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The Effects of Workplace Incivility on Job Burnout
and Turnover Intention in Foodservice Industry:

Focused on Vietnamese Students in Korea

LE THI OANH

Department of Business Administration

The Graudate School of Pukyong National University

Abstract

The food service industry was recognized worldwide as a major
contributor to the tourism industry. Over time, the rudeness of bosses,
co-workers and customers continues to be a serious problem known to
be costly to the organization and negatively affect the health and
organizational continuity of its employees. In the 2Ist century,
increasing rudeness in the workplace has had a negative impact on
both the sustainability of employees and organizations. Academic
researchers, and policy institutions have continued to pay attention to
the impact of rude experiences in food service companies on employee
well-being. However, there were very few studies that empirically
analyzed the relationships between the rudeness of superiors and
colleagues perceived by food service employees on emotional exhaustion

and turnover intention.



In fact, because of paying their tuition and living expenses, most of
the international students do part-time jobs such as working in
restaurants, being language teachers, interpreters, translators, and doing
part-time office workers. Due to the fierce competition in the food
service industry, employees not only have to hide their negative
emotions from customers and express them mainly with positive
emotions In response to the organizational rule request to provide
quality service but also have experienced many times rudeness from
managers, co-workers. Due to this rude experience, workers in the
service industry lose their psychological, emotional, and mental
resources, and often fall into a situation of tension and fatigue in order
to reduce the continuous emotional loss. In addition, as a result of such

negative behavior, it has a negative effect on turnover intention.

Therefore, the purpose of this study was to investigate the effect of
rudeness of superiors and colleagues on emotional exhaustion and
turnover intention within a food service industry. The population of this
study was to analyze how rudeness within the organization affects
turnover iIntention through emotional exhaustion among Vietnamese
students who have been working for more than 6 months as employees
at restaurants representing catering companies. For the empirical
analysis, a total of 195 valid samples collected from restaurant workers
in Busan were used for the analysis. To analyze the survey results,
frequency analysis, reliability analysis, and exploratory factor analysis
were performed using the SPSS 26.0 package program. According to

the results of the study, disrespect of superiors within the organization

_Vi_



had a significant positive (+) effect on emotional exhaustion, but
disrespect of colleagues within the organization was also found to have
a significant positive (+) effect on emotional exhaustion. Also, emotional
exhaustion was found to have a significant positive (+) effect on
turnover intention. Based on these research results, in order to reduce
the emotional exhaustion of negative factors and increase corporate
performance, we suggest the academic and practical implications of
establishing countermeasures and institutional support measures that can
minimize the experience of rudeness within the organization of workers,

and follow-up research has been suggested.

Key words: Superior incivility, Co-worker incivility, Job burnout,

Turnover intention
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KHAO SAT VE CAC VAN DE PHAT SINH TRONG NGANH CONG
NGHIEP AM THUC

Kinh chao quy vi!

Loi dau tién xin gii dén loi cam on sau sic dén cac ban di danh thsi gian
quy bau caa minh dé tham gia khao sat.

Cau hoi khao sat s& giup cho cac ban co cai nhin o hon ve hanh vi, thai do,
nhan thic lien quan dén cong viec part-time cua cac ban du hoc sinh Viet Nam
hien dang lam viec tai cac Nha hang/ Quan dn tai Han Qusc

Ching tol xin cam doan ring noi thong tin tra 15 cua cac ban s& dugc bao
mat an toan, ngoai myc dich thu thap di lieu dé nghién ciu sé khong ding
cho bat ki myc dich nao khac.

Cau tra loi thanh that cua cac ban s& rat quan trong trong viéc phan tich dit liéu
trong qua trinh nghién ctu. Mot Ian nffa chung toi xin chan thanh cam on sg
hgp tac cua tat ca cac ban.

202 e o
Thang 7 nam 2021
Nghién ciu sinh: LE THI OANH - Chuong trinh Thac Sy - Truong PH Quéc Gia
Pukyong
Gigo st huong dan: A+ -Khoa Quan Tri Kinh Doanh - Trusng DH Quéc Gia
Pukyong

[. Sau day la cau hoi lién quan dén trai nghiém khiém nha t¢ chu



tai noi lam viéc. Vui long hiay danh ddu ( v ) vao 6 trong theo

tung miic do ma ban dong y.

khong?

Hoan | Rat . A Rat

Trai nghiem khiém nha tit cha toan | hiém ;;2 121}1 T)“(huuqrrllg thuong

khong | khi | O8] XWEN | vuven
1. Trong khi lam viec chi c6 hay coi thugng ban khong? ) @ 6) @ ®
D. Trong khi lam viec cha co hay to tiéng vai ban khong? ) @ 6) @ ®
3. Trong khi 1a viec cha c6 hay d6i xi tho 16 véi ban khong? D @ ©) @ ®
4. Trong khi lam viéc cha co hay lam ti trang cta ban xdu di D ) 9 @ ®

II. Sau day la cau hoi lien quan dén trai nghiém khiém nha tie cac dong nghiép nai
ban lam viec. Vui long hay danh ddu tich vao o tréng theo ting mic do ma

ban dong v.
Hoan | Rt ! . Rat
Trai nghiem khiém nhi ti dbng nghiép toan | hiém Thl,nh "[huOAmg thuong
- . |thoang | xuyén .
khong | khi Xuyén
1. Trong khi 1am viec ban c6 hay bi dong nghiép coi thiong @ ) 3 @ ®
khong?
A Trong khi lam viec dbng nghiép co hay to tiéng lai v6i ban D ® 3 @ 5
khong?
3. Trong khi lam viec dong nghiép co hay doi xt mot cach tho
& vai ban khong? O @ Q 2 ©
4. Trong khi lam viec dong nghiép co hay lam cho tam trang D ) 3 @ ®

ban xdu di khong?




. Sau day la cau hoi lien quan dén can kiét cam xuc trong cong viec. Vui long
hay danh ddu tich vao mic do ma ban dong y. ( Can kiet cam xac 1a mot
trieu ching tam Iy lien quan dén tinh trang cing thang qua moic do méi quan

he gitfa con ngudi véi con ngudi tai noi lam viéc.)

Hoan | Nhin Nhin
Can Kiet cam xéc Toan |chung 13| Binh Chunl |Rat hay
At Gl St khong | khong | thuong i %Aanhu vay
nhi vay|nhu vay Y
1. Toi cam thdy can kiet cam xac vi cong viec @ @ ©) @ ®
D. Toi cam thdy hoan toan can kiat sic lyc khi tan lam O | @ @ @® | ®
SémTﬁi cam thdy met moi khi chi nghi dén viec thic day roi di @ ) 3 @ ®
4. Cong viec lam hang ngay lam toi thay cing thing Ol Q||| ®| ©®
b. Khi tién hanh cong viec dugc giao toi cam thdy hoan toan bi
lqét Sﬁce dl [0) g € (o] gl (0) ay dl dl 1 @ @ ® @ @

IV. Sau day la cau hei lien quan dén y dinh chuyén viec lam. Vui long chon vao

O trong mic do ma ban dong y.

Hoan | Nhin Nhin
Toan |chung 13| Bimh Chunl ,|Rat hay
Y dinh chuyén viec khong | khong | thuong [~ 8 Hlnny vay
- - co nhu
nhu vay[nhu vay| N
vay
1. Toi dang tim ndi lam viec mai @ @ 6) @ ®
D. Toi thinh thoang nghi dén viec chuyén viec o) @ 6) @ ®
B. Nim t6i toi s& nght cong viec hien tai dang lam @ @ 6) @ ®
4. Toi khong lo l3ng 13m ve viec nghi viec ¢ chd lam hien tai @ @ 6) @ ®




V. Dusi day la cau hei lien quan deén hang myc thong tin ca nhan. Vui long danh
ddu vao s§ phu hgp lien quan dén ca nhan tham gia khao sat.

1. Gi¢i tinh (D Nam @ Nit

2. Do tuoi s Tudi

@ Pang hoc/ tot nghiep @ Dang hoc/ Tst

@ et nghiep cap ba Cao Ding nghiep Dai hoc)

3. Trinh d 06 hoc van
@ Dang hoc/ Tot nghiep Cao Hoc

4. Tinh trang hon

. @ Chua k&t hon @ i ket hon ® Khac
nhan

5. Thei gian lam viéc

tai Nha hang/ Quén an N

Xin chan thanh cam on quy vi @4 tham gia khao sat!
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