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Abstract

The purpose of this study is to investigate the structural relationships among frontline hotel employees'
core-self evaluations (self-esteem, generalized self-evaluations, locus of control, and emotional stability) as
personal resources, customer verbal aggression as a job stressor, and tumover intention as a job outcome. Data
were gathered from a sample of frontline employees of 10 five-star hotels in Busan via self-administered
questionnaires. A total number of 405 questionnaires were utilized. This study used structural equation
modeling to verify the research model and hypotheses. As hypothesized, the results demonstrated that core-self
evaluations reduced customer verbal aggression and tumover intention, and customer verbal aggression
amplified tumover intention. Finally, practical implications were discussed in detail and limitations of the
study and future research directions were also suggested.

Key words: core self-evaluations, customer verbal aggression, tumover intention, personal resources,
job stressor, common method bias
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1997). &4, Lutste zjotE 53 Fol 2
of T AT & 4 Jda AFE 4
2 7P F ke 71240 AR 9]
of thgt 3 7Fo|th(Judge TA - Bono JE 2001).
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52 A EH Y 2L A FEf 2 8l
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< SITthHobfoll SE 1989; Hobfoll SE 2001;

Halbesleben JRB 2006).
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a9l vXe dTFS A5 A7 AL
7t aAA FE g v =S uAo] HEgh 7,
nAe] 253 7|, mAe] v|Egt o uAH
H AREA ~E# A 915 Ui A2k 7t
A7l e AoZ YEpstth o] Bl 94 Yagil D et
al.(2008) LA YAEHHJES v £33 o)k
gk AMH) 2 220 2o dARYES BES
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Jung HS - Yoon HH 2012). &&-& oJE} 7]g =T}
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Ao nAdo|FHd gt HFdvtaecles
A A-EE U

A7 BF Zoket D] 49 ol

g
A H2d o=elAel HPus 3 228
!

TE ol AN, o] H ool v el #
A7 FiLR vg 22 s dolsith
obzd, ¥ 9 Y 2EF S 22 Aul= 7Y
ML ol thgt AF7F H 2ol S0 #A= L
7] ANAGe =N A7) 7o} o] Aol 7k
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ARRALES W= A7 454
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o 1Ag ete B I ~EH~ o] #AE AsHom BMT A, szt 1A
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%3} 5o e o]l274 dlay(Karatepe — SIITE whEbA, B Ao o)At =0 Wl 7

OM et al. 2009) Z¥H o2 A4S Wb/ shs A AYPATFES TAR 129 dojZH oz Ql
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2009; Choi CH - Lee SK 2010) AFYHZo0]| 28  o]& 2
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SE 2001; Halbesleben JRB 2006).
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CVA
(Job Stressor)

CSE
(Personal
Resource)

- Tl
= \(Job QOutcome)

H2(—)

Note: CSE, core-self evaluations; CVA, customer verbal aggression; TI,
turnover intention.

<Fig. 1> Research model
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7197}, AF2Ed 2~ 9Q1Q1 Ao Z= 2 A sl E FU]9e 249 o= Z2 4lelA vkt
FATEA ook Fto] A WAIE AFA IR P o Ndsteiditt olF 35]
o= qrstuzl stk ol e #H o]& 2 3t Dormann C¥} Zapf D(2004)7} 7Rt 571
APATE AR 7HdskE AFEY S <Fig. 1> SHIEHEE(: i 1AL TF 2l 2
o Ao EEE Agvbde vhadt 2y &g vk A&sislen, BAE 74 A=

(A A &b 18 ~ <o 2T 74)

HE: 947197 A7 aAQelFelo] & Fatol 2gatdnt. ¥ Ao o5 239

() FE= mRH: EE59o 2F % AFE 08872 UERY =& A
H2: A7 oA zel] ()9 9% IS HAFIh

o Rk ©] 29| =% Thoresen CJ et al.(2003)9] 7H'd7

H3: A7 nAAoI £ 2 o2 ool F(+) ool 27 ste] “2H5 717]0] Wytazt sk 4

o] JF= vtk o] oo 2 sPds) sl o2 4] 9

3o Boshoff C2} Allen J(2000)2] S|4 f-&-

2. B0 AN HO| 5l =5 Al 281 ) SHFEES HEsiltt o

Ol

1R H e AfokEzgt, AukslE Apold o, “Ub= oln} ZEF thE 2]9lS 28 Ao|o)
, AR B AN o m FAE S <dE A Fu(R) et Ty cofg- 2
Aol AAERE Yehie B FAA SRV AR 73 HER Sgasic 2
BTG 294 JASHeRA ATl o]F ZHFREC] AR AGE 0875
Judge TA et al.(2005)2] Helo] 7128l “HAE = Yeh} yAABAo] = AL o 4= 9}
ARle] 25 RS A2, B, A1, A

S %0 o
8o 8

=
Fgel FF= vixls 7, ARIRE B el of 8. H2 & Aiz=&
g 294 Hrpaa o)) o] 2 243} SHEde] A 4 4% ol o

=
7] 913te] Judge TA et al.(2003)°] 73k 127] Sl H|gte] B} AAg Al 93 o)
ZHFEE(: U Fol JAS AFHer 1 AMH|A PFEE AFJENA 231 9

TIPS AFRSRe] “dd aEX] &P’ (13) tHChu KHL - Murrmann SK 2006). weba], 2
~ - 2Pt 22 HAEY 71 AR AT e Tt 2Alske 107 SEEEEY

=S4k Judge TA et al(2003)2 7]&d] IAALES FEA R AL on, v
AU H 7V AFHo R A dFEel vl 22 HAf oste] Am7F FR A
el A& 247 o g ATellA] dE S99 2 AFAES 107 55589 7 XA ®
Fog ZAste slo] YAAH7EE s A 2lRA] ZuilelAl 2 Ao HAAE At
B3 v gdsie] 7] JdEe] e ALEddA AEAE & UeA s &
SHIEES EdRE 12l SFFEeR A I & 2AE Adsiet], RE s9E0] ¥
© SR HAIHIIHES ATl 25 & Fua ot 107 38 BFE ddeR
B AFo|A 212 Al9x(Cronbach's )= 0.757% 3t 4, 72 S AQ-x T HA
bt WA d o] SET & 5 ok AiQlel Al AEAE v ESIA ol F 7 59

a4 A Z2] S Dormann CF} Zapf DQ2004)7} AR L] FA] X|uljQle] zt il X]ulj Q1 Al
Mgt uAHA Aleld 2B s 81E F 3t WIESIIAL, APRA o R SHelte oAE B
Uz2A, o]&9 /MdAged 71xste] “HdEd] 1l dAHAESCAA 2 FA Auilo] HEAE
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24 QAALEE P4 Aol AL,

7 A Auje AAE AT F A44AD

2 A Ao Aesigen, QAL

A e 7 ee] $HE AEAS AF

Aoz AT F B ATATF FHAAT o
-

WA @ B B HIREFZES A g3lo]
A8} DA, F 450%2] ABA 7} o) 2

QoM I F 42233 5E 93.8%)7F BFH
o AS gho] BAY $He] Aol Holzl
tal s = 1772 A9l e 40578 BEE

90%)E HE Al o] L3It SlgEo] =2

AelS <y 9Igla o]Se AIA el HFx
A7 wjEolgt et SRt gk 1
BAA 54L& <Table 1>} 2t}

de] = WAl slal
HARYS BASIT 3, 229124 con-
firmatory factor analysis: CFA)S E3F =% g
= AT o] ©AlelA HF5EF/d(convergent
validity) - H e (discriminant validity)2 7
Aot o, T HE ) (common method bias:

CMB) B3+ jlstsinh. =4, T2 A RY &

:
w2
~
tlo [
2
ofo

{Table 1> Demographic characteristics of the respondents

4 go PRI BYm ARAS F9E
Fool APMIES AFHA

24089 BY4S B skl AFe
FA(<Table 2>)3} FHHEFFA(<Table 3>)S &
A= FrIskdth 2 Aol e EFst
L8 A=, 5 dTALSFh(squared multiple cor-
relation: SMC), T &4+5=Z%k(average variance
extracted: AVE)¥  A5TH9]41 2] =Fk(construct
composite reliability: CCR)°] CFAE #-8-3 A%
B A5S fl8l 485Utk Anderson JC -
Gerbing DW 1988). L& =3 3=590] ¥53} 9
QA A L CRELO] 16.365 ©] O 2 p<0.0015
Tl A fFelg o ® el HE AR
ol thgk CFAZA Rl A7 7] = 7] &
23 CSE49} CSE8S] SMC F8&715¢1 0.40
o]%H(Bollen KA - Lennox RD 1991)2 %3}

&

28] AAFAL. o F o]F T SPFHES 2

8
A & 3 9uR thg CFARTAE
BE 2P| oS FE3E Aow Vehyt
o ER, o5 T 34YEE0] AAEow Q)
o WAAIHA] AHEATE 082990

0.837= 4= ATh CCR#AE 0.923(H 42714
7h, 0.834(LA A Z), 0.760(°] 4 2] =), AVE
FHe 0.545(34 271971, 0.501(2A o] Z),

(N = 405)
Characteristics N % Characteristics N %
Gender Male 186 459 Room 141 34.8
Female 219 54.1 Department F&B 209 51.6
Less than 30 206 50.9 Others 55 13.6
Age 30~39 162 40.0 Rank & file level 231 57.0
(years old) 40~49 31 1.7 Supervisor level 83 20.5
50 or older 6 1.5 Position Assistant manager 66 16.3
High school 13 32 level
Education College 218 53.8 Manager level or 25 6.2
level University 135 333 above

Graduate School 39 9.6
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{Table 2> Reliability and convergent validity tests

Construct and indicators

Standardized

estimate (CR) SMC

CCR AVE

CSE
CSEl. I am confident [ get the success I deserve in life.
CSE2. Sometimes I feel depressed. (R)

0.837 0923 0.545
0.715 (21.399) 0511
0.759 (Fixed) 0.576

CSE3. When I try, I generally succeed. 0.663 (19.729) 0.440
CSES. I complete tasks successfully. 0.656 (18.377) 0.430
CSE6. Sometimes, I do not feel in control of my work. (R) 0.752 (22.574) 0.566
CSE7. Overall, I am satisfied with my self. 0.643 (16.365) 0413
CSE9. 1 determine what will happen in my life. 0.714 (21.358) 0510
CSE10. I do not feel in control of my success in my career. (R) 0.681 (20.739) 0.464
CSE11. T am capable of coping with most of my problems. 0.707 (19.181) 0.500
CSE12. There are times when things look pretty bleak and hopeless to me. (R)  0.636 (16.723) 0.405

CVA 0.874 0.834 0.501
CVAL. Customers often shout at us. 0.778 (24.890) 0.605
CVA2. Customers personally attack us verbally. 0.804 (25.860) 0.646
CVA3. Customers are always complaining about us. 0.798 (Fixed) 0.636
CVA4. Customers get angry at us even over minor matters. 0.746 (23.687) 0.556
CVAS. Some customers argue all the time. 0.690 (21.598) 0.476
TI 0.813 0.760 0.514

TI1. T will probably be looking for another job soon.

TI2. It would not take much to make me leave this hotel.

TI3. T often think about leaving this hotel.

0.820 (21.403) 0.672
0.733 (Fixed) 0.538
0.773 (20.828) 0.597

Model fit: %2 (167) = 807.445; Q = 4.835; GFI = 0.931; RMSEA = 0.064; NFI = 0.913; CFI = 0.929 (Initial model)
2 (132) = 616.836; Q = 4.673; GFI = 0.937; RMSEA = 0.063; NFI = 0.928; CFI = 0.942 (Revised model)

Notes: Two items (CSE4. Sometimes when I fail I feel worthless; CSES. I am filled with doubts about my competence) of CSE were
deleted after convergent validity test. R items were reverse scored. All standardized estimates are significant at p<0.001. CSE,
core-self evaluations; CVA, customer verbal aggression; TI, turnover intention; CR, critical ratio; SMC, squared multiple correlation;
CCR, composite construct reliability; AVE, average variance extracted; GFI, goodness of fit index; RMSEA, root mean square error
of approximation; NFI, normed fit index; and CFI, comparative fit index.

0.514(°18 =)= 242t =82 0.70, 0.502]

H ] (Fornell C - Larcker D 1981) Wl E¥E3}t=
RHnoz Vel o] BXAIE ujgton

2 Ao ZYuge FePYol 2EHA

I FGrrgk 4 ]l
20 2 <Table 2>l AAE o] e AXH
29ngd U RIAFEASE P10 Ak

e
= =
iRl fg BE SPESES XD A=

2

CFAZ T} A \*(167)=807.445; Q=4.835; good-
ness of fit index(GFI1)=0.931; root mean square er-
ror of approximation(RMSEA)=0.064; normed fit
index(NFI)=0.913; comparative fit index(CFI)=0.929
S go] RE AYEASFE] £§ 5 71E

2] el $he Aoz et shARE, M A5

@ AAY, AFHPIS WS AN
SMCgte] 71#3el) ek Rate A1
7kl % 7| =% 35-5(CSE4, CSES)= 2HA)| 3 &
T 5o g CFAS a3t A3je] 233
EA4E 4(132)=616.836; Q=4.673; GFI=0.937;
RMSEA=0.063; NFI=0.928; CFI=0.942% J}El}
ARG Hlgle] BE RPAFEAFE] 2
Y PSS & Aok

2 Agelie wae
B 719

3= 7Fsb7] {18t

o] He F A 3t

AE 12 A 2F3t 23 (constrained model)Z}
A g E'_C’é(unconstramed model)S H] I
o} o]y gk IS gt Al fshA] e B
d ol H]o]—oi o U Aom wy

nE ol

02: ]
X,

b7

A

=

ol
S ¥ 1oy
ol

]_

ofh

A k3l 7
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{Table 3> Descriptive statistics, correlation and discriminant validity test

Descriptive statistics

Discriminant validity (Correlation)

Construct

M SD 1 2
1. Core-self evaluations 4.779 0.928
2. Customer verbal aggression 4.823 0.998 353.162 (—0.295**)
3. Turnover intention 4.486 1.085 299.126 (—0.146") 71.679 (0.507")
Notes: y’difference (all tests = 1df): y*>10.830, p<0.001. ~p<0.01.

HAA G vA G2 2ke] Ax*7t F2lH
olojo} 3h F AFNEE o= IHETA o]
A & 4= i Anderson JC - Gerbing DW
1988). <Table 3>l £ A e] AFASFE 7t
Z3tol| W At} uiA| kg 7ke] Ayl

£ frelese AAsidled, e dhds

7}91 AXQ-‘—" 10.830 ©]%2.2 p<0.001 F==ollA]

%%X]'il‘i—a SR = —?‘ AN
o AL AFHel W oRE
(Buckley MR et al. 1990; Podsakoff

2003). SHWFe} FEHEAFY] SH A
Aol FL-eHAERH 1T o =4 L‘}F 3
S 7k FATA V) A9H Hartifactual
covariance)°l] 2|dle] AA BT} =4 YelS 5= )
o} o]AE CMB® W 2pA| o] S/l oJafiA et
7|Hee A 22 S wiiel WeE 3t
o] AT AA R =4 vYEhe 4= 9
u] gkch(Podsakoff PM - Organ D 1986; Podsakoff
PM et al. 2003; Park WW et al. 2007). w2}A,
£ Aol A= Podsakoff PM et al.(2003)l <3}
Ak Theel @ A AR 2 EAA 242 A
o2 CMBR Q1ek WSE 7ho] AAl =
< FHasletaal stk AR, AE2AL Al &

A=Al S BT FAll Sl &l o

1T o=

mim
mz
>

-
FEAL

sto] HES HARITa 53] 2Nl e ®
ArE1 A vlA A (social desirability) S E©] A
3t Alg A ulgrrl Aol gk «rolo] Bl AEE
W= AF3lA] AA1S Bl oy 7)Ez
FHH] AlFHo R Ao e Alge s YeR)

= ‘?—lﬂ‘?}(l’ark WW et al. 2007. p 97)

TR

:
oY,

0

_7-]52.£

ol
o
3:3
flr

AA R e 2]
7Fs/de]l 23] dvke A ofn]gith

A, A FA AT LS AT w ¥
TE e BA deiM = H AusA =
o =M Waggo] HEo] ke Aol thdk <
AeEs YA ote 5 SEHAEY AeA
w2 Folll A}k siich w3, 7F s 11
AR AAA Bt SRAEe] A4S
FHastslr] flet oA wE 7 vIA] A&t
Rom, 11 o] F uAdo]ZY, AN F I} &
o, & AFRYdlMe] dFHA deem A
"‘O}ME} o], Mot W IF F3tel| SR}
o] AFBAA HEe} A AeE AR
2 H2H RalE st SR

AR Harmane] T 8917 S (Harman's one-

factor test)= FaBBIAAT) o] & Yol ¢4 B
O] 5 (exploratory factor analysis: EFA)S 2 &
gt Harman®] @ 80A5S 33t EFA
Aol @ g9lo] B2 ALY 32 ofd 79
Sl o

o] =R e g aRlo] SAWS
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& age] grEe Agdn 39 Y
CMB7} EA1gths AL 7|Ergez dit
(Podsakoff PM -+ Organ D 1986; Podsakoff PM et
o 2009, A SARYL 4 @ F e Ay
2719712 1070 4%
A 29553} o149

37H ZHJYEE 5
Z 191 SHIFEES FA]0 T3] vz~
wu FAEEA EFAS 53 ll

1;}\1—\:]- A WA aQlo] 342%= 7H
< 7 61.9%2] tiF-E-S 4 Ué'év
2 Uepith o]z A3= CMBE
o) 9 A0 590 ek A
3FtH(Podsakoff PM et al. 2003). T7}@,2E, =
Ao ] = CFAE 53t Harman] B 80745
< 289t CMBE AT 71 e o
U 2] 8 Q1 (single latent factor)o] A5 1te] &
H4HKcovariance)2] TIH-E-S A3 g3k
=9 CMB7} =A@tk Aol th(Podsakoff P
- Organ D 1986; Podsakoff PM et al. 2003). T
dasl E?‘ﬂgl Ave 18719 SHYEE] dd
Qo] AAskA] Eetem, SHHTFE
e AwelA] gv 22 Ve
o EFAFEAF(x(135)
2,532.829; Q = 18.761; GFI = 0.735; RMSEA =
0.128; NFI = 0.700; CFI = 0.712)& HZF =3 &
& 50 A]

o

T23 399011239 ;sth:z],,_(x

(132) = 616.836; Q = 4.673; GFI = 0.937; RMSEA
= 0.063; NFI = 0.928; CFI = 0.942)°]l B]3}o] A}
3ol FA 13 AR UEwth w13, 7 2
2rel Ay*(AdN(1,915.993(3))0l w2 yZxtol A
Z A= F 2EL p<0.001 S0l <
g 2pol 7t = Fow UrEP;kE} 1131 s ﬁjﬂr‘:‘

SPHAPEAFE WolseA/] YE £F Wl
SIThe ool A 2 Aol gHAtEe] 3]
WSS 27 e el Relstel 94t
$EIAATE 2 BolFE Folt)

Agdoz, oge dus ¥HAAREE ¥
AFolN CMB= A5 Aol 2] b5l u)
$ UThe AL HelFE R ojdd & g
e, ¥ Apelds AFEe, BEee
379 CMBel @ B9l F AFHoR Yo
2YRES PPz QTS AZH] 9
so] FEPPHRYL BASG,

3. (DI 2AS2t Y =0
AJDEF ] et FERP ] RYPAE F}
AT} *(132) = 617.628, Q = 4.676; GFI = 0.937;
RMSEA = 0.063; NFI = 0.928; CFI = 0.9425 7
E AR UrEM e E’.?fézi?%‘:%]’“‘;:ﬂ A%

o :rLzJ,]-ﬁ] ugs}% 2] O&zzz E_oé%‘
F AUtK<Fig. 2>). ¥ A5 ] WA TE
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Model fit: 22 (132) = 617.628 Q = 4679,
GFI = 0.937; RMSEA = 0,063 NFl =

H1:

CSE

CVA
(Job Stressor)

—0.158
(7%01)

A7k mAQlol %2 B o] Ao 111

0928 CH = 0942

R = 0.145

H3:
0573
(13915

Tl

(Personal
Resource)

(Job Outcome)

Notes: CSE, core-self evaluations; CVA, customer verbal aggression; Tl,

turnover intention. M*p<0_001.

<Fig. 2> Structural model and hypothesis tests
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A&A 0 A % A g8 Urlok Fr(Karatepe
OM et al. 2010). ©]= 9Jal], A A), A ma
olu} 1 53 2E AolFAL e v A
o] 250l AP} A& 2e AT UE
2 o9 B8E 5 A GBI A3 =

2IWEL vl AATE B ASHL
i

2 wS 9 FHAA Yok gtk Egh dd4 9
52 a5 dojdgo = Qlste] mhgof A
= A4S & Ja o2 st AAE wyax} &
= A=rt sl AA ¢ UARE, FES A9k
HEZ Hojgto gy dAAPEe] noz
gt REYAE & FEIP & Btk 53], 5t
AHET} 2HFALENA 22 o] 152 Al
sta & ¥Rk ol gt O25S AYska ke
shte] S 0l7] Wil A5 AolETihe
ZAR 2N FPA o R ndEE A4S 1|
Aol WA &2 oz Ao BT
T UES T F US Aotk ofge], dFHE
= Hore zgEeo 5o FRmat ohg}
a5 ARIEd dste] €4 wA st

(Bowen DE - Lawer EE 1995) &
Foits Heloma ooyt &

olFe] &t AFA Add® &
AT A= A sta AAFE S WolEdel gl
oAl o] A S aEstedof ah, G o]
23 AP ES FE= W R $4 A4t
Zlg)=jojof & Flolth A, & AFelre W
£ o] IAE S Slste] - Ar|E
12} gl oot A7 FHEJT RE W
FEL CMBE #HA3}8l312} Podsakoff PM et
al.(2003)] €]3ted #|<HE Harmane] ©d 214
= T o8] Aak 2 FAA 7IHEC] A8" 2%
CMB7} ¥ <o) A9E 98 ghet 52 of
g 2o 2 Yeyith siA|Wh CMBE el dst”
o 7P 2 WP 7 Bl Uit SEES 9
gAY ZAMAE B2 53 SHTe T5
o] gk Ao 7] W iZoll(Podsakoff PM et al.
2003; Park WW et al. 2007) &5 ol A& o]

[e)

2o

A9e] AAAFA, Az DA EY % o)Al

113
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