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The Effects of Hotel Employees’ Mindfulness on Job Engagement, Job

Burnout, Customer Orientation and Turnover Intention

Hong—Ju Moon

Department of Business Administration

The Graduate School of Pukyoung National University

Abstract

Against the backdrop of the present—day situations where human
resource management 1S becoming critical in the hospitality industry,
this study was conducted to help human resource management of
hotel employees by examining the interrelationship among mindfulness,
job engagement, job burnout, customer orientation, and turnover
intention of hotel employees.

This survey was conducted from September 1, 2020, to December
31, 2020 in compliance with the quarantine rules given due the
COVID—19 situation. Respondents were selected for employees of
luxury hotels and resorts in Busan, Ulsan, and Gyeongsangnam—do as
a convenience sampling method.

Out of the 450 questionnaires distributed, 420 were returned, and
385 were used for the final empirical study, excluding 35 with

insufficient responses.



A frequency analysis was performed for general characterization of
the samples; SPSS 25.0 statistical packages were used, and the
structural equation model was applied to verify the hypotheses of this
study. Results revealed the following: First, mindfulness was found to
have a positive effect on job engagement, and thus, H1 was accepted.
Second, it was found that mindfulness had a negative effect on job
burnout, and thus, H2 was accepted. Third, job engagement was found
to have a positive effect on customer orientation, and thus, H3 was
accepted. Fourth, job engagement was found to have a negative effect
on turnover intention, and thus, H4 was accepted. Fifth, it was found
that job burnout did not have a negative effect on customer
orientation, and thus, H5 was rejected. However, it was found that
the relationship between job burnout and customer orientation was
significantly dependent upon gender, as men were significantly
affected while women were not. Finally, it was found that job burnout
had a positive effect on turnover intention, and thus, H6 was
accepted. The theoretical and practical implications related to the

results of this study were presented.

Keywords: Mindfulness, Job Engagement, Job Burnout,

Customer—orientation, Turnover Intention
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667—.772, ©]Z 9]

#3181}, Cronbach’s a
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<I 4-9> /\]g/\ %4

A
LSS ZAem g 3 Cronbach' «
A
2ol ujgk Aol Wegks u), Bl ol ATHMFI) 608
Akshd 2 gAo] UR A4 24 8w 57} QIchMF) 672
ESAIFY] | gAe Re Bed gsid A4 mAE 497 BrHME3) 760 859
2HS Eofua)A] B33 A% AEGTHMEL) 682
ke o] tigk 44 32 379 Ao B 9l w7} BrHMES) 662
W ol AAS heths AL g e S| U2 o)keh] ER0l
A(Lyl—o] E\;]. MF -628
ol Azo} ZAo] WoE W, &4 Fa A Zop Enele wr} @ 703
(MF7) .
HH] [ gt ol A7t 38 724 S 2 o Ao g8 2ol Anss 497} -
28| 290F) 753 871
ol A4S =7 w, Ut FAME ehEE oleha Aaels Aol it 797
(MF9) -
(Lﬁuiigoﬂﬂl U7k old Ag deE chEAn wehs 4971 B 76 017
= a7kt U] 7R WelE 2 dopkE A RaTHMFIL) 704
Huj Lk o =70} o] FololA e 4 QlrhMF12) 757
AR | gAY S dAS AR o= AR ARle] Al AZAE g % 650 852
oA RETHMFI3) -
L 717 Ui7b shekes o] FololA] & & gl w7} mn} MF14) 661
L= g7t & Qe Al gjst 2975 Glo] ek AR daks 497} B 557
(MF15)
oltit} BAS FoleA et e 97 457} BrhOMF16) 634
ERRES Eﬁﬁ?ﬁ olob] & ), AlISo] Ui & o Fuk o] wFE A9t B 645 891
& 714 AL Qo NS %) o FTHMFIR) 648
&L AF)E 7L TVE HE & go|dEAE do] ud uyt B} 539
(MF19) -
U= 48 A 7] 948 IR 644
AL | U 94 23 9% $HATHIE) 675 804
U= %4 99 @ qw Pu7S 27It(IES) 642
U= 992 olgled A4S A7 =7lo|ch(EE]) 746
Au g e e %X_dfl AR AT (EE2) 743 e
Lhe opld] dofut 28 Alzhu & 9 28S m7Ith(EE) 695
U 22 o ez glojA] 9 w JCHEE4) 688
= 322 AAI9lel A A8k digith(Co 667
the 220] A3 FAlo e 2 ofafat %h Ao]th(C02) 772
AN | e 1A &F ARl dfg) W hsahs Holth(C03) 689 878
U 228 d¥a) vEEn wdach(cos) 717
U= vE 179 242 2230 Ak 9THC5) 716
ke oA s E% Azkekn rh(TIl) 660
O AL | updolE Ao A& IwHE Ao|TH(TI2) 71 808
A9 A4S ey e wvle] Badh 2B A RTHTI3) 605
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thgomt PANE tE Bede 1Fa) sl Hax oy
4g AAseh Te BAIYAA rhe A A 2919 57
GEQ Ui AA W) Foel R Qo] dofa AT FAE AL

7} B 7t tgE A B A5 (squared multiple correlations: SMC, R?)¢] 7]
FA(z.4)0l B mAE 2812 vERY 2HAEE T A 2FelE 2R
S A A¥, =EFE RE9 AR A «*=853.843(df=497,
p=.000), CMIN/df=1.718,  CFI=.946, GFI=.884, TLI=.939,
RMSEA=.043% YElRtth 0|3 H3= A 4= Hair et al.(2006)°] A

S
AlE 7lEs sk ZleR fddn. JFErdds dser] As =

)

Aol st 20 A=l 5 o], JIdAE] = (composite reliability:
CR)E .7 o], HHFEAE%k(average variance extracted: AVE)-2
1 &l tH(Hair et al., 2006). <3 4-3>°] A
AlE AR Al v Y] B55F QA A FL 664—.8400]aL
WARSFELS 687-.8452 YEIY BT 7]EX(=2.5)S 23385 A
Ao S wpgA7lo] 852—.8769] AUFEL 794-.9372 7]

TA(=.7) ooz uUEEy. HaZAAFEHUE e v Aol

H
3
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<X 4-3> A Q31
EE ZA B T =%k CR AVE
MF1 709 -
MF2 731 13651
EERED MF3 815 15,1817 874 583
MF4 808 14.603”
MF5 715 12,784
MF6 720 -
MF7 764 13.273"
g MF8 839 14.208” 872 578
MF9 739 15537
MF10 689 12.612”
MF11 77 -
- MF12 840 14.924ff - 510
v MF13 710 16.070° ' '
MF14 757 13571
MF15 664 -
MF16 694 11570
FoA% MF17 703 11.697" 852 535
MF18 735 12.115"
MF19 671 11.144™
JE1 711 ~
Ango| JE2 774 13,948 844 644
JE3 746 13547
EE1 828 -
e EE2 796 15.327ff‘ - 626
e EE3 774 14.897" ' '
EE4 756 15.930"
Co1 734 -
CO2 845 15.928"
ARG Co3 750 14,162 937 750
CO4 768 145127
CO5 755 14.270"
TI1 789 -
oA TI2 828 14,723 794 564
TI3 687 12.836™

17=853.843(df=497, p<.01), CMIN/df=1.718, CFI=.946, GFI=.884, TLI=.939, RMSEA=.043

Note: p<.05, "p<.01, CR=Composite reliability, AVE=Average variance extracted
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ZH(AVE) 9] A

3l oF

N
i

<

il

A

4—4>09

<X

R8s

3o} (Bae, 2017; Fornell & Locker, 1981).

g sl

6055t A YEe} sHEE

< .7510]7] djZol

oA o) o] AVE Al

=
—
=)
BN
%mﬁu?
S R | M| R |«
) | s
S
MWRUOOOO
2 = | S RS
3 R RCARS
%
~ Sl 2 5|g3 |
I A -
jox b o~ | &
> =
N RS Rl SR SR el B s
o P ol
TR O
R e | R | B |
TofRe | B | K | R o) s
_/TmMmuT - | || RO =)
RN H O | N
— |3 < | B

AVES] AlF

o
T

Note: "p<.05, “p<.01, thZtAle] F22 3k
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A 34 7MRFT

=

-

e

=

2
N

T2
I A e AFE B, «*=257.027(df=138, p=.000), CMIN/df=1.863,
CFI=.965, GFI=.934, TLI=.957, RMSEA=.0472 uYElgt} ago=z

Aokl

1

Pae A3 8 FEREARYS AAs 2o

v

g mgo] AA volge] tAHor & FIfsh= oRE B F
2AtH(Bagozzi & Yi, 1988).

TMEAE Ade < 4-5>0 vEhd AR AR, a4 54
ool H(+)9] FF= FIAE AoE vEt HIS AYHAT(B=.245,

p<.01). &4, w52 AF ool H(-)9 dF< mA= Aoz 4y

l

u
i
an
\)
rlr
)
S}
i
2
N
w
I

|
—
o
o
A
2
—
S,
X,
N
-
e
o
rlr
K
1%
X
o%
o,

p<.01). YA, ARl olgelme] B(-)] FF2 vA= Ao 1t
) Hat AEHLATHB==.180, p<.01). BAA, AF2de 17
Aol B(-)e] P& MAA R Aoz et HsE /17EAHE

=—.006, p>.05). PP o R HF-AZ2 oA oo AH(+)e] &S M

b

o

A= Aoz Yehy H62 AEE Aoz YT (B3=.529, p<.01).
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<# 4-5> 7MdzS st

M 32 vl Il B T S -
HL |kt~ ARe 332 088 245 | 3794" | A9
2 | e - A% | =513 | 106 | -316 | -4.824" | AP
H3 | A%de - aAXEY | 430 051 597 | 84217 | A9
He | ARG - olgdw | =232 | 079 | -180 | 29277 | A
05 | A%a0 - 28X | -004 | 035 | -006 | -l01 | 7%
Ho | A%2d - oddE | 568 | 069 | 529 | 8.308" | A

¥=257.027(df=138, p<.01), CMIN/df=1.863, CFI=965, GFI=934, TLI=.957, RMSEA=047

Note: p<.05, "p<.01
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A4A ZAEY AF

23l B A2k R (unconstrainded model) ¥} Al ¢F 52 (constrainded model)
= AR S RS FEAF(A AF4De) 1o
AZE Qe wel gepxivke Aol el Aloks oA e Aol Hl Aok
Rdol, Fd s Tdat=F AlkS §F Zlo] Afreojn

HIA F R A AL 25k} A GFREAA AL yPghe] Aol EUE
ZAEHRE HAS5T 5 JH(EFE, 2017). ¥*Zol7t F9A8(Ax*=3.849]
2, df=1)old F e Fhol| Zpol7} des onsiH, Aol =dg a7t
Arkar s g du HAfRES] A XgE HW, g
?=468.615(df=282, p<.01), CMIN/df=1.662, CFI=.946, GFI=.887,
TLI=.934, RMSEA=.0422 1}E}%k

EAA <3 4-6>9] Yehd AAH AFE — XY I
HAHS) ok AFA — o)A oo FFAA(HE)A HE dd 1+ 4
o g A gkl Apole SAHCE Foft Ao yerwth A4
o® BHW WA AL - uAXGFHAAM Y] FRAGTE —.1659]
AL tEES -2.007(p<.05)2A F3ta, Ao HEAGF= 13893 tak
& 1.630(p>.05) 22 fFolatA] @t} o= A A Jd BA A A5
A gobA 714 E A=, A= o
do] AFe FYsta A A9e FolstA Z7] Wi Aew & F

Aok A, AT - olF oo FAe] FRAGE 610013l tik

0

a7 — aAAGYS] ARt fol

¢



6.380(p<.01)o. A 2lsfaL, Aol AERAGTE 4910l tHk
5.517(p<0DEA RS ¥ A9 mE folsht wye] oyuct 3
2A%F7 fo18 w7 veht gl olgol us JiHoE 4Rad

o] ¥& A% AT FsAol ¥ee & 5 Ak

<% 4-6> 2449 AT

&4 W] v | A

2( Af= 20 16—
B 7k B | rd=282) | (r=283)

7Hd e A=)

HI| ks34 — A%< | 204 31347 230 2.426° 468.615 468.950 .33

H2| 287 — A%ad | —498 | -4.8627 | —.179=2.065" | 468.615 471.794 3.179

H3| A%de — 3448y | 580 | 6.080" 624 5.830% | 468.615 468.752 137

Hi| AF49] — odo% | —104 | -1240 | -.230 —2.624" | 468.615 469.700 1.085

Ho | A%2r — 3A4A%Y | 165 | —2.007 138 1.630 468.615 475.099 6.484°

Ho | A%2d — ofdd% | 610 | 6.3807 A91) 55177 | 468.615 472.897 4,282

1'=468.615(d=282, p<.01), CMIN/df=1.662, CFI=.946, GF1=.887, TLI=.934, RMSEA=.042

Note: "p<.05, “p<.01
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=31
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=
D
o
o8]
8
=
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e

Auk31 9l th(Preacher, Rucker, Hayes, 2013).

A4, < 5-7>0 Uehd AAE AA, A5 vt dS
A& 2ol FAAA w7 RS st AR YEETHb=.111,
p<.05). Wk o]l AAXZol A FaFS AL Jrh(b=.232,
p<.01). wetA AFLDeo|= vt AR FE 7o AAE FEH
(partial—mediation) 3= Ao = YERT. 54, AFEos vl 71
ojx e w=  rol #AAME {7 Wi EE Sar Ytk (b=-.052,
p<.05). 13 "FAAL ojHYgEe) AHAI JIFE vAE o=
et (b=-.292, p<.01), AF L= FEw7ie &35 yehda Ao
A, AR w343 oA o 1He AN wigES k=
Ao w Yepgth(b=-.245, p<.01). kxS oA oo AF Al
&S mAE Aoz el (b=-.292, p<.01). W&t FAFEALL vk
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AR} o] F % 7o BAE BB st Ao R vebgth uA, AF
2 vk AR ghe] BAA FofstAl wilskA BE A
019, p>.05). o] A 7MAZ Aol AFEA3

Gl

— A GRRAL FoEH e Zow Uehgy] HEd )

R EEe) 95% Confidence interval

R} 8= P Lower Upper
A

bounds bounds
Fadt PR - A 325 180 506
A3 a} 537 — IAGA 2305+ 104 A08
WAES | PR - AREY > ARy | s 021 236
Fadt P = o= —.589 -.833 -.361
A g3} A7 — oA — 292+ -511 -.092
W | Y o A¥EY S ojgdE | —en | 188 | -005
Zav oS — A3 325w+ 180 506
AME} A — 1A 23 104 408
TEY | =237 = ey - 383y -.019 =079 021
g3 A7 — o] A — 580k -.833 -.361
AR g3} A7 — o] — 292 -511 -.092
ARt | vedd o AR o omdE | -5 | -3 | -an

Note: p<.05, “p<.01
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