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wol & o]gg HEo] thE tidoz A Fox
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A& w9 (mobbing), A7 Ul 344 (workplace

aggregation), 7788t (emotional abuse), &1L
vl 44 7H= (abusive supervision) <& 32}
o] A& Juto 2 WA 2AYP ST NIERA,
7hell () 9] o= (intent), 7= (intensity),
(frequency), 7IellAkeke] #A14 (relationship) &
o] SHA 47 ApEA BG4S Adt}, o]t
E Ao M= }5112}7} "V}‘/P
AU A9 A
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YEEg
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Eﬂ_
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a7 Ay AN FiE R B A9 e
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719 Adgt Hdolet & & it

A
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&% (deviance behaviors)©]
93 244 S or|a 24 Yo FHLEY]
o+ (well-being) < Y@stE ApEAQ PE'o
4 9] =" (Robinson and Bennett, 1995), H]A
AR A deors 223 2AHFLEN

A= 7letast e omo 24 7leS YEstuAt

o

}

ol
FU

¢

g

a

A

me

sl 5o AME T (Spector and Fox, 2002).
A dgd s vgE Y S, dided g d

23 % (interpersonal deviance)®} ZA o] tf&t
A8 5 (organizational deviance) &2 TEHT}
(Bennett and Robinson, 2000). theld] izt &
g Pre v 237 FAYLS ddeR e A9
A ZHo|y Aol 2 P T 279
gk dEg 5 248 YFor & 7l e 3
TS Il ol TF "W A7 grdow JF
4 &S Horge Y5 S d= 5 5 U
Aedtel w2 | Zte B Aot sAh o

2 7950 tie 20 So| AgYBe] 287 A

3 9919l Aoz v X thRobinson and Bennett,
1997). A A A-sHA Mu|2E AlFetH =l
FegE Ade HW 2AFALES A &l
A BEEE A4 "ot AL A wgko] 24
m2d ZAFJLES TS &3] Hsted
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ﬂﬂ‘ﬁ %"ﬂ et B % kAt A EeFof o st

B A Ao A 1o

Miller (1941)el <
o] Apale] gAreE ol &
A= A5 ol hstAY
e fael AHA B
Aol Al AAHAC HEHo
T e AddA BE
(Duffy, Scott, and OLeary-Kelly, 2004; Hoobler
U dgoN 2AFAHLES
ol Fﬂ”}ﬂﬂ‘/} 0g #de = 49d%
< ot ¥4 <
Holtt, o]¢} e deg el wA
At abusive supervision)
b tF] A EG FHo] & AR

o].oi o uﬂ zzl;/ﬁ Adso _z;g
sl 220} FRAA L2 T
ERth(Mitchell and Ambrose,
Oﬂ A e FHLERT A
, O|ERSE 7

and Brass, 2006),

Eoﬁ A9 BE

BE Ao dae 5 o,
Al thest 2,

T M463 HM3E 20174 6

o>

12|X C|AEAQ =HE of7iED}

2.2 TZHo| Baatn} A4st oiodolAle] ElSHBE

d-7H8 2% d7dM e 4 999 7K 49
Mol ASol ME T2 o JFS nHE Ao

=
It lEE A dE S0 9¥e| AT
< e}

2EY 29 Bolo] UsEg AL o AUAAS
7Hdol ASHU. olee Ave d GYdA F
7 FVel A Al AR A HES & £ ¢l S A
g Fq A tdelA BEo] 97t dAe] o
Folgt Am e = k. gollM =9] 3 nis} o] 1
Ao BHE A A9 a4 FHY 1
Al 5474 A AFAQ BES &+ ¢l
= A dg FEFE A Ak Au = A
o TAE UYL ue T3 PFE A3
S A= AR AN AdEE g 94
Ao T} vhE e A RS dlof
e 957} lth(Rafaeli and Sutton, 1987).
E3, a4 A Al FAlete THYY] AR
£ a9 BEg 5o iR o|FoR|Ee A5t
B7] wEel, A AAle] AAE A@sta 3l
= = 2dsket odelgs w2 F g A4
29l AAA o9& BAE oA, uAe] Pz
el ARAle] 37t Hrisle AEe Eddo] 34
wof zpilo]l nA A AHAQ BES o|gsl=t|
2A7S =2 4 9tk Miller(1941) ¢l olaba 3
ARG Peg Hole dlido] ARl AgAte} 2o
Ede A8 #A AF F5 Y 2 B8
3 T Wi AHAA BES 3] o). of
A9 el Al AFAQ] B oty w4 o

ol F BAE T v S Zol HEE sH
==l (Duffy et al., 2004; Hoobler and Brass,
2006), % 59 gl A1 AstA AAA
=AY 499 715l 9l ol L tiide] 2 7t
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FAo] E=H(Tepper, 2000). 4 GGojxel 2
9e BEe gl UF PelBEow e Ths
ol =t} Ash8E (undermining)ol? AL
B3 4149 B5e2A, dael dal T4 7
Bolu} el vhak $4A WSS HHeke
55" (Westman and Vinokur, 1998)(p, 140)
< vl

Pedersen, Gonzales, and Miller (2000)¢]
AT A2 AT ol 4949 ne
A% A2 AF9 20 A A B
w¥o] doje Az Hx Aol

% A AR A A9 i%,% dod|A &

Al

o o
Q,

E
[U

33

TE 57

ﬂl\ﬂ

2.3 Me|d ClaEe|Ao| oj7iED}

M)z Aol FAkehe FHLEIA
Aol FEe F5e delA TAsh=

2] A2 (daily hassles) ©]tH(Sliter et al.,

R

ki

0]
DA
“o -
1gel 2

2010).
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o] ¢} o] U oA wjd FHEA o2 AEH B+
AFEL ZATFALEY 4 (well-being) & ¢
st 2EYAY F9 Yot (Lazarus and

}\

Folkman, 1984).

AEY A 9018 onA

|2 A o] & w2
W4 877} obF oY
A BE W, S 99 ALE dolA FE o
WA g} (Lazarus, 1991) wo Moo A
W A Y FEA AL EY
U2Ey 29 8¢t -2, AWla 2 2B~ 3

= O
01_

7:]‘]4' OO“% =2 }g—%%ﬁ]% E%‘\ (TeppeI
2000). 2AAQ 714 2 77} By £ ~Eq

2201 F2Ed 2 (eustress) = A7|FE72

o)Ak HAA 0] ~Eg A0 E]&,Ei'ﬂ* dlstress)
TR A7 =4,
At} (Seyle, 1974).
A3 Eoi?oﬂ ofshd A

A=Y
A TRy
= XA,
[¢]

Hur\rr

I<E
l‘}x%xq AT E Ao Az =1

2~ I A (stress coping strategy)

g2z Qg

% A2 (stress buffering strategy)
g FEYY. e 2B o
2 3 gQld dia 7iQle] o9l
w7leAld 92 th(Lazarus, 1991). ©]
BH7be A= 44 719k (emotional
based coping)°|H ¥4 7]¥Hproblem based coping)
A dgez olojzlth(Lazarus and Folkman,

g
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1984). 2474 718k fiAee ~Ega gl b A QG F9 FEREC] HAE 4B EY tdol
2 9l det 784 & HAas AplEe = 2 Ut B AH s FHLES Alo] YA
S dAon, A 7Nt A ~EY 29 Be F7HR AT 2EH 2o BT F Sle &
Aol == AaallE AAsHE Woltt, 7<le] oz e Holxl Ad Jqoxe HHd 34 9
HAHEES AHEE o Al AAsHE P50l g Botd ARl 7S @A HEtE =
daeta ZE Aolgt AAHAY ol PFE  ole k¥ s 2 Ao|thBushman, Baumeister,
Festet oy wold FEXE =4IYH 7N and Phillips, 2001). o]l whe} o] H]g) Ay
2E# 2~ Ak AMESA Aok ARt Mu s Aoz FIHAQ 2Eg A7t BT 9ol 4L vt
FRHA AEHORE W eFE e THEE  The AHEES R A9E 4P ES s 2
& uAe] R gtor g 7 EUX (emotional  AeltH(Seyle, 1974 Tepper, 2000).
dissonance)E HHEA o2 AdshHA PMH o2
28] 441, o2 st BAA S 24 7Hd 31 AlElA fxEd s 249 T o
& AA - AHA Ado] FEHA B 7FsA ol G ddPF 7t HAE wjAp
AWy - 148G, 2014). &, THLE ALY & Zlolt},
A8 LS At nAo A AR 2E A FEf ok 7Hd 3.1 AEd q2Eg e 149 Feg
ote AR wmeoldhe AT Y EA4 A 2% 7 I 220l dig dEdF 7o WA
g A Bl Ay t2Ef S A E Wi E el
g HA gt @, A9 FeEE dss A T 7Wd 3.2: Aed H2Eg~e 149 Fg
Hde A0] ALl Aol g E7HAd I} Fro dg dEdF 1o WA
EAYE At a1 S R she Al 7]E £ w7iE Aelth,
A o] E7FsEE AR 2 Aot whebA]
2E# 2] A0 A1 a4 tAlE F e Va4 AgA bgaEdae a4 T A
TAWEE Zol AH HES st B4 7] ol g GAelA e FHlel] gt e F
AR AHEshe Aol ke BAE v E Aot}

o9} o] Aol T o Qs LA el
U2EH 25 AAG ] ot aAdA AHAe2 2.4 ZAFAAAM9| =HFN
BEGE 7| Hrte A]E F4 8 F(displaced
aggression) < Edlo] HE3PQd] oy} FEE 225914 (perceived organizational support)
e A HoA ol AT F de i olF FALEC] XA o] ALlE| 71 E 7K U
< #Z = +d(Lazarus and Folkman, 1984; 712 9gom ANES 95le] Exlo] AAL »

Marcus-Newhall, Pedersen, Carlson, and I v e ATE gulgity, 22 5A04 3
Miller, 2000: Restubog, Scott, and Zagenczyk, 2o 218 A Z9(social support) S 2EH A T
2011), oA =23t uble} o] d M= % ZA| 2 2EH A HAHA AE A=
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A= 73} (buffering effect) S 7FATtH Cohen and
Wills, 1985). 2Ed#|~e Fo|3 g&ho] A9
A Fgo] "Hohka 7k AU, ol AL @l
A A3 gA Woko] 9L u &
o] 7t Hg o3l FIE 2EfAE 1‘?‘787&"1,
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el vk, o Wt T2 o)A " a9
AW 1) AR A2 AR, 2) 2EYA W)
4, ) S sz B 4 U3, 4

CAEA e fU 5) A% 5L oA 9%
Sl T AR AEels ERALE A9 4
ATH Cohen and McKay, 1984). Cohen and
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Aoltt, o] I A
=74 AdE AR
2 AAANTI A,
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3.2.2 A18A f2~E# ~(Psychological distress)

Derogatis and Spencer(1993)¢] 5171 =<
okrlo 7 =73 Restubog et al. (2011)2] 47}
P2 ARSIt AlelA HiEY A 3 3,
=3 #dE 734 o Az oe 54
A2 = 424 el (state) & W ETH(Selye,
1974). M9 71A (trait)e] obd e (state) &
Z438l7] Slall AR tidolA A & & Ft 74
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3.2.3 AE ddox #H3)dE(Undermining

behavior to family or friends)
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s ofn|st=H(Simons and Gaher, 2005),
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(Simons and Gaher, 2005) 21 932 FA T
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sl th(Aiken and West, 1991). SAEAWHE S
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AR, Aol g SHRsY] AH a9 7
A 7k 13 7K 2, aEa AeA HAEY A
w7 E el oigh 7pEl 7HA 33 TR 49 HEE
93kl Baron and Kenny(1986)7} #|¢tgt HhY
o wat HAA IALAS AAST. FHE
Sobel testE AAlst] IHH&BIHE AS8IAT

24, 714 5, 69 2Eg¥ /M AS
Aiken and West(1991)7} #Agtet W& &85t
of AWl Ht+1SD oAl A
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D9l Bofst WSl AMulA HHel ATt Mg Helo] olxis HEE Hfo] U 9T FNFUIAL A2 Clasaae] FUE opfEY
(E 1) 7|ESHI9} S2tetA 24 Zo|
B M SD 1 2 3 4 5 6 7 8 9 10 11 12

24

2491 16.70%

A | 1430%

2453 16.10%

EAZA} 14.90%

gzE 22,60%

He 15.50%
Al 1.80 A1
AgoR 1.60 491 .08
I§5E 3.22 81 .05 |-.01
A3 1.38 68] .04 |-36"| .22
a% 32200 6.75] .18 |-.42"|-.06 35
NAA% 3720 1.19] 11 A5 .09 05 | -1
2EH 24 362 143| .16 071 .03 02 |-14 h3*
AR 3.38| 1.25| 21| 14 08 [-.08 |-.10 18 | 12
UAEYA 3.000 144 .04 A1 1 .09 07 |-16% | 28" .24*| .38
ZA 5 3.96 95| -.20"1 -.30** | -.05 08 4| =33 -2 -19F | -.19°
985 (24) 1.69 67] -.05 10 .00 07 -12 13 12 00 14 02
g5 (58) 2.14 98| -17" | .04 02 00 |-16"| .06 |-.05 18% | .26 -.09 25*
AAYE(Ag) 266 1241 17| 10 11 08 |-.03 261 18% | 29" | 49%F | -217F| .04 20%
Note. N = 168. A4¥: 1 = 94, 2 = 944, 2895 1 = 7]&, 2 = &, u§F 1 = 1399 2 = 1% 3 = A

FUZ 4 = 4394 U2, 5 = dgd o), AF: 1=A, 2 = g, 3 = 3, 4 = A, 5 = ¥ F p < .05,
 p < .01 (two-tailed).

o] Muller, Judd, and Yzerbyt(2005)¢] Aokt 4.1 FEoRl opiEn A4S 2ot
Wil el sl A SN S AAlsha, ARSI 24
S o] Hagkd w9 HE+1SD kY wjel 7t (GE 2)= 74 1~59 ASAE AAsta Tt
AEI}F 7oA 2 AS3ItH Preacher, Rucker, wA FEI AS A9E AYEA, FRUS 48
and Hayes, 2007). ©o]& $3lo] Preacher et YP=(B= 27, p <.01)3} A& o1 o 3|3
al.(2007)7} A|gg SPSS mjaz2E &&at F  F(B = .25 p <.0D)°l dat] nAFH T F

ErEdRg Fo A% 22 BpelA] PRI} F
81 AZaE

7494

A3t

S

T M463 M3z 20174 62

FH7L g B (+)9] &S no] HFHol 7}
A 1.2¢ 7Hd 271 A E Qi o AelA o
~EH 29 w7l 35 Baron and Kenny(1986)
o) W g B4l AFAAT. AR} 24
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(E 2) MeIs Class|aol opfEafe TAFRIAS THED HEEY
et 8% 35

X-ME =DV X, ME-DV X, ME, MO—-DV lﬁEﬁg—]}?\’

Mediator | DV | DV2 | DV3 [ DVI| DV2 | DV3 | DVI | DV2 | DV3 | DVl | DV2 | DV3
24| 15 A8 08 | 15 AT 05 1 .09 AT 05 | .09 19 .08 16
2402 2400 13 18 | 09 A1) 13 .00 12113 | -01 12 4 01
A3 08 19 -06 | 07 19] -08 | .04 16| =06 | 07 16| -.05 09
244 13 120 .03 | .02 A1) .00 | -.03 A2 .00 | -.04 141 .03 03
245 20 15 =13 | 12 A3 -17 ) 04 A3 -1T | 0 15| -13 1
a7 S04 | - 14 -08 | 04 | -13]-08 | 06 | -12(-09 | 05 | -13] -11 01
Gk 120 <15 =13 | 02 | -l -1 | 0T | -12) 12 | 05 | -13) -13 02
Aoy 08 d40-02 | .10 A3 -04 07 A5 =05 | 05 15| -.04 07
TEFE 05 | -03] 06 | .05 | -04f 05 | .02 | -03f .05 | .02 | -04 .03 | -.02
A5 12 A8 1 |1 AT 08 | .06 160 .09 | .08 16| .10 10
WAA% 14 06 05 | 17 05 02 | 12 01 .01 10 08 .02 1
2EH 204 A 08 -13 | .04 07 -15 | .00 07 -15 | .00 07| -16 | -.01
X 249 #4g 36700 27| 25" 03] 200 | .10 02) 197 09 | -021 207 1
ME: A2jAt2Ed 2~ 08| .20 | 41| .09 29| 41| 07| 16 34
MO: 2454904 09] -06 | -.09 100 -04 | -.06
MEMO: Ag At 2EYA+2A 5991 07| -11 | -2
F 4267 93| 2127 | 239 | 92 2.40% | 455" 93| 2.26" | 4.33"| 91| 2.2 | 4.82"
F 26 0 08 18 | .29 08 18 | 30 09 .19 34
IR 01 097 18" 01| .01 04"

Note. N = 168. gJAAIFE st A5, 4 @4 = 1, 94 = 2, 295 71& = 1, 9|& = 2, DVI=24U]} 4%
BE, DV2 = 53U d2d%, DV 3 = AZFFM 9] A%, X = Independent Variable, ME = Mediating
Variable, MO = Moderating Variable, MOME = ME$+ ME®|Interaction, * p < .05, ** p < .01 (two-tailed).

3 dEYTY ol Step 1914 2AE €28 mAIGOR Step 304 AelA HiEHAE T
&l thet 2 %j—ff:ﬂ?i«l ARG} FofohAl ekt @ el AR gl EEFH’“ %l%ﬁﬁ%oﬂ 1]
(8=.00, p=.99). WetM 7k 3.1 AYEA = 9] felsslon (B . p <.05), &
. A %ﬂ]?}%ﬂr FEUY dedE 7H A AAS kel 7171 Step 1°ﬂHEE} ZhobA] 4 el 4
oM A HiEd e i Es ASAHE Av HAaEHAIF FEAER) )lgel SAEd
Hel, Step 1914 nAFd o] 22dd d28ds  webd 7H 3.2& AYEAY. A2l A

o mxl= AHEH} FoeIoH (8= 27, p < ATl A 4 o R AS 2AE A
01), Step 2014 AT go] A2l4 diEds HEH, Step 1914 14T gl A v]A]
of A 53k B3 Foleith(6 = .36, p <.01). & ] KA (B = .25, p <.01), Step
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294 ARl v 5ol X E Gl H
SIATH(B = .36, p <.01). Step 3ol|A] mj7fH
ol Al t|A2EYAE Exﬂzﬂ @‘oﬂt pdRet o
FTEH MA = 9F
.01, p <.01). ol&
Eb,]. /\gpﬂ—orloﬂ Z]oﬂ E

ojulgitt, wepA 7Hd 471 xﬁ@mm Sobel Eﬂ
43 FEUY d29dFd g #gel ¢

n°1'

hus

EH7F o8k em (Sobel z = 2.03, p <.05),

RLES

o>

12| ClAER A ZHE of7iE D}

AEd H2E 29 AEF X9 HafdF 1t
A AR ol gk Ao UEHTHE = -.21, p <
01, F =482 p < .01). Bazs 945 &

o FAR R dolH 7] £3le] Aiken and West
(1991)9] HFHE o] &alo] A ZolA ] T3k

o 1 Bz 2 g3 e S ALl 7} 4
oA AR Fsta, 7 AN 3H
A<= (simple slop: Aiken and West, 1991)7}

Felul @4 Loky] A% ttest® AN

g sl tigh a2 Felske] (Sobel (¥ 2)& G oA As)s) sl tht AHelA
z = 3.47, p <.01), Baron and Kenny(1986) CAEH A ZAZolAle] Aszkg gz},
o] WS geate] A= Aot dxete ARE z2HTYolA o] =S u(simple slope =.19, t =
HolF 3 9t} 2.00, p <.05)9} %2 wj(simple slope =.48, t =
6.94, p <.01) BF A2 71&717} f<jnlst
4.2 =™50} AZ 21} A e 111 I gho] A FAQ1A o] S wjr}
=2 wEt ¢ 2 Ao 2 Yelyltt o224 71 6
G 29 AP drEdsg 23S e B o] ARHKT. ¥ APlE Fdew 2434
Ao A Eh0lA o 2dgHE HAFe A9E ol2lo] uAEH ST} AeA fAEY A k] BA
AR EW T 2 2RS4 2HERe £ -3t 2t J=XE Hseau. de 2
3
o
25
3
o /
o 2 -
T / - ——Low =2 F4214
T Ls - @ High %45 91914
g
oy [
0.5
Low distress High distress
(T8 2) Meddol|Mel Fslsisol| tist ClAER|AQL TS elolAlo] MEXIE Taj=
AASoI H4sA M3E 20174 6% 677



I AT A faEg s 7he] AACA (2005)°] Atat nie} Zo] EyWS ZAWS
zZA5Y9002 0 2HgIE FostA] Fe& Aor  wEs SYEsy AW Aozg wg
et = -.02, p = .78). agn AW niige dsAe HPE B
T FYste] Az gigh JgE e A 25
4.3 =H= opiEnt AZ 2ot olth. 1 A wi/fHse} 2] Hdoate ¥
F7F Ao wx e FEFE o] FostitH( s =
2439940 A2A Pasdas 49 -33, p < 01). ol RAREGe] A2A PaE
Ao Aejeds 7te] #AE 2Aste 7ol ARE YA iR AZI M Hajad s A& 7t
Ade, AP d2EY 28 AR ke 389 FEWNT 2AFAAH 8 2HES 9wt
M HafdEel ek nAe Fege] Es FAAH R 249 ml &3 moderated mediation)
7b AT s 2AE e 249 RS o 7HdE 18] sl Preacher et al.(2007)
(moderated mediation)®] 7bFeAd& Holgw  7h AL SAH HAAE ol 8ol AWM 24
(Muller et al., 2005). (& 3)< Muller et al. TAJAA ] gho]l H S VIToR 1HTHA 7
(% 3) =ZE opiEnt s#24 Zo
Aedd sl s YA ~EY A~ Bedd sl e
b t b t b t
Z2A49u]] .16 1.50 .15 1.56 18 1.81
ZAH12 .08 18 .23% 2.32 .04 .46
ZA49w|3 11 .81 .09 71 .10 81
ZAHv|4 .02 .15 13 1.22 .03 27
ZA49u]5 12 1.01 .20 1.73 12 1.10
k! .02 .22 -.05 -.46 .03 .33
L] -.01 -.05 -.13 -1.41 -.01 -.06
AZo| N .09 .93 .08 .89 .06 75
AFFE .04 .45 .05 54 -.01 -.08
A5 .13 1.28 12 1.33 .10 1.16
ANAAE .15 1.60 13 1.50 11 1.32
2Eg 24 .05 .50 .10 1.22 .01 .13
X: 2T 24 2.90"* .36 4.58** 13 1.67
MO: 224594914 -.10 -1.16 -.04 -.43 -.07 -.93
XMO: 1258222 4 14] -.01 -.10 -.02 -.29 .16 1.93
ME: 4214 g2Ed 2~ .33 4.04*
-.31 -3.57**

Note. N = 168. 3AAGF+= £+59
p < .01 (two-tailed).
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CME = A4 g2EH 2~ * p < 05, **
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(F 4) ZZHZFAY Zof e EAAof|Mo| eS| CHet

ol T3t o7 TSN MalH CIAEHAS FHE opRD

MelH CaEraol ZHE= Y 2AMZL

B £1 x FFAAA Y] a9
it
Boot indirect effect Boot SE BCal. 95 BCalU95
Low 25414 .19 .06 .09 .31
Average %2 &9914] 12 .04 .05 27
High 224$4¢14] .06 .05 -.02 .18

Note. N =168. Bootstrap, N=5,000, HlEF3 A+Y, BCaL=95% 4l# 77t 3184, BCaU 95=95% A= 73t 2gghal

Bias correlated and accelerated(BCa) A% 3.

©
N
O

& 7ol Ao T A G elxe
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Atk whd Aol fEgho] 24 i dEPF
de 9 vAA FE AR YeEy, ol 4
=& AU AZE e 5o 24 da dEd
9 A% ol dPte T 2ATFHLEY A4
Hrbo AR FHAQ ds A 7tedol
7] o g A9 rhesitt wepd 2L E
& FaY T 5 42 HA)Y5S Fo2R A
oA BHAA t$S S8 & Aol & oid
SolA A9l HES Pte Zlolnt, o| & 2
He Mulxs AR 8 A Z9gle] wAste 1A
o T PFOoR Qete] fiHE 2AFHLE
o 2EY2E HAT e Wsto] mpEEA &
oW A Y BEE 1t @A EAVE TAE S
NS ougith, 2AFYLEAA SlolA TRt
M 4 997 AY J9dA A F de AHE
2 Fde] Fag Aotk (Ferguson, Carlson,

Zivnuska, and Whitten, 2012). AHdEFE| &
(conservation of resource theory)ell 7]%ste]
TR WA ARElA Fo] d-7bY FF 2
A= AFRks, 224E s o Yoyt 3tEYH ]
HEwo A dE&S vHS A5 Ferguson
et al.(2012)9] ATA¥%= & A4 iAo

ANAS AL, Az AR 2 3 20

ZRE W2 AEYAE s 8 FERU M
T FHAEA dE () FE5E ete A9
HEo] WiaHA B =W A= Aol A
oA o] AlEl A FYo] FolEo] AT}HoR o
o F 9ol SHse Iedhe xosi 2
7Fs/dol At

0oz Ay gaEy s A G
Ay s 7o) AAE 2AFAAA o] 2HdE A
o2 AFE] 7Md 60] AA ATt 24 T4
o] &2 2ATALEC] A HE AP g
680

e sl mA=
A g2EY 2 w7
AL Gl M e Fol
¥ z44
(7 8). =A%
2EYAE TG 1
e el Fel T EIT AlA ©
2 A= 43 AL F o dGAAM 9 AElF
o] T el 9] o A JFS nFE
A 271 25 d79 23 (Michel, Kotrba,
Mitchelson, Clark, and Baltes, 2011)%} ¥
FEshe Aolgt & 4 vt o] 2 A 24
THAA L Bl Mulx AR 58 Al A He A
2|4 H2EY 2R Qlete] AL JHdA k= A
iES
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A4S $TYOR 24D 5 Ut HEDY b
4 A 5 deke HelA Al 250 A4
A AZe

A Cohen and Wills(1985)2] A|tel] w2
zAFHAA e A 2EY A AT AE &
g2 Yrhete dAEY F AN "REHA
By AQetel g wRE /M bedE
At %, A9 R A4 ol s
7}.‘.:.}3.9. HH;(ﬂ

o o=

F

A

lo >
&)

)
LT

4%

mee AN o [

v
Il

prl)

=,
HU > > r—?‘—"
A ihS

o,

=)

HASATL Ha6A ®M3z 20174 62



N

A 2Ed 2 AR
7Fsdel & 7%
7k FA A o]
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The Negative Effects of Customer Incivility on

Service Employees’ Work and Life Domain:
Moderated Mediation Effect of Perceived Organizational Support and
Psychological Distress

Mimi Kim* - Boyoung Kim**

Abstract

This study focuses on the negative effects of customer incivility on employees behaviors in
work-domain and non-work domain. Drawing on displaced aggression, this study investigates
whether the employees” workplace deviance and family undermining are the result of psychological
distress evoked by customer incivility. The authors conceptualize customer incivility as a type
of aggression. Employees use workplace deviance (organizational deviance and interpersonal
deviance) and family undermining as displaced aggression when they experience customer
incivility. Using a sample of 168 service employees, we hypothesized that customer incivility,
mediated by psychological distress, would increase service employees workplace deviance and
family undermining. In turn, we hypothesized that the positive relation between psychological
distress and deviance (undermining) would be moderated by perceived organizational support
(POS). Additionally, we hypothesized that POS would moderate the indirect effect of customer
incivility, mediated by psychological distress, on deviance (undermining). The results show
that the main effects of customer incivility on interpersonal deviance and family undermining
and the mediating effect of psychological distress on the relation between customer incivility
and interpersonal deviance and family undermining are significant. The moderating effect of
POS on the relation between psychological distress and family undermining is significant.

Finally, the moderated meditation effect of POS and psychological distress on the relationship

* M.B.A., College of Businees Administration, Kookmin University, First Author
** Assistant Professor, College of Business Administration, Kookmin University, Corresponding Author

ZASHAT M6 HM3z 20174 62 689



N

I|:|||:|| L7150

oL o

between customer incivility and family undermining is significant. We examined the implications

of the negative effect of customer incivility on employees work and life domains.

Key words: Customer Incivility, Displaced Aggression, Workplace Deviance, Family

Undermining, Psychological Distress, Perceived Organizational Support
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