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[ Abstract]

turnover intention. Methods: Customer Aggression Behaviors Questionnaire, Emotional Exhaustion Questionnaire and

Objective: To explore the relationship between customer aggression behaviors, emotional exhaustion and

Turnover Intention Scale were administered to 452 subjects. Results: (DThe correlations among obstructionism, covert ag-
gression, expressions of hostility and emotional exhaustion were significant (P<0.05), and the correlation among obstruction-
ism, expressions of hostility and turnover intention were significant (P<0.05). @Obstructionism and expressions of hostility
showed a significant predictive effects on the emotional exhaustion (P<0.01), and covert aggression and expressions of hos-
tility on turnover intention ( P<0.01). @)Emotional exhaustion played a complete mediating role between expressions of hos-

tility and turnover intention. Conclusion: Customer aggression behaviors may lead to individuals’ emotional exhaustion,

which may further causes turnover intention.

[Key words]  Customer aggression behaviors; Emotional exhaustion; Turnover intention

b TAES T s F O K B, TAES
W R I AT 2 B T 2R AT O T
Schat 25 B TE A & B0, B 41.4%0 G T8 28 5 50 0 3
AT R, IR 139%09 51 T4 20— 8
W2zt TAES IR AT A, TAES I $H17>
LI 5T B A HR A IR R R il i 2
HIALZR T 5 b, I Z 86 T 5T i 2k &
AL HY, Fln AR 9T 2 A SRR MO AT R 1 R 3 TR
BE 2 BLAEAVE A L8R 55 6 2 0 B o, BB 2%
M PR RSB R B TRl R 45 X G B G XU 4
B, WS s R . AR R, PPl
ZBCHAT A — 2D Bk A MRS X4, 7E
T it 28 Pl N Ry AR KU, B4 R 45 1k T4, s B A
IR R 2 1 5 TAL LR s E) 7ok A
T A B A5 R

(BE£TB] WA AR AA OGRS B2 Bhai B, #
#FH20131404 5

B e e AT SRk 1 OB VI 45 A A BRI
THAFZ M, Grandey 55 & B, & T 5 51 T 1% 24
FEUE HA TEAISCT, A, B Kt AT ik 2 T3
AR TAERCR AT B RN AR 6 2 B W REAG, -tk 1m
R D T ZH U 8 B, — ELsC R 50 £ 2 10 7Y
PRANBN S, AT Re e B8 B T BLZE TAERY 41
2, Camilla SF NN W0 Z A VA B AT s 23
FEURS AT B R Y 5 L s, 5 ]
I, TG ZEARE BRI DG, 2 BT T e I T 44
FEIE AT T A HURE ) B PO P, bR SOk I
N VBB TEI % Mot AT R 5 AR U ] 22 [8]
ke B (R I (BN SN 1 0 o D v e - - ¢ X1
s 2Kk & S n RE R TR 5
AR S 1 MG AT R R, AR H
PYTE TR FHIZ I X % e A7 Ry 55 R At 5
WA 0] Z [8) () G RAEAT 1l , IF-5 5155 26 AR VB 7 st
FUGEAT R S B WU ) Z R TR VAT, AT 2



hE G RO AGE  20144F 8224 453

-541-

[ A SR AT i BRSBTS, I I e A5
R BTy A0 T P A R A S AR AR

1 WHRS5F*®

1.1 X%

SR 5 R BORE () JE N, 76 42 6 3T (bt
i B R TR 3R D) BT K Ak R FF R
2, LR R A 600 107, B[R] 4 523 £y, [RIISCR
87% ; A &1 0y 452 40y , AR K 86% . Horh B4
173 N (38.3% ) , ¥ 279 N (61.7% ) ; R Ui§ 270 A
(59.70% ) , B 1% 182 A\ (40.3% ) ; K& K LA F 2% 1
187 AN (41.4%) , AL K L1275 265 N (58.6% ) 530
% LR 330 A (73.0%) ,30 5 LU 34152 N(27.0%) ;
T % 1-3 45254 N (56.2% ), T.# 34F L |- 198 A
(43.8%) ; Bk EZk F TS5, Horb SR 5 Ik
49 N (10.8%) , FHE M55k 58 N (12.8%) , i@ iRk 55
59 A (13.1%) , =97 BAFTI 116 A (25.7%) , %
BATI 53 AN (11.7%) , & Al I 550 36 N (8.0%) , H:
BT 81 A(17.9%)

12 IH

121 MELEFANE RHAPKEMNELR €
Gl 0 % Te b AT R R il A4 14 38
H ., 7 A BB (n e TAE O R Z 2 % A &
SRR E) Bt (an B IR A A AR
TR 527 ) 0L 7 A (AN B AN e & TR 0 T A,
XTFRAHRER”) = AL, A5 R 2R 50RE 5 907
A3, USRS IORINE”, <57 R BN . FEARIFSE
oA A AR R o RS 18 0.81.,0.68 F
0.77,

1.22 #3884 % Maslach £ Jackson Zhi il
1) TAEE B i RIS 46 /0 7 it 3R, 45 9
WH , an e TAE R FRIRE 0% &7 RAHZ
S S W R o N S i M R o3
57 THLFERI SR R ARG A FER TR
FERR L, FEAMT B o« R 0.89,
123 BHRE@FA R Cropanzano 55 Ziil 1Y 25
PR 1] [R]85, 32 0] 46 o B2 B 254, A0 4% 3 1T
H, a0 FATRAEA AR BN AL TAE” . 5]
Bk A2 TR S EAr, 17 AR, <57 h
CEURTIHT . FEAWE RS o R BN 066,
1.3 HIESH

Bt A A 2 gl R Foxpro6.0 HATE L, RH
Spss15.0 AT GE o047 , BRI AT B A R Se 1]
ARSI AR F1 0 S04 55

2 4 R

21 TEWHRARSZITSHEXDH

FEAC HR A AR 1 1 - 2080 AR i 25 SOHAH C &R
BN 1R,

F1 FETESHHEIRESITER(N=452)

AR M=SD A BB Bkl WORECE MRS EIUE
HEREE 1.83820.549 (0.81)
BabkTch 1.323+0.506  0.377+ (0.68)
HOREGE 2.002£0.640  0.597+% 0316 (0.77)

IG5 FEN 3.13121.342  0.393%%  0.105%  0.441%* (0.89)
BN 2.984+0.741  0.106%  0.063 0.205%*  0.359%%  (0.66)

T :#P<0.05, %% P<0.01, 55 P EUE AR I i i o R 5L

22 MEWHTANFEERBNEREEMNE
A

R T N 1 2R g A A B XA AT 45 SR TR
W AR O 22 2 S AR )] A0S S 4R
IROCEEAE il A2 s A7 E R B 40 o HARSr
ZERLFE2,

R2 MEBEWHITHNFIELFEIBM
B R A E Y3 547 (N=452)

S i FEE (B) B (B)
P51 -0.075 -0.050 0.093 0.090
AR -0.038 0.001 -0.207%  —0.183*
TSR 0.156 0.058 0.120 -0.081
TAEA IR 0.021 0.023 0.080 0.073
HE R 0.070 0.004 0.118%* 0.083
Ay 25 0.005 0.060 -0.059 -0.033
b 0.2171%* 0.021
[SYéNsn 0.084 0.125%*
BREGE 0.339% 0.221%%
R? 0.028 0.237 0.039 0.074
F 2.153% 15287+  3.015*% 4.735%*
0.339%
0.221%%/0.102%% 4 B HH T [i]

MiE EERBERTHESRIREEZENHNER

2.3 E&FEIBHRNEA

AR 2 AT, 07 R RS S R SR S A 1)
T4 FE3 (P<0.01) 5 B IR E 6] (P<0.05) ) o 48T LA
MBI R T, 15 25 FE 58 A2 A B HRUEE ) 1) R 4
T FE AR, A5 221K JH Baron F1 Kenny 4 )
PRV P RN W7 A5 25 S 1 A FE v 7 /R B0 5 i L
B Z A AR M, EARZE SR IR A

3 i i

3.1 MEIRHITAXNTRERBNEREENE



-542- Chinese Journal of Clinical Psychology Vol.22 No.3 2014
EN{ER workplace violence. Thousand Oaks, CA:Sage, 2006. 47-90

TE T B /Y BCt AT i, ML ATEAE H
RO BRTEE, A RERIBCA BRI T5 2, 2 R Y
TARRE", 5 R, 72 8 52 0% BOdi AT e
T AR AYT R e e e oo T e A S AR B T i T 5
M), 336 RIS e 2501 53 TR F RN rLAk , O
PEBEE T (ELIE AR RS FEA ST R O A
Hh B T AT D 8 = A R 5 15 4 R e O R DG AT
BENGT B EMK . 2P Ry A R B, A
BN 7R TR RE RS B 2 PR ) 175 2 FE08
Grandey S HYBTFEE RAADI TR EN T 345, 5
WG TR A, It b 7 T B A% 2 T AR )
BIHR R 1], Camilla 8" UL S ZE A58 AR 21 T IE
5o XLEEREW] TAES A B b AT AR 2,
AL, IO 25 R BCA TR TR A 7 BT AT
32 BERBEBERHITAEEREEEHF
TER

CA RN aee L ) 1 % B AT o S 1 2%
FEUE IR T AT O SR U AR AR
AEERAFER L, 22— RS AIHESR N X =3
SRR BATIR . AR 3T 3R, 15 45 AR
REAS 58 42 P A ULl A 7 o0 Y R BOSZERE XS T
IRES IR I e, X — S5 R — R Uil T
AR Bl A7 O R R AR TR [T
AT R, AR S A 0 BHLS T 2 5
UL, 2230 TR R A T it e, (AT ) A E 75 19 2
e HR 2T FE A I O B S AR BT IR
PRSFIE S, MR RIS A R AT
XTI FE AR S B R AN S, AR
SPEPERHRN, DA, WA BT TR f R,
B SN S T B AT o A T L UOR AR
BT HYRIXT K, BRI 5 e 5 PR B
B B R 1) A B HRA T g A T 110

Z £ x W
1 B8, 208 30 TAEG T BGE T s iR vr. O By
¥R$7,2010,30(2):66-75

2 Schat AC, Frone M, Kelloway EK. Prevalence of workplace

aggression in the U. S. workforce: findings from a national
study. In Kelloway EK, Barling J, Hurrell JJ. Handbook of

3 Pen K, UK E. U Ul AT o AR e R B
semg. DERFEIERE, 2010, 18(10): 1590-1600
4 Gettman HJ, Gelfand MJ. When the customer shouldn’t be
king: Antecedents and consequences of sexual harassment
by clients and customers. Journal of Applied Psychology,
2007, 92(3): 757-770
5 Oden-Forren J. Workplace aggression and violence. Journal
of PeriAnestbesia Nursing, 2009, 24(1): 69-70
6 Leather P, Claire L, Beale D, et al. Exposure to occupational
violence and the buffering effects of intra—organizational su—
pport. Work and Stress, 1998, 12(2): 161-178
7 Grandey AA, Dickter DN, Sin HP. The customer is not al—
ways right: Customer aggression and emotion regulation of
service employees. Journal of Organizational Behavior,
2004, 25(3): 397-418
8 Boyd C. Customer violence and employee health and safety.
Work, Employment and Society, 2002, 16(1): 151-169
9 Camilla MH, Jasleen S. Predicting customer service employ—
ees’ job satisfaction and turnover intentions: the roles of cu—
stomer interactional injustice and interdependent self—con—
strual. Social Justice Research, 2007, 20(4): 479-496
10 SKRIRIT, VP, 0 2. AR TAEE QU TAREOR L TAEE
TR B HEFR YOG AR, P I R OB, 2006, 14(4):
391-392
11 K8, ez K R BGEAT N IS 4R 2 S O3
WF5T,2011,4(4):57-64
12 Schaufeli WB, Leiter MP, Maslach C, Jackson SE. Maslach
Burnout Inventory—General Survey(MBI-GS). In Maslach C,
Leiter MP, Jackson SE. MBI manual(3rd edition). Palo Alto,
CA: Consulting Psychologists Press, 1996
13 2K &, FLM P LR85 A% AR U m AR
KMERSY. PRk, 2007, 42(5): 392-395
14 Baron RM, Kenny DA. The moderator— mediator variable
distinction in social psychological research: Conceptual,
strategic, and statistical considerations. Journal of Personali-
ty and Social Psychology, 1986, 51(6): 1173-1182
15 Brotheridge C, Grandey A. Emotional labor and burnout:
Comparing two perspectives of ‘people work’. Journal of
Vocational Behavior, 2002, 60(1): 17-39
16 Hobfoll SE. Conservation of resource caravans and engaged
settings. Journal of Occupational and Organizational Psycho—
logy, 2011, 84(1): 116-122
(K AS B #7:2013—-12-26)



