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Abstract

This researcldevelos an understanding of the impact of service sector work on CSR$ us
structural equation modellinghe aim isto determine; (1) the mediation effectsburnout

(i.,e. emotional exhaustion) has on organisational justidenensions (i.e. distributive,
procedural and interactional) and job outcomies. fjob involvement and OCBs); (2) the
moderation effects of a stress mindset on organisational justice and job outcdmaes. T
measurment modelis determined usingconduct exploratory factor analysighich is
executed iNSPSS. Thigprocessreduces organisational justice to @ighensional construct
which refutes the proposition that it isddmensional. The same is true for burnout whe
theorised as a -8imensional construct but is determinéére as 1-dimensional only
composed of emotional exhaustion. Thi®cess exploratory factor analysis is followsd
confirmatory factor analysis in AMOS&imed at determininghe measuremeninodel. The
measurement mode$ treated for common method bias with a common latent factor in
AMOS beforesetting up the structural modgknerating CMBadjusted variables used in
mediation and interactiemoderation testsThere after the structural modehssdeveloped,
allowing mediation and interactiemoderation testso take placeThe Baron and Kenny
(1986) approach is applied for direct effects whilst the bootstrap approach is used for indirect
effects. The Baron and Kenny approach shows weak andigmwificant effects through
emotional exhaustion whilst the bootstrap approach shows otherwise. Thus, emotional
exhaustion mediates the relationship between organisational justice and job outcomes. The
interactionmoderation effects of a stress mindset oyaaisational justice and job outcomes

are tested using the bootstrap approach and confirms the intenactttration effects of a
stress mindset on organisational justice and job outcomes. The results show that in the service
sector organisations in théK need to consider the impact of emotional exhaustion and

CSRs6 stress mindsets to usurp these to thei
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1 Chapter 1: Introduction
1.1 The background to call centrework

There has been an unprecedented grawdall centres in th&Jnited Kingdom(UK) overthe
last three decades in nearly every sector of the ecor(btolyman, 2002 There are an
estimated1l million customer service representatives (SGSRabout3 per cent of the
workforce employed inraund 6,900 call centregn the UK (Unison 2012).A number of
these call centres have between 30@ 700 CSRs workng through the day in shiftwith
mostworking between 700 hrs and 22:00 his the eveninggUnison 2012.

The benefitsfrom call centres enticerganisationsto adapt this phenomenowith the
financial services industry being no except{biiggs, 2004 Kessler, 2002Richardson et al.,
2000. Thesebenefits range from reduced operational costs, provisi@nhanced customer
servicesto revenuegeneration fotheseorganisationgHolman, 2002 There is a perception
thoughthatcal centres ar e 0 @blman,t200Randocd asr vke astast haonp scod
of the twentyfirst century(Fernie and Metcalf, 199Garson, 1998Homans, 1961 These
views arecollaboraed byempirical researcfrom the Banking, Insurance anBinance Union
(BIFU) (1996) suggestinghat call centresare plaguedvith illnesses ranging from voice
loss, hearing difficulties to stress. The Trade Union CoufidilC) (2001) notes that the
health and wellbeing o€SRs is directly linkedto the structue and content of work in call
centres.Therefore, gen these issues anthe contribution tojob creation in-depth research

on CSReffectivenesss necessary

1.2 The perceptions ofwork in UK call centres

Taylor et al. (2002) argue that whilst call centaes viewed by Fernie and Metcalf (1998)

inter alia,as O el pamopticodnt ci s unfair to preswhae t hem
one size fits alJl without analysingindividual circumstancesin their view, Tayloret al.

(2002) believe that workn call centres is not organised in a uniform fashion,i®uather

based on a number of characteristics, sucimasket conditionsthe nature of operationand

the technology being used ihe call centreand thesector in which the call centre is leds

etcetera Holman (208) distinguiskescall centre work based on call leng{th) wherethere

areshortbut intensecalls, thesecall centres araormallyr e f er r ed t o;aad92) 6 s we a i

where calls are much longer and demand a -s&itded workforce. Through thisapproach



Holman (20@) taps into Frenkel et al. (1999work by looking at call centres from a
Oknowlwed@g é pakeyaitrbude

On another level atudy of three call centres in the UKesCSRs expressing concesabout

job presure andunreasonablattitude of managemeriBrown and Maxwell, 2002due to

high levels of monitorig which increase stresgBrown and Maxwell, 2002Holman, 2002

This results iINCSRs feeling trapped in their johsThis mnsequenthaffects CSRs atiitudes
towardstheir work. WhilstCSRs areviszee d a s 0 v e rinyachigving ordarisatioraln t 6
objectives ther perceptios are thatthey are not consultednoughin the decisioamaking
process(Brown and Maxwell, 2002 Therefore by ignoring the input of CSRs most
organisation®peraing call centresareflouting the procedural justice dimensid€olquitt et

al., 2009 Thibaut and Walker, 197%5¢suling in demotivation (Herzberg, 1966)

Tolterdell and Holman (2001) in asecond study of &K call centrefound that thereare
implications for GR weltbeing.The work in call centres demands that emotishsuldbe
experienced in particularway (Kinman, 2009Rafaeli and Sutton, 1998utta, 199). This

brings into play emotional laboKinman, 2009)when looking athow CSRs handle their
feelings in the face of customer frustrations, anxieties and anger (Brotheridge and Grandey,
2002, Kinman, 2009)Thus, CSRs succeed in doing so througirface actingwherethey
displaythe desired emotions rather than what they actually @elton, 20@, Hochschild,

1983. This is different from what transpires when they are deep actingrethey make an

active effort to direct inner feelings and observable behaviours to customer expectations
(Bolton, 2000, Bono and Vey, 2005, Kinman, 200Biis results in emotional dissonance

which precipitategob dissatisfactiofWegge et al., 206, Zapf etal., 1999)

The way CSRs feel in work is central to how they perform in their rblelsnan (2003)n a
third case studyinds that positive emotions amongst CSRsvlaa direct effect on job
outcomes Therefore, whenCSRs display these positive emotiorthis affects their
performance and webeing (Holman, 2003TUC, 200). The results fromthis research by
Holman (2003) are consistent with causes of stress across organigatioaswhen CSRs
feel emotional labour their performancealso negativelyaffected Karasek and Theorell,
199Q Kinman, 2009) These comparative results frahethree case studies in thiK show
that call centres are hdifferent fromanyother organisatiain relation tostress inducement
(Holman, 2002, Holman, 2003Jhe lkessongdrawn from the case study biolman (2003)



are thatmanagement must allow job controlgall centre{Demerouti et al., 20Q Hockey,
1997, Maslach, 1982 Schaufeli and Bakker, 200¥hrough fexibility to contentwhen
engagingwith customergKinman, 2009 to avert surface acting (Wegge et al.0@0 Thisis
why Holman (2003) believes thdiy allowing CSRs someautonomyorganisatios give
CSRsmore control over their emotionthus redu@ emdional dissonance (Hayward and
Tuckey, 2011) However, h call centres seimg mass marketshere arequestionsabout
compatibility betweerCSRwell-being andob outcomesThis meanghatstriking a balance
between thawo is difficult where profit margia are low and the cost of labour is high
(Holman, 2003 Thus, understandingmotional labou and a stressmindsetbecomes a

crucialpartin attempting to addressistdilemma in call centre€rum et al., 2013

Batt (2000) and Holman (2003fatethat one otherway of dealng with well-being and
performanceassuesin call centresst o i nTaywoksedd 6j ob desi gns and o
human resources practicedowever, from earlier research Ifchlesingerand Beckett

(1991)and later researcke.g. Gross and Thomson, 2007, Mikolajczak et al., 2@88ure to

address employee wdleing may cost organisations maorehealt-related issues, such as
depression (TUC, 2002y hus, bw levels of weHbeing maycausehigh absenteeisrand
turnoverwhich maylead tohigh employment costs. Schlesingerd Beckett (1991)eport

negative cosequenced an earlierresearch inJK call centrs, wherelow levels of welt

being are reported toaffect the quality ofthe customer service offered by CSRshich

impacs repeat customdyehaviourdue to bad customer experiences

These studie®n CSRbehaviourin UK-based call centres show the impaétstresson

businesss and the economwt large (Barnes, 2001). Therefore, justice perceptions must
receivefair attention from managemest that CSRs fe¢hatt hey hav smthawaypvoi c e
of procedual justice(Colquitt et al, 2007, Colquitt et al., ZID, Thibaut andwalker, 197%
andhencehaveanimpact ontheirjob outcomegFolger and Cropanzano, 1998, Wegge et al.,

2006). Whilst flexibility and job contro(Ryan and Deci, 200Gpay work organisgons may
consider theole ofaC S R $iress mindsetis-a-vis stresgolerance (Crum and Langer, 2007,
Crum et al., 2013Holman, 2002 This meanghat understandinga CSR3s stressmindsetis
benefical to an organisation operating call centre This helps organisationdackleCS Rs 6
justice perceptions and job outcon{€um et al., 2013 Therefore, this research has a place
and significancein assisting organisatiorts position themdges in a waythat they benefit

from CSR® e ftHroughinderstandingheimpact ofa stress mindset.
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1.3 The rationale of theresearch

This researchackles issues related to emotional labour (Hochschild, 1¥38man, 2009
and stressmindsets (Crum et al2013) in call centresThe researchwill suggest way®f
consolidaing further gains fromservice sectofor businesses aritie UK economyby using
stress mindsetas amoderator(Crum et al., 2018 The significance of atsess mindsehas
beentested empirically ira university settingn the US. It is thereforevital to understand the

nature of emotional labour adbtress mindseb build a rationalefor this research
1.3.1 The importance ofemotional labour in theresearch

The concept of motional labour also known as emotabrwork is a broad construct which
includes, for instance, experience of emotional dissonance (Wegge et (f), ZBus,
emotional labour is a construct made up of many facets that in¢Lideognitive processes
thatinvolve producing or not showing spdéic emotions (2) attentiveness to emotiotisat
are displayed byther peopleand (3) more or less frequent volitional disptEfyemotions
(Tschan et al., 2005 These processes are normally referred to as surface aatidgleep

actingandareimportant in understanding emotional labo{irschan et al., 2005).

In a study conceptualising emotional lahddochschild (1983tates that emotional labour

is inherent in jobghat arelinked to extensive interpersonal contact with customerthien
service setor (Kinman, 2009). It follows that emotional labour is an integral part of service
work given the prevalence of emotional control demandsd asto retain customers
(Brotheridge andsrandey, 2002, Kinman, 2009 the same breatdochschild (1983states

that emotional labours performedas either a faceto-face (.e. in person) or voicéo-voice
act(i.e. on the telephone.g. in call centres)hus, gven the way in which emotional labour

is performed in workindividuals are confrontedith internaland external situationgnd
naturally an automatic appraisplocesss triggeredwhich enables them to develop personal
meaning and relevance (Hayward and Tuckey, 20A%).a conseque&m, an emotion is
generated coupled with cognitive, physiological &mthavioural response patterns that are
normally aligned to that emotion (Gross and Thomson, 2007, Hayward and Tuckey, 2011,
Oschner and f@ss, 206). In furtherance to thatHayward and Tuckey2011) argue that
whilst it is certain that emotional displagoestake place, these emotions and response
patternsare not fixed as thg are a function gf(1) type (2) duration (3) intensity and (4)

direction oftheexperienced emotion.



Hochschild (1983) reveals in a qualitatigtudy that employees can reguwaemotions
through deep and surface acting when interacting with customers as a way of manipulating
customer cognitions and mood (Hayward and Tuckey, 201 1fis case eep actingpccurs
whenemployees make an active effort to direct inner feelings asdreable behaviours to
customer expectations (Bolton, 2000) whilst surface adi@kgs placewhen observable
behaviours are manipulatéol matchorganisational and professional expectations regardless

ofthee mpl oyeeds feelings (Mann and Cowburn, 20

There are everal studieghatinvestigate the relationship between emotional labour and strain
outcomes, such as psychological distress, Mitekconflict and job satisfaction. These
relationships arg(1) emotional labour and psychological distréea occur when hiding an

i ndi vidual 6s t s likeangenpoetipitatenpaycholbgea distresg(Mauss

et al., 2007 Panagopoulo et al., 2002, Pennebaker, 2082%veral of thee studiesthey

look at emotional labour and distreasd focus on jobrelated emotional exhaustioe.§.
Deeryand Kinnie, 2004Heuven and Bakker, 200Blochschild 1983 Zamrmnuner and Galli,
2005) (2) emotional labour and workfe balancearec h ar act er iosveedr 6b ye f § i
into other life domainsesultirg in perceived conflict between work and home rol&srhan,
2009, Wharton and Eckson, 199% Kinman (2@9) andKinman and Jones (2001) argue that
emotionaistrain (worklife conflict) resuls in irritability, social withdraval and sleeping
disorders (3) emotional labour and job satisfactiblvea strainwhich givesa host of mixed
results Kinman (2009 andYbema and Swlders (2001Yound thatemployees who perform
emotional labour often report low levels of job satisfactiahilst in contrastotherssee
emotional labour as a source of job satisfaction, though Kinm&@#9)2idds thata negative

relationship isnorepervasive.

The benefits from call centrs to the UK economy are overshadowed though bthese
negativeperceptionsThe @oncerns aboutdal centres bei ng @anmae,ctr oni
2002, Taylor et al., 20025ometimes referred to &sd ar k s at ani c -fingtl | sd&
century (Fernie and Metcalf, 1997Garson, 199Bare rife. One piece ofevidence from

empirical studies in the UK indicatéhat staff turnoverin call centress higher than in other
sectorgBrown and Maxwell, 2002 Thus, oupled withlow levels of customer retentidhis

situationis a result of lowcustomer service delivery from disaffected CSRswever, n the

UK a commonly held view is thathe sucess ofa call centres ibased onthe level of

customer service offereth view ofthe central role CSRday their performance is criticah
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ensuring good customer servicéeelivery (Brown and Maxwell, 2002 Therefore, his
researchintends to offer slutions into how CSR retention and performancan be

maintainedn the face of emotional work
1.3.2 The ggnificance ofa stress mindsetin theresearch

The dressphenomenon islefined asast at e of anticipating adver
efforts (Carver and Conn@mith, 2010, Crum et al., 2013). stress responsan the other

hand is characterised byheact i vati on of an individual 0s
parasympathetic withdrawal and increased activity of the hypothalaitoitary-adrenal axis

as imposed on itBlackwell et al., 20@, Crum et al., 2013). It is from these two that the
Géenhancigbnature of stresis documentedThis establiskesthe view that when an individual
anticipates adversity thereas arousal of a physiological nature combined with a narrowing

of attention Thus,resourcesredirected to the challenge aand(Crum etal., 2013)which
thengenerates good stress normally referred
Lazarus, 1974)Therefore, mdividuals viaa defensive pessimismechanismuse stress as a
motivator to approach, thusprovetheir problem solvingcapabilities by preparing to deal

with any eventualities (Cabhill et al, 2003, Crum et al., 2013).

The benefitdhatariefromad st r e s s r e s pfar ftonebéing acgatiwehete ara t

gainsto accruefrom it. Thesec ont r adi ct i on st rgeisvse prairsaed otxad t( A
Haber, 1960Crum et al 2015). In a way, to make sense of it all, it is imperative to explore

the functional definition ofa 6 mi ndset 6. A mi adfane tor lensthad e f i n e
selectively organises and encodes informatigenting an individual towards a unique way

of understanding, experiencing atttereforeguiding one towards set ofcorresponding

actions (adapted from Dweck, 2008, Crum et al., 20@&)another levelCrumand Langer

(2007) statethat a mindsets where individualshave anmpact on their judgements beyond

their decisions, e.g. health (Crum et al., 201

Blackwell et al. (2007) an€ahill et al. (20@) examinea case where student who has a
mindsetthat believes | can i mpr ove heyoimprovteeaas dppoged mored i S
whose mindset says o6l was born with a fixed
or the othethis has animpact on psychological, behavioural and physiological outcomes in a
variety of spherescluding work (Crum and Langer, 200 Crum et al., 2011 Therefore,

relevant to this researcit follows that astress is enhancingiindset bea enhancing
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consequences fa n i n d iheaithcandgerférmance whilst the opposite is true (Crum et

al., 2013) thus, makingt an important variable

In life, stressis generally portrayed in a negative ligle it in work orin health classes
(Crum, et al., 2013). Some researchers (dagnmen 2005 Schneideket al., 1980 suggest

that stress is responsible for a host afses of deaths, such as heart diseases, lung ailments,
accidents and cancers (Crum et al., 2013). A number of reseaecheslgmmen 2005,
Schwabe and Wolfe, 20)10note that stress is associated with cognitive impairment,
depression and other mental ctiohs. Crum and Langer (2007nd Crum et al. (2013)
believe that this supposedpervasivenegativenature of stress is not necessarily a correct
generalisation. Thebelievethat theassertion that stress has negative consequences is one
si de ofs st hpea ri@Egdieads®Orum et al. (2013)o arguethat this fixation with

stress results in destructive strasstself. Therefore, Crum et al. (2013) open a new avenue
by suggesting hat o&éstress about stresso6 s.ilTlessbrimgsmi nds e
a paradigm shiftvhich posisthatt o I mp r oespensecta tréssiddled environment

there haso be a change ohindsetaboutstress

This perspective bringkeoperational definition of a stress mindset which states that ieis th

extent to which an individual believes that exposure to stress has enhancing consequences for
any stress related outcomdhese are as follows (1) performance and productivity(2)

learning and growthand (3) learning and welileing. Tlese are collectely referred to as a

stress is enhancingindsetHowever,i n ex pl ai ni ng dtrédsecamdbgidwede ss p a
as having debilitatingffectsfor stressrelated outcomeand thisis referred to as atress is
debilitatingmindset(Crum et al., 2013)They,Crum et al. (2013) predicatile stress mindset
argument on the O0str eéflsastpeasrmandset)san itaowd rightao p o s
distinct and independent variable. Thiseansthat it has the capacity to influence an

i ndi vi duespoase imsirniqueensydifferentfrom other important variablesuch as

the magnitude of stress an individual is confronted vathong others(2) a stress mindset

hasa bearing on outcomes such as health and performaraeng it a significant variabl

worthy of serious consideratian work (Crum et al., 2013).

In empirical researcifCrum et al. (2013) tedheir proposition that a stress mindset is a
distinct variable using three studies health and performance outcomes. Sé&udiesaim

to achiee the following (1) establish reliability and validity of the-Bem measurement tool,



the Stress Mindset Measure (SMM2) testwh et her it I's possi bl e
stresamindsef and(3) test the suggested mechanism thatdialstress midset to health and
performance outcomes. The third study sitm determine those variables that underpin a
stress mindset, such as feedbddke chta for study 1 andtudy?2 are collected fronalarge
international financial institution with offices in therth-eastern US. The sample sizes for
studes1 and 2are the same, composed of 388 respondents. The third stadyshaple size

of 63 respondents drawn from undergraduate students in a personality psychology course in
the northwestern US. Through thrework in study 1,they establish that the SMMs
internally consisteniwhilst confirmatory factor analysis establesha simple structure of

SMM; whichmeans the SMM is unifactorial.

To test whethera stress mindset is a distinstariable Crum et al. 2013) perform
discriminant validity tests in study 1. &lstudy yield Pearson correlations thateasmall to
moderate showingthat a stress mindset is heédundantonstruct; but that ihas influence
on individual behavioutsThey proceedto executea structural modeto comparedifferent
models incorporating coping, appraisal amdtress mindsetThe nodd fit for a stress
mindset yield a good fit;hence Crum et al. (2013) conclud#at a stress mindset is an
independent construct separate from, ifwstance, copingThe second tady entails an
investigation into whether a stress mindakeérsvia intervention.The mrticipantswith a
mindsetdesignated astress is enhancirandstress is debilitatingre expoed to three videos
coveringimpact of stress in relation to health, performance andvgtoHere Crum et al.
(2013) observéhat participants ithe stress is enhancirgyoup improve psychologically and
their work performanceagsbetter whilst those ithe stress is debilitatingroup @ not show
any improvement. It follows that a stress mindseingeshrough external stimuli (Crum et
al., 2013, Dweck, 2008)This forms one of thekey investigations of this researcho
establish how external stimuli, such Esv organisational justicalimersiors affect job

outcomegeg. job involvementandOCBs).

In sudy 3 Crum et al. (2013) set out to establish the moderating effegstvess mindset

when individualsare exposed to stress. They did this udimgarea under the curve (AUC)
analysis. Tie study revealthatthere is significant intervention taking effect betwasgmess
mindset and cortisol reactivity. The significant observation of study tBat astress is
enhancingnindset boosts cortisol response to stress for low cortisol resgoa@rbuffers
cortisol response to stress for high cortisol responders (Crum et al., 2013). This study also
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reveas that individuals vith a stress is enhancingindset are amenable to receiving feedback
as opposed to those withs&ress is debilitatingnindset. The nferencearisng from thisis
that an individual handéewell a stress related situatioamplying the use of stress to achieve
goal related outcomes.

In a nutshell, the three studies by Crum et al. (2013) suggest that a stress mindsetus a uniq
variable that helps to understandn di vi dual s 6s Thus,r thestBree rstadeep o n s e
considered together confirm that a stress mindsat important variableshen attempting to
understand psychological symptoms and performance in the face cfustigtuations.

Through an understandingf issues that affect CSBperformance his research hefpto

provide strategieson how to foster a good working relationship between CSRs and their
proximal managers. On another levék researchindings will help to develop recruitment
strategies builaroundan understanthg of the mindsetof a prospective CSR. Tifiresearch

helps to develop newideas thatimpact job outcomesof CSRsand in turninfluence

productivityin the servicesectorper seandthe econmy at large
1.4 The gap ofknowledgein theresearch

The literature revievin Chapter 2: Page$i54 reveat a gap of knowledge in the application
of organisational justice and mindset thestin UK service sectorThese oganisational
justice perceptions arthe degree to whicjob outcomesy CSRs and the belief they hold
about treatmenh work match(Cole et al., 2000 Thus, oadly, he focus of this research is
to investigate how organisational justice perceptiorikience job outcomesin UK call
certres. The esearch on stress theory has shown that stregslanditcomesire moderated
by, for example,coping (e.g. Demerouti et al., 20Q1Schaufeli, 200y and supervisory
support(Wegge et al., 2006 This research seeks to investigate other moderating variables
the stresoutcome relationship by consideriagtressmindset(Crum et al., 2013 Mindset
theory positsa belief that stress has negative consequef@egob outcomesis mostly
misplaced(Crum and Langer2007 Crum et al.,2011). Therefore, gessis viewed in two
ways(i.e. ashaving positive ornegativeconsequencg¢Crumet al., 2013 The esearch into

a stress mindsaevealsthatstress influencgjob outcomege.g.job involvement and OCBs
(Crum et al., 201Basis shown instudiesn Chapter 2Pages31-37. There are several stied
carried out lookingat how individuals use coping strategies to deal with stress in work (e.g.

Demerouti et al., 2001, Schaufeli, 2007). Howewemindset as a mechanism for handling



stress has not been dealt with particulafier Crum & al. (2013)establishing the SMMral

thedistinction betweem stress is enhancirapda stress is debilitatingnindset.

The gap of knowledgen this research arises from two arg§s) examining the mediating
effed of burnout constructs i(e. emotional exhaustion andepersonalisatignbetween
organisational justice construcise(distributive, procedural, interpersonal and informational
justice) as an antecedemt exogenousariables andjob outcomege.g.job involvementand
OCBs) as endogenous variables.eTgapemanates from thedct thatthis is one of thdirst
researchedo investigatethe mediating roleof burnouton organisational justice anadb
outcomeconstructs inthe servicesector inthe UK. This research is important in that it is
conducted in an organisation that hasently undergone extensive restructuriagprocess

prompted by the credit crunch and the subsegemsriomiaecession.

The insurance companwnder investigations part of a large financial servicesentity
comprising banking, insurance, funeral, retrmingand pharmaceuticaubsidiariesThis
research is useful in establishing how the gap of knowlesigmnstitutedin relation to
significantdimensionsof organisationajustice burnoutandjob outcomesn the insurance
industry call centreenvironment This is also critical on another level where it entails
positivig perspective(Tuli, 2010) which addresss the question of how results can be
generabked so thainferencecan bedrawn from tke researctio other aregq?2) the role of an
individu al 6 s mi nds et isaeseareh emdeadoars ta fiflis gapby invéstigating
the moderatingeffectsof a stress mindseh theinsurance industry. The research by Crum et
al. (2013) oma stressmindsetis based on a financial services (bankigyanisatiorusedto
develop the SMMn the northwest of the US. Téa SMM hasnot been appliedn any type of
business model iany country nosectors within the US

This research intends to closee thap of knowledgeby applying mindset theory ta cal
centrein the service sectoin the UK. This address issues around the key questioh
validity (Saunders et al2003, Saunders et al., 1978ica, 2006) andeliability (Revelle and
Zinbarg, 2009 Streiner, 2003, Zinbarg et al., 2006f the SMM The gap of knowledge
exists with respect to testing generalisability of the SMM ac¢i@¥sndustries (2) cultures
(3) countriesand (4)continents. This research seeks to affirm a positpasspedte; where
to add value a research of this magnitude must be tested for its claatsshof scenarios
and beyond the initial object @r um et  astudy@tsch a2  De&/¢lop the SMM
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itself. Thus, there is a gap of knowlgel from their proposiin thatstress is enhancingr

stress is debilitatinthat needs to be investigated
1.5 The keyissuedor the research

The aim of thisresearchs to investigate the moderating effedf a stress mindsetn the
relationship between organisational justareljob outcome construcia UK service sector

In accordance with the aim (Table Chapter 1Pagel?) this research attempts to address
issuesof how andwhy a stressmindsetmustbe consideredy organisations operating call
centres in the UK to inflencejob outcomes This researchis set out in two phasesto

perform a rigorous test of theory through research questions as stated in Table 1. Stage one,
preliminary research, aims to develomnd analysehe conceptual modelFigure 2 and

Figure3: Chaper 3, Page73-74) of themediating effect of burnout ardoderating effect of
astressmindseton organisational justicandjob outcomesonstructsas in Table 1.

This research investigatdbe extent to whicha stressmindset has an enhancing and
debilitating effecton CSRsn a UK service sectorSecond, research on organisational justice
(e.g.Adams, 1965Colquitt et al., 2009Leventhal, 1980Thibaut and Walker, 197%hows
the impact onjob outcomeg(e.g. Allen and Meyer, 19900rgan, 1990Tubre and Collins,
2000 mediated byburnout(e.g. Maslach, 1998Maslach and Schaufeli, 1998/right and
Bonett, 1997 Wright and Cropanzano, 19P8This researchbuilds on that to explore how
organiséional justice influencegob outcomesin the service sectom the UK. Finally,
research has shown that in work different dimensions of organisational justice take.gold
Arbuckle, 1999 Colquitt, 2001 Colquitt et al., 200p Thus, bllowing Colquitt (2001) and
Colquitt et al. (2009) thisesearchHooks atdimensionsrelevant to call centres ithe UK.
Hence from these emerge theypotheses(Table 8: Chapter3, Pages64 and Tablel2:
Chapter3, Pageg?2) tested to answer research questions pwsédble 1

Thus, bllowing on fromthis arestagetwo; the core researchaims to confirmthe concefual
model(i.e. Figure 1 and Figure ®f the mediating andnoderating effect o stress mindset
on organisational justicend burnout that is undertaken The research objectives and
guestions are develop#ukerefrom informing the setting of researchgotheses (Tabl®8 and
Table 12 that are tested to understand the phenomena at hand. The proposegfocess
this research can be seen in Table 2: Chapter 1, Pdgé&he.research is presented in seven

chapters: Chapter: lintroductian, Chapter 2 Literature Review,Chapter 3 Conceptual
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Framework andHypotheses DevelopmenChapter 4 Research MethodologyChapter 5
Data Analysis and FindingsChapter 6 Discussionon Research FindingChapter 7:
ConclusionsRecommendationsLimitations of theReseach andAreas of Further Research

These are broken into segments retéva issuesoveredhere.

Table 1: Aim, researchobjectives andresearchquestions

Aim Research objectives Research questions
1: To investigateéhe 1: To understand/hat 1: To what extent doesstress
moderatiy effect ofa influencea stress mindsdias | mindsetinfluence the
stress mindset on the | in the service sector relationship between
relationship between organisational justice arjdb
organisational justice | 2: To know how outcomes?
andjob outcomes. organisational justice
influencegob outcome 2: In what way does
organisational justice
3: To know the dommant influencejob outcome®
dimensiors of organisational
justice inthe service sector | 3: What are the dimensions 0
organisational justice presen
in theservice sect@

1.6 The philosophy adopted in the research

This research deals with complex relationships amongst call centre CSRs arptdkiaal
managers. The researcher ensi@&Rs offer tkir personal perceptions without influence
during data collectionThis is central to the success of the research to undertdiand
psychological reality required to deliver new knowledge. Hence, objectivism which implies
reality is objective and constrect from the ontological perspective is suitable for this
research{Table 13 Chapter 4, Page7/Table 15 Page79, BrymanandBell, 2007 Saunders

et al.,2009 Table 14 Page78, Collis and Hussey, 2009).

This research adopt positivig approach fronthe epistemological assumption. Positivism is
a belief that social reality is highly objective since it is formed by measucaiigtructs
(Tuli, 2010. A positivistresearchers one who seeks to understand objective realitthef
research participantben develop hypothes testgUIin et al., 2009). Taresearchem this
caseis indgendent of researchibjectsand doesnot interfere with the process shown in
Table 13; an important supposition for a positivist approach in this res@dekeparabn

12



of the researcher froitie subject of the research enables generalisations to be drawn from

outcome as there isi0 contaminatiorof the results(Popkewitzet al.,1984).
1.7 The approach adoptedin the research

Tuli (2010) describes a deductive approael a systematic technique for analysing
guantitative data where analysis is guided by precise objectivksefingwith theliterature
review ona stressmindset (Crum and Langer 2007) the researchadops a deductive
approachThe researchuses a quetionnairefor datacollectionratedon a 7-point Likert-type
scale (Likert, 1932)and fromthe ensuing@nalysiscompue results thaare generaligsbleand
applicable with a universal appea(Bartlett etal., 200} across other service sectdrem
within and without the UKA Likert-type scaleenabla investigationof human interactions at
work in the service sectoWhilst research resulereapplied widely(Table 13 Page77) the
structure adopted fars anopportuniy for improvement as the research gmesseg¢Table 14:
Page78, Collis and Husse)2009)

1.8 The strategy employed inthe research

This research apigls a surveytechniqueusing questionnais(Appendices 43: Pages 224
228, respectivelyto collect dad from CSRs and theiproximal TMs in an inbound call
centre operatiarTheway questionnaires ar@dministereds discussedn detail in Chapter 4
Page81-82 and Chapter 5Page90-102 The administration of questionnairés done by a
teamof trained research assistantee main focus o@ surveyin researchs the collecion of
data on contemporary everits allow generalisaon of results(Bartlett et al., 2001 Thus,
taking a quantitative approach aosurvey makes inferences possifBartlett et al., 2001
contrary to a qudlative approach(Table 13. A quantitative approach is rab suied for
generalisationsbecause it ispossible to check foreliability and validity (Tuli, 2010,
Twycross and Shields, 2004This research fits th description because it isasedon a

contenporaryphenomenoiafflicting organisations and CSRs the service sector

The interest ofany rationalorganisation(Lucas, 1977)is to boostits performance and
consequentlymprove profits throughthe delivery of good customer servicerhilst CSRs
want to work in an environment that helpsem grow andenjoy work (Unison, 2012)
Therefore, oganisations are confronted weldilemmain that they havéo balance thesavo

opposing interestwhilst trying maintainng viability. What makes this researchportant is
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the fact that it seeks to help organisations in the service sector to make the most of their
employees. Thus, by collecting the relevant data appropriately this allows the conduct of an

accurate and hdepth understanding of the situation ongheund.
1.9 The proposedthesisstructure

To ensure clarity of content élresearchis organised in sevepohapterspresented irthe
attachedhesisstructure in Table2 andasdiscussedn Chapter 1: Pagesldl2. The main

focus is thathe researcltoncludes in thetime specified in Appendidt: Page231.

Table 2: Thesisstructure

No. Title Description/Purpose

One | Introduction The chaptemprefacs theaim and objectivesgsearch
questionsand contribution to knowledge.

Two | Literature review The chapter reviewgheliteratureon conceptuamodek

andcritiques studiestackling the topic.

Three | Conceptual framework| The chapter discuss#® conceptual framework and
and hypotheses hypotheses development linking thatheory:.
development
Four | Researcimethodology | Thechapteretails methodolagal approachessed in
this research

Five | Dataanalysis and The chapterdescribes the data analysis process and
findings presents the findings.

Six Discussioron research | The chaper dscusses findings of currergsearchn
findings light of previous research work.

Seven| Conclusions, The chapter presentberesearchrecommendationand
Recommendations limitations, and areas of further research.
limitations andareas of
furtherresearch

1.10 A Summary of thethesisintroduction

This chapter has givea background to work in the service sector and call centres in
particular an introduction to key issu@s the rationale, approacktrategy and philosophy of

the researclandthe proposedhess structure.The nextchapter on literature review sextk
investigatesome of theissues raised in this Chapter 1, Pagelst o build a clear and
succinct picture owork done thus far on organisational justice, burnout, stress mindset, job
involvemert and OCBs. The chapter shall also explain the gap of knowidédgéfied and

briefly discussed in thi€hapterl.
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2 Chapter 2: Literature Review
2.1 Introduction

This chapter explosgtheoretical and empiricébundationsof key variables used in this
reseach. Thereview is carried ouih threestagesand hesearecoveredas follows (1)

a review ofattitude theory(2) areviewof key model variablesand(3) a discussbn on

CSR experiences working in call centres in the.UKe use of attitude theory is
relevant for this research as an overarching theory because it takes into account the
ability of an individual to evaluate a situation and form intentions to perform an act
(Bagozzi, 1992). This is relevant for this research which deals with the impact of
organisational justice and job outcomes. The chapter will consequently explore
literature on the following model variables; organisational justice (Adams, 1965, Bies
and Moag, 1986, Greenberg, 1993a, Greenberg, 198 3baut and Walker, 1975
burnout (Denerouti et al., 2001, Demerouti et al., 206 ckey, 1993 Schaufeli and
Bakker, 2004b); job involvement (Ashforand Mael, 1989, Brief et al., 1979); OCBs
(Organ, 1988a, Organ, 1990); and stress mindset (Alpert and H&BE&;Crum et al.,

2013) Throuwh this process the literature review explores the work done thus to
ascertain the gaps in knowledge. There is a particular focus on the characteristics of
model variables and how they relate with each other in the conceptual model. The
chapter will closewith a discussion on experiences in UK call centres to contextualise
the literature review chapter.

2.2 The conceptualframework of the research

The conceptual framewoik this researcls explained byhe attitude theoryBagozzi,
1992,Perugin and Bagozi, 2004).Through use oftéitude theory (Bagozzi, 1992) this
research seeks tovestigatehow CSRs respond &iress induced by loarganisational

justice.
2.2.1 Theoretical foundations ofattitude theory

The relationship between attitudad behaviour haseen of interest to psychology and
behavioural science researchers for some time {Bagozz and Burnkrant, 1979

This causal relationship manifest two ways(Bagozzi, 198} The first and simplistic
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view is that therelationship between attitude and behaviour is contextual. The reason
for thisis that there is no particular form, but rather it depends on other factors, such as
how much experiencan employee has had with the focal behavifitazio and Zanna,
1978a Regan and Fazjd 977, how much conf i(dagimandZamma& 6s att i
1978, attitude stability (Schwartz, 197y and the level of consistency between

affective and cognitive respons@orman, 197% inter alia. The second view is that

the relationship between attitude and behavisurausal.In this casehe causalitys a

nomotheticone Three key elements describing this link;a® parallelism between

attitude and behavioAjzen and Fishbein, 197Bagozzi and Baumgartner, 198€2)

themost relevant attitude underlying a behavi
rather than the objedFishbein and Ajzen, 197%nd @) the degree of behavioural

criterion as a factofFishbein and Ajzen, 197%eigel and Newman, 1976Thus, the

ability to predict the act as auttiple rather than a single one depends on how general

the attitude i§Bagozzi, 1981

There are esveral researchefg.g. Ajzenand Fishbein, 1977, Bagozzi, 1992, Fishbein
and Ajzen, 1974, Perugini and Bagozzi, 20@4hp point out that the cause of a weak
relationship between attitude and behaviour is tlughe inadequacyof the link
between attitudinal factors arkde behaviour 6 interest. This situation arises because
the relationship between the general attitude in relation to an object and performance of
a particular behaviour with respect to that object is not always ob{kttbein, 1973
Perugini and Bagozzi, 20D4This promptsBagozzi (1981Yo go further and build on

Ajzen and Fishbein (1977) work by exploring the relatioriph between attitude,
intention and behaviour. In this research Bagozzi (1981) takes the view that attitude is
not unidimensional as proposed by Ajzand Fishbein (1977) buis rather a muld
dimensional phenomenorThus, Bagozzi (1981) argues that by assog multr
dimensionalityit enables an employee to prefer or favour one act or object as opposed
to the otherTherefore m the spirit of the expectansyalue modelFishbein, 197Bthis

means thatan employee can form an evaluation of different consequences of a
particular choice of actionln this vein Bagozzi (1981) advances an argument on

creation ofamediating role of intentions on attitude and behawiou

Thus, conative selregulation formation of an intention to act is a consequena

i ndi vi dual 0(Bagozay a99paThis is soubdoause an individual holtie t
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view that there are positive consequences

argued that maintaining a positive attitude does not necessarily engender an intention.

That is it takes more to create motivation to alhe notivational linkbetween attitude
and intention is embodied in desire to do something. Thus, an attitude is merely an
evaluation which needs to be complemented bgsire in order for an intention to act
to take hold.This meansthat Bagozzi (1992) views desire and intens as two
independent mental evenésxd statesTherefore,to conclude,selfregulation theory
(Bagozzj 1992) proposes a mechanism thetiudes the followingappraisal process,
emotional reactions and coping strategies. Thus;regiflation theory aises the
attitude of an individual in a given situatioto another level by giving a better
understanding of evaluativend appraisal process and emotionakresponsg by the
individual. This research fits into setegulation theory given thatit presens a
mechanism through which individual CSRs are able to dealamytstress imposed on

them bylow organisational justicef any dimension
2.3 An explanation of the theoretical underpinnings of model variables

This second tge discusses significant thees and constructs underpinning latent
variables used in this researdthe ktent variables covered amrganisational justice
dimensiong(i.e. distributive justice, procedural justice, and interactional justice which
aresub-divided into informational jstice and interpersonal justiceurnoutdimensions
(i.,e. emotional exhaustion andlepersonalisatign stress mindset(i.e. stress in
enhancing and stregsdebilitating) andob outcomesgi.e. job involvementandOCBs).

This review of literaturesets tle scene for the efficacy of each lateatiable usedn

theconceptuaframework.
2.3.1 A discussion onthe nature of organisational justice

The perceptions ofrganisational justicare the degree to whighb outcomedy an
employeecorrespond tdhe belies the employeeholds aboutthe treatmentreceivel in
work (Cole et al., 2000 Throughtheseperceptionsan employeeis able to mapout
(e.g. viaself-regulation,Perugini andBagozzi, 2004 particularcourse of actioras a
0 st r es s tocoeardephe persetvédreatmeni{Masteson et al., 2000 The notion
of justice dominateexistenceof humangSandel 2009 datingas far back athetimes

of Socratesand Plato(Ryan, 1993 There are a plethora of studies that enriclthe
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understanding foorganisationajustice though in much of literature most researchers
arebelieved tofimiss t h e f or e gQolquittetral. 2009 given thée fecaston

perceivechonsignificant issue this area

In consideation ofthe fast pace of technological advancementtaergroliferation of
organised worland industryemployeesare exposed to decisions that hawgnificant
impact on their lives on a dag-day basis in workplacgColquitt, 200} and beyond
(Deutsch, 1975 Leventhal, 197% These modern worksetting naturally have
implicationsfor how emgoyees perceive organisational justi¢®laas andvan de Bos,
2009. The decisiondy those in managel positions depending on how they are
perceived atemployee level, have serious implications from whiin and without

organisatios (Cropanzano and Schminke, 2001

Thus on this backdrop it is of material interest organisagit;m ensure that employees
perceive themas adqustd entities (Colquitt et al., 200P lest thereare undesirable
consequencesn employeesando r g a n i ®ucbomesim gerderal(Adams, 1965
Colquitt, 2001 Colquitt et al., 200 These undsirableconsequencg for instance,
emotional exhaustio(Cole et al., 2000 MaasandVan der Bos (2009) posenayriad
of challenges for the exchange relationshipdams, 1965 Demerouti et al., 2001
within and without the workplacg-olger and Cropanzano, 1998nd and Tyler, 1988
van den Bos and Tyler, 2002These would affect job outcomes such agob
satisfaction (Dailey and Kirk, 1992 Lowe and Vodanovich, 1999McFarlin and
Sweeney, 1992 organisational commitmenfAllen and Meyer, 1990Lowe and
Vodanovich, 1995 Organisational Citizenship BehaviafOCBs) (Ball et al., 1993
Organ, 1999 withdrawal(Dailey and Kirk, 1992Hom et al., 198% and performance
(Ball et al., 1994Kanfer et al., 1987Masterson et al., 2000

The notion of oganisational justicdas pr eoccupied with déduniqgue
different types of justiceand what impact these forms of justice have on outcome
variables(Ambrose and Schminke, 2009 hus, @ganisational justice has evolved over

years and theres discourseon its constructedBies and Moag, 1986.eventhal, 1980

Leventhal et al., 1980Thereare efforts to consolida¢ organisationglustice literature
givenfragmentation of the works thus f@€olquitt et al., 2009 There isconfusionon

whether organisational justice should he 2-, 3- or 4-dimensional. However,
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notwithstanding thes concerns there is acquiescendbat 4-dimensional construct
offers a better constru¢Bies and Moag, 1988Colquitt, 2001 Colquitt et al., 2009)
Thus, it is said to be constituted 4&) distributive justice(Adams, 1965Leventhal,
19769; (2) procedural justice(Leventhal, 1980 Thibaut and Walker, 1975
interactional justicBies and Moag, 1996 where nteractional justices broken into
two parts namely (3) interpersonajustice and (4) informational justice(Greenberg,

1993h. Theseare universally acknowleddeow in justice literaturg¢Colquitt, 200).
2.3.1.1 A discussion m organisational justice constructs

The first dimension of organisational justicéstdbutive justte centres orthe notion
of equity by assessing the relationship betweenemploye@ s e f f otrthes
e mp | oy eatimna. jThosbmeandhat an employeepays attention tothe input
output ratis to assess fairness the exchangeetationship(Adams, 1965)This forms
the fundamental significance of the equity theory by Adams (1965¢ second
dimension, poceduraljustice pays attention to third party dispute resolutpocesss
in the exchange relationshiphibaut and Walker, 1979 hibaut and Walker, 1978In
this case there is mortocus on mediation and arbitration processin dispute
resolution rather than outconseof the process The third dimensionjnteractional
justiceproposed bBies and Moag (1986pcuses oithe nature of interactiarbetween
employes andorganisationasystens. In further researcmieractional justicés broken
into 2 dimensionsfirst, interpersonal justice’hich focuseon whetheremployes feel
they are treated with respect, giity and politeness(Colquitt, 2001 Colquitt et al.,
2009; second, informational justiaelates to whether employees feel trganisation

offers clear gplanations on whygivenproceduresre implemated in a particular way.

The arly construct of organisational justice, prior to 19i&5 predicated orthe
exploratory work of Adams (1965)This is wined under the social exchange
framework | n A d d@istribstive\justieas driven byanassessmerdf fairness at
equity and equality levsel(Colquitt, 2001 Homans, 196l The main goal of an
employeein an exchange relationship is fesedon an absolute value of outcomes,
but rather a sense of fairnessgis-a-vis job outcomes(Colquitt et al., 200p The
perception that one is treated fairlyas direct impliations for employee and

organisational outcome@ies and Moag, 1986Colquitt et al., 200 In their work
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Leventhal andMichaels (1969) establisithat when employes feel there is an

imbalane on the inputoutput ratioto their disadvantagé invokes an equally natural

response by the employet® conserveresources. However, Leventhal (1976) takes a

different path to explain distributive justid®y suggesting that the relationshigpon

equadity versus needColquitt, 2001 Colquitt et al., 200pwith the analysis pemy

organisational goals againgte employes .d t i's clear that the indi
of justice can never rest sofedn the inpuoutput relatioship or distributive justice as
propounded by Adamsdo (1965) equity theory

In the case oprocedural justic& unraves the significance of the twstageprocessn
dispute resolutiorat work (Leventhal, 1980Thibaut and Walker, 1975The concern
of anemployeein work is not only about the inptdutput relationshigAdams, 1965
Thibaut and Walker, 1975butthe process whichdisputes about thenputoutputare
handled If there is dispute regarding the inpuitput relationship, what therhe
answerto this question tyes rise to the genesis of the tvetag dispute resolution life
cycle, manifesting as(1) process stagdollowed by (2) the decision stag€Bies and
Moag, 1986 Colquitt, 2001 Colquitt et al., 2009Thibaut and Walker, 1975In this
purview observare of procedural justice entgilsan ethical approdt to issues,
unbiasedhandling ofissues and an unquestionable levepddcision(Colquitt et al.,
2009 Leventhal, 1980Leventhal et al., 1980 Thus, procedural justice is inherent
when a third party has a voice during a decisitaking process aability to influence

it (Thibaut a Walker, 1975 Therefore,Folger (193) and Lindand Tyler (1988)
designatde he term o6f ai r pr odoethlssabiligytoffublygparticipater o6 v oi c e
in thedispute resolutioproceses(Folger and Cropanzano, 1998

Whilst distributive and procedural justice tend to domingue early evolutimm of
organisationajustice they lacka personal feel needed to extract proxiraaiotionsof

how employee fds (Colquitt, 2001 Colquitt et al., 200Q In anattempt to fill this void
anotherdimensionreferred to as interactional justibas ariser{Bies and Moag, 1986
This third dimension offocuses orthe nature ofthe relaionships betweeemplojees
and those in positions of authorityooth proximal and distgBies and Moag, 1996In

further formulations Greenberg (19%) and Greenberg (19%b) further breaks
interactional justice into two component$) interpersonal justice which focuses thie
treatment of employees by those in authof@plquitt, 2001 Colquitt et al., 200P and
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(2) informational justicé which relates to the engendering to the employees reasons

why certain procedural formats are follow@reenberg, 1993b
2.3.1.2 The theoretical foundationsof organisational justice

There are averal organisational justice theoretical foundatidhat have evolved
(Cropanzano et al2001h Fortin, 2008 since the sociaéxchange theor{Blau, 1964.
The @ntral thecetical underpinnings of organisational justice since emergence of the
social exchange theory aréhe equity theory(Adams, 196§ the fairness theory
(Folger, 198, Folger, 1986} the fairness heuristic theorfLind and van den Bos,
2002; instrumental theoryAdams, 1965Fao and Fao, 1974ao and Fao, 198
Homans, 1961 Thibaut and Walker, 1975Thibaut and Walker, 1978the agent
system theory @86), the relational theory(Lind, 1995 Tyler and Lind, 1992Tyler,
1997 Tyler et al., 1998 moral theory(Folger and Cropanzano, 19%olger, 200};
uncertainty management theq@rawshaw et al., 2013.ind and van den Bos, 2002
Shao et al., 2013ran den Bos and Miedema, 200@nd referent cogtions theory
(Folger, 1986bFolger, 1987Folger, 1993

Underan instrumental theoretical proposition the major concerns and driving force in
themotivation of employesi sself-tnteresd(Shao et al., 20)3whilst maximisation of
outcomes is |l everaged by empl oyeedRo percept.i
and Fao, 1974Fao and Fao, 198Qind and van den Bos, 200%hao et al., 2013

Thibaut and Walker, 1979 hibaut and Walker, 19F8Instrumental theory has been

placated by a preponderance of empirical w@Ambrose et al., 199Noe and Steffy,

1987 Ployhart and Ryan, 19%8and this has been augmentbg the view that

distributive justice and procedural justice perceptions are founded and rooted in
instrumental theoryConlan, 1993 suggesting thaemployees are more concerned

about immediate gains from work.

On the contrary relational theory proposes that when employees feel their organisation
recognises them in high standing and status in wibely feelthatthey are beig treated

justly (Shao et al., 2003 Once they are imbued with this feelin§ beingvalued by

their aganisation the resultant effect is a sense ofweith andselfesteem(Lind,

1995 Shao et al., 2013yler, 1997 Tyler et al., 1996Tyler and Lind, 199Pand thus
impactson their relationship with the oegisation.The rlational theory has spawned
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three models over the years built arowmadetheremployes feel that they & being

valued or not, which arg1) relational model of authorit¢Tyler and Lind, 1999 (2)

group engagement modélyler and Blader, 2003 and (3) group value mode{Lind

and Tyler, 197). The centrgoint for relational theory and consequent models is that

in a group the employee is seized with the importance and pklaedon them; hence

Gustbt r eat ment i s i mportant in transmission of

in the groupsetting(Cropanzano et al., 20p1

The third theory that has had some tractionxpl&ning organisational justice the
uncertainty management theory with its precurwfairness heuristic theorfshao et
al., 2013. The two theoriegre hinged on the notion thidie appetite inemployes for
predictability in work creates a need foinformational justice asthis provides
information to helpemployees understand thework environmet therefore quell
uncertainty Thus, drawn from thigan den Bosand Miedemg2000 and van den Bos
and Tyler 2002) believeshat anyperceptions of justice or lack of it help to reduce or

heighten uncertainty respectivelyhao et al., 2093

Folger and Cropanzand1998 and Folger Z001) proposes moral theory which
presupposes that a key objective ofeamployeeis to be treated fairly as a moral and
ethical norm(Shao et al., 20)3In their earlier worls (e.g.Folger, 1986bFolger, 187,
Folger, 1987Folger, 1993Shao et al., 20)3roposebuilding blocksfor moral theory
through fairness theory and referent cognitions theory wiheyesuggesta 0 tstepg e e
counteffactual thought procesd rough whichemployeediscernjustice or injustice
(Folger and Cropanzano, 199lger and Cropanzano, 2Q@olger et al., 2006and

thus inform their behaviour relative fob outcomegShao et al., 20)3Therefore, any
feeling by CSRs for instance, based on moral theagnegative ramifications if they
feel they are not being treatairly.

2.3.2 The burnout construct

2.3.2.1 A discussion o the theoretical foundationsof burnout

There are seeral definitionsof burnoutthat have been proffered over the yedtdias
beendefnredas a oOcompl ex phenomenond6 characteri si

exhaustion, cynicism and inefficiency (e@eslak et al., 20Q8Vaslach et al., 2001
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Alternatively,it is said to manifesh drainage of mental energy, cynicism and reduced

professional efficacyMaslach et al., 2001 Whilst in some circlest is defined as that

feeling of emotional, physical and mental exhaustion arising from continuous
engagement in emotionally draining situations .(Egzmann et al., 199%ines and

Aronson, 1988 There is a different definition offered ByppinenTanner et al. (2002)

which describe burnoutasa O6severe syndromed which develo

facing prolonged stress situations at work.

In research there is evidence thatnoutis associated with people who engage in some
form of work (Maslach, 1998Maslach and Schaufeli, 199@/right and Bonett, 1997
Wright and Cropanzano, 1998n the case oMaslach et al. (2001dhey highlight
empirical studies that investigate construct validity of burnout by examitiiag
difference between burnout and depresgqiBakker et al., 2000Leiter and Durup,
1994 Glass and McKnight, 1996 Thedr resarch suggest that burnout & a
phenomenon akin to work situatio@/right and Cropanzano, 1998Whilst on the
contrary depressiors iof a much wider scope transderg work situations(Maslach et
al.,, 2001 Warr, 1987. An important aspect ofburnout is that since its early
formulation emotional exhaustion, depersonalisation and reduced personal
accomplishmentvereassociated with human servid@emerouti et al., 200 Maslach,
1982 amongst people who perform some form of wd@bBemerouti et al.,, 20Q1
Maslach, 1982Wright and Bonett, 1997 However, the belief thddurnoutdimensions
(emotiona exhaustion, depersonalisationcynicisnm) and reduced personal
accomplishmen{professionalinefficacy)) are only restricted to human servicéss

beenquashedDemerouti et al., 2001

Threedimensionsof burnoutdescribedn literatureare (1) emotional exhaustiqn(2)
depersonalisatignand (3) reduced personal accomplishmemte main dimension,
emotiomal exhaustion, is defined asstate of being drained of aamploye s ment al
energy. In its nature motional exhaustion proxiestraditional stressesponses
manifesting in the form of fatigue, anxiety and depression normally associated with
occupational sess(Buunk and Schaufeli, 19%30n the other handiepersonalisation,
sometimes referred to as cynicism is characterised by negativity toowands 6 s wo r k
(e.g. Langelaan et al., 2006Vaslach et al., 20Q1 The third dimension, reduced
professional accomplishmef(ite. professional inefficagy arises wheremployes no
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longer feel they can dispensé their job responsibilities effectivelyl here isample
evidence abound that emotional exhaustion andepersonalisation(cynicism) are
significant drivers ofburnout(e.g. Langelaan et al., 2006.ee and Ashforth, 1996
whilst thereis also &idence tothe contrarysuggeshg that professional inefficacys

tangential to emotional exhaustiandcynicism(e.g.Leiter, 1992.

Whilst someresearcherdefineburnoutas a3-dimensional construge.g.Houkes et al.,

2008 ToppinenTanner et al., 20Q2Nright and Bonett, 1997Zellars et al., 2000

others believeéhatit is a2-dimensional constructhey argue that the main components

of burnoutare emotional exhaustion and cyniciéeng.Green et al., 1991 angelaan et

al., 200§. Thisis aview supported by empirical studié¢s.g. Langelaan et al., 2006

Lee and Ashforth, 1996where professionalnefficacy has low correlatiawith
emotianal exhaustion and cynicisife.g. Langelaan et al., 2006 eiter, 1992. The
dimensionemotional exhaustion is most criticaénceforms the core @mponentof
burnout(Zellars et al., 2000 In much oftheresearch emotioh&xhaustion is the most
prevalent in many workplacé€s.g.Maslach et al., 20Q1This primarily because of the
belief thate mot i on al exhaustion i s aextdnsionant i on
6emodliloyn char ged6 w@ellddenal, 2@)0which is exacarbadt s

by a combination of frustrating and tense wiogk environment This ocarrence
promps otherresearchers, such as Shirom (1989) to suggest that the other dimensions
are just superfluous. Feasible as it might setimere is still strong empirical evidea

to the contrary as averred by Maslach et al. (200Buggesthat a singular construct

of burnoutfails to encapsalte and articulate the importancettoé relationshigpetween

employes and their work.

When boking at emotional exhaustion, the mastical dimensionof burnout it is
evident that from a conceptual point of viéwsignifies traditional stress reactiobg
employeesn work environmerd The dress reactions which manifest in the forms of
fatigue, anxiety and jebnked depression, gychosomatic complaints are studied in
occupational stress researn@hg. Buunk and Schaufeli, 199®emerouti et al., 2001

Kahn and Byosiere, 199®%varr, 1987. LeeandAshforth (1996) suggest that emotional
exhaustion and other job related stresg¢erg.work overload, role problems and some
behavoural and attitudinal outcomes, such as turnover intentions and absenteeism

(Demerouti et al., 20Q1 have implications for job related outcome.g. job
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involvementand OCBs). This ties in well with Bagozzi (1992) attitude theory in how

this influences intentions of the individual to act out certain behaviours.

As for depersonalisatiom other roles (othethan human relations services)cdmes
acrossas cynicism alienation or disengagement with respect to work rgkes.
Cherniss, 2002Demerouti & al., 2001 Kanter and Mirvis, 1989Lang, 198%. In the
case of the third dimension béirnout reduced personal accomplishmehis ismostly
viewed as an appendade core dimensions dburnout(i.e. emotional exhaustion and
depersonalisatiomsit is considered veryveakwith a strong correlatiomo the other
two (Demerouti et al., 200XGreen et al., 1991 ee and Ashforth, 1996&chaufeli and
Enzman, 1998. The argument given is that when individual are confromteith
emotional exhaustion and depersonalisation that then prompts reduced personal
accomplishment as a consequeficee and Ashforth, 196). It is by examining this
relationship that it clear thesynopsis extends burnout beyond human services

occupations which allosa more generalpplicationof the concept
2.3.2.2 A discussion of enpirical studieson burnout

There are sveral theories advaad over the years in a quest to understand this all
important phenomenownf burnout At the centre of these theories aaatecedent
stressorge.g.Demerouti et al., 20Q4£ellars et al., 2000In its most rudimentary form
stressis defined as an external factor that destabilises the inner state of equilibrium of
the cognitiveemotionalenvironmental systeniDemerouti et al., 20Q4Lazarus and
Folkman, 1984Monnier et al., 200R Giventhatthis is the focal point of tts research

it is worthwhile to mentionthat stress does not only resultganerationof negative
effectson employes in the workplace but can also precipitate positive consequences
for the sameemployeesfacing it (Demerouti et al., 2004 This researchis thus
concerned with théheoretical framework arourtabth positive andhegative effects of

antecedent stressors.

In early literature a number of theories focusing on the relationship between job
stressorsemployeeand organisationabutcorres haveexploreal the existence ofausal
relationships (Houkes et a] 200§. Amongst theearly models are Karasek and
Theor el lJdbDenfadd@obtdl)JID-C) model(Demerouti et al., 20QHarter et

al., 2002 Houkes et al., 20Q&arasek and Theorell, 1990rheJD-C model and others
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similar to it are drawn ora premise that stress is a product of two basic job
characteristics which are job demands and job cofastanheira and Chambel, 2010
Houkes et al., 20Q8\eveu, 2007 Schaufeli and Bakker, 200%bin this model job
demands are explained as psychmabjob stressors manif@sg in the form of how
much control aremployeehas on workhe employees peforming, effort and pace of
work being performe@Hobfoll, 2002 Schaufeli and Bakker, 2004On the other hand
job control relates to how much contiarh employeein work situation has over work
that employeeis carrying out(Castanheira and Chambel, 20Hbukes et al., 2008
Schadeli and Bakker, 2004b

The JD-C model is perceived to work through a performance protection strategy

(Demerouti et al., 200Hockey, 1993 whereemployes seek to minimise the cost to

themsel ves of perf or mi n dDerdepoatiretag,i20Qpkodid hi gh de
instance where there is high environmental stress in the form of noiske,vgkload,

heat and time pressure. Hockey (1993atesthat when employeesare in this
O6protection modedé t he bo thginfarneatior preacessingh or mo n e
mechanism. There is a suggestion from empirical studies that there is a positive
relationship betweethe levelsof theactivation of hormonal system atithtassociated

physiological costto thatindividuals concernede.g.Demerouti et al., 20QHockey,

1993.

Whil st Hockeyo6s ( 19di#figulttiohssessityimpast@npbrg usi bl e i
task performanc€Demerouti et al., 20Q1Schaufeli and Bakker, 200bHowever,

indirect consequensareobserved in empical studiesand arer ef erred t o as 0Ost
adjustment sé where the wor kemaddisontothie;s att ent
there is fatigue which results isubjectivity and risky behaviour on the part of the

employee (e.gdemerouti et al., 20QBchaufeli and Bakker, 2001b

The Job DemandResource$JD-R) modelsare composed of those physical, social and
psychological or those orgaations that facilitate or assist in functional
accomplishment of tasks. This has the net effect of minimising the impact of job
demands with respect telated psychological and physiological costs sugsequently
lead topromotion of ane mp | & grewh @nd developmer(Demerouti et al., 2001

Neveu, 200Y. These jolresourcesreclassified into two distinct categories, which;are
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(1) internal job resources (these are normally perceived as cognitive features and action
patterns) and (2) external job resources (these manifest in the form of organisational
and sociaklements in naturgRitchter and Hacker, 1998Thee is abelief that when

there is a deficiency or shortage of organisational resources (which are job control,
involvement in decisiomaking process, task differentiation, potential for qualification

for a position m an organisation) and social resources (like family, colleagues and peer
group support) it is difficult foran employeeto cope with stressful environmental
exertions of tasks or workload demar{@sawford et al., 201,(Demerouti et al., 20Q1
LePine et al., 2005 This situation sets ugnemployee for fdure in terms of achieving

workplace goals.

Unlike theJD-C model wherean employeeseeks to minimise castthe JD-Rs model
in the face of such adversity in the form of high job demands, job resources are

attributed with triggering a process of motiwatiinanemployee. This process can then

lead toanemployeé s gr owt h, | ear nipergeivedesburcese This| o p men't

very development naturally ressiin a boost inanemployeé s compet ence
autonomy, which consequently encourages higieeformance andhus significantly
influences achievement of desired godlSrawford et al., 2010 It is clear that unlike

the JD-C model where there is no mechanism for job engagemeniPHiemodel does
offer this unique platformhenceenabling the linkup with engagemeniBakker and
Demerouti, 200/Crawford et al., 2010 Thismakes the]D-R model a better and more
desirable model of the two given its leveraging ability. This position is equally
augmented by empirical evidenée.g. Bakker & al., 2005 Demerouti et al.,, 2003
Schaufeli and Bakker, 200%wvhich uncoverghe fact that there is a reciprocal link
between job resourcesnd burnout (Crawford et al., 20)0manifesting in adirect

relationship between job resources and engagement.

There is an attempt §rawford et al.(2010) to sanitise thdD-R model by drawing on
the transactional theory of stre¢sazarus and Folkman, 19B4At its core the
transactional theory of stress posits teatployes that find themselves in stresful
environment undertake as assessment by looking at how it affects theewgll In so
doingtheydraw on two attributes of stress, that is whether stre¢$)ishallenging or
(2) threatening(Crawford et al 201Q Lazarus and Folkman, 19B84This view is

augmented by the empirical studies of Cavanaugh et al. (2000) designated
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challenge stressors as those that enhance and promote personal graNgth, sk

development and gains in the future (these can manifest in the form of high levels of job

responsibility, time pressure ariiigh levels of workload). In thisegard, these are
perceived by employees as providing that leverage to learn, grow andpevelm e 0 s
and poise them for more rewalid the future(Cavanaugh et al., 200Grawford et al.,
2010.

sel f

On the other handhindrance stressor@hose that threaten aamploye® s si t uati on)

have a diametrically opposite effect as they undermine the abilian employeeto
learn,and grow, thus curtailrewards towards themployeein future (Crawford et al.,
2010. Cavanaugtet al. (2000) identifya number of hindrance stressors sashiole
conflict and ambiguity andxistence opolitics in the organisation. These, according to
Cavanaugtet al.(2000) tend to present obstaclestoployeesn thdr quest to achieve
their targets thus consequently affect the flow of rewards to dmepeyees(Crawford

et al., 201). This meanghat in order foremployeesin this case call centreso take
advantage of their involvemenmt their workit is important to minimise or reduce levels
of hindrance stressors in wotkat would seem to hamper their job involvement
Therefore based on th discussion abovany obstacles to job involvemeintthe form

of hindrance stressoraust be addressed the workplacet o enhance an

job involvement.

Transactional theoryLazarus and Folkman, 1984hows that an assessment by
employeef job demands as challenges or hindrances has consequenaestional
and cognitive state of themployees(Crawford et al., 201,0Lazarus and Folkman,
1984 LePine et al., 2005 This subsequentlynfluences how employeesevelop their
own coping strategies in the face of such job siflesBine et al., 2005 Crawford et al
(2010) say that by their very nature challexggob demands enhance giive emotions
solely because they encourage personal growth and @&Rse et al., 2005 It thus
follows that an employeein work faced with challenging job demandsslcanfidence
to confront the challenges and succeed in achiewimg work objectives by taking
these challengeas developmental and growth objectifeam an individual point of
view (Kahn, 1990. In order to addresthe shortcomings of job demand models {OD
and JDR models) another line othinking has emerged. This new direction
encapsulateBurnoutas characterised khgb resource (Neveu, 200Y.
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Out of several empirical work¢e.g. DeJonge and Schaufeli, 1999urissen and
Nyclicek, 2001 Warr, 1994 Warr, 2002 there arise a notion that burnout is
characterised by resources depletimrlerthe conservation of resource€d¢R) theory
(Halsesleben and Buckley, 2Q04obfoll, 1988 Hobfoll, 1989 Hobfoll and Freedy,
1993 Shirom, 1989 Shirom, 2003 In its most general formulation tHeoR theory
posits that anemployeeis not motivated by the desire to attain psychological
equilibrium but insteacgnappetite for creative accomplishmey. taking this view the
focus on understanding the relationship between job demandsuamouthas shifted.

The focus is now on whan employee is able to bring into the exchange relatignshi
and this automatically infuses psychological health issues into play within the
transactional proces$iobfoll, 2001 Neveu, 200). Another positive dtibute of the

CoR theoryis that it links burnoutwith an employeé s devel opment al

exposes the temptatidor self-preserationthrough resource frugalitfNeveu, 200Y.

This element of resource depletion is a key differentiating characteristic wifliDtRe
model (Demerouti et al., 20Q1Schaufeli and Bakker, 2004avhich is driven by a
positive relationship between burnout and job demands. This is also assumed to be
positively correlated t@ngagemenivhich draws resources from internal and external
sourceqRitchter and Hacker, 1998The CoR theoryperceives four types of resources
aligned with four type®f personal investmenidiobfoll, 1989 Hobfoll et al., 1992
Neveu, 200Y. The fourresources arg(1l) stress mediating conditions (job security,
social support andesiority), (2) resources generating energy (time, money, knowledge
and competencg)3) valued objects (housing, clothing, tangible benefigs)d (4)

stress aiding personal characteristics (traits and sidiksyeu, 200Y.

Other than the job dematthsed theories (30 and JBR models) and th€EoR model
(Halsesleben and Buckley, 2Q04obfoll, 1988 Hobfoll, 1989 Hobfoll and Freedy,
1993 Shirom, 2003is theself-determinationiieory GDT) (Deci and Ryan, 2002The
SDT assumes tha&amployes are active human beings who are grouwtiented. The
prime motive ofemployeess to partake of enjoyable and irgsting activities(van
Beek et al., 2012 The SDT builds on the view thatployes want to exploit their
natural talents or capabilities to théullest potential(van Beek et al., 20}2In doing
so, theseemployeesseek to relate with others extreme harmonwt an interpersonal

and intrapersonal level¢Deci and Ryan, 200Q0van Beek et al.,, 20}2 This
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interpersonal and intram@nal interactive environment places the SDT at the mercy of
social environment within which aamployees a social agenivan Beek et al., 20)2

It is fair therefore to suggest that factors that driveetheloyee as a sociagent (inthe

form of motivational behaviour and direction of personal growth) are predicated on the
nature of and interaction between tleaployeeand theensuingsocial environment
(Deci and Ryan, 20Q@an Beek et al., 20}2

The SDT goes beyond tl&oRs theoryin its analysis of motivation as a determining
variable of the relationship between job demands lamchout The SDT dissects
motivation into two canponentswhich are (1) intrinsic; and (2) extrinsic motivation
(Gagne and Deci, 200Ryan and Deci, 2000s&5onnentag, 20Q3van Beek et al.,
2012. The proposition is that intrinsically motivatethployeesare driven to excel in
work because they expence and derive enjoyment from work. This meamst
intrinsic motivation is selfletermined. Thefere, intrinsic motvation, put differently
impliesthe employeeperforms work for the sake @fand nothing else as thésnployee
derives joy enjoymentand a rewarding experience from (ltagne and Deci, 2005
Ryan and Deci, 2000a0n the contraf, asocial agent who is extrinsically motivated is
driven by environmental factors other than the work itself. The subtle messaghiom
is that work may not be enjoyable mployeesare diven to do it because they need,
for instancefo earn an ineme to survivgDeci and Ryan, 198®eci and Ryan, 2002
Gagre and Deci, 2005van Beek et al., 20)2

Thus, to sunup, the SDT propounded beci and Ryan, (20QGs importantin the

main for suggestingthe ambient social environment plays a significant part in
upholding or undermining processes of internalisation, integration, intrinsic motivation
and personal growth. This can happen through
by (Deci and Ryan, 20Qas (1) the needor relatedness (this occurs when there is a
desire to belong, gain respect and fi{lBaumeister and Leary, 1995(2) the need for
competence (in this cas@employeeseeks success through accomplishment of tasks at
hand(White, 1959); and (3) the need for autonomy (here temployeewants to be a
free social agent makings or herown choice and making decisions on what actions
to take (Deci and Ryan, 20Q0van Beek et al., 20} It is imperative that for an
employeeto achieve one or more of these three psychological reeeeimployeemust

be functioning atan optimum level of welbeing (van Beek et al., 20)2 This
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underlines whatvan Beek et al. (201Zuggestthatto meet these three psychological
needs and autonomous motivation in work context the precorslibbrpositive
outcomes, positive work attitudend psychological welbeing, superior performaac
among others, must be fulfill§@agne and Deci, 2005

2.3.3 The role of individual stress mindset

2.3.3.1 The theoretical foundationsand constructs of stress mindset

In work dtuations employeegespond indifferent ways to stres&ellars et al. 2000.

Thus personality differences do hava significant influence on an individual
empl oyeeds r es pon s(Binsarch ahd Ekeudugot 20@Baunders ets t r e s S
al., 1978. It is critical that extensiveesearchis conducted giverthere is such a
discrepancy in results garnered thus Tdous, h assessing for instance, the relationship
betweeremployeepersonality andburnoutit is evident that in the case of investigas

done onfemale employees vehhave low selfesteem therés evidence ofburnout
particularly in human services sectfiResinger and Mavondo, 201%ellars et al.,
2000. This makes it important tanderstandfurther the human services sector to
establish the underlying causés this. On the other hand, immother staly on
hardiness, a personality traity relation toburnoutit is established that thers a
sympathetic relationship with personal accomplishniighithen and Muthen, 1998In
another empiricalstudy Leyman (199%) establishe that hardinessis negatively
associated witemotionalexhaustion andepersonalisatioteven ttoughsome studies
have not been able to establish any link between personality traits and individual
difference) such is the case imfire and Collins (2000. In their researctthereis no
relationship found in aasnple of 250 critical care nurses between personality trait

hardiness anburnout(Schneider et al., 198@ellars et al., 2000

In view of the @ove it is clear that the general perception that stress has negative
consequences is to some extent misplased depends on the individu@rum et al.,
2013. There has been a view thatessis a problem, particularly in work whereig
linked to death (Crum et al., 2013Rees and Freeman, 2009hus, aking the above

into cognisance it is clear that itm®t difficult to convince anyone about the negative
consequences of stress in w@dcum et al., 2018 Whilst the argument that stress has

theseenumerated consequenceswell documentedCrum et al.,, 2013)and quite
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popular amongst occupainal psychologistghere is a paradigmshift. This shift
suggests that thbelief or perceptionthat stress has negative effecssin itself a

dmindsebthat gives credenand legitimacyto the phenomenoiCrum et al., 20183

In the same via, Crum et al (2013) believe that it is of paramount importance that
employees attempt to alter their mindsethangeheir respons# stressThrough this
reconfiguration to atress mindsean employee develops the capacity to determine the
extent towhich stresshas thecapaity to enhance different streéisked job outcomes.
Thesejob outcomes could be performance, productivity, health andlveahg (Crum

et al., 2013Zellars et al., 2000 The two dimensions aftress mindsedrising from this
exposition are that a stress mindset can be perceiveithas (1) stressis enhancing

or (2) stressis debilitating(Crum et al., 20183 A stress is enhancing mindset believes
that there are positive gains to be achieved from encountering stress; a view which is

not shared with a stress is debilitating mindset.

In personality and individual difference literaturerd nds et i s defined O0as
frame or lens that selectively organises and encodes information thereby orienting an
individual towards a unique way of understanding an experience and guiding one
towards corresponding action and respod@eartwright, 2003Crum et al., 2013 It is
therefore true to sathatwhen an individual employee adopts a particular mindsst t

has consequences downstreamhisror herhealth, judgments, behaviour and eviis

or herevaluative capacityCrum et al., 201,3Harris and Reynolds, 20081ulholland,

2002, which fit into one of the offshoots of attitude theoAjzen and Madden, 183
Bagozzi, 1992Perugini andBagozzi, 200 known as the selfegulation theory4jzen

and Fishbein 1980,Bagozzi, 1992 Perugini andBagozzj 2004. Thus, ndividuals in

their nature respond differently to theituatiors (Schneider et al., 1980This response

variation is underpinned by personality and individual differeigears et al., 2000

In the case oCrumet al. (2013)they go further to suggest that stess mindset is a
unique variable,therefore different from coping andther appraisal mechanisms
assessinghe severity of theteess itself(Zellars et al., 2000 When the body readies
itself totacklet hi s stress via the O0stress responsebd
i ndividual 6s ment al and physi ol og(Crana l facult

et al., 2013 Rees and Freeman, 2009 he ability of the body to prepare itself to
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successfullyhandle the impending stress both mentally and physically is normally

referred to aggood stres¥(Crum et al., 203). In stress theory this state of readiness to
confront stressful situations in a O6positi)\
underpinned by positive consequesnarising therefron{Crum et al., 203, Crum et al,

2015). The Geustresé phenomenoiis noted extensively in stress literature iferability

to allow the body to mobilise resources through physiological arousal processes which

triggers and enablg the individual to builda capdility to deal with the challenge at

hand(Crum etal., 2013.

Through this mechanism of physiological arousal, a consequendgaistfes§ other
scholars(e.g.Weiss and Cropanzano, 1996éke a view that stress in itself becomes a
motivator (Crum et al., 2018 The motivatioal properties arise from the fact that
individual employees faced with stressor invoke a defensive mechanism creating a
Omembr aned of d dWesshand €repanpansocs $9Darhis slafensive
pessimism mechani sm gives empiupoptwesandt hat uni
consider them carefully and rationally to establish the most appropredg of
dispensing thsituation at handCrum et al., 2013Rees and Freeman, 200eiss and
Cropanzano, 1996Therefore employeegievelop capabilities to handle problems that
they anticipate to occur in their different woekivironments andettings(Rees and
Freeman, 2009 To augment the abovéeustres8 effects of stresson individual
employeeit is important to note thawhen individuas are exposed to strefisere is a
likelihood that it may catapult several characteristics to the fore. Some of the
characteristics that may emerge are improved appreciation for difd, mental
toughness, among othe(Brown and Maxwell, 2002Harrison and Smith, 1996
Harrison and Smitl1996 believe that another consequence ofssti®it hastens the

ability of the brain to handle informatid@rum et al., 2013

Thus, besideshe ability of the individual to handle streger se there is an added
ability of how fast and quick the individual is able to do thikjch is the argument of
Harrison and Smit{1996. These consequences have ramifications for memory and
retention capacity of individuals idifferent work settinggBarnes, 2001Crum et al.,
2013. It isright and plausible thus to concur withatterson and Ivancevigdi999 and
Schwabeand Wolfe (2010 when they state that the body gains strength due to
synthesis of proteins via anabolic hormonal rele@sauchamps and Bray, 2001
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Bettencourt and Brown, 200@rum et al., 2013 It is this process of biologicaktivity
that is credited with physiological stimulation thmatngs about mindset dimension of

stress is enhancir(@rum et al., 2013
2.3.3.2 A review of ampirical studies onrole ofa stress nmindset

In management theory mindsethelps individuals to operate effectively in situations
that are riddled with comekity. This helps individuals to decipher this complkexdin
most casespposing information to draasensible course of actigRichardson, 1994
Richardson et al., 2000Therefore drawing from this view it is cleatha a mindset
akin to an individuahasramifications forjob outcomesThisis so becaus# affectsan

i ndi v ijudgeraeintal capacity to evaluatgven situations (Kruml and Geddes,
2000 Mahesh, 199Bwhich mears the individuad snindsetbecomesan important
variablevis-avis job outcomesThis fits well into attitude theory (Bagozzi, 1992) as it

allows an individual to evaluate the effects of stress and based on that form intentions.

A plethora of empirical studies(e.g. Richardson et al., 2000Richardson, 1994

performedto investigatethe significance of mindseeveas thatindividualswho have a

mi ndset that says o6intell i gentiperfdarnsanca mal | e a
of the individualsas well as their behaviousy displaying a higher semblance of

motivation in their learningCartwright, 2003. This is not the caserothe contrary for

those individual s whoa bfeil xastheg lack dhintaimd | i gence
motivation asthe former group anailsolack enjoyment in their work as thosetime

former group that bééves6i nt el | i genc e Therefae, drawihgdfelm bl e t r a

this analysis it is cleahatmindset haa role to play here.

An interestingresearchon mindsetwas undertakento investigatethe link between
mindset and food consumptionhi$ study reeals that a mindset that believes that
drinking a milkshakeprovidesnourishment helps to reduce hungenducing hormones
(Teas, 198B On the other hand, a mindset that believes the contiarwy that the
drinking of a milkshake is not nourishingncreass hungerinducing hormones
(Sergeant and Frenkel, 2Q0Deas, 1988 Thesestudiesshow that when individuals
adopt a particular mindset, this mindset consequentlyahampact on a varied set of
domains and facets of their livésheseconsequencesn an individual arén relation to

psychological, behavioural and physiological aspeaftsheir work (Sergeant and
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Frenkel, 2000 Teas, 1988 This constitutes can be explained the context of mindset

theory where the individual makes an lexation of their situation before action.

Through these studies it is possible to see a common thread cutting across stress
situations in work. This springstolitthi st or i c al noti onMmMmhabsf t he 06 st
asindicatedbefore in early stress anagement theory belief that the level of stress and

magnitude of external source sifess is the main determinamth@w the stress paradox

is perceived and consequently resolugippert and Habe(19&0) believe that external

stressors, in terms oheir intensity and frequencyra the key factorsn determining

whether stresssienhancing or debilitating to an individual exposed to that perceived
stressorThis therefore creates that platform on which Crum et al. (2013)thake¢he

theory onstress mdset

This theoretical posture posits that stregesthave benefitsstress is enhancip@t its
onset but as the stress contisaute manifest and moustto reacha critical point
(normally referred to ashe allostatic load) it has debilitatingffects (Sergeant and
Frenkel, 200 This proposition, for instance, by Alpert aHaber(1960) builds on the
ideas around Yé&esDodson (1908) . In YerkesDodson(1908)is the implied view
that a certain dose oftress does attract a particulegsponse action rather than
determine outcomes, be they physical or psycholod@abnroos, 199,/7Zapf et al.,
1999. Therefore, when employeesestresedthey are bound to respond in a way that
is beneficial to the organisation contrary to the popular view that this is always bad.

This analogy ineffect brings into the fray thexigent differences between stress

mindsetand coping strategiedt is through understanding this disparity that enables a

move from this sense of the impact of stress on outcomes (at individual and
organisational level) tbow individuals manage streasd thus invoke paradigm shift.

To start with, oping in its most crude form is defihas that process of appraising and

buil ding oneds r es dehavibweato, coubter théstred@wghich t | ve anc
one is subjeed. Whilst understanding coping and subsequent stratégiesne can

invoke it (i.e. coping)does nonecessarilyendow individuals with much understanding

of how to deal with strefid environmentsor situationgDuke et al., 2000 Therefore,

coping strategies as a way of dealingh stress are considered to be avoidarased

strategies that do not address i#sie, whichis the stressatself.
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Crum et al (2013) realise the weaknesses of using coping strategidsaling with
stress. They advance the view that ian di v indndsetl i$ at the centref
determining how stress is perceived by an individual. An individual, according to Crum
et al (2013) has two possible reactions to stress. The two reactions would be either a
mindset that sayg1) stress can be enhancjra (2) stress can be debilitatintn their

view the notion of a stress mindset ok irrespective of whether thadividual is

facing stress or not; this consequently means a stress mindset goes beyond coping
strategies. Crum et .a{2011) and Crum et a[2013) in their viewproffer thatthis
meansstressmindsetunlike coping do not present any form of assessment of a-stress
riddenenvironment. In that regard stress mindset is poignantly focused on the nature
of stress as either enhancing or debilitatargl this iscontrary to coping strategies
which are more o&n appraisal of stress itsefBowen and Lawler, 199Zartwright,

2003 Crum et al., 2018 These two perspectives are complete opposites and look at
stress differently.This distinction is important in as it informs how the individual

decides to act ithe face stress.

This is why stress in the form of a looming deadline is perceived as a stressful situation

by oneindividual whilst at the same timé invokesa different reaction fromanother

individual. To an individual that believes stress is enhanpa looming deadline

invokes astress is enhancingiindset. This only emanates from the fact that the

individual views this stress as an enabler as it can boost out¢Gmes et al., 2013

On the contrary, the opposite is true for an irdlil who has a mindset that believes

that stress is debilitating. To this individual a looming deadline provakes

diametrically opposing mindset thaaysstress is debilitatingThis is a result of the

belief by the individual that stress has a negatvepact on the individual
energy(Crum et al., 201 Richardson, 1994Teas, 1983Wegge et al., 2006

In an empirical research Dweck (2@) succed in establishing that togethestress
mindsetcoupled with intelligence help or enable individutdsenvisage goals as well
as responses to challenges and consequently impacting out@@mes et al., 2013
Richadson, 1994 It is clear that from this view flowthe theoretical implication that
stressmindset has the propensity to create different motivations and psychological
processes via the ability sfress mindseb influence health and performan@rum et

al., 2013 Teas, 1983Thereforeit holds water to argue that a stress mindsetgtress
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is enhancingor stress is debilitatingnindse} does bear down othe behavioural and

physiological experience of stre§hus, aising from these grt-term consequences of

stress on the individual 06s nren ramifecdtions n a | and
for health as well as those performance outcofBesven and Lawler, 1992Zrum et

al., 2013 Teas, 198B Thus, a conclusiors drawn that stresgiindsetcan be of good

effect to performance based on thisitognd therefore be given due consideration in

work.

It is evident thak stressnindsetmoderats the effect of stress onob outcomeslif an

individual is exposed to stress it does not necessarily follow that there is a negative
impact onjob outcomesAn obstinate mindset is one that beliegé®ss is enhancing
andseean i ndividual in a state of Oeustress?o.
ability to achievgob outcomeqCrum et al., 2013Teas, 1983Wegge et al., 2006In

the same veimoderating effes of mindsetare discussedn volteface This can be

that when an individual is exposed to stress that individual chaos&onserve

resources thus minimising timegativeimpactfrom a stressful situation on health and

other outcomes as explained un@eR theory(Hobfoll, 1988 Shirom, 1989%. In taking

this decisioremployees therefore naturally redubeir achievement level in work.

2.3.4 A discussion on joboutcomes

2.3.4.1 The theoretical framework of job involvement andOCBs

By definition, job involvement relates to how fan individual identifies with the job
thatthey aredoing In some way it entails thealue thatanindividual places on the job

in question in relation to thandividualdb s v i e wortb (Briefseedl.,f1979Tubre

and Collins, 2000 On the other hand Organ (12B&lefinesOCBs, another form of

job outcomeas a behaviour that is of ame xrtalaed nat ur ethebenef i ci
employees in the organigant andthe organisation itself. Bara(199) believes that
OCBs are not constituted by formal demands of the supervisor let alone the
organisation.It is clear that a state inwhich an employeehas high levels ofjob
involvement does arisehen there is deliberate engagement byedhmloyeeto the
main tasks of the job in a positive manfitle et al., 2008. The opposite, a state of
alienation of theemployeealso aises when there is no attachmeatthe job by the

employee hence there is no semblance ioflividuality at play (Bagozzi, 1981
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Bandura, 197,/Mandell, 195§. Therefore the twojob outcomegi.e. job involvement
and OCBs) are important in assessing the impact efale and extraole outcomes of

employesin work.

Little et al. (2@6) believethatOCBs arethat behaviour islriven by aremploye® s o wn
discretionary behaviour which fidhe propensity to benefit tlieganisation as well as

the other employees. These benefits manifest in a psychological and fevmal
(Bormanand Motowidlo, 1993 Little et al., 2@6). It is important to separat®CBs

from in-role job performancge.g. job involvement) OCBs are not by nature a
prescribed butathera deliberate and discretionary behaviour and offer benefits to other
employees and work groups as well as the organisafiditiseen and West, 1991
Aguinis et al., 20056Norman, 197}% It is discretionary becaastheemployeechooses

to engage in this behaviour given that it is not manifestly a behaviour underpinned by
contractual obligationRego and et al. (2010) argue thaODCBs antecedents differ
significantly across cultures. This viels presented in other avks, for instance,
McFarlin and Sweeney 1992, but perceived by others as premat(fPerrow, 1965
Podsakoff et al. (2(&) say that there are four distinct areas relating to antecedents that
have implications fo©OCBs. These antecedents aneplained as follows1) leadership
characteristics(2) individual dispositions (3) organisational characteristicand (4)
citizenship behaviours. It is acknowledged in literature that mamtk done o
antecedents oDCBs other than the dispositional characteristicsenended tobuild

their framework around the social exchange thelorgome studies usis made ofthis

social exchange theory to explain the relationship between justice perceptibns an
OCBs (e.g.Ajzen and Fishbein, 197CohenCharash and Spector, 2001

In research conductetthus far on jobinvolvement focushas beeron how pesonal
characteristics are correlated to job aspects sutiheamture of organisational design,
supervisory behaviours, job enrichment and how these connecjobitbutcomes at
both employeeand organisational levéBandura, 197)/ Whilst thereis discussion on
job engagement and burnaihiere has been criticis(Bagozzi and Baumgartner, 1989
Bandura, 197,/Mandell, 1956 based on the fact that thereaslouded understanding
of the subject matte(Bandua, 1977. A lot of this criticismis centred on the
uncertainty arising from the application of the Lodahl and Kejner d@&d@dura,
1977. The net effect is #hconfusion over the ability to intergrenassive amounts of
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dataduring manipulation and analysi§his prompts one to be careful when dealing
with large quantities of data ahese riskscreating problemsn relaion to the

interpretation of results.

Understanding the relationship betweeasrganisational justice andOCBs in
organisationakettings has proven to be a popular area of rese@idhbein and Ajzen,

1974 Perrow, 196% ThroughOCBst he or gani sationds inperfor mai
relation toits functioning (Fishbein and Ajzen, 1974In a nutshell, Adams (1965)

argues that when there is a feeling of inequity in the way employeeviews the

exchange relationshipi . e. t he empl o yieaeidrewaijd)d prompte r f or man c
the individual to not paiih their OCBs (Fishbein and Ajzen, 1974

The raison d'étrefor this tendency to withhol®CBs is to restore the balance the
sociatexchange relationship. Moorman (1991) says in situations where an individual
employe feels that they are being treated fairly by their superiors they are most likely
to be involved in discretionary behaviour therefore positively favouring the organisation
T this is the typical manifestation @CBs (Fishbein and Ajzen, 19F4Equally true is

the proposition by Blau (1964) that in cases wiemployeedeel that the organisation

is giving them fair compensation for work performélaky consequently respond by
performing a range ddCBs (Bandura, 199]1Colquitt, 2001 Davis, 1951 Fishbein and
Ajzen, 1973.

The construct of job involvement has seen significant evolution since ptmcéy
LodahlandKejner (L1965 and has seen a lot sfudies (both theoretical and empirical)
spawned out in different work situatiorfs.g. Little et al., 2008. In its nature job
involvementis defined as a situation where there is total engagemeart &yployedn

a job and this is predicated on the importaaogloyes place on jobk in their lives
(Bagozzi and Burnkrant, 197Rittle et al., 2006 Weaver et al., 20010n the contrary,
a converseof job involvements job alienationwhich is characterised by an individual
employee losing that attachmemt the core elements of the job within the work
environmeni{Bagozzi, 198]Little et al., 2006 Mandell, 19586.

Brown and Leigh(1996)also note that the idsaf job involvement and job alienation
cut across several spe of life such as parenthood afainily, among othersin an

effort to unravel the nate of job involvemenit is essential to have a desgpoted
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understanding of oneods psyc hodrieers ofcaa | needs
employeewhere it pertains to how thegre involved in a job situatio(Little et al.,

2006 Roethlisberger, 1965It follows therefore that tthave a wholesomknowledge

of the construct of job involvement it is an indispensable fact that social, industrial

organisational and clinical psychology must be given due credkitite et al., 2008.

Historical understanding of the nature of job involvement over the last four decades has
revealed that there are a serdggpersonal attributes (characteristics) that fimkvith

job involvement. This has on the whole paid attention to thedinjob enrichment,
organisational design and supervisor behaviour coupled with the consequences on
outcomes for themployeeand he organisatioiiBagozzi and Baumgartner, 198%he
construct of job involvement has been however chire confusion since Lodatdand
Kejneid £1965)exploratory work. Kanungo (1982)ho triesto improveon theLodahl

and Kejner (1965) propositignargues that there is a multiplicity of conceptual
ambiguities in the construct and hence the need to comeitipa more focused
construct of job involvement. In navigating through how job involvement has been
constructed and measured it is imperative go back to its getresmich of the early
foundations of job involvemerit has been grounded n Al | §0) warkd Isis tiisl

work that allove LodahlandKejner (1965) to generate the first of the two dimensions

that have seen extensive use

The first dimensionfocuses on how performing a particular job impacts on an

i ndi vi deswdmd Ehissseteled to as the performanselfesteem contingency

(Brown and Leigh, 1996 Lodahl and Kejner definea second dimension which
concerns the extent to which an individual 6
(Tubre and Collins, 20QZawacki, 1963 Thi s vi ew o0 Visaw@injebds i mage
involvement is underpinned by the workTaibre and Colling2000 andWang(2009).

Like with most pioneeng works the two dimensional construct by LodahtlKejner

(1965) faltes in that it dbesnot originate from a singular conceptual construct and

therefore culminatein the confusion raised earligkjzen and Madden, 198&awacki,

1963. There areseveral pieces agmpirical work dondahat arebased on the work by

Lawl er and ahdhddahfarsdKegjnér 91965 )educed version of the original

20-item scale.Nonetheless, there has been some serious criticistheotige of the

reducel scale The reduced scale based bra wl er and addlbdaldand ( 197 0)
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Kejner (1965)is mainly criticised for beinghe cause of ambigugts raised earlier on
which has resulted in it lack of wide application in most research works social sciences

(Brown and Paterson, 1993

It is clear from the above mentioned studies that thedanensional costruct, which

excludes performaneselfesteem contingency helps to do away with the rampant
ambiguities that are prevalent in the extended veriitthe et al., 2008. Some further

work has also been done by Sabkaid Hosek (1976). In their work they postulate a
multi-dimensional propositionof job involvement. Theirsis based on a four

dimensional construct composed () work as a central life intereqR) the extent of

t he personods act i v €3 extant Dfi perfopmanieselieesteena t wor Kk
contingency and finally @) consisteny of job performance with the sedbteem

Unfortunately therarevehement and scathing attacks on this constru&rbwn and

Leigh (1996)andKanungo (198p

The criticismis mainly on the fact that thelie so much fixatioron the psychological
stateof the individual as well as the causes and resultant outcomes from this ensuing
psychological statéLittle et al., 2008. In this category of mukidimensional constructs

of job involvement ar@iews of Bagozzi (198}, Bandura (1977andBandura (1989)
However these works have been releghtéo nonsignificance (Bagozzi and
Baumgartner, 1989Little et al., 2008. Other than the operationalisation of job
involvement constructs there is a thapproach offered by Kanungo (1982). In this
appro&h consideration is given to job involvement based on the psychological
identification belief(Brief et al., 1979Little et al., 2008.

In formulating this construct Kanungo @3 bearsin mind the limitations of the mutkti
dimensional propositions by Lodabhd Kejner (1965)and Salehand Hosek (1976)
Kanungodos ( jo9iBvalyementiisethvat theere are two facets upon which an
i ndi vidual 6s i dwonthithieir ierale function These atfe(il) mege d
for salienceas wellas(2) t he i ndi ofihavuleljob satighs ehé Jaraef

i ndi v paisonalheéds.Through this propositioianungo (1982)s able to bring
more clarityinto the conceptualisain of job involvement(Little et al., 20@). This
version of job involvement construct dgvoid of contamination from the influence of

scale itemghat are considered to be outside the meaning of job involvewlgoh
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consequently makes it an effective constr(igttle et al., 2008, making it a more

effective measurement of thenstruct
2.3.4.2 An empirical framework of job involvementand OCBs

The theoryon job involvement does indeed revolve around attitudinal and behavioural
involvements of individuals in achieving their outcon{&sief et al., 1979 When

these involvements are invoked a number of individual behaviours arise such as job
involvement and mximity-seeking behaviours. These extend the indivithegbnd the

normal demandsn question(Pearsall et al., 2009 The theory on job involvement

suggests that given that an organisation has\its mlentity, the members of the

organisation tend to have thewn views about this idg&ity and consequently this has
ramificationsfor how their (the individuals) behaviours and attitudes are formed. This
relationship between the organisation and th

affect job involvement outcomes.

In equal measue, an individual who believes that their image is enhanced by their
association with the job will be highly involved in that particular (Bbef et al., 1979
Tubre and Collins, 20Q0 Ashforth and Mael (1989) andPearsall et al(2009) also
concur with this viewby suggeshg that in organisations that are missidnven
individualsthat align themselves with the management philosophy are highly involved
in their work. The AshforthandMael (1989) proposition allows a deduction that when
there is natural identification by aemploye with an organisation due to its
management philosophy tkeenployeeis bound to apply himself or herself beyond the
demands of their formal job. It is fair to then suggest that there is a link between
identification with a particular philosophy in the Wptace and different forms of job
involvement(Brief et al., 1979Zika-Viktorsson et al., 2006

The work ofPearsall et al2009) givesan analogy where an organisatithat cherishes
protection of environment as its ethuss propensityo entice employees to drive their
effort. When employees see this organisational attitude they reciprocate by reducing air
pollution whist undertaking their job roleBearsall et al(2009). Thus, this means
employees have to apply themselves diligently to achieve these individual outcomes
andof course precipitating in job involvememnother conceptual framework of job

involvement uses classifications chosen on the basis of pditgdraits drawn from a
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plethoraof supervisory behaviours as well as job characteri§Basdura, 197) The
conceptual framework also encompasses how individuals in a role perceive the
antecedeninfluences on job involvement. Thusdividual differences have been at the
centre of mosjob involvementtheories that are underpinned by personality traits and
have their genesis anchored in individual and social circumstéhgdd et al., 20Q1
Marsh et al., 2011 This scenario highlighted above builds up he @f the theories key

in explainingjob involvement the interactionist perspectivehich states that that job
involvement is jointly impacted on by personality and situational variables. Here there
is recognition that employees are all different andabee of that they are driven by

different motives.

The interactionist perspective avers that job involvement is jointly impacted on by
personality and situational variables. The individual difference perspective views those
antecedents of job involvemigisuch as socialisation processkEsignedo generatea
belief amongst employedkat work is a virtue and must be donghis brings to the

fore the relationship between job involvement and work gtkraemer et al., 2002
Little et al., 200§. Thus the individual differences perspective presenfsima facie

view that employeesare by inclination more job involvedin other studiessome
personality variables in relatiow job involvement, such as internal motivatice)f-
esteemand loc¢ of control are found to be importanfe.g. Bandura, 197)( With all
these personality variables evidence from research has beehetteas i sympathetic
relationship between them and job involvement. Taking intrinsic motivation, it is
evident that when an individuabiconfidencein his or her competence and ability to
influence their work environment then consequently there arévssamifications for

job involvement(Deci and Ryan, 198%Kenny et al., 204). Job involvement has also
been seen to be influenced by sedteem inHat thoseemployes in the workplace who
experiencehigh selfesteem exude confidence and tend to be highly involved in their
jobs as well(Bandura, 197y

Whilst antecedents connected to personaldjtdrhave beetaudedin explaining the
nature of job involvement bgn individual, anothervariablethat has been viewed as
central is motivation. Motivation though has sprung up more divergent theoretical
perspectives in the understanding of job involeaeim The three key perspectives that

have seen extensive application in unravelling the significance of motivation as an
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antecedent of job involvement afé) the individual differencg(2) the situationistand

lastly (3) the interactionist perspectisie

According to the individual difference perspectithose employeeswho bear the
hallmark of work ethic endorsements, sedteem and internal motivatiotend to be
much more highly involved in their jgbirrespective of the prevailing conditions
(Bandura, 197) In this individual difference perspectivaotivation is perceived to be

an antecedent. On the contrampder the situationist perspective motivation is viewed
as a consequence of job involvemii that whenemployeesre highly involved in their
jobs it gives them ultimately some motivatitmdowell (Lazarus and Folkman, 1984
Lazarusand Folkman(1984) go further to suggest that it is cognitive appraisal of the
implications rather than anything else that arouses motivalibis is important
becauset place the individual at the centre of the drivers of motivation, a view that is

popular amongst other researchers.

Thus, bllowing on from this there has been extensive research to understand the
impact of job characteristics and supervisory behaviburthis regard research has
sought to establish the relationship existing betweenirjeblvement and situational
characteristicgLittle et al., 200¢. The predominantly covered job characteristics are
task identity, feedback, autonomy and this has also incorporated supervisory behaviour
like communication levels, participative decisioraking, inter alia (Kraemer et al.,
2001, Netemeyer et al., 1990Typically, the situatioal perspective pointsut that the

way an individual is involved in his or her work alters once some elements of that job
have changed. Thuthe relationship between job involvement and the environmental
factors is harmonised by the ability to satisfy those salient psychdlogesds
(Kelloway and Barling, 199Mandell, 1958.

Besides the situational perspective on job involvenagatinst job charaeristics and
supervisory behaviours is the psychological perspe¢Bagozzi, 1992 Under this
perspective it is posited that job involvement is driven by how much anduodl feels
aboutwork accomplishment as a personal prerogativtle et al., 200§. This even
extends to how the same individual feels about the meaningfulness of the job and
whether there is adequate feedback to support the work being done.ifieahn

(1990) new job involvemens predc at ed on an individual 6s
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of safety and meaningfulnefisttle et al., 2008. This definition adds a new dimension
to the perception of job involvement because if there is lack of safety in the job itself

there might be intention to withhold behaviour (Bagozzi, 1992).

Finally, this review ofthe theoryon job involvement will not be complete without
consideringthe sociologicalperspectiveg(Fazio and Zanna, 1978&azio and Zanna,
1978h Little et al., 2008. This perspective is built around the diametrical opposite of
involvementi alienation(Weaver et al., 2001 The sociological perspective postulates
that there are five conditions that are chamastic of deprivation and hence precipgat
alienation at work. These five characteristics; i@ isolation (2) self-estrangement

(3) powerlessnesg4) normlessnessand (5) meaninglessness. In defining isolation the

sociological perspective saysttises from a state of lack of affiliations.

As for selfestrangement it occurs because the individual does not get personal
fulfilment from doing their work. In terms of powerlessness it arises because the
individual employeefeels helpless because afack of control over the environmental
circumstances and denied autonomgrmlessness manifests whexe a consequence

of environmental circumstanceghat is considered normal does not prevail anymore.
Finally, meaninglessness conceived to be that sétion where the individual
perceives himself or Ingelf as insignificant and his or heontribution is not important
anymore. It is also a situation whexe individual feels that he or she does identify

with the organisational systems and procesagmore These sociological facets have
been linked by otherg&.g.Fazio and Zanna, 1978Bazio and Zanna, 1978hittle et

al., 2006 to unfulfilled psychological needs that consedlyegive rise to job alienation

which has consequences for performance

The OCBs by definition are described as that aethereby an individual engages in
behaviour thais of discretioary nature. This behavious not in any way recognised
by t he orfgrmalrevsa@ systenmutiedsto howeverenhance the effective
functioning of that organisatio(OCB-O) (Organ, 1988, p.4). This naturally betrays
the norm tlat humans always do what giviemfinancial benefitas itis (Taylor and
Bain, 200). In that regard this prseocial behaviouratendency has preoccupied
psychologists and philosophersinds alike. This has led to extensive research on

individual differencesin particulay paying attention to the fiveactor conceptualisation
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of personality(e.g. Bentler, 1985 Cascio, 198p It is believed thathese individual
differences are critical in allowing varied responses to organisational system
(Schroeder, 2005)This also underpinghe roleof stress mindsets in influencing the

attitude of an individual if they have either an enhancing or debilitating mindset.

Out of these five-factors are the following key aspeci{d) agreeablenessand (2)
conscientiousness. In the case of cargibusness employees that display this trait are
more focused and are results orientated and this fosters the notion of personal
accomplishment which thus promot®€£Bs (Organ, 1990 In-so-far as agreeableness

is concernedhere is a feeling that individuals have a propensity to influence others to
do well for the benefit of the organisatioh is believed that thiglrives them to be
cooperative and altruistitAjzen and Fishbein, 198Gnd through this they desire a
work climate that is hospitable and hinged on collaborativeii@zzo et al., 1970

Given thisextent of agreeableness these individuals seek to fO€i8s to engender

their feelings(Cascio, 1982Rigopoulou et al., 20)2 Substantive suppositions have
beendeveloped particularly through the social exchange théBlgu, 1964. Blau
(1964) averred that where relationships do not form ford@oing commitmentt

gives rise to social exchange liaisons in the organisaf(Rigopoulou et al., 2032

Using social exchange theory to explain the relationship between organisational justice
and OCBs, Davis (1951)argues that because tfe fact thatan organisation is a
dmeltingpotd of social echanges it is most probable that this will culminat®©i@Bs
manifestingthenselves(Rigopoulou et al., 2092 This manifestation of OCBs though

depends on how the individual perceives the way they are treated in the organisation.

These OCBs are broadly discussedssing the social exchange theory @ the very
nature of the duality of the relationship prevailing in organisat{&gopoulou et al.,
2012. This brings into the fray the organisational identification perspeclivde and
Kenny (2010) haveadvocatd the use of the social identificatidheoryto explain the
relationship between pcedural justice andCBs. This perspective brings in an
interesting dimension to explain the dynamics between the individual and the
organisation.The key point of departure between the social exchange and the social
identification perspectives is thattithe latter the citizenship behaviours are invoked

by the individuals endearing themselves to the organisg§Ragopoulou et al., 2012
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Theyeven further state that for those individuals idantify with the organisation it is

not a prerequisite that the organisation must offer anything ofnsixtrvalue
nonetheless thattrong attachment persistsyway- this behaviour is selfeplicating
within the individual.The social exchange theory is however more on the basis of the

gains that the individual perceive to accrue from engaging in OCBs.

It is therefore logicalfrom the aboveto suggest that throughe social identity theory
organisational identification allows individual employeasteris paribusto understand
what is happening around them in the organisatidms ability to understad their
surroundings thus allows the same individualsmake their owrjudgemers about
their significance in the organisatidaqually important also and arising from the social
identification perspective adiscussedhrough social identity theory isat individuals

in an organisation are able to see what those within thegnitgp settindgelievein, in
terms of their behavioural outcom@ohen et al., 20QRigopoulou et al., 20)2As a
consequence, ost research woskhave tended to favour the application of the social
identity theory as a means explainOCBs through the social identification perspective
(Rigopoulou et al., 20)2jiven its robustness

2.4 An empirical exposition of CSR experiences in call centres in the UK

There has been varied experience for CSRs working in call centres across the UK
(Unison, 202). In a study of three compeges operatingcall centres in the UK,
employees expressed concern about the level of job pressure and the attitude of
managemen{Brown and Maxwell, 2002 Most employees interviewed believe that
there is high level of monitoring that aggraasthe levels of stress in call centres
(Brown and Maxwell, 2002 Holman, 2002, Unison, 2@} this results in most
employees feeling trapped in the jBrown and Maxvell, 200). Thesefeelings and
perceptions have ramifications for the way attitudes towards worfoared. On the

ot her hand, whi |l st empl oyees are viewed
good customer service, they feel that they are¢ however considered when
organisations are looking at employee experidBrewn and Maxwell, 2002Unison,

1998.

In another researcBrown and Maxwell (2002) conducted three stud{@$ at Bravo

Insurance Services the levels of staff turnover are much higher than they are at industry
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level; (2) at Charlie Insurance the levels of customer retention are low; (3) at Alpha
Insurance Services there is convergence between employee and senior management
perspectives. There is evidenherethat in the UK the success of call centrebased

on the level of customer service offered (Brown and Maxwell, 26@#jtt, 2011

Unison 2012). Thus, gven the role played by CSRs their performance is critical in
ensuing good customer servicdBrown and Maxwell, 2002Unison, 202). Using
Affective Events TheoryWeiss and Cropanzano, 199@ their empirical study of

O0Af fective Experiences in Call Centre Workbo
that invoked positive and negative fegjs in CSRs in a UKbased call centr@heyset

a primary objective of investigating how employees view different facets of their work,
such as, workload, welfare and autonomy. Thsult shows tha positive relationship
between supervisory support azmhcern for welfare is established with job satisfaction

and experience of positive emotigiVgegge et al., 2006

The same study by Wegge et al. (2006) estaldidtat there is a strong link between

job features and job satisfaction for call centre operatives. The studyeatsasthe
mediating role of positiveop emotions on job satisfaction. The implication of this is
that, according to Wegge et al. (2006), some aspects of work, such as perceptions of
high levels of autonomy in role, having voice (procedural justica)dimension of
organisational justicéColquitt, 2001, Colquitt et al., 200p7T are correlated to job
satisfaction. The main sources of this correlation are the affective experiences by CSRs
at work (Wegge et al., 2006 Wegge et al. (2006@verthat it is not only the emotional
experiences at work by CSRsat influences job satisfactidhere are other factarfn

keeping with the empirical research by Karasek (19%@gge et al. (2006) finthat in

cases where CSRs are exposed to high levels of autonomy, supervisory support and
participationin their work settingsthey do feel lower levels of negative emotions
(Wegge € al., 200§. This also explains the fact that job satisfaction is not only
mediated by emotions at work.

The study by Wegge et al. (2006) also brings out an interesting observation that for
CSRs who experience higher workloads theyortmore negativeemotions compared

with their colleagues who have lower workloads. In spite of this, these CSRs are still
more satisfied with their job@Vegge et al., 2006 Continuance commitment of CSRs,

which is normally a proxy of low turnover intentions, has a higher correlation with job
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satisfaction as opposed to positive eimmd. Whilst this is true for continuance
commitment, it is not so for the relationship between positive emotions in work and job
satisfaction on one hand, and affective commitment and job satisfaction on the other.
Holman (20@) carried out an empiricakwedy in the UK in a call centre focusing on
customeremployee interaction. In this empirical work it is clear that custemer
empl oyee interaction does i nbeieggRtotheradgee | mpl i ¢
and Grindey, 2002). This study cements the yearbrks on how an attempt by
employees to regulate their emotions in return for a wage underpins emotional labour
(Hochschild, 1983, Tschan, et al.,, 2005). Work in call centres, the UK included,
demands that emotions be experienced in a certain way whgthates from theories

of emotional labou(Kinman, 2009Rafaeli and Sutton, 1998utton, 199}

There is a consensus generated from reviewingrak studies focusing on UK call
centreg(Barnes, 2001Higgs, 2004 Kessler, 200Rthe work that CSRs are exposed to,

gives rise to personnel related problems, ranging from mental, emotional and physical
breakdown (Crum et al., 2013)h@refore, ® deal with these problems businesses have

tried to develop comitment fostering strategieP¢llitt, 2011, Richardson, 1994

Unison, 202). Mahotra et al. (2007) argue that whilst call centres have become a

popular source of employment they are also perceaved Gedredadd j obsate CSR j ob
viewedas of poor quality where prospects of promotion are everer@tent(Deery

and Kinnie, 2005

In call centres CSRs have shown that they respond well to situations where they are
involved in the decisiomaking process (Colquitt et al.,, 2009, Herzberg, 5196
Herzberg, 166). This participation in thelecisionmaking processes relates to the
degree that CSRs believe that they can influence decisions regarding their jobs (Colquitt
et al., 2009, Teas, 1983Yhus, gven that in call centres work is much more
standardised through the use of technology el & procedures and guidelines, the
employees need to be familiar with the internal pro¢®tsholtra et al., 200/ This

brings to the fore the importance of the perception of organisational justice, particularly
of a procedurahature(Colquitt, 2001 Colquitt et al., 200p In their studyMalhotraet

al. (2007) bund that there is a direct and significantly impdobm affective
commitment when employees feel that they are part of the decision making processes.
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The reasonindpy Sergent an@renkel(2000) is that in call centres the opportunity for
participation in decision making is low. Thus, if CSRs are given the opportunity to
participate in making these decisiahss will be valued. When employees are offered
these oppdunities it helps to foster attachment to the organisatibahotra et al.

(2007) further argue that when CSRs are involved in deemigking, it helps to foster
affective commitment to the organisation. When CSRs are attached to the organisation
in thisway there is a high inclination for them to accept the goals of the organisation
(Rigopoulou et al., 2012).

There are ame empirical studies on UK call centres have established on another level,
that social support moderates burn¢eiy. Choi et al., 22, Cordes and Dougherty,
1993 Halbaslebenand Buckley 2004). Thus, social support doesave a direct
relationship withburnout inso-far as the main effect is concernghoi et al., 202).
Halbasleberand Buckley(2004) statean indirect mitigating effect from social support

to job stressors on burnout. In several studieg. Choi et al., 2012Demerouti et al.,

2001, Duke et al., 2009Rees and Freeman, 200Bhas emerged that social support in
the workplace reduces the negatigffects of role stressors on burnout. On the other
hand, some empirical studies on call centres in the UK reveal that social Suggert
mitigating effect on burnout itself (Muhammad and Hamdy, 2005). This is so because
supervisors perform an importapart in relation to CSRs and management of call
centres in general. When CSRs believe that there is adequate support from their

supervisor they consequently extend their tenure with the organisation.

In a significant number of empirical studies on UKI cantres (e.gChoi et al., 2012

Lee and Ashforth, 1996Maslach, 198pit is acknowledged that burobis mainly a
consequence of an adverse relationship between the customer and CSRs. As stated by
Holman (2003) and Unison (2P) call centres are breeding grounds for customer
hostility and abuse towards CSRs. This is mainly precipitated by the facantsat
inbound calls are driven by complaints from disgruntled custo(@si et al., 2012

Holman, 2003Mahesh and Kasturi, 2008/nison, 202).

There is substantial empirical literature thus far (E@me, 1998Fernie and Metcalf,
1997, Mahesh and Kasturi, 200Blulholland, 2002 Taylor and Bain, 199%n control,

with most of them suggéing that the most classical cases of call centres are driven
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under the control paradigm (Holder and Fairli®99. This view has been contrasted
with the need to drive empowerment in call centres in the UK. A significant number of
empirical studies (e.gBowen and Lawler, 1992Gronroos, 1990 Mahesh, 1993
Mahesh and Kasturi, 20p&ave focused on the notion of empowermerd aseans to

enhance performance.

Maheshi and Kasturi (2006) in a research on call centres in the UK discuss how agents
manage stress within these settings. In their view,cegitre agents manage stress by
invoking an array of actions or behaviours that assist them in handling stress levels
(Crum et al., 2011) also referred to as emotional labour (Kinman, 2009). Thus, CSRs
engage in, for instance, humour to dampen stresdstvdtithe same time monitoring

the level of call§ which would heighten stress levédahesh and Kasturi, 20Rdn

call centres in the UK, Weatherly and Tansik (1993) explore a set tactics that CSRs
employ to ameliorate stress. In this set of tactics raised by the Weatherlaasi#

(1993)selfmanagement attributes are not included.

In a separate study covering stress, empowerment and job satisfaction it is apparent that

there is no relationship between empowerment and stieddsworth and Cartwright,

2003. An element close to the focus of the research on how stress mindset can
moderateburnoutis raised byWeatherly and Tansik (1998)ho observed that CSRs in

UK call centres are not invariably different from their counterparts elsewhere but the
distinguishing aspect is that they have initiative as well assattagement. Whilst not

synonymous wh stress mindset, Maheshi and Kasturi (2006) argue that CSRs in the

UK call centrs had the same tasks as their colleagues but they approath

di fferently. Thus, CSRs0 effectiveness i s a
them to handle theemotions and stress levéMahesh and Kastyr2006.

The empirical work by Maheshi and Kasturi (2006hdé that CSRs who are
intrinsically motivated experience lower levels of stress; however, this is a result of
their ability to manage stress levels. This is a departure point with this resghich
perceives that stress will be experienced by CSRs but it isdstnegs mindsetvhich
matters rather than the avoidance of the stress (Galin et al., 2013 Malhotra and
Murkerji (2004) argue that most organisations have notngokeserved attention to

establishing the character of organisational commitment and job satisfaction of CSRs.

51



Cal I centres have admittedly be®heaédsddhiuat e

making it one of the most stressful jobs in modern econofiiegeret al., 20@).
2.5 The lessons from empirical studies in call centresithe UK

The empirical literature reviewn the UK call centregoints to the fact that CSRs are

not immune tothe vagaries of stress from occupational pressure and management
attitudes (Brown and Maxwell, 2002). In different situations when CSRs areontedr

with stress they develop intentions (Bagozzi, 1992, Perugin and Bagozzi, 2004) on
whether to stay with the organisation glkbtra and Murkerji, 2004) or reduce their
participation in work{Wegge et al., 2006)T'he empirical literature hefeas showrihat

there is no question regarding the negative impact of call centre work on CSRs (Fernie
and Metcalf, 1997, Garson, 1998, Unison, 2ddut thedebatdas on howto handle it

2.6 A summary of the literature review

A plethoraof work has been done on orgsatiional justice, burnout, job involvement

and OCBs in terms of theory and empirical research; nonetheless the same cannot be
said about stress mindset which has seen very little application since the paradigm shift
introduced by Crum et al. (2013Jhey fused togetheeustress, adding a stress is
enhancing component to the long held view that stress is debilitatingderstanding

of whatdrives individuals. This opens a gap in literature at a theoretical and empirical
level which is important to establs how viable stress mindset theory is and how
widely applicable it is beyond the Stress Mindset Measure (SMM) by Crum et al.
(2013) at an empirical level. Thehapter informs Chapt&: Pages 554 and Chapter

4 Pages 788 to follow. These will coverthe development of the conceptual
framework based on attitude theory (Bagozzi, 1992 explaining how theesearch
hypothesesare grounded in theoryand the research methodologq summary of

theories discussed in thabapter is in Table 3: Pages-53.
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Table 3: A summary of theories, models and perspectivdsr latent variables covered in literature review

Organisational justice theories, models and perspectives

Social exchange theory Blau (1964)

Equity theory Adams (1965

Instrumental theory Homans (1961), Thibaut & Walker (1975
Fairness theory Folger (1987), Folger (1986b)

Referent cognitions theory Folger, 1987

Relational theory Tyler (1997), Lind (1995)

Moral theory Folger & Cropanzano (1998), Folger (2001)
Uncertaintymanagement theory Lind & van den Bos (2002)

Burnout theories, models and perspectives

Transactional theory Lazarus & Folkman (1984)

Job demandaontrol model Karasek & Theorell (1990), Hockey (1993), Demerouti et al. (2004)

Job demandesources mode Demerouti et al. (2001), Neveu, 2007
Conservation of resources (CoRs) theory Hobfoll (1988), Hobfoll (1989), Shirom (1989), Hobfoll & Freedy (1993), Shirom (1993)
Self-determination theory (SDT) Deci & Ryan (2000), Ryan & Deci (2000a), , Deci & Ry@002)

Stress theories, models and perspectives

Stress management theory Yerkes & Dodson (1908), Alpert & Haber (1960), Dweck (2008), Crum et al. (2013)
Mindset theory Weis & Cropanzano (1996), Cartwright (2003), Dweck (2008), Crum et al. (2013)
Stress mindset theory Dweck (2008), Crum et al. (2013)

Job involvement theories, models and perspectives
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Social exchange theory Blau (1964)

Equity theory Adams (1965

Organisational identification theory Brief et al. (1979), Ashforth & Mael (1989), Tubreollins (2000)
Situational perspective Kraemer et al. (2001), Netemeyer et(4B90)
Sociological perspective Zanna (1978a), Fazio & Zanna (1978b), Little et al. (2006)
Psychological perspective Mandell (1956), Kelloway & Barling (1990)
Individud differences perspective Bandura (1977), Lazarus & Folkman (1984)

Organisational citizenship behaviour theories, models and perspectives

Social exchange theory Blau (1964)

Social identification theory Jude & Kenny (2010)

Organisational identificabtn theory Brief et al. (1979), Ashforth & Mael (1989), Tubre & Collins (2000)
Affective events theory Karasek (1979), Weiss & Cropanzano (1996), Wegge £G06)
Organisational commitment theory Meyer et al. (2002), Malhotra et #2007)
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3 Chapter 3: Conceptual Framework and Hypothese®evelopment

3.1 Introduction

This chapter explasithe conceptual framewodnd thedevelopmenof hypotheses that flow

from it. The conceptudirameworkis underpinned by 9 latent varialglesganisational justice

(i.e. distributive, procedural, interpersonal and informational); burnout (i.e. emotional
exhaustion and depersonalisation); job outcomes (i.e. job involvement and OCBs) and stress
mindset {.e. stress is enhancing and stress is debilitating).

Figure 1: Attitude theory as perceived by Bagozzi 1992

Evaluative beliefs about

‘ Attitude towards the behavi
consequences of the behaviour * fowars fie benamont

A 4

Relative importance of attimdinal
and normative considerations

Intention » Behaviour

Beliefs about how others would
view one's performanace of the

v

. L Subjective norm
behaviour and the motivation to !

comply with their views

The conceptuarameworkon the impact of organisational justice on job outcomes is drawn

from attitude theory (Bagozzi, 199Perugini and Bagozzi, 20D4Attitude theory tatesthat

anindvi dual 6s behaviour i s pereeived toibecorsdquencddfe s e i
a summation of(1)t he i ndi vidual 6s attitude towards t
dimensiors; and (2)the subjective normwhich isrelated to the belieféhe individual holds

about how others perceive them in relation to their attitude towards the goal. Therefore, an
individual 6s attitude towards a particular |
the consequences of performing the behavioguestion Thus, an indiviadtual 6s
out a particular behaviour is linked to their intentions which are a consequence of the
individual 6s evaluati ve b eviodrantl percepticmfarmedc on s e ¢

by othergBagozzi, 1992, Pegini and Bagozzi, 2004
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The perceptions formed by CSRs working in a call centre about organisational justice of
different dimensions and how they believe their colleagues perceive them helps in shaping
their intentions which in turn impacton their béhaviour. The evaluation performed by an
individual can be viewed via the expectaivajue model of decision making (Fishbeind
Stasson 190). Thus, thke expectancyalue model helps the individual to decide on their
course of action via formed intentigribese ardased on whether a particular consequence is
likely or not, whilst the value element addresthe nature of the consequesctnatthe
individual is likely to face (Fishbein and Ajzen, 1980).

3.2 Addiscussion onemotional exhaustion and depersonadation mediation hypotheses

The preexploratory factor analysis model is drawn fromla®ent variables, which are;
organisational justice.gé. distributive, procedural, interpersonal and informational); burnout
(i.e. emotional exhaustion and depersondiisg, stress mindsedndjob outcomes (i.ejob
involvement and OCBs The conceptual model shows organisational justice dimensions as
antecedent variables.d€. stressors); burnout dimensions as medst@re. intervening
variable3 and job outcome vables (i.e. job involvement and OCB3his section explam

and draws the mediationlink between the variables the developnent of thehypotheses

then explain the theoretical foundatiomisthe hypothesesThis is discusedthe context of

attitude theoy as developed by Bagozzi (1992).

3.2.1 A discussion on hypotheses H1H1d for mediation effects of emotional

exhaustion

The variable emotional exhaustion is definedadeck of energy which results in emotional
resources being depleted (Cordes and Doughd®@3). This normally arises when
employees oveextend themselves in emotionally charged work environments (Maslach and
Jackson, 1981) which results in feelings of fatigue, anxiety and tiredness. This links with the
job demanetontrol (JDC) model (Karaseland Theorell, 1990). The JO model states that
stressin work is premised on two basic job characteristics; (1) job demands; andb(2
control (Castanheira and Chambel, 2010). When employees are in work, particularly in the
service sector where thereegersistentdirect demand§ they lack controin the decision
making process,this can precipitate emotional exhaustiovhich may lead taa sense of
detachment from their work (Hockey, 1993). Thus, as a consequemgdoyees enter a

protection mode s the body releases hormones that control the information processing
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mechanisn{Crum et al., 2013)As Demerouti et al. (2001) and Hockey (1993)igutere is
a positive relationship between the levels of activation of this hormonal system and the
asso@ted physiological costs for the individual concerned. Therefore, th€ dibdel
explairs hypotheses H1&l1d in a way that ifan employeas confronted withdistributive,
procedural, interpersonal or informational justites eliminates deeling of corrol, making

them feeling fatigued, anxious and tired as argued by Maslach and Jackson (1991).

Thejob demandesources (JAR) model(Crawford et al., 2010¢xtends this analysis rtilner

by predicating it on two pedestals; (1) exposure to job demandsesatt in employees
feeling sapped of energy atitereforethey have to dispense of high levels of effort (Bakker

et al., 2000 to meet the perceived high demands; @ysequentlythe employees have to
dispense energy due to compensatory physiologiahlpagchological costs which result in
emotional exhaustion. This again explains whyadle behaviours such as job involvement

are said to be mediated by emotional exhaustion where it relates to antecedents such as

organisational justicm its different dmensions

Thus, when faced with these job demands the question then becomes one of whether the
employees have the resources to tacklesthessors at hand@he views of Crawford et al.
(2010)arethat these resources are important in terms of creatmgtivational element for
employees to still push on with their workspite ofthe high levels of stress. The emplogee
may perceivestressors as offering growth, learning and development opportunities hence
would not mind performing at their be€Erim et al. 2015Schaufeli, 2007). Therefore, the
mediation effect of emotional exhaustion showiable4 is grounded in theoriyn that faced

with job demandswherethere isno job control(JD-C model)or lack of job resourcedD-R
model) the risk is highthat theyare burnt outdue toemotional exhaustionThis research
explores whether these hypotheses the mediation link between the differaedimensionsof
organisational justice and job outcomes in the-gxgloratory factor modetan hold;

exploringeach dimension to understand the theoretical link to the hypathesis

Table 4: The mediation effects of emotional exhaustion on organisational justice and job

involvement

Hla: | Emotional exhaustion mediates the relationship betveistributive justice and job involvement.

H1b: | Emotional exhaustion mediates the relationship between procedural justice and job involveme
Hlc | Emotional exhaustion mediates the relationship between interpersonal justice and job involve
H1ld | Emotionalexhaustion mediates the relationship between informational justice and job involver
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Therefore, in the case of distributive justitas defined as thevaluationby an employee of
fairness and equityThe main goal of the employee is notdetermme absolute value of the

job outcomeshbut rather to establish sense of fairnesgs-a-vis job outcomes; a perceived

lack of equity inthat input-output relationship creates a strain under theCJBnd JBR

models which consequentltriggers emotional éxaustion (Schaufeli, 2007). Thus,
hypothesis Hla shows that when this happens the employee is forced to reduce his or her
participation rate in work. The same phenomenon can also be explained under the CoRs
model (Hobfoll, 1988 Hobfoll and Freedy, 1993vhere the employee perceives (whether
justified or not) an imbalance between the inpmutput relationship and consequently endures

emotional exhaustion resuig in performance altering behaviour (Demerouti et al, 2001).

In the case of procedural justigejs about how an employee feels disputes are resolved in

an organisation (Leventhal, 1980). In their view, Thibaut and Walker (1975) believe that it is

not only the inpubutput relationship (distributive justice) that matters, but also how disputes
arising therefrom are resolved. Thus, hypothesis H1b states that when disputes arise about the
inputout put rel ationship a |l ack of | everage fo
may trigger emotional exhaustion under-G0and JBR models. This habeen termed the
6fair process effectd or oO6voice effectd by
therefore a link between procedural justice, emotional exhaustion and performance of job

outcomesin this case, job involveme(folger and Cropaano, 1995).

Interpersonal justice and informational justice were developed by Greenberg (1993a) and
Greenberg (1993b). In his view, Greenberg (1993a) and Greenberg (18SRve that
interactional justice (Bies and Moag, 198&)ed not give a succincunderstanding of
organisational justiceconstruct Thus, arising from this, hypothesis H1c relates to the
treatment of an employee by those in authofity. how does an employee perceive the
relationship with immediate managewhilst hypothesis H1d iabout offering information

on why certain procedures and processes are in (lacevhether the employee believes
enough information is given about procedures in wreh den Bos, 2002). The view is that

a low interpersonal justice and informationastjce, according to Greenberg (1993a) and
Greenberg (1993b) informs the behaviour of an employee, particularly on managing job
resources hence the relevance of theCland JBDR models and CoRs theory (Hobfoll,
1988).Thus theory and eidenceconfirm tha hypotheses Ht&1d for the mediation effect

of emotional exhaustion and job involvement can be testtds research.
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3.2.2 A discussion on hypotheses H2H2d for mediation effects of emotional

exhaustion

As discussed under job involvement (i.e. afrdle job outcome) emotional exhaustion is
attributed to employees not engaging in job involvement due to fatigue, anxiety and tiredness.
In the case of emotional exhaustion and extia job outcomege.g. OCBs) as in hypotheses
H2aH2d (Table5: Page60), theemployees tend to confine themselves to the behaviours that

are inrole as a way of conserving job resources (Neveu, 2007). When employees are
confronted witha perception that; (1) the inputput matrix is skewed towards the employer
(distributive justc e ) ; (2) the empl oy épmwcedumalgusticel(3) the hav e
empl oyeebs relati onshi p(intarpetsdnal judiie)and (4nthen a g e r
manager is not providing enough information to the employee in relation to the worldat han
(informational justiceXhe employee struggle to performtas or herbest (Hobfoll, 2001).

The employee sesko conserve resources as explained under the conservation of resources
(CoRs) theory (Hobfoll, 1988, Shirom, 1989). The proponents of the @mRsy argue that

there is a shift in the eyes of the employee from the transactional element of the relationship
to a focus on psychological health issues. Thus, an employee who perceives low
organisational justicdimensions in relation to OCBs is tera@tto conserve resources under

CoRs theory as a way of managing exposueestoessr (Neveu, 2007).

The selfdetermination theory (SDT) by Ryan and Deci (@80assumes that employees are
active human beings that are growattiented. This theory presupges that employees have a
desire to partake of enjoyable and interesting activitias Beek et al. 2012)hus they want

to exploit their natural talent or capabilities to the fullest potef@algne and Deci, 2005).

The SDT suggests that employeeskste relate at interpersonal and intrapersonal levels
(Deci and Ryan, 2002) and thus create a setting for-edtggjob outcomes (e.g. OCBS).
These OCBs that are outside the employment contract offer employees an opportunity to
fulfil theimsds oncitdl taoniimdleract at i nterper s
employees perceive the presence of low organisational justice of any dimension (
distributive, procedural, interpersonal and informadipthe risk of withdrawal of extreole
behaviours (e.g. OCBSs) is greater as these are not sanctioned by an employmenticontract
they are solely undertaken as some form of expression of enjoyment. Theyatoman say

that employees are bound to perform OCBs in circumstances where theywedricgi
organisational justicef anydimensions. The CoRs and SDT theories show that employees
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haveemotionsand can engage in other social activities other than what they are paid to do
provided the organisation clears stressors such as low orgarasgtistice from work,
whether real or perceivedlhis is important in thebroader scheme of things as this

encapsulates the real driverd@fmation of intention®y employes.

Table 5: The mediation effects of emotional exhaustio on organisational justice and
OCBs

H2a: | Emotional exhaustion mediates the relationship between distributive justice and OCBs.
H2b: | Emotional exhaustion mediates the relationship between procedural justice and OCBs.
H2c: | Emotional exhaustion mediatéhe relationship between interpersonal justice and OCBs.
H2d: | Emotional exhaustion mediates the relationship between informational justice and OCBs.

When an employee perceives low distributive justice the net effect is that this negatively
affects OCBs. Thigomes about because a perception of low distributive justice means the
employee feels that the inpatitput relationship iskewedmore in favour of the employer

than the employee; which consequently results in emotional exhaustion. When faced with this
situation an employee seeks to conserve resourcesopasun@d under the CoRs (Neveu,
2007) to redirectresourcesto where they are needed most, it at all (Hobfoll, 2001).
Therefore, for hypothesis H2a, this means OQeng a volitional behaviour (Perungiand
Bagozzi, 2004, Organ, 1988#)ey tend to suffer in the face of emotional exhaustion. i§his
also true for hypothesis H2b, which is the case of procedural justice, where an employee may
feel unfairly treated in the manner in which disputes arifiogn work in general, and from

the inputoutput relationship in particular are perceived not to be dealt with fairly. This
triggers emotional exhaustion adiscussedunder the SDT (Gagne and Deci, 2005) and

consequently negatively affect the performanft®0Bs (Pearsall et al., 2009).

A presence of low interpersonal justice means an employee can feels that the relationship
with his or her manager is not yielding favourable outcomes or is strained. This explains
hypothesis H2c in that this leaves the emypk emotionally exhausted and depleted of
energy hence seeking to conserve resourcpssslaed by the CoRs theory (Shirom, 1989)

and consequently impacts on tiperformance ofvolitional behaviour such asOCBs
(Shirom, 2003). The same argument hdtasnformational justice, where the employee feels
constrained by the lack of information thus triggering emotional exhaustion resulting in the
employee regulating job resources sagygestd by the JER model by trying to conserve
them; this explains hypbesis H2d). It is evident that hypotheses H#2al show that there is
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a prima faciecase for the mediation role of emotional exhaustion between organisational

justice dimensions arjdb outcome (i.eOCBS9.
3.2.3 A discussion on hypotheses H3BI3d for mediation effects of depersonalisation

The dimension depersonalisation, a component of burisogharacterised by cynicism,
alienation or dijobmle (Chegnessn2002). Thisns narmadlydassociated

with negativity and dehumanising treatment of the gani sati onds <cliente
1987). Thus, a direct consequence of depersonalisation is poor customer service given the
empl oyees o dbigoahetorke(Wright &nd Bomett, 1997). The JDand JBR

models of burnout do not do muclsijice in developing an understanding of the relationships

at hand. The behaviour under depersonalisatianasysed usinthe CoRs theory of Hobfoll

(1988) and Shirom (1989) asrelates to burnout and stress. The CoRs theory proposes that

in an exchangeelationship individuals are fixated with their resources hence employees with

low motivation neither suffer nor experience burnout (Hobfoll, 1988) as they just avoid it

altogether and this consequently translatesto depersonalisation.

The dimensiordepersonalisation igerceived differently by other researchers (e.g. Enzmann

et al., 1998, Wright and Boneit997, Zellars et al., 2000) who state that employees who are
subjected to stress in wodétempt tominimise or counter the loss of resourcebug, in
hypotheses H3&l4d (Table 6: Page62) a perception of low organisational justice (i.e.
distributive, procedural, interpersonal or informational) triggdepersonalisation which
consequently affects job outcom@s. job involvementlas employeesvithhold their job
resources in a bid to cope with the stress imposed on them by low organisational justice. The
process of withholding resources can take many fpsosh as prolonged or extended breaks
and in some instances employees may have extendesl with ceworkers (Maslach and
Leiter, 1997). Thus, in view of how employees facing depersonalisation behave towards the
organi sat i qgitdssimportarg tooaudresss thisince it has implications for
performanceas employees bemeineffective n their roles (Zellars et al., 2000). There is
evidence that depersonalisatibasa link to antecedenstressorsandin-role job outcomes

(e.g. job involvement) as lack of motivation resultsemployeesdisengaging fromtheir

work. Whilst a distinct impet of depersonalisation has bediscused here empirically it

has been proven thdtis highly correlated with emotional exhaustion (Koeske and Koeske,
1989, Lee and Ashforth, 1983 This correlation exists in spite of their conceptuainf
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confirming that the are independent entitigg.g. Bandura, 1989, Maslach and Jackson,
1981). Whilst the CoRgheory explains depersonalisation to a good degree, the SDT also
takes this furthemdwelling on the motivational element at length.

Table 6: The mediation effects of depersonalisation on organisational justice and job

involvement

H3a: | Depersonalisation mediates the relationship between distributive justice and job involvement.
H3b: | Depersonalisation mediates the relationship proegglustice and job involvement.

H3c: | Depersonalisation mediates the relationship between interpersonal justice and job involvemer
H3d: | Depersonalisation mediates the relationship between informational justice and job involvemer

The SDT (Deci and Rya 2000a) is crucial for suggestithat the social environment plays

an important part in determining how internalisation, integration, intrinsic motivation and
personal growtlof employees occur. This is determined by the nature of motivation driving
the individual; that is whether it is intrinsic or extrinsic (Ryan and Deci, 2000a, Sonnetag,
2003). The SDT proposes that intrinsically motivated employees are driven to excel in their
in-role jobs (e.g. job involvement) because they experience and dejpyenent from their

work; hence intrinsic motivation is seffetermined. On the other hand empl®syedo are

extrinsically motivatediredriven by other factorsther than job role

The second view cahe construed to mean that employees are in work nm#use they

enjoy it but because they have a need such as earning an income to survive (Gagne and Deci,
2005). Thus, in the face of stress such as low organisational justiggloyees risk
detachment leading to depersonalisation particularly if motivasiomot selfdetermined, but

is rather extrinsic (van Beek, 2012herefore, on the basis of the arguments presented above
and the theoretical exposition givihe hypotheses need to be tested to establish whether they

hold true for this research.

In hypohesis H3a, the relationship between distributive justice and job involvement is
mediatedby depersonalisation as evidenced by Deci and Ryan (2000a) under the SDT. This
arises from the nature of motivation an individual employee is amenable to. Thus, for an
employee who is intrinsically motivated there is a drive to succeaml@nwhich translates to

high job involvement (van Beek, 2012) ; whi l
extrinsically motivated employees. The mediation effect of depersanaiis between

procedural justice and job involvement in hypothesis H3b draws from the fact that when
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extrinsically motivated employees feel that the dispute resolution mechanism in work is not

fair; that is, if the employee feels alack 0 6 v o i ¢ and Croparzdng, €998, Lind and

Tyler, 198§ this depersonalisation creepsiddnas a negati ve effect on
involvement apostulaed under SDTEqually,ap oor r el ati onship with o
interpersonal justice explains hypottebi3c; whilst a lack of information about the dispute
resolution is explained by hypothesis H3d. Thpesceptions ofow interpersonajusticeand
informational justice for an employee who is extrinsically motivateluave detrimental

effects on the levebf job involvement (Sonnetag, 2003). Tére, the relationshis

between organisational justice dimensions is thus, from a theoretical point oineelated

by depersonalisation and can be tested for this data to see if theyueold
3.2.4 A discussion orhypotheses H4a H4d for mediation effects of depersonalisation

The OCBs are defined as an act where eamployee engages in behaviours that are

di scretionary as these are not recognised b
though they enhance tHenctioning of the organisation (Organ, 188®&rgan, 1990 The

social exchange theory has been usedanalysethe exchange relationship between
employees and their organisations the case of the 4 dimensional construct of
organisational justiceprocedural justicds linked to OCBs (Rigopoulou et al., 2012). The

rationale for this is that where employees perceive the existence of procssttimas may be
acceptablethey tend to be externally motivated to engage in activigeg OCBs)oeyond

ther contractual obligations (Cohedharash and Spector, 2001).

There are others who believe that if there is stress in work this consequently results in
depersonalisation where employees are alienated from both customers and colleagues
consequently mearmgnthatt hey wonot engage in any OCBs (
1980).Thus,h ext ending Daltondés (1955) s clatital exc
is driven byself-esteerrbased features that are aimsdyeneratingocial inclination within

cettain groups in an organisatioHowever, failure for this to happen due to stress may cause
depersonalisation which may consequently alienate ghee employes from the
organisation and everything that it standsifewen OCBs (Cohen et al., 2003).

Thus through the social identity theory emesgeganisational identification which may
allow an employeeeteris paribusto understand what is happegimround them, hence

giving theman idea about their importance in the organisationq and Kenny2010).
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Table 7: The mediation effects of depersonalisation on organisational justice and OCBs

H4a: | Depersonalisation mediates the relationship between distributive justice and OCBs.
H4b: | Depersonalisation mediates the relationship betvpeecedural justice and OCBs.

H4c: | Depersonalisation mediates the relationship between interpersonal justice and OCBs.
H4d: | Depersonalisation mediates the relationship between informational justice and OCBs.

This underpirs why in a case where an empleyéacing stress in work (e.g. low
organisational justice) endures depersonalisation and not only detddm in-role
behaviours (e.g. job involvement) but also negates anythingm@kéran nature (e.g. OCBS).

Thus, hypotheses H444d (Table7) suggesthat in the face of low organisational justice of

any dimension depersonalisation mediates that relationship. However, as stated earlier, in the
view of Koeske and Koeske (1989) and Lee and Ashforth (1993a) depersonalisation is highly
correlated with emadinal exhaustion and in most burnout literature the latter is considered

the most significant dimension of the burnout construct (Demerouti et al., 2001).

Table 8: A consolidation of mediation hypotheses from the conceptual model

Hla | Emotional exhaustion mediates the relationship between distributive justice and job involvemg
H1b: | Emotional exhaustion mediates the relationship between procedural justice and job involvemg
Hlc | Emotional exhaustion mediates the relationslepveen interpersonal justice and job involvemen
H1ld | Emotional exhaustion mediates the relationship between informational justice and job involve
H2a: | Emotional exhaustion mediates the relationship between distributive justice and OCBs.

H2b: | Emotional ehaustion mediates the relationship between procedural justice and OCBs.

H2c: | Emotional exhaustion mediates the relationship between interpersonal justice and OCBs.
H2d: | Emotional exhaustion mediates the relationship between informational justice and OCBs
H3a: | Depersonalisation mediates the relationship between distributive justice and job involvement.
H3b: | Depersonalisation mediates the relationship procedural justice and job involvement.

H3c: | Depersonalisation mediates the relationship betwatengersonal justice and job involvement.
H3d: | Depersonalisation mediates the relationship between informational justice and job involvemer
H4a: | Depersonalisation mediates the relationship between distributive justice and OCBs.
H4b: | Depersonalisation mediaté¢he relationship between procedural justice and OCBs.
H4c: | Depersonalisation mediates the relationship between interpersonal justice and OCBs.
H4d: | Depersonalisation mediates the relationship between informational justice and OCBs.

3.3 A summary of mediator variables on hypotheses preexploratory factor analysis

The hypotheses iTable 8 show the way emotional exhaustion and depersonalisation are
grounded in theory analysing how the relationship between organisational justice dimensions
(i.e. distributive procedural, interpersonal and informational justice) relate with job outcomes
(i.,e. job involvement and OCBs). The extant of literature has exposed how and why
emotional exhaustion and depersonalisation impact job outcomes in the face of low

organisationaljustice. It is clear that arima faciecase, where emotional exhaustion and
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depersonalisation influence job outcomes has been established from theory. A consolidation

of mediation hypotheses in the conceptual modEigare2: Page 74 is in Table 8: a64.
3.4 A discussion on stress mindset moderation hypotheses

This research seeks to investigate the moderation effects of a stress mindset on organisational
justice dimensionsi.e. distributive, procedural, interpersonal and information justice),

burnout dmensions i(e. emotional exhaustion and depersonalisation) and job outcaraes (

job involvement and OCBSs). To stavith one needs to revisit the definition of a mindset. A

mindset idefined asa mental frame or lens that selectively organises or esgnftegmation

thereby orienting an individual towards a unique way of understanding an experience and
guide one towards corresponding action or responses (Crum et al.G0&8et al., 2015

Thus, a mindset enables an individual to choose the besbleossly to respond through

appraisal processes psopoun@d under attitude theory iRigure 1: Chapter 3, Pagé5

(Bagozzi, 1992, Perugini and Bagozzi, 2004). This is important where stress is concerned
because stress by its nature relateababexperence of anticipating or encountering adversity

in oneds goal rel at e8mile 2OL0Y. intalkthish sTrass miedset ia n d  C ¢
when a body readies itself to tackle this st
in effect it preppes the individual s ment al and phy

ensuing demands (Rees and Freeman, 2009).

The stress response is normally referred to as a natural and automatic response by the body
readying itself to tackle demands that a stressounts against it at any tim€ium et al.

2015. To understand the moderation effect of a stress mindset it is important to explore its
character briefly. A stress mindgdgt definitioncan either be stress is enhancing or stress is
debilitating (Crum €eal., 2013). The traditional view of stressstresstheoryis that it is
destructive, therefore viewed in a negative lightmany but following Crum et al. (2013) it

has been possible to explore the enhancing attributes of stress usiStretb®e Mindet
Measure $MM). The possibility that a stress mindset can either be viewed as enhancing or
debilitating meanghat it is possible to explore a stress mindset as a modevat@ble

(Crum et al., 2013, Crum et al., 2015he hypothesegropouned hereas shown irrable

12: Page 72seek to help investigate whether these theoretical suppositions about a stress
mindset hold true empiricallyarticularly on the relationship between organisational justice,

burnout and job outcome dimensions.
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3.4.1 A discussionon hypotheses H5&H5d on moderation effect of a stress mindset

The fact that s stress mindset can either be enhancing or debilitating means that when
employees are confronted with a stradsled situation they conduct an evaluation or
appraisal of conspiencesarising therefromas argued by Bagozzi (1992) under attitude
theory, based on this the individual then fagmanintention to act ina certain way which

might meanperforming or not to perforrmng a particular behaviour (Perugini and Bagozzi,
2004) In a situation where there is a perception that stress can precipitate burmout of
emotional exhaustion dimensionhich is characterised by fatigue, anxiety and tiredreass
individual with a stress is debilitating mindset ordinarily nmeowe to curb loss of job
resources via the mechanisiiscused under the JIT and JBR models in an effort to evade

the risk ofsuccumbing temotional exhaustion.

Table 9: The moderation effect of a stress mindset on organisational justice dn

mediators

H5a: A stress mindset moderates the relationship between distributive justice and emotional exhalt
H5b: A stress mindset moderates the relationship between procedural justice and emotional exhat
H5c: A stress mindset moderatiém relationship between interpersonal justice and emotional exhau
H5d: A stress mindset moderates the relationship between informational justice and emotional exk
H6a: A stress mindset moderates the relationship between distributive jaistiatepersonalisation.
H6b: A stress mindset moderates the relationship between procedural justice and depersonalisatic
H6c: A stress mindset moderates the relationship between interpersonal justice and depersonalise
H6d: A stress mindset moderates tiedationship between informational justice and depersonalisatior

The situation is different where the employee has a stress mindset that believes that stress is
enhancing. This employee does not see stress in a negative light, thus, as discussed under
atitude theory, in forming an intention to act the individual sees stress as an enabler (Brown
and Maxwell, 2002). Thus, the individual does not see the negative side of emotional
exhaustion, but instead, this spurs the individual to engage in his omHel(Meyer et al.,

2002) by fostering more commitment in work. A stress mindset in low organisational justice
situations depends on the nature of the perception the employee holds about stress against
emotional exhaustion. An employee who believes thasstis enhancing will not see a need

to conserve resources as in CoRs theory (Hobfoll, 1988, Shirom, 1989), and in that case,
instead of responding negatively to emotional exhaustion in the face of stress there is a
moderating effect (Crum et al., 2015) evh the employee will not be fatigued, anxious or

tired (Buunk and Schaufeli, 1993). The hypotheses -Hba@ (Table 9) stating that
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organisational justice dimensions and emotional exhaustion are moderated by a stress

mindset is plausiblprima facieas thes are underpinned by mindset and burnout theory.

The same argument can be advanced in the case of organisational justice and
depersonalisation, where depersonalisation relates to a sense of cynicism, alienation and
disengagement (Kanter and Mirvis, 198Bhe SDT explains the fact that an employee may
detachhimself or herselffrom their work environment if there is depersonalisation. This
sense of alienation may mean that the employee feels not worthy of the ,redpelctmay

have further consequences figa 1985). However, if an employee has a mindset that
believes that stress in enhangirdgpersonalisatiordoes not afflict him or heras the
employee might see this as an opportunity to focus on other thingsetltatsheconsides
important. Whilst the SDT doeshold true for those employees who believe that stress is
debilitating in that they feel the full effects of depersonalisation, for those elievéstress

is enhancing depersonalisatidnesnot even creep in (Crum et al., 2015). The hypotheses
H6aH6d (Table 9: Page @ would be dampened or moderated by a stress mindset that

believeshatstress is enhancirigwhich is what this research seeks to establish.

A stress mindset in hypothesis H5a moderates the relationship between distributiee justic
and emotional exhaustion. According to Crum et al. (2013) a stress mindset can either be
debilitating or enhancing. These two properties are crucial in setting apart individuals in the
case of emotional exhaustion and depersonalisation. Thus in hygoti&aj when an
individual who believes that stress is debilitating is confronted by emotional exhaustion, the
individual succumbs to it and this consequently impacts job outcomes (i.e. job involvement
and OCBs) as the employee marsgis or her job resoues to conserve them as under the
CoRstheory(Hobfoll and Freedy, 1993). This means the employee does not have the energy
to handle this level of stress induced by low distributive justice; however, the opposite is true
for an employee who believethat stress is enhancing as this employee sees growth

opportunities presented by the stressful situation (Buunk and Schaufeli, 1993).

This analysis is true for hypothesis H5b (if the employee feels that he or she does not have a
oOvoiced i n t hehipé xowmpeceduel justied); ehypotlesis H5c (if the
employee feels the relationship with his or her manager is littered with mistrust and a lack of
supervisory suppori low interpersonal justice); hypothesis H5d (if there is a lack of

information abouprocedure governing work low informational justice). It is clear that the
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role of a stress mindset has a theoretical basis as a moderator between organisational justice

dimersions and emotional exhaustion.

On another level, the same argument can bearamhd for the moderating effects of a stress
mindset on organisational justice dimensions and depersonalisatiodis&ssd earlier,
depersonalisation via SDT results in an employee being detached from hisjob hele

(Kanter and Mirvis, 1989). Howev, in the case of hypothesis H6a, an employee who
believes that stress is enhancing sees growth opportunities and consequently, irrespective of
low distributive justiceremains focused on job outcomes (i.e. job involvement and OCBS);

the opposite is alsttue though for a stress is debilitating mindset (Lang, 1985). The same

anal ogy holds for hypothesis H6b (i f the emp

in the exchange relationshiplow procedural justice); hypothesis H6c (if the emplofess

the relationship with his or her managerfrsughtwith mistrust and a lack of supervisory
supporti low interpersonal justice); hypothesis H6d (if there is a lack of information about
procedure governing work low informational justice). It is threfore possible, based on

theoretical evidence, to test these hypotheses on for this data.

3.4.2 A discussion onhypothesesH7a-H7d and H8aH8d on moderation of a stress

mindset

There is a belief that certain levels of stress have positive effects on an diganisa
particularly in the way in which employees performith@-role functions Yerkes and
Dodson, 1908 In view of this argument and taking mindset theory as suggested by Crum et
al. (2013)and Crum et al. (20153 stress mindset can view stress asapoimg or
debilitating. Nonetheless, in the natural order of thingisen there is stress in the work
environment an employee may succumb to emotional exhaustion thus consequently
impacting job outcomeg.g. job involvement and OCB3)Vhen there is pereption of low
organisational justice of any given dimensiaigs can impact job outcomes (e.g. job
involvement and OCBs). This can happen through either emotional exhaustion viaGhe JD
and JDR models or depersonalisation through the SDT and intergttitveory(Ryan and

Deci, 2000a

Under ordinary circumstances these would impact job outcomes. If the employee has a stress

mindset that believes that stress is debilitating that employee will either succumb to

emotional exhaustion (i.e. fatigue, anyiet and ti redness) which woul
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in-role behaviour (job involvement) or the employee will give in to depersonalisation (i.e.

cynicism, alienation and disengagement) in a way to conserve resources as averred by the JD
C, JDR modelsand Cd&stheory It is clear instress and organisational justiteory as to
the consequences of stress on job outcof@gs job involvement and OCBanhd how the

process plays itself out through burnout (i.e. emotional exhaustion and depersonalisation).

However, a stress mindset that believes stress is enhathegsgampen this effediven that

t he

empl oyee does not S U cC Cc umbdgoodstrds@fApearo u t

and Haber, 1960). The hypotheses (Table 10) that a stress mindset ewtteraielationship

between organisational justice and job outcome dimensions is well grounded in theory and

thus wortly of investigating.

Table 10: The moderation effect of a stress mindset on organisational justice and job

outcomes
H7a: A stress mindset moderates the relationship between distributive justice and job involvement.
H7b: A stress mindset moderates the relationship between procedural justice and job involvement.
H7c: A stress mindset moderates the relationshipieen interpersonal justice and job involvement.
H7d: A stress mindset moderates the relationship between informational justice and job involvemer
H8a: A stress mindset moderates the relationship between distributive justice and OCBs.
H8b: A stress mindset aderates the relationship between procedural justice and OCBs.
H8c: A stress mindset moderates the relationship between interpersonal justice and OCBs.
H8d: A stress mindset moderates the relationship between informational justice and OCBs.

A stress mindet in hypothesis H7a moderates the relationship between distributive justice

and job involvement. Ordinarily, as explained by theGQDIDR models and CoRs theory,

when there is low distributive justice there are consequences for job involvement as the

employee seeks to minimigeb resource loss. Nonetheless, a stress mindset plays a role in

as

dampening the negative effects depending on the nature of stress mindset that employee

holds (i.e. either stress is enhancing or stress is debilitating). The sgumeeat holds for

hypothesis H7b (if the employee feels

t hat

relationshipi low procedural justice); hypothesis H7c (if the employee feels the relationship

with his or her manager ithat of mistrust and adck of supervisory suppoit low

interpersonal justice); hypothesis H7d (if there is a lack of information about procedure

governing worki low informational justice). Thus, as evidenced above, there is a theoretical

basis to suggest that a stress mindeets moderate the effects of low organisational justice

and job involvementThere is enough theoretical grounding as well as evidence to allow the

testing of these hypotheses in this research.
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In explaining the moderating effects of a stress mindset dBsOds important to underpin

the fact that unlike job involvement, OCBs are exbi@ in nature. Thus, a stresss
enhancingmindset in hypothesis H8a would moderate the relationship between distributive
justice and OCBs even though the employee might the relationship is skewed more
towards the employer. This means in spite of emotional exhaustion and depersonalisation, the
employee is not tempted to conserve resources as prescribed under the CoRs theory. This
behaviour is hence explained under&® T whi ch i s driven by the
motivation (i.e. whether intrinsic or extrinsic motivation). The same argument holds for
hypot hesis H8b (i f the employee feels that
relationshipi low procedural justice); hypothesis H8c (if the employee feels the relationship
with his or her manager is littered with mistrust and a lack of supervisory supbmnt
interpersonal justice); hypothesis H8d (if there is a lack of information about procedure
governing work 1 low informational justice). On the basis of the above theoretical

expositions hypothesis H848d can be tested to see if they hold for this data.

3.4.3 A discussion on hypotheses HOHO9d on the moderation effects of a stress

mindset

When employee are exposed tburnout, in any of it formse.g. emotional exhaustion and
depersonalisatigrthis has implications for job outcomes (i.e. job involvement and OCBS).
The impact of emotional exhaustion is that employees feel fatigued, anxious aneioed
subsequentlyeads to nofperformance of job outcomés.g. job involvement and OCBs&3
postulaeéd under the T and JBDR models On the contraryif an employee succumbs to
depersonalisation (i.e. cynicism, alienatiand disengageménthe impact nght be non
performance of OCBs adiscussed undethe SDT and the interactional perspective. The
employee who believes that stress is enhandoesnot succumb to alienation asoffered
under the SDT and therefore contiatie perform OCBs aa volitional act. The hypotheses
H9aH9d (Table 11) are grounded in theory amanpirical evidencethereforg thesecan be

tested as part of thmnceptuaframework.

Table 11: The moderation effect of a stress mindset on mediators and joluttomes

H9a: A stress mindset moderates the relationship between emotional exhaustion and job involveme
H9b: A stress mindset moderates the relationship between emotional exhaustion and OCBs.

H9c: A stress mindset moderates the relationship betwlepersonalisation and job involvement.

H9d: A stress mindset moderates the relationship between depersonalisation and OCBs.
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In hypothesis H9a and H9b a stress mindset moderates the relationship between job outcomes
(i.e. job involvement and OCBSs). In burnotiteory when an employee is emotionally
exhausted due to a perceived stressor (e.g. any low organisational justice dimension) the
natural course of action is to reduce or not even perform any gbltheutcomes (i.e. job
involvement and OCBs). This is tlmse because an employee considers the relationship
between job demands and job resources he or she has got (Cieslak et al., 2008, Maslach et al.,
2001)).Byso doing the empl oyeeds i ntdiscnsedunders ar e
the CoRstheory(Gagne and Deci, Z5). However, dependingontheone st r ess mi n
responsg to stressvary. Thus, where the employee has a mindset that believes stress is
enhancing the effect of emotional exhaustion on hypotheses H9a and H9b is dampened
which supposd the proposition by Alpert and Haber (19603 Crum et al. (2013)

As for hypothesis H9c and H9d, a stress mindset moderates the relationship between
depersonalisation and job outcome variabigs job involvement and OCBsespectively).

In burnout tleory, depersonalisation results in an employee being alienated and disengaged
from work as averred by the SDT. The employee questions the organisation, therefore lacks
commitment to the organisation (Meyer, 2005). Thus, in the case of job involvement, the
empl oyee i s withdrawn and may mi streat t h
Herscovitch, 2001). Whilst for OCBs the employee does not care to perform these at all as
these are not part of the formal reward structure (Organ, 193&mn, 1990 However,
depending on the employeeds stress mindset,
may not matter. Thus, if the employee has a mindset that believes stress is enhancing, no
matter the level of stress inherent in the role, emotional exhaustion andatepisation will

be dampened; nonetheless, the opposite is true. It is thus evident that hypotheses H9c and
H9d are supported by theory; therefore, these can be tested if they hold for this data

3.5 A summary of hypothese®n stress mindset moderaon effects

The hypotheses ihable 12: Page72 showsthe augmented hypotheses for a stress mindset as

a moderator variable on the relationships between organisational, burnout and job outcome
dimensions preonfirmatory factor analysis. These hypothesesgroeinded in theory as

discussd in this chaptervhich justifies their development and relevance to the reseHneh.

key theories relate to the JD, JD-R, CoRsand the SDT. These are underpinned by mindset

theory developed by Crum et al. (2013) arging at an i ndi vidual 6s mir
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role in hav that individual views stress. That is when an individual believes that sfress
enhancing therés eustressfor instanceresulting in personajrowth; this is not so for the
individual who might lelieve that stress is debilitating as the individual might invoke coping
strategies. These evaluationedertakenby the individual areconsideredin the realm of
attitude theory{Bagozzi, 1992Perugini and Bagozzi, 204

Table 12: A consolidation of moderation hypotheses from the conceptual model

H5a: A stress mindset moderates the relationship between distributive justice and emotional exha
H5b: A stress mindset moderates the relationship between procedural justicectimhahexhaustion.
H5c: A stress mindset moderates the relationship between interpersonal justice and emotional exf
H5d: A stress mindset moderates the relationship between informational justice and emotional ex
H6a: A stress mindst moderates the relationship between distributive justice and depersonalisatior
H6b: A stress mindset moderates the relationship between procedural justice and depersonalisatic
H6c: A stress mindset moderates the relationship between interpersdital grel depersonalisation.
H6d: A stress mindset moderates the relationship between informational justice and depersonalisg
H7a: A stress mindset moderates the relationship between distributive justice and job involvement
H7b: A stress mindset moderatée relationship between procedural justice and job involvement.
H7c: A stress mindset moderates the relationship between interpersonal justice and job involveme
H7d: A stress mindset moderates the relationship between informational justice anebjebrirent.
H8a: A stress mindset moderates the relationship between distributive justice and OCBs.
H8b: A stress mindset moderates the relationship between procedural justice and OCBs.
H8c: A stress mindset moderates the relationship between irderge justice and OCBs.

H8d: A stress mindset moderates the relationship between informational justice and OCBs.
H9a: A stress mindset moderates the relationship between emotional exhaustion and job involvem
H9b: A stress mindset moderates the relationdi@tween emotional exhaustion and OCBs.

H9c: A stress mindset moderates the relationship between depersonalisation and job involvement
H9d: A stress mindset moderates the relationship between depersonalisation and OCBs.

3.6 A conclusion on the conceptualramework and hypotheses development

This chapterexplairs attitude theory by Bagozzi (1992) as ttreerarching theory forming
the conceptual mode(Figure 2: Pag@3 and Figure 3: Pag#4). This states that individual
form intentionsto act in the facef stresdbased on the evaluation thie stressr and the way
they believe they willbe viewed by othergFishbein andStasson 190). This evaluation
determines & s u i toarbel okadtion thandividual takes(Perugini and Bagozzi, 2004l

is from ths conceptual framework that a set of hypotheses are diBaine 8: Page64) and
also shown in illustrations irFigure 2 (mediation effects of emotional exhaustion and
depersonalisation on organisational justice and job outcomes dimensionSjabled
shown in Figure 3 (moderation effect of a stress mindset on organisational justice, burnout
and job outcomes dimensionsThis chaptertherefore informs Chapter 4 (Research
Methodology) Chapter 5 (Data Analysis Results) and Chapter 6 (Discussion on thksRes
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Figure 2: Diagram of burnout mediation hypotheses presxploratory factor analysis
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Figure 3: Diagram of stress mindset moderation hypotheses prexploratory factor analysis
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4 Chapter 4. ResearchM ethodology
4.1 An introduction to data analysis

This chapter is predicated éour cornerstones central toistresearchThefour elements are

(1) theresearch is &sed on gjlectivism (2) the research adoptspasitivist perspective(3)

the researcladoptsa deductive approactand(4) the research adopts a survey strateéffyis
research deals with complex relationships amongst and between call centre CSRs, their
proximal managers and the organisation at largeer&tore, given that it isbased on
objectivismand positivism itseels to maintainthe independence the participantsrom the
researcherThis means objectivism, whéngreality is perceived as objective and constructed

from anontological perspectivias suitable forthis research (Bryman ari#ll, 2007).

In social sciencg researchers are faced wighchallenge of choosing from a variety of
research methodologies to answer research problems they degbahiiz, 2003) When
researchers choose a particular research methodology this depettts fiwost part othe
researcherds beliefs about the nature of
knowledge that informs the research (epistemology) as well as the way that knowsledge
processed(methodology) (Tuli, 2010) This makes the coiteration of ontologal,
epistemologal and methodological issues central elements of any social science research as

these define the shape aswbpeof anyenquiry (Popkewitz et al., 1979).

On the other handantological questions are related to théuna of reality(table 6: Page 80)

There are two positions that can be adopted which are that reality can either be objective or
subjective. When reality is perceived as objecitvis believed to be independent; whilst
subjective reality is a consequenof social processes (Neuman, 2003). In this regard a
researchersuch as is the case in this reseandip has a positivist view believes that reality

is out there and waiting to be discovered through the basic scientific method¢Regssy,

1995) onthe contrary an interpretivisd one who seesality as a human construdutch,

2005) Therefore, for the positivisknowledge is a given and needs to studied applying
objective methosg whilst on the contraryfor the interpretivist people make thewn sense

of reality hence use qualitative research methodologies to investigate, interpret and describe
social realitiegTable 5: Page 8Q)Cohen et al., 2000)WVhilst the qualdtive methodology

treats people as research participathts positivisd sesearch approach perceives them to be
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objects where they are not empowered but rather treated as objects of the ;rbseas;tthe
research maintains his or her distafi8assey, 1995Casey, 1993Mutch, 200%.

This research takes a positivist apmlodrom the epistemological perspectivealle 14:
Page78). This approach takes a view that the purposeeséarch is scientific explanation.
Thus, positivism believes that social sciences are organised methods for combining deductive
logic (Table 13. Page 77) with distinct empirical observations of individual behaviours to
discover and confirm a set of causal lafeuman, 2003) Therefore, from a positivist
perspective the nature of social reality is that empirical facts are separate from personal ideas
of thought. This implies that they are governed by laws of cause and effect. Using a positivist
approach from an epistemological perspective this research aims to develop the most
objective methods to allow a close approximation of re§liiyn et al., 204). Thus, given

this perspective this research explains the interaction between variables in quantitative terms

as well as the way they shape events and cause outbuatie2010)

This research, as argued bincoln and Guba (201) takes the viewthatreliable knowledge

is generated from direct observation of natural phenomenon through empirical means. The
approach taken in this research, that of positivism is contrary to interpretivism where the
world is seen as a constructed and interpreted phenonsxperienced by peop(®&axwell,

2006) Thus unlike under positivism, interpretivism does not allow for a generalisation of
outcomes given that they are related to a specific or a particular sit(ldgéiranfar, 2005)

This research therefore is moregakd to the general application of results given its
guantitative approacfTable b: Page ). The research benefits basgekey considerations

on validity, reliability and objectivity which is important in the generalisability of the results.
Thus, ths research views reality as objective, singular and separate from the researcher. It is
based on positivism given that it uses a large sample. The end goal is to test a set of
hypotheses set out based on the@rgble 14. Therefore, this research seeksproduce
precise anabjective quantitative data that will culminate in resolt@an outcomavith high
andreliability to allow for the generalisation of sample results to the population (Collis and
Hussey, 2009).

The methodology adopted by a researchestsr on the ontological and epistemological
principlesguiding the researctMarczyk et al, 2005) Thus, the positivistesearcher (as is

the case in this researaiesa quantitative methodologfTable 14 and Table 1pwhere the
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objectivist ontology ancempiricist epistemology underpin the researth this casethe
researcheplaces emphasis on measurement of variabes hypothesis testhat arerelated

to the causal explanatiorfSarantakos, 2005)This is contrary to qualitative methodology

which is of constructionist ontology andnterpretivis epistemology. In this case the
parti eixpaentiedces are embedded whilst the res:s
in processing information (Merma 1998).As stated earlierhis research adopgspositivist

research paradigm grounded in quantitative methodology. There is emphasis on measuring
variables and testingypotheses that have a link ¢general causal explanations. The data
techniques applied here are driven by the needdfard datéto allow presentation of

evidence in a quantitative forim order totest the set hypothesgSarantakos, 2005).

Table 13: The differences between deductive and inductive approaches

Deductive approach Inductive approach

Scientific principles Gaining an understanding of the meaning hum
attach to events

Moving from theory to data A close understanding of the research context

The need to explain the causal relationship | The collection of qualitative data
among variables
The colletion of quantitative data A more flexible structure to permit changes of
research emphasis as research processes
The application of controls to ensure validity | A realisation that the researcher is part of the
data research process

The operationalisain of concepts to ensure | Less concern with the need to generalise
clarity of definition

A highly structured approach
Researcherdés indepen
researched

The necessity to select samples of sufficient
size in order to generate a camibn

Source: Saunders et al (2000:p.91)

The data analysig this research is guided by the above @thased onpredetermined
research objectives (Table Chapter 1, PagE?) suggesting a deductive approach (Saunders

et al., 2009). A deductive appais defined byBassey (1995 as a systematic technique for
analysing quantitative data guided by precise objectiesising a deductive approach, it
allows this researcher the ability to apply scientific principles whilst moving from theory to
data, wiere quantitative data is used. Also, a deductive approach allows this researcher to

apply controls to ensure validity of data and the operationalisation of concepts to ensure
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clarity of definition To deliver effective results this researcher uses a higtilyctured
approach and maintains his independence from those being research, as stated earlier, to

avoid undue influence.

Table 14: The key features of positivism and interpretivism paradigms

Positivism tends to:- Interpretivis m tends to:-

Use large samples Use smaller samples

Have an artificial location Have a natural location

Be concerned with hypothesis testing Be concerned with generating theories

Produce precise, objective quantitative datq Pr oduc e 6 r i qudlitative data b j e
Produce results with high reliability but lo| Producing findings with low reliability but hig

validity validity
Allow results to be generalised from t| Allow findings to be generalised from one sett
sample to the population to anoher similar setting

Sources: Collis & Hussey (2009:p.62)

This researcér also applies a survey strategyis allows collection of data on contemporary
issues Tuli, 2010 andpermits the generalisation of results (Bartlett et al., 2001, Collis and
Hussy, 2009). This chapter details the methodolaagopted whichincorporates data
analysis. The data analysis process is organised through three specific levels. These levels are
annotated as followg1) preliminary data analysi2) measurement model anaig;sand(3)
structural model analysjsvhich then leads to mediation and moderation tests using structural
equation modellingThe first level,intends to check for data entry accuracy, description and
explanation of characteristics of research samplelosgon of research variables and
performance of statistical assumption tests. This preliminary analysis is essential because in
any structural equation modelling process it is crucial to address certain assumptions as well
as other dataelated issues. iy failure to address these issues has consequences for model

fit which may lead to poor resul(Klainin-Yobas et al., 2014line, 2011J).

The second level, measurement model analysis intends to establish construct validity of
scales. This is achieved through gditting models (Anderson and Gerbing, 1988, Klainin
Yobas et al., 2014)he third level, the structural model (path model) analysis considers the
relationshig between model variables. These relationships are tesid) a structural
equation model AMOS software packa@grne, 2010 Klainin-Yobas et al., 204 In the
process ofstructural modelling measurentearrors are taken into accou(@yrne, 2010

Klainin-Yobas et al., 2004 Usinga structural model in this phagests for mediating effects

78



of burnoutconstructs arexecued in AMOS based othe recommendations of Baron and
Kenny (1986) and Browand Maxwell(2002 and Gaskin (2012)T'he mediation tests are
execued for indirect effectgBollen and Stine, 1990Gaskin, 2012 Preacher and Hayes,
2008 Shrout and Bulger, 2002The results from indirect mediation testssing bootstrap
approach)are compared with those frothe Baron and Keny (1986) approach. These are
followed by tests for interactiomoderation effects o& stress mindset on the relationship
between organisational justicemensionsand job outcomes usinipe bootstrap approach
(Bollen and Stine, 1990Gaskin, 2012 Preacher and Hayes, 2)0The outputs from the
interactionmoderation effects subsequently use to plot the moderation effects if a stress

mindset on organisation justice, burnout and job outcomes dimensions.

Table 15: The key assumptions of the two research paradigms

Assumptions

Questions

Quantitative

Qualitative

Ontological

What is the nature of
reality?

Reality is objective and
singular, apart from the
researcher.

Reality is subjetive and
multiple as seen by
participants in a study.

Epistemological

What is the relationshij
of the researcher to thg

Researcher is independe
from that being

Researcher interacts wit]
that being researched.

researched? researched.

Axiological Whatis the role of Researcher value free ar Valueladen and biased.
values? unbiased.

Rhetorical What is the language ¢ Formal, based on set Informal. Evolving

the researcher?

definitions. Personal
voice. Use of accepted
guantitative words.
Focusing on measureme
of the ph@aomena.
Independent of the mind,

decisions. Personal
voice. Use of accepted
gualitative words.
Focusing on the meanin
of social phenomena.
Dependent on the mind.

Methodological

What is the process of
research?

Deductive process. Caus
and effect. Static design
categories isolated befor
study. Context free.
Generalisations leading
prediction, explanation
and understanding.
Accurate and reliable
through validity and
reliability.

Inductive process.
Mutual simultaneous
shaping of factcs.
Emerging design
categories identified
during research process
Contextbound. Patterns
and theories developed
for understanding.
Accurate and reliable
through verification.
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4.2 The dharacteristics ofthe researchdata

4.2.1 A discussionon the type ofdata

This researchusesordinal data.With ordinal datausingweights and criterion scores it is
possible to manipulate qualitatieiatato achieve a set of desired objecti{&®nny et al.,
2014, Nijkamp et al., 1990The advantage to this reseamhusing ordnal datais that it
allows for the use of rankedata Whilst it is true thathe numericalquantity attached to a
value does not beanuch significarce it allowsthis researcher toank dataon an ordinal
scale making it easyto work with (Nijkamp et al, 1990) Therefore, onsidering these
factors it goes withoutaying that ordinal data presstihe best type of data for this research

4.2.2 The importance ofunderstanding the source ofdata

The datafor this researclaregathered from an organisationthme financial services industry
in the North Wesbf England operatingin the insurance sector. The kparticipantsin the
researchare telephone operativesferred to asCSRsandtheir Team Managers (TMsYhe
TMs are importanand will be discused laterin relation to problems of sefeporting.This
organisation operate=ll centrs across theSouth Eastand other parts of thidorth Westof
England A significant number oits call centrs arein London The call centrefrom which
dataarecollectedis an inrbound operationAn in-boundcall centreis oneto whichcustomers
(existingand new)phonein to take outinsurancepolicies, service existingnes(i.e. raise

any queries or enquiriggegister newclaimsandfollow-up on existinglaims.

For puposes of this research the proximal manager who has a bearing on the relationship
with CSRs is a TM. Therefore TMs are deliberatelytargetedto respoml to Supervisor
Questionnaire (designed to collectiomlata on CSRob outcomesi job involvementand
OCBys) to avertself-reportingbias (which could be a source of common method bi&kis
strategy $ necessary because TMeedikely to giveaccurateratingsof CSRsO attitudes in
relation tojob involvementand OCBs; hence reduaog common method bia3 he collection
of performanceelated databoutCSRs fromtheir immediate or proximaupervisorgTMs)

is supportedoy literature dealing with problems of sedporting(e.g.Podsakoffet al, 2012
Podsakoff et a., 2003, Viswanathanand Kayande, 2012).The assumption is that a
supervisor, barring any animosity with a given C8Ruld be more objective ihis or her
opinion of the performance of@élCSR (ViswanatharandKayande, 2012).
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4.2.3 A discussion on thenature of the data

Sincedatausedhereareordinal (RietveldandOuwersloot, 1992) iis ranked using a suitable
scale. The scale chosen for tresearchs Likert-type scale (Likert, 193Z50b et al., 200y

This scaldas usedextensivelyin research in the field of psychology and behavioural sciences
(e.g.Colquitt, 2001 Colquitt et al., 2009CrumandLanger, 2007Crum et al., 201,1Crum et

al., 2013. A Likert-type scalas drawn fromthe original Likert scale(Likert, 1932 Gob, et

al, 2007. A Likert-type scalallows for a summative approach tetablish if there is internal
consistency on a number efale itemsvhen theyare used together (Likert, 1932).

To collect data from the organisationabout CSRs6 and TMs feelings, perceptions and
attitudesso agto explainlatent variableshis researclisesexistingscale itemgTable16 and
Tablel7: Page 82respectivelywhich areextraced fromempiricalresearchThe processs
however underpinned kg seriousonsideration for selectioof scale itemswhichis that he

scale item$iaveto haveCron b a calph@avsalues of 0.70 or greateffor reliability.
4.2.4 A discussion on he process oflata collection

This researchadministersquestionnaires t@n entire workforceof CSRsand their TMs
within the GI proposition of theargetorganisationassisted byrained research assistants
This mean€894 CSRs and 75 TMs irthe call centreare given an opportunityo respondo
guestionnaire A host of ethical considerationsare met before the questionnaireare
dispatched with gproval from the College of EthicsPanel at theUniversity of Salford
(Appendix 4: Pag@29). Thisis done to comply witklata potection guideliness laid out in
the Data ProtectionAct (DPA) (1998) andas stipulated by the source of dada well as to
conformtot he uni v elreguiremerdtdor resdarrch ¢ a

To uphold DPA (998 questionnairecarty a captionexplainingto therespondentghat they

arenot permitted towrite their names anywhere tgaveany marls that may indicate who

they are. Thisis meant toguaranteeanonymity. It is made cleaon the questionnaire that
completedcopies of questionnaireseto besurrendered to the Salford Business School for

safe keepingonce the research is completen pl ace of CSRs06 and T
guestionnairés coded with a nund to align it with the questionnairdsatare completed by

the CSRs and theimmediateTMs. The reason for this is to ensure that when data capturing

takes place the questionnaires (i .e. CSRs b6 a
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Table 16: A summary of latent variables for CSR questionnaires (Wave 1 and Wave 2)

Organisational Justice

Distributive justice Adams (1965)

Procedural justice Thibaut and Walker (1975)

Interpersonal and informational justice Bies and Moag (1986)

Interactional justice Greenberg (1993a) and Greenberg (1993b)
Stress Mindset

Stress Mindset Measure (SMM) | Crum et al. (2013)

Burnout

Maslach Burnout Inventory ‘ Maslach (1982) and Brouwers et al. (2001)
In-role Job Outcome

Job involvement | Lawler and H# (1970)

Extrarole Job Outcome

Organisational Citizenship Behaviours ‘ Di Paolo and NeveQ006)

In an attempby this researcheaio curb common method bias (Viswanathan and Kayande,

2012, Podsakofetal,2003) CSRs 6 quest i on nratworwaves (ieWave a d mi n |
1 and Wave 2, Appendices-2: Pages 24-227). This is done to avoid unwarranted
discrepancies in observations with respect to means, variances and covariances (Bagozzi,
1981, Bagozzi, 192, Podsakoffet al, 2003). Once data are dektted they are inputted into

SPSS version 2Ihe questionnairefor TMs (Appendix 3: Pag@28) are administered on a

single wave as there are fewer scale items to cover; this is intended not to overload TMs.

Table 17: A summary of latent variables for team manager questionnaire (Wave 1)

In-role Job Outcome

Job involvement \ Eisenberger et al. (2010)

Extrarole Job Outcome

Organisational Citizenship Behaviours ‘ LePine et al. (2002) and Rego and Cunha (2009)

4.3 Areview on data entry accuracy
4.3.1 The data screeningprocess

This researcér consideeda number of issudsefore proceedintp performany sophisticated
dataanalysis Some of th&key questions considerdrreareas follows (1) aepar t i ci pant
responses accurately refleciedthe data?2) could there be a particular pattern that can be
establishedfrom the data? J) have all data collected been put in place and properly
accounted for?4)) are there any distortiomarising from data due to some extreme responses

that may undrmine the researabutcomé@ (5) what remedies are available to address any
violations of statistical assumptiohsfore executing the structural (path) model?
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The process of data cleansing in this reseands conducted usinggcomputerised
computational pckages SPS&nd MS Excel(Gaskin, 2012 Preacherand Hayes, 2008)
SPSSsoftware packag&as most suitable because it offers sevésamatsof outputs that
help ths researchr handlethe data(Tabachnickand Fidell, 2001 Meyers, 2005) as it deals

effedively with issuesn descriptive statisticduringtheinitial stages of datanalysis
4.3.2 The tests forskewness andkurtosis in data

Meyers (2005) states that lack of consensus amongst statisticians regarding what is
acceptable in relation to skewnessl &rtosis has created challenges in the area of statistical
analysis. Skewness &smeasure of whether a distribution is symmaetricot whilst kurtosis
looks at how the scores are clustered around the centre of a distridégars, 200% In

view of these challenges thisesearcher set #hreshold of +0.5(Gaskin, 201P as an
acceptable measure of drift from normality (e.g. Hair eR@02 Runyonand Zakocs2000).

4.3.3 The process othecking for missingvalues

This researcher was aware that gresence of missing valués data isdue to anumberof
reasons. A few of the common reasons @rerespondents may feel that the questions are of
a personal nature, particularly if these dwell on current illegal drug usage or sexual
orientation (2) there may be a lack of compate to tackle questions on a particular section
of a questionnaire(Gold and Ben#r, 2000; (3) in longer researclactivities where
respondents are inundated with questionnaires fatiguecreep in and resdin respondents
failing to complet questionnairegMeyers, 200h

This researobr endeavowsto minimise missing variables given thepatton the outcomef

this researchTo this engdquestionnairearemade clearer with well annotatedale itemdor

the respondentsOnce completedthe questionnaigeare checkedcarefully by research
assistantsgluring collectionfrom CSRsand TMsto reduce the risk of missing variables
problem thatmay result in someesponses being discardédd away to guarantee that all the

data was captured at the beginning there would be another round of checking on the data by
an independent person to ensure that there no human din@sesearcher does perform a

final check once the data are captured o8S&Ro ensure that all the information about the
research variables is entered correctly. This is the first stage of the data cleansing process

before exploratory, confirmatory factor analysis and structural equation modelling.
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4.4 The presentationof descriptive statisticsfrom data

This researcher displays the data in the form of descriptive statistics to help understand the
nature of data collected for this research. the descriptive statistics incluttes (li3tribution

of CSRs across departments; (2) dmstribution of CSRs by skills across departments; (3) the
distribution of CSRs by age across gender; (4) the length of service across gender; (5) the
length of service across age; (6) the distribution of CSRs by educational qualifications across
gender; 7) the distribution of annual salary across age; and (8) the distribution of income
across gender. This information was useful as it was used as controls in the structural

equation model before mediation and interactimderation effects tests.
4.5 A discusson onimportance of exploratory factor analysis

Throughexploratory factor analysidensonand Robertson (2006) state thatistpossible to

retain inherent characteristics (i.e. individual variability and covariancesh afitial or

original datasefThey al so say that it is possible to
sampling or measurement errthat includeexistence of any unwarranted informatidius,
exploratory factor analysisan also be viewed as an instrumiat¢ndedfor consideation of

those latent variables that are significant in explaining variatioims useful when lookig at

any interrelationships between variables hence offering suppadevelopment of new
theories(Henson and Roberts, 2Q0@atsunaga, @10). This researcher perfoswexploratory
factor analysis in SPSS to yield a O0@bteand
well as generating key outpsit including; KaiseiMeyerOlkin (KMO) measure,
Communalities, Total Variance Explain€dVE), Goodnes®f-fit Test, Pattern Matrix and

the Correlation Matrix. kpr ocess of generating agoibgc!|l eand
through several iterations until there were no ctoading between scale itemahich is

central to determine digminant validity.

4.6 A discussion onmportance of confirmatory factor analysis

Onceexploratory factor analysis complete(whichyieldsa 6 cl eandé pattern m:
logical stepfor this researcher is to undertakentirmatory factor analysisConfirmatory

factor analysignakesit possible to develop a measurement model that is explicit using the

factor structure underlying the dadatsunaga, 201(Russell et al., 2091 This researcér

also utilises AMOS software packagéo test for model fit for each latent variable ahe
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entire data set to develagp complete measurement model before moving stroictural

equation moddihg. This is a precursor to the design of the questionnaires.

The measurement mel(.e. confirmatory model)}can be developeth AMOS using two
approachesThe first approach ismanual orientated (Gaskin, 2012) This involves the
researchenpplyingtools on the interfacen AMOS. The secondpproach(adopted in this
research)uses aplugin called ad@attern Matrix Model Bu i | qGaskin, 2012 The

procedure involves copying the pattenatrices generated in SPSS (during exploratory factor
andysis) and pastg it into the PatternMatrix Model Builderdin AMOS software package

This creates a measurement model diagims is thenfollowed byselecion of parameters

of choiceestimates anthenrunningthe model The process offeecking formodel fitis done

after running the measurement modkline, 2005 Gaskin, 2012) The model validation

process undertaken by this researcher involved use of the correlation and regression weights
from thegeneratedutputf r om t he measur ement model into t
60Stats Tool s Pack ag eaddthisTdseaxhempttoestablstherewas i mp o r
any validity concerns.

4.6.1 The test for discriminant validity

The reason for péorming discriminant validity test is to establish that meastirasare not

in any way related are in real litere alsonot related in thisesearcHGaskin, 2012Kenny,

2013. The intention for this is to be in harmowmgth theory.This is normally used to check

for crossloadings from the pattern matrix (Gaskin, 2Q1i2)s a procedure that is conducted

in SPSS through the inspection oftlpattern matrix. This can be checked in datdput

tables that aret h pate mat r i x 6 aorrdlatianmatct Whildion t he oO6f act
correlation matrixo it i's important to chec
greater than 0.7@Gaskin, 2012

4.6.2 The computation ofreliability tests

Thetestfore |l i abi |l ity i s measur EosnbdclyandCMadnl®35c hds ¢
Kenny et al., 2004 ACr onbachdés al pha coefficient I s a
consistencyThis reliability testhelpsto remove redundant scale items when measuring latent
variablesin research. This researcher compu@r onbachés alpha <coeff
(Cronbach, 1987Cronbachand Maeehl1%5, Kline, 2010).This researcher is ware thais
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i mportant to get Cronbachés al pha veahtues
variable the proximity between a set of scale items explaitiiaglatent variablefailure to

do so might meaanderexplanation or oveexplanation of the latent varialfiline, 2017).
4.6.3 The determination of measurementmodel fit

Once the measurement model is developed this researcher checked for motleé fit.
determination of model fiisingan empirical approacimust use a suite dhese indiceso
ensurevalidity (Bentler, 2006 Hu and Bentler, 1999 A number ofindices have been
developedwith thefollowing 5 main ones(1) chi-squareest (which must includdegrees of
freedon); (2) root meansquareerror of approximation (RMSEA) (3) standardisedoot mean
squareresidual (SRMR)(4) comparativefit index (CFIl); and(5) TuckerLewis Index (TLI)
normallyreferred to as nor-normedfit index (NNFI).This researcher used these indiaes
the behest of Bentler (2006) akth and Bentler 999 as part of confirming model fit for

the measurement model (Gaskin, 2012).
4.7 The process of developing the structural equation model

This researcher first built a structural model in AMOS using the &idfasted variables
generated from the measuremearadel earlier. The process also involved applying controls

to the structural model. The key aspect the researcher focused on was model fit using the
suite of 5 model fit indices by Bentler (2006) and Hu and Bentler (1898xcher and Hayes
(2008) have aebcated for use of the bootstrap technique when testing for indirect effects due
to its nonimposition of assumptions of normalityhe first before developing the structural
model was to ensure that key assumptions are met, which meant executing thimdollo
tests; (1) checking for outliers in the data; (2) establishing linebetyween variables; (3)
explaining the position on homoscedasticity; (4) testing for the presence of multicollinearity

between variables in the model (the processes for reviexgicly assumption is below).
4.7.1 The presence of outliers in data

There are several reasons as to why outliers are present in data and four key reasons
suggested by Hair et al. (1998) af®) entry error or improper coding of variables. These are
not a major prblem as they can be picked up in data cleansing process prior to undertaking

any analysigMeyers, 200% (2) outliers without plausible reason for their existence. These
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must be eliminated forthwith as there is no justification for their existgB¢énstances of
extraordinary circumstances or eventhis depend on the situatiorasthese can either be
eliminatedor if they are a reflection of the characteristics of the sampleddele retained

(Hair et al., 2002Meyers, 200p and(4) some outliers arise from intricate combinations of
some values on a number of variables (Gaskin, 20aBadhnick and Fidell, 2001) and
therefore must be retaine.hi s researcher uses Boxb6s pl ot

with the problem of outliers in data.
4.7.2 The importance oflinearity between latent variables

The key assumption in most multivariatelationships, particularly under multivariate

analysis of variance (MANOVA) and multiple regressions is the existence of a linear
relationship between variables (Tabachnick and Fidell, 2000s researcher performs

linearity tests for each relationship the model using the composite datammon method

adjusted variables (CMBdjusted variables) generated during confirmatory factor analysis
Thiswasexecued i n SPSS under O6Curve Estiehredr,i ond o
logarithmic, compoundquadratic, inverse and cubiegre selected to determine whether the

linear relationship is strong and significant. Ttest for linearityis important because the

algorithm in AMOS only works with linear relationships between latent variables.
4.7.3 The process of ddressing multicollinearity in data

The problem of nalticollinearity arises when two or more variables are not independent of

each other(Bacon, 1997 Kenny et al., 2014 To deal with this problem this researcher
performs multicollinearity tests s PSS run under OLinear Regr e
considered here was the O0Coefficients Tabl €
Factoro (VI F).

4.7.4 The rationale of the positionon homoscedasticity

Homoscedasticity assumptions state that thereargraent levels of variables over a range
of categorical and continuous independent and dependent validble®t al., 2002Hair et

al., 2006 Meyers, 2005Tavakol and Dennick, 20)1When homoscedasticity does not hold
it is referred to as heteroscedaisyic The presence of heteroscedasticity means that a

variablebés distribution is not nornmeetal, ( Tabac
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2014 Keppel et al., 1992) state that the assumption of homoscedasticity may result in the
observance of el variance of a dependent variable witnessed through different
independent variables and which is referred to as homogeneity of va(Magers, 2005
Tabachnick and Fidell, 19%6In this research heterostasticity is not considered to be a
problem due to the nature of dat#hat is the data are based on individual opinions hence

variance is not a weakness but a useful attribute of data (Gaskin, 2012).
4.8 The execution of nediation analysisusing a structur al equation model

This research applies the Baron and Kenny (1986) approach as opposed to Sobel test for
direct mediationeffects (i.e. with and without moderator) and the bootstrap approach for
indirect mediationeffects(Bollen and Stine, 199@hrout and Bulger, 2002The Baron and

Kenny (1986) and bootstrap approachespreferableherefor mediation analysis over the

Sobel test because the later, though good with large sa(epethe case in this researbas

(721 respondenyst doesimposedistributional assumptions on dgollen ard Stine, 1990
Preacher and Hayes, 2008

4.8.1 The tests for nteraction-moderation effect using astructural model

Most researchers use tvapproaches wheooking at the effects of moderator variableBhe

first method entails stratification of data into different levels of the modgi@saskin, 2012)

The second method involves creatioha crossproductfrom a predictor variable anc

moderator variabléo generate new variable, normally referredt as an -tenmér act
This new interactiosterm is consequently included into the path md@sskin, 2012Wall

and Amemiya, 2007Wall and Amemiya20073.

In this researcthe moderator and predictor variables are latent variabieseforemaking it
possible to use the second method. The moderator vaisatnearcentred then standardised
to allow regression analysis to proce@dAMOS (Cohen et al., 20Qronbach, 1987.ittle

et al., 2006Gaskin, 201 Toits own credit meacentering helps to reduce multicollinearity
between variable@Gaskin, 2012Little et al., 200%. On another level the benefits of mean
centering are that it alleviates concerns amtagrpretability of estimates from output. Mean
centred predictor regression coefficiersisee more meaningful than otherwiggittle and
Rubin, 2002 Little et al., 2006 Little et al., 2003, thereforethey give better plotsof the
predicted relationshifiGaskin 2012)
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Whilst there are some good attributt®m meancentering,in cases where therare
reliability issues concernindetection of measurement errdtsttle et al., 200§ this may

cause other parameters estinddtehavebias(Busmeyer and Jones, 19&3&tle et al., 2008.

Equally problematic could besses associated with low pow@&anzach, 20Q7.ittle et al.,

2006 Maccallum and Mar, 1996 This researchconductsrigorous test for reliability and
validity; therefore itis presumedhat problems of low power aref no consequenc&Vhen

all things are consideredith unstandardised estimatgenerated from the structural model
theseareinputtedinto t he 06 St at s TWaplhteractibrePotierdto adepidt thee 06 2

interactionmoderation effecfGaskin, 2012)
A summary of methodologies used in the research

This chapter coverthe key methodological approaches to this research. The reseasch us
exploratory fact analysis to determine the factor structure of latent variables, and then move
to confirmatory factor analysis to develop the measurement model. The chapter also sets out
how the conditions necessary and sufficient for structural eguatiodelling (linearity,
multicollinearity and homoscedasticity and model fit) are met before setting out to develop
the structural model. The chapter dis@assthe processs of mediation(direct and indirect
effects) and interactiormoderationeffects desgned to test the hypotheses developed in
Chapter 3: PageS§5-74. This chapter informs the following chapter where thecused
methodologiesshdl be applied to the datalhe coming chapteshdl inform the general
handling of data itheway of data andariable screen which constitutes {esgloratory and
pre-confirmatory factor analysis. The process of mediagsbdl be handled in the next
chapter using regression analysis (Gaskin, 2012, Fiel®)2@ilst interactioramoderation
diagramsshall beplotted using the2-Way Interaction Tabin the (Stats Tools Package
(Gaskin, 2012, Kenny, 2GL
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5 Chapter 5: Data AnalysisResults

5.1 Introduction to data analysisresults

This chaptempresentgshe resultsof dataanalysisexecued in SPSSrersion21, MS Excel
version 2010and AMOS. The results are presented two broad categories (1) the
preliminary measurement model validatianalysisand results this presentation of results
covers internal consistery, dimensionality and confirmatory factor analysi$ latent
varnables used in this researchThis helg us to decide whether scale itemsin the
guestionnairg are suitableto fulfil the aims and objectives of @étresearch (2) the next
category coversataanalysisand results fronthe substantivesampleof 721 respondenthat
aredrawnfrom an entire sample 0894 respondentsThe resultsproduced in this category
cover the followingareas descriptive statistigsexploratory factor analysig¢i.e. sample
adequacy, convergent validity, discriminant vaidand reliability) confirmatory factor
analysis(i.e. measurement model, invariance tests, validity and relialigisgs common
method biagest measurement model rigssand imputation of composites) astructural
equation modelling (i.e. multivariate assumptions of linearitymulticollinearity and
homoscedasticity)mediation(direct effects without mediatpodirect effects with mediator
andbootstrappindor indirect effectswvith medator), interaction moderationrcOmpuation of
interactions andglotting significant interactions), and reporting 6hdings from analysis
These results are drawn on the basis that reality is objective and thus the ultimate aim is to
test hypotheses and consequently develop generalisations that can be applieduatioss s

about the phenomena.
5.2 The measurementmodelvalidation process

As stated in Chaptet: Pages/5-89 on Methodologythe measurement model validatios
doneto determinemodel fit to dataThus the focusis on establishing internal consistency,
dimensionality anatonfirmatory factor analysigr each latent variablé/Vhilst it is clearn
Chapterd: Pages835-86 that dimensionalitys not adequately determinagsinga plot sample
of 50 respondent# is necessaryo performthe testso asto estalikh aprima faciecasefor
suitability of scaleitems going ito dataanalysisand structural equation modeig for the
entire sample Therefore, establishing unidimensionality under each latantbleis an

important part ojuaranteeinguestionnairéntegrity.
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5.2.1 The tests for nternal consistencyfor measurementmodel validation

The neasurement model validatiomdicates that scale itemsfor latent variable are
internally consistentTherear e i nitially 9 | atent vari abl e
coefficient is determined. Tlse are; (1) distributive jugice (10 scale itemy (2) procedural
judice (8 scale item} (3) informational pdice (6 scale itemy (4) intergersonal ydice (7
scale itemy (5) emational exhaustion(8 scale item) (6) depesonalisation(7 scale itemy
(7) stress mindset (8 scale itemy (8) job involvement(5 scale itemy and(9) OCBs(6 scale

items.

Table 18: Cronbach's alpha for measurementmodel validation

Latentvariable Cronbach's alpha
Distributive justice 0.95
Procedurajustice 0.92
Interpersonal justice 0.93
Informationaljustice 0.94
Emotionalexhaustion 0.95
Depersonalisation 0.89
Stresgmindset 0.95
Job involvement 0.82
OCBs 0.78

Table 18 showsCr onbac hds a lrqultsdor latene vfariablesiora pilot data
analysis for internal consistency Cr o n b a estintats foraldteptivaxiablearebetveen
0.70 and 0.95 Theseare reported gsdistributive jugice; (0.95) procedural pgice (0.92)
informational pdice (094), intepersonal ygice (0.93) emational exhaustion (0.95)
depersonalisatioif0.89) stress mindset (0.95) job involvement(0.82) and OCBs (0.78).
These Csalphabeatimdtes indicagoodto-excellentdegree of internal consistency
from scaleitemsmeasuringeach latent variabl@Gaskin, 202, Kline, 2010) This meanghe
scale itemsn the questionnairare indeed measuring what they are suppéséda good

outcomel!
5.2.2 The tessfor dimensionality under measurementmodel validation

Table19: Chapter 5 Page92 showstheresults from SPS# dotal variance explainédable
for latent variables. It is evident froffable 19 that scale itemameasuringa given latent

variables are unidimensionatincedotal variance explainéValues are incremegittowards
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100 percerggepoint (Gaskin, 202). Thisis a good resulbecauset shows thakeach set of
scale itemexplairs thecorrespondindatent variable in questioWVhen internal consistency
and dimensionality are considered togethamr correspondig latent variable they offer
robustunderstandingf the effectiveness d questionnaire as a tofdr data collectiorfor

this research

Table 19 shows the K10 Criterion, wherg even thoughn this case ofmeasurement model
validationthe sample ismall (50 respondentsample adequacy measueanges from good

to excellent. The KM O estimate for latent variable are distributive justice (0.86),
procedural justicg0.86); informational justicg0.71), interpersonal justic€0.85); emational
exhaustion (0.91); depersonalisatior0.80); stress mindset (0.91), job involvement(0.73);

and OCBs (0.70). KMO estimates help establish sample adequacy hence validate the
argument for umimensionality establishedrdm pilot sample used during initial
measurementodel validation procesg hese results must be accepted as samplef ithe

right size. If sample adequacy measaneless than 00 then thereareissuesas to whether

model fit resulé for each latent variable azerrect.

Table 19: Tests for unidimensionality under measurementmodel validation

Latentvariables

Proc | Distr | Info Interp | Strs Emo | Dep Ocb | Jin
Jus Jus Jus Jus Mind Exh
KMO* | 0.855 | 0.85 |0.70 |0.84 0.91 092 |0.80 |0.70 |0.73
67.16 | 88.83|79.38 | 89.54 |92.42 |82.50 |69.69 |5393 |56.20
79.28 | 94.36 | 89.56 | 95.95 |96.13 |87.31 |85.21 |85.52 | 77.45
86.54 | 97.90|94.79 | 98.86 |97.44 |91.72 |94.31 |91.82 | 87.81
91.08 | 100.0{98.91 | 100.0 |98.40 |94.70 | 98.76 | 96.44 | 94.16

94.81 100.0 98.96 |96.63 | 100.0 | 99.30 | 98.13
97.90 99.40 |98.22 100.00( 100.00
100.00 99.57 |99.45

100.0 | 100.00

* KMO is KaiserMeyer-Olkin measure osamplingadequacy

5.2.3 The process of onfirmatory factor analysisfor measurementmodel validation

The first step irconfirmatory factor analysis to run thealgorithm with observed dependent
variables specified to explain latent variabl®nce the outpuits generated next step to

look at estimated values to determine whether thegtspecified critical values under each
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test Hu and Bentler, 1999, Kline, 2010). At the time of developing the programme to

perform confirmatory factor analysi;mn AMOS version 21a condition to isolate correlated
variablesis i ncl uded and-i sgpiecesdedWasr eemesiti mat e
criteria itis necessary to ek for and eliminate correlated observed dependent variables.

The resultsfrom confirmatory factor analysifor latent variablesare shown infables20-24:

Chapters, Page93-96. The columns in Table20-24 show estimate valugge-modification

(i.e. before modification indicesre applied)and postmodification (.e. after modification
indicesareapplied.

In this researchistributive justicas initially measured bg1 scale itemdeforeconfirmatory
factor analysidut following preliminaryconfirmabry factor analysisnodel proveto offer a
poor fit to dataThe estimate valuessshown in Table20-24 are far fromacceptableritical
values forthe chi-square, RMSEA, TLI, CFl and SRM#RresholdsIn order b bringmodel
in line with five goodnes®f-fit tests, 1 observed dependent variable thatdeemed
correlated to other variablébased on modification indice® removed. When ik variable
is removed modeis considerecsympathetic to critical values set out in five goodrefskt
tests. The results are dtaborated byTables 20-24 showing premodification and post
modification effectson goodnessf-fit. Several ofthe pre-modification chi-squarevaluesin
Table20 appearto benonsignificant Thisis an indicationthatthese chisquarevalues have
imperceptibly small pralues for this goodness-fit test beforetaking modification indices

into account

Table 20: The chi-square p-values formeasurementmodel validation

Latentvariable Premodification Postmodification
Distributivejustice 0.01 0.28
Procedurajustice 0.01 0.35
Interpersonal justice 0.44 0.44
Informationaljustice 0.32 0.46
Emotionalexhaustion 0.02 0.24
Depersonalisation 0.08 0.08
Stresgnindset 0.24 0.35
Job involvement 0.01 0.37
OCBs 0.21 0.35

The latent variable procedural justicemeasured b§ scale item$eforeconfirmatory factor

analysis When premodification confirmatory factor analysiss conducted results indicate
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presece of correlated variables that resultinmo d e | 6 s to patafTable 20i Ghapter 5,
Pagef3). In this case, onlyL observed dependent varialderemoved frommodel to improve
goodnesf-fit to data. This helpadjustgoodnesf-fit estimate values, #neforeyielding a
level of conformance to critical vaés of each test. This resultsgpportedoy Tables18-24:
Chapter 5, Pages3-96 which showinvaluableimpact of eliminatinga correlated variable
(Gaskin, 2012)The ktent variable interpersonal justisemeasured by scale itemsefore
confirmatory fctor analysisOnce preliminary confirmatory factor analysis performedit
emergs that modelis a good fit to data and therefore thexeo need for removal of amf
the observed dependent variablssale items) This outcomeis supportedoy resultsshown
in Tables20-24.

Table 21: The RMSEA estimates for measurementmodel validation

Latentvariable Premodification Postmodification
Distributivejustice 0.17 0.07
Procedurajustice 0.21 0.05
Interpersonal justice 0.23 0.07
Informationaljustice 0.06 0.06
Emotionalexhaustion 0.18 0.06
Depersonalisation 0.05 0.05
Stresamindset 0.34 0.07
Job involvement 0.54 0.06
OCBs 0.29 0.01

The latentvariable informational justicas initially measured bys scale itemsbefore
execution ofconfirmatory factor analysisHowever, mceinitial confirmatory factor analysis
is performedesults indicate a model thet a goodfit to data.The esults acrosshe five
goodnesf-fit tests (chisquare, RMSEA, TLI, CFl and SRMR) indicateat the modelis
inadvertently of agood fit to dataTherefore, yen this outcome theres noreasono make
any further adjustments to the modghcethereare no correlatedcale itemsThe cecision

criteriafor model fit undeiconfirmatory factor aalysisare shown inrables20-24.

A stress mindseis measured by Scale itembefore performingonfirmatory factor analysis
Once initial confirmatory factor analysiss performed andhis generats output which
indicates that thereare no correlatedale itemsmeasuring ta latent variable. Therefore,

drawing from thisconfirmatory factor analysisesult it means the modid a good fit to data.
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In this case itis not necessary to perform adjustments or manipulétidhe model. This
outcome igdepiced in Table20-24: Chapter 5, Page33-96 which indicate results for pre

modification and posmodification adjustments are the same.

Table 22: The TLI estimates formeasurementmodel validation

Latentvariable Premodification Postmodification
Distributivejustice 0.93 0.95
Procedurajustice 0.80 0.96
Interpersonal justice 0.91 0.91
Informationaljustice 0.95 0.95
Emotionalexhaustion 0.86 0.93
Depersonalisation 0.81 0.81
Stresamindset 0.81 0.91
Job involvement 0.54 0.90
OCBs 0.76 0.91

The latent variablemotional exhaustions initially measured by a suite @D scale items
beforeperformingconfirmatory factor analysisHowever, thee 10 scale itemslo not yield a
model that fis thedata Thus, following initial confirmatory factor analysithe correlated
scale itemsare identified and removeftom the initial modelbefore undertaking the next
phase ofconfirmatory factor analysisThe adjustment of the modetesit reduced fromlO
scale itemgo 8 scale itemsa reductionof 2 observed dependent variables. When this
done, results acrogsgoodnessf-fit tests show a model thet a goodit to dataas shownn
Tables20-24.

In the process of initial model validatiodepersonalisations measured by observed
dependent variables prior wonfirmatory factor analysisPreliminary confirmatory factor
analysisis performed and itk generate outputwhich indicates that thereare no correlated
scale itemgmeasuring this latent variabl&herefore drawing from ths confirmatory factor
analysisresult it meansthat the modelis a good fit to data. In this caseistthereforenot
necessaryto perform any adjustments or manipulatiom the model. This outcome is
portrayed inTables20-24 which indicates that the resuts for premodification and post
modification adjustments are the same. Thhis means thatlepersonalisatiors therefore
explained by theamescale item®stablishedbeforeconfirmatory factor analysig his result
means no further action needs to ta&en at this stagethis means that the variable
depersonalisation developed Byouwers et al. (2001) ariaslach (1982) holds.
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In the case othe latent variable job involvement is explained by8 scale itemsbefore
performing confirmatory factor argsis. However, after performing initiatonfirmatory
factor analysist is clear that the mode$ a poor fit to datdbecausemodel fit criteriaare
violated.In this caseestimated values violate conditions set for a good fdata;therefore
rejectingthe null hypothesiss the only optior{Kline, 2010) Thereare 2 correlated variables
thatmustbe removed from the model to enhaitsdit to data. When thes2 scale itemsre
eliminatedthe decision criteri@re met giving adesiredmodel with a goodit to data. This
outcome forjob involvemenis clearlyshown inTables20-24: Chapter 5, Pagé38-96.

Table 23: The CFl estimates for measurementmodel validation

Latentvariable Premodification Postmodification
Distributivejustice 0.84 0.95
Procedurajustice 0.87 0.94
Interpersonal justice 0.94 0.94
Informationaljustice 0.96 0.%
Emotionalexhaustion 0.85 0.96
Depersonalisation 0.82 0.82
Stresanindset 0.87 0.95
Job involvement 0.72 0.94
OCBs 0.65 0.96

The ktent \ariable OCBs is measured by scale itemsbefore undertaking confirmatory
factor analysis However, he results generatedfollowing the execution of thanitial
confirmatoryfactor analysisndicatethat there igpoor modelfit acrossall thefive goodness
of-fit tests(i.e. chi-square, RMSEA, SRMR, TLI and CFI)

Table 24: The SRMR estimates for measurementmodel validation

Latentvariable Premodification Postmodification
Distributivejustice 0.05 0.01
Procedurajustice 0.06 0.03
Interpersonal justice 0.01 0.01
Informationaljustice 0.02 0.02
Emotionalexhaustion 0.03 0.02
Depersonalisation 0.04 0.04
Stressmindset 0.03 0.00
Job involvement 0.12 0.03
OCBs 0.16 0.05
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Therefore, following confirmatory factor analysis itasident that there is 1 variable that
appears correlated to other variables which has to be removed. A second test across the five
goodnesf-fit tests (chisquare, RMSEA, TLI, CFl and SRMR) confirms model fit and

therefore no further action is required.

Thus after themeasuremenmodel validation analysisand havingtakeninto accountthe
necessary adjustmertts latent variablegas summarised imable 5) questionnaire (CSRs:
Appendix 1 and 2, TMs: Appendix 3, Pag<l-228) are adjusted according.

Table 25: The latent variable adjustmentspost-measurementvalidation analysis

Latentvariable: Number ofscale Number ofscale Scaleitems
Preparation for the items items removedor
guestionnaire Premodification Postmodification | eliminated
Distributivejustice 11 10 1
Procedurajustice 8 7 1
Interpersonajustice 9 9 0
Informational justice 6 6 0
Emotionalexhaustion 10 8 2
Depersonalisation 7 7 0
Stresamindset 8 8 0
Jobinvolvement 8 6 2

OCBs 7 6 1

5.3 Anintroduction to substantive sampleresults

This phaseinvolves the following processes(1) descriptive data analysi$2) exploratory
factor analysigsample adequacy, convergent validity, discriminant validity and reliability)
(3) confirmatory factor analysiéneasirement model, invariance tests, validity and reliability
checks, common method bias, measurement model fith@niohputation of composites}4)
structural equation modhg (multivariate assumptions of linearitypulticollinearity and
homoscedasticity) (5) mediation (direct effects without mediatodirect effects with
mediator andindirect effectsi bootstrappingwith medator) (6) interactioamoderation

(regressioranalysisand plottingsignificant interactions)and(7) reporting of findings.
5.3.1 The descriptive statistics for substantive sampleesults

The descriptive statistical analysis in tlsisctiongives an insight intothe characteristics of

the sample. This helps to paint a pictalm®utthe sample in preparation for the discussbn
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resultsfrom data analysis. The key variables under consideration for descriptive statistical
data analysis are control variables (these are useful in path analyss)cdhol variables

are: age, gender, annual salary, time employed (length of service) amdtiedal
backgroundTo draw meaningful information from the data these variables are combined in
tabular presentations (e.g. age and annual income, gender and educational/academic

gualifications).

Table 26: CSRs within departments (numerical and percentile terms)

Departments Number of CSRs Percentage of entire sample
Home 299 41

Motor 422 59

Total sample size 721 100

Table 26shows the total number of CSRs working under each department in the call centre.
In the Motor Departn& there are 422 CSRs representing 59% of CSRs. In the Home
Department there are 299 CSRs making a total of 41% of CSRsngarkthe call centre.

Table 26breaks down the number of CSRs in each department, for instance, there are 299
CSRs in the Home Deptment, of these 89 (30%) are in Quotes (New Business) Section.
Under Motor Department, there are 422 CSRs, of these, 102 (24%) are in Quotes (New
Business) Section.

Table Z shows the number of CSRs with a given set of skills in each department as a
percentage of the samplin the Motor Department 14% CSRs do quotes for new business,

whilst in the Home Department there are 12% who do home quotes for new business.

Table 27: Distribution of CSRs by skills across departments

Departments

Home Motor
CSR skills CSRs % CSRs %
Quotes (New business) 89 30 102 24
Serving and renewals 110 37 140 33
New claims 60 20 100 24
Existing claims 40 13 80 19
Total 299 100 422 100

Table B: Page 99%howsskills in Home and Motor Departm&snand presents them as
percentages of the entire sampld.the 721 respondents there are 191 CSRs in Home and

Motor departments involved in setting up new policies. This constitutes 26% of sample.
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There are 250 CSRs in Home and Motor Servicing and Résawd thisconstitutes 35% of

the samplalata

Table 28: CSRs in departmental sections as a percentage of the sample

CSRs as a percentage of entire sample
Departments
CSR skills Home Motor
Quotes (New business) 12 14
Servirg and renewals 15 20
New claims 8 14
Existing claims 6 11
SubTotal 41 59

Table 29showsthere are 160 CSRis New Claims Section involved in registering new
claims in both Home and Motor Departments. This number constitutes 22% of the entire
sample.ln the Existing Claims Department, in both Home and Motor Departments there are
120 CSRs represeng 17% of the sample in Table 29

Table 29: CSRs by skill (home and motor) as a percentage of the sample

CSRs by skills set as a pentage of data
Home and motor

CSR skills Number of CSRs Percentage

Quotes (New business) 191 26

Serving and renewals 250 35

New claims 160 22

Existing claims 120 17

Total 721 100

Table 30 showsthe distribution of inCSRsin the organisatiomccaoding to age and gender

under the 185 year age group there are 96 and 90 male and female CSRs respectively. This
makes a total of 186 CSReho areunder this age grouplhe same analysisan also be
appliedfor 26-35, 3645 and 46+ age groups explainthe same results shown in Table 30

that is shown below

Table 30: Distribution of age across gender amongst CSRs

Age
18- 25 26- 35 36- 45 46 +
Gender Male 96 147 117 31
Female 90 144 80 16
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Table 31shows educational blground of CSRs according to age; age grb&25 there are
146 CSRs whout a university qualification40 CSRs with a first degreandnone have a
second university degree. There are 186 CSRs in this age group.

Table 31 Distri bution of educational qualifications across age groups

Education background
Without degree First degree Second degree
18- 25 146 40 0
Age 26- 35 108 181 2
36 - 45 44 148 5
46+ 10 25 12

Table 32show variationsn length of service across ageogps age group 1&5 years there
are 106, 71, 7, 2, 0 and 0 CSRs who have been employed in the call centle #53,045,

6-7, 89 and 10+ years respectivelhe least number of CSRs is seen in age group 46+.

Table 32 Distribution of length of service across age groups

Length of service | Years
0-1 2-3 4-5 6-7 8-9 10+
18- 25 106 71 7 2 0 0
Age 26- 35 29 163 62 32 3 2
36- 45 13 50 52 61 17 4
46 + 2 1 2 9 20 13

Table 33shows length of service depictadcording to gendean illustration shows that6
CSRs have 4 year of servicel51 CSRs have-2 years of servicgg6 CSRs have-8 years
of service 57 CSRs have-8 years of service30 CSRs have-8 years of servigeand 11
CSRs have 10+ years ofrgige. This makes a total number of 38thle CSRs in the call

centrethat is under review

Table 33: Distribution of length of service across gender

Length of service | Years
0-1 2-3 4-5 6-7 8-9 10+
Gender Male 76 151 66 57 30 11
Female (74 134 57 47 10 8

Table 34: Page 1Odlepictsthe annual salary distribign according to agellustrated as
follows: CSRs in£10,00:£13,000i1 103 CSRs in 125 agegroups 26 CSRs in 2@5 age
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groupg 7 CSRs in 3815 age group and €SRs in the 46+ age group. The same approach

explairs the other income bands in Table. 34

Table 34: Annual salary distribution across age groups

Annual salary | £
10,001i 13,000 (13,001i 16,000 (16,001i 19,000 (19,001+
18- 25 103 74 9 0
Age 26- 35 26 202 63 0
36- 45 7 01 94 5
46 + 2 4 26 15

Table 35shows education background of CSRs according to gelegected as followsl64
male and 144 female CSRs without a university ded@&8 male and 181 female CSRs with

a first university degreeand14 male and 5 female CSR&h a second university degree.

Table 35: Distribution of educational qualifications across gender

Education background
\Without degree First degree Second degree
Gender Male 164 213 14
Female 144 181 5

The distribution of annual salaacrossgender is shown in Table 26 follows:71 male and
67 female CSRs in £10,0&13,000range; 200 male and 171 female CSRs £13001
£16,000 rangel06 male and 86 female CSRsfih6,00:£19,000range; andl4 male and 6

female CSR# £19,000+ange

Table 36: The distribution of annual salary across gender

Annual salary | £

10,0017 13,000 [13,001i 16,000 |16,001i 19,000 [19,001+
Gender Male 71 200 106 14
Female |67 171 86 6

5.4 The casescreeningprocess postmeasurement model validation

5.4.1 The exploration of missingdata postmeasurement model

The chta collectedare checked forany missingobservationsas part of case screening for

substantive sampli®r this resarch Thisis done after datareimputed into SPSSoftware
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In order b make the process easy data exported to MS Excel(Gaskin, 2012 The data
are checkedand passed as complete by physical inspeettross dataet inMS Excel. This
resultis only possible because of the decision to involve research assistahtsdata
collection process The importanceof this to the entire process that respondentgive
responses tall pointscovered inthe questionnaire The fact that therare no missing data

mears thereis no further action require{lGaskin, 2012Meyers, 200h
5.4.2 The investigation of unengaged espondentgpostmeasurement validation

This operations execued in MS Excel with data moved from SPSS. To decide whether
not a respadent is engagedhe standard deviatianfor scale itemgated on a Likertype
scaleare computed(Gaskin, 2012 This processs repeatedlyexecuted in MS Excajiven it
is easy to conduct a visual inspection of standard deviations onceatbesemputedAny
observed variable or item with a standard deviation of less thars @Bleted (Gaskin,
2012. In thedatasetthe smalleststandard deviatiors 0.92 whilst théargestis 2.63.A look
at the decision criteriorsetout in Table 20-24: Page 8-96, Chapter 5Gaskin, 20121t is

clear that respondengseengaged as they compldtguestionnairefully.
5.4.3 The establishment of the existence ofoutliers postmeasurement validation

This researclisedatent variables rated on Liketpe scale of &7. Thus, gven the nature of
Likert-type scales(Gob, 2@7) i t i s i mpossi bl e t o sonsider
circumstancesas an outlieasthis is based oar espondent 6 s val ues, per
(Gaskin, 2012 This creates a challenge when dealing with latent variables because they are,

for the most partguidedby individual values, perceptions and beliggagkin, 2012Kenny

et al.,2010). This research takehe same view that whilst individsainay rate views on one
extremeof the Likerttype scale and come across as unreasonablenawsthey perceive

reality, hencemust beacceped. Therefore, a this basis latent variablegre excluded from

adjustment for outliers in the data.

There are outliersn the datathat mustbe subjecd to this analysis, for instancepntrol
variables, such as age, length of service (time employed), educational background and annual
salary.The needto performoutlier analysisfor these control variables to understand the
structure of data. The control variable that does not aegdinterrogations gender The

exclusion of gender from outlier analysis is because dthgary response.g. 1 or 2) as
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there are no other possibilities fotthiereforethere can b@&o outliers(Gaskin, 2012, Kenny
et al, 20D).

Figure 4: The existenceof outliers postmeasurement model validation
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The esults fromthe boxplotin Figure4 indicate that therera no further outers acrosghe
data except fodiime employe@ However,looking through dength of servicéthere isno
cause for concern as thare CSRs whare much older. Thereforbased on boxplot resslt

and the argument péorwardearlier(Page 102ho further actions neededn outliers.
5.5 The process of ariable screeningpostmeasurement validation
5.5.1 The detection of missingvariablesin data

The operationto detect missing variables performedin SPSS usingheé f r equ@& opti on
(Gaskin, 2012 This option confirmghatthereare no missing variables in dafBherefore,

thereis no further action needé@askin, 2012Kenny et al., 204).
5.5.2 The tesk for skewness andkurtosis in data

The kewness and kurtosis test® performedn SPSSwith the outputmoved to MS Excel.
The reason for wving the output to Excelmakes it easyo detect values less tha and
those greater than(&askin, 201p The operatiorconfirmeda centratendencytowards the
median(Gaskin, 201}, therefore thedataare not skewed The same procedurs appliedto

103



test forkurtosiswhereit is confirmed thahone ofthe valuesare less than2 or greater than

2. The ceterminel high and lowvalues for skewnesze 0.87 and1.45 respectively. On the

other handdeterminedhigh and lowvalues generated for kurtosisre -1.98 and 1.5

respectively.This confirms thatthere are no further concers for skewnessor kurtosis

(Gaskin, 201}

5.6 The execution of &ploratory factor analysispostmeasurement validation

This researchconducts exploratory factor analysisn SPSS(v21) t establishsanple

adequacy, convergentalidity, discriminant validity and reliability. This is useful in

producinga pattern matrixneeded forconfirmatory factor analysi€Gaskin, 2012Preacher

and Hayes, 2008

5.6.1 The determination of sample adequacyfor the data

The firststep entas performing factor analysis to generate a clean pattern matrix through a

series of iterations (Tabk2: Chapter 5Page 08). In order to determi sample adequacy
results of KMO and Bartletipherical tests (Tabl87), communalities (Tabl&8: Chapter 5

Page 05), total variance explaine(lTable 39: Chapter 5Page 06), pattern matrix(Table
42) andgoodnessf-fit (Table41l: Chapter 5Pagel07) are considered

Table 37: KM O and Bartlett's measure ofsample adequacy

KaiserMeyer-Olkin measure osamplingadequacy. 940
Bartlett's Test of Sphericity Approx. ChitSquare 38186
df 990
Sig. .000
Table37depic s a good resul t fa0.94KNOIs signiican@.ad) t | et t o

This resultshows that theample sizes adequate for structural equatimoddling (Gaskin,

2012 Kenny and McCoach, 2003The mmmunalities in Tabl&8 are equallyimportant in

the determinationof sampleadequacy.They represent the proportion of variance of each

variable thareexplained by the factorsTherefore, based on condition thogariables with

high valuesunder communalitiesre well represented in the common factor space, while

variables with low values are not well representédus,to supportsampleadequacyione

of the communalities must be less tharOq@Gaskin, 2012 Table38 shows thaextractions

are above minimum value of ©.3
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Table 38 Communalities for determination of sample adequacy

Communalitie
Initial Extraction

ojd1 .87 .81
0jd2 .88 .82
0jd3 .86 .87
0jd4 .83 .82
0jd5 .74 .63
0jd6 .68 .58
0jd7 .64 .53
0jd8 .68 .54
0jd9 .60 .49
ojp2 .92 .99
ojp3 91 .92
intj1 .84 .83
intj2 .87 .85
intj3 .86 .84
intj4 .82 .79
intj5 .83 .78
intj6 77 .70
intj7 .80 .76
intj8 .81 .75
emel .87 .86
eme2 .88 .85
eme3 .82 .81
eme4 .87 .84
emeb .68 .62
eme6 77 .74
eme7 .79 .76
eme8 .79 .76
jinl .65 .64
jin2 .80 .89
jin3 .76 .80
jin4 .68 .67
jin5 .59 .57
ocb2 .86 .88
ocb5 .86 .96
Extraction Method: Maximum Likelihood.

Total variance explainethble confirms sample adequacy a&hown inTable ®: Page 106
where varianceof 76.2 per cent is explainedfter several iteratins to determine a clean
pattern matrixshown in Table42, Page 08 (Gaskin, 2012 The fact that more variance is
explained as shown i n tcdiuen me@ns rhatl tre textracion %
achieved from the data is good.
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Table 39: Total variance explained for determination of sample adequacy

Total variance explained

Factor |Initial eigenvalues Extractionsums ofsquaredoadingsRotation
sums of
squared
loading$

Total [% of VarianceCumulative %Total % of VariancCumulative %Total

1 13.15 [38.80 38.67 10.02 29.48 29.48 7.86

2 5.5 [16.35 55.01 3.69 [10.8% 40.33 9.79

3 4.25 [12.51 67.53 4.76 [14.00 54.33 10.29

4 2.03 5.97 7350 3.84 [11.3 65.64 5.86

5 1.26 [B8.71 77.21 2.57 [7.55 73.17 3.67

6 1.00 [2.94 80.15 1.05 33.10 76.29 6.20

7 .78  [2.30 82.46

3 55 [|1.62 84.(8

9 49 1.4 85.52

10 A2 1.23 86.75

11 .39 1.14 37.88

12 .36 1.06 88.94

13 34 .99 89.93

14 33 |97 90.90

15 32 94 01.84

16 30 |89 02.71

17 27 .78 03.49

18 22 .66 94.16

19 21 |63 94.79

20 A9 |57 95.36

21 .18 |53 05.87

22 A7 |51 96 40

23 A5 |45 9690

24 15 43 07.28

25 A4 |41 97.70

26 A3 .38 08.8

27 A2 |37 08.43

28 A1 |33 08.76

29 10 |28 99.04

30 .08 |24 09.28

31 .07 |21 99.49

32 .07 .20 09.80

33 .06 |19 99.87

34 .04 |13 100.00

Extraction Method: Maximum Likelihood.

a. When factors are correlated, sums of squared loadings cannot be added to obtain a total varian
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5.7 The determination of reliability and dimensionality for substantive sample

The entireset of6 latentvariables ha€r onbachdés al pldérable4d). Thiss abov
meansthey areinternaly consistentin Table39, Page 06, under6 Cumul at i ve %06 c

scale itemsre unidimensionameaning thascale itemsre moving in the same direction

Table 40: Cronbach's alpha for reliability test

Cronbacthaues al pha
DistrJus ProcJus | InteracJus EmoExh | Jin Ocb StrsMind
0.95 0.94 0.95 0.92 0.83 0.91 0.90

In the wake ofexploratory factor analysithe goodnessof-fit test (Table4l) confirms that it

is significantwhichis attributableto alarge sample siz¢Gaskin, 2012

Table 41. Goodnessof-fit test foradequacy

Goodnesof-fit test
Chi-square df Sig.
4711 659 .00

5.8 Thetessfor convergent validity postmeasurement validation

The test for onvergent validity seeks to establish whetbesle itemdoad highly on their
factors in thepatternmatrix (Gaskin, 2012 A pattern matrix is the main link between factor
analysis in SPSS ammbnfirmatory factor analysisn AMOS. The pattern matrix from this
data has establishd that organisational justice construct as3-dimensional constai as
proposed by Bies and Moag (1986). This result is contrary to propasdfoGreenberg
(19933 and Greenberg(1993h that organisational justice is 4&dimensional construct.
Whilst burnoutis viewed asa 3-dimensional construeh burnout theoryfor this research its
proposedto be a 2-dimensional construcemotional exhaustion and depersonalisation)
which in the wake ofxploratoryfactor analysis assurma 1-dimensional construchamely
emotional exhaustioriThe other construct§.e. job involvement andOCBs) have remained
intactthough theysubsequentlylropped somef the scale itemgTable 5: Chapter 5, Page
97). The reorganisation of scale items through the removal of some itenmggh the
removal of some of these has managed to brargimony to the latent variable in relation to
this data. The scale items as well as the variables that remain effectively explain the variables

suitable for this data.
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Table 42 The pattern matrix to establishconvergent anddiscriminant validity

Patternmatrix®

Factor

1 2 3 4 5 6
emel .95
eme?2 .93
eme3 91
eme4 .89
emeS8 .88
eme7 .87
eme6 .84
emeb .79
0jd3 .94
0jd4 91
ojd1l .89
0jd2 .88
0jd5 .79
0jd6 72
ojd7 71
0jd8 .70
0jd9 .69
intj1 .94
intj2 .94
intj3 .92
intj4 .86
intj5 .83
intj6 .81
intj7 .79
intj8 g7
jin2 .97
jin3 91
jinl 74
jin4 71
jin5 .64
och5 .98
och2 .92
ojp2 .99
0jp3 .93
Extraction Method: Maximum Likelihood.

Rotation Method: Promax with Kaiser Normalizatfon.

a. Rotation converged in 8 iterations.

5.9 Thetest for discriminant validity

The discriminant validitytestlooks at the presence of cross loading between factors. In Table

39 there are no crodsadings implying the condition for discriminant validity is met. An
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inspection of factor correlation matrix (Tabl8 ghowstherecorrelations between factors in

the order of 0.70 or more. The factor correlation matrix shomalarming correlations the

highest is 0.389 (0.61pis less than 0.70 (Gaskin, 2012, Kenny et al., 2014).

Table 43. The factor correlation matrix for discriminant validity test

Factorcorrelationmatrix

Factor |1 2 3 4 5 6 7

1 1.0 14 -.22 43 .45 -.28 -.49
2 14 1.0 -.33 .61 .18 -.44 -.37
3 -.22 -.33 1.0 -.20 -.23 .50 42

4 .48 .61 -.20 1.0 14 -.44 -.34
5 .45 .18 -.23 14 1.0 -.26 -.46
6 -.28 -.44 .50 -.44 -.26 1.0 .39

7 -.49 -.37 42 -.34 -.46 .39 1.0

Extraction Method: Maximum Likelihood.

Rotation Method: Promax with Kaiser Normalization.

5.10 The development of theconceptualmodel post-exploratory factor analysis

The mtternmatrix (Table42: Chapter 5Page 08) shows thathe conceptual modgFigures
7 and 8: Chapter5, Pages 113-114) has altered from the @exploratory factor analysis
conceptual modslin Figure 2 and Figure 3: Chapter3, Pages 73-74). In organisational
justice theoryit arguesthat organisational justice is a monolithic construct (Adams, 1965)
composed of distributive justiaehilst on the other hand hibautandWalker (1975) propose
a 2-dimensional construct composed of distributive justice and procedural justieever,
Bies and Moag (1986) suggesthat organisational justicas a 3-dimensional construct
composed of distributive, procedural and interactional justice. In recent empiricalevgrk
Greenberg, 1993a, Greenberg, 1998lkganisational justice is viewed as4alimensonal
construct, where interactional justice is split into tw@) interpersnal justice (2)
informationaljustice. As for burnoutit is viewed as &-dimensional construdh burnout

theroy(Demerouti et al.1982).

This researchconceptualiss a scenariowhere organisational justiceis 4-dimensional
(Greenberg, 1993a, Greenberg, 1993b); wHistnoutis conceived as &-dimensional
construct (Leventhal, 2005). &sepropositions arenot sustainableafter exploratory factor

analyss (Table42) which reveaorganisational justicas a3-dimensionalkonstruct(Figures

109



7 and 8: Pages 11314); with burnoutconceved as a 1-dimensional constict (Leventhal,

1980) rather thara 2-dimensionakonstruct

The variables used in this have been adapted from prengsaarc{Table16 and I7: Page

82), therefore to determine the factor structure of the latent variables with this data
exploratory factor analysis is necessary (Gaskin, 2012). The results shown in the pattern
matrix (Table42: Pagel08) has determined ganisational justice asd@mensional construct
asinterpersonal anthformational justice have been removed from organisational construct.
This 3dimensional proposition is supported by Bies and Moag (1986) who argue that
organisational justice is a 8ather than a 4limensional construct as suggest by Greenberg
(1993a) and Greenberg (1993lMv).the preexploratory factor analytic definition of burnout it
was defined as a 2 dimensional construct followirapgelaan et al(2006. However,
following explomtory factor analysis burnout is deemed to be-dinfensional construct
measured only by emotional exhaustion. This result@@abie44 which shows 6 hypothes

now reduced from the prexploratory factor analysis of 16 hypotheéEable8, Pageb4).

The hypotheses for the mediation effect of burnout (i.e. emotional exhaustion) on
organisation justice (i.e. distributivprocedural and interactional justice) and job outcomes
(i.e. job involvement and OCBs) have been altered following exploratory factysiand he
hypotheses from prexploratory factor analysis when organisational justice was defined a 4
dimensional construct and burnout as a 2 dimensional conStiuat now these have come
down to just 6 latent variables. These hypothesesalso showmn the conceptual model

diagram posexploratory factor analysis in Figuse Page 113

Table 44: The postexploratory factor analysis mediation hypotheses

Hla: | Emotional exhaustion mediates the relationship betweerbdiste justice and job involvement.
H1b: | Emotional exhaustion mediates the relationship between procedural justice and job involveme
Hle: | Emotional exhaustion mediates the relationship between interactional justice and job involven
H2a: | Emotional &haustion mediates the relationship between distributive justice and OCBs.

H2b: | Emotional exhaustion mediates the relationship between procedural justice and OCBs.

H2e | Emotional exhaustion mediates the relationship between interactional justice and OCBs.

The postexploratory factor analysishange to variables hafected the hypotheses for
moderation effects of a stress mindset on the relationship betwganisational justice
burnout and job outcomeghere were 20 hypotheses for on the moderation effectstoéss
mindset (Tablel2: Chapter 3, Page 72) pexplordory factor analysis but these have now
reduced to 11 posixploratory factor analysiable 4: Page 12).
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The process of exploratory factor analysis resulted in the elimination of hypotheseéslidlc,

and H2c, H2d; these have now been replaced by Hle and H2e respectively. The results from
exploratory factor analysis are supported by organisational justice theory (Bies and Moag,
1986). It was Greenberg (1993a) and Greenberg (1993b) who split iimeaagustice
dimension into two dimensions (i.e. interpersonal and informational justice). This move is
contrary to earlier theoretical proposition by Bies and Moag that these constituted a single
dimension called interactional justice. This data has tlpheld that earlier view by Bies and
Moag (1986); hence the replacement of hypotheses H1lc and H1d with hypothesis Hle and
hypotheses H2c and H2d wilypothesis H2e (Figure 6: Page 114 thecase of hypothesis

H1le it focuses on the nature of the relaship between an employee and his or her manager.
The view held by Bies and Moag (1986) is that under the relational theory when an employee
does not feel valued, when confronted with emotional exhaustion there are consequences for
job involvement hencéhe nonperformance of ifrole behaviours (Shao et al., 2013). This
argument extends to hypothesis H2e in relation to OCBs. The fact that an employee feels that
he or she is not valued in the organisation results in emotional exhaustion which consequently
results in the employee giving up roantractual obligations (such as OCBs) in work (Bies

and Moag, 1986, Organ, 1988a, Organ, 1990). The new latent variable interactional justice is
supported by justice theory and the data used in this research asnednfiiy exploratory

factor analysis; whilst it is also a precursor to interpersonal and informational justice
(Greenberg 1993a, Greenberg, 1993b).

Postconfirmatory factor analysis moderation hypotheses

A stress mindset in hypothesis H5e moderates theamsaip between interactional justice

and emotional exhaustion. According to Crum et al. (2013) an employee has a stress mindset
that is either enhancing or debilitating. Thus, in the face of emotional exhaustion an employee
with a stress is enhancing mged does not succumb to emotional exhaustion and will
therefore continue to perform job outcomes (e.g. job involvement and OCBs). On the
contrary, for an employee who has a mindset that believes stress is debilitating the natural
instinct in the face of eational exhaustion is to conserve resources as explained under the
CoRs theory (Hobfoll, 1988). In the case of hypothesis H7e and H8e the employee who has a

mindset that believes stress is debilitating fears loss of job resources as explained under the
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JD-C and JBR models, therefore in the face of high job demands due to low interactional
justice. Thus, the employee would succumb to emotional exhaustion and seeks to manage the
resources for fear of resource depletion via the conservations of resourceshenGeRs

theory (Hobfoll, 2002, Hobfoll and Freedy, 1993). Whilst the employee might engage in time
wasting antics to avoid job involvement (hypothesis H7e), this might not be the case for
OCBs (hypothesis H8e) as it is a volitional act (Organ, 199(.Hypotheses H7e and H8e

are grounded in theory, therefore can be tested for this data.

Table 45: Postexploratory factor analysis moderation hypotheses

H5a: | A stress mindset moderates the relationship between distriljusivee and emotional exhaustion.
H5b: | A stress mindset moderates the relationship between procedural justice and emotional exhaug
H5e: | A stress mindset moderates the relationship between interactional justice and emotional exha
H7a: | A stressamindset moderates the relationship between distributive justice and job involvement.
H7b: | A stress mindset moderates the relationship between procedural justice and job involvement.
H7e: | A stress mindset moderates the relationship between interactional justiod ameblvement.

H8a: | A stress mindset moderates the relationship between distributive justice and OCBs.

H8b: | A stress mindset moderates the relationship between procedural justice and OCBs.

H8e: | A stress mindset moderates the relationship between ititeralgustice and OCBs.

H9a: | A stress mindset moderates the relationship between emotional exhaustion and job involveme
H9b: | A stress mindset moderates the relationship between emotional exhaustion and OCBs.

5.11 The execution of confirmatory factor analysis
5.11.1 The test for model fit for the measurement model

The results from initial confirmatorfactor analysisshow a good model fit as shown in
Tables 4. Theresultsin Table 4 show the chi-square, pralue and other fit indices in

acceptableanges as presribed by Kline (201Q)

Table 46: The model fit estimates for the measurement model

Chi-square P-value RMSEA Pclose SRMR CFI TLI
2.45 .00 .05 49 .04 .93 .90

The chisquare must be significant and less or equal th&igh it cargo to 5under liberal
considerationgGaskin, 2012, Kline, 2010, Hu and Bentl£899. In Table 4 the computed
chi-square (2.45) satisfies the decision criterjo@. less than 3whilst significant(p-value:
0.00). The SRMR (0.04)CFI (0.93 and TLI (0.90, RMSEA (0.05 with pclose (0.49) all
meeting their model fit condition3his means that going forward there is no further action

needed with respect to model fit for the measurement model.
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Figure 5: Diagram of emotional exhaustion mediation hypotheses posxploratory factor analysis
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Figure 6: Diagram of a stress mindset moderation hypotheses peskploratory factor analysis
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5.12 The invariancetestunder confirmatory factor analysis

The invariarce testresuls showa good fitsuggestinghe groupshave anequivalent
factor structurg hence there ixonfigural invariance(Gaskin, 2012) A chi-square
difference tests performed whicleonfirmsmetric invariancgTables47).

Table 47: An invariance test for measurement model in confirmatory factor

analysis

Male Female

Estimate | P Estimate |P z-score
emel ---> | EmoExh | 0.97 0.00 |0.94 0.00 |-0.63
eme3 ---> | EmoExh | 1.00 0.00 |0.98 0.00 |-0.42
eme2 ---> | EmoExh | 0.94 0.00 |0.92 0.00 |-0.34
eme8 ---> | EmoExh | 1.02 0.00 |0.96 0.00 |-0.95
eme7 ---> | EmoExh | 0.99 0.00 |0.88 0.00 |-2.21*
eme6 ---> | EmoExh | 0.96 0.00 |0.87 0.00 |-1.87*
eme4 ---> | EmoExh | 0.85 0.00 |0.80 0.00 |-0.93
0jd4 ---> | DistrJus | 1.04 0.00 |0.96 0.00 |-1.95*
ojd1 ---> | DistrJus | 0.88 0.00 |0.91 0.00 |0.47
0jd2 ---> | DistrJus | 0.91 0.00 |0.93 0.00 |0.37
0jd8 ---> | DistrJus | 0.85 0.00 |0.81 0.00 |-0.54
ojd7 ---> | DistrJus | 0.77 0.00 |0.79 0.00 |0.30
0jd6 ---> | DistrJus | 0.72 0.00 |0.66 0.00 |-1.19
0jd5 ---> | DistrJus | 0.68 0.00 |0.67 0.00 |-0.13
0jd3 ---> | DistrJus | 0.72 0.00 |0.56 0.00 |-2.76***
intj4 ---> | InterJus | 1.05 0.00 |1.04 0.00 |-0.28
intj2 ---> | InterJus | 1.10 0.00 |1.11 0.00 |0.12
intj7 ---> | InterJus | 0.97 0.00 |1.00 0.00 |0.69
intj3 ---> | InterJus | 1.03 0.00 |1.13 0.00 |1.47
intj5 ---> | InterJus | 0.98 0.00 |0.98 0.00 |-0.08
intj6 ---> | InterJus | 0.98 0.00 |1.12 0.00 |2.11*
intj1 ---> | InterJus | 0.99 0.00 |1.06 0.00 |1.01
jin3 ---> | Jin 0.94 0.00 |0.90 0.00 |-0.69
jinl ---> | Jin 0.74 0.00 |0.86 0.00 |2.13*
jin2 ---> | Jin 0.76 0.00 |o0.81 0.00 |0.83
Jin3 ---> | Jin -0.77 0.00 |-0.73 0.00 |0.49
och2 ---> | Ocb 0.88 0.00 |1.12 0.00 | 3.73***
ojp4 ---> | ProcJus | 1.01 0.00 |0.99 0.00 |-0.57
Notes: *** p-value < 0.01; ** pvalue < 0.05; * pvalue < 0.10
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To explain discriminant validity Tabl8 is usedand showshatscale itemsre greater
thanthe AVE andthe CR are above 0(bacross constructshereare no validity {.e.
discriminant and convergentpncerns Gaskin, 2012). This is collaborated by Table
49: Chapter 5, PagelX. Thus, all scale items converge on that variable.

Table 48: The gandardised estimates for scale items under easurementmodel

| Item | SE! | P-value |
Construct: Distributive JusticeDistrJus
My salary comparewell with that of other advisers with the same skills. 72| .01
My salary is appropriate for the work | have completed. .89 | .04
My salary is fair given the work | have completed. .76 | .00
My salary is justified givemy performance. .89 | .05
My salary is what | expect given my role. .67 | .02
My salary reflects my positioin the organisation. .71 .02
My salary reflects my skills and experience. .74 | .01
My salary reflects the effort | have put into my work. .93 | .02
My salary reflects what | have contributed to the organisation. .89 | .01
AVE .65
Cronbachdés al pha .90
Compositereliability .94
Construct: Procedural Justitd’rocJus
| am able to express my feelings during these procedures. .98 | .04
I have influence over the targets arrived at by these procedures. .97 | .00
AVE? 95
Cronbachés al pha .94
Compositereliability .98
Construct: Interactional Justi¢dnteracJus
My salary is fair given the work | have completed. .90 | .01
My salary reflects what | have contributed to the organisation. 91| .04
My team manager communicates details in a timely manner. .87 | .01
My team managezrommunicateslirectly with me if he warstme to perform a 36 .03
task. i
My team manager refrains from improper remarks or comments. .86 | .01
My team manager treats me in a polite manner. .88 | .02
My team manager treats me with digni .88 | .03
My team manager 6s explanations re¢.82|.00
AVE T7

! Standardised Estimates

2 Average Variance Extracted
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Cronbachés al pha

91

Compositereliability .96
Construct: Emotional ExhaustiGnrEmoExh

| feel emotionally drained from my work. 92| .01
| feel used upt the end of the workday. .89 | .00
| feel fatigued waking each morning for another day at work. 91| .02
| feel working with people all day is really a strain for me. .89 | .02
| feel burned out from my work. .87 | .01
| feel frustrated by my work. .87 | .00
| feel I am working too hard on my job. .88 | .02
| feel like | am at the end of my rope. .80 | .01
AVE a7
Cronbachoés al pha .92
Compositereliability .96
ConstructJob involvement Jin

If something malfunctions the adviser finds alternative smhgti .70 | .05
If the adviser has an unpleasant task (s)he to passes it to others. 92 | .01
If things do not work out (s)he justifies it with mistakes of others. 91| .03
The adviser is mentally ready to work when (s)he arrives in work. .78 | .01
The advigr solves problems before passing them to a manager. .81 | .01
AVE .68
Cronbachoés al pha A7
Compositereliability .82
Construct: OCBi Ocb

Adviser makes innovative suggestions to improve organisation. .96 | .04
The adviser voluntarily helps amorkers. .96 | .01
AVE .92
Cronbachés al pha .93
Compositereliability .96

The depiction inTable 48: Chapter 5, Pag&16-117, is augmented byn alternative

approachusing the dvalidity Master Tald in the Stats ToolsPackagé in MS Excel

(Gaskin, 2012)This shows thathereare nodiscriminantvalidity issuessince the inter

construct correlations are less than the square root of the AVE (Field, 2009)

Table 49: The validity test forthe measurementmodel

CR | AVE | MSV | ASV | Ocb | EmoExh| DistrJus| InteracJus| Jin ProcJus
Ocb 0.95|0.92 | 0.22 | 0.9 | 0.96
EmoExh | 0.96| 0.77 | 0.23 | 0.09 | -0.22 | 0.8
DistrJus | 0.94| 0.65 | 0.45 | 0.15 | 0.17 | -0.29 0.81
InteracJus| 0.96| 0.77 | 0.45 | 0.20 | 0.22 | -0.21 0.67 0.88
Jin 0.82|0.68 | 0.22 | 0.11 | 0.47 | -0.19 0.11 047 0.82
ProcJus | 0.98 | 0.95 | 0.24 | 0.16 | -0.27 | 0.48 -0.41 -0.49 -0.26 | 0.98
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5.13 The handling of common method bas under the measurement nodel

The problem of ammonmethodbias (CMB) is handled in AMOS using aommon
latentfactor (CLF)(Gaskin, 2012)The CLF improves model fit and generatea new
set of standardised regression weighthese are referred to asommon method
adjusted variable§.e. CMB-adjusted variablgswhichare createdby theimputation of
composites in AMOS.This suggests that th€LF must be retained moving into

structural equation motag andpath analysis

Table 50: The modelfit testfor CMB -adjustment in confirmatory factor analysis

Chi-square P-value RMSEA Pclose SRMR | CFlI TLI
2.28 .00 .05 .63 .04 91 .89

The CLF help to reducethe chi-square(2.28) with a significant {value (0.00)
enhancing model fitThe SRMR (0.04), CFI (091), TLI (0.89), RMSEA (0.05) and
pclose 0.63 are within their acceptable boundar{€askin, 2012Kenny et al., 2014

5.14 An examination of path analysismultivariate assumptions

5.14.1 The tessfor linearity betweenlatent variables

The algorithm in AMOS only works with variables that have a linear relationship
(Field, 20®, Gaskin, 2012Kenny, et al., 200). It is important to establslinearity

between latent variablés SPSSoeforestructural equation modiéng.

Table 51: The resultsfor linearity on distributive justice and emotional exhaustion

Model summary angpaameterestimates
Dependenvariable: Emokh

Equation Modelsummary Parameteestimates

R Square F dfl |df2 |Sig. |Constant [l b2 b3
Linear 19 1418 |1 [72 |00 [3.50 -.13
Logarithmic 01 9.89 1 72 (00 3.74 -.56
Inverse .06 77.15 1 (72 |01 [2.40 2.06
Quadratic .02 6.78 2 (712 |00 2.64 24 .04
Cubic .05 34.% 3 (72 (00 |57 1.2 (.32 |02

The independent variable is DistrJus.
a. The dependent variable (EmoExh) containspmsitive values. The minimum vall
is -.38. Log transform cannot be applied.

118



In Table51: Page 18 distributive judice and enctional exhaustionhave a strongnd
significantlinear relationshipgiven a highR-squared andF-statisticthat issignificant
(Kenny et al, 2010). The other relationships are wedélenceof no consequence

(Gaskin, 2012)therefore making it suitabfer structural equation modelling

Table 52 The resultsfor linearity on procedural justice and emotional exhaustion

Model summary angarameteestimates
Dependenvariable: EmoExh
Equation Model summary Parameteestimates

R Square |F dfl df2 [Sig. [Constant bl b2 |3
Linear 15 122.4 1 (72 |00 [2.03 37
Inverse .00 1.97 1 (72 |16 2.&4 -.01
Quadratic .15 61.482 2 [712 |00 [2.09 30 |01
Cubic .16 46.65 3 [72 |00 [2.32 -34 |35 .05
The independent variable is ProcJus.

The variables procedural pgice and enctional exhaustion in Table 52 show a
sufficiently linear relationshipgiven a comparatively high-Bguared and a significant
F-statistic in comparison to thather relationshipsnd therefore this is suitable to be

tested umg a structural model.

Table 53: The results for linearity on interactional justice and emotional

exhaustion

Model summary angarameteestimates
Dependenvariable: EmoExh
Equation Modelsummary Parameteestimates

R Square F dfl |df2 |Sig. |Constant [l b2 b3
Linear 14 10766 |1 (72 |00 [3.81 -.21
Logarithmic ~ |.03 45.% 1 [72 |00 [3.99 - 77
Inverse .05 20.9 1 (712 |00 [2.26 2.4
Quadratic .04 33.51 2 (72 |00 3.82 -.22 100
Cubic .07 19.21 3 [72 |00 2.83 .63 22 |02
The indegndent variable is InteracJus.

A high R-squared and significant$tatistic shown in TableXfor interadional jugice
andemational exhaustionpurport to show a sufficiently linear relationship inaten to
the other relationship, which makes it shigafor use in structural equation modelling

to follow.
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Table 54: The resultsfor linearity on emotional exhaustionand OCBs

Model summary angarameteestimates
Dependenvariable: Ocb
Equation Model summary Parameteestimates

R Square |F dfl df2 [Sig. [Constant bl b2 |b3
Linear 22 7538 1 (712 |00 /5.32 -.14
Inverse .00 .53 1 (72 (47 4.3 -.01
Quadratic .02 7.93 2 (72 |00 .4 -25 .02
Cubic .03 8.01 3 [72 |00 4.90 61 .32 |04
Compound |.02 11.0/ [ (72 |00 [5.06 97
The ndependent variable is EmoExh.

The latent variablesemational exhaustion and OCBs in comparisonto the other
relationshipsin Table 3 show a sufficiently linear relationship given a strong R

squared and a significantdtatistic

Table 55: The results for linearity on emotional exhaustion and job involvement

Model summary angarameteestimates
Dependenvariable:Jin
Equation Model summary Parameteestimates

R Square [F dfl df2 [Sig. |(Constant bl b2 |b3
Linear 10 82.67 1 (712 |00 (5.42 -.30
Inverse .00 .26 1 [72 |61 4.58 .00
Quadratic .10 41.83 2 (712 |00 [5.46 -34 |01
Cubic A2 3110 3 (72 |00 /5.99 -1.18 |34 .04
Compound |08 6491 |1 (72 |00 [5.44 .92
The independent variable is EmoExh.

The linearity results ifable55 show relatively weak Rsquared and nesignificant F
statistic estimates for thether relationships of emotional exhaustion and job

involvement except for the lineaguation

In summary the results focurve linear estimation for relationships ihe modd
performed in SPSSdeterming that all relationshipsare normal (Gaskin, 2012)
Therefore theserelationshipsare sufficiently linear to be tested using a covariance
basedstructural equation modelg algorithm such as the one used in AM(@&askin,
2012 Kenny et al, 2014). This also means the other relationships are not worth

considering in relation to the aims of this research.
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5.15 The resutsfor multicollinearity testsbetweenantecedentlatent variables

The \ariables to be tested for multicollinearéyedistributive jugice, procedural justice
and nteradional jugice. The presence oimulticollinearity between latent variables
following linear regressioin SPSSis determined byarianceinflation factor (VIF) if
less tha 3. However in rarecasesa VIF of greater than 3 buess than 10 is acceptable
(Gaskin, 2012Kenny et al., 200).

Table 56: A multicollinearity test for distributive justice with interactional justice
and procedural justice

Coefficient$§
Model Unstandadised Standardiset Sig.  |Collinearity
coefficients coefficients statistics
B Std.error |Beta Toleranc(VIF
(Constant.77 .19 4.12 .00
1 InteracJu(.91 .03 .82 28.92 |00 74 1.3
ProcJus |15 .03 15 530 |00 74 1.3
a. Dependentariable: DstrJus

The results inTable % show that when distributive judice is the dependent variable
with proceduralandinterational jugice are theindependentariables theVIF is 1.35.
This meansthat there is no multicollinearity therefore distributive jusice is not

correlated withprocedural and interactional justice

Table 57: A multicollinearity test for procedural justice with distributive justice

and interactional justice

Coefficient$§
Model Unstandardised Standadiseqt Sig.  |Collinearity
coefficients coefficients statistics
B Std.error |Beta Toleranc(VIF
(Constant4.46 .19 23.%4 |00
1 InteracJuf-.79 .05 -.69 -14.66 |.00 75 2.24
DistrJus |26 .05 .25 530 |00 75 2.21
a. Dependentariable: ProcJus

When procedual judice is the dependent variable addtributive and nteradional
judice are theindependent variables the Vi§ 2.24(Table ¥). This outcome suggests
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thatproceduralygice is not correlated witllistributive and nteradional jugice; which

impliesthat there is no multicollinearity.

Table 58 A multicollinearity test for interactional justice with distributive justice
and procedural justice

Coefficient$
Model Unstandardised Standardiset Sig. Collinearity
coefficients coefficients statistics
B Std.error Beta Toleranc{VIF
(Constani2.13 13 16.32 |00
1 DistrJus |59 .02 .66 28.92 |.00 .93 1.08
ProcJus .29 .02 -.33 -14.6 .00 .93 1.08
a. Dependentariable: InteracJus

In Table58, wheninterational judice is thedependent variablehilst distributive and
proceduraljustices acts independent variablése VIF is 1.08. The result showghat
there is no multicollinearity betweemteractional justice withdistributive and

procedural justices
5.16 The decidon on homoscedasticityin the pre-structural modelling stage

The factthat this research @s a theoretical model that is moderated by different
groups expectation is therare heteroscedastic relationships between residuals and
values for each variabldGaskin, 202). Therefore, to suggest a need for
homoscedasticity is to miss the statistical connection as this involves-grulp
moderationKenny, 20B).

5.17 The testfor modelfit for structural model

The following stepafter the testing statistical assptions & determiningthe structural
model This is set up as atructuralmodelincluding control variablesi(e. educational
badkground annual salary, age, gender, andime employed). The structural model is
tested for model fit; the resulése showrin Table59.

Table 59: The results for modd fit for the structural model

Chi-square P-value RMSEA Pclose SRMR CFI TLI
1.86 A1 .04 .96 .04 .87 .84
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The structuralmodelfit results in Table 9: Page 122re as followsghi-square(1.86)
non-significant (0.11),SRMR (0.04), CFI (0.87), TLI (0.84) and he RMSEA (0.04)
with apclose(0.96). The results show thétere isgood fit forthe structural

5.18 The mediation testresults for direct effectswithout mediator

Whentesting for mediion the initial process involvethe removal of the mediatori(e.
emational exhaustiopand executingthe model with CMBadjusted variable@Gaskin,
2012) This is followed checking fomodelis fit across the key fit indicefline,
2014)

Table 60: The modelfit estimatesfor path model without the mediator

Chi-square P-value RMSEA Pclose SRMR | CFI TLI
1.06 .39 .01 A7 .04 90 87

The model fit estimates without the mediator variable are as followsgtihequare
(1.06) and ap-value (0.39)non-significant SRMR (0.04), TLI (0.90), CFI (0.87) and
the RMSEA (0.01) with apclose(0.47). Thus, model fit confirms the suitability of the
structural model to expin the mediaton effect of emotional exhaustion on
organisational juste dimensiong(i.e. distributive, procedural and interactiongp
involvement and OC8(Table60).

5.18.1 Theresultsfor direct effects without mediator

Table 61 shows the estimates d be extracted to checkor direct effecs without
mediatorafter establishingmodel fit The process isdone by observingtandardised
regressionveights and regressions weightsTiable 61 The significant relationships
(i.e. based on palues andhe estimates) ar@xtractedto explain the direct effects
without mediatoasshownin Table61: Chapter 5Pagesl23-124. These areompaed

with direct effectresultswhenthe mediators added on.

Table 61 The gandardisedregressionweightsfor path model without mediator

Independent Dependent  |[Estimate | S.E. | C.R. P
varable varable

DistrJus --->| Ocb -.02 .05 -.29 g7
DistrJus > Jin -.42 04 | 9.4 .00
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Independent Dependent |Estimate | S.E. | C.R. P
varable varable

ProcJus --->| Jin -.09 03 | -2.3 .02
ProcJus --->| Ocb -.22 04 | -5.44 .00
InteracJus --->| Ocb 13 06 |24 .02
InteracJus ---> | Jin .75 05 16.22 .00

5.19 The mediation testresultsfor direct effects with mediator

Thestructural model is executed st for direct mediation effect with mediatorsitu.
This process is intende test for direct effest This is followed by confirmation of

modelfit to ascertairthelegitimacy of estimateshown in Tablé1: Page 12324

Table 62: The modelfit estimatesfor structural model with the mediator

Chi-square P-value RMSEA Pclose SRMR | CFI TLI
1.28 .16 .02 .99 .03 .86 .82

The modd fit results for the structural model with the mediasme; chi-square (1.28)
anda p-value(0.16 whichis non-significant the SRMR (0.03), CFI (0.86), TLI (0.82

and he RMSEA (0.02)with apclose(0.99) This confirms that the structural model is
appopriate to explain the mediation effect of emotional exhaustion on the relationship

between organisational justice and job outcomes (i.e. job involvement and OCBS).
5.19.1 The testresultsfor direct effects with mediator

The nextstage after confirming modeit fis the extraction okignificant estimateqp-
values < .05) tocheck if thereare direct effectsvith the mediatorvariablepresentThe
significant estimates areompiledand tabulatedin the compositeTable 64: Page 13

for comparison with direct e¢ts without mediator

Table 63: The gdandardised regressionweightsand regressionweights

Independent Dependent |[Estimate | S.E. | C.R. P
variable variable

DistrJus --->| Ocb -.04 .05 -.81 42
DistrJus ---> | Jin -.45 04 | -10.6 | .01
ProcJus --->| Jin -.00 .03 -.08 A
ProcJus --->| Ocb -.16 .04 -3.58 .01*
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Independent Dependent |[Estimate | S.E. | C.R. P
varnable varable
InteracJus --->| Ocb 15 06 |28 o1
InteracJus --->| Jin .78 .05 16.96 .01*

The direct mediation effects without and with the mediator able 64 are intendedo
examine efécs of emotional exhaustion on organisationakice dimensions(i.e.
distributive, procedurahnd nteradional jugice) andjob outcomegjob involvement
and OCBs) usingthe BaronKenny (1986) approactKénny et al. 2014, Preacheand
Hayes, 2004Preacher and Hayes, 2008

The mediatn effect of emotional exhaustion on distributive justice ajoth
involvementis very weak(given thatthe estimate isnegative) This weakstandardised
estimate though significamnpliesvery little is happening ther&’he samas true for
the mediaton effect of emotional exhaustion on the followirrglationships (1)
procedural justice and job involvemeiitlb); (2) procedural justice an@CBs (H2b);
(3) distributive justice andDCBs (H2a) Thisis becausehe standalised estimates for
these relationshipsare negative. Whilsthe standardised estimatese significant for
(H1b) and H2b) andnonsignificant for H2a); however in these threeases (i.eH1b,
H2b and H2g) the standardised estimatese negativeimplying that thereis weak

mediationeffectin thesecase.

This meansthat when using direct effectsemotional exhaustion ags not have a
mediaton effectin these case@reacher andiayes, 223, Hayes, 208). The esults
from direct effects without and vt mediator usinghe Baron and Kenny (1986)

approactshow aweak role of emotional exhaustianthe foregoing relationships

Table 64: Mediation (direct without mediator and direct with mediator)

Hypothesis| Relationship Direct without Direct with Indirect
mediator mediator
Hla DistrJus EmoExh Jin | -0.42 (0.00) -0.45 (0.01) | 0.01 (S)
H1b ProcJus EmoExh Jin | 0.09 (0.02) -0.00 (0.94) | 0.00 (S)
Hle InteracJus EmoExh Jin| 0.75 (0.00) 0.78 (0.01) | 0.01(S)
H2a DistrJus EmoExh Ocb | -0.02 (077) -0.04 (0.42) | 0.01 (S)
H2b ProcJus EmoExh Ocb | -0.22 (0.00) -0.16 (0.01) | 0.01 (S)
H2e InteracJus EmoExh Oc| 0.13 (0.02) 0.15(0.01) |0.00(S)
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5.20 The mediation tests indirect effects using the bootstrap approach

The ndirect effecs usingthe bootstrap aproach (Bollerand Stine, 1990Preacher and
Hayes, 2004 Shroutand Bolger, 2002) paint a different picture frothat underthe

BaronKenny (1986) approachThere is evidence (Tabled@GndTable &: Pagesl25

126) that the mediator, emotional exhaustioadiates the relationship between the 3
dimensions of organisational justicee( distributive procedural and interactional
justice) and job outcomesd. job involvement and OC#. This upholds the theoretical
proposition of Leventhal (1%/ Demeroutiet al. (2004)and Demerouti et al. (2003)

inter alia.

Table 65: The gandardised indirect effects-two tailed significance

Tim | Ann | Educ | Age | Gender Distr Proc | Interac| Emo
Emp | Sal | Bac Jus Jus Jus Exh

Emo

Exh

Emp

. .004 .002 | .012

Jin

Emp

Och .003 .005 | .003

5.21 The testresults for interaction-moderation effects of a stress mindset

The ests for interactioomoderationare executedn AMOS (v21). First, he scale items

under each latent variable are summed and roeatted in MS Excelwhich is
followed by the standardisation of tlse meancentred variables in SPSS (Gaskin,
2012). This processgenerate a new set of variablesThe nteractionterms are
geneated fromproductsof dependent variabdeand moderatorThe use of &cores is
recommended by Gaskin (2012) because this helps to reduce multicollinearity between

variables which may undermine results.

5.21.1 H5a: The impact of a 4ress mindset on distributive justice and emotional

exhaustion

The antecedent distributive justice and endogenous variable emotional exhaustion are
moderated by a stress mindset. The interagtioderation effect is testedsing

regressioranalysis yielding set of regression weiglgeown in Tablé6: Page 127
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Table 66: The regression weights for a stress mindset on distributive justice and emotional

exhaustion
Independent Dependent Estimate | S.E. | C.R. P
variable variable
ZM_DistrJus --->| ZM_EmoExh | -.15 .04 | -411 | .01
DistrJus_x_StrsMind |--->| ZM_EmoExh | -.03 .03 | -.83 .02
ZM_StrsMind ---> ZM_EmoExh | -.37 .04 | -9.94 | .00*

To measure the impact of stress mindset on distributive justice and emotional
exhaustionthe three variables are regressed on eaclr.othe p-valuesmust be less
than 0.05for the estimates to be deemed significardble 66 shows that these are
significant at 0.02evel which means the relationship between distributive justiceaand

stress mindset holds.

5.21.1.1The model fit for a g¢r ess mindseton distributive justice and emotional

exhaustion

The results for model fit testg Table & are as followsghi-square (1.33With a p-
value (0.36)is non-significant the SRMR (0.01) CFI (0.93) TLI (0.91), and the
RMSEA (0.02)with pclose(0.65)confirm model fit is satisfied

Table 67: The model fit estimates for stress mindset on distributive justice and emotional

exhaustion
Chi-square P-value RMSEA Pclose SRMR | CFI TLI
1.33 .36 .02 .65 .013 .93 91

A stress mindset hassignificant effect on the relationship between distributive justice
and emotional exhaustiofhe wnstandardised estimates fraire regressioranalysis
areinputtedinto the2-Way Interaction Talin the Stats Tools Package to plot Figdre
Chapter 5, Rge 128 (Gaskin, 2012).

Table 68 The unstandardised estimates forstr ess mindset on distributive justice

and emotional exhaustion

ZM_EmoExh ZM_StrsMind EmoExh_x_StrsMind
(Independent variable) (Moderator) (Interaction effect)
-0.15 -0.03 0.23
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The output inFigure 7 from data in Tablé8: Page 12&hows that a stress mindset
dampens the negative relationship between distributive justice and emotional
exhaustion.This shows that when there is low distributive justice CSRs withwa lo

stress mindset.¢. stresgs debilitating) are morgulnerableto emotional exhaustion.

Figure 7: The impact of a stress mindset on distributive justice and emotional exhaustion
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5.21.2 H5b: The impact of a $ress mindset on procedural justice and emotional

exhaustion

The moderating effect of a stress mindset on procedural justice and emotional
exhaustion is tested using regressaolysis Theinitial resultsarein Table69 shown

below.

Table 69: The regression weights for a stress mindset on procedural justice and emotional

exhaustion
Independent Dependent Estimate | S.E. | C.R. P
variable variable
ZM_ProcJus --->| ZM_EmoExh | .41 .07 6.06 .00
ProcJus_x_StrsMind |--->| ZM_EmoExh | .02 .04 | .57 01>
ZM_StrsMird --->| ZM_EmoExh | -.09 .07 | -1.23 | .01
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In Table 70 the p-values are less than 0.05 which means the estimates are significant
thereforenot necessary to eliminatay but rather proceed to check for model fit. The
first step to consider when assessing sigaifce from regression weights table is to
look at pvalue of producterms of zscore variables distributive justice and stress
mindset this is significant ak 0.01 level This suggests thdhe relationship between

distributive justice and stress mirds$s sustainable.

Table 70: The model fit estimates for a stress mindset on procedural justice and emotional

exhaustion
Chi-square P-value RMSEA Pclose SRMR | CFlI TLI
2.15 A7 .03 72 .01 .90 .87

The model fit test Table 70yields the following resultsghi-square (2.15vith p-value
(1.65) isnon- significant SRMR (0.03) CFI (0.90) TLI (0.87) and he RMSEA (0.03)
suggesting there is model fit and thereforegémerag unstandardised estimatesbe
plotted in the 2Way Interation Tab in the Stats Tools Package in MS Excel (Gaskin,
2012).

Table 71 The unstandardised estimates for a stress mindset on procedural justice and

emotional exhaustion

ZM_EmoExh ZM_StrsMind EmoExh_x_StrsMind
(Independent variab) (Moderator) (Interaction effect)
-0.10 -0.23 0.16

The determination of model fit is followed by the computation of unstandardised
estimates from the regression model which is shown in Tébl&he unstandardised
estimat es are t h2Wayi nlpruttdreac tii mtno Ttathed 4G n
Packaged to g(Caslkkr202pd Figure 8

The output inFigure 8: Chapter 5, Page30 shows that a stress mindset dampens
negative relationship between procedural justice and emotional exhads$ti®rshovs

that when there is low procedural justice in work CSRs with a low stress mindset (i.e.
stressis debilitating are prone to emotional exhaustiorhose witha high stress
mindset (i.e stressis enhancing) are less likely to feel similar levels of emmwtlo

exhaustion.
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Figure 8. The impact of a d4ress mindset on procedural justice and amotional

exhaustion
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5.22 HB8e: The impact of a 4ress mindseton interactional justice and emotional

exhaustion

The impact of a stress mindset onteractional justice and emotional exhaustion is
tested using regression analysis to establish interactameration effest The focus of
regression analysis is to establish the effect of a stresshiancing and atress is
debilitating mindset on therelationship between interactional justice and emotional
exhaustion.Initial results from regression analysis are in TaBR showing the
computed prvalues and estimateThe following step will involve assessing the p

values to check if they are signifitta

Table 72 The regression weights for stress mindset on interactional justice and emotional

exhaustion
Independent Dependent Estimate | S.E. | C.R. P
variable variable
ZM_InteracJus --->| ZM_EmoExh | -.01 .04 -.28 .02
InteracJs_x_StrsMind --->| ZM_EmoExh | -.04 03 | -1.12 02
ZM_StrsMind --->| ZM_EmoExh | -.43 .04 | -10.90 | .00
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