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ABSTRACT 

Web Finance Incorporation (2016) explains work shift as a work schedule in which a group of workers 

rotate through set periods of time. Shift work is well recognized in Customer Service and Hotel Industry. 

These shift employees often complain of emotional, psychological and physiological difficulties. Against 

this background, the objective of the present study was to analyze the differences between 160 Day and 

Night Shift employees (selected through non-probability sampling) working in Customer Service (n=80) 

and Hotel Industry (n=80).The study also aimed at identifying predictors of Loneliness at Workplace. The 

Organizational Culture Profile (Pareek, 2011), Interpersonal Communication Inventory (Bienvenu, 

1971), Dealing with Emotions (Pareek, 2011) and Loneliness at Workplace (Wright, Burt & Strongman, 

2006) were administered to measure the respective variables. The statistical analysis revealed a 

significant difference between Customer Service and Hotel Industry employees in terms of trust, 

authenticity, collaboration, experimentation, rumination and social companionship (p<0.05). Significant 

differences in openness, experimentation, coping with feelings, emotional deprivation and social 

companionship were observed between Day and Night Shift employees (p<0.05). Results further revealed 

that among Customer Service employees the major predictors of emotional deprivation were 

interpersonal communication, proaction and flow and of social companionship were interpersonal 

communication, proaction, self-expression and openness and among Hotel Industry employees the main 

predictors of emotional deprivation were proaction, rumination, experimentation, interpersonal 

communication and perceived acceptance and of social companionship were rumination, experimentation 

and clarity (p<0.05). The current study highlight the importance of organizational and interpersonal 

values, companies should promote and uphold in order to build healthy working conditions for their 

employees eventually culminating into their own success. 

Keywords: Work Shift, Organizational Culture, Interpersonal Communication, Dealing with Emotions 

and Loneliness at Workplace. 

 

INTRODUCTION 

The working population in the 21
st
 Century is marked by four generations working simultaneously, 

the Veterans, the Baby Boomers, the Xers and the Nexters (Bolland& Lopes, 2014). These working 

generations were introduced to work culture around different social conditions, thus prominent 

differences can be noted in their work ethics, culture, communication patterns, response to authority and 

relationships at workplace (London, 2005). Additionally, organizations themselves have evolved from 

being “Stores” or “Shops” handled by single entrepreneurs to Multi National Corporations with hundreds 

of employees working under the same top (McMillan, 2002). These changes further indicate changing 

Organizational Culture, Interpersonal Communication, Dealing with Emotions and ability to cope with 

Loneliness at Workplace. 

Organizational Culture: 

 

Andrew Pettigrew (1979) is recognized to have introduced the concept of organizational culture 

which he described as an amalgamation of beliefs, identity, rituals and myths. Thus, organizational 

culture may be defined as “a system of shared meaning held by members that distinguishes one 

organization from other organizations” (Hofstede, 1980; c.f. Abu-Jarad, Yusof & Nikbin 2010). 

Kondalkar (2007) remarks that the purpose of having a culture is served in providing its members an 

identity, facilitating collective commitment, promoting systems stability and shaping behavior by helping 

members make sense of their surroundings. 

 

Robbins, Judge, Millett and Boyle (2013) discussed that organizational culture is formed on the basis 

of the degree to which employees are willing to take risk, exhibit precision and pay attention to detail and 
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the management is outcome oriented rather than process or technique oriented, involve the participation 

of their employees and encourage team work instead of allotting individual tasks. Moreover, Peters, 

Waterman and Jones (1982), interviewed employees from excellent companies like McDonalds, Boeing, 

IBM, HP and Bank of America and paralleled their success to strong Organizational Cultures which are 

fully-functional at multiple levels. 

 

Functionally, organizational culture is said to positively impact organizational performance (Abu-

Jarad, Yusof & Nikbin, 2010); “sustained superior financial performance” (Barney, 1986), knowledge-

sharing (Al-Alawi, Al-Marzooqi& Mohammed, 2007) and organizational effectiveness (Denison & 

Mishra, 1995) within an organization. 

In terms of the impact of organizational culture on its employees, it was reported that an 

organization‟s commitment to creating a safe culture leads to enhanced employee safety perceptions 

(O'Toole, 2002) and a culture in favor of strong human relations depicts employee satisfaction (Jones, 

Jimmieson& Griffiths, 2005). It also has an immense impact on employee retention (Sheridan, 1992), job 

satisfaction and organizational commitment over the first year and actual turnover after two years 

(O'Reilly, Chatman & Caldwell, 1991). 

 

However, organizational culture alone does not support this entire process. Iftikhar, Eriksson and 

Dickson (2003) reported that the culture of an organization and interpersonal communication between 

employees is responsible towards the development of a real-time Knowledge Management System. Also 

transparent communication indicates openness, trust and employee engagement within the organization 

(Thomas, Zolin & Hartman, 2009). In light of this discussion the next thrust area of the study 

incorporates: 

Interpersonal Communication: 

 

Communication implies the transfer and understanding of meaning and is of thorough importance to 

organizations today (Robbins, Judge, Millett & Boyle, 2013). Thus, interpersonal communication is direct 

communication “between two or more people in physical proximity in which all the five senses can be 

utilized and immediate feedback is present” (Graham, 1998). Interpersonal communication may be oral 

and/or non-verbal communication (Steers & Black, 1994; Judge et. al., 1997; Kondalkar, 2007). 

 

Having its roots in Social Psychology, interpersonal communication has also left a niche in the 

organizations. Robbins et al., (2013) elucidate that communication at workplace transpires in three 

directions Upward (from subordinates to superiors), Downward (from superiors to subordinates) and 

Lateral (between colleagues at the same level). 

 

Interpersonal communication is the path to meeting one‟s individual goals (Chaffee & Berger, 1987) 

and gratifying one‟s needs and wants (Rubin & Rubin, 1992). However, this communication is built due 

to open-exchange of information between superiors and subordinates (Roberts &O‟Rielly, 1974). Also, 

one of the early proponents of the communication system - Barnard (1968), maintained that the major 

task of an executive is communication and it defines the structure, extensiveness and scope of an 

organization (Henderson, 1997). 

 

In pointing out the importance of other high level management, Bambacas and Patrickson (2008) 

studied that open communication, trust and ability to listen among Managers and HRs indicated 

organizational commitment. Additionally, the Nardi and Whittaker (2002) study pointed out, “face-to-

face communication” is crucial for sustaining social relationships and makes up for the disadvantages of 

distributed work. 

 

This communication may however, be moderated by how a person deals with his (or) her everyday 

life situations (specifically work related situations). To this effect, Haggard, Robert and Rose (2011) 
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reported that, women often engage in co-rumination at workplace. This study clearly indicated towards 

the need for social support at workplace and also heads us towards the next thrust area of our current 

study: 

Dealing with Emotions: 

 

Ashkanasy (2003), remarks that the component of emotions has gained a surge in the organizations 

only in the recent years. Fischer, Shaver and Carnochan (1990) define emotion as “organized, meaningful 

and generally adaptive action systems. In simpler words, emotions are “Intense feelings directed at 

something or someone” (Robbins, Judge, Millett, & Boyle, 2013) and “dealing with” means to take action 

with respect to something or someone.  

 

Emotions are appraised physically, emotionally and cognitively. In terms of the cognitive experience 

of emotions one may either experience Rumination or Flow. Nolen-Hoeksema (1998) defines Rumination 

as “compulsively focused attention on the symptoms of one's distress, and on its possible causes and 

consequences, as opposed to its solutions.” Contrarily, Flow can be understood as complete absorption in 

what one does (Csikszentmihalyi & Csikzentmihaly, 1991). 

 

Relevant literature on Rumination was put forth by Donahue, Forest, Vallerand, Lemyre, Crevier 

Braud and Bergeron (2012) and they reported that rumination at workplace may result due to obsessive 

passion for work. It was also reported that, employees at workplace, who have work-troubles (either real 

or imaginary) are often anxious about these troubles and keep mulling over them (Cooper & Robertson, 

2004) and therefore, experience higher levels of stress and burn out (Boren, 2013). 

 

On the other hand, flow in the workplace promotes positive feeling within individuals (Tobert & 

Moneta, 2013).Salanova, Bakker and Llorens(2006) indicated that resources lying within the person and 

in the organization (i.e. self-efficacy beliefs, social support and healthy work climate among others) 

promote work-related flow. The study also reported that work-related flow enhances individual and 

organizational resources. 

 

In recent times, the advent of technology (Chen, Mo & Wang, 2002) has hampered our face to face 

communication thus causing thorough expression of emotions to take a back seat. With this change, 

employees may feel lonely at workplace. Against this background the last area explored in this study is: 

Loneliness at Workplace: 

 

Wright, Burt and Strongman (2006) pointed out that one of the primary issues faced in defining 

loneliness is its multiple synonyms. However against all odds they define loneliness at workplace as “the 

distress caused by the perceived lack of good quality interpersonal relationships in a work environment.”  

 

Loneliness at Workplace can hinder the achievement of life satisfaction which is a direct indicator of 

organizational commitment and this was concluded by Yilmaz (2008) in his study of School Principals. 

Yilmaz (2011) also concluded the Loneliness at Workplace is inversely related to human values. 

Moreover, loneliness does not only affect one psychologically; Middle-Managers who experienced 

Loneliness at Workplace reported experiencing strains at work including somatic complaints and social 

dysfunction (Ren, Chen & Liang, 2011). 

 

Loneliness at Workplace in the current paper studies the contrasting concepts of emotional 

deprivation understood as the “frustration of the natural sensitive need for unconditional love” (Baars & 

Terruwe, 2002) and social companionship, described as engaging in enjoyable activities with others. 

 

These above mentioned constructs have been studied in the present research on Day Shift and Night 

Shift employees working in Customer Service and Hotel Industry. Brink and Berndt (2008) explained 
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customer service as “identifying and establishing, maintaining and enhancing and, when necessary 

terminating relationships with customers and other stake holders at a profit so that the objectives of all 

parties involved are met. This is done by mutual exchange and fulfilling promises.” And, Jones and 

Lockwood (2002) defined the Hotel Industry as, “an operation that provides accommodation and ancillary 

services to people away from home.” 

 

Also, the modern society demands its labor force to be available to their customers throughout the 

clock. This has led to the creation of shift work more clearly understood as, “a way of organizing daily 

working hours in which different persons or teams work in succession to cover more than the usual 8 hour 

day, up to and including the whole 24 hour” (Costa, 2003). 

 

In context of the reviews of the constructs presented above and the organizational areas where the 

application of these constructs is explored in the following study, some researchers including Fyall (2003) 

and Ashkanasy (2003) suggested further explorations of these areas to sophisticate their academic 

scrutiny. Additionally, the globalization of markets has caused the global workforce to make itself 

available throughout the clock to its counterparts all over the world (Major, Klein, & Ehrhart, 2002).  

 

Under these conditions healthy work-place relations and work-culture may be seen as providing some 

relief to employees. In this respect, the current study focuses on analyzing Loneliness in Workplace with 

respect to Organizational Culture, Dealing with Emotions and Interpersonal Communication among 

employees working in the Day Shift and Night Shift and those working in Customer Service Relationship 

and in the Hotel Industry. One other reason that the researcher has undertaken a study of this set of 

variables is because to the researcher‟s knowledge no extensive research has been made available on this 

set of variables. Keeping the present context in view, the objectives of the present study are as follows: 

1. To determine whether there is a role of Work Setting (viz., Customer Service and Hotel Industry) 

and Work Shift (viz., Day Shift and Night Shift) of employees on 8 dimensions of Organizational 

Culture; Interpersonal Communication and its 11 dimensions; 2 dimensions of Rumination: Dealing with 

Feelings; and 2 dimensions of Loneliness at Workplace. 

2. To determine whether the 8 dimensions of Organizational Culture; Interpersonal Communication 

and its 11 dimensions and the 2 dimensions of Rumination: Dealing with Feelings predict the 2 

dimensions of Loneliness at Workplace. 

 

METHOD 

Research Design 

The present study adopts a between group design to study the difference between Day and Night Shift 

employees working in Customer Service and Hostel Industry with respect to Organizational Culture, 

measured in terms of its 8 dimensions (viz., Openness, Confrontation, Trust, Authenticity, Proaction, 

Autonomy, Collaboration and Experimentation), Interpersonal Communication and its 11 dimensions 

(viz., Self Disclosure, Awareness, Evaluation and Acceptance of Feedback, Self Expression, Attention, 

Coping with Feelings, Clarity, Avoidance, Dominance, Handling Differences and Perceived Acceptance), 

Dealing with Emotions, measured in terms of its 2 dimensions (viz., Rumination and Flow) and 

Loneliness at Workplace, also measured in terms of its 2 dimensions (viz., Social Companionship and 

Emotional Deprivation). The present study also employs a correlational design to assess if Organizational 

Culture, Interpersonal Communication and Dealing with Emotions predict Loneliness at Workplace in 

Day and Night Shift Customer Service and Hotel Industry Employees. 
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Sample 

A Non-Probability Purposive Sampling technique was used to select 180 Day and Night Shift 

employees (aged 20 – 35 years) working in Customer Service and Hospitality Industry. Among them 80 

employees were working in Customer Service (40 Day Shift and 40 Night Shift) and 80 employees were 

working in Hotel Industry (40 Day Shift and 40 Night Shift). Employees with a minimum experience of 1 

year in that particular industry and with a minimum experience of 6 months in that particular shift were 

included in the sample. Employees working in the front desk, housekeeping and food and beverages 

(service) departments in the hotel industry and those engaged in either call or email interactions with 

customers in the Customer Service Sector were considered for the present study. 

Instruments 

The Study employs the following five instruments: 

1. Information Schedule 

The participants were asked to fill an Information Schedule which included their general demographic 

details consisting of their age, sex, gender, state of residence, education completed, family type, family 

income and other details. The demographic sheet also included demographic details specific to the present 

study regarding the participants‟ work setting, number of years in the present industry, shift timing and 

number of years in the present shift.  

2. Organizational Culture Profile (OCTAPACE) 

The Organizational Culture Profile (OCTAPACE) (2011) was developed by UdaiPareek. It measures 

the system of shared meaning held by members within an Organization. The scale demonstrates a Split 

Half Reliability = 0.81 and an Alpha Coefficient = 0.90. The scale consists of 40 items that gives the 

profile of an organization‟s ethos in eight values (represented by the acronym OCTAPACE). These are 

openness, confrontation, trust, authenticity, proaction, autonomy, collaboration and experimentation. 

 

The scale consists of two parts. In Part I values are stated in items 1 to 24 (three statements for each 

value).These statements are marked on a four – point scale, where High Value (scores 4), Fairly High 

Value (scores 3), Low Value (Scores 2) and Very Low Value (Scores 1) to mark how much each item is 

valued in their organization.  Part II consists of sixteen statements on beliefs, 2 statements representing 

each value. The participant checks on a four – point scale, where Widely (Scores 4), Fairly Widely 

(Scores 3), Some Persons (Scores 2) and Few Persons or None (Scores 1) expressing to what extent each 

of the belief is shared in their organization. The following item numbers: 12, 22, 25, 26, 28, 30, 31, 35 

and 40 are reverse scored. The scoring is done by adding the scores of each value (dimension) across the 

row. The scores on each value range between scores of 5 to 20.  

3. Interpersonal Communication Inventory 

Interpersonal Communication Inventory (1976) is a 40-item scale which measures interpersonal 

components of an individual to be an effective Communicator. It was developed by Millard J. Bienvenu. 

The items on the scale recorded a factor loading ranging 0.36 to 0.80. The scale has a Test-Retest 

Reliability = 0.86 and Split Half Reliability = 0.87. It measures the respondent‟s ability on 11 dimensions, 

namely, self disclosure, awareness, evaluation and acceptance of feedback, self expression, attention, 

coping with feelings, clarity, avoidance, dominance, handling differences and perceived acceptance. 

 

The respondent answers the items on a „Yes‟, „No‟ or „Sometimes‟ Scale; where „Yes‟ is to be used 

when the item is seen as happening „most of the time (or) usually‟, „No‟ is to be used when the item is 
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seen as happening „seldom (or) never‟ and „Sometimes‟ when the answer to the item is not a definite 

„Yes‟ or „No‟. The following items 1, 2, 5, 7, 9, 11, 12, 14, 15, 19, 20, 23, 26, 29, 31, 32, 35, 36, 38 and 

40 were scored on a scale of 3, 0 and 2. Items 3, 4, 6, 8, 10, 13, 16, 17, 18, 21, 22, 24, 25, 27, 28, 30, 33, 

34, 37 and 39 were scored on a scale of 0, 3 and 1.  

4. Dealing with Emotions 

Dealing with Emotions (Pareek, 2011) is a 7-item scale that measures the probable cognitive action 

an individual may take with respect to his/her emotions. This cognitive appraisal aims to measure whether 

the respondent recalls misfortunes, miseries, failures or bad experiences while sitting alone or in 

discussion with several people. These recollections are labeled under the dimension of Rumination. 

Another possible cognitive appraisal may appear when the respondent indulges in relieving good 

experiences and enjoys such recollection; which is measured in terms of the dimension of Flow. The scale 

demonstrated a Guttman Split Half Index = 54, Equal and Unequal Length Split Half Brown Indices = 55 

and Guttman Lambada ranged from 44 to 74. The first three items are scored on a Yes or No Scale, where 

Yes (Scores 4) and No (scores 0). Items four to Seven are scored on a five point scale where Frequently 

(scores 4), Often (Scores 3), Sometimes (Scores 2), Occasionally (Scores 1), Almost Never (Scores 0). 

5. Loneliness at Workplace 

The Loneliness at Workplace Scale (Wright, Burt & Strongman, 2006) is a 16-item scale that 

measures the respondent‟s relationships with colleagues, managers and subordinates at work place. The 

Scale was divided into two parts. Part A (items 1 to 9) measures emotional deprivation. Part B (items 10 

to 16) measures social companionship. The items on the scale were measures on a 7-point likert scale 

with the responses ranging from Strongly Disagree (score 1), Slightly Disagree (Score 2), Disagree (Score 

3), Neutral (Score 4), Agree (Score 5), Slightly Agree (Score 6) and Strongly Agree (Score 7).  Items 5, 6, 

10, 11, 12, 14, 15 and 16 are reverse scored. The scale has a Cronbach Alpha Co-efficient for Emotional 

Deprivation = 0.93 and Cronbach Alpha Co-efficient for Social Companionship = 0.87. Item-Total 

Correlations range from 0.45 to 0.78. 

Procedure 

After selecting the measures, the potential organizations were identified and approached. Permission 

from these organizations was sought. Once permission was granted, employees in the organization were 

approached and a rapport was established. During this visit, these employees were briefed about the study 

and those who consented to participate signed the Informed Consent Sheet. Later a Demographic Sheet 

regarding their details was filled by the participants. On the next visit, these employees (participants) 

were approached and the questionnaires were handed over to them. Written and oral instructions were 

given to the participants regarding answering the questionnaire. They were asked to seek clarifications for 

any doubts. The participants were informed that there is no time limit; however, they were asked to try 

and complete the questionnaires in approximately 40 -45 minutes. The Participants answered the 

Questionnaires. The collected data was later analyzed using descriptive and inferential statistics and 

conclusions were drawn.  

 

RESULTS 

Table 1 – Indicates the Means, Standard Deviations, Two-Way ANOVA and Interaction Effect with Work 

Setting and Work Shift as the IVs and dimensions of Organizational Culture, Interpersonal 

Communication and its dimensions, dimensions of Dealing with Emotions and dimensions of Loneliness 

at Workplace as the DVs. 
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(Continued) 

13.64

(3.107)

14.36 

(2.935)
2.459

14.78

(2.93)

13.23 

(2.947)
11.24**

13.55

(3.23)

14.15

(2.408)
1.778

13.975 

(2.765)

13.73

 (2.95)
0.309

13.25

(2.749)

14.23 

(2.261)
6.029*

14.06

(2.645)

13.41

(2.438)
2.679

12.41

(2.45)

12.56 

(2.42)
0.15**

12.75

(2.21)

12.23 

(2.61)
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14.83

(3.058)

15.98
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15.65
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15.16
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12.41
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12.63
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(2.46)

12.54
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13.45
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14.59

(2.45)
7.70**

14.36

(2.87)

13.68

(2.40)
2.812

12.93

(3.52)

14.01

(2.57)
5.06*

13.95

(3.039)

12.99

(3.14)
3.96*

65.24

(14.65)

65.5

(11.84)

.016 66.29

(12.34)

64.45

(14.18)

.774

10.5

(3.60)

9.86

(3.53)
1.295

10.5

(3.38)

9.86

(3.74)
1.295

12.01

(3.78)

11.43

(3.35)

1.076 11.98

(3.31)

11.46

(3.81)

.819

7.9

(3.08)

7.89

(2.61)
.001

8.01

(2.91)

7.78

(2.80)
.276

8.08

(3.041)

8.38

(3.61)
.322

8.26

(3.27)

8.19

(3.39)
.020
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(1.87)
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(1.79)
1.689
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(1.83)

3.01

(1.85)
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1.411

0.181

3.003

0.492
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3.97**
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1.09*
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3.260

Openness

Confrontation

Interpersonal Communication

Self Disclosure

Awareness

Self Expression

Trust

Authenticity

Proaction

Autonomy

Collaboration

Experimentation

Evaluation and Acceptance of 

Feedback

Attention
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F
Customer 

Sevice
F

Night 

Shift

Work Setting

M

(SD)

Hotel 

Industry

M

(SD)

Day 

Shift

M

(SD)

M

(SD)

Work Shift Interaction Effect

(Work Setting * 

Work Shift)

1.547
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Table 1 indicated that there was a significant difference between employees working in the Day Shift 

and employees working in the Night Shift with respect to the openness dimension of Organizational 

Culture (F=11.24, p<0.01). As is evident from the above presented Table, employees in the Day Shift 

scored a higher mean (M=14.78) than employees working in the Night Shift (M=13.23). In other words, 

employees in the Day Shift view their Organizational Culture as being more favorable in encouraging 

spontaneous expression of feelings and thoughts and also permitting employees to share these without 

defensiveness.  

The trust dimension of Organizational Culture as presented in Table 1, illustrated a significant 

difference between employees working in Customer Service and those serving in Hotel Industry (F= 

6.029, p<0.05). As is evident from the Table, employees working in Hotel Industry scored higher 

(M=14.23), than employees working in Customer Service (M=13.25). In other words, employees working 

in Hotel Industry viewed their Organizational Culture as being more favorable in maintaining 

confidentiality and honoring mutual commitment than employees working in Customer Service.  

Analysis revealed that, the authenticity dimension of Organizational Culture presented a significant 

difference between employees working in Customer Service and those serving in Hotel Industry (F= 0.15, 

4.31
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4.39

(2.17)
.049

3.79

(2.07)

4.91

(2.22)
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(2.30)
2.931

5.44
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Handling Differences
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Emotional Deprivation

Coping with Feelings

Clarity
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p<0.01). As is evident from the Table, employees working in Hotel Industry scored a higher mean 

(M=12.56), when compared to the employees working in Customer Service (M=12.41). In other words, 

employees working in Hotel Industry viewed the Organizational Culture of their organization in terms of 

taking initiative, preplanning and taking necessary preventive measures than employees working in 

Customer Service.  

It can be seen further that, there was a significant difference between employees working in Customer 

Service and Hotel Industry on the collaboration dimension of Organizational Culture (F=7.70, p<0.01). 

As Table 1 indicated, employees working in Hotel Industry scored higher (M=14.59), than employees 

working in Customer Service (M=13.45). In other words, employees working in Hotel Industry viewed 

their organization as upholding an Organizational Culture that encourages giving help to and asking for 

help from others.  

Another dimension of Organizational Culture that illustrated a significant difference between 

employees working in Customer Service and Hotel Industry is experimentation (F=5.06, p<0.05). 

Employees working in Day Shift and Night shift also showed a significant difference on this dimension 

(F=3.96, p<0.05). As is evident, employees working in the Hotel Industry (M=14.01), especially 

employees working in the Day Shift (M=13.95) scored a higher mean in comparison to the employees 

working in the Customer Service (M=12.93) and also those working in the Night Shift (M=12.99). In 

other words it can be stated that, employees working in the Day Shift in the Hotel Industry identify their 

Organizational Culture as using and encouraging innovative approaches to solve problems, taking a fresh 

look at things and encouraging creativity.  

Apart from the dimensions of Organizational Culture, the coping with feelings dimension of 

Interpersonal Communication demonstrated a significant difference between employees working in the 

Day Shift and Night Shift (F=11.00, p<0.01). Also it can be interpreted that employees working in the 

Night Shift have a higher score (M=4.91) than employees working in the Day Shift (M=3.79). In other 

words it can be stated that employees working in the Night Shift viewed themselves as being truthful in 

expressing anger, faults and admitting error.  

The rumination dimension of Dealing with Emotions demonstrated a significant difference between 

the employees working in the Customer Service and the Hotel Industry (F=6.13, p<0.05). As is 

manifested from Table 1, the employees working in the Customer Service experienced a higher sense of 

rumination (M=57.53) when compared to employees working in the Hotel industry (M=52.48). In other 

words, it can be interpreted that employees in Customer Service, focus their attention on symptoms of 

their distress, their cause and consequences rather than focusing on the possible solution. 

On the scale of Loneliness at Workplace, the dimension of emotional deprivation, displayed a 

significant difference between employees working in the Day Shift and employees working in the Night 

Shift (F=4.32, p<0.01). Employees working in the Night Shift scored higher (M=31.11) when compared 

to employees working in the Day Shift (M=28.13). In other words it can be said that employees working 

in the Night Shift experienced a sense of distance from their colleagues at workplace.  

Table 1 also indicated that there was a significant difference between Customer Service and Hotel 

Industry employees on the Loneliness at Workplace dimension of social companionship (F=4.34, 

p<0.01). There was also a significant difference between employees working in the Day Shift and the 

employees working in the Night Shit on this dimension (F=4.42, p<0.01). The employees working in the 

Customer Service (M=31.43) especially those working in the Night Shift (M=31.44) scored a higher 

mean when compared to employees working in the Hotel Industry (M=28.68) and those working in the 

Day Shift (M=28.66). In other words it can be said, that employees working in the Night Shift in the 

Customer Service sector often seek camaraderie or friendship at workplace.  
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The Table also indicated a significant interaction effect between Work Setting (viz., Customer 

Service and Hotel Industry) and Work Shift (viz., Day Shift and Day Night) on the authenticity dimension 

of Organizational Culture (F=1.09, p<0.05), Interpersonal Communication (F=3.97, p<0.01) and the 

emotional deprivation (F=6.50, p>0.01) and social companionship (F=3.954, p<0.01) dimensions of 

Loneliness at Workplace.  

From the above presented Table, it can be concluded that there was no significant difference between 

Work Setting (viz. Business Processing Outsourcing and Hospitality) on the Organizational Culture 

Dimensions of openness, confrontation, proaction and autonomy; Interpersonal Communication and the 

dimensions of self disclosure, awareness, evaluation and acceptance of feedback, self expression, 

attention, coping with feelings, clarity, avoidance, dominance, handling differences and perceived 

acceptance, Dealing with Emotions dimension of flow and Loneliness at Workplace dimension of 

emotional deprivation (p>0.05).  

In terms of Work Shift (viz., Day Shift and Night Shift), no significant difference was observed in 

terms of the Organizational Culture dimensions of confrontation, trust, authenticity, proaction, autonomy 

and collaboration; Interpersonal Communication and the dimensions of self disclosure, awareness, 

evaluation and acceptance of feedback, self expression, attention, clarity, avoidance, dominance, handling 

differences and perceived acceptance; and the Dealing with Emotions dimensions of rumination and flow 

(p>0.05).  

A final interpretation that can be drawn from Table 1 is that there was no significant interaction effect 

between Work Setting and Work Shift was observed on the  Organizational Culture dimensions of 

openness, confrontation, trust, authenticity, proaction and autonomy; collaboration and experimentation, 

the Interpersonal Communication dimensions of self disclosure, awareness, evaluation and acceptance of 

feedback, self expression, attention, coping with feelings, clarity, avoidance, dominance, handling 

differences and perceived acceptance and Dealing with Emotion dimensions of rumination and flow 

(p>0.05).  

 

Table 2 – Summary of stepwise regression, showing predictors for dimensions of Loneliness at 

Workplace: Emotional deprivation and Social companionship in Customer Service (n=80). 

 

 

Table 2 indicated a summary of the regression analyses for the Loneliness at Workplace dimensions 

of emotional deprivation and social companionship. Emotional deprivation in employees of Customer 

Service was predicted by Interpersonal Communication, proaction dimension of Organizational Culture 

and flow dimension of Dealing with Emotions. Social companionship in employees of Customer Service 

was predicted by Interpersonal Communication, proaction dimension of Organizational Culture, self 

expression dimension of Interpersonal Communication and openness dimension of Organizational 

Culture. Tables 3 and 4 represent these dimensions in details 

Criterion Variable

0.059* 0.035* 0.319*

0.247*

Social 

Companionship
(-)0.467** (-)0.231* NS 0.314* 0.21* 0.218** 0.042* NS

NS 0.183** 0.051*NS 0.041* NS NS

Flow
Self 

Expression
Openness

Emotional 

Deprivation
(-)0.428** 0.23* 0.204*

β Changes in R
2

Total Adjusted R
2

Interpersonal 

Communication
Proaction Flow

Self 

Expression
Openness

Interpersonal 

Communication
Proaction

Note: **p<0.01; *p<0.05, N=80 
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Table 3 – Stepwise regression analyses showing various models predicting Emotional deprivation in 

employees working in Customer Service (n=80). 

 

 

 

The contribution of Interpersonal Communication in predicting emotional deprivation was observed 

to be 18.3%. Proaction dimension of Organizational Culture and the dimension of flow followed 

Interpersonal Communication in predicting emotional deprivation and contribute 5.1% and 4.1%, 

respectively. The table further revealed that Interpersonal Communication was negatively correlated with 

emotional deprivation (β = -0.428). It also revealed a positive relationship with proaction (β = 0.23) and 

flow (β = 0.204).In other words it can be stated that direct face to face communication with immediate 

feedback is a major predictor of Emotional deprivation. It can also be inferred that taking initiative, 

preplanning and taking preventive action rather than reacting to situations and involving oneself in highly 

absorbing activity and recollecting our good experiences act as precursors to emotional deprivation.  

  

1. Interpersonal Communication

0.051*

0.041*

0.484

0.525

Total R
2

0.275*

Model 3

1. Interpersonal Communication

2. Proaction 

3. Flow

(-)0.428**

(-)0.475**

0.23*

(-)0.462**

0.213*

0.204*

Predictor

Model 1

Model 2

1. Interpersonal Communication

2. Proaction 

R ∆ R
2

β

Criterion: Emotional 

Deprivation

0.428 0.183**

Note: **p<0.01; *p<0.05, N= 80, β = Standardized Beta Coefficient, R = co-efficient of correlation,  

Δ R2 = change in R squared 
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Table 4 – Stepwise regression analyses showing various models predicting Social companionship in 

employees working in Customer Service Relationship (n=80). 

 

 

 

Results, as presented in Table 4, indicated that Interpersonal Communication was a major predictor of 

social companionship. The contribution of Interpersonal Communication in predicting social 

companionship was 21.8%. Proaction dimension of Organizational Culture, self expression dimension of 

Interpersonal Communication and openness dimension of Organizational Culture were then, predictors of 

social companionship and contribute 5.9%, 4.2% and 3.2% respectively. Table 4 further indicated a 

negative relationship between social companionship and Interpersonal Communication (β = -0.467) and 

openness (β = 0.231) and a positive relationship with self expression (β = 0.314) and proaction (β = 

0.231). It can be inferred from Table 4 that face to face transactions with colleagues, superiors or 

subordinates, clarity in expressing one‟s own thoughts and ideas, taking initiatives at work and being 

spontaneous in expressing ideas and thoughts without being defensive about them predict social 

companionship at Workplace.  

1. Interpersonal Communication

Total R
2

0.354*

0.289*

0.303*

(-)0.231*

2. Self Expression

3. Proaction

4. Openness

1. Interpersonal Communication (-)0.615**

2. Self Expression 0.314*

Model 3 0.565 0.042*

1. Interpersonal Communication (-)0.714**

Model 4 0.595 0.035*

2. Self Expression 0.322*

3. Proaction 0.21*

(-)0.467**

Model 2 0.526 0.059*

1. Interpersonal Communication (-)0.666**

Criterion: Social 

Companionship

Model 1 0.467 0.218**

βPredictor R ∆ R
2

Note: **p<0.01; *p<0.05, N= 80, β = Standardized Beta Coefficient, R = co-efficient of correlation,  

Δ R2 = change in R squared 
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Table 5 – Summary of stepwise regression, showing predictors for dimensions of Loneliness at Workplace: Emotional deprivation and Social 

companionship in Hotel Industry (n=80). 

 

 

 

 

Table 5 indicated a summary of the regression analyses for the emotional deprivation and social companionship dimensions of Loneliness at 

Workplace in the Hotel Industry. Emotional deprivation in employees of Hotel Industry was predicted by proaction dimension of Organizational 

Culture, rumination dimension of Dealing with Emotions, experimentation dimension of Organizational Culture, Interpersonal Communication 

and perceived acceptance dimension of Interpersonal Communication. Table 5, also indicated that social companionship in Hotel Industry 

employees was predicted by rumination dimension of Dealing with Emotions, experimentation dimension of Organizational Culture, clarity 

dimension of Interpersonal Communication and openness dimension of Organizational Culture. Tables 6 and 7 represent these dimensions in 

details.

Criterion Variable

0.139** 0.088** 0.052** 0.029*

Interpersonal 

Communication

Perceived 

Acceptance

0.211**

0.356*

0.487*

NS 0.305** (-)0.436** NS NS NS 0.092** 0.19** NS

NS

(-)0.274** (-)0.202*

NS NS

0.074** 0.033*NS

Total Adjusted R
2

Emotional 

Deprivation

Social 

Companionship

(-)0.459** 0.373** (-)0.323** (-)0.243** 0.193*

Interpersonal 

Communication

Perceived 

Acceptance
Proaction Rumination ExperimentationProaction Rumination Experimentation

Changes in R
2

Clarity Openness Clarity Openness

β

NS

Note: **p<0.01; *p<0.05, N=80 
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Table 6 – Stepwise regression analyses showing various models predicting Emotional deprivation in 

employees working in Hotel Industry (n=80). 

 

  

 

Results, as presented in the table above, indicated that proaction was a major predictor of emotional 

deprivation. The contribution of proaction in predicting emotional deprivation was 21.1%. The dimension 

of rumination, Organizational Culture dimension of experimentation, Interpersonal Communication and 

its dimension perceived acceptance follow proaction as predictors of emotional deprivation and contribute 

13.9%, 8.8%, 5.2% and 2.9% respectively. The Table above revealed a negative relationship between 

emotional deprivation and proaction (β = -0.459), experimentation (β = -0.323) and Interpersonal 

Communication (β = -0.243) and a positive relationship between emotional deprivation and rumination (β 

= 0.373) and perceived acceptance (β = 0.193). This reflected that initiative-taking and preplanning, 

recalling our miseries, misfortunes and failures, using and encouraging innovative methods for solving 

problems at workplace, communicating directly with another employee and providing immediate 

feedback and perceptions of being accepted or rejected by others signify the presence of emotional 

deprivation.  

 

 

1. Proaction (-)0.309**

(-)0.459**

Model 2 0.591 0.139**

1. Proaction (-)0.433**

Predictor R ∆ R
2

β

Model 1 0.459 0.211**

Criterion: Emotional Deprivation

4. Interpersonal Communication (-)0.243**

0.029*

1. Proaction

Model 5 0.721

1. Proaction (-)0.263**

2. Rumination 0.411**

3. Experimentation (-)0.270**

2. Rumination 0.413**

3. Experimentation (-)0.323**

Model 4 0.700 0.052**

2. Rumination 0.373**

Model 3 0.662 0.088**

(-)0.304**

0.387**

(-)0.274**

(-)0.307**

0.193*

0.519

1. Proaction

2. Rumination

3. Experimentation

4. Interpersonal Communication

5. Perceived Acceptance

Total R
2

Note: **p<0.01; *p<0.05, N= 80, β = Standardized Beta Coefficient, R = co-efficient of correlation,  

Δ R2 = change in R squared 
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Table 7 – Stepwise regression analyses showing various models predicting Social companionship in 

employees working in Hotel Industry (n=80). 

 

 

 

 

Results, as presented in the table above, indicated that experimentation dimension of Organizational 

Culture was a major predictor of social companionship. The contribution of experimentation in predicting 

social companionship was 19%. The Dealing with Emotion dimension of rumination, clarity dimension of 

Interpersonal Communication and openness dimension of Organizational Culture followed 

experimentation as predictors of social companionship and contribute 9.2%, 7.4% and 3.3% respectively. 

Table 7, disclosed that there was a negative relationship between social companionship and 

experimentation (β = -0.436), clarity (β = -0.274) and openness (β = -0.202). The table also indicated a 

positive relationship between social companionship and rumination (β = 0.305). The reported results 

pointed towards the facts that taking a fresh perspective at things, encouraging creativity in approaching 

and solving problems, brooding and counting misfortunes and failures, ability to determine meaning, 

evoke explanation and work on the feedback provided and openly sharing ideas and thoughts and not 

being defensive about related suggestions predicts Social companionship 

 

 

DISCUSSION 

Stephen R. Covey (2014), the author of the famous book “The Seven Habits of Highly Effective 

People” quoted, “Employees first: Always treat your employees exactly how you want them to treat your 

best customers.” Seen upon as one of the most efficient management-expert and motivational speaker, 

Covey always emphasized on employee engagement and growth in order to achieve the organizations 

goals and objectives. 

1. Experimentation (-)0.436**

Model 2 0.531 0.092**

1. Experimentation (-)0.465**

Predictor R ∆ R
2

β

Criterion: Social 

Companionship

Model 1 0.436 0.19**

2. Rumination 0.323**

3. Clarity (-)0.274**

Model 4 0.624 0.033*

2. Rumination 0.305**

Model 3 0.596 0.074**

1. Experimentation (-)0.435**

4. Openness (-)0.202*

1. Experimentation (-)0.350**

2. Rumination 0.327**

3. Clarity (-)0.265**

Total R
2

0.389*

Note: **p<0.01; *p<0.05, N= 80, β = Standardized Beta Coefficient, R = co-efficient of 

correlation,  

Δ R2 = change in R squared 
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Working towards Covey‟s principle the objective of the present research endeavor was to study the 

differences between Day and Night Shift employees working in Customer Service and Hotel Industry. 

Differences in Work Setting and Work Shift were studied with respect to the dimensions of 

Organizational Culture; Interpersonal Communication and its dimensions; the dimensions of Dealing with 

Emotions and those of Loneliness at Workplace. 

 

Corresponding results obtained through statistical analysis indicated that there was a significant 

difference between Day and Night Shift employees of Customer Service and Hotel Industry on the 

openness, trust, authenticity, collaboration and experimentation dimensions of Organizational Culture; the 

coping with feelings dimension of Interpersonal Communication; the rumination dimension of Dealing 

with Emotions and the emotional deprivation and social companionship dimensions of Loneliness at 

Workplace.  

 

The reported findings regarding the significant differences on the dimensions of Organizational 

Culture coincides with the analysis that culture should not be treated as a unitary concept applying to all 

organizations. If treated as a unitary concept, the management is reducing the applicability of 

Organizational Culture as a critical tool for analysis (Martin, 1992; Ogbonna, & Harris, 1998).Judge and 

Cable (1997) examined person-organization fit and subjective-fit of 182 job seekers and concluded that 

each seeker was attracted towards an organization depending on his or her perception of its 

Organizational Culture. Their findings do not only indicate towards a difference in Organizational 

Culture, they also point out that each job seeker seeks a job with a company whose values, ethics and 

actions coincide with their personality traits and their own system of values, ethics and actions. 

 

The results reported a significant difference between Day and Night Shift employees on the coping 

with feelings dimension of Interpersonal Communication and the emotional deprivation dimension of 

Loneliness at Workplace. Both these dimensions can be understood against the theoretical concept of 

Emotional Labor advocated by Hochschild (1979). He defined Emotional Labor as “the process by which 

workers are expected to manage their feelings in accordance with organizationally defined rules and 

guidelines.” The concept of Emotional Labor holds true for almost all employees in the Service sector. 

Smith-Coggins, Rosekind, Hurd and Buccino (1994) reported similar findings through their study on 

Physicians, who expressed to be generally happier when they were allowed to sleep during night hours 

and work during day hours. The reported findings also coincide with the findings of Bryson (2007) who 

propagates that with the „Second Global Shift‟ and increase in off-shoring of Services a greater number of 

employees are required to become foreign by night and consequently play their oriental role in the day. 

This has led to increased experience of distanciated emotional labor in employees working in night shifts. 

This study by Bryson (2007) indicated that Night Shift employees experience a number of cognitive and 

emotional shifts. Thus, his study can be taken as a basis to understand a higher experience of emotional 

deprivation in Night Shift employees.  

 

On one hand we focus on the direct effect of work shift on employee‟s emotions while on the other 

hand, Smith and Folkard (1993) focus on the effect of Work Shift on spouses of employees.  They report 

that Work Shift impact the employee‟s relationships with their spouses who report to be unhappy with 

their shift work and remark about the substantial disruptions of Work Shift in their personal lives. This 

emotional pressure on employees also substantiates the finding of our present study. 

 

 Customer Service employees engage with a greater interaction with clients when compared to 

Hotel Industry employees. To this effect Wang, Liu, Liao, Gong, Kammeyer-Mueller and Shi (2013) 

reported a positive relationship between customer mistreatment and rumination in Customer Service 

employees. They also remarked that higher levels of rumination eventually culminated into a negative 

mood throughout the day. Zhan, Wang and Shi (2014) assessed this phenomenon further and bifurcated 
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customer mistreatment into aggressive mistreatment and demanding mistreatment. Their findings reported 

that an employee‟s negative mood in the after math of his/her office hours was partly solidified in 

response to ruminative cognitions. It is also worthy to note that negative interactions are seen as 

predictors of a negative mood (Schuster, Kessler, & Aseltine, 1990). These studies overlap with the 

finding of the current research paper which confirmed a significant difference between Customer Service 

and Hotel Industry employees with respect to the rumination dimension of Dealing with Emotions; with 

employees of Customer Service reporting a higher score on this dimension in comparison to the other 

group. 

 

The results also confirmed a significant difference between employees of Customer Service and Hotel 

Industry on the social companionship dimension of Loneliness at Workplace. Employees working in 

Customer Service experience a higher level of social companionship when compared to employees 

working in Hotel Industry. Evidence to support this finding can be drawn from census regarding the 

number of employees working in both these industries. While a Customer Service industry like 

International Business Machines (IBM) reported having a world-wide employee base of 431,212 

employees (IBM, 2013); Marriott Corporation a leading Hotel Industry reported having an employee base 

of 127,500 employees (Statista, 2015). Apart from these factual statistics from two organizations, Arun 

(2013) in an article in India Today reported that the Customer Service sector offers direct employment to 

about 1.98 million employees and indirect employment (e.g. security and transport) to about 7.5 million 

employees. Another dimension that differentiates a Hotel Industry from Customer Service is the number 

of departments and operational levels in a Hotel Industry. A Hotel Industry has three major departments 

namely: Front Desk, Housekeeping and Food and Beverages that function in complete independence from 

each other. These departments further function through smaller operational units (Gundersen, Heide, & 

Olsson, 1996). This further segregates the Hotel Industry employees and as a result, they report lower 

social companionship within the organization. 

 

Correspondingly, it was observed there was no significant difference between Day and Night Shift 

Customer Service and Hotel Industry employees on the confrontation, proaction and autonomy 

dimensions of organizational culture, interpersonal communication and its dimensions (apart from coping 

with feelings) and the flow dimension of dealing with emotions. These findings illustrated that the 

employees perceived their Organizational Culture as facing challenges and problems head-on instead of 

shying away from them. The employees agreed to be trained in „putting up a front‟ instead of „putting 

one‟s back‟ to the problem. Employees working in each setting and shift also perceived their top 

management to be proactive and not reactive. Employees believed that their Organization worked through 

pre-planning and calculative pay-offs. Back-ups and alternative methods were present as stand-by and the 

organizations always looked beyond immediate concern and planned for the long run. Moreover, the 

employees affirmed through their responses that their Organizational Culture extended freedom to the 

employees to plan and execute their actions in their own sphere. They were not bound by the 

Organization and this often promoted willingness in to take on responsibility, individual initiative and 

succession planning (Pareek & Purohit, 2011).  

 

In discussing the absence of a significant difference between employees on Interpersonal 

Communication and its dimensions we can view the article titled “How many calls should an outbound 

agent make?” byAdkins and Vernon (2010). The article pointed out that each Customer Service Agent 

spent between 55% and 66% (on an average) of his work time answering customer calls and resolving 

their queries and issues. While not answering calls, the employees either wait for the next call to arrive or 

are unavailable. On the other hand, as already discussed above, Gundersen, Heide, and Olsson (1996) 

pointed out that the Hotel Industry is divided into a number of departments and sub departments with 

each department having a small number of employees or having their employees strategically located and 

giving them little to no opportunity to meet and converse with each other. 
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Results also indicated no significant differences between employees on the flow dimension of 

Dealing with Emotions. Each employee works in order to get appraised for his/her performance and 

contribute to the success of his/her organization and in terms of flow, it can be noted that employee 

satisfaction and positive attitude towards workplace, superiors and subordinates often leads to better 

organizational performance (Ostroff, 1992). Also recollecting good experiences, enjoying these 

recollections and engaging in highly absorbing activity (Pareek & Purohit, 2011) motivates employees to 

perform better and move up the organizational hierarchy. Thus, it can be concluded that results of the 

present study support that employees working in both settings and shifts have clearly defined goals and 

objectives and aim towards achieving them. 

 

Furthermore, the present paper also aimed to study whether the 8 dimensions of Organizational 

Culture (viz., openness, confrontation, trust, authenticity, proaction, autonomy, collaboration and 

experimentation); Interpersonal Communication and its 11 dimensions (viz., self disclosure, awareness, 

evaluation and acceptance of feedback, self expression, attention, coping with feelings, clarity, avoidance, 

dominance, handling differences and perceived acceptance) and the 2 dimensions of Rumination: Dealing 

with Feelings (viz., rumination and flow) predicted the 2 dimensions of Loneliness at Workplace (viz., 

social companionship and emotional deprivation). 

 

The findings of this study bringto light that interpersonal communication predicts emotional 

deprivation in both customer service and hotel industry and social companionship in customer service. 

Interpersonal Communication is negatively correlated with emotional deprivation in the customer service 

and hotel industry. In other words, we can say that increase in face to face communication followed by 

immediate feedback often decreases an employee‟s feeling of distance with their colleagues. In their 

study, Moreland and Myaskovsky (2000) put forth that group performance improves remarkably when the 

group is trained together rather than trained apart from each other. Their training does not only provide 

them with a chance to communicate and interact with each other but also develops transactive memory 

and gives them a chance to learn about the skills of their other team members. In addition through a 

game-theoretical basis, Nasrallah, Levitt and Glynn (2003) demonstrate that a globally optimum 

communication regime set forth by the management in an organization improves the aggregate value and 

effectiveness of an organization. They also profess that this centrally dictated communication system has 

a single point of contact and the only way to move ahead is to involve all other employees and follow the 

set system.  

 

On the contrary, the findings also recognized a negative relationship between social companionship 

and Interpersonal Communication in the Hotel Industry. One line of argument for this negative 

relationship can be drawn from the demographic data of the current research. While some participants in 

the study had a thorough educational background (Master‟s Degree) the others were not well educated 

(10
th
 and 12

th
 Standard) and this pattern was observed within some work-teams. This educational gap 

could be one of major cause for this inverse relationship. Another support to this current finding can be 

paralleled to „Kitchen Violence.‟ A large population of the Hotel Industry employees is employed in the 

Food and Beverages Department and kitchen violence is described as being embedded in Chef‟s Working 

Culture (Johns & Menzel, 1999). This form of bullying and negative non-verbal cues may also lead to the 

above presented inverse relationship. 

 

The proaction dimension of Organizational Culture is also a major predictor of emotional deprivation 

in employees of Customer Service and Hotel Industry and social companionship in employees of 

Customer Service. Proaction is positively correlated with emotional deprivation and negatively correlated 

with social companionship among employees of Customer Service. In other words, it can be reiterated 

that an increase in taking initiative, preplanning and taking preventive action is accompanied by an 

increase in feelings of emotional distances between employees and a decrease in camaraderie and 

friendship at workplace. Another analysis that can be drawn from the same finding is that a decrease in 
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taking initiative, preplanning and taking preventive action is accompanied by a decrease in feelings of 

emotional distances between employees and an increase in camaraderie and friendship at workplace. As 

illustrated in the Adkins and Vernon (2010) study, employees spend a major time on their job either 

answering a call or waiting for the next call. This study shows that these employees work individually 

rather than in a team and in being proactive and preparing for the next call, they often do not interact with 

other employees at work. It is also noted that most of the customer service employees undergo role stress 

as a result of the conflicting demands of the company, the supervisors and the customers (De Ruyter, 

Wetzels & Feinberg, 2001).In managing the needs of all these elements proactively the employees work 

individually and thus experience high emotional deprivation and low social companionship. 

 

Furthermore, the results indicated a negative relationship between proaction and emotional 

deprivation in employees working in the Hotel Industry. In other words, it can be explained that taking 

initiative, preplanning and taking preventive action decreases emotional deprivation in employees of 

Hotel Industry. Owen (2010) illustrated the Hotel Department Structure in the form of a flow chart. This 

chart brought to light that most of the Hotels work in groups and not individually, with the Management 

being split on different levels of functioning. Along this hierarchical line, Wiersema and Bantel (1992) 

propose the need for the Top Management to be proactive to overcome the initial inertia in the team. With 

the Top Management being proactive, team members feel free to communicate and share ideas and this 

eventually culminates into a strategic change in the Industry. 

 

The openness dimension of organizational culture also emerged as another major predictor of social 

companionship in customer service and hotel industry. In further understanding, encouraging spontaneous 

expression of feelings andthoughts and also permitting employees to share these without defensiveness 

increases social companionship among employees in the customer service and on the contrary reduces 

social companionship among employees in hotel industry. The results further revealed a negative 

correlation between the Interpersonal Communication dimension of clarity and the dimension of social 

companionship. This indicated that an employee‟s ability to determine meaning, evoke explanation and 

work on feedback leads to reduced social companionship at workplace. 

 

The history and emergence of the Customer Service and Hotel Industries can be used as a basis to 

support the above mentioned finding. The first ever global Customer Service can be traced back to 

1950‟s. However Rockwell‟s (1973) firm, The Rockwell Galaxy is recognized to have executed the first 

most successful Customer Service program (Masey, Wright, Speas, Morell & Freshwater, 2011). In India, 

the Customer Service is a more recent industry when compared to the world. On the other hand Andrew 

(2013) pointed out that the first hotel was established as early as the sixth century. Along this line of 

argument, we can conclude that Customer Service is an exceptionally new industry when compared to 

Hotel Industry and employees in the Customer Service (including managers) may be open to more ideas 

and exchanges. It is also observed that about 60% of the call center employees fall between the age ranges 

of 18 years to 34 years and thus may be seen as being more receptive to ideas and exchanges and 

discussing the same (Call Centre News, 2008) against their Hotel Industry counterparts who may not 

encourage spontaneous display of knowledge and emotions owing to their established system and greater 

age gap.  

 

The experimentation dimension of organizational culture was identified as a predictor for emotional 

deprivation and social companionship among employees of the Hotel Industry. Experimentation was 

negatively correlated with both these dimensions of Loneliness at Workplace and thus we can conclude 

that the values of encouraging innovative approaches to solve problems, taking a fresh look at things and 

encouraging creativity are inversely related to emotional deprivation and social companionship. As 

explained above, Organizational Structure of the Hotel Industry is designed in the form of groups (Owen, 

2010). Under this circumstance, one can note that the values, beliefs and attitudes of the Manager or 

Team Leader can have a profound impact on the employee and the team. This statement finds support in a 
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study conducted by Wageman (2001) where he concluded that the leader‟s approach in designing his/her 

team and the quality of their coaching influences „team self-management, the quality of member 

relationships, and member satisfaction.‟ Thus, it can be concluded that it is the attitude of the Manager 

towards the value of experimentation that either increases or decreases the feeling of emotional 

deprivation and social companionship among employees.  

 

The results further revealed the rumination dimension of Dealing with Emotions as a predictor of 

emotional deprivation and social companionship among employees of the Hotel Industry. The dimension 

of rumination was positively correlated to emotional deprivation and social companionship and revealed 

that recalling one‟s miseries, misfortunes and failures was directly related to these dimensions. It is often 

a given in human behavior that individuals may react to a same situation differently. It is also seen that 

individuals who claim to be extremely happy are individuals who are unhappiest at other times (Brebner& 

Martin, 1995). In addition, Pareek and Purohit(2011) point out, ruminators (i.e. individuals who ruminate) 

may either be optimistic or pessimistic. Optimistic ruminators are action-oriented while pessimistic 

ruminators are cynical and often complaining. These studies that draw attention towards the generalized 

characteristics of human behavior and difference between ruminators confirm that each individual reacts 

to a situation differently at a given point in time and thus they provide a strong basis for the identified 

positive relationship.  

 

In further analysis, the flow dimension of Dealing with Emotions emerged as a predictor of emotional 

deprivation among employees of Customer Service. Results indicated a positive relationship between 

flow and emotional deprivation. In other words it can be concluded that involving oneself in highly 

absorbing activity and recollecting good experiences most of the time can lead to an increase in feelings 

of emotional deprivation. These positive feelings have often been studied in relation to risk-taking 

attitude. The Isen and Patrick (1983) study concluded that in both real and hypothetical situations 

participants who were elated and were experiencing positive affect either „bet more‟ or took a „longer 

shot‟ than their counter parts (who scored low on positive affect). This probability of taking a bet often 

varied with the „object‟ of the bet. With the involvement of high-stakes, subjects (in whom positive affect 

had been induced) displayed a greater chance of winning in comparison to when the betting stakes were 

low (Isen & Geva, 1987). Individuals who often display positive affect were also distinguished in 

achieving greater success in terms of their marriage, friendship, income, work performance and health 

while also reaping greater benefits from their organization (Lyubomirsky, King & Diener, 2005). Against 

these findings, it can be concluded that an attitude towards high-end risk taking alongside being 

successful makes employees susceptible to emotional deprivation. 

Additionally, the analysis revealed a positive relationship between the self expression dimension of 

Interpersonal Communication and social companionship dimension of Loneliness at Workplace among 

employees working in Customer Service. This finding implied that clarity in expressing one‟s own 

thoughts and ideas increases social companionship at workplace. Authentic communication and an ability 

to put forth an opinion is an indispensible quality of a great leader (Maxwell, 1999). Also, in order to be 

effective individual, one must become a role model for communication in the organization (Clutterbuck 

&Hirst, 2002). To this effect it can be summarized that an individual with an ability to put forth an 

authentic opinion in an effective manner often garners the reputation of a leader and thus, is both 

acceptable and popular across the organization. 

 

Further analysis revealed that the Interpersonal Communication dimensions of perceived acceptance 

and clarity are predictors of emotional deprivation and social companionship among the employees of 

Hotel Industry. The perceived acceptance was positively correlated with the dimension of emotional 

deprivation. This signified that an employee‟s perception of being accepted or rejected by others was 
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positively related to the employee‟s feelings of emotional deprivation. The Attribution Theory 

popularized by Heider (1944) postulated that individuals measure the behaviors of other on the basis of 

external attribution and analyze their own cognitions and behaviors based on internal characteristics and 

traits. Thus, an increase in feelings of negative attribution to self can be cited as a perfect situation for an 

increase in feelings of emotional deprivation. 

The theory, review of literature, selection of sample, method inculcated, analysis and arguments 

presented above lead to highlighting the following implications of the study. 

Implications 

The research study being discussed has a far reaching applicative value. It is the first study, to the 

researcher‟s knowledge that studies the effect of both the Work Setting and the Work Shift on the 

constructs of Organizational Culture, Interpersonal Communication, Dealing with Emotions and 

Loneliness at Workplace. Since, these phenomena were rather unrelated, the aim of the present study was 

to identify whether these constructs were related in any way and at any level. The research was motivated 

by the assumption that employees working in the Night Shift were at a greater risk of physiological, 

emotional and psychological breakdown. Accordingly, the results also indicated that employees working 

in either Work Setting and in either the Day or Night shift significantly differed on various dimension of 

Organizational Culture, Interpersonal Communication, Dealing with Emotions and Loneliness at 

Workplace.  

 

The current research recommends other researchers to expand the model and identify other internal 

and external factors that pronounce Loneliness at Workplace. Also the findings of the current study can 

be used as a bench mark by the Management of an Organization towards identifying and developing a 

Culture that promotes social companionship and reduces emotional deprivation in its employees. Human 

Resource Specialist, Organizational Trainers and Organizational Psychologists can also use the findings 

of this study to design corresponding modules and train their employees in improved organizational 

communication skills and effective perception and treatment of one‟s emotions and feelings. 
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