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DA Rk 5y T2 B K /g - Jaramillos (2006) &Hxf Ak 4s & A R EIHF AR, 4
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l
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EEER, RizzoMMilesSs Ak % [ N 223 (MW FER ], At s DA AR e 54

13
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K& — RIS LRI
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121 TS
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GreenglassfiBurke (1980) —ZUAN TAEMEBA =ABEL, HAR 73 HARAHAH R,
SRR . 55 5B40. Cherniss (1980) 7EWFFTE F A& —MK R TIHEH, & TH
€ T P A 0 A S AN I AR 2 R OBl B 3 T ) 7 v R (Y — A i
fE. Etzion (1981) i\, A LTAEMHREAN TIELRETZIERKEN—DMUER, NIJT
26 LA DA CARAT AP AEROR AL, BRGNS LI IR, DL T8 3
TR FERE T, R RINRBIE S ist, TE285Es, 1 HAX b A0 ARk
FE I ARG DL BRI S SR R AR LA s B R SR Rk e U, BT LABR
RN LIRS B E Lo

MEFIRE, ARG BN AT B LR B 8 E X2 HiMaslach%s (1981) F: T HURFE
JE R 25 B R S E e “ ARG B TRAE LIRSS N DRSS I RE AT v, AR S%
N AR TP AL 0 — PO RAEIR, AR EEAE 7 U =AT7H, o4

v BN, SO R Herh, X EANTTIHEE e SRR R LA
RoT— ik I REs, R AE, TCIEAER — R TARRPRES: RARE, R RATA
NUAVRE . Tt 77 20ns 45 Jol [ 0 [ g DA B IR 95 5 R, AT I 2t BTG & 2 R A5 155 1L
RSOt g2 i A AN NAE TAE s Z 50 B CRIAR], B RIS AT B LU, 83
H O EUN, EEEAE O LTEAHRT, #mmi TREGERE. BEAKRE
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(1) AR

TAEfS B — 2 7 AR Bl i) AR b 5 52 X 23 A TR O 45 R . Maslach
(1982) K LAEME BRI AR BRI AR TAEMMA R R S AR E=AT7
I8

QXN

] P 272 5 B (2007 )W\ TR A R 3R B 8 0 LA s 2 S 38 5 35 T30 1 ] - Zellars
(2001) WEFLAFH, MARFELE AARR BT A 1 AR B APEARE . A A,
X = AR G TAEHE 8 B RS2, Chang (20000 #8H, TAEMEES FUMAIA
PER R IEAHIR K R o Weisberg T-19994EH2 Y, AR E2 NI HRAS AT B2 1 EE TARAR A

SENE UL, AR 0 SR A D1 R R B B 9 Bk

gy

AR 01 TR 5 7 AR )
IR AR MM LA S ROAT R AR 2 TS, AT REZHER, HATEARAL
X ULA A B R 538 BakkerfE20024F 2 B oA, MmN AR A5 2 10 B AT
REPEAT ARAR K HIFEMT, Horh Lotk TARE b AR TARE A 5 M Ils 2 m oL, =
BUTARE W LA TAREER G A TR, EAU AR, AEmK T
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(2) ZRA&E

A TA NATRAATE TAERE BRI, AR — RIS, XA 250
F R TANB LIRS 5 TESE, ENSHHAR AR B, —es
FEMTTTHRIT VIRANFIBEFE, HERIY T FAR A TR AR R Al R A RIS o
Cordes (1993) #5tH, 468 LA AW AL P TAEsk = AAF 0I5, (H2 NAR/ALE
JSHH R B TARARSS, I R Tl AR RGO B, SBUSSIE, #5518 TAERCE
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(2) Pk RIE 8
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Demerouti % A\ (2000) A7 [ BLE AR A% K2 i 44 gl 1 BE AR I TAR G R 10 &
(OLBD), %% EEAHE | ANYERE: B Mg TAE. Bikm s, #esme Oy
FERIR ST FEIEAARIE T B TARYERE 216 72 T B BT RERIN TARBRaE, X 5
TILAFh T EE 2R H AR TARAR OGN 2 LR AR BB S EE AR AL T — M G
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(4) S-MBMLfEfERER

Shirom5Melamed (2003) i# it iff 755 HiS-MBM &% . A1 LAHobfull B4 t 1 %
JRARAF 2L (Conservation of Resources, COR) JAy#g LA, A A6 T TAEH S AHC

A

VLA NIIRS 0465, WS 0 T E B il B0 1 SR A R B R 2 2 e I

n

ANBEAT BIAH N (0 IR B I, 8 o P AR R AT 28, #Em 518 TAEE /1. 4
RATKIAET B S BIRHFERE LT, Sianl RIE%E, B TIESRRIR
A, HrhBEA SATT I BT BN, W SR RIS 4 R, B EIE A FKE Y
PRARAEZE. Shirom (2003) #E—2L45H, Maslachfirse X TAEHE B ER T, =4EEH
HERAEX VAR FRAE, H2& =AY HEEE BRI ER ), Hh, 1§
GraEvl ] DAl 2 R EYERE, RIS I AN R, HE AN HE T Bt 7, %
NVEAG SR 2 T H S RO TAE R S — R 7 2, ol B R 2 15 25 i i 45
(5) HEPNESER

FEAKE (2008) FHT R EAE GG, JFA L T IA R E Al 5 A e
EHO s S ER (CMBD . ZKERETFIEHFL, XORE R SCRREET I 82, @i
ZRgmtY, SERCT R EAR S H @B E R g RS, WERBEATE T, A
ZIN. S TR BERE TAE N 3 =R iR Mp A b 4 BORE A EAT DI, DA S8 4 R AN
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&, A E TR A R TSRS . TAESE U BRI R . 28 &M
CUSA B A AR AT N U R AR, 1 22 2 3 K AR B4 B
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1.3.1 MHAT M

BRSO LREUAT AR, B HIAETE DT BRSOV R A AR TR
T R T TARE R SMUSHIR AR P SR DL b 3 33 e 3 A PR Bt 5 11 FE 9474
(T AT N BB 0i5%5). Kaplan (1975) X 5 THEAT NAIE S Ak 5t TS
TAEZ A RO LG B TARAESS B8 B, HAT AR AR 78 8 s 4
UK 3 ) 2 5 R BRI TR . AE 2734 Kaplaniff 78 346t _E, Robinson#1Bennett itk
BAT R E SCA BT M 5835, AT R TREAT A2 T8 5 DA B AT b 2 2

U2 B DA T A8 o S 2 R B ) P AT N, AR AT xR Bl A 43 rh oAb

M
Ap\=}

S

JRFM B R . S5TL5E (2010) A3 Ak —ANff BEXT AR i b1 MR AT it AT 17T

FFREEHE L, 0 AR TARS P KR AT N ST RAR N B AT N, TRk T 22

Ny AL O THGAT AL SGE — B RAT N, TR 1 2R LU T

IEREA 51 580, ARPRSC. O ER S SRS 200 0 TR IR AT = — %
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G
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AT 2 THREAT NI AL E , S5 RobinsonflBennett 53 THEAT i 5 SL—3L,
BUIN A 51 TR AT Ay Fi DA T el o 2 4 a4 4 F Al 57 A 7 8 s e 4 41
HIREMIAT A, FBRAT Ao R B 08 T AR i i — e ik . AW FEAE %08
SCHFER b, X R TREAT A S E B AU AT O B S I T
R B B2, T HL AT 2 ZH U Aol 03 T A LR TR B 1) A7 THT S
1.3 28T NI S UEZ

P4, TP NEH L P2 A, AMUntt, JRIUEAB 2 ML,
BRUCLAAL, AT R R 2P 2 FE. Hollinger%: (1982) JEF17 41 H HEzhHL
FHRE, B 03 TRRBAT R 5 0 P R ER A P, R R R R DN RAT N Tl
EARFEHL PRI RIE CEAEEEMRS)), JEE R R LRGSR, H
TS T B SR E (= it B PR 2255 ) . Wheeler (1976) MEHLAT
AN K5 SRR AT 204, BT J9 00 P B AT T S . AR
Yo AR T BRENAT A YL BE X 73 P DA 9 =28

VUK ZE4ERE . RobinsonfliBennett (1995) A ——A> N+ EH——RHH L
AR, O TRRPAT A  IE: — R FEREE, TR DA E U (LR
B, Rl 03 AR AR i AN sl A 4 e, BIamR B B, ANt BYE
TAET . B ORAEKMRER A5, ZRMPEPUT . W= BT N2
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21



o A RS, =R NIRRT )y, EERIBHL P G TR FFRFEN
OEERMA S 2T, W, FiEEE, RS, WERBUARMMIT N, 51

Al 5% T E AR Ao lb i) AR SR AN A B AR . B R vk e 4 . B 18 5

ZPRERYEE: Hunt 19964 5 X 1 =H b THEAT Jy, BEE A ME . HET.
ARANAT I CnBeP AT 257055 ) . X3 (2004) AN 53 TBEAT Jm] BRI 7 1
WAFE R, AR RR N R =, 0= BN A 7= B 5 Robinson%E A (1995) 14 & 25 4u),,
A SRVE T ARV I = BRSO 1 T TAR SO TR HIAT N, N BRBSERB AR BLAE N Brok &
JT ) 53 A RAT R, AR R, LIRSS, R (2005) X
AT BT 5T SE AR 1] T SR TR ELREAT O, ok 53 BRI B, 405 AR A = A,
R —EQET2TX T ER.

MR RLERE:  Aquino 5 (1998) %t Robinson 25 A () VU (K 2% 4k B2 %) 73 472 Y o6 38 4
U A TBAT T ANHZAAMEPIAN R AT HE TS BB S, Robinson Al
Bennett (2000) X} H LW 74T 52 B AUE L, K 51 TR BLAT S U 9 o 4H SRR B
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VEM S BRI (s 5, fi . FiR A B4
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BAT NEE R R ZR 2 AR RIS B P T 1HT

OMEHIR

AR R 3R R KA 230 R DT e Al R R, B R R e 2 1 — AN
w, HEEAE=ATH, 2R ANORE. B AERHE, @5l A ADE
MEZANAR R BATRT ST, RIVFER & TR N B E s, o nle i, 4
PERGERBAT . Blasi (19800 AR FEIRIE 1 Al 53 TAMAR B9 NS RHIE 55 H R A2 BT
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A B IEF I Lee MAllen?E 200208 70 & BL, & b TG4 00 5 T.H 3R/ SR
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2.2.2 WEXR R IT

ARSCHF RN TR AR KB — 28R 45 0 TAEM RS, TR R S5
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A Study of the relationship between role pressure and deviant behavior for
the employees in the front line —A case of catering industry

Tian Lai
Graduate School of Sehan University

(Directed by Professor Wei Fuxiang)

(Abstract)

1. Background of topic selection

China began its reform and opening up in 1978. Domestic reform and opening to the
outside world have changed the original economic pattern, and the introduction of market
competition mode has accelerated the rapid development of economy. As China entered the
era of service economy, more service enterprises in the fierce market competition has
realised that because of the invisibility, inseparability, perishable and unstorage features of
service production and consumption, customer perceived service quality to a great extent
comes from the customer real feelings. Therefore, in order to obtain long-term and

differentiated competitive advantages, the service industry with high degree of contact
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should not only attract and retain external customers to obtain revenue, but also pay attention
to the attitude and behavior of front-line employees inside the enterprise. At present, the
working pressure of employees has become a common phenomenon worldwide. As the
international Labour organization (1994) notes: "the world is becoming a tense world". Work
stress can make people anxious, irritable and even life-threatening.

As for the provision of products or services to customers for the service-oriented
enterprises, and the frontline service employees in the enterprise and direct delivery of
products or services, , frontline employees become the key of service-oriented enterprise
core competitive power, as the Sears "employees - the customer - profit" chain model show
that: the employee's attitude determines the customer impression, customer impression
brought benefits for the organization. In China, enterprises like haidilao have successfully
gained unique competitive advantages through the good service of front-line employees. It
can be seen that more service innovation is not from senior managers, but from front-line
service staff. Therefore, the front-line employees of service-oriented enterprises are the key
linkage connecting customers and enterprises, and their service process and results directly
determine the quality of service and the success or failure of enterprise operation. Therefore,
service enterprises are feeling more and more pressure, and problems such as job burnout of

front-line service employees caused by the pressure of employees' roles are becoming more
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and more popular. This not only threatens the physical and mental health of front-line service

employees, but also brings great harm to the future development of enterprises. Therefore,

the relationship between the professional role pressure of front-line employees and job

burnout has begun to receive extensive attention in the industry. Based on this background,

this paper studies the relationship among role pressure, job burnout and deviant behavior of

front-line employees in the catering industry.

2. Research contents

Based on the idea of proposing problems, analyzing problems and solving problems, the

paper arranges the contents as follows:

The introduction. The introduction mainly describes the research background, research

significance, research methods and research framework of this study.

Firstly, the relationship between work-family conflict and family-work conflict and

employee life satisfaction is analyzed, which lays a theoretical foundation for the empirical

research model and research hypothesis of this study. Secondly, research model and research

hypothesis are proposed, and questionnaire survey and data collection are conducted for

employees of the case company. Finally, data analysis and hypothesis verification are carried

out. SPSS software is mainly used to analyze the data and test whether the hypothesis is

established.
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The conclusion and Suggestions of this study are presented, and the shortcomings and
future research directions of this study are put forward.
3. Theoretical basis

Based on the resource conservation theory and the jd-r model, this paper explores the
relationship between role pressure and deviant behavior through job burnout.

(1) resource conservation theory

Hobfoll put forward the theory of resource conservation in 1989, which believed that
people often tried to acquire valuable resources and wanted to preserve them permanently,
and some of them were acquired through hard efforts. However, this is only an ideal state,
people are likely to lose some resources in a certain situation. When people are about to lose
these valuable resources for themselves, they will feel anxious inside, and this kind of
restless psychology will make people feel helpless and even desperate. These psychological
changes are all manifestations of job burnout.
(2) work requirements - resource model

Job requirements-resource theory (JD-R) was developed by Demerouti from job
requirements-control model. He believed that individuals would face different job
characteristics and environments in organizations, and different job characteristics would

have different changes. In JD-R model, work resources and work requirements are
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considered as two major components of work characteristics. Work requirements refer to the

requirements that must be completed by employees in the work, such as physical and

psychological aspects, which can only be completed by continuous efforts, generally

including emotional aspects, workload, role pressure, etc. Work resources are considered to

be related to work and physical, social or organizational resources, generally including social

support, individual autonomy, organizational performance feedback and other resources.

(3) equity theory

Blau put forward the fairness theory of job burnout in 1964. Equity theory is a kind of

relationship of equivalent exchange, which exists not only in market transactions, but also in

work. Horizontally speaking, individuals will compare themselves with their colleagues. If

the contribution of individuals is similar to that of their colleagues, but the return they

receive is not as much as that of their colleagues, they will feel unfair. Vertically speaking,

employees will compare their previous and previous efforts with their returns. If their efforts

are the same or even more than the original, but their returns are less than the original, this

will also lead to the imbalance of employees' individual psychology, which will lead to job

burnout.

(4) match - mismatch theory

Leiter and Maslach put forward a matching mismatch theory in 2001, which believes

53



that when the individual employees themselves do not match the work, job burnout will
occur. To be specific, the theory refers to that: when the work puts forward certain
requirements to employees, such as workload and time limit, if the individual can accept and
complete the work within the specified time with high quality, it indicates that the matching
degree between the individual and the work is relatively high. However, if the work
requirements are beyond the capacity of the individual, for example, in a given period of
time, the employee cannot complete a certain amount of work, or the work does not meet the
requirements, which indicates that the match between the individual and the work is not high,
which is easy to lead to the phenomenon of job burnout.
(5) attribution theory

Attribution theory starting from Moore extension for the work of Maslach burnout
theory, attribution theory is that the main reason for the individual job burnout, is due to the
individual under the influence of environment factors, and by the attitude to the behavior of a
series of reaction, the similar resource conservation theory, the main factors of individuals to
make this a series of reactions is interpersonal and role ambiguity and role conflict and so on.
(6) concept of role pressure

Role stress is often understood as job stress, but these two concepts are closely related

but not the same. As a kind of emotion-oriented pressure, role pressure can be regarded as
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the core variable of occupational pressure, and the main reason for its transference is that
individuals need to play several roles and identities in organizations, thus affecting the
perception of subjective emotions.
(7) dimension of role pressure

In the early 1970s, scholar Rizzo divided role pressure into two dimensions, role
ambiguity and role conflict. Later, Baroudi came to the same conclusion. Since the
mid-1980s, a humber of scholars have proposed three-dimensional concepts, such as Kahn,
Peiro, zhang jianwei, wang xin, etc., who studied the work pressure caused by role
imbalance from the perspective of psychological counseling and divided it into role conflict,
role ambiguity and role load.
(8) antecedent variables and outcome variables of role pressure

(Dantecedent variables of role pressure

Jackson et al. (1985) and he bo (2014) both believe that in order to understand the
impact of individual role pressure in an organization on the organization and others in the
organization, it is necessary to fully understand what the antecedent variables are that affect
individual role pressure in the organization. Many researchers divide the antecedent variables
of role stress into individual factors, organizational factors and social factors.

@ outcome variables of role stress
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After summarizing the research results of domestic and foreign scholars, it is concluded
that the main outcome variables of role pressure are job burnout, job satisfaction, life
satisfaction, organizational commitment, resignation intention, etc.

(9) concept of job burnout

Freudenberger (1974) first put forward the word "burnout”, and defined it in detail and
rich. He points out that burnout is a state of emotional exhaustion that typically occurs
mainly in the workplace. Due to the influence of work itself or the surrounding environment,
too much demand on the personal ability and resources of employees will make individuals
feel emotional exhaustion, exhaustion, and then produce job burnout.

(10) antecedent variables and outcome variables of job burnout

(Dantecedent variable of job burnout

The antecedent variables of job burnout are generally divided into three categories:
individual characteristic variables (including age, gender, personality traits, etc.),
organizational characteristic variables (including organizational support and organizational
fairness, etc.), and job characteristic variables (including job stress and job characteristics,
etc.).

@outcome variables of job burnout

Cordes and Dougherty (1993) pointed out that when individual employees were lack of
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interest in the current work and had to complete the corresponding work, they would get
bored, leading to a decline in work performance. That is to say, job burnout will affect
employees' job performance to some extent. Li yongxin (2005) believes that the higher the
degree of individual employees' job burnout, the stronger the turnover tendency will be.
According to the literature review, the outcome variables of job burnout mainly include job
satisfaction, job performance and turnover intention.
(11) the concept of employee deviant behavior

At present, most scholars agree with the definition proposed by Robinson and Bennett
(1995), that is, the behavior that members in an organization intentionally violate or fight
against the norms of the organization against other members or the organization itself, thus
causing serious damage to the interests of other members in the organization or even the
whole organization.
(12) structural dimensions of employees' deviant behaviors

From the existing studies, the structural dimensions of employee deviant behavior can
be divided into the following three types:

(D four-factor structural dimension: according to the results of multi-dimensional scale
analysis, Robinson and Bennett (1995) divided employees' deviant behavior into four

dimensions based on one dimension of organization and one dimension of severity and one
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dimension of severity. Productive deviant behavior refers to the behavior of employees with
negative influence in the production work, such as being late, leaving early, deliberately
slowing down the work speed, extending their rest time, and wasting the enterprise's working
resources. Second, property type deviant behavior. Property type deviant behavior is more
serious, which involves damaging the interests of the enterprise, such as stealing company
finance, damaging organizational equipment, deducting commissions, etc.; The third is the
personal violation deviant behavior, refers to the individual endangers the physical and
mental health and personal safety of other members of the organization of all kinds of
behavior. Fourth, political deviant behavior, refers to the personal damage to the
organization's internal work environment and working atmosphere and other bad behavior,
such as spreading rumors, reprimanding colleagues, destructive competition;

@ three-factor structural dimension: Hunt (1996) clearly defined three kinds of
employee deviant behaviors, including theft, misbehavior, alcoholism and drug abuse, when
he studied the work behaviors of employees. Under the background of Chinese traditional
culture, scholar liu shanren (2004) divided three types of employee deviant behaviors
according to the different objects of behavior, namely, property deviant behaviors,
production deviant behaviors and interpersonal deviant behaviors

@) two-factor structure dimension: based on Robinson and Bennett's four-factor
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structure dimension, Aquino et al. (1998) simplified it into two categories, namely deviant
behavior at the organizational level and deviant behavior at the interpersonal level.
Subsequently, Robinson and Bennett (2000) reorganized and classified the previously
proposed employee deviance into organizational deviance, that is, deviance that harms the
interests of the organization, such as absenteeism, late arrival, early departure, stealing from
xing wei, and abuse of organizational resources. The other is interpersonal deviance, which
refers to the behavior of damaging the interests of other members in the organization,
including insults and personal attacks

4. Main research conclusions

Through empirical analysis, this study draws the following conclusions:

First, there is a significant positive correlation between the role pressure of front-line
employees in service-oriented enterprises and their deviant behaviors, which is consistent
with the conclusions in literature.

Secondly, role ambiguity and role overload have significant positive correlation with
emotional exhaustion. For front-line service employees, they encounter all kinds of
customers in their daily work, and different types of customers have different requirements
on the service itself. In addition, front-line employees have higher work intensity, so they

will face greater role pressure when dealing with their various roles. In the long run,
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employees keep a low mood at work, resulting in emotional exhaustion.

Thirdly, emotional exhaustion has a significant positive correlation with deviant
behavior. Under the situation of role pressure, the low mood of front-line employees will
lead to emotional exhaustion. In the long run, if the emotions of front-line employees are not
released and adjusted, it is bound to affect the work, which will lead to deviant behaviors of
employees, such as intentionally breaking company rules and regulations, being late, and
breaking relationships with colleagues.

5. Future prospects

Because the corresponding resources of individuals are limited, there are still some
problems in this paper: first, the empirical research adopts questionnaire survey to collect
data, which may lead to the research results being affected by individual cognitive
consistency or social expectation to some extent. Moreover, this paper adopts the self-report
method, and the accuracy of the subjects' choices is easily affected by episodic memory and
grammatical memory.

Secondly, in the questionnaire survey, according to the previous research literature,
considering that the variables involved in this paper are all the psychological and behavioral
responses of front-line employees, which are often not directly observed or perceived by the

supervisors or colleagues, the self-report scale is adopted for data collection. In the process
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of measurement and data processing, although the measurement of different variables in time,

space, psychology and method is adopted to separate and reduce the concerns of employees

when they answer the paper through anonymous measurement, it cannot completely avoid

the error measurement caused by self-assessment.

Third, the scope of this study is mainly concentrated in Tianjin, which may limit the

representativeness of the conclusions of this study. Therefore, in order to verify the accuracy

and universality of the conclusions of this study, and even whether the conclusions are

cross-cultural, the future research samples should be expanded to different regions to cover

more service-oriented front-line employees of large, medium, small and micro service

enterprises, so as to ensure the accuracy of the research conclusions.

Key words: Role Pressure; Job Burnout; Deviant Behavior; Front-line Employees
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