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Effects of Five—star Hotel Frontline Employees' Emotional Labor on
Physical/Mental Stress and Extra—role Behavior
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Abstract

The main purpose of this study was to examine the relationship among hoteliers’ emotional
labor like surface acting (SA) and deep acting (DA), job stress such as physical stress (PS) and
mental stress (MS), and extra-role behavior (EB). Using data from 264 surveys collected from
five—star hotels’ employees, the author empirically tested the research model. Main results on
applying structural equation analysis are as follows. (1) SA had positive impacts on both PS and
JS while DA was negatively significant on only MS. (2) ER was influenced by DA while there
was no significance on SA. (3) MS was negatively related to ER, and PS was also significantly
effective; however, the estimate of PS indicated a positive correlation unlike theoretical prediction.
In conclusion, a discussion about the interesting phenomenon was held based on self-rewarding

acts.
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