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ABSTRACT

This research aim was to investigate the psychosocial safety climate as it was perceived by hotel
employees and to examine the effects of the perceived emotional exhaustion on work engagement,
counterproductive work behavior and turnover intention. The survey period for data collection of this
study was conducted from October 15 to November 15, 2020. A total of 400 questionnaires were
administered to 10 five-star hotels in Seoul, 40 copies each, centered on employees currently working in
hotel rooms and food and beverage departments. A total of 364 samples were finally used for the
analysis. The statistical tools to be undertaken in this research were frequency analysis, confirmatory
factor analysis, discriminant validity analysis and covariance structure analysis using the statistical
package of SPSS (26.0) and AMOS (26.0). The results of the analysis showed that perceived
psychosocial safety climate had a significant effect on emotional exhaustion, work engagement, and
turnover intention but counterproductive work behavior did not. The results indicated that emotional
exhaustion had significant effect on turnover intention. Also, The results indicated that emotional
exhaustion had a nonsignificant effect on work engagement and counterproductive work behavior.
Practical implications and limitations of the study are discussed.
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0

Aol Algl= B2 vl AREloIA Z2AR AR A QP2 A Ul JEEEoIM F8 ol TR ITHCox et al,
2000). tiF-2o] Z2AE0] AR & AEHAE AP Ha, o2t FAIES 22A A2 B A% U ARl ¢
B BRI A3 Agholy 24 HIANY, €%, k9] 9] st ¥y o4 aE|a AP F7] 9 4] sk 5o
F&e mIzItH(Kristensen et al, 2005). ol2igh 2} 38 F A|Zoke 22399 A2 919 (psychosocial hazard)2
AHAL @ ARE ASA BAR thREIRlou, 2ol ojet BAIEEC] A Wy} tiEo] MEA FERA JltH(Bailey
et al, 2014). 53] MBIAY FARE SAHOE FHes, 2EHA T HAIA ZAgho] AlRA A2 Te2A; i/ WA
o) & AEHA oy 1A SorRE 2 T 2 5 HAA A FIE 4 e Aoy AAESo] AiAls =
UARA FRAH(EAIA, 2020).

oM ] AR AP A e 25 I ZAxz]| o] A9t Fejo] WAE Qe TEAe] 47Tt Qb TS BAIEEA,
ol2fdt QAEL AISIF - 57 uiglolx] F& WA ojA M, AlEAE] ] S5 vigo] Bl HAUSE F2 AREE AEHA
U a2 ) fEgely 28 50| Ayt dTAdE HoiFar QJtk(Cox et al, 2000; Idris et al, 2012). £3] 27 AEH A=
=2 ARQ(YPF A, A =5, SAA %)t G2 AR (FY /94, A4, ARIA A1) Alele] EoR
e, A= 229 BAMIE =o17] A% 22 A|5Q70l Hls) G2 ARl Ade] HEd 772 EE Aol 2APAR]
JEFE vAA Hch(Bakker & Demerouti, 2014).

oje} Zro] AReAoA UERtE: it FEjo] 2B A HHEL AR et 57], J2ja AR P50l A0 JFS
H]Z 224 (Choi et al, 2019), 2A4HL] et F7g3 %‘}%P—E AoEhe A% W AlAlEA QPHEE (psychosocial
safety climate) 9] F8/d0] Z2=|3 Qitk. AR A o 2210] A4 717l 3dghe] Q) e 249
Aot ey 7|5 Hatel Tt A5 Q1A A Tﬂ—i(COX & Cheyne 2000), 71999 g3 @A ETH= A YEQ] A4
2743} QS SAABHEE E917]010 (Dollard & Bakker, 2010), 2E#HA7} ¢l A4S AASR: ZoMRE AEHA oS
Qg AP A4l A1 55 ZH(Idris et al, 2014). olet o] ABIAEA PHFEE Aol et 22
a3 AAx7o] Z22AO] At 72 AWAdS HolFH (Dollard & Bakker, 2010; Idris et al,, 2012), AFAIEIA 210l
tixjohs HAR] =2 T oF AlAska Wolskr] 18t ol wh 22)9] A 7A733t QP ol 384
XA Fth(Dollard & Bakker, 2010).
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AFPe)A] QPEEC] e A ARt PE Axwict ool mE Q) Ak Alolo] ATE AABRe AR tolelo]
Shor (idris et al 2014), £3] £7), 985 Y Fixo} 2 AeH 7179| ofe] Zuiwt pelo] 9I8-g ol rHDollard
& Bakker, 2010; Idris et al, 2014; Law et al, 2011). L34 Q50| F2 3% S8V S&2ARe] A2 1%

9l Fat S AR QEE = EH%J 7199] A3} Alsio] FLA4Y0] Zolwof mx|= P o|Ro]R|X] Yokt

oloj] B olq= SEly|ol|A 12 AH AYS0] Adstar QASH= AlSAlEA oFHEZE L 2ALAC] 7 AR (emotional
exhaustion)ol] T o33k} ojol] W Y=ozl njxji= 33k AZL 9. oju]Qith= wtk ofFf B gifo] WRAS AAEIge.
o, FAAQ] A1) BAe ohgat 2t

A, R0 ARA 2 A PdFE ] tht Q14l0] J/d 9] 7 azlat A1RA | (work engagement), RHYAHA Tl
(counterproductive work behavior) 12]al o]Z]o)ko] n|x|= AR}, A, AF2RE QIAE= A= o) AEZHA
2 Uehte A7atio] /4o AR, WA eisls Te]al o290 nj2ls FITUAE Lokt A, 22|
223 A=A 27 el me Al HHFES] F8/d0] £ A7e] AFEME B SHE ol A=
ZAZA9 HAACl TEATF 2T gEo] SE T Ao|A AEA AAEES AASELA}; Sk
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Il. o|2H Hli7Z

1 AR QHaEE

2730] AR EA P 2AFAIYEC] A RS ofEAl ARsk=Ttol Wt o]F9] ARE =t B 1
A5 Bl ApEARl JFEE vlA|7] wiiel 2ATHAIA ol F83 81U & 4 ATH(EME]], 2019; Kahn, 1990).
AR HAZEE 2A/3Ye] AYARl 1 Qg Beshy] 913t 22)9] AAl AlsY e Axjo)] wet AUES]
5% A4S HaHH (Dollard & Bakker, 2010; Geisler et al, A 22 B89k 14 Alad
o 2B A0 ) UEE= AYA flsieact AlA 1%
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So] 8744 QLo ofs] UEhte AMA A7 2wt An
Zriol] o] Yol Yk = A2ld e Be A7 Aol dglet Anet AP I BARAIE Fe5H Tiea
9k Aok

Dollard & Kang(2007)3}+ Hall et al. (2010)-2 AlEAEA QPR E B7HE A% 2670 B713E-S /Hdstar o8 3|72
Sofl 4719] A eaet 12709] ARdEE IsIGith ARRIAEA PHFTES] 4 thaat 2] A, 2B A o
9fet AH=211 ojel AR5 edshs 8959 A1Y ¥ & (management support and commitment) 22 ZJAES £2]9]
A8 et ZHdol] thgshs A FAAIE Boll AUES] ARARA FHFE TS JIAE 22 F02 FRelgroan 24
LHO AlA Qb oM 22 271 2RI BR, 7199 AikEss 9T AAE0] AelA 217 Qbdol et H4%
$43¢9] (management priority) A7olth & AUE9] AR2RE FUtls AEHA o] tis] 22)2H9] ATt
4%‘*4—& s, Al 172 Aoz Aimsi SR 9AE92 AAshs ot AR, 27 Ul9] drtrE
(organizational communication) 22 222 A450] A 54381 st o HHE F /\Eﬁﬂ }“‘E AALES Tk
AR A S olfgskAY BAIGH] fist 227t FaiA 4 e WekS
Z}ojet 3+od (organizational part1c1pat10 involvement)°|t}, A& &0, =5X3 %L% ‘i—l 31]
7HA)aL olof] w2 ZAE siAstes =S W (Cox et al, 2002). & Pﬂ’}:‘ﬂl@ MAZTEE F2 7199 FA7HA
Aol ofa] F=EH, w2 ARNEA AHFE oM L2AEL TEARe] & ls
AA ox|e} 7S IR At ofel A|&AQ1 RUER S B 2EHAE v‘:‘*;}% = g
AF3] AlElA S Aol ofstAY BAlsk] S 2A7F HAA=E 2441 ARUAC
oje} o] AIFAE A FHFES] F2E o] Ao Qrisittal WA she A} & 159 80 FUHES
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T30 QIth(Hall et al, 2010; Idris et al, 2012). @fukeba QFEs 2dshd o] £ HAUS L HP719] x|t A&7 T4
a2 @RS Telof] tist oF&at 0] (Flin et al, 2000), AYE2] A2lA EAIE sidsts o] A= Fojstar FA o ot

Al&sk 22]9F thgo] HAE7] wiRolth(Dollard & Bakker, 2010; Hall et al, 2010).
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= 47, 8]Q17FsH depersonalization) 22]x 7HR) A% 74 (diminished
personal accomplishment) 52| @402 TS 4= 9lom(Maslach et al, 1996), ol2Idt 2FAa%10] A 71X] 847} $AbAR]
g AXHEA, 2719] H=rt HFHoR ofshr|o] 7ih(Maslach & Jackson, 1981). £3] 4719 ARl 1 8AQ1 A4
22 A7ARY] 125 oulshs Aoz tijlyA HE 9 dFAT 5o IeE HMA - SAIA 271 F=rt AljE AdEfolth
2 2EHAE B FEEE 4719 A #MmolA; 712 GAR 7HEEH (Akpinar et al, 2013), BAAHCR
=gt ket Swo] mlEsto] ofa UEhhs ZIRIZAA T} offtix] 2] Al a3 AAHoR s] aAE AJEE ojulgitt,
UAAMB|AT} Bigo] Bli= TElo] 49 A 4 AANES I3t 2A19] A|&AQ1 Q7eh A9t 1S LS A
okaL, 7Rl oA FEs] ol ERRlS FAACR ok HIQIASH /o WHHE & =gl w2 A4 27t
A7+ et 7oA BAA o theshA Em (Kuok et al, 2020), T Uolrt €& s & A4S s
Y5oll Tk @A 58 FASHA Ttes Zoloh
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0

Boge MHIAEA Brl2 AZEY] U] ARsanigeld et ARe
SRR { RS oloba 2 Ik et al, 2018). 2 27100 A
Aol Bl 7PARe Ao X)X 5 YEEe W2ZE USo RN A W5 BojFA Hrk(Anasori et al, 2019).

AUS0] xo] theshs Fejol wet FAHAY WeloldE Andel 7t ¥rha 3
(workholic)’ ©J2}at gt ojg} o] Fofxl 5ol et He] H7He AFo| o @A Hoshotiol ne} et A 5L
SIIAR] 715 2, AAle] HbkAlo] nhe slsA]l Z)Eolt AlE)Y 2

3l
= 9 AE 271 Aol ASISIA AE ek HolcHERE - 2, 201

2). o] o] s} Aol
P R0l SR TATHUSE 5 OIS} A7IHVES 300l A9 YRS 2k, ol ARSI HRsle
E3pHoR 2XWEo] Yok wnl (Baker et al, 2014), E3F Bt £ AL 2ol T HAH BYSFO] £ B

ot} EiAQl AMuH|A 4880] 7hedsHA|l Hth(Karatepe et al, 2014).
JER 7149 YFolME ARAE ofEA P Lol S8 A WP F23% 2R EE‘:E ofyZh(Kanten & Sadullah,
2012), 2Aof] tigh A, Bt 2 AR 9 P, FeAlolal SAIARI B ? WS =S Hoh (e

- 01732, 2020; Geisler et al, 2019).

Kahn(1990) 2] #F-golo]l thet /i8S Schaufeli et al (2002)2 AHAlS] Z|5of] HIxo2 §Ailsta &
7150] o= AQtetar ol9] 7NEE Al ARLHS sl 7Igols =8It IAS onlshs €Y
Z)5to]] gt offzlat ARl o] #Al(dedication) 1]l A1) A Roll thet EQlmt ARl HolE UEh= %—‘:r
(absorption) 2 AAISE JATHIAIA, 2019).

2) YRR A}igE

Z2 7199 24 Ul FAYEY FAA 5 dRdsto] Wik m]isisol #et AqEo] 8= U=T(Griep et
al, 2020; Hasanati et al, 2017), Robinson & Bennett(1995, p. 556)2 ¥HA84HA Hddli=g ‘24 4 1Y 9 ohds
AFsh= LAl Pz @40}1, ojgfet Y5 YitHoE Hwmut It} At mta, fdHlo] faL, AL
38)F & EAAITIAL Utk olfdt HHARA e E-2 A FEES A|E Af5tAlZ Rt ofU2h(Zhang et al, 2019),
ZA| 22 S Lol Al E.PEH‘?} A7A T vIAEAR] Hl&e] fie Bl A SAle st (Murphy, 1993), 3=4o%
2| AHAREY] TEEoe A FIE vAA o (Detert et al, 2007).

A8 Aol A HEARA Tt s> ThEe] Al7HA] ElE Hojar Qi WA o]2idk %52 95| YEht= 350l ofd
A219] SJR|ek F717F HhgH ARl sfEolet & 4= qlom, EAME 229 S eitshe vIEAA sl x|t s
o]2Ist FEEL At EES ALJ}EA] 22 ‘% IR o2 Hlgket= BRARA Z‘.ﬁé%(counterproductlve organizational
behavior) 3 AL FEE0 OIS viAlY MEo2 Udsh= tilTAl AHe] FeiQl ¥g4bA 7ild o 233t (Bennett
& Robinson, 2000; Griep et al., 2020). £3] Gruys & Sackett(2003)2 H|Z84HA QPSS A= 2
T2, ZH T 2A o), EQPEE 3%, mistt A Aot 55 1Al dolA, YA 34 5= ARSI

7iR1e] HhAHA miE-2 22]9] AR E ol HetAle] M= JFS
B Aok so= Qs WA= 75} o] AEHAE JIIES BAA S *67}/‘]71

et al

HAPS5S F=3Ht(Hasanati
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ARIRIAIE Z7dste ZlolH, o] 2ol thet A=24Q1 oot SJR=A] A ofZjell Thet AR ofl s 3l AA] ]2 o= ofojd
/do] B2 F8 H=A IHos AYHET(0RlE B, 2020; Akgunduz & Sanli, 2017). WA} o]Z]oj=gt o]Z|olgk=
TAARL B9 ol GAR, 229] Lol 2okl A wukRle APA FEIRA o] Aol TRt AR Him=e} Q149
opAlep gARRa EE 4 cH(Mobley, 1982).

A5 SHUAP ARt 7FE S8 3HA| F9 stutolth sdd AU o2 Al A, A8 H agof]
et BIE2 PRI Han, =3 2959 12 oFEe e i%"——? 52 2 3491 Hlﬂl—% ARgslior sh= 2do] Aulazd

a7t = —Zri’u‘lo ol Ell ME}(Ghayyur & Jamal, 2012).

|, A L EAHpH

—

2) e

O AR AREES} AL

DEAte] AP 17 9 NS E 9% 4R, T 2 AR = AoE AReld HEEE F2 FHYST sl
47, 98% U o} e AlSlMelA 243t 7ol ofel Zuin pIE @77k 2Elo] 31 9IrHDollard & Bakder,
2010; Law et al, 2011),

AR AEE] Tig ol Qi A U mEol JET 2 AF BAIS oA dlEetn tXsheAE
HojF glom(Law et al, 2011), ©139] AToIA A 2 N
o) e £ Qe B8] 7A9e) wid s, Aelo] Aejd A7, 57

%‘ E

L tToe T

Zrdolo] Z7}(Afsharian et al, 2017), Ao} oAl 7o

AR IHZTES] F87d0] ZEHQF'— O‘I](Dollar
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o, % HIANE YrE IS B SIEk olef Ak a7 dele) el sk i Sl
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5 _1;1] 2441 JTkS HjAA Hu, o]& Esﬂ
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2004; Spector et al, 2006).
wEbA B Qs Y] ARAEA HZEE IAE T4y 223t JFE vl Zolghs ot 22 7HES
75t
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7Hd 1. Fd9o] Rske AREIEA AFFTEE AR PFol=d] FoRt YFE v Aot
7Mdla ARIAEA AHFEE AL AT F(-)2 FFE "R Aot
7M. AP RFEE ALl Fo3 H(+)9 IFE T Zolh
7Wdle. AR FTEE WA IQIREAl felt F(-)9) IS vE Aotk
7Hd1d ARIEE RFEE olF2dmol FofRt #(-)9 F¥e A Aol

e

2

i)

>

ok

ot

7

REREE
dAEE

aE
Ng 25

Organization Level Individual Level

a3y D IA7Ey

@ Taxlo] PFox=o Hj= IF
27 253 (burnout syndrome)& A 540l ¥hehs 2wo] Ayl - AR SR Br|EE - |Ee

- Al B
= T

fuEdt & 274U 9483 YAl AstEn FAsol HolAl F4o] UehiA Hid, 2719 3 WA wA
o U

o -d
N

Wazle WAl AR AEH Ao o7t 7i1 AFLe] AgMA B30 oulste, =3t R AFut TilAR] Tt Fkadat
B4, A 25, @A ol Aol aFa A 5= AT gAY wAPEE U (Green et al, 1991).

o
A2 Y9 o|A Qg Zetotar A RAE U= HAHAR] P5owof Fodt JIFUAE HojFa it
(Westman et al,, 2004). £35] S€ 2|99 270 AEHAE AlFEE AMu|AE4o] EHAQ1 JTAE JlS-2 thdst
(o]

MEdoA HEAog J=5kn th(Babakus et al, 2008; Schiffinger & Braun, 2020).
_‘|

Aol H0) AT 150) T WA TS BolFa Qe (Perry et al, 2010), AHALL AU
SPA Thlasol AEAQl Gk mAT Qlou, oled Auks ZAAazlo] B TR AR Holra
[e)

It =
ATH(Liu et al, 2020). 124 B9 5(2017)2 1AM es SARES A74zlo] Witk sdsisol vxl=
FTUA AolM HlFfAQd BHE HojFar Qlrk
w2 dollMs WA AR AEH 2 o7t AAA ERIR) aglo] 220 At M)l AR ejet HhgiHA
AW 2 olF| ool {of3t e vl ZolThe vt 22 7S s
7Hd 2. 2AT73LY] ARLAL PEAmo] At FFE " Zolk,
7Vd2a AHAZL ARAolo] FolFt F(-)2 IFE 1A Aotk
7Pd2b. AATL WA A5l FAT H(+)9] IFL A Aol
7Hd2c. a7 o olx=e] foljt F(+)2] FF2 "A Aotk
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2. #3, A 240

ASEAE 913 AEEAT 7IZE2 20201 109 15278 119 15697141 XSG ARAlE MEAIU 54+ 1071 S5
27 4052 F 40052 AHagg B2 AR 2AMIO] SHI9| =gg ot A SEle] AA U AR AN RSk
e SR AES AlFsIlon, A thy T2 JW HZlolE S, J9HE QJIERIEY ME gaus, Aeilted,
HAY 29 <l 2RE, dEU DE ME, ZHTE HE, ARE A ME, ZAES S Mg, H EEL 294 QERIENE
ME& gt2us F ol 107] 2Eot: A tiid= Ha*llﬂ 5dd SHE ARtetle A2 dedne] e gEd 4
UE Ho= AL

2239 e] ARl FRFES ALl tiRt FRAR] Frke A AEE VISR A 1E 5 AR Sl
QA H=F viges S74siglen, 53] Z2U= Qs tifEe] AdE0] R4 sha Jlof B AEg sl4sh=t
W2 ARl B8RRI, sl AAEA] Foll A SHEA @2 3655 ARl 3645-(91%) 7t FEREEOR EAo] o 8F]
Ak

ZARRFREO| thet BALS SPSS 26/Amos 26 ©]85] TAIMEA slolA QQIEA THHERIAAZ J7y FTEAEAS
B3 AAE AFHEE HEE

g
o
[
o
o)
,
R
|\
oX.
olr
ok
38,
u)

i)
o
2
2
)
]
3]

wae] 2 ol W MY YL thet Zek WA AR QHIEES 2A A0l ARl 1t e
H55H7] 913 22)0) Halwt ole] Alg Jelm Aol B AT FAT AN 0= HeJska, Dollard & Kang(2007)2)
267) E BFL 7102 Hall et al,(2010)9) AoIM HE3IF 12719 MR BPoR FHoIYom, F HF YRoR:
92 20l B AT Holeh RUEIRE $3 HUe) Aselx oYE A3 43R0 wTUY A2
N ohgst @Eo] 92 2A] 94 Seloltt TS XSS AUSe] AeiH Wit WS S5 P BAE 7180l
otk BEe US| AEdA ote 98 AFA wee s8It 5ol =g olgsloith

71—7515\]]2 ‘ABAEH A0 Tst NE]Z-] H]—.Q.Oi}\—] /\lxﬂ 7511\1;& A A

Jackson(1984)0] &83t 5710 ME FHoz JAsIon FQ AMEsIEoz I} 5t22Q dsty Lhd HAHoz

wn
=
- 2
o,
@
—+

o, olel BgERoRE e o) Al el wol Ak W UL oh Slelglar 7 2l
oh U ol e B Bek o] 07 B8 &Y olgsisict
NP FRIES A 2As P SThE A E BARAQl H1§S SUT Bk ohje 7AYo i

Slishe olHQ) E"R olska, Spector et al (2006)2] AEHES Eriz 2 o] 9 FAsigion], o] ZAyEoR
S Ut SO QolEEont HE ShE Be’ U BRAA /1% LB SHol} Feld W5 o B U
SR HAS s ORE Stk 5o 57l Bdes sk

oot “Agio] AAle] ARG TR Ao 24 wielw s FuA T15AE Ask 2oz Hojeta
Dane & Brummel (2014)©] AEFES Erj2 Ui T Sjol SRR At Ui Ale Skkzo) ojalg Azteta
ok’ 59 3 £go= st
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S XI2I0] AIIAIZ|E OHMZEQL A0l WSO () OIXls ¥e: MU 542 SLRAS sp0=
V. &M Zut
1 ERe| gubd 54
22 399 364579 JAFEASHH Algol tigh HI=EN Avts AHEH 3 DI Zrh
<GE D SEAY AT FAHH S4(n=364)
T2 RIZ(F) H&(%) T2 Hl= () HI&(%)
amBA 180 495 F/O 52 14.3
°F dr 184 50.5 Concierge 16 44
. . Bell desk 24 6.6
20;]—29;] 125 34.3 Duty desk 9 05
A% 30;]—39 :l 114 313 BFL 10 97
40M1~49M] 92 253 Reservation 12 3.3
50M1~59A4 33 9.1 e 7 L9
a8 '
ALl 158 434 B FAG 14 3.8
xg T8 91 250 A g 97 2.6
B Aol 90 24.7 AAT 20 5.5
Tgol 25 6.9 ZAY 5 14
I1E 4 11 A2 71 195
eSS ARst £ 202 55.5 £ Aula 14 38
A= 49A et & 139 382 Z2A] 18 49
e £ 19 5.2 Ly 2 0.5
19 mgk 24 6.6
1~39 ojgt 62 17.0
s 3dol~5dngt 38 104 g Aok 24 6.6
Ag 5ol ~10¢ 0Tt 52 14.3 el A 340 93.4
10¢0)/d~15"m|qt 80 22.0
15% ol 108 29.7

g2 "7d0] 18078 (49.5%), o1/3°1 18478(50.5%) -2 01/d2] Hlgo] ot #A WrElten, %2 2041~29417} 1257
(34.3%), 30AI~39A17} 11478 (31.3%), 40MI~49A17F 927 (25.3%), 5041 o130l 33 (9.1%) o= UEtHth 29+ Aol
15878 (43.4%), 4 9178(25.0%), A1H1] 9078 (24.7%), Hgol/dol 257 (6.9%) 22 UEsth ag4des AEthetEio]
20278 (55.5%), 4'3A th&o] 1397 (38.2%) 2 93.7%7F tIECl/R] A= Uit & A8 2&d4+= 349 vlto] 867
(23.6%), 3'9~5'd nito] 3878(10.4%), 5'8~10% vITHo] 527 (14.3%), 10'9~15'A B|Rto] 8078 (22.0%), 15'd ol’d°] 10878
(29.7%) 2= Uit SRRMEE 257t 1233 (33.8%), AS5571 2317 (66.2%) 22 Ueston, 1&Ye|2e Ao
2]0] 2478(6.6%), “d7+2l°l 34078(93.4%) = LERKITE

2. 3eld qolRal Az

d

TAAHPE SHoke BSHLEY Folks B0 /37MEe] ed/de A5t flsto] &4 QRIEAS AAlsigion,
T A <G Dok At B Aol AR PZE (Dollard & Kang 2007; Hall et al, 2010)2] 471] sk9l7+3291(7
B AY 9 =8, AFFY e, 24 Ul AT, EAe] 22| Fojel Hol) g 7o) A W4 HIjHT=
siuke] B3E Jder Brisiolth & 471 Hesl shla/d a1 F7gslor & el AlEolu S eate] Fikel 48
£0] ARl o] s Zker Qg Aol i ARt BarAE o7 Aol thHE WSS A6k 71 FEF7](item
parcelling) & ARESIATHOIAIE - 74, 2016; o941 5 2004; Bagozzi & Heartheon, 1994).

(© 2021 Journal of Hospitality & Tourism Studies
109



DI QEHLOIY| DHMAAT 2021 H23H H22 (SH872)

<E 2> A 7ol HiF 1A 2JEA At

= 29 o EF99 ME HEEA

29 W A N Tagm R P mae zag
PSC1 - 72939 x¥ ¥ &4 1.000 - 761 - .00l

ARIAEAE psC2 - AlEA 77 E Q] 2418 1117 .075 792 14910  .001 890 804

FHAEE pSC3 - 2F U9 YrtarE 1.081 .068 .845 15851 .00l : '

PSC4 - Y &9 Fojeh o 1.275 .090 874 14178 .001
EMEl - 93} 3o FAlFoz A9 1.000 - .937 - 001
EME2 - E& 5§ 2hds] gxld 1.096 .031 .941 35.526 .00l

#7471 EME3 - QRE Q3 mdint fei7) Qx| 1.036 .029 .941 35.454 001 .938 798
EME4 - Aol Ad B4siA 2 .947 .047 767 20.334 .01
EME5 - To5ePd mifo) AEHAE HhS 1.048 .038 .87 27.415  .001
sg  VIGL - ARl 7hae vkl & 1.000 - 559 - .001
STovIG2 - W Aol ths ol Sl 1.231 110 .688 11.215  .001

A% o, DEDL - i3] J% uwf =gt 1.640 151 815 10.839  .001 934 563

¥o] T DED2 4o YRE uiglz 7SS 1.618 150 .804 10757  .001 : '

me  ABSL ARG Al HIHoR EUY 1.379 140 683 9813 .00l
=T OABS2 - AFSIA A% ) PES 1779 157 .903 11334 .00l
CWB1 - B304 ojZ=olt vk & 1.000 - 794 - 001
wiaiag  CWB2 - ERE S7WCR Al e 1.075 .088 858 19.048 001

s CWB3 - EEel BERE & 1182 088 944 21811 001 886  .725
B cwB4 - EEo BHont Reet w3t 1.223 .090 .939 21.665 .00l
CWB5 - &89 =A< sy &g .952 .094 .701 14581  .001
TON -T2 JAIM ZHEstL A 1.000 - .893 - 001

ojFoE  TOI2 - UL 270 Q= AR o]AG .930 .058 802 16,030  .001 .823 .631
TOI3 - M2 AR o|&g 7t .890 .067 673 13.377  .001

2* =676,007, df=217, p=.000, RMR=.050,
RMSEA=.076, GFI=.869, AGFI=.834, NF1=.904, CFI=.932, IFI=.932

Fo A AEm = (EERAT) W/ (@ERaT WP + FHeAY DY B F3U=@ERAT AT D) / (FEVNY
gl W) + 2 W)

T3t QRIFsIg QAHELN 71 .7 o]/de]
4% A% EgAo] e Ao Wrlelith(Bagozz & Vi, 1998). Fd-EARE
o] H-Z oush= AR, FAQRIo] thsh 11”7} AT 4 Qe Biel ar7lE

o ofl
re
-
rlI.
P
ﬂJIH
filo
re,
ik
o,
rr
)
:L)
i
m

T o= T BA=
LR, 1 271715 ool FASEEAS Z=thal st1em (Fornell & Larker, 1981), 3+ #& Q1561w A2t
FkoR Ak AgARlEE AE) Y ABHS SHSR: AR BEE Zlo] 7 01”01‘{1 AZEHIHE Z ZloR Wols
1

ofXItH(e]ekA - /AIE, 2007; Anderson & Gerbing, 1988). <3 2>of] LRt gt o] ER121EA 9] A
FHERITR & 4 ATHEEE, 2005).

A Qo] TRt AEAR] ARt vt R4 gk 27 =676.007(df =217, p=.000)& HERd 7hed|, GFI(869)7F
HIAE(90 oVhHE TFAIFIA Fstal o, AGFI=.834(>.80), RMR=.050(<.05), NFI=.904(>.90), CFI=.932
(>.90), IF1=.932(>.90) 5% A= A= AAAGE ABJstaL 3lof B Aol H4E 7o) #AE FA4ske ol A%t
ZAo= werETH(HEE, 2005).

S Busks W B A2 SR NS 719 Aol Ui JEeA auio

RSO 7 Qe 5 AR Al wte dRish, T At Rig Kol ThEERgAdo]

(© 2021 Journal of Hospitality & Tourism Studies
110



DY A0 AN QINZEQL A0 WSOAT0 0Kz SY: MSAILH 588 SEXAUS FAOZ

<E 3 WEHEG=EAN Fx}

2 Py 927 Hmae| e SEEH
AR A HHZE .894
Kdg | -.479(.229) .798
259 .569(.323) -.245(.060) .563
T TR E -.064(.004) .001(.001) -.259(.067) 725
o] 9= -.390(.152) .562(.315) -.200(.004) .066(.004) .631

F Y g9 FRENFEY () ABWA AT

<GE ol AN ZF FAQRNE Bt FAFRESAT S 2k ol838 xS Axt A Alwel 271(001~.323)7F
A Bdes AAE ZF AR QE Hyt 4SS FH(563~.894) Hrt A7) wiitol] B A Haeg 7ol ¥ elgAdo]
o 2

bl =2 fLE
ol Aoz BAHERITE B BAS N2 e WAHSETIe] Hols Uil AERA, WS 1t U Aus g
ek o] gl Zoltk

4. Alokwd Wt % M AF

B QoM 71 752 9fsl FRRPS BAg dijo] st 2), ARASE 27 =718.689, df=237, p=.000,
RMSEA =.075, RMR =.054(<.05), GFI=.865(>.90), AGFI=.830(>.80), NFI=.901(>.90), CFI=.931(>.90), IFI=.931
(>.90)2 RMR#HI GFIgte] HaAleE EA71A] Zskal glov, 1 9] BE Ayt dux|eE Aelstar glo] Zer]l
FEREEC] Ak 7|Es WHAT|AL Utk

<E HO| A Amyge] B 24 A3t 7749] 7P B gkl 2 ol o= R 4719] 7Hdo] AfEiE A 37Ke] 7Hd ol
714 JTHEEE, 2005). AR EA PUFETT A1 oo niAs JF7H AT A, AT (3] -8.356),
ARAo| (17} 7.264), C1A Q&= (tF -3176)7F Foldt A= UEht 7Md Hla, Hib, HldE AHE=|Q ot WHYAA s 5 (13)
-1.352)2 HIF2AQ] ZtE vt 7P Hice 714t 7d4ilo] 352zl njx|e JZARIME o412 &=(t7t 8.798)
= Foft 232 yeht 7 Hoce AEE|glon, 2722 (t3h .796) o Witk sl el 5 (t
LRt 7Hd H2a9t Hobe 714 %310

p

)

- 579)% HlRolHe) At

.567(7.264)

-.43(-8.356)

-.179(-3.176)

. o
...................................

-.085(-1.352)

— ROIF, > RIS %S

JJ2=718.689, df =237, p=.000, RMR=.054, GFI=.865 AGFI=.830,
RMSEA =.075, NFI=.901, CFI=.931, IFI=.931

1y 2 FRPPNRYEA A

(© 2021 Journal of Hospitality & Tourism Studies
111



=

<E p AA AFRYP med Hlt

(

2
A=
A=

717t

CR

xE

%

=%

R
A=A

=3t
BEAS
-.575

H| 3

RO

7t A

<01
<01
<17
<01
<42
<56
<01

-8.356

7.264
-1.352
-3.176

.069
.056
.041
072
.030
.030
.054

-.433
.567
-.085
=179
.044
-.036
.495

407
-.230

7|

.796
-.579
8.798

.024

A
.._—.NO
NH

H2a
H2b
H2c

7|

A
.._—.NO
NH

478

ool

—

A
HO
NH

& .006, oA9= 355

Gl

o]
H

3t

o

bt
o
J|
:
)

=2

| 2EZ]

OFA

F=

i

E
&

Il

AZ
B

]_

=Y
=

=

SEEK

g 24

ALS]
A RAO)E =o]3l(Afsharian et al,

HojZFa1 9lo](Dollard & Bakker, 2010),

p

R

e

0

=2

=

I

o= 7ol=
AJA]

E
=

taL lo] 7Hdol A=) o]
R0 9Jo] Idris et al (2014)9] L ZAxt

= O

°

q

A

AE A
2RloJL}

15

S
“

A

2]

Al
o
o]

A, A2l

J

A

3T

ojo| o] ol
o)

_]

OF%

3 7,

o
27 ¢

=]
Al
A=

o}

=
R
=

= A3

=
=

EOA| Aek. Yol ALE]

stom, =

AE
—=

2
i
=3
&a
100
@O

AR7F

T

AMA, A, A e

ke At

F

kel

A

y
R

}_

L
R

°

(2017)9

=

o o

“do]
o

o glo] 7}

2]

L
T

A
Liu et al (2020)2] A<k

T

k)
pl

=
HolE

I

RIS Qlo] 714do] 717 ol

=2

(Anasori et al. 2019), Alo] H]=Y

218 o Ajofzo] fol

ik
i
B
A

B

o

"

J)
—_—

(© 2021 Journal of Hospitality & Tourism Studies

AH]

R

Ha FHA o2 7w =R Ayt Bl

AR AEHAE AlBE

112



T HRA| AN A HNSEQ ZFAN0| BSAT0 OiXl= E: M2AU 6828 DRSS 8O

2 A70) ARPEE Thest Zek WA SR ANHORA B AT ASAY 587 Sdo AME B ey Aglo]
QAISH ARIARA BT} 24 Jen YEolEe] X JYUAZ BAstel Aele] A 27 el that
AAR10) S41H At 1w o] FAH AT thet A2k £ WAk AMskET AXEE 3 glom, B
el At T Al U 249 thgo] US| IHH PFAEE FBY 5 Yt WA Aol 7|0 Aoz
WoE = AFEY A sexge] ABNNE HEE Aol 7127t B B o), MH|A|e] ExpHos
AT 4 S BAE, A FPYS AT ST B A7 At aAEE AU Aol B AAA
ARozrd 2248 E_*'E;}E AL S718 FIeelRn, AR SAFES FR43 Ciiol nlee] Tkt o]

zelojgtn 1 $8A4L olds] Be WkE wa otk
eht ) W 2% Aelso) e AEIAEO] ofte] H7lelaL ol wie At ARl Fo)7) uhgel 247y
o) WA A3 e HioR 3 AR AHFE FHol S Holok & Zoltt

B 29 G2 HTE BT 9 e} DAURE A2 S Bl ALY AU AR, 53]
Al S AYSS WS AAEo] mEulo] Qo) olol that ZAXe) ABIAElA PAFES] 2HE 2ATHA)
3 ol ulg 525 JFE H2 W v o2k, ol 25 AT 225 uigel A B2} Hask

A, B AFEA 23 MBI HEES 14U o]HEg YRt 4% R4S HolRa girk webd tEAe)
wEZIOP A1910) ZRIoIA IEY MHIAZ B IASS FIBME PO THAL AT GAISH X1SHR o]
Fsloled, Liolh 23U5e] ololLt olaiong W e ZIRle] aAuelEEol 718 528 84 39l shfel]
whzol ofo] The AT ThalZE ThE Afgto] H]3) ﬁ Hoz mefelojof oIk

# Ao] @RS theat ek A, A ) 597 107 Bloll 2k nARA AYS ThgoR HRe Ngsigon
2 2 st 540 A Yol 485k Ao m}% 5 AR HBEES B A7 MERY SINE

Seo] Ay A o] BQ|7] agla ol EAIHS siAsw ALY kgo| o]zt YER}r| wiRolch
A, duri U3t APEY EQRRE ol w2 A2 A2 o] Ei o]F9] AR Ziehs Ao|7F A Aew
AtEEL 23 QoM 22U o]%9] AR PHFEC TRt YFARA 0]l & °4€L°1W Hebz]ojof g Aot}
AR, AR A=lde gEsly] sl Qg Edol tizt At 37840l e
oigt dZo] AR tVdAz stolg J3et £350l] 23E o] QIS HiAld 4= Gl7] wiol, loﬂ ﬂio& 13946& s o
9ol w2 =S 6}9'1@. :LEM AE A7t sy Z—i_'#e lel SHA] Fohe AaE et dE ARle] Azt e AR
2}

21 - TR - 8= (2017). 7 esol ARAaRS uiE WA 1dsisol nixle Gl eE A FGF FE G 36(1).
309-327.

H31(2019). AlEA QFzke] e I AAMA A wiAUS: 3A-A A oA MG oY 23 o0
43(1), 195-222.

AR (2020). AAFANSEA B, A37x A1 11]25 T2, 2020.06.09. Al

Hi® ™ (2005). LISREL 7-R¥A4A] mul_olsle} 28 ML A

OlAN - FERA] - FAHK(2004). AH]& 22T} 31749] ﬂﬂﬂﬂlﬂ AN RIE S B3]
£ FAoR FYee7~ 33(6), 1809-1845.

- AEH(2020). TE URA| TRt 22| B8 Eo] ARAEH A o] x| nlz|= FF: FAF AU 5AF =9

SHOR oEZFo 22(3), 110-122.

rir
%
3
r a)
=
rQ
-4
3l
1~
oM.
ot
b
O)'
1o
N
i)
g

o
S AR z
oA - A4A(2016). B He Azl olsiet S FFYHFIN: Y 35(2), 327-353
OfSHA] - YAIF(2007). FEWHA BP AT AMOS 60, HL: WA
KX

A8 - o 2(2020). TW M| YT, WA Pohdl, AR Y HANYE TR WA, THBFE 22(4), 72-83
AAH(2017). FHMAR] ARASt 2GRN AL I AN S1F TH AGRIAE FHOR P RE

(© 2021 Journal of Hospitality & Tourism Studies
113



Ol DALY SHEWLAT 2021 H23H M2 (SH872)

16(1), 5-28.
AA14(2019). Z2E] BEE=r) ShEFAPES AYUS ada ol mAle 9 2EHFIA 21(1), 94-114
I - AFH(2012). €= 2 AR o et vl AL POSRIFFEAEF 12(2). 82-110.
Afsharian, A, Zadow, A., Dollard, M. F., Dormann, C., & Ziaian, T.(2017). Should psychosocial safety climate theory be extended
to include climate strength? Jownal of Occupational Health Psychology, 23(4), 496-507.
Akgunduz, Y., & Sanli, S. G.(2017). The effect of employee advocacy and perceived organizational support on job embeddedness

e o
0
1o
2
o2
fo
ro
I

and turnover intention in hotels. Jowrnal of Hospitality and Tourism Management, 31(June), 118-125.

Akpinar, A. T, Tas, Y., & Okur, M. E.(2013). The effect of job satisfaction and emotional exhaustion on affective commitment
of emergency service employees. British Journal of Economics, Finance and Management Sciences, 7(2), 169-176.

Anasori, E., Bayighomog, S. W., & Tanova, C.(2019). Workplace bullying, psychological distress, resilience, mindfulness, and
emotional exhaustion. 7he Service Industries Journal 40(1-2), 65-89.

Anderson, J. C, & Gerbing, D. W.(1988). Structural equation modeling in practice: a review and recommended two—step approach.
Psychological Bulletin, 103(3), 411-423.

Babakus, E., Yavas, U, & Karatepe, O. M. (2008). The effects of job demands, job resources and intrinsic motivation on emotional
exhaustion and turnover intentions: a study in the Turkish hotel industry. International Journal of Hospitality & Tourism
Administration, 9(4), 384-404.

Bagozzi, R. P, & Yi, Y.(1998), On the evaluation of structural equation models. Jownal of the Academy of Marketing Science,
16(1), 74-94.

Bailey, T. S, Pignata, S., & Dollard, M. F.(2014). Programmes and interventions for psychosocial risk and worker well-being:
the psychosocial safety climate (PSC) framework In R J. Burke, & A. M Richardsen (Eds.), Corporate Wellness Programs:
Linking Employee and Organizational Health (pp. 101-119), Cheltenham, United Kingdom: Edward Elgar Publishing.

Bakker, A. B, & Demerouti, E.(2014). Job demands-resources theory. In P. Y. Chen, & C. L. Cooper (Eds.), Work and Wellbeing:
A Complete Reference Guide (pp. 37-64), Chichester, UK: Wiley-Blackwell.

Bakker, A. B, Demerouti, E., & Sanz—Vergel, A. 1(2014). Burnout and work engagement: the JD-R approach. 7he Annual
Review of Organizational Psychology and Organizational Behavior, 1(1), 389-411.

Bennett, R. J., & Robinson, S. L.(2000). Development of a measure of workplace deviance, Jownal of Applied Psychology, 85(3),
349-360.

Carbery, R, Garavan, T. N,, O’ Brien, F., & McDonnell, J.(2003). Predicting hotel managers’ turnover cognitions. Journal of
Managerial Psychology, 18(7), 649-679.

Choi, H M, Abuelkassem, A. A, & Kim W. G.(2019). Understanding hotel frontline employees’ emotional intelligence, emotional
labor, job stress, coping strategies and burnout. nternational Journal of Hospitality Management, 82(September), 199-208,

Cox, T., Randall, R, & Griffiths, A.(2002). Interventions to Control Stress at Work in Hospital Staff, Sudbury: HSE Books.

Cox, T., Griffiths, A., & Rial-Gonzilez, E.(2000). Research on work-related stress. European agency for safety & health at
work. Luxembourg: Office for Official Publications of the European Communities.

Cox, S. J, & Cheyne, A. J. T.(2000). Assessing safety culture in offshore environments. Safety Science, 34(1-3), 111-129.

Dane, E., & Brummel, B. J.(2014). Examining workplace mindfulness and its relations to job performance and turnover intention.
Human Relations, 67(1), 105-128,

Detert, J. R, Trevino, L. K, Burris, E. R, & Andiappan, M.(2007). Managerial modes of influence and counterproductivity
in organizations: a longitudinal business—unit-level investigation. Journal of Applied Psychology;, 92(4), 993-1005.

Dollard, M. F., & Kang, S.(2007). Psychosocial safety climate measure, Adelaide: Work & Stress Research Group, University
of South Australia.

Dollard, M. F., & Bakker, A. B.(2010). Psychosocial safety climate as a precursor to conducive work environments, psychological
health problems, and employee engagement. Jowrnal of Occupational and Organizational Psychology, 83(3), 579-599.

Flin, R, Mearns, K, O’ Connor, P., & Bryden, R (2000). Measuring safety climate: identifying the common features. Safety
Science, 34(1-3), 177-192.

Fornell, C., & Larcker. D. F.(1981). Evaluating structural equation models with unobservable variables and measurement error.
Journal of Marketing Research, 18(1), 39-50.

(© 2021 Journal of Hospitality & Tourism Studies
114



e

oL HRI0| AUINEN SHZEQ AHATIO0l BSOICO) DIXls Y MBI 553 SLx

o

Geisler, M., Berthelsen, H.,, & Muhonen, T.(2019). Retaining social workers: the role of quality of work and psychosocial safety
climate for work engagement, job satisfaction and organizational commitment, human service organizations. Management,
Leadership & Governance, 43(1), 1-15.

Ghayyur, M, & Jamal, W.(2012). Work-family conflicts: a case of employees” turnover intention. /nternational Journal of Social
Science and Humanity, 2(3), 168-174.

Green, D. E, Walkey, F. H, & Taylor, A. J. W.(1991). The three—factor structure of the Maslach Burnout Inventory: a multicultural,
multinational confirmatory study. Jowrnal of Social Behavior and Personality, 6(3), 453-472.

Griep, Y., Vantilborgh, T., & Jones, S. K (2020). The relationship between psychological contract breach and counterproductive
work behavior in social enterprises: do paid employees and volunteers differ? Economic and Industrial Democracy, 41(3),
727-745,

Gruys, M. L., & Sackett, P. R(2003). Investigating the dimensionality of counterproductive work behavior. /nternational Journal
of Selection and Assessment, 11(1), 30-42.

Hall, G. B, Dollard, M. F., & Coward, J.(2010). Psychosocial safety climate: development of the PSC-12. International Journal
of Stress Management. 17(4), 353-383.

Hasanati, N., Winarsunu, T., & Karina, V. D.(2017). The influence of interpersonal conflict on counterproductive work behaviour
mediated by job stress. Advances in Social Science Education and Humanities Research, 133, 276-282.

Idris, M. A, Dollard, M. F., & Yulita(2014). Psychosocial safety climate, emotional demands, burnout and depression: a longitudinal
multilevel study in the Malaysian private sector. Jowrnal of Occupational Health Psychology, 19(3), 1-12.

Idris, M A, Maureen, F. D.,, Coward, J, & Dormann, C.(2012). Psychosocial safety climate: conceptual distinctiveness
and effect on job demands and worker psychological health. Safety Science, 50(1), 19-28.

Kanten, S, & Sadullah, O.(2012). An empirical research on relationship quality of work life and work engagement. Procedia—Social
and Behavioral Sciences, 62, 360-366.

Karatepe, O. M., Beirami, E., Bouzari, M,, & Safavi, H P.(2014). Does work engagement mediate the effects of challenge stressors
on job outcomes? evidence from the hotel industry. International Journal of Hospitality Management. 36(January), 14-22.

Kahn, W. A.(1990). Psychological conditions of personal engagement and disengagement at work. Academy of Management
Journal, 33(4), 692-724.

Kim, W. G, Leong, J. K, & Lee, Y. K (2005). Effect of service orientation on job satisfaction, organizational commitment and
intention of leaving in a casual dining chain restaurant. /nfernational Journal of Hospitality Management, 24(2), 171-193,

Kristensen, T. S., Hannerz, H, Hogh, A., & Borg, V.(2005). The copenhagen psychosocial questionnaire a tool for the assessment
and improvement of the psychosocial work environment. Scandinavian Journal Work Environment Health, 31(6), 438-449,

Kuok, A. C. H, Teixeira, V., Forlin, C., Monteiro, E., & Correia, A.(2020). The effect of self—efficacy and role understanding
on teachers’ emotional exhaustion and work engagement in inclusive education in Macao (SAR). International Journal
of Disability, Development and Education, DOI: https://doi.org/10.1080/1034912X.2020.1808949.

Kwak, H., McNeeley., & Kim, S. H.(2018). Emotional labor, role characteristics, and police officer burnout in South Korea:
the mediating effect of emotional dissonance, Police Quartery; 21(2), 223-249,

Lam, T, Lo, A., & Chan, J.(2002). New employees turnover intentions and organizational commitment in the Hong Kong hotel
industry. Journal of Hospitality & Tourism Research, 26(3), 217-234.

Law, R, Dollard, M. F., Tuckey, M. R,, & Dormann, C.(2011). Psychosocial safety climate as a lead indicator of workplace
bullying and harassment, job resources, psychological health and employee engagement. Accident Analysis and Prevention,
43(5), 1782-1793.

Liy, C. E, Yuan, X, Hy, C, Liy, T,, Chen, Y., & He, W.(2020). Work-related identity discrepancy and counterproductive work
behavior: the role of emotional exhaustion and supervisor incivility. /nfernational Journal of Environmental Research and
Public Health, 17(16), 5747.

Maslach, C., Jackson, S. E., & Leiter, M. P.(1996). MBI Maslach Burnout Inventory. Sunnyvale, CA: CPP, Incorporated.

Maslach, C., & Jackson, S. E.(1981). Patterns of burnout among a national sample of public contact workers. Journal of Health
and Human Resources Administration, 7(2), 189-212.

Murphy, K. R (1993). Honesty in the Workplace Belmont, CA: Brooks/Cole.

(© 2021 Journal of Hospitality & Tourism Studies
115



IR OHAZOIY| SHULAT 2021 H23H M2 (SH872)

Mobley, W. H.(1982). Employee turnover, causes, consequences, and control, Addison-Wesley series on managing human
resources.

Perry, S. J, Witt, L. A, Penney, L. M,, & Atwater, L.(2010). The downside of goal-focused leadership: the role of personality
in subordinate exhaustion. Journal of Applied Psychology, 95(6), 1145-1153,

Robinson, S. L., & Bennett, R. J.(1995). A typology of deviant workplace behaviors: a multi-dimensional scaling study. Academy
of Management Journal, 38(2), 555-572.

Schiffinger, M, & Braun, S. M. (2020). The impact of social and temporal job demands and resources on emotional exhaustion
and turnover intention among flight attendants. Jowrnal of Human Resources in Hospitality & Tourism, 19(2), 196-219.

Schaufeli, W. B., & Bakker, A. B.(2004). Job demands, job resources, and their relationship with burnout and engagement:
a multi-sample study. Journal of Organizational Behavior, 25(3), 293-315.

Schaufeli, W. B, Salanova, M., Gonzales—Roma, V., & Bakker, A B.(2002). The measurement of engagement and burnout:
a two sample confirmatory factor analytic approach. Jownal of Happiness Studies, 3(1), 71-92.

Sims, W. J.(2007). Antecedents of labor turnover in Australian alpine resort. Jowrnal of Human Resources in Hospitality &
Tourism, 6(2), 1-26.

Spector, P. E, Fox, S, Penney, L. M,, Bruursema, K., Goh, A., & Kessler, S.(2006). The dimensionality of counterproductivity:
are all counterproductive behaviors created equal? Jowmnal of Vocational Behavior, 63(3), 446-460.

Spector, P. E., Fox, S., & Domagalski, T. A.(2006). Emotions, Violence and Counterproductive Work Behavior, Thousand Oaks,
CA: Sage.

Wen, B, Zhou, X, Hu, Y., & Zhang, X (2020). Role stress and turnover intention of front-line hotel employees: the roles of
burnout and service climate. Frontiers in psychology, 11(January), 36.

Westman, M., Hobfoll, S, E,, Chen, S, Davidson, O. B, & Laski, S.(2004). Organizational stress through the lens of conservation
of resources (COR) theory. In P. L. Perrewé & D. C. Ganster (Eds.), Exploring Interpersonal Dynamics: Research in
Occupational Stress and Well-being (pp. 167-220). Oxford, UK: Emerald Group Publishing,

Zhang, Y., Crant, M, & Weng, Q (2019). Role stressors and counterproductive work behavior: the role of negative affect
and proactive personality. /nfernational Journal of Selection and Assessment. 27(3), 267-279.

(© 2021 Journal of Hospitality & Tourism Studies
116



