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ARTICLE INFO ABSTRACT

Keywords: Purpose — In recent years, the impact of employee Behaviours and emotional reactions on
organisational processes has been increasingly recognised. Building on this understanding, this study
examines the relationships among customer incivility, job stress, and turnover intention among hotel
employees and analyses the moderating role of perceived supervisor and co-worker support on these
Coworker Support relationships.

Customer Incivility

Perceived Supervisor Support

Job Stress Design/methodology/approach — The survey method, classified as a descriptive model type, was

Turnover Intention chosen for the research objectives. The quantitative approach was implemented. The research data
were gathered from hotel employees in Antalya, Turkey’s premier tourism destination. The sample
of the study consists of 397 people working in twenty-two 5-star hotels in Antalya.
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Results — The results indicate that job stress functions as a complete mediator in the association
Revised 19 November 2025

between customer incivility and turnover intention. Moreover, perceived supervisor support
Accepted 25 November 2025 significantly moderates the relationship between customer incivility and turnover intention, but co-
worker support exhibits no considerable moderating impact.

Article Classification: Discussion — The findings draw attention to the importance of supervisor support in reducing stress-

. related turnover intentions and highlight the need to develop supportive work environments that
Research Article L . . .
prioritise the well-being of employees in hotel businesses.

1. Introduction

Tourism companies increasingly necessitate proficient employees to provide exceptional service and succeed
in a swiftly changing competitive environment (Zopiatis et al., 2014; Alola, 2019). Employees in service roles
frequently interact with clients as part of their job responsibilities. Discourteous clients affect 70% of service
personnel (Medler-Liraz, 2020; Chen et al., 2023). Incivility and contempt from consumers undermine staff
engagement and performance, resulting in workplace inefficiencies (Hur et al., 2016; Bani-Melhem, 2020).
Incivility increases the likelihood of resignation (Han et al., 2016), work-related stress (Chung et al., 2021),
absenteeism (Grandey et al., 2004), and reductions in job performance. Inadequate crisis management can
negatively impact organizations' reputations and profitability (Durana et al., 2021). Identifying and educating
employees about discourteous conduct might diminish attrition and workplace stress (Torres et al., 2017).

This study utilised Conservation of Resources Theory (COR) as its theoretical framework. COR theory
emphasizes individuals' inclination to safeguard and obtain their resources, experiencing psychological
distress upon their loss (Hobfoll, 1989; Westmann et al., 2004; Halbesleben et al., 2014; Hobfoll et al., 2018).
Alternatively, Social Exchange Theory (SET) argues that individuals act based on reciprocity and expectation
in their social relationships (Homans, 1958; Blau, 1964). SET is an effective theory for explaining relationships
based on mutual dependency that employees establish with their managers and organisations (Cropanzano
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& Mitchell, 2005). However, external, uncontrollable, and non-reciprocal stress sources, such as customer
rudeness, which is the focus of this study, do not fully overlap with the reciprocity principle of SET. Similarly,
the Job Demand-Resources Model (JD-R) focusses more on the balance between structural job demands and
organisational resources (Demerouti et al., 2001). Therefore, in this study, the COR theory, which is based on
employees' perception of psychological resource loss, was evaluated as the most appropriate theoretical basis
for the context and the relationships between variables.

Employees in the tourism sector, particularly those in front office and restaurant roles, are frequently exposed
to customer incivility (Huang and Miao, 2016). For instance, a survey of Australian fast-food frontline
employees revealed that 87% experienced customer incivility daily (Bani-Melhem, 2020). Similarly, Porath's
longitudinal research spanning over two decades highlights the widespread prevalence of workplace incivility
across industries, with 50% of frontline employees reporting regular exposure. Alarmingly, the incidence of
incivility increased from 55% in 2011 to 62% in 2016, reaching 76% by 2022. Porath (2022) also indicates that
the COVID-19 pandemic and digitalization have further exacerbated this issue.

We assert that customer incivility is increasing in the hospitality sector, reflecting trends seen in other
businesses. Therefore, it is crucial to analyze views of customer incivility, especially among employees who
frequently deal face-to-face with consumers, such as those in the FO and F&B. Because in the literature, no
empirical study has been found that addresses organisational support elements—especially perceived
supervisor and coworker support—that may reduce the impact of customer rudeness on employees. This lack
highlights the importance and original contribution of this research, which approaches the subject from a
holistic perspective in the hotel industry, where service delivery is based on face-to-face interaction. This
concept underpins our study, which investigates the moderating effects of perceived supervisor support (PSS)
and coworker support (CWS) on the correlations between customer incivility (CI), job stress (JS), and turnover
intention (TI) among hotel employees in Antalya. Despite increasing apprehension around workplace
incivility, scant research has examined the moderating influences of PSS and CWS on these dynamics,
underscoring the significance of this inquiry.

The purpose of this study is to examine the relationships among customer incivility, job stress, and turnover
intentions, as well as the moderating role of perceived supervisor and coworker support in these relationships.
Specifically, this paper aims to achieve three objectives:

1. To investigate the mediating role of job stress in the relationship between customer incivility and turnover
intention.

2. To examine whether perceived supervisor and coworker support moderate the effect of customer incivility
on job stress and turnover intention.

3. To assess the overall impact of customer incivility on job stress and turnover intention among hotel
employees.

2. Literature Review
2.1. Conservation of Resources Theory

The COR theory, developed by Hobfoll (1989), states that people and organisations are motivated by resource
preservation. Personal skills, social support, time, organisational culture, etc. The theory encourages people
to acquire, keep, and improve important resources. They feel threatened when these vital resources are at
jeopardy at work. Individuals use these resources to self-regulate, interact socially, and assimilate into the
organisational culture and surroundings (Xanthopoulou et al., 2007).

The COR hypothesis states that resource losses can cascade (Hobfoll et al., 2018). The idea also suggests that
employees actively seek and maintain important resources through social contacts and job performance,
which helps them integrate into their organisation (Hobfoll, 2011). Resource loss is harmful, but resource gain
promotes resilience (Luchetti et al., 2020). Resource gains may seem trivial to those who have not suffered
large losses, but they are crucial to those who have (Chen et al., 2015). Thus, to obtain new resources and
recover from losses, people must invest (Hobfoll et al., 2003).
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2.2. Customer Incivility

Customer incivility refers to unpleasant and harmful behaviors of customers towards employees that violate
the norms of respectful interaction (Van Jaarsveld et al., 2010). These behaviors may include derogatory
remarks, hostile body language, verbal attacks, anger, and profanity (Medler-Liraz, 2020). Such negative
interactions create tension in employee-customer relationships (Cheng et al.,, 2020). Customer incivility
increases intention to leave (Han et al., 2016; Alola et al., 2019; Chung et al., 2021; Pu et a., 2022; Dogantekin et
al.,, 2023; Im et al., 2024), increases job stress (Chung et al., 2021), causes role conflict (Zhu et al., 2021), creates
resentment (Balaji et al., 2020), and leads to burnout (Han et al., 2016; Bani-Melhem et al., 2022) and interacts
with emotions such as hostility, guilt, and anger (Li et al., 2021; Chen et al., 2023; Kuriakose & Sreejesh, 2023).
These effects are likely to threaten employees' mental health and job performance.

Hotel staff, involved in continuous direct interactions with tourists, strive to provide flawless service and
ensure guest satisfaction (Karatepe et al., 2009; Kendir et al, 2023). Employees in the food and beverage (F&B)
and front office (FO) departments may face a decline in service quality due to extreme stress and persistent
interactions with guests exhibiting rude behavior throughout the day (Kim et al., 2023). The experience of rude
customer behavior by personnel in these departments can increase job stress levels. However, employees who
perceive substantial supervisor support tend to respond more positively to rude customer behavior (Zhu et
al.,, 2019). The interactions between guests and staff have a profound impact on the service experience, either
positively or negatively (Pu et al., 2024). The emphasis on CI in research has increased considerably,
particularly in sectors with intense human communication, such as the service industry (Han et al., 2016;
Torres et al., 2017; Alola et al., 2019; Cheng et al., 2020; Kim et al., 2023; Pu et al., 2024), which highlights the
significance of this concept for both businesses and employees.

The COR theory posits that individuals are motivated to safeguard and enhance their resources. A stress
response is activated in the presence of a perceived or actual threat to resources (Hobfoll, 1989). To reduce
additional resource depletion, stressed employees may exhibit withdrawal behaviors. Wright and
Cropanzano (1998) propose that these employees might employ turnover as a strategy to reduce or prevent
additional resource loss. The data indicates that employee perceptions of CI are associated with JS and TIL. In
light of this context, we propose the following hypotheses:

Hypothesis 1: Customer incivility affects job stress.
Hypothesis 2: Customer incivility affects turnover intention
2.3. Job Stress

Job stress (JS) refers to employees’ reactions to adverse conditions and challenges at work (Wong et al., 2021).
Today, JS is considered an almost inevitable phenomenon (Jung et al., 2012; Park et al., 2020). High levels of JS
can lead to employee dissatisfaction and job unhappiness. In the service sector, face-to-face interactions
increase this pressure. Research emphasizes that strong leadership support is decisive in reducing JS (House,
1971; House & Rizzo, 1972; Zohar, 1994; Arslan et al., 2023).

Employees in hotel businesses, who are labor-intensive and situated within the service sector, are instrumental
in ensuring guest satisfaction. Conversely, factors such as poor communication between employees, restricted
promotion opportunities, long and unpredictable working hours, and unsuitable working conditions in hotel
businesses contributed to the development of JS (Tsaur & Tang, 2012). High levels of JS can cause negative
outcomes in employees, such as turnover intention (Tongchaiprasit et al., 2016; Fong et al., 2018), intention to
leave the profession (Lo et al., 2018), burnout (Hu et al., 2010), decreased performance quality (Schwepker &
Dimitriou, 2021), poor standard of service (Mansour & Mohanna, 2018), low organizational commitment and
JS (Griffin et al., 2010), low quality of life (Min, 2014), and absenteeism (Gupta & Beehr, 1979). Specifically, the
heightened desire to leave a job due to JS causes substantial financial losses in those industries that heavily
rely on human resources. Therefore, it should not be ignored that JS can cause material and moral losses to
both businesses and employees.

2.4. Turnover Intention

Turnover intention (TI) refers to the probability that a person will imminently quit their job and formally
depart the firm (Mobley et al., 1978; Chen et al., 2011). This purpose typically begins to develop before the
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employee's actual departure (Tett & Meyer, 1993; Kendir et al., 2018). JS is a major factor in causing TI, and
evidence from various studies points to a robust association between JS and TI (Arshadi & Damiri, 2013; Wang
et al., 2020; Dodanwala et al.,, 2023). Studies in the hospitality sector explicitly highlight the significant
connection between JS and TI, noting that the tourism industry is particularly characterized by elevated levels
of TI (Tongchaiprasit & Ariyabuddhiphongs, 2016; Salama et al., 2022; Arslan et al., 2024). Based on the existing
literature and the well-documented connection between JS and TI, it is hypothesized that there is a robust
association between JS and TI among hotel employees in Antalya:

Hypothesis 3: Job stress affects turnover intention.

There are a multitude of direct and indirect factors that can contribute to JS and increase TI among employees
in the tourism industry. The literature places a significant emphasis on CI, which is demonstrated by its
substantial impact on both JS and TI (Han et al., 2016; Alola et, al, 2019; Hefny, 2021; Chung et al., 2021; Mensah
et al, 2023). Given the substantial influence of CI on these outcomes, it is essential to examine the manner in
which CI interacts with and influences JS and TI. Consequently, in order to gain a thorough understanding of
the dynamics within the tourism sector, we have formulated the following hypothesis to investigate the
relationships between CI, TL, and JS:

Hypothesis 4: Job stress mediates the effect of customer incivility on turnover intention.
2.5. Perceived Supervisor Support

Perceived supervisor support (PSS) denotes employees' views of their managers as sources of motivation,
encouragement, trust, and recognition, while also fostering a protective and supportive work environment
(Babin & Boles, 1996; Eisenberger et al., 2002; Yayla et al., 2020; Kim, 2024; Mohd-Shamsudin et al., 2024). This
concept entails managers enhancing employee performance through the provision of guidance, reassurance,
and essential resources for effective task completion (Matthews et al., 2010). Research in business management
indicates that PSS significantly impacts employees' retention by enhancing time management skills and
decreasing intentions to resign (Maertz Jr et al., 2007; Kalidass & Bahron, 2015). In the resort hotel industry,
characterised by high staff turnover rates, PSS has been demonstrated to reduce employee turnover levels
(Malek et al., 2018; Ergun et al., 2023). PSS plays a crucial role in mitigating the adverse effects of work-related
stress, which frequently results in increased turnover rates, as highlighted by Arshadi and Damiri (2013).

According to the COR theory (Hobfoll, 1989), individuals are inherently driven to accumulate and protect
their resources. Psychological stress arises when these resources are threatened or diminished. To counteract
the stress resulting from resource loss or threats, individuals seek to obtain resources from alternative sources.
Thus, COR theory indicates that obtaining extra resources can help mitigate the impact of stress. In this
framework, PSS could be crucial in stress management (Zhang et al., 2020). With this understanding, the
following hypothesis regarding PSS was formulated:

Hypothesis 5: Perceived supervisor support moderates the effect of customer incivility on job stress.

Li etal. (2017), Gordon et al. (2019), and Lee et al. (2021) have documented an inverse correlation between PSS
and TT among hotel personnel. As the PSS level for hotel personnel increases, the TI level from labor decreases.
In employees, PSS may regulate the factors that contribute to TI. According to studies conducted on hotel
workers in Tiirkiye, it was found that strong PSS reduces T1 (Akgunduz & Sanli, 2017; Arasli & Arici, 2019).
Consequently, the subsequent hypotheses were developed:

Hypothesis 6: Perceived supervisor support moderates the effect of customer incivility on turnover intention.
Hypothesis 7: Perceived supervisor support moderates the effect of job stress on turnover intention.
2.6. Coworker Support

Coworker support (CWS) in the work environment can be defined as employees' friendly, helpful, empathetic,
cooperative, and respectful behaviors while performing routine tasks (Beehr & McGrath, 1992; 2018). CWS can
provide motivation and encouragement by sharing employees' knowledge and experiences with each other
(Zhou & George, 2001; Self & Gordon; 2019; Hayat & Afshari, 2022; Bozkurt et al., 2023). It is estimated that
CWS increases productivity and job satisfaction during work and provides a democratic work environment
(Hodson, 1997; Yin et al., 2022). Furthermore, studies (Xu et al., 2018; Lee et al., 2021) suggest that CWS can
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mitigate the effects of factors like JS that lead to turnover intention (TI) in employees in tourism enterprises. It
is also possible to examine the COR theory's (Hobfoll, 1989) approach of seeking alternative resources to
counteract resource loss in conjunction with the CWS factor. Based on these observations, we have formulated
the following hypothesis regarding CWS:

Hypothesis 8: Coworker support moderates the effect of customer incivility on job stress.

Studies in the literature have established negative correlations between CWS and TI among hotel employees
(Karatepe, 2012; Lee et al., 2021). Accordingly, as the level of CWS increases for hotel employees, the level of
TI decreases. Therefore, CWS may also have a moderating effect on the factors that create TI. Given this
situation, we formulated the following hypotheses:

Hypothesis 9: Coworker support moderates the effect of customer incivility on turnover intention.

Hypothesis 10: Coworker support moderates the effect of job stress on turnover intention.

Co-Worker
Support

Perceived
Supervisor
Support

Figure 1. Research Model

3. Method
3.1. Research context

The study employed a quantitative research method to achieve its objectives. The survey technique was
utilised to assess the proposed research model (Figure 1), as it corresponded with the research objectives.

3.2. Research Instrument

The model variables were determined after a thorough examination of the literature. Five-point Likert scales
were used to evaluate these variables. The scale items in the research questionnaire were first produced in
English and then translated into Turkish. Three language specialists performed a back-translation procedure
using Brislin's (1976) methodology to guarantee linguistic accuracy. This study made use of Martin and Hine's
(2005) customer incivility scale. The job stress scale, created by House and Rizzo (1972), was used to measure
workplace stress. Mobley et al. (1978) developed a scale to measure turnover intention. Rhoades et al. (2001)
provided a measure for evaluating supervisor support, and Susskind et al. (2003) produced a scale for
evaluating coworker support.

3.3. Sample Selection and Data Collection

This study focused on employees working in five-star hotels in Antalya, a city renowned for hosting the
highest number of five-star resort hotels and attracting the largest number of tourists in Tiirkiye. Academic
research frequently emphasizes that resort hotel employees are particularly susceptible to turnover intentions
due to occupational stress. Antalya was selected as the research setting because its resort hotels provided a
suitable context for analyzing the study variables. The research population included employees from five-star
resort hotels in the region.

The sample consisted of F&B and front office staff from 22 five-star hotels that participated in the research. In
the final week of September 2024, 56 hotel employees from five properties completed five-minute surveys as
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part of a pilot study. Preliminary analyses demonstrated the reliability of the instruments, with all scales
exhibiting Cronbach's alpha values exceeding 0.70 (Nunnally, 1978). Data were gathered between October 15
and November 30, 2024, via in-person interviews conducted using a convenience sampling method. Following
the exclusion of incomplete or erroneous responses, 397 out of 456 survey forms were included in the analysis.
Among the respondents, 68% were male (n = 270). Most participants were aged between 16 and 35 (n = 294).
In terms of monthly income, 43.1% earned between 20.000 and 25.000 TL. Approximately 50% of the
participants (n = 181) had 1-10 years of experience in the sector. Furthermore, 81.4% (n = 323) worked in F&B
departments, while 18.6% (n = 74) were employed in front office positions.

3.4. Data Analysis

SPSS was used to analyze the data. Afterward, the data's normality distributions showed kurtosis and
skewness values within the +2 range. Kline (2011) states that this result indicates a normal distribution of the
dataset. To investigate moderators and mediators, we tested the model using AMOS.

4. Results
4.1. Model Fit Analysis

Confirmatory Factor Analysis confirmed the model's study hypotheses validity. According to structural
equation modelling (SEM) in Table 1 demonstrates a reasonably good fit (x2 = 411.844, df = 142, x2/df =2.900,
NFI = 0.90, IFI = 0.93, RMSEA = 0.069, CFI = Each construct's CA and CR exceeded Anderson and Gerbing's
1988 requirements. The lowest CA was 0.743 and CR 0.83-0.93. Statistics prove measuring tools' reliability.
Convergent validity was assessed using Fornell and Larcker (1981)'s factor loading and AVE values for each
construct. The lowest factor loading was 0.648, while all constructs had AVEs above 0.50. The evaluation of
discriminant validity was based on three key benchmarks (Hair et al., 2019). Table 2 reveals each component's
correlation was below the AVE square root. Data demonstrate discriminant validity (Tabachnick & Fidell,
2013).

Table 1. SEM Results of the Research Model

Factors / Items Standard t-value R
loadings CR AVE CA
Factor CI: Customer Incivility 0.83 0.50 0.743
CI1 0.662 0.438
CI2 0.707 7.77* 0.499
CI3 0.785 8.52* 0.616
Cl4 0.728 8.29* 0.529
CI5 0.648 7.04* 0.419
Factor JS: Job Stress 0.87 0.63 0.804
JS1 0.841 0.707
JS2 0.759 11.92* 0.576
JS3 0.792 12.44* 0.627
]S4 0.786 14.80* 0.617
Factor TI: Turnover Intention 0.90 0.75 0.841
TI1 0.865 0.748
TI2 0.873 16.67* 0.762
TI3 0.876 16.09* 0.767
Factor PSS: Perceived Supervisor Support 0.93 0.79 0.912
PSS1 0.846 0.715
PSS2 0.892 18.48* 0.795
PSS3 0916 19.40* 0.839
PSS4 (R) 0.905 18.85* 0.819
Factor CWS: Coworker Support 0.93 0.82 0.891
CWSsS1 0.892 0.795
CWS2 0.908 19.62* 0.824
CWS3 0.920 20.10* 0.846

*p <.001

Table 2. Result of Discriminant Validity
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Factor MSV ASV 1 2 3 4 5
1.CI 0.243 0.105 0.7072

2.JS 0.603 0.265 0.463 0.7942

3.TI 0.603 0.262 0.401 0.777 0.866°

4.PSS 0.262 0.157 -0.113 -0.376 -0.512 0.8892

5.CWS 0.212 0.077 0.078 -0.267 -0.146 0.460 0.9052

“The square root of the AVE.
4.2. Hypothesis Tests

SEM analysis (Figure 3) shows good data fit metrics: x2 = 173.954, df =51, x2/df = 3.411, NFI = 0.90, IFI = 0.93,
RMSEA = 0.078, and CFI = 0.93 The SEM path coefficient shows a substantial impact of CI on JS (H1: =.488,
t=6.282, p<0.001) and TI (H2: 3=.401, t=5.588, p<0.00 Analysis shows a substantial impact of JS on TI (Hs: $=.775,
the=11.942, p<0.001). Consequently, Hi, H2, and Hs were affirmed.

4.3. Indirect Effect Result

To examine whether JS mediates the CI-TI relationship, path analysis with bootstrapping was conducted (refer
to Table 3). The findings of the bootstrap analysis suggest that JS completely mediates this relationship (Ha4:
=0.024, 95% CI [0.261, 0.515], p > 0.05), providing support for Hs. The significant decrease in beta value and
the loss of significance prove that JS has a full mediating effect.

Table 3. Bootstrapped Regression Analysis for Mediating Effect

IS TI
B Confidence Range B Confidence Range
Hypothesis 4 Minimum Maximum Minimum Maximum
CI 0.488* 0.358 0.599 0.401* 0.277 0.508
JS 0.775* 0.689 0.849

Bootstrap indirect effect Cl-JS->TI
B£=0.024, %95 CI [0.261, 0.515]

4.4. Moderator Effect Result

Path analysis showed how PSS moderates CI, JS, and TI relationships in Table 4. Studies indicate that PSS
significantly moderates the link between CI and TI (Hs: =-0.092, 95% CI [-0.188, 0.010], p<0.005). This supports
hypothesis Hs that PSS diminishes CI's positive effect on TI. The effect of CI on T is stronger when hotel staff
have low PSS, but it decreases as PSS increases (Figure 2). PSS has little effect on CI-JS and JS-TI links. Hs and
H7 were not supported (p > 0.05), indicating that PSS does not control these linkages.

Table 4. Results of the Moderation Effects Between Variables (PSS)

Moderator Effect: ]S

B Conf. Interval
Hs Min. Max.
CI 0.33* 0.233 0.425
PSS -0.29* -0.376 -0.199
CI.PSS (Interaction) -0.04Ns -0.148 0.063
R2 0.21

TI

B Conf. Interval
He Min. Max.
CI 0.29* 0.201 0.375
PSS -0.42* -0.500 -0.334
CI.PSS (Interaction) -0.09** -0.188 0.010
R2 0.29

TI
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B Conf. Interval
H> Min. Max.
JS 0.54* 0.458 0.608
PSS -0.28* -0.354 -0.197
JS.PSS (Interaction) 0.04Ns -0.030 0.113
R2 0.46
*p<0.001 **p<0.05
5
4,5 1
4 ]
g 35 1 /‘
.g 3 —Q—LQ\\’PSS
= - HléhPSS
E 250 T -
: 2] )
S L5
5 1 :
= LowClI HighCl

Figure. 2. PSS as a Moderator in CI-TI Relations

Table 5 shows the path analysis results, which examined how CWS moderates CI, ]S, and TI relationships. The
analytical results show that CWS does not significantly moderate CI, ]S, and TI. H8, H9, and H10 were rejected
(p>0.05).

Table 5. Results of the Moderation Effects Between Variables (CWS)

Moderator Effect: JS

B Conf. Interval
Hs Min. Max.
CI 0.39* 0.295 0.468
CWS -0.24* -0.332 -0.141
CIL.CWS (Interaction) 0.06Ns -0.035 0.155
R? 0.19

TI

B Conf. Interval
Ho Min. Max.
CI 0.32* 0.226 0.404
CWS -0.16* -0.262 -0.054
CI.CWS (Interaction) -0.05N8 -0.152 0.055
R? 0.13

TI

B Conf. Interval
Hio Min. Max.
JS 0.63* 0.562 0.695
CWS 0.01Ns -0.081 0.102
JS.CWS (Interaction) 0.04Ns -0.037 0.127
R? 0.39

*p<0.001 **p<0.05
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Turnover

Customer
Incivility

Intention

Figure 3. Results of Path Analysis

5. Discussion

The organizational behaviors of hotel employees, particularly those in the FO and F&B departments, who
interact with consumers in person, were the primary focus of this study. Five-star hotels in Antalya, one of the
most popular tourist destinations in Turkey with the highest concentration of hotel enterprises, are the subject
of the investigation. The study's results offer academics, supervisors, and employees in the tourism and
hospitality sectors both theoretical insights and practical applications.

5.1. Theoretical Implications

It is possible to evaluate the findings obtained within the scope of the research based on the COR theory. First
and foremost, determining the full mediator role of JS between CI and TI, as well as the moderator role of PSS
between CI and TI, makes the research important and unique. Accordingly, an employee who experiences JS
and develops TI behavior in the face of high levels of CI can moderate this behavior thanks to strong PSS. We
can explain this finding with the COR theory. Because one of the focuses of the COR theory is to exert effort
to protect, obtain, and increase the amount of valued resources (Hobfoll, 2001). It is only natural for
supervisors who value human resources to seek support in order to prevent their loss. If they lose this valuable
resource, they may face risks to themselves, the organization, and ultimately the business. This situation can
also lead to the development of a distinct and significant stress factor. Therefore, COR theory can create an
important locus of control for managers in the hospitality sector and academics researching this field.

Another issue we investigated in this study was whether PSS moderated the relationships between CI and JS.
However, the result was not statistically significant. This nonsignificant result suggests that supervisor
support may not absorb the negative stress-inducing effects of customer rudeness under certain conditions.
The COR theory can explain both this finding and the previous one. Because, according to the COR theory,
the effectiveness of a resource in coping with stress may vary depending on the context and may not show
objectivity (Hobfoll et al., 2018). In this context, it is thought that PSS may have been insufficient in moderating
the effect of high-level CI on JS in general.

The rejection of the hypotheses proposing CWS as a moderator was an unexpected outcome for us. In these
hypotheses, we expected CWS to play a moderating role in the relationships between CI and ]S, CI and TI,
and JS and TI, but the results were insignificant. This finding can be interpreted within the framework of the
COR theory. According to this theory, resource loss refers to a situation that is undesirable and can create
stress in organizational terms (Hobfoll, 2001). The COR theory emphasizes the impact of resource loss,
including human resources, in explaining stress and strain within organizational behavior (Halbesleben &
Buckley, 2004). Resort hotel employees, unlike managers, may not perceive their coworkers as contributing to
either resource gain or loss. This could be due to the high turnover rate in resort hotels (Aksu, 2004; Fong et
al., 2018; Ergun et al., 2023) and the constant rotation of coworkers. Applying a similar study to corporate city
hotels rather than resort hotels may reveal a different role for CWS. In other words, the limitations of this
study, the nature of the research, its methodological characteristics, sample size, or the various types of

Isletme Arastirmalar1 Dergisi 2998 Journal of Business Research-Turk



E. Arslan — H. Kendir — H. Ozcelik Bozkurt 17/4 (2025) 2990-3007

support received could explain the insignificant results in some hypotheses. Therefore, future studies should
re-test the COR theory by incorporating a wider range of variables, samples, methods, and contexts.

5.2. Practical Implications

Frontline employees in the service industry often encounter CI (Zhao et al, 2016), which poses a significant
challenge in their professional roles. Such experiences may lead to psychological distress and contribute to
issues like JS and mental fatigue (Han et al., 2016; Chung et al., 2021). These challenges, in turn, can result in
adverse outcomes, such as TI and decisions to leave the profession (Alola et al., 2019; Chung et al., 2021;
Dogantekin et al., 2023). Employees in hotels, particularly in roles like reception and dining services, engage
directly with customers (Kim et al., 2020). Occasionally, hotel employees experience behaviors from customers
that include shouting, harassment, insults, and humiliation (Li et al., 2021; Aydin & Aktuna, 2024). In seasonal
tourism destinations like Antalya (Aksu, 2004), resort hotel employees often resign when faced with negative
circumstances (Ergun et al, 2023). The rising employee turnover presents challenges for resort hotels,
compelling them to recruit staff during peak season, which adversely affects service quality. Furthermore, the
recruitment of new personnel by resort hotels incurs significant adaptation costs for the business (Aksu, 2004;
Streeter et al., 2021). At this stage, the retention of existing staff offers considerable financial benefits to resort
hotels (Williams et al., 1995; Yayla et al., 2021; Streeter et al., 2021). This study demonstrates that elevated
supervisor support significantly reduces the TI of hotel staff facing CI. Hotel managers ought to consider and
implement this significant finding from our study, as it will enhance business outcomes. This represents a
substantial contribution to the hotel industry.

6. Conclusion

The analysis highlights that tests evaluating mediator and moderator effects yield the most meaningful
outcomes. In the context of hotel employees, the connection between CI and TI is notably mediated by JS. The
results indicate that Cl-exposed employees are at greater risk of TI as a consequence of elevated JS levels.
Earlier studies in the hospitality sector (e.g., Tongchaiprasit & Ariyabuddhiphongs, 2016; Fong et al., 2018;
Huang et al., 2018; Kendir & Arslan, 2022) recognized job stress as an intermediary in diverse associations
influencing TI among hotel employees. Building on this information, the present study examines the
mediating role of ]S in the CI-TI relationship, providing valuable insights into the tourism sector. This
investigation adds a novel finding to the existing literature, further enriching the field.

PSS moderates the relationship between CI and TI among hotel employees, representing another significant
finding in this study. Consequently, TI behavior may emerge in a hotel employee who experiences CI. Strong
supervisor support in the hotel industry correlates with a reduction in employee TI behavior. Literature in
business and hospitality suggests that PSS moderates the interactions among various variables and TI, as
demonstrated by studies from Dysvik & Kuvaas (2013), Elci et al. (2018), Srivastava & Agarwal (2020), and
Yucel et al. (2023). Consequently, we hypothesized that PSS might function as a moderator between CI and
TI. This indicates that PSS functions as a moderator in the relationship between CI and TI. This outcome
represents a significant discovery in the hospitality sector and will contribute meaningfully to the literature.
The function of PSS as a moderator in the relationships among various variables and TI is extensively
documented in the literature of both business and hospitality (Dysvik & Kuvaas, 2013; Elci et al., 2018; Ozkoc
et al., 2019; Aktuna & Kiliglar, 2020; Srivastava & Agarwal, 2020; Yucel et al., 2023).

6.1. Limitations and Recommendations for Future Research

The main limitation of this study is its focus on employees exclusively from five-star resort hotels. Staff in
accommodation facilities with different star ratings may have varying perceptions of the variables examined,
such as PSS, JS, and TI. These factors might influence outcomes differently in three- or four-star hotels. To
address this limitation, future studies should include employees from resorts with diverse characteristics. This
would enable comparative analyses and provide a broader understanding of the research topic.

This research is constrained by the limitation that the sample is confined to resort hotels situated in Antalya.
Future research could examine resort hotel employees in additional 3S destinations both within Turkey and
globally, utilizing the variables from this study. Furthermore, a comparative analysis with our research data
will be established, contributing significantly to the existing literature.
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Future studies could consider using qualitative or mixed methods to explore the views of both employees and
managers. We suggest that the hospitality field would gain valuable insights from more in-depth
investigations and assessments of related subjects.

6.2. Ethical Background

The study was conducted in accordance with the ethical research principles established by the Social and
Human Sciences Ethics Council of Tokat Gaziosmanpasa University, and ethical approval was obtained from
the same committee (approval date: 10.09.2024 - approval number: 14.03.).
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