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ABSTRACT

The current knowledge base lacks evidence about situational- and surface-level personality variables and their
impacts on job embeddedness and proclivity to be absent from work. With this recognition, drawing from the
hierarchical personality model and fit theory as well as job embeddedness theory, our paper explores the influ-
ences of job resourcefulness (JR) and customer orientation (CO) on job embeddedness and propensity to be
absent from work. We tapped time-lagged data gathered from hotel customer-contact employees in the United
Arab Emirates to assess the aforementioned linkages via structural equation modeling. CO is a complete mediator
between JR and job embeddedness, while job embeddedness completely mediates the linkage between CO and
absence intentions. Specifically, hotel employees who can work under a resource-depleted environment are high
on CO and therefore display job embeddedness at elevated levels. In addition, customer-oriented hotel employees
have higher job embeddedness and therefore exhibit lower absence intentions.
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1 Introduction

In today’s market environment where there is strict competition, customer-contact employees (CCEs)
who manage customer requests [1] are supposed to deliver service quality and achieve customer
satisfaction as well as maintain strong relationships with customers [2]. However, they are likely to suffer
from stressors and mental health problems [3]. These stressors and problems directly and negatively
influence employees’ behaviors [4]. In addition, management expects such employees to “do more with
less” in the workplace [5,6]. Under these conditions, management has to hire individuals who can work
effectively under resource constraints, are customer-oriented, and can cope with problems arising at work
[3,6]. It appears that management may retain these employees who display positive outcomes such as
diminished burnout, creativity, job satisfaction, reduced withdrawal cognition, and effective work-related
performance [6—10].

Two of the personality variables considered important in customer-contact positions are job
resourcefulness (JR) and customer orientation (CO) [11]. JR highlights “... the enduring disposition to
garner scarce resources and overcome obstacles in pursuit of job-related goals™ [11]. Workers high on JR
can meet formal performance requirements in a company where resources are scarce [12]. CO refers to
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“...an employee’s tendency or predisposition to meet customer needs in an on-the-job context” [13]. CO is
considered either a personality trait or a behavioral outcome [9,14]. In the present empirical work, it is used
as a personality trait.

Job embeddedness enables managers to retain employees who are resourceful and customer-oriented. To
retain such employees, management should focus on links, fit, and sacrifice, which represent both on-the-job
and off-the-job embeddedness. Fit is related to ““...an employee’s perceived compatibility or comfort with an
organization and with his or her environment”, while links are associated with “...formal or informal
connections between a person and institutions or other people” [15]. Sacrifice describes “...the perceived
cost of material or psychological benefits that may be forfeited by leaving a job” [15].

The ones with high JR and CO may be enmeshed in their jobs because they may find that management
offers an environment where they can improve their skills and knowledge, maintain strong connections with
managers and coworkers, and take advantage of a number of benefits. Such environment should also be
supported by the leadership style such as servant leadership practiced in the organization [16].
Consequently, job embeddedness can mitigate unscheduled or unauthorized absenteeism as well as other
negative outcomes such as intent to quit and voluntary turnover [17,18].

1.1 Purpose

Against the above background, our paper examines the interrelationships of JR, CO, job embeddedness,
and absence intentions. More precisely, our paper tests: (a) the influence of JR on CO; (b) the impact of CO
on job embeddedness; (c) CO as a complete mediator of the influence of JR on job embeddedness; and (d) job
embeddedness as a full mediator between CO and absence intentions.

1.2 Contribution

This study identifies three voids in the relevant literature. First, JR and CO are relevant and significant
personality traits in frontline service jobs. CCEs high on JR can work in an organization where job resources
are scarce [19]. CO mitigates burnout and fosters job satisfaction, service interaction quality, and task
performance [20-23]. Despite this recognition and these findings, empirical research testing JR and CO
simultaneously is still scanty. This is noticeable in the relevant pieces [6—9].

Second, job embeddedness is still a timely and an important topic [24-26]. It enables managers to
acquire and retain talented individuals in their company and enhances employees’ life satisfaction [27—
29]. This is significant because high employee turnover results in substantial costs in the hospitality
industry [30]. Although there are studies about job embeddedness and its consequences, the relevant
literature seems to lack evidence about its potential antecedents [31-34]. To this end, our paper explores
the direct/indirect effects of JR and CO on CCEs’ job embeddedness.

Third, employees may exhibit absence from work. This can be in the form of unauthorized or
unscheduled absence [35]. Such absence threatens employment status [18]. According to Kocakulah et al.
[36], unplanned service worker absence is responsible for a loss of 2.3% of all scheduled labor hours in
the United States. This leads to ample costs in the whole service industry. However, there is still a lack of
research about the factors influencing CCEs’ absence intentions [3,37].

2 Background and Hypotheses

2.1 Studies on Job Resourcefulness and Customer Orientation

There are empirical pieces, which have explored the impacts of JR and CO on employees’ work
outcomes, CO as a mediator, or JR/CO as a moderator. Broadly speaking, Donavan et al.’s [38] study
conducted in the financial and food service industries documented that CO enhanced work outcomes such
as organizational commitment and organizational citizenship behaviors. In a sample of employees who
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had direct contact with patients in a hospital setting, Harris et al. [5] reported that openness to experience and
conscientiousness were significant predictors of JR. Yagil et al. [39] found that CO strengthened the negative
linkage between core self-evaluations and negative customer behaviors among different service providers
(e.g., bank tellers, food serves, salespeople) in Israel. In another study, it was shown that role clarity
fostered CCEs’ CO, while role conflict diminished their CO [40].

Using a sample of hotel employees in Northern Cyprus, Yavas et al. [41] found that JR heightened
quitting intentions, while CO activated organizational commitment and job satisfaction and alleviated
quitting intentions. A study of hotel employees in Iran disclosed that CO completely mediated the effect
of JR on in-role performance [12]. Karatepe et al. [42] found that work engagement completely mediated
the impacts of both JR and CO on outcomes such as job satisfaction and quitting intentions among bank
employees in Northern Cyprus. A study of bank employees in New Zealand denoted that person-job fit
partly mediated the influence of CO on job performance and quitting intentions [43]. The same study
further indicated that CO strengthened the positive association between training and person-job fit, while
the negative effect of service technology on person-job fit was weaker at higher levels of CO.

Chen [7] reported that work engagement partly mediated the influence of JR on hotel employees’
individual and collaborative job crafting in China. Semedo et al.’s [44] study indicated that both JR and
affective commitment partly mediated the association between authentic leadership and creativity. A study
illustrated that both supervisor support and person-job fit fostered bank employees’ JR [45]. Hughes et al.
[46] showed that the effect of brand extra-role behavior on sales performance was weakened by CO.
Recently, Harris et al. [6] indicated that JR reduced burnout among restaurant employees, while it
boosted job performance among restaurant and bank employees.

Kim et al. [47] reported that CO mediated the impact of customer-employee exchange on restaurant
employees’ task and contextual performances. Anosike et al. [48] highlighted that internal service quality,
empowerment, and job satisfaction predicted bank employees’ CO. The findings associated with a study
carried out in South Korea highlighted that CO partly mediated the linkage between emotional exhaustion
and service recovery performance [49]. A study of hospitality employees in Portugal documented that
affective organizational commitment completely mediated the linkage between authentic leadership and
CO [50]. Another study illustrated that the positive impact of service workers” CO on deep acting was
mediated by perspective taking and emotional sensitivity [51]. In addition, Wu et al.’s [52] research
documented that surface and deep acting as well as genuine emotions partly mediated the linkage
between CO and burnout among hotel employees in China. Anaza et al. [53] found that service workers’
CO linked both employee and customer identification to work engagement.

The aforementioned empirical investigations have illustrated that job resourceful employees can work
under resource constraints, are work-engaged, and are susceptible to lower burnout [6,7,42]. Such
employees are also high on creativity [44]. Surprisingly, the findings of an empirical study have denoted
a positive linkage between JR and withdrawal cognition [41]. Lack of sufficient job resources might be
responsible for such a result. Studies have revealed that customer-oriented employees are work-engaged
[7,42] and exhibit desirable outcomes (e.g., job satisfaction and reduced proclivity to quit). These
employees have also been shown as effective task and service recovery performers [43,49]. Studies
conducted in different settings have enhanced current knowledge about situational- and surface-level
personality variables. However, it seems that no empirical study has examined the interrelationships of
JR, CO, job embeddedness, and absence intentions so far. Based on this, the present study proposes a
conceptual model (Fig. 1), which aims to fill in this void. Specifically, the conceptual model that
includes the hypotheses is shown in Fig. 1. As the model proposes, JR fosters CO, which in turn gives
rise to job embededdness at elevated levels. The model further contends that job embeddedness acts as
a complete mediator between CO and proclivity to be absent from work. Female employees are more
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relationship-oriented than male employees and value social interactions at elevated levels when compared
with male employees [21]. Therefore, gender is treated as a control variable to ascertain whether it acts as a
confounding variable.

Time 1

Job Control variable
resourwfuly < Gender

H1(+)

Time 1

Customer
orientation

H3

Time 2

Job
embeddedness

H5

Time 3

Absence
intentions

Figure 1: Conceptual model

2.2 Hypotheses

The hierarchical personality model contends that personality traits can be organized on the basis of the
level of abstraction of traits [11]. JR is a situational-level trait and influenced by elemental (e.g., openness)
and compound (e.g., competitiveness) traits, which in turn engender CO, a surface-level personality trait
[11]. It appears that CCEs high on JR can work under resource constraints and can still be customer-
oriented. Job resourceful employees possess “...an innate problem-solving disposition” [19, p. 339] and
carry out their tasks in a resource-depleted environment by displaying elevated levels of CO [12].

Few empirical pieces have gauged the relationship between JR and CO so far. Specifically, Karatepe
et al.’s [12] study documented that JR exerted a strong positive influence on CO among hotel employees
in Iran. Karatepe et al. [42] also reported a similar finding among bank employees in Northern Cyprus.
Harris et al.’s [5] study showed a strong positive linkage between the two constructs in a sample of retail
bank employees. In an earlier study, JR was found to increase CO [11]. In light of the hierarchical
personality model and the evidence given above, it is postulated that:

Hypothesis 1: CCEs’ perceptions of JR have a positive influence on their CO.

According to fit theory, the person and the situation combine to affect the behavior [38]. The demands-
abilities fit and needs-supplies fit represent person-job fit [54]. The demands-abilities fit occurs when
employees’ knowledge, skills, and abilities match with the requirements of the job [54]. The needs-
supplies fit takes place when employees’ needs and preferences are commensurate with the job they are
expected to carry out [54]. The person-organization fit highlights the compatibility between the employee
and the organization (e.g., organizational culture, values). In addition, the person-group fit is associated
with the interpersonal compatibility between the employee and his or her group, while the person-
supervisor fit is related to the supervisor-subordinate value congruence, supervisor-subordinate personality
similarity, and supervisor-subordinate value congruence [54].

In light of fit theory, it is argued that management is in need of employees who can work in customer-
contact positions by displaying genuine emotions, enjoying serving customers, taking a problem-solving
approach, and responding to customer requests promptly [38]. When the skills, abilities, and preferences
of employees high on CO are commensurate with these requirements, they are likely to be enmeshed in
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their jobs. When these employees’ values and career expectations match with what their company offers,
they are likely to exhibit higher job embeddedness. Customer-oriented employees work with others
effectively when there is an interpersonal compatibility between them and their coworkers. Under these
circumstances, management can retain such employees. They can also work under the supervision of a
manager productively when there are supervisor-subordinate value congruence, supervisor-subordinate
personality similarity, and supervisor-subordinate value congruence. Consequently, they display elevated
levels of job embeddedness.

The discussion given above leads to the conclusion that CO fosters job embeddedness. Accordingly, it is
advanced that:

Hypothesis 2: CCEs’ perceptions of CO have a positive influence on their job embeddedness.

The previously mentioned hypotheses refer to the association between JR and job embeddedness, as
mediated by CO. CCEs who are able to carry out their tasks effectively and manage customer problems
despite the absence of or limited various high-performance work systems (e.g., empowerment, teamwork)
are both job resourceful and customer-oriented [12]. As a result, such employees are embedded in their jobs.

JR, combined with CO, makes CCEs become embedded in their jobs. Although limited, several studies
focused on CO as a mediator. For instance, Karatepe et al. [12] highlighted that JR positively influenced role-
prescribed customer service only via CO. In Licata et al.’s [11] study, CO was found to completely or partly
mediated the influence of JR on self-rated and/or supervisor-rated performance. Harris et al.’s [5] research
documented that JR influenced job satisfaction and propensity to quit only through CO. However, it
seems that the relevant literature is devoid of evidence pertaining to the JR — CO — job embeddedness
relationship among CCEs. Accordingly, it is postulated that:

Hypothesis 3: CO completely mediates the influence of JR on job embeddedness.

Job embeddedness theory suggests that employees are enmeshed in their jobs when they possess good
connections with supervisors and coworkers within the company. They are embedded in their jobs since their
values and career expectations fit with what the organization offers. These employees also display job
embeddedness because they know they have a lot to lose as a result of quitting [15,55]. It seems that
leading service companies (e.g., Four Seasons Hotels and Marriott International) are able to retain their
talented employees by creating an environment where individuals develop and possess good connections
with others, and whether their values and career expectations are met [56].

It can be concluded that job embeddedness is a potential antidote to CCEs’ absence intentions [18].
However, little is known about the influence of job embeddedness on absence intentions among service
workers. This is also underscored in a recent study that not much is known about the negative job
outcomes of job embeddedness [26]. Therefore, it is advanced that:

Hypothesis 4. CCEs’ perceptions of job embeddedness have a negative influence on their absence
intentions.

CCE:s are the ones who can work productively by delivering quality services to customers, dealing with
service failure severity, and managing customer expectations. Customer-oriented employees are more
predisposed to responding to the needs of customers. They possess higher predisposition to enjoy serving
the customers and meeting their needs [57,58]. As stated by Babakus et al. [21], “These behaviors are
expected to emanate from the crystallization of deeper personality traits at the surface as high levels of
customer orientation and become automatic response tendencies” (p. 483). Employees high on CO are
unlikely to display frequent unscheduled or unauthorized absence from work because they enjoy working
in frontline service jobs and remain with the organization as a result of job embeddedness.

In short, CO is a critical personality trait in customer-contact positions and employees high on CO can
make significant contributions to the entire organization in terms of retention of satisfied customers [21]. In
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addition, they remain with their company and display lower propensity to be absent from work when they
find that the person-job fit, person-organization fit, person-group fit, and person-supervisor fit are
accomplished. Based on the above discussion, it is postulated that:

Hypothesis 5: Job embeddedness completely mediates the effect of CO on absence intentions.

3 Method

3.1 Participants and Procedure

The hypotheses were assessed with data obtained from hotel CCEs in Dubai in the United Arab
Emirates. The purposive sampling technique was applied through three criteria. First, CCEs do emotional
labor and have a crucial role in the provision of service quality. This is highlighted in recent studies
[9,59]. Therefore, these employees, due to their boundary-spanning roles, were included in the sample.
Second, we selected full-time CCEs. Third, the sample of this study consisted of Arab CCEs.

Data were gathered via a senior researcher in a marketing research firm. Permission for data collection
was obtained from 10 hotels. Respondents were assured of anonymity and confidentiality. The researcher
received strong support from management of hotels. Participation in this study was voluntary. These
practices helped the researcher to reduce common method variance [60]. Moreover, data were obtained
from CCEs in three waves (i.e., two weeks apart at each wave) to minimize such risk [60]. The
researcher matched the questionnaires through identification codes.

3.2 Instrumentation

The three types of surveys were prepared in English. This was followed by translating them into Arabic
through the back-translation technique. All types of the surveys used in this study were pretested with three
different samples of five CCEs. As a result of these studies, no amendments were made in the questionnaires.

3.2.1 Job Resourcefulness

Four items were tapped to gauge JR [5]. Sample items are “When it comes to completing tasks at my job
I am very clever and enterprising” and “I am able to make things happen in the face of scarcity at my job”.
The participants tapped a 5-point scale (“1 = strongly disagree” to ““5 = strongly agree”). Coefficient alpha (o)
for JR was 0.82.

3.2.2 Customer Orientation

Four items from Licata et al. [11] were deployed to assess CO. Example items are “I try to help
customers achieve their goals” and “I try to get customers to discuss their needs with me”. The
participants utilized a 5-point scale (“1 = strongly disagree” to “5 = strongly agree”). a for CO was 0.88.

3.2.3 Job Embeddedness

Seven items were used to assess job embeddedness. These items came from Crossley et al. [17].
Example items are “I feel attached to this hotel” and “It would be difficult for me to leave this hotel”. All
items were rated on a 5-point scale (“1 = strongly disagree” to “5 = strongly agree”). o for job
embeddedness was 0.90.

3.2.4 Absence Intentions

The measure of absence intentions was adopted from Baba et al. [61] and had three items. Sample items
are “How important do you think never missing a day’s work is?”” and “How important is having a good
attendance record to you?” These items were assessed via a 7-point scale (“1 = not at all important” and
“7 = extremely important”). o for job embeddedness was 0.89.

4 Results

4.1 Respondents and Their Profile
Two hundred and ten CCEs were invited to complete the surveys (Time 1). All CCEs responded to the
items in the survey at Time 1. The same employees were requested to complete the surveys at Time 2. Two
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hundred and nine surveys were received. In the third wave of this study (Time 3), 209 CCEs were asked to
complete the surveys. One hundred and ninety-five surveys were obtained, providing a response rate of
92.9%. The previously mentioned practices during data collection helped the researcher to achieve such a
response rate. Similar response rates are also accomplished and reported in other empirical pieces [62].
Table 1 presents respondents’ profile.

Table 1: Respondents’ profile (n = 195)

# %
Age
18-27 74 38.0
28-37 96 49.2
3847 17 8.7
48-57 8 4.1
Total 195 100.0
Gender
Male 132 67.7
Female 63 323
Total 195 100.0
Education
Two-year college degree 77 39.5
Four-year college degree 110 56.4
Graduate degree 8 4.1
Total 195 100.0
Organizational tenure
Less than 1 year 69 354
1-5 115 59.0
6-10 10 5.1
11-15 1 0.5
Total 195 100.0

4.2 The Measurement Model

The overall measurement quality was tested through confirmatory factor analysis in LISREL 8.30 [63].
Specifically, the fit statistics emanating from confirmatory factor analysis was satisfactory: y* = 282.16,
df = 127, ¥*/df = 2.22; “Comparative Fit Index” (CFI) = 0.94; “Parsimony Normed Fit Index”
(PNFI) = 0.74; “Root Mean Square Error of Approximation” (RMSEA) = 0.079; “Standardized Root
Mean Square Residual” (SRMR) = 0.062. Sixteen out of 18 loadings were > than 0.70. The average
variance extracted (AVE) by JR, CO, job embeddedness, and absence intentions was 0.54, 0.64, 0.57, and
0.66, respectively. Each AVE was > than 0.50. The results reported above supported convergent validity [64].

The AVE for each latent construct was larger than the respective squared correlation between constructs.
However, this was not the case for the JR and CO measures. Therefore, discriminant validity of these
measures was reassessed. A two-factor model (x> = 58.52, df = 19) was compared with a single-factor
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model (x> = 115.97, df = 20) via the Ay” test. The result was significant (Ay*> = 57.45, df = 1, p < 0.05).
Consequently, discriminant validity was corroborated [64,65]. In addition, the composite reliability for
JR, CO, job embeddedness, and absence intentions was 0.82, 0.88, 0.90, and 0.85, respectively. All the
measures (>0.60) were reliable [2]. Table 2 provides descriptive statistics and correlations of observed
variables.

Table 2: Summary statistics and correlations of observed variables

Variables Means  SD 1 2 3 4 5
1. Gender 0.32 047 -

2. Job resourcefulness 4.04 0.61 0.020 -

3. Customer orientation  4.26 0.65 —0.049 0.686** -

4. Job embededdness 3.55 0.85 0.035 0.263** 0.303**

5. Absence intentions 2.59 1.30 —0.217**  -0.256**  —0.271**  —0.643%*

Notes: SD: Standard deviation. Two-tailed test. **p < 0.01. Gender was coded as a dichotomous variable (0 = male and 1 = female).

4.3 Structural Model Testing

The associations among the study constructs were tested with structural equation modeling (Fig. 2).
Before moving to this stage, the hypothesized model (y* = 305.99, df = 144) was compared with the
partially mediated model (> = 301.46, df = 141). The finding was not significant (Ay* = 4.53, df =3, p >
0.05). The completely mediated model fit the data well (y* = 305.99, df = 144; y*/df = 2.13; CFI = 0.93;
PNFI = 0.74; RMSEA = 0.076; SRMR = 0.066).

Gender — Absence intentions (y,;) =-0.25, t = -4.38

Time 1

Job
resourcefulness

R2=0.01

Hypothesis 1 B,;=0.81,t=8.23

v Hypothesis 2 f3,=0.33,t=4.12 Hypothesis 4 B43=-0.73,t=-7.79

Time 3

Absence
intentions

R2=0.61

Time 2

Job
embeddedness

R>=0.11

Time 1

Customer
orientation

R?2=0.67

Hypothesis 3 Customer orientation as a full mediator Hypothesis 5 Job embeddedness as a full mediator
z-value = 3.68 z-value = -3.68

Figure 2: Structural model test results
Note: The skewness value for job resourcefulness, customer orientation, job embeddedness, and absence intentions was —0.169,
—0.852, —0.378, and 0.960, respectively. Therefore, there was no evidence of non-normality of data [2].

Hypothesis 1 predicts that JR portrays a positive association with CO. The data supported hypothesis
1 since JR portrayed a strong positive linkage with CO (B,; = 0.81, t = 8.23). Hypothesis 2 predicts that
CO has a positive impact on job embeddedness. Hypothesis 2 was supported since CO positively
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influenced job embeddedness (B3, = 0.33 t = 4.12). Hypothesis 3 suggests that CO completely mediates the
influence of JR on job embeddedness. The Sobel test finding revealed that CO was a complete mediator
between JR and job embeddedness (z = 3.68). Therefore, hypothesis 3 was supported.

Hypothesis 4 suggests that job embeddedness is negatively associated with absence intentions. The data
supported hypothesis 4 since job embeddedness exerted a strong negative influence on proclivity to be absent
from work (B43 = —0.73 t = —7.79). Hypothesis 5 proposes that job embeddedness completely mediates the
linkage between CO and absence intentions. The Sobel test finding revealed that the indirect effect of CO on
absence intentions via job embeddedness was negative (z = —3.68). Hence, hypothesis 5 was supported.

The findings showed that gender was negatively linked to absence intentions (y4; = —0.25, t = —4.38).
Accordingly, female employees displayed lower intentions to be absent from work. The findings accounted
for 1% of the variance in JR, 67% in CO, 11% in job embeddedness, and 61% in absence intentions. The
findings pertaining to the significance of the direct and indirect effects did not change with or without gender.

5 Discussion

5.1 General Findings

This study investigated CO as a complete mediator between JR and job embeddedness and job
embeddedness as a complete mediator of the effect of CO on absence intentions. The theoretical linkages
proposed above were assessed using data gathered from hotel CCEs in Dubai in the United Arab
Emirates. All hypotheses were supported. Key findings are discussed below.

Path estimates suggest that JR is a significant personality trait activating employees’ CO. In accordance
with the hierarchical personality model, JR is impacted by elemental and compound traits, which in turn
boost CO. The finding regarding the strong positive effect of JR on CO supports the proposition that
CCEs high on JR can perform their jobs successfully in a resource-depleted setting by being highly
customer-oriented [5,12].

The findings delineated in this study suggest that CO boosts employees’ job embeddedness. Customer-
oriented employees are high on job embeddedness because they see that their skills, knowledge, and abilities
are commensurate with what is expected from the job. This is also true for these employees’ needs and
preferences which are in accordance with the job they perform. They have higher job embeddedness due
to the compatibility between them and the organization (e.g., organizational culture). They are also
embedded in their jobs when there is interpersonal compatibility between them and their coworkers and
when there are supervisor-subordinate value and goal congruence and supervisor-subordinate personality
similarity.

The findings point to CO as a mediator of the impact of JR on job embeddedness. That is, employees
who are capable of carrying out their routine and nonroutine tasks are customer-oriented and therefore stay in
the organization. Not surprisingly, employees high on JR can work in a company where there are problems
arising from plenty of challenging service encounters. Employees high on CO can also meet customers’
expectations by displaying genuine emotions despite the difficulties inherent in customer-contact positions.

Job embeddedness is an antidote to absence intentions. Consistent with Lee et al.’s [18] work, path
estimates suggest that CCEs are less likely to have intent to be absent from work. In accordance with job
embeddedness theory, employees stay in the organization due to the presence of fit and links. They stay
in the organization when they see that leaving the organization will cost a lot to them. The findings
further suggest that job embeddedness is a complete mediator between CO and proclivity to be absent
from work. Broadly speaking, employees with high CO exhibit job embeddedness at elevated levels,
which in turn engender reduced intentions to be absent from work.
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5.2 Theoretical Implications

One of the strengths of the present study is related to the investigation of JR and CO simultaneously in
customer-contact positions. This is significant because evidence about the antecedents and outcomes of these
two critical personality traits in the current literature is still scarce. This void is observed in various writings
[6,7,9]. The other strength of this study refers to the examination of the left side of job embeddedness. There
is much evidence about the outcomes of job embeddedness. However, empirical research about the factors
affecting job embeddedness is still scanty [33,34]. Therefore, this study adds to the existing knowledge base
by gauging the impacts of JR and CO on job embeddedness. The last strength of this study refers to the
investigation of CCEs’ absence intentions. Despite the acknowledgment that absenteeism leads to
substantial costs for the organization [2,36], evidence concerning the influences of CO and job
embeddedness on absence intentions is hard to find.

5.3 Implications for Practice

The current study delineates three recommendations for managerial action. First, hiring the right
individuals requires selective staffing practices. The ones who do not fit with the requirements of the job
are not customer-oriented and are unlikely to work in an environment which is not resourceful. If such
individuals are hired and are expected to work under the mandate of ‘do more with less’, they erode
service delivery process and hinder effective service recovery [5]. Therefore, managers and peers should
be involved in the hiring process and have a voice in the decision process. This practice enables them to
have an understanding of the candidates’ intellectual background and observe their interaction style and
demeanor. This is important because such managers and peers will work with the ones to be hired for the
vacant posts [56]. As a result, they can hire the ones high on JR and CO [66]. Though selective staffing
may be used in some of the international chain hotels as well as other successful service companies, its
effective implementation is still in its infancy stage.

Second, management should take advantage of job embeddedness to retain the current talented
individuals. Consistent with the internal marketing perspective, management has to take care of
employees who are expected to take care of customers. Offering a resourceful environment to such
employees is a potential solution. This solution can consist of relevant and significant high-performance
work systems such as training [67]. CCEs who find that management invests in their well-being via
human resource practices will be embedded in their jobs.

Third, management can organize workshops to demonstrate that absenteeism is a significant problem,
leading to substantial costs for the organization. To reduce absenteecism or absence intentions,
management can gather feedback from CCEs in these workshops about how to mitigate it. If management
finds that CCEs experience problems in terms of person-supervisor fit and/or person-group fit, it should
arrange training programs that highlight the improvement of the interpersonal compatibility between
employees and their coworkers and the supervisor-subordinate value and goal congruence.

5.4 Methodological Concerns and Directions for Future Research

It is acknowledged that this empirical investigation conducted with hotel employees has several
limitations that draw attention to suggestions for future research. First, this study centered on JR and CO
influencing job embeddedness and absence intentions. This is due to the dearth of research about these
personality variables in the relevant literature [7,8]. In future research, testing the antecedents of both JR
and CO among CCEs would expand the current understanding.

Second, job embeddedness is a relatively emerging variable and there is limited research about its
antecedents [33]. In addition to JR and CO, investigating the effects of the relevant and significant high-
performance work systems as well as work and nonwork social support on job embeddedness would pay
dividends. Third, future research may consider psychological contract breach as a moderator. Specifically,
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future research may examine psychological contract breach as a moderator of the influence of job
embeddedness on employees’ proclivity to be absent. Lastly, conducting a cross-national study that would
lead to test of the linkages proposed in this model would add to current knowledge.
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