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Investigating the relationship between cultural intelligence and emotional labor
with job satisfaction considering the mediating role of emotional capital and
empathy in employees of hotels
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Abstract

This study investigated the relationship between cultural intelligence and emotional labor with job
satisfaction and considered the mediating role of emotional capital and empathy in Isfahan hotel employees.
This study is correlational. The sample included 240 employees in hotels, who were selected by cluster
sampling method. The research tools were a job satisfaction questionnaire (Moghimi, 2010), Affective
Capital Questionnaire (ACQ) (Golparvar, 2015), the Emotional Labor questionnaire (Hsieh et al., 2016), the
Cultural Intelligence Scale (CQS) (Ang et al., 2007), and Empathy Ethnocultural Scale (Wang et al.,
2003). Path analysis in PLS software was used to analyze the data. The findings indicated that cultural
intelligence affects emotional capital and empathy, and emotional capital on job satisfaction. Besides,
emotional work on emotional capital and empathy has a positive and significant impact. Also, the results
showed that emotional capital had a mediating role in the relationship between cultural intelligence and
emotional labor with job satisfaction, while the mediating role of empathy was not confirmed. Based on the
results, hotel management should try to make the most of emotional capital using cultural intelligence. They
should plan and implement training to increase cultural intelligence, emotional labor, and emotional capital.

Keywords: Cultural Intelligence; Emotional Labor; Job Satisfaction; Emotional Capital; Empathy, Hotel
Employees

Introduction

Job satisfaction leads service employees to behave positively and compassionately towards customers.
Therefore, it is essential to ensure exceptional customer service and organizational performance. One of the
factors affecting employee job satisfaction in the hospitality sector is based on the theoretical foundations of
employees' emotional labor and cultural intelligence (AlMazrouei & Zacca, 2021; Hwang & Park, 2022).
Because the tourism and hospitality industries are truly global and multicultural, the artistic intelligence of
employees in this sector plays a crucial role. Also, employees in the service sector are expected to have a
positive, friendly, and smiling demeanor, even in situations where they are faced with negative emotional
reactions to the provision of routine services. Various studies have been conducted on the relationship
between emotional labor and cultural intelligence with job satisfaction; however, there are mediating
variables that have not been addressed before. In the present study, emotional capital and employee empathy
are examined as two mediating variables. Employee empathy in the service sector (i.e., personal care and
attention) is one of the things that is considered a key requirement for winning service encounters. The
success of service interactions is based on the intensity of empathy visible in employee-customer
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interactions. On the other hand, emotional capital is also effective in developing employee job satisfaction.
Both of these can be influenced by cultural intelligence and emotional labor (Ghyasi & Gurbuz, 2023).
Therefore, considering what was stated in the statement of the problem, the present study seeks to study the
relationship between cultural intelligence and emotional labor with the job satisfaction of Isfahan hotel
employees and to determine the extent of the mediating role of emotional capital and empathy in their
relationship.

Method

This is a correlational study. The sample consisted of 240 hotel employees in Isfahan who were selected
using cluster sampling. The research instruments were the Job Satisfaction Questionnaire (Moghimi, 2011),
the Affective Capital Questionnaire (ACQ) (Golparvar, 2016), the Emotional Labor Questionnaire (Hsieh et
al., 2016), the Cultural Intelligence Scale (CQS) (Ang et al., 2007), and the Empathy Ethnocultural Scale
(Wang et al., 2003). Path analysis was used in PLS software to analyze the data. In this study, ethical
principles related to protecting the rights of participants were considered, including obtaining informed
consent to participate in the study and ensuring the confidentiality of information.

Results

Based on the coefficient of determination index, the significance of the path coefficient, and the effect
size index, it was determined that the model of the relationship between cultural intelligence and emotional
labor with job satisfaction had a good fit considering the mediating role of emotional capital and empathy in
hotel employees in Isfahans The results indicated that cultural intelligence has a positive and significant
effect on emotional capital and empathy, emotional capital on job satisfaction, and emotional labor on
emotional capital and empathy. The results also showed that emotional capital had a mediating role in the
relationship between cultural intelligence and emotional labor with job satisfaction, while the mediating role
of empathy was not confirmed.

Conclusion

Based on the results, the hotel management system should try to make the most use of emotional capital
by applying cultural intelligence. They should plan and implement training to increase cultural intelligence,
emotional labor, and emotional capital. Due to the limited scope of the statistical community, generalization
of the results to other communities should be done with caution. Future researchers are advised to study
other samples and communities as well. Even though this study was conducted in Isfahan, which is a tourist
destination, due to uncontrollable factors such as sanctions, the clientele and guests of hotels may
predominantly consist of domestic travelers rather than international visitors, which could potentially
diminish the significance of cultural intelligence. This is because, in this particular field, more subcultures
and the differences between them become important.
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Figure 1: Path model of research variables



VEYONF (o, 5 ols f-’l; sla iags qy

RIS

Jols mass bl el sl (Saan £ 5l oy Laesls G135 ray )8 Gda 5l mags ol

Ll sl 3 A TWA 5 e YU sS4 V80 Y b 0l 5 Sle 53 Olghonl g ol 5 Ll caw sl Ja OLS,IS &S
Jra Jold) Olgiol g sla on 51 (goliad ) oS o0 ol a0 enlinal (glad ot (6 S0 5a 650 5l R s cpl 5o 450l
A TE s o OF 51 5 Slssl sl 55b w0 (el S Jo s Olen] Joo psiy oo S5 Jo nB e Jos uls
sl i jasiie O1SSS g b bl dged aom CliS s OBl 650l Oy @ s 53 gy 4 OLSS
Sl S LSS ooz 5 Slae 5 Ly oxdg 5 Odilp Bl slpw 2l ST culs, Jols iass 4 55,5
Bl pSle 50780 Hlas Glmul LYV Lol v Kle s g 350 L8 WY 5 05 a5 glael 51,8 1Y 55 iassh
e Sode iy 5 ks 3 Soal s phes OMeass LOT 5l de)s 2078 5 Y e Bl L VY 0T s

S L S S WET P

295 R
A cols, dlii

i YA (lls 3l Roliiios ol ol eslizad (V¥4 (i) | il Culiy Raliie 51 i by o (sl
G iy el (YA L V0 (gla i ) Sspm s (VE B Y gla i ) S35 o Jad colis slal )y 0 Goia
d bty Sl iy ) Ss0d S kil b (il S B 8l SLS) o S sl Sy i el walii
150 et OV asde s 55 ol (@i (il D3ls s RIKY (23t bl e | plaik s oS Slos b e
Aol s 4 /AN Jslas C-_L;bséwiuzjﬂj&gg oo 530 AL Sl Il ol
(MCQ) ible &l doliis

Yoo Jerie wsliiny ool ol eslinad (VY40 s 1) T(ACQ) dble &l ju daliiiny 5 dble Ll iows (10
(Gt ) sl (1) 5 (s ©) (55,31 ool (1) (Gt V) ot e 2o (1) smldines 5 ¥ SLls 5 s
ol alin ol ey Bped S s oS00 (0= aleen B = 55 58) oy b S S A O
bl s 2l Sl aslid y pl S les S g 5 pldl elal 552 S O3S L anadS ole aw Jsb 3 jdim) il &y 50
Gib O asliiy nl Slale 33le sy 0Y90) 5 S a3 e plasil SLEST ale Jolowi onl s, 55 51 2 5llas
el s a15S AV /AT Rals s éu);éwiﬁ;,xﬁ‘uras@,l, S b et e s
Sble 15 Lol

et s S VN ls sl opl S eslizad (Hsieh et al., 2016) © ible IS dalii 51 ible SIS o ) 5
O il el s cd G 5L s ke 5L e Slulaa] ) del g e Slules 310 sl
oo b s ks Glascadst 3l edde Ololor wSle ol iy b codblsn Sl = 0 6 willin s =) 51 laz oy
I, bl 8 (=5 (Sl Olal o/ 0L jie b casln S35 (6l o bl & Ll @l Sl N S
W Ll oo 5 /80 il i ol delii , L Olps als, (Hsieh etal., 2016) O3l a5 53 o oo

! job satisfaction questionnaire

2 Affective Capital Questionnaire
% Varimax

4 Emotional Labor Questionnaire



ay oL 5 Sl et 5 b las o, b ible ) 5 Kia b Sam ity e

s 3 10Y O8] (olas 5 obed Rasn 03 Uil cnl Gl LKes olss o ogllae a3 5 /A Ll 55 FLs S
gl s, 5048 LSS GWT UL oo 5 VAL oS5 UL e/ ST,
CIS) Kb fhpn polds

Sl oS 5503 48 Y l5) ) s eslisd (Ang et al., 2007) ((CIS) Ko b Josa elie Sl Saa b Liga Lo sy
oS8T (S o oslinul il (Ko b slaanty L33l L ol a8 (Sia b 5l 5l o dile a8 8) bl b asd
5o dsle 48 0) (gols, (b o 1, s gaKa b golatl 5 3 sa S o Lile G S ) sl ((pn
Seape b Jolas 51 o dile 58 0) ible 5 (108 o oalinal o sline S by Saamdge b sl gl oSl 5 S
ol Sele 3l plss OUSan 5 ST Jtags 55 sddplonil BLEST Jlole Lo o o |y (U 0 D) Cilisn glaSin 3
3 obe Gl o Ol 2ls b (el Olea s (Ang etal., 2007) 58 ol BLs) Jole Lo G 511 aelits
VY GOV s s IS Gabde 5 sl 5L S T 5 /8 1 TCIDM) [Sos b 6 S eal 5 sl il
SWT 5 AN il oS5 bl 5 /00 il 1Ses alss s IT89) 5 8 5 st SRR 03 Dol ol 315
Bt/ gl S
R f s Jhes oo

D) A Sler ebide ) s sslizul (Wang et al., 2003) 7 Koa 3 o Jdes olde 51 OLSLIS Jdas o (sl

gl esle I dges & syls e n YV 5 (I da\fi ‘LSA_).e sl il Jhes B 30l Jdes Ol

33 b..’u.ilfl?;"\ SLsl el [ 558 0 e3ls C'db* (Bl Sy =0 L (..dbu: sl =V Lg\‘\}.);@ oSS b S
o o Olesen olsy o o 5 (Wang et al., 2003) » 5 bl wliin p opl Jule Sl Sy, 0Sen 5 Sy iash

S 1 INFE - - . 13 . a. s -
S Gl s s Wl bl QBX5Le s 53 comamen 3 sllae 5 2 /8) 2l e s (93 B RS1y et le 5 bk
el s g ATl edsl st 53 01 Flis S GWT bl cu s 5 el sl el
—d)ﬁﬂjs Q)A)T) d]olm.“wul ‘)LGICE‘A/)(‘)\N J‘ﬁ‘jﬁu LM)Q) L;d.:w‘}: )uTCEoNJJ )\ e M}M_Jpﬁ Lﬁ‘_)"
A oslenl PLS 5 SPSS26 (sl | 3dle 55 5o (olle SVslee b 5 & peansl
Ladl

—5 S el S Osa3T (Solslme hawr 5 LS ey a5 S 5elS O gesT Sl el U e pae o 03 dlo dual s

e Laosls 030 Jlo b saaslis sy 585 /00 Shas s cpla cpslie cpl s g /Yo s s s quJ BERr I

ol 0l ol s o 5 S eyl (a0 s3] sl (g Wesls 035 Jle 5 b i ol ol

! Cultural Intelligence Scale

2 Cultural judgment and decision making
% Scale of Ethnocultural Empathy

4 Davis Interpersonal Reactivity Index



VEFONF (o)l 5 ool p e slatasy a¥

Table 1: Convergent reliability and validity coefficients related to the reflective model fit
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Figure 2: Path coefficients of the research model
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Figure 3: Significance of the path coefficients of the research model
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