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: Drawing on expectation-value model of achievement choice

and self-regulation theory, this study investigates the
mediating role of career aspiration (i.e., achievement,
leadership, and education aspiration) in linking extrinsic
and intrinsic career goals with university students’

career construction inventory, and further examines the
moderating role of future time perspective (i.e., open-end
and limited) in influencing the mediating mechanisms. The
research objectives are as follows: 1. To discuss the
relationship between extrinsic and intrinsic career goals
and career construction inventory. 2. To explain the
relationship between extrinsic career goal and career
aspirations (achievement and leadership aspirations). 3. To
explore the relationship between intrinsic career goals and
career aspirations (achievement and education aspirations).
4. To explain the mediating effect of career aspirations;
that 1s, how extrinsic and intrinsic career goals lead to
career construction via career aspirations. 5. To discuss
future time perspectives (open-end and limited) moderate
the effect of career aspiration on career construction,
which in turn explains the moderated mediation process. The
tourism and hospitality industries are affected by the
COVID-19 pandemic. This research focuses on how to adapt to
the current changes, create opportunities, and accept
challenges for university students in the tourism and
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hospitality department to establish lifelong career
management and enhance the development of employability.
This research is aimed at students in tourism-related
majors as the research object, and collects variable data
at two waves with the time lag research design, and
integrates career goals and academic thinking of career
aspirations into the literature of career construction
inventory. The research results can highlight the value of
extrinsic and intrinsic career goals in the path of
discovering college students’ career aspirations, as well
as the implications of three different kinds of career.

career goal, career aspiration, undergraduate career
construction inventory, future time perspective
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Cultivating University Students’ Career Construction Via Discovering
Career Aspiration

Abstract

Drawing on expectation-value model of achievement choice and self-regulation theory, this study
investigates the mediating role of career aspiration (i.e., achievement, leadership, and education
aspiration) in linking extrinsic and intrinsic career goals with university students’ career
construction inventory, and further examines the moderating role of future time perspective (i.e.,
open-end and limited) in influencing the mediating mechanisms. The research objectives are as
follows: 1. To discuss the relationship between extrinsic and intrinsic career goals and career
construction inventory. 2. To explain the relationship between extrinsic career goal and career
aspirations (achievement and leadership aspirations). 3. To explore the relationship between
intrinsic career goals and career aspirations (achievement and education aspirations). 4. To explain
the mediating effect of career aspirations; that is, how extrinsic and intrinsic career goals lead to
career construction via career aspirations. 5. To discuss future time perspectives (open-end and
limited) moderate the effect of career aspiration on career construction, which in turn explains the
moderated mediation process. The tourism and hospitality industries are affected by the COVID-19
pandemic. This research focuses on how to adapt to the current changes, create opportunities, and
accept challenges for university students in the tourism and hospitality department to establish
lifelong career management and enhance the development of employability. This research is aimed
at students in tourism-related majors as the research object, and collects variable data at two waves
with the time lag research design, and integrates career goals and academic thinking of career
aspirations into the literature of career construction inventory. The research results can highlight the
value of extrinsic and intrinsic career goals in the path of discovering college students’ career

aspirations, as well as the implications of three different kinds of career.

Keywords: career goal, career aspiration, undergraduate career construction inventory, future time

perspective
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%/F,fiol}bﬂ ,:‘; d’_:,\. «?Eﬂ_‘gﬁg\lyéx’&_i%\qg\.ﬁ-lgﬂm# fi‘fr"g fgﬁ% y & @?ﬁi}

R LR SRR B A AT Y BV FE R
BE 20 *HISBRE P ’,‘%ﬁ?"}'fﬂ?xﬂ?i TR
Bac2b: HBER AR BLEL 5 M o
B 2c: " WBEP HREFERIEI Mk -

i%m%E%ﬁEEﬁ’E%%ﬁ%&ﬂ EUREREERLER S L R
BT F s AR B PR (TR F R g RERARE B A S8 e Ko
HpEepE ko TR gl | e kiR — T EHCR > A LRGP IRED
ARRFF 6 F RPN FIBY A TR RINE AR S F §ERE R B
LLTRRGRELLLTH > FRBLOMET FHAERT BY - § ¥ by
FA- RSN P RS RE LR I o A RBL AR e AR R
Blhodi o A gD B g RS o L RGE R IVRUED BE T i (AR
P IR IE R & (blde FoR) o R M EE RRT WL B AR KGR
20 ek &Bﬁowﬁﬁﬁiﬁ%?%i’gﬁiﬁﬁy@&mlmﬁ C B ek
Epp AL o FRALS BT 0 P BED BHRHF L TR T LEG L MG
(Selbertetal.,2013)°fz B3 - T g ER PRI RAENEI S ERY RS »
RBAE R R E AR o

B 3a: P BB FASRBELEL S

B 3b: pPREP FRAKTBYELw

ﬂ?%%@g%%—%‘%*#ﬁﬁﬁ\ﬁﬁﬁ%ﬁom%ﬂﬁg%ﬁi%ﬁﬁ&%
P g BRAGEFARA §F PR P A MBUER REREE A ] bl
BEAk g ¢ ek e A o 2 g AERER S - B R ARER SR Y G RGE D
- R R A2 RE m‘%\*:]"jb @ H R N BB E R 0 T - S G 0 p AR (self-
regulation) s 233 & 5177 i (R EBORLE Y A AR 0 AR B A REGR i
RP B RAE R AFE  AFD whp ARP N SAFETE L EHREF L g
PETY AR - B U EP R TRAITL P Y (76 {riE # > 44(Freund, Napolitano, &
Rutt,2018) « £ 7 3 RBER AR D F4 > ¢ 0d {0 F Y - £ 48 A HDhY » <
FLEPOFRSH FAERFBAPIEGES -RIEP FRAS F B8P MR
AFPALEZD G B E~EHFF PP F R s\ﬂm%}ig s 1B A A B ehig
opteh s ERFWFHRIEY S FH O whEBERY Y PEF R - RL
Toic 22 3 niFde 4 I RURZ R RFIROT o IRTBUETE ¢ F P A
PR REA RIS T RFARI AT AR UEFIH TP E L
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Flet o AT TR
B 4 P INBIED g & (a)’*f"‘«x? COEERY S ORTBETICFIRRES
f#_ °
B 5 P ISHEP ’l‘%ﬁ.&i‘_(a)éﬂ:}‘l’ti&i{ COETEIICFIREEE -
T~ K RPFF R ST
3t p e flApE &R £ T E_ A R pFF EL(future time perspective, FTP) » £_B 4 $3¢
ARPFDFHCLE  AFFRCEFRAOIFH G T P A LS 5P 7
IR AP A e MRS E R AR PRDERRE > FRWA KD F 0 2T 3G
)iiﬁ,;‘ﬁl(Koog,Bal & Kanfer, 2014) o g ,T%Bﬂziil Tdfm 2 > ARPFRFRILB A B3EA X
BOEE R HWAKREH F CERT P R P R A (Kooij, Tims, & Akkermans,
2017)o
Fg B2 FALWRG AKEEEALE B £ (c.g, Lang & Carstensen, 2002) » @ >
MY A € R AE I35 (socio-emotional selectivity theory, SST) (Carstensen, 1995, 2006) 5
BLEL > A KPR EARL - B A A2 &8 E & B4 (Carstensen, 1995,2006) > # £ 5 % &
N i % (e.g., Kooij et al., 2014; Marko & Savickas, 1998; Seijts, 1998) - 3 & —"‘Ff Rk pF
R~ 5 ¥ ¢ P 24U enbl 2 - BB ¢ A4pB ARG p e A KPRk
ABRATEOR ARArT it e RIS IR RAn B ARG P L A RPERF G U AR X 5
Brfed LT AL B - R AT R A RPERELE A L BTl i
ARPFREE AT > & (2 £ OFEFEOELY FISER DL o5 FHR
Ao AKRPEFRBRIETHRE R B FHARORE A A RFRRESRA 75
LR R 2 Blasmpgd b Emi kL %G b (Pectsma, 1992) - L4 @ 7 » jairiidp
FOROEOARBEANE A LAABE T ERFH NS RIA K M ooA R PR
Fy v EHA kDD H & f ¢ 4 iZ(Lucija Andrea et al., 2017) - Jia, Hou, and Shen (2020)#
N F- 0 FRELEFRLICE B RoiF £ *;ngam— S PSR 4 2 E $6ehiE 3 (age-
specifictasks) e izt ¥ 1§ S E LB DA 2 FRIFEF Mo Rt ARBEHERPE 5 -
AKRPERFE? - B Aol X LA HEB L P K T (goal-setting) ~ %Li'l(planning)
K #%(making commitment) ik 35 > 51 H 1B A OB B AR L Fldopt o § 0 E (&
B A )EPEI R R SRR 22 e R R RBER IR AT 3R g IR u:ﬁg\ﬁ fo 2
Tadgde MR PEELF 520 AF P EEENTE Aelr g Fp APRAKE
e (w)rai 2 24 3 5 MeEsnier o
P BORE R PR S i B FE - B A B2 > Rafrk kanir
FoRAT A - BAFOREREfREE R RIERADFR L FEAARYS
(Savickas, 2013) - A § g E# L i BB Lo A RFFRLFLEY 3 BRLD

R ALK
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il i B Aeak g B~ (knowledge acquisition)fr 1 4 4 & (emotion regulation) o ik j& B~
A-RBELYPn1I EPERF PR ERANTRAE - MHRATH > U PFLOBEF T -
GG AN SRR PR R SRR R TR o F] s 4O e
WEP FHHE I - a‘é Tl P PR R ROEATE F IR bl R AR DER
(meaningful experiences) ~ ik & ?(emotlonal intimacy)frit ¢ &,E % (social embeddedness )
(Carstensen, 2006) ° Jrelsbjﬂig FREEES > B0 P ENRAEE BN R oo
P4 B A KRR § R RS SRR TP o WP RN BT R
ERATONR cAE F o P IR ARBERRA ¢ BAAGHE LEF A &P e
SRR IS EAL AR o R L R A R O TR SR B A K pER
B TApM ch K F oo R BIE) T & ow B PUER RPF R RIS A 2 B 48 (4o
BHE VR M R R EEY SRR AT DM

A AT HGE A KPR ET % BORHY HRIBEE L B0 R
20 UG A KPR R RS BURR Y BRSO p B o B R FleeT o d AR K
AL ifﬁf’&ﬁmé‘f 2 HASHER L AoRa o L BEH e B o1 TR
KB4 R FH A RABET AL Pl o B s A ERRET A 20
el T’Liiﬂdjfﬁﬁmg 2RI g BYERR R E Mg TR X P E A KRR AR
Poa R EYRERARBIET AL F o ML ARFRFRAS F L OBER
FPPFERDASEY £ 4 oK XE&EF'“ELK:]} AR R e SR T 2 A kR
TR A AREERSE S KRR TR ARITL B AKX TP BEFEE
P ARFRBRERG ABRPOARgREF L g a2 L2 TEFIE - %0 1 4
PG Plekfrh P 2 A4 BLAERFBAL QAT RPN F oz d
PEfr S Bl o xR AR e e P kgt TR0 BN A R R D
FBIRM L FREIEIIADE R T ERE A KL T TR o B S d A R pE
L6 SEF & 8 2 3 4k D34 4 & (Seijts, 1998; Zacher & Frese, 2009) » & 7 §F g + &
A RPFFR > AT H* %5 Kooij, Tims, and Akkermans (2016) i 48 % i cpLgk » i
PREFAFLRT D N ERFTHELFRAE TIPS ARPFR R BT F
BERZHBESH - FE Y AF TR T AR 2L BR

B 6a: AXPFRBEATLZBREFTASRERY AREBSH AT o B 7 ¥

BRARRBARERRY > #§ R R HPREH2 Rt » M 5 o

B 6b: ARPFREBEMEZFIETASRELTARESF NI S Mo

3R A KB RRA > %4 5 0 BB L R RE 2 D T B 1 -

BRI BEDRET B RIRERY FRPERIREE LB 4 ME BR S £ e}
T%R®i6bWﬁﬂkﬁﬁﬂ%ﬁikﬁﬁﬁ?ﬁ$%&%4ﬁ%&¢%iW“’%%
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AR PEE R
ERay
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BEp A FR BERY BEE
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- NI HRAEERER

N é’i&*’ﬁ%#ﬂf’&ﬁi JCLAD - EORE A f’}‘\ﬂ“i?ﬁ%)i ~HFASRABEN LR
H o EAAE A TI AP EZAL  {ARREEFE LR AR BE ALk enE 4 R
%%éiﬁﬁi‘i’ﬁﬂiﬁﬁ*ﬁ%ﬂﬁ*?iﬁﬁpiﬂ?°

dOE L H R G BCEARR AL S F 2 AR E gL m o g 2 F a1
ARG BN FO LRE RER O EFTE IR R o 2 (5> A5 B L T g R
REamsiple FHRHEE G > AR 2 RPLF R ARERE > g4 L5
x«ﬁﬂxﬁbuiﬁﬁnW“ﬁ%“’@ﬁ%V”MWJriwiﬁ&%ﬂtmE@W‘@4@11
Al EIE M= [ L IR AT R B IR LR AR AL RS > ARG LR
fFA PR EAEERT il BERERN S ‘&ﬂ\m’” AN U I

FHMERSERE > AT EY PFRF LY K (time-lagged research design) > 7
A= PEERR %’;\k(Tlmel 122 Time2) o FF3H3%6 R F4e™ 1 AF T 5 - B PF R B(Time
1), £ R % iuz SCh IR N FRBLE L B A IR0 g S BB E IR SR AP
et N R L RSB A R #1H & c-mail address » ¥ % &t 1 B =
+ #-12 e-mail 2P F e VBT Time 2 (0R S 3o A% - B PFF 2(Time 2) » 3§
?%ﬁ*%%&%? ARPERE S BOBEHILE B AR 0 1 e-mail BREF SR D

GROFE-FRRIRSY R F R S R v R R 57 B K S oy
fo g o RIS AR e R E“ SRR ERR BHEF R EE AR - R
T~ FE1E

AP ANUBFRAFATRG O EAREA L HAF L EFwRIDER S TR
ERR, ~ TRURRY ) TRARERE, ~ TRURSHE ) 2 B A RE - R LRZ
g > 3\ A e
BE B R4k * Greco and Kraimer (2020)3 & & 4 > p* £ & p Seibertetal. (2013)*F F5 5
BB AR R N FRBRE P RAE 7 012 Greco and Kraimer (2020)#- Seibert et al. (2013) ¢
%%&B%S%ﬁ;8ﬁ’m%ﬂ&9%ﬁ@km5%%é7%’,4w{_w4,

dHERKkoF P TR IR EFIEE DT ARBIRARE | o PIRBIED 15
8AL b TARNARGEEY » E KM # A RER D, ~ TENR ki

BEY > LRI RUAL AT ERERIS ) 2 TFHEFTEAE RPBUER
i—Jiﬁfw%&B%¢7ﬁPﬁH%rir%ﬁ%a’“ba&%%ﬁ%&ﬁﬁﬁw§?ﬁ
SEERERS T AAARBEY £ R DL G LG HFFAEL T g 1 E TR
(R ESE T ECREN S L& SR EENEREEE S VU S W
¥REL, 2 -
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%‘ii&ihi{«ﬁé * Gregorand O’Brien (2016) ¥ @l a8 £ » A B[ S hy ~AFH B » 11 %
BV hY 3BT AL 84 £ F 2444 FER o FRBY G TA RS LA A
R g | TAE A A R R A A 2 A R R R
GIAEHe T F 2 & SR k1 (Fape éﬁ%ﬁiﬁ-ﬁ TR ER S AL A K
1 iEn P ER ) (F o dD) ) 5 B Y R ke T AT E A A kT AR G
LB BHEA, ~ TH?WAG BB (FARR > A E BERIGF IR ) NELES
LR R T AR P TAEYRRL ) R o
A RPFRFBE * Lang and Carstensen (2002)* 13 @ a8 & » ¢ 3 B3 748 > "4 3
o2 104 Baadgp 3 TR &5 ,wmﬁ&%g BEFA ) S TAHEFR S AR
WEIF L AP Fi\m#\i/u,%‘wf Fafh TR A A vy A L apER
FP¥tam 2 o AehR ks gL ~ ﬂrlzhie?ru;;ii{fa;hfg}.a\méﬁ NREES
ﬁ4i§§#§%@?ué&*%ﬁ¢§J;ﬁﬂﬁﬁﬁﬂ*rﬁ@f%@%ﬂniJ\
peRkehT bl h'Uh, ~ TREZEET > ARLE XD p 2 PR
FROMEAESHIRETAYIRL I TEAYRL ) FE -
F 2 REZHFHT Savickas et al. (2018) #7 5 & rﬂ§ 4 B JE 2& # (Student Career
Construction Inventory) » ¢ 7 4 B+ 6 £ 7 18 4% B p AL (crystallizing)
6 3L > M A4 snE A ] B fea 4 TR I_E'_E‘ui%i‘« *E & | ¥ % (exploring)
338 b4 TH A @AEAr h ) TEREZ Ragdlena 17 4% (deciding)F 5
0 Gl T AR A E L BE Rena i)~ TR LFP A &0 ana 17 & 4 (preparing)
F AR DA TR AP P L T R TESPEEEIAG R G
3""3ﬁ‘f?-3‘7‘5§J A LR f],%:ﬁ;'}#ﬁ Pla TR L F A S g R R (1=

BRF YRS F 2= R RiET 0 B AR R L AR 3= g AR 4=

I @ Y
} A

AL AT AREEE T B T 5= RFT )R UEEE o

- A1 E%
N S
B TFERXHFFEZ D > AEFRMMELS TR ok 1977 CBREAT Y L ¥R 2

P~ B AL s PR - R R (Cronbach’s o) > 122 Ap B Trdic o gt ek 0 500 D A ek
fe 3 8% 58 2. FF e S 2 (to diminish the collinearity) > f3* & < K 58 itk m o A
¥ AR RBRIERY L KRR E(F ik )4 ¢ v it (mean-centered) (Ng &
Lucianetti, 2015) « %% » #--3 ¢ it PR R B XA RPER - FEpgk > A2 - B
LI TR DL RFI BB AL D BATPOURFEA —(RIERT XEREARE
BB 2 (BRER T XA lﬂ*ﬁ?ﬁ) o Bofs o ¥ G 2 & BRK 0 £ % Aiken

PRt
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and West (1991)2_ 2 j# » A &R0 (B2 UM A RPFRF B2 Tt & - il
Z(xISD)g 2T 7% B o

dONAETRGFES 0 RRFRRIEE AR KT FEBL)T B A
TR N FRBRGE P RS BRE 2 F"*ml’g,? B LER NI BIRERT & A AP E(F
B )2 R T IR S R F A BRI 2 p BRI BOE R
Y 3B RO ok T AL A KB R(E R TR S TR e 4
(moderated mediation model) = ##7 7 12 Hayes (2013)77 PROCESS Hjir:8 {7 3K #e % ©
* Model 4273 4% ¢ 4 Bk e B (B3k 1 T B3 5) ™ Model 1 i (73 & Bk 65
(B3 6); £ {4 » & 45 Edwards and Lambert (2007)i& 3% 2. " #2¥ri2 | (bootstrapping
method) > ™2 Model 14 # 4R B 450 % 2 % = FFEC & 03¢ (second stage moderation
model) > FHIFE P BT T FTAH Jfﬁ%ﬁfd B oM BREL FREAEFELERT - L&
i bootstrapping }* #i st = B &7 AR EZ OS%GHEREFLEFLE EF AT 2

WE Y G ER T R BRK S g E o

Z > BRER

BR o ek rsaa\(,/;»_pﬁ_} BORIE P AR AN, AR Y AR RY U TR
F o k% 5 BEZEHE 0 11 Hayes (2013) PROCESS Model 4 i& {7 Bk g % o 4 #F SRBE B
e p %3 5d = BRIUEDT I RIBESHORIR 2 47 o HINBUE P IRHBURS
E Ak 529 (p<01) > B3R la L8 L 4F o ¢ IRBUE P %ﬂ*ﬁs\fw AR S RS OBE D Sk
&R 5 .55(@<01) .76 (p<.01) ~ 41 (p<O01) > BEFK 2a~2b 11 % 2c FEELIF o ¢ fsck
P IRBUE P RS SR Y 3 BURE Y [tk 5 43 (p<01) > $#¥ £ 22 % & % (normal
theory test for indirect effect) % #ic 5 .24 (se=.04, Z=5.69, p<.01) » F]pt » BEX da EF L F - &
F o ohBURR A ERY I BIBESESY o0k 3 22 (p<01) > $¢ £ 2Tk & S (normal
theory test for indirect effect) % #c % .17 (se=.04, Z=3.90, p<.01) » B3k 4b E ¥ L 3F o ¢} “K%\Ji

PSR EHEYE D ';‘L%.L% ﬁééﬁt’ fi s 5 .47 (p<.01) > ¥ 7 4 »z% 4& % (normal theory test for

indirect effect) % #ic 5 .19 (se=.03, Z=5.64, p<.01) » F|}* » B&K 4c E T L ¥ -

BOUNISBORER WS pORE 0 5 2 BRURBY I BRSO SR 3 AT 0 IR
EP HRHBUREHNE otk 5 .45 (p<01) > Bk b EE L HF o P INBIER Jf%*i%%\ﬂ%ui "y

B i ok B/ 5 .53 (p<01)~ 44 (p<01) > BEK 3a M % 3b ¥ EEFLF @ f2ekd

p\ %K%‘é;‘/:tﬂ o hy 3 BRS04k 232 (p<01) > $#7 4 »c % # 5% (normal
theory test for indirect effect) % #c % .17 (se=.04, Z=4.56, p<.01) » F|p* > BEXK Sa EF L #F - &
FoPBRUED RERT BT IBIBESHOY [tk 5 41 (p<01) > $#¥ /i 2%k 1 % (normal
theory test for indirect effect) % #c % .18 (se=.03, Z=5.58, p<.01) » B3k 5b jEF L 3F -

MEREAKBEREFLIDSRA %> 5 0 BK 6a h B Ak kPR EY A &G
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O)BES Y SRR E 2 T » B T o 2 PROCESS Model 1 i& {7 a5 » B it A &k o pLes
ﬁ%\/i—:‘.«%? RN L ] if’fﬁﬂ'«i/i@ T#ﬁ”fffﬁﬁifﬁ_ % .20 (p<.01) » SE=.08 » 95% 13 #§ ¥ ¥
(LLCI=.05 » ULCI=35) » f53% 6a B9 £ 4% « N §ock Md- o W47 50 A8 B i
RpE R BELEDTE T o a s Y BRI Y HRURES Rl e B R

d 3 ERK 6a BT R F 0 AT - W ALK 7 8 & 50 ¢ 4 5K (moderated
mediation model) » B it A KPFRF BT A & HINBUEP RGRIERY I RES 2 T AN
Tr(BRK Ta)r 2 B A KRR & P SRR R ERUERY I BUREE 2 FARH &
(B3k 7b) = 12 PROCESS Model 14 i& 7 &~ 47 % B > 3 7% (Bt A kf.&ﬂ*ﬁxﬁ%\,;&
¢ ) ih t dic(coefficient) 5 .20 (p<.01) » & % 2 ¢ ¢ Index of Moderated mediation & 3* /&
5.12°95% G % 5 LLCI=00 > ULCI=23 > A& 2 0 )P > B3R Ta e @ L 4F - ¥
S Tho 23 e IE (BN A %fm&ﬁxﬁw&_;m)m:zﬁx(coefﬁment):a 20 (p<.01) » & %
3 ¢ 1 Index of Moderated mediation & 3+ & % .09 » 95% 1 # % ¥ % LLCI=.00 » ULCI=.19 > &
7 00 Flpt o B Tb T EE Lo

Bis o MUFIHARBERETIASEFOEXL WA RBEIRET A SGI )
BORLY HBUEE2 1w M % o 12 PROCESS Model 1 & {7 fa % » *TH[ 1A % pF 7 g 5%
ERE e 3 T BRSO REE 5 -.03 (p>.05) » SE=.06 > 95% 1 #F ® B
(LLCI=-.15 » ULCI=.08) > B3k 6b A& £ #F o o IRk 6b AL 2 3F > B3k 8 "4 4
RpFF 2z if N FRc ke " AEHFRE > (B 8a 2 8b AEHE L IF -
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% 1 g it %zt 22 4p B (2 8c(Table 1. Descriptive Statistics and Correlations)

% 3% (Variables) Mean SD 1 2 3 4 5 6 ! 8 ?
Loh 3R P 1R 3.59 .53 (77)

2.0 FRBRGE P R 4.09 .53 29" (.83)

3.= i}w%i’é 3.87 .54 54 527 (.82)

ALY 3.46 .69 58" 28" 67 (:90)

5.7 kY 3.51 .59 37 39" 517 46" (.87)

6.5 RN 3.61 51 60" 46" 85" 87 78" (.92)

TR AT R ko pE R B 3.94 .64 34" 45" AT 33" 37 46" (.90)

8.\ A ok P A L 3.03 91 -.03 -.10 -17" 17" 17" -20™ -29" (.76)

0.5 iEE 1 3.59 .59 26" 397 417 327 49" 48" 49™ -17" (.93)

Note. N=331; 3=5.p e 483 5 P 8- R4 & (Cronbach’s alpha coefficients are presented in italic on the diagonal);
BRRY = AR H+r v by 2 T ok
*p <.05; ** p < .0l.
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0.45" (H1b)

sk*.‘uﬁ%h;}i

B 0.32**(H5a » 4 B3K)

0.53"* (H3a)

MR
P

0.44" (H3b)

0.41"(HSb ¢ 4 k)
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202 Bfh A kPR EREE S SURUE D IR SO IR T RS 2 F T gk
% (Model 14 » B3k 7a)

Table 2 Conditional indirect effect(s) of extrinsic career goal on career construction at
values of the moderator(s) (Model 14 » Hypothesis 7a)

B % 7% (Independent variable) “h 3R R B AR(Extrinsic career goal)
# & % 78 (Moderator) Indirect effect  SE 95% CI
M A kB (-1SD)
Indirect effect at low open-end FTP (-1SD) 16 .06 (.04, .29)
B B A KR E (+1SD)
Indirect effect at high open-end FTP (+1SD) 31 .06 (.20, .42)
Index of moderated mediation
¥ 4} % 38 (Mediator) Index SE 95% CI
BERY
Career aspiration A2 .06 (.00, .23)

Note. bootstrapping =5,000; CI = confidence intervals.

23 BoRiLA K PE R BLE R SRR D PRSI Z T BURE 2 F 2 B Rk
% (Model 14 - 3% 7b)

Table 3 Conditional indirect effect(s) of intrinsic career goal on career construction at
values of the moderator(s) (Model 14 » Hypothesis 7b)

A % 7% (Independent variable) i FREGE B R(Extrinsic career goal)
# & % 78 (Moderator) Indirect effect  SE 95% CI
MR A KPR B (-1SD)
Indirect effect at low open-end FTP (-1SD) .08 .04 (.01, .17)
B R A KRB (+1SD)
Indirect effect at high open-end FTP (+1SD) .20 .05 (.11, .31)
Index of moderated mediation
® /i % 78 (Mediator) Index SE 95% CI
BERY
Career aspiration .09 .04 (.00, .19)

Note. bootstrapping =5,000; CI = confidence intervals.
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-~ FLEEEw
%3] COVID-19 #5884 2 pl 7l cng £ E sk 205 - B4 SM A L > kg%

Fotem HITEAOFIS 0 3F 5 TR L apck k4§ 4 5 TR 2 B~ B & B
ER o RA 0 B EHLRPR AR AT IR B 2 T AR Y o et
Fiﬁ SRABER R LA B dem i oy T e Al BRAIPR o R

#EREF RAcH R F A L F R AR AT R IR L ORUR P R 4
FLRPREYLN Do LI LR BRI DS GG RS A R TR R Ao
%ﬁﬂ PFRBERY MF A LB RS ,}% {8 ehE > AT #h kPR LA & o0
SRR RS %* R R 4 o

PARCFETIRERL #ﬂl‘wfﬂ 22 B ,a‘—f W2 e Bk o BURP fRamk 2 g Bt iRy
R AR RS > KB R AE N ARER > TR P PR e
FHs #N ZRBED Y o0 HEAFLERIRE b &R RS
Fe kg ks PRJ‘?l?%E(Sullivan, Martin, Carden, & Mainiero, 2003) °

E S E-L SV A fKBl\;;‘fig T sd E%‘wlf—./gv*’ T 'i}:ttiﬂf#_év’ﬂ’ N2 Py %14
MY BRI R 2 2 F T RRR A F LS A BURD i it
- Jh 2 FRBUE P o0/ 42(Greco & Kraimer, 2020; Seibert et al., 2013) o 7= ¥ > 35 F &
R RF o Aok BHGRIEEFREG BB TEIMBMIENER X EHEH
BRPEF BERY -
: ’P*%%@#’%ﬁﬁ%%%@ﬁﬁﬁﬂ%&%ﬁ%ﬂﬁgﬁiﬁ@wﬁ’i
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»
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A5 0% 2V et % 0 7 Edwards and Lambert (2007)%73% % = FE B &8¢ 43
*ood U ARBEF RN G >R P AL FLE - AAPFFEIL- B A HFLEFRT
A o HT R e A KB 5V 4 o R B A RPERRE i B
G B R R A o B AL §RIED D AR T fIR Rk &
A Y R ARG BN A R RARH O R ERE AR HAT LR - AFRES
TirsldeihE gt 3 FERFALET B REARBFRFRE D 'F#F‘f’&gﬁjﬁfﬁﬁ%ﬁ&(*f‘”’
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Abstract

Drawing on the self-regulatory perspectives, this study designed a theoretical framework to

elucidate how daily customer-related social stressors (CSSs) affect affective work-related
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rumination recovery approach after daily work. This study further examines how paradox mindset
moderates the abovementioned pathway. The experience sampling method was used to collect 310
data from hotel frontline employees in Taiwan. Results reveal that CSSs are positively associated
with affective rumination. Importantly, paradox mindset can mitigate the positive relationship
between CSSs and affective rumination. This study sheds light on further understanding the
underlying mechanisms between daily customer stressors and employee’s recovery strategies after

work as well as the importance of paradox mindset for customer stressors, recovery strategies.

Keywords: customer-related social stressors, affective work-related rumination, paradox mindset
1. Backgrounds

In today’s service-oriented tourism and hospitality industries, companies strive to embody the
promise of “mission must be achieved.” Customer-contact employees play a boundary-spanning role
in implementing organizational requirements and responding to customer expectations. The quality
of interaction with customers determines the overall performance of the organization. In every
service contact, employees must follow the emotional expression rules of expressing positive
emotions and suppressing negative emotions while attempting their best to meet various
expectations of customers. Service work may accumulate great stressors to service employees
(Grandey et al., 2005; Karatepe et al., 2018; Wang et al., 2020). Studies have pointed out that
customer stressors may be harmful to employees’ physical and mental health, leading to behaviors
such as employee turnover intentions and service sabotage (Dudenhoéffer & Dormann, 2013; Huang
et al., 2019; Pu et al., 2022). Discussion on CSSs has become very important to the tourism and
hospitality industry.

Recovery strategies are the process by which employees recover their physical and mental
statements during non-working hours. Sonnentag and Fritz (2007) first proposed recovery strategies
during non-working hours, such as relaxation, psychological detachment, and allowing oneself to
control or gain mastery at something. These actions can be reversed, repaired, and supplemented to
the resources consumed by work, so that employees can rejuvenate and continue working. Today,
information and communication technology have blurred the boundaries between work and non-
work time (Derks et al., 2014). Employees are more likely to face work-related problems and
stressors during off-duty time (Park et al., 2011). Completely stopping thinking about work-related
matters is impossible, consequently adding difficulty for employees to recover from stressful
situations after work (Sonnentag & Fritz, 2015). Cropley et al. (2012) proposed that affective

rumination focuses on work-related feelings. Drawing on the self-regulatory model, this study



attempts to explain how customer stress affects affective rumination after work.

How service providers perceive the nature of stress can lead to different outcomes. Researchers
have proposed that affective ambivalence will cause employees to experience two completely dual-
tuning effect, simultaneously positive and negative, which in turn contributes to service performance
(Fong, 2006). This study further believes that paradox mindset may be able to integrate the
discourses of work stressors and work positive and negative affectiveness. Being able to accept
opposing viewpoints is one of the keys to personal success. How employees view conflicting and
opposing mindsets can determine whether a stressor is a challenge or a hindrance stressor. Paradox
mindset originated from the Eastern philosophy of yin and yang. People with a paradox mindset
believe that two things that seem to be contradictory are two sides of one body; extremes exist
simultaneously (Miron-Spektor et al., 2018). This study first views paradox mindset as a between-
level moderating variable on how it affects within-level customer-related social stressors (CSSs) to
affective rumination recovery strategy. It attempts to integrate and extend the research on paradox
mindset, and recovery approach into customer stressors should provide further academic and
practical contributions.

This study comprises a four-fold purpose: 1.) to discuss the relationship between CSSs and
affective rumination, 2.) examine how paradox mindset moderates the effect of CSSs on affective
rumination.

2. Literature Review
2.1. Customer-related social stressors (CSSs)

Customer-related social stressors (CSSs) are the pressures on service employees caused by
customers’ expectations and behaviors in the process of interacting with customers. CSSs
include the following four sub-dimensions: 1) Disproportionate customer expectations—
customers exert pressure or question service employees, hoping that they can provide extra
service in line with expectations; for example, customers frequently ask for special treatment,
vent their bad mood to the service employees, or complain for no reason; 2) Customer verbal
aggression—customers try to hurt the service employees with words; in practice, customers will
make a fuss and yell at the service employees or argue with the latter; 3) Disliked customers—
facing hostile customers and causing unpleasant or disturbing work rhythms; for example,
service employees must deal with hostile customers, customers without a sense of humor, or
annoying customers; 4) Ambiguous customer expectations—in the face of incomprehensible

and obscure customer expectations, such as follows: customer expectations are always



contradictory, service personnel do not know what customers want, or reaching an agreement
with customers is difficult for service personnel (Dormann & Zapf, 2004). Service providers
are particularly prone to burnout when faced with customer stressors, because they fall into the
dilemma of “I may not be able to meet customer expectations.” Customer stressors have a long-
term impact on service providers even more than supervisors, colleagues, or other work-related
stressors; in empirical studies on hospitality, customer stressors have also been shown to be
related to emotional exhaustion and customer recovery performance (Choi et al., 2014; Ma et
al., 2019).
2.2 Affective work-related rumination recovery approach

Recovery strategy refers to the recovery of various physical and mental function systems
that have experienced the stress process to the extent that they have not experienced the stress
process. Rumination is the conscious back-and-forth of thinking around common themes, even
in non-relevant contexts or when no pressing need exists. Rumination is related to the failure to
achieve the goal, and the progress difference (faster or slower) with the predetermined goal will
promote the occurrence of reflection (Martin & Tesser, 1996). Aftective work-related rumination
is an intrusive, pervasive, and recurring thought that focuses on feelings related to work problems
(Kinnunen et al., 2019). This state of mind can lead to negative emotional responses (e.g.,
frustration, annoyance) and is detrimental to the recovery process. Long-term depletion of
physical and mental resources may lead to emotional exhaustion, poor sleep quality, and low
sense of well-being (Steed et al., 2019; Van Laethem et al., 2019; Virtanen et al., 2021).

This study follows the goal attainment mechanism of the self-regulation model to deduce
the mediation process of affective rumination recovery strategy. The goal attainment mechanism
of the self-regulation model points out that if employees think of the current information on
unreached goals, such reflection can help improve work performance. By contrast, if an
individual merely ruminates on previous information, it will hinder the achievement of current
goals and job performance (Martin & Tesser, 1996, 2006). This study suggested that employees
constantly thinking of the interaction feelings that have occurred before will prevent them from
concentrating on the current service interaction with customers. Furthermore, affective
rumination may lead to negative emotional responses (e.g., frustration, annoyance). Given that
attentional resources are limited, focusing on the previous service experience may prevent
service employees from being able to handle current customer service well, consequently

forming a negative spiral pattern. Empirical research showed that customer mistreatment affects



employee service performance because they cannot stop thinking of negative experiences
(Baranik et al., 2017). Thus, the following hypothesis is proposed:
Hypothesis 1: CSSs are positively associated with affective work-related rumination.
2.3 Paradox mindset as a moderator

Distinct from Western contingency theory that holds the “either/or” view, paradox
originates from the Eastern yin-yang philosophy. The Yin-Yang Philosophy believes that
everything is integral, dynamic, and dialectical; everything in the world is opposed to each other
and exists in harmony in the whole of “Yin-Yang” (Miron-Spektor et al., 2018). Paradox mindset
is defined as the tendency to accept, examine, and actively integrate contradictions and conflicts,
that is, a paradox mindset is not a single-minded pursuit of consistency but the ability to accept
the tension caused by conflicts of opposites and then feel energetic about it. Researchers argued
that paradoxical thinking which shapes people’s perception and understanding of conflicts of
opposites, not only does not regard the tension of conflicts as a dilemma but transforms
expectations from rationality and linearity to accepting paradoxes as persistent, and immediately
solved problems are impossible (Keller & Sadler-Smith, 2019; Liu et al., 2022; Miron-Spektor
et al., 2018). Studies have proven that employees with a high degree of paradox mindset can
reduce the negative impact of stressors on work performance (Miron-Spektor et al., 2018).

This view of affective ambivalence simply echoes the discussion of paradox mindset (Fong,
2006). Paradox mindset is the degree to which a person accepts the cognitive and emotional
responses of conflict tension. People with a high degree of paradox mindset feel comfortable
with opposite conflicts and feel comfortable because the tension caused by conflicts energizes
them (Miron-Spektor et al., 2018). In the face of malicious provocations or questions from
customers, employees with a high degree of paradox mindset may look at the overall situation
with a broader perspective, think from the perspective of customers, accept the existence of
conflicts between the two sides, and resolve conflicts with customers in a comfortable and
pleasant mood. As such, the current study suggests that employees with high paradox mindset
should mitigate the positive effects of CSSs on affective rumination.

Hypothesis 2: Paradox mindset can moderate the positive effects of CSSs on affective

work-related rumination. Specifically, when service employees’ paradox mindset is higher,

the positive relationship between CSSs and affective work-related rumination would be

weakened.
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3. Methods
3.1 Sample and Data Collection

This study chooses hotel service employees as samples and conducts a questionnaire survey.
The reason is that the highly frequent interaction between hotel service employees and customers
not only needs to conform to the organization’s emotional expression norms but also needs to
try their best to meet the various customer expectations, which is in line with the highly
emotional labor work characteristics. Furthermore, in the past, the subjects of research on
customer stressors were mostly telephone customer service, flight attendants, travel agency
employees, bankers, nurses, or front-line service personnel, regardless of industry (i.e.,
Dudenhéffer & Dormann, 2015, p.169). Few studies have attempted to understand the highly
emotional labor characteristics of hotel service employees and how employees’ recovery
experience affects their work performance. Therefore, this study chooses hotel service
employees as the research object. This study adopts the experience sampling method to carry
out the test.

To improve the response rate of the questionnaire, the questionnaire is planned to be
collected online. Each participant has a set of unique answer numbers, which will be used as
follow up. Another advantage of using the online form is that you can immediately know whether
the subjects have filled it; they also can be reminded and followed up. Before distributing the
questionnaires, the research assistant will search for and contact each hotel window to confirm
the willingness to cooperate and whether it can cooperate with the number of people counted
and the consent of the management obtained before carrying out the matching coding and

distribution of the questionnaires. The responsible window of each hotel is asked to set up a



group of subjects who are willing to administer the test for daily distribution and reminders and
follow them to complete the questionnaire online. Considering the high turnover rate of the hotel
industry, the measurement interval should not be too long if the measurement intervals are the
same. In addition, to make the respondents feel at ease to answer, the research assistant will
emphasize the confidentiality of the data before the questionnaire is released and assure them
that the results are only used for research purposes. To improve the respondents’ willingness to
answer and increase the completeness rate of the questionnaires, gifts will be presented to thank
the respondents after the questionnaire collection is completed. In the end, 310 valid
questionnaires were obtained after deducting those who gave up halfway or the turnover.
3.2 Measure

Daily CSS (end-of-workday survey at Time 1) was adopted with the 16-item scale quoted by
Dudenhéffer and Dormann (2013) from Dormann and Zapf (2004), which is suitable as a
measure of customer stressors in longitudinal research design. Dudenhéffer and Dormann (2013)
suggested that the measures for diary patterns should be combined into a single-dimension
construct, because it is unlikely that the events mentioned in each subconstruct will be
encountered in a single day. After employees get off work, they fill in the interaction with
customers on that day. A sample item is “Today, I had to deal with citizens who argued with me,”
measured on a 5-point Likert scale from 1 (not at all true) to 5 (totally true).

Daily affective work-related rumination (next work day survey at Time 2) was used by
Kinnunen et al. (2019) with three items. When the employees go to work the next day, they fill
in their recovery strategy after getting off work yesterday. A sample item was “I become tense
when I think about work-related issues in my free time,” measured on a 5-point Likert scale from
1 (totally disagree) to 5 (totally agree).

Paradox mindset was used by Miron-Spektor et al. (2018) with nine items. A sample item
was “When I consider conflicting perspectives, I gain a better understanding of an issue,”
measured on a 5-point Likert scale from 1 (totally disagree) to 5 (totally agree).

4. Results
Table 1 shows the mean and standard deviation of each research variable and the correlation
between any two variables. The MLmed technique was proposed for a growing number of studies
employ this analytical technique to measure repeated measures (Junga-Silva et al., 2023).
Hypothesis 1 is the direct relationship between CSSs and affective rumination. Table 2 shows that

the estimated value of CSSs on affective rumination is 0.164 (p < 0.05), S.E. is 0.068, and the 95%



confidence interval includes 0 (LL = 0.030, UL = 0.299). Hypothesis 1 is supported. Hypothesis 2

is that paradox mindset can moderate the positive relationship between CSSs and affective

rumination. Table 2 shows that the estimated value of the interaction item of paradox mindset and
CSSs on affective rumination is -0.334 (p < 0.05), the S.E. is 0.154, and the 95% confidence
interval includes 0 (LL = -0.637, UL =-0.032), including 0. This study further draws the simple

slope as in Figure 2. Figure 2 shows that when paradox mindset is high, the positive relationship

between CSSs and affective rumination will be weakened; therefore, Hypothesis 2 is supported.

Table 1 Means, SD, and Within-and between- level correlations

Variables M SD 1 2 3
Within-person level
1 CSSs 1.477 0.603  (0.955)
2 Affective 1.915 0.841  0.427" (0.889)
rumination

Between-person level

3 Paradox Mindset 3.624 0.412 0.095 -0.105 (0.745)

Note. *p <0.05 ; **p <0.01. The values in parentheses are Cronbach’s o of each variable.

Table 2 Parameter estimates for multilevel model

Fix Effect
Outcome: affective rumination
Within- Effects Estimate S.E. P LL UL
constant 1.916 0.1301 0.000 1.648 2.184
Interaction term -0.334 0.154 0.030 -0.637 -0.032
CSSs 0.164 0.036 0.017 0.030 0.299
Between- Effects Estimate S.E. p LL UL
Paradox Mindset -0.215 0.318 0.505 -0.865 0.436
Interaction codes
Interaction term Within- Paradox Mindset x CSSs — Affective rumination
Random Effects
Level-1 Residual Estimates
Variable Estimate S.E. Wald Z p LL UL
Affective rumination 0.214 0.018 11.769 0.000 0.182 0.253
Random Effect Estimates
Estimate S.E. Wald Z p LL UL
Affective rumination 0.510 0.140 3.654 0.000 0.298 0.871
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5. Conclusion
5.1 General discussion

The result shows that CSSs are positively associated with affective rumination, Hypothesis
1 is supported. This finding explains that in the procedure of daily customer service, while the
level of stress felt varies, it does affect employees to ruminate on events that have occurred. The
result echoes previous literature on affective rumination. Empirical research indicates whether
challenging stressors, hindrance stressors, or loneliness are all positively correlated with
affective rumination (Gabriel et al., 2021; Van Laethem et al., 2019).

Paradox mindset can weaken the positive relationship between customer stressors and
affective rumination (Hypothesis 2), that is, for people with high paradox mindset, the positive
relationship between customer stressors and employee affective rumination will be weakened.
Service employees with paradox mindset would not feel that they are facing a dilemma in the
face of conflict, but instead accept the current conflict situation with a cognitive and
understanding mentality. Studies have also confirmed that employees with a high degree of
paradox mindset can reduce the negative impact of stressors on work performance (Miron-
Spektor et al., 2018). These results also echo previous research; high empathy can weaken the
positive relationship between counterproductive behavior and daily negative mood (Koopman
et al., 2021).

5.2 Contribution



The academic contributions of this study are as follows. First, the tourism industry is not
only the cornerstone of economic development but also an important development industry of
the country. This study examines how customer stressors affect employees’ off-duty recovery
strategies. In addition, in discussing the moderating effect of CSSs on recovery with paradox
mindset at the person level, it is hoped that this issue will raise the attention of the tourism
academic field. Second, previous research has suggested that hotel employees’ recovery self-
efficacy and resilience could reduce customer inappropriate treatment, which prevents
employees from getting rid of their emotions after getting off work, which in turn affects the
vitality and emotional exhaustion of employees that night (Yang et al., 2020). However, front-
line employees are in a boundary-spanning position between customers and organizations. They
must not only meet customer needs but also maintain organizational profits. This conflicting
work attribute also places a high physical and mental burden on service providers. The
contribution of this study is that emerging paradox mindset provides a better understanding of
how service providers navigate complex situations and their attendant tension and available
resources (Miron-Spektor et al., 2018). Thus far, no research has integrated paradox mindset into
the research of CSSs and recovery.

This study provides the following practical implications. First, although some research has
suggested that customer-related social stressors are more challenging stressors that are beneficial
to employees and such stressors occur every day, the study design highlights that any benefit-
related challenge stressors may bring psychological burden on employees. To reduce the degree
to which employees perceive customer stressors, managers can focus on ensuring task clarity to
reduce the occurrence of role ambiguity. At the same time, by strengthening employees’
psychological empowerment, such as providing authorization and work autonomy, employees
can also believe that they can control the on-site situation, have decision-making authority, and
feel the meaning and autonomy of work. These practices can effectively reduce employees’
stressors from customers (Lin & Ling, 2018). Second, the whole-life perspective of enrichment
between work and non-work fields has gradually been valued by contemporary managers
(Direnzo et al., 2015). Employees want to maintain a work—life balance; not only the employees
themselves must unilaterally spend physical and mental resources to cope with or make career
choices, but managers must take care of employees how to restore their resources after work and
eliminate work stressors from the a whole-life perspective. In practice, if employees are expected

to recover their work emotions the next day, be actively engaged in their jobs, and reduce service



deviations, managers should provide employees with effective ways and take the lead in
demonstrating them. Through observation, learning, and imitation, employees can use leisure
strategies after getting off work to recover, avoid emotional coping, and enter a virtuous circle
of enrichment between work and non-work domains. Finally, to pursue customer relations,
emphasize customer orientation, and seek differentiated business trends in the future, hotel
managers must prioritize candidates who can accept tension and feel energetic about it during
the recruitment and selection process to enhance personal and service competitiveness. Paradox
mindset is regarded as a relatively constant and fixed belief of a person. In this study, it is
regarded as a moderating role of customer stressors and recovery strategies, which can enable
hotel service employees to meet customer needs while maintaining a high degree of self-
discipline. Enthusiasm for service, feeling the value of learning in the execution of tasks, and
showing abundant vitality in the challenges of service are the kinds of high-level work
motivation satisfaction that should be reflected in service performance.
5.4 Limitations and suggestions for future research

This study strives to be rigorous in the process of research design and analysis but still
explains the following limitations and provides suggestions for future research. First, the sample
of this study comprises the hotel employees. The results cannot be generalized to all tourism and
hotel industries. Future research can follow this research concept as the main axis to collect
tourism-related industries (e.g., travel agencies, chain restaurants, amusement parks, etc.) as
employee samples, the mutual verification and interpretation of the obtained results should be
able to enrich the relevant literature. Second, this study uses affective rumination as a recovery
strategy for coping with customer stressors. Future research can consider other recovery
strategies instead of such emotional coping. For example, during non-working hours, employees
may engage in solving problems, pondering with focus on determining solutions to work-related
problems (Querstret & Cropley, 2012). Another recovery strategy is psychological detachment,
which means completely forgetting about work-related problems during non-working hours,
shutting down, cutting off power, and forgetting about the subjective experience of work affairs.
Experiences of successful withdrawal from work contribute to the recovery process, with lower
levels of psychological stress, physical discomfort, and fatigue; and higher levels of work vitality
(Bennett et al., 2016; Sonnentag et al., 2017).
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