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a b s t r a c t

This study intends to explore the moderator of workefamily conflict on the relationship between leader
emember exchange and relative deprivation, and simultaneously examine the impact of relative
deprivation on employees' behavior (including effort behavior and service sabotage). Questionnaire
survey was conducted in 14 international tourist hotels in Taipei. Of the returned sample, 379 ques-
tionnaires are effective. The result indicates that high quality leaderemember exchange relationship has
negative impact on employees' relative deprivation. Also, relative deprivation has significant impact on
effort behavior, and service sabotage. Furthermore, workefamily conflict is found to have moderating
effect on the relationship between leaderemember exchange and relative deprivation. This study fills the
research gap in the hospitality literature regarding the effect of workefamily conflict on the relationships
among leaderemember exchange, employees' relative deprivation, and work behaviors. It also sheds the
light on workefamily conflict literature by extending leaderemember exchange theory to leader
eemployee relationship.

© 2015 Elsevier Ltd. All rights reserved.
1. Introduction

Research examining the effect of LMX on employees' negative
work attitudes and behaviors and the underlying psychological
processes involved has only recently begun to attract attention
(Henderson, Wayne, Shore, Bommer, & Tetrick, 2008). Notably,
Karatepe and Kilic (2007) and Namasivayam and Zhao (2007)
called for more attention on employees' WFC in different
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tourism or hospitality settings. Moreover, the issues of WFC are
still rare in latest research of hospitality (e.g., Choi & Kim, 2012;
Karatepe, 2013) or tourism (e.g., Gamor, Amissah, & Boakye,
2014). For example, frontline employees in the hotel industry
face a number of problems associated with long work hours,
excessive job demands, lack of training, and dysfunctional
customer behaviors (Karatepe, Beirami, Bouzari, & Safavi, 2014;
Karatepe & Sokmen, 2006; Kilic & Okumus, 2005). Both work-
efamily conflict (WFC) and familyework conflict (FWC) prevent
hotel employees from performing prescribed job-related re-
sponsibilities due to lack of the energy resources lost in the pro-
cess of juggling both work and family roles (Choi & Kim, 2012;
Karatepe, 2013; Namasivayam & Zhao, 2007).
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Similar phenomenon happens in Taiwan where the cultural
context of traditional Chinese ideologies emphasizes family values
(Lu, Kao, Chang, Wu, & Cooper, 2008). The culture of Confucianism
has constructed family and filial piety as a central value, which is
transmitted and reinforced through social institutions and social-
ization practices in Chinese societies (Yang, 1988). However, Taiwan
is also a society composed of dual-income families and only a few
Taiwanese companies offer family-oriented benefits. In this way,
both males and females are financially stressed under pressure as
confrontedwithWFC (Lu et al., 2010). Taiwanese employees tend to
experience more WFC than familyework conflict (Choi & Kim,
2012; Lu et al., 2008, 2010). Therefore, the study aims to explore
on workefamily direction of conflict.

Recently work onWFC suggests that it would be desirable future
researches to study these issues with more sampling extension to
various categories of employment (Choi & Kim, 2012). Karatepe
(2013) also notes that employees (managerial or non-managerial)
in frontline service jobs in the hospitality industry are emotion-
ally exhausted due to their perception of WFC. As exposed to such
conflict situations, wages in the hospitality industry are lower than
those in other industries, and usually have more limited weekend
time off and less regular and flexible work schedules (Karatepe &
Uludag, 2008; Karatepe et al., 2014). Thus, employees might have
deprived perception if they sense unfairness engendered by the
comparison with interpersonal and intergroup regarding previ-
ously mentioned circumstances.

For service provider, the more efforts they put into their ser-
vice, the higher quality such service will have, enabling customers
perceive higher-quality service (Testa, 2001). However, not every
employee tries his/her best to provide high-quality service (Harris
& Ogbonna, 2006). In quite many service settings, a wide variety
of deviant behaviors are found in the employees, some even
engage in sabotage behavior deliberately to hinder the delivery of
service (Harris & Ogbonna, 2006). If service provider observes
unfair treatment in the organization, will he/she reduce effort
behavior and increase service sabotage behavior? Therefore, it
appears all the more important to explore the way to lower em-
ployees' relative deprivation when they face WFC, so as to
encourage their positive performance and reduce their negative
behaviors.

To be successful in a competitive market, it is important that
hotel managers know how their employees feel at work and
what they want (Lam, Zhang, & Baum, 2001). It is noticeable that
previous literature has identified the cultural qualities of China as
collectivism and high power distance (Lee, Bobko, & Chen, 2006).
Accordingly, Chinese employees in hospitality industry may hold
respectful and awesome attitude towards their supervisors.
When confronting the feelings of relative deprivation or WFC,
they tend to keep silent and dare not discuss with their super-
visors. In other words, to help employees solve their problems,
the supervisors are supposed to actively express their concern for
employees' feelings and needs. In this way, to understand further
what kind of pressure and difficulties Chinese employees face
and the best method to solve the problems, it takes more time
and efforts for hotel supervisors to show their care and
communicate with them.

In dealing with the above-mentioned issues, leadership style
is an important managerial tool because it can enhance a rela-
tionship of leadereemployee, and improve employees' affect,
attitude, and service performance behavior (Dai, Dai, Chen, &
Wu, 2013; Li, Sanders, & Frenkel, 2012; Uen, Wu, Teng, & Liu,
2012). The differential quality of LMX relationships creates a
psychological boundary for interpersonal comparison that may
lead each employee to be aware of his or her relative standing in
a workgroup. Thus, an employees' perception of LMX may also
influence personal work attitudes and behaviors (Henderson
et al., 2008).

The focus on investigating the effect of LMX on employees'
negative affectivity in the existing WFC literature needs to be
expanded. To the best of our knowledge, this is the first study, to
examine the impact of LMX on relative deprivation while consid-
ering varying levels of WFC, as well as the behavioral outcomes
(including effort behavior and service sabotage) influenced by
employees' deprived feelings. This study attempts to make contri-
butions to LMX, WFC, and employee psychological literature of
hospitality and tourism.

Regarding the methods adopted in this work, confirmatory
factor analysis (CFA) is used to test convergent validity and
discriminant validity. Moreover, structural equation model (SEM) is
conducted to test the relationships among LMX, relative depriva-
tion, effort behavior, and service sabotage. Eventually, this study
employs standard regressionmodel and simplemain effect analysis
to test the moderating effect of WFC on the relationship between
LMX and relative deprivation.

2. Literature review

2.1. LMX and relative deprivation

LMX refers to the quality of the relationship between a sub-
ordinate and a supervisor (Dansereau, 1995). Employees with
higher-quality LMX relationships tend to demonstrate higher job
performance (Gerstner & Day, 1997) and more citizenship be-
haviors (Ilies, Nahrgang, & Morgeson, 2007). Conversely, in-
dividuals in lowerequality exchange relationships are more likely
to be given mundane assignments to work on, receive less su-
pervisory support, feel more negative about their jobs, are faced
with fewer advancement opportunities, and have stronger turn-
over intentions (Gerstner & Day, 1997; Liden & Maslyn, 1998;
Maslyn & Uhl-Bien, 2001). In short, in direct contrast to the pos-
itive outcomes typically associated with higher-quality LMX re-
lationships, employees are more likely to get ill in case of low
quality LMX and tend to be associated with a variety of negative
outcomes.

Research shows that workers in lowerequality exchange re-
lationships are more likely than workers in higherequality ex-
change relationships to report instances of differential treatment
and to view differential treatment as being unfair (Lee, 2001).
When individuals compare the rewards they receive to those
received by referents, and they perceive that they have received
less than they deserve, relative deprivation occurs (Crosby, 1976;
Martin, 1981; Smith, Pettigrew, Pippin, & Bialosiewicz, 2012;
Walker & Smith, 2002).

Researchers have applied relative deprivation to explain phe-
nomena ranging from collective action, individual achievement
and deviance, intergroup attitudes, and physical and mental
health (Walker & Smith, 2002). But the study results are usually
unsteady (Smith et al., 2012). Besides, the findings related to the
impact of LMX relationship on relative deprivation are insufficient
(Henderson et al., 2008). Research of organizational justice often
focuses on employees' perceptions of whether they are being
treated fairly or unfairly within their organizations (Dai et al.,
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2013). As research indicates, the higher-quality LMX relationships
of certain employees may arouse the displeased emotions and
deprived feelings of those having lowerequality exchange re-
lationships with their supervisors (Bolino & Turnley, 2009;
Sparrowe & Liden, 2005). In addition, supervisors as paying less
attention to the subordinates in lower-quality LMX relationships
may cause the employees' unfair perceptions (Bowler,
Halbesleben, & Paul, 2010). Thus, we pose the following
hypothesis:

Hypothesis 1. Subordinate’s perceptions of LMX quality will be
negatively related to feelings of relative deprivation.
2.2. Relative deprivation and workplace behavior

Reactions of relative deprivation can embody one's intentions
and behaviors to improve personal situation, or the situation for
one's reference group. Scholars draw on these two characteristics to
organize the relative deprivation literature into the some classes of
outcome variables, such as affirmative action, behaviors of criti-
cisms, and individually oriented behaviors (Smith et al., 2012). In
this study, workplace behaviors include two types: effort behavior
and service sabotage.

Testa (1999) pointed out in his study that effort behavior in-
volves the extent to which employees strive to provide high quality
service for the purpose of satisfying customers. The more efforts
service provider make in service delivery, the better the service
quality will be, and customers' perception of service quality will be
higher thereby. Additionally, Harris and Ogbonna (2002) argued
that service sabotage is intentionally designed negatively to affect
service, and is likely to be especially damaging not only to service
encounters but also to firm profitability and growth; The more
radical response even includes strike (Smith et al., 2012).

According to affective events theory (AET) (Weiss &
Cropanzano, 1996), features of work events (e.g., leader behav-
iors) influence behaviors (e.g., positive and negative behavior)
through affective states (e.g., relative deprivation) that these work
events create. Work events are things that employees experience
every day at work and leaders are a major source of these work
events. The theory indicates that feelings are important mecha-
nisms through which work events and affective states influence
judgment-driven behaviors such as effort behavior and service
sabotage.

If an employee is treated fairly by his or her supervisor with
respect to distributive, procedural, interpersonal, and informa-
tional aspects, the employee will perceive the feedback as a benefit
(Chen McCain, Tsai, & Bellino, 2010; Dai et al., 2013). In this situa-
tion, as a way to appreciate the company, frontline employees may
do their best to satisfy the needs of customers, so as to accomplish
the task at work. On the other hand, Martin (1981) argued that
relative deprivation is usually associated with stress symptoms,
negative attitudes, and undesirable work behaviors. In this situa-
tion, frontline employees may show their negative emotions during
the service delivery, such as hurrying or persecuting the customers.
Hence, the study believes that the deprived feelings of subordinates
will influence both positive and negative behaviors. Based on
above-mentioned arguments, the following hypotheses are
proposed:

Hypothesis 2. Subordinate’s feelings of relative deprivation will
be negatively related to effort behavior.
Hypothesis 3. Subordinate’s feelings of relative deprivation will
be positively related to service sabotage.
2.3. The moderated role of workefamily conflict

WFC and FWC are key stressors that are frequently experienced
by essential employees in the hospitality industry (e.g. Deery, 2008;
Karatepe & Uludag, 2008). WFC is considered a type of inter-role
conflict in which work demands, time pressures, and strain from
the work domain hinder the capacity to meet demands and re-
sponsibilities from the family domain (Choi & Kim, 2012; Karatepe,
2013; Netemeyer, Boles, & McMurrian, 1996). FWC is a form of
inter-role conflict in which the role demands from roles families
make it more difficult for individuals to perform work (Ng &
Feldman, 2012). The working environment in Taiwan is fairly
competitive. Getting a job is commonly thought to be lucky. When
job affects family life, people usually choose to compromise. What's
more, an increasing number of people are taking up two jobs in
Taipei, and such “devotion” to work is usually tolerated by the
family as a necessary evil, or even regarded as insurance for job
security (Lu et al., 2008). Accordingly, the employees in Taiwan are
likely to experience moreWFC than familyework conflict (Lu et al.,
2008). Thus, the focus of the present study is on the workefamily
direction of conflict.

Studies on the issues of WFC and its related construct are
chiefly discussed surrounding work overload, work-role demands,
and emotional exhaustion; a synthesis of the current literature
suggests that negative constructs are among the stressors and
strain leading to negative job outcomes, such as turnover,
emotional exhaustion, poor service delivery (e.g., Deery, 2008;
Kusluvan, Kusluvan, Ilhan, & Buyruk, 2010), inflated psychologi-
cal symptoms for Chinese workers (Lu, 2004), and positive job
outcomes like job satisfaction and organizational commitment (Lu
et al., 2008). However, there is a dearth of research delineating
WFC as given intensive context where the actively studied rela-
tionship in the personnel management research fields was that
among employees' work emotions, attitudes, and behaviors. Thus,
a contingent approach is necessary to address varying needs of the
employees.

Based on literature review, the subject of WFC is highly topical
especially in hospitality industry (Choi & Kim, 2012; Karatepe,
2013). However, the point all the more interesting is that, if WFC
is discussed as the position of high stressful and demanding situ-
ation that is made by firms and/or underlying hotel industry. Leader
role becomes more important tool for decreasing employees'
negative emotions (i.e., relative deprivation) (Bolino & Turnley,
2009).

As encounter WFC, employees are easily frustrated by work and
tend to perceive more discouragements. They will show more ur-
gent needs of assistance from supervisors, which may help them
overcome their difficulties and challenges (Karatepe & Uludag,
2008). Under such situation, supervisors can largely decrease the
employees' unfair feelings if supervisors show more concern for
them. In other words, relative deprivation will be reduced
tremendously if the quality of the LMX relationship between su-
pervisors and subordinates is good.

Interestingly, when individuals with higherequality exchange
relationships are particularly in WFC context, they are more likely
to be given plentiful assignments to work on, receive more super-
visory support, and feel more positive about their jobs. Therefore,
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this study proposes that relative deprivation that subordinates
undergo from their perception of LMX quality might be changed by
the situation of WFC.

Hypothesis 4. The negative relationship between subordinate
perceptions of LMX quality and feelings of relative deprivation is
moderated by the degree of one's WFC.
3. Methodology

3.1. Research framework

The objective of this study is to investigate the relationships
among LMX, relative deprivation, effort behavior, service sabotage
and WFC in staff of Taipei international tourist hotels. The con-
ceptual framework is shown in Fig. 1.

3.2. Sampling

The empirical study was based on survey data of full time em-
ployees in five-star international tourist hotels in Taipei City. As the
capital city, Taipei is one of the well-established headquarters for
business in East Asia. According to the information from the
Tourism Bureau of Taiwan, the majority of five-star international
tourist hotels are situated in this city (Taiwan Tourism Bureau,
2014). Employees and even managers in five-star hotels are al-
ways exposed to highly stressful working environment, which
makes five-star hotels more suitable for the study to examine the
selected constructs (Karatepe, 2013).

Based on the information from the Tourism Bureau of Taiwan,
five-star international tourist hotels were categorized into three
classes: less than 250 employees (approximately 20 percent),
from 251 to 500 employees (approximately 37 percent), and above
500 employees (approximately 43 percent). Following respective
proportion, questionnaires are distributed to each class of hotel
(Dai et al., 2013). Thus, a stratified sampling method was adopted
in the study. Five-star international tourist hotels in Taipei City are
24, which was based on the 2010 information from the Tourism
Bureau of Taiwan. By means of telephone and email, the study
inquired these hotels' willingness for the survey participation. The
hotel employees were asked to participate and they have the right
to agree or not. A total of 600 self-administrated questionnaires
from 14 hotels were distributed in 2012. After discarding unusable
responses, 379 individual surveys ratings were collected (63.1%
response rate). Furthermore, our questionnaires are anonymous.
In order to ensure confidentiality, we asked each respondent to
place his/her completed questionnaire into a sealed envelope to
LMX
Relative 

deprivation

Effort behavior

Work-family 
conflict

Service 
sabotage

H1(-)

H4
H2(-)

H3(+)

Fig. 1. Conceptual framework.
be collected by one of the researchers.
As related research suggests, most explorations on human

resource issues of hospitality staff chiefly select five-star hotels as
study settings (Choi & Kim, 2012; Dai et al., 2013). This study
therefore adhered to the rule. Moreover, the higher the hotel's level
is, the more distinguished the service is expected. No careless
mistake made by employees is tolerated.

In order to minimize the common method variance (CMV)
bias, Podsakoff, MacKenzie, Lee, and Podsakoff (2003) suggested
the following preventive methods: (1) adding reverse items in
the questionnaire, (2) randomly arranging measuring items in
the questionnaire, (3) concealing the purpose of the study, and
(4) concealing the relationship between questions. Thus, the
questionnaire was formulated based on the principles suggested
by Podsakoff et al. (2003), including reverse items, random item
arrangement, anonymity, and concealing the purpose of the
study.

3.3. Measurement

Since the measures of the constructs in this study refer to the
established scales, all items of the constructs were measured on a
7-point Likert scalewith anchors ranging from 1 (strongly disagree)
to 7 (strongly agree).

3.3.1. Leaderemember exchange (LMX)
Following the definition of Dansereau, Graen, and Haga (1975)

and Scandura and Graen (1984), Leaderemember exchange
(LMX) relationship in the study refers to the relationship quality
between subordinates and their direct supervisors in working
environment. Assessment of the dimensions of LMX was based on
LMX 7 scale of Scandura and Graen (1984).

3.3.2. Relative deprivation
Based on the demonstration of Crosby (1976) and Tougas,

Beaton, and Sablonniere (2005), the operational definition of rela-
tive deprivation in the study involves employees' deprived
perception and sense of injustice engendered by the comparison
with their peers. Assessment of the dimensions of relative depri-
vation was based on the scale of Tougas et al. (2005), in which the
items were revised to meet the requirements of the study.

3.3.3. Effort behavior
Based on the demonstrations of Sujan, Barton, and Nirmalya

(1994) and Testa (1999), the operational definition of effort
behavior in the study involves the extent to which employees strive
to provide high quality service for the purpose of satisfying cus-
tomers. Assessment of effort behavior was based on the scale of
Sujan et al. (1994), in which the items were revised to meet the
requirements of the study.

3.3.4. Service sabotage
Based on the demonstration of Harris and Ogbonna (2002), the

operational definition of service sabotage in the study involves
employees' intentional actions that influence negatively the de-
livery of service. Assessment of the dimensions of service sabotage
was based on the scale of Harris and Ogbonna (2002).

3.3.5. Workefamily conflict
Based on the demonstration of Frone, Yardley, and Markel

(1997) and Netemeyer et al. (1996), the study defined WFC as the
disagreement among individuals that occurs when work impedes
domestic affairs; and familyework conflict occurs when time cost
required by family interferes that of work. Assessment of the di-
mensions ofWFC was based on the scale of Netemeyer et al. (1996).
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4. Presentation and discussion of results

4.1. Data and descriptive statistics

The majority of the sample was women, which occupies 62.8%
andwith the total number of 238; while 141 cases weremen, which
occupies 37.2% of the sample. 18.7% of the sample with the age
ranging from18 to 24 years oldwere 71 people. Themajority, which
accounts for 52.8% of the sample and with the total number of 200,
aged from 25 to 34 years old. 19.5% of the sample with the age
ranging from 35 to 44 years old were 74 people. 7.7% of the sample
with the age ranging from 45 to 54 years old were 29 people. The
minority of the sample with the total number of 5 (1.3%), were
above 55 years old. Majority of the sample with the number of 223
(58.6%) was restaurant servers (food and beverage department). 64
(16.9%) of the sample were housekeeping and 93 (24.5%) of the
sample were front office.
4.2. Confirmatory factor analyses

According to Anderson and Gerbing (1988), a two-step pro-
cedure was as the main analysis procedure in this research, the
measurement model should be examined using confirmatory
factor analysis (CFA) to validate the research constructs. This study
conducted a series of CFA to examine the distinctiveness of our
study variables. Before conducting CFA, A fundamental task is
carried out to characterize the location and variability of a data
set. As shown in Table 2, the skewness and kurtosis for each
construct is into acceptable zone. The results fit index of hy-
pothesized 5-factor model including the LMX, relative depriva-
tion, effort behavior and service sabotage and WFC showing
c2 ¼ 2308.68, degree of freedom ¼ 769, c2/df ¼ 3.00;
RMSEA¼ .07 and CFI ¼ .93. These CFA results also provide support
for the distinctiveness of the five variables for subsequent
analyses.
4.3. Convergent validity and discriminant validity

In the research of Hair, Anderson, Tatham, and Black (1998),
construct validity can be measured in different ways. To assess the
validation of index operationalization, items are correlated in each
scale to the whole scale (Nunnally, 1967). According to the outcome
of Pearson's correlation coefficient, this analysis reveals that each
correlation is statistically significant and in the meantime suggests
convergent validity, and with more obvious evidence, all of which
has loadings in excess of .5 and are significantly related to their
underlying factor (t-value > 1.96) on inspection of the average
variances extracted (AVE) (Fornell & Larcker, 1981). Convergent
validity and internal consistence of model are acceptable since the
composite reliabilities (CR) are between .88 and .98, which corre-
late with the value of .6 suggested by Bagozzi and Yi (1988). In
conducting reliability analysis, Cronbach's alpha is also used to
check the internal consistency of estimated items within each
factor's structure. In addition, reliability of the measurement scale
is confirmed as the Cronbach's alpha value for each of our con-
structs exceeds .7.

By comparing the best fitting model with alternative models
that impose stronger trait restrictions, discriminant validity in this
study was analyzed for each trait combination separately. If such a
model fits as well to the data as the unrestricted model,
discriminant validity between the restricted traits cannot be
assumed (Anderson & Gerbing, 1998). For the discriminant validity
to be established as taking any pair of constructs, the average
variance extracted from each construct should be greater than the
square of the correlation coefficient between every paired
construct (Fornell & Larcker, 1981). Besides, the measured in-
dications may be overlapped with other's when the correlation
coefficient existing in certain paired variables is larger than the root
mean squares of AVE (Anderson & Gerbing, 1998).

Based on the results shown in Table 1, these requirements are
met since all construct pairs had an average variance ranging from
.77 to .93. The results almost support the distinction of the con-
structs included in the model (Table 2). Regarding relative
deprivation, as the focal construct, its standard deviation is similar
to that of LMX, effort behavior and service sabotage, except WFC.
The former constructs certainly have enough variation and the
latter e only WFC has small standard deviation. However, the
sample was still categorized as high WFC group and low WFC
group according to the role of WFC mean value. Hence, the
different level of employees' relative deprivation could be re-
flected authentically on this study, which means relative depri-
vation has enough variation across the employees; as shown on
Table 2.
4.4. Hypothesis testing

According to the findings of the study, the results show good-
ness fit (c2 ¼ 2381.280, degree of freedom ¼ 591, c2/df ¼ 4.03,
RMSEA ¼ .09, CFI ¼ .91, NFI ¼ .88). In the hypothetic model, LMX
accounts for 93% of the variation in relative deprivation; Relative
deprivation accounts for 52% of the variation in effort behavior and
56% of the variation in service sabotage.

As shown in Fig. 2, the result indicates that employees'
perception of LMX will negatively influence relative deprivation
g ¼ �.96, t ¼ �26.32, and p < .001. Hence, the H1 is supported. The
result of this study illustrates the perspective in which employees
with low-quality exchange relationships are most likely to experi-
ence strong feelings of relative deprivation which are caused by
their lower-quality LMX status.

The study shows that employees' perception of relative depri-
vation will negatively impact effort behavior (b ¼ �.72, t ¼ �15.60
and p < .001), and positively impact service sabotage (b ¼ .75,
t ¼ 16.69, and p < .001). Hence, the H2 and H3 are supported
(Fig. 1), which indicates the more relative deprivation perceived by
the employees, the lesser the likelihood that they perform effort
behaviors and greater the likelihood that they perform service
sabotage behaviors.

This study uses multiple regression analysis to estimate the
moderating effect of WFC on the relationship between LMX and
relative deprivation, with LMX as independent variable, relative
deprivation as dependent variable, and WFC as moderating var-
iable. Meanwhile, this study adds control variables, such as
gender (man/women), age categories, and employees' unit/work
place into the model. These categorical variables are set as
dummy variable for analysis. Also, a common factor that in-
dividuals are in a given hotel is considered to control theirs
variances.

Moreover, to take the error term across individuals in a given
hotel into consideration, this study conducts a regression with
cluster-adjusted standard-errors to address the correlation of



Table 1
Confirmatory factor analysis.

Code Items SFL SE t-
value

SMC AVE CR

LMX (Cronbach's alpha ¼ .98) .86 .98
X1 When I really need it, I can count on my manager to “bail me out” even at his other own expense. .93 e e .87
X2 My manager understands my problems and needs. .93 .03 34.89 .87
X3 My manager recognizes my potential. .94 .03 35.71 .88
X4 I know where I stand with my manager. .93 .03 34.03 .86
X5 My manager has enough confidence in me that he/she would defend and justify my decisions if I was not present to do so. .93 .03 34.06 .86
X6 My working relationship with my manager is effective. .93 .03 34.03 .85
X7 Regardless of howmuch power my manager has built into his or her position, my manager would be personally inclined to use his/her

power to help me solve problems in my work.
.92 .03 33.35 .85

Relative deprivation (Cronbach's alpha ¼ .96) .82 .97
X8 In comparison with my colleagues, I am more often the target of sarcastic remarks. .92 e e .84
X9 In comparison with my colleagues, I am more often left out of certain activities. .89 .03 28.13 .78
X10 In comparison with my colleagues, I am more often mocked by manager. .92 .03 31.77 .85
X11 In comparison with my colleagues, my abilities are more often questioned. .92 .03 31.08 .84
X12 I am satisfied with my professional situation. (R) .90 .04 29.32 .81
X13 In terms of job assignments, I am treated the same way as my colleagues.(R) .89 .03 28.26 .79
Effort behavior (Cronbach's alpha ¼ .98) .79 .98
X14 I work long hours to achieve my sales objectives. .89 e e .80
X15 I work persistently at selling a customer until he/she decides to buy the product/service. .90 .04 26.16 .81
X16 I work many hours a week. .87 .04 23.98 .75
X17 When selling a challenging customer, I don't give up easily. .86 .04 24.99 .75
X18 I set up a weekly schedule for what I need to do. .89 .04 26.98 .80
X19 I think about strategies I will resort to if I encounter problems in a sales interaction. .90 .04 27.12 .80
X20 I maintain good records about my accounts. .89 .04 26.99 .80
X21 It is a waste of time to plan. (R) .89 .04 26.66 .79
X22 I don't spend too much time on planning when I get to my work. (R) .90 .04 27.66 .81
X23 I am careful to work on the tasks with first priority. .89 .04 26.60 .79
X24 I virtually adopt the same approach with most customers. (R) .90 .04 27.71 .82
X25 It's not difficult for me to adjust my sales presentation to the needs of situation. .90 .03 27.13 .80
X26 I am confident that I can modify my planned presentation if required. .90 .03 27.78 .82
X27 I can easily change to another sales approach when I find that the current one does not work. .88 .04 26.27 .78
X28 I adopt a set sales approach. .89 .03 26.80 .79
Service sabotage (Cronbach's alpha ¼ .88) .82 .97
X29 To “get back” at customers is a common practice in the industry. .94 e e .88
X30 We never boast in front of customers.(R) .93 .04 26.10 .86
X31 We retaliate against rude customers. .91 .03 33.20 .84
X32 We hurry customers whenever we want to. .89 .03 30.64 .80
X33 To make things easier, we ignore company service rules. .90 .03 31.39 .81
X34 Sometimes, we mess things up deliberately when customers do not notice. .92 .03 34.44 .85
X35 Sometimes, we “get at customers” to make the rest people laugh. .92 .03 34.42 .85
X36 Customers are never deliberately ill-treated regarding the product/service. (R) .85 .05 18.77 .73
Workefamily conflict (Cronbach's alpha ¼ .88) .60 .88
X37 The amount of time occupied by my job makes it difficult to fulfill my family responsibilities. .77 e e .59
X38 What I want to do at home is not done because of the demands of my job. .81 .06 16.43 .65
X39 The strain caused by my job makes it difficult to fulfill my family duties. .88 .08 18.11 .77
X40 I need to change my plans for family activities because of work-related duties. .90 .07 18.49 .81
X41 The demands of my work interfere with my home and family life. .40 .17 7.62 .16
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residuals within hotels for these adjustments (see Table 3). The
results in column 1 (e.g., without consideration of cluster-
adjusted standard errors) show the estimated coefficient are
similar with the results in column 2 (with consideration of cluster-
adjusted standard errors). LMX and WFC still have significantly
Table 2
Descriptive statistics and correlations for variables.

Variables M SD Skewed/kurtotic

1. LMX 4.03 1.72 �.14/.31
2. Relative deprivation 4.54 1.47 �.68/�.96
3. Effort behavior 4.31 1.16 �.12/�1.50
4. Service sabotage 3.41 1.51 .21/�1.66
5. Workefamily conflict 4.83 .40 .58/1.91

Note. Root mean squares of AVE are in parentheses along the diagonal. (N ¼ 379). **: p<
negative (b¼�.55, p < .01) and positive (b¼ .53, p < .01) effects on
relative deprivation respectively. In addition, the coefficient esti-
mate of LMXeWFC's interaction effect on relative deprivation is
significant. Such result suggests that the interaction effect be-
tween LMX and WFC is significantly supported to predict relative
1. 2. 3. 4. 5.

(.93)
�.65** (.91)
.36** �.63** (.89)
�.36** .66** �.93** (.91)
-.03 .12* �.14** .14** (.77)

.01.
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Fig. 2. Model of relationships among LMX, relative deprivation, effort behavior, and
service sabotage. Note: ***p < .001.
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Fig. 3. Moderating effect of WFC on the relationship between LMX and relative
deprivation.
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deprivation (b ¼ .24, p < .01) underlying a consideration of re-
sponders within the same hotels (i.e., sharing some common
characteristics).

According to the mean of WFC (4.83), the sample was divided
into highWFC (higher than 4.83) versus lowWFC (lower than 4.83).
Based on a significant interaction effect (b ¼ �.66) in the high-WFC
group, simple main effect analysis reveals significant relationship
between LMX and relative deprivation (F ¼ 193.61, p < .001). Based
on a significant interaction effect (b ¼ �.62) in the low-WFC group,
simplemain effect analysis reveals significant relationship between
LMX and relative deprivation (F ¼ 74.17, p < .001).

As shown in Fig. 3, in a high WFC context, employees' percep-
tions of LMX can effectively reduce their relative deprivation.
Similarly, in a lowWFC context, employees' perceptions of LMX also
can effectively reduce their relative deprivation. Generally
speaking, the relative deprivation of low-WFC group is lower than
that of high-WFC group. Consequently, employees' working rela-
tionship with their supervisors and feelings of relative deprivation
will be different along with the change of their workefamily con-
flict suggesting the moderating effect of WFC. The findings suggest
Table 3
Multiple Regression Analysis of Moderating effect.

Independent
variables

Dependent variable: Relative deprivation

(NOT by consideration of residuals within
hotels)

(By considerat
hotels)

LMX �.55* �.55*
WFC .54* .53*
LMX � WFC .25* .24*
R2 .45 (adj R2 ¼ .44) .45 (adj R2 ¼ n
F F(7, 371) ¼ 43.52* F(7, 13) ¼ 38.2

Consider the s
Gender
(Dummy 1)

�.09 �.09

Age
(Dummy 2)

.15 .15

Section 1 (Dummy 3) .22 .22
Section 2 (Dummy 4) .10 .10

Note: N ¼ 379; all statistical figures are b values; *p < .05.
Gender (Dummy 1): Female as a group and male as a group.
Age (Dummy 2): Older workers, more than 35e44 years old as a group and the rest of e
Section 1 (Dummy 3 [1,0]): Food and beverage department.
Section 2 (Dummy 4 [0,1]): Housekeeping department.
Section 3 (Control group [0,0]): Front office department.
that workefamily conflict has a moderating influence on the rela-
tionship between LMX and relative deprivation. Therefore, H4 is
supported.
4.5. Robust testing

In order to understand the results from different group from the
data set, this study adds robustness check to test the effects of LMX,
WFC, and their interaction on relative deprivation among female,
older or front office employees. As shown in Table 3, the empirical
results from female, older, and food and beverage groups are
similar to previous result of total samples.

Based on Table 3, female, older employees and employees in
food and beverage department tend to experience more WFC and
have more deprived perception. These results underline elabo-
rating employees in sub-group, which highlights further explora-
tion of employees' deprived perception as compared with male
group, young worker, and different section categories
Single data set for each specific group for robustness
checks

ion of residuals within Female Older
workers

Section
1

Section
2

Section
3

�.66* �.65* �.59* �.80* �.72*
.21* .23* .11* .00 .26*
.16* .29* .11* .00 .07

.s.) .46 .49 .35 .62 .59
8*
ome cases in same groups

67.12 35.43 41.39 34.58 44.79

mployees as a group.



Y.-D. Dai et al. / Tourism Management 54 (2016) 369e382376
(housekeeping and front office departments). Finally, if supervisors
or managers treat these employees fairly and create a psychological
field, subordinates might perceive lower relative deprivation
especially under the WFC circumstance.

5. Discussion and conclusion

This study has investigated the moderating effect of WFC on
the relationship between leaderemember exchange and relative
deprivation, and further explored the effect of relative depriva-
tion on employees' effort behavior and service sabotage
respectively.

5.1. Findings and discussion

Based on the results, this study contributes to WFC literature by
extending LMX theory to leadereemployee relationship. This study
finds that workefamily conflict has a moderating influence on the
negative relationship between LMX and relative deprivation. Be-
sides, this work also finds that relative deprivation has negative
effect and positive effect on effort behavior and service sabotage
respectively.

This study makes a number of contributions to LMX, WFC, and
employee psychological literature in several important ways. The
first contribution is that this research demonstrates the value of
integrating leadership theory, LMX theory in particular, with
workefamily literature in order to better understand the influence
of workefamily conflict context and mechanisms for reducing
relative deprivation. Specifically, LMX relationships interacting
with WFC (especially in low WFC context) are linked to decreased
workers' relative deprivation. In other words, with the assistance of
supervisors, employees when face with workefamily conflicts can
strengthen individual role clarity (Gerstner & Day, 1997), balance
the demands of personal roles and thus have relative deprivation
diminished.

The second contribution of this study is the affirmation that
relative deprivation influences employee effort behavior and ser-
vice sabotage. Relative deprivation represents a new application of
social psychology concepts for studying employee psychological
response, which enables us to gain a better understanding of the
internal process. In this regard, the findings in this study make up
the deficiency of that of previous research (Feldman & Turnley,
2004). Also, Harris, Wheeler, and Kacmar (2009) indicate that the
quality of LMX exchanges is positively related to job satisfaction
and performance, and negatively related to turnover intentions.
Our study regarding this part extends their findings by identifying
the impact of LMX on employees' relative deprivation, effort
behavior, and service sabotage. Specifically, relative deprivation
suggests a negative emotion which plays a significant role in em-
ployees' work.

5.2. Management implications

Findings in this study have practical implications for hospi-
tality leaders. The results of the study indicate that when LMX
relationship between employees and supervisors is high, em-
ployees' perception of relative deprivation will be relatively low.
This finding is consistent with the previous theoretical arguments
(Bowler et al., 2010; Ha & Jang, 2009). Hotel leaders are advised to
express more concern and care for employees, showing them the
warmth from organization. Managers can also show shared trust,
respect, fondness, loyalty, reciprocal influence, and a sense of
obligation with their employees, and in the meantime offer more
chances to speak up, adopt more communication channels and
exchange ideas and information as well; in turn, high-quality
communication would benefit employees, work group and orga-
nization. In this way, employees are less likely to perceive relative
deprivation.

When employees' perception of relative deprivation is higher,
their effort behavior will be less and service sabotage will be
higher. The finding is consistent with the arguments of recent
study (Pettigrew et al., 2008). Accordingly, feelings of relative
deprivation, which result from leaders' unfair treatment, will
cause different behavioral responses. In this regard, employees are
advised to recognize the best response for the benefit of them.
After all, any misfortune negative behavior causes may always
befall themselves. It will be more advantageous for employees to
engage in more effort behaviors as motivated by higher relative
deprivation. If the results turn out to be the other way, and
negative behaviors are performed, the quality of service delivery
will be reduced, leading to lower customer return rate. Displeased
employees are likely to be observed giving poor service, which
will be a total disaster in the competitive environment of service
industry. For employees themselves, the worst situation they may
face is being fired.

Leaders in the organization are supposed to treat each
employee equally, not showing any preference (Breukelen,
Schyns, & Le Blanc, 2006). For example, leaders should learn to
be conscious of the fairness aspects regarding the exchange they
give to employees (distributive fairness), regarding the criteria
applied in the exchange (procedural fairness), regarding the way
they treat the employee during the exchange delivery (interac-
tional fairness), and regarding how the exchange information is
explained (informational fairness). Besides, leaders are advised to
provide employees with professional mentoring services to
identify the causes (e.g., low pay, irregular work schedules, or long
work hours) of high levels of relative deprivation. In this way, it
will be less likely for employees to feel deprived, and they will
engage in more effort behaviors that can help raise service effi-
ciency and business.

Finally, previous studies indicate that LMX has been positively
related to various kinds of workplace climate, which is tightly
connected with organizational culture (Choi & Kim, 2012). Less
counterproductive workplace behaviors will be found in em-
ployees when leaders provide sufficient support for work and
family needs by building the work environments that are family
friendly. As demonstrated by the results of the study, both in
high and low WFC context, the high-quality LMX of front-line
employees in hotels can effectively reduce their perceptions of
relative deprivation. Surprisingly, it is in low WFC context rather
than high context that LMX reveals more effects in decreasing
relative deprivation. Hence, this study suggests that, be it in high
or low WFC context, hotel managers are supposed to establish a
working environment that could strengthen the efficiency of
LMX; such as the regular face-to-face communication between
supervisors and subordinates. The feelings of relative deprivation
of front-line employees can be diminished thereby, which is
particularly obvious in low WFC context. Furthermore, the



Y.-D. Dai et al. / Tourism Management 54 (2016) 369e382 377
findings of the study indicate that, as a whole, the deprived
perceptions of hospitality front-line employees appear to be
higher in high WFC context. Therefore, hotel managers should
identify an approach to lessen WFC of front-line workers. The
advice proposed earlier by scholars could be taken into
consideration, namely constructing a supportive workefamily
culture (for example, supervisors are advised to consider the
family needs of subordinates when distributing assignments.
For single parent employees who need to pick up the children,
the company can help them case by case, such as avoiding
requesting them to work overtime.) which is beneficial to an
organizational context that encourages employees to minimize
the interference of work demands on family needs (Major &
Cleveland, 2007). Notably, it was found that family demands
contributed to WFC among the hotel employees (Gamor et al.,
2014). Consequently, to reduce employees' WFC, managers of
international tourist hotels may establish such mechanisms as:
Providing care for employees. For Chinese employees, who are
usually more conservative and tend to keep silent about the
frustration of WFC. Unlike Western employees, they don't
usually have the courage to show their difficulties in front of
their supervisors. Supervisors and psychological counselors
can be arranged to interview employees regularly and help
them overcome difficulties. Because mentors can provide ju-
nior employees with psychosocial support concerning the
management of work-and family-related problems, in this re-
gard, this study suggests that hotels managers should consider
the senior employees as potential mentors who could offer
professional assistance to employees. Performance-oriented
management. Employees in Western societies do not always
clock out by time, but rather by completion; whereas the
companies of Chinese society lay great emphasis on clock in/
out system. Employees can only leave the office by off work
time. As such, for employees to balance work and family, the
company could consider adopting performance oriented re-
sponsibility system in certain department, such as the house
keeping; so that the capable employees who could accomplish
the task in a short time might be off work earlier. Parental
leave for males. Compared with Western companies, the pol-
icies concerning parental leave for males are still immature in
Taiwan. For male employees with newborn babies at home,
the company is advised to provide them with sufficient time
off work to care for their wives and babies. Infant day care
center. Infant day care center in the company is more common
in Western society. Chinese companies seldom provide such
service for the lack of spacious place. Therefore, considering
the needs of employees with newborn babies, the company is
advised to work with nearby qualified infant day care center,
and have their babies cared for in these centers. In this way,
employees could be free from worry and more concentrated
on their work. Family members' visitation. Generally speaking,
Western companies are willing to let employees' family
members visit the employees at work, so as for them to be
more considerate towards the difficulties of employees' work.
Chinese companies are relatively insufficient regarding this
part. The company is advised to arrange family members'
visitation, helping them to have more understandings of the
employees' work. Besides, the company could also make use of
the chance to hold an information meeting, and together with
family members, figuring out the way to reduce employees'
WFC. In this way, the family would realize how the company
values their opinions.
5.3. Limitations and suggestions for further research

Despite several procedural prevention (minimize CMV bias) we
used when designing the survey and collecting data, the results
should be interpreted with caution since the results may contain
spurious relationships among variables by cross-sectional research.
In cross-sectional designs, the same variable was only measured on
one occasion for each participant. To avoid the spurious relation-
ships among variables by cross-sectional research, data would be
advised to collect at different time points. LMX and relative
deprivation perceptions are perceptions that are salient and avail-
able to the respondents in employment settings. Effort behavior,
service sabotage, and relative deprivationwere selected as the LMX
outcomes of this study. However, there are also other outcomes of
LMX, such as job autonomy, creative work involvement, job satis-
faction, and organizational citizenship behaviors. The inclusion of
other relevant LMX in the research model would bring their re-
lationships with relative deprivation and workplace behaviors to
the fore.

Because the majority is female in hospitality industry, future
research could explore the moderating role of gender differences
on the relationship between leaderemember exchange (LMX)
and relative deprivation, and simultaneously examine the impact
of relative deprivation on employees' behavior. Meanwhile, em-
ployees in Asia (like China, Taiwan, or Korea) might hide their
perceptions of relative deprivation, emotion, and/or feelings due
to the cultural context of traditional Chinese ideologies. Further
research is suggested to investigate emotions dimension of
relative deprivation in order to seize employees' affect variance
more.

Owing to the importance of leader role, much related research
has demonstrated a growing interest in the impact of leadership
style on workers' outcomes and performance in hospitality envi-
ronment. Thus, further research could also be focused on leaders'
issue such as transformational leadership style (TFLs) and/or
transactional leadership style (TSLs) to extend the findings of cur-
rent studies.

Finally, according to Hofstede (1991), the distance between
supervisors and subordinates is more likely to be closer for
Western workers than for Eastern workers. Hence, the impact of
LMX quality on psychological outcomes could differ across cul-
tural contexts. Similarly, because of the differences between
Chinese and Western culture, the levels of workefamily conflicts
might be different. Thus, the aim of further research should be
to explore these two issues in a cross-cultural comparative
context.
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Appendix 2. Descriptive statistics for the individual scaled
items.
Code Items N Min Max M SD

LMX
X1 When I really need it, I can count on my manager to “bail me out” even at his other own expense. 379 1 7 3.18 1.79
X2 My manager understands my problems and needs. 379 1 7 3.44 1.66
X3 My manager recognizes my potential. 379 1 7 3.51 1.63
X4 I know where I stand with my manager. 379 1 7 3.56 1.73
X5 My manager has enough confidence in me that he/she would defend and justify my decisions if I was not present to do so. 379 1 7 3.36 1.52
X6 My working relationship with my manager is effective. 379 1 7 3.50 1.66
X7 Regardless of how much power my manager has built into his or her position, my manager would be personally inclined to use his/her

power to help me solve problems in my work.
379 1 7 3.22 1.77

Relative deprivation
X8 In comparison with my colleagues, I am more often the target of sarcastic remarks. 379 1 7 4.43 1.56
X9 In comparison with my colleagues, I am more often left out of certain activities. 379 1 7 4.64 1.55
X10 In comparison with my colleagues, I am more often mocked by manager. 379 1 7 4.53 1.68
X11 In comparison with my colleagues, my abilities are more often questioned. 379 1 7 4.53 1.61
X12 I am satisfied with my professional situation. 379 1 7 4.59 1.65
X13 In terms of job assignments, I am treated the same way as my colleagues. 379 1 7 4.56 1.50
Effort behavior
X14 I work long hours to achieve my sales objectives. 379 2 7 4.58 1.41
X15 I work persistently at selling a customer until he/she decides to buy the product/service. 379 1 7 4.24 1.36
X16 I work many hours a week. 379 2 7 4.40 1.35
X17 When selling a challenging customer, I don’t give up easily. 379 1 7 4.37 1.36
X18 I set up a weekly schedule for what I need to do. 379 2 7 4.52 1.40
X19 I think about strategies I will resort to if I encounter problems in a sales interaction. 379 2 7 4.44 1.44
X20 I maintain good records about my accounts. 379 2 7 4.39 1.40
X21 It is a waste of time to plan. 379 2 7 4.44 1.44
X22 I don’t spend too much time on planning when I get to my work. 379 2 7 4.51 1.37
X23 I am careful to work on the tasks with first priority. 379 2 7 4.38 1.40
X24 I virtually adopt the same approach with most customers. 379 2 7 4.73 1.34
X25 It’s not difficult for me to adjust my sales presentation to the needs of situation. 379 2 7 4.83 1.27
X26 I am confident that I can modify my planned presentation if required. 379 2 7 4.76 1.32
X27 I can easily change to another sales approach when I find that the current one does not work. 379 2 7 4.77 1.29
X28 I adopt a set sales approach. 379 2 7 4.69 1.25
Service sabotage
X29 To “get back” at customers is a common practice in the industry. 379 1 6 3.37 1.62
X30 We never boast in front of customers. 379 1 6 5.06 .61
X31 We retaliate against rude customers. 379 1 6 3.41 1.74
X32 We hurry customers whenever we want to. 379 1 6 3.54 1.52
X33 To make things easier, we ignore company service rules. 379 1 6 3.44 1.55
X34 Sometimes, we mess things up deliberately when customers do not notice. 379 1 6 3.59 1.59
X35 Sometimes, we “get at customers” to make the rest people laugh. 379 1 7 3.41 1.64
X36 Customers are never deliberately ill-treated regarding the product/service. 379 1 7 5.12 .70
Work-family conflict
X37 The amount of time occupied by my job makes it difficult to fulfill my family responsibilities. 379 3 7 4.93 .38
X38 What I want to do at home is not done because of the demands of my job. 379 3 7 4.87 .38
X39 The strain caused by my job makes it difficult to fulfill my family duties. 379 3 7 4.90 .45
X40 I need to change my plans for family activities because of work-related duties. 379 3 7 4.83 .43
X41 The demands of my work interfere with my home and family life. 379 1 7 4.61 .91

Note: N¼ numbers of sample size; Min¼minimum value; Max¼maximum value; M¼mean; SD¼ standard deviation.
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