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ABSTRACT

The Effect of Resort Employees’ Job Stress on
Burnout and Organizational Effectiveness
—The Mediating Effect of Ego—Resilience—

Park, Keun—-Woo

Major in Food Service Management

Dept. of Hotel, Tourism and

Restaurant Management

Graduate School of Business

Administration

Hansung University

Modern people have limitation in adjusting to new changes and
complexity and stress refers to a state in which it is hard to adjust to
this social life. Stress is a very familiar everyday word among modern
people in the information age and methods of relieving stress are social
interests, not personal interests. In this service—centered society, therefore,
gratifying customers is directly related to corporate competitiveness and
companies sell services and emotions at the same time. In the resort
industry, which belongs to the service industry, job stress among
organizational members is a serious issue to companies and given that
service industry is a human resources—centered industry, job stress may be
an obstacle to organizational goal achievement. Thus, this study aimed to
examine the effect of job stress on burnout and organizational
effectiveness and the correlation among burnout, organizational
effectiveness, and ego-resilience, based on the previous studies on job
stress among resort employees. Also, an empirical study was conducted to
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investigate the mediating effect of ego-resilience in the relationship among
job stress, burnout, and organizational effectiveness, targeting resort
employees in Seoul and Gyeonggi area. This study provides strategical
implications  for improvement of organizational effectiveness by
understanding the degree of job stress among resort employees and
analyzing burnout situations, in relation to the influence of job stress on
burnout and organizational effectiveness. Based on the analysis results, the
implications of this study are as follows. First, in order to deal with the
growing importance of job stress, this study investigated role ambiguity
and role conflict, as factors of job stress. As the result, it was found that
role ambiguity significantly influenced burnout, ego—resilience, and
organizational effectiveness, whereas role conflict did not influence
burnout, ego-resilience, and organizational effectiveness, unlike the
hypothesis. For employees working in the resort cooking division, many
of them have to give up vacation due to works, which are different from
their decisions or judgments, or burnout increases and it affects
ego—resilience and organizational effectiveness when works strain family
life, when high-level technology and knowledge are required, when works
change in a sudden, and when the business atmosphere is authoritative.
This finding implies that there is a need to plan and perform works,
according to planned schedules, based on an accurate understanding of
roles of employees. Second, there was a significant influence relationship
between ego-resilience and burnout, between ego-resilience and
organizational effectiveness, and between burnout and organizational
effectiveness. This demonstrates that employees need to think a lot before
putting into action and try to get over difficulties by themselves. Also, it
is required to manage and encourage employees to challenge to any
situation and stay full of energy. Third, multiple regression analysis was
carried out to examine the mediating role of ego-resilience in the
relationship between job stress and burnout among resort employees. As
the result, it was revealed that ego—resilience did a full mediating role in
the relationship between role ambiguity of job stress and burnout and
had a partial mediating effect on organizational effectiveness. This result
implies that when employees are full of challenges and energy and handle
their works calmly, it is effective in getting over the stress situations of
role ambiguity and being satisfied with and immersed in organizations.

[(Key words] Job Stress, Burnout, Organizational Effectiveness, Ego-

Resilience, Resort Employee
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