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Abstract: Despite the increasing body of research on job crafting, the relationship between managers’
job crafting and their turnover intention, as well as its intermediary mechanisms, has received relatively
little attention from researchers. This study examined how managers’ job crafting negatively affected
their turnover intention, focusing on role ambiguity and emotional exhaustion as underlying mediators.
Data were collected from 235 store managers in South Korean food franchises. All study hypotheses
were supported by regression-based path modeling. Controlling for role conflict and role ambiguity,
we found a negative relationship between job crafting and role ambiguity, a positive relationship
between role ambiguity and emotional exhaustion, and a positive relationship between emotional
exhaustion and turnover intention. Our mediation analyses further revealed that controlling for
role conflict and role overload, role ambiguity and emotional exhaustion partially and sequentially
mediated the relationship between managers’ job crafting and their turnover intention. These findings
have several implications for theory and practice.
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1. Introduction

It is needless to say that managers play a pivotal role in creating and maintaining enhanced
organizational performance. Given that organizational effectiveness depends on managers’
expertise, decision-making abilities, and leadership, retaining talented managers is a key to
organizational success [1]. Therefore, the investigation of factors affecting managers’ turnover
intention (i.e., the intention to leave the organization) constitutes an important subject of research [2,3].
Of the various factors predicting turnover intention, job characteristics (i.e., task variety, task identity,
feedback, autonomy, and task significance) have been identified as the antecedents of managers’
turnover intention [4]. More precisely, when provided with high levels of task variety, task identity,
feedback, autonomy, and task significance, managers manifest less turnover intention [4].

Prior research on managers’ turnover intention, however, has two major limitations. First, while
this line of research suggests that the motivating characteristics of a job can lead to a decrease in
managers’ turnover intention [4], how to make their job motivating and meaningful has rarely been
explored in the literature on managerial turnover. To fill this gap, in the present study, we isolate
job crafting as a job-redesign technique that renders managers’ jobs motivating and meaningful,
which, in turn, reduces their turnover intention. Job crafting refers to physical or cognitive changes
individuals make in their tasks [5]. Distinct from traditional top-down job designs, job crafting
is characterized by job holders’ own initiatives to alter the content and meaning of their job, as
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well as the quality of their relationship with others in the workplace. Although the majority of job
crafting research has focused on job crafting by employees, mounting research has demonstrated that
managers’ job crafting is positively associated with their job satisfaction and promotions (e.g., [6]) and
unit-level performance (e.g., [7]). Given the positive effect of job crafting on managers’ attitudinal and
performance outcomes, we propose job crafting as a crucial job-redesign activity that contributes to
reduced managers’ turnover intention.

The other limitation of prior research on managers’ turnover intention lies in neglecting
mechanisms that mediate between job characteristics and managers’ turnover intention. Scholars
have noted that there is little research on the intermediary processes through which job characteristics
are associated with turnover intention [4,8]. In response to this call for research, we identify role
ambiguity and emotional exhaustion as mechanisms underlying the relationship between job crafting
and managers’ turnover intention. Drawing on the job demands-resources (JD-R) model [9], we
posit that job crafting reduces managers’ turnover intention by alleviating hindering job demands
(i.e., role ambiguity), and the resulting emotional exhaustion. As such, the purpose of our study is to
propose and test the mediating effect of role ambiguity and emotional exhaustion on the relationship
between managers’ job crafting and turnover intention. We further postulate that there is a serial
relationship between job crafting, role ambiguity, emotional exhaustion, and turnover intention even
after controlling for job-stress (i.e., role conflict and role overload) and demographic covariates. Because
there are a number of job and personal characteristics that affect emotional exhaustion and turnover
intention in the JD-R model, the proposed relationships can be rigorously estimated when other
important covariates are controlled for.

Our research is expected to make three contributions to the job crafting literature. First, despite a
vast amount of research on employees’ job crafting and its ramifications (for a meta-analytic review,
see [10]), the role that job crafting plays in managerial outcomes has rarely been explored. Our research
is one of the first to examine the role of job crafting in predicting managers’ turnover intention. Second,
investigating the link between job crafting and managers’ turnover intention is of practical importance.
Considering the tangible costs resulting from the attrition of talented managers [2,11,12], inventing
ways of preventing and reducing managerial turnover is a conundrum that many organizations are
facing [3,4]. By suggesting job crafting as a means to reduce managers’ turnover intention, our research
offers practical solutions to managerial turnover. Third, despite the finding that motivating jobs can
decrease managers’ turnover intention, the underlying mechanisms through which job crafting reduces
managers’ turnover intention remain unclear. Adopting the JD-R model as a theoretical framework,
our research highlights the importance of role ambiguity and emotional exhaustion as central mediating
mechanisms, which, in turn, advances our understanding of the relationship between job crafting and
turnover intention. The proposed research model is depicted in Figure 1.

Figure 1. Proposed research model and research hypotheses.
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2. Theoretical Background and Hypotheses

2.1. The JD-R model

The basic assumption of the JD-R model is that working conditions elicit two distinct psychological
responses: work engagement and burnout [9]. While work engagement is defined as “a positive,
fulfilling affective-motivational state of work-related well-being that is characterized by vigor,
dedication, and absorption” [13] (p. 187), burnout is a work-related stress syndrome. Given that
emotional exhaustion is a symptomatic manifestation of burnout [14,15], in line with prior work
grounded in the JD-R framework [2], we focus on emotional exhaustion as a key dimension of burnout.
Emotional exhaustion refers to the depletion of emotional resources stemming from the exposure
to certain job demands [14,16,17]. In the JD-R framework, job resources have a positive impact
on employee performance and well-being by enhancing work engagement, whereas job demands
undermine performance and well-being by incurring emotional exhaustion. Job resources are physical,
psychological, social, or organizational aspects of a job that are functional in attaining work goals [17].
In contrast, job demands are physical, psychological, social, or organizational aspects of a job that are
demanding, and therefore, can result in exhaustion [17]. Job demands are further categorized into
challenging and hindering, depending on whether they are beneficial (e.g., new roles and increased
responsibility) or detrimental (e.g., job insecurity, role ambiguity, and interpersonal conflicts) to goal
achievement, personal growth, and well-being [18]. According to the JD-R model, as hindering job
demands are emotionally taxing, they impede the individuals’ goal attainment by draining their
emotional resources.

In the present study, we argue that role ambiguity is a key hindering job demand to managers.
Role ambiguity is defined as the extent to which a person is uncertain about what is required for the
adequate performance of his/her role [19–22]. Role ambiguity is of particular importance to managers,
who play a boundary-spanning role in organizations [23–25]. For instance, middle managers serve
as a communication channel between upper management and employees, and often need to fulfill
different demands between these two parties (e.g., upper management’s expectations for profits and
efficiency vs. employees’ expectations for high salary and decent fringe benefits). Likewise, branch or
store managers need to accommodate different demands from the company’s higher management and
customers (e.g., controlling costs vs. providing high-quality products or services). As such, managers
interacting with multiple role senders are unlikely to define their role expectations clearly [26]. Unless
managers have a clear sense of the required behavior and goals, they are likely to experience stress and
frustration in their role [24,25], which functions as a hindering job demand. Therefore, we identify
role ambiguity as a key hindering job demand that is strongly associated with managers’ emotional
exhaustion and resulting turnover. From a JD-R lens, job crafting encompasses activities that increase
job resources and challenging job demands and decrease hindering job demands [27]. Based on
this theorizing, we argue that job crafting decreases hindering job demands (i.e., role ambiguity),
which, in turn, reduces emotional exhaustion and turnover intention. The proposed relationships are
explained in detail in the following sections.

2.2. Relationship between Managers’ Job Crafting and Role Ambiguity

JD-R theorists initially defined job crafting as activities that increase social job resources (e.g., social
support, feedback, and mentoring), structural job resources (e.g., job autonomy and opportunities
for growth and development), and challenging job demands (e.g., taking on new assignments),
and decrease hindering job demands (e.g., job insecurity) [27]. Prior research has focused on the
former three activities because increasing job resources and challenging job demands have stronger
motivational power than the reduction in hindering job demands (e.g., [7,28–33]). Zeijen et al. [33]
claimed that when examining the motivational process involved in job crafting, it is reasonable to
exclude decreasing hindering job demands. Therefore, consistent with previous job crafting research
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and Cenciotti et al.’s [6] conceptualization of manager job crafting, we define manager job crafting as the
extent to which a manager increases social and structural job resources and challenging job demands.

We predict that managers’ job crafting is negatively associated with role ambiguity through
the following mechanisms. First, managers’ efforts to increase social job resources can reduce role
ambiguity. Examples of social job resources are feedback and coaching from others in work relationships.
Feedback enables managers to clarify performance expectations from different stakeholders [34].
Furthermore, performance feedback assists managers to understand their roles [35] and reduce their
role ambiguity [26]. Therefore, managers who actively seek feedback from multiple stakeholders
come to have clear perceptions of roles and expectations imposed on them, thereby experiencing
less role ambiguity. Coaching and mentoring from senior managers can also help managers better
understand managerial roles and better deal with conflicting demands from different stakeholders.
Thus, seeking coaching and mentoring from more experienced managers should be associated with
decreased role ambiguity.

Second, increasing structural job resources pertains to developing and utilizing managers’
competencies and enhancing job autonomy [27]. When managers develop their knowledge, skills,
and abilities through job crafting, these competencies match their role requirements [7]. Moreover,
the acquisition of knowledge, skills, and abilities required for their jobs enables managers to realize
their goals [36] and align their actual roles with expected roles [37], which, in turn, results in low
role ambiguity. In addition, when managers are allowed autonomy in their job, they can set their
own performance goals and determine the contents, methods, and schedule of their work, thereby
experiencing less ambiguity in their roles [38,39]. Increasing job autonomy also diminishes managers’
role ambiguity through the integration of different tasks into their roles [40]. Indeed, job autonomy has
been found to be negatively related to role ambiguity (e.g., [39]).

Third, increasing challenge job demands involves expanding roles, responsibility, tasks,
or assignments. However, this means not merely increasing the number of roles and assignments,
but taking on new roles or assignments that potentially contribute to one’s own advancement and
development [31]. As these new roles and assignments are aligned with managers’ own goals in job
crafting contexts, managers become better capable of prioritizing among the existing and newly-added
roles, and therefore, experience less role ambiguity. Taken together, managers who increase social and
structural job resources and challenging job demands are anticipated to exhibit a low level of role
ambiguity. Hence, it is hypothesized that:

Hypothesis 1. Managers’ job crafting is negatively related to their role ambiguity.

2.3. Relationship between Managers’ Role Ambiguity and Emotional Exhaustion

The job crafting literature grounded in the JD-R model maintains that job crafting results in
the reduction in hindering job demands, which, in turn, is associated with decreased emotional
exhaustion [41]. This is because the reduction in role ambiguity depletes fewer resources. According
to the JD-R model, prolonged exposure to hindering job demands drains individuals’ emotional
resources and energy [17]. As a result, role ambiguity is expected to have a positive relationship with
emotional exhaustion. This relationship has been empirically supported across different samples
and contexts (e.g., [23,42–46]). In particular, the detrimental effect of role ambiguity is more severe
among managers who act as boundary spanners [23]. Because managers need to accommodate
and coordinate different demands from multiple stakeholders, the lack of clarity in roles imposed
by different stakeholders is stressful to managers [25]. In addition, when facing role ambiguity,
managers need to expend cognitive and psychological resources to resolve this ambiguity, which
leads to emotional exhaustion. Role theorists argue that role ambiguity creates confusion, tension,
and anxiety, resulting from not knowing what to do [19,47,48]. Such frustration and anxiety are primary
causes of emotional exhaustion [44]. As a result, managers with ambiguous roles are likely to exhaust
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their emotional resources. Likewise, uncertainty about job duties and responsibilities incurs negative
experiences such as burnout [49–52]. Therefore, we predict the following relationship:

Hypothesis 2. Managers’ role ambiguity is positively related to their emotional exhaustion.

2.4. Relationship between Managers’ Emotional and Turnover Intention

Emotional exhaustion is known as a key mediator linking role stress and turnover intention [53].
The positive link between emotional exhaustion and turnover intention has been well documented
(e.g., [2,36,53–56]). This relationship can be explained by resources theories such as the JD-R model
and conservation of resources (COR) theory. In the JD-R framework, mental fatigue arising from
hindering job demands exerts a chronic adverse effect on individuals’ health and well-being [17], which
causes them to withdraw from work. Central to COR theory is that individuals strive to obtain, retain,
and protect valued resources [57]. COR theory holds that stress occurs when individuals are threatened
with resources loss, and that exhausted individuals often use withdrawal coping mechanisms to prevent
further loss of resources and psychological costs of exhaustion [57–60]. As emotionally exhausted
managers feel reluctant to expend additional resources in their job, they diminish their commitment
to the organization and seek an alternative job or employer [61]. This line of reasoning leads to the
following hypothesis:

Hypothesis 3. Managers’ emotional exhaustion is positively related to their turnover intention.

2.5. Mediation of Role Ambiguity and Emotional Exhaustion

Synthesizing the relationships proposed in the previous sections, it is reasonable to put forth a
sequential mediation model in which managers’ job crafting is negatively associated with turnover
intention through reduced role ambiguity and emotional exhaustion. Although virtually no research
has tested this mediation, similar relationships have been revealed in the managerial turnover
literature. For instance, Knudsen et al. [2], in their study of leaders’ turnover intention, found that job
demands are positively related to emotional exhaustion, which, in turn, is positively associated with
turnover intention. Consistent with this finding, Agarwal and Gupta [4] reported that motivating job
characteristics decrease managers’ turnover intention through diminished work engagement. These
findings suggest that increasing job resources and decreasing hindering job demands reduce managers’
turnover intention by alleviating their emotional exhaustion.

The overall structure of our mediation model is embedded in the JD-R model. The JD-R model
asserts that hindering job demands are a major stressor that incurs emotional exhaustion and resulting
turnover intention. This model further contends that job crafting is an effective intervention that
prevents such a negative process [27]. Job crafting reduces managers’ role ambiguity by increasing
structural and social job resources and challenging job demands. Seeking these helpful resources
and demands leads managers to better understand their roles by adjusting the scope and content of
their tasks to the role requirements and acquiring knowledge, skills, and abilities necessary for their
positions. Furthermore, according to the JD-R model, job crafting serves to clarify managers’ roles
by balancing their job demands and resources with their abilities, preferences, and needs [62–64].
Similarly, from a person–environment fit perspective, job crafting enhances the match between job
characteristics and personal needs and abilities [65–68]. Crafting jobs according to personal needs
and abilities increases the correspondence between work content and work identity, thereby making
managers feel less frustrated with their roles [67]. As such, low role ambiguity resulting from job
crafting does not exhaust managers’ emotional resources, which decreases their turnover intention.
Based on this reasoning, we formulate the following mediation hypothesis:
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Hypothesis 4. Role ambiguity and emotional exhaustion sequentially mediate the relationship between
managers’ job crafting and turnover intention.

3. Method

3.1. Sample and Procedure

The sample for the present study was drawn from South Korean food franchises. We randomly
selected 600 franchise stores using the list of food franchises located in the southeast region of South
Korea. Of these 600 stores (e.g., casual dining restaurants, fast food franchisees, coffee shops/bakeries),
235 stores of 23 franchises consented to participate (response rate = 39.2%), 88% of which belonged to
South Korean domestic franchises, and the rest were multinational franchise stores. We compared the
characteristics (i.e., store type and size) of the participating stores and non-participating ones, and
found that the two groups were not significantly different in their characteristics. On-site research
assistants administered paper-and-pencil surveys to store managers. In each store, there was only one
manager who was in charge of sales management, human resource management, and customer service.
Store managers received a gift card of USD $8 for study participation. Thirty-four per cent of store
managers were male. The average age and years in the current store were 32.24 (SD = 8.04) years and
2.79 years (SD = 2.87), respectively. The average size of the participating stores was 10.22 (SD = 3.52)
employees, ranging from 6 to 20 employees.

Our research was conducted in accordance with the 1964 Declaration of Helsinki and its later
amendments or comparable ethical standards. Our data collection procedure abided by the ethical
standards of the institutional and national research committees. Prior to survey administration,
respondents were assured that their responses were anonymous and confidential.

3.2. Measures

As the original survey items were developed in English, we back-translated them using Brislin’s [69]
procedure. All survey items are presented in Table 1. Responses to these items were made on five-point
Likert-type scales.

3.2.1. Job Crafting

In line with Cenciotti et al.’s [6] study, we assessed managers’ job crafting based on Tims et al.’s [27]
three sub-dimensions of job crafting (α = 0.76): increasing structural job resources (five items, α = 0.89),
increasing social job resources (five items, α = 0.90), and increasing challenging job demands (four
items, α = 0.84). Following Cenciotti et al.’s [6] practice, we aggregated managers’ scores on these
three sub-dimensions to yield a job crafting measure.

3.2.2. Role Ambiguity

To measure managers’ role ambiguity, we used three items (α = 0.83) from Babakus, Yavas, and
Ashill’s [70] scale.

3.2.3. Emotional Exhaustion

Emotional exhaustion was assessed using nine items (α= 0.80) of the Burnout Inventory developed
by Maslach and Jackson [15]. When the ratio of sample size to number of free parameters is low,
item parceling is appropriate for ensuring the validity of model estimation [71]. Adopting the
item-to-construct balance approach [72], we created three parcels of emotional exhaustion using
random parceling [73]. Parcel 1 consisted of three items (i.e., “I feel emotionally drained/exhausted
from work”, “I feel frustrated with my jobs”, and “I feel like I am working too hard on my jobs”).
Parcel 2 was composed of three items (i.e., “I feel fatigued when I get up in the morning and have
to face another day on the job”, “Working with people all day is really a strain for me”, and “I feel
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used up at the end of the workday”). Parcel 3 consisted of three items (i.e., “I feel burned out from my
work”, “Working directly with people puts too much stress on me”, and “I feel like I am at the end of
my rope”).

Table 1. CFA Results of Measurement Items.

Construct Measurement Items λ

Increasing structural job
resources

I try to develop my capabilities. 0.81
I try to develop myself professionally. 0.80

I try to learn new things at work. 0.81
I make sure that I use my capacities to the fullest. 0.81

I decide on my own how I do things. 0.71

Increasing social job
resources

I ask my supervisor to coach me. 0.74
I ask whether my supervisor is satisfied with my work. 0.84

I look to my supervisor for inspiration. 0.79
I ask others for feedback on my job performance. 0.85

I ask colleagues for advice. 0.80

Increasing challenging
job demands

When an interesting project comes along, I offer myself proactively as project co-worker. 0.71
If there are new developments, I am one of the first to learn about them and try them out. 0.82

When there is not much to do at work, I see it as a chance to start new projects 0.76
I try to make my work more challenging by examining the underlying relationships between aspects of my job. 0.74

Job crafting
Increasing structural job resources 0.75

Increasing social job resources 0.71
Increasing challenging job demands 0.83

Role conflict
I find myself trying to meet conflicting demands of various departments. 0.79

I have to deal with or satisfy too many different people. 0.75
I sometimes have to bend a rule or policy in order to carry out my job. 0.71

Role overload
I am not given enough time to do what is expected of me on the job. ® 0.60

The performance standards on my job are too high 0.88
It often seems like I have too much work for one person to do. 0.81

Role ambiguity
Clear goals/objectives exist for my job. ® 0.84
I know exactly what is expected of me. ® 0.82

I know how my performance is going to be evaluated. ® 0.72

Emotional exhaustion
Parcel 1 0.83
Parcel 2 0.81
Parcel 3 0.84

Turnover intention

I will probably be looking for another job soon. 0.83
I often think about quitting. 0.84

I will quit this job sometime in the next year. 0.77
It would not take too much to make me resign from this store 0.61

χ2
(387) = 713.44; p < 0.05, CFI = 0.92, TLI = 0.91, RMSEA = 0.06, SRMR = 0.06

Notes: All items measured on a scale ranging from 1 “strongly disagree” to 5 “strongly agree.” All factor loadings
were significant (p < 0.01). ® indicates reverse-coded items. CFA = confirmatory factor analysis; CFI = comparative
fit index; TLI = Tucker–Lewis Index; RMSEA = root mean square error of approximation; SRMR = standardized
root mean square residual.

3.2.4. Turnover Intention

Managers’ turnover intention was measured with four items (α = 0.84) derived from
Babakus et al.’s [70] scale.

3.2.5. Control Variables

Due to their confounding effects on role ambiguity [70], emotional exhaustion [74], and turnover
intention [75], we controlled for managers’ gender, age, and job tenure (i.e., years in the current store)
in all subsequent analyses. First, according to meta-analytic findings [76], female employees feel more
emotionally exhausted than male employees, which suggests a need to control for gender (0 = female,
1 = male). Second, drawing on the meta-analytic finding indicating significant associations between
age and emotional exhaustion and between job tenure and emotional exhaustion, we controlled
for managers’ age and job tenure [77]. Third, meta-analytic findings [78] also suggest a significant
relationship between demographic characteristics (e.g., gender, age, and job tenure) and turnover
intention. Thus, it was necessary to control for these demographic characteristics. Lastly, consistent
with Ambrose et al.’s [23] findings and meta-analytic findings [79], we controlled for other forms of role
stress (i.e., role conflict and role overload) to partial out their potential effect on emotional exhaustion
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and turnover intention. Six items from Babakus et al.’s [70] scale were used as measures of role conflict
(α = 0.80) and role overload (α = 0.80) (see Table 1).

3.3. Analytic Strategy

As our data were nested within 23 franchises, we assessed between-franchise variability to
determine whether it was necessary to specify a multilevel path model. The intraclass correlation
coefficient (ICC1) values for role ambiguity (0.08), role conflict (0.05), role overload (0.07), emotional
exhaustion (0.04), and turnover intention (0.03) fell into or below the low category (i.e., low = 0.05~0.09;
moderate = 0.10~0.14; high = above 0.15), suggesting that managers’ responses for these variables did
not significantly differ across 23 franchises [80]. Therefore, we employed unilevel regression-based
path modeling in hypothesis testing [81]. We tested the hypotheses using the M-plus 8.4 software [82].
We also conducted a 95% bias-corrected bootstrapping analysis (n = 5000) to test the proposed serial
mediation (Hypothesis 4) ([83,84]).

4. Results

4.1. Tests of Reliability, Validity, and Common Method Variance

Table 2 reports the descriptive statistics and inter-correlations of the study variables. We carried
out confirmatory factor analyses (CFAs) to assess the convergent and discriminant validity of our
measures. Table 2 shows that all average variance extracted (AVE) values were greater than the squared
correlation between the construct and any of the other variables [85]. In addition, as illustrated in
Table 3, the hypothesized six-factor model (i.e., job crafting, role ambiguity, role conflict, role overload,
emotional exhaustion, and turnover intention) fitted the data in an absolute sense (χ2(387) = 713.44;
p < 0.05, confirmatory fit index [CFI] = 0.92, Tucker–Lewis Index [TLI] = 0.91, root mean square error of
approximation [RMSEA] = 0.06, standardized root mean square residual [SRMR] = 0.06), and exhibited
a significantly better fit than did any other alternative measurement model. These findings confirm the
discriminant validity of our measures.

Table 2. Means, standard deviations, and correlations.

Mean SD A CR 1 2 3 4 5 6 7 8 9

1. Gender 0.34 0.47 - - -
2. Age 32.24 8.04 - - −0.11 † -

3. Job tenure 2.79 2.87 - - 0.05 0.29 ** -
4. Job crafting 3.68 0.52 0.76 0.81 0.20 ** −0.03 −0.03 0.59
5. Role conflict 2.30 0.79 0.80 0.80 0.05 −0.09 −0.08 0.10 0.56

6. Role overload 2.86 0.85 0.80 0.81 −0.04 0.10 0.09 −0.02 0.37 ** 0.60
7. Role ambiguity 2.10 0.60 0.83 0.84 −0.11 † −0.03 −0.04 −0.46 ** −0.13 † −0.04 0.63

8. Emotional
exhaustion 2.22 0.54 0.80 0.87 −0.17 ** −0.04 −0.01 −0.38 ** 0.29 ** 0.27 ** 0.26 ** 0.68

9. Turnover intention 2.19 0.94 0.84 0.85 −0.09 −0.11 −0.09 −0.36 ** 0.11 † 0.21 ** 0.19 ** 0.48 ** 0.59

Notes: Numbers along the diagonal are the average variance extracted. SD = standard deviation; CR = composite
reliability. † p < 0.10, ** p < 0.01.

Table 3. Comparison of measurement models.

Measurement Models χ2 Df 4χ2 4df CFI RMSEA

Hypothesized six-factor model 713.44 ** 387 - - 0.92 0.06
Five-factor model: combining role conflict and

role overload into a single factor 883.95 ** 392 170.55 ** 5 0.87 0.07

Four-factor model: combining role ambiguity, role
conflict, and role overload into a single factor 1238.01 ** 396 524.57 ** 9 0.78 0.10

Three-factor model: combining role ambiguity,
role conflict, and role overload into one single

factor and combining emotional exhaustion and
turnover intention into other single factor

1462.14 ** 399 748.70 ** 12 0.72 0.11

One-factor model 2731.41 ** 409 2027.97 ** 22 0.40 0.16

Notes: df = degree of freedom; CFI = comparative fit index; RMSEA = root mean square error of approximation.
** p < 0.01.
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Because we used self-reported data, we took several procedures to reduce common method
variance (CMV). First, based on Podsakoff, MacKenzie, and Podsakoff’s [86] remedies to minimize
CMV, we assured the anonymity and confidentiality of responses and improved the wording of
survey items by having two management scholars review the items and correcting any unclear or
incomprehensible expressions identified by them. Second, we performed Harman’s one-factor analysis
as a statistical remedy for CMV [86]. As depicted in Table 3, the one-factor model (χ2

(409) = 2731.41;
p < 0.05, CFI = 0.40, TLI = 0.36, RMSEA = 0.16, SRMR = 0.15) demonstrated a worse fit than our
measurement model (4χ2(22) = 2027.97; p < 0.01). Third, we estimated an additional latent common
method factor (LCMF), on which each item in the baseline model was allowed to load in addition to
loading on its corresponding construct. The LCMF explained 0.85% of the total variance, which was
much lower than the median method variance (25%) observed in research using self-reported data [87].
Therefore, it is unlikely that CMV affected the findings of the current study.

4.2. Hypotheses Testing

Hypothesis 1 proposed a negative relationship between manager job crafting and role ambiguity.
As shown in Table 4, manager job crafting was negatively associated with role ambiguity (b = −0.48,
p < 0.01). In contrast, manager job crafting was not related to role conflict (b = 0.11, p > 0.05) and role
overload (b = −0.01, p > 0.05). These findings lend support to Hypothesis 1. Hypothesis 2 postulated a
positive link between role ambiguity and emotional exhaustion. Controlling for role conflict and role
overload, role conflict was positively related to emotional exhaustion (b = 0.30, p < 0.01), supporting
Hypothesis 2. Hypothesis 3 predicted a positive relationship between emotional exhaustion and
turnover intention. In support of this hypothesis, emotional exhaustion was positively associated with
turnover intention (b = 0.43, p < 0.01).

Table 4. Results of path analysis.

Variables
Role stress Covariates 1st Mediator 2nd Mediator Dependent Variable

Role Conflict Role Overload Role Ambiguity Emotional Exhaustion Turnover Intention

Gender 0.05 −0.06 −0.02 −0.15 * −0.09
Age −0.01 0.01 −0.00 −0.00 −0.01

Job tenure −0.02 0.02 −0.01 −0.00 −0.02
Job crafting 0.11 −0.01 −0.48 **
Role conflict 0.09 †

Role overload 0.02
Role ambiguity 0.30 **

Emotional exhaustion 0.43 **

R2 1.8% 1.5% 21.4% 14.2% 9.2%

Notes: Unstandardized coefficients are reported. † p < 0.10, * p < 0.05, ** p < 0.01.

Hypothesis 4 proposed the sequential mediation of role ambiguity and emotional exhaustion in the
relationship between manager job crafting and turnover intention. To test this mediation, we assessed
the indirect effects, as well as the symmetric and 95% bias corrected bootstrapped confidence intervals
for the path estimates (N = 5000, [83,84]). The results for the indirect effects are reported in Figure 2.
As expected, role ambiguity and emotional exhaustion sequentially mediated the relationship between
manager job crafting and turnover intention (b = −0.038, 95% CI = [−0.092, −0.004]), thus, supporting
Hypothesis 4. Although not hypothesized, we found a significant, negative relationship between
job crafting and turnover intention (b = −0.352, 95% CI = [−0.570, −0.135]). The magnitude of this
relationship was greater than that of the serial mediation effect. The results of hypothesis testing are
summarized in Figure 2.
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Figure 2. Proposed research model and summary of results. Unstandardized coefficients are reported.
For parsimony, path coefficients for demographic and role stress covariates are omitted. * p < 0.05, **
p < 0.01.

5. Discussion

The objective of the present study was to examine a mediating relationship in which managers’
job crafting reduces their turnover intention by decreasing role ambiguity and emotional exhaustion.
The results of our mediation analyses supported all hypotheses. As predicted, we found a negative
relationship between managers’ job crafting and role ambiguity, a positive relationship between
role ambiguity and emotional exhaustion, and a positive relationship between emotional exhaustion
and turnover intention. In addition, we found a significant indirect effect of managers’ job crafting
on turnover intention through role ambiguity and emotional exhaustion. These effects held after
controlling for other forms of role stress (i.e., role conflict and role overload). Our findings have
implications for theory and practice.

5.1. Theoretical Implications

Compared with the vast amount of research on employee job crafting, knowledge about how job
crafting contributes to managerial outcomes is limited, although a few studies have demonstrated that
manager job crafting is beneficial to managers’ career success and unit-level performance (e.g., [6,7]).
While these studies suggest a positive association between managers’ job crafting and their promotions
and unit-level performance, the underlying mechanisms remain a black box. As shown in our research,
turnover intention can be a potential mediator between manager job crafting and managerial outcomes.
More precisely, managers who craft their jobs experience less turnover intention (through diminished
role ambiguity and emotional exhaustion), which, in turn, leads to increased promotions and unit-level
performance. Considering the economic value of retaining talented managers, their decreased turnover
intention should bring positive consequences to the bottom line of the unit they manage. In this
regard, examining turnover intention as an outcome of manager job crafting offers important insights
for the job crafting literature. The negative association between manager job crafting and turnover
intention is consistent with the job crafting–turnover relationship that has been found at the employee
level (for a meta-analytic review, see [10]). Parallel to the relationship that occurs among employees,
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job crafting serves to decrease managers’ turnover intention, highlighting the significance of job crafting
in retaining employees and managers. Based on these findings, job crafting can be considered a useful
intervention to prevent and reduce turnover in organizations.

Our study makes a theoretical contribution to the job crafting literature by taking a JD-R approach
to job crafting. Job crafting research grounded in the JD-R framework proposes increasing challenging
job demands, structural job resources, and social job resources as the three core components of job
crafting, which are associated with increased work engagement and decreased emotional exhaustion.
Consistent with this line of research, our findings indicated that increasing challenging job demands,
structural job resources, and social job resources is associated with decreased turnover intention by
reducing role ambiguity and emotional exhaustion. Given that role ambiguity is a major hindering
job demand in the JD-R model, the finding that job crafting is negatively related to role ambiguity
also endorses the JD-R model. The JD-R model further posits that hindering job demands is a key
antecedent of emotional exhaustion, which was supported in our analyses. Furthermore, the positive
link between emotional exhaustion and turnover intention is consistent with prior findings from a JD-R
lens [2]. As predicted by the JD-R model, emotional exhaustion, by draining managers’ physical and
psychological resources, serves to dampen their intention to remain in their current job. As such, by
validating the JD-R model through our mediation analyses, our findings suggest that the JD-R model
is a pertinent framework for explaining the effect of manager job crafting.

Although we developed our hypotheses on the basis of the JD-R model, the proposed relationships
can also be explained by conservation of resources (COR) theory, which posits that individuals strive
to preserve and accumulate resources to cope with threats to their well-being [57]. According to
COR theory, role ambiguity is harmful to managers’ well-being because it depletes their mental and
emotional resources. COR theory further claims that as exhausted people have limited resources,
they feel reluctant to invest further resources in their job, which can explain why exhausted managers
are likely to quit their job. However, job crafting enables managers to gain resources that protect them
from further resource loss, such as role ambiguity and emotional exhaustion [29]. Managers who
craft their job can retain mental and emotional resources, which help them effectively cope with role
ambiguity. Moreover, job crafting provides managers with resources that protect them from feeling
emotionally exhausted [29]. Based on this theorizing, managers who engage in job crafting experience
less emotional exhaustion, thereby feeling less inclined to quit their job.

Our findings also contribute to the role stress literature. Of the three forms of role stress, only role
ambiguity had a significant negative relationship with job crafting. Furthermore, role ambiguity
significantly predicted emotional exhaustion, whereas the relationship between role conflict and
emotional exhaustion and the relationship between role overload and emotional exhaustion were
not significant at the 0.05 level. This can be explained by the nature of job crafting, which often
accompanies the addition of new roles and assignments (i.e., increasing challenging job demands).
When roles and assignments are expanded through job crafting, managers are likely to experience
role overload and collision between different roles. For this reason, job crafting may not decrease
role conflict and role overload. However, as job crafting involves aligning one’s own motivation,
needs, and strengths with job requirements, role ambiguity should be diminished when managers
craft their jobs. Moreover, role ambiguity is likely to lead to greater depletion of emotional resources
than the other two forms of role stress. Clarifying role expectations imposed by stakeholders requires
considerable resources (e.g., receiving and interpreting messages and feedback from stakeholders and
internalizing their needs and preferences). As a result, role ambiguity drains managers’ cognitive and
emotional resources, thereby rendering them emotionally exhausted. In contrast, role conflict and role
overload are less taxing in that they can be easily resolved by reducing the number of roles. Thus,
by unraveling the differential relationships between different forms of role stress, job crafting, and
emotional exhaustion, our research offers a nuanced understanding of role stress.

Of the three demographic control variables, only gender had a significant relationship with job
crafting, role ambiguity, and emotional exhaustion. As shown in Table 2, male managers engaged
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in more job crafting than female managers (r = 0.20, p < 0.01). While this finding is consistent with
Petrou, Demerouti, and Xanthopoulo’s [88] finding that men are more likely to engage in job crafting
than women, it is in discord with meta-analytic findings that women craft their jobs slightly more
than men [10]. Thus, the relationship between gender and job crafting is inconclusive. However, in
line with previous findings [76], we found that female managers displayed higher role ambiguity and
emotional exhaustion than male managers (r = −0.11, p < 0.10 for role ambiguity; r = −0.17, p < 0.01 for
emotional exhaustion). These findings suggest that because male and female managers experience
different levels of role ambiguity and emotional exhaustion, they may need different strategies to cope
with work stressors.

5.2. Practical Implications

The present findings highlight the role of job crafting in attenuating managers’ role ambiguity,
emotional exhaustion, and turnover intention. To retain talented managers, we suggest organizational
leaders to promote their job crafting. Job crafting research has documented the effectiveness of job
crafting interventions (for a meta-analytic review, see [89]). Through these interventions, organizations
can assist managers to learn specific job crafting skills (e.g., increasing challenging job demands,
increasing structural job resources, and increasing social job resources). Once managers are equipped
with these skills, they become adept at crafting their jobs, and can therefore act as role models for their
subordinates [90]. The dissemination of job crafting from managers to subordinates can create a job
crafting climate within the organization, which, in turn, can enhance collective performance [64].

Given that job crafting is a bottom-up process, any job crafting interventions are not successful
without job crafters’ ownership and self-directed efforts. In this regard, it is critical that organizations
build an environment that supports managers’ job crafting. Allowing greater autonomy and authority
can encourage managers to craft their own jobs. In doing so, organizational leaders are advised
to exercise empowering leadership toward middle managers so that they can have discretion and
autonomy to modify their jobs. Such endeavors to stimulate manager job crafting are likely to elevate
the competitive advantage of the organization by retaining high-performing managers.

5.3. Limitations and Directions for Future Research

There are several limitations inherent to our study that suggest directions for future research. First,
it should be noted that we relied on single-source, cross-sectional data. As all variables were measured
simultaneously, we cannot ascertain the causal relationship between job crafting, role ambiguity,
emotional exhaustion, and turnover intention. For instance, managers who intend to quit their job
are reluctant to exert much effort in their job, displaying a low level of job crafting. Thus, the reverse
causality between job crafting and turnover is plausible, which warrants future longitudinal research.
In addition, self-reported data are vulnerable to social desirability and evaluation apprehension biases.
Although we found that CMV was not a serious threat in our research, it is desirable to temporally
separate the independent variable, mediator, and dependent variable, as well as to use multi-source
data [86]. While emotional and attitudinal variables (i.e., role ambiguity, emotional exhaustion, and
turnover intention) can be best assessed by the focal individual, use of other-rated job crafting can
minimize rater biases associated with job crafting.

Second, in our data analyses, we aggregated the three sub-dimensions of job crafting, which is
in line with the common practice of measuring managers’ job crafting (e.g., [6,7]). However, there
is evidence that the three sub-dimensions reflect distinct aspects of job crafting [27]. Grounded in
this theorizing, there may be a specific sub-dimension that has a greater impact on managers’ role
ambiguity. For example, of the three sub-dimensions of job crafting, increasing social job resources is
likely to decrease role ambiguity by providing managers with feedback that is helpful in clarifying their
role expectations. However, increasing challenging job resources could lead to potential role conflict
or role ambiguity by expanding the number of tasks or assignments [26]. Thus, increasing social job
resources may be more important to the reduction in role ambiguity than increasing challenging job
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resources. For a more refined understanding of the relationship between manager job crafting and role
ambiguity, future research needs to explore the differential roles of the sub-dimensions of job crafting
in alleviating role ambiguity and turnover intention.

Third, while we have focused on the mediating relationship between manager job crafting,
role ambiguity, emotional exhaustion, and turnover intention in this study, there may be boundary
conditions that strengthen or weaken this relationship. Organizational systems or contexts may
function as such boundary conditions. More precisely, it is likely that the negative effect of manager
job crafting on turnover intention is more pronounced when there are effective organizational reward
systems or when managers perceive a high level of organizational support. Because turnover intention
is strongly affected by organizational policies and practices, we encourage future researchers to examine
the cross-level moderation of organizational factors on the relationship between manager job crafting
and turnover intention. Additionally, there are personal characteristics that may interact with job
crafting. According to the JD-R proposition suggesting that personal resources boost the positive
effect of job resources and buffer the negative effect of job demands [91], individuals’ motivation or
personality can amplify the positive effect of job crafting. For instance, the negative effect of job crafting
on turnover intention is likely to be stronger for managers with high conscientiousness and emotional
stability. We suggest the interplay between managers’ personal resources and job crafting on turnover
intention as a future research topic.

Lastly, our sample was limited to only food franchise managers. Thus, the generalizability of the
present findings to overall managers is unknown. The National Restaurant Association [92] reported
that the employee turnover rate in the restaurants and accommodations sector was 75% in 2018, which
is much higher than turnover rates in other retail sectors. Furthermore, 35% of restaurant managers
quit in their first year on the job [93]. Because restaurant managers are faced with work stressors such
as dealing with customers’ complaints, attaining sales goals, maintaining food and service quality as
well as the hygiene of the restaurant, they tend to experience a high degree of job burnout [94]. For
this reason, the significant effect of emotional exhaustion on turnover intention found in our research
may not be observed in other managerial settings. We therefore suggest future research to validate the
present findings on managers in different occupations and industries.

6. Conclusions

Despite a large body of research on employee job crafting, very little is known about the role
of manager job crafting in managerial outcomes. Considering the potential costs associated with
managerial turnover, it is imperative to unravel the relationship between manager job crafting and
turnover, as well as its intermediary processes. By proposing job crafting as the antecedent of managerial
turnover and demonstrating the sequential mediation of role ambiguity and emotional exhaustion,
our research adds to the extant knowledge on job crafting and offers practical implications for managerial
turnover. Future investigations into the boundary conditions affecting the job crafting–turnover
intention relationship can further insights gained from our research.

Author Contributions: Y.S., W.-M.H., K.P., and H.H. conceptualized the research idea. W.-M.H. analyzed the
data. Y.S. and W.-M.H. wrote the first draft of the manuscript. K.P and H.H. reviewed and confirmed the final
manuscript. All authors have read and agreed to the published version of the manuscript.

Funding: This work was supported by the research fund of Hanyang University (HY-2020).

Conflicts of Interest: The authors declare no conflict of interest.



Int. J. Environ. Res. Public Health 2020, 17, 3972 14 of 17

References

1. Kale, J.R.; Reis, E.; Venkateswaran, A. Pay inequalities and managerial turnover. J. Empir. Finance 2014, 27,
21–39. [CrossRef]

2. Knudsen, H.K.; Ducharme, L.J.; Roman, P.M. Turnover intention and emotional exhaustion “at the top”:
Adapting the job demands-resources model to leaders of addiction treatment organizations. J. Occup.
Health Psychol. 2009, 14, 84–95. [CrossRef] [PubMed]

3. Uruthirapathy, A.A.; Grant, G.; Sheard, G. The influence of job characteristics on OT and non-IT job
professionals’ turnover intentions. J. Manag. Dev. 2015, 34, 397–423. [CrossRef]

4. Agarwal, U.A.; Gupta, V. Relationships between job characteristics, work engagement, conscientiousness
and managers’ turnover intentions. Pers. Rev. 2018, 47, 353–377. [CrossRef]

5. Wrzesniewski, A.; Dutton, J.E. Crafting a job: Revisioning employees as active crafters of their work.
Acad. Manag. Rev. 2001, 26, 179–201. [CrossRef]

6. Cenciotti, R.; Alessandri, G.; Borgogni, L. Psychological capital and career success over time: The mediating
role of job crafting. J. Leadersh. Organ. Stud. 2017, 24, 372–384. [CrossRef]

7. Shin, Y.; Hur, W.; Kim, H.; Gang, M.C. Managers as a missing entity in job crafting research: Relationships
between store manager crafting, job resources, and store performance. Appl. Psychol. Int. Rev. 2020, 69,
479–507. [CrossRef]

8. Arshadi, N.; Shahbazi, F. Workplace characteristics and turnover intention: Mediating role of emotional
exhaustion. Procedia Soc. Behav. Sci. 2013, 84, 640–645. [CrossRef]

9. Demerouti, E.; Bakker, A.B.; Nachreiner, F.; Schaufeli, W.B. The job demands-resources model of burnout.
J. Appl. Psychol. 2001, 86, 499–512. [CrossRef]

10. Rudolph, C.W.; Katz, I.M.; Lavigne, K.N.; Zacher, H. Job crafting: A meta-analysis of relationships with
individual differences, job characteristics, and work outcomes. J. Vocat. Behav. 2017, 102, 112–138. [CrossRef]

11. Hinkin, T.R.; Tracey, B. The cost of turnover: Putting a price on the learning curve. Cornell Hotel Restaur.
Adm. Q. 2000, 41, 14–21. [CrossRef]

12. Rubenstein, A.L.; Eberly, M.B.; Lee, T.W.; Mitchell, T.R. Surveying the forest: A meta-analysis, moderator
investigation, and future-oriented discussion of the antecedents of voluntary employee turnover. Pers. Psychol.
2018, 71, 23–65. [CrossRef]

13. Bakker, A.B.; Schaufeli, W.B.; Leiter, M.P.; Taris, T.W. Work engagement: An emerging concept in occupational
health psychology. Work Stress 2008, 22, 187–200. [CrossRef]

14. Maslach, C.; Jackson, S.E. The measurement of experienced burnout. J. Occup. Behav. 1981, 2, 99–113.
[CrossRef]

15. Bakker, A.B.; Demerouti, E.; Verbeke, W. Using the job demands-resources model to predict burnout and
performance. Hum. Resour. Manag. 2004, 43, 83–104. [CrossRef]

16. Demerouti, E.; Bakker, A.B.; Vardakou, I.; Kantas, A. The convergent validity of two burnout instruments:
A multitrait-multimethod analysis. Eur. J. Psychol. Assess. 2003, 19, 12–23. [CrossRef]

17. Schaufeli, W.B.; Taris, T.W. A Critical Review of the Job Demands-Resources Model: Implications for
Improving Work and Health. In Bridging Occupational, Organizational, and Public Health; Bauer, G.F.,
Hämmig, O., Eds.; Springer: New York, NY, USA, 2005; pp. 43–68.

18. Cavanaugh, M.A.; Boswell, W.R.; Roehling, M.V.; Boudreau, J.W. An empirical examination of self-reported
work stress among U.S. managers. J. Appl. Psychol. 2000, 85, 65–74. [CrossRef]

19. Kahn, R.L.; Wolfe, D.M.; Quinn, R.P.; Snoek, J.D.; Rosenthal, R.A. Organizational stress: Studies in role
conflict and ambiguity. Am. J. Sociol. 1964, 43, 591–592.

20. Graen, G. Role-Making Processes within Complex Organizations. In Handbook of Industrial and Organizational
Psychology; Dunnette, M., Ed.; Rand McNally: Chicago, IL, USA, 1976; pp. 120–145.

21. Rizzo, J.R.; House, R.J.; Lirtzman, S.I. Role conflict and ambiguity in complex organizations. Adm. Sci. Q.
1970, 15, 150–163. [CrossRef]

22. Rousseau, D.M. Characteristics of departments, positions and individuals: Contexts for attitudes and
behavior. Adm. Sci. Q. 1978, 15, 150–163. [CrossRef]

23. Ambrose, S.C.; Rutherford, B.N.; Shepherd, C.D.; Tashchian, A. Boundary spanner multi-faceted role
ambiguity and burnout: An exploratory study. Ind. Mark. Manag. 2014, 43, 1070–1078. [CrossRef]

http://dx.doi.org/10.1016/j.jempfin.2013.11.002
http://dx.doi.org/10.1037/a0013822
http://www.ncbi.nlm.nih.gov/pubmed/19210050
http://dx.doi.org/10.1108/JMD-03-2014-0025
http://dx.doi.org/10.1108/PR-09-2016-0229
http://dx.doi.org/10.5465/amr.2001.4378011
http://dx.doi.org/10.1177/1548051816680558
http://dx.doi.org/10.1111/apps.12179
http://dx.doi.org/10.1016/j.sbspro.2013.06.618
http://dx.doi.org/10.1037/0021-9010.86.3.499
http://dx.doi.org/10.1016/j.jvb.2017.05.008
http://dx.doi.org/10.1177/001088040004100313
http://dx.doi.org/10.1111/peps.12226
http://dx.doi.org/10.1080/02678370802393649
http://dx.doi.org/10.1002/job.4030020205
http://dx.doi.org/10.1002/hrm.20004
http://dx.doi.org/10.1027//1015-5759.19.1.12
http://dx.doi.org/10.1037/0021-9010.85.1.65
http://dx.doi.org/10.2307/2391486
http://dx.doi.org/10.2307/2392578
http://dx.doi.org/10.1016/j.indmarman.2014.05.020


Int. J. Environ. Res. Public Health 2020, 17, 3972 15 of 17

24. Evans, S. HRM and front line managers: The influence of role stress. Int. J. Hum. Resour. Manag. 2017, 28,
3128–3148. [CrossRef]

25. Rigopoulou, I.; Theodosiou, M.; Katsilea, E.; Perdikis, N. Information control, role perceptions, and work
outcomes of boundary-spanning frontline managers. J. Bus. Res. 2012, 65, 626–633. [CrossRef]

26. Oliver, R.L.; Brief, A.P. Determinants and consequences of role conflict and ambiguity among retail sales
managers. J. Retail. 1978, 53, 49–90.

27. Tims, M.; Bakker, A.B.; Derks, D. Development and validation of the job crafting scale. J. Vocat. Behav. 2012,
80, 173–186. [CrossRef]

28. Akkermans, J.; Tims, A.B. Crafting your career: How career competencies relate to career success via job
crafting. Appl. Psychol. 2017, 66, 168–195. [CrossRef]

29. Harju, L.K.; Hakanen, J.J.; Schaufeli, W.B. Can job crafting reduce job boredom and increase work engagement?
A three-year cross-lagged panel study. J. Vocat. Behav. 2016, 95–96, 11–20. [CrossRef]

30. Harju, L.K.; Schaufeli, W.B.; Hakanen, J.J. A multilevel study on servant leadership, job boredom, and job
crafting. J. Manag. Psychol. 2018, 33, 2–14. [CrossRef]

31. Lichtenthaler, P.W.; Fischbach, A. Leadership, job crafting, and employee health and performance. Leadersh.
Organ. Dev. J. 2018, 39, 620–632. [CrossRef]

32. Vogt, K.; Hakanen, J.J.; Brauchli, R.; Jenny, G.R.; Bauer, G.F. The consequences of job crafting: A three-wave
study. Eur. J. Work Organ. Psychol. 2016, 25, 353–362. [CrossRef]

33. Zeijen, M.E.L.; Peeters, M.C.W.; Hakanen, J.J. Workaholism versus work engagement and job crafting: What
is the role of self-management strategies? Hum. Resour. Manag. J. 2018, 28, 357–373. [CrossRef]

34. Hambrick, D.C.; Finkelstein, S.; Mooney, A.C. Executive job demands: New insights for explaining strategic
decisions and leader behaviors. Acad. Manag. Rev. 2005, 30, 472–491. [CrossRef]

35. Sommer, K.L.; Kulkarni, M. Does constructive performance feedback improve citizenship intentions and job
satisfaction? The roles of perceived opportunities for advancement, respect, and mood. Hum. Resour. Dev. Q.
2012, 23, 177–201. [CrossRef]

36. Proost, K.; van Ruysseveldt, J.; van Dijke, M. Coping with unmet expectations: Learning opportunities as a
buffer against emotional exhaustion and turnover intentions. Eur. J. Work Organ. Psychol. 2012, 21, 7–27.
[CrossRef]

37. LeRouge, C.; Nelson, A.; Blanton, E. The impact of role stress fit and self-esteem on the job attitudes of IT
professionals. Inf. Manag. 2006, 43, 928–938. [CrossRef]

38. Diefendorff, E.C.; Jensen, J.M. Crafting in context: Exploring when job crafting is dysfunctional for
performance effectiveness. J. Appl. Psychol. 2018, 103, 463–477. [CrossRef] [PubMed]

39. Lee, S.; Shin, Y.; Baek, S.I. Task characteristics and work engagement: Exploring effects of role ambiguity and
ICT presenteeism. Sustainability 2017, 9, 1–13. [CrossRef]

40. Morgeson, F.P.; Delaney-Klinger, K.; Hemingway, M.A. The importance of job autonomy, cognitive ability,
and job-related skill for predicting role breadth and job performance. J. Appl. Psychol. 2005, 90, 399–406.
[CrossRef]

41. Demerouti, E.; Bakker, A.B.; Halbesleben, J.R.B. Productive and counterproductive job crafting: A daily diary
study. J. Occup. Health Psychol. 2015, 20, 457–469. [CrossRef]

42. Celik, K. The effect of role ambiguity and role conflict on performance of vice principals: The mediating role
of burnout. Eurasian J. Educ. Res. 2013, 13, 195–213.

43. Tunc, T.; Kutanis, R.O. Role conflict, role ambiguity, and burnout in nurses and physicians at a university
hospital in Turkey. Nurs. Health Sci. 2009, 11, 410–416. [CrossRef]

44. Kemp, E.; Kopp, S.W.; Kemp, E., Jr. Take this job and shove it: Examining the influences of role stressors
and emotional exhaustion on organizational commitment and identification in professional truck drivers.
J. Bus. Logist. 2013, 34, 33–45. [CrossRef]

45. Von Emster, G.R.; Harrison, A.A. Role ambiguity, spheres of control, burnout, and work-related attitudes of
teleservice professionals. J. Soc. Behav. Pers. 1998, 13, 375–385.

46. Yürür, S.; Sarikaya, M. The effects of workload, role ambiguity, and social support on burnout among social
workers in Turkey. Adm. Soc. Work 2012, 36, 457–478. [CrossRef]

47. Sing, J. Boundary role ambiguity: Facets, determinants, and impacts. J. Mark. 1993, 57, 11–31. [CrossRef]
48. Sing, J.; Goolsby, J.R.; Rhoads, G.K. Behavioral and psychological consequences of boundary spanning

burnout for customer service representatives. J. Mark. Res. 1994, 31, 558–569. [CrossRef]

http://dx.doi.org/10.1080/09585192.2016.1146786
http://dx.doi.org/10.1016/j.jbusres.2011.03.001
http://dx.doi.org/10.1016/j.jvb.2011.05.009
http://dx.doi.org/10.1111/apps.12082
http://dx.doi.org/10.1016/j.jvb.2016.07.001
http://dx.doi.org/10.1108/JMP-08-2016-0237
http://dx.doi.org/10.1108/LODJ-07-2017-0191
http://dx.doi.org/10.1080/1359432X.2015.1072170
http://dx.doi.org/10.1111/1748-8583.12187
http://dx.doi.org/10.5465/amr.2005.17293355
http://dx.doi.org/10.1002/hrdq.21132
http://dx.doi.org/10.1080/1359432X.2010.526304
http://dx.doi.org/10.1016/j.im.2006.08.011
http://dx.doi.org/10.1037/apl0000295
http://www.ncbi.nlm.nih.gov/pubmed/29265826
http://dx.doi.org/10.3390/su9101855
http://dx.doi.org/10.1037/0021-9010.90.2.399
http://dx.doi.org/10.1037/a0039002
http://dx.doi.org/10.1111/j.1442-2018.2009.00475.x
http://dx.doi.org/10.1111/jbl.12008
http://dx.doi.org/10.1080/03643107.2011.613365
http://dx.doi.org/10.1177/002224299305700202
http://dx.doi.org/10.1177/002224379403100409


Int. J. Environ. Res. Public Health 2020, 17, 3972 16 of 17

49. Cordes, C.L.; Dougherty, T.W.; Blum, M. Patterns of burnout among managers and professionals:
A comparison of models. J. Organ. Behav. 1997, 18, 685–701. [CrossRef]

50. Drory, A.; Shamir, B. Effects of organizational and life variables on job satisfaction and burnout.
Group. Organ. Stud. 1988, 13, 441–455. [CrossRef]

51. Iverson, R.D.; Olekalns, M.; Erwin, P.J. Affectivity, organizational stressors, and absenteeism: A causal model
of burnout and its consequences. J. Vocat. Behav. 1998, 52, 1–23. [CrossRef]

52. Wu, T.; Chung, P.F.; Liao, H.; Hu, P.; Yeh, Y. Role ambiguity and economic hardship as the moderators of the
relation between abusive supervision and job burnout: An application of uncertainty management theory.
J. Gen. Psychol. 2019, 146, 365–390. [CrossRef]

53. Cho, J.; Choi, H.S.; Lee, W. An empirical investigation of the relationship between role stressors, emotional
exhaustion and turnover invention in the Airline industry. Asia Pacific J. Tour. Res. 2014, 19, 1023–1043.
[CrossRef]

54. Lloyd, K.J.; Boer, D.; Keller, J.W.; Voelpel, S. Is my boss really listening to me? The impact of perceived
supervisor listening on emotional exhaustion, turnover intention, and organizational citizenship behavior.
J. Bus. Ethics 2015, 130, 509–524. [CrossRef]

55. Tayfur, O.; Karapinar, P.B.; Camgoz, S.M. The mediating effects of emotional exhaustion cynicism and learned
helplessness on organizational justice-turnover intentions linkages. Int. J. Stress Manag. 2013, 20, 193–221.
[CrossRef]

56. Wang, E.S. The effects of relationship bonds on emotional exhaustion and turnover intentions in frontline
employees. J. Serv. Mark. 2014, 28, 319–330. [CrossRef]

57. Hobfoll, S.E. Conservation of resources: A new attempt at conceptualizing stress. Am. Psychol. 1989, 44,
513–524. [CrossRef] [PubMed]

58. Deery, S.; Iverson, R.; Walsh, J. Work relationships in telephone call centres: Understanding emotional
exhaustion and employee withdrawal. J. Manag. Stud. 2002, 39, 471–496. [CrossRef]

59. Schaufeli, W.B.; Bakker, A.B. Job demands, job resources, and their relationship with burnout and work
engagement: A multi-sample study. J. Organ. Behav. 2004, 25, 293–315. [CrossRef]

60. Wright, T.A.; Cropanzano, R. Emotional exhaustion as a predictor of job performance and voluntary turnover.
J. Appl. Psychol. 1998, 83, 486–493. [CrossRef]

61. Thanacoody, P.R.; Newman, A.; Fuchs, S. Affective commitment and turnover intentions among healthcare
professionals: The role of emotional exhaustion and disengagement. Int. J. Hum. Resour. Manag. 2014, 25,
1841–1857. [CrossRef]

62. Bakker, A.B.; Tims, M.; Derks, D. Proactive personality and job performance: The role of job crafting and
work engagement. Hum. Relat. 2012, 65, 1359–1378. [CrossRef]

63. Petrou, P.; Demerouti, E.; Peeters, M.C.W.; Schaufeli, W.B.; Hetland, J. Crafting a job on a daily basis:
Contextual correlates and the link to work engagement. J. Organ. Behav. 2012, 33, 1120–1141. [CrossRef]

64. Tims, M.; Bakker, A.B.; Derks, D.; Van Rhenen, W. Job crafting at the team and individual level: Implications
for work engagement and performance. Group Organ. Manage. 2013, 38, 427–454. [CrossRef]

65. Kooij, D.T.; Tims, M.; Akkermans, J. The influence of future time perspective on work engagement and job
performance: The role of job crafting. Eur. J. Work Organ. Psychol. 2017, 26, 4–15. [CrossRef]

66. Lu, C.; Wang, H.; Lu, J.; Du, D.; Bakker, A.B. Does work engagement increase person-job fit? The role of job
crafting and job insecurity. J. Vocat. Behav. 2014, 84, 142–152. [CrossRef]

67. Tims, M.; Derks, D.; Bakker, A.B. Job crafting and its relationships with person-job fit and meaningfulness:
A three-wave study. J. Vocat. Behav. 2016, 93, 44–53. [CrossRef]

68. Wong, C.M.; Tetrick, L.E. Job crafting: Older workers’ mechanism for maintaining person-job fit. Front. Psychol.
2017, 8, 1–12. [CrossRef]

69. Brislin, R.W. The Wording and Translation of Research Instruments. In Field Methods in Cross-Cultural Research;
Lonner, W.J., Berry, J.W., Eds.; Sage: Newbury Park, CA, USA, 1986; pp. 136–164.

70. Babakus, E.; Yavas, U.; Ashill, N.J. The role of customer orientation as a moderator of the job
demand–burnout–performance relationship: A surface-level trait perspective. J. Retail. 2009, 85, 480–492.
[CrossRef]

71. Bentler, P.M.; Chou, C.P. Practical issues in structural modeling. Sociol. Methods Res. 1987, 16, 78–117.
[CrossRef]

http://dx.doi.org/10.1002/(SICI)1099-1379(199711)18:6&lt;685::AID-JOB817&gt;3.0.CO;2-U
http://dx.doi.org/10.1177/105960118801300403
http://dx.doi.org/10.1006/jvbe.1996.1556
http://dx.doi.org/10.1080/00221309.2019.1585323
http://dx.doi.org/10.1080/10941665.2013.837398
http://dx.doi.org/10.1007/s10551-014-2242-4
http://dx.doi.org/10.1037/a0033938
http://dx.doi.org/10.1108/JSM-11-2012-0217
http://dx.doi.org/10.1037/0003-066X.44.3.513
http://www.ncbi.nlm.nih.gov/pubmed/2648906
http://dx.doi.org/10.1111/1467-6486.00300
http://dx.doi.org/10.1002/job.248
http://dx.doi.org/10.1037/0021-9010.83.3.486
http://dx.doi.org/10.1080/09585192.2013.860389
http://dx.doi.org/10.1177/0018726712453471
http://dx.doi.org/10.1002/job.1783
http://dx.doi.org/10.1177/1059601113492421
http://dx.doi.org/10.1080/1359432X.2016.1209489
http://dx.doi.org/10.1016/j.jvb.2013.12.004
http://dx.doi.org/10.1016/j.jvb.2015.11.007
http://dx.doi.org/10.3389/fpsyg.2017.01548
http://dx.doi.org/10.1016/j.jretai.2009.07.001
http://dx.doi.org/10.1177/0049124187016001004


Int. J. Environ. Res. Public Health 2020, 17, 3972 17 of 17

72. Little, T.D.; Cunningham, W.A.; Shahar, G.; Widaman, K.F. To parcel or not to parcel: Exploring the question,
weighing the merits. Struct. Equ. Modeling 2002, 9, 151–173. [CrossRef]

73. Matsunaga, M. Item parceling in structural equation modeling: A primer. Commun. Methods. Meas. 2008, 2,
260–293. [CrossRef]

74. Moon, T.W.; Hur, W.M. Go home and kick the dog: Spillover effects of experienced coworker incivility on
customer-directed counterproductive work behavior. J. Serv. Theory Prac. 2018, 28, 554–575. [CrossRef]

75. Hur, W.M.; Won Moon, T.; Jun, J.K. The role of perceived organizational support on emotional labor in the
airline industry. Int. J. Contemp. Hosp. Manag. 2013, 25, 105–123. [CrossRef]

76. Purvanova, R.K.; Muros, J.P. Gender differences in burnout: A meta-analysis. J. Vocat. Behav. 2010, 77,
168–185. [CrossRef]

77. Brewer, E.W.; Shapard, L. Employee burnout: A meta-analysis of the relationship between age or years of
experience. Hum. Resour. Dev. Rev. 2004, 3, 102–123. [CrossRef]

78. Cotton, J.L.; Tuttle, J.M. Employee turnover: A meta-analysis and review with implications for research.
Acad. Manag. Rev. 1986, 11, 55–70. [CrossRef]

79. Lee, R.T.; Ashforth, B.E. A meta-analytic examination of the correlates of the three dimensions of job burnout.
J. Appl. Psychol. 1996, 81, 123–133. [CrossRef]

80. Hox, J.J. Multilevel Analysis: Techniques and Applications, Lawrence Erlbaum: Mahwah, NJ, USA, 2002.
81. Dyer, N.G.; Hanges, P.J.; Hall, R.J. Applying multilevel confirmatory factor analysis techniques to the study

of leadership. Leadersh. Q. 2005, 16, 149–167. [CrossRef]
82. Muthén, L.K.; Muthén, B.O. Mplus User’s Guide, 8th ed.; Muthén & Muthén: Los Angeles, CA, USA, 1998.
83. Shrout, P.E.; Bolger, N. Mediation in experimental and nonexperimental studies: New procedures and

recommendations. Psychol. Methods 2002, 7, 422–445. [CrossRef] [PubMed]
84. Hayes, A.F. Introduction to Mediation, Moderation, and Conditional Process. Analysis: A Regression-Based Approach,

2nd ed.; Guilford: New York, NY, USA, 2017.
85. Fornell, C.; Larcker, D.F. Evaluating structural equation models with unobservable variables and measurement

error. J. Mark. Res. 1981, 18, 39–50. [CrossRef]
86. Podsakoff, P.M.; MacKenzie, S.B.; Podsakoff, N.P. Sources of method bias in social science research and

recommendations on how to control it. Annu. Rev. Psychol. 2012, 63, 539–569. [CrossRef]
87. Williams, L.J.; Cote, J.A.; Buckley, M.R. Lack of method variance in self-reported affect and perceptions at

work: Reality or artifact? J. Appl. Psychol. 1989, 74, 462–468. [CrossRef]
88. Petrou, P.; Demerouti, E.; Xanthopoulo, D. Regular versus cutback-related change: The role of employee

job crafting in organizational change contexts of different nature. Int. J. of Stress Manag. 2016, 24, 62–85.
[CrossRef]

89. Opera, B.T.; Barzin, L.; Virga, D.; Illiescu, D.; Rusu, A. Effectiveness of job crafting interventions:
A meta-analysis and utility analysis. Eur. J. Work Organ. Psychol. 2019, 28, 723–841. [CrossRef]

90. Bakker, A.B.; Rodríguez-Muñoz, A.; Sanz Vergel, A.I. Modeling job craft behaviors: Implications for work
engagement. Hum. Relat. 2016, 69, 169–189. [CrossRef]

91. Bakker, A.B. A job demands-resource approach to public service motivation. Public Adm. Rev. 2015, 75,
723–732. [CrossRef]

92. The National Restaurant Association Home Page. Available online: https://restaurant.org/Articles/News/
Hospitality-industry-turnover-rate-ticked-higher (accessed on 31 May 2020).

93. Toast Home Page. Available online: https://pos.toasttab.com/blog/on-the-line/how-to-prevent-restaurant-
managers-from-quitting (accessed on 31 May 2020).

94. Hayes, C.T.; Weathington, B.L. Optimism, stress, life satisfaction, and job burnout in restaurant managers.
J. Psychol. 2007, 141, 565–579. [CrossRef] [PubMed]

© 2020 by the authors. Licensee MDPI, Basel, Switzerland. This article is an open access
article distributed under the terms and conditions of the Creative Commons Attribution
(CC BY) license (http://creativecommons.org/licenses/by/4.0/).

http://dx.doi.org/10.1207/S15328007SEM0902_1
http://dx.doi.org/10.1080/19312450802458935
http://dx.doi.org/10.1108/JSTP-03-2018-0052
http://dx.doi.org/10.1108/09596111311290246
http://dx.doi.org/10.1016/j.jvb.2010.04.006
http://dx.doi.org/10.1177/1534484304263335
http://dx.doi.org/10.5465/amr.1986.4282625
http://dx.doi.org/10.1037/0021-9010.81.2.123
http://dx.doi.org/10.1016/j.leaqua.2004.09.009
http://dx.doi.org/10.1037/1082-989X.7.4.422
http://www.ncbi.nlm.nih.gov/pubmed/12530702
http://dx.doi.org/10.1177/002224378101800104
http://dx.doi.org/10.1146/annurev-psych-120710-100452
http://dx.doi.org/10.1037/0021-9010.74.3.462
http://dx.doi.org/10.1037/str0000033
http://dx.doi.org/10.1080/1359432X.2019.1646728
http://dx.doi.org/10.1177/0018726715581690
http://dx.doi.org/10.1111/puar.12388
https://restaurant.org/Articles/News/Hospitality-industry-turnover-rate-ticked-higher
https://restaurant.org/Articles/News/Hospitality-industry-turnover-rate-ticked-higher
https://pos.toasttab.com/blog/on-the-line/how-to-prevent-restaurant-managers-from-quitting
https://pos.toasttab.com/blog/on-the-line/how-to-prevent-restaurant-managers-from-quitting
http://dx.doi.org/10.3200/JRLP.141.6.565-580
http://www.ncbi.nlm.nih.gov/pubmed/18044271
http://creativecommons.org/
http://creativecommons.org/licenses/by/4.0/.

	Introduction 
	Theoretical Background and Hypotheses 
	The JD-R model 
	Relationship between Managers’ Job Crafting and Role Ambiguity 
	Relationship between Managers’ Role Ambiguity and Emotional Exhaustion 
	Relationship between Managers’ Emotional and Turnover Intention 
	Mediation of Role Ambiguity and Emotional Exhaustion 

	Method 
	Sample and Procedure 
	Measures 
	Job Crafting 
	Role Ambiguity 
	Emotional Exhaustion 
	Turnover Intention 
	Control Variables 

	Analytic Strategy 

	Results 
	Tests of Reliability, Validity, and Common Method Variance 
	Hypotheses Testing 

	Discussion 
	Theoretical Implications 
	Practical Implications 
	Limitations and Directions for Future Research 

	Conclusions 
	References

