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Amacg - Konaklama sektoriiniin kendine has &zelliklerinden dolayi, bu sektorde ¢alismayi isteyen
kisilerin hizmet vermeye yatkin bir kisilik yapisina sahip olmasi ve duygularini isletme politika ve
stratejileriyle uyumlu olarak sergileyebilmesi énemli bir konudur. Bu ¢alismanin amacim da
duygusal emek ve hizmet verme yatkinlig1 arasindaki iliskinin incelenmesi olusturmaktadir.

Yontem - Arastirmanin amaci dogrultusunda iliskisel tarama modelinden yararlanilmistir.
Arastirmanin ¢alisma grubunu Antalya’nin Manavgat ilgesinde hizmet veren 5 y1ldizli konaklama
isletmelerinde gorev yapmakta olan 328 isgdren olusturmaktadir. Arastirmada, yiizeysel rol
yapma, derinden rol yapma ve dogal duygular degiskenlerinden olusan duygusal emek veri seti
ile hizmet etmekten zevk alma ve hizmet ihtiyaclarini karsilama degiskenlerinden olusan hizmet
verme yatkinlig1 veri seti arasindaki iliskinin incelenmesinde, kanonik korelasyon analizinden
yararlamlmistir.

Bulgular — Kanonik korelasyon analizinden elde edilen sonuca gore duygusal emek ve hizmet
verme yatkinliginin aralarinda manidar bir iliski saptanmuis ve aralarindaki ortak varyans oraninin
%14 oldugu goriilmiistiir.

Tartigma — Arastirma sonucunda, isgdrenlerin hizmet verme yatkinliklar: arttik¢a duygusal emek
diizeylerinin de artacagi sonucuna ulasilmistir. Ayn1 zamanda, yiizeysel rol yapma degiskeninin
duygusal emek veri setine olan katkistin derinden rol yapma ve dogal davraniglar
degiskenlerinin duygusal emek veri seti lizerindeki katkilarina kiyasla daha énemli oldugu ifade
edilebilir. Hizmet verme yatkinlig ile ilgili olarak da hizmet etmekten zevk alma degiskeninin
hizmet verme yatkinlig1 veri setine olan katkisinin, hizmet ihtiyaclarini karsilama degiskeninin
hizmet verme yatkinlig1 veri setine olan katkisi ile hemen hemen ayni olmakla beraber kismen
daha 6nemli oldugu goriilmiistiir.
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Purpose - Due to the unique features of the hospitality industry, it is an important issue that people
who want to work in this sector have a personality structure taht is prone to service and can display
their emotions in accordance with their business policies and strategies. In this study, it is aimed
to examine the relationship between emotional labor and service orientation.

Design/methodology/approach — In accordance with purpose, the relational screening model was
used in the research. The study group of the research consists of 328 employees working in 5 star
accommodation establishments in Manavgat district of Antalya. In the study, the relationship
between emotional labor data set consisting of superficial role playing, deep role playing and
natural emotions variables and service orientation variables consisting of enjoying service and
meeting service needs were examined by canonical correlation analysis.

Findings — As a result of canonical correlation analysis, a significant relationship was found
between emotional labor and service orientation, and the common variance shared between data
sets was 14%.

Discussion — As a result of the research, it is concluded that as the employees’ tendency to provide
services increases, their emotional labor level will increase to. At the same time, it can be said that
the contribution of the superficial role-playing variable to the emotional labor data set is more
important than the contribution of the role -playing and natural behavior variables to the
emotional labor data set. It was observed that the contribution of the pleasure to serve variable to
the service orientation data set is partly more important, although it is almost the same as the
contribution of the variable to meet the service needs to the service orientation data set.
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