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The main objective of this research paper is to examine the influence of perceived support (i.e., organizational
support and social support) on life satisfaction (i.e., current and anticipated life satisfaction), which is hypoth-
esized to increase restaurant employees’ loyalty organizational citizenship behavior (OCB) and decrease their
intentions to leave the restaurant industry during the COVID-19 pandemic. Moreover, the moderating effects of
employees’ resilience and employment status are also examined. Analyzing the responses of 609 restaurant
employees using structural equation modeling (SEM), findings revealed that all direct effects were supported,

except for the effect of anticipated life satisfaction on intention to leave the restaurant industry. Lastly, the
moderating role of resilience in the relationships between current life satisfaction and restaurant employees’
loyalty OCB and intentions to leave the industry was confirmed. Theoretical and practical implications are

discussed in detail.

1. Introduction

It will come as no surprise that satisfied workers tend to be more
productive (Bellet et al., 2019). The support that employees receive from
their organizations, known as perceived organizational support (POS),
has been shown to have a strong positive effect on overall job satisfac-
tion (Riggle et al., 2009) and organizational loyalty (Kim et al., 2004;
Susskind et al., 2000), as well as a negative influence on turnover in-
tentions (Cho et al., 2009). Perceived social support (PSS), on the other
hand, is the support that an individual receives from friends, family, and
acquaintances and, while more subjective than POS, has been consid-
ered to be especially important in difficult situations (Zimet et al., 1988).

Life satisfaction, being the self-perceived evaluation and outlook that
an individual has about their overall life (Pavot and Diener, 2008), was
shown to be an integral component of a person’s subjective well-being
(Diener et al., 1985), and was found not only to be influenced by an
individual’s current situation, but also by the evaluation of anticipated
life satisfaction (Baranik et al., 2019). While POS was previously found
to have a positive effect on job satisfaction, the latter construct, in turn,
has been linked to the life satisfaction of restaurant employees (Hight
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and Park, 2018). This is particularly pertinent during stressful times,
such as the COVID-19 pandemic, with two out of three restaurant
workers having lost their jobs or been furloughed, equating to eight
million laid-off restaurant workers by April 2020 (National Restaurant
Association, 2020). It is at such times that the presence of positive
support systems could help individuals to maintain a positive outlook on
their present and projected life satisfaction.

The COVID-19 pandemic, with its first United States case reported in
January 2020 (Holshue et al., 2020), had resulted in around 200,000 U.
S. deaths by early October 2020 (Centers for Disease Control and Pre-
vention, 2020), with most states having mandated closing or restricting
foodservice establishments by April 2020 (Restaurant Law Center,
2020). Although by June 2020 most states had started to permit res-
taurants to reopen, albeit with various restrictions (Sontag, 2020), many
consumers reported being unlikely to dine at restaurants due to concerns
about the COVID-19 virus, and by September 2020 over 100,000 res-
taurants had closed (National Restaurant Association, 2020). These
health concerns have resulted in a more stressful work environment for
those restaurant employees still working, as many of them are concerned
about contracting the virus and spreading it to their family members and

E-mail addresses: Jeong-Yeol.Park@ucf.edu (J.-Y. Park), Shight1@gsu.edu (S.K. Hight), Diego.Bufquin@ucf.edu (D. Bufquin), J.Meira@knights.ucf.edu (J.V. de

Souza Meira), Robin.Back@ucf.edu (R.M. Back).

https://doi.org/10.1016/.ijhm.2021.102992

Received 14 October 2020; Received in revised form 13 May 2021; Accepted 23 May 2021

Available online 31 May 2021
0278-4319/© 2021 Elsevier Ltd. All rights reserved.


mailto:Jeong-Yeol.Park@ucf.edu
mailto:Shight1@gsu.edu
mailto:Diego.Bufquin@ucf.edu
mailto:J.Meira@knights.ucf.edu
mailto:Robin.Back@ucf.edu
www.sciencedirect.com/science/journal/02784319
https://www.elsevier.com/locate/ijhm
https://doi.org/10.1016/j.ijhm.2021.102992
https://doi.org/10.1016/j.ijhm.2021.102992
https://doi.org/10.1016/j.ijhm.2021.102992
http://crossmark.crossref.org/dialog/?doi=10.1016/j.ijhm.2021.102992&domain=pdf

J.-Y. Park et al.

other acquaintances (Simonetti, 2020).

Given the alarming statistics on job losses in the restaurant industry,
coupled with altered working conditions, the question of organizational
loyalty arises. The concept of loyalty organizational citizenship behavior
(OCB), introduced by Van Dyne et al. (1994), reflects an employee’s
allegiance to the organization that he/she works for through the pro-
motion of the organization’s interests to outsiders (Bettencourt et al.,
2001). Previous studies have found that employees’ organizational
commitment had stronger effects on citizenship behaviors among
part-time employees than full-time workers (Cho and Johanson, 2008)
while, in a hospitality context, OCB was found to affect job satisfaction
(Jung and Yoon, 2015), organizational identification (Teng et al., 2020;
Zhang et al., 2017), depersonalization (Kang and Jang, 2019), positive
psychological capital (Lee et al., 2017), and positive group affective tone
(Tang and Tsaur, 2016a). However, no previous study is known to have
investigated the relationship between employees’ life satisfaction and
loyalty OCB in a restaurant setting, and certainly, not during a stressful
period such as the COVID-19 pandemic.

Given the nuanced nature of human responsiveness to external
stimuli and, by extension, the complexities characterizing the interac-
tion between the organization and the employee, this study has adopted
a multi-theoretical framework to serve as the foundation of the hy-
potheses offered. By drawing from the social exchange theory (SET)
(Emerson, 1976), organizational support theory (OST) (Eisenberger
et al., 1986), and spillover theory (Sirgy et al., 2001), the current study
sets out to investigate the effects of POS and PSS on current and future
life satisfaction and how these, in turn, affect loyalty OCB and intentions
to leave the restaurant industry during the COVID-19 pandemic. While
several studies in the hospitality literature have investigated the rela-
tionship between employees’ job satisfaction and short-term turnover
intentions (e.g., Bufquin et al., 2017; Chan et al., 2015; Chen and Wang,
2019; Ferreira et al., 2017; Hight and Park, 2019), few have examined
the relationship between employees’ life satisfaction and intentions to
leave their career or industry. Further, no studies have done so during a
crisis such as a pandemic.

Additionally, the moderating effects of resilience and employment
status are also investigated. Resilience refers to an individual’s ability to
maintain composure and normal functioning in the face of adversity,
conflict, or change (Luthans, 2002), particularly relevant during the
challenging conditions of the pandemic. Employment status refers to
those restaurant employees still working versus the large number of
workers that have been furloughed during the pandemic, as working and
resilient employees may benefit more from the positive effects of life
satisfaction on loyalty OCB and industry turnover intentions than their
furloughed and psychologically vulnerable counterparts.

The current study, therefore, sets out to answer the following
research questions:

RQ 1: What is the influence of support systems (i.e., POS and PSS) on
life satisfaction?

RQ 2: Does life satisfaction increase restaurant employees’ loyalty
organizational citizenship behavior (OCB) and decrease their intentions
to leave the restaurant industry during the COVID-19 pandemic?

RQ 3: Does employees’ resilience and employment status (i.e.,
“working” versus “furloughed” employees) moderate the relationship
between life satisfaction and loyalty OCB?

RQ 4: Does employees’ resilience and employment status (i.e.,
“working” versus “furloughed” employees) moderate the relationship
between life satisfaction and intentions to leave the restaurant industry?

The obtained results will assist restaurant employees, who are still
working or have been furloughed during the pandemic, to find impor-
tant solutions regarding social support systems and psychological re-
sources, which may improve their life satisfaction in both the short and
long terms. Such attitudinal outcomes are hypothesized to lead them to
adopt further organizational citizenship behaviors and maintain their
willingness to remain working in the restaurant sector. As a result,
restaurateurs will be able to apply the study’s findings in their day-to-
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day interactions with employees, so that the latter can flourish within
their restaurant companies.

2. Literature review
2.1. Perceived organizational support and perceived social support

According to OST, employees tend to develop a generalized
perception regarding the extent to which their employer cares about
their welfare (Eisenberger et al., 1986; Kurtessis et al., 2015). These
perceptions are based on employees’ confidence that the organization
values their contribution and is willing to meet their socioemotional
needs through various rewards. Along these lines, POS is related to
employees’ overall perceptions of the amount of concern shown by the
organization for their well-being and the value of their contributions
(Guchait et al., 2015). Rhoades and Eisenberger (2002) conducted a
meta-analysis of POS and indicated that three major categories of
favorable treatment received by employees (i.e., fairness, supervisor
support, and organizational rewards and favorable job conditions) were
associated with POS. Employees generally seek a reciprocal balance by
basing their attitudes and behaviors on the organization’s support
(Eisenberger et al., 1990). Hence, employees believe their performance
will be rewarded in the future as their reciprocal expectancy is increased
by POS (Eisenberger et al., 2001).

Accordingly, OST facilitates the observation of the employee-
organization relationship from the employees’ viewpoint and, hence,
has been of considerable interest in organizational behavior literature.
Based on another meta-analysis by Kurtessis et al. (2015), OST suc-
cessfully predicted both the antecedents and consequences of POS. The
study found the antecedents of POS to be leadership, employ-
ee-organization context, human resource practices, and working con-
ditions, while employee’s orientation toward the organization and work,
employee performance, and well-being were identified as consequences
of POS.

Based on the norms of reciprocity, POS has been associated with
lower turnover intentions (Cho et al., 2009) and higher organizational
loyalty (Kim et al., 2004; Susskind et al., 2000). Furthermore, POS was
also found to be related to a stronger customer orientation demonstra-
tion by employees (Chow et al., 2006) and improved job performance
(Karatepe, 2012). Likewise, POS was linked to beneficial outcomes
regarding employees (e.g., job satisfaction, affective commitment, pos-
itive mood) and organizations (e.g., performance, lessened withdrawal
behaviors) (Rhoades and Eisenberger, 2002).

Also, there has been extensive research on the outcomes of a strong
social network. For example, social support was found to have strong
relationships with physical well-being, such as physical health and
mortality, including sub-factors of disease, disease maintenance, the
severity of diseases, and disease recovery (Seeman, 1996). Further, so-
cial support has been found to have a negative relationship with mental
health, such as loneliness, depression, and emotional well-being (Wang
et al., 2018). Finally, social support has a significant influence on
physiological health, which is often a precursor to many of the physical
and mental ailments noted above (Seeman, 1996).

Perceived social support (PSS), on the other hand, is an individual’s
perception of the amount of support available to him/her from family,
friends, and anyone within their social circle. This can include imme-
diate family members (e.g., a spouse or parent) or personal acquain-
tances (e.g., close friends and confidants) (Uchino, 2004). As a
construct, PSS is distinct for several reasons. First, this construct refers to
the subjective view of an individual; hence, actual consumption or
receipt of the support is not measured. This is because the perceived
quantity and quality of one’s social support is sufficient to influence
various individual factors, such as loneliness, self-esteem, and
self-efficacy (Uchino, 2009). As a result, the perception of a strong social
support group can become a tool to alleviate stressful situations. For
example, a person with the perception of a strong social network may
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overcome initial feelings of inadequacy in the face of a difficult task or
situation (Zimet et al., 1988), such as a pandemic. POS and PSS may also
influence life satisfaction.

2.2. Life satisfaction

Life satisfaction is the self-perceived evaluation and outlook that
individuals have about their overall lives (Pavot and Diener, 2008).
Researchers have used this construct as a nuanced measure of satisfac-
tion that results from an individual’s decisions across various domains of
his/her life, such as satisfaction with work, family, and relationships
(Cain et al., 2018; Demerouti et al., 2005; Peterson et al., 2005). In
general, scholars have distinguished two distinct perspectives of life
satisfaction: a top-down approach and a bottom-up approach (Erdogan
etal., 2012). The top-down approach to life satisfaction analyzes how an
individual’s psychological characteristics, such as emotional stability,
can influence perceptions of life satisfaction (Steel et al., 2008). Rele-
vant to the current study, the bottom-up approach assesses life satis-
faction as the outcome of satisfaction across various life domains,
including work, family, and health (Erdogan et al., 2012).

Accordingly, the concept of spillover can also be applied in this
study. Prior research has found that happenings (i.e., interactions, atti-
tudes, emotions) from one domain of an individual’s life, such as work
domain, can impact or spillover into another domain, such as home life,
financial life, or social life (Ragland and Ames, 1996). There are two
types of spillover, namely horizontal and vertical. Horizontal spillover
refers to the impact that one life domain can have on a neighboring life
domain (Sirgy et al., 2001). When analyzing spillover in the context of
an individual’s well-being, researchers have pointed out that the
concept of bottom-up vertical spillover is more appropriate, because the
bottom-up spillover approach suggests that satisfaction or dissatisfac-
tion within the lower ranking domains (i.e., family, social, job) will
vertically spillover into the dominant domain (i.e., life satisfaction)
(Sirgy et al., 2001). Research within this perspective has consistently
found that positive perceptions across various life domains increase an
individual’s overall life satisfaction and vice versa (Demerouti et al.,
2005; Grzywacz and Marks, 2000).

Furthermore, prior research has identified that life satisfaction is an
integral component of a person’s subjective well-being (Diener et al.,
1985), which has recently gained the attention of national leaders who
concluded that improving an individual’s life satisfaction could assist in
creating and maintaining an overall positive disposition about one’s
current and future prospects; and such prospects could, in turn, influ-
ence the overall welfare and productivity of a nation (Diener et al.,
2013). Given the current pandemic and its negative impacts on the
hospitality industry, especially the restaurant industry, it is important to
understand which antecedents can influence life satisfaction and the
overall well-being of restaurant employees.

Researchers have found that life satisfaction is not solely influenced
by one’s current situation, but also by the perception of anticipated life
satisfaction. In other words, assessing an individual’s true satisfaction
with life requires an understanding of their current view of life in
conjunction with their outlook about their future life. Prior research on
stressful situations, such as economic recessions, layoffs, and furloughs,
found that employees tend to experience a resource loss which, in turn,
negatively affects perceptions of optimism about their current and
future psychological state (Baranik et al., 2019). However, in the pres-
ence of a positive support system from employers and social circles,
individuals could maintain a positive outlook during times of hardship,
such as the COVID-19 pandemic.

For example, POS has been linked with positive attitudinal out-
comes, such as affective organizational commitment and job satisfaction
(Kurtessis et al., 2015), and job satisfaction has been found to have a
positive relationship with the life satisfaction of restaurant employees
(Hight and Park, 2018). In addition, prior research has demonstrated
that PSS is associated with lower levels of depression and higher levels of
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life satisfaction (Uchino, 2004). Since POS and PSS measure an in-
dividual’s perception, rather than actual receipt of support, it is logical
to assume that if someone believes they have a strong support system,
which may enhance their current life satisfaction, the same support
system will probably play a role in their anticipated life satisfaction.
Therefore, the following hypotheses are proposed:

Hla. Perceived organizational support will positively affect employees’
current life satisfaction.

H1b. Perceived organizational support will positively affect employees’
future life satisfaction.

H2a. Perceived social support will positively affect employees’ current life
satisfaction.

H2b. Perceived social support will positively affect employees’ future life
satisfaction.

2.3. Loyalty organizational citizenship behavior

Social exchange theory (SET) refers to a process where one actor
initiates an interaction, either positive or negative, with another actor
(Emerson, 1976). In turn, the receiving actor reacts with a reciprocating
response that usually mirrors the type of treatment received (Cro-
panzano et al., 2017). Therefore, SET posits that, in the presence of a
positive initiating interaction, receivers will respond in a similar, posi-
tive manner (Gouldner, 1960), and that there is an implicit obligation
for employees to return a favor after receiving a favor or benefit from
another person or group (Blau, 1964). Thus, employees who perceive a
high-quality social exchange relationship with their employer could
exhibit behaviors deemed preferable by their employer, such as
increased instances of trust and loyalty (Cropanzano and Mitchell,
2005).

This logic is similar to the findings of the person-organization (P-O)
fit theory, which posits that individuals who find congruence between
their personal values and those of their employer illustrate more robust
organizational commitment levels (Verquer et al., 2003); and of the
person-situation theory, which posits that the interaction of personal
traits and organizational situations can predict an employee’s behavior
in the work environment (Kenrick and Funder, 1988). Thus, when a firm
offers support or incentives that enable an employee to meet their pro-
fessional or personal objectives, it is logical to suggest that employees
may exhibit positive behavioral outcomes such as organizational
commitment (Stewart and Barrick, 2004). Further, Bagozzi’s (1992)
attitude theory posits that the cognitive evaluations of events, outcomes,
and situations precede affective reactions, which in turn influence an
individual’s intentions and behaviors. It implies that organizations’
support of their employees can lead to favorable outcomes such as job
satisfaction, commitment, and organizational citizenship behaviors.

The concept of loyalty organizational citizenship behavior (OCB)
was first introduced by Van Dyne et al. (1994) and later referred to as
“loyal boosterism” (Moorman et al., 1998) and “allegiance” (Borman and
Motowidlo, 1993), among other terms. Loyalty OCB reflects an em-
ployee’s allegiance to the organization that he/she works for, through
the promotion of the organization’s interests and image to outsiders
(Bettencourt et al., 2001). Other types of service-oriented OCBs do exist,
such as service delivery OCB and participation OCB. However, because
employees’ job attitudes account for the most variance in loyalty OCB
(Bettencourt et al., 2001), and given that the current study is assessing
the relationship between employees’ life satisfaction and OCB, only
loyalty OCB will be taken into consideration. Loyalty OCB is an inter-
esting concept to examine, as it affects a variety of work-related and
performance outcomes, such as service quality (Bienstock et al., 2003),
employees’ continuance of employment, and intention to leave for
monetary incentives (Cho and Johanson, 2008), as well as customer
loyalty (Castro et al., 2004) and restaurants’ inspection scores (Bien-
stock et al., 2003).
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It is thus hypothesized that restaurant employees, who receive suf-
ficient organizational and social support, will tend to experience
increased life satisfaction in both the short and long terms. This, in turn,
will lead them to adopt improved loyalty OCB at their restaurants. Such
propositions support prior findings regarding the effect of life satisfac-
tion on job performance (e.g., Duckworth et al., 2009; Jones, 2006;
Lyubomirsky et al., 2005). However, to the authors’ knowledge, no
study thus far has assessed the relationship between employees’ life
satisfaction and loyalty OCB in a restaurant setting, and certainly not
during a crisis such as the COVID-19 pandemic. As a result, the following
hypotheses are proposed:

H3a. Employees’ current life satisfaction will positively affect employees’
loyalty organizational citizenship behavior.

H3b. Employees’ future life satisfaction will positively affect employees’
loyalty organizational citizenship behavior.

2.4. Intentions to leave the industry

When analyzing why employees remain loyal to their employer and
their career, scholars have often drawn from the attachment theory,
which suggests that individuals possess innate tendencies to attract and
remain close with other supportive figures who can help alleviate
physical or psychological stressors (Mikulincer et al., 2002). While
originally developed to understand why individuals become attached to
others, scholars have recently used this theory to describe how attach-
ment can extend beyond individual relationships to relationships with
companies (Yip et al., 2018). This logic is similar to the social infor-
mation processing theory, which suggests that an organization’s social
environment may influence employee attitudes and behaviors toward
the organization (Salancik and Pfeffer, 1978). Hence, if employees
perceive that their employer provides adequate support within the
workplace, especially during times of distress, they are likely to exhibit
favorable behavioral outcomes, including organizational commitment
and loyalty (Wang et al., 2014).

While much of the existing hospitality literature related to satisfac-
tion and turnover has focused on the relationship between employees’
job satisfaction and short-term turnover intentions (e.g., Bufquin et al.,
2017; Chan et al., 2015; Chen and Wang, 2019; Ferreira et al., 2017;
Hight and Park, 2019), few studies have examined the relationship be-
tween employees’ life satisfaction (i.e., current and future) and in-
tentions to leave their career or industry. For instance, in a seminal study
by Ghiselli et al. (2001), restaurant employees’ life satisfaction was
linked with an intention to imminently leave their current employment.
Likewise, in a study by Erdogan et al. (2012), a meta-analysis revealed
statistically significant negative average weighted correlations between
life satisfaction and immediate turnover intentions. Hence, it is
reasonable to suggest that if employees receive sufficient organizational
and social support, they will tend to experience increased current and
anticipated life satisfaction, which will lower their probability of
wanting to leave their careers in the restaurant industry. Based on the
aforementioned literature and theoretical frameworks, the following
hypotheses are proposed:

H4a. Employees’ current life satisfaction will negatively affect employees’
intentions to leave the restaurant industry.

H4b. Employees’ future life satisfaction will negatively affect employees’
intentions to leave the restaurant industry.

2.5. The moderating effect of resilience

Since the onset of COVID-19, many restaurants have shifted business
functions to minimize the spread of the virus. Although over 100,000 US
restaurants had closed by September 2020, many of those still operating
have survived by quickly adapting and shifting their business model to
focus on take-out, limited dine-in offerings, and new menus, all while
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maintaining recommended social distancing guidelines (National
Restaurant Association, 2020). Adapting to challenging conditions is
something that scholars have sought to explore, since individuals vary in
their response to external stimuli, especially in situations that are
deemed stressful or traumatic. While analyzing how a person responds
to stressful situations, scholars have noted that resilience can explain
why some individuals seem to adapt to stressful situations better than
others (Luthans et al., 2006). Given that resilience can impact an in-
dividual’s reaction and performance in the face of a challenge (Luthans,
2002), this study sought to identify whether restaurant employees’
resilience may impact their behavioral outcomes (i.e., loyalty OCB and
intention to leave the restaurant industry).

Resilience refers to when individuals maintain composure and
normal functioning in the presence of adversity, conflict, and in some
cases, positive changes (Luthans, 2002). Resilience is considered to be a
psychological resource, and those who exhibit higher levels of resilience
tend to exhibit more favorable behavioral outcomes in the workplace,
such as organizational commitment, job satisfaction, well-being, and
organizational citizenship behaviors (Paul et al., 2016). Furthermore,
prior research has found that resilient individuals exhibit increased job
satisfaction, better mental health, and the perception of an agreeable
work-life balance (Hudgins, 2016; Paul et al., 2016). In times of work-
place duress, individuals who demonstrate high levels of resilience
exhibit increased loyalty toward their organization (Luthans et al.,
2006), because resilient individuals seek out successful ways to adjust to
workplace challenges, which in turn gives them a deeper meaning about
their work, thus creating an intensified interest in the firm (Paul et al.,
2016).

However, an individual with strong psychological resources,
including resilient behavior, will not always illustrate loyalty to an or-
ganization if the organization has broken a psychological contract with
the employee. In other words, if an employee does not feel their
employer is providing adequate support during times of duress, it is
plausible to suggest that a resilient employee could seek alternate
employment or leave the industry altogether. This notion has been
confirmed in prior research regarding voluntary job turnover self-
efficacy, where employees who are comfortable with adapting to new
situations are more likely to seek an alternative employer (Moynihan
et al.,, 2003). With the challenges associated with the COVID-19
pandemic, it implies that even though employees who are satisfied
with their life (i.e., current and future) tend to exhibit a high level of
OCB loyalty or low level of intentions to leave the industry, the impact of
life satisfaction on these behaviors can differ based on their level of
resilience. Given these prior findings, this study proposes the following
hypotheses:

H5a. Employees’ resilience will moderate the relationship between em-
ployees’ current life satisfaction and employees’ loyalty organizational citi-
zenship behavior.

H5b. Employees’ resilience will moderate the relationship between em-
ployees’ future life satisfaction and employees’ loyalty organizational citi-
zenship behavior.

H5c. Employees’ resilience will moderate the relationship between em-
ployees’ current life satisfaction and employees’ intentions to leave the
restaurant industry.

H5d. Employees’ resilience will moderate the relationship between em-
ployees’ future life satisfaction and employees’ intentions to leave the
restaurant industry.

2.6. The moderating effect of employment status

To stem the spread of the virus in the U.S., restrictions have included
orders to stay at home, travel limitations, social distancing, and the
temporary closure of many businesses in the hospitality sector (Bartik
et al., 2020). In fact, by late April 2020, all 50 states and the District of
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Columbia had ordered the temporary closing or restricting of foodser-
vice establishments in response to COVID-19, with most restricting
restaurants to take-out/curbside pickup and delivery only (Restaurant
Law Center, 2020). Given the concerning statistics regarding such
temporary restaurant closures and limited operations, and consequen-
tial furloughs (Pesce, 2020), this study sets out to examine the moder-
ating effects of employment status (i.e., “working” versus “furloughed”
employees) on the relationships among employees’ life satisfaction,
loyalty OCB and intentions to leave the restaurant industry.

Except for a study by Cho and Johanson (2008), which concluded
that employees’ organizational commitment had stronger effects on
citizenship behaviors among part-time employees than full-time
workers; and a study by Stamper and Van Dyne (2001), which demon-
strated that part-time employees exhibited less helping organizational
citizenship behavior than full-time employees, no other hospitality
study has looked at the moderating effects of employment status on the
relationships between employees’ attitudinal and behavioral outcomes.
More specifically, empirical research still needs to be performed in order
to examine the moderating effect of employment status (i.e., “working”
versus “furloughed” employees) between employees’ life satisfaction
and loyalty OCB.

Along these lines, a seminal study by Aquino et al. (1996) found that
the number of hours worked at a paying job was directly related to
higher levels of life satisfaction. Based on SET (Blau, 1964), the
employment status of restaurant employees may play a significant role
in the positive relationship between life satisfaction and OCB loyalty,
such that a working employee will benefit more from the positive effect
of life satisfaction on loyalty OCB than his/her furloughed counterpart,
given that the former still has a job despite the massive unemployment
resulting from the COVID-19 pandemic (Pesce, 2020).

The same rationale is suggested for the moderating effect of
employment status on the negative relationship between employees’ life
satisfaction and intentions to leave the restaurant industry. Based on SET
(Blau, 1964), we hypothesize that the negative effect of life satisfaction
on industry turnover intentions will be more significant for working
employees than furloughed employees, since the latter are currently not
working and, as a result, may want to look for jobs in other industries.

Hla (+)

Organizational
Support

H2b (+)

Social Support

Current Life
Satisfaction

Future Life
Satisfaction
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Consequently, the following hypotheses are proposed:

H6a. Employees’ employment status will moderate the relationship between
employees’ current life satisfaction and employees’ organizational citizenship
behavior loyalty.

H6b. Employees’ employment status will moderate the relationship be-
tween employees’ future life satisfaction and employees’ organizational
citizenship behavior loyalty.

H6c. Employees’ employment status will moderate the relationship between
employees’ current life satisfaction and employees’ intentions to leave the
restaurant industry.

H6d. Employees’ employment status will moderate the relationship be-
tween employees’ future life satisfaction and employees’ intentions to leave
the restaurant industry.

The conceptual model of this research is illustrated in Fig. 1.
3. Methodology
3.1. Data collection

To achieve the main objectives of this study, data were collected
from a sample of non-managerial restaurant employees who were
currently working or had been furloughed during the COVID-19
pandemic, and who were at least 18 years of age. The questionnaire
was developed using the Qualtrics online survey platform and distrib-
uted to participants by an online marketing company. For data collec-
tion, a self-selection sampling method was utilized. To minimize
potential sampling bias, each respondent was asked to answer screening
questions to ensure the qualifying criteria of employment status and age.
Similar to previous investigations (e.g., Tussyadiah et al. 2020), atten-
tion checks were added to obtain quality data. After removing re-
spondents with missing data, as well as those who failed the screening
questions and attention checks, 609 samples were utilized for the
analysis out of a total of 922 questionnaires, representing a response rate
of 66%.

Resilience

H5a, H5b, H5c, H5d

H3a (+)

W Loyalty OCB

v || Intentions to
H4b (-) Leave Industry

Héa, H6b, H6c, H6d

Employment
Status

Fig. 1. Conceptual model.
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3.2. Measures

Perceived organizational support was measured using the shorter 8-
item version of the Survey of Perceived Organizational Support (SPOS),
as recommended by Rhoades and Eisenberger (2002), while PSS was
measured using the Multidimensional Scale of Perceived Social Support
(MSPSS) developed by Zimet et al. (1988). Current and future life
satisfaction was measured using the Temporal Satisfaction with Life
Scale (TSWLS) created by Pavot et al. (1998). A 4-item scale adapted
from Bettencourt et al. (2001) was used to measure loyalty
service-oriented OCB, while intentions to leave the restaurant industry
was based on measurement items from a study by Farkas and Tetrick
(1989). Finally, resilience was measured using the 10-item scale devel-
oped by Campbell-Sills and Stein (2007), and employment status was
coded as a binary variable (0 = working and 1 = furloughed). A
seven-point Likert scale ranging from strongly disagree (1) to strongly
agree (7) was used for all constructs, as suggested by Churchill (1979).
Further, sociodemographic questions were also included at the end of
the questionnaire.

3.3. Data analysis

As suggested by Anderson and Gerbing (1992), the current investi-
gation adopted a two-step approach, starting with a confirmatory factor
analysis (CFA) testing the validity of each construct. In the second step,
hypotheses were tested applying structural equation modeling (SEM).
Furthermore, multi-group analyses through invariance tests were con-
ducted to verify the potential moderation effects proposed by this
research.

4. Results
4.1. Sample profile

Among 609 respondents, 231 were furloughed and 378 were still
working in the restaurant industry during the COVID-19 pandemic. Most
were male (52.5%) while 46.3% were female, and aged between 19 and
39 (75.2%), followed by those aged 40-49 (17.9%). Moreover, 49.6%
indicated they had a 4-year college degree and 22.2% held a master’s
degree. Most respondents worked in front of the house (50.1%), while
26.6% reported working in back of the house, and 23.3% in adminis-
trative positions. In terms of tenure, 65.8% had been working at their
company for 1-5 years, 17.9% more than 5 years, and 16.2% less than
12 months. The majority of restaurant employees reported having an
annual household income between $30,000 and $59,999 (46.3%), fol-
lowed by those who received between $60,000 and $79,999 (18.7%),
and less than $29,999 (18.6%). Descriptive statistics are presented in
Table 1.

4.2. Measurement model

Prior to analyzing the structural model, it was necessary to examine
whether a common method bias exists, since all data are self-reported
and collected through the same questionnaire with a cross-sectional
research design (Podsakoff and Organ, 1986; Podsakoff et al., 2003).
Exploratory factor analysis by principal components factor with Vari-
max Rotation was conducted. The results suggested that six distinctive
factors (i.e., Eigenvalue greater than 1) were identified and explained
74.169% of the total variance (Table 2). Further, Harman’s single factor
testing was conducted. The single factor explained 40.429% of total
variance, which is lower than 50% cutoff (Podsakoff et al., 2003). In
other words, it can be concluded that common method variance is not an
issue for this study.

CFA was conducted to confirm the validity of each construct
(Table 3). First, the model X2 was significant at 1% level. However, since
Xz value is known as sensitive due to the sample size (Hair et al., 2010), it
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Table 1
Descriptive statistics.
Variable Frequency Percent
Gender Male 320 52.5
Female 282 46.3
Other 7 1.2
Age 19-29 183 30.0
30-39 275 45.2
40-49 109 17.9
50-59 29 4.8
60 or higher 13 2.1
Annual Less than $10,000 9 1.5
Household $10,000 to $19,999 34 5.6
Income $20,000 to $29,999 70 11.5
$30,000 to $39,999 76 12.5
$40,000 to $49,999 90 14.8
$50,000 to $59,999 116 19
$60,000 to $69,999 58 9.5
$70,000 to $79,999 56 9.2
$80,000 to $89,999 25 4.1
$90,000 to $99,999 25 4.1
$100,000 to $149,999 35 5.7
$150,000 or more 15 2.5
Education High school or equivalent 62 10.2
2-year college 96 15.8
4-year college or university 302 49.6
Master’s degree (MS) 135 22.2
Doctoral degree (Ph.D.) 3 0.5
Professional degree (MD, JD, etc.) 9 1.5
Other 2 0.3
Role Front of the house 305 50.1
Back of the house 162 26.6
Administration 142 23.3
Tenure Less than 6 months 21 3.4
6 — 12 months 78 12.8
1 -2 years 201 33
3 - 5 years 200 32.8
5 - 10 years 87 14.3
11 - 15 years 11 1.8
More than 15 years 11 1.8
Total 609 100.00

was necessary to consider other goodness-of-fit indices. Indices showed
that the model fitted the data well (TLI = 0.935; CFI = 0.941;
RMSEA = 0.058).

Second, convergent validity was tested. Standardized factor loadings
were examined, and all factor loadings were higher than the minimum
threshold of 0.70 (Hair et al., 2010). The values for average variance
extracted (AVE) and construct reliability (CR) were calculated, and they
all exceeded the minimum threshold of 0.70 suggested by Hair et al.
(2010). To test for internal consistency, Cronbach’s o was calculated for
each construct, and results suggested that all « values were higher than
0.70 (Nunnally, 1978).

Third, discriminant validity was tested by comparing AVE values
with squared correlations between each construct as suggested by For-
nell and Larcker (1981). Results suggested that all AVE values were
greater than the squared correlations between constructs, implying that
discriminant validity was confirmed (Table 4).

4.3. Hypotheses testing

In order to test the proposed hypotheses, this study utilized a struc-
tural equation model (SEM). The goodness-of-fit indices suggested that
the model fitted the data appropriately ()(2 = 1862.268, p < .01;
NFI = 0.902; TLI = 0.921; CFI = 0.928; RMSEA = 0.063). The SEM
results are presented in Table 5.

First, it was hypothesized that organizational support would have a
significant positive impact on current life satisfaction (H;,) and future
life satisfaction (Hjp). Results suggested that organizational support had
a significant positive influence on the current life satisfaction (Borg.
Support — LS (Curreny = 0.507, p < .01) and future life satisfaction (Borg.
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Table 2
Common method bias test.
Factor Initial Eigenvalues Rotation Sums of Squared Loadings
Eigenvalue % of Variance Cumulative % Eigenvalue % of Variance Cumulative %
1 14.15 40.429 40.429 7.806 22.303 22.303
2 4.207 12.021 52.450 6.789 19.398 41.700
3 3.286 9.389 61.839 3.760 10.742 52.442
4 2.248 6.422 68.261 3.360 9.600 62.042
5 1.054 3.012 71.273 3.200 9.142 71.184
6 1.014 2.896 74.169 1.045 2.984 74.169
Table 3
Measurement model.
Estimate S.E. t-value AVE CR Alpha
Organizational pos_1 0.875 0.684 0.928 0.928
Support pos_2 0.854 0.038
pos_4 0.846 0.036
pos_5 0.829 0.038
pos_6 0.837 0.037
pos.7 0.713 0.036
Social pss_1 0.828 0.946 0.949
Support pss_2 0.805 0.042
pss_3 0.712 0.041
pss_4 0.747 0.042
pss.5 0.803 0.042
pss_6 0.780 0.039
pss_7 0.742 0.042
pss.8 0.766 0.043
pss_9 0.753 0.042
pss_10 0.819 0.043
pss_11 0.722 0.042
pss_12 0.763 0.041
Life Satisfaction life_current1 0.791 0.721 0.928 0.924
(Current) life_current2 0.875 0.038
life_current3 0.899 0.040
life_current4 0.888 0.038
life_current5 0.786 0.036
Life Satisfaction life_future2 0.832 0.725 0.913 0.913
(Future) life_future3 0.856 0.040
life_future4 0.884 0.039
life_future5 0.832 0.039
Loyalty OCB loyalty_ocb_1 0.867 0.756 0.925 0.925
loyalty_ ocb_2 0.858 0.035
loyalty_ocb_3 0.869 0.035
loyalty_ocb_4 0.883 0.033
Intentions to Leave Industry int 1 0.921 0.743 0.920 0.926
int 2 0.877 0.030
int 3 0.827 0.033
int 4 0.819 0.033
Model fit: y? = 1620.217, df = 537, p < .01, NFI = 0.915, TLI = 0.935, CFI = 0.941, RMSEA = 0.058.
wx p <01
Table 4
Discriminant validity.
1 2 3 4 5 6
Loyalty OCB (0.756)
Organizational Support 0.219 (0.684)
Social Support 0.356 0.234 (0.594)
Life Satisfaction (Current) 0.241 0.258 0.573 (0.721)
Life Satisfaction (Future) 0.650 0.211 0.358 0.282 (0.725)
Intentions to Leave Industry 0.069 0.013 0.024 0.003 0.095 (0.743)
Note: The diagonal numbers in parentheses indicate the AVE. The remaining numbers are squared correlations.
Support — LS (Future) = 0.335, p < .01) of restaurant employees. Thus, both Third, it was hypothesized that current and future life satisfaction would
Hji, and Hjp, were supported. Second, social support was hypothesized to have a significant positive influence on loyalty OCB (Hs, and Hsp). Re-
have a positive influence on both life satisfaction dimensions. Results sults confirmed that current life satisfaction had a significant positive
showed a significant positive influence of social support on both life impact on loyalty OCB (BLs (Current) — Loyalty ocB8 = 0.529 p < .01), and
satisfaction dimensions (Bsoc. support — LS (Currenty = 0.256, p < .01; Psoc. that future life satisfaction had a significant positive influence on loyalty
Support — LS (Future) = 0.349, p < .01), thus supporting Hz, and Hap. OCB (BLs (Future) — Loyalty ocs = 0.132, p < .05). Thus, H3, and Hzp, were
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Table 5
Structural model.
Hypotheses Estimate  t-value Results
H;, Org. —  LS(Current)  0.507 11.741""  Supported
Support
Hy, Org. — LS (Future) 0.335 7.699"" Supported
Support
Hy,  Soc. —  LS(Current)  0.256 6.411""" Supported
Support
Hy,  Soc. — LS (Future) 0.349 7.964"" Supported
Support
Hs, LS(Current) —  Loyalty 0.529 8.476""" Supported
OCB
Hs, LS (Future) —  Loyalty 0.132 2.209" Supported
OCB
Hsa LS (Current) —  Leave -0.303 -4.154™"  Supported
Industry
Hs LS (Future) - Leave 0.167 2.285" Not
Industry supported

Model fit: y? =1862.268, df =540, p < .01,
CFI = 0.928, RMSEA = 0.063
Note: ***p < .01, **p < .05

NFI = 0.902, TLI-0.921,

supported. Lastly, a positive influence of current and future life satis-
faction on restaurant employees’ intention to leave the industry was
hypothesized (H4, and Hyp). Participants’ current life satisfaction was
found to have a significant negative influence on intentions to leave the
restaurant industry (Brs (current) — Leave = —0.303, p < .01). Thus, Hy,
was supported. However, participants’ future life satisfaction was found
to increase their intentions to leave the industry (Brsuture) — Leav-
e = 0.167, p < .05), meaning that H4, was not supported.

4.4. The moderating effects of resilience and employment status

This study hypothesized that restaurant employees’ personality (i.e.,
resilience) and employment status (i.e., currently working vs. being
furloughed) would moderate the relationship between current and
anticipated life satisfaction and behavioral intentions (i.e., loyalty OCB
and intentions to leave the restaurant industry). To find the moderating
effect of the proposed variables, this study utilized a series of multi-
group analyses.

Prior to examining the structural model, it was necessary to check
the internal consistency of the resilience measurement. Cronbach’s o
value was.920, confirming the internal consistency of resilience. The
mean value of resilience was then calculated, and the sample was
divided into two different groups based on the mean value (1: High
resilience; 0: Low resilience). For the other grouping variable, this study
utilized participants’ employment status (1: Currently working; 0: Fur-
loughed). It was necessary to examine the measurement invariance
across sub-samples (Hair et al., 2010). X2 values of constrained and
unconstrained models were compared. Results suggest that there was no
difference in factor loadings between the groups
(AXZResilience = 42426, df =29, p>.05 AXzEmployment Sta-
s = 28.685, p >.05). Thus, it was appropriate to proceed to
multi-group analysis for the structural model.

A y? test was conducted to test whether any differences exist in the
structural model between the sub-samples based on resilience and

Table 6
Moderating effects of resilience.
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employment status. Specifically, y> was compared between the fully
unconstrained and constrained models with paths from life satisfaction
(i.e., current and future) to behavioral intentions (i.e., loyalty OCB and
intentions to leave the restaurant industry). Ay> was marginally signif-
icant when comparing two subgroups based on resilience (Ay?
= 13.394, p < .10), indicating that at least one path can be different
based on the level of resilience.

A series of ¥? difference tests revealed that the impact of current life
satisfaction on loyalty OCB was significantly different based on partic-
ipants’ resilience (Table 6). For those with high resilience, the influence
of current life satisfaction on loyalty OCB was.434, while for partici-
pants with a lower level of resilience it was.766. Thus, Hs, was sup-
ported. Also, Ay? was marginally significant for the paths between
current life satisfaction and intentions to leave the restaurant industry
(Ax? = 3.287, p < .10). More specifically, the influence of current life
satisfaction on intentions to leave the industry was smaller for those
with high resilience (Brscurrent) — Leave = —0.184, p < .05) compared to
those with low resilience (Brscurrent) » Leave = —0.590, p < .01). Thus,
Hs. was supported. No other significant differences were found,
implying that Hs, and Hsq were not supported. Lastly, y? difference was
not significant when comparing the two groups based on employment
status, meaning that Hg,, Hgp, Hge, and Heq were not supported by the
results.

5. Discussion, implications, and future research
5.1. Discussion and implications

The COVID-19 pandemic has foisted unprecedented social, eco-
nomic, and health-related challenges upon employees throughout the
world. Particularly in the restaurant industry, employees have not only
had to deal with a loss of job security, but also to adapt to a new working
environment centered upon redesigned delivery methods, social
distancing guidelines, and health and safety threats (Pesce, 2020). In
addition to these challenges, neither employees nor the firms for which
they work know when this situation will normalize. Hence, during such
times of duress, it is important to understand the influence that in-
dividuals’ support systems, psychological capital, and employment
status have on their life outlook and subsequent behavioral outcomes.
This study, therefore, sought to examine the influence of perceived
support (i.e., organizational support and social support) on life satis-
faction (i.e., current and anticipated future life satisfaction), and then to
analyze the influence of life satisfaction on employee’s loyalty OCB and
intention to leave the restaurant industry. In addition, the moderating
impact of resilience and employment status on the relationships be-
tween life satisfaction, loyalty OCB, and intentions to leave the restau-
rant industry were also examined.

The results of this study extend the organizational behavior literature
with significant theoretical implications. The direct effects of social
support (i.e., POS and PSS) were found to significantly and positively
impact employee life satisfaction (i.e., current and anticipated), thus
supporting the findings of Erdogan et al. (2012), Kim et al. (2004), and
Uchino (2004). This study further revealed that employees’ perceptions
of organizational and social support may play an important role in both
their current and anticipated life satisfaction, thereby supporting prior

Hypotheses High Resilience Low Resilience

p t-value i} t-value Ay? Results
Hsa: LS_Current - Loyalty OCB 0.434 5.722""" 0.766 6.691""" 9.481"" Supported
Hsp: LS_Future - Loyalty OCB 0.072 0.986 -0.142 -1.323 2.424 Not supported
Hsc: LS_Current N Leave Industry -0.184 23417 -0.59 -4.439 3.287* Supported
Hsq: LS_Future - Leave Industry 0.088 1.103 0.424 3.198 1.692 Not supported

, ¥*p <.10
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findings on work-life spillover (Baranik et al., 2019; Uchino, 2004;
Rhoades and Eisenberger, 2002), while also showing that home/life
domains cannot be separated from each other, and that strength in one
area will lead to strength in the other, supporting the work of Demerouti
et al. (2005).

Another important finding of this study is the significant and positive
effect of future life satisfaction on an employee’s intention to leave the
restaurant industry. Most life satisfaction studies in the hospitality
literature have not differentiated between current and future life satis-
faction, mostly utilizing instruments that focus exclusively on re-
spondents’ current life satisfaction. In contrast, this study implemented
a temporal element, thereby extending our theoretical understanding of
this construct. Given that this finding contradicts the current study’s
initial hypothesis, there are various possible explanations.

For instance, the result may be due to the moderating impact that
resilience has on the relationship between current life satisfaction and
loyalty OCB, and current life satisfaction and intentions to leave the
industry. Accordingly, individuals who have higher resilience illustrated
an increased likelihood to leave the restaurant industry and decreased
probability to exhibit loyalty OCB versus their low resilience counter-
parts. While numerous studies have found a positive relationship be-
tween resilience and behavioral outcomes such as job satisfaction and
organizational commitment (e.g., Hu et al., 2015; Hudgins, 2016; Paul
et al., 2016), it is reasonable to suggest that high-resilience individuals
also have the capability to adjust and adapt to a new job or work
environment (Luthans et al., 2006). This suggestion supports prior
research related to the job search self-efficacy literature, which suggests
that individuals who believe they can find a different job are more likely
to initiate voluntary job turnover (Moynihan et al., 2003). Furthermore,
all the aforementioned findings should be viewed against the unprece-
dented backdrop of the COVID-19 pandemic, as these relationships have
not previously been investigated in such an uncertain and high-stress
environment.

Given these findings, this study suggests several practical implica-
tions. First, given that POS has a positive impact on life satisfaction,
firms should seek to provide employees with both social and organiza-
tional support. While such support may be particularly helpful during
stressful times such as the COVID-19 pandemic, the restaurant industry
is generally a high-stress work environment and such support should,
therefore, not be limited only to these times. For example, Haas et al.
(2020) state that employees have four types of need — hope, trust,
compassion, and stability — which must be addressed through workplace
practices that promote an adequate work-life fit. To achieve this, man-
agers should be provided with training on how to support employees.
Such training may include how to talk with employees about well-being
and overcoming hurdles, setting realistic goals, praising good perfor-
mance, treating employees with respect and dignity, and being a posi-
tive, encouraging, and supportive role-model. Other practical
recommendations include the creation of support networks, the imple-
mentation of wellness programs and incentives, paid vacation time,
volunteer days, on-site health and fitness events, and on- or off-site
team-building group activities. Managers should also, as far as
possible, match employees’ preferences with regard to their work
schedules/shifts so that employees can fulfill their family and social
obligations.

Second, restaurant firms should seek employee input when imple-
menting new policies and procedures which, during the COVID-19
pandemic, include new safety measures, social distancing, and a shift
to a delivery/curbside pickup and limited dine-in context. Restaurant
employees often undergo stress due to their boundary spanning role of
enforcing company policy as a frontline customer contact (Hight and
Park, 2018). Thus, seeking their input about best practices for safety and
efficiency can generate perceived trust by employees. In addition, firms
that have had to lay off or furlough employees can provide mental health
counseling and financial assistance, the latter including filing for un-
employment benefits on behalf of their employees. Given that more than
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three million restaurant employees were either laid-off or furloughed
during the pandemic (National Restaurant Association, 2020), helping
with unemployment claims could ease delays in receiving benefits.

By incorporating the aforementioned suggestions and best practices,
restaurant owners should benefit from employees’ increased life satis-
faction, which should lead employees to adopt positive loyalty OCBs
toward their restaurant companies and lower their desire to seek jobs in
other industries.

5.2. Limitations and future research

Although this study provides significant theoretical and practical
implications, it is not free of limitations. First, this investigation used
cross-sectional data to analyze the research hypotheses. Despite using a
robust theoretical background to develop the hypotheses, it is not
possible to prove the existence of causal relationships among the con-
structs. Future investigations should use longitudinal studies to confirm
the causality among constructs. Second, this research was conducted
during the COVID-19 pandemic. Whereas this was intentional, since this
study aimed to examine the influence of support systems during the
pandemic, future studies should investigate the relationships among
constructs once the situation normalizes. Third, this research analyzed
the influence of organizational support and social support on current
and future life satisfaction. To further investigate the effects of a sup-
portive work environment, future studies should analyze the role of co-
workers, among other important company stakeholders. Fourth, this
research examined loyalty OCB and intentions to leave the industry as
life satisfaction outcomes. Future studies could investigate other atti-
tudinal/emotional outcomes such as organizational commitment,
employee motivation, and job satisfaction, among other constructs.
Scholars should also explore the endogenous and exogenous factors that
influence loyalty OCB and intentions to leave the industry. Finally, this
investigation surveyed only restaurant employees in the United States.
Future studies should extend to other hospitality sectors, such as ac-
commodation, airlines, theme parks, tour operators, and other in-
dustries that were significantly impacted by the pandemic. It would also
be interesting to apply this research to restaurant employees from other
countries to compare the relationships across different cultures. By
doing so, it would be possible to identify whether the employment status
or resilience of employees can moderate the relationships differently in a
workplace environment that is culturally different from the one inves-
tigated by the present research, thereby increasing the generalizability
of the results.
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