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Abstract

This paper aims to study the relationship betwaetegies of emotion labour namely surface
acting and deep acting with the outcomes of buriotite context of thindian hospitality
industry Additionally, it also aims to examine the effe€the ancient value system Afithi
Devo Bhavawhich literally translates to ‘Guest is equivalemGod’ on this relationship. A
survey was conducted in two Indian metropolitaresinamely Mumbai and Pune. Paper
pencil and digital questionnaires were given ouwwtoking members of all levels across
hotels and restaurants in these cithds48). Results showed no association between surface
acting and the 3 dimensions of burnout respectivdbyvever, a positive association was seen
between surface acting and emotional dissonancegAtive association was seen between
Deep acting and lack of personal accomplishmenhbttith emotional exhaustion and
depersonalization. No relationship was seen betweap acting and emotional dissonance.
Atithi Devo Bhavacould not predict the outcomes of burnout andleeiating role of

surface acting was not seen. However, deep actasgseen to mediate the relationship
betweenADB and lack personal accomplishment but not for theradimensions of burnout.
Lastly, no association was seen betw@B®B and emotional dissonance and thus, it was not
the mediator in the relationship betwe&DB and burnout. To conclude, this study is one of
the first to explore the concept of emotion labiouthe Indian context and there is wide scope
for further research.
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1. Introduction

‘Atithi Devo Bhava’
Taittiriya Upanishad, Shikshavalli 1.20

The Sanskrit quote mentioned above literally tratesl to The guest is equivalent to Godt

is a deep rooted belief or value, upheld by Indiamen today. It has translated into the
practice of making the guest happy no matter wdan if it means causing inconvenience to
oneself. The Indian hospitality industry, much ligeery other hospitality industry in the
world, operates on this fundamental principle ofkmg their guest/customer happy. The
industry in India today is growing at a large pdBathi, Bhatnagar, & Mishra, 2013). A
survey by the National Sample Survey Office of én(R012) reported that the proportion of
household expenditure on dining out has increasstidy from 19% in 2000 to over 30% in
2012. This strongly suggests that with the newingabut’ culture growing in India, there is a
need to study those who provide these servicesn Bveing a small to now becoming a
rapidly expanding industry, there is a need to whight on the struggles and problems
associated with it.

One of the salient problems associated with thiustry is that oEmotional labour Most
often employees in the industry are expected toogoua pleasant face (Grandey, 2000) to
appear happy and welcoming to their customers. @@sindoes not allow them the freedom to
express their emotions and this disparity has mnegatonsequences. One of the most
significant negative consequences is tha@whout(Grandey, 2000).

The aim of this study is thus to examine the retathip between emotion work and burnout,
in the context of an Indian sample. It is also xplere the relationship and effect that the

value of ‘Atithi Devo Bhava’ may have on emotioibdaur.

1.1Key Concepts

In order to gain insight about the underlying cquisethat are associated with the
phenomenon of emotion labour, it is of utmost ini@oce to define them as well as examine
the relationships between them.

Emotional labour is defined as the management of feeling to cragbeiblicly observable
facial and bodily display (Hochschild, 1983). Emydes working in several different work
sectors are often expected to regulate their em®tiwhen interacting with their clientele.

They do so while complying with the display rulbattare set by the organization.



Display rules are ‘exemplars’ that dictate how employees muktte at their job (Grandey,
2000). The hospitality industry requires their eoygles to perform emotional labour in
varying degrees. Grandey (2000), states that erap®ygope with the display rules using two
mechanism namely surface acting and deep acting.

Surface actingis the process where an individual manages higfmetional expression. This
may be done by faking or suppressing one’s emdti@sponses (Hulsheger&Schewe, 2011).
This result in an opposition between emotionsdell emotions expressed. (Grandey,2000).
On the other hand)eep actingis the process where individuals try to sync theie and
required feeling. It is an ‘antecedent focused’ gamal regulation and takes place before an
emotion is developed. This is done by either chamdhe emotion or the perception of a
situation (Grandey, 2000; Hulsheger&Schewe, 2011).

Burnout is a state characterized by emotional exhausti@personalization and reduced
personal accomplishment (Grandey, 2000). Withresfee to emotional labour, when

workers cannot regulate their emotions any longes,an indicator of burnout (Zapf, 2001).

Another key concept to be understood is that oftonal dissonance.Emotional
dissonanceas defined by Hochschild (1983) occurs when tiee e discrepancy between an
emotion felt and the one expressed as per the iaajam rules. Previous research by
Grandey (2000) indicates that individuals engagenrotional labour by Surface Acting or
Deep Acting. When service providers ‘Surface ag#ttis directly suppress their emotions,
there is a greater discrepancy between emotiohsrel expected as opposed to when they
Deep Act, that is alter their emotional states del fmatch display rules. Thus, it can be
concluded that there is greater emotional dissaasa@ result of surface acting as opposed to
deep acting.

Results of the Meta analysis conducted by Hulsi&genewe (2011) showed positive
relationships between the emotion-rule dissonancé&h wemotional exhaustion,
depersonalization, psychological strain and psyomadic complaints. Emotion rule
dissonancemay be explained as the disparity that occurs batwamotions felt, and those
which have to be displayed as per the rules setheyorganization. Thus, ‘Maintaining a

difference between feeling and feigning over thegloun, leads to strain’ (Hochschild, 1983).



A relationship between emotional dissonance andtiemad exhaustion has been noted,
however less empirical support has been found emdlationship with depersonalization and
personal accomplishment (Grandey, 2000).

Atithi Devo Bhava, as mentioned above literally translates to ‘Thesy is equivalent to
God'. This principle holds profound importance hetindian society, and is a value that is
deeply engrained in individuals from an early aghis value manifests itself in many
different situations and is emphasized upon inltitean hospitality industry as well. The
belief of ‘Atithi Devo Bhava’ stresses on treatitg guest with utmost respect and care. In an
Indian household, the guest is equivalent to Gadl @mding to the needs of the guest is
equivalent to service to God. The host often tetodhe needs and comfort of their guests
even if it is inconvenient to them. With such asty rooted belief system, it is not unusual to
always display positive emotions and maintain gageicode of conduct around the guest.

It is a key concept to the present research, apdper makes some important predictions

about the Indian sample based on this belief system

1.2 Theoretical Understanding

The current research has been influenced by Alleat'® (2013) model of emotional labour,
which suggests that emotional labour which is rficed by the display rules of the

organization leads to emotional dissonance anohatgly results in burnout.

/ Surface Acting }\

Emotional
Dissonance

Display rules Burnout

Figure 1: Allen Et al. (2013) model of emotion daip.



As mentioned earlier, there are two mechanismsildatiduals use to manage their emotions
(emotion labour) namely surface acting and deem@cAs shown inFigure 1, both these
processes result in burnout. The current reseaitis &0 examine this key relationship
between the processes and burnout. As there isvaitalale literature that has previously
examined the relationship between the variablethénindian context, the present research
uses the Allen et al's (2013) research as a retergoint to hypothesize the relationship
between the variables.

Over the years, there has been plenty of resehathhighlights the relationship between
Emotional Labour (Surface acting and Deep actimgl) lzurnout. Results of a comprehensive
meta-analysis conducted by Hulsheger, &Schewe (Zidtlicated a positive relationship
between Surface Acting and the indicators of burmamely emotional exhaustion,
depersonalization, and lack of personal accomplsiinThe act of suppressing one’s
emotions leads to unresolved feelings and thahately has a negative impact on one’s
wellbeing (Brotheridge& Grandey, 2002).

As seen irFigure 1: Model of emotion labouit is important to consider an important
variable that is Emotional Dissonance. Previousassh has indicated a link between surface
acting and emotional dissonance (Hulsheger,&Sch2@&]). When individuals suppress
their emotions to comply to display rules, theyoaunstically create a gap between the
emotions experienced and the emotions they disghag, leading to emotional dissonance.
Thus we would predict the relationship betweenagfacting and burnout is mediated by
emotional dissonance. This present research p&gumepeedicts that greater surface acting

would lead to burnout.

Hypothesis 1(a): Surface acting is positively asisded with burnout, mediated through

emotional dissonance.

When taking into account the relationship betweeepdacting and burnout, researchers have
found results pointing in all directions but theidies have been conducted on a Western
sample. Most often in collectivist cultures, reduig one’s emotions for social reasons may

not be threatening to one’s sense of authentigitieif et al, 2013).



In collectivist cultures, individuals are likely tmnsider their customers a part of their in
groups as a result they bring their inner feeliagd expressed emotions on the same line
(Brotheridge &Taylor, 2006). Deep acting could disad to a greater sense of personal
accomplishment (Brotheridge &Grandey, 2002). Important to take into account the role
of Emotional Dissonance. Hochschild (1983) argined tloing “emotion work” was a way of
decreasing the state of emotional dissonance agdilea result in a feeling of personal
accomplishment if effective. Thus, when individuaigheir workplace manage their
emotions by altering or changing what they featdmply better with their display rules, they

automatically reduce the gap between the emotlsfeel and have to express.

Hypothesis 1(b): Deep acting is negatively assassaivith burnout, mediated through

emotional dissonance.

As mentioned earlier, the second fundamental aithisfpaper is to examine the relationship
between the Indian value system of Atithi devo lzgharnd Burnout among employees of the
Indian Hospitality industry. The present paperegakito account Allen et, al's (2013) model
of emotional labour, to develop a new frameworkbelpwhere the value system of ‘Atithi
Devo Bhava’ has been put in place of the displdgstuand the impact it has on the emotion
regulation process, emotional dissonance and bumitibe tested.

Surface Acting

Atithi Devo Emotional
Bhava Disscnance

Burnout

Deep Acting

Figure 2: Model of 'Atithi Devo Bhava’

As Hofstede (1984) mentioned in his work ‘Cultui@@nsequences: International Differences
in Work-Related Values’ a value is an ‘attributeanfindividual and also that of a collective’.

The value of ‘Atithi Devo Bhava’ too, has been proemt in Indian culture and society and is



upheld by a majority of people. It is often empheasdiupon from a very young age, thus it
may be hon rational’ (Hofstede, 1984). This indicates that welcomingifpee behaviours
towards guests may be conditioned over time. iddals are often seen ensuring the utmost
comfort and providing for the wishes of their ggedthe guest in an Indian household is
treated with respect, care and is put above ah éveis inconvenient to the host to do so. In
collectivist, societies like India, social interacts reflect the social context thus almost
undermining one’s sense of self. The value of Atigwvo bhava is well ingrained in
individuals, as a result the guest is only greetgld positive emotions, and a certain conduct
maintained around the guest as they are accepted@acted members of the household.
Thus, individuals are often seen managing their emotion around the guest of a household,
due to their respected status and the host’s ¢wiigtictendency to maintain harmony.
Emotional regulation thus may be seen as a normatiecess to maintain harmony
(Mesquita, 2013). It is also strongly argued, thiaplay rules often exist in all situations, thus
individuals may not have the freedom to truly esgrthemselves (Ekman and Friesen 1975
as mentioned in Moran &Diefendorff, 2012). Thuspday rules not only exist at work but
also outside in the social sphere, more so in ciist cultures.

The hospitality industry across the world, operateshe principle of making their customer
feeling welcome, treating them with respect andnigikare of all their needs. Display rules
laid down by organizations are directed to enshia¢ the client/customer is treated a certain
way. The service providers are expected to expmelyspositive emotions to their customers
with the agenda of making them feel happy and wetmmuch like the Indian household. It
is important to take into account display ruleaganization lays down are most often
influenced by the societal norms about what is eppate (Zapf, 2002). Thus, if display rules
within one’s society (towards guests) are the sasnéisplay rules expected by the
organization, then managing one’s emotional expyessay not be a means of emotional
labour which is detrimental to the wellbeing ofiadividual (C6t€,2005). It is important to
note that, since the value of Atithi Devo Bhavas baen well taught to most individuals to
from a very young age, treating guests by exprggsisitive emotions may be a conditioned
response and not a demanding emotional regulatmreps.

This research aims to highlight, that if individsialosely align themselves to the value of
‘Atithi Devo Bhava’ on a personal level, outsidetioé workplace their act of ‘managing’
their emotional expression is reduced. They areertikely to authentically feel positive
emotions towards their customers and can morelyeadiend their feelings to match

organizational display rules. Grandey (2002) defigigrface acting as the managing one’s
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emotional expression and deep acting as managieig teelings. Thus, if individuals closely
align themselves to the value of ‘Atithi Devo Bhavhey accept the guest/customer as a
respected member of their in group; hence theynane likely to maintain certain behaviours

around them by managing their own feelings rathan fust their outward expression.

Hypothesis 2(a): If individuals align more closetg the values of ‘Atithi Devo Bhava’, they
are less likely to surface act and this could leadesser burnout.

Hypothesis 2(b): If individuals align closely to ¢hvalues of ‘Atithi Devo Bhava’, they are
more likely to deep act and this could lead to krskurnout.

Hochschild (1983) in her work emphasized on thepil negative outcomes associated
with emotion work on employee wellbeing. She stateher work that a continuous
discrepancy between emotions that are felt andties a worker has to display can lead to an
individual feeling cut off from emotions that hegsauthentically feels. This discrepancy in
the long term would eventually lead to ‘energy @&ph’ and ‘burnout’. This structural
discrepancy between the emotions that one feelshendnes he/she displays is termed
‘Emotional Dissonance’. Previous research indicatesk between Emotional Dissonance
and emotional exhaustion, which is an indicatdowiout (Grandey, 2002).

This research aims to explore the ‘mediating’ flemotional dissonance on the relationship
between Atithi Devo Bhava and Burnout. If individiavorking within the hospitality

industry align closely to the principle of AtithieDo Bhava, then they are less likely to ‘act’,
resulting in lesser emotional dissonance and hksackng to lesser burnout. Individuals who
inherently base their beliefs in this ancient vaystem would be able authentically feel and
behave positively with customers as opposed to etimg to the display rules. This would
lead to a reduced need to manage one’s emotionsratiicing the emotional dissonance

experienced and risk of facing burnout.

Hypothesis 3: Greater identification with the prirale of ‘Atithi Devo bhava’ leads to lesser

emotional dissonance and thus lesser burnout.

10



The paper aspires to broaden the available litexatind study the Indian population which is
understudied when it comes to the topic of emotalvour and burnout. It is especially
significant, owing to the growth of the organizeaskpitality industry in India itself. A recent
statistic indicates that the Indian hospitality ustty in India is expected to generate 13.45
million jobs, 10.49 million jobs in the restauras#ctor and 2.3 million in the hotel sector.
With such a massive change occurring within theistiy itself, there is need to analyze the
underlying problems associated with the industry @murn out meaningful interventions for
the future. With the Indian Governmentiscredible Indiacampaign, which boasts of the
Indian hospitality industry and lays stress on #msient value system, it is essential to test if

individuals within the sector align with these ve@dwor not

2. Methods

2.1 Participants
The participants of this study are ‘frontline’ eropées of the Indian hospitality industry
(N=98). A total of 123 responses were collected, howewty 98 were included and valid.
The inclusion criterion for this study was: empmeg who worked more than 20 hours a
week. With a majority of participant6&%) working for more than 40 hours a week. Based
on this criterion as well as certain disparitieshea responses, a valid sample of 98
respondents is taken into account. The majorityhefsample is male employe@2 299. The
sample was aged between 18-60 years (Mean agea3&M= 13.67 SD=9.§' .The
participants differed in number of years they hadrbin the specific occupation, wizd.4%
serving in the hospitality industry between 4 tg#@rs. The sample had varied educational
backgrounds, with most participants having a bawlaggree9.4%). The inclusion criteria
for this study were: employees who worked more @@hours a week. With a majority of
participants §8%) working for more than 40 hours a week. Also, dhestionnaire was filled
by individuals who wait tables, serve as recepsitsnor managers in both restaurant and
hotels will be included in the sample. This wassuse these employees have the most

interaction with customers and clientele.

! The age was coded in the data set as 1=18 yed8;y&ars and so on. Thus, the mean age for the
sample was calculated by adding 18 to the valld.¢3.6+18= 31.6 years).
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Table 1(a): Descriptive Statistics

Gender Education Years of Work experience Hours wdeed per week
Male Junior High Less than a year 20-30 hours
72.2% 1% 15.6% 11.3%
Female Senior High 1-3 years 30-40 hours
27.8% 10.3% 25.8% 20.6%
Bachelor Degree 4-10 years More than 40 hours
69.4% 34.4% 68%
Masters Degree More than 10 years
16.5% 23.7%

Doctoral Degree
3.1%

Table 1(b): Descriptive Statistics

Variables Mean SD Scale
(Min-Max)
Age 13.67 (32 years) 9.6 1-43(18-60 years)
Emotional exhaustion 30.59 12.60 9-59
Depersonalization 16.38 7.27 5-33
Personal Accomplishment 22.07 8.86 8-48
Surface Acting 19.16 4.48 6-28
Deep Acting 29.82 6.16 11-42
Emotional Dissonance 13.52 3.54 4-20
Atithi Devo Bhava 29.53 5.83 7-35

2.2Research Design and Procedure

This research has been carried out using the ‘Sumethod. A questionnaire was devised to
test the different variables. The questionnaire adiinistered to frontline employees in the
hospitality industry in the cities of Mumbai andrfey India. The sample was collected from
the organized hospitality sector. The questionsaiwere administered online, but a majority
of the sample was collected using the paper pemeihod. To collect the data, different
hotels/restaurants were approached. The instrigctimthe survey were clearly mentioned on
the form there was no other instruction given. Heavethe participants were just assured that
the information from the questionnaire was anonysrend gathered for research purposes
only. Once the participants had finished filling thurvey, the questionnaires were returned in

sealed envelopes. Participants were not debridted @he participants who wished to
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receive the results of the questionnaire provithked icontact details so that they could receive

results.

2.3Measures

The questionnaire has been constructed using delresent measures:

The Maslach Burnout Inventory — Human Services Surey (Maslach et al., 1996)

The inventory consists of 22 Items and is dividad 3 outcome subscales. ‘Emotional
Exhaustion’ which includes 9 items € .88) which assess how individuals may be
emotionally over extending themselveésample ‘I feel burned out from my work’.
‘Depersonalization’ which has 5 items#£ .75) and assesses how individuals may have the
feeling of impersonalization and unfeelifigkample ‘I feel | treat some clients/customers as
if they were impersonal objects’. ‘Lack of Persoaatomplishment’,o = .76) is the third
subscale comprising of 8 items that tests an iddadis sense of accomplishment. To
calculate the alpha for this particular subsca&mg were reversed and then the scores and
alpha for the sample was calculated. Higher scomethis subscale indicate greater lack of
personal accomplishmeriixample ‘I feel I'm positively influencing other peoplels/es
through my work’ The inventory has a 7 point resgwacale which range from ‘never’ to
‘everyday’. Participants have to indicate the freey of every symptom measured in the

above subscale.

Surface acting / deep acting: Emotion Regulation Qastionnaire (ERQ) (Gross & John
2003).

This scale consists of 10 items, which measuretngcts to this research namely the ‘Surface
Acting’ (a = .54) and ‘Deep Acting'd( = .73). The alphas for the sample were calculatbd.
subscales test the tendency of the employees teitigz of the strategies. Deep Acting
subscale consists of 6 itentsxample ‘When | want to feel more positive emotion, | oge

the way | am thinking about the situation’. Surféezing consists of 4 item&xample:’l

keep my emotions to myself’. The participants iatkc their answers on a 7 point scale

ranging from 1: Strongly Disagree and 7: Stronghree.

Atithi Devo Bhava Scale
This scale consists of 5 self-designed items timatta test if individuals closely align

themselves to the Indian cultural value systemAtithi devo Bhava’ which means the ‘Guest
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is equivalent to God'. It was developed to teghdfividuals actually put their guests on a
pedestal, treat them with utmost respect and wgaldut of their way to ensure the needs of
the guest are met.

The items are answered in a 7 point response faanging from 1: Completely disagree to
7: Completely agreea(= .80)

The items include:

A customer is always welcome

A customer/guest should always be treafiétdl wtmost respect

It is impolite to refuse any request of tstomer/guest

Under all circumstances one should meenhésels of the customer

a bk N

A customer should never leave happy

Emotional Dissonance

Emotional dissonance was measured with the emadtiissonance subscale of the emotional
labour scale from Andela et al. (2015). The scalagrised of 4 items, eg: ‘I experience a
discrepancy between the emotions | express todfegsional and what | feel’. The
respondents answered the items using a 5 poirg gtat indicated the frequency of how they
felt the emotions. (1=never, 5=always). The Crohtmalpha was calculated for the scale

based on the sample, and it served to be a reilabésured = .74).

3. Results

3.1 Statistical Analysis

After having entered the data, the preliminary sé&q@n was to identify the cases that seemed
fit to be analyzed. To effectively sort the casesan the basis of validity, they were coded
(O=Invalid, 1=Doubtful, 2= Valid) and a statistiaialysis was conducted on the valid data
(2=Valid) (N=98).

3.2 Correlations

Correlations between the different variables as asethe background variables are presented
in Table 2Hypothesis 1(a) predicts that greater surface@ds associated with greater
burnout and this relationship is mediated by thet@nal dissonance an employee

experiences. As seenTable 2 there is no association between Surface Actinpthe
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subscales of burnout. A positive non-significantretation was seen between Surface acting
and Emotional Exhaustian=.11,p>.05. Additionally, a positive not significant rétanship
between Surface acting and Depersonalization scald5,p>.05. A negative non-significant
correlation was seen between Surface acting akdlaeersonal accomplishment -.13,
p>.05. However, a significant positive relationshigs seen between Surface Acting and

Emotional Dissonance= .32,p= .001.

Hypothesis 1 (b) predicts that greater deep adsimgsociated with lesser burnout and this
relationship is mediated by emotional dissonancsigAificant negative correlation was seen
between deep acting and lack personal accomplishmen40,p < .001. This indicates that
greater deep acting is associated with higher $evepersonal accomplishment. However,
there was a non-significant correlation seen batvasep acting and emotional exhaustion

r =.017,p>.05 and depersonalizatiors -.09,p>.05. No significant correlation was seen
between emotional dissonance and deep actnd 9,p>.05. The above observations appear
to be in line with the hypothesis as greater thepadscting, greater is one’s the sense of
personal accomplishment and lower is the emotidisglonance caused due to the emotional
regulation. Additionally, it is seen that greatee €motional dissonance the greater there is
Emotional exhaustion= .30,p < .001 and Depersonalizatiors .32,p < .001 and Personal
accomplishment = -.29,p < .001.

With reference to the variable of Atithi Devo Bhaggpositive significant correlation was
seen between Atithi Devo Bhava (ADB) and deep gatin .42,p < .001. A non-significant
correlation was seen between ADB and surface actng 9,p>.05. A significant negative
correlation was also seen with two burnout subsc&lepersonalization=-.30,p < .05 and
lack of Personal accomplishment -.44,p < .001. However, ADB was not significantly
correlated to Emotional exhaustion saafe-.13,p>.05.

Hypothesis 3 predicts that emotional dissonanceaatesithe relationship between ADB and
dimensions of burnout. However, a non-significapgipve relationship was seen between

ADB and Emotional dissonance= .13,p>.05.
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Table 2: Correlations for Background variables, gictors and outcome variables.

Variable  Emotional Depersonalization Lack of Personal  Surface Deep Emotional Atithi
(n Exhaustion Accomplishment  Acting Acting Dissonance Devo
Bhava
Gender .07 14 .09 -.21* -.20* -.07 -.16
Age .03 -11 21 -.09 -.02 -.19 -13
No of -.03 -.23* A7 .02 A3 -.18 -.02
years
No of -.26** - 44%* -.02 -.07 -.09 -.02 27
hours
EE - - - - - - -
DP 76** - - - - - -
PA -.08 -.03 - - - - -
SA -11 15 -13 - - - -
DA -.017 -.09 -.40** .36** - - -
ED .30** 32%* - 29%* 32%* .19 - -
ADB -13 -.30** - 44** 19 A2** A3 -

*Correlation is significant at the 0.05 level (2¢d)

**Correlation is significant at the 0.01 level @led)
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3.3 Regression Analyses

Multiple Regression analyses were carried out tor@re the relationships between the
variables. Two background variables No. of hoursked per week and No. of years in
specific occupation were controlled for in Blockflthe regression analyses. A negative
highly significant correlation was seen between dfdours worked and Emotional
exhaustionr(= -.26,p<.001) and Depersonalization< -.44,p<.001) A significant negative
correlation was also seen between no. of yeardf experience with Depersonalizatian (
= -.23,p<.05) and lack of personal accomplishment ¢.17,p<.05) and hence these

variables needed to be controlled for.

A multiple regression analysis was conducted tarema if surface acting predicted burnout
and if emotional dissonance played the role ofntleeliator. As presented Trable 3 (Block
1) a negative association is seen between No.wkheorked per week and emotional
exhaustionf= -.30,p<.05) and depersonalizatiofi«-.40,p<.05) respectively.

As seen in Block 2, Surface acting could not priegicotional exhaustiorp€ .10,p>.05),
depersonalizatiornpE .12,p>.05) and lack of personal accomplishmeiat {.13,p>.05).
However, a positive association is seen betwedamiacting and emotional dissonange (
.33,p<.05).
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Table 3: Regression analysis for Surface ActingnBut (Emotional exhaustion, depersonalizationkla€ personal accomplishment) and
Emotional dissonance

. . . . Lack of Personal _ .
Block Variables Emotional Exhaustion Depersonailarat ] Emotional Dissonance
Accomplishment

B AR? F R? B AR? F R? B AR? F R? B AR? F R?

No. of years
.02 -12 .19 -.18
Block worked in occ.

.09 443 0.09 20+ 11.18 .20+ .03 1.58 03 _ .03 1.60 .03
1 Hours worked per
-.30 - 40+ -.08 .02
week
No. of years
) .02 -.13 .20 =20
worked in occ.
Block” “Hours worked per 01 338 .10 01 806 .22 01 1.60 .05 1 500 .14
2 _'29 . . . _.39* . . . _'09 . . . .05 . . .
week
Surface Acting 10 12 -.13 .38
No. of years
.08 -.08 .15

worked in occ.

Block  Hours worked per

-.31 - 40~ -.07
3 week .08 5.09 .18 .07 8.86~ 29 .05 2.48 .16
Surface Acting -.00 .02 -.06
Emotional
. 32 29 -24
Dissonance

*Correlation is significant at the 0.05 level (2¢d)

**Correlation is significant at the 0.01 level @led)
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In block 3, an overall significant regression modedeen for surface acting, emotional
dissonance and emotional exhaustiei4, 88) =5.09p=.01,R? = .18 p<.05). However,
surface acting does not predict emotional exhangfte -.00,p>.05) but a positive significant
association is seen between emotional dissonamteraational exhaustio£ .32,p<.05).
This shows that the greater the emotional dissa@ahe more emotional exhaustion is
experienced. A significant regression model is aksen for depersonalizatida (4, 84)
=8.86,p<.001,R? = .29p<.05). Surface acting does not predict depersaatadiz (3= .02,

p>.05), but a highly significant positive associatiorséen between emotional dissonance and
depersonalizatio(= .32,p<.001). The greater the emotional dissonance expezid, the
greater is the depersonalization. A significantesgion model was seen for lack of personal
accomplishmentF (4, 82) =2.46p=.05,R? = .10p<.05). Surface acting does not predict lack
of personal accomplishmegfi= -.06,p>.05) but a significant negative relationship isrse
between emotional dissonance and lack of persacahaplishmentf= -.24,p<.05). Thus,

the greater the emotional dissonance, higher patsmeomplishment is experienced.
Overall, the results are contrary to Hypothegija)las surface acting does not predict the
outcomes of burnout in the given sample howevsiguificant relationship is seen between

emotional dissonance and the three outcomes.

Regression analyses were conducted to examineldteonship between Deep acting and
burnout and if emotional dissonance mediated #laionship (Hypothesis 1b). As presented
in Table 4 (Block 1) a negative association is seen betweems worked per week and
emotional exhaustio@g= -.31,p<.05) and depersonalizatiof-.41,p<.001) respectively.

As presented in Block 2, deep acting does not presnotional exhaustio£ .00,p>.05)

and depersonalizatiop£ -.04,p>.05), however a significant negative associatsoseien with
lack of personal accomplishmept(-.44,p<.001). This indicates that using more deep acting
is linked to an increased sense of personal acesinmpént. No significant association is seen
between deep acting and emotional dissonance a¢pwel31,p>.05).

In Block 3 of the analysisignificant regression model is seen Deep actimgti@nal
dissonance and emotional exhaustier4, 85) =5.40p=.01,R2 = .20p=.01). Even though
deep acting could not predict emotional exhaugjen-.05,p>.05); a positive relationship is
seen between emotional dissonance and emotionabstibn = .33,p<.001). This suggests
that more emotional dissonance is linked to moretemal exhaustion.

An overall significant regression model was searDieep acting, emotional dissonance and
depersonalizatio(F (4, 81)= 8.72p<.01,R? = .30p=.001). Deep acting did not predict

19



Table 4: Regression analysis for Deep Acting, Butrfemotional exhaustion, depersonalization, latpersonal accomplishment) and

Emotional dissonance

Block Variables Emotional Exhaustion Depersonailrat Lack of Personal Emotional Dissonance
Accomplishment
B p p B
No. of years
. .02 -.10 .16 -14
Block worked in occ.
1 Hours worked per
- - AT -.09 .05
week
No. of years
_ .02 -.10 21 -.16
worked in occ.
Block Hours worked per
2 -3 - 41 -.05 .03
week
Deep Acting .01 -.04 -4 .20
No. of years
. .08 -.06 19
worked in occ.
Block  Hours worked per
-.32 - A% -.05
3 week
Deep Acting -.05 -.09 -4
Emotional
) 33 31 -13
Dissonance

*Correlation is significant at the 0.05 level (2¢d)

**Correlation is significant at the 0.01 level @led)



depersonalizatio(= -.09,p>.05), but a significant positive association wasrsbetween
emotional dissonance and depersonalizajten31,p<.05). This indicates that greater
emotional dissonance is linked to a greater sehdepersonalization and vice versa.
Additionally, an overall non significamegression equation is seen for Deep acting, emaltio
dissonance and lack of personal accomplishmer{@,80)=6.08p<.001,R? = .23p>.05). A
significant negative association is seen betweep deting and lack of personal
accomplishmenfp= -.41,p<.001). Greater deep acting is associated witmereased sense
of personal accomplishment. No significant assaoiatvas seen between emotional
dissonance and personal accomplishnjent.13, p>.05). Thus, it can be concluded that the
above results are contrary to Hypothesis 1(b) whiakes that deep acting is associated with
burnout and this relationship is mediated by enmatia@lissonance. No association was found

between deep acting, emotional exhaustion, depaligation and emotional dissonance.

Hypothesis 2(a) posits that if individuals aligos#ly to the value of Atithi Devo Bhava
(ADB) they are less likely to burnout and surfactreg mediates this relationship.

As presented ifable 5(Block 1), a significant negative relationship ées between hours
worked per week and emotional exhaustigm+27,p<.05)and depersonalizatiop= -.40,
p<.001).

In block 2, it is seen that Atithi Devo Bhava daes predict emotional exhaustigf= -.06,
p>.05) however, a negative significant relationship isrswith depersonalizatiq@g= -.20,
p<.05) and lack of personal accomplishme#t {.46,p<.001). This implies that the more an
individual aligns himself to ADB, the lesser demaralization and greater personal
accomplishment he experiences. Additionally, atpassignificant association is seen
between ADB and surface actingy(.24,p<.05). This implies that the more employees align
with ADB, the more they surface act.

As seen in Block 3, a non-significant regressiordetavas seen for ADB, Surface acting and
Emotional exhaustior=(4, 90) =2.41p>.05,R2= .01p>.05). ADB (8= -.09,p>.05) and
surface actingse .14,p>.05) could not predict emotional exhaustion.

For depersonalization, ADB and surface acting aiggant regression model is seen
(F(5,86)=8.37p<.001,R2=.28,p<.05). Both ADB f=-.25,p<.05) and surface acting<
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Table 5: Regression analysis for Atithi Devo Bha@arnout (Emotional exhaustion, depersonalizatlank of personal accomplishment) and

Surface Acting

, . . . Lack of Personal _
Block Variables Emotional Exhaustion Depersonailirat ] Surface Acting
Accomplishment

B AR? F R? B AR? F R? B AR? F R? B AR? F R?

No. of years
.03 -12 .20 .04
Block worked in occ.

.07 372 0F 200 11.34 .20 .03 1.71 03 _ .00 .39 .00
1 Hours worked per
-.27* -.40~+ -.07 -.09
week
No. of years
) .02 -.14 14 .06
worked in occ.
Block Hours worked per 07 257 00 .. 03 936+ 24 ., A% 845 23 .. .06 202 .06
week
Atithi Devo Bhava  _ g -20 - 46+ 2%
No. of years

) .01 -.16 .15
worked in occ.

Block  Hours worked per
-23* 09 2.41 01 -30 03 83m .2& .06 00 63+ .23

3 week
Atithi Devo Bhava -.09 -.25 -.45+
Surface Acting 14 19 -.03

*Correlation is significant at the 0.05 level (2¢d)

**Correlation is significant at the 0.01 level @led)
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.19,p<.05) could predict depersonalization. This imptiest greater the alignment with
ADB, the lesser depersonalization but the moreviddals are likely to surface act.

An overall a non-significant regression model waansfor ADB, surface acting and lack of
personal accomplishmerf (4, 83) = 6.31p<.001,R2=.23,p>.05). A negative significant
relationship was seen between ADB and lack of peisaccomplishmenpé -.45,p<.05),
however no significant relationship was seen betwgerface acting and lack of personal
accomplishmentgE -.03,p>.05).To conclude, hypothesis 2(a) could not begidaas ADB
could not predict all the outcomes of burnout drelrediating role of surface acting was not
seen.

Hypothesis 2 (b) examines the relationship betwd2B and the outcomes of burnout with
Deep acting as the mediator. As presentethinle § (Block 1)a significant negative
relationship is seen between hours worked per \aadkemotional exhaustiop<-.28,p<.05

) and depersonalizatidi= -.41,p<.001).

In block 2, it is seen that Atithi Devo Bhava daes predict emotional exhaustigf= -.03,
p>.05)and depersonalizatiqf= -.18,p>.05) but a significant negative relationship isrse
with lack of personal accomplishmept(-.51,p<.001). It indicates that greater alignment
with ADB is linked to a higher sense of personalcplishment. Further, a positive
significant association is seen between ADB ang deting = .44,p<.05). This implies that
the more employees align with ADB, the more theyldely to deep act.

As seen in Block 3, a non-significant regressiordaetavas seen for ADB, deep acting and
Emotional exhaustior~(4,88)=1.96 p>.05,R2=.08,p>. 05). Both ADB = -.05, p>.05)
and deep actingg€ .04,p>.05) could not predict emotional exhaustion.

For depersonalization, ADB and deep acting a ngnifstant regression model is seen
(F(4,88)=6.45p<.001,R2=.23,p>.05). Both ADB f=-.21,p>.05) and deep acting=£ .06,
p>.05) could not predict depersonalization.

An overall significant regression model was seeAidB, deep acting and lack of personal
accomplishmentH (4,81)=9.50p<.05,R?=.31,p<.05). A negative significant relationship
was seen between ADB and lack of personal acconmpést = -.39, p<.05), and deep
acting = -.25, p<.05). Since all the regression equatwere significant, mediation is seen.
A Sobel test was conducted to confirm the mediafzer2.17,p<.01).

Thus, it can be concluded that hypothesis 2(b)Yeas partially prove. The more an
individual aligns with ADB, the more likely he is tleep act and this is associated with a
greater sense of personal accomplishment. Howeeesignificant conclusions can be made

about emotional exhaustion and depersonalization.
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Table 6: Regression analysis for Atithi Devo Bha@arnout (Emotional exhaustion, depersonalizatlank of personal accomplishment) and
Deep Acting

, , . y Lack of Personal .
Block Variables Emotional Exhaustion Depersonailirat . Deep Acting
Accomplishment

B AR? F R? B AR? F R? B AR? F R? B AR? F R?

No. of years
.02 -.10 .16 12
Block worked in occ.

.07  3.87* .07* 20+ 10.80* .20+ .02 1.25 02 .02 .95 .02
1 Hours worked per
-.28* - 4T -.09 .05
week
No. of years
. .02 -12 .10 .16
worked in occ.
Block - - -
Hours worked per .00 2.59 .08 .03 8.56+ .23 23+ 9.98 .26+ A8+ 7.54 20+
2 -27* -35 .07 -.07
week
Atithi Devo Bhava -.03 -.18 =51 Ade
No. of years

_ .01 -13 .15
worked in occ.

Block Hours worked per
-27* .00 1.96 .08 -.34+ .00 6.45 .23 .04 .05 9.506- .31

3 week
Atithi Devo Bhava -.05 -.21 -.39
Deep Acting .04 .06 -.25

*Correlation is significant at the 0.05 level (2¢d)

**Correlation is significant at the 0.01 level @led

24



Hypothesis 3 aims to examine the mediating rolenobtional dissonance in the relationship
between ADB and the dimensions of burnout. As prieskinTable 7 (Block 1) a negative
relationship is seen between hours worked per wadikemotional exhaustiop(-.30,

p<.05) and depersonalizatiof~-.40,p<.05).

As seen in Block 2, a negative association is setiween ADB and depersonalizatig ¢
.21,p<.05) and lack of personal accomplishmeat {46,p<.001). This implies that more an
individual aligns himself to ADB, the lesser demaralization and greater sense of personal
accomplishment one experiences. No significantioglahip between ADB and emotional
exhaustion is seerg< -.07,p>.05). Moreover, ADB could not predict emotionasbnance
(p=.02,p>.05).

In Block 3, an overall significant model is seen ADB, emotional dissonance and emotional
exhaustion(F(4,87)=5.45p<.05,R? = .20p<.05).As seen, ADB could not predict emotional
exhaustionf= -.11,p>.05). Howevera positive relationship was seen between emotional
dissonance and emotional exhaus{gn.33,p<.05).

A significant regression equation was seen for @nat ADB, emotional dissonance and
depersonalizatio(F(4,83)=11.22p<.01,R? = .35,p<.01).A negative association is seen
between ADB and depersonalizatigr ¢.25,p<.05). This implies that more an individual
aligns with ADB, the less depersonalization he epees. Furthermorgmotional
dissonance could positively predict depersonabrgf= .33,p<.001). This implies that
greater emotional dissonance is linked to greapersonalization.

An overall significant regression equation was sfee®DB, emotional dissonance and lack
of personal accomplishme(#(4,81)=7.80p<.001,R? = .27, p<.001). ADBj= -.43, p<.05)
andEmotional dissonang@g= -.22, p<.05) could predict lack of personal acpbsihment.
This implies that greater alignment with ADB isked to lesser emotional dissonance and an
increased sense of personal accomplishment.

Even though, a significant relationship is seemvket ADB, emotional dissonance and 2
dimensions of burnout namely depersonalizationlackl of personal accomplishment, no
relationship is seen between ADB and emotional estien and emotional dissonance.

Hence, the results are contrary to Hypothesis 3.
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Table 7: Regression analysis for Atithi Devo Bha@arnout (Emotional exhaustion, depersonalizatlank of personal accomplishment)

andEmotional Dissonance

Lack of Personal

Block Variables Emotional Exhaustion Depersonailirat ) Emotional Dissonance
Accomplishment
B AR? F B AR? F B AR? F R? p
No. of years
] .03 -12 .19 -.19
Block  worked in occ.
.08* 4.21* 20%*  10.87+ - .03 1.58 .03
1 Hours worked per
-.30* - 40+ -.07 .02
week
No. of years
] .02 -14 14 =17
worked in occ.
Block
Hours worked per . )
) P _o7+ 00 2.94* .34« 04* 9.05 o7 197 8.10 22*% .01
week
Atithi Devo Bhava  _ 57 So% e 13
No. of years
) .08 -.09 .10
worked in occ.
Block  Hours worked per
-27* -.33* .07
3 week 10*  5.45* 0% 11.22+ .05* 7.80- .27*
Atithi Devo Bhava -11 -.25* - 43%*
Emotional
. .33* 33 -.22*
Dissonance

*Correlation is significant at the 0.05 level (2¢d)

**Correlation is significant at the 0.01 level @led



4. Discussion

The present research study is based in the cooitéixé Indian hospitality industry. It aimed to exiae
the relationship between emotion labour and buraswrell as study the impact of Atithi Devo Bhava
(ADB) an ancient Indian value system has on tHeti@ship.

This study is based on Allen et al's (2013) moderaotional labour. It posits that the relationship
between surface acting or deep acting and the the®mes of burnout namely emotional exhaustion,
depersonalization and personal accomplishment dsatezl by emotional dissonance. New in the
current research is to examine the impact of AD& ts individuals who believe that the guest is
equivalent to God, and see if that shapes theitiemal regulation strategy or burnout outcomes.
Additionally, the mediating role of emotional dissmce between ADB and the outcomes of burnout

was also measured.

4.11s the relationship between Emotional regulatiotrategies and burnout mediated by emotional
dissonance?

With reference to hypothesis 1(a), results showatwithin the Indian sample, surface acting is not
related to the three dimensions of burnout - emaliexhaustion, depersonalization and lack of
personal accomplishment. These results are cortogmevious research which found a strong
relationship between surface acting and the thoeedut outcomes (Hilsheger & Schewe, 2011).
However, most recent research has been conduci&@sitern countries with stark cultural and social
differences with India. Hence the results may appehe different. India is a collectivist natiosith
cultural and social norms based around maintaigrogp welfare especially in terms of expressivity.
Display rules in Asian countries, which are colilgst in nature, involve lesser expressivity as
compared to western countries (Moran, Diefendaréf &reguras, 2013). Thus, suppressing or faking
emotions may be viewed as a way to avoid confhick lae in sync with others. Expressing negative
emotions may cause disturbance to the group harmodypreak the cohesiveness of the group (Moran,
Diefendorff and Greguras, 2013). Most often in ediivist cultures, regulating one’s emotions for
social reasons may not be threatening to one’ssgfisuthenticity. (Allen et al, 2013). Hence, sud
acting may not lead to same outcomes in the Inclgwtext because individuals are accustomed to
managing their emotions on a day to day basis. IBesigo indicate that surface acting is stronglg a
positively related to emotional dissonance. Previ@search (Andela and Truchot, 2016; Hilsheger &
Schewe, 2011) views emotional dissonance as adbrole conflict where individuals are likely to
fake or suppress their emotions to ensure thepatrdispleasing their clients or colleagues ansgl thi
leads to emotional dissonance. In the contexteinidian hospitality industry, employees could acef
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act to keep up with the social, cultural and orgational display rules that are more unstated byere
suppressing their negative emotions and interrdperiencing emotional dissonance. Emotional
dissonance is also seen as having a strong resatpwith the dimensions of burnout. Expressing
different emotions from those which one is expeagieg is a taxing process, draining the individual
emotionally and exerting strain on their emotiomahtal wellbeing. In the present sample, employees
are seen to be experiencing emotional dissonanadwhassociated with emotional exhaustion,
depersonalization and increased sense of persco@inglishment. In a collectivist country like ladi
the social groups’ individuals belong to take pdesee over their self. In interdependent cultuzes,
individual's self -goals are to bridge the gapAmen what they do and what is expected of them by
their group (Mesquita, 2013). Thus, even thoughleyges are seen to experience emotional
dissonance, they may experience a sense of pe@o@hplishment because they may feel like they
are better able to integrate with their social gowOverall, the above results are not in line with
hypothesis 1(a) as there is no direct associatas faund between surface acting and the dimensions

burnout.

Results indicated that deep acting is not relatagd/d dimensions of burnout namely emotional
exhaustion and depersonalization but a relationsitiplack of personal accomplishment was found.
The more an individual deep acts, i.e., regulatgsher emotions to fall in line with what is expeat of
them, the greater is the sense of personal accemnpdint. In the Indian context, aligning one’s own
emotional displays to maintain and protect the sptemess of the group (Mesquita, 2013) and this can
add to one’s sense of personal accomplishmenbllectivist countries individuals are likely to
consider their customers a part of their in-grodyssa result, they bring their inner feelings and
expressed emotions on the same line (Brotheridd& aglor, 2006). Additionally, no relationship was
seen between Deep acting and emotional dissonBreéous research has indicated that deep acting is
a preferred emotional strategy because it helpsdoce emotional dissonance (Grandey, 2003;
Brotheridge and Grandey, 2002). Overall, hypoth&@i$ could not be proved as no association was
seen between Deep acting and 2 other dimensidmsrobut. Contrary to predictions, no link was seen

between emotional dissonance and deep acting.

4.2 Atithi Devo Bhava, Emotion Regulation and Burnout

A major focus of this research was to examine étetionship between Atithi Devo Bhava and the
outcomes of burnout. In the model, ADB has beenmpptace of display rules (Seigure 2. ADB is
an ancient value system that dictates unsaid talgsvern the interaction between individuals arelrt

guests. ADB differs greatly from formal displayesllaid down by the organizations. The values of
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ADB are tacit, and could be followed by individuaistheir personal lives outside the workspace. The
study makes predictions based on an individualeraValignment with ADB.

The results show no relationship between ADB andtemal exhaustion. Grandey (2003) found that
regulating emotions due to situational factors setmdemotional exhaustion. However, in the Indian
setting this appears to vary. ADB is a deeply rdatglue for most Indians who have been exposed to i
since childhood. This makes treating guests withast respect an automatic process. Thus, they might
not need to regulate their emotions thereby avg@emotional exhaustion. Greater alignment with ADB
leads to lesser depersonalization. Additionally,BAB also negatively related to lack of personal
accomplishment, which implies that the more anviddial aligns to ADB, the greater sense of personal
accomplishment one feels. Mesquita (2013) conclukatdemotional labour is less taxing for
individuals in interdependent cultures (India) ampared to independent cultures. ADB is also seen t
be more positively associated with both Surfaceng@nd Deep acting. This implies that if indivitkia
closely align themselves with ADB, they are likédyeither change their emotions / perceptions about
the situation (Deep act) or suppress their negatimetions (Surface Act) to maintain the harmony of
the group. It must be noted that a stronger p@sassociation is seen between ADB and deep acting
than surface acting. Thus, contrary to expectatmnelationship was seen, ADB could not predict the
outcomes of burnout and the mediating role of serfacting was not seen. However, with reference to
Hypothesis 2(b) Deep Acting appears to mediatedlaionship between ADB and lack of personal
accomplishment but not for emotional exhaustion @gjkrsonalization. Previous research also
highlights that using deep acting could lead tatpassocial feedback (Cote, 2005 as mentioned

in Huang et al., 2015) and genuine affective exgpee (Brotheridge and Lee, 2003). Thus, when deep
acting is used it reduces the emotional dissonandaesults in a feeling of personal accomplishnfent
the performance is successful (Brotheridge and @&wyr2002). In the Indian context, successfully
dealing with a guest could be equated to succdgs$tliilling one’s duty and service to God.
Additionally, in a collectivist culture, regulatirane’s emotions to maintain social harmony (Mesquit

2013) may be rewarding to one’s self worth.

4.3 Atithi Devo Bhava, Emotional Dissonance and Burnout

The study aimed to examine the mediating role adteanal dissonance in relationship between Atithi
Devo Bhava and the dimensions of burnout. A negatationship was seen between ADB,
depersonalization and personal accomplishment. ADBhasized treating guests with utmost care and
respect and putting their needs before one’s othus, aligning closely with ADB would reduce the
sense of depersonalization as the very concepDdf reinforces utmost care and respect towards the

client/ customer. Aligning oneself to ADB is assied with a greater sense of personal
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accomplishment. Having successfully taken caréeiteeds of one’s guest could be a reinforcer of
one’s self worth and sense of accomplishment. Eonatidissonance was seen to predict the 3
dimensions of burnout. This was in line with praxsaesearch, which indicated a strong relationship
between them (Andela and Truchot, 2016). Howeweretationship was seen between ADB and
emotional dissonance.If individuals closely alipemselves to the value of ‘Atithi Devo Bhava’' on a
personal level outside of the workplace, theiradc¢managing’ their emotional expression is reduced
and thus the level of emotional dissonance, hearisgossible that ADB could not predict emotional

dissonance. Overall, Hypothesis 3 could not be gufov

4.4 Limitations

The present study is based on sample of approxiynHd® respondents collected from two
metropolitan cities in India namely Mumbai and Pwriech were selected on geographic proximity and
varying levels of urbanism. This might not be regergative of the entire Indian hospitality industry
which is spread across the extent of country. Regpecific cultural and normative influences could
have also made this research restrictive as boés ¢cielong to the same state.

Additionally, the data was collected from the origad hospitality industry that is hotels and restats
where employees could fill questionnaires in EngliBhus, having a selective sample as this onelcoul
have reduced the generalizability of the resulke Study is a cross sectional research; as a,rédseilt
data is not sufficient to make causal predictions.

4.5Implications and Future Research

Even though most results in the study are contiatlie expectation, this study could be seen &spa s
in the direction of knowing and learning more abihet phenomenon of emotion labour in a diverse
setting like India. The concept of ADB is undersaabeven though it is a crucial and influential
antecedent of emotional labour. The context, awthbmfluences as well as the culture that were
beyond the scope of this research could have paligrlayed a role in how emotion regulation
manifests itself. This research does however gghlhat employees within the industry are
experiencing emotional dissonance and that couieinpially lead to burnout in the long term. It also
highlights the issue of cross cultural validity. 8i@f the propositions in the study were based on
western literature; however, the results now indi¢hat norms and trends in India are completely
different from already available literature andsoope to generalize. This research just scrattiees t
surface of this largely understudied but crucigmdmenon. With the Indian hospitality industry
growing enormously, it is important to study andlier develop meaningful interventions that help

solves problems associated with emotional laboke. ifdustry already has high attrition rates, tuamo

30



intentions, absenteeism etc. all which could be@ues of emotion labour. It is crucial to addititypa
examine those variables as well. A long term stualyld also be conducted to gather more conclusive
proof about the relationship between variablesindigcated in the research, deep acting if used as
strategy to regulate emotions is seen to yield mosative outcomes. Based on this, employees could

be trained to manage their own emotions more eéfidgtwithin the workplace.
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