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Abstract

The purpose of this study was to investigate the mediating effects of job
stress with abusive supervision on the relationship between service orientation
and service delivery level. To pursue 1it, the study was conducted on 244
working at the super—deluxe hotel in Korea and used SPSS 20.0 and AMOS for
analysing structural—equation modeling.

The results of study shows significant relationships among the variables. Frist,
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dyfunctional behavior of customers and abusive supervison of supervisors
positively impacted on job stress. Second, dyfunctional behavior of customers and
abusive supervison of boss negatively influenced on service orientation. Third,
job stress negatively influenced on service orientation, which positively impacted
on service delivery level. Finally, job stress had fully mediating effect on the
relations between dyfunctional behavior of customers and service orientation.
These results were discussed in relation to the service management in Korea

context, and made significant recommendations for the future researches.

Keywords : Dyfunctional Customer Behavior, Abusive Supervision, Job Stress,
Service Orientation, Service Delivery Level.
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