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a0l F 26%, 2580 37%, ZAE} 27%%
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Spector and Jex, 1998) & 10719 &3 &4
sto] 53 YAE A (1438 AgsA &=, 5

808

o 243 e drh R St ek A% W
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(% 6) ZEFM| 4, XEAF, A4 ALY

step 1: XZ9 24324
24 :Var(XZ) = Var(X)Var(Z) + Cov(XZ)?
FAYE A 257 0 Var(XZ) = (0.316)(0.778) +(-0.208)?=0.289

step 2: XZ AEWF QAASF

FA Talz= (), (xAEAFe] 2HEF JAAF)/n)=( ) AEAF] 29 A4)/n)

TAY5AYA 252 T2l2)

=(1+1.327+1.349+1.343+1.507+1.523+1.383+1.157+1.302+1.265)10)
(1+1.074+1.075+0.971+0.726/5)

=1.316%0.969

=0.306

Step 3: XZAEWS e AEA
22 (Iz)®Var(X)* 0z + (I'2)%Var(Z)* 0x + 0z0x

1) WA eaEAte Hig Feida, o e olge 2o
ox(F4%%)
=(0.682+0.441+0.422+0.427+0.279+0.265+0.393+0.575+0.462+0.492/10%
=0.044
oz(HEd &7
= (0.22+0.101+0.098+0.265+0.587/5%)
= 0.056

2) Step 2¢14 FelR AmMpef Ak Step 39 DA & @< ol&ste] X7 AxH4e
QAR At
XZ(EAYEARA afgh) AEe] A7t
=(1.316)%+0.319+0.056 +(0.969)*+(0.778)%0.044 +0.044+0.056
=0.0306+0.032+0.002
=0.065
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4 7bed WSlN Beo] A A0 e Be 27 YRYB(B=.525, p(.001)% WARA
et QY EF(B=.501, p(.0D AT 9F<E 1A
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The Effect of Customer Aggression on

Workplace Deviant Behavior:
Focus on the Moderating Effect of Psychological Ownership

Hyewon Kong* - Hyosun Kim**

Abstract

Recently, customer aggression occurring in the service organization has become a social issue.
“The customer is always right” is a omnipresent organizational mantra, followed closely by
“service with a smile’(Rafaeli and Sutton, 1987). In fact that in a consumer-centered economy
it is impossible to ignore the effects of customer satisfaction on organizational performance.
However, the core problem of these formulas is a power imbalance between customers and
employees, that may lead customer to take advantage of employees.

Indeed, many studies are reporting the dark side of customer-employee transactions, where
service providers are targets of customer aggression. Such experiences can cause organizational
as well as personal costs. For instance, customer aggression has been found to be a predictor of
job burnout, absence, turnover intension, and emotional exhaustion (Ben-Zur and Yagil, 2005
Glomb, 2002: Grandey et al., 2004: Harris and Reynolds, 2003). Moreover, customer aggression
has been found to predict a decrease in job performance, an increase in employee withdrawal
behavior (38|, &4, 2014; Bedi and Schat, 2007; Glomb, 2002).

It is revealed that psychological ownership can influence job attitude and behavior of employees
(Pierce et al., 2001). Although It has been reported that customer aggression has negative
effect on employees and organizations, but little attention has been given to the study on the
relationship among customer aggression, deviant behavior, and psychological ownership is
unknown. Especially, very few attempts have been made at the moderating effect of psychological

ownership.

* Lecturer, School of Business Administration, Chung-Ang University, First Author
** Associate professor, College School of Business Administration, Chung-Ang University, Corresponding Author
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Therefore, the purpose of this study is to examine the main effect of customer aggression and
psychological ownership on deviant behavior(Organizational deviance, Interpersonal deviance)
and the moderating effect of psychological ownership on the relationship between customer
aggression and deviant behavior.

It was hypothesized, in this study, that 1) Customer aggression is positively related to
organizational deviance and interpersonal deviance. 2) Psychological ownership is negatively
related to organizational deviance and interpersonal deviance. 3) The positive relationship
between customer aggression and deviant behavior(organizational and interpersonal deviance)
is stronger for those who had lower psychological ownership.

To test these relationships empirically, we collected data from 394 workers engaging in
financial services, including those who work in the banking sector and customer call center of
banks. A SEM (structural equation model) was used for the test of hypotheses.

Findings are as follows. First, it is confirmed that customer aggression increases both
organizational deviance and interpersonal deviance. Second, those who had higher psychological
ownership were less likely to show organizational deviance. However, the relationship between
psychological ownership and interpersonal deviance is not significant. Lastly, it turned out that
the moderating effect of psychological ownership is significant only in the relationship between
customer aggression and interpersonal deviance. For instance, an employee with a high level of
psychological ownership increases interpersonal deviant behavior for colleagues in the case
where customer aggression increases.

The findings of this study suggest that organizations should no longer turn a blind eye to
inappropriate customer behavior under the pretext of serving customers. Rather, organizations
should prepare a selective customer response policy. Also, organization managers should keep
in mind that psychological ownership is a “double-edged sword” that has both positive and
negative effects on the organization, and take precautions in the proposal of human resource

management solutions in the future.

Key words: customer aggression, psychological ownership, deviant behavior, destructive deviant

behavior, workplace behavior, structural equation model (SEM), moderating effect
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