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Sakarya University Institute of Social Sciences                      Abstract of Master Thesis 

Title of the Thesis: The Effect of the Organizational Trust on the Emotional Labour:  A 

Research On 4 And 5 Star Hotels i  

Author:             Supervisor: Assist. Prof. Dr.  

Date:  19/08/2011                    Nu.Of pages: ix (pre tex) + 77 (main body) +3 (app.) 

Department: Tourism            Subfield: Tourism Management 

Management       

Trust is defined as to believe in something without being anxious and fearing and emotionally 

attached. Organizational trust is defined as to have not the sense of fear among the colleagues, 

carry bad intentions about themselves, not to intervene power and ego disputes and to trust 

anyone in regard with his/her persona, talent, honesty, character, skill, power or fairness. The 

fact of emotion is defined as the senses peculiar to the individual. The colleagues reflect their 

emotions to business life. The level of the reflected emotions can differ according to the things 

to be done. In demonstrating the emotions the labour in definite level is spent. This labour is 

mental but sometimes physical. In this regard, another definition of the labour is emotional 

labour. The emotional labour concept is expressed, among the inter-individual labour 

processes, as the necessary labour, planning and control for the emotions expected by the 

organization, that will be reflected on the work.   

 

In this study, the relationship between the organizational trust and emotional labour, and the 

impacts of organizational trust on emotional labour are focused on. The finding of the relation 

between these concepts is crucial to focus on the importance of the maintenance of the trust 

concept in tourism managerships. 

The establisment of the inner-organizational trust with its all aspects affect, significantly, the 

emotional labour of the staff in the service managership; besides the physical labour that 

demonsrated affect the emotional labour. In the literature part of the study both the 

organizational trust and the emotional labour have been focused on. In term of the developed 

research, a survey has been applied to the five-star hotels in Istanbul City.  

 

The input datas have been analyzed and the approaches of the employees related to the 

organizational trust and the emotional labour have been put forth. As for the research is 

considered the trust of the employees to the employees in the dimension of the organizational 

trust has the highest average. That means the employees trust mostly to the employees. Then 

they trust to the managers. Among the emotional labour dimension, the deep behaviour has the 

highest average. According to this, the employees demonstrate the deep behaviour much more 

than the others. Then comes surface behaviour. They less supress their real emotions.  

  

 

 

 

 

 

 

 

 

 

 

 

Keywords: Organizational Trust, Emotional Labour, Deep Behaviour,Employees- Manager 

Trust, Supress Behaviour 
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,264 

 

 

 

,337 

 

 

 

 

,052 

 

 

 

,717 

 

 

 

,411 

 

 

2,538 

 

 

 

1,663 

 

 

 

,655 

 

 

 

 

2,284 

 

 

 

1,918 

 

 

 

,942 

 

 

,041 

 

 

,159 

 

 

 

 

,624 

 

 

 

 

,061 
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,440 

 3,41 

Lisans 3,18 

 3,24 

 

 

 3,47 

 3,65 

Lisans 3,34 

 3,72 

 

GE 

 3,09 
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YD 

 3,06 

 3,58 

Lisans 3,30 

 3,44 

 

DD 

 3,07 

 3,57 
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 3,51 

 

DB 

 3,09 

 3,24 

Lisans 3,25 

 3,32 

 

3,395, p<0,05). Y g

say
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1,433 

 

,399 

 

 

,812 

 

 

 

,043 

 

 

,628 

 

 

,129 

 

 

,240 

 

 

1,710 

 

 

,988 

 

 

 

3,395 

 

 

1,344 
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 Gruplar Ortalama Levene P F p 
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,657 

 

 

,169 

 

 

,224 

 

 

1,676 
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1,440 

 

 

1,208 
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,031 

 

 

,254 

 

 

,227 
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Yab  3,27 

 2,52 

 

 

Yerli Zincir 3,47 

 3,63 
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 3,44 
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Tablo 19  

      

 Gruplar Ortalama Levene P F p 

 

 

 3,15  

,859 

 

 

1,194 

 

 

1,518 

 

 

1,824 

 

 

,126 

 

 

,157 

 

,425 

 

 

,138 

 

 

,221 

 

 

,440 
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,855 

 

 

5,777 
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3,354 

 

 

4,337 
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 2,00 
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DD 

 3,23 

 3,54 

 4,12 

 

DB 

 3,04 

 3,30 
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 3,45  

1,075 

 

 

,587 

 

 

,762 

 

 

,486 

 

 

2,477 

 

 

,466 

 

,343 

 

 

,557 

 

 

,2468 

 

 

,616 

 

 

,090 

 

 

,628 

 

 

1,577 

 

 

,423 

 

 

,800 

 

 

,127 

 

 

,931 

 

 

,847 

 

,213 

 

 

,656 
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,881 

 

 

,395 
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 3,33 

 3,21 

 

 

 3,58 
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GE 

 3,14 

 2,89 

 2,89 

 

YD 

 3,50 

 3,41 

 3,40 

 

DD 

 3,66 

 3,48 

 3,41 

 

DB 

 3,39 

 3,28 

 3,19 

Korelasyon Analizi; 

0.70- - -
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g -

,107  
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334; p<0,01) 
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le derin d 357; 
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Tablo 21.Korelasyon Analizi  

 

  

  

Derin 

 

 

 1 ,422** -,107** ,334** ,468** ,424** 

 ,422** 1 -,185** ,268** ,357** ,289** 

GE -,107** -,185** 1 -,141** -,130** -,270** 

YD ,334** ,268** -,141** 1 ,472** ,316** 

DD ,468** ,357** -,130** ,472** 1 ,523** 

DB ,424** ,289** -,273** ,316** ,523** 1 

-tailed). 

-,

-,130 de 

b

-,270
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13
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-1,449 

,000 
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1,218 

1,245 

1,037 

Derin 

 

 

 

GE 

,380 
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-,057 

6,282 

3,048 

-1,017 

,000 

,000 

,003 

,250 27,833 

1,218 

1,245 

1,037 

 

 

 

GE 

,358 

,098 

-,216 

5,878 

1,597 

-3,849 

,000 

,112 

,000 

,239 26,206 

1,218 

1,245 

1,037 
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