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<E 1> FYZT 4 9 MzlY
LikE Cronbach’s a A 73
st 44 0.778
M 54 =H4 43 0.887 Jolson and Comer(1997)
wEEgk A2 0.938
S bl e A a7 0.957 Maslach and Jackson(1981)
7o L LT —
wd Ha 0.935 Raman, Chattopadhyay, and Hoyer(1995)
4 0.955
2 - 0.942
3|AG A 0.887
A HEE =%l 0.733 Comer et al.(1989); Lagace et al.(1993)
=9 0.780
=5 0.840
a7y 0.887
A E Ak Q1A 549 f QB X (Factor Analysis)S A3 23}
F35 & G 2 1EA (Exploratory B <F 2>9 2ok 99 A "7 A

Factor Analysis)S AA|st9 o, Z+zhe] (Orthogonal Rotation) 2.2 ¥ g] ™ A~ (Vari-

|
a9y A4 #A ®g ] vkl dis max)'$H-e AR em 1 Ay 3749
o Hy} AFAAE AFHBEUTE ARt fqlow RHREHIL 8AJ12> 7 A
o] /A EAol w2 g #AA wHg, A Al ‘mpEest A4 a9l E #HE AFH
4 9] Abo], A e W wE A ek A, eRlle F 84AE KT
A W ApolEs dolry] 9t t HA 7HAAL Qe EEA AR R WHYHAS
= AAstlon, mpxEto g A ¢ whEo] ], o]#3 291E5L 685%2 AWES o}
THA el dist MFEe oA dTFY Eiar 9tk o] AR Al SA B2
S AHRY] Y3t 4# FA(Correlation) #+= Jolson and Comer(1997) 5 F=
5 WA AR 5 F5 g digh 3 B2B A4 9] 94 AHES IRl S o
HrEe d3dFgS ofsty] flste b3 e w AFEEE AAATEY RS 54

A (Multiple Regression Analysis) ¥ 73 WHo 2= B AT o] B2C 4HY
284

B =
T

(Path Analysis)& 14151tk o #E BAAE A EHS olsshe
5

V. 2M A1}
2 Bla|xte| ZtY = d
1. BE|xte| JHolM E4

N 01, DIR|XtO| ZHY S H{Zeo| L

dE Al Ao A EAS BA37] 9§ Al A AR WHeEE A A

RS | -



S5 HEXIL] JHRIE E%(Personal Traits)t 2 B BTt IFEHPEETO| OjX|= FP0f| &P #7103
<E 2> 2|t Mol =X
& m J‘?L_OJ I %OLH QR W
c mseek A4 | s 44 | 594 44
17. Is warm 0.873 0.036 0.114 0.777
15. Is compassionate 0.853 0.077 0.298 0.823
16. Is eager to soothe hurt feelings 0.835 0.032 0.051 0.701
12. Is sympathetic 0.827 -0.026 0.229 0.738
13. Is sensitive to the needs of others 0.821 0.098 0.282 0.763
14. Is understanding 0.796 0.035 0.379 0.778
20. Is gentle 0.728 0.062 0.372 0.672
11. Is affectionate 0.727 0.110 0.169 0.569
18. Is emotional 0.704 0.134 -0.232 0.584
19. Loves people 0.682 0.286 0.161 0573
5. Is forceful -0.008 0.848 0.033 0.720
8. Is dominant 0.105 0.823 0.126 0.704
10. Is aggressive -0.001 0.821 0.099 0.684
3. Is assertive 0.136 0.776 0.238 0.677
4. Has strong personality 0.139 0.762 0.364 0.732
6. Has leadership ability 0.237 0.549 0.475 0.582
2. Is independent 0.169 0.189 0.745 0.620
1. Defends own beliefs 0.288 0.249 0.697 0.631
9. Is willing to take a stand on issues 0.264 0.356 0.697 0.682
A 8.254 3.544 1.213
2 A A (%) 34.4% 20.7% 13.7%
A (%) 34.1% 54.8% 63.5%
Cronbach’s a 0.938 0.890 0.778
M(SD) 5.64(0.96) 5.21(1.02) 4.55(0.61)
<#E 3> ZE[Afel 4N kA
W M(SD)
74 AA 3.21(1.66)/74
714 pa W R -
N 74 de 3.95(1.14)/7%
WY B Wbrol RAsgon, 1 A3 wEAe 44 wd WEE AQH 54
= <E 3ol 29l itk #g 27e o el Aolg BAF Aus <k 4>9
At 321802 F3 gl 4 w2 vk A derh wsd Al e A
Froloemn, Y das A 3HBFoE olE BRolom wmIzgh AJAo] okg Hhol
T gholl -8 FES e et HaEo A4 287 =& Aew
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Appendix (FE): Measurement Iltems (58 &=)

1. Instrumental and expressive personality traits of salespersons(20 items)

1.Please rate the frequency of which you Neve Always or
perceive the following statements: almost never true almost always true
I defend my own beliefs. 1 2 3 4 5 6 7
I am independent. 1 2 3 4 5 6 7
I am assertive. 1 2 3 4 5 6 7
I have a strong  personality. 1 2 3 4 5 6 7
I am forceful. 1 2 3 4 5 6 7
I have leadership ability. 1 2 3 4 5 6 7
I am willing to take risks. 1 2 3 4 5 6 7
I am dominant. 1 2 3 4 5 6 7
I am willing to take a stand on issues. 1 2 3 4 5 6 7
I am aggressive. 1 2 3 4 5 6 7
I am affectionate. 1 2 3 4 5 6 7
I am sympathetic. 1 2 3 4 5 6 7
I am sensitive to the needs of others. 1 2 3 4 5 6 7
I am understanding. 1 2 3 4 5 6 7
I am compassionate. 1 2 3 4 5 6 7
I am eager to soothe hurt feelings. 1 2 3 4 5 6 7
I am warm. 1 2 3 4 5 6 7
I am emotional. 1 2 3 4 5 6 7
I enjoy developing relationships. 1 2 3 4 5 6 7
I am kind. 1 2 3 4 5 6 7
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2. Need for emotion (12 items)

2.Please answer the following questions from: S‘Frongly Strongly
Disagree Agree

I try to anticipate and avoid situations where 1 2 4 5 6 7

there is a likely chance of my getting

emotionally involved.

Experiencing strong emotions is not something 1|1 2 4 5 6 7

enjoy very much.

I would rather be in a situation where I 1 2 4 5 6 7

experience little emotion than one which is sure

to get me emotionally involved.

I don’t look forward to being in situations that 1 2 4 2 6 7

others have found to be emotional.

I look forward to situations that I know are less| 1 2 4 5 6 7

emotionally involving.

I like to be unemotional in emotional situations 1 2 4 5 6 7

I find little satisfaction in experiencing strong 1 2 4 5 6 7

emotions.

I prefer to keep my feelings under check. 1 2 4 2 6 7

I feel relief rather than fulfilled after 1 2 4 5 6 7

experiencing A situation that was very

emotional.

I prefer to ignore the emotional aspects of 1 2 4 2 6 7

situations rather than getting involved in them.

More often than not, making decisions based on 1 2 4 o 6 7

Emotions just leads to more errors.

I don’t like to have the responsibility of 1 2 4 5 6 7

handling A situation that is emotional in nature.

18. Emotional exhaustion (9 items)

18. Please answer the following questions from: SFrongly Strongly
Disagree Agree

I feel emotionally drained from my work. 1 2 4 5 6 7
1 2 4 5 6 7

I feel used up at the end of the workday.
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I feel fatigued when I get up in the morning 1 2 7
and have to face another day on the job.
Working with people all day is really a strain 1 2 7
for me.
1 2 7
I feel burned out from my work.
I feel frustrated by my job. 1 2 7
, . . 1 2 7
I feel I'm working too hard on my job.
Working with people directly puts too much 1 2 7
stress on me.
. , 1 2 7
I feel like I'm at the end of my rope.
3. Satisfaction with management (4 items)
3. Please answer the following questions from: SFrongly Strongly
Disagree Agree
Management is progressive. 1 2 7
.. 1 2 7
Top management really knows its job.
. - 1 2 7
This company operates efficiently and smoothly.
Sales persons In company receive good support | 1 2 7
from the home office.
6. Satisfaction with co-workers (4 items)
6. Please answer the following questions from: St_:rongly Strongly
Disagree Agree
. 1 2 7
My fellow workers are  selfish.
1 2 7
My fellow workers are pleasant.
. . 1 2 7
The people I work with are very friendly.
The people I work with help each other out when | 1 2 7

someone falls behind or gets in a tight spot.
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7. Satisfaction with supervisor (4 items)

7. Please answer the following questions from: S‘Frongly Strongly
Disagree Agree

My supervisor really tries to get our ideas 1 2 3 4 5 6 7

about things.

My supervisor has always been fair in dealings | 1 2 3 4 5 6 7

with me.

My supervisor gives us credit and 1 2 3 4 5 6 7

praise for work well done.

My supervisor lives up to his/her promises. 1 2 3 4 o 6 7

15. Overall job satisfaction (4 items)

Strongly Strongly

15. Please answer the following questions from: |..
Disagree Agree

My work gives a sense of accomplishment. 1 2 3 4 5 6 7

My job is exciting.

My work is satisfying.

I'm really doing something worthwhile in my 1 2 3 4 5 6 7
job.

19. Satisfaction with customers (4 items)

Strongly Strongly

19. Please answer the following questions from: Disagree Agroe

My customers live up to their promises. 1 2 3 4 5 6 !

My customers are trustworthy.

My customers are loyal.

My customers are understanding.
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24. Satisfaction with promotion (4 items)

24. Satisfaction with pay (4 items)

24. Please answer the following questions from:

Strongly
Agree

The company has an unfair promotion policy.

My opportunities for advancement are limited.

There are plenty of good jobs here for those
who want to get ahead.

I have a good chance for promotion.

My pay is low in comparison with what others
get for similar work in other companies.

In my opinion the pay here is lower than in
other companies.

I'm paid fairly compared with other employees
in this company.

My income is adequate for normal expenses.

Strongly
Disagree
1 2
1 2
1 2
1 2
1 2
1 2
1 2
1 2
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The Effects of Retail Manager’'s Personal Traits and

Emotional Variables on Multi—-faceted Job Satisfaction

JungKun Park’
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<Abstract>

Developing our understanding of retail employee job satisfaction is important,
especially given its impact in reducing employee turnover intentions and increasing
employee job performance. While developing our understanding of job satisfaction is
important, the vast majority of studies examine job satisfaction as a global or single-
faceted construct. However, extant research provides evidence that to properly measure
job satisfaction, multi-faceted scales are required (e.g. Churchill et al., 1974; Boles et al.,
2007, Rutherford et al., 2009). Using the literature on multi-faceted job satisfaction, this
study examines retail employees satisfaction with supervision, job, company policy,
promotion, pay, fellow workers, and customers. Specifically, emotional exhaustion, need
for emotion, and personal traits (strong, independent, and warm) are examined as
antecedents. This study finds that emotional exhaustion is negatively related to all

seven facets of job satisfaction.
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Literature Review and Research Hypotheses

Significant correlations were found between personal traits and sales behaviour (Jolson
and Comer, 1997). Emotional exhaustion is “the feeling of being emotionally
overextended and exhausted by one’s work” (Maslach and Jackson 1981, pg. 101).
Considerable attention has been paid to identifying salespersons personal traits that
predict other job-related outcome variables (i.e., job satisfaction) but little research has
been done for retail managers. Retail managers, who are emotionally exhausted, dread
the prospect of returning to work, have increased absenteeism, and ultimately, withdraw
from the organization (Lewin and Sager, 2008). Job satisfaction is an employee’s overall
affective evaluation of the job situation (Bettencourt and Brown, 1997). Rutherford et al.
(2009) primarily focused on the impact of multi-faceted job satisfaction in relation to
both organizational commitment and propensity to leave and examined emotional
exhaustion as a predictor of multi-faceted job satisfaction. This study covers three

sequences of causal relationship as follow:

<Figure 1> Proposed Model of Mediating Role of Emotional Variable toward
Multi-faceted Job

Job satisfaction

Supervision
Emotion Job
Company Policy
Promotion
Pay
Fellow worker
Customer

Personal Traits | 5 Emotional Exhaustion — >
Need for Emotion

Based on extensive review of literature personal traits, emotional exhaustion, need for

emotion and job satisfaction, this study proposes following hypotheses:

Hypotheses Development:

e H1: Personal Traits of Retail Manager are likely to have an influence toward
emotional exhaustions.

e H2: Personal Traits of Retaill Manager are likely to have an influence toward

emotional need for Emotion.
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» H3: Emotion of retail manager is likely to have an Influence toward job satisfaction.
- H3a: Need for Emotion of retail managers is likely to have an influence toward
T-faceted of job satisfaction.
- H3b: Emotional exhaustions of retail manager is likely to have an influence
toward 7-faceted of job satisfaction.
e H4: Personal Traits of Retail Manager are likely to have an influence toward

7-faceted of job satisfaction.

Methodology

Reliability and Measurement
All constructs in this study were assessed using items from established scales. All

items met the Cronbach’s alpha requirements recommended by Nunally (1978).

<Table 1> Measurements and Reliabilities

Variables Cronbach’s a References
Strong 0.778
Personal traits Independent 0.887 Jolson and Comer(1997)
Warm 0.938
. Emotional Exhaustion 0.957 Maslach and Jackson(1981)
Emotion related -
Need for Emotion 0.935 Raman, Chattopadhyay, and Hoyer(1995)
Supervision 0.955
Job 0.942
Company Policy 0.887
Job satisfaction Promotion 0.733 Comer et al.(1989); Lagace et al.(1993)
Pay 0.780
Fellow worker 0.840
Customer 0.887

Sample and Data Collection

Data for this study was collected from retail sales managers through a
self-administered survey. In total, 1,000 potential respondents started the questionnaire,
which was available for respondents to complete online. A total of 275 questionnaire

remained after removing those with incomplete responses.
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<Table 2> Exploratory Factor Analysis of Personal Traits
factor I factor II factorIll 1
Warm Strong Independent

17. Is warm 0.873 0.036 0.114 0.777
15. Is compassionate 0.853 0.077 0.298 0.823
16. Is eager to soothe hurt feelings 0.835 0.032 0.051 0.701
12. Is sympathetic 0.827 -0.026 0.229 0.738
13. Is sensitive to the needs of others 0.821 0.098 0.282 0.763
14. Is understanding 0.796 0.035 0.379 0.778
20. Is gentle 0.728 0.062 0.372 0.672
11. Is affectionate 0.727 0.110 0.169 0.569
18. Is emotional 0.704 0.184 -0.232 0.584
19. Loves people 0.682 0.286 0.161 0573
5. Is forceful -0.008 0.848 0.033 0.720
8. Is dominant 0.105 0.823 0.126 0.704
10. Is aggressive -0.001 0.821 0.099 0.684
3. Is assertive 0.136 0.776 0.238 0.677
4. Has strong personality 0.139 0.762 0.364 0.732
6. Has leadership ability 0.237 0.549 0.475 0.582
2. Is independent 0.169 0.189 0.745 0.620
1. Defends own beliefs 0.288 0.249 0.697 0.631
9. Is willing to take a stand on issues 0.264 0.356 0.697 0.682

eigenvalue 8.254 3.544 1.213

total variate (%) 34.4% 20.7% 13.7%

accumulate variate (26) 34.1% 54.8% 68.5%

Cronbach’s a 0.938 0.890 0.778

M(SD) 5.64(0.96) 5.21(1.02) 4.55(0.61)
Orthogonal Varimax Rotation
<Table 3> Results of T-test of Emotional variables to Personal Traits
Personal traits
Variable Strong Independent Warm
LOW HIGH LOW HIGH LOW HIGH
Emotion | Exhaustion | T-value 0.87 0.87 1.09
related Need for M 3.95 3.95 4.02 3.94 4.21 3.70
Emotion | T-value 0.01 0.45 379k
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<Table 4> Results of T-test of Job Satisfaction to Personal Traits
Personal traits
Variable Strong Independent Warm
LOW | HIGH | LOW | HIGH | LOW | HIGH
Supervision M 483 | 532 | 48 | 512 [ 479 | 531
T-value 2,56+ -1.21 2,72
Tob M 506 | 569 | 492 | 54 | 514 | 55
T-value =395 —2.41%* —2.56%
Company M 453 | 509 | 441 | a8 | 447 | 509
Policy T-value —3.48sx —2.16% =390
Job | g M 415 | 446 | 392 | 437 | 418 | 442
satisfaction T-value -1.79 -1.92 -1.35
Pay M 424 | 462 | 438 | 442 | 432 | 450
T-value —2.23% -0.19 -1.11
Fellow M 52 | 554 | 500 | 54 | 517 | 5%
worker T-value —2.45% —2.50% —2.985%x
Custormer M 474 | 528 | 47 | 505 | 468 | 528
T-value —3.98skk -1.86 —4. A5

‘p <05 “p <01 "p <.001

<Table 5> Results of T-test of Job Satisfaction to Emotional Variables

Emotion related
Variable Emotional Exhaustion Need for Emotion
LOW HIGH LOW HIGH
. M 568 449 515 498
Supervision 1= e 6705 092
Job M 584 | 489 533 | 539
T-value 6,123 -0.34
Company Policy | M 531 | 431 479 | 480
T-value 6.5k -0.06
Job Promotion M 475 | 386 447 413
satisfaction T-value 5245k 1.94
M 489 | 39 441 | 43
Pay .
T-value 5.83sksksk 0.61
Fellow worker M 587 | 488 565 | 509
T-value 8.2k 4.3
Custormer M 523 | 476 501 | 498
T-value 3.46%: 0.19

v <05 "p <01 7p <.001
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<Table 6> Results of Regression on 7-faceted Job Satisfaction of Retail Managers

Dependent Step 1 Step 2
variable .
EH]()UOI.lal Need lfor 5}1 Der Job Company Promotion|  Pay Fellow Customer
Exhaustion| Emotion | vision Policy worker
Independence
variable B B B B B B B B B
Strong -0.061 0.083 0.113 0.160x 0.125 0.036 0111 | 0182« | 0114
Pizg)tzal Independent | 0046 | 0032 | -0029) | 0107 | 0051 | 0173# | 0091 | -0.010 | -0.005
Warm 0030 |[-0.290%| 0.143% 00% | 0216% | -0.021 | -0.053 0.070 | 0.296%**
Emotional 40y | 0,29 | -0 ALk | 0,320 | 0, A0 | -0 A5pk | 0,171
Emotion | Exhaustion
lated
related | Need for 0020 | 0077 | 0186 | 0047 | 0071 |-01ddsx| 0070
Emotion
Constant 3874sxxx | 4971w | 38wk | 2003%x | 1.82%x | 400xxx | 381wk | 490wkx | 218wk
F 044 6.34#x | 15, 7T1#kx | 1668+ | 1948k | 11.54%8x | 124k | 2552k | 10,09k
R? 05 6.6 226 237 2.6 177 188 322 158

v <05 "p <01 7p <.001

Independent

- -

N pagaee
€, :

o

03627+
™, Ry

Supervision

<Figure 2> Final Research Model
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<Table 7> Causal Relationships Among Variables Affecting Job Satisfaction
) . Total Causal effect Noncaus
Dependent variable Independence variable offect total | directly |indirectly|al effect
Personal traits Warm 0.206 0.143 0.143 - 0.063
SUpErVISIon| b ion related|  Lmetional o o0 b 0400 | 0420 | - | -0.008
Exhaustion
Personal traits Strong 0.283 0.16 0.160 - 0.123
b -
Jo Emotion related| Lmotonal 1 ga00 1 9391 | 0301 |~ | 0.002
Exhaustion
Personal traits Warm 0.275 0.171 0.216 | -0.045 | 0.104
Emotional
C%r:,l]?j;y Emotion Exhaustion 0.394 0.413 0.413 0.019
related Need for | 005 | 0156 | 0156 | - | -0.151
Emotion
Job Personal traits | Independent | 0.185 0.173 0.173 - 0.012
. . P ti i
satisfaction | * TOOUON | potion related| 2motonal | gage b as0 | 0362 |~ | o011
Exhaustion
Pay  |Emotion related| Lmoional | goags 0409 | 0400 | - | 0013
Exhaustion
P | trait Strong 0240 | 0182 | 0.182 - 0.058
N R 0214 | 0042 | - | 0042 | 0172
Fellow Emotional
worker . Exhaustion 0.498 0.452 0.452 0.046
Emotion related Need f
ced 10T 0271 | -0.144 | -0.144 | - | -0.127
Emotion
Personal traits Warm 0.343 0.296 0.296 - 0.047
Customer | otion related| Fmotional | o ze o1 | o171 | - | 000
Exhaustion
Conclusions

This study finds that emotional exhaustion is negatively related to all seven facets of

job satisfaction. This finding highlights the importance of retailers to understand and

take steps to reduce employees’ emotional exhaustion. Need for emotion was found to

impact satisfaction with company policy and fellow workers. Further, the personal traits

were found to impact six of the seven facets of job satisfaction. Specifically, the

“strong” personal trait was found to predict satisfaction with the job and fellow

workers. The “independent” personal trait was found to only predict satisfaction with

promotion. The “warm” personal trait was found to predict satisfaction with supervision,

company policy, and customers. Overall, this study expands our understanding of factors

that impact retail employees’ job satisfaction.



