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Abstract

Purpose - The present study examines the effect of service employees' experienced customer incivility through their
emotional exhaustion. We identified service employees' emotion regulation ability as a boundary condition (i.e., moderating
variable) that decreased the positive relationship between service employees' experienced customer incivility and their
emotional exhaustion. Furthermore, we also investigated the negative relationship between service employees' experienced
customer incivility and their service performance via emotional exhaustion.

Research design, data, and methodology - Drawing on AET (affective event theory) and COR (conservation of resources)
theory, we developed three research hypotheses (i.e., mediation, moderation, and moderated mediation). Online panel survey
data from 552 frontline employees at several service organizations (e.g., department stores, retail stores, hotels, restaurants,
airlines, banking, insurance company, and etc) in South Korea were examined. To assess two types of validity (i.e.,
convergent and discriminant validity) and reliability of measurement model, we employed the CFA (confirmatory factor
analysis) using M-plus 8.2 software. Internal consistency also was tested by Cronbach' o. In addition, we employed the
SPSS PROCESS MACRO 2.16, which was recommended by Hayes (2013, 2015), to estimate mediation, moderation, and
moderated mediation effects.

Results - As predicted, the negative relationship between service employees' experienced customer incivility and their service
performance was mediated by emotional exhaustion. Furthermore, service employees' emotion regulation ability also played a
significant moderating role of the relationship between service employees' experienced customer incivility and emotional
exhaustion, such that this relationship was less pronounced when service employees had a high level of their emotion
regulation ability than when thir emotion regulation ability was low. Service employees' emotion regulation ability further
moderated this mediation effect of service employees' experienced customer incivility on service performance through
emotional exhaustion. These findings have theoretical implications for employees' experienced customer incivility and emotion
regulation ability research and provide managerial implications for practitioners.

Conclusions - This study empirically elaborated the previous model of service employees' experienced customer incivility and
personal resource (e.g., emotion regulation ability) literature by presenting the findings that service employees' experienced
customer incivility influences their service performance via emotional exhaustion and that emotion regulation ability effectively
reduces this negative effect.
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1. M E

HD QE, oY UBMHA, IEMH|A0 DHHHOA
BOf 9 DANHAS MBS s DAHFHASS 2
S2EE Chet I8 R AsA0: 2aetn Hgalxel

olA, EiE, #E S)E
2015, 2016). 1240 Q|HAM [EtE|= CHYst AEFA Q9|
(customer stressors)E2 UATHE XS0 MM QHIH,
HSRISE, HDND, AHlA 32 412 WED, AFaR
et OFQEE J7M7l= A2z BN  UCHA-Hawari,
Bani-Melhem, & Quratulain, 2019; Alola, Olugbade, Avci, &
Ozturen, 2019; Dormann & Zapf, 2004; Cho, Bonn, Han, &
Lee, 2016; Hur et al, 2015, 2016; Sommovigo, Setti, &
Argentero, 2019; Torres, van Niekerk, & Orlowski, 2017). £
St Sliter, Sliter, and Jex (2012)= ZHOjRIS| DB AT 0|
THORRC| ZAZut X|2t8 S7HAI7|, Tojdato] £ Fe
OjAicks AS YRUCEL 0|QF 20| UARHZEHE FSUH
o MYUASO| ZEHQL TOjduto] £YHl Fg OE =
7| =0, REAMEIL Z0k0M= DR S2% =H|0|C)

Mt 2 AFoMs "ol MRS HIRe A4y 7
YE0| st Dz AEZA Q0 FojM “nHozH
E{Q] Z&i|(customer incivility)’0f| C{8l F=SCHHan, Bonn, &
Cho, 2016; Hur et al., 2015). 1Zio 2 HE{ 9| 2&(customer
incivility) 2t “ 40| MH|AE X E5h= SYAMA siE 0|
e s BZD6HK|E, dSESE iof 5= RS 2t
St= 22 &2 LEE dF0l2tn Folg £ UACHCortina,
Magley, Williams, & Langhout, 2001; Hur et al., 2015). 124
Y ZYUS0| st 042 FYol= MulA HMI -
olM  Z™sHAl == AT AOX, H[AOK Sy
(mistreatment)E Z3tst0 QICt

oHH, R& 7|UEX AZROM BIHSHH EZEd U= F
Z HASOA HWoHX|= 2S5 HAIHO|L utAst ZA, 1|
=2, 2R S0 CisiM= 2telg 2 u, H3He=z
ChAfstad =3stn ok U JriHoz NAF™H XJ
O|Lt 3T =Z|(0f: #isty, &I, ot2dl S)oil thet mlshe
Dodit B2 Zdkels §4 M0, 1Moz 2Eol 2o
Cist 2AMe MOFo=z e HO|CKCortina et al., 2001;
Rhee, Hur, & Kim, 2017). 3L} 2580 & ZEo| 1z
e AEYAYX|EE, O AEYATE XSHoR FHL|H,
AWEY SYUSO| RHHO MY OIX|E ureg fud
1 (Andersson & Pearson, 1999; Rhee et al., 2017), =82
2 epY g5 Y Huols MOl Fste OlX|A Ect
(Cortina et al.,, 2001). £3|, st=29| oY IOjRS CHMS
2 S Hur et al(2015)9] AATOJME DADE ZHush o
U2 dEaTIE Fo &, HRgae f285el Jdee
FE= BAYQE ot O, SFHCEZE IAX |0 £
Mol g2 DEicta ok Osilp Lf H7{Choi & Han,
2018; Hur et al., 2015)& X|Q|sl1= 122 Aso| nziat
ASO|Lt ‘gt 0K = A= HHEZ K7 O|FOA Lt

et 2 AFoM s aAeEe|l dut HaE =50
HEHZYD MH|A ot ko] QItEAIE mefsta{ 1 it
MH[A b= “OHO|AH SARSID EZ22M HREESH dat
£ HAMZE = A= TYUS2 #I'2E FOECKChi &
Grandey, 2019; Liao & Chuang, 2004; Van Gelderen, Konijn,
& Bakker, 2017). O|2{3t Ho|q| e} 2 A=, MH|A wat

HetoM nA™HE ARl M= nZHo| HFO|AM EHIHZ|Of
Ofst7| U{20f, ZIRMiKin-role performance)ELCt= AH|A
ANE HHSke A0| HIRASICI D 2UCE MH[A BHRQ|
AIE HESHE 7|EQ B2 ME AFOME AMH|A ZHR
o MiutHsz XBMMECH= MH[A dotHE A8t
Ql2&(Liao & Chuang, 2004; Shin, Hur, & Choi, 2018) & ==
UL} D nAIH AN MH[A Hu 7F BA Q] HAHUES
utetstr| s ™A AFHO|Z(AET: affective event theory)S
ZQste & Jjde HAE HYsSte HEEM ZA-EAT
(emotional exhaustion)2 A|QJHCt OfX|2toz, NZHDHAEH
0] ZYA= HHEATIO DX|= Ho =IE 2AAEH =+
Qe xAEHsE HMEE AzHemotion regulation ability)2|
A2 wEstz{in sioh X[E7HK] o2 MlAToIA 1nZi9|
FHHSO| OKl= BHHQ 20t A ZE = Ues CHYst
7|H|E0| =9|=|RUCHArmold & Walsh, 2015; Han et al., 2016;
Lin & Lai, 2019; Park, Fritz, & Jex, 2018; Zhu, Lam, & Lai,
2019). £ 88, HAL ZECERREO| XS EED AR
A X|Qur 22 XEXtA(ob resources)e| g2 Q0| CHFE
O/ oL}, A4=9 AHAFE K| &H(0: Cho et al., 2016; Rhee
et al., 2017), 7iQIX}I2l(personal resources)?| Yets HAst
ATtE =S| O|RO{X|X| RUCE JHOIXtRS| H&t2 CHE F
7tX| H7(Cho et al.,, 2016; Rhee et al., 2017) SA|, 7HOIX}
10| 1thA =H(first stage moderation) &t XF S Gk
A0, Di7HH=0f S0l ZHESNE [HS A7t Of
SIMO|CL 2 A7 O|&e| MEMATOA =olst ohAH
S5t7| Qell, Do 2o fE|A-0| ZEHuto 0|
I7LES dYst= ATFREo| ZEATN HMEEY
FZh Oj7f ==t R M2 =510 |2 BAIE A
2 ASSl0X} Y, VPO 2 Oj7fE et RE SIS
A =™E Oj7=0E FHSt2{0 SHCKFigure 1 £H1).
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Figure 1: Research Model
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(coworker incivility) & A1 E0| =& O|EYSLKBen-Zur &
Yagil, 2005; Cortina et al., 2001; Rhee et al., 2017), %20
= nMozHE AYste F&(customer incivility) $14H0f Cf
oF A7t ZUtstn JUCHBunk & Magley, 2013; Han et al.,
2016; Hur et al., 2016). H|2 1nZH2 30| Z =T W] {20
Ofet A AEA QQlof Hish azst ZHZE QIAIZX] O
2 $E UX|T, nHBYHQL 2 2 £FO| M AERA
£ XHHoR ZAHsts TYUUES deld, MR CHY
o 2EAHC aNE dHEstn Us AeE EHIE|u QUCH
(Bunk & Magley, 2013; Cho et al., 2016; Cortina et al.,
2001; Hur at al., 2015, 2016). X o2, DB H AT 0t
HE ZRIE9 ZHAXIE ZIHAZ|A(Hur et al., 2015, 2016;
Kern & Grandey, 2009), TtO{RIQ| THIjMIL0| 2-EOl Hokzs
0|X|2 X2t d288 =O0|H(Sliter et al., 2012), ZA™HATIS
Of7H2 ZEHEEE IF0 0[FQzE #O|=(Han et al,
2016; Wilson & Holmvall, 2013) S, 2&dde H™HATE &
ZEMZ|, WA BT s JE0 aSEH2E2 AREeMoy &3
MOl Fek2 OlK|=(Hur et al, 2016) {22 LIEIGTE O|F &
HH HAE H2EHH (Cho et al., 2016; Han et al., 2016; Hur
et al, 2015), D2 HARO| 12 2t S E= Hotof %]
= Y| st = BE9| O|FOX|X| &2 AHolCk

22 N MBHAHHO| MH|A datof| OjX|= 2af: Z4d
azlo| j7f ol
71Ee| @ AFSO| 1ARHAFEN EFHDKin-role
performance) 7to| EA0| TEoI0 ZZdutof Cst 12
Hage BEHel gakHo| Cfsto] E1(Hur et al, 2016;
Sliter et al., 2012)st1 Q= O thsl, & 7= DHIHEH
0| MH|A ‘dutof O|X|= =utof CHsH ot nX} SHCf
QHtxo 2 A2l employee performance)= Z1 7|
0 2 SMHEZ 7tX| US SA0 =Ee| =ZHef #HH
o Y= l-E(Campbell, McCloy, Oppler, & Sager, 1993)2
Ol =ICHNguyen, Nguyen, Ngo, & Nguyen, 2019). 0O|z{%t
EME MH|A TEOZ T ZH, Zol Mutof AN
nZ4o| d3to| O FLSHH FZEICL Ol AH|AQ 58%
29| SILIZ MH|A XSXb 1249| H|22|+d(Parasuraman,
Zeithaml, & Berry, 1985)0| ZxL|= Zd4t £ Qeo|Ct 1
Hol 71E dFS0 20| MH|A ATl THofdatt 0
Rt 242 ARMUWE 1O ZutHsE CHFEA EH i
MHIA HE P80 EXHSts 1240 MH[A ZALto| O]X|=
gdeHZ MY = A 2 ol = AM Fol=l UMt
o ‘&Y JHele| SXld e’ =0 K| A =Lt olof &2
A0 = Liao and Chuang(2004)0| HA|SE AMH|AMDt
(service performance) H-E EQ510] nZHBE=EL Gl 717H0|
EFE0t 22 MH|A Zpd(service effectiveness)0| ZA|El &
S0t Haot KMl St AMH|A ST Rl AH| A0
Oist & =43t d1HE FEstAt S
NAME FYURSO0| DA0AH MHAE FAlSt=0|
0] MAMZA X}LI0|CHChoi & Han, 2018). A{H|A
HE2 40t ABEBaPFoM HMSsHoF g mTE
(Of: nAX|ZXQl gt Ej=)S |X[5t, nHDE=O|2H=
OIAY SEE g467| o M XtES 2R2SHA EIC
(Choi & Han, 2018). Kern and Grandey(2009)2| H0|M=
A EZ=0|2(COR: conservation of resource theory)S =A

A Hro

2 510, AR F=0| MH|A ZYRALl FME, QX Xt
HE XILEX|A Ol AESIEE o0, 2= nZE M2|H X}
HE M7 st HEQFE0| HA S7IS5HA EIChD HMAIRH
CHVan Jaarsveld, Walker, & Skarlicki, 2010). 271CH, nZ{o
EREO| 2 Y2 d2|™Q Aol nE O|oFE £+ U
on, ol ZYR ATl(burnout)2| FR FHRAQl ZHAT
£ {YK(Karatepe & Aleshinloye, 2009)3}4 2 ZHAUS K=
ZO|Z21 M AHHHE Sl /=6 & = ULk

XHYUEEC|IZY CISHH, MH|A ZHASS D HSTHIPIO
M ABE HAA XpRl(emotional resources)S EH =321 S}
=4, ol2{st E51P80| o{FECtn HHEHE dR0|l= FME Xt
He| =42 of|Hsty| o Ao ()it XS FEIAFIA
L} HIQIAZIA|Z| A EICE o[2{3t MEiE FFHoE R ZFntY
250 2850 Fg2 0/& £ UCKHHur et al., 2016). M2}
M DHRH A UHATS P72 MH[A datof] 2FH
ol ZIE 7tME ALE {FY = UCL

SHH, FMAIAO|EAET)22 1By A=O0| %
OX|l= QutHAE 4% = ULt JF, nAZ2Y2t0 d= &
Xl At7d(negative affect event)2 MH|A ZHASO|AH &
ojojgt g2 O/E £+ U= FEFHQ AMHO|CKChoi & Han,
2018). MH|A ZYR0| R0 = RE FA[HSIAHLE AOHQI
e8NS ZAYSHAH W, ZFATOIEHE HAF S
(emotional  response)0| OjLtW, JIIFEOZE AR Mut
(behavioral outcomes)df| HHZEQCl S IJIHA  EIC}
(Weiss & Cropanzano, 1996). [t2FA] O|2{st LIRS STHdA
ofziet &2 Of7i=1t 7HdE2 AL

H1: MH|A SHSC| AR g2 d8aTs iz
MH|2 gatof 28Fel Fek2 0lE Ao|ch

23. YMEEIHO| E =}

AT AYE2 0 FHAYSO HERTE BT
SAl0, AE2|A XIS HIES Chet RHel ARE I
Z|20(Choi & Han, 2018; Hobfoll, 1989; Van Jaarsveld et al.,
2010), 4= ZAHATIE LUStA EICHChoi & Han, 2018).
olo] 1 HEEY HEXEL LHZH 0| [HE AERATL
RS dEo| AZIoLt o OXls BtE 22AZE =+
U= RS L2dts 80| RS

22 QX1 (ID-R Model; Demerouti, Bakker, Nachreiner,
& Schaufeli, 2001)2| HHHQl MKl HEFHuPIM 27
e 28 FUAMH)LE Qo duts 2T E4#EE OfL
2t ofg| CHE==ttolLt ZIxof ozt Eaetd £+ ATk Folct
(Choi & Han, 2018; Schaufeli & Bakker, 2004). [t2tA Z2
ST-ARAZHEE M| 2H, AR ZYo| LMt 4F
AT EE 2EN A0E ARAZE = AUes oy AEXIRO|
Lt 7HOIXtRAE Mok &= UA =ICh

MACTOME D2nto| MAEo2 R ZAUSHH e
HE|Hol AEAQL ZIFCRE Qlst ME|H Ko ARet Z
2 2EAQ Zits oEe| AKX W 270 REX|Y,
HAK| Y, SEXY, HEN 2HY, Z-8LS, RS S)0l
OIS ZEHE|le ZHoz EHIstn QUCHArold & Walsh,
2015; Han et al., 2016; Lin & Lai, 2019; Park et al., 2018;
Zhu et al,, 2019). O|ZH B2 GIS0| HF zHH Xppol =F
SUE MAISH= BHH, MM S Z 7 OIX}2(personal resources)
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M5 A= Aol gle Ago|ct 8Lt
AEZA £=F0| 2 0K 22002 XFELN s
A DEE 7|0 SC= AER A 1S (Brotheridge &
Grandey, 2002)0|Lt 7HQlo| Q|EstA0| LSt HHE2 JHelQ|
EMo w2t H2}RICHSwider & Zimmerman, 2010)= 7HA0|
E(personality theories)S 12{3ff ECIH, OfHst JJOIEMO|
CHOIZEA[O| N HMStE =2 &2 AFAXZ AN E =
ASK|E FYste 20| LRSICHAIHawari et al., 2019).
M|~ SHAS0| #EE + U JfIXIASEE M X
7| & 5 (self-efficacy), Z™X|=(emotional intelligence), =2
H(resilience), 1ZHX|gkd(customer orientation) S E = U
Ct. Rhee et al. (2017)2] AHYM= DAHXMH XIE0| EH
Sle SEERECQ| R 4™o| ZEALY OX= Hel zut
b 2 B2AH Xp7|Zsd(ob-related self-efficacy)df| O|sfiA &t
Sl Ao =2 LIEMGCE EESH Al-Hawari et al. (2019)2] ¢4t
OlME SRIE0| HAIRREHCl H|QIAX  Z=(abusive
supervision)0| ZFEAZIO O/X|= HO| &= 2tBA7|X] &
oLt nMo22Eo| 27t ZFEAZI0 O/X|= ™ol =ut
Z AN |= A2 st= Ao Z LIEMGLE 0|QF ZHo| 749l
O 7K QU= AE2IH, XA K2, nUHIHELH FY
St AEPAZ Qg SloHE|A e d2|E Aol HEN
2|50 7|05t AS & += UCL
2 FoME MEATOM dETH 292 20| AMEEY
NADHAEO| Rt 2EEC [IE AJ}AFHE +
&£ OHE JHeIxtpe s MESHRInt FMIZ- Yol "Xt
HME Ao A SN oE R-S BHsHH, Xt
ot A2|of 7|CHElE MEjE XMEots 0|2t Ho
QICHMayer & Salovey, 1997). Thompson (1994)2 X
2 202 FHE fldi Rl FA HEHE BESHL,
sk, =¥sl= Dozt Men, Ol mrutde=z &
T Qs A2 FMZZEAZT0|Ztn Ho|MCE oHH, TN
ZEAZTE JHQlel FaA ot3dUES AWSHE 2% 2010
CH(Cicchetti, Ackerman, & lzard, 1995). HMZH A= AlF|
A otYE @est=0 2% XHR0|7| R0, HAEEAE
0| %ot ZR0l= dElFel nE Dt CiRlEtA el oH2=
YA EICKBonanno, 2001; Hayes, Wilson, Gifford,
Follette, & Strosahl, 1996). [MZtM HMZEIZ0| 52 A
HE RS2 NHoZREHQ| H2 AER A0 nAZHZE
AR ot 2| ZoHYEo|LE B2EEO HA HEE =t
Moz malg 4 g o= J|fY % Ut Cho et al.
(2016)2| ATOME HAEZ TUUSO| &AL S8, 14O
ERH 2ot fFHgE0| ZEAT 0jX|l= Fel 2t g
AEY TYUUS0| Eqst GMZ=FEYZ QsiAM =HEle=
Ao LIEICE §3|, 28Xl 59 A &29| sttel H
MZEHAEO| =2 TUYQ 42, AR ZH0| d-ATI0|
OXl= del 2PVt SAMLE RoOISHA| fitt= A2 Y
QUCE HHH, HMZHEYZ0| Z2 ZYRQ 42, n42H Y
ol ZEATIo O/Xl= Fel =7t |elO| ot He = LIE}
SCE M2t 2 70N DATEEEASS| M EE G
Ixof o2t nAF A0 d™HAR 0Kl "l =t
CHEA LEHE Z0[2t o &5k, Chaat 20| 7Hd=tst it

lorjrnjor

b
b

Mot ol > mot © > O om
d

H2: MH|A
| p

of ojXl= g9 git= daE AO|C.

=
otH, JHd 14t JHY 22 HIECE FMZFEYH2 nAL
HEgo| ZEATE Ol2 MH|A ool DXz 280
D72 0tE 2istA|Z Z40|2ke =EA  Of7) & 2Hmoderated
mediation) 7td-& Ct3nt Z0| HEMLCE Xpble| AE8E M-
5| ZESE SHE 52 +TOZ HRSIHH DU A
2 AU [ LMste AEYAE M25H7| gt Z™HAAQ|
298 EA AL, ol & DALY ZEHN MH|AMIE
Oj7iSHs A-ATISl ZEE 2AsHA ECh BHH FMZEEY
20| F2 +=FO|ZHH o] Fa ot QiAo CHol 7™ Z=Ho|
OHE8E L7, Z= O3 AEFHAE glas7| ot 4
AHo| nZg Ofe ZokA QAT JHsMo| son, 12 e
ST MHAMIE Oj7fsH= Z7EAZIQ| Of7f 9o o
ZXE A2 ol = Aok HMRZEAZO| +F0 M2}
2Kl DARHEY Y ZAFATIC FHHZ =H0lsHI| /s
HMREAEe| 2FN D7z 0HE Ct3at 20| 7HYSHRACE

H3: AfH|A ZRYS0| BRd YNRTYZS nA2Y
Ho| AYATS fE MHIA Mol Ojxls £o
BIE TUNY ZHOICE 5 YHZHAO| 5S42
DHLPHO| AHANS UPfE AulAHnol 0lx]

AT JHEE ZABSH7| Qs ChFst AMH|A Aol =Z|
14 Ol 2R3t Ues IHTMTRLS Moz HEZME
HAIMLE Xt2E 22121 2IMK| S SoiA =EUCE AL
O 5220| ZANOf| A7RMOO, X7|7|QAl(self-administered
instrument)gH 0| QsiA] ZEALY]| SEUCL SHS B2l O
TEAEE EM2 L2t ZLH<E 1> &D). 4788 &2
o ojAM0| OF 62.1%, HA0| 37.9%Z X}XK|StT UQUCt L&t
Xto| 75.3%7t MEMZE O|49| stH+F2 EO0iF1 ULt &
EfXto] HE CIH2 3547M(EEHAI=8.69)0|1 T 227
t2 4A72EH(BEEHK=4.52)2 LIEIRLCE SEAFSO0| BAMStD
A= AH[A Y2 A0FE(0f: WS, A0fF=)Q| THOf
(324%, 62.1%)°| H|ZO0| 7}&t =QtT, S shof, SHEMH|A
DHAEA EQ(158%, 30.2%), 2|1 2EMH|A DZHEE(40
&, 7.7%)°| =22 LtEFSICE

0|0

Table 1: Profile of Sample

Variables Category Frequency (%)
Male 198 37.9

Gender Female 324 62.1
20-29 171 32.8

Age 30-39 188 36.0
40-49 120 23.0

Over 50 43 8.2

under 3years 247 47.3

Job 3-5 109 20.9
Tenure 5-10 97 18.6
over 10 years 69 13.2
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high school 129 247
. college 103 19.7
Education
university 271 51.9
graduated school 19 3.6
32. 5FEY
= g7 AM8E 5 Y52 7IEH TN Llz|ldat Bt
20| A5E HEE AMEIULL SEQ nAo=REQ| Ry
g2 ZYUBEEE 58 HEE ZFYUCKT: T Qo 5 of
S gisiy). g, 24T, MAdah Aotesde 53
2I7E T2 ZFHCHI: 04 DX Cp, 5 0 1

n
- =

DHOBLEHO| 2o Y (0=.92): 1HFH = DHO|
HYEYOA SHE ZKStaxt sh= QX[7F F=5| UK
AERX|BL XpAlo| BREE EEU= Aoz Ho|giu(Sliter et
al., 2012), Wilson and Holmvall (2013)2| AHF0|A ALEEl 7
N 2gE AMBRLEL AHEcEE "2 File| Mo of
o ZHoll CHeiAM UDtLt XpF HILSILE?, ‘L7t 0SS
LofFEgn oz E75tn Yot XtFE EEWES 2 Of
XM= Shin and Hur (2019)°] HFOME LHAE ME|ETt =
2 A2o2 LEFRTCHo=.93).

62 K
rlo iy

dEAT (0=.85): HHLTE Nt ZESMoz Qls
ANQl mEZS Lils AE FoMen (Maslach &
Jackson, 1981), Maslach and Jackson(1981)2| "Burnout
Inventory"0fl A TLEE e SOIM 47 =2 AREIUCE 74
Mozt "Lis ¥Rz olsf 7|Mwnsn QIrk), 47 52
CHE AMEr 2otk A2 LAl £Eo|C > &2 =8z

=330

ME|A4DE (0=.83): MH|AG0= SHR-ES| Aol 0
2 RAHC=Z 3Gt 22 MISdte E2E Yol
(Liao & Chuang, 2004), Liao and Chuang(2004)2| H10fA{
AFBEl 47 22 AFBSIM MH|A M2 ZFFCL THE
S2E ‘L= 1Ag IS oista, aMSE FH =0
‘0] MU 1MO| 5= ASO| s FA(EE|) St
£Eo
=

c}.”

Table 2: Result of Confirmatory Factor Analysis

HMZHOAZ (0=88) HMZTORFS AHAIIt EfRlOl 2
MEfE mipHom mAlE 4 = S;oR Hou(Ca,
et al., 2011), Cho et al.(2016)2] ¢ITO|A 0| s
AFREICE THEOZE “Lis U AHAlo| ZEE B B2
QUTE, “LHe Bi7b W2 Of, S ZA| 2 7

ot Sof 2goz AL

SHES OXoE LHA0l ZHATITH A8|24nto

s 0jE + Us SHY 2WE SHIUCL F SEHAC
A, oM WAt e =AM 272702 3-/FE 8

X(positive and negative affectivity), 12|10 At2|X HfZH2l o
2kM(social desirability bias) HQIS SX|CHKang, Chay,
Lee, & Hur, 2016; Kang, Hur, & Kim, 2018, Kang & Hur,
2018; Moon, Hur, & Choi, 2019; Rhee et al., 2017; Shin et
al., 2018; Shin & Hur, 2019; Yang, & Kim, 2018). 281t &
d EXM= Thompson(2007)0| HA|gt 2&ES EEIUCHIH/
28 "M 2 3 ). & ST XP|7|YA ZAEe =R
N2E W7 W20 At=|H HHEE Had "ert 2HE
of ggks F7| M&£0]|(Podsakoff, MacKenzie, & Podsakoff,
2012), O|E A ZFSHM SMIUCL Atz|H HIRHE HEME2
Hays, Hayashi, and Stewart (1989)2| HTL0|A] O|2=l 57§

232 YA ST

P20l NS motst7| 2Uef Cronbach's a
A& 0|23LCt 77 Q21=2| Cronbach’s agt0] 25 .7 O]
MOl o2 LEL LNIBHo| HEE S ot
(Nunnally & Berstein, 1978). £AZ1}, @O Mot X|4=0f|M
EYREo| XAZHEM0| BEE o2 LIEHHOH(X(356)=
841.77, p<.05, CFl=.94, TLI=.93, RMSEA=.05, SRMR=.05),
Y=o QQFMHE0| BE SANLE [/t Aoz
LtE}GHCHBentler & Bonnet, 1980). et AlZ|=(composite
reliability)e| Z+2 .7, Hn3FEE/Haverage variance
extracted)| 2+ 52 X18|j0f St=0|(Bagozzi & Yi, 1988),
RE 0| 7|&EE ZNRUCKTable 2 F).

Constructs ltems A a | CR | AVE
How often have customers...
...continued to complain despite your efforts to assist them? .79
...made gestures (e.g., eye rolling, sighing) to express their impatience? .78
Customer |..made negative remarks to you about your organization? .82 9 9 63
Incivility ...blamed you for a problem you did not cause? 86 |’ ’ ’
..used an inappropriate manner of addressing you (e.g., "Hey you")? .71
..failed to acknowledge your efforts when you have gone out of your way to help them? .79
...made inappropriate gestures to get your attention (e.g., snapping fingers)? .79
| feel fatigued when | get up in the morning and have to face another day on the job. .55
Emotional | Working with people all day is really a strain for me. .82 85 86 60
Exhaustion || feel burned out from my work. 87 | ’ '
Working directly with people puts too much stress on me. .82
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Being friendly and helpful to customers. .73
Service Approaching customers quickly. .76 83 83 56
Performance | Asking good questions and listening to find out what a customer wants. 71 ' ' '
Being able to help customers when needed. .78
Emotion | am able to control my temper when handle difficult situations. .80
Regulation || can always calm down quickly when | am very angry. .86 82 | .87 .62
Ability | am quite capable of controlling my own emotions. 70
" Active .79
Apﬁ‘;jtti'\‘:i‘:’y Inspired 8 | 82 | 8 | 60
Determined .67
. Upset .83
L“f‘?g’;ﬂ/‘l’; Ashamed 90 | 80 | 82 | 62
Nervous .59
| am always courteous even to people who are disagreeable. .68
Social There have been occasions when | took advantage of someone. .70
Desirability || sometimes try to get even rather than forgive and forget. .71 .85 | .85 .54
Bias | sometimes feel resentful when | don't get my way. .76
No matter who I'm talking to, I'm always a good listener. .81
X2(356)=841.77, p<.05, CFI=.94, TLI=.93, RMSEA=.05, SRMR=.05

Note: *p<.01, A: standardized loading, CR(composite reliability), AVE(average variance extracted)

Table 3: Descriptive Statistics: Means, Standard Deviation, and Correlation

1 2 3 4 5 6 7 8 9 10

1. Gender -

2. Age A7 -

3. Job Tenure 10 44" -

4. Positive Affectivity .07 .04 -.03 (60)

5. Negative Affectivity -10° -25" -.01 -24" (.62)

6. Social Desirability Bias -.03 .04 .02 14 -.09" (.54)

7. Customer Incivility -.07 -227 | -01 -1 46" .01 (.63)

8. Emotional Exhaustion .05 .06 .04 -16° 297 | -247 197 (.60)

9. Service Performance -.07 -.00 -.01 -267 | -1 407 -.05 -417 | (.56)

10. Emotion Regulation Ability .01 -.08 -.01 -16" | -33" .01 52" 207 -.06 (.62)
Mean .38 3547 | 472 2.47 2.95 3.45 2.67 2.25 3.82 3.09
S.D 49 8.69 4.52 .83 .91 .56 .86 .82 .60 .99

Note: tp<.1,"p<.05, **p<.01, the number in the diagonal is the AVE(average variance extracted).

Table 4: Descriptive Statistics: Means, Standard Deviation, and Correlation

1 2 3 4 5 6 7 8 9 10
1. Gender -

2. Age A7 -

3. Job Tenure .10 44" -

4. Positive Affectivity .07 .04 -.03 (60)

5. Negative Affectivity -10" | -257 | -01 | -247 | (62

6. Social Desirability Bias -.03 .04 .02 14" -.09° (.54)

7. Customer Incivility -.07 -22"7 | -.01 -1 46" .01 (.63)

8. Emotional Exhaustion .05 .06 .04 -16° 297 | -24" 197 (.60)

9. Service Performance -.07 -.00 -.01 -267 | -1 407 -.05 -417 | (.56)

10. Emotion Regulation Ability .01 -08 -01 | -16" | -33" .01 527 | 20" | -06 | (.62
Mean .38 35.47 4.72 2.47 2.95 3.45 2.67 2.25 3.82 3.09
S.D .49 8.69 4.52 .83 .91 .56 .86 .82 .60 .99

Note: tp<.1,"p<.05, **p<.01, the number in the diagonal is the AVE(average variance extracted).
oHH, THEEIEEE =Qlsts| Qs 2t R°|°I Ee it WO 2AFEEA0| ME2 40| CHE HES0to| datatA A

W(AVE)Q| HEZ0| MEtAH = =Lt 2 B ARI7LE o/ E 2 HOF 3 LIERRY| W20, SHHEEY 7|&ES ESte AS

MSUCHFornell & Larcker, 1981). Table 30 L{E}- Zddr ZH0| SOIBHCE.
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HIE, 2 gFoMe AP7|20A dEX|Ho| IE 2XES &
A1517| siA, BTt A7 LAS MECE DL S, 07y,
SEHST YA SHEEQL7| 20, SR A Ho|
(common method variance)7} 2H4igt 71540 Z=X|SHCE 1t
Lot SYYHAS| Hol= WHENHMO| 28Xl IdEE 0|
H £+ A7 20|, Harman2| ALl 2MEZ 0|83t 1
M2 HMHCHPodsakoff et al., 2012). EAZAN, D&XB
=7t x2(377)=5473.27, p<.05, CFI=.35, TLI=.30, RMSEA=.16,
SRMR=.182} Z0| X5 &7| MZ0of 77 K22I0| stLie| @
IR STE|X| Y= A2 2ojF1 UCL ETt FE IS
2901 2MetH(latent common factor)S S3l S YURIHAC| HO|
o BEE FEst 2Lt & 3.7%E LIEMHCE FHFO0|A LiEtLHE
HoXQol ZEHAol mO[7} oF 18-32%Q! H2 e o
(Podsakoff et al., 2012), O|2{st ZAlt= S AUdiHo= Ols|
o7t Liligt 7tsd2 AHECeR Ht= A BT ULk

4.2. 79 HS At

Hayes (2013, 2015)7} F|Otst HHHS O|R3S|A Of7i=Df, =
MO ZEN RIS XY E HESSHCHPROCESS Model
4, 7). 2 A0 REAEZ]|E (bootstrapping)dt ZH2
MEE(re-sampling)HS O|238HA Of7ft =FXN Of7|7tA
2 A3, =™ =T 2 7[27|(simple slop)E =
HM3MCHHayes, 2013; Shrout & Bolger, 2002). MEXSZ Of
HEE HHS7| 2l AHEEl Sobel(1982)2| B0 AM= Of

[N

Table 4: Result of Mediation

N7t B22EE MECk=E €8 510 Ok J2u X2
Ci=o| AF0IA Oif=ot7t 4 HeZE MECD 7Hd
g = Q0D MAIZlD UCE MEkAM A XI2E HEE
(re-sampling)siA| FHot= REAEZ|E 90| oAl Of
oto 2 ARE|1 QUCKShrout & Bolger, 2002; Hayes, 2013).

A, AAnt0 A2 0jE = A= H=2 SHE &
oM, DU ZHO| HHYAZIZ 072 MH[A Motol O
K= 7td 18 ASIUCE Table 40 LIEfH Ziar 2t0| 024
FHZYES ZPYATIS IPHE MHIAGIIE ZAAT|= A2
2 0|X|= Z{oZ LIEMGCHb=-.025, 95%Cl [-.048, -.004]). O]
of 7td 12 XHEAE|RACE

=N, DAFFRY FMZHAZ0| nA2YFE™0| 4H
A0 0K d+el 2UE eBtAE AAXIE ABIUCL
Table 50i LtEft Zdnt ZHo| DM FE RO HMEHEAZTE
IS AZO0| Z-™AZIO| 0K F(+Hel 5utE LAAT|=
ZO 2 L}EIHCHb=-.08, p<.05). =, <Table 6>0f L}E}:-+ Zdq}
20|, GMZHAYO| H2 Z20= DH2HZHO0| d-YAT
of OXl= Ho grits SAXCE {03 ZTME EJLCH
(M==0| MMEHAZE b=.161, 95%Cl| [.037, .285]). HIH,
HMEEGE0| Bt o|4Y ZR0Es DU ZHO| ¥~
o OXl= gl Eik= SAXMLE [FoO0|SHX| s AR
LIEfGCHn$=Z0o| HMXEH2E pb=-001, 95%Cl [-.110,
108], HA$Fo| MMZHEHEk b=.080, 95%Cl [-.017, .177)).
O|& Befsll 2H, 7hd 2= X{EiE|= Ho=Z LIEMGCE

A

Variables Dependent Variables effect
Emotional Exhaustion Service Performance b Clgssiow Clgs%nigh
1. Gender .10 -.06
2. Age 017 .00
3. Job Tenure .00 .00
4. Positive Affectivity -.06 137
5. Negative Affectivity 23" .03
6. Social Desirability Bias =317 327
7. Customer Incivility A1 .01
8. Emotional Exhaustion -24"
Customer Incivility — Service Performance: (Total Effect) -.018 -.079 .043
Customer Incivility — Exhaustion — Service Performance: (Indirect Effect, H1) -.025 -.048 -.004
Customer Incivility — Service Performance: (Direct Effect): .006 -.051 .064

Note: tp<.1,*p<.05, **p<.01

Table 5: Results of Moderation and Moderated Mediation

. Emotional Exhaustion Service Performance
Variables b b
1. Gender .08 -.06
2. Age 14" .00
3. Job Tenure -.00 .00
4. Positive Affectivity -.307 13"
5. Negative Affectivity -.07 .03
6. Social Desirability Bias 22" 327
7. Customer Incivility .08 .01
8. Emotion Regulation Ability o7t
9. Customer Incivility X Emotion Regulation Ability -.08’
10. Emotional Exhaustion -24"
R? 18.01% 29.89%
Moderated Mediation
Customer Incivility X Emotion Regulation Ability — Emotional Exhaustion — Service Performance: b=.019 95%CI [.001, .040]

Note: tp<.1 ,*p<.05, **p<.01
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Ox|2fez, o7isatel ZE=IVE {ol0jgt A= LiEt
7| 2ol 2EN ozient JHE(7HE 3y ASHUCL Table
60f LIEtCH Znt 20|, D AHPA A FMTEAZ2 1
T30l ZEaTS OPPHZ MH[A Gafo] OjX= £()2Q
BIE LULAF|E HOZ LIEHCHL=.019, 95%CI [.001,
040). =, YM=ZFYY0| H2 FR0l= DAFHBH0| &
Aol 0jXj= g2l gite SAN2E RS 2 &
AUCHMSZO| YMEHEAZY: b=-038, 95%CI [-.075, -.009]).
g, GMZEAY0| Ew olde ZR0= nARHZO|
ALY DXl B mite SANSE ROOSHA| Ye
Ao LEHKAES| YMZHAZ: b=.000, 95%Cl [-.029,
031], "osFEol FHMZEIZ: b=-019, 95%Cl [-045,
.004]) 7}A 3= RfEHE|QACY.

Table 6: Test of the Conditional Effect of Emotion Regulation
Ability

Customer Incivility —
Emotional Exhaustion —
Service Performance

Customer Incivility —

Path Emotional Exhaustion

Moderator b 95C|Iow gSCIhigh b 950||0w 950|high
M+1SD -.001 -.110 .108| .000 -.029 .031
M .080 -.017 A77] -.019 -.045 .004
M-1SD .161 .037 .285| -.038 -.075 -.009

Note: Moderator: emotion regulation ability

e A+ ot
of NIy A0l AFYAXE Of7HE MH|A Mutof| OX|=
Ho| ZtE ATSt=0 LAHAQl =Xo| ot 2AMZnf 1
A2 Z2o| HEARL MH[A MUE Xofiste HAHUSS
HYS=0|, A48T |ol0st B0l o2 LIEECE Cf
2oz, IZHXMMEZIRI0| 7}El 7HQIXId(personal resources) &
SHLEQI HMAE YRS ZESRNE fEAUCEL BMZLDE FHAM
ZHGER DAY FEE0| dFPAZ 0Kl Fel ruE
AANAFE AR LERICE F, BMEZEYE0| Hoo|d
o HToME DR ZROo| ZHALI OX= Hel =t
7t O Ol |Q|O[SX| @2 A= LIEIGCE OX|2e s,
MZHYZO0| U2 HTO| MH|AEDo| OjX|l= g2 of
Wote ZEATIS| 2o BitE 2tolkls A2 E LIERCE O
oF 22 2M Zlt= Of2iet &2 st=H, HEE AAEE H

OBt MH|AMRI0| BARSHE ATHHUS

—

Okl
gzl.
ol
[
30

Z7t 7HKE oeH 7|0j=s ChEar 20| g
|

of 2 4 9t 53], 2 w70 SERIL Of 621%7 REM
Qo] FAt ATHHUOE HS MG, T AT
ZIle REDH $2070| L3122 S AAES

So| 1A PHS AWAT

© xEFHo=z MH|A MDtof

o] g O[X|= Ao 2 LEIRCEL M3 HF0M= DS
HEEo| nAX|gd. IAMHA ZED MH|A S0 2
ol dekE O|X|= ZdoZ LIEHGCHHur et al., 2015; Lin &
Lai, 2019; Sliter et al., 2012; Choi & Han, 2018). £ ¢+ &4
2 HA|E DHEHHS-ZEAT-AMH|AME ZHo] BAH =
0= HAEY ZTYAOI2t= THE AT ZYUS Moz
Cho et al. (2016)2] A5+ ZItE TH=QIZH D, UHISHO): CHF
ot MH|A 9F ZAMY R ot HE)0| 7|0 UCkD HEREICH

=N, 2 ¢4= DARYZE™e ZuHsE J|E L9
AN ZEE 2Fga LAl MHAYIIE = QUSHRACEH B
oM ERol dIHE 37| o HEMutHS-SS
&SI QoL MH|A DHEko|NM kel 90| MT{EH #t
GofLp nAntEEel 22 F2Hne| 42 MHAE NS
= 04o| dgtg &MY MG = ofE L ARl MutE
SEoH7| 20t RRQ| dutet Mol 7|0{ =Tt BTl AH|
20| {it(service effectiveness)g =™t ZuE 7182
C. [F2RA AH|A DHEROjjA 02O 7|0i=E HMQIDt &%t
HAGNE FESH| siMe ARGt MH[AMOE
AutHs=2 KfEe et UCt olof & SFoiME nRe
dant 2™ATIO MH[AMItO| OX|= FE=ES YotE A}
SIL, MH|AMIE W42 X{EiSto =N It Huslo|
HoME ZXStAXt SHSIC)

MR, nA2H ATl 2HE ZUE AAFHE F= U=
IHESE JMQIXHY B0l SQEE &IAF FRUCH 0
£ #H Cheol MAMAFNME DHRYHZHO| FHUSH=
SEEQ e UAANFHE = Ues CHe ZZXRIO): of:
ZTEXY, HAKY, SEXE, HEA gy, 28eE, HE
=X 552 HMAIRCHAmMold & Walsh, 2015; Han et al.,
2016; Lin & Lai, 2019; Park et al., 2018; Zhu et al., 2019).
2Lt Cheol AN 22X ZX|US FREE I &
SYOILL S0t 22 JHIXtRel =F =utof| CHsi 70|
£2gn 1 KQ9|M0| =OIZ|QCHAI-Hawari et al., 2019;
Rhee et al., 2017). 2 AFHAM= HAMEZEAZ0|Z= 7)9!
A HeE EQote, MR Y MES0E ZEATIOl #HA|, Eot
IHZHHS-ZEAR- M| AMDto| BAOM =™z T X
N O7fR0E SOl 2EM, 7|1E AT0A R0 2H
HEXHY o OfL2 ZHQIRFR S D2 AFOM B
NHE|00F B2 AlALSH FRACE

Simy, siobd, AODfEZO| MRS CHYoR MAHAHF(Hur
et al.,, 2015; Kern & Grandey, 2009)2f Z0| 2 AHLAYHMLE
APYATE DI A Qs FEEl= 3SXQ ZatH
et 0| ZQIz(ACt oY TOf kS =HWsHof Sh= of
HEOAH DHSEREH FESHH == CHst e P
g2 Oig = ole 2F8a7(ob-demand)2| F&2| st 7HX|0|
Cf m2fAM n2datd 270 = 2EEe A& gt
S0 HdEATNE 2AAZE = U= AMIEGEZ MA
7171 ?I3t 2158 He A7t BRIt AS AAS =
1 QUCt Mauss, Troy, and LeBourgeois (2013)2| ¢10|AM=
SPRZ0| YAZTAO| RHYHOl Y OjActn Hag
Ct. O Q10| B0 BB, £ HIRS AN, M2l %
oY, WY FE2 Wy, A0YEO| HHASO| HA
20| FS 0jF + IChs HS RFT = AUk ¥

5 4 olrks 22 8
Yool oas FmelH mersty| usiM S8,
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= 7= Ol¥e| saX AAREL e CHEe

Sl o Al
AFEE MESInAL Stoh KW, O] A= 1A af
MH|2E0E ALOJOfA ZEATIO| DR ME 2HRISHRIC). =
M| HEO|IM O] MH|A ZRAOM F2ch AAE BA
ULk stHete HZaTe E0le 80| Z=YE(of ACHH
ME|2E07F 3A MotelX| G2 5 UCHE AO[Ch AMH|[A
WM MEElE HRU2 HEAE2 MSEHE= MHZ2AE B
Cf DAX|g¢Noz e Xl XHRIOICL ol2fsh 2P
o MY, HE|H, &8 AHHE HIE2Z ot= x| MH|A
(peripheral services)= 1241} Z{nte| 22H0l A HGof
0f? SR5tH, MElA HE Al 149 2710 st 28y
2 EY2=M, o0 MILZ|Z olxof A= HYAMHA
(core services)Of| H|3{l 10| MHIA BHS HOt DMK
oz U= =it ot M2t Exo M FA4 7t O
Hote S Ve HEo dFAEE RAY = As AISe

=
7l2lE BRSO HEldE Z2IYs S 48L4Ts 3"
oF HYUS Yz Y2y, MY e ESE E2oi=
S LAZENRC FEH N2 /A = As =HH K|
® HAE orEsior o Aoz =HQICh Eoh MR FY At
HE ¢ + As MHIZ &8 =go|= =3dlof & ZHo|tt
2 B2 MH[A 2HE0M AlMED s #H IO, g
0| As HE2 Gl 7HFHE + AgHofer 22 tfad
HAIX)S DA™E AMH~ AUl Hg = As DAHIZYHA

S Ao HX[staxt EUE Aoz, Ol2fgh AMH|A 2y
=g L2 14FE HAA= St g8 2R
SEis 10 oA = 2O DAX[FHOl MHAE MBSt
A =0 02 O|gHQl MH|A AFe 258 X5/ ECh
=M, & A0 DAFHFEn ME|Aga Afo[o] 2
o BAE =Fol= He=M FMZEAT s =
=0, ol #3852 HRZHM 2= 2EHAE st
Qo 22 A T AR SRYE =Qlet Aot &
AUCE GMZZHAZ2 Q1o HdF S 222 =FY £+ 9
SHS SOt AMH|A WMEOM YMEESH2 272 X
=0 o FYH #¥s FAUS W Y #ES 2
1 MB|Agate] XMokE EASE Oie S2%t 530
et FAECHE Ol2ist YMZESHE 2 +52=2 2
7ot olge NAYFHME|A NI [HESHs A0l HiEE
Stot. AAPFEMH|A HSAE HFol B8 o =2 &9
&2 Q7o f= TV AIZHH 22XAe| BRIt Bot £
5 O|=2| Z A et nE(0, SM=ZEAEL| =&, 5)
MEWFOIM FAIEl= B27F Bk 2Lt DHHFOM
2 Z0| DA-MH|A HSAF 20| 2olHol A dY
O|Z0iLi11 ofz{st BA 7L & MH|A 7|9 Fa RHte
28l M, ECt YMZEAYYO| 240 AXE M
k0] HEoh MH|A HME HEO fXA7|l= A2 0if T
22| 20| ot += Gtk MY #TF OfL|2} AMfH|A
HYOME DAZENRS YMZEAREE SIAE =+
= ZYHQ Z=Iol JfE0] ERDith FMEE O
| Xp2el MY AHOI7|= BiLf, il AHlE 2tHe
2ot7| fIoto] =XHOl LHO| Rt 20| AO|Ct
AYHASS P €22 F7[HQ deXlz =230
LE o7 Lot= dA R SRt oMol 3 gds 2t
MU =208 5 ME[Adgnte] eyE 2ol =XARRL 74l
AHEel A EE WARHAL| JHEE flR =H2l SAMFC
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Helel =AM M8 &= EAPE MSSte UCtd sict
(Handrick, 2018). EAP(Employee Assistance Program)= %2
o| MHZH HZgH(welness)0| &2 ZFda U X W HE
o Mag golg &= ATk MM FLstol AL 7Helel Fal
H, AMEIH HZEIK| SASHA EIRACE EAP =9 Al X
Aol o2&, 42E, AT W E30| SOSACts 2071 A
Ch EAPO| EOf5l= XSS Y2z o 420M Eols7
7t B HASES AEA(21%), 2A(16%), =2H9%), F=
(9%) 82 =22 LELL 2 AFO0M Hetsts 22| IS4
N Loz M EAP 50| Z2o| 2 rigto] 2 + YUg
Ho2 7|THEict.

53. Q70| SN U WS A

A= DI Eofo| A0 CHYsH AMEES KISl
A0z £, CHEat 22 Cho| SHAEE FA[0f
tCh KW, H|ZE QlutEtAlo F'E 0/ £ Us Ch9|
H22 SHUX|T, 2EHAT XIRE 0|83iA HATE
XSS Eof, AT QlutEtA FHSH=EH SHAE HD U
Ct= FO|CL 2oz =8, Oj7l, 3% HE ZF CHE A
oM ZHYst Mot HEjo| FE AFE TSl =Ch F
watA QIntHAEME FHSHE =S ofjof BICL EW. 2
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o SEFCL FR0l= MAIE BIFSH ME[A Ma, S280
Hotste R 59 ChYst HEAUS O|88iM EMTOZM,
SUL 0| mo| JHsM2 ATt Tt QUCh AW,
AFoME DZHo=HEHOl R Ayt HAZHZIo|
SHETIE EMCE S0l THFE XLAS0| 20|
sl 52 YU MAIZEEO| RAdi FMEEAZTI
SEHEL A0 2MT ERIt /UL 0|8 Soff HAxEY
HJF QARSH EE O|RAQl ZEZ IjEES MEHo=z

= A& 12{E0{oF sict Ulimy, o] A

b MH|AgDke| QlutMAE HYsty|
72 ARSI E=0ls
g 5= Qe Cist o752

, H2S7|, Neay 5) o

o
= FH0|7LEL MH|~ g R
=3
=

H o

ok

TR T N
I

=

dal
oF
=

ne 02 rhr

H

e
-
[n
!
2
Ot

r 4o W
0

=

&

rE oy

=
—_
L n7
P

o 2 x

%
ok

1 gt

i

A

oK
i
i

[

nz
ol

-2

Nl
o 02 IA

i)
ok
M
fo
T
0

|
Nl
palll 1%

n
o
oo
(@)
k- 4o

0
r

Pl
fjo
oy
k>
>
Y
>
30
rr

19l B2, Jfol, ZEIXH
g 97 WHS HAY 2ok o, 2 o
20po MHA ZYAS (YO ¢i7g
o= bl 0l2l0] Chsgh ARIO] BASHE 3
2 BlD 978 S8 97 Zmo| Ysksio| 7|
7t igE et 9tk 2 @7 B2
OfEES| NAEY NYSE e o
ANfYEO| TAXH YL (fYOE o
_I‘?I_

.I

mn
fjo

Das

A I

2 - rE 4 X K Hn 20 - HE o 03 1o o
rE
P
]
0
e

o o o rir 4> rjr &2
rot
H
ot 10 M

3

3 e
,__\m
R g
NE ]
24
£
Ir =5
re
4

iy

£ for T

tot gt

K
v

ey

|.7(

al
%
Of
A
o
ro

Si7A7} QlCk Wbk B2 ool
SoIT0| RSP 7I0f57] UM 24 e
Nele oz AREmel X

B> ofm L1 |0
A mjn
1ot o2
o

0 QL
Hel
10
=]
N
ol
oA o

O
—=
=__

o



116 Minsung KIM, Won-Moo HUR, Byung-Soo KIM / Journal of Distribution Science 17-8 (2019) 107-118

(replication)s} 2H = ZQBICt O|2{t

Sia, Z7PHOl IS TS WS, 1HTy
HEHCR E O 23 A

chEC)

References

Al-Hawari, M. A., Bani-Melhem, S., & Quratulain, S. (2019).
Do Frontline Employees Cope Effectively with Abusive
Supervision and Customer Incivility? Testing the Effect of
Employee  Resilience.  Journal of Business  and
Psychology, 1-18. DOI:
https://doi.org/10.1007/s10869-019-09621-2

Alola, U. V., Olugbade, O. A, Avci, T., & Ozturen, A.
(2019). Customer incivility and employees' outcomes in
the hotel: Testing the mediating role of emotional
exhaustion. 7ourism Management Perspectives, 29, 9-17.

Armnold, K. A., & Walsh, M. M. (2015). Customer incivility
and employee well-being: testing the moderating effects of
meaning, perspective  taking and transformational
leadership. Work & Stress, 294), 362-378.

Andersson, L. M., & Pearson, C. M. (1999). Tit for tat? The
spiraling effect of incivility in the workplace. Academy of
Management Review, 24(3), 452-471.

Bagozzi, R. P., & Yi, Y. (1988). On the evaluation of
structural equation models. Journal of the Academy of
Marketing Science, 161), 74-94.

Bentler, P. M., & Bonnet, D. G. (1980). Significance tests
and goodness of fit in the analysis of covariance
structures. Psychological Bulletin, 883), 588-606.

Ben-Zur, H., & Yagil, D. (2005). The relationship between
empowerment, aggressive behaviours of customers,
coping, and burnout. European Journal of Work and
Organizational Psychology, 141), 81-99.

Bonanno, G. A. (2001). Emotion self-regulation. In T.J.
Mayne & G.A. Bonanno (Eds.), Emotions: Current issues
and future directions (pp. 251-285). New York, NY:
Guilford Press.

Brotheridge, C. M., & Grandey, A. A. (2002). Emotional
labor and burnout: Comparing two perspectives of “people
work”. Journal of Vocational Behavior, 641), 17-39.

Bunk, J. A., & Magley, V. J. (2013). The Role of Appraisals
and Emotions in Understanding Experiences of Workplace
Incivility. Journal of Occupational Health Psychology,
181), 87-105.

Campbell, J. P., McCloy, R. A., Oppler, S. H., & Sager, C.
E. (1993). A theory of performance. In N. Schmitt & W.
C. Borman (Eds.), Personnel selection in organizations
(p-35-70). San Francisco, CA: Jossey-Bass.

Cicchetti, D., Ackerman, B. P., & lzard, C. E. (1995).
Emotions and emotion regulation in developmental
psychopathology. Development and Psychopathology, 7A1),
1-10.

Cho, M., Bonn, M. A, Han, S. J,, & Lee, K. H. (2016).
Workplace incivility and its effect upon restaurant frontline
service employee emotions and service performance.
International  Journal  of  Contemporary  Hospitality
Management, 2812), 2888-2912.

Choi, Y., & Han, J. G. (2018). The negative effects of
customer incivility and the moderating role of perceived
organizational support for customer incivility. Aorean
Journal of Management, 264), 31-58.

Chi, N. W, & Grandey, A. A. (2019). Emotional labor
predicts service performance depending on activation and
inhibition regulatory fit. Joumal of Management, 452),
673-700.

Coté, S., DeCelles, K. A., McCarthy, J. M., Van Kleef, G.
A., & Hideg, I. (2011). The Jekyll and Hyde of emotional
intelligence: Emotion-regulation knowledge facilitates both
prosocial and interpersonally deviant behavior.
Psychological Science, 238), 1073-1080.

Cortina, L. M., Magley, V. J., Williams, J. H., & Langhout,
R. D. (2001). Incivility in the workplace: incidence and
impact. Journal of Occupational Health Psychology, &1),
64-80.

Demerouti, E., Bakker, A. B., Nachreiner, F., & Schaufeli, W.
B. (2001). The job demands-resources model of burnout.
The Journal of Applied Psychology, 8&3), 499-512.

Dormann, C., & Zapf, D. (2004). Customer-Related Social
Stressors and Burnout. Journal of Occupational Health
Psychology, 41), 61-82.

Fornell, C., & Larcker, D. F. (1981). Evaluating structural
models with unobservable variables and measurement
error. Journal of Marketing Research, 183), 382-388.

Han, S. J., Bonn, M. A., & Cho, M. (2016). The relationship
between customer incivility, restaurant frontline service
employee burnout and turnover intention. /nternational
Journal of Hospitality Management, 52, 97-106.

Handrick, L. (2018). What is an EAP (Employee Assistance
Program) & How Does It Work? Fit Small Business.
Retrieved July 2, 2019 from https:/fitsmallbusiness.com/
what-is-an-eap-employee-assistance-program/

Hayes, A. F. (2013). /ntroduction to mediation, moderation,
and conditional process analysis: A regression-based
Approach. New York, NY: Guilford Press.

Hayes, A. F. (2015). An index and test of linear moderated
mediation. Multivariate Behavioral Research, 541), 1-22.
Hayes, S. C., Wilson, K. G., Gifford, E. V., Follette, V. M.,
& Strosahl, K. (1996). Experiential avoidance and
behavioral disorders: A functional dimensional approach to
diagnosis and treatment. Journal of Consulfing and

Clinical Psychology, 64(6), 1152.

Hays, R. D., Hayashi, T., & Stewart, A. L. (1989). A
five-item measure of socially desirable response set.
Educational and Psychological Measurement, 443),
629-636.

Hobfoll, S. E. (1989). Conservation of resources: A new
attempt at conceptualizing stress. American Psychologist,



Minsung KIM, Won-Moo HUR, Byung-Soo KIM / Journal of Distribution Science 17-8 (2019) 107-118 117

443), 513-524.

Hur, W. M., Moon, T. W., & Han, S. J. (2015). The effect
of customer incivility on service employees’ customer
orientation through double-mediation of surface acting and
emotional exhaustion. Journal of Service Theory and
Practice, 254), 394-413.

Hur, W. M., Moon, T., & Jun, J. K. (2016). The effect of
workplace incivility on service employee creativity: the
mediating role of emotional exhaustion and intrinsic
motivation. Journal of Services Marketing, 3Q3), 302-315.

Kang, S. H., Chay, J. H., Lee, J. A, & Hur, W. M.
(2016).The effects of service employee's surface acting on
counterproductive work behavior: The mediating roles of
emotional Exhaustion. Journal of Distribution Science,
14(2), 73-82.

Kang, S. H, & Hur, W. M. (2018). Bridging service
employee’s intrinsic motivation and job performance: A
moderated mediation model. Journal of Distribution
Science, 165), 71-81.

Kang, S. H., Hur, W. M. & Kim, M. (2018). The effects of
female service managers’ self-determined motivations on
job performance. Jourmnal of Distribution Science, 1812),
69-80.

Karatepe, O. M., & Aleshinloye, K. D. (2009). Emotional
dissonance and emotional exhaustion among hotel
employees in Nigeria. /nfernational Journal of Hospitality
Management, 283), 349-358.

Kern, J. H., & Grandey, A. A. (2009). Customer incivility as
a social stressor: the role of race and racial identity for
service employees. Journal of Occupational Health
Psychology, 141), 46-57.

Liao, H., & Chuang, A. (2004). A multilevel investigation of
factors influencing employee service performance and
customer outcomes. Academy of Management Joumnal,
471), 41-58.

Lin, C. C, & Lai, F. Y. (2019). The mechanism and
boundary conditions of the relationship between customer
incivility and service quality. Joumal of Management &
Organization, 1-18. doi: https://doi.org/10.1017/jmo.2018.82.

Maslach, C., & Jackson, S. E. (1981). The measurement of
experienced burnout. Journal of Organizational Behavior,
A2), 99-113.

Mayer, J. D., & Salovey, P. (1997). What is emotional
intelligence.  Emotional  development and  emotional
infelligence. New York, NY: Basic Boks.

Moon, T. W., Hur, W. M., & Choi, Y. J. (2019). How
leaders’ perceived emotional labor leads to followers’ job
performance: A serial mediation model. Journal of Service
Theory and Practice, 2Q1), 22-44.

Mauss, I. B., Troy, A. S., & LeBourgeois, M. K. (2013).
Poorer sleep quality is associated with lower
emotion-regulation  ability in a laboratory paradigm.
Cognition & Emotion, 273), 567-576.

Nunnally, J. C., & Berstein, I. H.
Theory. New York, NY: McGraw-Hill.

(1978). Psychometric

Nguyen, H. M., Nguyen, C., Ngo, T. T., & Nguyen, L. V.
(2019). The Effects of Job Crafting on Work Engagement
and Work Performance: A Study of Viethamese
Commercial Banks. T7he Journal of Asian Finance,
Economics and Business, &2), 189-201.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A
conceptual model of service quality and its implications for
future research. The Journal of Marketing, 41-50.

Park, Y., Fritz, C., & Jex, S. M. (2018). Daily cyber incivility
and distress: The moderating roles of resources at work
and home. Journal of Management, 44(7), 2535-2557.

Podsakoff, P. M., MacKenzie, S. B., & Podsakoff, N. P.
(2012). Sources of method bias in social science research
and recommendations on how to control it. Annual
Review of Psychology, 63, 539-569.

Rhee, S. Y., Hur, W. M., & Kim, M. (2017). The relationship
of coworker incivility to job performance and the
moderating role of self-efficacy and compassion at work:
The Job Demands-Resources (JD-R) Approach. Journal of
Business and Psychology, 326), 711-726.

Schaufeli, W. B., & Bakker, A. B. (2004). Job demands, job
resources, and their relationship with burnout and
engagement: A multisample  study. Journal  of
Organizational Behavior: The International Journal of
Industrial.  Occupational and Organizational ~Psychology
and Behavior, 253), 293-315.

Shin, Y., Hur, W. M., & Choi, W. H. (2018). Coworker
support as a double-edged sword: a moderated mediation
model of job crafting, work engagement, and job
performance. The International Journal of Human
Resource Managemert, 1-22. DOI:
https://doi.org/10.1080/09585192.2017.1407352

Shin, Y., & Hur, W. M. (2019). When Do Service Employees
Suffer More from Job Insecurity? The Moderating Role of
Coworker and Customer Incivility. /nfernational Journal of
Environmental Research and Public Health, 167), 1298.

Shrout, P. E., & Bolger, N. (2002). Mediation in experimental
and nonexperimental studies: new procedures and recom
mendations. Psychological Methods, 7A4), 422-445.

Sliter, M., Sliter, K., & Jex, S. (2012). The employee as a
punching bag: The effect of multiple sources of incivility
on employee withdrawal behavior and sales performance.
Journal of Organizational Behavior, 331), 121-139.

Sobel, M. E. (1982). Asymptotic confidence intervals for
indirect effects in structural equation models. Sociological
Methodology, 13, 290-312.

Sommovigo, V., Setti, |., & Argentero, P. (2019). The role of
service providers’ resilience in buffering the negative
impact of customer incivility on service recovery
performance. Sustainability, 711(1), 285.

Swider, B. W., & Zimmerman, R. D. (2010). Born to
burnout: A meta-analytic path model of personality, job
burnout, and work outcomes. Journal of Vocational
Behavior, 763), 487-506.

Thompson, E. R. (2007). Development and validation of an



118 Minsung KIM, Won-Moo HUR, Byung-Soo KIM / Journal of Distribution Science 17-8 (2019) 107-118

internationally reliable short-form of the positive and
negative  affect schedule (PANAS). Journal  of
Cross-cultural Psychology, 382), 227-242.

Thompson, R. A. (1994). Emotion regulation: A theme in
search of definiton. Monographs of the Society for
Research in Child Development, 5692/3), 25-52.

Torres, E. N., van Niekerk, M., & Orlowski, M. (2017).
Customer and employee incivility and its causal effects in
the hospitality industry. Journal of Hospitality Marketing &
Management, 261), 48-66.

Van Gelderen, B. R., Konijn, E. A., & Bakker, A. B. (2017).
Emotional labor among police officers: A diary study
relating strain, emotional labor, and service performance.
The  International  Journal of Human  Resource
Management, 286), 852-879.

Van Jaarsveld, D. D., Walker, D. D., & Skarlicki, D. P.
(2010). The role of job demands and emotional
exhaustion in the relationship between customer and
employee incivility. Journal of Management, 366),
1486-1504.

Weiss, H. M., & Cropanzano, R. (1996). Affective events

theory: A theoretical discussion of the structure, causes
and consequences of affective experiences at work. In B.
M. Staw & L. L. Cummings (Eds.), Research in
organizational behavior (pp.1-74). Greenwich, CT: JAI
Press.

Wilson, N. L., & Holmvall, C. M. (2013). The development
and validation of the Incivility from Customers Scale.
Journal of Occupational Health Psychology, 183),
310-326.

Yang, H. C., & Kim, Y. E. (2018). The Effects of Corporate
Social Responsibility on Job Performance: Moderating
Effects of Authentic Leadership and Meaningfulness of
Work. The Journal of Asian Finance, Economics and
Business, &3), 121-132.

Zhu, J. N., Lam, L. W., & Lai, J. Y. (2019). Returning good
for evil: A study of customer incivility and extra-role
customer service. /nfernational Journal of Hospitality

Management, 81, 65-72.



