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Introduction 

Indonesia's tourism industry is well equipped with a variety of potential natural resources 
and products of cultural diversity. Many regions across Indonesia have ranked among the 
world's and Asia's favourite tourist destinations while also being priority tourism 
destinations by the Indonesian Government, including but not limited to Ubud, Kuta, 
Mandalika, Danau Toba, Labuan Bajo and Borobudur (Chandra & Damarjati, 2017). As the 
second-highest contributor of foreign exchange income and one of the national priorities in 
Indonesia's 2018 Government Work Plan (RKP), supported by those as mentioned above 
potential natural resources, this industry requires a strategic agenda. One way to support this 
target is by increasing competitiveness and competence of human resources in the field of 
tourism (BAPPENAS, 2017).  

Specific to the hotel industry, excellent service, which is supported by optimal HR 

performance is principally essential, especially for 5-star hotels located in large cities. An 

example of a 5-star hotel that experienced obstacles in facing these challenges was the AA 

Hotel, which was established in 1976. In conducting their business, the AA hotel built its 

identity on Javanese-based service geniality. AA Hotel defines service as a form of service 

activity that must be done with sincerity, integrity, and devotion.  
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 Improving the quality of service in the hospitality industry is a 
strategic agenda that enables the increase of foreign exchange 
income. Internal factors affect the quality of service, particularly 
factors related to emotional processing (emotional labour) of service 
workers that are associated with the display of an expected 
emotional expression (emotional display behaviour) when providing 
services. Furthermore, another essential aspect to consider how to 
express the expected emotional expression well while also 
maintaining work comfort (job satisfaction) of the service providers. 
This research explored the effect of emotional labour on emotional 
display behaviour and job satisfaction. The study was conducted in a 
5-star hotel, involving 94 front liner employees selected through 
convenience sampling. The study used the Surface and Deep Act 
Scale, Management Behavior Scale and MSQ-Short Scale. One-way 
ANOVA was used to analyze the data. The results showed that 
emotional labour profile had a positive effect on job satisfaction but 
not on emotional display behaviour. Therefore emotional labour as a 
personal capital needs to be addressed to enhance job satisfaction. 
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Based on the initial interview, it was found that the AA Hotel experienced a decrease 
in service quality, particularly in the way its employees provide service and express 

themselves. Interviews with HR, Front Office Manager, and Sales and Marketing Manager 

showed similar results. For example, some employees had sour expressions even when they 

were around the guests. As the hotel vanguard, employees are a reflection of the hotel's 

quality of service due to the nature of their job that requires them to interact directly with 

the guests. Guests tend to evaluate quality by looking at the sincerity of service, friendliness 

and empathy of hotel employees, which ultimately has a positive impact on guest 

satisfaction (Hardiyati, 2010). Optimal service quality can be understood through the 

concept of emotional display behaviour. Emotional display behaviour is the display of 

emotional expression at work, which inherently reflects the demands of a particular work 

position (display rules) (Grandey, Diefendorff, & Rupp, 2013). 

Furthermore, Grandey, Diefendorff, & Rupp (2013) stated that there are a variety of 

emotional expressions relative to the main function of service (servicing jobs) with other 

positions. This is due to the purpose of display rules which not only expedites interaction 

processes during service transactions and supports the quality of performance but also a 

company target (Diefendorff, Erickson, Grandey, & Dahling, 2011).  

It is essential to measure emotional display behaviour, which is considered an evident 

form of display rule due to findings of past studies that employees express emotions in the 

service delivery process impacts mood and loyalty of guests (Tan, Foo, & Kwek, 2004;Tsai, 

2001). Besides, another study showed that the quality of service provided by employees has 

a positive effect on general customer satisfaction (Kumadji, Kusumawati, & Normasari, 

2013). 

On the other hand, aspects of job satisfaction are often associated with quality of 

performance, including service quality. For instance, a study by Puspitawati (2014) found 

that job satisfaction has a positive influence on building excellent service quality. Job 

satisfaction itself is defined as a positive attitude towards work as a result of one's 

evaluation of the dimensions and character of his or her job. One who has high job 

satisfaction will be positive about his or her job, while someone who has low job 

satisfaction will be negative about his or her job (Robbins & Judge, 2013).  

This leads to the importance of research on aspects that can support the forming of job 

satisfaction. One study showed that emotional intelligence had a positive influence on job 

satisfaction (Nuraningsih & Putra, 2015). This research has become the foundation of the 

idea that there are internal factors related to the processing of emotions that can affect 

comfort at work. The emotional labour concept perceives emotions as an essential factor in 

individual workers.  

Emotional labour is a strategy that helps align one's emotional expressions with 

expectations and goals of the organization he or she works for through two main strategies 

namely surface acting and deep acting (Grandey et al., 2013). Surface acting is a strategy 

for managing emotional expressions by modifying the appearance of expected expressions. 

Deep acting is a strategy for managing emotional expressions through modification of 

feelings and reassessment. 

Based on the above understanding, the concept of emotional labour works at two 

different levels, namely personal aspects related to the individual's strategy for emotional 

management and aspects of emotional expressions that are in line with expectations of one's 

job. Based on this understanding, it is essential to review the relationship between 

emotional labour and job satisfaction as well as emotional display behaviour. 

Several studies that are in line with the above explanation showed that an individual's 

deep acting strategies could have a significant influence on his or her job satisfaction (Iplik, 
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Topsakal, & Iplik, 2014; Yalcin, 2010). Furthermore, deep acting is positively related to 
performance and service quality (Kammeyer-Mueller et al., 2013). Findings of several past 

research related to these two main strategies in emotional labour indicated that deep acting 

supports the development of comfort at work and supports optimal performance, while 

surface acting can inhibit the development of comfort at work.  

The two emotional labour strategies mentioned above are independent and can be 

used in a variety of combinations, subsequently forming an emotional labour profile 

(Gabriel, Daniels, Diefendorff, & Greguras, 2015). The formation of the four emotional 

labour profiles is a result of a combination of the different intensities of these two strategies. 

The four profiles are regulators, deep actors, surface actors, and non-actors. Regulators are 

individuals who use both strategies in an equally dominant manner. Deep actors and surface 

actors are individuals who only use one strategy dominantly. Non-actors are individuals 

who use neither strategies dominantly (Gabriel et al., 2015).  

An interesting profile that fits in the hospitality industry is the non-actors profile. 

Gabriel, Daniels, Diefendorff, & Greguras (2015) stated that non-actors are positive profiles 

due to their tendency not to have to make much regulation as they have an innate positive 

affect within themselves. The same research also found that non-actors have the lowest 

perception of which emotional display rules is considered appropriate relative to the other 

profiles. This shows that the demand to display positive emotional expressions is not 

considered as a burdensome demand because it is already a part of oneself. 

Based on these results, it is assumed that the low level of perceived emotional display 

rules in non-actors can lead to optimal emotional display behaviour with the support of their 

innate positive affects. Non-actors are perceived to have high job satisfaction because they 

do not perceive work demands as demands. This is among one of the matters that we want 

to explore in this study. 

From the series of explanations above, there is an expectation towards employees in 

being able to use emotional management strategies (emotional labour) that allow oneself to 

show the expected emotional expressions (emotional display behaviour) which in turn can 

lead to job satisfaction. Thus, this study aimed to see the effect of emotional labour on 

emotional display behaviour and job satisfaction. 

Method 

This study used the convenience sampling technique. Determination of the sample size 

adheres to the sample size reference table by Sugiyono (2011). Of 122 front liner 

employees, 94 respondents were involved.  

Instrument 

The instrument consisted of a series of questionnaires in the form of a 5-point Likert scale, 

ranging from 1 = "Strongly disagree" to 5 = "Strongly agree". The questionnaire that was 

used to measure emotional labour was an adaptation of the Surface and Deep Act Scale 

(Diefendorff, Croyle, & Gosserand, 2005) with a reliability of .813 and .751, respectively. 

An example item of the scale is "I try to manage feelings to match the feelings I must show 

to guests". Table 1 displays a reference table that must be referred to in order to determine 

one's emotional labour profile.  
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Table 1 
Standard in Determination of Emotional Labour 

 

Profile Mean Surface Act Mean Deep Act 

Regulators > 3 > 3 

Surface Actor ≥ 3 < 3 

Deep Actor < 3 ≥ 3 

Non-Actor  2  2 

Source: Gabriel et al., (2015) 

The instrument used to measure emotional display behaviour was adapted from the 

Emotion Management Behavior Scale (Diefendorff & Richard, 2003), which had a 

reliability of .715. An example item of the scale is "I stay positive even when in the face of 

difficulties". Both instruments were adapted through a back-translation process which 

involved sworn translators. Lastly, the measurement instrument for job satisfaction was the 

MSQ Short Form that has been through an adaptation process from English to Bahasa 

Indonesia in a study conducted by Calista (2017) and had reliability of .835. An example 

item from the scale is "There are work opportunities that match my ability". 

 

Data Analysis 

Quantitative data analysis techniques were used to analyze the data, namely, descriptive 

statistics and ANOVA. Descriptive statistics were performed to provide a general 

description of various demographic factors of the respondent as well as a description of the 

three variables. ANOVA was used on each dependent variable (One-way ANOVA) to find 

out the difference between groups.The calculation was done using Statistical of Program 

for the Social Sciences (SPSS) for Windows version 22.  

Results 

There are four identified emotional labour profiles. Table 2 illustrates that the majority of 

respondents were regulators (33%), followed by non-actors, surface actors and deep actors, 

respectively. The percentage gap between regulator, non-actor, and surface actor profiles 

are not as high as between the deep actor profile and the other three profiles.  

The average emotional display behaviour in each group of profiles is relatively 

similar, ranging between 28-30. In contrast,differences in average job satisfaction are quite 

visible, ranging between 73-80. Respondents with non-actor profiles have the highest 

average scores for both variables (emotional display behaviour and job satisfaction). In the 

satisfied group relative to all the other respondents, 12% were non-actors, 6% were 

regulators, 2% were deep actors and 2% were surface actors. Meanwhile, when looking at 

respondents in the less satisfied category relative to all respondents, 10% were regulators, 

7% were surface actors and deep actors and non-actors of 3% each. 
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Table 2 
Descriptive Results  

Profile N % 

Emotional Display Behavior Job Satisfaction 

Mean 
Not good 

enough 
Sufficient Good Mean 

Not good 

enough 
Sufficient Good 

Non Actors 27 29% 29.56   5% 14% 10% 80.19   3% 14% 12% 

Surface 
Actors 

23 24% 28   6% 15%   3% 71.43   7% 15%   2% 

Deep Actors 13 14% 29.38   2%   7%   4% 76.15   3%   9%   2% 

Regulators 31 33% 29.13   8% 20%   5% 73.48 10% 16%   6% 

Total 94   21% 56% 22%  23% 54% 22% 

 

To calculate whether or not there were any significant statistical differences, a 

statistical test, namely ANOVA, was performed on each dependent variable. Statistical test 

results are shown in Table 3. The statistical test results in Table 3 show that there is no 

significant effect of emotional labour profile on emotional display behaviour (p > .05). 

However, there is an effect of emotional labour profile on job satisfaction (p < .05) within 

effect size of 11.2%. 

Post hoc test was done using the Duncan technique to find out which emotional 

labour profile differentiates the level of job satisfaction. The difference in the mean 

harmonic value of each sample group indicate whether each sample group in the same or 

different subset. Duncan's post hoc test results in Table 3 show two different sets of groups 

were generated from the four groups of sample profiles. Surface actors, deep actors and 

regulators are in the same group, therefore job satisfaction among these three sample 

groups are not significantly different. Whereas non-actors sample group is in different 

groups from surface actors and regulators, so that job satisfation of non-actors sample 

group is significantly different when compared to surface actors and regulators sample 

groups. However, non-actors sample group is not significantly different from deep actors 

because they belong to the same subset 

In its relation to results of the descriptive statistics in Table 2, non-actor 

respondents have a higher average of job satisfaction (mean = 80.19) compared to 

regulators’ job satisfaction (mean = 73.48) and surface actors’ job satisfaction (mean = 

71.43). 

 

Table 3 

One-way ANOVA and Post Hoc Test 
 Emotional Display Behavior Job Satisfaction 

Sig. Adjusted 

R 

Squared 

Annotation Sig. Adjusted 

R 

Squared 

Post Hoc Annotation 

Subset 1 Subset 2 

Emotional 

Labor Profile 

.378 .001 Not 

significant 

.003 .112   -     - Significant 

- Non Actors        -   80.1852 Difference 

found 

- Surface 

Actors 

     71.4348     - Difference 

found 

- Deep Actors      76.1538 76.1538 Difference 

not found 

- Regulators      73.4839      - Difference 

found 
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Figure 1 is a summary of the effect of emotional labour on emotional display 
behaviour and job satisfaction based on the results of this study. 

 

Figure 1.The Effect of Emotional Labor Profile on Emotional Display Behavior 

and Job Satisfaction 

Discussion 

The results of this study indicate that emotional labour affects employee job satisfaction 

but does not affect employee emotional display behaviour. Respondents achieve the 

highest job satisfaction in the non-actor profile group, which indicates that individuals who 

rarely use expressions or emotional modification strategies tend to have higher satisfaction. 

The results of this study reinforce the findings of Gabriel, Daniels, Diefendorff, & 

Greguras (2015) who stated that individuals with a non-actor profile are generally positive 

due to their innate positive affect. Hence non-actors have less tendency to make a lot of 

regulation. Subsequently, it is implied that those who rarely modify expressions or 

emotions tend to be more satisfied, especially in terms of making other people 

comfortable. For example, an individual with a high tendency for empathy or those who 

are happy to please others can easily display positive emotions without needing to be 

guided by existing rules that ultimately support job satisfaction. This finding is also 

supported by Humphrey, Ashforth, & Diefendorff (2015) who found that when employees 

are able to identify with their internal roles and can align with them without internal 

conflict, emotional labour will affirm their identity - ultimately providing a rational basis 

for the importance of the person-job fit concept. 

Furthermore, the results of the post hoc test showed that there were differences in 

the level of job satisfaction between non-actors and regulators as well as non-actors and 

surface actors. One similarity that can be drawn is that both regulators and surface actors 

use surface acting strategies though at different intensities. This indicates that the surface 

acting strategy may has a negative influence on job satisfaction. 

These results support the research of Martínez-Iñigo, Totterdell, Alcover, & 

Holman (2007) as well as Iplik et al. (2014) who found that the use of surface acting 

strategy is predominantly and positively related to emotional exhaustion and burn out. 

Both studies showed that surface acting leads to uncomfortable work conditions. Other 

research found that emotional fatigue has a negative influence on job satisfaction 
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(Churiyah, 2011). Furthermore, burn out, and job satisfaction also had a negative 
relationship, meaning that the higher the job satisfaction level, the lower the burn out 

(Pangemanan, Pio, & Tumbel, 2017). These studies indicate that the more an individual is 

accustomed to modifying their expressions without internal emotional management, the 

more the habit can interfere with work comfort. This, in turn, can lead to low job 

satisfaction, and may even lead to burning out if it is prolonged. 

In terms of emotional labour profile, the majority of respondents were regulators 

(33%), followed by non-actors, surface actors, and finally deep actors. In other words, the 

strategy used by the majority of respondents is repetitive and considered procedural service 

behaviour, which is combined with a modification of feelings in the face of severe 

problems or more critical situations. 

The majority of respondents are regulators, indicating a combination of deep acting 

and surface acting strategies, which is a strategy to modify feelings and the appearance of 

expressions, to display the right expressions tends to be more widely used. Furthermore, 

deep acting strategy involves reappraisal of certain conditions (Gabriel et al., 2015). This 

can help employees deal with guest complaints and understand the actual needs of guests. 

On the other hand, the second-highest majority of respondents were non-actors. 

Respondents with this profile do not attempt to use any strategies in managing their 

expressions. (Gabriel et al., 2015) explained that individuals who have worked a prolonged 

period or individuals who have relatively stable performance are usually non-actors who 

have an innate tendency to display positive emotions or expressions. For example, it is 

easy for employees to display positive expressions if the employee feels comfortable 

pleasing or serving others. 

Surface actor respondents accounted for 24% of all respondents. Respondents of 

this group tend to modify their display of expressions without internalization of emotional 

appreciation. A common behaviour is faking or forcing oneself to smile during unfavorable 

emotional conditions. Employees who have worked for a long period of time and have 

internalized and habitualised the appropriate standards of expression are also included in 

this group. A natural expression or reflex that is displayed to suit demands with no internal 

emotional modification is considered a surface acting strategy (Gabriel et al., 2015). 

Statistical tests indicate that there is no influence of emotional labour profile on the 

level of emotional display behaviour. This means that no matter whether the level of 

emotional display behaviour is high or low, the emotional labour profile will not be 

influenced. This is in line with the results of other studies which found that frontline 

customer service has a high need for continuous and monotonous superficial emotional 

display behaviour  (Humphrey, Pollack, & Hawver, 2008). An example of a superficial 

emotional display behaviour is automatic and consistent smiling without any sense of 

sincerity as a service standard that needs to be fulfilled whatever the character or personal 

aspects of the employee. Based on the results of the study, high frequency of having to 

provide procedural services is not related to internal emotional management (emotional 

labour). 

Furthermore, the majority (60%) of AA Hotel employees have worked for more 

than ten years which enabled certain habits to form during the process. Although it has yet 

to be discussed in this study, there is room for these habits to support or hinder the 

emergence of the expected emotional display behaviour. This condition is in line with 

Diefendorff et al. (2005), who stated that those who have served in their jobs for a lengthy 

period tend to internalize and execute the display rule. Thus, other conditions allow low 

variation in values that are related to the achievement of emotional display behaviour.  
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The implications of this study can be directed at employees who face obstacles in 
achieving job satisfaction. Such employees need to be allowed to meet their personal needs 

in order to manage their emotions using a more appropriate approach. This is worth 

discussing because when a person's service quality decreases, it does not mean that he/she 

must automatically be reminded of what is asked of him/her through service excellence or 

courtesy training that is often provided by the AA Hotel. 

Besides surface acting, regulators profiles also use deep acting strategies. One deep 

acting strategy in the service context is reappraisal, which is a form of evaluation towards 

one’s situation in order to enhance pleasant service and influence guests to provide positive 

feedback (Yalcin, 2010). 

However, the results of this study indicate that differences in emotional labour 

profiles do not affect the level of emotional display behaviour. The role of perception 

towards perceived display rule and the manner to which employees display in the form of 

behaviour as well as its relation to the emotional labour profile can be the foundation of 

future research. 

Conclusion 

Based on the results of this study, it can be concluded that emotional labour profile 

influences the level of job satisfaction of hospitality employees. More specifically, 

employees who have internal needs that are in line with work demands lead to lower use of 

emotional management strategies, which in turn have an impact on high levels of job 

satisfaction. On the other hand, preference for emotional management strategies (emotional 

labour) does not affect the use of positive expressions in providing services (emotional 

display behaviour). In other words, it is necessary for all parties involved in the hotel 

industry to pay attention to personal aspects, emotional labour profiles, which can support 

job satisfaction - rigorously maintained until the expected quality of service excellence is 

achieved. 
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