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The effect of organizational bad behavior to internal customers on job stress and turnover
intention: focusing on employees of five star luxury hotels in Busan
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A Q7SS A A010] 54 FEE 53] APRALE AAISte] 8148 464740 MPAE BMo] ALGE  ARAEA,
oith AEEAS 915 B4 QIBAT ThEsl7IEA] ALSEIQITE B Qo] ASEA Aske et olzolE
2ok A, Ul g 2ABLSYEFS HAAH 4%, AITALEI B4 0]7] 792 o] At
¥ 4 ol B, 2ABRE| s19 249 HIQIAA AERSE, WA ZEWE, BA 07|10l A5
AEw Aol §ol8 A (+)9] AT TN A0 e 53] HIQIAR AERYTI B4 o]71F0): 7]

B 20 ok WHE WAZH U A2 ASHUTE AM, ARAEY AL o Aolzo] foat A (+)
o FRS A ZoR Uehir) og Erie SElo] o)) g 43 A AulAg gis) e
9l Aol e AAAHR AnAEHA BS g5 244 B ot AEsit B3] Y|
ApALe] HIQIAA 2] S ol WAIs] 918l Abate] A% BA AL Qlste] o] At 2 glo]
Y A9 Aol AT FAL BA WA 2L BAE Bl ARA H8L T 4 ol =rhE A}

At

ABSTRACT KEYWORDS

What customers remember consciously or unconsciously is how the employee looks, sounds and makes organizational bad behavior,
them feel. Employee’s bad behavior is being interpreted as a lack of caring, concern, politeness, and so on. abusive supervision,
Employees’ bad attitude can largely impact on customers’ negative emotions. An organization that regularly conflict for human relations,
encourages or allows the use of deceitful dealings to internal customers will experience a malignant set of ~departmental silos,
internal consequences to eating progressively at the organization’s vigor and performance. This study was to  job stress,
examine the effect of abusive supervision (unhumane administration), conflict behavior for human relations, turnover intention
and operation in departmental silos on job stress and turnover intention in the case of luxury five star hotel
employees in Busan. A total of 464 questionnaires were collected and analyzed from hotel staff who worked at
five luxury hotels located in Busan area. Exploratory factor analysis and multiple regression were employed to
test the hypotheses of the proposed model. The research findings were as follows. Firstly, bad behavior areas to
internal customers were composed of abusive supervision behavior, conflict behavior for human relations, and
department silo. Second, these three dimensions had a positive impact on job stress which in turn affected
intent of turnover. Third, abusive supervision, conflict behavior for human relations, and department silo of 2020.08.19. 211 &=
hotel internal customers had a positive effect on job stress. Fourth, emotional job stress had a significant 2020.09.15. 1X} =82 "=
positive effect on the level of turnover intentions. This study stressed that luxury hotels in Busan must control  2020.09.23. 2X} &= &
bad behavior to the internal customers in order to prevent emotional job stress and turnover intentions of hotel 2020.09.25. AZ+F2 S+

employees. Particularly abusive supervision showed a strong impact on job stress and required precautious 2020.09.26. XIZ HIM &F
301 olBAE

ACCEPTANCE INFO.

actions such as warning and position change system.
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