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ABSTRACT

Purpose-Grounded on the Conservation of Resource Theory (COR), the study explored the
indirect effect of customer incivility, abusive supervision, COVID-19, disruption in work-life
balance, and career growth opportunities on employee turnover intent through the mediating role
of job stress.

Design/methodology/approach-Target population for this study was the front-line employees
working at the major international airports of Pakistan and 258 valid responses were taken for
mediation analysis through Partial Least Square (PLS) method. Factor analysis, composite
reliability, model fitting summary, and discriminant validity were also assessed.

Findings-Results depicted that the worker's job stress completely mediates between customer
incivility and turnover intentions. The same was the case when supervisor incivility, disruption in
work-life balance, and career growth were taken as independent variables. But no mediation
effect of job stress was found between COVID-induced stress and employee turnover intentions.
Practical Implication-Study highlights the contributing factors of employee job stress and
implies the necessity of special training programs for employees and supervisors to better
manage these stressors.

Originality/Value-The study contributes to the lack of literature on front-line employees working
at airports where various factors including the pandemic are evaluated in terms of their impact on
turnover intentions.

Keywords: Workplace Incivility; COVID Induced Stress; Disruption in Work-Life Balance; Career

Growth; Job Stress; Turnover Intentions

1. INTRODUCTION

Stress is an aspect of human life and is cited as a communal problem in today’s world

(Salari et al., 2020). Over the years, the literature related to job stress has gained the
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attention of management researchers because it poses severe undesirable effects on
individual workers and ultimately on the overall business (S. Kim et al., 2022). Among
others, one major consequence of job stress is employee turnover (Huang et al., 2018).
This turnover can be enormously expensive for the organization and every so often can
be considered as its highest cost (Malek et al., 2018). This is a significant cost for a
business and an important metric to measure performance related to human resource
management (Li et al., 2022). In this context, several recent studies in the literature
attempted to evaluate employee stress in the hotel business (Aguiar-Quintana et al., 2021;
Baum et al., 2020; H. S. Jung et al., 2021). Few studies were also found where authors
examined job stress for airline crew members (S. Kim et al., 2022), However, similar
endeavors for front-line ground staff in aviation are limited. Despite the grave
consequences of the turnover rate highlighted above and the importance of ground staff
in providing quality services to passengers (Shah et al., 2020), research specifying the job
stressors of frontline employees working at the airports and its impact on their turnover
intentions is limited — an important gap which the current study intends to fill.

As cited by Jiang and Shen (2018), employee turnover is a situation in which an
employee willingly and deliberately ceases to be a member of an organization. Many
other scholars similarly defined the term. In a detailed qualitative study, Arokiasamy
(2013) attributed this turnover to voluntary (i.e., when employees separate from an
organization on their own), involuntary (i.e., when the employer decides to terminate the
employment contract), avoidable (i.e., something that an organization can prevent
through motivating employees) and unavoidable (i.e., employee’s life decisions which
are beyond employer’s control. But, the emphasis of the current study is the ‘turnover
intention’ which is voluntary and reflects the attitude of an employee towards the
organization (Jiang & Shen, 2018). More importantly, these intentions are the declaration
of a specific behavior of interest and an accurate indication of a subsequent behavior (K.
F. E. Wong & Cheng, 2020). So the literature on human behavior in an organization
setting asserts that turnover intention is one of the immediate precursors of the employee
leaving the organization.

Job stress is among the major causes which lead to employees’ intentions to quit the
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job (Liyanage et al., 2014). The nexus between work stress and turnover intentions is
positive as a greater amount of stress will increase the employee's intentions to leave the
company (Applebaum et al., 2010; Arshadi & Damiri, 2013; M.-F. Chen et al., 2011).
Many others also cited the higher employee turnover as a negative outcome of workplace
stress (Hatzinikolakis & Crossman, 2010; E. S.-T. Wang, 2014).

This stress arises because of the mismatch between perceived job demands and the
worker’s ability to fulfill them (M.-F. Chen et al., 2011; Williams et al., 2010). The
situation gets worst when this mismatch is a constant occurrence (Tziner et al., 2015;
Urien Angulo & Osca Segovia, 2013). More specifically, as cited by A. K. F. Wong et al.
(2021), job stress is the worker’s cognizance or sensation of disfunction as a consequence
of perceived circumstances in the job setting. On the contrary, O’Brien and Beehr (2019)
categorized job stress into two types i.e., ‘challenge related” which leads to the desirable
outcome, and ‘hindrance related” which leads to the undesirable outcome. But, the focus
of this research is the type of stress that has undesirable consequences on worker turnover
intent.

Employee stress and their intent to leave the company relate closely (Fong & Mahfar,
2013) and may be impacted by several external and internal factors including job
demands (Van der Heijden et al., 2018), influence of supervisor (Kuehnl et al., 2019) and
work-life equilibrium (lrawanto et al., 2021) In current research, abusive passenger
behavior is studied as one of the external stressors that ultimately affects the intent of an
employee to switch the job (Bamfo et al., 2018). Now, as COVID has caused a
substantial effect on the stress of front-line employees impacting their intentions to leave
a particular occupation (Northington et al., 2021), so this outside factor is also considered
in current research. On the other hand, the study also incorporated supervisor incivility
(Tews & Stafford, 2020; Xu et al., 2018), disruption in work-life disbalance due to the
unfavorable nature of the job (Sirgy & Lee, 2018), and career growth opportunities
provided by the organization (Huo, 2021) the absence of which may add up to the stress,
as internal stressors that influence the turnover intentions of front-line employees
working at major airports of Pakistan who are responsible for check-in and boarding of

airline passengers.
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2.1. Theory

Conservation of Resource (COR) provides a theoretical foundation for this study as it
is often utilized in organizational psychology literature to explain employee behavior in a
variety of stressful circumstances (Hobfoll et al.,, 2018). This theory posits that
individuals’ behavior for actively seeking ways to retain the resources that they value and
finding ways to create new resources (Hobfoll, 1989). As cited by Chua et al. (2022),
these resources can be objects, conditions, personal characteristics, and symbolic values.
Stress is triggered when individuals perceive or face the loss of such resources which
ultimately leads to their preventive behavior towards such loss (Hobfoll & Freedy, 1993).

2.2.Customer Incivility

Interchangeably used as abusive customer behavior, dysfunctional customer conduct
(J. Kim et al., 2018), or deviant customer behavior (J. H. Jung & Yoo, 2019), customer
incivility is a deliberate act on behalf of customers that violates the commonly accepted
norms of mutual respect and courtesy in a working environment (H. Kim & Qu, 2019).
Some other common terms found in the literature for this type of behavior of customers
are aberrant customer behavior (Hwang et al., 2021) and jay-customer behavior (G. Kim
etal., 2014).

Wide-ranging research was found in existing literature where authors evaluated the
various impacts of customer incivility on front-line employees through several different
mediators. In a qualitative study, Bamfo et al. (2018) evaluated the impact of abusive
customer behavior on bank tellers’ intentions to leave the company through the mediating
role of employee satisfaction. On similar grounds, G. Kim et al. (2014) found an
increased level of job stress due to customer incivility which in turn led to lower job
satisfaction working in the hospitality industry. Moreover, recent research in Korea
reported a positive effect of customer abusive behavior and job stress on employees'
intent to quit (H. Chung et al., 2021). A similar Korean study was conducted on
restaurant employees and found a significant impact of three types of jay-customers

behavior on employee stress leading to decreased job satisfaction (Bi et al., 2021). On the
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other hand, Huang et al. (2018) used three stress coping strategies in their research model
hypothesizing their diminishing impact on occupational stress and assuming the positive
relation between stress and quitting intents of hotel industry personnel in China.

Related to the aviation industry, E. K. Chung et al. (2017) studied the arbitrating role
of satisfaction between stress and turnover of airport security screening staff working at
two Korean airports. In a cross-sectional research conducted on airline employees, Cho et
al. (2014) identified a rapport between role stressors and employee turnover but their
research included all levels of passenger-contact employees working at airports and in
head offices hence lacking focus. Recent research in Pakistan studied the impact of
unmannerly customer behavior on bank managers' intent to quit by using three mediators
including job stress (Kashif et al., 2017). They recommended including other stressors as
well to study employee turnover. Moreover, no research was found where the impact of
uncivil behavior of airline passengers on quitting intentions of passenger-contact staff
working at the airports of Pakistan or in any other country was evaluated, especially
considering the intervening role of job stress. So, the following hypotheses were
formulated to fill this gap:

Hi: Taking job stress as a mediator, the incivility of airline passengers significantly
contributes to the turnover intentions of front-line staff.

Haia: Incivility of airline passengers significantly contributes to turnover intentions of
front-line staff.

Hi,: Incivility of airline passengers significantly contributes to the stress of front-line
staff.

2.3.Supervisor Incivility

Supervisor incivility or ‘abusive supervision’ is subjective and can be defined as the
perception of the sub-ordinate about the extent of aggressive verbal and non-verbal
behavior from their supervisors (Ali et al., 2022). In an empirical research conducted on
Taiwanese bank employees, M.-F. Chen et al. (2011) evaluated a nexus among seven
core job characteristics including supervisor support with employees turnover intentions
through job stress but 70% of respondents were specified as clerks and the authors did

not specify the rest. Likewise, Liyanage et al. (2014) hypothesized the interceding role of
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occupational stress between supervisor backing and quitting intentions of sewing
machine operators in Sri Lanka. In recent research that was focused on the nursing staff
operating in government hospitals, Faheem et al. (2022) found that observable and
unobservable workplace incivility strongly influences turnover intentions. Moreover, a
study conducted in UAE found that abusive supervision has an adverse effect on the
capacity of front-end restaurant workers to achieve customer satisfaction through the
mediating role of employees' silent behavior (Al-Hawari et al., 2020). In a similar
industry, Tews and Stafford, (2020) also reported the impact of supervisor’s incivility on
the turnover intentions of ‘front-of-house’ restaurant employees. Moreover, Bai et al.
(2022) studied the impact of abusive supervision on employees’ performance which is of
slight relevance to the current study as the authors selected Chinese airline service
employees. Another research was done on South Korean flight attendants where the
authors found a mediating effect of job insecurity between supervisors’ abuse and service
performance (Y. Shin et al., 2022). But no research was found where the authors studied
the mediating role of job stress between supervisors’ incivility and turnover intents of
front-line employees responsible for check-in and boarding of airline passengers at the
airports. So, the following hypotheses were proposed:

H,: Taking job stress as a mediator, the supervisor’s incivility significantly contributes to
turnover intentions of front-line staff.

Haa: Supervisor’s incivility significantly contributes to turnover intentions of front-line
staff.

Hay: Supervisor’s incivility significantly contributes to the stress of front-line staff.

2.4.COVID Induced Stress

In recent times, COVID-19 has drastically changed the work environment resulting
in disruption to the service industry (Northington et al., 2021). This paradigm shift added
a layer of stress on front-line employees (Voorhees et al., 2020). In the retail sector,
Mayer et al. (2022) found a relationship between workers’ perception of unsafe
workplaces due to COVID-19 on higher rates of stress. In the context of the airline
industry, D.-J. Shin et al. (2021) found that COVID-induced stress increased the turnover

intentions of employees working in two airlines i.e., Korea Air and Asiana, and their
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research involved employees who were working in the reservation, ticketing, sales
services, airport services, and in-flight services hence lacking the focus. But they
suggested validating this effect in other contexts. In this area, no research was found in
existing literature where COIVD induced stress was evaluated in terms of its impact on
airport employees’ job stress and ultimately to their quitting intentions. Hence, following

hypotheses were proposed to fill this gap:

Ha: Taking job stress as a mediator, COVID-induced stress significantly contributes to
turnover intentions of front-line staff.

Hs.: COVID-induced stress significantly contributes to turnover intentions of front-line
staff.

Ha,: COVID-induced stress significantly contributes to the overall job stress of front-line
staff.

2.5. Disruption in Work-L.ife Balance

The disruption between work and life balance is created when long working hours
and high work demands become the norm and a balance between work and life decreases
the turnover intentions and psychological strain (Adriano & Callaghan, 2020). Studies
found a relationship between work-life balance, employee satisfaction, and well-being
(Haar et al., 2014). Another research found a significant effect of work-life balance and
stress on employees' turnover intentions (Giauque et al., 2019). In relevance to the model
proposed in the current study, Boamah and Laschinger (2016) found a significant
mediating effect of job burnout between work-life balance and turnover intentions of
nurses. Similarly, Liyanage et al. (2014) found that job stress mediates the impact of
work-life balance and turnover intentions of machine operators. In the context of aviation
industry and in close similarity to the current study, C.-F. Chen and Kao (2011)
investigated the impact of work-life balance on turnover intentions of flight attendants of
Taiwanese airlines through the role of job stress. Moreover, they recommended
establishing the predictive validity of their model across other contexts and industries.
Also, the existing literature lacks research related to frontline employees working at
airports. So, the current study filled this gap in literature by proposing the following

hypotheses:
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H.: Taking job stress as a mediator, disruption in work-life balance significantly
contributes to turnover intentions of front-line staff.

Haa: Disruption in work-life balance significantly contributes to turnover intentions of
front-line staff.

H.,: Disruption in work-life balance significantly contributes to the stress of front-line
staff.

2.6.Career Growth

Career growth has conversed in the literature as the perception of an employee about
the chances of advancement and development that this employee has within the
organization (Q. Wang et al., 2022). A lack of career growth in an organization for an
employee who desired it leads to stress (Cooper & Cartwright, 2018). For this lack of
growth, the term ‘Career Plateauing’ (Yang et al., 2019) is used in literature and found
researchers found its impact on employees' intentions to quit (Yang et al., 2018). On the
other hand, the provision of career growth opportunities (e.g., promotion) is negatively
associated with employee turnover intentions (Dodanwala & Santoso, 2022).

Similar to the current study, Biswakarma (2016) put promotion and remuneration
into one latent variable career growth, and found its direct negative relation with turnover
intentions. In Pakistan, Umar et al. (2016) demonstrated that career growth opportunities
play a major role in overcoming turnover intentions of management professionals
working in the pharmaceutical industry. In a similar setting, Ohunakin et al. (2018)
hypothesized a negative relation between career growth opportunities and turnover
intentions of faculty members but with the mediating effect of organizational
commitment. So, in this context, the existing literature lacks research on the airport
employees’ turnover intentions impacted by the career growth opportunities mediated by
job stress. To fill this gap, the following hypotheses were proposed:

Hs: Taking job stress as a mediator, the provision of career growth opportunities
significantly counteracts the turnover intentions of front-line staff.

Hsa: Provision of career growth opportunities significantly counteracts the turnover
intentions of front-line staff.

Hs,: Provision of career growth opportunities significantly counteracts the stress of
front-line staff.
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Based on these hypotheses, the current study proposed a model (See Figure 1) in
which job stress is acting as a mediating factor between five selected independent
variables and turnover intentions of front-line staff handling check-in and boarding of
airline passengers at the airports.

Figure 1
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3. RESEARCH METHODOLOGY

3.1.Sampling and Data Gathering

By taking a convenient sample, data was collected from 324 respondents through a
self-administered questionnaire. After initial screening, 258 valid responses were used for
further analysis which is under an acceptable limit (Hair et al., 2014). Data analysis was
conducted through Smart PLS 3.0. Moreover, to avoid selection bias of non-probability
sampling (Buelens et al., 2018), responses were collected at six major international
airports i.e., 39 (15%) from Allama Igbal International Airport, 92 (35%) from Islamabad
International Airport, 30 (12%) from Jinnah International Airport, 47 (18%) from Multan
International Airport, 30 (12%) from Faisalabad International Airport and 20 (8%) from
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Sialkot International Airport. The respondents of this study were the front-line employees
of airlines and ground handling companies working in the capacity of passenger handling
(i.e., check-in and boarding) at these six designated airports. After handling the missing
data, the final analysis included the responses of 173 males (67%) and 85 females (33%).
Most of the participants i.e., 208 (81%) were of age between 25-44 and 185 (72%) of the
total respondents have a graduate degree.

3.2.Survey Instrument

For this research, the appropriate scales were adopted from the existing literature to
warrant high validity and reliability. In accordance with the number of constructs used in
the current study, the questionnaire was separated into seven segments. Customer
incivility (Cl) comprised ten items and supervisor incivility (SI) which contained five
items was borrowed from the study of Y. Shin et al. (2021). For COVID-induced stress
(C1S), a five-item scale was borrowed from Northington et al., (2021). Moreover, out of
ten question items used by Dex and Bond (2005), seven were adopted in the current study
to measure disruption in work-life balance (DWLB). Three items were skipped due to
their lack of relevance. Career growth (CG) which included promotion speed and
remuneration growth was measured through six items (Weng et al., 2010). Furthermore,
nine items were espoused by Jamal and Baba (1992) to measure employee job stress
(EJS). Lastly, employee turnover intentions (ETI) were measured through four question
items (H. S. Jung et al., 2021). Questions to measure CI were anchored to ‘within the past

2

one month, how often how passengers...” and a sample item was ‘... used an
inappropriate manner of addressing you (e.g., Hey you)’? Moreover, a sample question
statement to measure SI was ‘my immediate supervisor ridicules me’. For CIS, anchored
statement was ‘how concerned are you about...” and an exemplar indicator for this
variable is ‘...bringing COVID-19 home to someone in family from work’. One sample
question to measure DWLB was ‘my family is missing out on my input, either because |
don’t see enough of them, or I am too tired’. Additionally, ‘my promotion speed in the
present organization is fast’, ‘my job gets to me more than it should’ and ‘I sometimes

feel compelled to quit my job in my current workplace’ were the sample question items

for CG, EJS, and ETI respectively.
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A seven-point Likert scale (where 1 equal ‘strongly disagree’ and 7 equals ‘strongly
agree’) was used for SI, CG, EJS, and ETI while a five-point Likert scale was used to
assess Cl where 1 equal ‘never’ and 5 equals ‘very often’. Similarly, CIS was measured
on five points but here, 1 equal ‘causes me no concern’ and 5 equals ‘causes me great
concern’. Lastly, DWLB was measured with a three-point Likert scale where 1 equal

‘disagree’ and 3 equals ‘agree’.

4. RESULTS AND ANALYSIS

To test the internal consistency for all seven scales, values of Cronbach’s Alpha were
considered. For all the constructs used in this study, these values were greater than 0.8
(See Table 1) which showed high internal consistency (Bonett & Wright, 2015; Taber,
2018). Further to this, Composite Reliability (CR) was tested grounded on the
interrelation among the observed variables. These values vary from zero to one and all
the values greater than 0.7 aligned with the acceptable standards (Hair, 2014). Moreover,
Average Variance Extracted (AVE) for all the study variables was above 0.5 which
showed that the variance explained by a variable is more than the variance due to error
(Fornell & Larcker, 1981). In continuation to this, using the Fornell-Larcker criterion,
discriminant validity was tested by taking the square root of AVE and comparing them
with the co-relation of the latent constructs (Ab Hamid et al., 2017). According to Hair
(2014), the square root of AVE for each construct should have a greater value than the
correlations with other latent constructs which was the case in the current study. These

results can be seen in Table 1.

Table 1
Validity and Reliability
CIS CG Cl DWLB EJS ETI SI Cronbach CR AVE

CIs (0.779) 0.899 0.884 | 0.607
CG 0.108 | (0.847) 0.922 0.939 | 0.718
Cl -0.071 | -0.223 | (0.812) 0.942 0.951 | 0.659
DWLB 0.286 0.149 0.179 | (0.814) 0.915 0.932 | 0.663
EJS -0.054 | -0.225 | 0.574 0.343 | (0.803) 0.921 0.936 | 0.645
ETI -0.152 | -0.161 | 0.238 0.1 0.495 | (0.833) 0.855 0.900 | 0.694
Sl -0.194 -0.21 0.671 0.081 0.612 0.332 | (0.857) 0.910 0.932 | 0.734
Note: CI: Customer Incivility, EJS: Employee Job Stress, ETI: Employee Turnover Intentions, SI: Supervisor
Incivility, CIS: COVID-Induced Work Stress, DWLB: Disruption in Work-life Balance, CG: Career Growth
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Moreover, Confirmatory Factor Analysis (CFA) was also done which depicted a

strong factor loading (Hair et al., 2014) as all items were loaded above 0.7 (See Table 2).

Along with the standard loadings, values of mean and standard deviation are also

mentioned in the same table.

Table 2

Measurement Model

Customer Incivility SL Mean SD
Cl1 0.820 3.419 1.295
CI2 0.809 3.457 1.279
CI3 0.839 3.353 1.339
Cl4 0.825 3.264 1.465
CI5 0.806 3.453 1.439
Cl6 0.798 3.078 1.434
Cl7 0.768 3.252 1.495
Cl8 0.807 3.097 1.365
CI9 0.845 3.221 1.395
Cl10 0.794 3.043 1.376
Supervisor’s Incivility
SI1 0.887 3.012 2.014
SI2 0.920 2.837 1.912
SI3 0.769 2.465 1.58
Sl4 0.771 2.519 1.602
SI5 0.922 2.837 1.906
COVID Induced Stress
CIs1 0.758 3.562 1.504
CISs2 0.771 3.612 1.478
CIS3 0.965 3.078 1.583
ClIs4 0.694 3.322 1.415
CIS5 0.674 3.333 1.419
Disruption in Work-life Balance
DWLB1 0.713 2.190 0.848
DWLB2 0.840 1.946 0.852
DWLB3 0.812 2.085 0.845
DWLB4 0.822 2.085 0.889
DWLB5 0.844 2.213 0.857
DWLB6 0.804 2.109 0.865
DWLB7 0.855 2.074 0.866
Career Growth
CG1 0.877 3.488 1.531
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CG2 0.804 3.729 1.740
CG3 0.847 3.516 1.629
CG4 0.861 3.45 1.659
CG5 0.861 3.601 1.770
CG6 0.832 3.403 1.638
Employee Job Stress
EJS1 0.769 3.795 1.961
EJS2 0.829 3.841 1.903
EJS3 0.833 3.919 1.879
EJS4 0.824 3.527 1.933
EJS6 0.845 3.829 1.933
EJS7 0.802 4.124 2.010
EJS8 0.745 3.907 1.963
EJS9 0.774 3.496 1.945
Employee Turnover Intentions
ETIL 0.844 3.019 1.920
ETI2 0.891 2.822 1.888
ETI3 0.853 3.504 2.262
ETI4 0.736 4.314 2.285

4.1. Structural Model

In a research framework, the structural model reflects the hypothesized paths and is
assessed based on the significance of these paths and through the values of R? and Q2.
The goodness of fit for the model is determined by the R? values of the dependent
variables (Briones Pefalver et al., 2018) which should be greater than 0.1 (Falk & Miller,
1992). The R? values for both dependent variables in the model are greater than 0.1 (See
Table 3) hence establishing the predictive power of the model. Moreover, to state the
predictive relevance of endogenous variables, the value of Q? should be above 0 (Gim et
al., 2015) and the results shown in Table 3 satisfy this condition. In addition, the model
was also tested by using the Standardized Root Mean Squared Residual (SRMR) which is
below the required value of 0.10 (Aresi et al., 2018) indicating the acceptable model fit.

To further assess the goodness of fit, all hypothesized paths were tested to determine
the significance of their relationships. Hi. assesses whether CI significantly contributes to
ETI. The results showed that this impact is not significant and not positive (f = -0.115, t
= 1.524, p = 0.064) hence Ha, is not supported. Similarly, H.. evaluates the impact of SI
on ETI, and the result revealed that this impact is insignificant (f = 0.064, t = 0.665, p =

0
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0.253) so Haa is also not supported. H3a states that CIS significantly contributes to ETI,
but the result did not support this hypothesis as well (f = -0.105, t = 0.973, p = 0.165).
H4a postulates a positive impact of DWLB on ETI but the results showed otherwise (p =
-0.026, t = 0.339, p = 0.367). Hs. assesses that CG significantly counteracts ETI. The
result showed that although the impact is negative, yet it is insignificant (§ = -0.048, t =
0.741, p = 0.229). Hip, evaluates whether CI significantly contributes to EJS, and the
result supported this hypothesis ( = 0.212, t = 3.419, p < 0.05). On similar grounds, Hz,
states that Sl significantly contributes to EJS, and the result supported the same (p =
0.411, t = 6.873, p < 0.05). Additionally, Hsp, assesses whether there is a significant effect
of CIS on EJS, and the result showed otherwise (p = -0.032, t = 0.553, p = 0.290). Also,
H4b states that there is a significant positive impact of DWLB on EJS and the results
supported this hypothesis (p = 0.301, t = 5.342, p < 0.05). Moreover, Hs, proposes that
there is a significant negative impact of CG on EJS, and the results in Table 3 showed the
same (B =-0.132, t = 2.961, p < 0.05). Finally, Hs evaluates whether there is a significant
positive impact of EJS on ETI. The results showed the same (B = 0.515, t = 6.158, p <
0.05) hence He is supported.

In addition to this, Table 3 is also indicating lower and upper-level (bias-corrected)
confidence intervals at 10,000 bootstrapping. A confidence interval different from zero

shows a significant relation (Hayes, 2022). These outcomes are summarized in Table 3.

Table 3

Path Coefficients and Model Fit

Confidence Intervals

t- p-Values -

Paths B SD 0 ; Bias Corrected

Value (at 95% confidence) 50% 95.0%
Cl — ETI -0.115 0.075  1.524 0.064 -0.236 0.013
Sl — ETI 0.064 0.096  0.665 0.253 -0.098 0.219
CIS — ETI -0.105  0.108 0.973 0.165 -0.222 0.083
DWEB= 0026 0077 0339 0.367 0140 0108
CG — ETI -0.048  0.065 0.741 0.229 -0.150 0.062
Cl - EJS 0.212 0.062 3.419 0.000 0.108 0.313
SI — EJS 0.411 0.060 6.873 0.000 0.311 0.508
CIS — EJS -0.032 0.059 0.553 0.290 -0.118 0.079

0
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DWLB —
EJS

0.301

CG — EJS -0.132
EJS — ETI 0.515

0.056

0.045
0.084

5.342

2.961
6.158

0.000

0.002
0.000
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0.198

-0.203
0.373

0.384

-0.054
0.650

SRMR =0.081

R? = 0.508 for EJS, R? = 0.270 for ETI
2=0.318 for EJS, Q= 0.171 for ETI

4.2. Mediation Analysis

Mediation analysis was performed by using Smart PLS 3 to evaluate the positive and

significant impact of Customer Incivility (Cl) on Employee Turnover Intentions (ETI)

through the mediating role of Employee Overall Job Stress (EJS). The results showed a
significant indirect effect of Cl on ETI (Hi: p=0.109, t = 3.209, p < 0.05). Whereas the
total effect of CI on ETI (B = - 0.005, t = 1.504, p = 0.474), and with the inclusion of
mediator (EJS), the direct effect of Cl on ETI (B = - 0.115, t = 1.504, p = 0.066) were
both insignificant. This supports H1 and establishes a full mediation effect (See Table 4).

Table 4.
Hypothesis Testing
Total Effect Direct Effect Indirect Effect
Percentile
t t- ‘- Bootstrap
Coeff. Sig. Coeff. i Sig. Coeff. SE i Sig. 95% Decision
value value value
Confidence
Interval
LCL LCL
Hi: CI-EJS5—ETI
-0.005 0064 0474 -0115 1504 0.066 0.109 0.034 3209 0001 0059 0171 Fl-lu-
Mediation
Hi: SI-EJS—ETI
0276 3329 0.000 0.064 0866 0253 0212 0.053 3968 0000 0131 0.306 Fl.lu.
Mediation
Ha: CIS—EJS— ETI
-0122 1075 0141  -0105 0985 0162 -0.017 0031 0534 0297 -0063 0041 NO.
Mediation
H,: DWLB —EJ5— ETI
0129 1739 0041 -0.026 0342 0366 0.155 0.041 3824 0000 0092 0223 Fl.lu.
Mediation
Hs: CG—EJS—ETI
-0116 1826 0034 -0048 0740 0230 -0.068 0028 2432 0008 -0117 -0025 Fl.lu.
Mediation
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To assess the mediating role of EJS between Supervisor Incivility (SI) and turnover
intentions of staff (ETI), H> was tested. The result shown in Table 4 illustrates a
significant indirect effect of SI on ETI (Hz: f = 0.212, t = 3.968, p < 0.05). The total
effect of SI on ETI was also significant (p = 0.276, t = 3.329, p < 0.05) and with the
inclusion of mediator (EJS), the direct effect of SI on ETI became insignificant (f =
0.064, t = 0.666, p = 0.253). This shows that employee job stress fully mediates between
supervisor incivility and employee turnover intentions.

Hs was tested to evaluate the impact of COVID-induced stress at work (CIS) on ETI
through the mediating role of EJS. The result showed an insignificant indirect effect of
CIS on EJS (Hs: B =-0.017, t = 0.534, p = 0.297). Hence, employee job stress does not
mediate between CIS and ETI (See Table 4)

Testing of H, revealed that there was a significant indirect effect (Ha: B = 0.155, t =
.824, p < 0.05) of Disruption in Work-life Balance (DWLB) on Employee Turnover
Intentions (ETI) through EJS. Whereas the total effect of DWLB on ETI (f = 0.129, t =
1.739, p < 0.05) was significant as well. But with the inclusion of EJS in the path, the
direct effect (B = -0.026, t = 0.342, p = 0.366) became insignificant. This evidence
supports Ha and concludes that there is a full mediation effect of EJS between DWLB
and ETI.

Lastly, Hs was tested to ascertain the significant negative impact of Career Growth
(CG) of employees in the company on their Turnover Intentions (ETI) through the
mediating role of EJS. The results showed a small significant indirect effect of Cl on EJS
(Hs: p=-0.068, t = 2.432, p < 0.05) through EJS. The total effect of CG on ETI was also
significant (f = -0.116, t = 1.826, p < 0.05). But, with the inclusion of a mediator (EJS),
the direct effect became insignificant (p = -0.048, t = 0.740, p = 0.230) hence proving a
full mediation in this path. The results are also summarized in Table 4. Moreover, the
direct and indirect effects of independent variables on employee turnover intentions along

with their p-values (in parenthesis) are shown in Figure 2.
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Figure 2
Path Summary
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5. CONCLUSION AND DISCUSSION

Adding to the existing literature, the study evaluated the direct and indirect (through
the mediation of job stress) effects of five different work-related factors on the turnover
intentions of front-line employees working at the airport. For managers of ground-
handling companies, this research highlights various job stressors and their impact size
on employee turnover. While assessing the direct effects between the constructs used in
the research model, supervisor incivility was found to have a leading impact on employee
job stress (i.e., 41%) followed by disruption in work-life balance (30%) and customer
incivility (20%). The study provides empirical evidence that the abusive behavior of
supervisors adds up the most to employee job stress hence underlining the specific areas
of the workplace environment that needs improvement. In line with the findings of H.
Chung et al. (2021), the results of the current study also highlight the psychological role

of supervisors in lowering the stress of their employees. The study also implies the need
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of developing a training mechanism (Havlovic & Keenan, 2020) for employees to
acknowledge and manage the five job-related stressors highlighted in this study.

It was also found that all the independent variables did not have a significant direct
impact on employee turnover intention, but these effects became significant when job
stress was added as a mediator except in the case of COVID-induced stress. Surprisingly,
COVID-induced stress at work was found to be negatively associated (though
insignificant) with job stress which is contradictory to what is cited in the existing
literature (Mayer et al., 2022; VVoorhees et al., 2020). One probable reason can be the fact
that the data was collected in the first half of the year 2022 and the mass vaccination may
have reduced the fear of COVID (Sun et al., 2022). On the other hand, the reduced
passenger flights during peak times of the pandemic (Shrestha et al., 2020) may have
caused this effect in the minds of front-line employees handling passenger check-in and
boarding. Future research may further explore this negative relation.

Another area for future researchers may be to add combined family income
(Minnotte & Yucel, 2018) as a moderator to see if low income changes the strength of the
relationship between job stress and turnover intentions. Moreover, the role of co-workers’
abusive behavior (Geldart et al., 2018) along with the two types of incivilities discussed
in this research may also be an intersecting area for future research. On the other hand,
Team-Member-Exchange (Meng et al., 2019) can also be incorporated into the proposed
model to see its moderating effect between stress and turnover intentions in time
uncertainty like this. Lastly, future researchers may also extend the literature by
validating the model used in this study in other geographical areas and in other service

industries where front-line employees face job stress.

REFERENCES

Ab Hamid, M. R., Sami, W., & Sidek, M. H. M. (2017). Discriminant validity assessment:
Use of Fornell & Larcker criterion versus HTMT criterion. Journal of Physics:
Conference Series, 890(1), 12163. https://doi.org/10.1088/1742-
6596/890/1/012163

Adriano, J., & Callaghan, C. W. (2020). Work-life balance, job satisfaction, and retention:
Turnover intentions of professionals in part-time study. South African Journal of
Economic and Management Sciences, 23(2), 1-12.
https://doi.org/http://dx.doi.org/10.4102/sajems.v23i1.3028

0



NICE Research Journal, Vol.16 No.1 (2023): January-March ISSN: 2219-4282

Aguiar-Quintana, T., Nguyen, T. H. H., Araujo-Cabrera, Y., & Sanabria-Diaz, J. M.
(2021). Do job insecurity, anxiety, and depression caused by the COVID-19
pandemic influence hote/ employees’ self-rated task performance? The
moderating role of employee resilience. International Journal of Hospitality
Management, 94, 102868.
https://doi.org/https://doi.org/10.1016/j.ijhm.2021.102868

Al-Hawari, M. A., Bani-Melhem, S., & Quratulain, S. (2020). Abusive supervision and
frontline employees’ attitudinal outcomes: the multilevel effects of customer
orientation. International Journal of Contemporary Hospitality Management.

Ali, S., Yongjian, P., Shahzad, F., Hussain, |., Zhang, D., Fareed, Z., Hameed, F., &
Wang, C. (2022). Abusive supervision and turnover intentions: a mediation-
moderation perspective. Sustainability, 14(17), 10626.
https://doi.org/https://doi.org/10.3390/su141710626

Applebaum, D., Fowler, S., Fiedler, N., Osinubi, O., & Robson, M. (2010). The impact of
environmental factors on nursing stress, job satisfaction, and turnover intention.
The Journal of Nursing Administration, 40, 323.

Aresi, G., Alfieri, S., Lanz, M., Marta, E., & Moore, S. (2018). Development and validation
of a Multidimensional Motivations to Study Abroad Scale (MMSAS) among
European Credit Mobility Students. International Journal of Intercultural
Relations, 63, 128-134.
https://doi.org/https://doi.org/10.1016/j.ijintrel.2017.10.004

Arokiasamy, A. R. A. (2013). A qualitative study on causes and effects of employee
turnover in the private sector in Malaysia. Middle-East Journal of Scientific
Research, 16(11), 1532-1541.

Arshadi, N., & Damiri, H. (2013). The relationship of job stress with turnover intention and
job performance: Moderating role of OBSE. Procedia-Social and Behavioral
Sciences, 84, 706-710.
https://doi.org/https://doi.org/10.1016/j.sbspro.2013.06.631

Bai, Y., Lu, L., & Lin-Schilstra, L. (2022). Auxiliaries to Abusive Supervisors: The Spillover
Effects of Peer Mistreatment on Employee Performance. Journal of Business
Ethics, 178(1), 219-237. https://doi.org/10.1007/s10551-021-04768-6

Bamfo, B. Ab., Dogbe, C. S. K., & Mingle, H. (2018). Abusive customer behaviour and
frontline employee turnover intentions in the banking industry: The mediating role
of employee satisfaction. Cogent Business & Management, 5(1), 1522753.

Baum, T., Mooney, S. K. K., Robinson, R. N. S., & Solnet, D. (2020). COVID-19’s impact
on the hospitality workforce—new crisis or amplification of the norm? International
Journal of Contemporary Hospitality Management, 32(9), 2813-2829.
https://doi.org/10.1108/IJCHM-04-2020-0314

Bi, Y., Choi, S., Yin, J., & Kim, I. (2021). Stress on Frontline Employees from Customer
Aggression in the Restaurant Industry: The Moderating Effect of Empowerment.
Sustainability, 13(3). https://doi.org/10.3390/su13031433

Biswakarma, G. (2016). Organizational career growth and employees’ turnover
intentions: An empirical evidence from Nepalese private commercial banks.
International Academic Journal of Organizational Behavior and Human Resource
Management, 3(2), 10—26.

Boamah, S. A., & Laschinger, H. (2016). The influence of areas of work-life fit and
work-ife interference on burnout and turnover intentions among new graduate
nurses. Journal of Nursing Management, 24(2), E164-E174.
https://doi.org/https://doi.org/10.1111/jonm.12318

0



NICE Research Journal, Vol.16 No.1 (2023): January-March ISSN: 2219-4282

Bonett, D. G., & Wright, T. A. (2015). Cronbach’s alpha reliability: Interval estimation,
hypothesis testing, and sample size planning. Journal of Organizational
Behavior, 36(1), 3—15. https://doi.org/https://doi.org/10.1002/job.1960

Briones Pefalver, A. J., Bernal Conesa, J. A., & de Nieves Nieto, C. (2018). Analysis of
corporate social responsibility in Spanish agribusiness and its influence on
innovation and performance. Corporate Social Responsibility and Environmental
Management, 25(2), 182—193. https://doi.org/https://doi.org/10.1002/csr.1448

Buelens, B., Burger, J., & van den Brakel, J. A. (2018). Comparing inference methods for
non-probability samples. International Statistical Review, 86(2), 322-343.
https://doi.org/https://doi.org/10.1111/insr.12253

Chen, C.-F., & Kao, Y.-L. (2011). The antecedents and consequences of job stress of
flight attendants — Evidence from Taiwan. Journal of Air Transport Management,
17(4), 253-255. https://doi.org/https://doi.org/10.1016/j.jairtraman.2011.01.002

Chen, M.-F., Lin, C.-P., & Lien, G.-Y. (2011). Modeling job stress as a mediating role in
predicting turnover intention. The Service Industries Journal, 31(8), 1327-1345.
https://doi.org/https://doi.org/10.1080/02642060903437543

Cho, J.-E., Choi, H. S. C., & Lee, W. J. (2014). An Empirical Investigation of the
Relationship Between Role Stressors, Emotional Exhaustion, and Turnover
Intention in the Airline Industry. Asia Pacific Journal of Tourism Research, 19(9),
1023-1043. https://doi.org/10.1080/10941665.2013.837398

Chua, B.-L., Al-Ansi, A., Kim, S., Wong, A. K. F., & Han, H. (2022). Examining airline
employees’ work-related stress and coping strategies during the global tourism
crisis. International Journal of Contemporary Hospitality Management, 34(10),
3715-3742. https://doi.org/10.1108/IJCHM-09-2021-1085

Chung, E. K., Jung, Y., & Sohn, Y. W. (2017). A moderated mediation model of job
stress, job satisfaction, and turnover intention for airport security screeners.
Safety Science, 98, 89-97.
https://doi.org/https://doi.org/10.1016/j.ssci.2017.06.005

Chung, H., Quan, W., Koo, B., Ariza-Montes, A., Vega-Mufioz, A., Giorgi, G., & Han, H.
(2021). A Threat of Customer Incivility and Job Stress to Hotel Employee
Retention: Do Supervisor and Co-Worker Supports Reduce Turnover Rates?
International Journal of Environmental Research and Public Health, 18(12).
https://doi.org/10.3390/ijerph18126616

Cooper, C. L., & Cartwright, S. (2018). Healthy Mind; Healthy Organization—A Proactive
Approach to Occupational Stress 1. In Managerial, occupational and
organizational stress research (pp. 595-611). Routledge.

Dex, S., & Bond, S. (2005). Measuring work-life balance and its covariates. Work,
Employment and Society, 19(3), 627-637.
https://doi.org/https://doi.org/10.1177/0950017005055676

Dodanwala, T. C., & Santoso, D. S. (2022). The mediating role of job stress on the
relationship between job satisfaction facets and turnover intention of the
construction professionals. Engineering, Construction, and Architectural
Management, 29(4), 1777-1796. https://doi.org/10.1108/ECAM-12-2020-1048

Faheem, M. A., Ali, H. Y., Akhtar, M. W., & Asrar-ul-Haq, M. (2022). Turn the table
around workplace incivility, coworker deviance, turnover intentions, and nurses’
job performance. Kybernetes, ahead-of-p(ahead-of-print).
https://doi.org/10.1108/K-09-2021-0837

Falk, R. F., & Miller, N. B. (1992). A primer for soft modeling. The University of Akron
Press.

0



NICE Research Journal, Vol.16 No.1 (2023): January-March ISSN: 2219-4282

Fong, Y. L., & Mahfar, M. (2013). Relationship between occupational stress and turnover
intention among employees in a furniture manufacturing company in Selangor.
Jurnal Teknologi, 64(1).

Fornell, C., & Larcker, D. F. (1981). Evaluating structural equation models with
unobservable variables and measurement error. Journal of Marketing Research,
18(1), 39-50. https://doi.org/10.1177/002224378101800104

Geldart, S., Langlois, L., Shannon, H. S., Cortina, L. M., Griffith, L., & Haines, T. (2018).
Workplace incivility, psychological distress, and the protective effect of co-worker
support. International Journal of Workplace Health Management, 11(2), 96-110.
https://doi.org/10.1108/IJWHM-07-2017-0051

Giauque, D., Anderfuhren-Biget, S., & Varone, F. (2019). Stress and turnover intents in
international organizations: social support and work-life balance as resources.
The International Journal of Human Resource Management, 30(5), 879-901.
https://doi.org/https://doi.org/10.1080/09585192.2016.1254105

Gim, G. C. W,, Desa, N. M., & Ramayah, T. (2015). Competitive Psychological Climate
and Turnover Intention with the Mediating Role of Affective Commitment.
Procedia -  Social and Behavioral Sciences, 172, 658-665.
https://doi.org/https://doi.org/10.1016/j.sbspro.2015.01.416

Haar, J. M., Russo, M., Suiie, A., & Ollier-Malaterre, A. (2014). Outcomes ofwork-life
balance on job satisfaction, life satisfaction, and mental health: A study across
seven cultures. Journal of Vocational Behavior, 85(3), 361-373.
https://doi.org/https://doi.org/10.1016/j.jvb.2014.08.010

Hair, J. F. (2014). A Primer on Partial Least Squares Structural Equation Modeling (PLS-
SEM). SAGE Publications. https://books.google.com.pk/books?id=IFiarYXE1PoC

Hair, J. F., Black, W. C., & Babin, B. J. (2014). Multivariate Data Analysis. Pearson
Education Limited.

Hatzinikolakis, J., & Crossman, J. (2010). Are business academics in Australia
experiencing emotional labor? A call for empirical research. Journal of
Management & Organization, 16(3), 425-435.
https://doi.org/10.5172/jm0.16.3.425

Havlovic, S. J., & Keenan, J. P. (2020). Coping with work stress: The influence of
individual differences. In Occupational Stress (pp. 179—-192). CRC Press.

Hayes, A. F. (2022). Introduction to Mediation, Moderation, and Conditional Process
Analysis, Third Edition: A Regression-Based Approach. Guilford Publications.

Hobfoll, S. E. (1989). Conservation of resources: A new attempt at conceptualizing
stress. American Psychologist, 44(3), 513. https://doi.org/10.1037/0003-
066X.44.3.513

Hobfoll, S. E., & Freedy, J. (1993). Conservation of resources: A general stress theory
applied to burnout.

Hobfoll, S. E., Halbesleben, J., Neveu, J.-P., & Westman, M. (2018). Conservation of
resources in the organizational context: The reality of resources and their
consequences. Annual Review of Organizational Psychology and Organizational
Behavior, 5, 103-128. https://doi.org/https://doi.org/10.1146/annurev-orgpsych-
032117-104640

Huang, S., van der Veen, R., & Song, Z. (2018). The impact of coping strategies on
occupational stress and turnover intentions among hotel employees. Journal of
Hospitality Marketing & Management, 27(8), 926-945.
https://doi.org/10.1080/19368623.2018.1471434

Huo, M.-L. (2021). Career growth opportunities, thriving at work and career outcomes:

0



NICE Research Journal, Vol.16 No.1 (2023): January-March ISSN: 2219-4282

Can COVID-19 anxiety make a difference? In Journal of Hospitality and Tourism
Management (Vol. 48, pp. 174-181). https://doi.org/10.1016/j.jhtm.2021.06.007

Hwang, J., Yoo, Y., & Kim, I. (2021). Dysfunctional Customer Behavior, Employee
Service Sabotage, and Sustainability: Can Social Support Make a Difference? In
International Journal of Environmental Research and Public Health (Vol. 18,
Issue 7). https://doi.org/10.3390/ijerph18073628

Irawanto, D. W., Novianti, K. R., & Roz, K. (2021). Work from home: Measuring
satisfaction betweenwork—life balance and work stress during the COVID-19
pandemic in Indonesia. Economies, 9(3), 96.
https://doi.org/https://doi.org/10.3390/economies9030096

Jamal, M., & Baba, V. V. (1992). Shiftwork and department-type related to job stress,
work attitudes, and behavioral intentions: A study of nurses. Journal of
Organizational Behavior, 13(5), 449-464.

Jiang, H., & Shen, H. (2018). Supportive organizational environment, work-life
enrichment, trust, and turnover intention: A national survey of PRSA
membership. Public Relations Review, 44(5), 681-689.
https://doi.org/https://doi.org/10.1016/j.pubrev.2018.08.007

Jung, H. S., Jung, Y. S., & Yoon, H. H. (2021). COVID-19: The effects of job insecurity on
the job engagement and turnover intent of deluxe hotel employees and the
moderating role of generational characteristics. International Journal of
Hospitality Management, 92, 102703.

Jung, J. H., & Yoo, J. (2019). The effects of deviant customer-oriented behaviors on
service friendship: The moderating role of co-production. Journal of Retailing and
Consumer Services, 48, 60—-69.
https://doi.org/https://doi.org/10.1016/j.jretconser.2019.02.012

Kashif, M., Braganca, E., Awang, Z., & Cyril De Run, E. (2017). You abuse but | will stay:
The combined effects of job stress, customer abuse, and emotional intelligence
on employee turnover. Journal of Management Development, 36(7), 899-914.
https://doi.org/10.1108/JMD-06-2016-0095

Kim, G., Ro, H., Hutchinson & David, J., & Kwun, J. J. (2014). The Effect of Jay-customer
Behaviors on Employee Job Stress and Job Satisfaction. International Journal of
Hospitality & Tourism Administration, 15(4), 394-416.
https://doi.org/10.1080/15256480.2014.961797

Kim, H., & Qu, H. (2019). The effects of experienced customer incivility on employees’
behavior toward customers and coworkers. Journal of Hospitality & Tourism
Research, 43(1), 58-77.
https://doi.org/https://doi.org/10.1177/1096348018764583

Kim, J., Kim, H.-R., Lacey, R., & Suh, J. (2018). How CSR impacts the meaning of work
and dysfunctional customer behavior. Journal of Service Theory and Practice,
28(4), 507-523. https://doi.org/10.1108/JSTP-01-2018-0018

Kim, S., Wong, A. K. F., Han, H., & Yeung, M. W. (2022). Airline employees’ stress
amidst the COVID-19 pandemic and its job-related consequences. Asia Pacific
Journal of Tourism Research, 27(1), 30-47.
https://doi.org/10.1080/10941665.2021.1998158

Kuehnl, A., Seubert, C., Rehfuess, E., von Elm, E., Nowak, D., & Glaser, J. (2019).
Human resource management training of supervisors for improving the health
and well-being of employees. Cochrane Database of Systematic Reviews, 9.
https://doi.org/https://doi.org/10.1002/14651858.CD010905.pub2

Li, Q., Lourie, B., Nekrasov, A., & Shevlin, T. (2022). Employee turnover and firm

0



NICE Research Journal, Vol.16 No.1 (2023): January-March ISSN: 2219-4282

performance: Large-sample archival evidence. Management Science, 68(8),
5667-5683. https://doi.org/10.1287/mnsc.2021.4199

Liyanage, D. M., Madhumini, A. M., Galhena, B. L., Liyanagea, D. M., & Madhuminib, A.
M. (2014). Is occupational stress a good predictor of turnover intention?
Evidence from a leading garment manufacturer in Sri Lanka. Proceedings of the
3rd International Conference on Management and Economics, 26, 27.

Malek, K., Kline, S. F., & DiPietro, R. (2018). The impact of manager training on
employee turnover intentions. Journal of Hospitality and Tourism Insights, 1(3),
203-219. https://doi.org/10.1108/JHTI-02-2018-0010

Mayer, B., Helm, S., Barnett, M., & Arora, M. (2022). The impact of workplace safety and
customer misbehavior on supermarket workers’ stress and psychological distress
during the COVID-19 pandemic. International Journal of Workplace Health
Management. https://doi.org/10.1108/IJWHM-03-2021-0074

Meng, H., Luo, Y., Huang, L., Wen, J., Ma, J., & Xi, J. (2019). On the relationships of
resilience with organizational commitment and burnout: a social exchange
perspective. The International Journal of Human Resource Management, 30(15),
2231-2250. https://doi.org/https://doi.org/10.1080/09585192.2017.1381136

Minnotte, K. L., & Yucel, D. (2018).Work—Family Conflict, Job Insecurity, and Health
Outcomes Among US Workers. Social Indicators Research, 139(2), 517-540.
https://doi.org/10.1007/s11205-017-1716-z

Northington, W. M., Gillison, S. T., Beatty, S. E., & Vivek, S. (2021). | don’t want to be a
rule enforcer during the COVID-19 pandemic: Frontline employees’ plight.
Journal of  Retailing and Consumer  Services, 63, 102723.
https://doi.org/https://doi.org/10.1016/j.jretconser.2021.102723

O’Brien, K. E., & Beehr, T. A. (2019). So far, so good: Up to now, the challenge—
hindrance framework describes a practical and accurate distinction. Journal of
Organizational Behavior, 40(8), 962-972.
https://doi.org/https://doi.org/10.1002/job.2405

Ohunakin, F., Adeniji, A., & Oludayo, O. (2018). Perception of frontline employees
towards career growth opportunities: Implications on turnover intention.
Business: Theory and Practice, 19, 278-287.
https://doi.org/https://doi.org/10.3846/btp.2018.28

Salari, N., Khazaie, H., Hosseinian-Far, A., Khaledi-Paveh, B., Kazeminia, M.,
Mohammadi, M., Shohaimi, S., Daneshkhah, A., & Eskandari, S. (2020). The
prevalence of stress, anxiety, and depression within front-line healthcare workers
caring for COVID-19 patients: a systematic review and meta-regression. Human
Resources for Health, 18(1), 100. https://doi.org/10.1186/s12960-020-00544-1

Shah, F. T., Syed, Z., Imam, A., & Raza, A. (2020). The impact of airline service quality
on passengers’ behavioral intentions using passenger satisfaction as a mediator.
Journal of Air Transport Management, 85, 101815.
https://doi.org/https://doi.org/10.1016/j.jairtraman.2020.101815

Shin, D.-J.,, Kim, Y.-S., & Kim, B.-K. (2021). Understanding Job Stress and
Organizational Effectiveness of Airline Employees Due to Changes in the
Employment Environment under COVID-19—Focusing on the Difference in the
GAD-7 of Employees. Sustainability, 13(24), 13722.
https://doi.org/https://doi.org/10.3390/su132413722

Shin, Y., Hur, W.-M., & Hwang, H. (2021). Impacts of customer incivility and abusive
supervision on employee performance: A comparative study of the pre-and post-
COVID-19 periods. Service Business, 1-22.

0



NICE Research Journal, Vol.16 No.1 (2023): January-March ISSN: 2219-4282

https://doi.org/https://doi.org/10.1080/13683500.2021.1905618

Shin, Y., Lee, E. J., & Hur, W.-M. (2022). Supervisor incivility, job insecurity, and service
performance among flight attendants: the buffering role of co-worker support.
Current Issues in Tourism, 25(6), 901-918.

Sirgy, M. J., & Lee, D.-J. (2018). Work-life balance: An integrative review. Applied
Research in Quality of Life, 13, 229-254.
https://doi.org/https://doi.org/10.1007/s11482-017-9509-8

Taber, K. S. (2018). The use of Cronbach’s alpha when developing and reporting
research instruments in science education. Research in Science Education,
48(6), 1273-1296. https://doi.org/10.1007/s11165-016-9602-2

Tews, M. J., & Stafford, K. (2020). The impact of abusive supervision and constituent
attachment on entry-level employee turnover. Journal of Hospitality & Tourism
Research, 44(8), 1318-1334.
https://doi.org/https://doi.org/10.1177/109634802094713

Tziner, A., Rabenu, E., Radomski, R., & Belkin, A. (2015). Work stress and turnover
intentions among hospital physicians: The mediating role of burnout and work
satisfaction. Revista de Psicologia Del Trabajo y de Las Organizaciones, 31(3),
207-213. https://doi.org/https://doi.org/10.1016/j.rpt0.2015.05.001

Umar, M., Shaikh, G. M., & Tahir, H. (2016). Effect of career growth opportunities and
rewards satisfaction on turnover intention: Measuring the moderating effect of
supervisor support. IBT Journal of Business Studies (IBS), 2(2).
https://doi.org/http://dx.doi.org/10.46745/ilma.jbs.2016.12.02.07

Urien Angulo, B., & Osca Segovia, A. (2013). Role stressors, task-oriented norm, and job
satisfaction: a longitudinal study. Journal of Work and Organizational
Psychology, 28(3), 171-181. https://doi.org/https://doi.org/10.5093/tr2012a14

Van der Heijden, B. I. J. M., Peeters, M. C. W., Le Blanc, P. M., & Van Breukelen, J. W.
M. (2018). Job characteristics and experience as predictors of occupational
turnover intention and occupational turnover in the European nursing sector.
Journal of Vocational Behavior, 108, 108-120.
https://doi.org/https://doi.org/10.1016/j.jvb.2018.06.008

Voorhees, C. M., Fombelle, P. W., & Bone, S. A. (2020). Don’t forget about the frontline
employee during the COVID-19 pandemic: Preliminary insights and a research
agenda on market shocks. Journal of Service Research, 23(4), 396—400.
https://doi.org/https://doi.org/10.1177/1094670520944606

Wang, E. S.-T. (2014). The effects of relationship bonds on emotional exhaustion and
turnover intentions in frontline employees. Journal of Services Marketing.
https://doi.org/10.1108/JSM-11-2012-0217

Wang, Q., Gan, K.-P., Wei, H.-Y., Sun, A.-Q., Wang, Y.-C., & Zhou, X.-M. (2022). Public
service motivation and public employees’ turnover intention: the role of job
satisfaction ~and  career growth  opportunity. Personnel  Review.
https://doi.org/10.1108/PR-11-2020-0836

Weng, Q., McElroy, J. C., Morrow, P. C., & Liu, R. (2010). The relationship between
career growth and organizational commitment. Journal of Vocational Behavior,
77(3), 391-400. https://doi.org/https://doi.org/10.1016/j.jvb.2010.05.003

Williams, E. S., Konrad, T. R., Scheckler, W. E., Pathman, D. E., Linzer, M., McMurray, J.
E., Gerrity, M., & Schwartz, M. (2010). Understanding physicians’ intentions to
withdraw from practice: the role of job satisfaction, job stress, mental and
physical health. Health Care Management Review, 35(2), 105-115.
https://doi.org/10.1097/01.HMR.0000304509.58297.6f

0



NICE Research Journal, Vol.16 No.1 (2023): January-March ISSN: 2219-4282

Wong, A. K. F., Kim, S. (Sam), Kim, J., & Han, H. (2021). How the COVID-19 pandemic
affected hotel Employee stress: Employee perceptions of occupational stressors
and their consequences. International Journal of Hospitality Management, 93,
102798. https://doi.org/https://doi.org/10.1016/j.ijhm.2020.102798
Wong, K. F. E., & Cheng, C. (2020). The turnover intention—behavior link: A
culture-moderated meta-analysis. Journal of Management Studies, 57(6), 1174—
1216. https://doi.org/https://doi.org/10.1111/joms.12520
Martinez, L. R., Van Hoof, H., Tews, M., Torres, L., & Farfan, K. (2018). The
impact of abusive supervision and co-worker support on hospitality and tourism
student employees’ turnover intentions in Ecuador. Current Issues in Tourism,
21(7), 775-790. https://doi.org/https://doi.org/10.1080/13683500.2015.1076771
Yang, W.-N., Johnson, S., & Niven, K. (2018). “That’s not what | signed up for!” A
longitudinal investigation of the impact of unmet expectation and age in the
relation between career plateau and job attitudes. Journal of Vocational
Behavior, 107, 71-85. https://doi.org/https://doi.org/10.1016/j.jvb.2018.03.006
Yang, W.-N., Niven, K., & Johnson, S. (2019). Career plateau: A review of 40 years of
research. Journal of Vocational Behavior, 110, 286-302.
https://doi.org/https://doi.org/10.1016/j.jvb.2018.11.005

Xu, S.



