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< 53] Aelgte] 1P 24l (emotion regulation
theoryi Gross, 1998)0] A w=Fdd =y
F5E (Grandey, 2000) 9 sttt & 5
ARz ol & /M9 WA (intrapersonal)
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o7 QR wetr aEo] HA4e Aol @
1tH(Weiss & Cropanzano, 2RFEHAlarcon et al., 2009). A ARIA 3}
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<l

o
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1996). o] o|&d| <A, VARG 7 ARz ko] BAE AHE At AFE(Sliter
BAEY LTS op7|sh nAAINIAGL o5 et al., 2010; Taylor et al., 2017; Wang et
of 7S AL AR 7|qE £ ot 1

a4 al., 2011) ] 2™ 7t A4 #dA ) s AL
= AuA A o7 olg Zad 2AA 7o

i | %
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A A8& 7A@ Erh(Gabriel & Diefendorff, — ol= A wEAEC] 2A4E SUstdA F&ste
2015). 245 SPSl = BFsta ojg st Ade BEFoEN Az "ol Folrt,
55 diezRe 2 Rdvka AeA 5 AR AL7INE AYSY o] 24 7vkE 34
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3 ~EYAE

2 3o P wsAE EFdte HEE Hol 2 AE fAdtn EEshe R UE AYES
WO 3 RS g 2 Aotk A 53] Y& =¥k (Hobfoll, 1989). THLE
AR S AP AR esAES A il 2 S AFLTE FEAI7] AN A S Fodsfof
AANZ it AAsHA = oleigt 3 A4 shed], o] A Aol AR AFAHow 7}
| 2ol A A 7S =4 Aot} A27E ZAa3H P Brotheridge & Grandey,

A esAEe] AEste 394 A2 A 2002). aAHAANA T8l A =B A S0 A
S A 2R e AL Bl Bk FeFe T uA4S dste AL I 1
(Alarcon, Eschleman, & Bowling, 2009; Gong, 2 ‘9olgle RE/} 73] AMu|x A oA A]uf

2018). A aXld dFE MAE 2d5d e A & Y =FAE 20 o FEL o=
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WElA T (Alarcon et al., 2009)+ 234 732 QA5 t$-slok gt (Grandey et al., 2004).
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AH 9FE AL AL BT $A 4y A9 Az Bel W B 9 A
2 w7l e 4RE SYeUA o Be 2B 5E 4% B 28k sl o Bgeld A

H22 el | webd] FgAor AEe o] A AdS Bol £Es BrH(Grandey et
F=7b A, w34 S wle Qe al., 2004; Wang et al., 2011).
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Customer (in)Civility and Emotional Labor:
Testing a Multilevel Mediation Model

Yeon Joo Chae* - Kyunguk Yang**

Abstract

While emotional labor conceptually presupposes the social relationships between service
employees and customers, there have been few emotional labor studies which take into
consideration customer's behaviors. Moreover, even when considering customer’s behaviors, most
studies have tended to focus on customers negative behaviors (or in other words, customer
incivility). As the social relationships can be positive or negative, it is necessary to consider
customer civility as well as incivility to gain a full understanding of employees psychological
health affected by their interactions with customers. Beyond the intrapersonal view of emotional
labor, this study investigated the direct effects of customer (in)civility on employees emotional
exhaustion and the mediating effects of emotional labor strategies(surface and deep acting) at
the within- and between-individual levels. We tested our hypotheses by using the longitudinal
data gathered from the four-wave surveys on 211 sales people over a four-week period. This
study found that customer incivility is positively associated with employees emotional exhaustion
and that surface acting mediates this relationship. On the other hand, customer civility is
positively related with employees deep acting, but the mediating effect of deep acting on the
relationship between customer civility and employees emotional exhaustion was not supported.
This study has theoretical implication in that it found the effect of customer civility on
exhaustion and its association with deep acting, which have been overlooked in emotional labor
studies. In addition, our study contributes to the literature by examining the relationships

between customer (in)civility, emotional labor and emotional exhaustion at the within- and
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between-individual levels.

Keywords: customer civility, customer incivility, surface acting, deep acting, emotional
exhaustion
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