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Abstract 

Drawing on the job demands-resources model, this study investigated how customer 
mistreatment can evoke service employees’ deviant behaviours towards their organization, 
and whether a supportive organizational climate can buffer the adverse effects of customer 
mistreatment on employees. A questionnaire survey for frontline employees in the service 
industry was used to test the hypothesized relationship. Findings revealed that customer 
mistreatment increases service employees’ organizational withdrawal behaviours through 
psychological strain. In addition, employees who work in a higher supportive 
organizational climate may experience less psychological strain in the face of customer 
mistreatment than those with a lower supportive climate. The implications of these 
relationships for theories and management practice of customer mistreatment are 
discussed. 

Keywords: Customer mistreatment, supportive organizational climate, psychological 
strain, organizational withdrawal behaviours, job demands-resources model 

1. INTRODUCTION 

Customer mistreatment of employees, as a low-quality interpersonal interaction has become a growing 
problem in service-oriented organizations (Wang et al., 2011; Sommovigo et al., 2020). Customer 
mistreatment occurs when service employees suffer verbal abuse, disrespectful or impolite treatment, or 
unfair demands from customers (Grandey et al., 2004; Rupp et al., 2008). Actually, in  the service 
industry, in contrast to other work roles,  frontline employees who interact with clients on a daily basis 
are more vulnerable to being mistreated by customers. As well, the increasingly business competition 
drives service providers to expect their staff to provide superior service to customers, thus putting 
frontline staff under considerable pressure when they encounter difficult customers (Arvan et al., 2019). 
Thus, it is  imperative to explore not only the detrimental impacts of customer mistreatment on service 
employees, but also how to address and alleviate these impacts. 
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 The recent burgeoning of research on customer mistreatment largely has focused on employee-customer 

interactions, such as customer service sabotage toward the customer, employee incivility, and service 
staff's direct helping behaviors toward customers (Skarlicki et al., 2008; Wang et al., 2011; Yue et al., 
2015; Kim and Qu, 2019). However, there is insufficient research into employee-organization 
interactions during the service failure encounter  (Chi et al., 2018). As such, the current study attempts 
to fill this void in the literature. Drawing on the job demands-resources model (JD-R model; Bakker et 
al., 2003; Demerouti et al., 2001), we proposed that, as a source of job stress, customer mistreatment 
would intensify service employees’ psychological strain, and in turn causes undesirable organizational 
outcomes (e.g., organizational withdrawal behavior). Meanwhile, as an important job resource, the 
organizational climate (e.g., a supportive organizational climate) would buffer the impact of customer 
mistreatment on employees’ psychological strain (Bakker and Demerouti, 2007). Picture.1 illustrates 
our proposed model. 

Our study contributes to the literature in several distinct ways. First, we postulated psychological strain 

as a mediator of the relationship between customer mistreatment and organizational withdrawal 
behaviors. Although previous research has explored the direct relationship between customer 
mistreatment and withdrawal behaviors as a subset of  counterproductive behaviors (Arvan et al., 2019), 
we have little understanding about the mechanism of the relationship between these two variables. 
Compared with other counterproductive behaviors, withdrawal behavior as an organizational concern, 
is more insidiously harmful to the organization and its employees (Wang et al., 2016). The high 
frequency of withdrawal behaviors may exacerbate employees’ tendency toward turnover and their 
uncivil behaviors toward customers in their routine work (van Knippenberg et al., 2017). As such, it is 
essential to explore a more comprehensive picture of how customer mistreatment affects withdrawal 
behaviors.  

Second, we also explored the supportive organizational climate, the organizational level moderator of 
the relationship between customer’s mistreatment of employees and employees’ psychological strain. 
Zhu et al. (2019) and Wang et al. (2013)  established that social support from distinct entities in the work 
environment could help service employees to buffer the adverse effects of such mistreatment by 
customers, including support from supervisors, coworkers, and the organization. Wang et al. (2011) 
revealed that the supervisory support climate, as social contextual resource, can effectively counteract 
the resource loss of the employees due to customers’ mistreatment of them. However, to our knowledge, 
no prior study has focused on the buffering role of the supportive organizational climate during the 
service encounter. As a more comprehensive property of the work environment, the supportive 
organizational climate encompasses work support from different surrounding objects, as well as  
conveying to members the organization’s work-related values and beliefs. Thus, relative to other 
attributes of the organization, the supportive climate would have profound impacts on employees, 
especially when it comes to difficult customers. 

Picture 1: Research model 
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2. LITERATURE REVIEW  

2.1 Job demands-resources model 

The JD-R model assumes that each occupation has its own specific risk factors associated with job stress, 

which can be divided into two broad categories: job demands and job resources ( Demerouti et al., 2001; 
Bakker et al., 2003; Bakker and Demerouti, 2007). Job demands refer to “those physical, psychological, 
social, or organizational aspects of the job that require sustained physical and/or psychological 
(cognitive and emotional) effort or skills and are therefore associated with certain physiological and/or 
psychological costs.” Job resources refer to “those physical, psychological, social, or organizational 
aspects of the job that are functional in achieving work goals, reduce job demands and the associated 
physiological and psychological costs, or stimulate personal growth, learning, and development” 
(Bakker et al., 2011; Bakker and Demerouti, 2007). According to the propositions of the JD-R model, 
job demands (e.g., work overload and unfavorable work environment) deplete employees’ mental and 
physical resources and thus increase their stress in responding to these demands, which in turn leads to 
negative work outcomes. Meanwhile, as motivational roles, job resources (e.g., social support, work 
environment, and proper feedback) satisfy basic human needs for autonomy, competence and 
relatedness, which can buffer the impact of existing job demands on job strain (Bakker et al., 2003; 
Bakker and Demerouti, 2007). 

2.2 The negative effects of  mistreatment  by the customer on the employee 

In the current study, psychological strain is defined as the common negative reactions of individuals to 

perceived stressors (Greenhaus and Parasuraman, 1987). It is manifested by anxiety, depression, and 
loss of confidence (Tepper, 2001). Prior research in the stressor-strain area has shown that in the 
workplace, various job demands are important predictors of psychological strain, such as work overload, 
role ambiguity, and procedural unfair (Boyd et al., 2011; Bakker et al., 2011). In addition, the JD-R 
model proposes that difficult work tasks that require high job demands and employees’ high effort to 
meet, such as emotional demanding interaction with customers, are also considered a source of job stress 
(Bakker and Demerouti, 2007), thereby exacerbating employees’ job strain. As such, in the service 
encounter, as a negative service event, mistreatment by customer may lead to a higher level of 
psychological strain of employees. Therefore, we formulate Hypothesis 1: 

Hypothesis 1: An employee’s perception of mistreatment by customers is positively related to an 
employee’s psychological strain. 

Organizational withdrawal is the behavior whereby individuals minimize the amount of energy and 
effort devoted to work, while maintaining their current organizational and work-role memberships 
(Lehman and Simpson, 1992). It includes various counterproductive behaviors which harm 
organizational productivity and employees’ morale, such as leaving work early without permission, 
spending work time on personal matters, and putting less effort into the work (Carpenter and Berry, 
2017; Lehman and Simpson, 1992). As withdrawal behaviors is more passive than other 
counterproductive behaviors, it is also be seen as a  defensive behavioral response to work stress (Park 
and Haun, 2017). To be specific, as Hobfoll (1989) stated, when employees experience stressful events 
that drain their resources, they will strive to protect their remaining of personal resources to avoid further 
loss. As such, employees may practice more organizational withdrawal behaviors under a stressful 
circumstance to retain their available resources. Park and Haun (2017) have shown that work withdrawal 
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as a behavioral stressful response to email uncivility. With this research, employees with high levels of  
psychological strain tend to engage in organizational withdrawal behaviors. Taking the above arguments 
and H1 together, we speculated that customer mistreatment is indirectly associated with employees’ 
organizational withdrawal behaviors through psychological strain. Therefore, we formulate Hypothesis 
2: 

Hypothesis 2: An employee’s psychological strain mediates the relationship between an employee’s 
perception of  mistreatment by customers and an employee’s organizational withdrawal behaviors. 

2.3 The buffering role of a supportive organizational climate against mistreatment by customers 

A supportive organizational climate describes the extent to which employees perceive cooperation, 

coordination, and support from departments within the organization, as well as the amount of support 
employees perceive from their leadership (Rogg et al., 2001; Sen and Elmas, 2015). The supportive 
organizational climate captured four dimensions proposed by Rogg et al. (2001): management 
competence and consistency, cooperation and coordination, employee commitment, and customer 
orientation. Luthans et al. (2008) revealed that in a highly supportive organizational climate, employees 
will feel supported and encouraged in their organization. Moreover, a supportive climate can serve as a 
contextual resource for employees in the face of work difficulties. Specifically, when employees make 
mistakes or suffer setbacks, a supportive climate will help them recover and bounce back, because it 
conveys the information to employees that they will not be punished, and staff around them will 
understand them.  

According to the JD-R model, properties of the work situation can buffer the effects of a job stressor 
(Bakker and Demerouti, 2007). The psychological safety climate, as verified by Loh et al. (2018), is an 
important job resource that buffers the relationship between emotional demands and emotional 
exhaustion.  In our study, although customer mistreatment as a job demand will lead to employees’ 
higher psychological strain, a supportive organizational climate is an organizational-level characteristic 
that can buffer against this job stress. Therefore, we formulate Hypothesis 3: 

Hypotheses 3: Supportive organizational climate buffer the positive relationship between an employee’s 
perception of customer mistreatment and an employee’ s psychological strain, such as the relationship 
is weaker among dyads with higher supportive organizational climate, compared to those with lower 
supportive organizational climate 

3. MEHTOD 

3.1 Date and sample 

We recruited 245 participants in China paying them a small cash payment (approximately US$2) via the 
Credamo website, an online data collection platform, whose users’ papers have so far been accepted by 
many top international journals (e.g., Tourism Management, Journal of Consumer Research). This 
survey was targeted at full-time frontline employees from the service industry who deal with customers 
as they are vulnerable to  mistreatment by customers in their daily work. To assure the validity and 
quality of the data, a minimum time (at least 150 seconds) was set for each participant to answer all 
questions in the survey. Among 245 surveys participants, 44.8% were male. The average organizational 
tenure was 5.72 years (s.d.=4.45). 
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3.2 Measures 

Participants responded using a 7-point Likert-type scale (1= strongly disagree, 5= strongly agree) for all 
measures. A five- item scale of customer mistreatment was from Shao and Skarlicki (2014). A five-item 
scale of psychological strain was adopted from Mohr et al. (2006). The supportive organizational climate 
was measured by adapting the 22-item scale developed by Rogg et al. (2001), including 7 items for 
management competence and consistency, 5 items for cooperation and coordination, 6 items for 
employee commitment, and 4 items for customer orientation. Organizational withdrawal behavior was 
measured using a 12-item scale by Lehman and Simpson (1992), including 8 items for psychological 
withdrawal behavior at work, and 4 items for physical withdrawal behavior at work. 

4. RESULTS 

4.1 Confirmatory factor analyses 

The mean, standard deviations, correlation coefficients and reliabilities of all variables are shown in 
Table1. Consistent with our expectations, customer mistreatment was positively related to psychological 
strain (r=0.49, p<0.01) and organizational withdrawal behaviors (r=0.59, p<0.01), while negatively 
related to supportive organizational climate (r=-0.42, p<0.01).  

Prior to hypotheses testing, we conducted the confirmatory factor analyses to support the discriminant 
validity of the study construct. We first adopted the parcel strategy that can maintain an adequate ratio 
of estimated parameters to the sample size (Little et al., 2002), using 2 parcels for organizational 
withdrawal behaviors and 3 parcels for perceived supportive organizational climate. The model fit 
indexes and χ2 difference tests (χ2 = 103.77, df = 84, CFI = 0.97, NNFI = 0.99, SRMR = 0.04 and 
RMSEA = 0.03) revealed that the four-factor model provided a better fit than single-factor and two-
factor models, indicating support for the discriminant validity of the study construct.  

Table 1: Means, standard deviations, and correlation coefficients among all variables 

Note. N = 245, **p < .01. Values of Cronbach’s alpha were reported in the parenthesis along the diagonal. 

4.2 Hypothesis testing 

In order to examine the study hypotheses, we use the PROCESS Macro in SPSS based on 5000 bootstrap 
samples to calculate bias-corrected 95% confidence intervals (CI) (Hayes, 2013; Preacher and Hayes, 
2008). PROCESS allows simultaneous for testing both the direct and indirect effects. The results are 
shown in Table 2. Customer mistreatment is positively and significantly related to employees’ 
psychological strain (Estimate: 0.64, 95% CI [0.495, 0.780]). Thus, hypothesis 1 was supported. 

Next, PROCESS Model 4 of Hayes (2013) was used for testing the mediating effect concerning 
hypothesis 2. As reported in Table 2, the indirect relationship between customer mistreatment and 

Variables Mean Standard Deviation 1 2 3 4 

1. Customer mistreatment 2.30 .73 (.79)    

2. Psychological strain 2.27 .94  .49** (.83)   

3.Organizational withdrawal behaviors 1.83 .58  .59**  .59** (.86)  

4. Supportive organizational climate 5.53 .95  -.42**  -.60**  -.54** (.92) 
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psychological strain via perceived supportive organizational climate was statistically significant 
(Estimate: 0.20, CI [0.129, 0.283]). Thus, Hypothesis 2 was supported.  

Hypothesis 3 stated supportive organizational climate moderates the relationship of customer 
mistreatment and employees’ psychological strain, such that the positive relationship between customer 
mistreatment and psychological strain is weaker when supportive organizational climate is higher. As 
shown in Table 2, the interaction term was significant in predicting psychological strain (Estimate: 0.57, 
95% CI [-0.128, -0.056]).  We followed the procedure suggested by Aiken and West (1991) to plot the 
interaction at the two conditional values of supportive organizational climate in Figure 2 (one standard 
deviation above and below the mean). Simple slope test revealed that when supportive organizational 
climate was low, the positive relationship between customer mistreatment and psychological strain was 
significant (Estimate: 0.64, 95% CI [0.261, 0.479]), whereas when supportive organizational climate 
was high, the positive relationship between customer mistreatment and psychological strain was not 
significant (Estimate: 0.02, 95% CI [-0.480, 0.241]). Overall, hypothesis 3 was supported. 

Table 2: Results of hypotheses testing 

Paths Estimate SE 95% confidence interval 

Customer mistreatment	→	Psychological strain 
(H1, supported) 

.64* .07 (.495, .780) 

Customer mistreatment	→	Supportive organizational 

climate → Psychological strain 
(H2, supported) 

.20* .04 (.129, .283) 

Customer mistreatment*Supportive organizational climate →	Psychological strain 
(H3, supported) 

.57* .05 (-.128, -.056) 

Note. N = 245, *p < .05. 

Picture 2: Interaction between customer mistreatment and supportive organizational climate on 
psychological strain 

 

5. DISCUSSION 

Given the prevalence of employees’ mistreatment by customers, its adverse impacts on employees have 
received increasing attention in academic research. In this study, drawing on the job demands-resources 
model, we have mainly focused on the organizational-level factors that are not only  affected by such 
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mistreatment, but that can help employees cope with the mistreatment. Specifically, we first verified the 
indirect relationship between customer mistreatment and employees’ organizational withdrawal 
behaviors through psychological strain. Further, our study examined the buffering role of a supportive 
organizational climate on the negative impact of customer mistreatment on employees' psychological 
strain.  

5.1 Theoretical and practical implications  

The results of this study have several theoretical implications. First, most prior research has verified that 
service employees may engage in forms of  aggressive workplace behaviors toward the customer when 
faced with mistreatment by them, e.g., sabotage behaviors and retaliation (Mullen and Kelloway, 2013; 
Baranik et al., 2017; Skarlicki et al., 2008), but we have little understanding of employees’ negative 
behaviors towards those others than customers in the workplace, such as  their supervisors, coworkers, 
and the organization itself. This study takes the research stream a step further by exploring the 
relationship between customer mistreatment and employees’ deviant behaviors towards their 
organization. Specifically, our study illustrated that customer mistreatment as source of job demands 
would increase employees’ organizational withdrawal behaviors through employees’ psychological 
strain.  

Second, the study extends the customer mistreatment literature by demonstrating the importance of 
studying the supportive organizational climate in the customer mistreatment context. The current 
research on factors influencing employees’ reactions to mistreatment by customers mainly centered on 
the individual-level, such as locus of control and self-efficacy (Park and kim, 2019; Wang et al., 2011). 
Despite the sound implications of these studies on how individuals themselves deal with customer 
mistreatment, this research overlooks the significant role of organizational characteristics during the 
service encounter. According to the JD-R model, job resources that can buffer the adverse impacts of 
job demands may be located at the organizational level; these resources include the organizational 
climate, role clarity, and autonomy (Bakker and Demerouti, 2007). As our study has illustrated the 
buffering role of the supportive organizational climate in the customer mistreatment context, it is 
reasonable to assume that organizational-level factors, especially the organizational climate, have the 
potential effect of helping employees to cope with mistreatment by customers. 

On a practical note, the findings of this study reveal that the potential effects of a supportive 
organizational climate can effectively buffer the negative impact of  mistreatment by customers on 
employees. Thus, service industry organizations should provide employees tangible support from 
supervisors and coworkers and also engage in fostering a supportive organizational climate. For example, 
top managers should appeal to all organizational members to give  care and compassion to frontline 
employees and cultivate an awareness of  the power of cooperation  among coworkers. Moreover, when 
service employees encounter mistreatment from the customers, the first action the supervisor should 
take is not to blame employees but to express comfort and understanding toward them. 

5.2 Limitations and future research 

This study has several limitations that should be addressed in future research. First, the data in this study 
was self-reported, which caused the potential for common method variance. Hence, in order to ensure  
true causality, it is recommened that future studies collect data from different sources. Second, all 
variables in this study were measured at the same time. Chi et al.  (2018) have concluded that the adverse 
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emotional responses on employees caused by customer mistreatment may emerge within one day, the 
next morning, and even two weeks later. Future researchers are encouraged to explore how customer 
mistreatment by customers influences employees’ emotions and behaviors measured at different points 
in time. 

REFERENCES 

Aiken, L. S., & West, S. G. (1991). Multiple regression: Testing and interpreting interactions. Sage. 
Arvan, M. L., Dreibelbis, R. C., & Spector, P. E. (2019). Customer service stress: a meta-analysis of customer 

mistreatment. In Examining the Role of Well-being in the Marketing Discipline. Emerald Publishing 
Limited. 

Bakker, A. B., Demerouti, E., De Boer, E., & Schaufeli, W. B. (2003). Job demands and job resources as 
predictors of absence duration and frequency. Journal of vocational behavior, 62(2), 341-356. 

Bakker, A. B., & Demerouti, E. (2007). The job demands�resources model: State of the art. Journal of 
managerial psychology. 

Bakker, A. B., Lieke, L., Prins, J. T., & Van der Heijden, F. M. (2011). Applying the job demands–resources 
model to the work–home interface: A study among medical residents and their partners. Journal of 
Vocational Behavior, 79(1), 170-180. 

Bakker, A. B., & Demerouti, E. (2017). Job demands–resources theory: taking stock and looking forward. 
Journal of occupational health psychology, 22(3), 273. 

Boyd CM, Bakker AB, Pignata S, Winefield AH, Gillespie N and Stough C (2011) A longitudinal test of the job. 
demands-resources model among Australian university academics. Applied Psychology: An International 
Review 60(1): 112–140. 

Chi, N. W., Yang, J., & Lin, C. Y. (2018). Service workers’ chain reactions to daily customer mistreatment: 
Behavioral linkages, mechanisms, and boundary conditions. Journal of Occupational Health Psychology, 
23(1), 58. 

Carpenter, N. C., & Berry, C. M. (2017). Are counterproductive work behavior and withdrawal empirically 
distinct? A meta-analytic investigation. Journal of Management, 43(3), 834-863. 

Demerouti, E., Bakker, A. B., Nachreiner, F., & Schaufeli, W. B. (2001). The job demands-resources model of 
burnout. Journal of Applied psychology, 86(3), 499. 

Grandey, A. A., Dickter, D. N., & Sin, H. P. (2004). The customer is not always right: Customer aggression and 
emotion regulation of service employees. Journal of Organizational Behavior: The International Journal 
of Industrial, Occupational and Organizational Psychology and Behavior, 25(3), 397-418. 

Greenhaus, J. H., & Parasuraman, S. (1987). A work-nonwork interactive perspective of stress and its 
consequences. Journal of Organizational Behavior Management, 8(2), 37-60. 

Hayes, A. F. (2013). Introduction to mediation, moderation, and conditional process analysis: A regression-
based approach. New York: Guilford Press. 

Hobfoll, S. E. (1989). Conservation of resources: a new attempt at conceptualizing stress. American 
psychologist, 44(3), 513. 

Kim, H., & Qu, H. (2019). The effects of experienced customer incivility on employees’ behavior toward 
customers and coworkers. Journal of Hospitality & Tourism Research, 43(1), 58-77. 

Lehman, W. E., & Simpson, D. D. (1992). Employee substance use and on-the-job behaviors. Journal of applied 
Psychology, 77(3), 309. 

Little, T. D., Cunningham, W. A., Shahar, G., & Widaman, K. F. (2002). To parcel or not to parcel: Exploring 
the question, weighing the merits. Structural Equation Modelling: A Multidisciplinary Journal, 9(2), 151–
173. 

Luthans, F., Norman, S. M., Avolio, B. J., & Avey, J. B. (2008). The mediating role of psychological capital in 
the supportive organizational climate—employee performance relationship. Journal of Organizational 
Behavior: The International Journal of Industrial, Occupational and Organizational Psychology and 
Behavior, 29(2), 219-238. 

70



Loh, M. Y., Idris, M. A., Dollard, M. F., & Isahak, M. (2018). Psychosocial safety climate as a moderator of the 
moderators: Contextualizing JDR models and emotional demands effects. Journal of Occupational and 
Organizational Psychology, 91(3), 620-644. 

Mohr, G., Müller, A., Rigotti, T., Aycan, Z., & Tschan, F. (2006). The assessment of psychological strain in 
work contexts. European Journal of Psychological Assessment, 22(3), 198-206. 

Mullen, J. E., & Kelloway, E. K. (2013). The effects of interpersonal customer mistreatment on employee 
retaliation. International Journal of Workplace Health Management. 

Preacher, K. J., & Hayes, A. F. (2008). Asymptotic and resampling strategies for assessing and comparing 
indirect effects in multiple mediator models. Behavior research methods, 40(3), 879-891. 

Park, Y., & Haun, V. C. (2018). The long arm of email incivility: Transmitted stress to the partner and partner 
work withdrawal. Journal of Organizational Behavior, 39(10), 1268-1282. 

Park, J., & Kim, H. J. (2020). Customer mistreatment and service performance: A self-consistency perspective. 
International Journal of Hospitality Management, 86, 102367. 

Rogg, K. L., Schmidt, D. B., Shull, C., & Schmitt, N. (2001). Human resource practices, organizational climate, 
and customer satisfaction. Journal of management, 27(4), 431-449. 

Rupp, D. E., Silke McCance, A., Spencer, S., & Sonntag, K. (2008). Customer (in) justice and emotional labor: 
The role of perspective taking, anger, and emotional regulation. Journal of Management, 34(5), 903-924. 

Shao, R., & Skarlicki, D. P. (2014). Service employees' reactions to mistreatment by customers: A comparison 
between north America and east Asia. Personnel Psychology,67(1), 23–59. 

Skarlicki, D. P., Van Jaarsveld, D. D., & Walker, D. D. (2008). Getting even for customer mistreatment: the role 
of moral identity in the relationship between customer interpersonal injustice and employee sabotage. 
Journal of applied psychology, 93(6), 1335. 

Sommovigo, V., Setti, I., O’Shea, D., & Argentero, P. (2020). Investigating employees’ emotional and cognitive 
reactions to customer mistreatment: an experimental study. European Journal of Work and Organizational 
Psychology, 29(5), 707-727. 

Sen, Y., & Elmas, S. (2015). Effects of supportive organizational climate and positive psychological capital on 
organizational citizenship behavior. European Journal of Business and Management, 7(26), 62-67. 

Tepper, B. J. (2001). Health consequences of organizational injustice: Tests of main and interactive effects. 
Organizational behavior and human decision processes, 86(2), 197-215. 

Van Knippenberg, D., Van Dick, R., & Tavares, S. (2007). Social identity and social exchange: Identification, 
support, and withdrawal from the job. Journal of Applied Social Psychology, 37(3), 457-477. 

Wang, M., Liao, H., Zhan, Y., & Shi, J. (2011). Daily customer mistreatment and employee sabotage against 
customers: Examining emotion and resource perspectives. Academy of Management Journal, 54(2), 312-
334. 

Wang, M., Liu, S., Liao, H., Gong, Y., Kammeyer-Mueller, J., & Shi, J. (2013). Can’t get it out of my mind: 
Employee rumination after customer mistreatment and negative mood in the next morning. Journal of 
Applied Psychology, 98(6), 989. 

Wang, X., & Wang, H. (2017). How to survive mistreatment by customers: Employees’ work withdrawal and 
their coping resources. International Journal of Conflict Management. 

Yue, Y., Wang, K. L., & Groth, M. (2015). Incivility breeds civility? Effect of customer mistreatment on 
employees’ daily helping behavior. In Academy of Management Proceedings. 

Zhu, J. N., Lam, L. W., & Lai, J. Y. (2019). Returning good for evil: A study of customer incivility and extra-
role customer service. International Journal of Hospitality Management, 81, 65-72. 

71



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice




