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Abstract

Purpose — The paper examines the effects of social perceptions, as related to restaurant
managers’ warmth and competence, on frontline employees’ job attitudes and turnover
intentions. The study aims to enhance the literature related to the influence of social perceptions
which casual dining restaurant employees may adopt regarding their restaurant managers.

Design/methodology/approach — The data came from 781 employees of a large casual dining
restaurant franchise group that had 43 restaurants in the United States. Exploratory and
confirmatory factor analyses were performed, followed by multilevel path and post-hoc
mediation analyses to assess the effects of the proposed model.

Findings — Results demonstrated that managers’ warmth and competence represented a single
factor, instead of two distinct constructs, thus contradicting several socio-psychological studies.
Moreover, this factor had an indirect effect on employees’ turnover intentions through job
attitudes.

Practical implications — Knowing that employees develop improved job attitudes and lower
turnover intentions when they evaluate their managers as warm and competent individuals,
restaurant operators should focus on both of these social characteristics when designing
interviewing processes, management training and performance appraisal programs.

Originality/value — By studying a casual dining restaurant franchise group that operates a single
brand, thus minimizing variation in policies and procedures, this paper fulfills an identified need
to examine two essential social dimensions often employed in professional settings, and which
have not been vastly studied in organizational behavior or hospitality literature.

Keywords: Casual dining restaurant managers, frontline employees, social perceptions, job
attitudes, turnover intentions

Paper Type: Research paper
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1. Introduction

Full service restaurants, which represent sit down eateries in which food is served directly
to the customers’ table, include family dining, casual dining, and fine dining restaurants
(National Restaurant Association [NRA], 2010). Of these three segments, casual dining
restaurant owners and managers cite the recruitment and retention of employees as one of their
most significant operational challenges (NRA, 2015). In fact, 23% of casual dining restaurant
operators in the U.S. mention that the recruitment and retention of employees represents a
significant obstacle, even more so than attracting new customers or bringing back repeat
customers (NRA, 2015). As a result, hospitality researchers have a duty to resolve some of the
recruitment and retention concerns that casual dining restaurant operators face, and to try to
reduce the disproportionate turnover rates that inflict the restaurant industry (Tews ef al., 2014).

Despite that a variety of motives (e.g., workforce composition, low salaries) could
eventually explain why restaurant workers tend not to remain in their jobs as long as employees
from other sectors, there are likely issues related to the organizational culture and climate of
casual dining restaurants influencing employees’ work attitudes and behavioral intentions
(Aarons and Sawitzky, 2006). Accordingly, many studies have shown that the interactions or
relationships between supervisors and subordinates represent one of the most significant factors
influencing the job attitudes and turnover intentions of employees (Collins, 2010; Larsen et al.,

2012; Lashley, 2000). A study by Larsen ef al. (2012) found that the factors impacting the most
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job satisfaction and organizational commitment resulted from the observed social atmosphere
(i.e., regarding guests and co-workers), together with superiors’ respect and fairness.

In another study that examined the turnover intentions of managers, Walsh and Taylor
(2007) identified the job characteristics that improve their commitment levels to their
organizations and to the hotel industry, and those that reduce their probability of leaving both.
Results suggested that hospitality managers tended to look for challenging jobs that offer growth
opportunities, as well as competent leadership and fair compensation. Respondents also rated
communication, trust, and confidence in others’ abilities as the most significant determinants for
their work interactions (Walsh and Taylor, 2007). Therefore, when there is good communication
in the workplace between employees and supervisors, and when subordinates evaluate their
leaders as competent people, their job attitudes will likely improve as a result of such social
perceptions or evaluations, which should then lead them to develop lower turnover intentions.

Two of the most substantial dimensions regulating the social evaluations of individuals
and/or groups are “warmth” and “competence” (Fiske ef al., 2002). Warmth and competence
evaluations are so systematic that when people have to judge or evaluate other persons or groups,
82% of their impressions tend to fall under these two fundamental social constructs (Wojciszke
et al., 1998). Many labels are used to describe warmth and competence. For instance, Cuddy e?
al. (2008) included “good-natured, trustworthy, tolerant, friendly, and sincere” in their warmth
scales; while their competence scales included traits such as “capable, skillful, intelligent, and
confident”. Although various socio-psychological studies have assessed the effects of these
social perceptions on individuals’ responses (Fiske et al., 2002; Fiske et al., 2007; Rosenberg et
al., 1968; Wojciszke, 1994), no hospitality or organizational psychology study has measured the

effects of casual dining restaurant managers’ warmth and competence on employees’ job
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attitudes and turnover intentions. Restaurant managers should be studied in more depth, as they
often act as representatives of their organization and have a responsibility to portray the
company’s goals and values, and to evaluate, lead and support their subordinates (Dawley et al.,
2010).

Despite the fact that previous studies have used similar constructs (e.g., manager support;
supervisory support; perceived organizational support) to describe managers’ actions and
leadership styles, the scarcity of empirical studies related to the warmth and competence
dimensions represents an opportunity for researchers to examine such core social constructs,
which are often attributed to people or groups when they perform tasks or interact with each
other (Fiske et al., 2007). The advantage of the warmth and competence constructs over others
(e.g., such as “supervisory support” or “perceived organizational support”) is that the latter
constructs do not make any distinction between socially- or task-oriented leadership styles, while
the warmth and competence dimensions clearly make such distinction. Furthermore, while
warmth and competence both seem to be important, it is still unclear which of these two
constructs affects employees' job attitudes and turnover intentions the most. As Cuddy ef al.
(2011) highlight, there is a need for future research to determine which of these two dimensions
1s more important in a professional setting and within different industries.

Therefore, the present study will determine the impacts of both warmth and competence
perceptions, which casual dining restaurant employees develop towards their managers, on
employees’ job attitudes and turnover intentions. The obtained findings will help restaurant
owners and managers to better comprehend the influence that social perceptions can have
towards the satisfaction, commitment level and turnover intentions of frontline employees. This

study will also contribute to the literature related to the perceived work environment, by
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assessing the effects of social cognition, and further examine the influence that restaurant

managers can play on employees’ willingness to continue to work for their organization.

2. Literature review
2.1 Warmth and competence perceptions

One of the first authors to examine social perceptions was Asch (1946), who described
the prominence of two social attributes that are often used by people when they evaluate others,
namely: the warmth and competence dimensions. Similarly, Bales (1950) was one of the first
authors to distinguish socio-emotional from task leadership styles. Allport (1954) was also one of
the first to confirm the ambivalence of warmth and competence perceptions, meaning that a
person or group can be judged as warm (positive trait) and incompetent (negative trait), or as
cold (negative trait) and competent (positive trait). Even if a wide variety of human or social
traits may be used to evaluate different people or groups (Brewer and Campbell, 1976; Williams
and Best, 1982), most contemporary research focused on the warmth and competence constructs
(Leach et al., 2007). The warmth construct encompasses traits connected to perceived intent
(Fiske et al., 2007), such as sincerity, friendliness, helpfulness, trustworthiness and morality;
while the competence construct reflects traits that are associated to perceived ability, including
skill, intelligence, creativity and efficacy. Interestingly, warmth and competence perceptions tend
to be negatively related to each other (Kervyn ef al., 2009), and more importantly, they induce
different emotions and behavioral outcomes (Fiske et al., 2002; Fiske et al., 2007; Rosenberg et

al., 1968; Tjosvold, 1984; Wojciszke, 1994).
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In the hospitality field, little research has actually measured the effects of warmth and
competence perceptions. Accordingly, the first study, which was performed by Gao and Mattila
(2014), assessed the mediating effects of warmth and competence perceptions as potential
psychological mechanisms explaining consumers’ reactions to green hotels. The results showed
that warmth and competence perceptions mediated the relationships between service outcomes,
consumer satisfaction and behavioral intentions. A second study, which focused on the influence
of employees’ weight and gender on consumers’ warmth and competence perceptions, revealed
that employee weight and gender interact to influence warmth perceptions, such that customers
perceive heavy female servers to be higher in warmth relative to less heavy female servers.
Warmth perceptions also predicted customer service satisfaction, whereas competence
perceptions did not (Smith et al., 2016). Lastly, the third hospitality study focused on the
influence of co-workers’ warmth and competence on employees’ job attitudes and turnover
intentions (Bufquin ef al., 2017a). Results showed that frontline restaurant employees’
perceptions, as related to their co-workers’ warmth and competence, produced a significant
impact on employees’ job satisfaction, which affected organizational commitment. Moreover,
these two job attitudes had mediating effects between social perceptions and turnover intentions.

Despite such relevant findings, no study has yet to examine the influence of either
warmth or competence perceptions, which restaurant employees develop about their leaders, on
job attitudes and turnover intentions. Due to the frequent interactions that occur in the workplace
between casual dining restaurant employees and their managers (Nieuwenhuijsen et al., 2010;
Susskind et al., 2007), researchers need to assess how employees evaluate their managers, as
well as the effects that such social perceptions can produce on the job attitudes and behavioral

intentions of frontline employees.

© Emerald Publishing Limited

This is a pre-print of a paper and is subject to change before publication. This pre-print is made available with the understanding
that it will not be reproduced or stored in a retrieval system without the permission of Emerald Publishing Limited.



Downloaded by UNIVERSITY OF TOLEDO LIBRARIES At 10:00 07 February 2018 (PT)

Before proceeding with such analyses, the attitudinal and behavioral constructs used in
this study are first defined. Accordingly, two work attitudes are known to significantly reduce
turnover intentions, namely: job satisfaction and organizational commitment (Hur et al., 2013;
Joung et al., 2015; Kang et al., 2014; Karatepe, 2009). Job satisfaction can be defined as “an
internal state that is expressed by affectively and/or cognitively evaluating an experienced job
with some degree of favor or disfavor” (Brief, 1998, p. 86); while organizational commitment is
usually defined as “the relative strength of an individual’s identification with and involvement in
a particular organization” (Mowday et al., 1979, p. 226). When employees are not satisfied with
their jobs or committed to their organization, turnover intentions start to build up (Mobley,
1983), leading to higher turnover rates and lower restaurant sales and customer satisfaction

(Bufquin et al., 2017b).

2.2 Restaurant managers’ warmth and competence and employees’ turnover intentions: The
mediating effects of job attitudes

A brief examination of job descriptions indicates that the following knowledge, skills and
abilities are often required from casual dining restaurant managers: to train, coach and develop
team members; to manage guest relations and guest recovery; to facilitate team member
recognition; to possess high personal integrity, professionalism and maturity; to have exceptional
interpersonal skills; and to ensure compliance with all company policies and laws (Indeed.com,
2016). Interestingly enough, the adoption of warm (e.g., to have exceptional interpersonal skills)
and competent (e.g., to possess high personal integrity, professionalism and maturity) attitudes

and behaviors in the workplace is relevant to many of these responsibilities.
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A large body of literature has shown that when managers and/or supervisors improve
employees’ job satisfaction and organizational commitment, the latter tend to develop lower
turnover intentions (Hur ef al., 2013; Joung et al., 2015; Kang et al., 2014; Karatepe, 2009;
Yang, 2008), which are highly correlated with turnover rates (Mobley et al., 1978). Likewise, a
study by Yang (2008) implied that social interactions among hotel employees influence their
organizational socialization, which affects their job satisfaction and turnover intentions. This
implies that it is crucial for newcomers to seek information within the first few months of
employment, through both conversations with experienced employees and by watching
colleagues’ behaviors, in order for them to be more satisfied at work and to develop lower
turnover intentions (Yang, 2008).

In a similar study conducted in the Albanian hotel industry, results showed that job
involvement and work social support amplify job satisfaction, and that work social support and
job satisfaction decrease turnover intentions (Karatepe, 2009; Karatepe, 2013). Therefore, when
employees are emotionally invested in their work and receive enough support from their
supervisors and co-workers, employees tend to experience higher levels of job satisfaction,
which in turn reduces their turnover intentions. In a similar study performed by Kim ef al.
(2015), which examined the effects of mentoring functions on employee stress, job attitude, and
turnover intentions, all three mentoring activities (i.e., career development, psychosocial support,
and role modeling) had significant effects on employee job satisfaction and turnover intentions.

The tripartite view asserting that social evaluations precede affective reactions, which
subsequently affect individuals’ intentions and/or behaviors, is supported by Bagozzi’s (1992)
Attitude Theory. Moreover, Social Exchange Theory also helps explain the relationship behind

employees’ cognition and behavioral responses, as it posits that when an employee receives a
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favor from another associate, he/she will have the tendency to repay this favor to the benefactor
(Yenet al.,2011). Hence, it is reasonable to suggest that when employees evaluate their casual
dining restaurant managers as warm and competent individuals, employees will tend to respond
with a higher job satisfaction, which should then decrease turnover intentions.

Based on the aforementioned literature and theoretical framework, the following
hypotheses are suggested:

Hypothesis 1a: Job satisfaction will mediate the effects of casual dining restaurant

managers’ warmth on employees’ turnover intentions.

Hypothesis 1b: Job satisfaction will mediate the effects of casual dining restaurant

managers’ competence on employees’ turnover intentions.

Along these lines, a recent study by DiPietro and Bufquin (in press) in the fast casual
restaurant industry confirmed the significant influence of managers on employees’ organizational
commitment and turnover intentions. More specifically, their study demonstrated the significant
effects of management concern for employees and work status congruence on employees’ job
satisfaction, affective organizational commitment, and turnover intentions. Perceived
management concern for employees and work status congruence were also shown to indirectly
affect turnover intentions through job satisfaction and organizational commitment. Interestingly,
organizational commitment was found to be the most significant predictor of turnover intentions.
Hence, when employees perceive that their managers care about them and are able to match their
preferences with respect to their work schedule and status, such positive evaluations significantly
influence employees’ organizational commitment, thus lowering their turnover intentions.

Despite the fact that previous research has used similar constructs to the warmth and

competence dimensions (e.g., management concern for employees, supervisory support), the
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latter do not make any distinction between socially- or task-oriented leadership styles, and
usually incorporate both styles into a single construct. On the other hand, the warmth and
competence constructs clearly make a distinction between these two leadership styles, as warm
leaders are more socially-oriented, while competent leaders are more task-oriented (Cuddy et al.,
2011). Moreover, because of the lack of empirical research related to these two fundamental
social dimensions in a restaurant setting, there is a need for academia to focus on the effects of
warmth and competence perceptions, as related to casual dining restaurant managers, on
employees' turnover intentions mediated by their job attitudes (i.e., job satisfaction and
organizational commitment).

Based on the literature, the following hypotheses are proposed:

Hypothesis 2a: Organizational commitment will mediate the effects of casual dining

restaurant managers’ warmth on employees’ turnover intentions.

Hypothesis 2b: Organizational commitment will mediate the effects of casual dining

restaurant managers’ competence on employees’ turnover intentions.

Lastly, several studies have confirmed the significant effect of job satisfaction on
organizational commitment. Accordingly, a study by Meng and Han (2014), which focused on
the role of empowerment on South Korean hotel employees’ psychological responses (i.e., job
satisfaction, organizational commitment, job dedication, and turnover intention), found that job
satisfaction has an impact on affective, continuance, and normative commitment. Similarly, a
more recent study by Lopez-Cabarcos et al. (2015) demonstrated that job satisfaction
significantly influences affective and normative commitment in a Portuguese hotel setting. Based
on the aforesaid literature, the following hypothesis and model are presented (see Figure 1):

Hypothesis 3: Job satisfaction will positively affect organizational commitment.

10
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>>>> [INSERT FIGURE 1 HERE <<<<

3. Methodology
3.1 Sample and data collection

As the target population of this study was casual dining restaurant employees, the
sampling frame was comprised of employees from one franchise group of a global casual dining
brand. The franchise group had 43 restaurant units in the midwest and southeast United States.
This study employed a self-report survey instrument, which was administered online via
Qualtrics and made available to the employees through the franchisee’s intranet and scheduling
program. When employees accessed their schedule, they also viewed the invitation to participate
in the survey. The internal system let the employees access the survey from any internet
connection, thus allowing participation outside of the workplace from either a personal computer
or cell phone. The data collection period was February to March of 2015. Throughout the month-
long time period, weekly email reminders were sent from the franchisee’s corporate office to the
unit management teams asking the managers to encourage employee participation. Employees
were also made aware that participation in the study was both voluntary and anonymous.

Of the approximately 2000 employees working for the franchise group, 914 logged in and
began the survey. Of those 914 responses, 93 were deleted due to extensive missing data. An
additional 40 responses were deleted due to the respondent failing to identify their restaurant
unit, a grouping item necessary for analysis due to the clustered nature of the data. The final
useable sample contained 781 responses, which reflected an overall response rate of 39.1%.

The majority of the sample was female (62.1%), Caucasian (72.1%), and in the 18-25 age

range (56.9%). The largest percentage of respondents indicated that they had attended some
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college (54.9%), while 31.1% indicated they had a high school diploma or GED. Just over half of
the sample worked full-time (51.9%) and had been with the franchise group for 12 months or

less (47.5%). Annual income of the majority was reported at $20,000 or less (57.4%). A
complete socio-demographic profile is provided in Table 1.

>>>> INSERT TABLE I HERE <<<<

3.2 Measurement model

A 32-item survey was designed for hypothesis testing. Items used to measure the
constructs of interest were based on previously tested instruments and were assessed using a 5-
point Likert-type scale in which 1 indicated strong disagreement and 5 indicated strong
agreement. The four items measuring perceived manager warmth (warm, good-natured, sincere,
and tolerant) and five items measuring perceived manager competence (confident, competent,
competitive, intelligent, and independent) were adapted from Fiske et al. (2002). Four items
from Alexandrov ef al. (2007) were used to measure job satisfaction; these items addressed
employee satisfaction with co-workers, managers, teamwork, and pay. Alexandrov ef al. (2007)
also provided the five items used to measure organizational commitment. The items were
modified to highlight the restaurant as the object of interest; for example, the item “I really care
about this company’s future” was adapted to “I really care about this restaurant’s future”.
Turnover intention was measured with three items from Singh et al. (1996).

The survey also contained demographic questions such as age, gender, and ethnicity,
along with a variety of job-based characteristics, such as work status and restaurant location.
Prior to distribution, the survey was evaluated for both face and content validity by hospitality

experts from the restaurant industry and academia.
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3.3 Data analysis

As the items used in this study were drawn from multiple sources and contexts,
exploratory factor analysis (EFA) was first conducted to explore the questionnaire’s underlying
factor structure, followed by confirmatory factor analysis (CFA) to assess goodness-of-fit of the
factor structures and construct validity. Following the procedures outlined by Hair et al. (2010),
the sample was randomly split, with 40% (N = 312) used for the EFA and 60% (N = 469) used
for the CFA. Then, prior to analysis of the structural model, the intraclass correlation coefficients
[ICC(1)s] were calculated for job satisfaction, organizational commitment, and turnover
intention. Assessment of the ICC(1)s was necessary due to the “nested” nature of the data; the
employees who completed the survey were drawn from 43 restaurant units of a franchise
company, thus indicating the potential for dependence in the data. ICC(1)s were: job satisfaction
(0.09), organizational commitment (0.14), and turnover intention (0.08), which indicated that,
respectively, 9%, 14%, and 8% of variability in the data could be attributed to the restaurant.
These values were sufficient to suggest that a complex survey data analysis approach was
appropriate (Muthén and Muthén, 1998-2012; Snijders and Bosker, 2012). This method of
analysis computes standard errors and a chi-square test of model fit while also accounting for
dependence of observations, without specifically modeling it (Muthén and Muthén, 1998-2012).
Since this method requires that the number of free parameters in the model is lower than the
number of clusters, path analysis was employed to examine the data (Muthén and Muthén, 1998-
2012). Based on the EFA and CRA results, factor scores were created to represent each latent
variable. For both the CFA and complex path analysis, the maximum likelihood method was

used and several goodness-of-fit indices were selected to validate the measurement and structural
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models, including the chi-square statistic (y°), the comparative fit index (CFI), the standardized
root mean square residual (SRMR), and the root mean square error of approximation (RMSEA).

Mplus 7.31 was used for all analysis.

4. Results
4.1 Exploratory factor analysis

Using the smaller sub-sample, EFA with principle axis factoring and Promax rotation
was conducted on the 21 items from the questionnaire relevant to the conceptual model. The
sample was deemed appropriate for EFA, as the Kaiser-Meyer-Olkin (KMO) measure of
sampling adequacy was 0.942 and the Bartlett test of sphericity was statistically significant (y* =
6082.516 [df =210, p <0.001]). The rotated solution resulted in four dimensions rather than the
five that were expected based on the conceptual model. Although the items for job satisfaction,
organizational commitment, and turnover split into three factors as expected, all of the items for
manager warmth and competence loaded onto a single factor rather than splitting into two
distinct factors. Moving forward, this dimension will be labeled “manager’s warmth and
competence”. Additionally, two job satisfaction items were systematically removed. The item “I
am satistied with my pay” was removed due a low communality (0.309) and the item “I am
satisfied with my restaurant management team” was removed due to a low factor loading

0.313). Together, the four factors explained 79.9% of the variance.
( g p

4.2 Measurement model
Using the larger sub-sample, CFA using the maximum likelihood estimator was

conducted based on the results from the EFA. The CFA results indicated that the four-dimension
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measurement model provided an adequate fit to the data (y* = 560.200 [df = 146, p < 0.001],
RMSEA =0.078, CFI = 0.915, SRMR = 0.06). Although the chi-square statistic was large and
significant, this result was expected due to the large sample size (Hair ef al., 2010). The RMSEA
and the SRMR were both at or below their respective acceptable cutoff values of 0.08 and 0.06,
while the CFI met the acceptable threshold of 0.90 (Hair et al., 2010; O’Rourke and Hatcher,
2013). Since all individual factor loadings were statistically significant with values exceeding
0.50, all items were retained and the measures were assessed for convergent and discriminant
validity. Table II reports the means, standard deviations, correlations, and Cronbach’s alphas for
the study variables.
>>>> INSERT TABLE Il HERE <<<<

Table III below provides the standardized factor loadings, average variance extracted
(AVE), and construct reliabilities. All four constructs demonstrated AVE values greater than
0.50, the level recommended by Fornell and Larcker (1981) and Hair ef al. (2010), and construct
reliabilities exceeding 0.70, the threshold recommended by Hair ef al. (2010). Combined, this
provided evidence of convergent validity for each construct.

>>>> [INSERT TABLE III HERE <<<<

Constructs are considered to have discriminant validity when the AVE values exceed the
interconstruct squared correlations (Hair ef al., 2010). Discriminant validity was confirmed, as
all AVE values were larger than their relative interconstruct squared correlation estimates.
Additionally, the measurement model was congeneric, meaning it did not contain any cross-
loadings of measured items or error terms. This further confirmed discriminant validity (Hair et

al., 2010).
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4.2 Multilevel path analysis
Path model testing was conducted using the sample in its entirety. As manager warmth
and competence were not found to be two distinct constructs, Hla, H1b, H2a, and H2b could not
be tested as hypothesized. Instead, the interrelationships between job satisfaction, organizational
commitment, turnover intentions, and the singular construct of manager’s warmth and
competence were tested. Results from testing of the revised path model are presented in Table IV
and the path diagram is presented in Figure 2. Overall, the fit indices suggested acceptable model
fit (x> = 0.652 [df =1, p = 0.42], RMSEA = 0.001, CFI = 1.000, SRMR = 0.008). The model
accounted for 10.2% of the variance in job satisfaction, 45.7% of the variance in organizational
commitment, and 38.0% of variance in turnover intentions.
>>>> [INSERT TABLE IV HERE <<<<
>>>> [INSERT FIGURE 2 HERE <<<<
As shown in Table III, the results revealed that manager’s warmth and competence had a
significant indirect effect on turnover intentions via organizational commitment ( = -0.292, 95%
C.I.=-0.368, -0.216). The 95% confidence intervals did not contain zero, thus indicating
statistical significance (Hayes, 2013), and the effect of the indirect path was medium-to-large
(Kenny, 2015). The indirect path from manager’s warmth and competence to turnover intentions
via job satisfaction was not significant, as the 95% confidence interval contained zero (-0.038,
0.005). Finally, the direct path from job satisfaction to organizational commitment was positive

statistically significant (f = 0.328, p < 0.001), thus supporting H3.

4.3 Post-hoc mediation analysis
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In light of these results, additional analysis was conducted to discover whether sequential
mediation provided more insight. Sequential mediation occurs when one mediator influences a
second mediator, which in turn influences the outcome variable (Muthén ef al., 2016). The
following path was tested: manager’s warmth and competence — job satisfaction —
organizational commitment — turnover intentions. The result was significant, with a non-zero
95% confidence interval ranging from -0.092 to -0.032 and a moderate effect size of -0.062 (p <

0.001).

S. Discussion and conclusions
5.1 Conclusions

The purpose of this study was to explore the effects of managers” warmth and
competence on employees’ job satisfaction, organizational commitment and turnover intentions.
First, this study demonstrated that managers’ warmth and competence actually represent a single
construct, thus contradicting a variety of sociological and socio-psychological studies which
have clearly made a distinction between the two (Cuddy et al., 2011; Fiske et al., 2007).
Moreover, this unique construct, which was named “manager’s warmth and competence,” has
significant indirect effects on employees’ turnover intentions via both organizational
commitment and job satisfaction. In other words, when casual dining restaurant employees
evaluate their managers as both warm and competent, employees tend to become more satisfied
with their jobs and committed to their organization. Such higher levels of job satisfaction and
organizational commitment lower employees’ turnover intentions.

Although managers’ warmth and competence was first found to have a significant

indirect effect on turnover intentions only through organizational commitment, a post-hoc

17

© Emerald Publishing Limited

This is a pre-print of a paper and is subject to change before publication. This pre-print is made available with the understanding
that it will not be reproduced or stored in a retrieval system without the permission of Emerald Publishing Limited.



Downloaded by UNIVERSITY OF TOLEDO LIBRARIES At 10:00 07 February 2018 (PT)

mediation analysis revealed that managers’ warmth and competence also impacts employees’
turnover intentions via both job satisfaction and organizational commitment. Lastly, results also
confirmed the well-known influence of job satisfaction on organizational commitment
(Elangovan, 2001; Karatepe and Kilic, 2007; Kim, 2014; Kim ef al., 2005). These findings
support previous research, such as Yang (2008), who found that the social interactions among
hotel employees influence their organizational socialization, which was shown to affect
employees’ organizational commitment, job satisfaction, and turnover intentions (Yang, 2008).
The obtained findings also support a study by Karatepe (2009), which revealed that job
involvement and work social support amplify hotel employees’ job satisfaction, and that work
social support and job satisfaction decrease employee turnover intentions (Karatepe, 2009). The
current study also supports DiPietro and Bufquin (in press), who confirmed the significant
effects of management concern for employees and work status congruence on restaurant
employees’ job satisfaction, affective organizational commitment, and turnover intentions.

One significant finding from this study is that warmth and competence were found to be
one construct, which confirms a shift in conceptions of good leadership, both among researchers
and organizations themselves (Cuddy ef al., 2011). In response to rapid changes in technology,
workforce demographics and other areas, organizations have become more team-oriented, thus
requiring transformational leadership as opposed to command-and-control leadership styles
(Bass, 1990). This style of leadership requires both social skills and competence. Thus, the way
that managers and potential managers in the casual-dining segment of the restaurant industry are
selected, trained, and evaluated needs to adjust in order to meet with these changes.

One additional contribution of the study is its setting, in a large franchised casual dining

restaurant company, where all policies and procedures are the same. The main variants in the
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surveyed restaurants were managers and their social interactions with employees. Thus, the
current study empirically tested the commonly held belief that warm and competent managers
can influence positive employee outcomes (i.e., higher job satisfaction and organizational
commitment, and lower turnover intentions). This study also tested the influence of managers’
warmth and competence on employees’ turnover intentions (mediated by their job attitudes), by
minimizing the influence of other organizational factors, such as firm policies and managerial

procedures, which could arise in different restaurant settings or companies.

5.2 Theoretical implications

One of the study’s most important theoretical contributions is that the warmth and
competence dimensions represented a single construct instead of two distinct constructs as found
in previous studies (Fiske ef al., 2002; Fiske ef al., 2007; Rosenberg et al., 1968; Wojciszke,
1994). The obtained findings also add to the hospitality management literature, as they reveal
significant relationships among warmth and competence perceptions, as related to casual dining
restaurant managers and employees’ job attitudes and turnover intentions. Hence, one can affirm
that the tripartite view of Bagozzi’s (1992) Attitude Theory represents a reliable model, which
helps explain why restaurant employees adopt specific attitudes and behavioral intentions after
evaluating the most important social traits of their managers. Social Exchange Theory was also
supported in this study, as it implies that employees develop positive job attitudes and behavioral
intentions once they receive enough support from their leaders (Blau, 1964).

While most of the studies that assessed the influence of these social perceptions were
done in social psychology and sociology, little attention was given to their influence in a

corporate setting (Cuddy et al., 2011). Cuddy et al. (2011) suggested that assumptions made
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about people in a work setting may affect the way they behave. In this study, results
demonstrated that it is important for employees to feel that they are working for both warm and
competent managers, as they tend to develop improved job attitudes and lower turnover
intentions as a result of these positive social evaluations (Fiske et al., 2007). Consequently, this
study fills a gap in the organizational behavior and hospitality literature, as related to the
influence of these fundamental social constructs that govern the social evaluations of individuals

and groups (Fiske ef al., 2002).

5.3 Practical implications

From an operational standpoint, there are several implications which need to be taken
into consideration. Knowing that employees develop lower turnover intentions when they judge
their managers as warm and competent, casual dining restaurateurs should focus on these social
dimensions when making their hiring decisions and implementing management training
programs. When searching for management candidates, a variety of structured and unstructured
interviews (e.g., behavioral and situational interviews; face-to-face and panel interviews) and
psychological tests (e.g., The DISC Assessment; The Sixteen Personality Factor Questionnaire)
could be used in order for casual dining restaurant owners to assess personality and social traits.

Among the aforementioned personality assessments, one could cite the Sixteen
Personality Factor Questionnaire developed by Cattell ef al. (1993). Interestingly, many traits
portrayed in this questionnaire largely resemble the warmth (e.g., warmth, liveliness, social
boldness) and competence constructs (e.g., dominance, rule-consciousness, self-reliance) (Cattell
et al., 1993). Hence, such personality tests could assist restaurant owners and human resources

managers with personnel selection and career development through measurement and assessment
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of the primary management dimensions of warmth and competence identified to forecast
management potential and style.

Restaurant owners and operators should also help develop and coach their managers, in
order for the latter to be more socially-oriented and adopt professional attitudes and behaviors
that reflect the company’s values and culture. The implementation of a strong organizational
culture, which focuses both on the well-being and professional development of restaurant
managers and employees, is vital for casual dining restaurateurs to reduce their turnover rates.
Tools such as the Organizational Culture Assessment Instrument, developed by Cameron and
Quinn (2005), may be useful in helping managers diagnose and change the fundamental cultures
of their organization. Restaurant owners should not only focus on the required knowledge, skills
and abilities that are necessary for managers to comply with the company’s operational
procedures and standards, but they should also pay close attention to and enhance their
managers’ social nature and demeanor.

Training programs should focus on helping casual dining restaurant managers to develop
behaviors that allow them to demonstrate to their employees that they care about them and are
sincerely concerned about their professional and personal well-being. For instance, restaurant
managers could be taught how to (1) recognize or compliment employees more often; (2) create
social gatherings in order for employees to get to know them on a personal level; (3) engage
employees more often by asking for their feedback on important operational/professional issues;
and finally (4) lead by example (e.g., watching what they say; taking more responsibility;
listening to team members; and communicating more frequently with employees).

Restaurant managers are often asked to act as representatives of their organization, and

have a responsibility to portray their organization’s goals and values (Dawley et al., 2010). This
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is why it is so important for casual dining restaurant owners to constantly evaluate restaurant
managers’ performance in order to align their behaviors with expectations for employee job
satisfaction and organizational commitment, which leads to lower levels of turnover. Restaurant
operators may want to incorporate employee feedback into the managers’ performance appraisal
as well. The ultimate goal 1s for casual dining restaurant operators to build cohesive teams, so
that their employees remain longer in their organization and most importantly, deliver the best

possible customer service experience.

5.4 Limitations and future research

Despite the contributions made by this study, several limitations need to be addressed.
The first study limitation deals with the obtained convenience sample, which prevents the
researchers from generalizing the current findings. Moreover, only employees from a casual
dining restaurant chain participated in the online self-administered survey, and employees from
no other restaurant segment were able to participate in this study. Furthermore, no differentiation
was made regarding employees’ roles, statuses and socio-demographic background. Future
research could examine if the effects of social evaluations differ according to employees’ job
positions, hierarchies and socio-demographic characteristics, as the resultant attitudes and
behaviors of employees may vary considerably according to such variables. Lastly, researchers
could use different attitudinal and behavioral outcomes, other than the ones employed in this
study, such as work engagement, burnout, extra-role customer service or job performance, to

expand the literature related to the influence of social judgements or evaluations.

References

22

© Emerald Publishing Limited

This is a pre-print of a paper and is subject to change before publication. This pre-print is made available with the understanding
that it will not be reproduced or stored in a retrieval system without the permission of Emerald Publishing Limited.



Downloaded by UNIVERSITY OF TOLEDO LIBRARIES At 10:00 07 February 2018 (PT)

Aarons, G.A. and Sawitzky, A.C. (2006), “Organizational climate partially mediates the effect of
culture on work attitudes and staff turnover in mental health services”, piuun
, Vol. 33 No. 3, pp.
289-301.

Alexandrov, A., Babakus, E. and Yavas, U. (2007), “The effects of perceived management
concern for frontline employees and customers on turnover intentions: Moderating role of
employment status”, NN Vo1 9 No. 4 pp. 356-371.

Allport, G.W. (1954), The Nature of Prejudice, Addison Wesley, Reading, MA.

Asch, S.E. (1946), “Forming impressions of personality”, _

Banskedegy. Vol. 41 No. 3, pp. 258-290.

Bagozzi, R.P. (1992), “The self-regulation of attitudes, intentions, and behavior”, Sqeial
I Vol 55 No. 2, pp. 178-204.

Bales, R.F. (1950), “A set of categories for the analysis of small group interaction”, gikciicsi
I Vo!. 15 No. 2, pp. 257-263.

Bass, B.M. (1990), “From transactional to transformational leadership: Learning to share the
vision”, Vol. 18 No. 3, pp. 19-31.
Blau, P. (1964), Exchanges and Power in Social Life, John Wiley, New York, NY.

Brewer, M.B. and Campbell, D.T. (1976), Ethnocentrism: East African Evidence, John Wiley,
New York, NY.

Brief, A.P. (1998), Attitudes in and around organizations, Thousand Oaks, Sage, CA.

Bufquin, D., DiPietro, R.B., Orlowski, M. and Partlow, C.G. (2017a), “The influence of
restaurant co-workers' perceived warmth and competence on employees' turnover
intentions: The mediating role of job attitudes", NN MMM
iisssnmanssey. Vol. 60, pp. 13-22.

Bufquin, D. DiPietro, R.B., Park, J.-Y. and Partlow, C.G. (2017b), “Effects of Social Perceptions
and Organizational Commitment on Restaurant Performance”,
I o' 26 No. 7. pp. 752-769.

Cameron, K.S. and Quinn, R.E. (2005). Diagnosing and Changing Organizational Culture.
Wiley: New York, NY.

Cattell R.B., Cattell A.K. and Cattell H.E. (1993). Sixteen Personality Factor Questionnaire (5th
ed.), Institute for Personality and Ability Testing, Champaign, IL.

23

© Emerald Publishing Limited

This is a pre-print of a paper and is subject to change before publication. This pre-print is made available with the understanding
that it will not be reproduced or stored in a retrieval system without the permission of Emerald Publishing Limited.


http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1007%2Fs10488-006-0039-1&isi=000238467200005&citationId=p_1
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1007%2Fs10488-006-0039-1&isi=000238467200005&citationId=p_1
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.2307%2F2786945&isi=A1992JB43300008&citationId=p_5
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.2307%2F2786945&isi=A1992JB43300008&citationId=p_5
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1080%2F19368623.2017.1293580&isi=000410908900005&citationId=p_12
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1080%2F19368623.2017.1293580&isi=000410908900005&citationId=p_12
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1177%2F1094670507299378&isi=000245882100006&citationId=p_2
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.2307%2F2086790&isi=000204047900011&citationId=p_6
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.2307%2F2086790&isi=000204047900011&citationId=p_6
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2F0090-2616%2890%2990061-S&isi=A1990CP74700002&citationId=p_7
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1037%2Fh0055756&isi=A1946UZ31500002&citationId=p_4
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1037%2Fh0055756&isi=A1946UZ31500002&citationId=p_4
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2Fj.ijhm.2016.09.008&isi=000390512400002&citationId=p_11
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2Fj.ijhm.2016.09.008&isi=000390512400002&citationId=p_11

Downloaded by UNIVERSITY OF TOLEDO LIBRARIES At 10:00 07 February 2018 (PT)

Collins, M.D. (2010), “The effect of psychological contract fulfillment on manager turnover
intentions and its role as a mediator in a casual, limited-service restaurant environment”,

I ! 29. pp. 736-742.

Cuddy, A.J.C., Fiske, S.T. and Glick, P. (2008), “Warmth and competence as universal
dimensions of social perception: The stereotype content model and the BIAS map”,
I /o1 0. pp. 61140,

Cuddy, A.J.C., Glick, P. and Beninger, A. (2011), “The dynamics of warmth and competence
judgments, and their outcomes in organizations”, ,
Vol. 31, pp. 73-98.

Dawley, D., Houghton, J.D. and Bucklew, N.S. (2010), “Perceived organizational support and
turnover intention: The mediating effects of personal sacrifice and job fit”, "

IR Vo!. 150 No. 3, pp. 238-257.

DiPietro, R.B. and Bufquin, D. (in press), “Effects of work status congruence and perceived
management concern for employees on turnover intentions in a fast casual restaurant
chain”, Journal of Human Resources in Hospitality and Tourism.

Elangovan, A.R. (2001), “Causal ordering of stress, satisfaction and commitment, and intention
to quit: a structural equations analysis”,
wadenal, Vol. 22 No. 4, pp. 159-166.

Fiske, S.T., Cuddy, A.J.C., Glick, P. and Xu, J. (2002), “A model of (often mixed) stereotype
content: Competence and warmth respectively follow from perceived status and

competition”, , Vol. 82 No. 6, pp. 878-902.
Fiske, S.T., Cuddy, A.J.C. and Glick, P. (2007), “Universal constructs of social cognition:
Warmth and competence”, , Vol. 11 No. 2, pp. 77-83.
Fornell, C. and Larcker, D.F. (1981), “Evaluating structural equation models with unobservable
variables and measurement error”, , Vol. 18 No. 1, pp. 39-
50.

Gao, Y. and Mattila, A.S. (2014), “Improving consumer satisfaction in green hotels: The roles of

perceived warmth, perceived competence, and CSR motive”, _
I \/o!. 42, pp. 20-31.

Hair, J.F., Black, W.C., Babin, B.J. and Anderson, R.E. (2010), Multivariate Data Analysis (7”’
ed.), Prentice Hall, Upper Saddle River, NJ.

Hayes, A.F. (2013), Introduction to Mediation, Moderation, and Conditional Process Analysis:
A Regression-Based Approach, The Guilford Press, New York, NY.

24

© Emerald Publishing Limited

This is a pre-print of a paper and is subject to change before publication. This pre-print is made available with the understanding
that it will not be reproduced or stored in a retrieval system without the permission of Emerald Publishing Limited.


http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2Fj.ijhm.2010.03.005&isi=000280727000023&citationId=p_15
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.2307%2F3151312&isi=A1981LC54900004&citationId=p_23
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2FS0065-2601%2807%2900002-0&isi=000254682900002&citationId=p_16
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&system=10.1108%2F01437730110395051&citationId=p_20
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&system=10.1108%2F01437730110395051&citationId=p_20
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2Fj.ijhm.2014.06.003&isi=000341902200003&citationId=p_24
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2Fj.ijhm.2014.06.003&isi=000341902200003&citationId=p_24
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2Fj.riob.2011.10.004&isi=000301804700005&citationId=p_17
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1037%2F0022-3514.82.6.878&isi=000175760500002&citationId=p_21
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1080%2F00224540903365463&isi=000291853700002&citationId=p_18
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1080%2F00224540903365463&isi=000291853700002&citationId=p_18
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2Fj.tics.2006.11.005&isi=000244410200007&citationId=p_22

Downloaded by UNIVERSITY OF TOLEDO LIBRARIES At 10:00 07 February 2018 (PT)

Hur, W.M., Moon, T.W. and Jun, J.K. (2013), “The role of perceived organizational support on
emotional labor in the airline industry”,

I o' 25 No. 1, pp. 105-123.

Indeed.com (2016), “Restaurant manager — Bloomington, IN”, available at:
http://careers.workatbjs.com/job-detail/91743/2016-08-25?s=IndeedSponsored (accessed
2 October 2016).

Joung, H.W., Goh, B.K., Huffman, L., Yuan, J.J. and Surles, J. (2015), “Investigating
relationships between internal marketing practices and employee organizational
commitment in the foodservice industry”,

. o1 27 No. 7, pp. 1618-1640.

Kang, H.J., Gatling, A. and Kim, J. (2014), “The impact of supervisory support on organizational
commitment, career satisfaction, and turnover intention for hospitality frontline
employees”, , Vol. 14 No. 1, pp.
68-89.

Karatepe, O.M. (2009), “The effects of involvement and social support on frontline employee

outcomes: Evidence from the Albanian hotel industry”, | ENGGGNTNTNG

, Vol. 10 No. 4, pp. 326-343.

Karatepe, O.M. (2013), “High-performance work practices, work social support and their effects
on job embeddedness and turnover intentions”, *
. Vo1 25 No. 6, pp. 903-921.

Karatepe, O.M. and Kilic, H. (2007), “Relationships of supervisor support and conflicts in the
work—family interface with the selected job outcomes of frontline employees”, Lot

tbsssmenesnd. Vol. 28 No. 1, pp. 238-252.

Kenny, D.A. (2015), “Mediation ", available at: http://davidakenny.net/cm/mediate.htm
(accessed 14 September 2016).

Kervyn, N., Yzerbyt, V., Judd, C.M. and Nunes, A. (2009), “A question of compensation: The
social life of the fundamental constructs of social perception”, h
. Vol. 96 No. 4, pp. 828-842.

Kim, G.J. (2014), “Applying service profit chain model to the Korean restaurant industry”,
, Vol. 36, pp. 1-13.

Kim, W.G., Leong, J.K. and Lee, Y.K. (2005), “Effect of service orientation on job satisfaction,

organizational commitment, and intention of leaving in a casual dining chain restaurant”,
I \o. 2/ ;. 171193

25

© Emerald Publishing Limited

This is a pre-print of a paper and is subject to change before publication. This pre-print is made available with the understanding
that it will not be reproduced or stored in a retrieval system without the permission of Emerald Publishing Limited.


http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1080%2F15332845.2014.904176&citationId=p_30
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&system=10.1108%2F09596111311290246&isi=000316306400007&citationId=p_27
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&system=10.1108%2F09596111311290246&isi=000316306400007&citationId=p_27
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1080%2F15256480903202417&citationId=p_31
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1080%2F15256480903202417&citationId=p_31
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1037%2Fa0013320&isi=000264489400008&citationId=p_35
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1037%2Fa0013320&isi=000264489400008&citationId=p_35
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&system=10.1108%2FIJCHM-06-2012-0097&isi=000323807200007&citationId=p_32
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&system=10.1108%2FIJCHM-06-2012-0097&isi=000323807200007&citationId=p_32
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2Fj.ijhm.2013.07.008&isi=000330910300003&citationId=p_36
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&system=10.1108%2FIJCHM-05-2014-0269&isi=000366503100011&citationId=p_29
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&system=10.1108%2FIJCHM-05-2014-0269&isi=000366503100011&citationId=p_29
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2Fj.tourman.2005.12.019&isi=000242556800020&citationId=p_33
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2Fj.tourman.2005.12.019&isi=000242556800020&citationId=p_33
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2Fj.ijhm.2004.05.004&citationId=p_37

Downloaded by UNIVERSITY OF TOLEDO LIBRARIES At 10:00 07 February 2018 (PT)

Kim, S.S., Im, J. and Hwang, J. (2015), “The effects of mentoring on role stress, job attitude, and
turnover intention in the hotel industry”, ﬂ

inissmensnni. Vol. 48, pp. 68-82.

Larsen, S., Marnburg, E. and @gaard, T. (2012), “Working onboard: Job perception,
organizational commitment and job satisfaction in the cruise sector”, | NG
tbsssenasnd. Vol. 33 No. 3, pp. 592-597.

Lashley, C. (2000), Hospitality Retail Management: A Unit Manager’s Guide, Butterworth-
Heinemann, Oxford, UK.

Leach, C.W., Ellemers, N. and Barreto, M. (2007), “Group virtue: The importance of morality
vs. competence and sociability) in the positive evaluation of in-groups”, deiisdg
H, Vol. 93 No. 2, pp. 234-249.

Lopez-Cabarcos, M.A., Machado-Lopes-Sampaio-de Pinho, A.I. and Vazquez-Rodriguez, P.
(2015), “The influence of organizational justice and job satisfaction on organizational
commitment in Portugal’s hotel industry”, _, Vol. 56 No. 3,
pp. 258-272.

Meng, B. and Han, H. (2014), “The eftects of empowerment on employee psychological
outcomes in upscale hotels”, , Vol. 23
No. 2, pp. 218-237.

Mobley, W.H., Horner, S.O. and Hollingsworth, A.T. (1978), “An evaluation of precursors of
hospital employee turnover”, , Vol. 63 No. 4, pp. 408-414.

Mobley, W.H. (1983), “Intermediate linkages in the relationship between job satisfaction and
employee turnover”, in Straw, B.M. (Ed.), Psychological Foundations of Organizational
Behavior (2" ed.), Scott, Foresman and Company, Glenview, IL, pp. 107-110.

Mowday, R.T., Steers, R.M. and Porter, L.W. (1979), “The measurement of organizational
commitment”, , Vol. 14 No. 2, pp. 224-247.

Murphy, K.S., DiPietro, R.B., Rivera, M. and Muller, C.C. (2009), “An exploratory case study of
factors that impact the turnover intentions and job satisfaction of multi-unit managers in

the casual theme segment of the U.S. restaurant industry”, | KENGcNGEE
BEEEEESN Vol 12 No. 3, pp. 200-218.

Muthén, B.O., Muthén, L.K and Asparouhov, T. (2016), Regression and Mediation Analysis
Using Mplus, Muthén and Muthén, Los Angeles, CA.

Muthén, L.K. and Muthén, B.O. (1998-2012), Mplus User’s Guide ( 7™ ed.), Muthén and
Muthén, Los Angeles, CA.

26

© Emerald Publishing Limited

This is a pre-print of a paper and is subject to change before publication. This pre-print is made available with the understanding
that it will not be reproduced or stored in a retrieval system without the permission of Emerald Publishing Limited.


http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2Fj.ijhm.2015.04.006&isi=000357553100007&citationId=p_38
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2Fj.ijhm.2015.04.006&isi=000357553100007&citationId=p_38
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1177%2F1938965514545680&isi=000357697200004&citationId=p_42
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2F0001-8791%2879%2990072-1&isi=A1979GS78600008&citationId=p_46
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2Fj.tourman.2011.06.014&isi=000299973600012&citationId=p_39
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2Fj.tourman.2011.06.014&isi=000299973600012&citationId=p_39
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1080%2F19368623.2013.768189&citationId=p_43
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1080%2F15378020903158483&citationId=p_47
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1080%2F15378020903158483&citationId=p_47
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1037%2F0021-9010.63.4.408&isi=A1978FK17400002&citationId=p_44
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1037%2F0022-3514.93.2.234&isi=000248341500006&citationId=p_41
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1037%2F0022-3514.93.2.234&isi=000248341500006&citationId=p_41

Downloaded by UNIVERSITY OF TOLEDO LIBRARIES At 10:00 07 February 2018 (PT)

National Restaurant Association (2010), Foundations of Restaurant Management and Culinary
Arts: Level 1, Pearson Education Inc., Upper Saddle River, New Jersey.

National Restaurant Association (2015), “2015 restaurant industry forecast”, available at:
https://www.restaurant.org/Downloads/PDFs/News-
Research/research/ForecastExecSummary2015-FINAL.pdf (accessed 9 August 2016).

Nieuwenhuijsen, K., Bruinvels, D. and Frings-Dresen, M. (2010), “Psychosocial work

environment and stress-related disorders, a systematic review”, | ENGTcNNINGNGEE.
Vol. 60 No. 4, pp. 277-286.

O’Rourke, N. and Hatcher, L. (2013), A Step-By-Step Approach to Using SAS for Factor
Analysis and Structural Equation Modeling (2" ed.), SAS Institute, Inc., Cary, NC.

Rosenberg, S., Nelson, C. and Vivekananthan, P.S. (1968), “A multiconstructal approach to the
structure of personality impressions”, , Vol.

9, pp. 283-294.

Singh, J., Verbeke, W. and Rhoads, G.K. (1996), “Do organizational practices matter in role
stress processes? A study of direct and moderating effects for marketing oriented

boundary spanners”, | N NNNENRNENEBEEN. Vo!. 60, pp. 69-86.

Smith, N.A., Martinez, L. R. and Sabat, 1. E. (2016), “Weight and gender in service jobs: The
importance of warmth in predicting customer satisfaction”, [ NREREREREG@SEN

gusiiaaly. Vol. 57 No. 3, pp. 314-328.

Snijders, T.A.B. and Bosker, R.J. (2012), Multilevel Analysis: An Introduction to Basic and
Advanced Multilevel Modeling (Z”d ed.), Sage, Los Angeles, CA.

Susskind, A.M., Kacmar, K.M. and Borchgrevink, C.P. (2007), “How organizational standards
and co-worker suﬁiort improve restaurant service”, h

, Vol. 48 No. 4, pp. 370-379.

Tews, J., Stafford, K. and Michel, J.W. (2014), “Life happens and people matter: Critical events,

constituent attachment, and turnover among part-time hospitality employees”,
I /0| 5. pp. 99-105,

Tjosvold, D. (1984), “Effects of leader warmth and directiveness on subordinate performance on
a subsequent task”, —, Vol. 69 No. 3, pp. 422-427.

Walsh, K. and Taylor, M.S. (2007), “Developing in-house careers and retaining management
talent: What hospitality professionals want from their jobs”, |G
I,  o. 45 No. 2. pp. 163152

Williams, J. E. and Best, D.L. (1982), Measuring Sex Stereotypes: A Multination Study, Sage,
Thousand Oaks, CA.

27

© Emerald Publishing Limited

This is a pre-print of a paper and is subject to change before publication. This pre-print is made available with the understanding
that it will not be reproduced or stored in a retrieval system without the permission of Emerald Publishing Limited.


http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1177%2F1938965515622564&isi=000380951800007&citationId=p_56
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1177%2F1938965515622564&isi=000380951800007&citationId=p_56
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1037%2F0021-9010.69.3.422&isi=A1984TD60400008&citationId=p_60
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1177%2F0010880407300521&citationId=p_61
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1177%2F0010880407300521&citationId=p_61
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1037%2Fh0026086&isi=A1968B720000001&citationId=p_54
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1177%2F0010880407300158&citationId=p_58
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1177%2F0010880407300158&citationId=p_58
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.2307%2F1251842&isi=A1996UW51600005&citationId=p_55
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2Fj.ijhm.2014.01.005&isi=000339538700012&citationId=p_59
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1093%2Foccmed%2Fkqq081&isi=000279109300008&citationId=p_52

Downloaded by UNIVERSITY OF TOLEDO LIBRARIES At 10:00 07 February 2018 (PT)

Wojciszke, B. (1994), “Multiple meanings of behavior: Construing actions in terms of
competence or moraity”, I /.. 67 No. 2

pp. 222-232.

Wojciszke, B., Bazinska, R. and Jaworski, M. (1998), “On the dominance of moral categories in
mpresion formicin I \ o\ 24,y 1215
1257.

Yang, J. (2008), “Effect of newcomer socialization on organizational commitment, job
satisfaction, and turnover intention in the hotel industry”, *,
Vol. 28 No. 4, pp. 429-443.

Yen, D.A., Barnes, B.R. and Wang, C.L. (2011), “The measurement of guanxi: Introducing the
GRX scale”, , Vol. 40, pp. 97-108.

28

© Emerald Publishing Limited

This is a pre-print of a paper and is subject to change before publication. This pre-print is made available with the understanding
that it will not be reproduced or stored in a retrieval system without the permission of Emerald Publishing Limited.


http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1177%2F01461672982412001&isi=000076904800001&citationId=p_64
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1080%2F02642060801917430&isi=000257147900001&citationId=p_65
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1016%2Fj.indmarman.2010.09.014&citationId=p_66
http://www.emeraldinsight.com/action/showLinks?doi=10.1108%2FIJCHM-11-2016-0617&crossref=10.1037%2F0022-3514.67.2.222&isi=A1994PC24500004&citationId=p_63

Downloaded by UNIVERSITY OF TOLEDO LIBRARIES At 10:00 07 February 2018 (PT)

Turnover Intentions

0 o)
— AN
T I
S <
— N
I I
- %)
S o T O
g T 2 &
32 1 FE
o E”g
S O&
)
@© o
—
T &
© =
< T

= &)
= 58
z S5
5 s ©
& = 2
= e
S o
> O

© Emerald Publishing Limited

This is a pre-print of a paper and is subject to change before publication. This pre-print is made available with the understanding
that it will not be reproduced or stored in a retrieval system without the permission of Emerald Publishing Limited.



syred Jueoliubss Ajeonsiess
'S1UB1011Jo02 Yted pazip.fepuels ae sasayius.ed ayl opsINo saunbly 'saneA-191e sasayiuased ul sainbiH 'So10N

(D0) WewwwoD

uolreziuebl
{62°5T) 65°0- PLOLEZILERIO «(GE0T) 050

(OMIN)
aouaRdWwo) pue
quaepy S, Jo3euen

(11)

SUONUBIU| BAOLIN] «(6E°0T) €E°0

(95°1-) S0°0- «(LSP) 2e0

(Sr)
uonJejsies qor

Buisal PPOIN Yled JoSinsay 'z ainbiH

(1d) 8T0Z Areniged 20 00:0T 3V S3IHYHEAIT OAIT0L 40 ALISHIAINN Ag popeojumoq

© Emerald Publishing Limited

This is a pre-print of a paper and is subject to change before publication. This pre-print is made available with the understanding

that it will not be reproduced or stored in a retrieval system without the permission of Emerald Publishing Limited.



Downloaded by UNIVERSITY OF TOLEDO LIBRARIES At 10:00 07 February 2018 (PT)

Table I. Socio-Demographic Profile of the Sample

n* Percentage
Gender
Male 291 37.9
Female 476 62.1
Ethnicity
African American 81 10.6
Caucasian 551 72.1
Asian 4 0.5
Hispanic 71 9.3
Other 57 7.5
Age Group
18-25 431 56.9
26-33 186 24.6
34-41 92 12.2
42-49 33 4.4
50 or more 15 2.0
Education
Less than high school 21 2.8
High school/GED 237 31.1
Some college or equivalent 418 54.9
Bachelor's degree 70 9.2
Graduate degree 16 2.1
Work Status
Full-time 404 51.9
Part-time 374 48.1
Work Shift
Lunch 237 30.6
Dinner 538 69.4
Annual Income
Less than $20,000 429 57.4
$20,000 to $24,999 150 20.1
$25,000 to 29,999 64 8.6
$30,000 to 34,999 25 33
$35,000 or more 80 10.7

Note: * Subcategories may not total to 781 due to missing data
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Table II. Descriptive Statistics and Correlations

M SD 1 2 3 4
1. Manager’s Warmth and 415 0.98 (0.96)
Competence
2. Job Satisfaction 3.59 1.07 0.32%* (0.83)
3. Organizational 3.96 0.99  0.60%*  0.49%%  (0.92)
Commitment
4. Turnover Intentions 2.62 1.23 -0.39**  -0.34*%*  -0.62**  (0.91)

Note: Cronbach’s alpha values for measurement scales are reported on the diagonal

% p < 01
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Table II1. Convergent Validity Estimates for CFA Model

Std. Construct
I AVE
tems Loading Reliability
Manager’s Warmth and Competence 0.706 0.955
I consider my restaurant manager to be Sincere 0.897**
I consider my restaurant manager to be Good- 0,024
natured
I consider my restaurant manager to be Warm 0.863**
I consider my restaurant manager to be Tolerant 0.811%**
I .
consider my restaurant manager to be 0.893%*
Competent
I .
consider my restaurant manager to be 0.838%*
Confident
I conslder my restaurant manager to be 0.854%*
Intelligent
I con51d‘er‘ my restaurant manager to be 0.723%*
Competitive
I .
consider my restaurant manager to be 0.735%*
Independent
Job Satisfaction 0.712 0.832
I am satisfied with my co-workers 0.810**
I am satisfied with the teamwork in my 0.876%*
restaurant
Organizational Commitment 0.684 0.915
I find that my Yalues and this restaurant’s 0.817%*
values are similar
I lly glad that I ch k for thi
am really glad that I chose to work for this 0.803%*

restaurant rather than for other restaurants
I really care about this restaurant’s future 0.739**
I would not hesitate to recommend this

0.875%*
restaurant as a good place to work
My worlf at this restaurant gives me a sense of 0.803%*
accomplishment
Turnover Intentions 0.791 0.918
It is likely that I will actively look for a new job 0.079%*
next year
I often think about quitting 0.712%*
I will probably look for a new job next year 0.953%**

** p-value < 0.001
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Table IV. Path Model and Indirect Effects

95%
Std. Standard Confidence )

Alternate Paths Estimate Error t-value Interval Hypothesis

Low High
MWC — OC — TI -0.292 0.039 -7.555**  -0.368 -0.216  Supported

Not

MWC —JS — TI -0.017 0.011 -1.150 -0.038  0.005

Supported

MWC —JS - 0OC — TI -0.062 0.015 -4.020%*

JS — OC 0.328 0.032 10.392**

-0.092 -0.032  Supported

0.266 0.390  Supported

Notes: R* (Job Satisfaction) = 0.10; R* (Organizational Commitment) = 0.46; R* (Turnover Intentions) = 0.38;
Model fit: * = 0.652 [df = 1, p = 0.42], RMSEA = 0.001, CFI = 1.00, SRMR = 0.008; ** p < 0.001
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