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Analysis on Difference in Job Stress and Organizational
Effectiveness According to Empowerment and Perceived
Organizational Support in Unfair Customer's Complaint

Situation : Focused on Food Service Industry Employees

Lim, Yoon A
Kyunghee University

Lee, Sang Seon
Kyunghee University

Ko, Jae Youn
Kyunghee University

Abastract

The purpose of this study was to investigate the difference of job stress and organizational
effectiveness according to an existence of empowerment and perceived organizational support
in unfair customer’s complaint situation at restaurants. The review of the literature described
the background for in unfair customer’s complaint situation. In this study, experiment
scenarios were used to identify the difference of job stress and organizational effectiveness
according to an existence of empowerment and perceived organizational support. The
questionnaire was distributed one week period from November 3rd to November 9th in 2014
of the 320 distributed questionnaire 297 copies were used in the analysis. Major findings
include that: First, there is a difference between job stress and organizational effectiveness
according to an existence of empowerment and perceived organizational support. The

implication was also suggested basted on these results.

Key words : Unfair Customer's Complaint, Perceived Organizational Support,

Empowerment, Job Stress, Organizational effectiveness
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