
Vol.:(0123456789)

Service Business (2020) 14:361–385
https://doi.org/10.1007/s11628-020-00420-x

1 3

EMPIRICAL ARTICLE

The effects of culture shock on foreign employees 
in the service industry

Hung‑Sheng Lai1 · Hsin‑Hui Hu2   · Zhang‑Yu‑Jing Chen1

Received: 24 September 2019 / Accepted: 20 June 2020 / Published online: 2 July 2020 
© Springer-Verlag GmbH Germany, part of Springer Nature 2020

Abstract
This study explores the effects of culture shock on emotional labor, job satisfaction, 
and the turnover intentions of service employees. It further examines the moderat-
ing role of perceived managerial support on the relationships between culture shock, 
emotional labor, and job satisfaction. Questionnaires were distributed among for-
eign employees working in 36 hotels in Macao. The data that emerged from the 254 
respondents were employed to test the research framework. Results suggest that cul-
ture shock has positive impacts emotional labor but negative impacts on job sat-
isfaction. Moreover, the relationship between culture shock and foreign employee 
turnover intentions is mediated by emotional labor and job satisfaction. Perceived 
managerial support played a critical role in lessening culture shock’s effect on job 
satisfaction.

Keywords  Culture shock · Emotional labor · Job satisfaction · Turnover intention · 
Perceived managerial support

1  Introduction

The global economy is dominated by the service industry, which is principally 
dependent on human resources. Increasingly, non-resident employees are playing an 
important role in service organizations, which necessitates competent cross-cultural 
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management. Understanding the cultural environment in which the service is pro-
vided can improve the abilities and work enthusiasm of employees and can eventu-
ally improve work performance (Gunkel et  al. 2014; Jung and Yoon 2014, 2017; 
Serrie 1992; Wang et  al. 2017). As the service industry continues to diversify in 
terms of cultural backgrounds, effectively applying human resource management 
is becoming more challenging (Watson et  al. 2002). Yeşil (cited in Tutar et  al. 
2014) indicated that having employees from different cultural and demographic 
backgrounds work together under the same multinational roof can lead to positive 
employee contributions but can also cause a number of problems. Effectively man-
aging cultural differences involves creating a work environment that encourages 
employees from different cultural backgrounds to maximize their potential in line 
with organizational goals. Multinational companies comprise a new type of organi-
zation which have arisen as a result of economic globalization and consequent adap-
tations to this trend (Tutar et al. 2014).

Culture shock occurs when an individual leaves their own culture and becomes 
immersed in a new one. Culture shock can be understood as a necessary transitional 
experience (Adler 1975). When an individual, such as an expatriate, moves from a 
familiar to an unfamiliar environment, old habits and routines are disturbed, creat-
ing psychological uncertainty (Black et  al. 1991). Culture shock leads to a series 
of emotional reactions, including feelings of helplessness, fear, injury, or disregard. 
These feelings influence the psychological status of workers, thereby influencing 
their physical status as well. Moreover, when people face an unfamiliar culture, they 
often undergo a process of emotional changes that can quickly take them from cheer-
ful to depressed. This leads to communication difficulties during cultural adjustment 
(Gaw 2000; Hess 1994). Culture shock can be considered an emotional response to 
perceived stress (Xia 2009). Sims and Schraeder (2004) noted that one of the chal-
lenges that organizations face as they try to remain competitive in an increasingly 
global economy is how to best manage expatriates who are working abroad. Most of 
the existing literature pertaining to this topic focuses on the competencies of expa-
triate managers. Naeem et al. (2015) found that higher levels of perceived manage-
rial support led to a greater level of affective commitment and a stronger desire to 
make an international assignment successful. A greater level of affective commit-
ment should also increase the probability that the expatriate will make the behavio-
ral modifications required to reduce culture shock and facilitate cultural adjustment. 
However, there has been scant empirical evidence about how managerial support 
influences the effect of culture shock. The service industry in particular needs to pay 
attention to the ability of their employees to adjust to a new culture (Ferraro 2006).

Employee turnover is typically high in the service industry, and this affects fun-
damental aspects of the employee-customer interface (Hausknecht et al. 2009). Sev-
eral factors have been reported to affect employee turnover intention, such as emo-
tional labor, job stress, and job satisfaction (e.g., Jung and Yoon 2014; Mosadeghrad 
el al. 2008; Gunkel et al. 2015). Previous researchers have recognized the relation-
ships among employee emotional labor, employee job satisfaction, and managerial 
support (Duke et al. 2009; Iqbal et  al. 2014). While consideration has been given 
to the effects of culture shock on employee well-being (e.g., Mio 1999; Mumford 
1998; Winkelman 1994), there has been little exploration of how culture shock link 
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to critical organizational outcomes. Job related outcomes can be affected by psycho-
logical comfort that may be experienced by an employee on a permanent new role in 
a foreign country (Kocak 2014). To improve work outcomes of foreign employees, 
service firms have seriously to face culture shock issues because of its influence on 
job satisfaction. Managers in service firms should understand the key issues of cul-
ture shock by foreign employees during their employment.

To address those research gaps, this study explored the effects of culture shock on 
emotional labor, job satisfaction, and turnover intention among foreign employees. 
The moderating role of perceived managerial support on the relationships between 
culture shock, emotional labor, and job satisfaction was also examined. Since the 
number of foreign employees keeps increasing, it is important for service industry 
companies to focus on the situation that foreign employees find themselves in and 
consider which human resource policies are most appropriate. Psychological adapt-
ability also appears to influence how much success people enjoy while living over-
seas (Ferraro 2006). Research that investigates the effects of culture shock should 
therefore help elucidate a more comprehensive understanding and increase the abil-
ity of foreign employees to successfully adapt to life in their new cultural environ-
ment. The structure of this paper is organized as follows. Section 2 presents a review 
of the relevant literature to develop research hypotheses and the model framework 
proposed by this study. Section 3 introduces the methodology. Section 4 shows the 
results of testing the six hypotheses. Discussions and limitations are summarized in 
the last section.

2 � Theoretical framework and hypotheses

The study first reviewed relevant literature pertaining to key conceptual issues. 
Based on this review, we then developed a conceptual model to investigate the 
effects of culture shock on emotional labor, job satisfaction, and turnover intention 
among foreign employees. We also examined how perceived managerial support 
moderates the relationships between culture shock, emotional labor, and job satis-
faction among foreign employees. (see Fig. 1).

2.1 � Culture shock

Culture includes aspects such as sight, smell, sound, values, traditions, customs, 
behavior and people’s ways of thinking. Culture also affects people’s values, atti-
tudes and behaviors. According to Gnanlet and Yayla-Kullu (2014), culture signifi-
cantly influences employees’ behavior. Culture shock occurs in people who enter a 
different cultural environment and feel disoriented (Piet-Pelon and Hornby 1992). 
The term “culture shock” was first introduced by an anthropologist, Kalervo Oberg 
(1960). Oberg likened culture shock to an occupational disease found in people who 
were suddenly transplanted abroad. Some of these people could easily recover from 
the disease and make a good adjustment to the new environment, while others expe-
rienced difficulties adapting (Eschbach et al. 2001; Gaw 2000; Xia 2009). Following 
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Oberg, researchers have tried to redefine and extend the original definition of culture 
shock. Smalley (1963) described difficulties in communication as “language shock,” 
while Byrnes (1966) proposed the concept of ‘role shock’. Bock (1970) indicated 
culture shock to be an anxiety reaction to being unable to understand, control or 
predict the behaviors of others. In addition, Guthrie (1975) redefined the term as 
‘culture fatigue’.

In a comprehensive review of culture shock research, Taft (1977) identified six 
distinct aspects of culture shock: (1) strain due to the effort required to make nec-
essary psychological adaptations; (2) a sense of loss and feelings of deprivation 
in regard to friends, status, profession and possessions; (3) being rejected by and/
or rejecting members of the new culture; (4) confusion in role, role expectations, 
values, feelings and self-identity; (5) surprise, anxiety, even disgust and indigna-
tion after becoming aware of cultural differences; (6) feelings of impotence due to 
not being able to cope with the new environment. Black (1988) mentioned in his 
research that in addition to a new work role, foreign employees have to adjust to 
local traditions and deal with the problem of culture shock. When foreign employees 
leave their own countries and enter a new environment, they must adjust to different 
lifestyles, living conditions and business practices; this can be a long and difficult 
process (Hess 1994; Xia 2009), where they feel like children again and might feel 
that they are unable to make judgments about right and wrong (Walton 1990). The 
degree of culture shock experienced by foreign employees is greatly influenced by 
their circumstances or status. Foreign employees may have chosen to work overseas 
because they wish to seek better employment opportunities, or they may have been 
relocated by their company (Rafika et al. 2018). The former circumstance can lead 
to significant culture shock. However, if expatriates work in the foreign branches 
of their own companies, culture shock can be reduced. Accordingly, this study 

Culture  
Shock 

Perceived 
Managerial 

Support 

Turnover 
Intention 

Job 
Satisfaction 

Emotional  
Labor 

Fig. 1   Conceptual model



365

1 3

The effects of culture shock on foreign employees in the service…

specifically focused on foreign employees who had not been transferred outside of 
their home countries by employers.

2.2 � Emotional labor

The concept of emotional labor (EL) was first introduced as “with a purposeful con-
trol of feelings to create a publicly observable facial and bodily display” (Hochschild 
1983). Service providers may try to improve their moods by reappraising situations 
or fake their expressions by hiding their true feelings. Two emotion labor strategies 
used by service employees—surface acting and deep acting. Surface acting involves 
displaying appropriate emotional characteristics which are not actually felt. Deep 
acting, on the other hand, describes attempts to feel required emotions (Hochs-
child 1983). Morris and Feldman (1996) also defined emotional labor as increas-
ing, faking, or inhibiting emotions to display the organizationally desired emotions 
within interpersonal communication. Service expectations in this era require service 
employees to handle both physical and mental responsibilities as well as to perform 
appropriate emotions when dealing with customers. Managers often monitor and 
attempt to influence employees’ emotional behavior when they interact with cus-
tomers during service processes (Shani et al. 2014). It is particularly important to 
understand emotional labor in the service industry as the front-line employees deal-
ing with customers’ face-to-face form a major aspect of the service offered (Cho 
et al. 2013), to figure the more service employees employ emotional labor, the more 
exhausted they are emotionally (Jeon 2016), and to provide more deep acting than 
surface acting due to their spirituality and cultural values of employees (Tungtakan-
poung and Wyatt 2013).

Culture shock could lead to role pressure and psychological, physiological, emo-
tional and cognitive maladjustment, affecting socio-cultural and interpersonal rela-
tionships (Winkelman 1994). Culture shock often leads to negative effects on indi-
vidual psychology. The culture shock can involve such a situation where the various 
frustrations felt by the expatriate build up, leading to the explosion of emotions such 
as depression, anxiety, and feelings of helplessness (Mio 1999). Mumford (1998) 
pointed out that humans belong to social structures with familiar social rules and 
norms of behavior. When they are suddenly transplanted into a new set of cultural 
behaviors, they suffer disorientation and threats to social identity. If the change is 
rapid, a significant level of emotional disturbance can arise. Culture shock can also 
influence a person’s motivational factors and his/her orientation toward work, which 
may in turn influences his/her capacity for emotional labor (Milikic and Janicijevic 
2009; Morris and Feldman 1996). On this basis, we propose our first hypothesis:

Hypothesis 1  Culture shock would increase foreign employees’ emotional labor.

2.3 � Job satisfaction

There were several definitions of job satisfaction during the past researches. Satis-
faction has been defined as the fulfillment of desires or conditions (Thorndike and 
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Barnhart 1979). When one’s expectations or desires are fulfilled, we might say one 
is satisfied (Giacometti 2005). Past research has offered several definitions of job 
satisfaction. Hoppock (1935) indicated that job satisfaction as occurring when a per-
son truly feels satisfied with his/her job in both psychological and environmental 
aspects, while Brayfield and Rothe (1951) pointed out job satisfaction is an affecting 
state or feelings of employees with their job. Wolf (1970) stated that job satisfac-
tion is a measure of whether the physical and psychological needs of employees are 
being fulfilled. Although there are many external factors that affect job satisfaction, 
the feelings of the employee are the key effect. Job satisfaction refers to the positive 
or negative perceptions of employees toward their jobs. It implies that employees 
experience not only enthusiasm and happiness toward their job but also a sense of 
work achievement or success and the feeling that they will be rewarded for their 
performance (Aziri 2011; Kaliski 2007). Another description was given by Locke 
(1969), who suggested that job satisfaction is a function of the relationship between 
what an employee seeks or desires from his/her job and his/her perceptions of what 
he/she actually receives. As stated above that service industry was a ‘people indus-
try’ with a lot of interaction between human beings, it was quite necessary for the 
company to consider about the employees’ desires and expectations with their job 
(Lee and Way 2010; Mosadeghrad et al. 2008; Spinelli and Canavos 2000).

Since employees have different personal characteristics and values toward differ-
ent aspects of their jobs, there have been different approaches to research into job 
satisfaction (George and Jones 2008; Lee and Way 2010). Rue and Byars (2003) 
indicated several factors that influence job satisfaction, such as working conditions, 
social relationships, compensation and manager concerns. All of these are con-
nected with job satisfaction or dissatisfaction, thus affecting employees’ commit-
ment to the organization as well as their turnover intentions. Demographic variables 
such as gender, age, education level, work experience, and salary have also been 
proven to have an effect on employee job satisfaction (Mosadeghrad et  al. 2008). 
However, according to Herzberg’s (1976) theory (as cited in Aziri 2011), both job 
satisfaction and job dissatisfaction should be considered and there are two types of 
factors that influence satisfaction/dissatisfaction. These are motivators for job satis-
faction and hygiene factors for job dissatisfaction. Motivators include achievement, 
recognition, the work itself, responsibility, advancement, and growth, while hygiene 
factors included company policies, supervision, interpersonal relations, work condi-
tions, salary, status, and job security.

In Lin and Yi’s (1997) case study of international students, they found that for-
eigners in an unfamiliar environment experience discrimination, language barriers, 
adjustment difficulty, cultural misunderstandings, and loneliness. This generated 
bad feelings that influenced their learning ability, social relationships, and overall 
satisfaction. Job performance and psychological perceptions vary from culture to 
culture, and these factors have a strong link to job satisfaction (Ward et al. 2005). 
As Chen et al. (2011) noted with empirical support, the influence of cultural intel-
ligence on performance was mediated by culture shock. Individuals with a higher 
cultural intelligence will suffer less culture shock and in turn influenced the labor-
ers’ task performance. Based on the results of Tang’s (2015) research, cultural intel-
ligence has a positive impact on employee job satisfaction, while culture shock has 
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a negative impact on employee job satisfaction. Therefore, the following hypothesis 
was generated:

Hypothesis 2  Culture shock would reduce foreign employees’ job satisfaction.

2.4 � Turnover intention

Turnover was defined as the employee’s exit from a company or an organization 
(Taylor 2002). Ajzen (1991) defined intention as an indication of the extent to which 
a person is willing to try to perform a particular behavior, or the effort that he/
she plans to allocate performing that behavior. Intention is assumed to capture the 
motivational factors that influence the behavior. According to Dane and Brummel 
(2014), turnover intention was also described as the intention to leave, which was 
caused by a number of influences, such as working environment as well as some 
personal factors (Cardador et  al. 2011; Meyer et  al. 2002). Employees working in 
the same environment and under the same conditions might have different turnover 
intentions. A number of researchers have concluded that emotional labor is consid-
ered a reason for turnover intention. According to Kim and Lee (2014), emotional 
labor and job satisfaction are important factors affecting turnover intention. Based 
on the research of Goodwin et  al. (2011), “surface acting” while doing emotional 
labor has negative effects on employee turnover. Employees who regularly engage in 
surface acting develop the attitude that they are in an unsuitable work environment, 
which ultimately compels them to leave their job or be terminated, at a cost to the 
organization and the employee (Grandey 2003).

Emotional labor and job satisfaction may serve not only as an antecedent to 
turnover intention, but as a medium between culture shock and foreign employees’ 
turnover intentions. Several researchers have posited that emotional labor potentially 
contributes to employee turnover (e.g., Côté and Morgan 2002; Grandey 2000). 
Employees who regularly engage in emotional labor may develop the attitude that 
they are in an unsuitable work environment, which may ultimately compel them 
to leave the organization (Grandey 2000). Focusing on employees of foodservice 
industry, Jung and Yoon (2014) indicated that emotional labor was as a leading 
variable of turnover intent. Goodwin et  al. (2011) demonstrated a direct negative 
relationship between surface acting and employee turnover. In a service situation, 
among emotional labor strategies of flight attendants, deep acting reduced burnout, 
while surface acting increased burnout (Lee et  al. 2015). In addition, as reported 
by Egan et al. (2004), there is a relationship between employee job satisfaction and 
turnover intention. In the study of Larrabee et  al. (2003), job satisfaction was the 
main predictor of turnover intention. Tett and Meyer (1993) explored the different 
impacts caused by these two factors on turnover intention, finding that job satisfac-
tion had a higher correlation with turnover intention while a lack of organizational 
commitment has a higher correlation with actual turnover. Employees who have 
intentions to leave a company might downgrade their job performance (Meyer et al. 
2002). Data showed that job satisfaction has a strong connection with both organi-
zational commitment and turnover rate, which were considered important issues by 
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the company (Barrows 1990; Testa 2001). By examining the effects of generational 
differences, Lu and Gursoy (2013) indicated that reduced job satisfaction signifi-
cantly predicts increased turnover intention. Focusing specifically on organizational 
culture, Jung and Yoon (2017) found that job satisfaction played a mediating role 
between error management culture and turnover intent. These support the conclu-
sion that emotional labor and job satisfaction contribute to employees’ turnover 
intentions. Since emotional labor and job satisfaction predict turnover intentions, it 
is reasonable to suggest that employees’ turnover intention will be exacerbated by 
culture shock perceived by service employees. On this basis, the following hypoth-
esis is proposed:

Hypothesis 3  Foreign employees’ emotional labor mediates the relationship between 
culture shock and turnover intentions.

Hypothesis 4  Foreign employees’ job satisfaction mediates the relationship between 
culture shock and turnover intentions.

2.5 � Perceived managerial support

Managerial support is sometimes regarded as having the same meaning as organi-
zational support, which has been defined as support from superiors and colleagues 
(Joiner and Bakalis 2006). He et al. (2011) indicated that managerial support refers 
to the actions taken by the employees’ direct manager to support and deliver rewards 
for good employee performance. Managerial support could be measured through 
the relationship between an employee and his/her immediate manager (Foley et al. 
2005). Katz and Kahn (1978) stated that the working environment affects employ-
ees’ attitudes and behaviors either positively or negatively. Rhoades and Eisenberger 
(2002) also pointed out the importance of taking care of employees, as they are pre-
cious assets to the company, and that the company has the responsibility of pro-
viding an appropriate, supportive working environment. The key to service work-
ers’ working lives is the relationship they create with customers, colleagues and the 
organization they work for. These relationships affect the employees in visible and 
invisible ways. Therefore, it is suggested that companies provide a support-based 
relationship because people often seek consideration and respect from their superi-
ors or co-workers (Corsun and Enz 1999).

The perceived managerial support concept is related to social exchange the-
ory and Blau (1964) has asserted that employees will make a strong effort when 
organizations or supervisors provide personal or material rewards. Staff perfor-
mance and human resource outcomes in the service industry result primarily 
from organizational or supervisor support (Chow et  al. 2006; Kim 2014). Sev-
eral researchers have indicated that perceived managerial support is beneficial 
for the workforce. Previous research also showed that perceived managerial sup-
port impacted the emotions of the employees (Gu and Siu 2009; Gunkel et  al. 
2014; He et  al. 2011), inspiring employees to be willing to perform when they 
perceive supportive actions and respect from others in the organization (He et al. 
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2011; Mosadeghrad et al. 2008). The mental health of employees is also highly 
related to managerial support. Cohen and Wills (1985) indicated that manage-
rial support has a negative relationship with employee perceptions of stress lev-
els. Naeem et al. (2015) found higher levels of perceived organizational support 
lead to a greater level of affective commitment to make the international assign-
ment successful. Bennett et  al. (2001) also proved that management behavior 
influences employees’ satisfaction as well as their anxiety. Mosadeghrad et  al. 
(2008) declared that a supportive management system with respect, recognition 
and communication goes a long way to improve employee satisfaction (Sawang 
2010). Thus practices focus on the managerial support could help enhance the 
overall job satisfaction of the employees (Babin and Boles 1998). Sawang (2010) 
suggests that a positive connection between managerial staff and employees raises 
employee emotional satisfaction, which was later proven by Stamper and Johlke 
(2003) to improve job performance. Several research studies, such as Stinglham-
ber and Vandenberghe (2003) and Krongboonying and Lin (2015), have discov-
ered that the perceived managerial support is positively identified with a level 
of employees’ job satisfaction. Then, the perceived managerial support should 
be able to help employees’ positive emotional perceptions and expand the level 
of satisfaction from the job. As mentioned about the consequences of perceived 
managerial support toward job satisfaction, it is further to explore the moderating 
effect of perceived managerial support on the relationship between culture shock 
and job satisfaction.

A number of studies have demonstrated that perceived organizational support 
buffers the negative effects that stress (e.g., Fried and Tiegs 1993) and work-family 
conflicts have on job attitudes (e.g., Parasuraman et al. 1992). In other words, per-
ceived organizational support appears to be a key element of when employees are 
faced with stressful or constraining circumstances (Perrot et al. 2014). Culture shock 
affects a person’s psychological status, including cognition, emotional disturbances, 
and levels of anxiety and depression, and also influences employee motivation to 
work (Mio 1999; Mumford 1998; Winkelman 1994). He et  al. (2011) encouraged 
managers to offer appropriate support and advice to employees who are experienc-
ing problems at work. According to social exchange theory, support that managers 
provide to employees experiencing culture shock may constitute an “extra-role” 
exchange from the organization to employees (Zhou et al. 2012). Good managerial 
support conveys the message that managers care about employee well-being (Wayne 
et al. 1997). Accordingly, foreign employees can be more confident that their man-
agers will support them when they are dealing with cultural issues at work, which 
may also mitigate the negative effects of culture shock. Based on the aforementioned 
research, we hypothesize that positive perceptions of managerial support may help 
bolster the confidence of foreign employees in cases of culture shock. Managerial 
support can also act as a buffer, reducing emotional labor and increasing job sat-
isfaction. When facing culture shock, foreign employees who receive considerable 
managerial support are likely to produce a felt obligation to reciprocate the organi-
zation, which helps sustain effective performance. High levels of perceived manage-
rial support can also reduce the uncertainty, stress, and emotional labor that employ-
ees experience. On this basis, we propose the following:
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Hypothesis 5  When perceived managerial support is high, the relationship between 
culture shock and emotional labor in foreign employees is weaker than when per-
ceived managerial support is low.

Hypothesis 6  When perceived managerial support is high, the relationship between 
culture shock and job satisfaction in foreign employees is weaker than when per-
ceived managerial support is low.

3 � Methodology

3.1 � Data collection

Hotels play an important role in the Macao service industry and they employ a high 
ratio of foreign employees. In 2016, the number of non-resident employees working 
in hotels, restaurants and similar reached 49,990, while the total number of full-time 
employees in these industries was around 57,300 (Government of Macao Special 
Administrative Region Statistics and Census Service 2017). In total, non-resident 
employees count for nearly 42.6% of service industry employees (Government of 
Macao Special Administrative Region Labour Affairs Bureau 2017). Hotels were 
therefore chosen as the research subjects of this study. The research participants 
were foreign employees working in the 36 hotels currently operating in Macao. This 
study used purposive and snowball sampling. Although purposive sampling may 
be challenging to defend the representative nature of a sample, it can target niche 
demographics to obtain specific foreign employees and allow researchers to look at 
the averages in the data (Sharma 2017). The questionnaires were both paper (200 
copies) and internet-based (200 copies) for a total of 400 copies. For the paper sur-
vey, respondents were reached by hired researchers in different casino hotels through 
their personal connections. For the online survey, the department managers of casino 
hotels and some of employees were reached via emails sending survey  invitations 
and asking them to help distribute the link of online surveys to the employees. The 
total response rate was 63.5%, with 254 valid copies returned (171 copies from the 
internet-based and 83 paper-based copies).

Of the 254 participants, around half of the respondents were female (50.4%) and 
single (51.2%) (see Table 1). Most of the respondents were between 26 and 35 years 
old (42.5%) and had received a bachelor’s degree (82.7%). In terms of country/
region of origin, most came from Malaysia (42.1%), then Europe (30.3%). Forty-
eight percent of the participants had been employed by the hotel for 2–5 years and 
40.9% for 1–2  years. Most respondents (46.5%) had a monthly income of USD 
$1301–USD $1950, 22.8% with USD $2601–USD $3250, 16.9% over USD $3901.

3.2 � Measures

Questionnaires were the research instrument in this study. In accordance with the 
research framework and literature review, the questionnaire consisted of six sections: 
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a culture shock measurement; an emotional labor scale; a perceived managerial 
support scale; a job satisfaction scale; a turnover intention scale; and demographic 
information. The variables in this questionnaire were measured on a seven-point 
Likert scale in which 1 meant strongly disagree/extremely dissatisfied and 7 meant 
strongly agree/ extremely satisfied.

The culture shock measurement was adopted from the culture shock question-
naire developed by Mumford (1998). It was divided into two parts: ‘core’ culture 
shock items and interpersonal stress items, which has been widely used in related 
research since its development (e.g., Chen et al. 2011; Yoo et al. 2006). Some items 
of culture shock are negatively phrased. The item “I feel generally accepted by the 
local people in the new culture” and “when talking to people, I can make sense of 
their gestures or facial expressions” were recoded to ensure all items move in the 
same direction with respect to what is low and high on the scale. Emotional Labor 
in this research was measured using the items related to surface acting and deep 
acting from Brotheridge and Lee’s (2003) Emotional Labor Scale. The perceived 
managerial support scale has four items and was adopted from the study of Foley 
et  al. (2005). Job satisfaction was modified from the intrinsic components of the 
Minnesota Job Satisfaction Questionnaire (MSQ; short form) developed by Weiss 
and Cropanzano  (1996). It is a self-report measure of job satisfaction, including 
two dimensions, namely, intrinsic and extrinsic satisfaction. Intrinsic job satisfac-
tion refers to those aspects of the job that are inherent to the nature of the work 
being performed and which are primarily experienced internally by the worker. Par-
ticipants were asked to rate “how satisfied with this aspect of my job?” on a 7-point 
Likert scale (1 “extremely dissatisfied with this aspect of my job” to 7 “extremely 
satisfied with this aspect of my job”). Item responses are summed or averaged to 
create a total score. Turnover intention was adopted from the study done by Mobley 

Table 1   Demographic information (n = 254)

n % n %

Gender Male 126 49.6 Marital status Single 130 51.2
Female 128 50.4 Married 124 48.3

Tenure < 1 year 20 7.9 Age 18–25 103 40.6
1–2 years 104 40.9 26–35 108 42.5
2–5 years 123 48.4 36–45 43 16.9
 > 5 years 7 2.8

Country/region Philippines 27 10.6 Monthly income 
(USD)

$1301–$1950 118 46.5
Malaysia 107 42.1 $1951–$2600 23 9.1
Europe 77 30.3 $2601–$3250 58 22.8
Taiwan 35 13.8 $3251–$3900 12 4.7
Singapore 8 3.1 $3901 43 16.9

Education High school/voca-
tional

8 3.1

Bachelor 210 82.7
Master or above 36 14.2
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et  al. (1978)  to measure intention to quit consisting 3 items. Demographic infor-
mation includes the age, gender, nationality, education, length of tenure, job posi-
tion, and monthly income. These various scales were originally devised for English 
speakers. They were translated into Chinese for the purposes of the present study 
and then back into English, using a combination of a professional translator and a 
bi-lingual scholar. This process ensured the comparability of scale content for cross-
linguistic users.

4 � Results

4.1 � Evaluation of the measurement model

The measurement model was first evaluated using the maximum-likelihood method 
in Amos. Confirmatory factor analysis tested the validity of the scales. Factor load-
ings, composite reliability, and AVE are provided in Table 2. As Table 2 shows, all 
of the factor loadings of the indicators for the underlying constructs exceed 0.5 rang-
ing from 0.59 to 0.95 and were significant (p < 0.05), which provides evidence sup-
porting the convergent validity of the indicators (Anderson and Gerbing 1988). The 
composite reliability of each construct was assessed to examine the internal consist-
ency of the measurement scale. All Composite Construct Reliabilities (CCRs) were 
0.75 or higher and exceeded the cut-off value of 0.70 indicating high internal con-
sistency of the measurement scales (Fornell and Larcker 1981). Finally, according to 
Kline’s (2005) method, the adequate discriminant validity correlations between sets 
of variables must be lower than 0.85; our results show that the discriminant validity 
among the variables was acceptable. 

4.2 � Testing the hypothesized structural model

Structural equation model analysis was conducted including an overall goodness 
of fit test, and path analysis was conducted to simultaneously examine the relation-
ships between culture shock, emotional labor, job satisfaction, and turnover inten-
tion. AMOS version 20 was used to conduct these analyses. The means and standard 
deviations of culture shock, emotional labor, job satisfaction, and turnover intention 
are presented in Table 3, which also depicts correlations among the variables. The 
results of the structural analysis of the proposed model indicate that the Chi-square 
of the structural model is 642.26 with df of 268, CFI at 0.92, NNFI at 0. 90, SRMR 
at 0.04 and RMSEA at 0.07. These results suggest an acceptable fit to the data. Path 
analysis was conducted to define the direct effects among culture shock, emotional 
labor, job satisfaction, and turnover intention.

According to Table 4, culture shock has positive impacts on emotional labor with 
a standardized estimate of 0.97 (t = 12.67 p < 0.001). Foreign employees with higher 
culture shock showed higher scores on the emotional labor. Thus, hypothesis H1 
was supported: culture shock would increase foreign employees’ emotional labor. 
As expected, culture shock reduced job satisfaction with a standardized estimate 
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of −  0.91 (t = −  12.19, p < 0.001). Foreign employees with higher culture shock 
reported lower job satisfaction, which supported H2.

4.3 � Mediation analysis

To test indirect effects of emotional labor and job satisfaction in the mediation mod-
els, the researchers performed percentile bootstrapping and bias-corrected percen-
tile bootstrapping at a 95% confidence interval with 2000 bootstrap samples. The 
bootstrap framework is particularly useful and may even be applied in the case of 
small or moderately sized samples (Efron and Tibshiran 1993). Bootstrap tests are 
powerful because they detect when the sampling distribution of the mediated effect 
is skewed away from 0 (Shrout and Bolger 2002). The researchers followed the 
Preacher and Hayes (2008) approach and calculated the confidence interval of the 
lower and upper bounds to test the significance of the indirect effects. The SEs and 
critical ratios for these effects and the estimates and 95% CIs (percentile and BC) are 
reported in Table 5. The confidence intervals in Table 5 exclude zero for emotional 
labor and job satisfaction, which means that they are statistically significant by con-
ventional standards.

Consistent with the expectation, the mediating effect of emotional labor on the 
relationship between culture shock and employee turnover intention was signifi-
cant (indirect effect = 0.55, p < 0.05) with a Percentile 95% CI of 0.04 to 0.96 and 
a BC 95% CI of 0.03 to 0.96; thus H3 was supported. Moreover, an examination 
of the specific indirect effects indicates that job satisfaction is a mediator (indirect 

Table 3   Means, standard deviations, and correlations

a All correlation coefficients were significant at the 0.01 level

Variable Mean SD CS EL JS TI PMS

Culture shock (CS) 4.60 0.71 1
Emotional labor (EL) 3.93 0.66 0.85a 1
Job satisfaction (JS) 4.57 0.62 − 0.84a − 0.84a 1
Turnover intention (TI) 3.98 1.06 0.78a 0.78a − 0.78a 1
Perceived managerial sup-

port (PMS)
3.30 0.57 − 0.76a − 0.76a 0.74a − 0.70a 1

Table 4   Structural model results

*p < 0.05. **p < 0.01

Variables Standardized estimate S.E CR (t value) p

Culture shock → emotional labor 0.97** 0.06 12.67 0.00
Culture shock → job satisfaction − 0.91** 0.06 − 12.19 0.00
Emotional labor → turnover intention 0.32* 0.26 2.20 0.02
Job satisfaction → turnover intention − 0.55** 0.28 − 3.66 0.00
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effect = − 0.65, p < 0.05), since its 95% CI do not contain zero. Therefore, we may 
conclude that when employee perceives culture shock, this may lessen job satisfac-
tion and thereby enhance their turnover intention. On this basis, H4 was supported.

4.4 � Moderation analysis

A multi-group analysis was performed to assess the moderating role of perceived 
managerial support. The analysis follows the procedures for multi-group analysis 
suggested by Palmatier et al. (2007). A median split was used to divide the sample 
into groups of high and low perceived managerial support. The first group consisted 
of 131 participants that reported low levels of perceived managerial support. The 
second group was formed by 123 respondents that reported high levels of perceived 
managerial support. The perceived managerial support mean for the first group 
(M = 2.86) is significantly lower (t = 20.63; p < 0.01) than the mean for the second 
group (M = 3.77), which supports the division.

In each multi-group analysis, a Chi-square difference test was applied to com-
pare a model in which all hypothesized paths were constrained to be equal across 
both groups. Then we used an unconstrained model in which we permitted the path 
hypothesized to be moderated to vary freely across the groups with high and low 
levels of perceived managerial support. If the unconstrained model has a signifi-
cantly lower chi-square than the constrained model and if the effect is in the hypoth-
esized direction, the moderating hypothesis is supported (see Table 6). Contrary to 

Table 5   Mediation of the effect of culture shock on turnover intention through emotional labor and job 
satisfaction

2000 bootstrap samples
BC bias-corrected

Bootstrapping

Product of coefficients Percentile 95% CI BC95% CI

Culture shock Point estimate SE Lower Upper Lower Upper

Emotional labor 0.55 0.27 0.04 0.96 0.03 0.96
Job satisfaction − 0.65 0.28 0.22 1.22 0.23 1.22

Table 6   Multi-group analysis: 
perceived managerial support

*p < 0.05. **p < 0.01

Coefficient
(low)

Coefficient
(high)

Z score

Culture 
shock → emotional 
Labor

0.71 0.70 − 0.05

Culture shock → job 
satisfaction

− 0.82 − 0.53 1.94*
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expectations, the moderating effect for perceived managerial support on the rela-
tionship between culture shock and emotional labor was not supported (z = − 0.05, 
p = n.s.). Thus, hypothesis H6 was not supported. The multi-group moderation test 
reveals that perceived managerial support negatively moderated the impact of the 
relationship between culture shock and job satisfaction (z = 1.94, p < 0.05; for the 
group with low levels of perceived managerial support, β = −  0.82; for the group 
with high levels of perceived managerial support, β = −  0.53). When foreign 
employees perceived less managerial support, culture shock had a stronger negative 
relationship with job satisfaction (see Fig. 2). On this basis, H5 was supported. 

5 � Conclusions and implications

5.1 � Theoretical contributions

The study provides several key contributions. To our knowledge, this is the first 
empirical study that focuses on the effects of culture shock on employee well-being 
outcomes and organizational outcomes in service industry. Previous study delineated 
the relationships among perceived managerial support, emotional labor, job satisfac-
tion, and turnover intention, but not a cultural shock. It furthers the theoretical devel-
opments of Duke et al. (2009) organizational support-emotional labor-job satisfac-
tion-job performance model and Iqbal et al. (2014) organizational commitment-job 
satisfaction-job stress-leadership support-turnover intention model. In particular, the 
current study provides empirical support for the expansion of the previously model 
to the area of foreign workers experiencing a cultural shock. The findings contrib-
ute to research on cross-cultural management and human resource management in 
the service context by conceptualizing and empirically testing the meditating role of 

Note—  Direct effect Indirect effect

Culture  
Shock 

Turnover 
Intention 

Job 
Satisfaction 

Emotional  
Labor 

-0.55** 

0.32* 0.97** 

-0.91** 

0.55*

-0.65*

Fig. 2   Summary of results
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emotional labor and job satisfaction as well as the underresearched moderating role 
of perceived managerial support influencing the effect of culture shock. It has been 
shown that the model is viable, thereby yielding valuable insights and making sev-
eral contributions to both knowledge and practice (see Fig. 3).

As expected, the study findings suggest that the higher the levels of culture shock 
the foreign employees perceived, the higher their score on the emotional labor. They 
provide an elaboration of earlier research by Milikic and Janicijevic (2009) and sup-
port the view that foreign employees who encounter culture shock are more likely 
to experience high emotional labor such as surface and deep acting. In addition, the 
result linking high levels of culture shock with low levels of job satisfaction, which 
suggested that culture shock can predict important organizational outcomes, such as 
job satisfaction.

Moreover, the causal relationships among emotional labor and job satisfaction 
and employees’ turnover intentions were consistent with findings of Jung and Yoon 
(2014) and Goodwin et  al. (2011), namely that emotional labor was as a leading 
variable of turnover intent. Though some previous studies have provided support 
for the direct effect of emotional labor and job satisfaction on turnover intentions, 
the results further implied that emotional labor and job satisfaction are mediators of 
the effects of culture shock on foreign employees’ turnover intentions. With limited 
empirical support, the researchers have demonstrated that culture shock is an ante-
cedent of higher emotional labor and lower levels of job satisfaction, which is in 
turn associated with foreign employees’ turnover intentions. This result contributes 
to the culture shock literature by showing that culture shock is not only linked to 
employee well-being outcomes, but also to critical organizational outcomes.

Finally, it is noted that the moderating analyses are a primary contribution of 
this study since little previous research has examined the moderating role of per-
ceived managerial support between the impacts of culture shock on job satisfaction. 
It was found that perceived managerial support changes the nature of the relation-
ship between culture shock in foreign employees and job satisfaction. For instance, 

Fig. 3   Moderating effect of perceived managerial support between culture shock and job satisfaction
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culture shock and perceived managerial support interacted to influence employee job 
satisfaction, such that the relationship between culture shock in foreign employees 
and job satisfaction was weaker at higher levels of perceived managerial support. 
More specifically, culture shock had a stronger negative relationship with employee 
outcomes (job satisfaction) when perceived managerial support was low rather than 
high.

5.2 � Practical contributions

In addition to theoretical contributions, this study also draws a number of mana-
gerial implications for service practice. It provides managers an enhanced under-
standing of the culture shock in international service firm which may help in the 
formulation and design of focused strategies and tactics of foreign employee perfor-
mance. Then, how to solve the employees’ culture shock is one of the most issues to 
improve foreign employees’ job satisfaction and to reduce emotional labor and turn-
over intention. When foreign workers are employed in other country, they work and 
live in a different country or region and face different regulations and new cultural 
setting. While a person works in an unfamiliar working environment, she/he feels 
emotionally and physiologically anxious and uncomfortable because they are afraid 
of committing restrictions or fearing their own misbehavior. Winkelman (1994) 
indicated that the impact of culture, in addition to causing psychological discomfort, 
can also cause physiological reactions, and most of them are caused by unfamiliarity 
with the new cultural environment. In cultural research, different countries are con-
sidered to have different attitudes, values and cognitive attitudes. Therefore, effec-
tive cultural training provided to outsiders can help the adaptation of outsiders, and 
cultural training is often confirmed to be necessary (Gunkel et al. 2014; Jung and 
Yoon 2017; Wang et al. 2017). Griffith and West (2013) also found the association 
with culture shock should offer resilience trainings to strengthen stress resistance 
of expatriates before going abroad. Therefore, the study suggests that preparation 
and pre-departure cross-culture training is a more efficient tool that can effectively 
reduce cultural shocks. By enhancing cross-cultural adaptation and reducing cultural 
shocks can help foreign workers to improve job satisfaction, reduce emotional labor, 
and further reduce their turnover intention for the new job.

In acknowledging the reducing impact of culture shock on foreign employees’ 
emotional labor and job satisfaction, management has an opportunity to implement 
practical remediation. Managers in service firms should recognize the importance of 
the effect of culture shock experienced by foreign employees during their employ-
ment Black et al. (1991) indicated that considering employees’ job knowledge and 
technical competence alone for overseas assignments do not account for effective 
performance of employees working outside their home countries. For development 
of selection and hiring procedures, service firms should consider the role of cultural 
intelligence as it provides important insights to international service firms (Templer 
et al. 2006). Foreign employees with the ability to cross boundaries and thriving in 
multiple cultures help reduce the impact of culture shock.
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In addition, several previous studies indicated perceived managerial support with 
create tension by driving and generating employee outcomes and organizational out-
comes (e.g., Goodwin et al. 2011; Milikic and Janicijevic 2009; Mio 1999; Mum-
ford 1998; Winkelman 1994). The model in this study highlights the critical role 
of perceived managerial support in lessening the effect of culture shock on foreign 
employees. Employees who perceive high levels of managerial support may believe 
that their organization will provide them with the resources that they need to cope 
with culture shock, resulting in increased job satisfaction. The findings suggest that 
organizational and managerial interventions designed to enhance employee job sat-
isfaction should focus on the creation of a supportive work environment. Offering 
psychological training for managers to teach them how to communicate with for-
eign employees might also help increase the sense of support experienced by their 
staff. They might then be more proactive in taking more responsibility for the overall 
quality of the work and lives of their foreign employees.

Moreover, it is important to support the foreign employee in creating diverse cul-
ture experience links to foster their behaviors. For instance, relationships begin to 
be shaped and people’s lives are transformed for the better after encountering new 
people, new sights and sounds, new cultures and behaviors (Naeem et al. 2015). Pro-
viding employee well-being and benefit policy of perceived managerial support pro-
gram (e.g., Mio 1999; Mumford 1998; Winkelman 1994) and cultural workshops 
or activities (e.g., Black 1988; Kocak 2014) with local people for employees might 
help reduce misunderstandings or emotional stress, thereby increasing their job sat-
isfaction. Setting regular psychological consultations within the company might 
help employees with their emotional stress and cultural depression.

5.3 � Limitations

There were limitations to this study. First, this study only focused on foreign employ-
ees in hotels in Macao within a single industry. The extent to which the findings 
could be generalized to culture shock of foreign employees comprises the positive 
aspects into another culture and other industries needs to be explored in future stud-
ies. Moreover, due to limited time and resources, purposeful sampling was used to 
collect the data, which could limit the generalizability of the results. Future research 
may conduct a random sample for better generalization of a target population. Addi-
tionally, this study used a questionnaire as a tool and the self-reporting approach 
which was used to assemble the data set from respondents means that contamina-
tion through mono-method bias cannot be excluded. As recommended by Semmer 
et  al. (1996) multi-method approaches may produce more accurate measurements 
by protecting the anonymity of respondents. Furthermore, the results only explain 
conditions on the employee side and did not cover personal issues, for example some 
characteristics of emotional labor, further research might include depression, anxi-
ety, helplessness, etc., as dependent variables. Although the result of the research 
would explain that only turnover intention is investigated, and this study does not 
discuss turnover behavior. Having thoughts and turnover intentions of foreign labor-
ers do not mean that there must be turnover behaviors, because the factors that affect 
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the production of a behavior are very complicated. In the future, researchers might 
conduct a qualitative study at the management level to find out about the challenges 
inherent in managing foreign laborers.
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