife left 

him, he was very upset. 

His supervisor had no 

clue that Harry was in 

personal turmoil since 

he still provided upbeat 

and positive customer 

service to all of his 

airline customers.  



Emotional Labour 

Figure 1: Overall conceptual framework of EL in hospitality 

Source: adapted by Grandey (2003)’s conceptual framework of EL  

Antecesdent of Emotional 
Labour 

Emotional Labour strategies Emotional Labour 
consequences 

Individual factors: 
- Demographic characteristics 
- Emotional Intelligence (EQ) 
- Cultural background 

 

 

 

 
Emotional Labour Strategies 
- Surface Acting (SA) 

- Deep Acting (DA) 

 
Individual well-being: 
- Job burn out: Emotional 
Exhaustion (EE), 
Depersonalisation (DP).  

Situational demands: 
- Negative events 
- Positive events 

 
Organisation outcomes: 
- Customer satisfaction 
- Service quality Organisational factors: 

- Display rules 
- Working hours 
- Management supports 



The relationship between EL, Culture and HRM                                          
in hospitality industry 

Cultural differences and EL strategies 
 

H1: Service workers who report themselves as individualists tend to use Surface Acting more 

than Deep Acting 
 

H2: Service workers who report themselves as collectivists tend to use Deep Acting than 

Surface Acting 
 

Cultural differences and EL negative consequences 
 

H3: Service workers who report themselves as individualists tend to experience high level of 

Emotional Exhaustion than those who report themselves as collectivists 
 

H4: Service workers who report themselves as individualists tend to experience high level of 

Depersonalisation than those who report themselves as collectivists 
 

H5: Service workers who report themselves as individualists and as using higher levels of 

Emotional Labour, also report higher levels of Emotional Exhaustion and Depersonalisation 
 



Methodology 

Mixed-methodology 

Quantitative data 

Online survey questionnaire 

Instruments: INDCOL scale, D-QEL Scale, 

MBI Scale, 5 points Likert Scale 

Qualitative data 

Open-ended question  

in questionnaire 

 

Research sample 

Data collection and analysis method 

- Front-line employees who are working in UK and 

Vietnamese 5-star hotels 

- Sample size: 150 respondents  

SPSS Ver 22 
Color code based on themes 



Data Analysis And Findings 

The relationship between cultural differences and EL strategies:  

Figure 2: Results from Chi-square test to examine respondents coming from 

different societal cultures and their likelihood in choosing EL strategies.  

Hypothesis 1 and 2 are not supported 



Data Analysis And Findings 

The relationship between cultural differences and EL negative consequences:  

Figure 4: Results from Chi-square test to examine 

respondents coming from different societal cultures and 

their levels of DP experiences  

Figure 3: Results from Chi-square test to examine 

respondents coming from different societal cultures and 

their levels of EE experiences  

Hypothesis 3 is supported Hypothesis 4 is supported 



Data Analysis And Findings 

The correlation between Individualism, Surface Acting, EL negative consequences:  

Figure 5: Pearson correlation coefficients and p-value between IND, SA, EE and DP 

Hypothesis 5 is supported  



Data Analysis And Findings 

Recommendation for EL negative consequences: 

Figure 6: Person/People play the most important role(s) in 

helping participants overcome EL negative consequences 

Figure 7: The summary of results collected from open-ended 

question. 



Conclusion 
There are conceptual and managerial implications emerging from the findings of 

this study.  

On conceptual level, individualism/collectivism representing cultural differences, 

can affect the exercise of emotional labour.  

On the managerial level, this research’s findings support the usefulness of putting 

cultural differences into human resources training so service workers can perform 

more sincere Emotional Labour then replace negative consequences.  

Hospitality managers should customise their procedures to attract and retain 

talented employees who have ability in understanding and exceeding customer 

expectation to bring positive outcomes to not only workers and customers but also 

the hotels.  



Recommendations for future research 

- Expand study scope by conducting the research in more countries. 

 

- Investigate in different aspects of Hofstede's theory of national culture 

differences such as power distance, masculinity/ feminity, long-term 

orientation, and uncertainty avoidance. 

 

- Research more on positive consequences of Emotional Labour on individual 

and organisational performances. 

 

- Collect more qualitative data along with current quantitative data to 

    increase the reliability and credibility of the research.  



Thank You For  

Your Attention 

Any Questions? 
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