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Duygusal ¢eliski

Turist rehberi

Duygusal ¢eligki, isgérenler tarafindan gergekte hissedilen duygularla, isverenlerin
gosterilmesini istedikleri duygular arasindaki farklilik olarak tanimlanmaktadir. Bu
calismada duygusal ¢eliski kavrami teorik olarak incelenmis olup Mugla Turist Rehberleri
Odasina kayitli 206 turist rehberi iizerinde bir aragtirma gerceklestirilmistir. Arastirmada
turist rehberlerinin olumsuz duygulanim ve i¢sel motivasyon 6zelliklerinin duygusal ¢eliski
iizerindeki etkileri ile duygusal celiskinin is performansina, is tatminine ve isten ayrilma
niyetine etkileri belirlenmeye calisilmigtir. Arastirma sonucunda, olumsuz duygulanimin
duygusal celiski iizerinde pozitif ve anlamli etkisi oldugu, igsel motivasyonun ise herhangi
bir etkisinin bulunmadig: tespit edilmistir. Ayrica turist rehberlerinin ¢aligma hayatinda

Is tatmini yasamis olduklart duygusal ¢eligki onlarin is performanslari ve is tatminlerine negatif yonde
etki ederken, isten ayrilma niyetlerine ise pozitif yonde ve anlamli bir etkisi oldugu sonucu
ortaya ¢ikmistir.
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Emotional dissonance is defined as the difference between the emotions actually felt by the
employees and the emotions that the employers want to show. In this study, the concept of
emotional dissonance was examined theoretically and a research was carried out on 206
professional tourist guides registered to Mugla Tourist Guides Chamber. In the study, it
was tried to determine the effects of negative affect and intrinsic motivation characteristics
of tourist guides on emotional dissonance and the effects of emotional dissonance on job
performance, job satisfaction and intention to leave. As a result of the research, it was
determined that negative affect had a positive and significant effect on emotional
dissonance, while intrinsic motivation had no effect. In addition, the emotional dissonance
experienced by tourist guides in their working life has a negative effect on their job
performance and job satisfaction, while it has a positive and significant effect on their
intention to leave.
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