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Article info Abstract

Original scientific paper Emotional dissonance refers to the fundamental conflict between emotions that are truly
experienced and those that are outwardly expressed. This study examines the impact of
emotional dissonance on the quality of work life among employees in the hospitality
industry. Particular attention is given to psychological constructs that shape workplace
Wit % o0 @aen D BEIer Tl s inter.a.ctions: emotional labor, emotional dissonance, and emotional int?lligence. The
license empirical research was conducted between January and May 2025 using an online
questionnaire distributed via email and social networks. A total of 148 hotel employees
from the Republic of Serbia participated in the study. The results indicate that emotional
dissonance has a negative effect on employees’ quality of work life in the hospitality
sector. The findings highlight the need for hospitality organizations to adopt strategies
aimed at reducing emotional dissonance, such as investing in emotional intelligence
training, encouraging supportive leadership practices, and fostering authentic
workplace relationships.
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1. Introduction

Professions that rely heavily on human interaction require employees to continuously manage and regulate their emotions
in order to meet organizational goals. In practice, this often means that employees are pressured to conceal their genuine
feelings and instead display emotions considered appropriate or desirable. Emotions influence manifest behavior in an
organization. It is necessary to distinguish several psychological constructs that relate to the regulation of work
relationships — emotional labor, emotional dissonance and emotional intelligence. It is common knowledge that
employees in the hospitality industry and in service industries in general are expected to always be polite and smiling.
This is learned and achieved over time, and emotional labor is responsible for this skill, which represents effort, planning
and control, in order to manifest the emotions expected of the performer in the interaction. Seasonal variations, exhausting
working hours, and shift work (Wong and Ko, 2009) make the hotel industry a challenging work environment. Showing
positive emotions from employees is an important factor to be fulfilled because guests expect kindness (Chen et al., 2012;
Murray, 2015). Therefore, positive emotions increase positive customer reactions, such as customer satisfaction (Barger
and Grandey, 2006) and quality perception (Pugh, 2001). Positive contact at the employee-guest relationship is therefore
crucial, and service employees are one of the most important success factors for hotel managers (Tsai, 2009). Therefore,
showing positive emotions is crucial in the service industry in general, and in tourism and hospitality in particular. Along
with qualifications and skills, emotional abilities such as kindness and cheerfulness are often sought when recruiting new
employees. However, regulating one’s emotions can create psychological stress, thus affecting the quality of life and
well-being of employees (McGinley and Wei, 2018). Psychological stress can ultimately lead to negative outcomes,
including increased turnover and decreased job performance (Julian, 2008). Therefore, understanding the presence and
impact of emotions is essential for managing social interactions in service worker activities (Mathisen, 2019).

2. Literature review
2.1. Emotional labor

Service jobs are characterized by high levels of interpersonal interaction that can often be stressful (Zhao et al., 2011). In
particular, tourism services are widely recognized as being extremely labor-intensive (Deery and Jago, 2009), and
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therefore feelings and how they are expressed can potentially shape the employee-guest relationship in the service delivery
process (Lee and Ok, 2015). It is a fact that service workers experience a wide range of positive (joy, love, satisfaction,
pride, etc.) and negative emotions (anger, frustration, anxiety, helplessness, etc.) in their work. Research has shown that
service workers most often experience positive emotions when they feel that they have done everything they needed to
do, when they have the support of their colleagues, and when they feel that guests value and respect them. Among the
negative emotions, service workers cite anger and anxiety that arise due to poor relationships with colleagues, a feeling
of insufficient preparation and training for performing new tasks, and inappropriate behavior from guests. Therefore,
unless pressured, employees are usually expected to adhere to organizational rules for expressing emotions (e.g., showing
kindness and cheerfulness) even under challenging conditions (Cho, 2018). In addition to experiencing various emotions,
work in the hospitality industry also involves emotional labor. Emotional labor is defined as the management of emotions
with the aim of ensuring that the expressed emotions are in accordance with professional and organizational norms
(Wrobel, 2013). In all organizations where human interaction is part of the job, rules apply regarding when and which
emotions should be expressed. These rules for which expression is appropriate in a particular work context are called
feeling rules or display rules. It is important to mention the positive and negative consequences of emotional labor.
Hochschild (2006) was the first to describe the possible negative consequences of emotional labor on the well-being of
employees. She states that a persistent structural discrepancy between the emotions that should be expressed and what is
actually felt can produce alienation from one’s own authentic emotions. Emotions have a signaling function that can be
compared to, for example, pain signals. If these signals are systematically ignored, employees can suffer from a lack of
energy and complaints of burnout. The structural discrepancy between real and displayed emotions as part of a work role
is called emotional dissonance. This aspect of emotional labor is considered a key predictor of emotional exhaustion, and
is most closely related to psychological strain (Ashforth and Humphrey, 1993).

2.2. Emotional intelligence

Emotional intelligence is defined in a large number of scientific articles as the ability to perceive, express and regulate
emotions (Mayer et al., 2000). In research examining the psychological aspects of work in the hotel industry, emotional
intelligence is defined as a protective factor in stressful work environments. For example, a study in the Pakistani hotel
industry shows that workplace incivility leads to emotional exhaustion that indirectly reduces employee well-being.
However, this negative impact is significantly reduced in employees with higher levels of emotional intelligence (Hayat
et al., 2025). In other words, emotional intelligence not only contributes to better functioning in "positive" conditions, but
can help employees endure and overcome negative emotional conflicts and tensions typical of high service intensity
sectors.

In the context of the service industry, including hotels and restaurants, emotional work, especially strategies such as
"surface acting" (performing emotions without internal change of feeling) and "deep acting" (genuine change of feeling
in order to display adequate emotions), shows different outcomes depending on the level of emotional intelligence of
employees. A study conducted by Wang (2020) found that "deep acting" positively affects employee engagement and
service quality, while "surface acting" leads to greater burnout and lower service quality.

2.3. Emotional dissonance

Professions in which human interaction is a central part of the job require employees to manage and regulate their
emotions in order to meet the ultimate goals of the organization. In other words, employees are often pressured to mask
their real emotions and show desired emotions. A situation in which the emotions displayed do not match the emotions
truly felt is called emotional dissonance. Emotional dissonance is presented as a key dimension of the broader concept of
emotional labor (Van Dijk and Kirk, 2007).

The consequences of emotional dissonance have received considerable attention from researchers in the field of tourism
and hospitality. For example, Hunter and Penney (2014) focus on the consequences of emotional dissonance and show
that emotional dissonance can be one of the precursors of counterproductive behavior, such as employee dissatisfaction.
Various psychological and physical stresses, including burnout (Heuven and Bakker, 2003), emotional exhaustion
(Karatepe and Aleshinloye, 2009), frustration and discomfort (Van Dijk and Kirk, 2007), have been identified as potential
outcomes of emotional dissonance. Previous research also suggests that emotional dissonance can affect employee
performance (Karatepe and Aleshinloye, 2009), job satisfaction, turnover and work-life balance (Hofmann and
Stokburger-Sauer, 2017). In their study, Cropanzano, Weiss, and Elias (2003) argued that emotional labor, if taken to
extremes, can be detrimental to employee well-being. Wong and Wang (2009) found that performing emotional labor can
improve the financial well-being of hospitality workers (e.g., by increasing sales commissions), while at the same time
harming their psychological well-being, which is critical for well-being. Therefore, there is significant empirical evidence
that emotional dissonance is a major stressor that can potentially harm the well-being of employees in the tourism and
hospitality industry.
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2.4. Quality of work life

Quality of work life is the degree to which individuals can enrich their personal lives through the work they do. The
definition emphasizes the inseparable connection between quality of work life and quality of life in general (Sverko,
1991). Quality of work life can be defined as employees’ perception (favorable or unfavorable) of their well-being at
work and their feelings towards their work, colleagues, and companies. Quality of work life is a multidimensional concept
that includes several needs, health and safety needs, economic needs, and social needs. Although the concept of quality
of work life is largely context-dependent and therefore cannot be considered universal and static, quality of work life
remains a significant predictor of organizational productivity and financial growth (Lau, 2000).

In work psychology, quality of work life is most often understood as a complex variable, a multidimensional reaction of
employees to their work and the circumstances in which it takes place. It reflects the complex interaction between the
individual, their job, and the organization in which they work (Jewell and Segall 1990).

Previous research has provided some empirical evidence of a negative relationship between emotional dissonance and
job satisfaction. Employees may experience stress when they have to mask their true emotions and display
organizationally desired emotions, which may ultimately affect the quality of work life. This may be particularly true for
hospitality workers whose interactions with guests are typically more intense (Kong et al., 2018).

In accordance with the objectives of the paper and based on a review of relevant literature, the initial hypotheses were
set:

H1: Emotional dissonance reduces the quality of work life of employees in the hotel industry.

H2: The perception of quality of work life differs statistically significantly with respect to the respondents’ gender.

H3. The perception of quality of work life differs statistically significantly with respect to the respondents’ age.

H4. The perception of quality of work life differs statistically significantly with respect to the respondents’ level of
education.

HS5. The perception of quality of work life differs statistically significantly with respect to the respondents’ income.

H6. The perception of quality of work life differs statistically significantly with respect to the length of work experience
in the hotel industry.

3. Methodology
3.1. Instruments

The questionnaire used in this study comprised two sections. The first section collected basic demographic information,
including gender, age, income, level of education, and work experience in the hotel industry. The second part of the
questionnaire consists of a total of 27 questions grouped into two dimensions: emotional dissonance and quality of work
life.

The emotional dissonance factor consists of 11 variables, taken from the Hospitality Emotional Labor Scale (HELS) (Chu
and Murrmann, 2006). Quality of work life is represented by 16 variables taken from research conducted by Sirgi, Efrati,
Siegel, and Lee (2001). All items were rated on a five-point Likert scale ranging from 1 (“strongly disagree”) to 5
(“strongly agree”).

3.2. Procedure

The study was conducted between January and May 2025 using an online questionnaire distributed via email and social
networks. The target group of respondents were employees in hotels of all categories in the territory of the Republic of
Serbia. Of 325 completed questionnaires, 78 (~24%) were excluded due to incompleteness, leaving 148 valid responses.
Participation was voluntary and anonymous. CFA and path analyses were performed using R (lavaan and semPlot
packages), while regression analysis, t-tests, and ANOVA were conducted in SPSS 23.

4. Results

4.1. Study Sample

The study included 148 participants. Most respondents were aged between 21 and 40 years, with women accounting for
54.1% of the sample. Examination of the sample’s educational background showed that the largest group had completed
high school (45.3%), while the majority reported a monthly income between €501 and €700 (55.4%). Regarding

professional experience, the largest share of respondents had been working in the hotel industry for 5 to 10 years (29.7%)
(Table 1).
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Table 1. Demographic structure of respondents
(N = 148)
N %

Gender 80 54,1
Female 68 459
Male
Education
High school 67 453
College 25 16.9
Bachelor's degree 33 223
Master's degree 21 14.2
PhD 2 1.4
Age
20-30 29 19.6
21-40 52 35.1
41-50 39 26.4
51-60 28 18.9
Year of work experience
0-1 19 12.8
2-5 33 22.3
5-10 44 29.7
10-15 34 23.0
15-20 11 7.4
Over 20 7 4.7
Monthly income
<500 euro 10 6.8
501 — 700 euro 82 55.4
701 — 1.500 euro 56 37.8

Source: Author's calculation based on SPSS 23.0
4.2. Confirmatory factor analysis (CFA)

A confirmatory factor analysis (CFA) was conducted on data from 148 respondents. One item, belonging to the
Emotional Dissonance factor (“I do not express to guests the same emotions that I genuinely feel”), was excluded due to
high residual correlations, resulting in a measurement model with an acceptable overall fit (CFI = 0.961, TLI = 0.966,
RMSEA = 0.058, SRMR = 0.060). The final scale consisted of two latent factors represented by 26 observed items, as
shown in Table 2.

Table 2. Confirmatory factor analysis results
Factors/Items Mean f tValue « AVE CR

Emotional Dissonance 4.06 0.874 0.751 0.810

I pretend to be in a positive mood when interacting with guests. 4.11 0.857 <

I display emotions to guests that I do not genuinely feel. 420 0.877 29.123
I put on a “mask” to show the appropriate emotions for my job. 4.41 0.724  28.889
;l;l};?deer.rlotlons I express to guests do not reflect what I truly feel 403 0852  27.589
Sometimes I act differently from what I actually feel. 3.89 0811 25.669
I try to behave in the best possible way during guest interactions. 3.87 0.807 21.011
At times, I feel like a robot when dealing with guests. 399 0.801 25.778
I show feelings that do not correspond to my true emotions. 412  0.816 21.145
I need to hide my true emotions when interacting with guests. 3.77 0813 19.256
I do not always feel the emotions I need to display to perform well. 4.19  0.854 18.658

Quality of work life 2.95 0.789  0.692 0.756

I feel physically safe at work. 3.41 0.818 *
My job provides good health benefits. 3.02 0.823  22.569
I make every effort to stay healthy and fit. 3.54 0.832 22.852
I am satisfied with the pay I receive for my work. 221 0.714  19.658
I.c0n.s1der my job in the hospitality industry to be secure for my 304 0813 19.589
livelihood.

My job brings benefits to my family. 2.78 0.802 21.658
I have good friends at work. 3.21 0.841 20.589
I have enough time outside of work to enjoy other aspects of life. 298 0.810 20.002
I feel valued at my workplace. 2.74  0.826 18.998
People at work respect me as a professional in my field. 3.14  0.865 19.698
I feel that my job allows me to realize my full potential. 2.98 0.873  20.698
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Table 2. Continued

Factors/Items Mean tValue « AVE CR
I feel that I have professional potential in my workplace. 247 0757  21.658
¥ feel that I am always learning new things that help me perform my 254 0836 22.158
job better.
This job allows me to sharpen my professional skills. 294 0815 21.568
There is a lot of creativity in my work. 3.05 0.865 22.125
My job allows me to develop my creativity even outside of work. 3.11 0.803  21.456

Notes: * Items fixed to 1 in CFA; B-Std. regression weights; o—Cronbach'’s alpha; CR—composite reliability; AVE = average
variance expected.
Source: Author's calculation

Scale reliability was assessed using AVE, composite reliability (CR), and Cronbach’s alpha (o). Convergent validity was
confirmed for all constructs, as AVE values exceeded 0.50 and item loadings were statistically significant, following
Fornell and Larcker’s (1981) criteria. As reported in Table 2, CR values were above 0.70, and Cronbach’s alpha surpassed
the recommended 0.7 threshold, indicating strong reliability and internal consistency across the scales.

4.3. Results of the path model analysis

To examine the effects of emotional dissonance and sample characteristics on perceived quality of work life, two
competing models were tested using robust maximum likelihood estimation (Satorra—Bentler correction).

Table 3. Model fit indicators of the proposed model
Model S—By2 df 2/df RMSEA SRMR CFI TLI

1 487.15 213 2.29 0.068 0.067 0.85 0.87
2 379.12 187 2.03 0.048 0.047 0.95 0.96
Source: Author's calculation

All independent variables in Model 1 were specified to predict quality of work life. Although ¥?/df was within acceptable
limits (< 3) (Kline, 2015), the CFI and TLI were below the recommended 0.90 threshold, indicating a marginal fit.
Inspection of standardized residuals and modification indices suggested that some predictors did not contribute
significantly.

The Wald test recommended the removal of education, income, and work experience (non-significant paths, p > 0.10).
Model 2 met all recommended thresholds (CFI > 0.95, TLI > 0.95, RMSEA < 0.05, SRMR < 0.05), supporting it as the
most appropriate representation of the relationships between independent factors and the quality of work life (Table 3).
These findings indicate that hypotheses H4, HS, and H6 were not supported.

To examine the impact of emotional dissonance on the quality of work life, standard linear regression was applied. The
results showed that emotional dissonance has a significant negative effect on employees’ quality of work life (B =-0.311,
p <0.001), thereby confirming H1. Further analyses were conducted to examine the relationships between the categorical
independent factors and the dependent variable, quality of work life. The model showed that gender has a negative effect
on the perception of the quality of work life. The t-test results confirmed that women perceive a lower quality of work
life compared to men (t = -2.892, p < 0.01), which confirmed H2. ANOVA confirmed the existence of a statistically
significant difference in the perception of the quality of work life in relation to the age structure of the respondents (F =
6.123, p < 0.01). The results of the LSD post-hoc test show that employees older than 50 years have a better perception
of work life than younger respondents, which confirms hypothesis H3 (see Figure 1).

Figure 1. Model fit indicators of the proposed model

Emotional Dissonance @~ —— 7 I — Quality of work life
-0.19* 0.21%*
Gender Age

Source: Authors
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5. Discussions

The results of the analysis show that emotional dissonance significantly affects the quality of work life of employees,
which is consistent with previous research in the field of human resource management and work psychology (Grandey,
2003). The negative relationship suggests that employees who are forced to display emotions they do not feel in
interactions with guests or clients experience increased stress and decreased job satisfaction, which directly reduces the
perception of quality of work life. These findings confirm hypothesis H1 and indicate the importance of emotional
intelligence and emotion regulation strategies in the hospitality sector.

Analysis of the impact of gender differences showed that women perceive the quality of working life more negatively
compared to men (t=-2.892, p < 0.01), which confirms hypothesis H2. This result can be explained by the multiple roles
that women often perform inside and outside the work environment, including family responsibilities, which can increase
emotional and physical strain, especially in sectors where emotional labor is intensive. Also, systemic and structural
factors, such as less work flexibility or different expectations regarding engagement, may contribute to a lower subjective
quality of working life for women.

The results of the ANOVA tests show statistically significant differences in the perception of the quality of working life
depending on the age structure of the employees, whereby employees older than 50 have a better perception of their
working life compared to younger colleagues, which confirms hypothesis H3. This finding can be interpreted in multiple
ways: older workers often have more stable professional positions, greater experience and better ability to manage stress,
which enables them to deal more effectively with emotional dissonance. Also, the perception of "control" over work tasks
and social support within the organization may be greater among older employees, which positively affects the quality of
their working life.

On the other hand, socioeconomic factors such as education, income and work experience did not show a significant
impact on the quality of working life (p > 0.10), which may be an indication that in the hospitality sector and related
industries, the emotional aspects of work have a greater impact on the subjective perception of working life than material
or career factors. This can be explained by the fact that for employees who interact with guests every day, stress and
emotional pressure directly affect their satisfaction, while the salary or formal education cannot fully compensate for the
emotional demands of the job.

Finally, the obtained results indicate the need for organizational strategies aimed at reducing emotional dissonance, such
as training for emotion regulation, introduction of more flexible work arrangements and support in the prevention of
professional stress. Also, specific interventions aimed at women and younger employees could improve the subjective
quality of their working life.

6. Conclusion

Emotional dissonance is an almost unavoidable part of jobs in the service sector, where employees interact face-to-face
with guests on a daily basis. In tourism and hospitality, the need for emotional labor is particularly strong, as employees
are constantly expected to create positive experiences in fast-paced and dynamic environments. Over time, keeping up a
cheerful or friendly demeanor, even when it doesn’t reflect one’s true feelings, can be exhausting and stressful, affecting
both job satisfaction and personal well-being.

The aim of this study was to explore how emotional dissonance, quality of work life, and individual characteristics are
connected. As expected, the results show that emotional dissonance negatively impacts employees’ perception of their
work life. Many employees openly admit to “putting on a mask” for guests, yet those with stronger emotional regulation
skills and practical experience are better able to navigate these demands without letting them overwhelm their daily work
or personal life.

These findings remind us that behind every positive guest interaction, there is often a real human effort that can be
mentally and emotionally demanding. Supporting employees through training, emotional intelligence development, and
thoughtful workplace policies can help them feel more balanced, resilient, and fulfilled—not only for the sake of the
organization, but for their own well-being.
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