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ABSTRACT

Purpose - The aim of present research is to examine the mediating role of
psychological strain and also the moderation role of psychological leverage on the
relation between job insecurity and job performance.

Methodology - A sample of 288 frontline employees was selected through random
and non-random sampling from five and four star hotels in north Cyprus.

Findings - Results showed that anxiety as a psychological strain mediate the impact
of job insecurity on job performance. Also, psychological leverages (supervisor
support and intrinsic motivation) play a role as a delimiter against negative effect of
job insecurity on job performance.

Implication/limitation - This research extends the job insecurity literature to better
understand the work stress consequences, and further takes note of the effective role
of supervisor support and intrinsically motivated employee to cope with stress in
workplace. By implication, lacking time lag is considered as the limitation.
Originality/value — The main thrust of this research is the effect of job insecurity on
frontline employees in the hospitality industry which has been overlooked by most
contemporary researches. Therefore, particular focus is to test the role of intrinsic
motivation as a damper on the relationship between job insecurity and its behavioral

consequence.

Keywords: Job Insecurity, Job Performance, Hotel, KKTC, Tourism Industry



Oz

Bu calismanin amaci, ¢alisanlarin is ortaminda maruz kaldigi is giivencesizliginden
kaynaklanan etkileri ile i performansi lizerindeki etkilerini 6l¢mek, ayn1 zamanda bu
iliskideki psikolojik gerginlik ve baski algilarinin araci roliinii belirlemektir. Is
guvencesizliginin etkisi orgiit seviyesinde ge¢mis arastirmalarda incelenmis olmasina
ragmen, is performans: lizerine psikolojik gerginlik ve baski araciligiyla ve
moderasyonuyla ilgili etkisi heniiz hi¢ bir calisma tarafindan arastirilmamistir.
KKTC* de bulunan 4 ve 5 yildizli otellerde gorev yapan 288 otel ¢alisanina anket
yontemi kullanilarak veri toplanmistir. Elde edilen veriler, SPSS ve LISREL
istatistik programlar1 yardimiyla faktor analizi, tanimlayici betimsel istatistik,
korelasyon ve regresyon analizine tabi tutulmustur. Arastirma bulgulari, is
giivencesizliginin is performansint negatif ve anlamli bir sekilde etkiledigini,
calisanlarin endiselerinin 1s performansi iizerine negatif ve anlamli bir etkiye sahip
oldugunu gostermistir. Danisman ve igsel motivasyon degiskenlerinin bahsedilen
iliski tizerinde pozitif ve anlamli bir etkiye sahip oldugunu da gostermistir. Aragtirma

bulgularina dayanan yonetimsel tavsiye ve Onerilere sonu¢ kisminda yer verilmistir.

Anahtar Kelimeler: Is Giivensizligi, Is Performansi, Otel, KKTC, Turizm

Endustrisi



| dedicate this thesis

to my always active mind and loyal body that during 35
years of my life have been helping me to reach all my

ambitious goals.



ACKNOWLEDGEMENT

Foremost, I am highly grateful to God for all blessing which encourage me to

continue my life, and make me strong and steadfast against all odds and adversities.

With a great pleasure | would like to acknowledge of individuals who support me

from the beginning of my Ph.D. education until the completion of this thesis.
Heartfelt thanks to Prof. Dr. Hasan KILIC for accepting to be my supervisor.

To Prof. Dr. Huseyin ARASLI, my dear professor and co-supervisor, thank you so
much. | highly value to our constructive discussions on the thesis, your comments,
academic support, optimistic attitude, and encouragement that contribute to improve

the thesis.

To my family, | thank you for your continuing long distance prayers and moral
support, understanding and encouragement during all these years of my study. | love

you.

At the end, heartfelt thanks to my dear friend, classmate and brother Dr.

HamedRezapouraghdam.

MahlaghaDarvishmotevali, September 2016

Vi



TABLE OF CONTENTS

ABSTRACT <t b et b e bbb b b et e b naee e i
O Z ettt ettt aneneas iv
DEDICATION ...ttt ettt e e ebe et e e nnneenes v
ACKNOWLEDGMENT ...ttt n e Vi
LIST OF TABLES ...ttt X
LIST OF FIGURES ...ttt bbbt XI
1 INTRODUCGTION ...ttt sttt sbe et e et 1
1.1 Research BaCKgrOUNG ..........cooiiiiiiiiiieieiee et 1
1.2 Significant of the STUAY ..., 3
1.3 RESEAICN ODJECLIVE ....ocoviieiiiieie sttt 4

2 LITERATURE REVIEWE ......ooiiiii e 6
2.1 SHISS ..ttt bbb 6
2.1.1 CAUSES OF STIESS......eiuieieeieieite sttt bbb 8
2.1.2 WOrK-Related STreSS......cc.oiuiiiiiiiiiiiieiee e 11
2.1.3 Stress-Related RiSKS at WOTK.........coooiiiiiiiiiiieeee e 12

2.2 Job Insecurity as @ WOIK SErESSON ........ccviiiieiiiiiiiesiesies e 13
2.2.1 Job Insecurity in the Hospitality INdUSIY ........ccooviiiiiiice 14

2.3 Job Insecurity and Its Psychological CONSequUENCES...........ccoevereiineniesieecee, 17
2.3 L SHIAIN L. bbb 17
2.3.2 PSYChologiCal STrain.........ccoiiiiiiiiiicee e 18

2.4 ANXIELY ..ottt bbb bbbt 19
2.4. 1 NOIMAI ANXIELY ...ttt bbb 19

vii


file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826477
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826478
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826479
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826480
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826482
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826483
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826486
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826486
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488

2.4.2 General Anxiety DiSOrder (GDA) .....cvoiuiiieiieie e 20

2.4.3 Causes of AnXiety DIiSOrdErs.........cceiviiiiieie e 21
2.4.4 WOrk Stress and ANXIELY .......ccviieieeieiie e e et 21
2.4.5 Job INSeCUrity and ANXIELY........ccoeiveieiieeseeie e 22
2.5 EMOtional EXNAUSTION .......cooviiiiiiieeisc e 24
2.5.1 Job Insecurity and Emotional EXhaustion............cccccveveieeiie e, 26
2.6 Job Insecurity and its behavioral CONSEQUENCES ..........cceveevieeieiieiicieceece e 27
2.6.1 J0D PerfOrmancCe.........cooviiiiiieiieees s 28
2.6.2 Stress and PerformManCe ........cccvieoeiiireieesie e 31
2.6.3 Job Insecurity and Performance ..........cccccooveiviie i 32
2.7 Buffering Mechanism of Psychological LEeVErages ..........cccovevevveveevieiieseaiiennn, 35
2.7.1 SUPEIVISOI SUPPOIT.....eciiiiieiteeteiie st ettt e s e ste et sta e ste e te e sreesteenresneenne e 39
2.7.2 Supervisor Support and WOrK STress .........ccccveieieereeiie e 40
2.7.3 Supervisor Support and Job INSECUNILY ........cccvevevieiieeceece e, 41
2.7.4 INtriNSIC MOTIVALION ...ttt 42
2.7.5 Intrinsic Motivation and WOrK Stress ..........c.ccoeriririiriineneise e 44
2.7.6 Intrinsic Motivation and JOb INSECUNItY ........ccocovviieiiiiiiecce e, 45
2.8 Theoretical FramWOrK...........cooiiiiiiiine e 46
2.8.1 Job Demand-ReS0oUICE TNEOTY ........cviierierieii i 47
2.8.2 Conservation 0f RESOUICE TNEOTY .......ccceiveriiiiiiirisieeee e 48
2.8.3 Self-Determination ThEOIY .......cccuoiiiiiiieiee e 49
SHYPOTHESES ... .ottt st te e nneeenes 51
3.1 Job Insecurity and JOb Performance ...........cccooiiiiininieiieese e 51
3.2 Job Insecurity and Psychological Strain ..o, 52

viii


file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826488
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826486
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487

3.3 Psychological Strain as a Mediator...........ccccvieiieieiiieceece e 53

3.4 Psychological Leverage as a BUffer...........ccccovvoiiiiiiicce e 54
4 METHODOLOGY ...ttt ne e e 56
4.1 Sample and Data CoOlECtION..........c.coveieie e 56
4.2 MEASUIEMENT.....coiiiiiiiiiiiiiie e 58
4.3 DAtA ANAIYSIS .. .eevieeieciieie ettt nraereanes 59
O RESULT .ttt ettt et b e e n e nnn e 60
5.1 Measurment Results and Descriptive StatiStiCS ..........ccccvvvvevieieiieieese e 60
5.2 Hypothesis TeSt RESUIS .......ccvciuiiicicce e 65
B CONCLUSION ...t 70
8.1 DISCUSSTON ...ttt ettt bbbttt 70
6.2 Theoretical CoONtrIDULION ..o 72
6.3 Managerial IMPHCALIONS .........ccceoiiiiiiiiicc e 73
B.4 LIMITATION ...ttt bbb 76
REFERENGES ...ttt ne e 77
APPENDIX .t 120
AppendiX A: QUESLIONNAITE ........ccuiiieiieiie et ste et ra e aeaneesreas 121


file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826486
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826486
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826486
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826487
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826492
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826493
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc248826494

LIST OF TABLES

Table 4.1: Demographic INfOrmation............ccooveiiiiiniiiie e, 57
Table 5.1: Results of model comparisons using a CFA approach ............cccocvvveienenen, 62
Table 5.2: Items, Sources and Factor loading result ..., 63
Table 5.3: Means, SD, Co and Correlations ...........ccvveeieveeeiireeeireeeiieeeirreeesseeeseseeesnseeeenns 64
Table 5.4: Regression Results: direct and indirect effects...........ccoevevvvieiiein i 67
Table 5.5: Regression Results: Moderating EffectS............ccoovviiiiiiniiiiseeeee, 68


file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc242607447
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc242607447
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc242607447
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc242607447
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc242607447
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc242607447

LIST OF FIGURES

Figure 1.1: Mediator & Moderator MOUEL...........ccceevveiieiiiieieece e 5
Figure 2.1:Typical Negative Symptoms Of SIreSS........cccccveieiieeiiiiieiiere e 7
Figure 2.2: Causes, Types, and Consequences Of Stress.........ccovvviviieivereciesieese e 10
Figure 2.3: Human Performance CUINVE ........ccccveiiiie i 31
Figure 2.4: Mediating & Moderating model ............cccooeiviiiiieiiece e 46
Figure 2.5: ID-R MOEl ........ooviiieiece e 48
Figure 2.6: Self Determination ThEOIY ........ccoiiiiieie i 50
Figure 5.1: Interactive Impact of Job Insecurity & Intrinsic Motivation......................... 69
Figure 5.2: Interactive Impact of Job Insecurity & Supervisor Suport...........c.ccccvevennenn 69

Xi


file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc242607458
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc242607458
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc242607458
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc242607458
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc242607458
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc242607458
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc242607458
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc242607458
file:///C:/Users/User/Downloads/sample-of-thesis-style-and-format-2010%20(1).doc%23_Toc242607458

Chapter 1

INTRODUCTION

1.1 Research Background

Providing high quality services to the customersis considered as the most important
competitive advantage in the hospitality industry (Ncube, Sibanda, & Maunganidze,
2013). This has resulted in the prominent role of frontline employees (FES) in the
service delivery, service recovery and retaining loyalcustomers are vital and strategic
(Ye & Liang, 2010). On the other hand, tourism industry especially hospitality
industry(Higham & Hinch, 2002)has been recognized with high work intensity, lack
of unionization, a poorly developed internal labor market, contingent contracts, as
2012). The service climate in north Cyprus exhibits similar characteristics such as
temporary employment and labor force shortages (Kurtyka, 2005), non-organized
employment, minimum wage and temporary contract (Ktenas, 2014), nepotism,
unfair selection and promotion (Arasli, Bavik, &Ekiz, 2006; Daskin, 2015). Under
these circumstances, it can be noted that employees in this sectorhabitually express
fears of losing their jobs. This is what is practically referred to as job insecurity (JI).
Significant relationships between JI and indicators of performance outcomes, and
also work related behaviors have been created in cross-sectional and longitudinal
researchers(Cheng & Chan, 2008).Experiential evidences generally hold theview that
JI is negatively related to the various type of job performance (JP) (De Cuyper & De

Witte, 2006), task and contextual performance(Konig et al., 2010), employee extra-

1



role & in-role performance(Schreurset al.,, 2012) and creative problem solving
(Probst & Lawler, 2006).Although previous researches(Schreurs et al.,
2012;Staufenbiel & Konig, 2010 ; Wang et al., 2014)have examined the impacts of Ji
on different kinds of job outcomes among various kind of employees, to the
researchers’ knowledge, none of them focused on the relationship betwixt JI andjob
performance as one of the important consequences of stress (George & Jones, 2005)
among FEs in hospitality industry in north Cyprus.Thus the first contribution of
current research is to close the study gap bytesting the impacts of JI on JP among

FEs in hospitality industry in this touristic island.

Psychological strain (PS) is another variable included in this study, which is a
potentially harmful reaction to astressful condition. This manifest as a feeling of
anxiety, depression, andworry and then converts to emotional exhaustion and
burnout in long run (Pierre et al., 2007;Houtman et al., 2007 ; George & Jones,
2005).However, a number of researches have concentrated on the role of mediators
among job insecurity and job outcomes relationship (DeSpiegelaere et al., 2014;
Vander Elst et al., 2014; Wang et al., 2014), but none of them showed that how and
under what process JI negatively effects on performance outcomes. Psychological
strain as anintermediary in the relation among work stressors, such as JI and stress
behavioral consequences, such as job performance can be explained by Job Demand
Resource (JD-R) theory (Demerouti et al., 2001). We propose that job insecurity
negatively impact on job performance through psychological strain. To buttress this,
anxiety (ANX) as an early symptoms of stress (Gazzaniga & Heatherton, 2003) and
emotional exhaustion (EE) as a symptoms of long term and high intensity of stress

(Li, Lin, & Fang, 2010) are two components of Psychological strain which have been



chosen to test and examine as mediators in this study. Therefore the second
meaningful contribution of this discourse is the examination of the intermediary role

ofPS (EE & ANX) betweenJlonJP relationship.

At the end, since job performance (JP) and other job outcomes are perhaps most
important and interesting to managers (George & Jones, 2005), so it is very
important to search for affective strategies to help employees deal with JI till they
may stay with high work efficiency (Wang, Lu, & Siu, 2014). Hence researchers and
managers need to know under what circumstances, response to negative impact of JI
can be buffered. A number of moderators of the JI and outcomes relationship have
been tested as follow: domestic responsibility (Rigotti, Mohr, & Isaksson, 2015),
organizational justice (Wang, Lu, & Siu, 2014), organizational support (Sora,
Caballer, & Peiro, 2011), optimism (Zheng, Diaz, Tang, & Tang, 2014), individual
flexibility (Otto, Hoffmann-Biencourt, & Mohr, 2011), and recovery experiences
(Kinnunen, Mauno, & Siltaloppi, 2010). Nevertheless, as far as we know, in the
relevant literature only limited studies have examined supervisor support as a
moderator between mentioned relationship (Schreurs, Emmerik, Gunter, & Germeys,
2012), of course not in the hospitality industry, and as well as intrinsic motivation as
a personal resource have not been directly tested as potential moderator.Therefore
the researchers sought to examine the impactof social support (SS) and intrinsic
motivation (IM) as two representatives of PL (Seniwoliba et al., 2013; Ozbay, et al.,

2007), to know ifthey reduce the potential negative effect of JI on JP.
1.2 Significant of the Study

In summary, in current paper we aim to address the aforementioned gaps of research

limitations. Therefore presentresearch contributes to current literature at least in three



ways. The first contribution of presentresearch is to close the study gap by
examination the effect of JI on job performance among frontline employees in
hospitality industry.Second meaningful contribution of this discourse is the testing of
the intermediary role of psychological strain in the relationship among job insecurity
and job performance. Anxiety and emotional exhaustion are two components of
psychological strain which has been chosen.Third, the researchers sought to examine
the impact of social support and intrinsic motivation as two representatives of
psychological leverages (Ozbay et al., 2007; Seniwoliba et al., 2013), to know if they
lessen the potential negative effect of JI on JP.

1.3 Research Objective

Accordingly, the current research has three main aims: first, to test the relation
between JI and JP; second, to test the mediation role of psychological strains on the
JI and JPrelationship and lastly, to investigate the buffering role of psychological

leverage against the negative effect of job insecurity (Figure 1.1).
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Chapter 2

LITERATURE REVIWE

2.1 Stress

Stress is the general notion used to the pressures individuals feeling in their life. The
presence of work stress is almost inevitable in many jobs. However, personal
features and differences count for a whole range of responses to stress; one work
considered as moderately challenging by one person may generate high levels of
anxiety in another person. While pressure starts to increase, it may cause detrimental
strain on an individual’s feeling, sentiments, thought process, behaviors, and bodily
situation. When stress be extreme, workers show different signs of stress which
could damage their work performance and healthiness, and even menace their
potency and ability to manage the situation.As shown in Figure 2.1people who suffer
from stress maybe becomes nervous, high-strung, and chronically anxious.They are
simply stimulated to infuriate and are incapable to be relaxed. Such these people may
be unhelpful or using alcohol excessively. Although these situations also occur from
other causes, these are common symptoms of stress. Stress also result in physical
impairments, since the internal body system will change to cope with the stress.
Physical disorders can occur in short-range, like an upset stomach, and also longer-
range, such as a stomach ulcer. In some situation, an organization can be responsible
for the psychological and physical effects of work stress on employees. Poor working
conditions, sustained conflicts with supervisors, traumatic events, or intentional

harassment of employees sometimes results in sorrow, neuroses, or even self-
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destruction. If responsibility is established, workers could claim benefits under
workers’ compensation laws, also pursue for financial costs. Obviously, stress should

not be overlooked (Newstrom, 2011).

Physiological:
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Digestive Problems
Headaches
High Blood Pressure

Sleep Disruption

Psychological:
Emotional Instability
Moodiness
Nervousness And Tention

Chronic Warry

stress
|
f
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Burnout

Behavioral:
Excessive Smoking
Abuse Of Alcohol Or Drugs

Absentesism

Aggression
Safety Problems

Performance Problems

Figure 2.1: Typical Negative Symptoms of Stress
Source: (Newstrom, 2011)



2.1.1 Causes of Stress

A significant first step to prevent of stress is to examine and find the causes of stress
(Richter, 2011). Condition or situation which tends to cause stress is called stressors.
We must consider that even a single stressor may be created major and intense stress.
Stressors generally combine to pressure employees in a different variety of ways till
major feelings of stress generated.The main sources of stress among employees are
evenly divided to organizational factors and the non-work environment (Newstrom,

2011).

Certain macro level of related work stressors are in four categories (Luthans, 2003):

(@) Managerial policies and strategies(e.g., downsizing, competitive condition,

bureaucratic plan).

(b) Internal and external organizational structure and design (e.g., centralization &
formalization, specialization, role ambiguity and conflict, no chance for promotion,

favoritism, restrictive & untrusting culture).

(c) Organizational processes (e.g., tight control, little performance feedback,

Centralized decision making, and punitive assessment systems).

(d) Work conditions (e.g., crowded area, noise, atmosphere, polluted air, unsafe

conditions, poor lighting, and Toxic chemicals or radiations).

In other hand, organizations are greatly affected by the non-work environment.
External environmental situations have a potential threat to cause stress. Some non-
organizational factors which may create threat in the organizational life are:

(a) Social/ technological change (e.g., pace of modernization, cultural changes).

(b) Family (relocation, dual career, divorce & trauma, illness or death of family and
friend).



(c) Economic/ financial situations (business cycle changes, economic downturn,

individuals' income changes).
(d) Race and class (stereotype working, discrimination, and also social isolation).

(e) Community conditions (housing situation, services and shopping, neighborhood,

and level of noise and air pollution (Lunenburg et al., 2003; Luthans, 2010).

Figure 2.2 shows that individual differences and characteristics among employees
may cause some these stressors as positive stress, while others perceive as negative
stress. As a result, either positive or negative consequences may arise for both
organization and employees. These impacts maybe short-run and lessen fast, or
maybe long- time. To control and manage stress, organizations usually should search

for the job related causes.
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2.1.2 Work-Related Stress

Job-related stress may create when employees find themselves unable to match their
knowledge and abilities with job pressures and demands, as well as inability to run
and cope. work stress happens in a wide range of workplace conditions but is mostly
become worse when employees feel their managers, supervisors and coworkers
support them inadequate, and as well as little control and manage over job processes
(De Dreu&Weingart, 2003). Usually there is uncertainty and confusion betwixt
pressure or challenge and stress and in some cases it is applied to excuse poor
management operations.Pressure and stress at workplace are inevitable due to the

demands of the present job environment.

When pressure identified, perceived and accepted by employees, may even keeps
them conscious, motivated, capable to act and fit, but it depends on the accessible
social and individual resources. Nevertheless, if the pressures become extreme or
uncontrollable, the pressure leads to stress. It can be harm and hurt employees'
healthiness and also organizational functions and performance. However some job
conditions often generate stress for workers, like work overload, poor quality of
management and supervision, insecure work climate, time pressure, lack of direct
control, poor authority to match responsibilities, role conflict and work ambiguity,
differences between organization and members values, and technology with
insufficient support and training (Leka, Griffiths, & Cox, 2003). Work-related stress
can be created by weak work organization (e.g., poor design jobs & unfavorable
working situations), weak work design (e.g., shortages of control over work
procedures), and also poor quality of supervision (e.g., lack of support from

managers, supervisors and coworkers) (leka et al., 2003). Related studies show that
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the most significant work stressors occur when work ample demands and pressures
don't be matched with employees’ abilities and organizational resource. Those
workers who are less likely to undergo stress, when - job demands are matched with
their abilities and organizational resources (Demerouti& Bakker, 2011).

2.1.3 Stress-Related Risks at Work

Work Stress related risks or hazards can be divided into main categories: work

content and work context (Leka, Griffiths, & Cox, 2003).

Work Contents:refers to job content (e.g., monotony, under-stimulation, tasks'
meaningless, lack of diversity), job load and job velocity (e.g., high or low workload,
time pressures), working hour (e.g., harsh or inflexible and long, uncertain,
unpredictability, poorly shift systems' design), and also involvement, cooperation and
control (e.g., decision-making process, weak control during work process, speed,

hours, procedures, and generally the work environment).

Work Context:Work context refers to occupation development, position and wages
(lack of job security, low social value, lack of progress opportunities, inequitable and
uncharted systems to evaluate job performance, different levels of skin), role in the
workplace (role ambiguity, role conflict), interpersonal relations (unfavorable
relationships, low supervision, poor relations with coworkers, harassment, brutality
or solitary job), work-life balance (work-family conflict, family-work conflict, the
absence of sufficient organizational laws and policies to keep up and manage work-
life balance), and organizational culture (weak communications, weak leadership, the
absence of behavioral rules regarding to organizational goals, strategies and master

plans).
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2.2 Job Insecurity as a Work Stressor

Employment is a main income source, and also individual consent and security. one
of the prominent features of the present situation of working communities is high
rates of unemployment. In the past decade, tourism and hospitality industry,
particularity hotels' management sector, have encountered the process of restructure
and mass dismissals, in the direction of reducing costs, certainty of higher levels of
because of new situations on the labor market, most of employees willingly or
unwillingly alter their work or are faced with different contractsfrom past ones (part-
time or shorter work time), or have lost their works long-run or provisionally. These
changes have created a raised feeling of insecurity regarding to their work between a
large groups of remained employed employees.There are different definitions for Job
insecurity. Greenhalgh et al., (1984) defined job insecurity as a sense of weakness in
keeping the desirable continuity of the job status. Roskies et al., (1990) considered
insecurity as a worry regarding to the likely of losing specified recruitment. Hartley
et al. (1991) defined job insecurity as a valuation of the being of a menace of losing
work owing to change in the work place, that is based on the interplay among the
perceived probability of job loss and perceived certitude, which it won’t happen,
whereas Reisel et al. (2010) considered job insecurity as a collection of entire
cognitive dangers, risks and concerns.Probst (2002) believed that job insecurity
refers to the perceived instability and discontinuity of job, whereas De Witte (2005)
described it as a severe work stress that contains of cognitive probability of losing
work and impressive experiences that are associated to it. Pordevi¢ (2012) noted that
in different related articles one difference is built among job insecurity definition in a

narrow and a broad concept. several researches related job insecurity to the present
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employment situation, that is the narrow concept (De Witte, 1999; Van Wyk et al.,
2008), while other researchers believe that job insecurity is a common employment
insecurity that is not merely related to present employment situation, but is an
integral section of the occupational life of the workers generally, that is the broader

concept (Sverke, Hellgren, & Naswall, 2006).

Borg et al., (1992) defined job insecurity from two directions that are cognitive and
affective insecurity. Cognitive insecurity refers to the probability of job loss, while
affective insecurity refers to the fright of job loss. So, unlike job losing that is
described as unemployment, job insecurity refers to the individuals’ interpretation of
various signals or signs from the workplace or environment. The definitions noted
that job insecurity is associated with subjective feelings, and job insecurity
conception may negatively impact on work attitudes and behaviors, therefore it may
be considered as a persistent work stressor in the workplace (Cheng & Chan, 2008;
Rigotti et al., 2015; Sverke et al., 2002). Hellgren et al. (1999) divided job insecurity
in two main categories: quantitative and qualitative. Quantitative job insecurity refers
to as “the perceived powerlessness to maintain desired continuity in a threatened job
situation”, whereas qualitative job insecurity, referred to as “the anticipation of
losing valued job features” (Greenhalgh et al., 1984), like job opportunities, special
job tasks and payment (De Witte et al., 2010; Vander Elst et al., 2014). Hellgren et
al., (1999) believed that this type of job insecurity (qualitative) refers to the
consequences of the threat to work features, and also they claimed that qualitative
aspect of job insecurity has a stronger negative relationship with job attitudes rather

than quantitative aspect of job insecurity.
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2.2.1 Job Insecurity in the Hospitality Industry

The hospitality, as a service industry is dedicated to high quality customer service.
However the complex and dynamic environment of the hospitality industry provides
various challenges which can exacerbate job stress (Ramarumo, 2015). Thus, it is not
surprising, that the related literature (Akgunduz, 2015; Ghiselli, 2016; Jung & Yoon,
2015; Lin et al.,, 2015; Ramarumo, 2015) perceives work stress as a significant
challenge in the industry. Previous studies examined the extent to which various job
characteristics, such as work overload, long working hours, and working on holidays,
influence job stress (Choi& Kim, 2012; Ghiselli, 2016; Karatepe, 2013).Specially,
several factors ( weakly developed internal work markets, high job intensity, low
social and cultural situation, and professional status), which lead to stress, notably
stress associated with job insecurity (JI), characterize hospitality industry(Gibola et
al., 2008; Unsal-Akbiyik et al., 2012; Vuji¢ié¢ et al., 2014). JI as one of the most
important and common work stressors has been found to be negatively related to the
employees' in-role performance, job satisfaction, job involvement, organizational

trust and commitment (Cheng & Chan, 2008; Sverke et al., 2002).

As previously indicated, ample evidence supports the detrimental effect of job stress
in the hospitality industry (Deery et al., 2015; Gill et al., 2006; Kurulzim et al.,
2008).Anxiety and emotional exhaustion can be perceived as psychological
consequences of individuals’ exposure to job stress (Gill et al., 2006;
Hobfoll&Shirom, 2000). Job stress may be seen as a temporary process requiring
short-term adjustments, and this process is usually accompanied by mental and
physical symptoms include depression, anxiety and tension (Gazzaniga, Heatherton,

& Halpern, 2015). EE, on the other hand, is a result of prolonged work stress that
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could cause chronic dysfunction at work (Kim, 2008). In a recent research conducted
in the hospitality industry, Kinnunen et al., (2010) found that JI is a job demand,
which has been found to be associated with job exhaustion, according to the JD-R

model.

It is important to search and find effective and efficient strategies to assist employees
deal with JI so that they may stand engaged, committed and productive in their job,
particularly in difficult conditions. Researches and directors therefore need to realize
the circumstance in which employees’ negative response to JI can be buffered. This
objective not only is important for the theoretical development of the JI literature, but
also presents practical implications to manage JI crisis. Traditionally, research on the
hotel industry has concentrated on finding and minimizing negative factors related to
work stress in an organization (Hodari et al., 2014; O’Neill & Davis, 2011). In spite
of the numerous studies conducted in relation to “stress coping strategies” in
hospitality industry (Lee et al., 2015), limited research is available on the moderators
of the job insecurity. For example, Kinnunen et al.’s (2010) recent study found
evidence in service industry (hotel, catering and travel services) that recovery
experiences hinder the relation between job insecurity and occupational health and

well-being.

In response to lack of research in this field, and also to fill the gap in the existing
knowledge base, the presentresearch tries to extend the knowledge of the link
between job insecurity and job performance by exploring potential mediating
mechanism of psychological strains (anxiety & emotional exhaustion) using the COR

theory and examining moderating role of psychological advantages (supervisor
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support & intrinsic motivation) in the mentioned relation using the JD-R theory in

the hospitality industry.
2.3 Job Insecurity and Its Psychological Consequences

2.3.1 Strain

Related literature demonstrates the relationship between stress, strain, and outcome.
Stress, real or perceived, is “an event that people perceived as an annoying or
troublesome which is endangering their well-being” (Lazarus & Folkman, 1984).
Strain is known as a consequence of stress and is anintermediating factor between
stress and its outcomes (Koeske & Koeske, 1993). Koeske et al., (1993) asserted
stress maycreate negative and positive outcomes, which strain is one of the negative
outcomes of it. Strain is described as a state which is usually harmful and has

unfavorable impacts on people who experience it.

Khalid &Naeem (2013) explained that strain is a state of feeling which is
characterized by weakening emotional resources and energy. Past empirical
researches show that strain arises from specific job features (Finney et al., 2013;
Khalid et al., 2013; Panatik et al., 2012; Warr, 2002). Strain usually happens when
employees perceive themselves unable and incapable to respond the workplace
demands (Kahn & Byosiere, 1990). They believe that strain which result from the
inconsistency between an employee and the workplace mainly those aspects that are
essential for quality of life and well-being. Strain is certain type of stressor
consequences, which include negative physiological (i.e., hypertension, coronary
heart disease), psychological (i.e., anxiety, emotional exhaustion, frustration, rage),
and behavioral (e.g., low performance, high absenteeism & turnover) problems (Jex

etal., 1991; Kahn &Byosiere, 1990).
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2.3.2 Psychological Strain

It is necessary at the outset to clearly distinguish between three interrelated related
terms, namely (a) work stressor, (b) Work stress, and (c) psychological strain
(Cartwright & Cooper, 2009). Work stressors are environmental strains or events
(e.g., heavy work load) capable of producing a state of psychological stress in an
individual. Work stress is individuals’ internal responds to stressors characterized by
arousal and some level of discomfort. Work stress is also used to refer to the area of
research focusing on social psychological characteristics of work that are detrimental
to employee’s health. Interestingly, the phrase ‘strain’ is used to recognize special
types of respond to stressors, and which of growing fondness to organizational
scholars is the concept of ‘psychological strain’ (PS) (Noblet, Rodwell, &
McWilliams, 2001). In the field of job stress, PS refers especially to the
psychological outcomes (i.e., decentralization, loss of sensation of worth, depression
or dumps) that happen in responding to workplace stressors. Psychological strain is a
response produced in the individual to aversive and potentially harmful reactions to
long-term exposure to stress, including anxiety, depression, and other ill-health such

as cardiovascular diseases (Cartwright & Cooper, 2009).

In past decades the research investigating the impact of psychological strain has
grown rapidly. In current study we propose that job insecurity negatively impact on
job performance via psychological strain. To buttress this, anxiety as an early
symptoms of stress (Gazzaniga & Heatherton, 2003) and emotional exhaustion as a
symptoms of long term and high intensity of stress (Li, Lin, & Fang, 2010) are two
components of psychological strain which have been chosen to test and examine as

mediators in this study.
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2.4 Anxiety

Everybody feels anxiety from time to time. People may feel anxiety when they face
with an important event, like a job interview or a final exam, or when they perceive
threats or intimidation, like waking to strange sounds and also be under the pressure
and stress.Unfortunately, anxiety disorder is common. Anxiety disorderliness is the
most prevalent type of mental health problems among women. This common
disorder may cause difficult for individuals to work and study, to run daily works,
duties and in relation with others, and mostly lead to financial pressure and deep
suffering.There are different main categories of anxiety disorders which make them

distinct from each other; however they all share the similar characteristics:
* Unreasonable and extreme fear
« Worry and tensionemotions

*Hardness to manage daily tasks and confusion (Rector et al., 2008).

2.4.1 Normal Anxiety

A specified amount of stress and anxiety is natural, necessary, and essential; it may
result in acting about worries and keep safe from hurt. In some conditions, anxiety
may even be crucial for survivorship. When we feel threatened, or danger, brain
immediately sends a message to the nervous system directly, that answers via freeing
adrenaline. Increasing adrenaline makes to bealert, and also creates a mutation of
strength, ready us to assault (fight) or getaway to security (flight). On the other hand
increasing adrenaline may also have adverse complications including feeling
nervous, panicky, tension, giddy, perspiring, shaking or panting. Such these impacts
may be worrying, but not detrimental and damaging to the body and normally do not

for a long time (Rector et al., 2008).
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2.4.2 General Anxiety Disorder (GDA)
Generalized anxiety disorder (GAD) involves “excessive anxiety and worry,
occurring more days than not for a period of at least six months, about a number of

events or activities.” GAD is characterized by “difficulty in controlling worry.”

Features: GDA causes persistent worry, typically moderate in intensity. The
symptoms may ebb and flow, but tend to occur more days than not. Patients describe
themselves as being tense, nervous and constantly on edged. They often fear
something bad is about to happen, even though there is no reason to think it well.
GDA is often called “free floating” because there may be no obvious reason for it, but
it may result in worry about health, money, family or work. GDA can be exacerbated
by additional stressful events, real or imagined. Simple domestic setbacks such as a

cooker breaking down can seem like a major disaster.

Prevalence: GAD is the most commonly diagnosed emotional disorder. One adult in
20 suffers from GDA at any given time. GAD is twice as common in women as in

men and often begins in the teens.

Related disorders: people with GAD may also suffering from other emotional

disturbances, like panic attacks, phobic disorders or depression.

Diagnosis: because the symptoms of anxiety disorder can be so vague, it may take
several consultations with the doctor to confirm the diagnosis. Occasionally over-
active thyroid gland, as well as angina, diabetes, epilepsy or certain types of

medicine may cause symptoms similar to GAD.
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Treatment Options: the long-term outcome after receiving psychological treatment
such as cognitive behavior theory (CBT) is very often positive, though drug therapy
is also an option if such a course fails (Illman & Carter, 2007).

2.4.3 Causes of Anxiety Disorders

In spite of the fact that, there is no any clear-cut answer as to why some
individualssuffer from anxiety disorders, however previous related study proposed
that a number of elements can be involved. Similar to many psychological problems,
anxiety disorder appears to be created by a compound of psychological factors (e.g.,
stressful or traumatic life events such as relationship problems, emotional shock,
verbal, sexual, physical or emotional abuse or trauma, death or loss of a someone),
biological factors (e.g., family background of anxiety disorders and childhood
development issues), Personality factors (e.g., Perfectionism, easily flustered, fear,
inhibited, lack self-esteem or management oriented), Medical factors (e.g.,
psychiatric problems, alcohol, drugs or illicit substances), Physical health
problems(diabetes, asthma, hypertension and heart disease), and also other
challenging life experiences (e.g., work stress or job insecurity, lack of living
arrangements, repeated pregnancy) (Rector et al., 2008).

2.4.4 Work Stress and Anxiety

Every employee may experience work stress, and it’s quite normal. But if the stress
be continues, irrational, severe and disrupt daily functions may portend an anxiety
disorder. Employees suffer from anxiety since they cannot simply handle stress
well.Stress is an inescapable part of an employee’s working life. However stress can
create positive qualities in that the employee may feel more exhilarated than worried
and perceive the condition positively as a challenge form, but it can be also described

as a threat to the quality of life and also somatic and mental health.Stress is a
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complicated issue but in general it is explained as an individual's physical, mental, or
emotional reactions to environmental tensions, conflicts, disputes, and pressures.
Stress is often explained as being related to emotions such as rage, anxiety, dumps
and depression, and as well as associated with impoverished mental health. Work
related stress and anxiety can effect on employees wellbeing (Newbury-Birch &

Kamali, 2001).

Wood (2008) examined the effect of work features, containing job controls and
demands on well-being. The results showed that more anxiety created in more
demanding occupations, and also perceived support from supervisors and managers
lessen anxiety levels. Robone et al. (2008) examined the impact of contractual
arrangements and work conditions on self-evaluated health and mental well-being.
They found that low working condition increase the mental health problem among
employees. In another study, Cottini and Lucifora (2010) worked on stress, sleeping
problems, anxiety and irritability. The result showed that job characteristics such as
shift work, repetitiveness, ambiguity and intensity of works are positively related to
anxiety and psychological strain. In addition, in a study among British Workplace
Employment, anxiety is showed to be significantly associated with job demands as
measured by items like work hours (Jones, Latreille, & Sloane, 2015).

2.4.5 Job Insecurity and Anxiety

Fundamental shifts in work place structure and employment conditions cause
significant increasing of psychosocial issues and job insecurity in career life. Job
insecurity is demonstrated negatively effect on psychological and physical health
(Boya et al., 2008). Employees who constantly and chronically perceive job

insecurity are occasionally, indeed, in worse health compared to the unemployed
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(Burgard, Kalousova, & Seefeldt, 2012). Job insecurity has been associated with
different harmful healthiness outcomes.Regarding to physical health, it has been
related to increased morbidity, high blood pressure, coronary artery disease, and
heartfelt death (L&szl6 et al., 2013; Lee et al., 2004), and also lead to some
musculoskeletal disorders like low back or neck pain (Kiviméki et al., 2002; Lang et
al.,, 2012). Based on mental health job insecurity has been correlated with
psychosomatic symptoms, losing self-esteem, anxiety, and as well as psychiatric
symptoms (Burgard et al., 2012; Cheng &chan, 2008; De Witt, 2005). Furthermore,
job insecurity disturbs health behaviors such as sport, food habits, and sleeping

(Park, Nakata, Swanson, & Chun, 2013).

In a recent research by Burgard et al., (2012),results demonstrated that perceived job
insecurity is related to the poor health consequences.The symptoms
betweenunsecured employees showed major or minor depression, anxiety attacks,
even after entering confounding factors. Boya et al., (2008), in their cross-sectional
research, examined the impacts of perceived qualitative and quantitative JI on
depression and anxiety among nurses. They found that depression and anxiety among
those nurses who are working in private hospitals were significantly affected by both
kind of job insecurity. Nella et al., (2015), specificallyhave concentrated on " the
effectof job insecurity on anxiety, depression, and psychosomatic and
musculoskeletal symptoms.”labor mobility had significantly positive relationship
with increasing stress, anxiety, depression, marital conflicts, somatic symptoms, and
musculoskeletal pain.This study via estimating the short term outcomes of job
insecurity highlighted the instant detrimental impacts of JI on the physical, mental,

and social employees’ functions.
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Although, a number of researches have concentrated on the job insecurity and
anxiety relationship, but none of them focused on the mediating function of anxiety
in the JI and job performance relation and under what process JI negatively effects
on performance outcomes in hospitality industry. Therefore, on the basis of past
researches, we propose that job insecurity negatively impact on job performance via
psychological strain. To buttress this, anxiety as a symptom of short term stress
(Gazzaniga & Heatherton, 2003),and as an important dimensions of PS has been

chosen to test as a mediator in current study.
2.5 Emotional Exhaustion

Emotional exhaustion (EE)mentions to the feeling of being overloaded at work
(Schaufeli & Greenglass, 2001), and it is the core aspect of burnout syndrome (de
Rijk et al., 1998; Gaines &Jermier, 1983; Green et al., 1991; Maslach et al., 2001;

Maslach, 1982; Maslach& Jackson, 1981).

Maslach (1982) explained emotional exhaustion concept that “employees feel they
are no longer able to keep themselves at a psychological level”. Employees
experience EE when they feel their emotional resources are decreased (Maslachet al,
1986) that leads to lose trust, impression, fondness, trust, confident (Ledgerwood,
Crotts, & Everett, 1998), and even to ‘depersonalization’. Employees who suffer
from emotional exhaustion show some behaviors like putting distance emotionally or
even cognitively from others and as well as continue their work incuriosity or with
cynical attitudes. Such these employees desire to feel disappointed, sad, unhappy,
depressed and unsatisfied concerning themselves and their job achievements
(Maslach, 1982).EE not only refers to employees’ general losing of emotion,

quietness, worry, feeling,confidence, certainty, fondness and interest (Maslach,

24



1982), but as well asassociates with feelings of weariness, irritability, moodiness,
disappointment, fatigue, frustration, and as well as being way-worn (Maslach et al,
1981). Emotional exhaustion has considered being analogous to long-lasting fatigue,

because of its influence and sustainable character(Griffith et al., 1950).

In the tourism industry especially hospitality industry, employees often encounter
ongoing challenges in a dynamic and uncertain environment, which raises different
levels of stress (Camillo, 2015). The special conditions of work in the hospitality
industry can cause employees beemotionally and mentally strained. The condition
and characteristics of work environment in this industry are considered as factors to
create emotional exhaustion among employees (Babakus et al., 2008; Pienaar &
Willemse, 2008; Karatepe & Aleshinloye, 2009; O’Neill & Xiao, 2010; Kim, Shin,
& Umbreit, 2007; Karatepe & Uludag, 2007). Empirical related literatures show that
both quality and quantity of job demands are very significant factors for generating
emotional exhaustion. Role conflict, ambiguity, and overload, compressed hours
working, work overload are some example of quality and quantity work
demand(Hussain et al., 2015). Karatepe (2013) found that work overload
significantly correlated with EE among frontile employees. The work's nature seems
to be associated with EE too. When a job needs more repeated and close interplay
with clients, like service works are more probability to have employees with more
physical and psychological strain (Ito & Brotheridge, 2003). When employees have
to control their emotions, affection, feelings and expressions, while the same time
must be concealing the real feelings to face with customers and work demands,

therefore it may leads to feeling of emotional exhaustion (Ito & Brotheridge, 2003).
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2.5.1 Job Insecurity and Emotional Exhaustion

Job insecurity (JI) indicates worries regarding to the continuity of individuals future
recruitment or the menace of losing individual’s present job (Sverke, Hellgren, &
Néaswall, 2002). Individuals may experience differing degrees of job insecurity.
Researchers found that JI is more continual experience (Mauno, Leskinen, &
Kinnunen, 2001); therefore, it can be considered as a chronic work stressor (Vander
Elst et al., 2014). Particularly, uncertainty regarding to the job loss if continue for a
long term, may lead to cumulative negative effects on individuals’ health and well-

being (Piccoli & De Witte, 2015).

In the current study, we concentrate on the emotional exhaustion as one of the
psychological consequences of JI. EE as a component of Maslach’s (1993) burnout
conception, is a chronic status of emotional and physical exhaustion and is
considered as a main dimension for realizing the burnout process (Maslach & Leiter,
2008), for both experimental and conceptual reasons. This aspect of well-being and
health seems to be related not merely for the employee but for the organization too.
since it can be predict other various job out comes and behaviors, such as work
engagement, organizational commitment, different kind of performance, job
embeddedness, organizational citizenship behaviors, turnover intentions and as well
as absenteeism(Cropanzano & Mitchell, 2005). General stress literature has
supported the argument that organizational stressors such as JI may cause burnout
and disruption in health and well-being (e.g. De Cuyper et al., 2006; Giunchi et al.,

2015; Piccoli et al., 2015; Vander Elst et al., 2014; VVan den Tooren et al., 2014).

Van den Tooren et al., (2014) based on JD-R theory tested whether job insecurity is

negatively associated with general health and welfare. The results show that general
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health decreased among employees who suffer from job insecurity. In another study
by Vander Elst et al., (2014), based on COR theory emotional exhaustion examined
as one of the psychological consequences of JI as a work stressor via using 2-wave
repeated-measures design. The results show that positive relationship between Jl as a
chronic stressor and emotional exhaustion as a core component of burnout. Piccoli et
al., (2015) in their cross-sectional research described the job insecurity — strain
relation based on transactional stress theory and social exchange paradigm. The
findingsdemonstrated that uncertainty about future of job lead to EE. Additionally,
other cross-sectional and longitudinal studies have showed positive and significant
relationships between JI and EE (De Cuyper et al., 2010; Kausto et al., 2005; De

Cuyper et al., 2012; Kinnunen et al., 1999).

However, a number of previous researches have focused on the job insecurity and
emotional exhaustion relationship, but none of them focused on the intermediating
role of emotional exhaustion in the JI and job performance relationship, and also
under what process JI negatively impacts on performance outcomes. Thus, on the
basis of past researches, we propose that job insecurity negatively impact on job
performance through psychological strain. Emotional exhaustion as a symptom of
long term and high intensity of stress (Li, Lin, & Fang, 2010), and a component of
PS has been chosen to test and examine as a mediator in this study.

2.6 Job Insecurity and Its Behavioral Consequences

The potential behavior outcomes of stress are including job performance, troubled
interpersonal relationships, turnover intention, and absenteeism. Normally agreeable
workers who suddenly fly off the handle may be experience very high levels of

stress. When an employee experience high levels of negative stress excessively, it is
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often difficult for him/her to be as contacting and understanding with others
(colleagues, subordinates, supervisors, clients) as they usually would be. Extreme
stress increase turnover intention, as well as absenteeism among employees,
particularly when they have other employment options. Nonetheless the potential
outcome of stress on job performance is maybe of most interest to executives
(George & Jones, 2005). Therefore in the following,wediscuss fully on job
performance, stress and job performance, as well as impacts of job insecurity on job
performance.

2.6.1 Job Performance

Job performance (JP) is a part of industrial and organizational psychology, and also
is a part of human resource management (HRM) and organizational behavior.
Performance is a significant scale for organizational achievements and
outcomes(Campbell, 1990; Campbel et al., 1993). Job performance evaluates
whether an individual performs a job well. Campbell (1990) defined JP as an
individual-level variable, or something an individual does. However, it is widely
accepted that JP is a multidimensional variable (Borman et al., 1993; Campbell et al.,

1996).

Campbell's conceptualization of performance makes difference between a process
aspect (e.g., behavior) and outcomes of performance (Borman et al., 1993; Campbell
et al., 1993; Roe, 1999). From the behavioral perspective, job performance refers to
what employees do while at workplace, the action itself. Performance include
specific behavior such as sales conversations with clients, teaching mathematic,
computer programming. In addition, this aspect of performance concept expressly

describes behavior that is goal-oriented (e.g., behavior which the organizations hire
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employees to do well as performance). From the outcome perspective, in turn
performance refers to the result of employees’ behavior. The actions explained above
about employees’ behavior may result in agreements or amount of selling, collegian'
knowledge in mathematics, or a software production. Experimentally, the behavioral
and outcome facets of performance are linked together. But there is no any full
overlay and evidences that the outcomes side is influenced by other factors than

behavioral side.

Furthermore, performance can be divided into effectiveness and productivity aspects
(Campbell et al., 1993; Pritchard et al., 1992). The effectiveness aspects mentions to
the assessments of the consequences of performance such as fiscal value of selling.
In return, productivity is the proportion of effectiveness to the costs of achieving the
outcomes. For instance, the proportion of work hours (input) in relation to

manufactured product (output) reports productivity aspect.

Another main classification of performance which attracted a lot of attention and
consideration refers to the task and contextual dimensions of performance (Borman

et al., 1993; Motowidlo et al., 1999; Motowidlo et al., 1994).

Task performance refers to those behaviors which take part to the main
transformation and performing activities in organizations, like producing productions
and delivering services, selling goods, acquiring inventory, or managing employees
(Motowidlo&Schmit, 1999).Task performance as an employee's contribution to
organizational performance, mentions to actions which are part of the official system
(Williams et al.,1991). Generally task performance contains of activities which

transmute substances into the merchandise and services made by organization or let
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for effective functioning of organization (Motowidlo et al., 1997). Therefore, the task
aspect of performance covers the completion of requirements which are part of the

treaty among employers and employees.

In contrast, contextual performance is defined as those behaviors which contribute to
organizational culture and climate. Contextual aspect of performance includes
behaviors which do not directly take part to organizational performance, but support
the psychological, cultural and social climates of organization. Contextual aspect
indirectly partakes to an organization's performance through simplifying task
performance. Mostly, this aspect of performance is predicted by motivation and
personality and is discretionary and extra-role behaviors. In most cases, formal job
requirements is not sufficient to reach organizational goals, and it requires to go

beyond what is officially needed (Parker et al., 2006; Sonnentag et al., 2008).

Borman et al., (1993) considered five dimensions of contextual performance:
(1) Volunteer activities beyond an employee's formal duty

(2) Persistence of enthusiasm to complete important task

(3) Helping to others

(4) Following organizational rules and procedures even it is not convenient

(5) Openly defending of organization goals.

Extra role performance, recovery performance, persisting with enthusiasm,
cooperating with coworkers, alerting coworkers about work-related problems or
following organizational rules, policies and procedures are some samples of
contextual behaviors (Motowidlo et al., 1999; Borman et al.,1993; Motowidlo et al.,

1997).
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2.6.2 Stress and Performance
Stress is essential for our survival. It alerts us to danger, helps us to cope with the
demands of daily life and can sharpen our performance. Stress can be either useful or

harmful to job outcomes specially job performance, depending on this level.
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Figure 2.3: Human Performance Curve

Too little stress: this results in insufficient challenge to achieve a sense of personal accomplishment.
Optimum stress: life is balanced despite its ups and downs, and perfectly manageable.

Too much stress: constant feeling of having to do too much every day, resulting in permanent
overdrive and emotional and physical exhaustion and finally burn-out (Illman & Carter, 2007).

The human performance curve, from Dr. Chandra Patel’s book “The Complete Guide
to Stress Management” (Vermillion, 1996) emphasizes the importance of balancing
the stress in our life.Figure 2.3 shows a stress-performance model that displays the
relation between stress and performance. By focusing on the model, we can see when
there is small or no amount of stress, there is no any work challenging and
performance tends to be low. But when stress increase, performance desires to
growth, since stress assists an individual calls up resources to facework requirements.

Constructive and useful stress is a healthy motivation that stimulates employees to
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respond to the challenges. Finally, stress reaches a peak or a plateau which
corresponds approximately with an individual’s top day-to-day performance ability.
In this level, additional stress tends to generate no more improvement. Ultimately, if
stress increases too much, it turns into a harmful force. Performance starts to
reduction at some points since too much stress interferes with performance.
Employees lose the ability to deal; they become unable to make decision and show
unpredictable behavior. When they are stressed and disengaged may report high
turnover intention, high absenteeism, less motivated, and also less valued. In this
situation, the significance of individual differences in the stress-performance
relationship is highlighted by the results of surveys of employees’ perceptions of
stress, and also the managers’ role is very prominent. The managerial challenge - like
the violin player’s- is to monitor tension levels and make periodic adjustments
(Newstrom, 2011).

2.6.3 Job Insecurity and Performance

Job insecurity (JI) has been accepted as one of the main work stressors existing in the
workplace, resulting in a list of detrimental outcomes, containing negative attitude
towards the organization or work, creating disorder in health and well-being, and,
most regarding to the current study, decreased job performance (Cheng et al., 2008;
Gilboa et al., 2008; Sverke et al., 2002). The findings of different esearches on job
insecurity and job performance demonstrated that employees who experience high
levels of Jlcommonly perform worse comparing with those employees who

experience low levels of JI (Cheng et al., 2008).
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Theoretically the negative effect of job insecurity on job performance can be

explained at least by two broad ways: cognitive explanations and affect-based

mechanisms.

Cognitive Explanation refers to the idea that an employee may perceive job
insecurity as a violation of the psychological contract with employer. This
psychological contract is defined as the series of explicitly and implicitly
certain and given promises regarding to the duties and rights between these
two (employee & employer), as perceived by the employee (Conway &
Briner, 2005). Based on psychological contract theory, job security as a main
part of the so called “old deal” (Millward & Brewerton, 2000), being mostly
specified by a providing job security as a part of the employer's relational
orientation in return for loyalty as a part of the worker's duty (Rousseau,
1995). The great majority of the employees still expect that JI as a basic
factor of the psychological agreement with employers. Therefore, for that
employee who awaits job security, JI gives a breach of psychological
agreement expectations and builds an imbalance social exchange in the
relation betwixt employers and employees (De Cuyper& De Witte, 2006).
When psychological agreement breach has happened, workers are mostly
motivated and desirable to lessen their engagement and commitment (e.g., by
engaging in turnover intention or absenteeism behaviors) and show less
contribution to the job performance and participation in organizational
activities(Jensen, Opland, & Ryan, 2010). Based on cognitive explanation,

the commentary of JlI as violation of agreement is emphasized and after
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perceiving it, work efficiency comes down deliberately, which, lead to

reduction levels of job performance in the organization.

o Affect-Based Mechanism refers to that job unsecured employees who are
uncertain the future of their job, losing job, losing of job characteristics, or
continued employment (Sverke et al., 2002). Uncertainty creates feeling of
powerlessness, externality, and lacking power to manage the conditions (De
Witte, 1999; Sverke et al., 2002). Employees who recognize and perceive
high levels of control over situation, Compared with employees who perceive
little control over situation are more likely to consider the environment as
stressful or difficult, have more negative emotional reactions, ordemonstrate

more strain (Spector, 2002).

Hobfoll’s (1989) COR theory asserts that in such stressful conditions (e.g., JI)
employees may lose their (job) resources which can lead to low performance. In this
regard, the control model of demand management (Hockey, 1993) argues that people
will use additional resources to deal with the work stressor such as job uncertainty
that in the long time lead to depleting the accessible resources which are essential to
perform work tasks. Therefore, these series of comments widely assert that sense of
JI may lead to a reduction of psychological and physiological resources of
employees, and therefore result in reduced attempt. Previous studies are generally
support thatJI negatively related to various types of performance outcomes (Cheng &
Chan, 2008; Schreurs et al., 2012; Staufenbiel & Konig, 2010; Wang et al., 2014).
For instance, high levels of job insecurity negatively is related to self-rated

performance (De Cuyper& De Witte, 2006), creative problem solving (Probst et al.,
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2007), extra-role & in- role performance (Schreurs et al., 2012), and as well as

OCB(Reisel et al., 2010).

As far as we know, there is no study that examined the impacts of job insecurity on
job performance among employees in north Cyprus. Accordingly, the current study
tries to address this gap through examining the mentioned relationship among

frontline employees in hospitality industry in north Cyprus.

2.7 Buffering Mechanism of Psychological leveragesin the

Relationship betweenJob Insecurity and Performance

Both organization and employees are highly concerned about stress and its impacts.
In efforts to manage and control stress, people have three broad options: prevent or
manage, escape from it, or learn to adapt (Richter, 2011). Organizations can search to
make better managerial communication skills, empowering employees, redesign jobs
to be more fulfilling, as well as implement organizational development plans. These
strategies are aimed to reduce or eliminate the negative effect of work stressors.
Employees can escape from stress by application for job transfers, finding alternative
job, taking early retirement, or obtaining assertive skills that allow them to cope with

the work stressors (Cartwright & Cooper, 2009).

Conservation of resource (COR) theory has been known as one of the psychological
and motivational frameworks to stress and is a significant describing system of
individuals’ behavioral responses in stressful conditions (Hobfoll, 1989). According
to this theory, resources are defined as “. . . those entities that either are centrally
valued in their own right, or act as means to obtain centrally valued ends” (Hobfoll,

2002). Hobfoll (1989) recognized four types of resources, namely material resources
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(i.e., money), conditions (i.e. status), personal (i.e., self-esteem and optimism), and

social resource (i.e., family, friends, and supervisor).He claimed that those

individuals who accumulate resources are more flexible, resistant, and able to

overcome threats and stress. The theory supposes a moderating role of resources in

the stressors/demands and negative outcomes relationships (Westman et al., 2004).

Therefore we would expect that the availability of resources would lead to a

collection of resources, which help individuals to cope with threats and stressors to

reach more positive outcomes. In current study we have focused on two main types

of resources which are social and personal resource.

Social Resource - Some individuals experience stress due to detached from
others and their environment; they are without warm interpersonal relations.
people with a driving ambitions, desires and a strong demand for
independence may pass to expand close attachments to families, friends and
coworkers. To reach success, they mostly victim fulfililment of their social
demands and needs. The lack of social attachments may lead to anger,

depression, anxiety, and even loneliness - all producing stress in their lives.

The social support concept has been applied widely referring to the functions
done for one by others, like family members, managers, coworkers and
friends. These significant others can present various kinds of supports, like
emotional (e.g., providing unanimity, care, passion, and trust), informational
(e.g., helping people to assist themselves), instrumental support (e.g., various

kind ofof practical help), and evaluation (e.g., transmission of information
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relevant to self-evaluation) (Peeters & Le Blanc, 2001).These types of
support show that social support may come from supervisors, co-workers,
friends, or family. Social support is the set of supportive and helpful
activities, interaction, and relations which provides employees with the
satisfaction of main and significant needs. Both managers and co-workers
play crucial roles in acknowledging the loss and providing social support.
Research suggests that when employees have at least one person from whom
they can receive social support (especially emotional support), they will
experience lower stress and improved overall health. Managers may need to
allow time for employees to develop and nature their social support networks
at work. Supervisors need to develop the capacity to play this role for their
employees when support is needed. An alternative action is to simply provide
opportunities for social support and encourage it to develop among a group of

workers (Newstrom, 2011).

Social support has mostly been mentioned as a significant delimiter against
different workplace stressors (Halbesleben, 2006; Schreurs, 2012). The main
idea is that social support has this power to reduce the negative impacts of
stress via helping people to deal with the stressors (e.g., job insecurity).
Consistent with these findings, in the present study we expect that if
employees experience social support, this could have a buffering impact on
the strain, and therefore barricade a reduction in employees’ performance. In
current study for testing the buffering capacities of social support, we choose
support from the supervisor. We presume that supervisor support assist

employees in dealing with job insecurity’ negative impacts.
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Personal Resources - these resources like personal characteristics, status
ormoney may be lessen or barricade employees' psychological problems.
Pursuant to the Conservation of Resources theory (COR), individuals try to
acquire, keep and save their personal resources, either social (i.e., social
status or social relationship) instrumental (i.e., money or shelter), or
psychological (i.e., self-efficacy or intrinsic motivation). The COR's theory
proposes that individuals should keep their resources till to save and keep
them against resource loss, and as well as regain resources. Accordingly,
people with more resources are less helpless and vulnerable to resources loss
and are more able of arranging resources gain, comparing with people with

scant and limited resources (Hobfoll&Shirom, 2000).

Related literature shows those employees who experienced higher levels of
autonomy (“the freedom of initiative and exercise discretion in decision-
makings"™) (Iplik, Topsakal, &Iplik, 2014), low task complication
(Kubicek&Korunka, 2015), and the internal control ("a trend to attribute
events to one's own control") (PartlakGiiniisen, Ustiin, &Erdem, 2014), desire
to experiment lower degrees of emotional exhaustion. Another studies
showed that those employees who have higher degree of self-efficacy (the
faith of ability to succeed), are less likely to experience emotional exhaustion
(Rubioa et al., 2015). Intrinsic motivation (performing an action or behavior
which are energized and inspired by the activity itself)is also found to be
largely related to emotional exhaustion, burnout, and professional

accomplishment (Leiter, Bakker, & Maslach, 2014).
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2.7.1 Supervisor Support

Supervisor is the job title of a low level management position that is primarily based
on authority over a worker or charge of a workplace. The term itself can be used to
refer to any personnel who have this task as part of their job description. An
employee is a supervisor if he has the power and authority to do the following

actions:

e Give instructions and/or orders to subordinates.

e Be held responsible for the work and actions of other employees.
A supervisor is a foremost overseer whose basic responsibility is to make certain that
employees get out the allocated amount of product, when they are assumed to do it
and within passable levels of quality, costs and safety. Supervisors are responsible
for the productivity, efficiency and actions of a small group of employees. The
supervisors have several manager-like roles, duties responsibilities, authority and
powers. As a member of management, supervisors main job are more related with
organizing and managing works rather than performing them directly. Supervision is
a unique position which through direct daily contact with employee, respond to their
needs, difficulties, and satisfaction. A Supervisor is the direct link between managers
and the labor force and can has a significant and effective role in developing job
training, safety attitudes, safe working methods and identifying unsafe acts
(Miedema, 2015). supervisor is person who rendering a supporting relationship of
varying quality or strength that provide resources such as sharing of information,
emotional empathy or tangible or intangible cooperation and assistance (House,
2003). House (2003) considered four main psychosocial dimension of supervisor
support namely: task support (equipment, latest technology, money, time and

environmental modification), relation support (esteem, trust, affection, interest,
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listening), evaluation support (verification, affirmation, feedback, fair comparison),
and informational support (advice, suggestions, guidance). Trough theses four kind
of support, supervisors enable to increase employee’s ability to cope with difficulties
at work and reduce the amount of work stress.

2.7.2 Supervisor Support and Work Stress

Unexpectedly, related studies of the work stress reveals that the negative impacts of
job stress on performance outcomes are not consistent if supervisor’s support is
present in organization (Hashemi et al., 2015; Hsieh, 2015; Yang, et al., 2015). Many
scholars view that social support especially supervisor support and work stressors
like role ambiguity, work overload, role conflict and job insecurity, are highly
interrelated constructs. For example, the different levels of work stress will not
obstruct and create employees’ family conflicts when supervisors can enough
provide social support (Almeida et al., 2016; Armstrong et al., 2015
Goldsen&Scharlach, 2001; Weigl et al., 2016; Yu-Fei et al., 2012). In addition
Researchers founded the significant positive relationship between social support at
work and employees’ health and wellbeing (Nabavi & Shahryari, 2012). Consistent
with organizational behavior theory, Boyar et al., (2007) found that quick support

from supervisor has a prominent impact on the employees’ well-being.

Even though the nature of this relationship is interesting, the moderating role of
supervisor’s support is given less emphasized in the workplace stress research
literature (Schreurs et al., 2012; Yu-Fei et al., 2012). Many researchers believe that
the role of supervisor support as a moderator is given less attention in past studies
because in these studies mostly describe about job stressors and their features,

supervisor support characteristics separately, rather than explain the impact of
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supervisor support in increasing or decreasing the effect of job stress on employees
in work place.

2.7.3 Supervisor Support and Job Insecurity

Due to the adverse consequences of job insecurity as a work stressor, scholars have
spent too muchtime and attempt to recognize factors and leverages which may buffer
itsnegativeimpacts.Supervisor support, which explained as the degree of perceiving
of values, contributions and cares about well-being by employees, has a critical role
to create a supporting workplace (Eisenberger et al., 2002). When organizations are
in uncertainty conditions, in which employees may feel job insecurity, actively they
lookfor supportfrom supervisors in coping with the crisis conditions (Lee et al.,
2007). In this situation, supervisor support may give help and motivation to orient
employees’ attention to job, and give emotional support to reduce the psychological
stress. Particularly, a supervisor may help employees to manage better perceived job
insecurity condition, re-evaluate the work condition and reinforce them to pursue
positive adaptive response (Jordan et al., 2002).Creating work condition which seem
to be safe and less threatening by supervisor may enable employees to buffer against

a sense of job insecurity.

Tian et al., (2014) in their study examined whether perceived supervisor support
moderates the job insecurity and counterproductive behavior relationship via
affective commitment. The result demonstrated the buffering role of supervisor
support in the mentioned relation. Schreurs et al., (2012) in a weekly diary study
found that perceived supervisor support reduce the negative impacts of job insecurity
on in role performance and extra role customer services among Belgian employees.

employees’ performance who perceived higher supervisor support was lesser
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negatively affected by job insecurity. Selenko et al., (2013) examined the
relationship between job insecurity and self- reported work performance. The results

showed that this relationship moderated by optimism and supervisory support.

In the light of such evidence, it is possible that in the context of job insecurity,
organizational-related support like supervisor support helps employees to buffer
against any negative consequences.

2.7.4 Intrinsic Motivation

Motivation is the process that account for and individual’s intensity, direction, and
persistence of effort toward attaining a goal (Robbins & Judge, 2011). The three
elements in this definition are intensity, direction, and persistence. Intensity describes
how hard a person tries. This is the element most of us focus on when we talk about
motivation. However, high intensity is unlikely to lead to favorable job-performance
out comes unless the effort is channeled in a direction that benefits the organization.
Therefore, we consider the quality of effort as well as its intensity. Finally,
motivation has a persistence dimension. This measures how long a person can
maintain effort. Motivated individuals stay with a task long enough to achieve
maintain effort. Motivated individuals stay with a task long enough to achieve their

goal (Robbins & Judge, 2011).

The term of intrinsic motivation (IM) is emerged in opposing to the some behavioral
theories which raised at the same time (Harlow, 1953; White, 1959). Intrinsically
motivated behaviors are defined as performing an action or behavior that are
energized and inspired by the activity itself (Deci, 1972, 1975). Intrinsic motivation
is the concept to which an individual is excited regarding a work activity and is

motivated to engage in it because of the work activity itself (Oldham & Cummings,
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1996). Vallerand and his colleagues (Vallerand et al., 1989; Vallerand et al., 1992,
1993) suggested a model of IMwhich includes three categories: Intrinsic motivation
to know, to accomplish, and to experience stimulation. Intrinsic motivation to know
mentions to the inner propensity to perform a task for the pleasure, enjoyment and
satisfaction one can obtain from exploring, searching, finding, understanding, and
learning novel things. Intrinsic motivation to accomplish mentions to tend to perform
an activity for the pleasure, satisfaction derived from accomplishing or generating
new things. Eventually, intrinsic motivation to experience stimulation mentions to
the inner motivation to engage in an activity in order to feel sensory gratification also

utilizing of aesthetic experiences (Ryan &Deci, 2000).

Within self-determination theory, IM is viewed as the motivational source of the
energetic, dynamic, and growth-oriented part of humans. Actually, intrinsically
motivated behaviors are the inherent base and foundation for acquiring, knowing and
growth. White (1959) proposed that a necessity for competency under lays intrinsic
motivation, that individuals involve in variety kinds of activities and works in order
to experiment a feeling of proficiency, merit and competency. After that, De Charms
(1968) suggested that individuals have primal motivational tendencies to involve in
workswhich let them to experience a feeling of personal causation which is the
foundation of IM. Nuttin (1973) also asserted that people feel ’causality pleasure’
when they recognize and become aware of themselves as the innovator of their
conducts. These investigators have consensus about the needs for competency and
personal causation (which are closely associated with the notion of autonomy) which
are the energized base of the intrinsically motivated behaviors. The literature on IM

has considered the intrinsic motivation principle to explain the influence of
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contextual factors on creative performance (Coelho, Augusto, & Lages, 2011).
Kouloubandi, et al., (2012) measured the effect of intrinsic motivation on employees’
creativity and found that intrinsic motivation had greater effect on radical creativity.
In another similar study, intrinsic motivation had a positive influence on creative
performance (Zhang & Bartol, 2010).Dysvik et al., (2011) developed two cross-
sectional surveys proposing that intrinsic motivation moderates the relationship
between perceived job autonomy and work performance. The results from two
different work settings, including both self-reported and line-manager-rated work
performance, showed that the relationship between perceived job autonomy and
work quality is moderated by intrinsic motivation.

2.7.5 Intrinsic Motivation and Work Stress

The degree to which employees cope with stressful work conditions effectively is an
original determining factor of their subjective well-being.No wonder that researchers
have allocated a great deal of attempt toward understanding and finding which
coping strategies are most effective under different conditions and identifying
individual differences and personal resources in the ways in which employees cope
with negative and unpleasant incidents(Allen & Leary, 2010).Based on conservation
of resource theory, personality and individual differences play a significant role in
almost all aspect of stress and coping process(Hobfoll, 1989). Individual differences
help employees to cope with stressful situations effectively.Extensive related
researches have shown that individual differences and resources(i.e., self-efficacy,
self-esteem, and intrinsic motivation)play an important role in addressing and
reducing job stress (Bi et al., 2016; Dolenc, 2015; Rubioa et al., 2015; Schonfeld et
al., 2016)..Intrinsic motivation as a personal resource is also highly regarded by

scholars.According to the Self — Determination theory (Ryan &Deci2000), those
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employees who are intrinsically motivated are in the maximum level of self-
determination and engaging the behaviors of innate satisfaction. They believe that
people who are intrinsically motivated are more successful coping with stress and
adapt themselves to the unpleasant environmental conditions (Barney & Elias, 2010;
Hudson, 2013; Lai, 2011; Ryan &Deci, 2000). Hussain et al., (2015) demonstrate
that intrinsic motivation moderates the effect of work stress, job overload and
performance pressure on job satisfaction.In another study by Weinstein and Ryan
(2011), the results showed that high level of intrinsic motivation and self-
determination reducethe harmful impacts of stressors (job stress, work overload,

different work pressure etc.).

Despite extensive researches on intrinsic motivation, but so far,there has been little
work regarding to the important role of intrinsic motivation as a moderator in
reducing job stress.Therefore, we have chosen this important personal variable to test
as a buffer against negative impacts of one severe kind of work stressors (job
insecurity) on job performance.

2.7.6 Intrinsic Motivation and Job Insecurity

As far as we know, just there is only one research related to the job insecurity and
intrinsic motivation. The result of the research titled "Effects of Job Insecurity and
Creative Self-efficacy on Employees’ Creativity" showed that based on intrinsic
motivation theory, impacts of job insecurity and creative self-efficacy mediated by

intrinsic motivation (Zhou & Long, 2011).
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2.8 Theoretical Framework

The research model has suggested a structural analysis between job insecurity, job
performance, psychological strains and psychological leverages among frontline
employees in the hospitality industry, as pictured in Figure 2.4.

In related literature, work stressors have been suggested and worked, but empirical
studies which focused on JI as a work stressor and its consequences on FEs behavior
in the hospitality industry are rare. Also, the two representative of psychological
strain considered as mediators are anxiety and emotional exhaustion, as previously
suggested Schreurs et al., (2012). The last test is regarding to the psychological
leverages (SS&IM) as moderators on the relation between job insecurity with JP. The
relations between constructs to be tested are obtained from three theoretical
frameworks: Job-Demand Resource (J-DR) theory, Conservation of Resource (COR)

theory and Self-Determination (S-D) theory.

PSYCHOLOGICAL STRAINS

Anxiety

Emotional Exhaustion

JOB INSECURITY BEHAVIORAL
CONSEQUENCES

Job Performance

PSYCHOLOGICAL LEVERAGES
Intrinsic Motivation

Supervisor support

Figure 2.4: Mediating & Moderating model
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2.8.1 Job Demand — Resource Theory

J-DR theory (Demerouti, et al., 2001) is a work stress model which proposes that

strain (i.e. anxiety or emotional exhaustion) is a response to imbalance between job

demand (i.e. job insecurity) and job resource (supervisory support). This model puts

working conditions into two main categories — job demands and job resources:

Job Demand is concerned with the physical, social or organizational
features of the work which need stable physical and psychological attempt
that are connected to physiological or psychological costs. These features
include time pressure, work or role overload, stressful working environment,
role ambiguity, role conflict, emotional labor, and as well as poor

communication.

Job Resource focuses on the physical, social or organizational features of
the work, which help employees to decrease job demands effect and its
consequences (physiological, psychological and behavioral strain). These
futures can be autonomy, strong work relationship, opportunities for
advancement, coaching and mentoring, and learning and development and

etc...

Actually the job demand-resource model (Demerouti, et al., 2001) is a theoretical

framework that tries to integrate two fairly independent researches tradition: the

stress research and the motivation research tradition. High job demands exhaust

employees’ mental and physical resources and then therefore lead to the depletion of
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energy and to health problems. This is the stress process. In contrast, job resources

foster employees’ engagement and recovery performance (see figure 2.5).

High

Resources

Low

Average 5train
Low Strain High motivation
High motivation

Low strain High strain

Average motivation Low M otivation

N N R
Low High
Demands

Figure 2.5: JD-R model, Demerouti, et al., (2001)

2.8.2 Conservation of Resource Theory

COR theory (Hobfoll, 1989) emerged based on psychological theories of stress and

motivation. Social scientists who study stress have found that personal resources (i.e.

perceived control, self-efficacy, self-esteem, intrinsic motivation) and social resource

(i.e. emotional support, supervisor support, coworker support, friends and family

support) reduce the potential negative effect of stressful work or life conditions. The

resources (e.g. self-esteem, intrinsic motivation or self-efficacy) and social resources

(e.g. support from family, coworkers or supervisors). According to this theory,

people experience stress when their resources are finished. For example, the model

proses that work family conflict leads to stress because resources (i.e. time & energy)
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are lost in the process of juggling both work and family roles, which in turn leads to
job dissatisfaction, anxiety, and thoughts about quitting ones’ job. COR theory
claims that individual differences and social support can be considered as resources
in minimizing the effects of stressors on performance outcomes. As earlier pointed
out, supervisor and coworker support can be considered as a social resource to
mitigate the negative impacts of job insecurity as a work stressor on performance
outcomes (Schereurs et al., 2012).

2.8.3 Self- Determination Theory

Self- Determination theory is a theory of motivation that is concerned with the
beneficial effects of intrinsic (Robbins & Judge, 2011). Self- Determination theory
(Deci & Ryan, 2002) proposes that people naturally need to grow and obtain
fulfillment. While individuals are frequently motivated to do something by extrinsic
motivation such as money, prizes, and also acclaim, but S-D theory emphasizes on
intrinsic motivation like a need to get knowledge, consciousness or independence.
Based on this theory, people need to feel the following in order to achieve such

psychological growth:

e Competence: people need to gain knowledge and ability of tasks and learn
difficult different skills.

e Connection or relatedness: people need to experience a sense of belonging
and attachment to other people.

e Autonomous: people need to feel in control of their own behaviors and

goals.
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According to the theory, individuals who successfully meet these three main intrinsic

needs will become self-determinant and can as well be intrinsically motivated to deal

with stressful conditions for an enhanced job performance.

SELF DETERMINATION THEORY

Competence

Autonomy

Relatedness

—
Problem solving
Progress toward mastery
Frequent and direct
feedback

Player-centered
Experimentation (less fear
of failure)

Customization

Sense of purpose or goals
Creation of meaning
Social interactions

INTRINSIC
 MOTIVATION

—_—

Figure 2.6: Self - Determination theory, (Deci & Ryan, 2002)
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Chapter 3

HYPOTHESES

3.1Job Insecurity and Job Performance

According to J-DR theory, job demands are the basic forecaster of negative work
strain (Bakker, Demerouti, & Verbeke, 2004). Based on this theory Job insecurity as
a kind of job demand and work stressor factor (Leka, Griffiths, & Cox, 2003 ; Rigotti
et al., 2015)is defined as the workers’ thought about their occupation which is at risk
or likely to lose their jobin the eventual occurrence (Grunberg, Moore, & Greenberg,
2006).However it doesn’t necessarily mean that they will really lose their job (Wang,
Lu, & Siu, 2014). Scholars have proposed that the essential feature of job insecurity
is the level of uncertainty which employees associate with job continuity (Hui & Lee,
2000). Job insecurityas a sever job stressor to employee (Rigotti, Mohr, & Isaksson,
2015), has been found to be negatively related to different job outcomes (Zhang et
al., 2014 ; Wang et al., 2014). As well as in two meta-analysis (Cheng& Chan, 2008;
Gilboa et al., 2008), job insecurity is found to be significantly negatively associated
with job performance. Unsal-Akbiyik, et al. (2012) argued that seasonable employees
perceive higher levels of JI comparing to permanent workers. Bert et al., (2012)
found that JI has a negative effect on in-role performance. Similarity Cheng et al.,
(2008) expressed that employees who suffer from high level of JI generally perform
worse. George& Jones (2005) believed that stress likely lead to negative behavioral
consequences like low performance or turnover intention. All these views are

consistent with some empirical studies that JI is a hindrance stressor resulting in
51



negative behavioral consequences in the workplace (Staufenbiel & Konig, 2010).

According, these results we hypothesized that:

H1: Job insecurity will decrease frontline employee’s job performance.
3.2 Job Insecurity and Psychological Strains

Elitharp (2005) argued that stress has both negative and positive consequences,
which strain is one of the nugatory results of stress. Strain has been described as a
serious of physiological and psychological reactions to the stressors, which includes
chronic problems with physical well-being(Cartwright & Cooper, 2009).
Psychological strain (PS) is considered prominently as a negative consequence of
psycho-social workplace condition (high job demands and low job resource)(Panatik,
2012).Consistent with J-D resource theory, some changes and conditions in the
organization and workplace reduce the workers’ physical and mental resources due
to stressors(e.g. work ambiguity or emotional demands), and subsequently increase
the possibility of psychological strain( Demerouti&Bekker, 2011).Previous literature
and studies have evidenced a positive relationship between JI and PS (Witte,
2010&Burgarda, et al. 2009). The psychological reaction of employees to short time
stress resulting to JI could be depression, anxiety, tension (Gazzaniga & Heatherton,
2003), while those for long-time lead to serious mental and physical problems like
emotional exhaustion(Li, Lin, & Fang, 2010). Past studies have revealed that Ji
causes emotional exhaustion (EE) among employees (Elst et al., 2014 &L.i et al.,
2010). On the relation between JI and burnout,Bosman, et al. (2005) found that JI is a
predictor for EE, cynicism and as well as reduction professional efficacy. Recent
research on aged employees also found that perceived JI is linked with poor health
outcomes as anxiety and depression (Burgard, Kalousova, & Seefeldt, 2012). Based

on these results we can hypothesize that:
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H2 (a): JI is positively related to anxiety among frontline employees.

H2 (b): Jl is positively related to emotional exhaustion among frontline employees.
3.3 Psychological Strains as a Mediator

Results in the related literature consistently show that there is partial or full
mediation role of psychological strain in the relation between job stressors and work
outcomes (Falco et al., 2013; Ding et al., 2014). Psychological strain (PS) as an
intermediator between stressful work and turnover (Croon, et al., 2004), significant
mediator in the relation between job demands andJP (Lang et al., 2007), and its full
mediator role between job discrepancy and job burnout (Khalid & Naeem, 2013) are

some examples in this case.

This study contends that ANX and EE as sample of PS(George & Jones, 2005)
mediate the impact of JI as a job stressor(Elst, Broeck, Cuyper, & Witte, 2014 )on
JP. Karatepe, et al. 2015 showed that EE mediates the impact of organization mission
fulfillment on performance and turnover intention. In another study,Karatepe et al.,
(2014) demonstrated that the total mediation role of EE in the relation between
emotional dissonance with turnover intention and absenteeism which are two
components of behavioral consequences of stress. The findings of a study on 691
automotive workers have demonstrated that ANX and depression mediate the impact
of job demand on perceived quality of life (Rusli, Edimansyah, & Naing, 2008). Roy
(2014), has shown that ANX partially mediates the pathway from ADHD (Attention
Deficit Hyperactivity Disorder) to depression, and also ANX levels have mediated
the impact of stressed condition on working memory system (Hood, et al.,
2015).Accordingly, it has been suggested that JI influences JP indirectly through

anxiety and emotional exhaustion. Thus:
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H3 (a): JI exerts an indirect negative effect on FEs’ job performance through anxiety.

H3 (b): JI exerts an indirect negative effect on FEs’ job performance through

emotional exhaustion.
3.4 Psychological Leverages as a Buffer

Considering the negative consequences of JI, several researchers made efforts to
determine factors which have likelihood of reducing these effects. Based on COR
theory, employees will possibly be able to deal with work stressors, if they have
adequate social and personal resources (Hagger, et al., 2015;Siu, et al., 2014).
Previous researches have shown that personal and social assets have a significant
role in reducing the negative effects of JI. The results of related literature have
revealed that emotional and instrumental support (Li, Hu, & Zhou, 2014), Supervisor
support (Huang et al., 2013), perceived employability (Silla et al. 2009), and also
self-efficacy (Adebayo, 2006), successfully lessen the negative impacts of JI.
Chirumbolo (2014) showed the moderating role of honesty-humility as a personal
asset in the relationship between JI and counterproductive work behaviors.
Schreurset al., (2012) measured the moderating role of social support (supervisor &
coworker support) in the relation between JI and performance outcome. The result
showed that supervisor support buffer against the negative affect of JI on in-role
performance. Also researchers in this discoursesuggestthat intrinsic motivation asan
individual resource (Babakus, et al., 2008) and important feature of best frontline
employees(Brewer, 1994) may buffer the negative affect of stress, which results from
JI among frontline employee. Intrinsic motivation (IM) is also found to be largely
related to emotional exhaustion, burnout, and professional accomplishment (Leiter,
Bakker, & Maslach, 2014). Given to the intrinsically motivated employee’s (IME)

characteristic of the S-D theory, this study proposes that IM may moderate frontline
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employees' stress resulting from JI. In other words, employees' level of IM may
create a positive copping affect and moderate the harmful effect of stress derived
from JI on performance outcome among FEs. Deci and Ryan (1985) argued that IM
provides continues performance of a work. Based on the above discussion and
empirical results, the following hypothesizes are proposed:

H4 (a): Intrinsic motivation moderates the negative effects of JI on job performance

among FEs.

H4 (b): Supervisor support moderates the negative effects of JI on job performance

among FEs.
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Chapter 4

METHODOLOGY

4.1 Sample and Data Collection

The research was conducted in hospitality industry in north Cyprus. According to the
ministry of tourism at the time of conducting the survey, there are 15 Five-star hotels
and 4 Four-star hotels in north Cyprus .the research team contacted with all of these
four and five star hotels’ administrations prior to the execution of the research.
Among these hotels, 8 five-star hotels and 1 four-star hotel were accepted to
participate into the study. To facilitate data collection, the researchers approached the
management of the selected hotels with letters of authorization to conduct survey;
however. Approval did not permit researches to collect data directly from FEs. The
related responsible staff themselves distributed questionnaires among target groups
and filled questionnaires were returned to the researchers. Ultimately, the sample was
selected via judgmental samplingfrom employees who work as door attendants, bell
attendants, concierges, bartenders, receptionist, as well as food/beverage servers

which are believed to frequently have face-to-face contact with customers.

A total of 350 questionnares were distributed among FEs but only 292 questionnares
were returened, which among them 288 were valid and included in the analysis
proces,whit 82.14% respons rate.Demographic information shown in table 1
indicates that 85%(n = 244) were between the ages of 29-38, while only 3% (n = 1)
were between 49-58. Around 52%(n = 150) of respondents were female and around
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48% (n = 138) were male.In terms of tenure around 11% (n=31) were less than one
year, 71% (n = 204) of respondents had tenures between 1-5 years, while 14.6 % ( n
= 42) had between 6-10 years and the remaining with tenures of more than 10 years
Around half of them (n = 149) had a diploma education and 38% (n = 111) with
bachelor degree. The maritail status for 70% (n = 202) of them was married and

around 29% (n = 82) were single.

Table 4.1: Demographic Information (N=288)

Control Variable Frequencies Percentage
Age

18-28 22 7.6
29-38 244 84.7
39-48 21 7.3
49-58 1 3
59 and above - -
Total 288 100.0
Gender

Male 138 47.9
Female 150 52.1
Total 288 100.0
Tenure

Less thanl 31 10.8
1-5 204 70.8
6-10 42 14.6
11-15 7 2.4
16-20 4 14
21 and above - -
Total 288 100.0
Education

Less than diploma 19 6.6
Diploma 149 51.7
Bachelor 111 38.5
Master 9 3.1
PhD and above - -
Total 288 100.0
Marital statues

Single 82 28.5
Married 202 70.1
Divorced 4 1.4
Total 288 100.0
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4.2 Measurement

Job insecurity wastestedvia4 items (e.g., “I worry regarding to the continuance of my
job” or “I fear that maybe losing my job”)obtained from De Witte (2000).Emotional
exhaustion (4 items) was operationalizedthrough items (e.g., “I feel used up at the
end of the workday” and “I feel frustrated with my current job”) derived from
Maslach and Jackson (1981). Anxiety (6 items) (e.g., “I have a sense of fidgety or
nervous as a result of my job” and “I have over much works and too little time to do
it”) obtained from(Parker & DeCotiis, 1983). Supervisor support was tested using of
4 items(e.g., “my supervisor gives me guidance on how to handle things” and “my
supervisor helps me with given duties”) from Peeters et al., (1995), while intrinsic
motivation was measured by 4 items (e.g., “when | do my job well, I have a sense of
accomplishment” and “I have a great sense of satisfaction while I do my work well”)
from Low et al., (2001). Finally job performance (5 items) ( e.g., “ considered
employee knows better about service delivery to clients than other frontline
employees” and “ considered employee knows what their clients expect better than
other frontline employees”) were adopted from Babin and Boles, (1998). In testing
the hypothesis, we controlled tenure, which was found is related to the job insecurity

(Zhang et al., 2014).

All instruments were designed in English first and thereafterwere translated into
Turkish through back translation procedure. When this was done, all items were
translated back into English to check that the translated version is comparable to the
original version (McGorry, 2000). All six constructs (JI, ANX, EE, IM, SS, JP)were
solicited using of five —point Likert scale of5: strongly agree to 1: strongly disagree.

A pilot study was conducted to validate the study measurement scales through 10
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FEs and also 2 supervisors. According to results, no changes were considered
necessary. Job insecurity, anxiety, emotional exhaustion, intrinsic motivation,
supervisor support and demographic information were self-related by frontline
employees, whereas job performance was supervisor-rated.

4.3 Data Analysis

All the items were subjected to exploratory and confirmatory factor analysis (EFA
&CFA) to assess both convergent and discriminant validity (Joreskog & Sorbom,
1996) using SPSS 22 and LISREL 8.54, and then a structural model was
analyzed.All items internal consistency reliabilities wereexaminedvia the
generallyaccepted threshold of .70. Hierarchical multiple regression analysis done to
examine the mediating and moderating analysis (Baron & Kenny, 1986)using SPSS
22. In the analysis predicting EE and ANX, tenure was entered in step 1 and job
insecurity in step 2. For predicting JP,tenure was used in step 1, JI in step 2 and EE
and ANX in stage 3 (Mediating analysis). For moderating process, JP entered as a
dependent variable and then control variable was entered in step 1, job insecurity
and IM in step 2, and the JI*IM interaction terms in step 3.The same procedure was

done for supervisor support as a moderator.
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Chapter 5

RESULT

5.1 Measurement Results and Descriptive Statistics

The researchers conducted a series of CFAs using LISREL to examine the model fit.
The results in Table 5.1 showed that the six-factor model (MO0) based on CFA (2=
457.80, df = 309; x2/df =1.48; comparative fit index (CFI) = 0.98; incremental fit
index (IFI) = .98; Goodness Fit Index (GFI) = 0.89; Root Mean Square Error of
Approximation (RMSEA) = .041) had an acceptable fit to the data ( the common
practice proposes that for accepting the model, CFl, IFI and GFI shall exceed 0.90
(Bentler, 1990 ; Bentler&bonett, 1980), and provided RMSEA shall below 0.05

(Browne &Cudeck, 1993). All standard loadings ranged from .54 to 0.98.

In the next step, the construct validity of the measurement model was tested.
Composite Reliability (CR) and Average Variance Extracted (AVE) were used to test
the convergent validity (CR>0.70; AVE>0.50; CR>AVE) while the Maximum
Shared Squared Variance (MSV) and Average Squared Variance (ASV) were used to
test the discriminant validity (MSV< AVE; ASV < AVE) of the measurement model
(Hair et al., 2010). The results showed that AVE and CR for each latent variable
were greater than 0.50 and 0.70, respectively. MSV and ASV results were lower
compared to the AVE values, which provides evidence of convergent and
discriminant validity among the study measurements. Table 5.2 depicts Standardized
loadings, AVE, CR, MSV, and ASV for all constructs.
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A set of fit indices was used to test the structural model. The results showed that the
hypothesized six-factor structural model, including JI, ANX, EE, SS, IM and JP fit
the data well, (2= 12.45, df = 7; y2/df = 1.78 ; CF1 = 0.97; GFI =0.99; IFI =0.97,
and RMSEA = 0.05). The structural model tested the mediating role of psychological
strain, as well as the moderating effect of psychological advantage on the relation

between job insecurity and job performance.

Composite scores for all measures were calculated by averaging scores of items
related to each latent variable. Means, Standard Deviations (SD), Cronbach's alpha,
and the correlations among research variables are presented in Table 5.3. Means for
each variable respectively are ageJob insecurity correlated significantly with tenure
(r=-.18), job performance (r= -.16), anxiety (r= .16), emotional exhaustion (r=.27),

intrinsic motivation (r=.40), and supervisor support (r=.36).
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Table 5.1: Results of model comparisons using a CFA approach

Models Descriptions ) df Ay Adf  MC CFl GFI IFl  RMSEA
Six-factor F1: JI; F2: ANX; F3: EE 457.81 309 098 0.89 098 0.041
Model (MO) F4: SS; F5: IM; F6: JP

Five-factor F1:JI; F2: ANX & EE 537.68 314 79.87 5 MO&M1 089 090 089 0.037
Model (M1) F3: SS; F4: IM; F6: JP

Four-factor F1:JI; F2: ANX & EE 542.45 318  84.64 9 MO&M?2 096 0.88 0097 0.050
Model (M2) F3: SS&IM; F4: JP

There-factor F1: JI, EE &ANX; 934.77 321  476.96 12 MO&M3 0.87 081 087 0.082
Model (M3) F2: SS& IM; F3: JP

Two-factor F1: JI; F2: EE, ANX, 1639.88 323 1182.07 14 MO&M4 072 070 073 0.120
Model (M4) SS, IM & JP

One-factor F1:J1, EE, ANX, SS, IM 1999.87 324 1542.06 15 MO&MS5 0.66 0.66 066 0.134
Model (M5) & JP

NOTE: all models compared to the baseline six-factor model (M0).



Table 5.2: Items, Sources and Factor loadings Results

Items Standardized Loadings AVE CR MSV  ASV
Job insecurity (De Witte, 2000) .88 .97 .18 .10
It makes me anxious which maybe become unemployed. .94
I’'m concerned regarding to the continuance of my work. .94

| fear that maybe losing my work.. .93
I’'m feeling insecure regarding to the future of my work. .94
Anxiety (De Caotiis, 1983) 75 .94 .07 .02
There are many times while my job drives me right up a wall. .86

My work gets to me higher than it should. .94

Sometimes when | think to my job | have a tight feeling

in my chest. .98

I have a sense of fidgety or nervous as a result of my job. 91

I have overmuch works and too little time to do it. .98

Many people at my level in the company get burned out

through job demand. .54

Emotional exhaustion (Maslach& Jackson, 1981) .83 .95 .08 .03
| feel emotionally drained from my current job. .92

| feel used up at the end of the workday. .89

| feel frustrated with my current job. .94

Every day working with this people is really a strain for me. 91

Intrinsic motivation (Low et al., 2001) 72 91 41 14
When 1 do my job well, | have a sense of accomplishment. .85

I have a great sense of satisfaction while | do my work
well. .83
While | do my work well, it has contribution to my personal
growth and development. .86

My job raises my feeling of self-esteem. .85

Supervisor Support (Peeters et al., 1995) 75 .92 41 A3
My supervisor shows that they like me. .90

My supervisor shows that he/she appreciated the way of
doing the job. .83

My supervisor gives me guidance on how to manage job. .88

My supervisor helps me to do my duties. .85
Job Performance (Babin&Boles, 1998) .54 .85 .08 .05
Considered employee is one of the top performers. .69

Considered employee is in the top 10% of FEs

here. 72

Considered employee gets along better with clients than
other FEs. .73

Considered employee knows better about service delivery to

clients rather than other FEs. .75

Considered employee knows better what clients expect

rather than other FEs. .78

NOTES: all items are measured by a 5-point scale.

63



Table 5.3: Means, SD, Ca and Correlations

Variables Mean  SD ca 1 2 3 4 5 6 7 8 9 10 11
1- Age 2.00 40 - 1.00

2- Gender .52 .50 - -.04 1.00

3- Tenure 2.13 .68 - .01 .02 1.00

4- Marital status 1.73 48 - .01 -.02 .08 1.00

5- Education level 2.38 .66 - -.02 -.01 -.01 -15 1.00

6- Job Insecurity 3.90 1.15 .97 .01 .02 -18**  -.02 -.04 1.00

7- Anxiety 2.70 .63 .94 15 -.08 -.00 .07 -11 16**  1.00

8- Emotional Exhaustion ~ 3.27 1.07 .95 -.04 -.00 -.09 -.03 12 27%* .05 1.00

9- Intrinsic Motivation 4.37 .79 91 -.05 .05 -.02 .04 .09 A0** .02 19+ 1.00

10- Supervisor Support 4.18 .80 .92 -.03 .01 -.02 .07 .10 36**  -.05 .10 59** 1.00

11- Job Performance 3.98 .54 .85 -.03 .08 -.01 -.06 .02 -16** - .25%* -08 24x* - 25%% 1,00

Note: Composite scores for each variable were computed by averaging respective item scores.
**Correlations are significant at the 0.01 level (2-tailed test).



5.2 Hypothesis Test Results

Study hypotheses were tested using a three-step hierarchical linear regression (Zheng et
al., 2014) in SPSS 22. As shown in Table 4, a significant negative relation emerged
between JI (B = -.17, p< .01) and JP, supporting H1. Moreover, the findings
demonstrated a significant and positive relation between JI and ANX (B = .16, p< .01)
and between JI and EE (B = .26, p< .001). Therefore, H2 (a) and H2 (b) were also

accepted.

The findings regarding the indirect effect of JI on JP via ANX and EE are summarized
in Table 5.4. As mentioned before, H3 (a) and H3 (b) proposed a partial mediating role
of JI. The mediating impact of ANX and EE can be measured through comparing the
significant levels before and after entering in the analysis. If after entering ANX or EE,
the relation between JI and JP become non-significant, the full mediating is cleared, but
if after entering mediators, the relation ( JI & JP) is still significant, but the estimate
lessen strongly, the mediating role is partial(Baron & Kenny, 1986). The results showed
that when ANX (B = -.23, p< .001) was entered in the analysis, the magnitudes of the
effect of JI (B = -.12, p< .05) on JP decreased but, remained significant. The result of
Sobel test also showed that ANX significantly mediated the relation between JI and JP (t
= 2.25, p< .05). The findings further showed that ANX partially mediated the effect of JI
on JP, supporting H3 (a). However, H3 (b) was not supported. First, based on Baron and
Kenny’s (1986) model, no significant correlation emerged between EE and JP (r = -.08,
p = n.s.). The results of regression analysis also did not support the mediating effect of

EE (-.04, n.s.).
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H4 (a) and H4 (b) proposed that IM and SS would moderate the relation between JI and
JP. The results shown in Table 5.5 show the positive relations of JI (B = -.31, p< .001),
IM (B = .37, p<.001), and as well as SS (B = .35, P<.001) with job performance. The
analysis showed that the joint effects of JI*IM (B = .73, p<.05) and JI*SS (B=.72,p <
.05) on JP are significant, suggesting that IM and SS decrease the negative affect of JI
on JP. In addition, the researches plotted the JI x IM and JI x SS interactions at two
levels of IM and SS (e.g., +1 SD, -1 SD; Bauer et al., 2005) and conducted a simple
slope test to examine the nature of the interaction. The interactions are graphically
displayed in Figure 5.1 and 5.2. The results show that intrinsic motivation and
supervisor support inhibit the negative effect of job insecurity on job performance.

Therefore both H4 (a) and H4 (b) were accepted.
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TABLE 5.4: Regression Results: direct and indirect effects

Anxiety Emotional Exhaustion Job Performance

Variables B t B t B t g t g t g t B t

Stepl

Tenure -.00 -.01 .03 48 -.09 -158  -.05 -.80 -.01 -21 -.04 -71 -.04 -.64
Step2

Job insecurity 16** 2.73 .26% 4.49 =17+ -2.8 -12%** -1.98
Step 3

Anxiety -.23* -3.90
Emotional exhaustion -.04 - .60
F .00 3.73%** 2.50 11.40* .04 3.93%** 5.97*
Rat each step .00 .03 .01 .07 .00 .03 .08
N - .03 .06 .03 .05

Sobel Test:

Job Insecurity —> Anxiety —> job performance: 2.24™"

Note:* P<.001, **P<.01, ***P<.05 (2-tailed test). The results regarding variance inflation factor did not show any problems of multicollinearity.



TABLE 5.5: Regression Results: Moderating Effects

Job Performance

Variables B t B t B t
Stepl

Tenure -.01 -21 -.06 -1.10 -.05 -.92
Step2

Job insecurity -32* 522 -.83** -3.48
Intrinsic Motivation 37* 6.17 .04 27
Step 3

JI*IM J3Fxx 222
F .04 15.65* 13.14*
Rat each step .00 14 16

A 14 .02

Job Performance

Variables g t B t B t
Stepl

Tenure -.01 -.20 -.06 -1.03 -.05 -.86
Step2

Job insecurity -30% -4.91 -83* -3.70
Supervisor Support .35* 591 .04 .30
Step3

JI*SS JA2%** 246
F .04 14.58* 12.65*
Rat each step .00 13 15
Ar? 13 .02

Note:* P<.001, **P<.01, ***P<.05 (2-tailed test).
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Chapter 6

CONCLUSION

6.1 Discussion

The present study, is designed based on J-DR theory (Demerouti, Bakker,
Nachreiner, & Schaufeli, 2001), COR theory (Hobfoll S. , 1989) and S-D theory
(Deci & Ryan, 2002). First, examine the relation between job insecurity (JI) and job
performance (JP) as a representative of stress behavioral consequences. The second,
test the mediation role of psychological strains (PS) on the JI and JP relationship, and
finally the thirdassessing the role of psychological leverage (PL) as a buffer versus
the negative effect of JI. To our knowledge, this research is among the first to
examine the effects of JI on JP among frontline employees in hospitality industry.
This paper enhances our understanding regarding to the process of the negative
impact of job insecurity on job performance through PS, as well as our findings point
to the importance of PL (supervisor support and intrinsic motivation) as buffers

against JI.

Due to high work intensity, lack of unionization, private or contingent contracts, as
et al., 2014), it has been assumed that this group of workers suffer from job
insecurity. The results have confirmed that around 74 % of target sample suffer from
job insecurity. Also the results confirmed that FEs who suffer from job insecurity,
have lower job performance. This result can be affirmed by the viewpoint of George
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and Jones (2005), who expressed that low performance, is one of the negative
behavioral consequences resulting to work stress. This research found that JI is an
undesirable job-demand that hinders worker’s job-goal attainment (Podsakoff, 2007).
These findings are in line with the majority of researches, which worked on the
relation between JI and JP (e.g., Wang et al., 2014; Schreurs et al., 2012; Anwar et

al., 2011, and Staufenbiel et al., 2010.

On the role of psychological strain, findings indicate that FEs who suffer from job
insecurity are also suffering from anxiety(ANX)and emotional exhaustion (EE).This
result is buttressed by the JD-R model as considered above.Demerouti, et al., (2001)
argue that any disruption in the physical, social or organizational features of the
work, which help employees to decrease job demands; surely lead to negative
consequences (physiological, psychological and behavioral strain). Consistent with
the JD-R theory, it could be the case that job insecurity as a job stressor creates
anxiety and emotional exhaustion as psychological strains among frontline
employees. However, the results confirmed only the mediating role of ANX between
the JI and JP. It means that the partial decreasing in job performance resulting of job
insecurity refers to the mediating role of anxiety, but the result didn’t support the
mediating role of EE. It can be argued that EE occurs from high levels of stress in the
long term (Li, Lin, & Fang, 2010), and since most of these employees have tenure
between 1-5 years, theymay suffer from EE,but the intensity of EE may not be
enough to reduce the impact of JI on JP and works as a mediator. The mediating role

of PS is in agreement with the work of Khalid &Naeem (2013).

Finally, the moderating impact of PL on the JI-JP relation was also tested. The

results demonstrated that both supervisor support (SS) as a social resource and
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intrinsic motivation (IM) as a personal resource decrease the negative impact of JI on
JP. This tallies with COR theory, which refers to the power of different sources in
individuals as capable of helping them cope with stress. The findings highlight the
important role of SS for FEs in service delivery in the hospitality industry. The result
related to SS is corroborated bySchreurs et al., (2012). Also the moderating role of
IM as a buffer against negative JI impact is significant. This finding precisely
isconsistent with Self-Determination theory, which argued that intrinsically
motivated employees follow their interests in the work and they are more successful
to deal with work stressors. The result related to the moderating role of personal

resource is consistent with Zheng et al., (2014) work.
6.2Theoretical Contribution

Current research makes important and meaningful theoretical contributions to the
existing literature in the hospitality and service management. This study contributes
to the job insecurity literature through extending the negative consequences of job
insecurity. To date, very few empirical studies have been conducted on different JI
consequences (physical, psychological and behavioral). Addressing this gap, this
study tested the behavioral and psychological consequences of JI as a job stressor

among frontline employees in hospitality industry.

More importantly, it is crucial to examine the role of PS in the stressor — outcome
relationship. Although previous studies have focused on different mediators in a
positive dimension on the relation between job insecurity and job outcomes (De
Spiegelaere et al., 2014; Vander Elst et al., 2014; Wang et al., 2014), none of them

explored the mechanisms through which JI negatively affects JP. Accordingly,
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current study examined the mediating role of psychological strain (anxiety

&emotional exhaustion) on the JI — JP relationship.

Additionally, another theoretical contribution of this research refers to the buffering
role of psychological leverage. Based on the COR theory, SS as a social support and
IM as a personal support were tested as moderators. Current research advances the
existing literature on dealing with workplace stressors via examining the interaction
effect of JI with SS and IM on performance outcome. The research model showed
that adequate SS could reduce the negative effect of JI. This model also suggests that
highly intrinsically motivated employees are more likely to be able to deal with the

job stress.
6.3 Managerial Implications

The results obtained from current research, have provided several useful implications

for administrators, practitioners and researchers in the hospitality industry.

It is imperative to note that Job insecurity among employees in hospitality industry is
not a strange occurrence. Since the nature of hospitality industry is one which
combines primary and secondary labor market features (Kusluvan, 2003), there tends
it is evidencedin the related researches (Unsal-Akbryik, et al., 2012), as well as in
current research, most of these employees are worried of about job loss,or in other
wordssuffer from job insecurity. Managers should accept that job insecurity is a
stressful issue with irreparable negative results such as depression, anxiety,
emotional exhaustion and burnout (Elst et al., 2014; Boya, et al., 2008; Bosman, et

al., 2005).With this knowledge, managers should deploy very serious and deliberate
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decisions to minimize the harmful stress result from job insecurity which are found
to havesevere psychological and behavioral consequences.They should make sure
that appropriate human resource practices like contracts, payments, promotion,
performance appraisal system and policies are all transparently built and explained to

the employees.

The findings of the current study highlighted the prominent role of supervisor
support to minimize the stress resulting from job insecurity. The buffering result of
supervisor support proposes that providing verbal and practical training to
supervisors and managers may helpthem to improve their behavioral knowledge,
ability and skills. Also, Trainings which concentrate on supportive leadership must
be put in place to enable supervisors and managers prepare an extensive program for
employees to achieve the expected level of support. Through efforts such as
verbal/nonverbal communication, organizing the sources, solving problems,
providing information and latest technology as well as physical assistance,
Managers/ supervisors can motivate and boost self-esteem of their employees while
at the same time availing room to minimize stress. Overall organizational support
should comprehensively include both emotional and instrumental support (Li et al.,

2010).

As well as employee’s selection is a very pivotal function in many organizations.
Personality characteristics play an important role in satisfying frontline service job
requirements (Lee, Kim, Shin, & Oh, 2012). It is recommended in critical and
sensitive jobs, where the service providers and users contact each other directly
either face to face or voice to voice. This requires employees with high personality

traits, like self-confidence, intrinsicallymotivationandself-efficacy. Individual’s high
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personality traits differences have positive effect on the relationship between stress
and performance. Results showed that intrinsically motivated employees have this
ability to reduce the negative effect of stress (Babakus, et al., 2008). Therefore, it is
worthy of mention that organizations should apply standard questionnaires and open-

ended interviews in order to enable them choose the most suitable employees.

Moreover, stress management interventions must concentrate on encouraging
employees to adopt more coping strategies, like involving in problem-solving
process, use of alternative possibilities, awareness of personality traits, team
working, as well as involving in change process (Cheng, 2013). Based on Herzberg's
two-factor theory (1959), managers through job enrichment (giving more
responsibilities) can provide a situation for employees that they become more
motivated to their job. Enriched jobs result in more satisfied, committed and

motivated employees who can better cope with stress.

In addition, a mentoring program is recommended as a coping strategy. By
employing professional and resourceful mentors, organizations provide very
comprehensive programs to help employees who suffer from work stressors like job
insecurity (Demir, et al., 2014). Through mentoring program managers can increase
the self- confidence, motivation, self- evaluation as well as self-esteem of employees

to cope with work stressors (Gibbons, 2010).

At the end, the presence of written and verbal empowerment will bring about
enablement for managers to minimize the stress. Although every employees cannot
be empowered, however, existence of these practices will create an impression to all

employees about the organization’s value to their human capital.
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6.4 Limitations

In percent study the researchers focused on one kind of behavioral consequences of
Job insecurity. The recommendation for prospective researches is to focus on other
kind of stress behavioral consequences like turnover intention or absenteeism. Future
studies can examine the relation between job insecurity and physical or
psychological consequences of stress. The researches have made use of supervisor
support and intrinsic motivation as moderators, proposed in future researches also to

use other social and individual resources.

Another recommendation is to examine the problem-focused coping (e.g. job shaping
or redesign, reduce uncertainty) and emotional — focused coping (e.g. clinical
counseling, meditation) to reduce stress in the hospitality industry. The process of
data collection was done in one time, but it is desired that other researches should
make use of time lag.Since the collection data was done in some hotels in north
Cyprus, recommendation is for further researches to be considered in other sectors

and/or subsectors of the society.
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Appendix A. Questionnaire 1

Please don’t write your name. Your answers will be anonymous and will never be
linked to you personally. Your participation is entirely voluntary. If there are items
you do not feel comfortable answering, please skip them. Thank you for your
cooperation to fill in this questionnaire.

Strongly | Disagree | No Agree | Agree | Strongly

Disagree No Agree
Disagree
1) @) @) (4) ®)

There are lots of times when my job
drives me right up a wall.

My job gets to me more than it should.

Sometimes when I think about my job |
get a tight feeling in my chest.

I have felt fidgety or nervous as a result of
my job.

| have too much work and too little time
to do it.

Too many people at my level in the
company get burned out by job demands.

When | do work well, it gives me a
feeling of accomplishment.

| feel a great sense of personal satisfaction
when | do my job well.

When | perform my job well, it
contributes to my personal growth and
development.

My job increases my feeling of self-
esteem.

It makes me anxious which maybe
become unemployed.

I’m concerned regarding to the
continuance of my work.

| fear that maybe losing my work.

I’'m feeling insecure regarding to the
future of my work.

| feel emotionally drained from my work.

I feel used up at the end of the workday.

| feel frustrated by my job.

Working with people all day is really a
strain for me.

My supervisors show that they like me.

My supervisor shows that he/she
appreciated the way of doing the job.

My supervisor gives me guidance on how
to manage job.

My supervisor helps me to do my duties.
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Sex
( ) Male
( ) Female

Age

() 18-27

() 28-37

() 38-47

() 48-57

() 58-67

( ) 68 and above

Education

( ) Less than diploma
( ) Diploma

( ) Bachelor

( ) Master

( ) PhD and above

E.tenure

( ) less than 1
()15

()6-10
()11-15

() 16-20

( ) 21 and above

Marital status
() single

() married

() divorced

122



Questionnaire 2

Please evaluate related employee.

Strongly | Disagree | No Agree Agree Strongly
Disagree No Agree
Disagree
1) (@3] ®) (4) ®)

This employee is a top performer.

This employee is in the top 10% of
frontline employees here.

This employee gets along better
with customers than do others.

This employee knows more about
services delivered to customers than
others.

This employee knows what his/her
customers expect better than others.
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