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Emotional labour 2.0

: A new form of labour in Japanese tourism industry after pandemic
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Abstract
In this paper, I will discuss how the tourism industry has transformed
amidst the digital revolution since the outbreak of COVID-19. I will also
examine the characteristics of tourism industry employees” work. Finally, it will
be concluded that emotional labour, a strong component of the hospitality
industry, is beginning to morph into what I term ‘emotional labour 2.0", which

is performed within a hybrid network of people and digital technologies.
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