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Abstract Customer incivility is an important stress factor for employees performing service tasks, and this is equally
true for employees who perform civil affairs services. The purpose of this study is to investigate the negative effects
of adverse customer behavior and ways to reduce it. This study adopts the Conservation of Resource (COR) theory
in order to examine customer incivility. This study predicts that customer incivility will induce negative emotions and
eventually lead to emotional exhaustion in employees. We also predict that social support (organizational support,
supervisor support, coworker support) perceived by employees would moderate the relationship between customer
incivility and negative emotions. This study is based on 481 questionnaires collected from public officials. The results
are as follows: First, customer incivility causes negative emotions. Second, negative emotions mediate the relationship
between customer incivility and emotional exhaustion. Third, the relationship between customer incivility and negative
emotions showed moderating effects on the perception of organizational support which is one of three types of social
support. Based on the results of this study, implications, limitations, and future direction of research are suggested.
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5.1 Mz[dut etgdd 2A

hd Aol 9 54 B AR 2 BYEE A
ok 7F ¥ S5 gk A2 BAAR W
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ol Vet B Q7oA AE W 246 A
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Table 1. CFA and Reliability

=
Variane Stanflard T-value S CCR AVE
Loadings a

ClL 1 0.782 17.44277

ClL2 0.858 19.2537

ClIL 3 0.645 137117 067 ol | 0557

Cl 4 0.723 15968 ) ’ :

CL5 0.764 -

ClL 6 0.709 15.624

NA. | 0.848 22309

NA. 2 0.790 20115

NA. 3 0.665 15991

NA. 4 0.902 24,549

942 941 | 0.

NA. 5 0.909 24.829 0.9 0941 | 0670

NA. 6 0.889 239787

NA. 7 0.748 18.671°

NA. 8 0.811 -

EE. | 0.804 -

EE 2 0.733 16315 0.841 0.878 | 0.707

EE 3 0.855 18.619"

POS 1 0.806 -

POS 2 0.835 19.613" 0.874 0917 | 0.786

POS 3 0.865 20.195"

PSS 1 0.851 -

PSS 2 0912 25823 0912 0.937 | 0.833

PSS 3 0.883 247907

PCS 1 0.900 -

PCS 2 0.856 2271277 0.873 0.928 | 0.813

PCS 3 0.754 19.346"
CCR = composite construct reliability
AVE = average variance extracted
C.I. = customer incivility
N.A. = negative affectivity
E.E. = emotional exhaustion

Table 2+= 7t W] Hat, AL A,
AVES vehln 9tk hetgwe) 247, ve
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Table 2. Correlation

SD| 1
0.73] 0.557
0.86] 0488
0.74 0537
0.71]-0283"
0.77]-0.164"
0.66[-0.1417

and Discriminant Analysis
2 3 4 5

Mean|
3.59
2.84
3.87
3.19
3.50
3.48

1. CL
2. NA
3. EE
4. POS
5. PSS
6. PCS

0.670
0.585"
0.423"
0.328"
0352

0.707
0259
0.072"
-0.061"

0.786
0.541"

&3

0.410

0.833
0.540"

0.813

C.I. = customer incivility
N.A. = negative affectivity
E.E. = emotional exhaustion
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Table 3. SEM Result

Hypotheses
HI. CI. —
N.A.

H2. NA —
E.E.

X?=631.154(df=176,p=0.000), X*/DF(Q7})=3.586, GFI=0.880,
AGFI=0.842, CFI=0.931, TLI=0.918, RMSEA=0.073, RMR=0.058

Estimate | T-value | S.E. Result R?

0463 | 9367 | 0.052 | Supported | 0.245

0405 | 7.908™" | 0.045 | Supported | 0.368

*k¥p < 0.001

C.I. = customer incivility

N.A. = negative affectivity

E.E. = emotional exhaustion

Estimate = standardized regression weights
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Table 4. Mediated Effect

Hypotheses Direct Indirect Total Result
P effect effect effect
H3. CI. > N.A— 0.46x0.41
EE. 0.32 - 0.19 0.51 Supported
**kp < 0.001
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Table 5. Moderating Effect
Variables Model 1 Model 2
customer incivility 0.399 0.407
(A) (8.832)™ (8579)
POS -0.255 -0.208
(B) (-5.032)" (-4.694)"
PSS -0.105 0.108
©) (-2.448)" (-2.538)"
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D) (441" (4510
A*B -0.091(-2.234)"
A*C 0.009(0.233)
A*D 0.037(0.903)
CMIN/DF=3.546 | CMIN/DF=4.077
. TLI=0.898 TLI=0.854
Model Fit CFI=0.909 CFI=0.867
RMSEA=0.073 RMSEA=0.080

Numbers in () represent t-value.

#p < 0.05, ®*p < 0.001
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