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ABSTRACT

Counterproductive work behavior (CWB) is a significant concern in the hospitality
industry. This research aims to explore its relationship with role conflict and the mediating
role of emotional exhaustion. We surveyed 250 Taiwanese hospitality employees to provide
a comprehensive understanding. The study revealed a positive correlation between role
conflict and CWB, highlighting its impact on employees' job attitudes. Emotional
exhaustion mediated this relationship, amplifying the link between role conflict and CWB.
Perceived organizational support (POS) moderates these effects, suggesting strategies to
mitigate CWB in this sector. This study applied the quantitative method. Four scales were
included in the questionnaire and were delivered to the hospitality employees which were
the 8-item role conflict scale, the 5-item emotional exhaustion scale, the 8-item POS scale,
and the 10-item CWB scale. After testing the validity and reliability, it is able to analyze
these data through statistical processes including Pearson correlation and hierarchical
regression analysis, in order to check whether the five hypotheses applied in this study were
significantly supported or not. In conclusion, conclusions and recommendations were
provided to help the organization and employees; these findings contribute to understanding
and managing CWB in hospitality, emphasizing emotional exhaustion as a crucial mediator.

Keywords: role conflict, emotional exhaustion, counterproductive work

behavior, perceived organizational support
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CHAPTER I INTRODUCTION

Chapter 1 contains the background of this study, statement of problems, significance
of the study, questions and delimitations of the study, explanation of important words, and

limits are all included in this chapter.

Background of the Study

Hospitality is a broad definition, including private hospitality, hospitality in the social
interests, and commercial hospitality (King, 1995), and is closely related to peoples’ daily
life. Services provided by hospitality sectors are crucial to our lives, especially travel and
lodging. As for this research, we will only focus on commercial hospitality to make our
research more niche, specific, and accurate. The definition of commercial hospitality is that
they deliver meals, beverages, lodging and entertainment services to travelers and customers
in need for profit (King, 1995). In case, this study only states the hospitality industry instead
of the commercial hospitality industry from now on. Hospitality includes broad aspects, in
this research we just focus on the catering, hotel, and tourism industry in order to make our
outcome more precise and convergent. We heavily rely on the hospitality industry as we often
take their quality in services for granted. While most employees do not consider their job to
be softcore since competencies and qualifications in the hospitality industry are requirements
to keep on working in this industry (Kim et. al., 2011). Employees in the hospitality industry
should be equipped with various skills such as leading style, communication and negotiation
skills, conceptual-creative skills, and administrations (Kay & Russette, 2000). Furthermore,
the payment in Taiwan's hospitality industry is NTD§ 33,606, which is much lower than
NTD$ 43,570 (Ministry of Labor, 2022), which is the average monthly salary level in
Taiwan. With such heavy workload and a lower-average of payment, hospitality employees
easily encounter emotional exhaustion, and can lead to counterproductive work behavior

(Fox & Spector, 2006).



Counterproductive work behavior (CWB) is often caused by a combination of
individual characteristics, exhaustion issues caused by job-related stressors, as well as the
lack of organizational support. Role stressors (e.g., role conflict) can cause emotional
exhaustion and depletes an employee's emotional resources, which these variables all have
direct relationship toward CWB (Zhang et. al., 2019). For perceived injustice, a few scholars
have consistently found a link between perceived organizational injustice and CWBs (e.g.,
Cohen-Charash & Spector, 2001; Colquitt et al., 2001). Lastly, laborers with high big five
personality levels are less likely to engage in events that could be harmful to their colleagues
and organization. This is because they tend to attribute outcomes to their own actions and
responsibilities (Raman et. al., 2016). To alleviate this serious situation, providing support
and delivering an inspiring and healthy leadership style can help mitigate CWB (Hu et. al.,
2017; Jin et. al., 2022).

When there is an issue between role conflict and average wages, emotional
exhaustion frequently arises, often resulting in counterproductive work behavior (CWB).
Employees have several accessible and cost-free methods to cause harm to their organization.
For example, social media expands the scope of CWB, allowing employees to damage the
organization from the comfort of their own homes using personal computers or from
anywhere with a mobile device and wireless signal. These factors reveal the urgency for
organizations to address CWB issues promptly. (Klotz & Buckley, 2013).

Role conflict is one of the elements of role stressors; employees who are considered
to have role conflict problems often have an unfriendly relationship with supervisors, and
lower communication frequency can be easily observed. The lack of communication
gradually leads to the decrease of their own effectiveness, which may cause a negative cycle
for the vertical relationship with supervisor and subordinates (Kahn et al., 1964).
Furthermore, employees are very likely to face role conflict since their working environment

always emphasizes the importance of cooperation, obedience, and accuracy (Hong et al.,
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2013; Yang et al., 2010). To summarize, higher role conflict leads to the decline of employee
performance efficiency, while emotional exhaustion increases simultaneously, leading to
greater CWB.

Relevant studies revealed both positive (Zhao et al., 2018) and negative (LePine et al.,
2005) correlations between role conflict and counterproductive work behavior (CWB). Such
inconsistent results among these prior studies indicate that a moderating or mediating role
should be added to understand the relationship between the two and to fill up the research
gap. Based on what we discussed above, the study can be separated into two main goals. The
first examines connections between the independent and dependent variables. Later on, test
perceived organizational support as well as emotional exhaustion to observe moderating and
mediating effects on this framework. The reason why role conflict is chosen as one of the key
variables is because it is said to be positively correlated toward emotional exhaustion within
hospitality workers (Darvishmotevali et al., 2017) and a high level emotional exhaustion may
result in the inclination of CWB (Bolton et. al., 2012; Lebron et. al., 2018).

Even though some researchers already examined reasons behind the CWB among the
hospitality industry (Akram & Akram, 2019; Raman et. al., 2016), few studies pay attention
to how role conflict directly affects CWB among the hospitality industry. Furthermore,
researchers also examined how emotional exhaustion plays as the mediator within role
conflict and CWB as well as the moderating effect of POS within role conflict and emotional
exhaustion. This study intends to address these two research gaps in the literature.

Emotional exhaustion, adapted from the Maslach burnout inventory, is considered as
the mediator of this research. It is often considered as a key factor in evaluating
counterproductive work behavior and plays as one of the key roles in the three-dimension
burnout inventory, describing emotionally overwhelmed and drained by routine work. It
encompasses the deterioration of their emotions, concerns, trust, interest, and enthusiasm,

leading to a significant decline in their overall well-being (Maslach, 1982).
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The primary goal of the research is providing valuable insights which can empower
companies within the hospitality industry to comprehensively comprehend and address the
multitude of factors contributing to elevated CWB rates. By revealing the complicated
relationships among variables through careful and detailed observation on the hospitality
industry, this research aspires to furnish organizations with a thorough understanding.
Equipped with this knowledge, companies can proactively design and implement
employee-centric policies and establish transparent job roles. The ultimate goal is the decline
of CWB among employees, fostering a more conducive and supportive work environment
that not only retains talent but also enhances overall organizational effectiveness.

Take me as an example. I used to suffer from multitasking within the organizational
framework, which is an emotionally exhaustive 1-year journey. As a frontline employee in
the hospitality industry, I encountered numerous instances of role conflict that eventually led
to counterproductive work behavior (CWB). The constant juggling of conflicting demands
from management, guests, and coworkers created a stressful work environment that was
difficult to navigate. Despite my best efforts to meet these demands, the lack of clear
guidelines and support often overwhelmed and frustrated me. This persistent role conflict
gradually took a toll on my emotional well-being, leading to significant emotional
exhaustion. Without sufficient perceived organizational support (POS) to help mitigate these
stressors, I found myself resorting to behaviors that I knew were detrimental to the
organization, such as procrastinating on tasks, avoiding demanding customers, and
occasionally making errors deliberately to cope with the mounting pressure. This experience
highlighted the critical need for organizations to provide clear role definitions, adequate
support systems, and resources to help employees manage stress and prevent the negative

spiral into CWB.



Statements of Problems

In the hospitality industry, it is quite often to be under a high stress level of work due
to direct interactions with customers, demanding work environments, and often vague role
expectations. This exposure can lead to role conflict, where employees face incompatible
demands and expectations from different stakeholders, resulting in significant stress on their
mental and emotional well-being. Role conflict is considered a critical job requirement and
results in emotional exhaustion, which indicates feeling emotionally drained and depleted
(Karatepe & Karatepe, 2009).

In turn, emotional exhaustion is a significant predictor of CWB, implying those
behaviors that can harm the organization and its members. CWB can range from minor acts
of resistance or neglect to more severe acts such as theft or abuse. Not only do these
behaviors harm organizational efficiency and productivity, they also worsen workplace
morale and employee relations (Bruk-Lee & Spector, 20006).

Although extensive studies have been conducted on what causes CWB, little research
has focused specifically on the hospitality industry because of its unique working conditions.
Furthermore, perceived organizational support (POS) as the moderator and emotional
exhaustion as a mediator in this relationship will also be explored.

In order to narrow down the research gap in this study, role conflict and CWB are
considered to be directly correlated. After this, this study suggested that providing support
and sufficient job resources can also alleviate the negative effects caused by role conflict and
emotional exhaustion. For instance, deliver organizational support (e.g., coworker support,
supervisor support) to employees in order to make them feel involved and needed
(Eisenberger et. al. 1986); decrease emotional exhaustion through providing sufficient job
resources (e.g. training program, team building) for employees’ work-oriented needs, in order
to train them to deal with stressful working situations (Wallace & Coughlan, 2023).

Therefore, high focus on the direct correlation of role conflict on CWB is the first and the
5



most important step in solving this situation encountered by the hospitality industry.
Purpose of the Study

The goal of this study is to investigate the complex link within role conflict and CWB
in frontline hospitality sector employees' as well as the negative outcomes toward
organizations. The study specifically attempts to elucidate the mediating function of
emotional exhaustion and the moderating impact of POS in this dynamic interaction. By
conducting this inquiry, the research aims to get a comprehensive comprehension of the ways
in which role conflict appears in frontline workers in hospitality environments and how it
consequently affects their involvement in community work. Through an examination of the
potential buffer influence of POS on the correlation within role conflict and CWB, this study
seeks to illuminate the organizational processes that might either intensify or lessen
workplace stresses. Additionally, the study endeavors to unravel the underlying psychological
processes by exploring how emotional exhaustion, induced by role conflict, serves as a
mediating factor in the pathway to CWB. In doing so, the research not only contributes to
theoretical advancements in organizational behavior literature but also offers practical
insights for hospitality organizations aiming to cultivate a supportive work environment and
curb detrimental workplace behaviors among their frontline workforce. Through a
comprehensive exploration of these factors, the study aspires to provide actionable
recommendations for organizational leaders and managers to foster employee well-being and
make the organization climate in this industry healthier and more vigorous.

Questions of the Study

Based on the objectives of this study, four research questions have been formulated to
understand the relationship between role conflict, CWB, emotional exhaustion, and POS:
e How does role conflict affect CWB?

e Does emotional exhaustion play the mediator between role conflict and CWB in this



study?

e Does emotional exhaustion have a significant contribution toward CWB?

e How does the organization provide support to alleviate emotional exhaustion caused
by role conflict?

Significance of the Study

This research has important implications for academics and real workplaces. In the
hospitality industry, especially for frontline workers, providing resources that can satisfy their
needs is a topic that is not negligible. This study adds significant insights to the body of
literature by examining the relationship between role conflict, CWB, POS, and emotional
exhaustion among frontline laborers.

Firstly, the study addresses a critical gap in research by focusing specifically on
frontline employees within the hospitality industry. This population is particularly vulnerable
to the adverse effects of role conflict and emotional exhaustion due to the nature of their
work, which involves constant interaction with customers, demanding work environments,
and often ambiguous role expectations. By revealing the mechanisms through which these
factors influence CWB, the study provides detailed statements on the challenges faced by
frontline employees and offers possible key takeaways for organizational leaders and
managers. Furthermore, the investigation through POS and emotional exhaustion adds depth
to our recognition of how organizational and psychological factors can mitigate or exacerbate
the relationship among role conflict and CWB. This knowledge is invaluable to cultivate a
supportive working environment and implement targeted interventions to reduce CWB and
enhance employee well-being.

In order to make this study more useful and applicable for managers and staff, as well
as the organization, to comprehend and identify these circumstances, the results provide
concrete advantages for hospitality organizations looking to enhance worker happiness,

output, and overall performance. Organizations are able to form a healthier and more organic
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work atmosphere, which leads to increased employee engagement, reduced workplace
violence, and ultimately greater success in a highly competitive industry by realizing the
importance of addressing role conflict, fostering POS, and managing emotional exhaustion
among frontline employees.

To sum up, this research contributes to both theoretical advancements and practical
implications, venturing through the complex dynamics of role conflict, CWB, and frontline
employees’ well-being within the hospitality industry, ultimately paving the way for more
effective strategies for organizational management and human resource development.

Delimitations of the Study

This study preferentially aims on frontline staff within the hospitality industry to
investigate the correlation within role conflict and CWB, with a particular emphasis on the
moderator POS as well as the mediator of emotional exhaustion. The scope is deliberately
confined to this industry due to its unique work conditions and the high levels of
interpersonal interaction and role ambiguity that frontline employees often encounter. By
narrowing the focus to this specific group, this study hopes to be able to thoroughly
understand these issues and provide applicable and appropriate solutions.

Additionally, the research is geographically limited to hospitality organizations within
a specific region or country to ensure consistency in cultural and organizational practices.
This regional focus allows for a more controlled examination of the variables and their
interactions. The study also excludes other potential mediators and moderators, such as
individual personality traits or other organizational factors, to maintain a clear focus on role
conflict, CWB, POS, and emotional exhaustion. This deliberate narrowing of scope is
intended to provide a more precise and manageable framework for understanding the
correlations between key variables. This study applied the quantitative method. However,
evaluating the actual situation simply through designed measurements may not be

comprehensive enough. A mixed-methods analysis can be applied in future studies. By
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involving the original quantitative method combined with a qualitative method, participants
can have a clearer recognition of this topic and may be able to deliver a more specific

statement on what’s currently happening and what to do to overcome these challenges.

Definition of Key Terms

Role Conflict

Role conflict was defined by Rizzo et al. (1970). It is a phenomenon observed in
organizational settings where individuals encounter conflicting demands or pressures
stemming from the diverse roles they fulfill within the organizational structure. This
complexity often leads to tension and uncertainty as individuals struggle to balance and
prioritize their responsibilities. Role conflict arises as they navigate competing demands,
requiring careful negotiation and strategic decision-making. Highlighting the detailed nature
of organizational roles, individuals should manage their own work obligations while keeping
balance with their work and life even competing with pressures (Guest, 2002).

Counterproductive Work Behavior

CWB was defined by Spector and Fox (2005). CWB includes a wide range of
behaviors aimed at undermining organizational goals and harming its members. These
behaviors can vary from the organizational aspect to the personal aspect, such as
intentionally ignoring instructions or performing tasks incorrectly as well as telling people
outside the company that this place is not suitable for work. Additionally, CWB may be
displayed through behaviors like spreading rumors or engaging in gossip, which can erode
morale and trust within the organization. Understanding the diverse nature of CWB is crucial
for implementing effective strategies to mitigate its occurrence and minimize its impact on
organizational performance (Fox et al., 2001).

Emotional Exhaustion

In this study, Maslach (1982) and Jackson (1981) defined emotional exhaustion. It is



a complex phenomenon involved with employees' overwhelming fatigue and erosion of
positive emotions in the workplace. Including not only the depletion of emotional resources
but also tiredness, irritability, and a general feeling of exhaustion. These demonstrations of
emotional exhaustion contribute to a decline in organizational overall well-being, impacting
both individual employees as well as the organization. Furthermore, it is proved that
organizations that want to develop employee resilience and create a supportive work
environment must recognize the complex nature of emotional exhaustion and provide

employees with the resources needed for their daily work (Bakker & de Vries, 2021).
Perceived Organizational Support

POS was defined by Eisenberger et. al. (1986). Following the definition, it measures
how much employees feel appreciated by their organization. It reflects employees' opinions
on how well the company meets their needs, values their work, and takes good care about
their well-being. Research shows that higher POS is linked to improved psychological
well-being, stronger organizational commitment, and higher job satisfaction. Importantly,
studies reveal that higher POS is negatively correlated with emotional exhaustion, indicating
that supportive organizations help reduce burnout. This underscores the importance of
fostering a welcoming workplace environment that promotes resilience and engagement

(Eisenberger et. al., 1986; Rhoades & Eisenberger, 2002).
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CHAPTER II LITERATURE REVIEW

The aim of this chapter is to provide literature support and theoretical endorsement
toward my research topic in order to make sure what I’ve done has high validity and
reliability.

Job Demand-Resource Model

The JD-R model is a framework for understanding occupational motivation and
stress, linking job characteristics to employee engagement and emotional exhaustion. It offers
insights into how these factors influence both extra-role and in-role performance of
employees (Bakker et. al., 2004; Demerouti et al., 2001 a).

The Job Demands-Resources (JD-R) model can be utilized to explain more about the
balance between job demands and resources. The JD-R model suggests that employee
well-being is influenced by different workplace factors, which can be categorized into two
main dimensions (Bakker et al., 2003 b, c; Bakker & Demerouti, 2007; Demerouti et al.,
2001 a, b).

Job demands include physical, social, or organizational dimensions of work that result
in continuing body and mental exhaustion, which can strain employees and contribute to
feelings of stress and emotional exhaustion, leading to CWB or other negative outcomes. Job
resources indicate elements of work that alleviate demands, encouraging the accomplishment
of work-related objectives or focus on personal growth, learning, and development, which
plays a vital role in improving employee well-being and fostering positive work outcomes
(Bakker & Demerouti, 2007).

Conversely, an unstructured job design, long-term job demands, along with
insufficient job resources, adversely impact employees' mental and physical resources. This
can result in both direct and indirect effects on emotional exhaustion and other health-related

issues (Demerouti et al., 2000, 2001a, b; Leiter, 1993).

11


https://doi.org/10.1037/0021-9010.86.3.499

Furthermore, the JD-R model also explains how frontline hospitality employees
facing role conflict and emotional exhaustion are affected by the balance between job
demands and job resources. Role conflict is a typical problem caused by overwhelming job
demands. This high demand can cause emotional dissonance and gradually lead to emotional
exhaustion, especially when employees must manage continuous customer interactions and
display positive emotions despite stress (Karatepe, 2011). In this case, the JD-R model posits
that when job demands surpass available resources, providing helpful organizational support
and giving clear clarification on job roles, observed emotional exhaustion will be alleviated,
and the possibility of encountering employees’ CWB issues can also decrease, indicating less
losses toward the organization (Eisenberger et. al., 1997; Everton et. al., 2007). In conclusion,
adequate resources can mitigate negative effects caused by high-level job demand,
highlighting the need for sufficient resources (e.g., organizational support) in the hospitality
industry to enhance employee well-being and performance.

Conservation of Resources Theory

To reinforce the JD-R model and to put this study into a more detailed investigation,
the conservation of resources (COR) theory is applied. The COR theory, developed by
Hobfoll (1989), is a psychological theory widely used in investigating organizational
behavior and human resources management. As stated by Hobfoll (2001), people work hard
to acquire, keep, safeguard, and nurture the elements they value, as well as fail to gain
sufficient resources after significant effort, which are key factors that closely cope with COR
theory. Here, the word ‘elements’ refers to resources, encompassing personal attributes,
items, circumstances, and energies (Hobfoll, 2001). Key resources include tangible assets
like money, personal traits such as self-esteem, social conditions like stable employment, and
energies including time and knowledge. Various factors can lead to COR issues, including
conflicts, emotional exhaustion, insufficient support from supervisors, lack of autonomy, and

poor work-life balance. Employees may feel anxious if they perceive a risk of losing crucial
12



resources in their workplace (Hobfoll, 2011).

As a result, when an individual contributes all their energy and resources at work,
fewer resources remain available for their family and themselves, whether at work or not
(Hobfoll, 1989). Depletions can often be seen. Individuals contending with role conflict
commonly undergo emotional exhaustion, which can lead to CWBs, which is described in the
next paragraph.

For hospitality organizations, aligning with the COR theory, frontline service
employees may encounter resource depletion issues. For instance, when frontline service
employees face customer abuse, they focus their mental efforts on protecting the limited
resources they have, leaving less for other activities like family and friends. This ongoing
depletion persists until they can recover on their own (Yang et. al., 2020). If the organization
did not provide organizational support in order to decrease the pressure and negative
emotions encountered by employees, the more exhausted frontline employees can get,
gradually leading to counterproductive work behavior in order to conserve what they have
(Wallace & Coughlan, 2023). COR theory is vital for organizations to prevent emotional
exhaustion and CWBs by focusing on protecting and providing additional resources for
employees, such as time, energy, and social support from the organization, coworkers, or
supervisors.

Furthermore, it is important to avoid factors that can lead to unhealthy workplace
environments (e.g., harassment, bullying), in order to minimize resources depleted from
employees. By providing useful organizational support and maintaining healthy workplace
environments, resource depletion problems can be alleviated. Furthermore, employees may
feel more involved and contribute a higher production power to the organization (Rasool et.
al., 2021).

After providing employees with a healthy working environment, delivering practical

training programs can be useful for employees to be equipped with knowledge they need
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during work. Tailor-made training programs based on employees’ personality can be a useful
resource to reduce emotional exhaustion as well as CWBs from happening (Eschleman et. al.,

2015).

Role Conflict

Role conflict arises from conflicting expectations placed on individuals (Rizzo et al.,
1970). The researchers, Rizzo et al. (1970), conducted the development and testing of role
conflict, demonstrating its factorial identifiability and independence. According to role
theory, individuals may experience where fulfilling the obligations of one role may hinder the
fulfillment of the other. In essence, it involves a struggle to reconcile conflicting
expectations, creating stress and challenges in managing diverse roles simultaneously. When
employees encounter role conflict, they will start to realize that those efforts they have
contributed are unrelated or even negatively-related toward certain demands by their working
partners. Role conflict is later on divided into intra-role, inter-role conflict (Jawahar et al.,
2007; Miles & Perreault, 1976). When employees are having problems completing assigned
tasks successfully is called intra-role conflict, defined as overloading, which is related to an
individual’s capability, is involved in this term as well. On the contrary, inter-role conflict
may happen when increased demands or expectations are given to certain roles, while the
role performer considers themselves not capable enough to meet newly assigned
requirements. In this study, the integrated effect of these two role conflict dimensions was
studied.

Aligning with Rizzo et al. (1970), role conflict suggests that roles demanded in
workplaces are not really compatible with the role of other non-work occasions, the more a
person works, the more difficult for them to differentiate different roles in different scenarios
(Greenhaus & Beutell, 1985; Kahn et. al, 1964). Competing between time and loyalty and the
compatibility of expectation on specific roles are factors that heavily affects on the conflict

level, which aims on gaining multiple commitment (Wiley, 1987). Past researchers identified
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that the reason why it is challenging to match all these designed roles may be caused by
several key reasons i.e., the time devoted to specific role which is known as time-based
conflict, stress experiences by such role which is known as strain-based conflict (Kinman &
Jones, 2008), and mandated role behavior (Greenhaus & Beutell, 1985).

Role conflict is one of the hindrance factors within the integrated role stressor model
(Dawson et al., 2016), According to Chen and Spector (1992), a relevant research combined
organizational restraints with measurements of stresses (such role conflict). Significant
connections were found between all stressors and hostility, indicating that a rise in role
conflict may cause CWB to rise. Put in another way, because role conflict creates
complicated demands that deplete employees' resources, emotional exhaustion is a common
occurrence, especially for frontline employees who engage in emotionally taxing activities
and frequent surface acting. This exhaustion eventually leads to CWB, such as letting go of
precious time or holding back their effort, as employees attempt to conserve their limited
resources. (Lubbadeh & Asvényi, Z.,2021, Zhao et. al., 2018).

Quite a few findings can be found that the warm support from family (French et, al,
2018), from the organization which includes coworker, and supervisor support (Mayo et. al,
2012) are probable ways to prevent or reduce role conflict. Furthermore, the low pay and
extreme high efforts contributed by hospitality industry employees also affect the employee’s
role conflict (Willis et. al, 2008), which is in the term of effort-reward imbalance (ERI), and
so does the working environment of the hospitality industry (Ross & Boles ,1994). To
summarize, employees can be highly stressful if hindrance and challenge factors (role
ambiguity and role conflict) are at a higher level (Ram et al., 2011).

Counterproductive Work Behavior

Counterproductive work behavior, indicating activities meant to do harm to
organizations and the people who belong to them. These behaviors can range from overt acts

like aggression and theft to subtler actions, such as deliberately ignoring instructions or
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performing tasks incorrectly (Fox et. al., 2001). CWB is characterized by intentional actions
meant to cause harm or resulting in harm through deliberate activities. Unintentional poor
performance isn’t considered CWB because the employee didn’t intend to perform poorly.
Actions are not classified as CWB if there is no intention to cause harm and no harm occurs
to the organization. For example, workplace accidents that happen despite following safety
procedures are not CWB. However, if employees intentionally ignore safety rules and cause
harm, it is considered CWB. Any behavior intended to cause harm also falls under CWB
(Spector & Fox, 2005).

According to Bruk-Lee and Spector (2006), their study on CWB proved that
employees who are having conflicts with coworkers tended to lead to counterproductive work
behaviors-personal issues (CWB-P), such as insulting or harassing co-workers, spreading
hurtful rumors, deliberately embarrassing co-workers, displaying hostility toward others at
work, and hindering the work efforts of others. On the other hand, CWB directed at the
organization (CWB-0) were more likely to arise from conflicts with supervisors, intentional
damage to property, theft of company property, waste of work time, unauthorized absence
from work and intentional delay in work (Bruk-lee & Spector, 2006). Not only can these
behaviors disrupt workflow and reduce productivity, but they can also create a hostile work
environment, demoralize employees, and lead to a toxic organizational culture. Furthermore,
encountering CWB issues can be time-consuming for organizations to solve, which may
decrease operating revenue as well as increase unnecessary costs (Penney & Spector, 2005;
Spector et al., 2006). CWB can be divided in various forms and levels of intensity, yet
individuals may exhibit one dimension of CWB while combined with other forms of CWB
simultaneously. However, this research studies the general scope of CWB and provides
practical recommendations for employees as well as the organization to learn and to
implement, indicating CWB is analyzed as one variable instead of dividing it into two or

more.In the context of workplace dynamics, role conflict and emotional exhaustion show
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high relevance toward CWB. Placing unreasonable role stress (e.g., role conflict) on
employees but without the buffer effect of adequate job resources can lead to stress and
confusion (Balducci et. al., 2011). When employees experience role conflict, the resulting
negative affectivity, such as emotional exhaustion, may lead them to engage in CWB as a
way to show their dissatisfaction with lack of work resources (Zhang et. al., 2019). This
behavior harms not only their own performance, but also the whole team as well as the
organization. Role conflict can later on lead to emotional exhaustion. Leaving employees
feeling burned out, overwhelmed, and unable to effectively manage their workload.

Emotional exhaustion, associated with role conflict can also increase the probability
to induce CWB. Aligning with conservation of resources theory, employees are possibly
lacking job resources to cope constructively with the work environment or are striving to
preserve their valued resources due to high role stress, their likelihood to experience negative
emotions becomes higher (Hobfoll et. al., 2003). Moreover, it's reasonable to assume they
will attribute the causes of their stress more to organizational factors rather than personal
ones. Consequently, their responses will likely be more hostile toward their organizations
(Makhdoom et al., 2017). As the exhaustion issue becomes more serious due to the reasons
stated above, it can easily lead to CWB.

To sum up, CWB significantly impacts organizational effectiveness and employee
well-being. Understanding CWB, which includes harmful actions directed at the organization
and its members, is crucial for fostering a healthy work environment. The connection
between emotional exhaustion and role conflict emphasizes how crucial it is to control
workplace pressures. As A result of incompatible demands placed on employees, role conflict
frequently results in emotional exhaustion, defined by a continuous depletion of both the
body and the mind (Zhang et al., 2019).

Later on, employees who are tortured by emotional exhaustion may lack the necessary

resources to evaluate and regulate their actions to meet the demands of the organization,
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resulting in CWB (Zhang et al., 2016). To solve this situation, the organization can undergo
certain strategies (e.g., leader-member-exchange, POS) while employees may try to enhance
their emotional intelligence level to continue competing in this high-tense working industry

(Lebrén et al., 2018; Palmer et al., 2017; Ugwu et al., 2017; Zhang et al., 2016).
Relationships among Variables

To examine the interrelationship within variables in this practical study, this study
aims to unravel the relationships existing among them. Through rigorous analysis and
exploration, this research seeks to give an explanation of the close connections, providing
insight into how changes in one variable affect other variables and help study the overall
dynamics of the context.

Role Conflict and Counterproductive Work Behavior

Previous findings have already studied role conflict in various industries such as
hospitality, nursing, and finance (Abrahamson et al.,2009; Ahmed & Taylor, 2009; Raub et
al., 2021; for this study, some scholars suggest that role conflict is positively correlated with
counterproductive work behavior (Balducci et al., 2011, Spector & Fox, 2005). Not only the
CWB, but role conflict can also lead to other negative outcomes (e.g., turnover intention),
which can affect organizational performance (Alsam et al., 2013).

In the light of the JD-R model, when employees experience role conflict but without
sufficient job resources, they often will show a lower performance and produce lower
outcome to prevent further resource depletion. CWB is one such set of coping behaviors that
employees use to express negative emotion to the organization. JD-R model posits that job
demands as well as resources influence two distinct processes (Bakker & Demerouti, 2007).

Role conflict, a key job demand, triggers harmful stress, leading to emotional
exhaustion. When facing conflicting expectations, they expend mental and emotional

resources to reconcile these demands, resulting in higher stress and chronic exhaustion. CWB
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reflects the frustrations and obstacles encountered in such environments. This includes
high-level role conflict as well as other barriers that contribute to the development of CWB
(Spector & Fox, 2005). In fact, scholars suggest that under the situation of unsuitable JD-R
model manipulation, as role conflict increases, CWB will surely increase (Balducci et al.,
2011, Zhao et al., 2018).

Frontline employees in the hospitality industry often face role conflict, balancing
customer satisfaction with following rules and handling unexpected situations. For instance,
they may need to make customers happy while adhering to strict guidelines, receiving
conflicting instructions from managers and customers. These demands can cause stress and
fatigue, leading some employees to act counterproductively, such as skipping work or
performing poorly.

In case to support employees, psychological resources can be applied to enable these
employees to more effectively achieve their personal and professional goals by helping them
overcome challenges and stay focused. These mental assets enhance individual performance
and contribute to organizational success. (Kammeyer-Mueller et. al., 2016).

However, if these employees are able to overcome the conditions outlined in
Hypothesis 1, a different theoretical framework comes into play, according to LePine et al.
(2005), as a challenging component among stressors, role conflict may encourage better
performance levels and a greater sense of responsibility over one's job to decrease the
possibility of indulging in CWB. This intriguing perspective boosts further academic
exploration by future researchers. According to the statement above, the hypothesis is
developed:

HI: Role conflict is related to CWB.

Role Conflict and Emotional Exhaustion

The insights gleaned from the research conducted by Karatepe and Uludag (2008)

demonstrate complex influences of role conflict among frontline employees. The insight that
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role conflict can increase emotional exhaustion is quite intuitive and also resonating with, and
amplifying also resonates with and amplifies previous empirical findings (Babakus et al.,
1999; Hsieh & Hsieh, 2003). These cumulative findings validate the robustness of the
observed relationships and extend the discussion scope toward the realm of organizational
psychology.

This research shows that emotional exhaustion among frontline hospitality employees
is mainly due to the depletion of essential resources like time and energy, often resulting from
role conflicts. Recognizing these stressors highlights the need for targeted organizational
interventions, such as clearer role definitions and better support systems, to mitigate their
impact and enhance employee well-being and performance.

Aligning with the COR theory, Lee and Ashforth (1996) proved that the situation has
often happened within human service providers such as teachers, nurses, counselors, police
officers, and social workers. Furthermore, the significant positive correlation between role
conflict and emotional exhaustion in the manufacturing and service sectors in Taiwan has
been proved by as well as Hsieh and Hsieh (2003). In recent years, Piko (2006) extended
these findings to healthcare employees, reporting similar impacts of role conflict on
emotional exhaustion within the specific occupational context. To improve and to prevent
employees from constant emotional exhaustion, the support from the supervisor, and
organization will be very important (Karatepe, 2010). To go through further analysis,
Hypothesis 2 is proposed:

H?2: Role conflict is related to emotional exhaustion.

Emotional Exhaustion and Counterproductive Work Behavior

Exhaustion can result in counterproductive work behavior (CWB), encompassing
various intentional actions that harm an organization or its members. The connection between
emotional exhaustion and CWB can be understood through the COR theory, which posits that

employees aim to acquire, retain, and safeguard resources (Hobfoll, 2001). When resources
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are depleted, leading to emotional exhaustion, individuals may apply CWB as a means of
coping or compensating for their loss (Bolton et al., 2012).

Emotionally exhausted people have a higher tendency to act in ways that are
unfavorable to the company. Aligning with the COR theory (Hobfoll, 1989),
counterproductive work behavior (CWB) may result from employees fighting hard to
conserve their organizational resources and becoming emotionally exhausted. Furthermore,
Bolton et al. (2012) suggested that workers engage in CWB to safeguard and preserve their
resources in reaction to the depletion of resources brought on by emotional exhaustion. When
experiencing emotional exhaustion, resources are drained, limiting the ability to meet job
demands. They may engage in CWB to conserve energy and manage stress, even though this
can harm organizational goals and productivity. To further support this concept, another
finding by Banks et al. (2012) also highlights the importance of addressing emotional
exhaustion in the workplace. In order to prevent the occurrence of CWB, a healthier, more
productive work environment should be found or provided. Without a healthy work
environment and other helpful job resources, emotionally exhausted employees tend to
exhibit CWB more frequently and drastically. CWB frequently occurs in the hospitality
industry. Frontline service employees and others in high-emotion roles must conserve their
limited resources to manage the demanding nature of their jobs. Emotionally exhaustive
issues usually happen when not equipped with adequate job resources, such as cognitive
abilities, to effectively monitor, evaluate, and regulate their behavior (Berkowitz, 1989).
Combining these stressors with role conflict and insufficient job resources can exacerbate the
likelihood of CWB. Therefore, hospitality organizations must recognize and address the
factors contributing to CWB. Ensuring that job resources are adequate can guarantee that
employees have the equipment and assistance they need to do their jobs efficiently. For
instance, offering extensive support and training sessions equips employees with skills to

handle stressful situations more efficiently. Additionally, fostering a positive environment for
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work which encourages open communication and makes employees feel valued can
significantly reduce stress and boost morale (Wallace & Coughlan, 2023). With the
endorsement of COR theory, the positive relationship within emotional exhaustion and CWB
is able to be observed. As a result, the hypothesis was shown below.

H3: Emotional Exhaustion is related to CWB.

The Mediating Effect of Emotional Exhaustion

Over the past decades, The three-component theory of burnout has served as a
framework for research on emotional exhaustion, which was done by Maslach (1982) and
Maslach et al. (1997). Emotional exhaustion is one of the three main components of burnout
(Lee & Ashforth, 1990; Pines & Aronson, 1988). It explains how employees feel emotionally
drained and overwhelmed by their jobs. Described that emotional exhaustion involves not
only the erosion of employees' feelings, concerns, trust, interest, and enthusiasm, reflecting a
significant decline in their overall well-being (Maslach, 1982), but also feelings of tiredness,
annoyance, and being worn out (Maslach & Jackson, 1981). Front-line workers who directly
deal with customers can all be facing serious emotional exhaustion issues (Wright &
Cropanzano, 1998). Furthermore, managers also face dynamic and complicated challenges
(e.g., company needs assessment, strategic failures and relational conflicts), which increases
stress levels (Krone et al., 1989). The overwhelming working environment in the hospitality
industry may lead to the managerial level to become emotionally strained, even if they do not
often interact with customers directly. Even if the direct interaction with customers is lower,
managers in the hospitality industry may still go through emotional strain due to the
exhausting nature of their work conditions.

Role conflict, a typical example of role demand, arises when more than one role
pressures exist within the workspace, where meeting one set of pressures blocks the
accomplishment of another (Kahn et. al, 1964). Role conflict generates uncertainty as

employees struggle to effectively balance all tasks required to their role. Facing contradicting
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or conflicting expectations within multiple or single roles is assumed to cause psychological
discomfort and evoke negative emotional responses and resulting in emotional exhaustion
(Schaubroeck et. al, 1989). In case, we consider role conflict is positively related to
emotional exhaustion, according to the comprehensive analysis conducted by Lee and
Ashforth (1996).

In conclusion, effectively addressing and preventing CWB requires a
multidimensional approach that includes adequately providing job resources and alleviating
excessive job demands, such as role conflict. By prioritizing the reduction of overwhelming
job demands, organizations are able to create a healthy, positive work atmosphere that
mitigates emotional exhaustion as well as subsequently reduces the likelihood of CWB
occurrence. This is because when individuals are provided with ample resources, they’re
equipped better to stick with stressors issues and manage their workload effectively, thereby
decreasing the likelihood of experiencing emotional exhaustion, which is aligned with the
COR theory (Smoktunowicz et. al., 2015).

Conversely, in situations where job resources are limited, individuals may experience
heightened emotional exhaustion, prompting them to turn to CWB as a means of conserving
scarce resources and exerting control over their environment. Therefore, by addressing the
causes of role conflict and other factors that can induce stress, organizations may create a
welcoming workplace that enhances worker well-being and lowers the incidence of CWB
(Lebrén et al., 2018). Thus, the hypothesis is as proposed:

H4: Emotional exhaustion has a mediating effect on the relationship between role
conflict and CWB.
The Moderating Effect of Perceived Organizational Support
To get to know POS more we have first to introduce organizational support. Here we

apply the empowerment hypothesis designed by Yoon et. al. (1996) to be a good endorsement

of organizational support. The empowerment hypothesis considers all kinds of support,
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including supervisor support and organizational support. It is quite intuitive to come to this
conclusion since supervisors and organizations have direct authority over job performance
and routine performance appraisal (Yoon et al. 1996).

By empowering subordinates to do more tasks, employees may have a stronger sense
of control and become more satisfied with their jobs. In conclusion, as organizational support
strengthens, employees’ sense of control will get higher, which is a positive relationship
(Yoon et. al. 1996). What is POS? It describes how much staff members feel that their
organization appreciates their work and is concerned about their well-being (Eisenberger et
al. 1986). According to organizational support theory, employees' perceptions of their
legitimacy as members of the company are influenced by the level of POS (Ashforth et al.,
2008). When employees feel that they are legal, organizational members, They try to make
themselves become psychologically and emotionally attached to their organizations
(Eisenberger et al., 2001).

When individuals struggle to effectively manage stress, they may ascribe these
difficulties to their perceived shortcomings and deficiencies in their personalities, thus posing
a threat to their self-esteem. This threat could diminish their self-assessment of their ability to
help manage tension and intensify their emotional tiredness (Xu & Yang, 2018).

Moreover, when individuals feel valued and supported by their organizations, they
become more engaged and committed to their roles, fostering higher job satisfaction, loyalty,
and productivity. This positive environment encourages collaboration and innovation,
contributing to overall organizational success and competitive advantage (Imran et al., 2020),
which matches the concept from Eisenberger et al., 2001. This, in turn, improves their
perception of their capabilities to handle stress, and employees will be more likely to have a
positive mood throughout everyday work. Besides, individuals who have a high POS
consider the organization will provide them with relevant knowledge about stressors and

guide them on effective coping mechanisms (Eisenberger et al., 1986). Aligning with the
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JD-R model and COR theory, POS reduces the tendency to exaggerate stressors and increases
the perception of available resources to handle stress, buffering the impact of job stress on
emotional exhaustion. Employees expecting organizational support anticipate tools like time
off and job autonomy to manage stress, which mitigates the negative effects of stress on
emotional exhaustion.

In essence, POS shapes how individuals assess their stress and view available coping
mechanisms, acting as a buffer against adverse effects of role conflict on emotional
exhaustion (Cohen & Wills, 1985). Therefore, hypothesis 5 is developed:

H5: POS has a moderating effect on the relationship between role conflict and

emotional exhaustion.
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CHAPTER III METHODOLOGY

This chapter describes research methodologies applied. The research framework,
procedural steps, research measurements, and the introduction of control variables are

expounded upon.
Research Framework

This study draws extensively on a wealth of existing research, literature, and
academic reviews conducted by numerous authors. It carefully synthesizes and integrates this
vast body of knowledge to enrich our understanding of the subject. Utilizing a
comprehensive research model, showcased in Figure 3.1, this practical academic research
explores the situation and challenges encountered in workplace settings.

Specifically, it examines how emotional exhaustion acts as a mediator between role
conflict and CWB. Additionally, the research framework highlights POS as a potential
moderating factor between role conflict and emotional exhaustion.

The main goal of this study is to delve deeply into the complex relationship between
role conflict and CWB, unraveling the underlying significance and mechanisms at work. By
doing so, it seeks out meaningful insights into factors that may affect employee retention
and job satisfaction. Through careful and thorough analysis, the study aims to make

significant contributions to the field of organizational behavior research.

27



Figure 3.1
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Hypotheses of this research are demonstrated as attached:

H1 Role conflict is related to CWB.

H2 Role conflict is related to emotional exhaustion.

H3 Emotional exhaustion is related to CWB.

H4 Emotional exhaustion has a mediating effect for the relationship between role conflict
and CWB.

HS POS has a moderating effect on the relationship between role conflict and emotional

exhaustion.
Research Sample and Data Collection

As accumulated by the National Statistics of Taiwan, the total number of hospitality
employees is about 892 thousand (National Statistics, Taiwan, 2023). Therefore, as calculated
by the Survey Monkey, the dataset employed in this research includes all valid responses
gathered from an active sample size of 55 employees for pilot study and 250 for the main

study who are actively engaged in the vibrant hospitality industry of Taiwan. To remain the
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methodological rigor and accuracy of the study. Besides, to collect data exclusively, the
questionnaire is delivered through an online platform, leveraging a well-established
questionnaire delivery system to ensure the validity and reliability of responses. This
strategic choice aligns with contemporary practices in survey research, providing a simplified
and efficient way for data collection while maintaining the highest data quality standards.
Furthermore, it is to note that the scope of the study explicitly focuses on individuals who are
currently working in the hospitality industry. This targeted approach ensures that the insights
derived from the research are simultaneous and directly applicable to the challenges that
commonly exist within this specific professional domain. Importantly, all participants
involved in the study are of assured anonymity, and precise measurements are in place to
safeguard the confidentiality of their responses. This commitment to privacy is paramount,
acknowledging the sensitive nature of the data collected and the need to foster an
environment of trust and openness, particularly given the ongoing professional engagements

of the participants in the hospitality industry.

Research Procedures

Through outlining the research steps undertaken in this study. Procedures were
divided into several processes, as illustrated in Figures 3.2.

1. Conduct literature review: A very important part of the procedure. To ensure this
topic hadn't been studied before and to understand it better, lots of relevant research
was studied. Aiming at those that were directly about the topic and others that were
related in order to discover new issues and interesting factors which hadn't been
talked about much before. Through the endorsement of theories on each hypothesis,
this study is considered to be more persuasive and theoretically supported.

2. Confirm the research topic: For this research, the author noticed that the direct
relationship between role conflict and CWB with the combination of emotional

exhaustion and POS have not been studied before. In this case, the research topic was
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designed with role conflict as the independent variable, CWB as the dependent
variable, emotional exhaustion as the mediator between these two, and POS as the
moderator between role conflict and emotional exhaustion.

Establish research aims and questions: The study's questions concerned four main
factors: how people feel about their job roles, how tired they feel, whether they feel
supported by their organization, and whether they were planning or have already done
something harmful to the efficacy of production within the organization.

Develop the research framework: Through careful concerns and papers studied in the
literature review process, the research framework was developed to further examine
the direct and indirect effects among the four selected variables in this study.

Select research measurement: To measure these variables precisely, several scales
were involved, including the 8-item role conflict scale, the 5-item emotional
exhaustion scale, the 8-item POS scale, and the 10-item CWB scale. Lastly, to further
analyze these impacts, a quantitative method was applied.

Collect samples and data: The questionnaire was designed in the Google form system.
Responses were collected via an online survey using Tatoh, reaching participants
through convenience and snowball sampling. To ensure confidentiality and encourage
honest responses, the questionnaire employed an anonymous self-report approach.
Participants’ responses would be kept confidential and their information would not be
accessible to anyone else, emphasizing the importance of privacy and adherence to
ethical standards in the research process.

Analyze collected data: The survey was delivered via Tatoh with follow-up processes
to ensure a high response rate. The data were reviewed for quality, and statistical
analysis was performed to test hypotheses. Reliability was checked using Cronbach's
alpha, and the comprehensive validity test was assessed through confirmatory factor

analysis, composite reliability, and average variance extracted. This step also involved
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statistical analyses to further investigate the relationships within the variables. Firstly,
the descriptive statistics were shown to provide background information of the study.
Later on, Pearson correlation analysis and hierarchical regression analysis were
applied to observe whether the five hypotheses in this study were supported or not.
Pearson correlation analysis examines the strength and direction of the relationship
between variables, while hierarchical regression analysis helps in understanding the
value of adding new variables to the regression model and testing the interaction
effects.

Discover limitations and recommendations: The final step is to point out the
limitations of this study and provide recommendations for future research.
Highlighting limitations is crucial for understanding the boundaries within which the
study's findings can be generalized. Providing recommendations for future studies
aims to cover more aspects and suggest new areas for exploration to help
organizations and employees solve more complicated problems. This ensured that
future research can build on the current study’s findings, addressing its shortcomings

and expanding the knowledge base in this area.
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Figure 3.2.
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Data Collection

Pilot Study Data Collection

The pilot study held a significant role in the research design process. According to
Teijlingen and Hundley (2001), it served as an initiated version of the main research. Its

primary objectives included testing the instrument's validity and reliability, along with
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identifying potential practical issues before launching the actual survey (Teijlingen &
Hundley, 2001). Beyond demographic factors, this study encompassed four variables: the
8-item role conflict scale, 5-item emotional exhaustion scale, the 8-item perceived
organizational support scale, as well as the 10-item counterproductive work behavior scale.
These instruments were employed in the survey and were delivered to participants via
questionnaires. To make it easier for participants to fill in their answers, the questionnaires
underwent translation into Chinese, involving the insights and suggestions of two human
resource development experts. Reliability assessments were included in the pilot test to
examine the internal reliability of variables in the pilot test.

Main Study Data Collection

To gather data from frontline employees in the hospitality sector, convenient and
snowball sampling methods were applied. Utilizing an online platform for questionnaire
delivery and collection, the survey link was widely circulated. It reached various segments of
the hospitality workforce. This process was executed in June, 2024, right after the internal
reliability examination on the pilot test. The period of data collection was within a week and
250 wvalid responses were collected via Tatoh. Moving on to the statistical analysis phase,
after testing the internal reliability within scales, validity tests were conducted via AMOS

26th edition in order to check if any improvement needed to be done.
Measurements

In order to collect data for this study, the questionnaire design for this study was
carried out through the detailed literature review and referring to relevant scales that

closely-related to research development of this study.
Role Conflict

In the scope of this research, our primary focus centers on examining role conflict

rather than role ambiguity. To operationalize this focus, this study adapted an 8-item scale
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specifically dedicated to the measurement of role conflict, a role stressors scale by Schuler et.
al. (1977), which is guided by previous factor analysis conducted by Rizzo et al. (1970). This
8-item section aims to investigate and discover the core aspects of role conflict in a precise
and effective way. This precise approach serves to streamline the assessment process,
enabling a targeted examination of the most pertinent facets of role conflict as they relate to
our research objectives. Respondents interact with corrected response options represented on
a 5-point Likert scale, with a range of '1=never' to 'S=always.' This scale allows for practical
data collection on the respondents’ perceptions and experiences of role conflict. The
estimated reliability is .82, as indicated by Cronbach's alpha, demonstrating a high level of
consistency, as documented by Schuler (1977). This robust reliability shows the credibility
and precision of our approach, contributing significantly to the validity of our findings and

supporting the broader goals of our research.

Table 3.1.

Measurement of Role Conflict

Code Questionnaire Component Cronbach’s Alpha
RC1 1 have to do things that should be done differently under .82

different conditions

RC 2 I receive an assignment without the manpower to complete it.

RC3 I have to buck a rule or policy in order to carry out an
assignment.

RC 4 1 work with two or more groups who operate
quite differently.

RC 5 I receive incompatible requests from two or more people.

RC 6 1 do things that are apt to be accepted by one
person and not by others.

RC7 1 receive an assignment without adequate resources and
materials to execute it.

RC 8 I work on unnecessary things.

Note. Adapted from John R. Rizzo, Robert J. House and Sidney I. Lirtzman (1970).

Role Conflict and Ambiguity in Complex Organizations. Administrative Science Quarterly,
15(2), 150-163.
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Emotional Exhaustion

The research framework adapted the MBI-General Survey scale, which has been later
on redeveloped by Schaufeli et al. (1996). It serves as a method for evaluating emotional
exhaustion, providing a way to assess this key aspect of burnout. The Maslach Burnout
Inventory (MBI) was originally designed for assessing burnout in human service professions,
where emotional demands are high, and thus it exhibits some similar conditions that may
sometimes been found in the hospitality industry. Despite these similarities, this study
specifically targets employees within the hospitality sector. Consequently, the MBI-General
Survey (MBI-GS) is considered more suitable and acceptable for this study because it is
designed to assess burnout across a broader range of occupational contexts beyond human
services. This scale ranges from 'l=never' to 'S=always,' contrasting with the original
seven-point scale used in the traditional MBI. This adjustment is intended to simplify
responses, making the assessment more accessible and relevant to the study participants. The
simplified scale facilitates a more intuitive response process for hospitality industry
employees, who might find the five-point scale more straightforward and reflective of their
experiences (Koeske & Koeske, 1993). The scale's estimated reliability, as measured by

Cronbach's alpha, demonstrates a high level of consistency, registering at .87.

Table 3.2.

Measurement of Emotional Exhaustion
Code Components of the Questionnaire Cronbach’s Alpha
EE 1 I feel emotionally drained from my work. .87

EE 2 I feel used up at the end of the workday.

EE 3 I feel tired when I have to get up in the morning to face
another day on the job.

EE4  Working all day is really a strain for me.

EES5  Ifeel “burned out” from my work.

Note. Adapted from Schaufeli W. B., Leiter M. P., Maslach C. (1996). Maslach Burnout
Inventory — General Survey. Palo Alto: Consulting Psychologists Press, 19-26.
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Perceived Organizational Support

Owing to the consistently strong internal reliability documented for the Survey of
POS (Eisenberger et al., 1986), this study choses 8 items from the original of 36. These items
were selected based on their robust loading on the main factor and perceived relevance
across a variety of organizational contexts. (Eisenberger et. al.,1997) (refer to table 3.3 for
details). Participants were asked to reveal true thoughts with each selected item, utilizing a
5-point Likert scale (with a range of 1 = strongly agree to 5 = strongly disagree). In this
study, the Cronbach's alpha computed demonstrated robust internal consistency, registering at
a reliable .90. This reliability metric shows the reliability of the selected items in gauging

POS in the specific context of our investigation.

Table 3.3.
Measurement of Perceived Organizational Support
Code Components of the Questionnaire Cronbach’s Alpha
POS 1 The organization values my contribution to its .90
well-being.

POS 2R The Organization fails to appreciate any extra effort
from me.

POS 3R  The organization ignores any complaints from me.

POS 4 The organization really cares about my well-being.

POS5R  Even if I did the best job possible, the organization
would fail to notice.

POS 6 The organization cares about my general satisfaction
at work.

POS 7R The organization shows very little concern for me.

POS 8 The organization takes pride in my accomplishments

at work.

Note. Adapted from “Perceived Organizational Support (POS)” by R. Eisenberger.,
R. Huntington., S. Hutchison, and D. Sowa (1986). Journal of Applied Psychology, 71(3),
500-507.
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Counterproductive Work Behavior

The original counterproductive work behavior scale included 45 items, making it
overly lengthy and complex for respondents to fully comprehend and complete. To address
this issue, this study applied the more concise 10-item scale developed by Spector et al.
(2010), which offers a more precise approach to measuring CWBs. This scale employs a
S5-point Likert format ranging from "1 = Never" to "5 = Every Day," providing a
straightforward and intuitive method for respondents to rate the frequency of their behaviors.
This simplicity contributes to easier understanding and faster response, making the CWB
scale more suitable for use in a variety of environments, including the hospitality industry.
Cronbach's alpha for this measure was .86, demonstrating strong internal reliability and

indicating that the items consistently measure the intended construct.

Table 3.4.

Measurement of Counterproductive Work Behavior
Code Components of the Questionnaire Cronbach’s Alpha
CWB 1 I purposely waste my employer’s materials/supplies. .86

CWB 2 I complain about insignificant things at work.

CWB 3  Itell people outside the job what a lousy place I work for.

CWB 4 I come to work late without permission.

CWB 5 I stayed at home from work and said I was sick when I
wasn’t.

CWB 6 Iinsult someone about their job performance.

CWB 7 I make fun of someone’s personal life.

CWB 8 lignore someone at work.

CWB 9 [ start an argument with someone at work.

CWB 10 I insulted or made fun of someone at work.

Note. Adapted from Spector, P. E., Bauer, J. A., & Fox, S. (2010). Measurement artifacts in
the assessment of counterproductive work behavior and organizational citizenship behavior:

Do we know what we think we know? Journal of Applied Psychology, 95(4), 781-790.
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Demographic Variable

In consideration of the multiple aspects of individual characteristics and their
potential impact on the studied phenomena, three demographic variables including age,
tenure, and education, have been observed to have relevancy toward CWB.

Gender

Aligned with the acknowledged importance of gender, as highlighted by Pletzer
(2021), older employees may have lower levels of CWB compared to younger ones due to
personality differences. To test this, gender was represented as a dichotomous variable, with
0 for females and 1 for males. This approach aims to capture and explore gender influences,
ensuring a thorough examination of potential variations. This variable adds depth to our
analysis, highlighting the importance of gender-related factors.

Age

Research indicates that older workers exhibit lower rates of CWB due to their better
ability to regulate unpleasant emotions. Their extensive experience in managing workplace
stressors and interpersonal conflicts allows them to handle challenging situations more
effectively.

Additionally, older workers often perceive interactions with coworkers, bosses, and
customers differently, drawing on their broader life experiences and professional encounters.
Their maturity perspective helps them navigate their roles more constructively, reducing the
likelihood of engaging in CWB and promoting a more positive work environment (Dirican &
Erdil, 2016).

Tenure

Theoretical literature aligns with the argument that the initial one to two years on the

job represents the period of heightened vulnerability to emotional exhaustion (Maslach &

Jackson, 1981). In case, to recognize the highly-influential potential impact of tenure on
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CWRB, this research is considered to represent this variable in terms of years and is divided
into 5 divisions. Studies on the effects of tenure on CWB have revealed significant findings.
In particular, the occurrence of CWB and organizational tenure are negatively correlated.
This implies that employees are less likely to behave in ways that are detrimental to the
company or its members the longer they work in the organization.

In a comprehensive study conducted by Ng and Feldman (2010), It has been shown
that longer tenure employees exhibit less CWB than those with shorter tenure. The inverse
relationship suggests that long-term staff may build a stronger sense of loyalty and
commitment to the organization, thereby reducing their tendency to engage in harmful
behaviors. Additionally, the stability and deeper integration into the organizational culture
that comes with longer tenure may further deter counterproductive work behavior.

These findings highlight the importance of cultivating long-term employment
relationships as a strategy to reduce the occurrence of CWB among organizations (Dirican &
Erdil, 2016). This interesting phenomenon further emphasizes the relevance of considering
the temporal aspect of tenure when examining its association with CWB. In this topic,
employee tenure is coded as a five-point scale, 1= less than 1 year, 2= 1-3 years, 3= 4-6
years, 4= 7-9 years, 5= more than 10 years.

Education

Employees' perceptions and strategies for handling role conflict and CWB are also
influenced by their educational background. Higher education usually produces greater work
prospects and higher incomes in the labor market since it imparts skills and knowledge. As a
result, employees who have completed higher education often earn more money than those
who have not. This financial stability and the professional skills gained through education

may reduce the likelihood of engaging in CWB.
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For instance, a meta-analysis by Ng and Feldman (2009) showed that there is a
negative correlation between higher education and on-job substance usage as well as absence
at work. Building on these results, we suggest that there is a negative correlation between
knowledge workers' education and CWB. Employees who have higher education are likely to
have better coping mechanisms and problem-solving skills, which help them manage role
conflict more effectively and decrease the propensity for CWB. Education is estimated to be
measured through a four-point scale, including 1= high school or below, 2= college, 3=

bachelor, 4= master and above.

Data Analysis
Data analysis was performed using SPSS Statistics 23 software. The hypotheses were

tested through the application of descriptive and inferential statistical techniques.

Pilot Test

The purpose of the pilot test was to evaluate how accurate and consistent the research
instruments were, with particular attention toward the examination of internal reliability
(Bolarinwa, 2015). The questionnaire was thoroughly examined. It included questions about
demographics and measured four important variables of interest: eight items related to role
conflict, five items evaluating emotional tiredness, eight items assessing perceived
organizational support, and ten items measuring CWB.

The questionnaire was translated into Chinese after it was first created in English to
aid with participant comprehension. It was then revised and reviewed by two fluent
Chinese-English bilingual speakers.For a pilot study that was placed within June, 2024, 55
individuals who are currently engaged in the hospitality sector received the questionnaires.
Cronbach's alpha was used to evaluate internal reliability, and the results ranged from .81 to
90 (see Table 3.5). Most academics generally agree that a value of .7 or higher is
appropriate, indicating that this model has good reliability.

40



Table 3.5.

Reliability Scores of Variables in The Pilot Test

Variable Item Number Cronbach’s Alpha
Role Conflict 8 81
Emotional Exhaustion 5 .89
Perceived Organizational Support 8 .88
Counterproductive Work Behavior 10 .90

Note. N=355.

Main Study

Exploratory Factor Analysis

Exploratory Factor Analysis (EFA) serves a crucial role in checking the
comprehensive structure of datasets, particularly in excluding potential low-functioning
items. EFA works to reveal the underlying factors that influence observed variables. In this
study, the review was extended to a detailed examination of factor loadings, which was
examined by SPSS AMOS 26th edition. In EFA, items with factor loadings less than .40
were deleted, this is a strategy aimed at refining the model's fit. Remarkably, from the EFA
result tested through the dimension reduction process, it reveals that most items included in
this study have a factor loading over 0.4. Based on the statistical result, there is one item
(POS2) that has a factor loading lower than the absolute value of 0.4, which may not be
acceptable.

However, suggested by Costello and Osborne (2005), factor loadings within 0.3 to 0.4
are still acceptable. On the other hand, the confirmatory factor analysis test can also check
factor loadings to recognize whether the item deletion process is needed. The structured
dataset was supported by numbers like .93 for Kaiser-Meyer-Olkin measure of sampling
adequacy and p < .001 for Bartlett’s test., enhancing the suitability of data sets for factor

analysis.
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Reliability Test

As for the main study, questionnaires were delivered to participants through various
social media platforms as well as Tatoh, following the pilot test. In the main study, 250
individuals who are currently engaged in the hospitality industry are involved in this
confidential and anonymous study. Same as the pilot study, Cronbach's alpha was used to
evaluate internal reliability, and the results ranged from .86 to .93 (see Table 3.6). While
many academics generally agree that a value of .7 or higher is appropriate, indicating that this
model has good reliability. In conclusion, the internal validity of the four variables in this
study all shows a good Cronbach's alpha value, indicating these variables are reliable and can
undergo further studies. The internal reliability of each scale looks quite good. However, a
few items were deleted due to low factor loadings. The modified internal reliability values
were shown in table 3.13..
Table 3.6.

Reliability Scores of Variables in The Original Main Study

Variable Item Number Cronbach’s Alpha
Role Conflict 8 .86
Emotional Exhaustion 5 91
Perceived Organizational Support 8 .86
Counterproductive Work Behavior 10 93

Note. N=250.

Confirmatory Factor Analysis

Confirmatory Factor Analysis (CFA) evaluates how well measured variables align
with a proposed model, crucial for construct validity. This study used various criteria,
including y?/df, CFI, TLI, RMSEA, and SRMR, to assess model fit in AMOS Version 26.
Results were compared against certain thresholds for ensuring validity and reliability of
measurement constructs, as shown in table 3.7.. This comprehensive approach guarantees an
accurate assessment of the model's fit. In the analysis of CFA model fit, most indices meet

42



the standards for CFA analysis. Notably, the y?/df ratio is below 5.0, indicating satisfactory
fit. CFI and TLI are not quite close to the acceptable threshold of .90. For the other two
indices, RMSEA is almost at the limit of the acceptable threshold while SRMR is much
higher than the acceptable limit. In case, this model fit was considered as acceptable but may
not be that persuasive when it comes to the validity of the model. However, there are several
procedures that should be done to test whether it is fine to use this method to improve the
model fit. Firstly, divide the original main study data file into two or more random samples to
perform confirmatory factor analysis through these two separated tests and later on gradually
remove items with inadequate fit, which were those with standardized regression weights
below the fair factor loading threshold of .45, according to the standard developed by
Comrey and Lee, (1992).

Repeating these processes until the most suitable model fit was obtained involved step
by step adjustments. Each process required analysis of the fit indices and residuals to ensure
that the model fit surely improved gradually. If the model exhibited a good fit across the
entire dataset after these changes, it indicated that a satisfactory level of model fit had been
achieved and can be more suitable for further statistical analysis.

Table 3.7.
Summary of the Original Model Fit Indices and Test Results

Indices Acceptable Threshold Satisfactory Threshold CFA Test Results
vldf <5 2-5 2.62
CFI >0.90 >0.95 0.86
TLI >0.90 >0.95 0.84
RMSEA <0.08 <0.05 0.08
SRMR <0.08 <0.05 0.10

Note. Summary is adapted from Hooper, D., Coughlan, J., & Mullen, M. (2008, September).
Evaluating model fit: a synthesis of the structural equation modeling literature. In the 7th
European Conference on Research Methodology for Business and Management Studies,
2008, 195-200.

The revised structural equation model, detailed in Table 3.8, was developed based on
43



the cross validation method mentioned above. Initially, separating the original group of 250
participants into two smaller groups: Test 1 with 125 people and Test 2 with 125 people. This
division allowed us to thoroughly check the accuracy of our confirmatory factor analysis
(CFA) model. During multiple checks and examinations in both Test 1 and Test 2, we noticed
that some items didn't show strong factor loadings to their respective scales. Specifically,
items such as POS1 and POS8 from the Perceived Organizational Support scale had weaker
connections than expected (.396 and .434).

As a result, removing these items is a way to improve the model's accuracy and
validity. In this case, it once again proved that further processes should be done to improve
the model fit. Following the item deletion process, re-test the model in both Test 1 and 2. As
for the statistical result, it was consistently shown that the modified model fit quite well. For
example, the ratio of y* to degrees of freedom was 2.41, which is a good sign. Following with
the CFI value of 0.89, and the TLI value of 0.88, even though both indices did not surpass the
acceptable threshold of 0.9 but still revealed a value that is quite close to it. Lastly, the
RMSEA and SRMR values were both 0.08. Even though SRMR is a bit higher, the
improvement from the original one can still be observed.

Table 3.8.
Summary of the Modified Model Fit Indices and Test Results

Indices Acceptable Threshold Satisfactory Threshold CFA Test Results
vldf <5 2-5 2.41
CFI >0.90 >0.95 0.89
TLI >0.90 >0.95 0.88
RMSEA <0.08 <0.05 0.08
SRMR <0.08 <0.05 0.08

Note. Summary is adapted from Hooper, D., Coughlan, J., & Mullen, M. (2008, September).
Evaluating model fit: a synthesis of the structural equation modeling literature. In the 7th

European Conference on Research Methodology for Business and Management Studies,

2008, 195-200.
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The probable reasons for deleting items are not just because of factor loadings. For
the POS1 item. The statement is “The organization values my contribution to its
well-being.”. As for the terminology well-being, this terminology can be quite unfamiliar to
frontline employees, they are definitely good at implementing planned policies and strategies,
However, when considering the comprehensive scope of corporate welfare, frontline
employees may not possess as thorough an understanding as higher managerial level or
strategic decision-makers, especially regarding long-term corporate growth, social impact,
and accountability. This is very much relevant to the job contents of front-line employees,
organizations won’t put too much time on training them to recognize well-being. If they do
not have the knowledge, these employees won’t be able to contribute well-being to the
organization even if they are hard working. In case, since the definition of well-being can be
subjective and very relying on organization culture as well as employees personality
differences, which can be the reason why POS1 is not closely linked with other items in the
POS scale. Furthermore, for the POS8 item. The statement is “The organization takes pride
in my accomplishments at work”. As for the word “pride”, this terminology can be quite
unfamiliar to frontline employees, they are definitely good at implementing planned policies
and strategies, However, when considering the comprehensive scope of their own pride,
frontline employees may not clearly know what could be the pride for them to work here in
this organization, especially regarding long-term corporate growth, social impact, and
accountability, these may not be closely relevant toward these employees. This is very much
relevant to the job contents of front-line employees, organizations won’t put too much time
on training them to recognize their own pride. Besides, pride is an intangible asset, how to
maintain or learn to take pride as a serious concern may be ambiguous to both employees and
organizations. The definition of pride can be subjective and very relying on organization

culture which can be the reason why POSS is not closely linked with the POS scale.
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Convergent and Discriminant Validity

Based on Fornell & Larcker (1981), convergent validity gauges the correlation
between different indicators of the same concept, while discriminant validity examines the
degree to which a measurement score correlates with conceptually distinct variables. These
validity types are predominantly assessed through composite reliability (CR) and average
variance extracted (AVE). CR as well as AVE are computed using equations outlined by Hair
et. al. (1998). CR assesses the internal consistency of a scale, with values of .70 or higher
generally deemed acceptable in social science research, whereas AVE measures the variance
captured by a construct, with values of .50 or higher considered satisfactory while values
over
40 are also considered as acceptable (Fornell & Larcker, 1981; Hu & Bentler, 1999).
Together, CR and AVE, ensure that the measures used in a study are reliable and accurate.
This study used SPSS AMOS version 26 to examine values of convergent and discriminant
validity by applying the Excel Stats Tools Package developed by Gaskin (2012). The CR
and AVE values of the original model were shown in the following table 3.7. and 3.8.. Even
though these values are acceptable. However, under a rigorous standard, the model fit tested
in the CFA didn’t come out to be good. Furthermore, the maximum share variance (MSV)
values of role conflict as well as POS are greater than their AVEs. As a result, a modified
model fit has been conducted and has shown a much better value in the model fit test result.
In Table 3.11, the modified CR and AVE values were presented, indicating consistent CR
values and improved AVE figures. These findings suggest that the adjusted model fits well,
corroborating the results of the confirmatory factor analysis (CFA). Nevertheless, the AVE
for role conflict still remained lower than their squared correlation with other variables even
after the modification procedure. This result might be attributed to relatively low factor
loadings observed for RC1, RC4, having standardized regression weight values just above

45. In case, leading to MSV value of .50.
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Table 3.9.
Convergent Validity of the Original Model

Variable CR AVE
Role Conflict 36 44
Emotional Exhaustion 91 .67
Perceived Organizational Support 85 43
Counterproductive Work Behavior 98 .96
Note. N=250.
Table 3.10.
Discriminant Validity of the Original Model
Variable RC EE POS CWB
RC .67
EE 67 82
POS 69 -.59 .66
CWB 60 42 -.50 98

Note. N= 250. RC= Role Conflict, EE= Emotional Exhaustion, CWB= Counterproductive
Work Behavior, POS= Perceived Organizational Support.

Table 3.11.

Convergent Validity of the Modified Model
Variable CR AVE
Role Conflict 26 45
Emotional Exhaustion 9] .67
Perceived Organizational Support 85 .50
Counterproductive Work Behavior 98 96

Note. N= 250.
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Table 3.12.
Discriminant Validity of the Original Model

Variable RC EE POS CWB
RC .67

EE .69 82

POS 70 ~.60 71

CWB 60 41 .53 97

Note. N= 250. RC= Role Conflict, EE= Emotional Exhaustion, CWB= Counterproductive
Work Behavior, POS= Perceived Organizational Support.

Reliability Test of the Modified Model
Same as usual, the Cronbach's alpha value was used to evaluate internal reliability.
For the internal reliability result, the modified model represented results ranged from .86 to
.93 (see Table 3.13). All four variables have an internal reliability value surpassing the acceptable

threshold .7, showing a good reliability among the four variables.

Table 3.13.
Reliability Scores of Variables in The Modified Main Study

Variable Item Number Cronbach’s Alpha
Role Conflict 8 .86
Emotional Exhaustion 5 91
Perceived Organizational Support 6 .85
Counterproductive Work Behavior 10 93

Note. N=250.

Common Method Variance Investigation

Lastly, the modified model has to go through the common method variance (CMV)
test. CMV can arise in studies using self-report measures from a single source, as consistent
scaling may lead to biased responses. This occurs because participants tend to generalize and

interpret information similarly, inflating correlation coefficients. The problem is worsened
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when survey items are positively worded and use a five-point Likert scale (Avolio et. al.,
1991).

To address this, Harman’s single-factor test is often used to evaluate the presence of
common method bias in a dataset. Aside from the single factor test, the questionnaire also
included reversed items, in order to mitigate the effects of CMV from happening. The study
employed SPSS version 23 to conduct Harman’s single-factor test, extracting only one factor
without rotation. For CMV to be considered insignificant, the overall variance explained by
the extracted factor should be below 50% (Podsakoff & Organ, 1986). The results indicated
that the extracted variance was 37.60%, suggesting that CMV did not significantly affect the

data, proving that the modified model did not encounter CMV issues.
Descriptive Statistics Analysis

This research method was utilized to present a comprehensive overview of the basic
information gathered from the testes. This included the distribution of frequency on
demographic variables such as gender, age, tenure, and education. Employing descriptive
statistics enabled the researcher to identify any participant characteristics that could
potentially affect the result of this research. (Thompson, 2009).

Pearson Correlation Analysis

This metric assessed the significance and strength of linear correlations between
variables, ranging from -1 (negative relationship) to +1 (positive association), with higher
absolute values indicating stronger correlations (Sedgwick, 2012). In this study, Pearson's r
measured the strength of linear relationships among role conflict, POS, emotional exhaustion,
and CWB, considering control variables like age, tenure, and education.

Hierarchical Regression Analysis
This research used hierarchical regression analysis to examine relationships between

variables of interest, while also considering demographic influences within the model. This
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approach provided a detailed understanding of primary predictor effects through hierarchical
processes as well as examining latent variables that can be applied in future studies (de Jong,
1999). Hierarchical regression is a widely respected statistical method, chosen to
comprehensively analyze the complex interrelationships among the variables, which is

widely used in social science studies.
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CHAPTER IV RESULTS AND DISCUSSION

This chapter presents the results of statistical analyses performed using SPSS
statistics version 23. This chapter starts with descriptive statistics, offering an overview of the
respondents' profiles. Later on, followed by a Pearson correlation analysis to evaluate the
strength and direction of linear relationships among role conflict, emotional exhaustion,
perceived organizational support, and counterproductive work behavior. The results section
concludes with a hierarchical regression analysis to examine through the relationship
between variables. The discussion section synthesizes and interprets the analytical findings.

Descriptive Statistics

Table 4.1 provides a comprehensive overview of the demographic characteristics of
the hospitality industry as captured in the survey data. These demographic details play a
crucial role in contextualizing the diversity of the sample and understanding the
representativeness of the findings.

A total of 250 valid responses were collected from individuals currently employed in
various sectors of the hospitality industry, ranging from hotels and restaurants to tourism and
event management. The survey collected information on key demographic variables,
including gender, age, tenure, and education, offering insights into the composition of the
respondent pool. Analysis of the gender distribution reveals a relatively balanced
representation, with slightly more male respondents (52.4%) than female respondents
(47.6%). This gender parity reveals the inclusivity of the sample and ensures a broad
representation of perspectives within the study. Furthermore, examination of the age profile
indicates that a significant proportion of respondents are aged 25 and above, aligning with the
typical age range of employees in the hospitality sector, while there are also quite a few
employees that are 41 or above that are currently still working in the hospitality industry,

which may be the managerial level of the organization. Regarding tenure, the majority of
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respondents reported being employed for over a year, suggesting a level of stability and

experience within the sample. However, the stability level may not be that high since most

employees will quit after working for several years, showing high numbers of tenure within

1~3 and 4~6 years. However, there are also 64 participants that choose to stay in this industry

for over 10 years. Lastly, education, bachelor degree is almost a necessary qualification for

nowaday workforces, which is why most participants are bachelors. Accordingly, this diverse

yet evenly distributed sample composition serves to enhance the robustness and

generalizability of the study findings. By encompassing a wide variety of demographic

characteristics, the study minimizes the risk of bias and offers a more comprehensive

understanding of the descriptive statistics underlying the research outcomes.

Table 4.1.

Statistics of Demographic Variables

Variable Category Frequency Percentage (%)
Gender Female 119 47.6
Male 131 52.4
Age (years old) 18-24 27 10.8
25-30 41 16.4
31-35 65 26.0
36-40 37 14.8
41 or above 80 32.0
Tenure Less than 1 year 32 12.8
1-3 years 67 26.8
4-6 years 54 21.6
7-9 years 33 13.2
10 years or above 64 25.6
Education Senior high or below 45 18.0
Associate 28 11.2
Bachelor 154 61.6
Master or above 23 9.2
Note. N= 250.
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Pearson Correlation Analysis

This statistical analysis was utilized to evaluate the magnitude and direction of
relationships among all variables. Table 4.2 illustrates the means, standard deviations, and
correlations encompassing gender, age, tenure, education, role conflict, emotional exhaustion,
POS, and CWB. The Cronbach's Alpha for role conflict, emotional exhaustion, POS, as well
as CWB have been recorded, which were .86, .91, .85, and .93. Respectively, all surpassing
the satisfactory threshold of .80.

As depicted in the table, correlation coefficients span from -.51 to .63. Role conflict is
positively correlated with CWB (r=.50, p < .01) and emotional exhaustion (r=.63, p < .01).
Emotional exhaustion has a mediating effect between role conflict and counterproductive
work behavior, while it also has strong correlation with CWB, which is a positive correlation
(r=.40, p <.01). Those outcomes suggest that individuals facing heightened role conflict tend
to experience increased emotional exhaustion and CWB. On the other hand, perceived
organizational support demonstrates negative correlations with role conflict (r=-.51, p <
.01), emotional exhaustion (r= -.50, p <.01), and counterproductive work behavior (r=-.38, p
<.01), indicating that greater POS correlates with reduced levels of emotional exhaustion and
CWB among employees.

In summary, the independent variables of role conflict and the mediator emotional
exhaustion exhibit significant positive correlations with the dependent variable
counterproductive work behavior. While POS showed a negative correlation toward the other
three variables.

Demographic variables, however, did not exhibit any significant correlations with the
other variables, except the age. The correlation analysis establishes the direction and strength
of associations within variables, serving as a foundation for further investigation via

hierarchical regression analysis.
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Table 4.2.

Result of the Pearson Correlation Analysis

Mean S.D. 1 2 3 4 5 6 7 8
1.Gender .52 .50
2.Age 341 137 22%*
3.Tenure 3.12 139 .14*  46**
4 EDU 2.62 89 19*%* - 14* -0l
5.RC 2.80 71 .06 .02 21%% .07 (.86)
6.EE 3.06 .89  -.05 .01 .10 -.09 63**%  (91)
7.POS 3.30 68 -.01 -07  -.10 .05 SS51FF - 50% (L8)5)
8.CWB 1.92 76 .08 -.10 .04 .01 S0** A0** - 38**  (.93)

Note. N= 250. Gender: 0= Female, 1= Male. EDU= Education, RC= Role Conflict, EE=
Emotional Exhaustion, CWB= Counterproductive Work Behavior, POS= Perceived
Organizational Support. Numbers in parentheses represent Cronbach’s alpha value.
*0<.05, **p<.01.
Hypotheses Testing

This section analyzes outcomes of regression analysis aimed at assessing the three
hypotheses posited in this study. Hierarchical regression serves as an analytical tool to
explore the connections among variables.

Hypothesis 1 is tested through the following regression analysis processes. The results
of the hierarchical regression analysis related to this hypothesis are presented in Table 4.3..
The analysis is divided into two stages: initially, it encompassed control variables like age,
tenure, and education. Later on, the independent variable role conflict was assigned to step 2.
The findings unveiled that role conflict is responsible for 25% of the overall variance in

CWB (AR*=.25, F=18.57, p < .001), proved role conflict as a significant predictor of CWB

(B=.51, p <.001). This reveals that role conflict is positively correlated toward CWB, thereby
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substantiating Hypothesis 1. As for the demographic variable, age also shows a p-value less
than .05 in step 1, and is negatively correlated to H1, indicating the older the employees get,
the less they will be in this kind of situation.

Table 4.3.
Hierarchical Regression Analysis between RC and CWB

Variable S
1 2
Step 1
Gender 12 10
Age -.18% -.12
Tenure .10 -.04
Education -.03 -.07
Step 2
Role Conflict variable S
F 1.95 18.57%**
R? 03 28
Adj. R? 02 26
AR? .03 25
AF 1.95 82.43 %%

Note. N=250. Dependent variable = Counterproductive Work Behavior (CWB).
*p <.05, ¥**p <.001.

Hypothesis 2 proposed a connection between role conflict and emotional exhaustion.
The results of the hierarchical regression analysis related to this hypothesis are presented in
Table 4.4., employing the same methodological approach utilized in Hypothesis 1. The
analysis demonstrated that role conflict accounted for 40% of the total variance in emotional
exhaustion (AR*=.40, F=34.87, p < .001), proved role conflict as a significant predictor of
emotional exhaustion (f=.65, p < .001). Consequently, Hypothesis 2 is suggesting that role
conflict may indeed contribute positively to emotional exhaustion within the hospitality
industry. This underscores the imperative for organizations to effectively manage role conflict
to enhance the well-being of their employees. In conclusion, hypothesis 2 shows the
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significance of role conflict as a potential source of emotional exhaustion, accordingly
promoting a healthier work environment and supporting employee satisfaction and retention.

Table 4.4.
Hierarchical Regression Analysis between RC and EE

Variable b
1 2

Step 1

Gender -.04 -07

Age -.04 .02

Tenure 11 -.05

Education -.08 -.13%
Step 2

Role Conflict variable o5 H*
r 1.28 34,87
R’ .02 42
Adj. R? .01 41
AR’ .02 A0H*
AF 1.28 165.79%%*

Note. N= 250, Dependent variable = Emotional Exhaustion. *p <.05, ***p <.001.

Hypothesis 3 posited a connection among emotional exhaustion and CWB. The
results of the hierarchical regression analysis related to this hypothesis are presented in Table
4.5, employing the same analytical methodology as in Hypothesis 1. The outcomes revealed
that emotional exhaustion is responsible for 16% among total variance in counterproductive
work behavior (AR*=.16, F=11.67, p < .001), proved emotional exhaustion as a significant
predictor of CWB (p=.41, p < .001). These results indicate that as emotional exhaustion
escalates, counterproductive work behavior also rises, underscoring the pivotal role of
emotional well-being in predicting employee retention. According to the data collected via
SPSS statistics, emotional exhaustion serves as a significant predictor of counterproductive

work behavior. This finding underscores the significance of addressing emotional exhaustion
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in the workplace to potentially mitigate CWB rates and enhance overall employee
satisfaction and retention. On the other hand, for the demographic variable, age also shows a
p-value less than .05 in step 1 and 2, and is negatively correlated to H3, indicating the older
the employees get, the less they will be frustrated with emotion problems and will show a

better attitude toward pressure and difficulties.

Table 4.5.
Hierarchical Regression Analysis between EE and CWB
Variable b
1 2
Step 1
Gender 12 3%
Age -.18* -.16*
Tenure 10 .05
Education -.03 .00
Step 2
Emotional Exhaustion variable A HEE
F 1.95 11.67%%*
R? .03 .19
Adj. R? .02 18
AR? .03 JoFE*
AF 1.95 48.99%#:*

Note. N= 250, Dependent variable = Counterproductive Work Behavior (CWB).
*p <.05, *¥**p <.001.

Hypothesis 4 aims to explore the correlation between role conflict and
counterproductive work behavior, along with mediating influences of emotional exhaustion.
To scrutinize these interconnections, the study employed hierarchical regression analysis,
with statistical outcomes shown in Table 4.6. Initially, Model 1 centered on control variables
like gender, age, tenure, and education, stating the effect of demographic variables on CWB
and revealed the same result as in hypothesis 1. Transitioning to Model 2, role conflict, which

was introduced as an independent variable and was shown in table 4.3., is responsible for
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25% toward CWB. This enhancement signifies a significant relationship within role conflict
toward CWB (AR*=.25, B = .51, p < .001), which has also been shown in table 4.3.. Moving
forward to Model 3, the mediator variable, emotional exhaustion, was incorporated.
Emotional exhaustion does not have much to do with CWB (AR*=.01, p < .05), while it still
has a significant value of p-value lower than .05. The results showed that both role conflict (3
= 41, p < .001) and emotional exhaustion (B = .15, p < .05) had a significant effect on
counterproductive work behavior (CWB) in model 3. The comprehensive result was shown
in table 4.6.. In summary, the test results supported the statement of Hypothesis 4,
highlighting the partial mediation of emotional exhaustion within role conflict and CWB.

Table 4.6.
Hierarchical Regression Analysis on the Mediating Effect of EE

Variable B
1 2 3

Step 1

Gender A2 .10 A1

Age -.18%* -.12 - 13%

Tenure 10 -.04 -.03

Education -.03 -.07 -.05
Step 2

Role Conflict variable ST A
Step 3

Emotional Exhaustion variable 5%
F 1.95 18.57*%* 16.43*
R? .03 28 29
Adj. R? .02 26 27
AR? .03 25 01*
AF 1.95 82.43%** 4.43*

Note. N= 250. Dependent variable = Counterproductive Work Behavior (CWB).
*p <.05, *¥**p <.001.
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Hypothesis 5 posited that Perceived Organizational Support (POS) would moderate
the relationship between role conflict and emotional exhaustion. To examine the moderating
effect, a three-step hierarchical regression analysis was conducted.

Initially, in the first model, gender, age, tenure, and education played as demographic
variables in order to consider potential influences on emotional exhaustion, as shown in Table
4.7. By involving these demographic variables, confound effects of role conflict and POS can
be minimized. The second model involved the independent variables of role conflict as well
as POS to evaluate their individual effects on emotional exhaustion. By adding these
variables, the analysis aimed to observe the direct effects of role conflict and POS on
emotional exhaustion, providing a clearer understanding of how these factors independently
contribute to employee exhaustion. The third model included the interaction effect between
role conflict and POS to specifically test for the moderating effect of POS on the relationship
between role conflict and emotional exhaustion.

In conclusion, this analysis revealed that POS did not have a moderating impact on
the relationship between role conflict and emotional exhaustion (AR?= .00, § =.01, p > .05).
Consequently, the findings did not support Hypothesis 5. This study suggests a deeper
exploration of POS and its antecedents, as these may affect the relationship between role
conflict and emotional exhaustion.

Although POS is not a strong moderator in this context, it likely benefits employee
well-being and should be considered to enhance organizational well-being, given its
significant negative correlations with other variables. Organizations might need to look into
different aspects of POS or other moderating factors that could better explain the relationship
between role conflict and emotional exhaustion. To make further improvements, some
potential variables may be involved in future studies to further investigate the organization as

well as employees.
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Table 4.7.
Hierarchical Regression Analysis on the Moderating Effect of POS

Variable B
1 2 3

Step 1

Gender -.04 -.06 -.06

Age -.04 .00 .00

Tenure A1 -.04 -.04

Education -.08 -11% -11%
Step 2

Role Conflict variable 5]k 5]k

POS variable S 4% Q4%
Step 3
Role Conflict x POS 01
F 1.28 34.09%* 29.10
R’ .02 46 46
Adj. R? .01 44 44
AR’ .02 RV S .00
AF 1.28 97.67%%* .02

Note. N= 250, POS= Perceived Organizational Support. Dependent variable= Emotional Exhaustion.
*p <.05, ***p <.001.

Hypotheses Discussions and Summary

The primary aim of this research is to investigate the comprehensive connections
between role conflict, emotional exhaustion, POS, and CWB among hospitality industry staff
in the Taiwan hospitality sector. This study delves into a comprehensive analysis of the
findings for each hypothesis, aiming to elucidate potential explanations and implications
arising from the data. Additionally, Table 4.8 is utilized as a tool to succinctly summarize the
outcomes of hypothesis testing, offering readers a comprehensive overview of the

relationships among these variables.
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Through this research, we aim to gain deeper insights into how these factors impact
the hospitality industry in Taiwan. Specifically, we aim to understand the effects of
conflicting job roles, emotional exhaustion, and inadequate organizational support on
employees' inclination to remain in their current positions. By thoroughly investigating these
relationships, our study aims to provide valuable insights into the challenges encountered by
the organization and employees. Furthermore, we aspire to propose practical
recommendations for enhancing job satisfaction and retention rates within the hospitality
industry, thus contributing to the improvement of overall employee well-being and
organizational success in this sector.

In summary, the study provides insight into the multi-dimensional analyses among
role conflict, emotional exhaustion, POS, and CWB in the hospitality industry. Through
analysis and interpretation of the data, it reveals the relationship of relationships that exist
between these variables, highlighting the subtle ways in which they interact and influence
each other. The findings highlight the critical importance of effectively managing role
conflict and cultivating a nurturing and inclusive work environment. These efforts are critical
not just for mitigating the unfavorable effects of role conflict and emotional exhaustion, but
also to promote employee well-being and improve work satisfaction in the hospitality
industry.

Hypothesis 1 posited that role conflict positively impacts emotional exhaustion,
which was confirmed through both the Pearson correlation coefficient and hierarchical
regression analysis. According to Penney and Spector (2005), employees who experience job
stressors (e.g., role conflict), ultimately leading to CWB. This is further supported by the
JD-R model, which suggests that an imbalance between demands and resources, such as
excessive role conflict, can cause significant stress, eventually prompting them to undergo
behaviors that may harm the organization. Moreover, job resources that are accessible in the

workplace
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could mitigate the impact of job demands on the health impairment process. (Balducci et. al.,
2011). Additionally, the Effort-Reward Imbalance (ERI) model by Siegrist (1996)
demonstrates that high effort combined with low rewards leads to unfavorable health
outcomes, which relates to Hypothesis 2 of this study.

For hypothesis 2, it considered that role conflict is positively correlated toward
emotional exhaustion. The result is proved to be supported through several statistical analysis
methods. To make this hypothesis more supportive and reliable, the COR theory is applied.
According to the COR theory, it suggests that when individuals invest all their vigor and
resources into their work, they often have fewer resources left for their family and
themselves, leading to mental depletion (Hobfoll, 1989). Which partially supports H2.

The COR theory also supports H3, which is “emotional exhaustion is positively
related to CWB”. According to the COR theory, employees have already been suffering with
emotional exhaustion because they need to use all their momentum and stamina to protect the
resources that they have, they may feel disappointed physically and mentally toward the
insufficient resources provided by the organization and may probable lead to
counterproductive work behavior (Akram & Akram, 2019).

Emotional exhaustion mediates the relationship between role conflict and CWB,
partially explaining the connection between these variables. Statistical analyses, including
correlation coefficients and hierarchical regression, confirm that hypothesis 4 is supported.
These analyses show that while role conflict directly influences CWB, emotional exhaustion
significantly contributes to this relationship. This finding highlights the importance of
addressing emotional exhaustion, which may increase the negative impact of role conflict on
CWRB, causing more problems and disasters.

Hypothesis 5 describes how POS acts as the moderator between role conflict and

CWB. As observed by Eisenberger et. al. (1986), POS is played as the moderator among the
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relationship of role conflict and emotional exhaustion, by reducing the tendency to amplify
stressors and increasing perceptions of available resources to cope with stress. However, no
significant moderating effect can be observed. Even though the statistical outcome surely
pointed out that POS is negatively correlated with role conflict and emotional exhaustion, the
significance level is quite low, indicating that this hypothesis may not be that supportive as it
was originally designed in this framework.

Last but not least, even though previous studies have conducted similar studies using
a similar framework to this study (e.g. Rossland & Alveid, 2020, Zhao et. al., 2018), this
study still has several key ways that can be differentiated toward its predecessor. First, the
scale applied in this study is unique and provides new perspectives on the constructs being
measured. Additionally, the population of this study is different, focusing on the hospitality
industry, which has not been extensively explored in the context of role conflict, emotional
exhaustion, POS, and CWB. Rossland and Alveid (2020) studied the turnover intention
among managers but in this research, counterproductive work behavior is studied instead. As
for the Zhao et. al. (2018) research, the moderator is machiavellianism, which is different
from this study, indicating a different research scope can be observed. Furthermore, the
methodology applied in this study brings a different perspective to the research, potentially
revealing details and new findings that previous studies may have neglected.

Additionally, it is important to know that different researchers bring different
perspectives and methods to their work, which can lead to different interpretations and
conclusions even when studying similar phenomena. In case, the diversity of thought reveals
the unique contribution of this study. By launching new research based on previous studies
with different scales, sample populations, and research target as well as the dependent

variable, this study provides valuable insights and enriches further discussions in the field.
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The importance of continuing to study these topics cannot be emphasized for more.
Each study contributes to a more complete understanding of the complex dynamics involved,
helping to refine the theoretical framework and inform practical applications. This iterative
process of research and discovery plays a vital role in learning and absorbing advanced
knowledge and improving practice in the field. Moreover, the key elements and innovative
approach of this study ensure its unique position among existing research.

Despite utilizing similar frameworks, the introduction of different scales,
methodologies, and target populations brings a completely fresh perspective that enhances its
relevance and impact. This study not only reminds gaps in the literature but also opens new
trials for future research. In conclusion, the unique contributions of this study are the novel
approach and the fresh insights it provides. By integrating diverse perspectives and advanced
analytical methods, this research stands out in the field, offering meaningful contributions
that enhance its overall value and significance.

This study not only advances theoretical knowledge but also has the potential to drive
positive changes in workplace practices and employee well-being, as well as to warn
organizations to take an eye on these kinds of situations.

Table 4.8.
Summary of Hypotheses Testing Outcomes

Hypotheses Result
H1 Role conflict is related to CWB Supported
H2 Role conflict is related to emotional exhaustion Supported
H3 Emotional exhaustion is related to CWB Supported
H4 Emotional exhaustion has a mediating Supported
effect among role conflict and CWB
H5 POS has a moderating effect among Not Supported

role conflict and emotional exhaustion
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CHAPTER V CONCLUSION AND RECOMMENDATIONS

The previous chapter outlined the results of data analyses carried out within the
framework of the research methodology and theoretical statements. The purpose of this
chapter is to make a brief conclusion on the current research work. Followed by practical
implications provided to get rid of these challenging issues. Next, limitations were also

revealed in the study. Finally, recommendations for future research were provided.
Conclusions

The primary goal of the study is to discover how role conflicts, emotional exhaustion,
and the perceived support from the organization affect the likelihood of employees in the
hospitality industry wanting to show their unhappiness toward the organization. Additionally,
we investigate how emotional exhaustion acts as a mediator between role conflicts and CWB,
as well as the moderating role of perceived organizational support (POS) in the relationship
between role conflicts and emotional exhaustion. To solve CWB in the hospitality sector
efficiently, we suggest implementing effective HRM strategies. We collected valid responses
from 250 participants in the hospitality industry through an online survey.

In our analysis, we discovered that role conflicts are positively related with CWB,
supported by the JD-R model. Suggesting that employees facing high job demands without
adequate resources are more likely to consider leaving their positions. Similarly, we
discovered a positive link between role conflict, emotional exhaustion, as well as CWB.
Aligning with the COR theory. According to this theory, protecting employees' job resources
can lead to lower emotional exhaustion. Later on, the probability of encountering CWB
issues can be decreased.

Furthermore, our findings support the notion that emotional exhaustion acts a crucial
role as a mediator within role conflicts and CWB. This suggests that when individuals

experience emotional exhaustion due to role conflicts, they are more inclined to consider
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implementing behaviors that can cause harm to the organization. Finally, we hypothesized
that POS could alleviate the impact of role conflicts on emotional exhaustion. Although our
results show a significant negative moderating effect, the strength of this effect was not
substantial enough to fully support our hypothesis, leading to its rejection.

Practical Implication of the Study

The findings of this research reflect that reducing role conflict as well as emotional
exhaustion could be effective ways to reduce the need of employees to harm the organization.
Emotional exhaustion does not only affect CWB directly but also functions as an important
mediating role within role conflict and counterproductive work behavior when hospitality
employees are encountering challenging issues that require them to be in charge with
multi-role. In practical terms, there are several strategies that the organization should
consider if they want to retain their valuable staff (e.g. organizational support, appropriate
leadership, good organization climate, etc.), which have been mentioned in previous
statements. This study also found that organizations should stop considering role conflict as a
constant negative effect and support necessary conflicts to make the strategies work out
smoothly and efficiently.

By doing so, employees are more likely to engage with their job and exhibit
innovative behavior when they understand the conflict management atmosphere within the
organization (Hyo & Hye, 2018).

Probable Solutions for Role Conflict

To alleviate role conflict problems within the hospitality industry, adapting a
multi-dimensional approach that incorporates various strategies and initiatives can be highly
beneficial. One key strategy involves conducting comprehensive job analyses on a regular
basis to ensure that roles and responsibilities are accurately defined and aligned with the

skills and competencies of employees.

66



Managers must recognize conflict as inherent to social interaction and provide
case-based training to emphasize its importance. This training encourages flexible attitudes
toward conflict and equips employees to autonomously apply conflict resolution methods,
crucial in hospitality industries where conflict situations may arise unexpectedly (Jung &
Yoon, 2018).

In order to keep this industry to thrive, new bloods are always needed and should be
taken good care to make them willing to stay in this industry. Aligning with the research
statistics shown in chapter 4, young employees are particularly susceptible to experiencing
role conflict, it is crucial to prioritize initiatives aimed at enhancing their well-being. When
young employees join a complex project, it's crucial to provide special attention, including
assigning experienced supervisors for direct oversight and guidance. A positive and flexible
work environment helps them feel involved, fostering social support networks and a
nurturing atmosphere, which is especially beneficial early in their careers (Ozkan & Solmaz,
2018). Moreover, within this supportive environment, supervisors play a pivotal role in
personally mentoring young employees, conveying valuable knowledge and strategies for
navigating workplace conflicts successfully (Dodanwala et. al., 2021).

By creating a supportive and dynamic work environment, supervisors can effectively
mentor young employees, equipping them with vital conflict management skills. This
approach fosters well-being and professional growth among young workers, enhancing the
overall success and cohesion of the construction project. Moreover, a strong conflict
management climate boosts employee innovation. Implementing such an environment
involves proactive measures like conducting supervisor interviews and facilitating open
communication channels (Jung & Yoon, 2018). Furthermore, if having effective leadership as
well as quality interpersonal interactions among the organization, role conflict issues can be

gradually solved and lead to a healthier and a more enjoyable working atmosphere (Behfar et.
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al., 2008; Tjosvold et. al., 2019). To turn a normal team into a high-performance team,
implementing educational programs to enhance employees' communication skills is
imperative. By improving communication proficiency, employees can navigate conflict
situations more effectively, ultimately leading to suitable resolutions and fostering a positive

organizational environment (Ceravolo et. al., 2012).
Reduction of Emotional Exhaustion

This study suggests two strategies to address emotional exhaustion, with a focus on
mindfulness interventions for frontline employees. HR managers are advised to prioritize
mindfulness practices such as meditation and stress management to support employees'
mental resilience and well-being. These techniques enhance concentration, emotion
regulation, and overall mental health, fostering a workplace culture that values mindfulness
among frontline staff (Li & Kim, 2017).

Furthermore, another effective strategy is to nurture an authentic work culture that
mitigates the adverse effects of surface acting on employees' emotional stability. Here,
departmental managers play a crucial role in fostering an environment where frontline staff
feel empowered to express their genuine emotions during customer interactions. To achieve
this, managers should develop tailor-made self-awareness training programs that address the
specific needs of their departments (Wallace & Coughlan, 2023). These initiatives may
include various activities, such as role-playing scenarios simulating challenging customer
interactions and group discussions aimed at enhancing employees' self-awareness and
emotional intelligence (Li & Kim, 2017). By cultivating a culture of authenticity and
self-awareness within the workplace, managers can effectively reduce the risk of emotional
exhaustion among employees, ultimately contributing to a healthier and more productive

organizational climate.
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HR managers serve as intermediaries between leaders and members of various
work teams, assessing employees' circumstances before and after work to address negative
emotions and promote a more positive mindset towards daily responsibilities. These
top-down efforts not only boost employees' interpersonal skills but also foster open
communication and trust within work units, which are essential in establishing a sense of
authenticity among employees at the departmental level and producing a positive
organization climate.

Limitations

Despite the insights provided by this study into the reasons behind CWB in Taiwan's
hospitality industry, several limitations must be noted. The analysis examined the relationship
between role conflict and CWB, considering emotional exhaustion as a mediator and
perceived organizational support as a moderator, using a sample size of 250 current
hospitality employees. Although the sample size was sufficient for initial investigation, it
may not fully encompass the diversity across various regions and sectors within the
hospitality industry, potentially limiting the generalizability of the findings. Furthermore, the
cross-sectional design only captures the relationships at a specific point in time, making it
difficult to infer causality. A longitudinal approach would offer a more thorough
understanding of how these relationships change over time.

While POS is considered as a moderating variable in this study, it's essential to
recognize that there could be various other factors at play. For instance, the overall
environment and culture within the organization, tenure, and the emotional intelligence level
of employees could all potentially influence how role conflict affects emotional exhaustion,
which can be studied in the future. Given that this study specifically looked at the hospitality
industry, it's important to acknowledge that the findings may not be directly transferable to

other industries with different working conditions and job demands.
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This study is designed as a quantitative study. In case, all responses were collected via
online questionnaires. However, there may be some research gaps that quantitative methods
cannot fulfill since some questions in the questionnaire are not quite intuitive and lead to
survey comprehension error, which is the reason why some of the items in this study were
deleted (e.g., POS1 and POSS). To get rid of this problem, a qualitative study should be
added as a supplement to support the original quantitative research, which is called a mixed
method approach.

Lastly, given the focus of this study which is the hospitality industry, the demographic
scope is well-defined, yet potentially restrictive when considering other industries such as
nursing or education, which also contend with issues of role conflict, CWB, and emotional
exhaustion, with the constant needs for organizational support. Exploring additional
demographic variables, such as hotel star rankings, presents an intriguing avenue for future
research.

Higher-end hotels, for instance, may have the resources to adequately support their
staff and address their needs, thereby offering valuable insights into the relationship between
organizational resources and employee well-being. Investigating these factors can further
provide a more comprehensive recognition of the development in different work
environments.

In conclusion, while the current study reveals the role of POS in alleviating the
impact of role conflict on CWB, it's crucial to acknowledge broader context and potential
influences that may shape these dynamics. By expanding the scope of research to include a
wider range of industries and exploring additional moderators and mediators, future studies
can contribute to a more comprehensive understanding of CWB for promoting employee

retention and organizational well-being across various organizational contexts.
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Recommendations for Future Studies

This paragraph is to summarize knowledge learnt from this study and to make up for
these deficiencies in order to make future studies more convincing and valuable for not only
academics but also for hospitality organizations and employees to take these advice as

useful references to improve themselves.
Other Potential Moderators for Future Studies

POS shows very limited moderating effects (AR*= .00, B = .01, p > .05) on the
relationship among role conflict and emotional exhaustion, suggesting the potential influence
of other moderating factors. Emotional intelligence, transformational leadership,
organizational culture, as well as organizational citizenship behaviors (OCBs) emerge as
potential key moderators in this study.

Individuals and leaders with high emotional intelligence demonstrate enhanced
emotional recognition, understanding, and management, aiding in navigating workplace
challenges like emotional exhaustion and role conflict. Their ability to regulate emotions and
empathize fosters supportive work environments and enables proactive stress management,
promoting resilience and well-being among team members. High emotional intelligence is
significantly correlated with healthy workplace, organizational success, and employee
satisfaction (Shkoler & Tziner, 2019).

OCBs often require a considerable investment of both time and energy from
employees, which can yield adverse repercussions for those actively engaged in such
behaviors. Individuals who willingly take on supplementary tasks or extend their working
hours may discover a reduction in the available time and energy allocated to fulfilling
familial responsibilities or addressing other significant duties (Bolino & Turnley, 2005;
Halbesleben et al., 2009), This could lead to a progressive increase in emotional exhaustion

over time. (Potipiroon & Faerman, 2020). Even in cases where employees do not feel
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compelled to surpass the outlined expectations, the involvement in OCBs can prove to be
notably draining, particularly when the allocated time is inadequate for addressing other
pertinent personal or professional objectives. Thus, the engagement in OCBs may emerge as
a relevant moderator within the complicated interplay between role conflict and emotional
exhaustion.

Furthermore, even though tenure did not come out to be significant as a control
variable, it may be a different story if switching it into a moderator. Employees with longer
tenures commonly boast stronger interpersonal relationships within the organizational
framework, heightened accessibility to crucial resources, and a more profound
comprehension of their designated roles. These inherent attributes may substantially
contribute to their ability to effectively navigate conflicts and improve the adverse effects of
role conflict on emotional exhaustion (Karatepe & Karatepe, 2009).

A New Role for Age in Future Studies

Age is a significant demographic variable in this research, demonstrated by its
significant B-values across hypotheses 1 to 5 and its correlation with emotional exhaustion
and Counterproductive Work Behavior (CWB) as depicted in table 4.2.. Moreover, age can be
the potential independent variable with emotional exhaustion, in charge of predicting CWB,
supported by a significant p-value below .05 (B=-.16, p < .05) in step 2. This indicates age's
potential to reliably measure emotional exhaustion among individuals in organizational
settings.

Furthermore, age may also perform a moderating role between role conflict and
emotional exhaustion. After applying a simulation statistical test on the moderating effect of
age. Even though the significance level of age in this role did not fall near to the p-value
threshold of .05, it is still considered to be an intrinsic research aspect. Further research may

enlarge the sample size, which can be helpful to strengthen its significance level. Afterwards,
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an independent sample t-test can be applied to further recognize the effects caused by
participants from different age distributions. Expanding the sample size would enhance the
statistical power needed to go through the t-test and to confirm age's role as a moderator more
robustly and convincingly.

As a result, age emerges as a multi-functional variable with implications for
predicting, moderating various outcomes in organizational behavior studies. Future studies
could enrich frameworks, providing valuable insights for academic exploration and practical
application. By delving deeper into age-related dynamics, researchers can enhance
understanding of certain demographic influences on organizational behavior, which may be
useful in conducting related future studies.

There's considerable potential for future research to delve deeper into the topic of
counterproductive work behavior (CWB), enriching its depth and reliability. Longitudinal
study designs offer a promising avenue for exploration, providing a more thorough
understanding of causality and how these relationships evolve over time. By tracking these
connections over extended periods, researchers can gain valuable insights for further studies

and develop more robust interventions.
Conclusion

Enlarge the sample size and diversifying participant demographics would greatly
enhance the generalizability of findings. Including individuals from various industries, job
roles, and geographic regions can provide a more comprehensive understanding of CWB's
impact across different contexts. Additionally, reconsidering the role of age, which has high
connections with variables in this study, as an independent variable or moderator could yield
intriguing insights worth exploring. Exploring additional variables such as emotional
intelligence, organizational citizenship behaviors (OCBs), tenure, and work-life balance can

deepen our understanding of these phenomena alongside role conflict. Lastly, conduct
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longitudinal research to investigate this industry thoroughly in order to present a more
comprehensive study.

Furthermore, employing a mixed-methods approach that combines quantitative data
with qualitative insights from interviews or focus groups offers a holistic view, capturing the
complexities of employees' experiences and other potential organizational factors. With a
clearer statement and the use of practical cases for participants in qualitative studies, the
ambiguity and vagueness that can lead to item deletions can be minimized. This clarity
allows for a more comprehensive study, as participants can provide richer, more precise data
to researchers.

The mixed-methods approach enhances this process by integrating qualitative insights
to refine the original quantitative measures, thus ensuring that scenarios are concrete and
relevant. This synergy between methods not only enriches the study’s findings but also
increases its reliability and validity. By addressing these recommendations, future research
can develop more effective interventions and organizational policies, fostering positive work
environments, enhancing employee well-being, and ultimately alleviate CWB issues across
diverse organizational settings.

Expanding upon these insights, future investigations could take a broader approach by
examining a more diverse range of industries and occupations. By doing so, researchers
could gain a deeper understanding of how various contextual factors interact with role
conflict to shape counterproductive work behavior. Besides, adopting longitudinal research
methods, where data is collected from the same individuals over an extended period, could
provide valuable insights into how these relationships evolve over time. This kind of
approach would allow researchers to track changes in role conflict, emotional exhaustion,
perceived organizational behavior, and counterproductive work behavior, providing a more

comprehensive understanding and useful analysis to optimize solutions toward related issues.
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APPENDIX A: QUESTIONNAIRE (ENGLISH VERSION)

Dear Participants,

Hello! I am Simon Ho, a student currently studying in the Graduate Institute of
International Human Resource Development at National Taiwan Normal University.

I appreciate your valuable time in participating in this questionnaire, which is part of
our ongoing study on role conflict and its impact on various aspects of employees.

To ensure confidentiality, all responses will be kept anonymous. Please feel free to
share your thoughts openly while answering the questions. As a token of our gratitude, we
will randomly select three respondents to receive an NTD $100 7-11 coupon. Participants
who complete the questionnaire are eligible to enter the drawing by providing their email

address.

Best Regards,
Simon Ho

Graduate Institute of International Human Resource Development (IHRD)
National Taiwan Normal University

Advisor: Chih-Chien Lai, Ph.D.

Advisee: Yeo-Shiang Ho

Email: simonho0325@gmail.com

1. Age
[J 18-24 yrs old
[J 25-30 yrs old
[J 31-35 yrs old
] 36-40 yrs old
[] 41 years old or above

2. Gender
] Men
[J Women
L] Other (s)

3. Tenure in the hospitality industry (yrs)
[J Less than 1 year
[J 1 but less than 3 yrs
[J 3 but less than 5 yrs
[J 5 but less than 7 yrs
[J 7 but less than 10 yrs
[J More than 10 yrs
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4. Education
[J Senior high or below
[J Associate
[J Bachelor

[] Master or above

Role conflict scale is adapted from Rizzo et. al (1970).

1 I have to do things that should be
done differently under different Never l----2----3----4 5 Always
conditions.

2 I receive an assignment Wlt'hout Never T, YO SO Always
the manpower to complete it.

3 I have to buck a rule or pohcy in Never T Always
order to carry out an assignment.

4 I work with twg or rpore groups Never T A Always
who operate quite differently.

5 I receive incompatible requests from Never T T Always
two or more people.

6 | I do things that are apt to be accepted T I N
by one person and not by others. Never Always

7 | I receive an assignment without T T
adequate resources and materials Never Always
to execute it.

8 I work on unnecessary things. Never ) [ JONe SO N Always

POS scale was adapted from Eisenberger et. al. (1986).

1 The organization values my Strongly T T Y Strongly
contribution to its well-being. Disagree Agree

2R | The Organization fails to appreciate Strongly oD Bl § Strongly
any extra effort from me. Disagree Agree

3R | The organization ignores any Strongly oD Bl § Strongly
complaints from me. Disagree Agree

4 | The organization really cares about Strongly ST S S Strongly
my well-being. Disagree Agree

SR [ Even if I did the best job possible, Strongly T Strongly
the organization would fail to notice. Disagree Agree

6 | The organization cares about my Strongly T Strongly
general satisfaction at work. Disagree Agree

7R | The organization shows very little Strongly T N Strongly
concern for me. Disagree Agree

8 | The organization takes pride in my Strongly T S Strongly
accomplishments at work. Disagree Agree
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Emotional exhaustion scale was adapted from Maslach et. al (1982)

and redesigned by Schaufeli et. al. (1996).

1 I feel emotionally drained from my Never T Always
work.

2 | I feel used up at the end of the Never T R S Always
workday.

3 I feel tired when I have to get up in T
the morning to face another day on Never Always
the job.

4 | Working all day is really a strain Never T T Always
for me.

S I feel “burned out” from my work. Never [ NG SO PR Always

CWSB scale was adapted from Spector et. al. (2010).

1 I purp‘osely was:te my employer’s Never T N Always
materials/supplies.

2 |1 ‘ complain about insignificant Never oD B b5 Always
things at work.

3 | Itell people outside the job what a Never oD B b5 Always
lousy place I work for.

4 |1 co‘rne.: to work late without Never T N Always
permission.

5 |1 s‘tayed at hpme from work and Never T A Always
said I was sick when I wasn’t.

6 | I insult someone about their job Never T N S Always
performance.

7 I'make fun of someone’s personal Never T Always
life.

8 | I ignore someone at work.

Never 1----2----3----4----5 Always

9 | I start an argument with someone Never T T Always
at work.

10 | I insulted or made fun of someone Never T N Always
at work.

93







APPENDIX B: QUESTIONNAIRE (CHINESE VERSION)

B2 HLT 04T

Foit B Ak R B N2 2V Rl RSS2 B RN ) & IR R AP Er O FE A, R AR
BRRFFZ LS MR THE, S0 A — 0 RR A AEZE (Role Conflict) M H ¥ B
T2 KA E TAE1T4 (Counterproductive Work Behavior, CWB) HIHF5E,

ey AR DARE AL 1 5 RIEZE,, T S2 i RO IR1 25 BT 8 A PR3 A% A A N B2l
WFFERI AT ERES, AL 1 [ RE R EH G oy S AR AR, IR RO B R[] RK) %48-1047
P, 2RI NE, PRSI = A5 538 ik R B E AT =1 100089 7- 1T 2%,
FER AR RO 2R B ] il £ L FLEE - T bk Sfe 22 BT A, I St A

[ S 7 Z 8 A R R B N DR A SR AF S E T AR
PEFR % FEGHE L

WFFELE: T A 8k

A& {5 46 simonho0325@gmail.com

1. i (R)
[ 18-24%
[ 25-303%
O 31-353%
[ 36-405%
O 418 LL B

2. R
L5
O et
LA

3. PRERENREBES &
L1 4LLF
L1 E3FLT
L3E5SHELT
LU5xE 7T
07 F 104ELLF
10 4L E

4. HERE
O &l T
O =8}
O K&
O fE bl k-
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Role conflict scale was adapted from Rizzo et. al (1970).

1 &% FEE%?F%K ﬁ‘l‘%gﬁﬁ$ ?/fé %{ﬁﬁ 1--—=-2--=-3-4----5 fﬁ%‘%ﬁﬂ [lid
15,
2 ?Z@T%@U E{j IVE’/G-:-’/G_:.{Qﬁ/@z@E@ AT 2 1--=-2--=-3-ag----5 =
3| A TIERALES, Bl AURRUE WAHHEAT | Nee2eBecdess | RASEAIIE
BBUK,
4| FRELFE (2 DL _E) TR R IA] AR QS JR—G R R 2 an it
1 [ e
S| FRAEmE (B 2) AR A I T Y SR e
6 | Ty SiE g BB, T PTIE (N T SO o B
K%@U%ﬁ&j\%}g\ =i T/{éj({ﬁﬁ f@EﬁDﬂ?lﬁ
T | FRAEBNEA R AVE IR LR PSS I T S 4eees§ ;
balyaiond sty | 123 A
8| BAEmig BB, PEANGA | 1o2Bodes | ML
POS scale was adapted from Eisenberger et. al. (1986).
1 ﬁﬁﬁ?ﬁﬁ%ﬁﬁ%@ﬂﬁ@ﬁ%& éﬁﬁ[ﬁ]%ﬁ“ R T S T }Efl%"ziﬁ =
2R &ax%gﬁ’f#ﬂjﬁ@%ﬁ%%ﬁo g,":‘ﬁ’ﬁj% (N T SO g":":%’ SEE
3R Qﬁﬁ@$ﬁ@ﬁ%ﬂjﬁ@?@%@&§ﬁo }Eﬁ’ﬁj%“ R YOS S B JEVI%L’Z( ﬁ%“
4 | AR DRI B = FEH TR 1----2----3----4----5 FEHE RS
SR| BN WERA, 20 | | a5 | grn
PR, h i
6 &agg’t\ﬁ%j‘b‘é If@ﬁ@%&%%f%% }Eﬁlﬂ% (N T SO }ET%L’Z: ﬁ‘iﬂt‘
TR | 23 FANEE R D E FEH TR 1----2----3----4----5 FEHEAIAE
8 /Aa@uﬁaéﬁ Iﬁz’ﬁ;ﬂ:%%o gﬁﬁﬁ% R YOS S B j}f N [ﬂ%“
Emotional exhaustion scale was adapted from Maslach et. al (1982)
and redesigned by Schaufeli et. al. (1996).
U1 32 TR R %, WASEA | oe2eeBedeos | MRANIE
2 p b RG] | Y
%I{/Eﬁﬁiﬁ‘#&@ﬁﬁ R eABA e S R

Ao
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Emotional exhaustion scale was adapted from Maslach et. al (1982)

and redesigned by Schaufeli et. al. (1996).

Yol T s R, | Rt | 1e2e3edens | R
S| BT TAEREE S, WAL | 1e2ee3eas | HURANIL
CWSB scale was adapted from Spector et. al. (2010).

U [ REGEREATOHR S | oems | L2345 | s
2 gi@1¢¢@%ﬁ%%%% e T
S Al v e IO R PES I (R S T Wi )
4 | REARRGE TS, WA | NedomeBooncdoees | SRATIE
| HERSEREEEIRAC | g | 1e2ededes | e
6 | Bl A IR, AN | s

7 R D S YN \ s

N, ferki A R
8| B LRI fAciat | 1e2ededess | Rt
O | REGCLEFRRREARETO | o | logosas | smpmi
10| BAELAPRBRAERIEN | pegeiaty | 1o2dodens | AR
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