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Abstract. The presented study highlights a significant correlation between burnout and lack of 

workplace civility, with inappropriate behaviors from others (clients or colleagues) contributing to 

the impairment of employees' well-being. Regarding organizational support, a negative correlation 

is observed between burnout and perceived support. Organizational support acts as a buffer against 

stress, and promoting social interactions is essential for preventing professional exhaustion. Within 

the hypothesis regarding age, it is observed that young individuals in the Horeca industry (18-25 

years old) exhibit a higher level of burnout compared to those between 36 and 45 years old. The 

explanation lies in different stages of professional and personal development, emphasizing the 

importance of organizational support for all age groups. Shaping the hypothesis that the lack of 

civility is encountered differently depending on the subjects' tenure in the workforce, the results 

indicate that those with less than 5 years of experience experience a more pronounced lack of civility. 

New employees are more vulnerable to stress, and organizations are encouraged to implement 

support strategies, such as team-building activities, to facilitate adaptation and prevent impolite 

behaviors. 
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1. Introduction  

The HORECA industry is a vital sector of the economy, with a significant impact on GDP 

and employment in many countries. This includes activities such as hotels, restaurants, cafes and 

other food services (Kotler et al., 2017). This industry has undergone a significant evolution over 

the years, influenced by cultural, technological and economic changes. Current trends include 
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adopting technology to improve customer experience and increasing emphasis on sustainability. It 

is diversified, encompassing a wide range of businesses, from small restaurants to various 

international hotel chains (Medlik & Ingram, 2000). 

Approaching an area where there are constant pressures to provide quality services and 

manage various tense situations, Horeca employees can face situations where mental health 

predisposes them to burnout. This research aims to assess how factors such as incivility and 

perceived organizational support influence the level of burn-out, but also its reciprocal.  

As we well know, an important aspect in the work environment is the quality of 

interpersonal relationships. In a sector where interactions with other colleagues and customers are 

frequent, incivility can influence the emotional and professional state of employees. 

It is presumed that organizational support plays a vital role in employees' ability to 

manage challenges and cope with them. Through this assessment of the level of support and the 

factors that influence it, we will highlight the effectiveness of HR policies, employee assistance 

programs and other personal development initiatives. 

Amidst an ever-evolving economic landscape, it becomes crucial to assess and comprehend 

the emotional and professional well-being of Horeca employees. This aspect plays a pivotal role in 

sustaining organizational performance and ensuring employee satisfaction. 

Outlining the concept of perceived organizational support, it represents a central concept 

in organizational psychology, highlighting employees' subjective perception of how the 

organization supports them in achieving goals and meeting their professional and personal needs 

in the workplace. This assistance may include emotional elements, like trust and encouragement, 

as well as practical elements, such as offering tangible resources or informational support 

(Eisenberger et al., 1986). 

Organizational support performs various functions critical to employee well-being and 

organizational effectiveness. These include the safety and security function, which gives 

employees a sense of stability within the organization and creates a climate in which they feel 

protected (Kurtessis et al., 2017). Also, organizational support serves as a facilitator of employees' 

personal and professional development, thus helping to increase their satisfaction and commitment 

within the organization (Rhoades & Eisenberger, 2002). 

Increasing the relationship between employees and the organization is the main objective 

of the perceived organizational support.  

By establishing a climate where team members feel recognized, supported, and encouraged, 

the organization can promote its employees to become more engaged and loyal, ultimately 

contributing to the success of the organization (Eisenberger et al., 1986). 

The theory of social exchange posits that the relationship between the employee and the 

organization should be seen as a mutual exchange of resources and contributions. According to 

employees, the organization's support is considered a reciprocal commitment, an informal 

agreement in exchange for their contributions to the organization's success. This can lead to 

increased commitment and loyalty (Blau, 1964). 

Factors such as organizational culture, leadership style, internal communication, and human 

resources policy influence how employees perceive and benefit from organizational support. An 

open and understanding organizational culture, engaged leadership, and effective communication 

can strengthen employees' positive perception of the support provided (Rhoades & Eisenberger, 

2002). 
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Perceived organizational support in the HORECA industry entails the subjective 

assessment by employees of how establishments in this sector, such as hotels, restaurants, or cafes, 

assist them in fulfilling their professional and personal requirements within the workplace (Dessler, 

2016). 

Dessler (2016) has structured the idea that developing organizational support in this 

industry can involve several strategies and practices, including: 

• Organizational culture emphasizing respect, open communication, and employee 

encouragement. 

• Effective communication between leadership, employees, and among colleagues, 

emphasizing goal-setting and clarifying expectations. 

• Implementation of various recognition and reward programs for achievements, which can 

also reinforce the perception of support and appreciation. 

An organizational culture that promotes support can contribute to reducing employee 

turnover rates, which may correlate with a reduction in costs associated with recruiting, training, 

and onboarding new team members. 

Perceived organizational support is influenced by two essential components, according to 

research (Toro, 2007, cited in Flores & Gomez, 2018). Firstly, it involves the organization's 

assessment of the efforts and contributions made by employees. Secondly, it depends on policies 

and/or initiatives that demonstrate interest and concern for the well-being of workers (Toro, 2007, 

Flores & Gomez, 2018). 

The term „burnout” or the professional exhaustion syndrome was initially associated with 

the burnout of professionals in the care and assistance field in the 1970s and was first 

conceptualized in 1975 by American psychiatrist Freudenerger. Burnout is manifested through 

emotional exhaustion, cynicism, and a reduction in professional achievements, reflecting the 

overall deterioration of employees' working conditions. 

Burnout and workplace stress stem from the unfulfillment of employees' fundamental 

motivational needs, which derive from three essential aspects: competence, autonomy, and 

interpersonal relationships. Ensuring the satisfaction of these needs is crucial for employees' well-

being, while neglecting them can lead to the accumulation of stress in the workplace and, 

ultimately, burnout (Clot, 2010). 

General risk factors associated with burnout include: 

- Non-compliant organization of work and increased level of requirements 

- Labor relations and quality of management 

- Nonconformities at the level of the employee as an individual 

- Structural changes in the company (Dares, 2013). 

Preventing burnout may involve operationalizing these risk factors by constantly informing 

and training employees. Management must be adapted according to the severity of associated 

symptoms, and a recovery plan may include sick leave and steps such as rest, identity 

reconstruction, and the possibility of returning to work (Davezies, 2001). 

At the collective level, identifying a case of burnout must lead to the implementation of a 

collective prevention strategy to avoid relapses and protect the entire work collective (Douillet, 

2001). 

Incivility becomes increasingly evident, affecting both individuals and organizations, 

according to studies (Porath et al., 2015). As a result, over the last decade, organizational research 
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has begun to pay increased attention to the analysis of antisocial behaviors manifested in the 

workplace. 

In contrast to bullying, discrimination (Cortina, 2008), psychological and interpersonal 

aggression (Glomb, Liao, 2003), considered to be behaviors involving intentional hostility on the 

part of the aggressor, incivility takes an apparent form of interpersonal abuse, where intentionality 

is less obvious (Lim et al., 2008). 

Incivility at work is defined as „low-intensity deviant behavior with ambiguous intent to 

harm the target person, violating the norms of mutual respect of the workplace. This behavior is 

considered uncivil, rude and/or naughty and requires a lack of consideration for others” 

(Andersson, Pearson, 1999). 

Pearson et al. (2005) include in the category of uncivilized behaviors sarcasm, denigrating 

tones and remarks, hostile glances, treating others by silence, interrupting them when they speak, 

taking credit for the efforts of others, involvement in spreading rumors, disregarding organizational 

hierarchy, refusal to work collaboratively, condescending language, non-compliance with 

cleanliness at work, and others. 

According to Barling (1996), experiencing abusive behaviors of the type outlined above 

leads to the creation of a negative mood, psychological stress, fear and non-involvement in work 

tasks. These affective and cognitive reactions negatively affect the functioning of the individual at 

an organizational, psychological and somatic level. 

Moreover, at the organizational level, among the negative effects of incivility are the 

intentional decrease in working hours, tasks effort, quality of work, and organizational commitment 

(Porath, Pearson, 2013). 

A main element in generating uncivilized behaviors is represented by organizational life 

itself. Studies have shown that incivility can be more easily determined by changes in the 

organization, such as staff reductions, restructurings, department mergers or the introduction of 

new and complex technologies. These actions can generate fear, tension, anger or other negative 

emotions, affecting interpersonal relationships at the organization level (Pearson et al., 2005).   

Although the incivility may be perceived by the target person as ambiguous, having a low 

intensity and occasionally manifested by his injury, it can be attributed to factors such as ignorance, 

negligence or personality traits of the person initiating the rude behavior or excessive sensitivity or 

misinterpretation of the target person (Andersson, Pearson, 1999). 

Studies (Schilpzand et al., 2016) have shown that superiors, co-workers, and customers are 

the main initiators of unseemly behavior. Status and role differences can influence the severity and 

how target individuals react to unpleasant events (Hershcovis, Barling, 2010). 

The pressure created by an uncivilized behavior of a superior can have an impact, 

significantly greater than that of a co-worker, in terms of organizational hierarchy and the fact that 

the superior is responsible for periodic evaluations and possible rewards. Similarly, the behaviour 

of a co-worker may harm the target person to a greater extent than the one of a client by the nature 

of the frequency of disrespectful behaviour (Schilpzand et al, 2016). 

 Research in the field (Porath, Erez, 2007) has shown that not only those who experience 

such behaviors can be affected, but also those who witness the incidents.   

The repercussions of incivility on these individuals are manifested in decreased creativity, 

motivation, prosocial behaviors and performance and productivity in work tasks (Pearson, Porath, 

2005).  
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According to O'Reilly and Aquino (2011), witnesses of unseemly events develop, 

sometimes unconsciously, a moral attitude about how they happen. They may experience a negative 

emotional state, also called "moral anger," in which they feel motivated to fraternize with the victim 

and punish the instigators. This will only foster a vicious circle which, at some point, will lead to 

the creation and maintenance of a hostile organizational climate and which, in extreme cases, will 

generate aggressive and/or violent behavior. 

Lack of civility is a significant issue that generates costs for both individuals and 

organizations. To recognize and combat it, a series of interventions promoting respect and civility 

in the professional space have been proposed (Pearson et al, 2001). 

Andersson and Pearson (1999) have emphasized civility as a way to convey and treat others 

with respect and dignity, to cooperate, and to uphold moral standards. In their studies, they observed 

that in most successful businesses, civility manifests as „formality but friendship, distance but 

politeness”. 
Like the opposite term, civility has an ambiguous character and low intensity. Those who adopt 

such an attitude do so because it is the right thing to do, with no intention of benefiting the organization 

or target person (Lotz et al., 2011).  

 

2.  Objectives and assumptions  
2.1. Objectives 

The main purpose of this research is to investigate and analyze some essential elements in 

emotional health: the level of burnout, the level of incivility, but also the level of perceived 

organizational support. The research aims to observe the relationship between them, how they 

influence the activity in the Horeca field and how the level of these variables corroborates in the 

context of hospitality employees. 

For the specific objectives, the following are listed: 

1. Evaluate and measure the relationship between burnout and incivility. 

2. Evaluate and measure the relationship between burnout and perceived organizational support. 

3. Measuring the level of burnout and comparing it according to age. 

4. Measuring the level of incivility and comparing it according to work seniority. 

 
2.2. Assumptions 

1. It is presumed that there is a significant positive correlation between burnout and incivility. 

2. It is presumed that there is a significant negative correlation between burnout and perceived 

organizational support. 

3. It is presumed that there are significant differences in the level of burnout according to age. 

4. It is presumed that there are significant differences in incivility depending on the work 

seniority of study participants. 
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3. Sample description 

The sample selected for this research comprises 62 subjects, reflecting a balanced distribution 

in terms of age and work seniority. Among the 62 participants, 21 entered into the age group 18-

25 years, 20 in the age group 26-35 years and 21 in the age group 36-45 years. Work seniority was 

divided into two categories, so that 32 subjects have work experience below 5 years, and 30 of 

them over 5 years (Fig.1). In terms of gender distribution, 13 participants are male and the rest are 

represented by female subjects (Fig.2).  

The questionnaires were applied online, (through the Google Forms platform, an easy way 

to collect as many participants as possible who work in the Horeca field). 

 

 

    Figure 1. Distribution of subjects by 

work seniority 

 

 

Figure 2. Distribution of sample by gender 

of subjects

4. Tools used 

The Burnout Assessment Inventory (BAT), developed by Schaufeli, de Witte and Desart 

in 2019, is a complex tool designed to assess burnout levels and specific stressors in the Horeca 

industry. Translated into Romanian by Dragoș Iliescu, Coralia Sulea and Bogdan Oprea, it provides 

a detailed measure of burnout, encompassing aspects such as emotional exhaustion, 

depersonalization and reduction of personal achievement. 

The Perceived Organizational Support (POS) scale is part of the BAT and is designed 

to gauge employees' perceptions of organizational support. Initially created by Rhoades and 

Eisenberger (2002), this instrument assesses the extent to which employees believe the 

organization supports and values them. Translated into Romanian by Dragoș Iliescu, Coralia Sulea, 

and Bogdan Oprea, POS introduces the organizational support perspective into the examination of 

emotional and professional well-being. 

The Workplace Incivility Scale (WIS-12), initially developed by Cortina, Kabat-Farr, 

Leskinen, Huerta, and Magley in 2013, is a tool used to measure incivility in the workplace. 

Adapted into Romanian by Dragoș Iliescu, this test focuses on assessing inappropriate behaviors 

in the workplace, providing insight into the lack of civility in organizations within the HoReCa 

sector. This instrument contributes to understanding the impact of inappropriate behaviors on the 

emotional and professional well-being of the employees. 

 

 

 

 

< 5 ani

≥ 5 ani
F
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5. Verification of the validity of hypotheses and evaluation of studied variables 

5.1 Hypotheses no.1: It is presumed that there is a significant positive correlation between 

burnout and incivility. 

Table 1 – Normality test; Kolmogorov-Smirnov 

 

Tests of Normality 

 Kolmogorov-Smirnova Shapiro-Wilk 

Statist

ical 

Df Sig. Statistic

al 

Df Sig. 

BAT - 4 scales ,100 62 ,200* ,972 62 ,162 

WIS ,165 62 ,000 ,854 62 ,000 

*. This is a lower bound of the true significance. 

a. Lilliefors Significance Correction 

 

As it can be seen in Kolmogorov-Smirnov test, Sig is under 0.05 in the case of the second 

variable, so its distribution is non-normal. The nonparametric Spearman test should therefore be 

used for correlation analysis. 

 

Table 2- Correlation between burnout and incivility 

 

Correlations 

 BAT-4 scales WIS 

Spearman's 

rho 

BAT–  

4 scales 

Correlation Coefficient 1,000 ,561** 

Sig. (2-tailed) . ,000 

N 62 62 

WIS Correlation Coefficient ,561** 1,000 

Sig. (2-tailed) ,000 . 

N 62 62 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

Figure 1. Histogram of burnout frequencies 

 

Figure 2. Histogram of frequencies of 

incivility 
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In the table above, the existence of a significant positive correlation is observed, the result 

is less than 0.05. Also, the correlation coefficient is between 0.40 and 0.60, which results in the 

presence of a moderate correlation. 

 

 
Figure 3. Point cloud for burnout and incivility. 

 

Analyzing the point cloud, we see the points addition in the middle, facing the upper right, 

thus suggesting the existence of a positive correlation between the two variables. In fact, the 

hypothesis is confirmed, so there is a significant positive correlation between burnout and incivility 

among Horeca workers.  

Psychological interpretation of hypothesis 1 results 

A positive correlation between burnout and lack of courtesy suggests that when there is an 

increase in one of these aspects, there is a corresponding increase in the other. In this context, the 

higher the level of workplace incivility, the more likely employees are to experience increased 

levels of burnout, and reverse.  

In evaluating this confirmed hypothesis, studies can be considered attesting the correlation 

between the two, namely incivility and burnout level. One of the representative studies would be 

the one conducted by Prasetyo et al (2020) which investigated organizational incivility, which 

includes rude behaviors, highlighting their negative impact on employee well-being, including 

increased stress and burnout. In fact, it was analyzed how the incivility on the part of customers 

influences the rude behaviors of employees towards customers and colleagues, observing that they 

are consistent, at the base there is mental exhaustion.  

Another corroborating study is the one conducted by Trent & Allen (2019) which analyzes 

the same aspect and finds that the incivility of colleagues, whether paid or volunteers, generates 

fatigue. In fact, environmental stressors lead to burnout and other negative outcomes by depleting 

individual resources. 

Another conclusive research on the topic is that conducted by Tarab (2023) where it was 

proposed to outline a mediation in which incivility predicts emotional exhaustion in employees, 

and organizational social capital is identified as a critical resource that mediates this mechanism. 

According to the findings, those who experience more incivility report higher levels of emotional 

exhaustion, which is related with burnout. 
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As a psychological interpretation, the incivility coming from clients or even colleagues can 

produce emotional consumption that affects productivity and well-being. The tense climate of 

criticism, behaviors such as inappropriate tone or lack of collaboration contribute to feelings of 

isolation and emotional imbalance, both of which are components of burnout. Disrespect can erode 

team collaboration, creating a toxic environment. 

Moreover, the lack of civility can also be perceived as a failure to recognize individual 

efforts, leading to frustration and a decrease in motivation. This behavior creates a vicious cycle 

where emotional exhaustion increases, and commitment decreases. The reciprocity of these factors 

results in a decline in emotional well-being. Prolonged stress, fostered by the inappropriate 

behavior of individuals in the workplace, has effects on the ability to manage both emotions and 

behaviors, not only in this professional context. In this case, the lack of civility can be a sign of a 

deficient organizational culture or ineffective communication, thus manifesting feelings of 

unrecognized effort and neglect, building helplessness among employees.  

Another aspect concerns negative interactions that can trigger intense emotional reactions, 

such as anger or sadness. These deplete emotional resources, fueling burnout. 

The lack of courtesy can generate difficulties in setting personal and professional 

boundaries, contributing to overload and, consequently, burnout. It becomes more challenging to 

protect one's own resources and time in this case. Another important research to support these 

interpretations is that conducted by Leiter et al. (2015) in which it was demonstrated that incivility 

in the professional sphere is a specific form of social maltreatment that causes suffering, even in 

its low intensity form. Therefore, it can have a significant impact on well-being and health. 

It is important to minimize employee burnout by finding solutions that may involve open 

communication, finding the necessary resources to provide training in conflict management and 

implementing clear policies. 

 

5.2 Hypothesis no.2:  It is presumed that there is a significant negative correlation between 

burnout and perceived organizational support. 

Table 3 – Normality test; Kolmogorov-Smirnov 

 

Tests of Normality 

 Kolmogorov-Smirnova Shapiro-Wilk 

Statistical Df Sig. Statistical Df Sig. 

BAT - 4 scales ,100 62 ,200* ,972 62 ,162 

POSS ,125 62 ,018 ,953 62 ,019 

*. This is a lower bound of the true significance. 

a. Lilliefors Significance Correction 

As can be seen in the normality test, it is above 0.05 for both variables, so its distribution 

is normal. The parametric Pearson test should therefore be used for correlation analysis.  
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Figure 4. Histogram of frequencies of perceived organizational support 

 

Table 4 - Correlation between burnout and perceived organizational support 

Correlations 

 BAT - 4 scales POSS 

BAT–  

4 scales 

Pearson Correlation 1 -,593** 

Sig. (2-tailed)  ,000 

N 62 62 

POSS Pearson Correlation -,593** 1 

Sig. (2-tailed) ,000  

N 62 62 

**. Correlation is significant at the 0.01 level (2-tailed). 

In the table above, the existence of a significant negative correlation is observed, the result 

is less than 0.05. Also, the correlation coefficient is between -0.40 and -0.60, which results in the 

presence of a moderate negative correlation. 

 
Figure 5. Point cloud for burnout and perceived organizational support. 
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Upon analyzing the point cloud, it becomes apparent that their aggregate is positioned at 

the center, oriented towards the lower right, signaling a negative correlation between the two 

variables. Consequently, the hypothesis stands confirmed. Thus, a notable negative correlation 

exists between burnout and perceived organizational support among Horeca workers. 

 

Psychological interpretation of hypothesis 2 results 

The interaction between burnout and perceived organizational support suggests a complex 

dynamic between the state of employee burnout and the level of support felt from the organization. 

A negative correlation indicates that, in general, the higher the organizational support employees 

perceive, the lower their burnout levels tend to be, and reverse.  

There are numerous studies that support this correlation. For example, a study conducted 

by Maslach & Leiter (2005) in the field of organizational burnout highlighted that social support 

and recognition within the organization are key factors in preventing burnout. Other researchers 

such as Schaufeli & Bakker (2004) conducted a study in which they highlighted that a positive 

work environment, characterized by social support and adequate resources, is associated with 

decreased burnout. 

Another example is the study by Halbesleben & Buckley (2004), which found that 

organizational support can function as a buffer against the negative effects of stress on mental 

health and burnout. 

This result can be interpreted in several ways. First, resources provided by the organization, 

such as training, task management and professional development support, can play a crucial role 

in counteracting burnout.  

Second, an organizational culture that promotes work-life balance, encourages 

collaboration and employee recognition, which decreases the risk of developing emotional 

exhaustion. 

In fact, organizational commitment and effective communication between leaders and team 

members can strengthen employees' relationships with the workplace and have a positive impact 

on their well-being. By providing constructive feedback and recognition for employee 

contributions, organizations can create a more positive work environment, thereby reducing the 

likelihood of burnout.  

This negative correlation between burnout and perceived organizational support may also 

reflect organizational engagement, meaning that employees who perceive solid support tend to 

develop a stronger, more positive connection with their organization. 

Organizations that respond promptly and effectively to employee feedback and suggestions 

can create an environment where employees feel listened to and engaged, counteracting the 

frustration and disillusionment associated with burnout.  

Speaking of supporting social interactions and team cohesion, they can create an 

environment of support and connection, counteracting the isolation and loneliness that can lead to 

that emotional exhaustion. So perceived organizational support can be increased by encouraging 

employees to express their ideas, participate in decisions and take an active role in the development 

of the organization. 

Finally, organizations that promote a positive climate based on collaboration and mutual 

support build cultures that minimize the risk of conflict and interpersonal tension. 
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An illustrative study supporting the aforementioned points is the research conducted by 

Lawrence (2010), affirming that job satisfaction is intricately linked to various facets of the 

professional environment. To be more precise, increased job satisfaction diminishes the likelihood 

of burnout and enhances overall empowerment, organizational support, psychological 

empowerment, group cohesion, and personal achievement. 

On the other hand, the intention to leave the organization is related to lower job satisfaction, 

more intense emotional exhaustion, identifying a greater number of employment opportunities 

outside the organization, poorer cohesion in the work group, lower personal achievements and an 

increase in depersonalization.  

Therefore, strong connections within the work team, experiencing personal fulfillment, and 

limiting emotional exhaustion have a direct influence on increasing satisfaction in the professional 

environment. This aspect can lead to a decrease in the ability to manage both emotions and 

behaviors, resulting in a reduced desire to leave the organization. 

 

5.3. Hypothesis no. 3: It is presumed that there are significant differences in the level of 

burnout depending on age.  

 

Table 5: Calculation of data normality for burnout by age 

 

 

 

 

When calculating Kolmogorov-Smirnov we obtained Sig = 0.200 for the age category 18 – 

25 years, Sig = 0.200 for the age category 26 – 35 years and Sig = 0.200 for the category 36 – 45 

years. These results lead to a normal distribution of statistical data, which is why the examination 

of the difference between the mentioned variables will be conducted by parametric method, using 

the OneWay Anova test.  

We will also calculate the homogeneity of data for the burnout variable according to the 

age variable. 

Table 6: Calculation of data homogeneity for burnout by age 
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When calculating Levene Statistic we obtained Sig= 0.397, which indicates a homogeneous 

distribution of data.  

Table 7: OneWay Anova test to calculate significant differences in age.   

 

The significance threshold Sig = 0.001 is achieved after applying the One-Way ANOVA 

test, indicating that the analyzed hypothesis is confirmed. In conclusion, it can be stated that there 

is a significant difference in the level of burnout among workers in the Horeca industry based on 

the age category to which they belong. 

To see exactly which age groups have the significant differences, we will calculate below 

the test of multiple comparisons, Tuckey. 

 

Table 8: Tuckey test for multiple comparisons 

 
 

As it can be seen from the table above, the only significant difference obtained is between 

the age categories 18-25 years and 36-45 years, at a materiality threshold Sig = 0.001. 

Psychological interpret Figure 6. Histogram of 

frequencies of the age group 

18-25 years 

 

Figure 7. Histogram of 

frequencies of the age 

category 26-35 years 

 

Figure 8. Histogram of 

frequencies of the age group 

36-45 years 
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Psychological interpretation of the results related to hypothesis results 

The results of this hypothesis indicate that there is a significant difference in the level of 

burnout of Horeca employees, depending on the age category to which they belong. Specifically, 

people aged between 18 and 25 years show a higher level of burnout compared to people whose 

age is between 36 and 45 years. At the same time, there were no significant differences between 

the categories 18-25 years and 26-35 years, nor between the categories 26-35 years and 36-45 

years. 

To begin with, we will determine the age stage corresponding to each analyzed category 

and explore the key characteristics of the professional behavior of people in these categories. 

According to the stage stage proposed by Șchiopu and Verza (1997), the category 18-25 

years fit in the post-adolescent stage, the category 26-35 years fit in the youth stage, and the 

category 36-45 years fit in the young adult stage. 

Professionally, the post-adolescence stage is dominated by the effort to adapt individuals to 

the adult world of work, choosing a career and developing a vocational identity, the youth stage is 

characterized by consistent implantation in work and progress in terms of professional status, and 

the young adult stage is characterized by professional stability, tenacity in fulfilling work tasks and 

the emergence of the desire to specialize in the chosen field (Sălceanu, 2015). 

Therefore, the youth stage is a transition period between the other two stages, which 

explains the reasons why there were no significant differences between the categories 18-25 and 

26-35 years, nor between the categories 26-35 years and 36-45 years in terms of burnout level of 

employed persons.   

We believe that, within the age range of 25 to 35 years, most individuals start to feel more 

comfortable in their professional roles, gain confidence in their abilities, and become more 

competent in their careers. This can significantly reduce professional stress. Furthermore, with the 

accumulation of experience, professional expectations can evolve towards more realistic and 

balanced goals, thereby diminishing overall stress.      

Regarding the significant difference between the 18-25 and 36-45 age categories, over time, 

research has been conducted based on how the level of burnout felt by employees is influenced by 

the age factor.  

For example, Haley and colleagues (2013), through their research involving 582 workers 

across various age groups, and Brewer and Shapard (2004), in their meta-analysis of 36 scientific 

papers on burnout, demonstrated that employees below 30 years of age tend to experience greater 

burnout levels compared to those above 30. 

The stage of professional and personal development, experience, social pressure and 

(un)developed coping strategies at work may be explanations of the hypothesis examined. 

We believe that post-adolescents are in a sensitive period of transition to adulthood, marked 

by increased responsibilities, such as completing university studies, starting a career and 

establishing a professional identity, gaining financial independence and, possibly, starting a family. 

These new responsibilities can be overwhelming and can contribute to the development of burnout, 

especially professionally and educationally. 

Also, individuals in this age group can often face pressure to prove themselves in a 

competitive work environment. As mentioned in interpreting the past hypothesis, inexperience can 

make them targets of inappropriate behaviors on the part of colleagues, superiors or clients and 

increase their vulnerability to stress.  
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In addition, with the process of emotional maturation still ongoing (Sălceanu, 2015), post-

adolescents may be less effective in managing stress compared to young adults. This can lead to 

their reduced ability to cope with professional pressures. 

At the same time, employees aged between 18 and 25 may have difficulty establishing a 

healthy work, educational and personal life balance. The pressure to excel both educationally and 

in career, pressure fueled by the phenomenon of social comparison and the constant use of social 

networks, can favor the appearance of burnout.  

From our point of view, the age range 35-45 years implies greater professional and personal 

responsibility (through intense professional activity, progress of professional status, possibility of 

having a child, intensification of household responsibilities, etc.). But unlike post-adolescents, 

young adults are much better able to cope with life's challenges and reduce the impact of stressors. 

We believe that the accumulated experience, adaptation to the work environment, 

professional and personal stability, allow the development of effective coping strategies, which 

increase resilience and the feeling of security and control.  

Also, as adults age, they develop greater clarity about their goals and priorities, which helps 

focus on the essentials of life and avoid overwork. In addition, for young adults, support networks 

are much stronger, both professionally and personally, and can significantly reduce the impact of 

stress at work.  

These aspects, together, facilitate better management of work challenges and lead to lower 

levels of burnout among 35-45 years old.  

Studies on burnout have shown that burnout negatively affects the physical and mental 

health of individuals, regardless of their age (Ahola, Hakanen, 2014), produces physical symptoms 

comparable to those of depression (Bianchi et al., 2015), and promotes increased alcohol and/or 

drug use (Ahola et al., 2008). Burnout contributes to a higher rate of absenteeism in organizations, 

increased unproductive behaviors (Hussain et al., 2020), reduced workplace productivity (Maslach 

& Leiter, 2016), and decreased employee satisfaction (Adamopoulos & Syrou, 2022). 

In conclusion, burnout is a complex problem that affects people differently, depending on 

age and professional status. It is essential for both employers and employees to recognize and treat 

burnout seriously, promoting a healthy and sustainable work environment for all members of the 

organization, regardless of age or status. 

 

5.4 Hypothesis no.4: It is presumed that there are significant differences in incivility 

depending on the age of the study participants. 

Table 9: Calculation of normality of data for the variable lack of propriety 

 
When calculating Kolmogorov-Smirnov we obtained Sig = 0.11 for employees with less 

than 5 years seniority and Sig = 0.001 for employees with more than 5 years seniority. These results 
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lead to an asymmetric distribution of statistical data, which is why the examination of the difference 

between the mentioned variables will be conducted by the nonparametric method, using the Mann-

Whitney test.   

 

Table 10: Calculation of differences in the age variable  

 

 

After applying the Mann-Whitney test, it was observed that the significance value (Sig 2-

tailed) is 0.037, indicating the confirmation of the initial hypothesis. Therefore, it can be concluded 

that there is a significant difference in the level of workplace incivility experienced by employees 

with less than 5 years of experience compared to those with over 5 years of experience.  

 

 

 

 

 

Psychological interpretation of hypothesis 4 results 

The obtained results confirm the analyzed hypothesis, specifically, the level of incivility is 

more pronounced among employees with less than 5 years of experience in their professional 

careers, compared to those with over 5 years of experience in the organization. These findings are 

supported by a meta-analysis conducted by Yao et al. (2022), where it was demonstrated that tenure 

in the workplace correlates indirectly with the likelihood of an employee being the target of uncivil 

behaviors from superiors, colleagues, or clients. The meta-analysis involved the examination of 89 

scientific articles related to experiencing incivility, comprising a total of 51,578 participants. 

Figure 9. Histogram of variable 

frequencies less than 5 years old 

 

Figure 10. Histogram of variable 

frequencies more than 5 years old 
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Therefore, according to the mentioned authors, as an employee's tenure in the organization 

increases, the probability of becoming a victim of uncivil attitudes decreases. Regarding possible 

explanations for the examined hypothesis, these may refer to both the adjustment period of new 

employees to organizational life and norms, as well as contextual factors of the respective 

organization. We believe that in the first years of working within a particular organization, 

employees are in a period of adaptation, in which they learn not only the specific tasks of the job, 

but also how to adapt to the organizational culture and related interpersonal dynamics.  

This period, although essential for professional development and integration into the 

organization, can generate a state of stress, tension and / or insecurity and can make newcomers 

more prone to become targets of rude attitudes from superiors, colleagues or customers. 

The organizational culture, through the norms, values and practices it promotes, influences 

both the way daily activities are conducted, as well as the interactions with colleagues, as well as 

the responses to various situations. We believe that understanding and assimilating a culture can 

be a challenging task, especially in organizations with well-established traditions or a culture 

different from the one with which the employee is familiar. The novelty specific to this stage can 

increase vulnerability to rude behaviors, such as marginalization or unconstructive feedback. 

At the same time, in the early years, employees must learn to navigate a complex web of 

professional relationships, each with its own nuances and expectations. Creating positive 

connections with colleagues and superiors is essential, but it can also be a source of stress, 

especially if there are differences in personality or work style.  

Concerning customer interactions, these can present extra difficulties, particularly when 

dealing with high expectations or challenging circumstances. 

In addition to the above, we believe that, especially at the beginning, newcomers may feel 

pressured to quickly demonstrate that they are competent and capable of meeting the expectations 

of other members of the organization. This pressure, combined with inexperience of the unfamiliar 

environment, can easily lead to burnout, which in some cases culminates in resignation. In such 

situations, they can become easy targets for rude or abusive behavior. 

On the other hand, employees with more than 5 years of work experience, more 

experienced, can have a more nuanced perspective on the behavioral context, the experience gained 

allowing them to develop effective coping strategies. They may also have stronger support 

networks and a better understanding of how to address or report such behaviors.  

As mentioned, new hires are more vulnerable to indecent behaviors compared to more 

experienced ones (Lan et al., 2020; Pearson et al., 2000). 

Field research indicate a significant correlation between incivility and heightened 

psychological stress (Lim, Cortina, 2005), increased mental and emotional exhaustion (Giumetti et 

al., 2013), reduced creative thinking (Porath, Erez, 2007), decreased work performance (Rahim, 

Cosby, 2016), decreased effectiveness of organizational management, and increased organizational 

costs (Porath, Pearson 2013), spiraling propagation of rude behaviors among members of the 

organization (Andersson, Pearson, 1999), increasing counterproductive behaviors and decreasing 

job satisfaction (Penny, Spencer, 2005), increasing conflicts between organizational and family life 

(Lim, Lee, 2011), etc. 

To mitigate the impact of the mentioned challenges and support both new employees and 

the organization as a whole, we propose the following strategies for support and integration: 
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✓ Designating mentors to assist new employees in gaining a deeper understanding of the 

organizational culture and facilitating their integration into the team. 

✓ Organizing team-building events to streamline the integration process for new colleagues. 

✓ Promoting managerial support in addressing any potential technical difficulties faced by 

new employees. 

Therefore, we believe that organizations can facilitate an efficient and smooth integration 

of their employees, leading to increased job satisfaction and productivity, as well as prolonged 

retention within the organization. 

Conclusions 

In light of the presented research, a clear pattern emerges regarding the relationship between 

burnout and workplace incivility. Studies highlight a significant positive correlation between these 

two aspects. Incivility, whether from customers or colleagues, proves to be a catalyst for 

professional exhaustion, generating stress and directly affecting the well-being of employees. The 

absence of respect and civility not only fuels a tense and toxic workplace atmosphere but also 

intensifies the feeling of isolation and emotional discomfort, thus constituting significant factors in 

triggering burnout. In the context of these findings, approaches to minimize burnout should focus 

on improving communication, providing resources for conflict management, and implementing 

clear policies aimed at promoting a healthy and respectful work environment. 

As for the second hypothesis, the analysis of the interaction between burnout and perceived 

organizational support reveals a significant and complex relationship. The negative correlation 

indicates that the more employees perceive pronounced organizational support, the tendency for 

their burnout levels to decrease. Studies highlight the importance of social support and recognition 

in preventing professional exhaustion. Organizational support not only acts as a buffer against the 

negative effects of stress but also contributes to fostering a positive professional environment. 

Commitment, organizational culture, effective communication, and facilitating social interactions 

are essential aspects in developing a constructive relationship between employees and the 

organization. Thus, job satisfaction is promoted, and the intention to leave the organization is 

reduced, becoming achievable goals through the creation of an atmosphere based on collaboration, 

mutual support, and personal fulfillment. 

Following the analysis of hypothesis number 3, it can be concluded that there is a significant 

difference in the level of burnout of employees in the Horeca field depending on the age category. 

More specifically, young people aged 18 to 25 show a higher level of burnout compared to those 

in the age range between 36 and 45 years. This result can be explained by the stages of professional 

and personal development that individuals in these age categories go through. Studies show that 

young people in the post-adolescence stage may feel the pressure to adapt to the world of work and 

career choice, and those in the youth stage face professional stability and career progression. In 

contrast, young adults, aged between 36 and 45, can benefit from accumulated experience, personal 

and professional stability, and develop effective coping strategies. This contributes to a more 

effective stress management and reduces the level of burnout. Organizational support and creating 

a positive work environment are crucial in efforts to prevent burnout among employees, regardless 

of age group. 

Regarding the fourth hypothesis, the results confirm that employees with less than 5 years 

of experience at the workplace experience a higher level of incivility compared to those with more 

than 5 years of experience. This conclusion is reinforced by a meta-analysis indicating a negative 
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correlation between tenure in the workplace and exposure to uncivil behaviors. New employees 

are more susceptible to stress and pressure in their initial adaptation phase, being exposed to new 

organizational norms and relationships. On the other hand, more experienced employees have 

developed effective stress control strategies and adopt a mature perspective on workplace 

behaviors. Therefore, it is recommended for organizations to implement support strategies for new 

employees, including assigning mentors and organizing team-building events, aiming to facilitate 

efficient adaptation and minimize the risk of uncivil behaviors. 

Analyzing all the described results, one can also talk about the limitations of the research 

involved in the process of collecting results. 

First, it may be the generalizability of results, i.e. a small sample, i.e. a small number of 

participants, which may affect the ability to generalize results to larger populations. It may be an 

inability to exemplify population diversity and may affect the external validity of research. Thus, 

conclusions drawn from a small sample may be more limited in their applicability to certain 

contexts and groups of people. 

Secondly, we can talk about the relevance of the sample, looking from the perspective of 

online application of questionnaires. There is a risk of attracting participants who are more likely 

to use the online environment or who have certain specific characteristics (e.g. education) that can 

influence the results. This may create a tendency towards selectivity and affect the 

representativeness of the sample in relation to the target population. 

Another factor and possible impediment concern the reliability and validity of the data. In 

online research, control is more limited over how respondents complete items and the authenticity 

of the answers given. It is also more difficult to verify that participants understood the questions 

correctly and answered honestly. Among other things, there is also a lack of direct observation, so 

it is not possible to analyze the non-verbal behavior of participants and this aspect can lead to a 

limitation of the complete understanding of some phenomena, pointing out a high subjectivity of 

those who participate. 

Another element to point out in shaping the research refers to technical limitations. Being 

an applied online study, technical issues may arise that disrupt data collection, such as connection 

errors or platform interruptions. These can lead to data loss or distortion and create difficulties in 

analyzing the results. 

In order to establish the relationship between the two variables that represent the main 

theme of the research, it is necessary to align them with new ones and to draw a specific sample in 

the following works. 
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