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The Emotional Labor in the Labor Process of Service Work:

The Case of the Japanese Women Working in the Hotel Industry in Malaysia

TAKAHASHI Kaori

Abstract

In this study, the authors examine the emotional labor in the process or service work. There are
many locally employed Japanese women in the hotel industry undertaking emotional labor. The study
reveals a number of interesting findings: firstly, there is a panoptic effect. Japanese female workers
engage in labor without any order from the manager. Secondly, the Japanese staff were limited in
number - either one or two — making it difficult for them to escape from the Japanese guests.

The Japanese guests are expecting a luxury hotel’s service of Japanese hotels. Therefore, locally
employed Japanese female workers internalized the norm of the Japanese guests’ expectations. There are
many different types of inquiries from Japanese guests that are difficult to predict and manualize. The

Japanese male guests may request some kind of healing. Which is under the patriarchal composition.

In this kind of daily task, the locally employed Japanese women are controlling their feelings.
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