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Purpose — The present study bears numbers of prospective contributions by pointing to neglected
issues in hospitality management and service literature. Specifically, it applied job demands-resources
model to test a conceptual model to check whether career plateau (CP) acts as a mediator in the
relation between hindrance stressors (HSs), work-related depression (WRD) and emotional
exhaustion (EE).

Design/methodology/approach — Data was collected from flight attendants in public and private
airlines in Iran via their direct supervisors through judgmental sampling technique. One-hundred
ninety-two flight attendants participated in the study. Structural equation modelingwas applied for
data analysis.

Findings — The results confirm that HSs are significantly associated with CP and CP is directly related
to WRD and EE. The results similarly proved that CP acts as a mediator in the aforementioned
relationships.

Discussion — This study connects HSs on WRD and EE through CP. Inspecting the mediation impacts

of CP in this relation seems noteworthy since it is largely overlooked in the relevant service literature.
The results showed that HSs enhance CP. Moreover, the existence of CP elevates strain. That is,
plateaued employees feel ignored by their organizations, and this boosts their feeling of WRD and
Research Article EE.

Article Classification:

Implications — Managers should help crew members in understanding their responsibilities through
establishing a clear job description consisting of clear responsibilities, tasks and goals. Managers
should take proactive approaches to decrease job demands and deal with plateaued employees. They
should put enough effort into changing these employees” perceptions and negative attitudes toward
their job.

1. INTRODUCTION

Mental health is a central concern for workplace accomplishment. Two common and widespread mental
health problems in the work environment are WRD and EE (Karatepe and Ehsani, 2012; Alola et al., 2019).
Depression signifies “prolonged negative feelings, inability to concentrate or function normally and other
related depressive symptomatology” (Baba et al., 1999: 166); whereas EE refers to “feelings of being
overextended and depleted of one’s emotional and physical resources” (Maslach and Leiter, 2008) which is
damaging for both individuals and organizations (Rathi and Lee, 2016). As reported by the Office of Applied
Studies (2007), US companies annually lose around $30-$44 billion caused by employee depression through
diminished productivity and personnel absenteeism. Depression grants horrendous news for the hospitality
staff (Karatepe and Ehsani, 2012), and flight attendants are no exception. Flight attendants are under
continuous stress which makes them susceptible to depressing mood responses (Sonnentag and Natter, 2004).
Due to the nature of their workplace, flight attendants would experience psychological health (Chang and Ju-
Mei, 2009). Work-related stress needs to be managed because an increasing number of studies show that stress
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has a direct impact on psychological health (O'neill and Davis, 2011) specifically in the case of flight attendants
(Ko, 2018). Flight attendants are commonly affected by jetlag, dim flight, and work overload (Ballard et al.,
2006) which exposure them to common mental disorders (CMDs) including depressive symptoms, anxiety,
difficulty in concentrating, fatigue, and irritability (Feijo et al., 2014). Uncertain work hours, night-shift duties
and time-zone changes are among the main problems faced by them (Chen, 2017). Specifically, due to recurrent
and extended contacts with customers and obeying the organizations’ expectations, they develop frequent EE
(Chang and Ju-Mei, 2009). Consequently, because of the above-mentioned noticeable cost and in congruence
with recognized undesirable results from depression and EE (Alola et al., 2019; Chen and Kao, 2011; Lv et al.,
2012), it appears to be pivotal to review and assess the factors that potentially worsen such negative feelings
among cabin crews. Yet, unexpectedly, this topic has been ignored.

One probable source of the aforesaid detrimental feelings among cabin crews could emerge from experiencing
the point and stage in a career with the less possibility and prospect of additional promotion known as CP
(Ference et al., 1977). Two unanimous categorizations of CP, namely hierarchical plateau and job content
plateau have received remarkable attention since its emergence around 40 years ago (Yang et al., 2018).
Hierarchical plateau denotes a dearth of promotion in an organization whereas job content plateau implies a
lateral stagnation by which individuals sense that their job is not challenging due to monotonous job
responsibilities (Bardwick, 1986, Feldman and Weitz, 1988). Plateaued individuals commonly report
unfavorable and undesirable work outcomes such as poor satisfaction and well-being, poorer job performance
and organizational commitment, and a higher level of intentions to quit jobs (Salami, 2010; Wickramasinghe
and Jayaweera, 2010; Yang et al.,2018).

In addition, work-related stress is extremely related with an increased risk of numerous psychiatric disorders
(e.g. depression) among staffs (Choi and Kang, 2010; Lee et al., 2013). With this conception, it seems that the
main potential cause of the stated destructive feelings among flight attendants could arise from stressful job
demands known as HSs. HSs are considered as a distinct type of stressors related to the umbrella concept of
work-related stress (Cavanaugh et al., 2000) which refers to job demands, reflected as hindering growth
concerning personal attainments or goal fulfillment (Cavanaugh et al., 2000). HSs are the cause of extreme or
unsolicited burden and frustration, discomforting efforts to grow and achieve work-related goals (French et
al., 2019). Examples of HSs consist of RA and RC (Crawford et al., 2010). RA and RC have been identified to
represent flight attendants' work-related HSs in numerous studies (Lee and Kim, 2018; Oge et al., 2018; Alam,
2016; Karatepe and Choubtarash, 2014; Jou et al., 2013; Tourigny et al., 2010). Despite the existence of evidence
regarding the impacts of the two mentioned work-related stressors, conferring to a recent inquiry conducted
by Karatepe and Kim (2020), the topic deserves more attention and investigation, precisely with the focal focus
on flight attendants (Ko, 2018).

1.1. Purpose and Contribution of the study

Grounded in this background, the current investigation offers and tests a conceptual model of whether CP
mediates the effects of HSs on WRD and EE. More specifically, conferring to job demands-resources (JD-R)
model (Bakker and Demerouti, 2007), data collected from cabin crews in Iran is applied to assess (a) the effect
of HSs on CP; (b) the effect of CP on WRD and EE and (c) the mediating role of CP in the relation between HSs
and the aforesaid outcomes.

The present study bears numbers of prospective contributions by pointing to neglected issues in hospitality
management and service literature. Firstly, there is a recent call for more research to inspect the factors that
aggravate and intensify WRD and EE in organizations (Alola et al., 2019; Chen et al., 2019; Vandevala et al,,
2017). In fact, it is justified that job-related stress is associated with EE and WRD (Zhong et al., 2009). Even
though, the mechanism that contributes to the increased risk for these psychiatric problems with high levels
of work-related stress is still arguable (Lee et al., 2013). With this realization, this study takes into consideration
the effect of HSs on the aforesaid mental health problems and the mechanism through which these demands
lead to EE and WRD in the workplace. What is more, while it is commonly acknowledged that CP has a
detrimental effect on individuals and organizations (Heilmann, et al., 2008; Lapalme et al., 2009; Lin et al.,
2018; Shabeer et al., 2019; Yang et al., 2019) an apparent picture of precursors that effect plateauing is missing
in the present literature (Shabeer et al., 2019). This inquiry responds to the existing voids by testing job
demands as a probable influential factor related to CP. Addedly, a close examination of the related literature
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reveals that inspecting factors affecting CP and its consequences is largely overlooked in developing countries
in Middle East regions. Iran seems to provide an exclusive setting to inspect the study relations. The country
is trying to decrease reliance on limited oil reserves through the tourism and hospitality industry, however,
this industry is in the progress stage (Karatepe and Shahriari, 2014). More specifically, there are several severe
problems such as poor marketing and lack of HR practices such as training, staff selection and recruitment
(Morakabati, 2011; Zamani-Farahani and Henderson, 2010). Iran is unexpectedly underrepresented in the
current and available service literature (Shahin and Dabestani, 2010). Specifically, in the airline industry, flight
attendants in Iran are overwhelmed with job stressors and work in a setting with insufficient required human
resource practices (Vatankhah et al., 2017). Notably, there is no indication of viable statistics or study towards
the loss and harms incurred by facing mental health problems among these staff in Iran. Given the fact that
the mentioned health issues harm both employees and companies, it is imperative to address this void, so that
proper interferences can be undertaken to avert facing or at least decreasing aforesaid mental problems among
cabin crews in Iran.

2. LITERATURE REVIEW

2.1. Hindrance stressors and career plateau

Psychosocial stressors are a universal phenomenon and a serious aspect of the work environment and received
vast attention in the literature (Lazarus, 1993). Numerous investigations anticipated that stressors alter
employee behaviors and attitudes (Jex and Crossley, 2005, Cynkar, 2007). For instance, conducting a meta-
analysis, Lee and Ashforth (1996) found role stressors to be one of the most important antecedents of burnout
variables and EE. Stressors have also been found to affect employees’ well-being (Tsaur and Tang, 2012; Fortes-
Ferreira et al., 2006; Bowen et al., 2014), work engagement (Montgomery et al., 2015), organizational
citizenship behavior, commitment (Lambert et al., 2012) and job satisfaction (Podsakoff et al., 2007). Literature
also reveals evidence of relationships between work stressors and counterproductive workplace behaviors
(Kuhn, 1988), workplace accidents (Steffy et al., 1986).

Work-related stressors fall into two classifications (challenge stressors and HSs). Challenge stressors are
incentives such as great levels of responsibility and workload. HSs, on the other hand, are stimuli such as RA
and RC (Cavanaugh et al., 2000). HSs include stressful demands which are usually out of employees contrl
and therefore they may prevent the opportunity for personal growth, goal achievement, and learning (LePine
et al., 2005; Tims et al., 2013). They can generally be the source of negative feelings of anxiety and nervousness
which consequently lead to further emotion-focused coping strategies such as distraction, revenge, and
withdrawal (Wallace et al., 2009). HSs reduce creativity (Geng et al., 2014), organizational commitment, job
satisfaction (Podsakoff et al. 2007; Webster et al., 2011), work engagement (Ozer et al., 2014). Moreover, they
boost stress (Rodell and Judge, 2009) and intention to leave among employees (Webster et al., 2011, Babakus
etal., 2017),

RA refers to unclear and vague expectancies for employees that happen when they face uncertain
circumstances and unaware of what is expected from them. Additionally, RC is described as concurrent
opposing expectations from managers, coworkers, and customers which make completion of the required
tasks more difficult (Katz and Kahn, 1978). Reviewing the literature revealed that any kind of RC and/ or RA
can lead to higher depression, tension, anxiety, and EE (Fried et al., 2008; Ortqvist and Wincent, 2006). They
similarly diminish service quality, organizational commitment (Lin and Ling, 2018), and job satisfaction
(Arnold et al., 1998)

Firstly, presented around 40 years ago, CP refers to a stage where the prospect of acquiring future promotion
is limit and implausible (Ference et al., 1977). According to literature, the plateau field has concentrated on
two categories of plateau; known as hierarchical and job content plateaus. Hierarchical plateau demonstrates
the lack of promotion in an organization. Moreover, job content plateau refers to lateral inertia in which
employees sense that their job is undemanding or they don’t receive additional work responsibilities
(Bardwick, 1986).

As argued by Beheshtifar and Modaber, (2013), there is a direct significant connection between job-related
stress and CP variables. HSs impede future achievements and personal growth and therefore demotivate
employees (Fong et al.,, 2018). Employees confronting HSs presume that there is no positive connotation
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between their efforts and surviving. They also believe they have no control over these stressors and no level
of effort will help them to successfully surpass this stressor (Wallace et al., 2009). These employees even when
performing well in their existing jobs, will remark a little room for growth or accomplishment in the future
(Fong et al., 2018) which can lead to CP. Hence, the more employees opposed to HSs, the more they are likely
to experience CP.

To extend over the work of prior and recent research, the current study employs the job demand resource
model (JD-R) which is commonly considered in the work-related stress research model (Bakker and
Demerouti, 2007). Conferring to JD-R, work environments can be separated into two different groups of job
demands and job resources. Job demands conceivably lead to the strain that necessitates continuous physical
or psychological efforts (e.g., cognitive or emotional). Therefore, they are allied with probable costs for these
efforts. In contrast, job resources represent the societal, psychological, physical, and organizational aspects of
the job. These features inspire personal growth, advancement, and accomplishing work-related goals which
help in reducing job demands (Bakker and Demerouti, 2007).

Rendering to the JD-R model, two diverse procedures are presumed when considering the relationship
between stressors and work-related outcomes (Bakker and Demerouti, 2007). The health impairment process
suggests that excessive job strains or unwell designed occupations might deplete employees’” emotional and
physical resources, thus, lead to negative health and job outcomes. However, the motivational process
suggests that the existence of job resources diminishes job demands and boosts employees’ progression and
development (Bakker and Demerouti, 2007; Llorens et al., 2006).

Based on tenants of the JD-R model, job demands (e.g., RC and RA) lead to the feeling of strain and stress
(Demerouti et al., 2001; Lee and Ashforth, 1996), and suppress employees’ future growth and development
which eventually lead to higher CP. Therefore, employees facing HSs are more probable to view such stressors
as a possible threat to their individual progress and in so doing increasing perception of CP. Accordingly, we
propose:

H1: HSs, as manifested by RA and RC, are significantly related to CP.
2.2. Career plateau, work-related depression and emotional exhaustion

According to Bardwick (1986), employees experiencing plateau have repeatedly been disregarded and ignored
by the organization. This is a signal to these employees that the company doesn’t respect or appreciate their
real value. As a shock to many employees, CP has been mentioned to be a potential work stressor for many
years (Blau, 1978). As stated by Fernandez, (1995) CP causes a negative cognitive evaluation of one’s career
and fosters levels of career-development stress.

Plateaued employees remark a lack of support from their organization. Accordingly, when employees are
plateaued, they get an unfavorable message that the organization is not recognizing or supporting their efforts
(Yang et al., 2018)

CPed individuals repeatedly reported unfavorable emotional and work outcomes (Yang et al.,, 2018). It is
found to upsurge turnover intention (Heilmann et al., 2008), psychological distress (Hurst et al., 2012),
discomfort (Lee, 2003), and EE (Wang et al., 2014). Correspondingly, CP has the potential to diminish ones’
level of job satisfaction, motivation, and performance (Beheshtifar and Modaber, 2013).

JD-R model has been widely used to elucidate how employees” working situations affect their wellbeing and
job outcomes (Bakker and Demerouti, 2007; Llorens et al., 2006). As discussed earlier, drawing upon the health
impairment approach of the JD-R model, it is debated that the existence of job demands (CP) elevate strain
(e.g. EE and WRD). These would ultimately explain that plateaued employees feel ignored by their
organizations and this boosts their feeling of EE and depression. Consequently, we propose:

H2: CP is significantly related to (a) WRD and (b) EE.
2.3. Mediation effect

A vast review of the literature reveals inconsistent results of the impact of HSs on numerous outcomes (e.g.
Babakus et al., 2017; Geng et al., 2014). In a similar appraoch, Olugbade and Karatepe, (2019) debated that
work engagement acts as a mediator in the relationship between HSs, performance, and quitting intentions.
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EE is considered to be a special kind of psychological and physical state of reduction. As a persistent form of
strain resulting from long-term processes (Schaufeli and Enzmann 1988), EE denotes to the impression of being
exhausted and emotionally devastated by one’s work, manifested in the from of physical fatigue and sense of
psychologically and emotionally overextended (Demerouti et al. 2001; Maslach and Leiter 2008). EE is a
response to excessive job demands. Therefore, excessive job demands heighten employees’ EE (Karatepe, 2013;
Lee and Ashforth, 1996; Fried et al., 2008). This means, when employees try to handle the challenges related
to RC and RA, they feel emotionally exhausted (Janssen et al., 1999).

Besides, employees who faced more job stressors are more disposed to sense depressing symptoms (Donald
et al., 2005; Tsutsumi et al., 2001; Fried et al., 2008). Previous research consistently supported this notion and
connected stressors to depression and other psychological disorders (e.g., Lambert et al., 2007; Tytherleigh et
al., 2007).

According to the principle of the health impairment process of JD-R, HSs (job demands) and CP boost one’s
level of stress and negatively affect employees’ wellbeing (Bakker and Demerouti, 2007; Llorens et al., 2006).
Hence, cause EE and depression.

Expending on the JD-R model, the current study suggests that CP acts as a mediator through which HSs affect
employees’ EE and WRD. Therefore, the more individuals are opposed to a demanding job (HSs), the less they
are likely to perceive an opportunity for future personal growth and accomplishments in their jobs, thus
leading to a higher level of CP. Such employees, in turn, become more emotionally exhausted and depressed.

Accordingly, we propose:
H3 (a): CP mediates the relation between HSs and WRD.
H3 (b): CP mediates the relation between HSs and EE.

3. METHODOLOGY

The study proposes that HSs have an impact on CP and CP is significantly related to WRD and EE. Moreover,
current study suggests the mediation impact of CP in the relation between HSs namely RC and RA, and WRD
and EE.

3.1. Method

Data was collected from flight attendants in public and private airlines in Iran via their direct supervisors
through judgmental sampling technique. The team communicated with managers and explained and clarified
the main aim of the study through email. A sample of the questionnaires was also sent to the management.

As proposed by Podsakoff et al. (2012), this study applied procedural and statistical remedies to control
common method variance. To minimize the threat of common bias, a temporal separation was applied
between predictor, mediator, and criterion variables (a week time lag in three different phases). The time I
questionnaires includes information about HSs namely RC and RA and respondents’ demographic
characteristics. Time II questionnaires measured CP and WRD and EE were both assessed in time III. As
another procedural remedy, this study focused on protecting respondents’ anonymity and tried to reduce
evaluation apprehension and lessen social desirability, and guaranteed them that there were no right or wrong
responses. Then respondents were asked to give back all questionnaires in sealed envelopes and put them in
special boxes provided for this purpose (Safavi and Bouzari, 2019). Moreover, to match the questionnaires, an
identification number was given to all flight attendants and they were asked to write their number on the
questionnaires.

The researchers distributed 250 questionnaires in Time I, 242 questionnaires in Time II, and 210 questionnaires
in Time III. Totally, 192 questionnaires were received at the final stage. Compared to the total number of
questionnaires distributed in the first phase, the research team was able to receive a total number of 192 usable
questionnaires, yielding the response rate of %77.2.

All three sets of questionnaires were subjected to the back-translation method suggested by McGorry (2000).
As such, the Time I questionnaire was first prepared in English and then translated into Persian using the
guidelines of the back-translation technique. This was also repeated for the Time II and Time III questions. A
pilot study, comprising of 5 employees, was applied for the understandability of the items.
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The majority of the respondents were between 28 to 37 years old (57.3%), male (51.0%), married (50.5%), with
a bachelor's degree (52.1%) and 34.1% have a tenure of one to five years.

3.2. Measurements

RC and RA items were from Rizzo et al. (1970). CP was taken from Milliman (1992). WRD was taken from
Radloff (1977) and EE was taken from Maslach and Jackson (1981). This study used different Likert scales to
minimize common method bias. RC and RA were measured through a 7-point Likert scale; whereas responses
to items related to CP, WRD, and EE variables were elicited on five-point scales. The reverse code technique
has been applied for reverse items.

4. DATA ANALYSIS

A two-step approach (Anderson and Gerbing, 1988) was applied for data analysis which included construct
validity (Anderson and Gerbing, 1988; Fornell and Larcker, 1981) and composite reliability (Bagozzi and Vi,
1988). Structural equation modeling via LISREL 8.30 (Joreskog and Sorbom, 1996) was applied to investigate
potential relationships.

The eigenvalue of the constructs was higher than 1.0. Five factors jointly elucidated for 91.06 % of the variance.
In addition to that, KMO measure as an indicator of sampling adequacy was 0.941. Bartlett’s test of sphericity
was 11626.504. The results did not reveal any issues with multicollinearity.

The results of confirmatory factor analysis demonstrated that two items from RC, one item from RA, job-
content plateau and hieratical plateau control, seven items from WRD, and three items from EE have t-value
below two. Therefore, these items have been eliminated.

As represented in Table I, the results show an amenable fit (x2=847.95, df=688, x2/df = 1.071, NFI=0.96, CFI=
0.99, IFI=0.99, RMR=0.28, GFI=0.81, AGFI=0.79, PGFI=0.72. RMSEA=0.035). The average variances extracted
known as AVE were greater than 0.50 for each construct.

The shared variances (©2) were lower than the AVE. Therefore based on Fornell and Larcker’s (1981) criterion,
there was evidence for discriminant validity.

Coefficient alphas were more than the accepted level (0.70). Hence, all measures were reliable (Bagozzi and
Yi, 1988). Altogether, the findings specified the convergent validity of the measurement model. Composite
reliability of the constructs was also greater than the conventional and acceptable range (0.60).

Table I: Confirmatory Factor Analysis Results

Items SD  t-value AVE CR
Role conflict 0.87 0.96

1. Thave to do things that should be done differently 0.95 17.65

2. Ireceive an assignment without the manpower to complete it. 0.96 17.98

3. Thave to buck a rule or policy in order to carry out an assignment. - -

4. Iwork with two or more groups who operate quite differently. 0.95 17.78

5. Ireceive incompatible requests from two or more people. 0.94 17.39

6. Ido things that are apt to be accepted by one person and not

0.94 17.44
accepted by others.

7. lreceive an assignment without adequate resources and materials
to execute it.
8. Iwork on unnecessary things - - - -

Role ambiguity 0.88 097
1. Ifeel certain about how much authority I have. (reversed) 0.94 17.31
2. Thave clear, planned goals and objectives for my job. (reversed) 0.94 17.49
3. Iknow thatIhave divided my time properly. (reversed) 0.94 17.37
4. I know what my responsibilities are. (reversed) 0.95 17.76
5. Iknow exactly what is expected of me. (reversed) 0.94 17.53
6. Explanation is clear of what has to be done. (reversed) - -
Career plateau — Hierarchical plateau 0.89 097

1. My opportunities for upward movement are limited in my

0.94 17.43
present organization
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2. Texpect to be promoted frequently in the future in my company
(reversed)

3. Ihave reached a point where I do not expect to move much
higher in my company

4. The likelihood that I will get ahead in my organization is limited 0.95 17.67
5. Iam unlikely to obtain a much higher job title in my organization 0.94 17.49

0.95 17.63

6. Iexpecttoadvance to a higher level in the near future in my

0.95 17.62
company (reversed)
Career plateau — Job content plateau 088 097
1. TIexpect to be constantly challenged in my job in the future 0.94 1753
(reversed)
2. Iwill learn and grow a lot in my job (reversed) 0.94 17.42
3. My job task s and activities will become routine for me in the future = 0.94 17.31
4. My job responsibilities will increase significantly in the future 0.94 17 46
(reversed)
5. My job will continually require me to extend my abilities and 0.94 1734

knowledge (reversed)
6. I will be challenged in my job ( reversed) - -

Work-related depression 0.89  0.98
1. I'was bothered by things that usually don’t bother me. - -
2. Idid not feel like eating; my appetite was poor. - -
3. Ifelt thatI could not shake off the blues even with help from my

family or friends. 054 17.33
4. Ifelt that I was just as good as other people. (reversed) 0.95 17.59
5. Thad trouble keeping my mind on what I was doing. - -
6. Ifelt depressed. 0.95 17.89
7. Ifelt that everything I did was an effort. - -
8. Ifelt hopeful about the future. (reversed) 0.95 17.60
9. Ithought my life had been a failure. - -
10. I felt fearful. 0.94 17.63
11. My sleep was restless. 0.94 17.40
12. Iwas happy. (reversed) 0.94 17.47
13. TItalked less than usual. (reversed) - -
14. Ifelt lonely. 0.95 17.30
15. People were unfriendly. 0.95 17.48
16. Ienjoyed life. (reversed) 0.95 17.46
17. Thad crying spells. 0.95 17.56
18. Ifelt sad. 0.95 17.86
19. Ifelt that people dislike me. 0.95 17.43
20. I could not get “going.” - -
Emotional exhaustion 0.88  0.97

1. Ifeel emotionally drained from my work. - -
2. Ifeel used up at the end of the workday. 0.94 17.52
3. Ifeel fatigued when I get up in the morning and have to face

. 0.95 17.87
another day on the job.
4. Working with people all day is really a strain for me. - -
5. Ifeel burned out from my work. 0.94 122
6. Ifeel frustrated by my job. 0.94 17.28
7. Ifeel I am working too hard on my job. 0.94 17.32

8. Ifeel like I am at the end of my rope. - -

X?=693.78, df=650, x?/df = 1.067, NFI= 0.97, GFI= 0.84, SRMR = 0.026, RMSEA=0.019
Notes: All loadings are significant at the .01 level. SD = Standardized loading
(-) Dropped during confirmatory factor analysis.
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Table II offers information study correlation. The results disclosed that RC was significantly correlated with
RA (0.283"), job-content plateau (0.200%), hierarchical plateau (0.216") WRD (0.222") and EE (0.240™). RA was
significantly correlated with job-content plateau (0.284"), hierarchical plateau (0.205") WRD (0.292") and EE
(0.244™). Job-content plateau was correlated with hierarchical plateau (0.2077), WRD (0.250%), EE (0.216"). The

hierarchical plateau was significantly correlated with WRD (0.243") and EE (0.252"). WRD was correlated with
EE (0.2177).

Table II: Means, standard deviations, and correlations of observed variables

Variables 1 2 3 4 5 6

1. RC -

2. RA 0.283 -

3. Job content plateau 0.200° 0.284 -

4. Hierarchical plateau 0.216° 0.205™ 0.207 -

5. WRD 0.222* 0.292" 0.250" 0.243" -

6. EE 0.240" 0.244" 0.216 0.252" 0.217 -
Mean 4.57 4.58 4.58 4.59 3.56 3.56
Standard deviation 2.12 2.10 2.14 2.13 1.42 1.41
Cronbach’s alpha 0.97 0.97 0.97 0.97 0.99 0.97

Note: Composite score was computed for each variable. ‘p<0.05, “p<0.01(two-tailed test).
4.1. Hypotheses testing

Normality of data were checked via skewness test. As offered by Kline (2011), the skewness values were lower
than 3.00. The results evidently proved the data normality.

The second phase involves testing the proposed hypotheses via structural equation modeling (Joreskog and
Sorbom, 1996). As presented in Figure I and Table III, the hypothesized model has better fit (x?=211.58, df=206,
X% df=111; NFI=0.98, GFI = 0.91, RMSEA=0.0012). The results confirmed the significant association between
HSs and CP ($21=0.93, t=4.57). Therefore, hypothesis 1 is supported. Additionally, CP is related with WRD
(p32=0.51, t=4.09) and EE ($+=0.48, t=0.94). Therefore hypotheses 2a and 2b are supported. Sobel test results also
supported the mediation effect (H3a,b); that is CP is a mediator between HSs and WRD (z-score = 3.37) and
EE (z-score = 3.38).

The majority of control variables do not have any significant effects on study variables. However, the results
regarding the hypothesized relationships do not change with or without the control variables. The current

study applied bootstrapping to approve the mediation impact (Hayes, 2013). The results of booststrapping
supported the aforementioned results.

Table III: Results of model comparison (Full mediation and Partial Mediation)
X2 df  Ax* Adf

1.  Hypothesized model (Full mediation)
HSs — CP
CP — WRD, EE 211.58 206 - -
2. Alternative model I (Partial mediation)
HSs — CP
HSs — WRD, EE 209.65 204 193 2
CP — WRD, EE

The hypothesized model appears to yield a better fit to the data than alternative models
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4:=0.64 42=0.49, 1=4.90
Job-content Hieratical
plateau plateau
Work-related

Role conflict depression
R>=0.32
A=0.49
Hindrance Career 2=0.51, t=4.09
stressor plateau
R2=0.04 R2=0 86 12=0.48, 1=0.94
B21=0.93, t=4.57 -
Emotional
Role ambiguity exhaustion
R?=0.28

42=0.52, /=543

Figure I: Structural model test results
Model fit statistics:
X>=211.58, df=206, x?/ df= 111; NFI=0.98, GFI = 0.91, RMSEA=0.0012

z-score

HSs — CP — WRD 3.37
HSs — CP — EE 3.38
Note: T-values are shown in parentheses except for the loading of concern that was initially fixed to 1.00 to
set the metric for the underlying career adaptability variable.

Table IV: Bias-Correlated Bootstrapping Results

Hypothesized mediating relationship Indirect effect LLCI ULCI
HSs — CP — WRD 0.091 0.027 0.165
HSs — CP — EE 0.086 0.010 0.139

Note: Bias-Correlated Bootstrapping analysis was made with a bootstrapped 5.000 sample at 95% confidence

interval.

5. DISCUSSION
5.1. Evaluation of findings and theoretical implications

This empirical investigation inspected the effects of HSs manifested by RA and RC on CP. This examination
provides additional insights regarding the nature of impacts of HSs on CP. Moreover, the present study
connects HSs on two negative job-related outcomes namely EE and WRD through CP from cabin crews
applying time-lag design in Iran. Inspecting the mediation impacts of CP in this relation seems noteworthy
since it has been largely overlooked in the relevant service literature.

The results showed that HSs enhance CP suggest that employees who experience HSs in the form of RA and
RCs are more probable to view and consider these HSs as a possible threat to their personal progress and thus
have a perception of CP. The result is in line with the percepts of the JD-R model (Bakker and Demerouti,
2007). Moreover, in line with the percepts of the JD-R model (Bakker and Demerouti, 2007), it is contended

Isletme Arastirmalar Dergisi 91 Journal of Business Research-Turk



H. P. Safavi — M. Bouzari — T. Foroutan 13/1 (2021) 83-99

that the existence of CP elevates strain. To put it differently, plateaued employees feel ignored by their
organizations, and this boosts their feeling of EE and depression.

The result that CP fully mediates the effects of HSs on EE and WRD suggests that employees who experience
HSs would experience a plateau at work and they rarely perceive an opportunity for future personal growth
and accomplishments in their jobs. These plateaued employees, in turn, become more emotionally exhausted
and depressed.

It should be acknowledged that since a review of the literature reveals inconsistent findings of the effects of
HSs on various consequences (Geng et al., 2014; Olugbade and Karatepe, 2019), HSs would not always cause
employees’ CP or other negative outcomes. Employees who work in different hospitality settings or cultural
settings would have different perceptions towards HSs.

5.2. Practical Implication

In the present research, job demands and resources were discussed from the perspective of the JD-R model.
For that reason, the model examined the associations between HSs, CP, EE, and WRD.

Therefore, it is discussed that job demands can cause employees to feel anxious and stressed. This can suppress
employees’ perceptions of their future progress and development and eventually cause a higher level of CP.
As a consequence, employees who deal with HSs are more likely to perceive these stressors as a potential
obstacle for their individual growth and CP. Additionally, employing the JD-R model, we argued that the
existence of CP as a job demand can adversely affect employees’ well-being and boost their EE and WRD.

Specifically, this study discovered that employees” EE and WRD are more expected to happen when their
appreciation of CP is triggered by their perception of HSs (i.e., RC and RA).

Our findings delineate several implications for both personnel and managers in the airline industry. To start
with, the current study pointed out that the level of CP heightened when cabin crew members suffer from a
high level of RA and RC (job demands). Specifically, employees (crew members) which work in a situation
and setting where there are lots of RC and RA, are more likely to perceive that these stressors impede their
future job achievements and personal growth (Fong et al., 2018). Considering this finding, the management of
airline organizations should try to minimize the extent to which employees can confront with such demands
and stressors. For this reason, they should take notice of RA and RC and try to create an environment where
these crew members are not repeatedly faced with RA and RC.

However, since there is always a disparity between employees’ perceived role and management’s expected
role, RA and RC are unavoidable. Therefore, managers should try to cope with these complexities and
uncertainties in the environment. This necessitates them to avoid ambiguity in the environment (Lane and
Klenke, 2004).

They can remove/ reduce sources of RA as a job demand through job design, active training and mentoring,
and performance feedback, correspondingly (Lin et al., 2018). Therefore, consistent with Lin and Ling (2018)
we suggest airline managers helping crew members in understanding their role responsibilities and
expectations through establishing a clear job description consisting of clear responsibilities, tasks, and goals
when designing their jobs.

In addition, providing active training to crew members based on actual role expectations and requirements is
a sign that management care about employees. This eventually can shape the perception of an environment
with the possibility of growth and future achievements for employees (Olugbade and Karatepe, 2019). Thus,
organizing mentoring and preparation programs by managers can considerably reduce these sources of job
demands and work stressors. Mentors not only should clarify the organization’s expectations from crew
members, but also help employees in understanding their roles, tasks, and performance standards through
direct coaching behaviors (Lankau and Scandura, 2002).

Furthermore, as Lin et al.,, (2018) stated, in unpredictable environments, frontline employees (i.e., crew
members) should respond quickly to passengers’ different needs and requests. Hence, airline companies can
use training programs that point out the best ways through which crew members can respond to passengers’
requests punctually. They can teach crew members how to deal with different demands coming from various
passengers, even when their requests are inconsistent with those that companies set.
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Moreover, airline firms should establish clear performance criteria and clear promotional opportunities for
their crew members. They also have to provide regular feedback to crew members based on their actual
performances (Lin et al., 2018). These clarities and transparencies can remove/lessen the sources of job
demands and eventually minimize their negative outcomes.

Besides, since unpredictable needs and ambiguous conditions can affect the service quality and performance
of the employees, our suggestion to both managers and crew members is to increase their tolerance for
ambiguity in order to adapt to an unpredictable and uncertain situation (McLain et al., 2015).

Second, as per previous works (e.g., Bardwick, 1986; Yang et al., 2018; Yang et al., 2019) our findings show
plateaued individuals regularly feel that they have been ignored and neglected by the organization. This
signals to these employees that company doesn’t respect or appreciate their value. Such factors (i.e., job
demands) have the potentiality to deteriorate employees’ psychological well-being (Bardwick, 1986).
Likewise, our findings reveal that CP and lack of career promotional opportunities would cause negative job
outcomes such as EE and workplace depression among crew members. Therefore, managers of these
companies should take proactive approaches to decrease these job demands and deal with plateaued
employees. They also should put enough effort into changing these employees’ perceptions and negative
attitudes toward their job (Yang et al., 2018). For instance, well-designed and transparent organizational
policies in combination with job transfers and communication and training sessions can be used to reduce the
negative impacts of CP. Accordingly, managers should design the work environments in a way that employees
have the chance and opportunity for future growth and promotion. They can manage this by offering
additional responsibilities to them through job enlargement, job rotation (Yang et al., 2018), and job transfers
(Rotondo and Perrewé, 2000). Nevertheless, HR practitioners should avoid making unrealistic promises about
future job promotions starting from the recruitment stage and continuing in the following career stages
(Tekleab and Taylor, 2003; Zhao et al., 2007).

CP suggests that employees have some unmet expectations which can explain the negative outcome of CP.
Thus, organizations need to understand employees’ expectations about their jobs (Yang et al., 2018).
Consequently, managers and mentors should regularly communicate with employees to lessen the existing
discrepancy in expectations of each other (Tekleab and Taylor, 2003; Zhao et al., 2007). In addition, consistent
with Bardwick, (1986), we highly suggest managers providing honest and straightforward appraisal and give
clear feedback, ways to reduce the gap between managers' evaluation and employees' expectations.

Furthermore, if airline companies desire their crew members to perceive the existence of an opportunity for
future learning and growth in their jobs, they should organize a series of training programs that can foster
such perceptions. Dreher and Ash (1990) debated that employees who had more mentoring sessions, got more
promotions, greater income, and a higher level of satisfaction from their pay and benefits than staffs with less
mentoring experiences. Hence, in accordance with other works that address the connection between
mentoring and CP (e.g., Chao, 1990; Greenhaus et al., 2008), we recommend managers establish adequate
mentoring programs for crew members. By this, mentors can impart a sense of self-identity in employees and
familiarize them with the organizational culture which enables them to place their trust in the organization
(Lin et al., 2018).

Last but not least, airline management can provide job security to those crew members with a good level of
performance. These circumstances can prevent employees to experience and deteriorate from HSs.

5.3. Limitations of the study and future research directions

Similar to other empirical studies, this study encountered a number of limitations that could open doors for
upcoming work. To start with, this study used CP as the mediator of the study relationships. Future studies
may include supplementary potential mediators to illuminate the mechanism through which job-related
stressors are related to EE and WRD. In addition to this, EE and WRD were considered as the outcomes in the
conceptual model. Incorporating other attitudinal or performance outcomes in the model would give scholars
a better insight into the impact of work-related stressors in organizations.

What is more, although this study applied a time-lag design to control common method variance, to organize
more meticulous findings, future research should advantage of longitudinal research design. Finally, yet
importantly, this study directed a survey in airline industries in Iran that suffers from the lack of empirical
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and academic research concerning the factors that could elevate mental health problems among cabin crews.
Yet, this single cultural environment may increase the concern of generalizability. To extend the knowledge-
based concerning the objectives of the current study, henceforth to expand the database for further
generalization, the use of cross-cultural study would be highly suggested.
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