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Customer mistreatment is a growing issue for sergiganizations. The
present study specified two forms of customer ra&tnent behaviors: aggressive
and demanding mistreatment and tested their prd>anthlagged effects in
predicting within-person fluctuation of service doyees’ emotional well-being. An
archival data set was used to test the hypoth€&sesthousand one hundred and
eighty-five daily surveys were collected from 14&twmer service representatives
from a call center for 8 weekdays. Multilevel ars@ly were conducted to test the
hypotheses. First, drawing on the cognitive apptai®del of emotion, theory for
mood development, and resource perspective, tiseprstudy examined both
proximal and lagged effects of customer mistreatrnaremployees’ emotional well-
being (i.e., daily emotional exhaustion and negathood in the next morning) and

the role of daily emotional exhaustion in mediatihg lagged association between



daily customer mistreatment and employees’ negatived in the next morning. The
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the detrimental effect of demanding but not aggvessustomer mistreatment in
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demanding mistreatment. Theoretical and practroglications were discussed.
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Chapter I: Introduction

Along with the shift in national economy from the@nufacturing sector to the
service sector (Grizzle, Zablah, Brown, Mowen, &|.8009), workers in service
occupations have drawn considerable research stt@reecent years. As the liaison
between a company and its customers, service eegdayust constantly monitor
and regulate their emotions in response to displks that promote organizational
goals (Grandey, 2000; Beal, Trougakos, Weiss, &6r2006). Two main research
streams can be identified in the area of servitsraction. The first stream is
grounded in the argument that “the customer isaheéys right”. For example,
marketing literature has identified a number oftocoser misbehaviors in a wide
variety of deviant forms of behaviors in serviceenaction (Reynolds & Harris, 2006).
One important category that has attracted the attsttion from organizational
researchers is customer mistreatment which is mestonisbehaviors directed against
organizations’ employees or service providers @toh & Punj, 2004; Harris &
Reynolds, 2003), representing the low-quality ipéesonal treatment that employees
receive from customers (Bies, 2001). Past resdaaslalso shown that customer
mistreatment is a growing problem for service orgations. For example, Grandey,
Dickter, and Sin (2004) reported that call centaplyees experience customer
mistreatment an average of 10 times a day. Spaltfficustomers may treat
employees in disrespectful, demeaning, unreasonabéggressive ways, and these
types of customer mistreatment may influence eng#seyemotional and behavioral
reactions (e.g., Dormann & Zapf, 2004; Grandey.e04; Skarlicki, Van

Jaarsveld, & Walker, 2008; Yagil, 2008).



The second research stream is inspired by thersloigaservice with a smile”
which is commonly seen in service occupations. Basethe general framework of
emotion regulation process (Gross, 1998, 2008gn=sxte research in the area of
emotional labor has identified different types ofation regulation strategies adopted
by service employees and have demonstrated tHfgratitial impacts on employees’
well-being and service performance (e.g., Brothgri& Grandey, 2002; Diefendorff,
Croyle, & Gosserand, 2005; Grandey, 2000, 2003).

Multiple theoretical perspectives have been prop@sel applied to address
different research questions along these two sekor example, Rupp, Spencer,
and their colleagues (e.g., Rupp, McCance, SpeBocemtag, 2008; Rupp & Spencer,
2006; Spencer & Rupp, 2009) applied organizatiqustice perspective to
understanding employees’ emotional reaction toorust service interactions.
Further, Brotheridge and Lee (2002) applied coreterm of resource theory to
examining the antecedents and consequences ofamegulation in service context.
In addition, Diefendorff and Gosserand (2003) agpbontrol theory to
conceptualizing service employees’ emotion regoigfirocess during service
encounters. Nevertheless, there has been a laekedirch integrating these
theoretical perspectives to provide a comprehenginderstanding of the unfolding
process of customer-employee interactions and grapfd emotional and behavioral
reactions. Therefore, the current study aims tegrate existing theoretical models
and bridge the two research streams by examiningceeemployees’ proximal and
lagged emotional reactions to customer treatmentetisas by studying how emotion

regulation strategies could moderate the effectsisfomer treatment.



Service employees’ experiences during customer-@eplinteractions have
been studied from a wide range of aspects. Depgrairthe specific research
scenarios, researchers tend to examine differpettgf negative customer-related
experiences. Some studies focused on a narrow drggeecifically defined customer
behaviors such as sexual harassment (Yagil, 20@Byerbal abuse (e.g., Grandey et
al., 2004; Grandey, Kern, & Frone, 2007); someistidpplied broader
operationalizations of customer-related events sisotustomer injustice (e.g., Rupp
et al., 2008; Rupp & Spencer, 2006; Skarlicki et2008), customer mistreatment
(e.g., Wang et al., in press), and dysfunctionatamer behaviors (e.g., Harris &
Reynolds, 2003). Along with the emotional labodit@n, most of these studies have
emphasized the affect-involved customer misbeha\mg., speaking aggressively to
employees) but failed to identify other forms. Ty kmowledge, only one study
(Dormann & Zapf, 2004) made effort to categorizetomer-related stressors into
different forms (i.e., disproportionate expectasipverbal aggression, disliked
customers, and ambiguous expectations) and retlagéead to job burnout. Thus, the
specification of negative customer-related everagants more research attention.
To address this gap, the current study revieweidwsiconcepts describing customer-
related negative experiences and tested distircbetween aggressive and
demanding customer mistreatment behaviors.

Another gap in customer-employee interaction litees is that prior research
has largely focused on the “dark side”, in otherdgp how customer misbehaviors
impact employees’ reactions and service outcomas. fdcus echoes the current

trend that “the customer is not always right”. EBaample, Grandey et al. (2004)



examined the frequency of customer verbal aggressan antecedent of
employees’ emotional exhaustion and absence, needigt employees’ stress
appraisal. Spencer and Rupp (2009) showed thet @ffecistomer interactional
injustice in predicting the difficulty level of ertion regulation of service employees.
Further, Skarlicki et al. (2008) examined customestreatment as a predictor of
customer-oriented sabotage. This focus on the “dial’ may be attributed to the
stress-coping research tradition, which suggestsrihgative events typically evoke
strong and rapid physiological, cognitive, and babral responses (Taylor, 1991)
and thus require greater regulation demands framcgeproviders (Totterdell &
Holman, 2003). However, the service interaction algo be pleasant and rewarding
for employees when interacting with a customer vehr@spectful and grateful.
Therefore, only focusing on customer mistreatmeantlme too narrow; it is necessary
for researchers to explore the potential benefeif@cts of positive events in
customer interactions. Therefore, the current stadgsures the frequency of both
negative and positive customer-service events stoooer-employee interactions, and
explores the beneficial effect of positive eventbuffering the negative effect of
customer mistreatment.

In terms of the impact of customer treatment oniseremployees, past
research has shown that employees’ emotional veatigh(e.g., emotion exhaustion
and negative mood) is one of the most importantamues of customer mistreatment.
Most previous studies have assessed customer atiegat and employees’
emotional well-being with one-time global assessna¢the between-person level. In

general, these studies have focused on the negdfects of chronic exposure to



customer mistreatment. For example, empirical sgidsing cross-sectional designs
(e.g., Dorman & Zapf, 2004; Kern & Grandey, 2009aley et al., 2004; Grandey
et al., 2007; Rupp, McCance, Spencer, & Sonnta@3RBave consistently reported a
robust positive relationship between customer madiment and service employees’
emotional outcomes (e.g., emotional exhaustionaarger). Further, a meta-analytic
review by Bedi and Schat (2007) reported a modsfettsignificant relationship
between customer aggression and employees’ emblieath ¢ = 0.24). Recently,
empirical studies began to explore the immediatetemal reactions to customer
treatment by using lab simulations. For examplesibwlating a call center customer
interaction scenario, Rupp and Spencer demonsttiagé¢dollege students who acted
as service providers experienced higher levels\géaimmediately following
interactions with confederates who served as iilgaistustomers (Rupp & Spencer,
2006; Spencer & Rupp, 2009). Nevertheless, littlenown about whether the
negative effect of customer mistreatment can pkmd influence employees’ mood
at a later time (Tschan, Rochat, & Zapf, 2005; Wamg, Liao, & Shi, 2010). Based
on the resource perspective (Wang et al. , in préss conceivable that unpleasant
interactions with customers may result in deplebbemployees’ emotional resource
(i.e., emotional exhaustion) and may further prgltme negative mood state after the
customer service activities. To address this rebegap, the current study examines
the effects of daily customer mistreatment on eryg#s’ emotional exhaustion
experience on that day as well as the lagged affemistomer mistreatment on
employees’ negative mood in the next morning. Farrtiore, emotional exhaustion is

examined as a mediator contributing to the perstet@f negative mood.



Despite the existence of the negative effect ofazusr mistreatment, the
manifestation of this effect may vary. Specificallye impact of customer
mistreatment can be exacerbated or attenuated diegern the specific strategies
one employs to cope with work events and to regudatotions. Existing studies on
emotional labor have consistently demonstratedubiaig different emotion
regulation strategies in service interaction maylle various outcomes for
employees (e.g., Grandey, 2003). However, littlerdton has been paid to the
potential moderating role of emotion regulatiorattgies. Understanding the
moderating effects of emotion regulation is of picat as well as theoretical interest.
Given the prevalence of customer mistreatment, eyegls must be able to frequently
regulate their emotions to reach their performayaads during customer interaction
and to reconcile negative experiences after workhis situation, adopting a
maladaptive emotion regulation strategy may noirareéleasing emotional distress,
but may rather exacerbate distress (Brown, Weskbi&&hallagalla, 2005). The
current study aims to address this gap by examihiegnoderating role of
employees’ emotion regulation both at work andrafterk on a daily basis.
Specifically, two types of emotion regulation stigies were examined. One is on-
line emotion regulation strategies, which are usgdmployees during customer
service interactions (e.g., surface acting and @e&pg). The other is off-line
emotion regulations strategies, which are usediyyl@yees to gain relief from the
negative experience after work (e.g., ruminating simaring with others).

Methodologically, previous studies examining consagges of customer

mistreatment have generally relied on between-pedesigns, in which customer



mistreatment and employee well-being were assdgsadne-time global
assessment. Specifically, participants were usaalked to recall the frequency of
customer mistreatment during a previous time pef@ogl, Grandey et al., 2004;
Grandey et al., 2007; Winstanley & Whittington, 2p0wvhich might introduce
potential retrospective biases. Also, the uselmtaveen-person design does not
account for the substantial intra-individual vaoatexisting in customer service
interaction and its emotional effects (Wang etialpress). Given that service
employees interact with customers on a day-to-@ayshin the current study, a daily
diary research design is used to capture the dympracess in natural temporal
context of customer service. In addition, such imHberson design also captures the
intra-individual variation in one’s use of emoticegulation strategies (Judge, Woolf,
& Hurst, 2009).

In sum, by using a daily diary design, this stuhged to contribute to the
customer service research in three aspects. Fesgmined both proximal and
lagged effects of employee mood and customer naistrent in predicting
employees’ emotional well-being. Based on the théar mood development and
resource perspective, | proposed that daily ematierhaustion partially mediated
the lagged association between daily customer @aistrent and employees’ mood in
the next morning. Second, this study specifiedefifects of two different forms of
customer mistreatment and customer positive treatttogvard employees. A careful
classification of the forms of customer treatmeawtviles more fine-grained
understanding about customer-employee interactitimsd, employees’ emotion

regulation strategies were examined as moderatahe megative effects of customer



mistreatment. Specifically, on-line emotion regigdatstrategies were examined as
moderators of the effect of daily customer mistresit on daily emotional
exhaustion. Off-line emotion regulation strategiese examined as moderators of
the lagged effect of customer mistreatment on megatood in the next morning.
Overall, based on a comprehensive review of mealtipeoretical perspectives, the
current study examined the dynamic process in wédckice employees responded
to their customers at work and regulated their @netthroughout the work days.

Figure 1 depicts the theoretical framework.

Conceptualization of Customer Mistreatment

Customer misbehavior is enhanced by the basisvéaespread philosophy of
service as pleasing and indulging customers, rieftkin the notion that “customer is
always right.” This embedded notion communicatesuhequal power in the
customer-employee transaction, giving a raise ¢ovtiinerability of employees as the
target of mistreatment (Bishop, Korczynski, & Coh2805; Grandey et al., 2004;
Yagil, 2008). In the current study, customer mistmeent refers to the low-quality
interpersonal treatment that employees receive frastomers (Bies, 2001). To
clearly define this construct, the following paragins described several related

constructs in marketing and organizational behaiteratures.

Consuming Behavior Perspective: Dysfunctional QustoBehaviors

Marketing researchers have long been paying attemi customer
misbehaviors. A number of labels have been usedhirketing literatures referring to

customer misbehaviors in the exchange settinggfah & Punj, 1993; Harris &



Reynolds, 2003), such as deviant customer beh@eynolds & Harris, 2006),
aberrant customer behavior (Fullerton & Punj, 19898¥functional customer
behavior (Harris & Reynolds, 2003), unethical costo behaviors (van Kenhove, de
Wulf, & Steenhaut, 2003), and jaycustomers (Lovield®94). These highly
overlapped terms broadly refer to deliberate ontamtional customer behaviors
which violate the generally accepted norms of cehdusuch situations and disrupt
otherwise functional service encounters.

Fullerton and Punj (2004) organized customer miatehs into five broad
categories depending on the targets of misbehaviaisiding customer
misbehaviors directed against an organization’sleyees, merchandise, other
customers, financial assets, and the destructigimydical and electronic property.
The first category is most relevant to the concémiistomer mistreatment examined
in the current study. Specifically, misbehavingtousers can be thieves, rule
breakers, deadbeats, or vandals, but customereaistent particularly focuses on the
quality of interpersonal treatment that service Eyges receive from customers.
Therefore, customer mistreatment is expected théenost predictive customer
misbehaviors of the well-being of frontline servim@viders (McGrath & Goulding,

1996; Reynolds & Harris, 2006).

Workplace Aggression Perspective: Customer Aggrassi

In organizational behavior literatures, customestreatment is mainly
examined from the perspective of the targets,saryvice employees. As a major type
of customer mistreatment, customer aggression extmnsion of workplace

aggression with intra-organizational members rengioutsider-initiated aggression



(Aquino, 2000; Glomb, 2002). It is defined as agtyyp behavior initiated by a
customer in a service context that is intendedatese discomfort or harm to the
service provider (Bedi & Schat, 2007). Specificaityencompasses a wide range of
behaviors that could cause an employee either psygical or physical harm,
including acts of psychological aggression or wicke It also does not specify the
type of service context, and therefore covers fath-to-face and indirect encounters
such as phone or email interactions.

Customer aggression is the most commonly examipecationalization of
customer mistreatment in service research litegatdt includes a wide range of
behaviors from customer incivility with low intetygito high-intensity customer
physical violence. For example, Grandey et al. 20fs focused on customer verbal
aggression in particular. They have defined custorashal aggression as verbal
communications of anger that violate social nonvisch can be viewed as a more
mundane daily hassle than violence. Examples adbmey verbal aggression include
service providers being yelled at, threatenedieatéd rudely by customers. As
indicated by another study conducted by Grandeyhandolleagues, verbal
aggression behaviors accounted for a large prapodi customer-initiated anger-
inducing interpersonal events over two-week pe(dcindey, Tam, & Brauburger,
2002), and it predicted employees’ work stressendtional exhaustion above and
beyond verbal abuse from insiders (e.g., cowor&adssupervisors; Grandey et al.,
2004; Grandey et al., 2007).

Recently, customer incivility has been examined ascial stressor to service

employees (Sliter, Jex, Wolford, & Mclnnerney, 20¢8n Jaarsveld, Walker, &
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Skarlicki, 2010). It is defined as low-intensityvilnt behavior perpetrated by
someone in a customer or client role, with ambiguotent to harm an employee,
and in violation of social norms of mutual respaetl courtesy (Andersson &
Pearson, 1999; Kern & Grandey, 2009; Sliter et28110). Different from customer
verbal aggression, customer incivility is more abMess intense, and less deliberate.
Some examples may include “paying little attentom@ service provider’s statement”
or “being condescending to a service provider.” #ueo specific example of
customer aggression that has attracted more résgarattention is customer/client
sexual harassment (Gettman & Gelfand, 2007). Agestgd by Hughes and Tadic
(1998), customer sexual harassment is becomingn#isant problem given the high
proportion of female employees in service indusyecific behaviors may range
from inappropriate sexual advances like leeringféirtthg to propositions for sex

and coercive sexual activity (Yagil, 2008). Theroe¢ntal effect of customer sexual
harassment on employees’ well-being and performeaakl be stronger than sexual
harassment from coworkers because of the unequadrga customer-employee

transactions.

Organizational (In)justice Perspective: Customeehpersonal Injustice

The issue of customer interpersonal injusticeisedfrom the perspective of
organizational justice. Interpersonal justice ie amportant dimension of
organizational justice, referring to the perceptidnout how fairly employees are
treated by others at work (Colquitt, 2001). Apptythis construct to the setting of
customer-employee interaction, customers could pi@ential source of (in)justice

toward service providers and customer-initiategj\ystice could predict service

11



related outcomes when customers treat employegslisrespectful or demeaning
way (Rupp & Spencer, 2006). Theoretically, customerpersonal injustice is
employees’ perception of violations of justice mgtomers. It involves moral and
social judgment (Skarlicki et al., 2008) which abble more subjective than above
mentioned verbal aggression or physical violenandtheless, the items researchers
have used to measure customer interpersonal icguate similar to the items

measuring customer incivility or verbal aggression.

Two Forms of Customer Mistreatment: Aggressiveachanding Mistreatment

Customer mistreatment examined in this study igifed with following
characteristics. First, the source and the tarfyetistreatment are clearly defined to
be customers and service providers respectivetiods not include misbehaviors
such as stealing goods from a store or jumpingjtieeie. Rather, customers as
outsiders initiate low-quality interaction with sere employees by exhibiting anti-
norm behaviors or violation of conventional socides. Second, customer
mistreatment is viewed as daily interpersonal legstlat are usually in verbal or
attitudinal form and less intense than physicalerioe. Although lack of high
intensity, a daily hassle is an irritating, frusitng, or distressing occurrence
experienced on a day-to-day basis that is harnmdithreatening to a person’s well-
being (Lazarus & Folkman, 1984; Sliter et al., 20H¥ior research has supported
that daily hassles are more predictive of negdieath outcomes, job performance,
and absenteeism than less frequent but more sdifi@gsressors (Sliter et al., 2010).
Customer mistreatment fit well under this term hseadealing with disrespectful

people or demanding people can be a daily occuerahwork especially in the

12



service industry. By conceptualizing customer reetiment as daily hassles, it is
emphasized that customer mistreatment is commdrdgroed in customer-employee
transactions. Taking verbal abuse as an examphgsRid (2005) reported that
around 40% of the social workers participatinghie study had been the target of
verbal abuse from clients in the past year. FurtBeaindey et al. (2007) reported that
customer verbal abuse was more frequent than c&wvorksupervisor verbal abuse.
Third, customer mistreatment can be either inteatior unintentional in term of
harming the interests of employees. It is posgide customer mistreatment is due to
their dissatisfaction of the service they receivsarvice environment, and it is also
possible that customers may mistreat employeesibeaa their personal attributes
such as high self-concern, high trait anger, higlwraticism, or perfectionism (Bedi

& Schat, 2007).

In previous studies on customer mistreatment (Bkaet al., 2008; Wang et
al., in press), customer mistreatment has beenettfind measured as an overall
unidimensional construct encompassing a set aérdifft behaviors. However, a
careful examination of these items may reveal tiiege behaviors may differ in
nature. Dormann and Zapf (2004) is one of few eirgdistudies that examined
various forms of stressful customer-employee imtgvas from work stress and
burnout perspective. Specifically, they integrateskarch approaches on social
conflicts, unfair treatment, and antisocial behewviat work, and classified customer-
related social stressors for service employeesfaunforms: disproportionate
customer expectations, customer verbal aggresgisitked customers, and

ambiguous customer expectations. Although all forms could be social stressors
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for service employees, the latter two do not fibithe concept of customer
mistreatment. The dimension of disliked customefiects aversions employees have
about certain customers. It is measured by iterals as “one has to work together
with customers who have no sense of humor.” Theedsion of ambiguous customer
expectations measures customer expectations ghanatear, with sample items such
as “it is not clear what customers request fror Tisese two forms of customer-
related stressors are not viewed as customer @istemt for two reasons. First, they
do not necessarily involve customers’ anti-normawébrs in social interactions.
Second, different from disproportionate customegreexations and customer verbal
aggression which focus on the behaviors of custermeemployees’ perceived
customer behaviors, the latter two forms of custerakted social stressors, to a
larger extent, reflect employees’ subjective eviadunaof customers. They are not
necessarily triggered by concrete customer behavidrerefore, the current study
only includes demanding and aggression behaviocsigtemer-initiated mistreatment.
As such, in the current study, customer mistreatnseclassified into two
categories depending on the nature of customeregatsient. Echoing the research
on customer verbal aggression and interpersonadtiog, the first category is
aggressive mistreatment (Grandey et al., 2007;li8keet al., 2008). This type of
mistreatment is observed when a customer yellatace provider, use
condescending language, or get angry at a servoseéder over minor matters. The
second category is demanding mistreatment or natstrent. For instance, Skarlicki
et al.’'s (2008) scale for customer injustice inélsidtems such as “made demands that

you [service employee] could not deliver.”
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These two forms of customer mistreatment can futtleadistinguished
conceptually in two ways. First, aggressive misgtreant and demanding
mistreatment focus on different aspects of custeengoloyee interactions. To be
specific, aggressive mistreatment emphasizes #ppnopriate manner of interaction
or treatment that delivered by a customer, whilmaeding mistreatment emphasizes
the inappropriate content of transaction that retpeeby a customer which is
expected to be more task- or service-related thgreasive mistreatment. Second,
these two forms of mistreatment could influenceriseremployees in different
mechanisms. Aggressive mistreatment, which invotmese negative affective
expression, is likely to influence service emplayeanotions and impact their
affective reactions to a larger degree than demngnalistreatment. Demanding
mistreatment on the other hand, involves less emammunication, but it may be
more influential on employees’ resource, becauseatieling customers are likely to
raise the level of challenge in customer-employaesactions. It is important to note
that there is no clear cut between aggressive anthdding customer mistreatment in
terms of the affective versus resource-based mexhanBoth forms of mistreatment
may directly or indirectly affect service employeaiective reactions and resource

availability, but to different extent.

Employees’ Reactions to Customer Treatment

Affect-based Mechanisms of Customer Treatment

Contemporary emotion theories view emotions asngrisom the context of
a person-situation transaction that compels atieraind has a particular meaning to

an individual (Gross, 2008). Specifically, applyithg cognitive appraisal model to
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understanding emotion (Lazarus, 1991), the emdii@itation process begins with
an event which is initially evaluated for relevaricavell-being and goal attainment
in simple positive or negative terms, namely priynagppraisal. Goal relevance is
essential to the emotional reactions to events thathwhen an event is perceived as
highly related to one’s focal goal, this initialadwation will lead to a high intensity of
emotional reaction with a clear direction of emn&ibvalence. Further, a secondary
appraisal is activated in which the meaning ofd@hent is interpreted. The secondary
level of appraisal focuses on certainty, consegegrattributions, and coping
potential. It results in the experience of disceteotions such as fear, anger, or joy
(Weiss & Cropanzano, 1996).

In addition to the cognitive mechanism, emotions aiso be immediately
changed in an even more spontaneous way, usuebygh the mechanism of
emotional contagion. According to Dallimore, Spaiksd Butcher’s (2007) model of
emotional contagion process, aggressive customayssand emotional information
like anger and complain to service providers arghgle service providers’ emotional
states to be convergent with the customer’s afiges. contagion process is proposed
to unfold through two stages: first, employees mimustomers through congruent
facial displays; second, employees’ affective sthi@nges corresponding to their
afferent feedback. Although this emotional contagiocess can occur in both
directions between customers and employees thealtgtigiven the unequal power
status in the customer-employee transaction, cuestoare more likely to be the

initiator of the process. This emotional contagmechanism of the affective

16



influences of customer aggression has been supbiorf@ior studies (Dallimore et
al., 2007).

As another important member in the affect familpats can be distinguished
from emotions in two aspects (Brief & Weiss, 20Barkinson, Totterdell, Briner, &
Reynolds, 1996). One distinguishing feature is tlomasuch that mood is the
pervasive and sustained “emotional climate” andtems are fluctuating changes in
“emotional weather” (American Psychiatric Asso@ati1994, p. 763). A second
distinguishing feature is that emotions typicalgwh specific objects and give rise to
behavioral response tendencies relevant to thgsetepwhile moods are more
diffuse and give rise to broad action tendencies.

As pointed out by Weiss and Cropanzano (1996) réteal discussions of
the antecedents of mood have been far less fretfummsimilar discussions about the
antecedents of emotions. Nonetheless, Morris (1889)eveloped a theory for
mood development and proposed three mechanismggthmehich moods can result
from emotions. First, the offset of emotional réats leads to moods as the affective
intensity becomes lower. According to the cogni@ypraisal model, concrete
emotions are elicited immediately by goal-relevewgnts. Along with time, one’s
emotional arousal becomes weaker and the readiie @motional reaction is blurred.
With the loss of specificity of emotional feelingpod in positive or negative terms
follows. Second, moods can result from the recotbecof emotional events. This
mechanism involves cognitive processes of recal@msequent reappraisal of
events. For example, repeatedly thinking abouttlereng events in a negative frame

will induce negative mood. Third, inhibition of etiranal expressions can lead to a
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residual mood later on. In other words, mood igpe of delayed emotional
expression. This mechanism is particularly relexargmotional labor because
emotional display rules may increase the expectaticontrol emotional displays by
suppressing negative emotions. As such, the enaltsuppression may delay the
expression of the negative emotion, resulting exdavelopment of negative mood.

Applying the theories of emotion elicitation and adadevelopment to the
research on customer-employee interaction mayuselmderstand the link between
customer treatment and employees’ emotional wefllghedccording to Lazarus’s
(1991) cognitive appraisal model of emotion, howe antreated by customers is a
salient situational cue for customer service emgdsy which is highly relevant to
both performance goal and one’s psychological Wweilkg. Therefore, customer
interaction likely triggers intense emotional resges. For example, Rupp and
Spencer (2006) have shown that unfair customeintea induces higher levels of
anger experienced by service employees and ingads to higher levels of
emotional labor demands. Further, Zapata-Phelalgui@ Scott, and Livingston
(2009) showed that perceptions of unfair treatnheand to low task performance via
the activation of negative emotions. In additiom/lPnore et al. (2007) found that
service providers reported stronger negative affectates after exposure to an
angry complaint from a customer than prior to expesFurthermore, the negative
emotional responses to customer mistreatment raagfer to negative mood over
time. Specifically, the first mechanism of Morrigs989) theory suggests that mood
is likely to be directly developed from the offeétemotional reactions. Also, for

service employees, because of the emotional displag set by their organizations,
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they may have to control and suppress immediatativegemotional reaction toward
customers during service interaction. The third Ina@ésm proposed by Morris,
therefore, is particularly relevant to understamel ltnk among customer-service
events and moods. In addition, according to Marsgcond mechanism, the way in
which employees cope with customer mistreatmentegdlate their emotions may
influence the cognitive recollection and accesgjbdf affective events, thus

affecting the development of employees’ negativedno

Resource-based Mechanism of Customer Treatment

Recently, the resource-based mechanism has bebedaigpconceptualizing
customer service interaction as a process duringhadmployees may lose or gain
valued resources (Brotheridge & Lee, 2002). Acaugdo Hobfoll (2002), resource
can be broadly defined as the total capability #maindividual has to fulfill his or her
centrally valued needs. Hobfoll's (1989) conseainf resources theory suggests
that people strive to obtain, retain, protect, tosder valued resources and minimize
any threats of resource loss. Brotheridge and 2662) used this theory to explain
the dynamic link between emotional labor and butmoacess. They found that
service workers often attempted to cope with enmatidlisplay demands in a manner
that would conserve their resources by performitigee surface acting or deep acting.
Additionally, a study conducted by Trougakos, B&ken, and Weiss (2008) has
shown that a relaxing break between tasks resuligtter emotional display in the
following work session because of the refreshmétii@emotional resources.

The resource perspective emphasizes the importdrezaployees’ available

emotional resources as well as the potential oftemal depletion that employees
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face in customer service interaction. Accordinght® conservation of resource theory,
two levels of resource loss can be activated wieample face threatening or
demanding situation (Wang et al., in press). Firg,situation itself may lead to loss
of object, energy, personal, or social resources, fprimary resource loss). A
resource protection mechanism may lead peoplevestiresources they have to
counter or compensate for the primary resource Toss$he extent that this protection
mechanism depletes individual’'s resources (i.eQms@ary resource loss), individuals
tend to adopt less efficient or maladaptive logsta) strategies, resulting in the
emergence of a loss spiral that manifests incrghsmore rapid depletion of the
resources needed to regulate one’s emotions aravioes (Bacharach & Bamberger,
2007; Hobfoll, 2002). Excessive loss of resourcéhauit regaining new resources
will further result in an extreme imbalance thusdeo fatigue and emotional
exhaustion.

In the customer service interaction, service engagyare presented with the
job demands imposed by the organization regardeagihg customers professionally,
friendly, and patiently, which may lead to primaegource loss (Brotheridge & Lee,
2002). In addition, customer mistreatment imposessndemands on employees’
resources to regulate their behaviors and emotmfalow organizational rules
(Wang et al., in press). As such, employees’ efforegulating their emotional
display may lead to secondary resource loss. Oottiex hand, by collaborating with
customers, solving their problems, and fulfillirngeir service needs, service
employees may have the potential to gain and aclatenseveral important resources

through positive customer-service events. For exangpoperation and co-
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production with customers may foster feelings aialocompanionship and
relatedness (Dormman & Zapf, 2004). Solving custte@oblems may lead to a
sense of competence and accomplishment. Furtreggefgr customers may lead to

feelings of self-esteem.

Emotion Regulation of Service Employees

Emotion is not free-floating but is regulated t@geone’s emotional
experiences and expressions in check and to me&t own and societies’ demands.
The concept of emotion regulation is developedescdbe a heterogeneous set of
processes through which people attempt to influgvideh emotions they have, when

they have them, and how these emotions are expedesr expressed (Gross, 1998).

Functions of Emotion Regulation

Theoretical foundation of emotion regulation cardbewvn from stress and
coping literature (Lazarus, 1966). According to &ais’s cognitive appraisal model,
individuals go through two appraisals to inter@gtotentially stressful situation: a
relevance appraisal and a coping potential apgrdiba coping response can be
problem-focused (i.e., aimed at fixing the problemgmotion-focused (i.e., aimed at
lessening negative emotion experiences). Emotionsed coping, or the way in
which individuals attempt to manage their emotionstressful situations, is one
important goal of emotion regulation. By modifyingmaintaining their affective
states, individuals expect to be at least temppodhditracted from unpleasant feelings

and maximize their immediate pleasure.
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In addition to the hedonic reason of emotion refiuta emotion regulation
can be driven by functional reason (e.g., purssie pgrformance) which is uniquely
essential for service employees to satisfy disgt@als (Augustine & Hemenover,
2009; Tamir, 2009). Tamir (2005) has shown thatwtheven by performance goals,
people can be motivated to experience differentiia emotions even negative
emotions, which are consistent with task demamdsniotional labor literature,
Diefendorff and Gosserand (2003) applied contrebtl to explain emotional
regulation of service employees. In general, irdligls compare their current
emotional state to the emotional display ruleshefrtorganizations; if a sufficient
discrepancy is detected, a regulatory effort isageed. The successful regulation of
emotions will impact their service performance, evhin turn will elicit positive
outcomes from customers such as high customefaaion and perceived service
quality.

For service employees, they may engage in emagigualation for both
reasons discussed above. Specifically, during theraction with customers at work,
service performance may be their primary goal. Exygés have to modify their
expressions or feelings to maintain a positive @ndabward their customers. This is
critical for them to accomplish their service tagkthout violating organization’s
display rule and to achieve their performance ga&lisen outside of the customer
service activities (e.g., after work), they are vated to regulate their emotions to
release negative emotions experienced at workdardo achieve affective pleasure

and psychological well-being.
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Theoretical Perspectives for Emotion Regulation

Resource allocation in emotion regulatid&motion regulation has been
conceptualized as a type of self-regulation prazesgich compete for resources
with other cognitive or behavioral processes (Mera§ Baumeister, 2000).
According to the resource perspective, self-reguigbrocess involves effortful
attempts to control and alter naturally occurriedpéviors or mental states; regulatory
resources may be depleted through the regulatdmitaes and need recovery in
order to successfully accomplish subsequent td&#al (Weiss, Barros, &
MacDermid, 2005). As described in the earlier sgctf resource-based mechanism
of customer treatment, emotion regulation for seramployees can be viewed as
contributing to the secondary resource loss beyoagrimary resource loss due to
high levels of customer demands.

Kanfer and Ackerman (1989) have proposed a motimatiprocess model to
explain the association between resources andrpafwe. Their model
distinguishes among three types of possible adszibn-task activities, off-task
activities, and self-regulatory activities. Duritige process of resource allocation,
self-regulation may work in two ways. First, sedfjulation is an essential mechanism
for the allocation policy toward a task, impactthg proportion of resource capacity
that is engaged in the focal task. For exampleratting with a difficult customer
will encourage service employees allocating moseueces from their resource pool.
Second, self-regulation itself need resources aayglneduce the amount of resources
assigned to focal tasks. This has been supportdduipgven and Baumeister’s (2000)

summary of a wide range of studies and their caatuthat self-control might

23



consume a pool of limited resource thus decreassuhsequent task performance. In
addition, Trougakos et al.’s (2008) study suppottedresource perspective of
emotion regulation, such that cheerleaders whogadya respite activities (i.e.,

joyful activities that are preferred by participgaind help to recover from resource
drain) during breaks were more likely to displagitiwe affects in following
performance episodes compared to cheerleaders ngaged in chore activities (i.e.,
task-related activities that continue to consunseueces) during breaks.

Control theory in emotion regulatio@iefendorff and Gosserand (2003)
applied control theory in explaining emotional riegion of customer service
employees. According to this theory, service emgésytend to compare their
perceived emotional experience to organizatiorspldy rule as a standard and
regulate their emotions by either modifying theicitl displays or modifying their
inner appraisals once a discrepancy is detectecereless, it is possible that
employees choose to not to regulate their emotimhglfill their performance goals
set by their organizations; instead, they pursualt@mnative goal which is usually
defined by themselves, such as the personal aitheigoal. Specifically, to meet
the personal authenticity goal, one is expecteddmtain a desired self-concept by
being genuine to others or being honest to ownrfgeland displaying naturally felt
emotions. When adopting different goals, servicglegees may respond differently
to the discrepancy between their feelings and orgéional display rules. According
to control theory, emotional regulation of servezaployees may be stressful because

organization’s performance goal could be diffefiemtn employees’ personal goal on
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emotional expression, especially when a serviced@yap is involved in an
unpleasant service situation.

Social interaction modeC6été (2005) has proposed a social interaction model
to explain emotional regulation in interpersonaéraction. Coté’s model suggests
that emotions can be communicated between interapfirtners (i.e., emotion
senders and receivers). According to this modegtem senders regulate their public
displays of emotions to their interaction partn&attners as emotion receivers then
interpret the emotions and react favorably or uafakly depending on their
appraisal of the senders’ motivation and intentimotion senders may feel stressful
if the reactions from receivers are unfavorableplfqmg this model to customer
interaction scenario, service employees’ emotigulaion may be stressful because
their inauthentic expressions toward customersdadunfavorable reactions.
Specifically, when an employee fakes positive earotr acts to be sincere toward
his/her customers, customers are able to detetbéukefaith” delivered along with

their interaction which will trigger a less frieydlesponse.

Strategies of Emotion Regulation

Multiple models or taxonomies have been proposeddtegorizing emotion
regulation strategies (e.g., Gross, 1998; Lars6@02Parkinson & Totterdell, 1999).
Parkinson and Totterdell (1999) used in-depth wi¢sv and developed taxonomy to
organize different emotional regulation strategilesmg with two dimensions:
behavioral versus cognitive strategies and engageweesus diversion. Their study
has located commonly used strategies into thisnaxy. Specifically, behavioral

engagement strategies involve active confrontatrariyding acting happy, venting,
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expressive writing, and sharing feelings. Behavidngersion strategies involve
relaxation-oriented or mastery-oriented activisesh as taking breaks and exercises.
Cognitive engagement strategies involve thinking processing affective
experiences such as rumination and reappraisahi@agdiversion strategies

involve cognitive distraction such as fantasy deés.

In the customer service literature, emotional labatefined as the process of
regulating emotional expression and/or feelingses¥iice employees for
organizational goals (Grandey, 2000). Two maintsti@s have been discussed in
previous research: surface acting and deep adirgghleridge & Grandey, 2002;
Diefendorff & Gosserand, 2003; Hochschild, 1983)tf&ce acting refers to
employees’ emotion regulation strategy focusingloanging external expressions,
such as suppressing their felt emotions but fakidgsired mood. In other words,
using this strategy, service employees put on askihia order to deal with
customers in a desired way, regardless of thegrfiealings (Grandey, 2003). In
contrast, deep acting refers to the emotion reguatrategy focusing on the
modification of internal feelings, through whicihngee employees genuinely feel the
emotions that they are required to display. Usiegpdacting strategy, employees
could modify their underlying emotion through stfk, attention refocus, or by
changing their cognitive appraisal of the situaii@nandey, 2000). Prior findings
have consistently shown a positive relationshipveen surface acting and employee
burnout (e.g., Goldberg & Grandey, 2007), but redears usually fail to observe

significant associations between deep acting anul@me outcomes.
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Although surface acting and deep acting are masioonly examined
constructs in customer interaction scenario, Athfand Humphrey (1993) argued
that only focusing on these two types of actingigs the possibility that employees
can spontaneously experience and display appremrabdtions. Service employees
may express their naturally felt positive emotianstead of “acting”. Dieffendorff,
Croyle, and Gosserand (2005) tested and suppdrgestiucture of emotional labor
with three dimensions (i.e., deep acting, surfatmg, and genuine emotion) using
confirmatory factor analysis. They suggested thatexpression of genuine emotions
is a distinct strategy for displaying emotions atrkvand should be included in
research on emotional labor.

Furthermore, emotion regulation strategies have lbeaceptualized in a
more specific manner. In a recent work, Diefendanfl Greguras (2009) has applied
Ekman and Friesen’s (1975) taxonomy of expressianagement strategies (i.e.,
express, qualify, amplify, deamplify, neutralizadanask) to emotional labor
research. More specifically, expressing is theréd#fss strategy involving showing
ones’ naturally felt emotions without modificatidQualifying represents the
expression management in that people expressmeltiens but add a smile to them
as an explanation about one’s intentions or thaugdgarding what one is feeling.
Amplifying and deamplifying represent moderate feraf expression management in
that individuals modify the intensity of their egsion. Finally, neutralizing and
masking are the strongest forms of expression nenagt. Neutralizing is the
extreme form of deamplifying without any emotiorosim at all. Masking, on the

other hand, involves hiding felt emotion while esgging an unfelt emotion at the

27



same time. This operationalization of specific dorotegulation strategies can better
capture the nature of difference in the amounffofiinvolved in emotion regulation.
Therefore, they are more appropriate than traditigriefined surface and deep

acting in measuring emotion regulation in a shertqal.

A Two-stage Model of Emotion Regulation of Serkicgloyees

Emotion regulation of service employees may oceulifferent forms at
different time points through a day. In the currsiidy, | propose a two-stage model
of emotion regulation and categorize service enmgaggyemotion regulation into on-
line and off-line regulations. On-line emotion ré&gion details the strategies used
during customer interaction, and off-line emotiegulation strategies are the
procedures that are utilized by employees aftetoowsr service activities. First, the
two types of emotion regulations are categorizquedding on different stages when
the service-related emotional regulation occurgnRkels and Harris (2006) proposed
similar stage-based taxonomy for how frontline emgpes manage interactions with
poorly behaved customers by conducting in dep#rwgws. Based on their results,
employees’ tactics could be grouped into pre-intidactics such as mental
preparation for work and consuming drugs, tactiosng) the incident such as
ignoring difficult customers and using emotiondida, and post-incident tactics such
as individual isolation and physical release of tomo

Second, this categorization corresponds well tawieefunctions of emotion
regulation. To be concrete, on-line emotion regoilastrategies are used to reach the
performance goal. Specific emotion regulation styegs (i.e., mask, amplify,

deamplify, neutralize, qualify, reappraise, andresp) have been tested in the current
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study given that they respectively represent oa-dmotion regulation strategies that
require the most and the least amount of regulatfiort. During customer
interaction when performance goal is activated, leyges usually make effort to
regulate their emotional displays once they dedadiscrepancy between their
feelings and organizations’ display rules by eitmedifying their external
expressions or modifying their internal feelingsotigh specific regulation strategies.
Off-line emotion regulation strategies are usedlierpersonal pleasure goal with the
expectation of reducing negative feelings. Thegllikinfluence the recollection and
cognitive accessibility of negative experiences@@rally, rumination and social
sharing have been tested as off-line emotion réigulatrategies in the current study.
Based on Parkinson and Totterdell's (1999) taxonammyination is a cognitive
engagement strategy that targets at self, wheoe#al sharing is a behavioral

engagement strategy that involves an external Vexmession.

Summary: Theoretical Perspectives

In prior sections, three research topics have bexdewed: different forms of
customer mistreatment, mechanisms for employeastimns to customer treatment,
and employees’ emotion regulation. Although aetsrof theoretical models have
been applied to different research topics respelgtithese theoretical models could
be categorized into two general perspectives: affased perspective and resource-
based perspective. Although these two perspeatinagswork simultaneously in
many situations, they involve different underlyimgchanisms, associate with
different physiological functions, and could be sofed by different intervening

factors or higher level factors. Specifically, atidased mechanism may play a more
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important role when one’s emotional arousal is ldgfor people who are easy to be
emotionally aroused (e.g., people with high lewélgait anger or neuroticism).
Resource-based mechanism may play a more impodi@gnvhen one has less energy
(e.g., under high task load or after engaging imaeisting activities) or for people

who have a smaller resource pool in general (pepple with little task-related
experiences). Applying the two-perspective categdion to the current research
topics, Table 1 lays out multiple theoretical medahsed on the underlying
mechanism each of them emphasizes.

First, for customer mistreatment, aggressive mastnent involves higher
affective arousal and may elicit more intense aifeaeactions from service
employees (e.g., Grandey et al., 2004; Rupp & Sre2006), whereas demanding
mistreatment requires higher resource investment 8ervice employees but less
emotional activation given its focus on servicelgyuaGiven the difference,
aggressive customer mistreatment might be a maismsaocial stressor for
employees’ with higher levels of emotional arousall employees lack of resources
may view demanding customers to be more stresSédond, regarding service
employees’ reactions to customer treatment, affased perspective is reflected in
the cognitive appraisal model for emotion elictat(Lazarus, 1991), emotional
contagion model (Dallimore et al., 2007), and tyfor mood development (Morris,
1989), whereas resource-based perspective istedl@cthe conservation of resource
model (Hobfoll, 1998, 2002) and the theoreticahfeavork for primary and
secondary resource loss (Wang et al., in pres#d, T$ervice employees’ emotion

regulation process has been explained by resollo&aion model in self-regulation
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(Beal et al., 2005; Kanfer & Ackerman, 1989), cohtheory (Diefendorff &
Gosserand, 2003), and social interaction model§Cfi105). Among them, social
interaction model mainly focuses on individuals’amnal displays during social
interaction which may convey individuals’ intentiand sincerity toward interaction
partners. Thus, social interaction model is mofecéfbased given its emphasis on
the role of emotional expressions. Resource allmcahodel from the self-regulation
literature directly draws from the conservatiomregource model (Hobfoll, 1998;
Muvaren & Baumeister, 1998) and emphasizes thaireseconsuming nature of
regulation process, thus is resource-based. Digbighand Gosserand’s (2003)
application of control theory (Vancouver, 2000)gdtally involves both affect-
based and resource-bases processes. On the oneheantheoretical model aims to
answer when and how individuals modify their fa@apressions and/or inner
feelings. On the other hand, the fulfillment offpemance goal and/or personal
authenticity goal is related to the potential gasg of resources.

The differentiation between affective-based anduese-based perspectives
may help organize and integrate various theoreticadels in this research area.
These two theoretical perspectives are expectaatk in a complementary way in
understanding the whole process of employees’imeecto customer interaction and
their emotion regulation. They are both appliedeweloping the hypotheses of the

current study.
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Hypotheses Development

Emotional Exhaustion as a Proximal Outcome

The current study examined a within-subject modedljigting service
employees’ daily emotional exhaustion as a proxiouatome. In many studies,
emotional exhaustion has been conceptualized hsoaic and stable construct
usually measured in cross-sectional research désign Gaines & Jermier, 1983;
Lewig & Dollard, 2003). Barling and MacIntyre’s sity1(1993) is among the first that
investigated the effects of daily work role stressan mood and emotional
exhaustion. Since then, researchers have paid attergion on the dynamic within-
person aspect of emotional exhaustion (e.g., Jatlgk, 2009; Teuchmann,
Totterdell, & Parker, 1999; Totterdell & Holman,d3).

During a work day, employees’ daily emotional exdtean may be influenced
by inputs from two sources: their own psychologgtates and the treatment they
receive from customers. As an undesired state tivegaood is detrimental to one’s
psychological well-being because negative moodf itequires effort from people to
cope and regulate (Forgas & George, 2001). Follgwhe resource perspective,
employees’ negative mood has been viewed as impesiotional demands on
employees’ resources and preventing employees fiegaining resources via
efficient interactions with the customer (e.g., @tay, 2000; Totterdell & Holman,
2003). For example, Judge et al. (2009) foundehgtloyees’ daily negative mood
was positively associated with the daily emotiogdiaustion they experienced;
Teuchmann et al. (1999) also reported the effeakeghtive mood in mediating job

stressor-emotional exhaustion association. Theggeibis possible that when
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employees experience higher levels of negative nomoa particular day, they are
more likely to perceive the risk of emotional dejae.

Hypothesis 1Employees’ negative mood in ddg morning is positively
related to their emotional exhaustion at the endark on dayt.

In addition to employees’ own psychological statestomers as the primary
interaction partners also impact employees’ ematierhaustion depending on the
way how customers treat employees. The two forntusformer mistreatment,
aggressive mistreatment and demanding mistreatrc@amtye viewed as an
interpersonal stressor to service employees (Donndariapf, 2004) and are expected
to lead to emotional exhaustion on a daily basist,Hrom the perspective of
cognitive appraisal of emotions (i.e., the affeetperspective), customer
mistreatment can induce stressful feelings. Aggvessistreatment may immediately
induce employees’ frustration which could be curtedahroughout a day. The link
between aggressive customer mistreatment and emabgahaustion has been
demonstrated in many studies at the between-pégseh For instance, prior
research has found that the frequency of custoggreasion positively relates to
emotional exhaustion via stress appraisal of custaggression (Grandey et al.,
2004; Grandey et al., 2007). On the other handracting with demanding customers
who request exorbitant service may raise employsesss level that is driven by
increased challenge in service delivery.

Further, from the resource-based perspective, metmistreatment may
break the balance between resource loss and resgairt in service encounter. For

both forms of customer mistreatment, because oftlséomer’s violation of service

33



interaction norm, more demands are imposed on gree#d resources to regulate
their behaviors to follow organizational customeivice rules. Employees must
respond with increased emotional regulation efidndjning their emotional resources
(Dormann & Zapf, 2004). Further, due to the unpasnteraction, employees are
less likely to gain a sense of accomplishment angetency which makes it difficult
to regain emotional resources (Wang et al., inQrésaking as a whole, | expect a
positive relationship between customer mistreatraadtemotional exhaustion at the
within-person level, such that on days employeg@&ge&nce more aggressive or
demanding customer mistreatment, they are moréy ltkefeel emotional exhaustion
on that day.

Hypothesis 2(a) Daily aggressive mistreatment and (b) demandin
mistreatment received from customers are positikebted to employees’ emotional

exhaustion at the end of the workday.

Negative Mood in the Following Morning as a Laggaacome

The impact of customer mistreatment may prolonigflaence employees’
mood in the next day. Customer mistreatment candechegative emotions such as
anger, frustration, and anxiety (e.g., Dallimoralet2007; Rupp & Spencer, 2006;
Zapata-Phelan et al., 2009). Specifically, accaydmthe cognitive appraisal model
of emotion (Lazarus, 1991), being mistreated igumsonal cue for service
employees which is highly relevant and threatemintpeir performance goal.
Following such appraisal, an arousal is likely #éothhiggered accompanied by
negative emotions. Following Morris’s theory for atbdevelopment (1989), mood

can be viewed as the residual of emotion aftergodissolved and reorganized. On
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days that employees are frequently mistreated &y tustomers, the negative
emotions such as anger and frustration may bewellibby a negative mood with
lower intensity than the immediate emotional reattiand with a vague reason of the
feeling (i.e., the first mechanism of Morris’s tingdor mood development). Also,
because of the possible inhibition of negative eomsttoward customers, negative
mood may be induced as a delayed emotional expre@se., the third mechanism of
Morris’s theory for mood development). Therefore,days when employees
experience more customer mistreatment, they aeéylib report a higher level of
negative mood in the next morning. This laggedafie expected to be above and
beyond the simple continuity of day-to-day negativeod.

Hypothesis 3(a) Daily aggressive mistreatment and (b) demandin
mistreatment received from customers (Jagre positively related to employees’
negative mood in the next morning (dayt) above and beyond dédg morning
negative mood.

Emotional exhaustion may contribute to the contimogeof negative affective
reactions and manifest a potential mechanism tlegliates the association between
customer mistreatment and negative mood in themexihing. Being emotionally
overextended and exhausted by one’s work, an eraplmay experience both
physical fatigue and a sense of feeling psychotllyi@and emotionally drained
(Maslach, 1982). Accordingly, on days that empleyae emotionally exhausted,
they are more likely to feel frustrated by theip @nd hold a depressed view on the
future of their job, which in turn prevents emplegdrom recovery of lost energy.

Few empirical studies have explicitly tested emuicexhaustion as a predictor of
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subsequent negative mood, but emotional exhaulsierbeen consistently found to
be associated with negative self-attitude (KahBi98; Thompson, Kirk, & Brown,
2005) and depression and irritability (Kahill, 1998Iso, being emotionally
exhausted prevents employees from engaging indurtiastery activities which

helps to restore energy and positive feelings (8otag, Binnewies, & Mojza, 2008).
For example, Trougakos et al.’s (2008) study intptleat cheerleaders who
experienced resource depletion due to their inbibibf preferred behaviors tended to
feel more negative emotions.

Hypothesis 4Employees’ emotional exhaustion at the end of werk
positively related to their negative mood in th&tmaorning.

Furthermore, as a proximal outcome of service eygas’ negative affective
status and the quality of treatment received frostamers, emotional exhaustion is
likely to help to link dayt’s negative mood and customer mistreatment tot€h\g
negative mood. First, emotional exhaustion is hiypsized to partially mediate the
recursive link among day-to-day negative mood ofise employees. In other words,
negative mood could be passed on to the followingkwday via felt exhaustion, and
it could also simply continue from one day to amotlSpecifically, negative mood
may lead to ones’ feeling of resource depletiontdues emotional demands, and the
feeling of emotional exhaustion may in turn conitéto the maintenance of ones’
negative mood to longer time. In addition to theoth@association from day to day,
the effect of customer mistreatment is also likelype mediated by employees’
emotional exhaustion. Daily unpleasant experient&®ing mistreated by customers

may deplete one’s resource and result in emotiexiahustion at the end of work,
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which prevents individuals from gaining resourced may lead to negative feelings
on the next day. Thus, the lagged effects of sergiaployees’ negative mood and
customer mistreatment experiences are expectedl toediated by the proximal
outcome — daily emotional exhaustion.

Hypothesis 5SEmployees’ daily emotional exhaustion (daynediates the
relationship between dais negative mood and d&y1’s negative mood.

Hypothesis 6Employees’ daily emotional exhaustion (daynediates the
relationship between ddis (a) aggressive mistreatment and (b) demanding

mistreatment and employees’ negative mood in tlyd€Hs morning.

Effect of Positive Treatment Received from Custemer

Opposite to customer mistreatment, positive treateeceived from
respectful and grateful customers are pleasantemarding. Positive customer
treatments are expected to buffer the negativetedfiecustomer mistreatment on
emotional exhaustion. From affect perspective,tp@sevents have been
demonstrated as a stress buffer because of thegeelf happiness and satisfaction
accompanied with positive events (Cohen & Hoberm883). Positive emotions
triggered by positive events are important faditita of adaptive coping and
adjustment to acute and chronic stress by sustaguping efforts, providing a
“breather,” and restoring depleted resources (Fatkig& Moskowitz, 2000).
Furthermore, from resource perspective, positivenes/may protect service
employees by increasing their feelings of self-@stand fostering social
companionship and relatedness (Dormman & Zapf, RO0#ese motivational

resources are expected to make employees lesgable¢o customer mistreatment.
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For both aggressive and demanding customer mistezdf the adaptive coping
triggered by positive emotions and the motivatioeaburces generated by rewarding
customer interactions may protect service emplofrees their stressful experiences.
Hypotheses 7Daily positive customer treatment moderates thecebf
customer mistreatment on employees’ emotional estiay such that on days
employees experience frequent positive treatméamfslaily aggressive and (b) daily

demanding mistreatment are less related to emdtxima@ustion on that day.

The Moderating Role of On-line Emotion Regulatitmat8gies

The nature of customer service jobs requires semfgployees to comply
with the emotional display rule in interacting withstomers. Even if their customers
violate the moral norms by treating them in disessful or unreasonable ways, they
usually cannot freely express their discomfort tah@ustomers. Therefore, service
employees need to use certain emotion regulatrategies during their interaction
with customers to fulfill their job responsibilitizollowing Diefendorff et al.’s (2005)
suggestion to include the expression of naturalydmotions in the emotion
regulation framework, | examined three types ofitation strategies, surface acting,
deep acting, and natural expression or no regulatioghe current study, in order to
cover a full range of regulations that might be@dd by service employees.

Surface actingSurface acting refers to the emotion regulatioatsgiies
focusing on the modification of external expressiohmong the specific regulation
strategies categorized by Ekman and Friesen (1875)type of expression
regulation includes mask, amplify, deamplify, amaitnalize. All four forms of

strategies involve the change of emotional expoesswithout any change of inner
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feelings. Although adopting surface acting can legfployees stick to display rules,
it may signal the customers with the avoidancenitib@ of service employees (Coté,
2005). Also, because of the discrepancy betweearel expressed emotions,
employees may experience emotional dissonance Viéwditates secondary resource
loss during customer interaction (Dieffendorff & €8erand, 2003; Grandey, 2003),
thus strengthening the link between customer nastrtent and emotional exhaustion.
To the extreme case of expression regulation, mgskiolves hiding the felt
emotion while faking an unfelt emotion at the sdimee, requesting most effort from
employees. Furthermore, as demonstrated by Ba&l @006), employees engaging
in surface acting perceived greater difficulty ffeative delivery. They also found
that surface acting increased the relationship éetwegative emotions and self-
rated difficulty of maintaining display rules dugim performance episode. Therefore,
when an employee uses surface acting to regulatedaimotional expression, they are
more likely to be exhausted by the customer mistreat because of the increased
emotional demands and resource loss.

Hypothesis 8Surface acting as an emotion regulation strateggerates the
relationships between (a) daily aggressive migtmeat and (b) daily demanding
mistreatment and daily emotional exhaustion. Smedly, on days employees more
frequently use surface acting, the association éetvdaily customer mistreatment
and emotional exhaustion is stronger than the &ssmt on days when employees
use surface acting less frequently.

Deep actingDeep acting refers to the emotion regulation sgiagefocusing

on the modification of inner affective experiencpecifically, according to Ekman
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and Friesen (1975), this type of regulation inchidaalifying and reappraisal which
involve employees sincerely thinking “a customealigays right” and “viewing a
customer as a king.” These two forms of inner earotegulation strategies modify
deeper experiences or appraisals with cognitivarefSpecifically, qualifying
involves expressing felt emotions and adding aesioilit as an explanation about
one’s intentions or thoughts regarding what orfeeting. For instance, when an
employee is treated unfairly by a customer, hedsies not act on the expression of
negative emotions but adds a smile indicating ‘thgtanger is reasonable but | will
not go too far.” Similarly, by “viewing a customas a king,” service employees
make effort to reappraise the situation and refranpeasant situations to be more
reasonable.

When employees use deep acting strategies, custoisigeatment is less
likely to result in employees’ emotional exhaustfontwo reasons. First, customer
mistreatment will not lead to experienced discreyaretween felt and expressed
emotions given that employees do not engage imd@adr suppression. Different
from surface acting which results in emotional disnce, deep acting is more likely
to lead to “emotional harmony” which is indicateglthe congruence between one’s
experiences and expressions without deviating flaplay rules. This may
potentially reduce the secondary resource losga@aeotion regulation. Second, the
justification for one’s negative expression or @gsdant interaction shows one’s
intention to react positively. According to the sdinteraction model (C6té, 2005), a
good intention delivered in interpersonal interactcan be perceived by the other

party and decrease the social stress level. Theredeep acting could impact
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employees’ appraisal of customer mistreatment shehcustomer mistreatment is
perceived to be less stressful.

Hypothesis 9Deep acting as an emotion regulation strategy nabele the
relationships between (a) daily aggressive migtmeat and (b) daily demanding
mistreatment and daily emotional exhaustion. Smedly, on days employees more
frequently use deep acting, the association betwagy customer mistreatment and
emotional exhaustion is weaker than the associatiotiays when employees use
deep acting less frequently.

Natural expressiorDiefendorff et al. (2005) have suggested that esgion
of naturally felt emotions should be paid moreratta in emotion regulation
research given that natural expression at work Ineafairly common and individuals
who display their felt emotions likely would appeancerity and authenticity. From
the perspective of resource loss during custonteraantions (Wang et al., in press),
when mistreated by customers, primary resourceisodsectly initiated. If customer
service employees simply express their naturaltyef@otions without effortful
acting, they can avoid secondary resource lossalemotion regulation process.
Furthermore, according to Diefendorff and Gossesa(®003) control theory of
emotional labor, natural expression helps servicpleyees maintain a desired self-
concept by being true to one’s feelings and beergugqe to others. Therefore,
displaying felt emotions help service employeesutill personal goal of emotional
expression rather than work goal. It is expecteprtdect employees from resource
imbalance thus weaken the association betweenrastmistreatment and emotional

exhaustion.
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Hypothesis 10Natural expression moderates the relationshipsdmat (a)
daily aggressive mistreatment and (b) daily demandiistreatment and daily
emotional exhaustion. Specifically, on days empésymore frequently express
naturally felt emotions, the association betwealy @gastomer mistreatment and
emotional exhaustion is weaker than the associatiotiays when employees express

naturally felt emotions less frequently.

The Moderating Role of Off-line Emotion Regulatiirategies

Emotion regulation as a coping strategy also ocoutside of the workplace.
Given the commonly observed customer mistreatmmaohtlze importance of mood in
service encounter, it is necessary to examine \8berice employees are more likely
to bring their negative emotions to the followiraydOff-line emotion regulation
refers to employees’ emotion regulation after wiorkhe absence of customer
interactions. Emotion regulation occurring afterkvbas the functions of
reorganizing and reappraising ones’ emotional reastto work events. According to
Morris (1989), the ways how people regulate ancuoize their emotions influence
the long-lasting consequences of emotions (Rimidippat, Boca, & Mesquita,
1992). Therefore, the current study examines tifergint types of emotion
regulation strategies people typically use in thagure time, rumination and social
sharing. They are expected to moderate the laggetanal effect of customer
mistreatment.

Rumination Rumination refers to conscious thinking directagddrd failure
in goal pursuit for an extended period of time (Bnéi Alloy, 2009; Nolen-

Hoeksema, Wisco, & Lyubomirsky, 2008). Accordingdiogustine and Hemenover
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(2009), rumination is a type of emotion regulatiowolving cognitive engagement.
The implicit goal of rumination is to reduce defsige feelings; however, the actual
effect is usually the opposite. Due to the repetiself-focused attention to sad or
angry thoughts and feelings, rumination could pogdonore negative experiences
(Gross, 1999). For example, by using both psychcéb@nd physiological measures,
Ray, Wilhelm, and Gross (2008) demonstrated thaination led to greater self-
reported anger, more cognitive perseveration, aedtgr sympathetic nervous
systems activation. Furthermore, they reported bothe and lingering effects of
rumination on anger experiences.

In the current study, | expect a moderating roleuofiination in strengthening
the association between customer mistreatment egaltine mood in the next
morning. When employees ruminate on their unpleasgreriences, the negative
material is called to mind and processed in a megatay. By using rumination,
employees cannot release themselves from negawiads; rather, rumination is
likely to prolong and amplify the effect of custonmeistreatment on subsequent
negative mood. As shown by Rusting and Nolen-Haelesg 998), rumination
maintains and augments anger as well as the cogriticessibility of negative and
aggressive constructs. Therefore, through the tiwgrengagement strategy,
ruminators cognitively recollect their experienoébeing mistreated by customers,
which is expected to facilitate the developmenmedative mood (Morris, 1989).

Hypothesis 11Employees’ rumination at night moderates the i@hghips
between (a) daily aggressive mistreatment anddlly demanding mistreatment and

employees’ negative mood in the next morning. Sadly, on days when
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employees engage in more rumination after workagsmciation between customer
mistreatment and negative mood in the following myg is stronger.

Social sharingSocial sharing involves confronting negative emugiand
verbally expressing them explicitly in a safe caht&ocial sharing as an emotion
regulation strategy is originally proposed by dieantered therapy in clinical
psychology, in which clients are encouraged to &hl&ut their experiences and
feelings in an understanding, warm, respectful, acwkpting atmosphere (Lambert &
Erekson, 2008). Over the last twenty years, thpe tyf emotion expression has been
operationalized and examined mainly in two formgaressive writing (Pennebaker,
1994; Pennebaker & Beall, 1986; Spera, Buhrfeirthi@baker, 1994) and social
sharing (Pennebaker, Zech, & Rimé, 2001; Rimé, MésgPhilippot, & Boca, 1991;
Zech, Rimé, & Nils, 2004). Both strategies haverbeszently tested in the work
setting and demonstrated positive influences oiestitze well-being (e.g., Barclay
& Skarlicki, 2009; McCance, Nye, Wang, Jones, &l press). To explain the
beneficial effects of social sharing, it exposeahvituals to the negative experiences
and allows them to address their negative feel{8tfsan & Marx, 2004). By
confronting their experience, the negative effettsmhibition or suppression may be
reduced, thus decreasing the probability of strekged physical and psychological
problems. In addition, social sharing is also hdlpf gaining social support and
perceived psychological safety because during kslke&ing process, listeners are
expected to express their empathy toward shardngstGphe & Rimé, 1997).

Nonetheless, in a daily context, social sharingegfative experiences may

exacerbate the negative effect of customer mistresat on one’s mood in the similar
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way as rumination. Specifically, social sharing banviewed as external-oriented
rather than self-oriented rumination in which indials talk their negative
experiences with others. Similar with ruminatiomed expression increases the
cognitive accessibility to negative feelings, cagsndividuals to perceive and
interpret their situations more negatively thawatuld if they distract themselves. For
example, verbal overshadowing effect (Chiu, Kradskau, 1998; McCanne et al.,
in press) suggests that verbally describing an iemaltexperience in a negative
manner creates a negatively framed memory of teatewhich in turn colors how
the experience will be remembered later. Theref&haring negative experiences
makes individuals more susceptible to negative mepees and thus may strengthen
the negative emotional residual. Moreover, sodiatisg of negative experiences
often involves the element of venting which refiershe overt expression of negative
emotions to others. Some researchers argue thamhges helpful in making
emotions less potent thus individuals are abletgmnitively process their experience
and create understanding of their situation (Skdnarx, 2004). Nevertheless,
extensive literature has revealed that emotionating actually increases negative
feelings rather than reduce them (Bushman, 2008refore, negative social sharing
is hypothesized to prolong and strengthen the khgffect of customer mistreatment
on negative mood in the next morning.

Hypothesis 12Employees’ social sharing of negative experietesght
moderates the relationships between (a) daily aggre mistreatment and (b) daily
demanding mistreatment and employees’ negative motite next morning.

Specifically, on days when employees engage in rmoc&l sharing, the association
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between customer mistreatment and negative motieifollowing morning is

stronger.
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Chapter II: Method

Participants and Procedure

An archival data set was used to test the hyposhiesiae current study.
Participants in this data set were customer serejpgesentatives recruited from a
call center located in Southern China. This catiteeprovides customer service
support to telephone and cell phone products. Tiseomer service representatives
working in this call center typically respond taween 60 and 90 calls per day. They
are required to be positive and polite in theiefattions with customers. A sample of
call center customer service representatives isogpjate for the current research aim.
First, call center employees have frequent comtébt customers, giving them ample
opportunity to experience customer interaction wehous levels of quality. Second,
as organizations are increasingly moving serviggstt onto the telephone
(Skarlicki et al, 2008), the call center researettiisg has become highly relevant to
many organizations. The study announcement, alotiganetter assuring
confidentiality and voluntary participation, wastlibuted to all customer service
representatives by the human resource departmegecif§ally, employees were
assured that their managers and organization watl&now their individual
responses in the survey.

Among a total of 250 customer service represerdsafi¥59 (63.6%) agreed to
participate in the current study. Ten of them weraoved from the data because
they only completed the initial survey. Therefdte final sample size for this study
was 149, including 103 female employees (69.1%)4fnthale employees (30.2%).

This gender distribution was consistent with patudies using participants with
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service jobs (e.g., Gosserand & Diefendorff, 2Q#nson & Spector, 2007). The
average age of the participants was 24.47, rarfgomg 20 to 32 D= 2.31). The
average organizational tenure was lyéars, ranging from O to 6 yeaS= 1.23).

All hypotheses except Hypotheses 8-10 were tesisddon the whole
sample with 1185 daily observations from 149 emeésy For Hypotheses 8-10 on
the moderating roles of on-line emotion regulastrategies, because on-line
regulation strategies were only reported on daysnsdmployees were mistreated, a
subsample was constructed by removing daily obsensawhen no customer
mistreatment occurred, resulting in a reduced sasigk of 879 daily observations
from 138 employees. In other words, there wereutlo6149 employees who did not
report any customer mistreatment experience athes8 days. This reduced sample
included 108 female (78.3%) and 30 male employ2&s'%0). The average age was
24.46 SD= 2.34). The average job tenure was 3.23 ye&is=(2.51). The
demographic information of these 11 employees aagely consistent with the
reduced sample. No significant difference was oheem terms of age and job
tenure p > .05). This reduced sample was used to test tuerating effects of on-
line regulation strategies; in addition, all theethypotheses were retested in this
reduced sample.

The data collection included two phases. In thet phase, participants
completed a questionnaire for demographic varia®lbsut two weeks after the first
phase, daily surveys were conducted for two weeksecutively (i.e., ten work
days). During this phase, with the company’s pesiarg each morning around

8:00am (the start of the work day), research assisidistributed a paper-pencil
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survey to each participant, asking their ruminatod social sharing experience in
the previous night and negative mood they expee@mt that morning. Each
workday afternoon around 4:50pm (10 minutes bettoeeend of the work day —
5pm), the participants were asked to complete anatiwrvey rating the customer
mistreatment and customer-service positive evéatshappened on that day as well
as current feeling of emotional exhaustion. Becdlisenodel in current study
hypothesized the relationships between daily custanteraction and on-line
emotion regulation strategies (measured intdagfternoon survey), rumination and
social sharing at night (measured in ¢&¥/'s morning survey), and negative mood in
the next morning (measured in dayl’'s morning survey), the maximum number of
useful daily observations provided by each paréictpvas eight (for each work week,
days 1-4’s afternoon surveys were matched up vails @-5's morning surveys). In
total, participants completed 1185 out of totalgioie 1192 daily surveys (149
participants for 8 days), resulting in a near paré®mpliance rate (99.4%). This
unusually high compliance rate is likely due to teenbination of company
sponsorship, use of company time to fill out thidydsurveys, and the financial
incentive offered for completing the data colletio

All surveys were conducted in Chinese. A transtatiack translation
procedure (Brislin, 1980) was followed to transldte English-based measures into
Chinese. The translation process involved fourdligtors. Three of them (translators
A, B, C) are bilingual researchers in the fieldfjanizational Psychology and the
fourth one (translator D) is a certified professib@hinese-English translator. First,

translators A and B translated the English versibtine survey into Chinese. They

49



were allowed to discuss in the translation proteggenerate the Chinese survey.
Then, translator C double checked the Chineselatims and reconciled concerns
with the two original translators. The resulted 1@dse survey was passed to translator
D for back translation. The original English versand the English back translation
version were then compared and discussed by thglatars to reach the final

consensus on the Chinese survey translation.

Daily Afternoon Survey

Daily customer treatmenfwenty five items were used to assess the daily
treatment employees received from their custon@@ustomer mistreatment was
measured by Wang et al.’s (in press) 18-item swhieh was adapted from Dormann
and Zapf’'s (2004) customer-related social stressale and Skarlicki et al.’s (2008)
scale of customer interpersonal injustice behavidnsong these 18 items, 9 items
measured aggressive customer mistreatment. Satapis were “spoke aggressive to
you” and “used condescending language to you.” A&i0® items measured
demanding customer mistreatment. Sample items Yderaanded special treatment”
and “made exorbitant demands.” By including itemosf previous scales on
customers’ injustice treatment and service emplgysacial stressors, the current
measures aimed to cover the most documented custoisigeatment behaviors in
the literature. Items that were not appropriatettiercall center service situations or
did not clearly reflect the quality interpersonaatment received from the customers
were eliminated. Daily positive treatment from tcunsers was measured by 7 items.

The items were adapted from Rupp et al.’s (2008 suee of customer interpersonal
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justice behaviors (Colquitt, 2001). Sample itenduded “appreciated your service”
and “expressed understanding of the difficulty auryjob.”

For all three customer treatment scales (i.e.,esgive treatment, demanding
treatment, and positive treatment), participantsswequested to rate the daily
frequency of each customer-related event on a Btfr@quency scale ranging from 0
="never” to 4 = “all the time” (please see Appendi for the item contents and scale
anchors). Coefficient alpha is not appropriatprtavide a reliability estimate for this
scale because it includes distinct types of custamstreatment behaviors
experienced by the employees on daily basis (Frt@@8; Liu, Wang, Zhan, & Shi,
2009). The three-factor structure of this 25-itamstomer treatment scale was largely
supported by a principal component analysis. AppeBdeported the results of this
analysis.

On-line emotion regulation strategieSurface acting, deep acting, and
natural expression were measured by a checklisggoonding to the 18 customer
mistreatment behaviors. Participants were askeeort their emotion regulation
strategies only when the corresponding mistreatresnt occurred during that day.
Specifically, if a mistreatment event occurredytheported whether or not they used
one or more strategies from mask, amplify, deampti€utralize, qualify, reappraise,
and express to regulate their emotion in servirgjaruers who mistreated them.
They were scored by using the frequency-weightedames. Specifically,
participants’ endorsement of each regulation gjsateas first weighted by

corresponding frequency of the customer mistreatipenaviors. The weighted
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endorsement was summed across all 18 mistreatrebaviors and then divided by
the summed frequency of customer mistreatment betsav

According to the nature of these regulation stiaegcores of “mask”,
“amplify”, “deamplify”, and “neutralize” were agggated to represent surface acting
given that they were about modification of faciapeessions; scores of “qualify” and
“reappraise” were aggregated to represent deepgagiven that both of them
involved cognitive effort to modify their internakplanations of the mistreatment
experiences and justify their facial expressiomslly, sore of “express” itself
measured natural expression.

Daily emotional exhaustiomaily emotional exhaustion is measured using the
6-item Job-Related Emotional Exhaustion scale (\fdimar1993). The items were
slightly adapted by adding “today” to emphasizedhgy feelings. The participants
were asked to respond the extent to which theyeagreach item, rating on a 7-point
Likert scale (1 = “strongly disagree” to 7 = “stgip agree”). A sample items is “I
feel emotionally drained from my today’s work”. Theean Cronbach’s alpha of this

scale across eight days was .S®¢€ .01).

Daily Morning Survey

Negative mood in the morningmployees’ negative mood was measured by
an 8-item measure from Mohr et al. (2005). Two dantpms are “sad” and
“dejected.” Responses range from 1 = “stronglygliea” to 5 = “strongly agree”.

The mean Cronbach’s alpha of this scale across éays was .923D= .01).

Rumination Rumination on the negative experiences with gusts was

measured in the morning survey using an 8-itemesteveloped by McCullough,
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Bono, and Root (2007). A sample item is “Last nigltould not stop thinking about
the bad experience my client gave me yesterdaysp&eses range from 0 = “not at
all true of me” to 5 = “extremely true of me.” Theean Cronbach’s alpha for this
scale across eight days was .SDE .01).

Social sharingSocial sharing of one’s daily customer-relatedegiences to
others was measured in the morning survey usingenfiscale adapted from Gable,
Reis, Impett, and Asher (2004). All items were rizgdy framed. A sample item is
“Last night, | talked about the bad experience fignt gave to me with my
spouse/girlfriend/boyfriend.” Responses range ffbm“not spending time on this at
all” to 5 = “spending a lot of time on this.” Thesian Cronbach’s alpha for this scale

across eight days was .82040= .04).

Analytic Strategies

Given that the daily assessments were nested watth participant, the data
contained a hierarchical structure. To test theiatigh hypothesis in the multilevel
data (i.e., Hypotheses 5-6), the covariances arttengevel-1 random effects had to
be estimated in order to estimate the indirectoefi@d corresponding standard error
(Bauer, Preacher, & Gil, 2006). Therefore, | usadtievel modeling to
simultaneously estimate effects on multiple endogsrvariables in Mplus 5.2
software package (Muthén & Muthén, 2008). To teetrhediation hypothesis, day
t's emotional exhaustion was modeled as a functidtheosame day’s morning mood,
aggressive mistreatment, and demanding mistreajrmedtday+1’s morning
negative mood was further modeled as a functiatagt’'s emotional exhaustion and

the predictors of emotional exhaustion (i.e., layegative mood and dd's
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aggressive and demanding mistreatment). The deféstts of day’'s mood and
customer mistreatment in predicting dag’s negative mood were also included to
probe the significance of partial mediation effédallowed the approach developed
by Bauer et al. (2006) to achieve robust estimdtonhe mean and standard error of
the indirect effect in multilevel models by takiogvariances between Level-1
random effects into account. Specifically, the Bigance of the indirect effect is
examined by an online program based on R develbp&teacher and Selig (July,
2010).

In testing the within-person level interactions fldtheses 7-12), to reduce the
potential multicolinearity, | first centered theespictors at their grand-means and then
created the interaction terms by taking the praglo€two centered variables. The
interaction terms were added to the mediation mtmekamine their significance.

All hypotheses but Hypotheses 8-10 were testeddbas¢he whole sample
with 1185 daily observations from 149 employeespéthieses 8-10 on the
moderating roles of on-line emotion regulationtstgées were tested based on the
reduced sample with 879 daily observations from é®@loyees, given that on-line
emotion regulation strategies were only reporte@ioployees who were mistreated
on that day. In addition, all the other hypothesese retested in this reduced sample.
This provided more conservative findings givenrdsricted range of customer

mistreatment frequency.
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Chapter Ill: Results

Means, standard deviations, and within-subjectriata correlations among
daily measures were presented in Table 2. Basddeotlescriptive analysis, morning
negative moodr(= .31,p < .01), two types of customer mistreatment (38 for
aggressive mistreatmeandr = .41 for demanding mistreatmeps, < .01), and
positive customer treatment¥£ -.16,p < .01) were all significantly correlated with
daily emotional exhaustion. Daily emotional exharstvas positively correlated
with negative mood in the following morning= .33,p < .01). In addition, the direct
links were also significant between d&/morning mood and customer treatment (
= .31 for aggressive mistreatmemtdr = .30 for demanding mistreatmeps, < .01)
on the one hand and d#&wyl’s morning mood on the other hamd=(.70,p < .01).
These findings provided preliminary support for dileses 1-4. Further analyses

were conducted to test the mediation and moderatypotheses.

Testing daily emotional exhaustion as a mediator

Hypotheses 1-6 were tested via estimating a mudtilsnodel with mediation
at Level 1. Specifically, daily emotional exhaustiwas predicted by morning mood
and two types of customer mistreatment (i.e., aggive customer mistreatment and
demanding customer mistreatment); in turn, dailp®omal exhaustion predicted
negative mood in the next morning. Both direct artlirect effects were examined in
this model. Table 3 presented the parameter esig@atd standard errors and Figure

2 presented the mediation model with coefficietinestes.
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Supporting Hypothesis 1, the mean value of theaanslope for day's
morning negative mood in predicting daily emotioeghaustion was significant (
=.17,p<.01), suggesting that on days that service enagl®yelt more negative
mood in the morning, they were more likely to beoionally exhausted at the end of
work. Hypotheses 2a and 2b were supported in figatnean values of the random
slopes for day's customer mistreatment, aggressive (38,p < .05) and demanding
customer mistreatment € .42,p < .01), were significant in predicting daily
emotional exhaustion. Specifically, on days tleaviee employees received more
mistreatment from their customers, either aggresisehaviors or inappropriate
customer demands, they were more likely to be emalily exhausted at the end of
work. Hypotheses 1-2 together indicated that sereioployees’ inner affective state
and the way of being treated by customers both dteplatheir emotional exhaustion.

Further, in predicting dait+1’'s negative morning mood, Hypothesis 3a was
supported such that there was a significant de#fett of dayt's aggressive
mistreatment above and beyond daybaseline moody(= .13,p < .05), while
Hypothesis 3b regarding the direct effect of denragdistreatment was not
supported. Hypothesis 4 was supported in that th@nvalue of the random slope for
dayt’s emotional exhaustion in predicting dieyl’s morning negative mood was
significant ¢ = .05,p < .01). It indicated that on days when service @ygts were
more exhausted after work, they were likely to exgpee stronger negative mood in
the following morning.

The mediation hypotheses (i.e., Hypotheses 5-6¢ tesmted using Bauer et

al.’s (2006) method of testing 1-1-1 mediation mModbe average indirect effect

56



from dayt’s negative mood to day-1's negative mood through ddg emotional
exhaustion was significant (indirect effect = 0.%; .05, 95% confidence interval =
[.01, .05]). In addition to the significant inditesffect, the direct effect was also
significant ¢ = .41,p < .01), suggesting that emotional exhaustion waaraal
mediator in the association between tlayhegative mood and d&yl’s negative
mood. Therefore, Hypothesis 5 was supported.

The average indirect effect of ddy demanding customer mistreatment on
dayt+1’s negative mood through ddg emotional exhaustion was marginally
significant (indirect effect = 0.03,< .10, 90% confidence interval = [.00, .05]).
Following Preacher, Zyphur, and Zhang (2010), 96éfrect effect confidence
intervals corresponding to one-tailed tests ar&fied in multilevel mediation
research, given such tests are preferred to tagsstatistical power for detecting
indirect effects. Therefore, Hypothesis 6b was sui@ol, suggesting that emotional
exhaustion mediated the relationship betweentdademanding customer
mistreatment and d t+1’s negative mood. Howeverjridirect effect of day's
aggressive customer mistreatment on @dys negative mood in the morning
through dayt’s emotional exhaustion was not significant, altifiothere was a
significant direct effect of aggressive customestngiatment in predicting negative

mood § = .13,p < .05). Hypothesis 6a was not supported.

Testing moderating effect of positive customerttnest

In order to test the moderating effect of positieatment on the mistreatment
— emotional exhaustion link, two interaction tenwere constructed by taking the

products between centered positive treatment amigtiex aggressive mistreatment as
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well as between centered positive treatment antecsshdemanding mistreatment.
Positive treatment was also entered into previoediation model as a predictor, and
its random slopes were estimated in predicting emat exhaustion and negative
mood in following morning. Two interaction termsn@esntered into the model as
fixed predictors; in other words, these interact¥Wfects were not expected to vary
across different employees. This expectation wapated by non-significant
variances of the random slopes when the interatéions were treated as random
effects.

Table 4 presented the results for this model. $ipatly, dayt’s positive
treatment was negatively related to dayemotional exhaustiory € -.16,p < .01).
Also, it significantly moderated the associatiotmeEen demanding mistreatment and
daily emotional exhaustio & -.20,p < .05). According to Figure 3, on days when
an employee received more positive treatments frestomers, the demanding
mistreatment received on that day was less likehgsult in emotional exhaustion at
the end of work. That is, receiving positive treathfrom customers could buffer the
influence of demanding mistreatment on emotionabestion. However, the
moderating effect of positive treatment was nohsigant for aggressive
mistreatment. Therefore, Hypothesis 6a was supgonhbkile Hypothesis 6b was not.
In addition, there was no significant direct effetpositive treatment in predicting

morning mood on the following day.

Testing moderating effects of off-line regulatitrategies

To test Hypotheses 11-12, within-subject levelrat&on terms were

constructed by taking the products betweenttiagustomer aggressive and
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demanding mistreatments and off-line regulatiorstagies (i.e., rumination and
social sharing at days evening). Rumination and social sharing weréuited in the
mediation model to test their random effects ontedys morning mood, and the
interaction terms were included to test their fiedfibcts in predicting datt1’s
morning mood.

Results were presented in Table 5. Accordingly,tdagumination was
positively related to dat1’'s negative moody(= .16,p < .01), such that on days
employees ruminated more on the mistreatment thegived from customers, they
were likely to feel more negative in the next magiThe effects of rumination were
significant in moderating both the effect of aggres mistreatmen(= .11,p < .05)
and the effect of demanding mistreatmei(-.14,p < .01). However, the patterns of
interactions were not consistent across the twesygd mistreatment (Figure 4a and
4b). Simple slope test was conducted to test tjrefaiance of aggressive
mistreatment — negative mood association at highl@am levels of rumination (i.e.,
one standard deviation above and below average)rddults showed that at lower
levels of rumination, being mistreated by aggressiystomers was not significantly
linked to mood in the next morning £ -.01,p > .05), while at higher levels of
rumination, aggressive mistreatment received frastamers significantly predicted
negative mood in the following morning£ .19,p < .05). To be concrete, consistent
with Hypothesis 11a, compared to the days invol\@sg rumination, the within-
subject effect of aggressive mistreatment on falhgwegative mood was shown to

be stronger on days when service employees engageore rumination (Figure 4a).
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That is, rumination as an off-line regulation st strengthened the association
between aggressive mistreatment and negative nmoibe ifollowing morning.

As for rumination as a moderator on the effectexhdnding mistreatment in
predicting negative mood, an overriding effectheatthan a strengthening effect, was
observed (Figure 4b). Simple slope test was comduct test the significance of
demanding mistreatment — negative mood associatibigh and low levels of
rumination (i.e., one standard deviation abovelaidw average). Results of simple
slope test showed that being mistreated by demgradistomers significantly
predicted negative mood in the following mornindyornhen there was lower levels
of rumination ¢ = .17,p < .01). On days when service employees engageideh
levels of rumination, they would report strongegateve mood regardless of the
frequency level of demanding mistreatment durirgglést dayy( = -.06,p > .05).
Therefore, high levels of rumination overrode thedictive effect of demanding
mistreatment.

Social sharing was another off-line regulationtsiggt examined in this study.
According to Table 5, social sharing was not sigaiitly related to dat#1’s
morning mood. Further, the effect of social shaias not significant in moderating
the association between aggressive customer nirsigadand day+1l’'s negative
mood. Therefore, Hypothesis 12a was not suppontditis sample. As for the
association between demanding mistreatment anttdasg/negative mood, the
moderating effect of social sharing was significgt .11,p < .05). The interaction
was plotted in Figure 5. Simple slope test showeatl demanding mistreatment only

predicted mood on days when more social sharingnvatved ¢ = .16,p < .05),
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while the association was not significant for lowerels of social sharing € -.04,p
> .05). Consistent with Hypothesis 12b, sharingatieg customer-related
experiences after work could strengthen the laggiedt of demanding mistreatment

in predicting negative mood in the following morgin

Replication Results based on a Reduced Sample

Among the 1185 within-subject observations, 306eoleions contained no
customer mistreatment (i.e., the frequency wasrtegas “never” for all
mistreatment items). Because on-line regulaticetestries were only reported on days
when employees were mistreated, in order to testtbderating effects of on-line
regulation strategies, a subsample was constrigtedlecting out these 306
observations, resulting in a reduced sample si8¥8f The following analyses were
based on this reduced subsample.

Table 6 presented the means, standard deviatindsyighin-subject
correlations among daily measured based on 87 adigms. This subsample
provided consistent preliminary results as thosmfthe entire sample. Further, the
mediation model was re-tested for this subsampdepr&sented in Table 7, the results
based on the subsample well replicated the relsated on the whole sample. To be
specific, on days when service employees felt gigonegative mood in the morning
(y =.19,p < .01) or received customer mistreatment more fatjy (ys = .35 for
both aggressive mistreatment and demanding mistegdfps < .01), they were more
likely to be emotionally exhausted at the end ofkv&urther, being emotionally
exhausted would lead to stronger negative mooldaridllowing morning = .05,p

<.01). Regarding the 1-1-1 mediation model, therage indirect effect from ddis
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negative mood to day1’'s negative mood through dég emotional exhaustion was
significant (indirect effect = 0.09,< .05, 95% confidence interval = [.01, .06]).
Emotional exhaustion was a partial mediator givext the direct effect of mood was
also significant in predicting the following dayigegative mood. The average indirect
effect from dayt’s demanding customer mistreatment to telys negative mood
through dayt’s emotional exhaustion was also significant (iadireffect = 0.02p

< .10, 90% confidence interval = [.00, .06]), amdo&ional exhaustion was
demonstrated to be a full mediator given the ngmiicant direct effect. For
aggressive mistreatment, only a significant diedfd#ct was observed € .14,p

<.05).

The moderating effect of positive customer treatieas also retested in the
reduced sample. Although the main effect of positreatment was still significant in
predicting the following morning’s negative mooke tmoderating effect was not
significant any more. The non-significance mightdoe to the restricted range of
customer mistreatment in this subset.

Results for the moderation test of off-line moogdulation strategies (i.e.,
rumination and social sharing) were presented llel&. Similar with the results
based on the whole sample, rumination significaptdicted negative mood in the
next morning { = .16,p < .01) and significantly moderated the effect ofr@gsive £
=.13,p<.01) and demanding customer mistreatmgnt {.15,p < .01). The
interactions showed the same pattern with theactems from the whole sample,
such that higher levels of rumination strengthethedeffect of aggressive

mistreatment and overrode the effect of demandirstreatment in predicting the
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following morning’s negative mood. In addition, sdcsharing significantly
moderated the relationship between demanding c@stonstreatment and negative
mood in the next morningd (= .15,p < .01). Specifically, social sharing strengthened
the effect of demanding customer mistreatment @dicting negative mood.

In general, the prior findings based on the whalale were largely
replicated in the reduced sample. In the followsegtion, | report the results for the

moderating effects of on-line mood regulation sinés.

Testing moderating effects of on-line regulaticatsgies

To test hypotheses 8-10, within-subject level etdon terms were
constructed by taking the products betweentagustomer mistreatments and on-
line regulations strategies (i.e., surface actileggp acting, and natural expression).
The three types of regulation strategies were dexin the mediation model to test
their random effects on emotional exhaustion, &ednteraction terms were included
to test their fixed effects in predicting emotioeahaustion at the end of work.

According to the results, surface acting only matkt the relationship
between aggressive mistreatment received from owes®and employees’ emotional
exhaustionf = .39,p < .05). Consistent with Hypothesis 8a, higher Is\#lsurface
acting engagement strengthened the predictivetaifeaggressive mistreatment.
Specifically, on days when employees frequenthyduseface acting, or simply
manipulated their facial displays of emotions, amtiling aggressive customers, they
were more likely to feel emotionally exhaustednat €énd of work (Figure 6a).
Hypothesis 8b which hypothesized the moderatingcethf surface acting on

demanding mistreatment — emotional exhaustion &ssmt was not supported.

63



Deep acting only moderated the relationship betvekgnanding mistreatment
received from customers and employees’ emotionahestion £ = -.25,p < .05).
Consistent with Hypothesis 9b, higher levels offdaeting engagement weakened
the predictive effect of demanding mistreatmenecdjrally, Figure 6b indicated
that on days when employees frequently used ddemaor made effort to express
their good intentions, in handling demanding cusianthey were less likely to feel
emotionally exhausted at the end of work. Howekgpothesis 9a was not supported
regarding the moderating role of deep acting onmeggijve mistreatment — emotional
exhaustion association. In addition, the moderagiifects of natural expression were
not significant, such that Hypothesis 10 was nppsuted for either types of

customer mistreatment.
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Chapter IV: Discussion

The current study reviewed major theoretical modetbe research areas of
service employees’ reactions to customer interacitd employees’ emotion
regulation. By emphasizing the affect-based petspeand resource-based
perspective, this study provided a comprehensigerttical framework in
contributing to our understanding of these phen@mBmawing on this theoretical
integration, the current study was able to addifes$ollowing research questions.
First, do aggressive and demanding customer mistszd behaviors influence
service employees’ emotional outcomes at the emdbdf day and in the next
morning above and beyond one’s baseline mood? #they do, what is the
underlying mechanism of the lagged effect? Secdaes positive treatment received
from customers buffer the negative effect of cugomistreatment? Third, do on-
line and off-line emotion regulation strategiesidgrand after customer interaction
moderate the emotional effect of aggressive andadeing customer mistreatment?
To answer these questions, a daily diary studycsaslucted using data collected
from customer representatives working in a calkeen

Results from current study largely supported tlxipnal and lagged effects
of service employees’ baseline affective statescarstomer mistreatment on
employees’ well-being. The findings also demonsttdhe mediating role of daily
emotional exhaustion as a proximal outcome linklagy predictors to employees’
negative mood in the following morning as a laggattome. Further, service
employees use various emotion regulation stratefyieag and after their

interactions with customers. Regarding on-line eomotegulation strategies used
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during interactions, surface acting strategiegtteened the detrimental effect of
customer mistreatment, while deep acting strategeskened the detrimental effect
of customer mistreatment on the proximal well-besgcome (i.e., emotional
exhaustion). However, these significant moderagifigcts were not consistently
observed across the two types of customer mistezdtbehaviors. Regarding off-line
emotion regulation strategies used after work, lbothination and social sharing of
negative customer-related experiences exacerbaddddged effect of customer
mistreatment. In the following section, | first disss some major findings with an
emphasis on their implications to our understandingpecific processes and
constructs. | also discuss the possible reasonscettgin hypotheses were not
consistently supported. Then, | discussed the &teat and practical implications of
the current study. Finally, | address several ltins and point out some potential

future directions.

The Mood Development Process

In the current study, a mediation model was supldidr the mood
development of service employees. This mediatiodehcan be interpreted from
three aspects. First, both direct and indirectotffef customer mistreatment were
observed in predicting employees’ mood in the fwifgg morning, supporting the
emotion- and resource-based mechanisms. Spegffieaitording to the theory for
mood development (Morris, 1989), the direct linkvilEen customer mistreatment
and the employees’ negative mood in the followirmymmg reflected that mood
could be simple continuity of emotions triggeredaffective events. The indirect link

was mediated by emotional exhaustion which reftétte degree of emotional
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resource depletion from work. Therefore, the moedetbpment process can be
driven by both affective and resource-based meshasi

Second, mood can be influenced by both one’s ovatife states and
treatment one receives from the environment. Aminnal affective factor,
employees’ negative mood functioned as a baseatinthé following day’s negative
mood. The results demonstrated a strong correlagtmween negative moods
measured on successive days. This strong associgtiéely to be attributed to
individuals’ trait affectivity which is viewed asable baseline affectivity with
temporary fluctuations. In order to specificallgtt¢he effects of employees’ internal
states and distinguish it from the effect of treattrreceived from customers,
supplementary analysis was conducted to analyzetioel effect based on the
removed observations in which no customer mistreatraccurred. 306 observations
were included in this analysis, and the resultsspently supported the strong direct
effect of dayt’'s morning mood in predicting ddy1’s morning moody= .66,p
<.01) and the effect of da{ morning mood in predicting days emotional
exhaustiony(= .33,p < .05). However, the indirect effect of d&y morning mood
via daily emotional exhaustion was not significgmt .05). Above and beyond the
internal affective states, employees’ mood was shimbe impacted by how well
they were treated by their customers. As the majeraction partners during work
for customer service representatives, custometntira is highly relevant to
employees’ performance goal and social goal at wbinkis, customer treatment can
be viewed as critical events for service employesthe quality of customer

relationship is especially important in affectirep\ace employees’ well-being.
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Different levels of interaction quality may introckifluctuations of employees’
affective reactions, thus predict proximal and Edygmotional outcomes above and
beyond their internal affective states.

Third, service employees’ mood was tested as bptledictor and an
outcome in the current study. Not surprisingly réheas a strong direct association
between negative moods measured on successiveidigsting that employees’
negative mood could be conveyed from one day tthanoln addition to the direct
link, the significant indirect effect suggests thatvice employees’ negative mood
also persisted to the following day and shapeddhewing day’s mood through
emotional exhaustion. In other words, negativeifgelorks as a contributing factor
to resource depletion and resource exhaustiorrimftuther drives one’s affective
state toward negative direction.

Although not hypothesized in the current study pd&imentary analysis was
conducted to test the potential relationship betweraployees’ negative mood and
customer mistreatment they received. Results efahalysis showed significant link
between service employees’ negative mood in thenmgrand their reported
frequency of customer mistreatment and positivattnent, such that on days when
an employee felt higher levels of negative moodshewas more likely to be treated
in an inappropriate manner and less likely to bated in a good manner by
customers during that day. This might be due tedmaatings of customer treatment
by unhappy employees, and it is also possibledimgloyees’ negative feelings were
sensed by customers and triggered more mistreatmneress positive treatment

from customers during their interactions (C6té,2006té & Morgan, 2002). Further,
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supplementary analysis also showed that employesggitive mood could be
delivered to the following day through customertneigtment as well. In sum, the
day-to-day links among employees’ negative moodthadnterplay between
negative mood, emotional exhaustion and custoreatrtrent quality suggests that
further research attention should be paid to therdi@l cyclic system of service
employees’ affective well-being.

Another question raised by the current findingasvHong the lagged effects
of customer mistreatment may prolong. In orderddrass this question, another set
of supplementary analysis was conducted by exaitha effects of customer
mistreatment in predicting day1’s emotional exhaustion as well as in predicting
dayt+2’s negative mood in the morning above and beybadffect across
successive days. According to the results, nethdrese effects was significant.
This indicated that although being mistreated st@mers on daywas able to
influence one’s negative mood in the following maghdirectly or through
emotional exhaustion, such detrimental effect migttprolong for longer time (e.qg.,
dayt+2’s morning). Rather, employees’ work experienmeslayt+1 appeared to be
more influential than the distal negative affectstate. However, given that only 6
within-person observations were included for eanpleyee, the findings from the

supplementary analysis need to be validated bydutsearch.

Aggressive and Demanding Mistreatment

The current study categorized customer mistreatimeimaviors into two
groups: aggressive mistreatment and demandingeatstent. As described in the

introduction, this categorization was based ordifferent nature of mistreatment
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behaviors such that aggressive mistreatment focused on the manners how
customers treated employees while demanding mistesd focused more on the
inappropriate content of service that requestedusyomers. Given such difference,
aggressive mistreatment involved higher levelsffgiciive arousal while demanding
mistreatment involved higher levels of cognitiverdends. Nonetheless, because
there is no clear cut between these two forms stiocner mistreatment, | did not
develop differentiating hypotheses for the reladlups between these two forms of
mistreatment and other constructs. However, thgysesrevealed inconsistent
findings across aggressive versus demanding mistess.

First, current findings supported a mediating dftdemotional exhaustion in
the relationship between demanding mistreatmentfamtbllowing day’s negative
mood, but the indirect effect was not significantmediating aggressive mistreatment
— lagged negative mood association. Also, in tgdtie whole mediation model, the
direct effect of demanding mistreatment on laggeghative mood was not significant
any more when the mediator, emotional exhausti@s, wcluded in the model, while
a strong direct effect of aggressive mistreatmengged negative mood was
observed although no indirect effect was found o8dcalthough both in the
hypothesized direction, surface acting strengthe¢nedletrimental effect of
aggressive mistreatment on emotional exhaustionewkep acting weakened the
detrimental effect of demanding mistreatment ontamal exhaustion. Third,
positive customer treatment only buffered the prtaek effect of demanding

mistreatment but not aggressive mistreatment.
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These inconsistent findings are likely due to tlieckbased and resource-
based nature of aggressive and demanding mistraatespectively. Given that
demanding customer mistreatment mainly heightendaraes’ load of resource,
demanding mistreatment is more likely to influeeoeployees’ lagged negative
mood through the indirect resource mechanism.heroivords, demanding customer
mistreatment may not necessarily trigger intensetemal responses from service
employees. Differently, given the critical affe@igomponent of aggressive
mistreatment, interacting with aggressive custorrgensore likely to work as a
salient emotional cue to customer service emplogedslicit immediate emotional
reactions with high arousal, which directly contitdss to the emotional mechanism of
mood development.

Further, affect- versus resource-based focusesatsayexplain the
inconsistent moderating effects of surface and @dedipg. As discussed in
introduction, surface acting delivers “bad faitly’ éxpressing insincere emotional
displays. According to C6té’s (2005) social inteéi@t model of emotion regulation,
customers are able to detect the inauthentic disp@ue to high affective arousal,
emotionally aggressive customers are expected todre sensitive to such
inauthenticity and more likely to respond to inaarthc service providers by more
intense aggressive behaviors. This has been s@gpoytthe research findings that
aggressive individuals are more likely to form lestxpectations and perceptions
when observing dyadic interactions (Dill, Anders&mDeuser, 1997). However, for
demanding customers, because their focus is motieeoservice content delivered by

service employees, it is less likely for the spafalinfavorable emotional expressions
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to occur. Therefore, surface acting only strenggidethe detrimental effect of
aggressive mistreatment on employees’ daily ematiexhaustion. Comparing to
surface acting, deep acting involves more cognjpnaeesses such as attention
refocus and cognitive reappraisal. According togheciple of compatibility (Ajzen,
1989), strong associations are expected when thelated constructs are at the same
abstraction level and in the same content domdias;Tthe inconsistent findings of
surface and deep acting in moderating the effdcggressive and demanding
mistreatment may be due to the different compdisl between the specific types of
mistreatment and corresponding on-line regulattgtegies..

Finally, positive treatment from customers only ra@ded the effect of
demanding mistreatment in predicting daily emoti@dnaustion. Emotion
literatures has found that positive emotions atelhgless intense and less alerting
comparing to negative emotions, and positive evarggess likely to activate
individuals’ immediate physiological reactions (Tay 1991). As such, the lower
levels of arousal of positive affective reactioasuiting from positive customer
treatment may not be able to eliminate the negatifl@ence of aggressive
mistreatment. However, positive treatment from eors, such as being appreciated
and being respected by customers, may effectivahglin resources and protect
employees from further resource loss by promoteifyessteem and sense of
accomplishment (Folkman & Moskowitz, 2000). Therefaustomer-related positive
experiences are more likely to enhance ones’ reseossed process by contributing
to gaining resources rather than affect-based psooy eliciting high aroused

positive emotions. This potentially explains whgspive treatment only moderated
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demanding mistreatment — emotional exhaustion &gsmt but not aggressive
mistreatment — emotional exhaustion association.

Related to the different nature of these two foahsustomer mistreatment, it
is possible that customer employees perceive diftamotives thus form different
attributions for aggressive versus demanding nastrent. To be specific, aggressive
mistreatment is more likely to be perceived asdtng at the service employees in
person, whereas demanding mistreatment is morly likdoe perceived as targeting
at the service delivered. When mistreated by anesgg/e customer, a service
employee may feel being personally offended and ¥iee customer to be in “bad
faith.” From the stress-coping perspective, aggvessistreatment is more likely to
be perceived as a threatening work experience Ipjages. When mistreated by a
demanding customer, a service employee may atrgauth treatment as high
standard for their service quality which may paotht facilitate their work
performance. Therefore, demanding mistreatmeiitadylto be perceived as work
challenge. To my knowledge, there is no existingligts examining the attribution of
customer mistreatment, but this could be a potefaitéor that moderates employees’

reactions to customer mistreatment.

Regulation Strategies

The current study examined the moderating effefcesrployees’ emotion
regulation strategies during customer interactioth after work. This two-stage
model reflected the different goals of employeesb&on regulation. Regarding on-
line regulation strategies, | followed the traditim emotional labor literature to

categorize regulation into external expression leggn and internal feeling
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regulation, but adopted Ekman and Friesen’s (19@8tific regulation strategies to
measure surface and deep acting. This may bettdr adull range of emotion
regulation strategies and avoid some problemsaditionally used surface and deep
acting scales. For example, typical surface adoade merely includes highly
effortful regulation strategies such as suppresarmahfaking (e.g., “putting on a
mask”) but ignores less effortful forms of extereapression regulation such as
amplifying or deamplifying the intensity of felt extnons.

Furthermore, natural expression was not a sigmfiozoderator in the current
sample. According to Table 6, the mean of weiglfteguency of natural expression
was quite low (within-person mean = 0.08) relativsurface and deep acting,
indicating that employees rarely expressed thedirrally felt emotions. Given that
only employees who received customer mistreatnegdrted their on-line regulation
strategies, this low frequency of natural expresgmot surprising and is consistent
with previous findings. For example, Diefendorfida@reguras (2009) reported that
the frequency for individuals with positive feelstp use “express” in interacting
with customers was almost 10 times more than #guiEncy for individuals with
negative feelings to use “express” in interactinthwustomers. Constrained by
organization’s display rules, service employees tenengage in more regulation in
general, including both surface and deep actingféidorff, Erickson, Grandey, &
Dahling, 2010). Further, expressing one’s naturadtons on the one hand may
protect individuals from emotional exhaustion anonpote genuine expression goal,

but on the other hand, it is highly risky to useedi expression in customer
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mistreatment scenario because it may further irfietiee conflict between the
employee and the customer.

In terms of off-line emotion regulation strategiakhough not hypothesized,
rumination had a significant main effect in pretfigtthe following day’s negative
mood in addition to its moderating effect. It sugigethat rumination in general is a
maladaptive emotion regulation strategy (Lyubomyrskucker, Caldwell, & Berg,
1999). As a negative-focused cognitive engagemnteategy, the cognitive
information processing involved in rumination ineses the level of negative affect
by itself, as well as exacerbates the detrimerfiteteof customer mistreatment on
lagged affective outcome. As to the moderating obleimination, it demonstrated
different patterns in moderating aggressive andat&hmg customer mistreatment.
The patter was consistent with the hypothesis greggive mistreatment — lagged
negative mood association such that higher runanairengthened this association.
However, an overriding effect was observed in matieg the association between
demanding mistreatment and lagged negative modd.oMerriding effect might be
partly due to the strong detrimental main effectushination, that is, as long as an
employee engaged in high levels of rumination, minght feel more negative in the
following morning. However, it is still not clearhy the overriding effect did not
occur to aggressive mistreatment. More studies@eded to validate these findings.

In examining the moderating roles of off-line regfidn strategies, additional
analysis was conducted to test the model incluthegnoderating effects of off-line

regulation strategies on the link between emotierfbhustion and the following
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day’s negative mood. However, the moderating efectre not significant for either

rumination or social sharing.

Implications

The current study has several important theoreéindlpractical implications.
Theoretically, this study applied affect-based semburce-based perspectives and
examined the lagged emotional effect of custometremtment at within-person level
and tested the mechanism underlying this laggextefiSpecifically, the detrimental
influence of customer mistreatment may be prolorigachpact employees’ mood on
the next day directly and through emotional exhansiThe findings provide direct
support to the cognitive appraisal model of emotbcitation and Morris’s (1989)
theory for mood development, suggesting that custamstreatment can be viewed
as a salient environmental cue to employees wkitypically appraised to be
negative and threatening. Negative and stressélihfgs triggered by such appraisal
can prolong and induce negative mood as an emodtiesidual and/or delayed
emotional expression. In addition, customer mistneat may lead to employees’
resource depletion because of the increased satgioands and interpersonal stress.
It may also prevent employees from regaining resssifrom subsequent customer
interactions. Being emotionally overextended anubested, in turn, may lead to the
decreased affective well-being. This mediation paflects the resource-based
mechanism underlying employees’ reactions to custamstreatment. By examining
the direct effect and the mediating effect via eéoral exhaustion, the current study
has extended past research to explain both théenpaband lagged emotional

outcomes of customer mistreatment.
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Regarding the role of emotion regulation in custosgvice context, the
current study has examined two sets of emotionlagéiga strategies as potential
moderators of negative effects of customer mistneat. By recognizing that on-line
and off-line emotion regulation strategies corregpto different stages where the
service-related emotional regulation occurs andestar different functions, this
study provided a more comprehensive understandiagtahe emotion regulation
process for customer service employees. Basedeoimiings of the current study
and those from prior studies, emotion regulatioategies, especially on-line
regulation strategies, have been demonstratecgtovalrious functional roles in
service context. First, emotion regulation can ideee an outcome of affective states
or a predictor of affective states. Although natéel in the current study, emotional
labor literature has consistently demonstratedribgative affectivity initiates
emotional labor (e.g., Grandey, 2003). A recendgtiso found significant effect of
emotional labor in influencing state negative andifive affect (Scott & Barnes,
2011). The complex role of on-line emotion regwatprovides promising direction
for future research in this area.

Second, emotion regulation can work as either naides or mediators in
explaining the association between customer misirer@ and employee outcomes.
For example, testing the mediating role of emotegulations, Sliter et al. (2010)
analyzed data from bank tellers and reported a hwildlere emotional labor mediated
the relationships between customer incivility antpeyee work outcomes (i.e.,
emotional exhaustion and service quality). Accogtlinservice employees’ on-line

emotion regulation may function in a variety of wayhe mediating role suggests
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that regulation strategies can be a response toroes treatment and which strategies
to use is a direct contributing factor toward engpk outcomes. The moderating role
suggests that regulation strategies are not nadgssaeaction to customer treatment,
and different quality levels of customer mistreatingo not necessarily correspond to
certain regulation strategies. Rather, service eygas tend to adopt different types
of regulation strategies given the fluctuationtdit feelings and the concrete service
contexts (Pugh, 2001; Tan, Foo, & Kwek, 2004). €fae, customer mistreatment
directly influences employee outcomes, but thengfite of this relationship can be
modified by the emotion regulation strategies.

It should be noted that the multiple functionakeobf emotion regulation are
theoretically consistent with the roles of copinghe cognitive appraisal theory of
emotions. To be specific, coping in earlier literathas been commonly tested as a
mediator such that coping strategies were viewadssonses to stress triggered by
threatening environmental cues and in turn infleeindividuals’ physical and
psychological outcomes (e.g., Folkman & Lazarug§8l®azarus, 1993). Later
research has then demonstrated that coping camvalkoas a moderator (e.g., De
Rijk, Le Blanc, Schaufeli, & de Jonge, 1998; RartarMauno, Kinnunen, &
Rantanen, 2011). Specifically, coping behaviorslmagenerally engaged by
individuals in the absence of specific environmeat@s, but when threatening
events occur, different coping strategies may fiondo either protect individuals
from the detrimental impacts of threatening eventsxacerbate such impacts.

Practically, the long-lasting effect of customestreatment suggests that

service organizations need to pay particular atierio employees who are
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mistreated by their customers. When any unpleastaraction happens between a
customer and an employee, the organization tenodsk@ every effort to appease the
customer while sometimes ignoring the feelingsheféemployee. Given the robust
emotional influence and the importance of employe®®d in service quality, it is
critical for organizations or supervisors to takeecof their employees in order to
help them reach better psychological well-being.

For service employees who are required to disptesjtive emotion toward
the customers, they should be encouraged to médetieé use of opportunities to
compensate their resource pool and heal their em@tFor example, employees
should be encouraged to take credits for themséloespleasant customer
interactions. Also, they should be trained in teohBow to deal with aggressive and
demanding customer mistreatment and regulate ¢nsations adaptively. For
example, masking or faking should be avoided whésracting with a rude customer
while a reasonable justification or reappraisdlaseficial for employees to get over
the negative experiences of being mistreated byadeing customers. In addition,
outside of workplace, it could be harmful to alldve negative memories further
lingering because it makes the negative perceptiore accessible and could

diminish one’s self-efficacy.

Limitations and Future Research

This study has several limitations and drives fin@search in several aspects.
First of all, the cognitive appraisal model of erotelicitation has been used to
interpret the direct link between customer mistreait and the lagged negative mood.

However, the current study did not measure the idiate emotional reactions to
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customer mistreatment. Given the argument that ncoattl be the residual of
emotions with reorganization and reprocessing,rafedying assumption is that
customer mistreatment events trigger intense negatnotions of employees. Simply
measuring the frequency of customer mistreatmeuitlawot directly assure that there
is an immediate emotional arousal. Accordingly,ldgged effect of customer
mistreatment could be better explained by examitiiegvalence and intensity of
emotions right after customer interaction. Nevdes®, previous studies have shown
consistent evidence from both lab and field daté tustomer mistreatment triggers
intense negative emotions, such as anger anddtiestr(e.g., Dallimore et al., 2007;
Rupp & Spencer, 2006; Zapata-Phelan et al., 20@8gh alleviates this missing
variable concern.

Second, based on the current findings and theiadditanalysis on the
association between morning mood and customerenatstient frequency, it is
possible that there is a cyclic process linkingiseremployee’s mood, treatment
guality they receive and perceive, and emotionhbestion on a daily basis.
However, given the current design, it is diffictdtexplain the positive association
between morning negative mood and reported custanstreatment. Future research
may explore the mechanisms underlying this poterglationship.

Third, as one of the first studies that attempgecify different forms of
customer mistreatment, the current study has peaptie distinctions between
aggressive and demanding customer mistreatmenvioefiaHowever, no systematic

hypotheses were developed and tested to diffetertham. Given the current
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differentiating findings across these two formsy$treatment, future studies should
take a further step to examine the affective vecsggitive resource natures.

Fourth, the current study only examines a smalllmemof off-line emotion
regulation strategies with a focus on the malagtepines which were hypothesized
to prolong the negative effect of customer mistrestt. Rumination and social
sharing have been tested as commonly used cogeitiyggement strategies and
behavioral engagement strategies respectively. ooy to Augustine and
Hemenover’s (2009) meta-analysis, cognitive andabeinal distraction is only one
of the most effective strategies for emotion regoiain terms of emotion recovery.
Therefore, future studies are encouraged to test mrmotion regulation strategies,
especially the adaptive strategies, in the emotilaf@r context.

Fifth, the current study has focused on the witheénson process during
customer-employee interactions, but the effectadoat the within-person level may
vary depending on individual differences of emplesieFor example, the affect-based
perspective may work better for service employeiéls ingher levels of trait anger or
negative affectivity, such that aggressive mistrestt or surface acting might be
more influential for them given the affective nauthe resource-based perspective
may work better for service employees with lessuese due to shorter tenure or
lower levels of emotional intelligence which botidicate the resource availability.
Therefore, future studies are recommended to exathecross-level effects of
stable individual level factors. This will also padlarify affect-based and resource-
based perspectives.

In terms of methodological limitations, first, #tle variables examined in this
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study were measured by self-report. Thus, a patetincern with the results is that
they may be contaminated by common method variait®sever, the measures of
predictors (i.e., customer mistreatment and pasitivstomer-service events) and
mediator (i.e., emotional exhaustion) are separatéiche from the measures of
outcome (i.e., negative mood in the next mornihgaddition, given that the
measures of customer mistreatment and positiv@cgstservice events are
behavior-based, they are less likely to be biageseh-report.

In a related vein, the daily diary design may teigdemand effect and
introduce reactive and common-source bias. Spadlifidoecause of the repetitive
day-to-day surveys, employees might intentionadigksfor the potential linkage
between their mood, emotional exhaustion, andréarment they received from
customers, which could enlarge the observed adsm@abetween these constructs.
Although employees might become more aware of #mawtional status and the
quality of customer treatment, the demand effed m@t able to explain significant
moderations found in the current study. Neverggléuture studies may use
objective measures (e.g., customer service mongogcords) or other-reported
measures (e.g., customer-reported employee sabataggplicate the current
findings.

Second, the generalizability of the current findimgay be limited by the use
of Chinese sample. Although the operation and menmggpractice may be similar
across call centers in China and other countrishf@th & Humphrey, 1993),
Chinese culture has the tradition to view one’steoéss in social interactions as a

virtue. Therefore, this cultural environment maykenaustomer mistreatment a more
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severe type of social transgression for serviceleyeps. As such, the current
relationship between daily customer mistreatmedtiemmemotional outcomes may be
stronger than those would be observed in Westdtares. In terms of the emotion
regulation, given the strong social display rul€imnese culture, Chinese people
may tend to suppress their emotional expressi@nlanger extent than people from
Western culture in regular social interactionsthiis situation, emotion regulation
could be less effortful for Chinese people, andam# regulation may be less likely to
trigger an unfavorable response in interactionneag. Therefore, the findings
regarding emotion regulation in the current studyanservative and should be
stronger if examined in Western culture. Future@aesh should cross-validate the
current findings using employee samples from défiércultures. In addition, the
daily customer mistreatment measure we used watvedly narrow due to the call
center research scenario, which may potentiallyt line generalizability of the
construct. Future research needs to develop moergemeasures for customer

mistreatment to fit other service settings.

Conclusion

The current study has supported a mediation mod&hich service
employees’ mood and customer mistreatment theyvepeedict daily emotional
exhaustion, which in turn impact their negative shaothe following morning. The
proximal and lagged effects of service employe#sttive states and customer
mistreatment on employees’ well-being can be imeggal by applying affect-based
and resource-based theoretical perspectives. Fusii@ice employees use various

emotion regulation strategies during and aftertimeractions with customers.
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Regarding on-line emotion regulation strategiesluk&ing interactions, surface
acting has been shown to strengthen the detrimefieadt of aggressive mistreatment,
while deep acting strategies weakened the detraheffect of demanding
mistreatment on the proximal well-being outcome. (iemotional exhaustion). The
inconsistency across two types of customer mistreat may be due to the affect-
versus resource-focused natures of the regulatategies. Regarding off-line
emotion regulation strategies used after work, lbothination and social sharing of
negative customer-related experiences exacerbaddddged effect of customer
mistreatment. This study has made important theatetontributions toward the
relevant literature by reviewing and organizing timlé theoretical models. Future
studies are recommended to validate the curredinigs in other samples and further
explore the differential effects between differgides of customer mistreatment as

well as the multiple roles of employees’ emotiogulation.
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Appendix A Scales for Daily Measures

Afternoon Assessment

Daily Customer Mistreatment: Aggressive and Demandalig Mistreatment
Instruction: The following statements describe maityations that may occur in your
interaction with customers. Please think over ywark today and indicate the
frequency that your customers treated you in theviing ways during today’s work:
0 = never, 1 = a few times, 2 = half of the tinfes, a majority of the times, and 4 =
all the time.

Aggressive Mistreatment Items:

1. Vented their bad mood out on you.

2. Yelled at you.

3. Spoke aggressively to you.

4. Got angry at you even over minor matters.

5. Argued with you the whole time throughout the call.

6. Refused to listen to you.

7. Cut you off mid sentence.

8. Doubted your ability.

9. Used condescending language to you.

Demanding Mistreatment Items:

1. Demanded special treatment.

2. Thought they were more important than others.

3. Asked you to do things they could do by themselves.

4. Did not understand that you had to comply with @ertules.
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5. Complained without reason.

6. Made exorbitant demands.

7. Insisted on demands that are irrelevant to yowiser

8. Were impatient.

9. Made demands that you could not deliver.

Daily Positive Treatment by Customers

Instruction: The following statements describe maityations that may occur in your
interaction with customers. Please think over ywark today and indicate the
frequency that your customers treated you in theviing ways during today’s work:
0 = never, 1 = a few times, 2 = half of the tinfes, a majority of the times, and 4 =
all the time.

1. Expressed his/her satisfaction with my service.

2. Expressed understanding of the difficulty in my.job

3. Complimented my service.

4. Had a pleasant conversation with me.

5. Thanked me for solving his/her problem.

6. Treated me politely.

7. Appreciated my service.

On-line Emotion Regulation Strategies

Instruction: Facing the following situations, howd gou regulate your emotional
expression toward your customers? Please cheditriitegies that you used in

dealing with each situation. You can check more thrae if applicable:
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7.

Mask (i.e., hiding felt emotion while expressinguarfelt emotion at the same

time, e.g., you hide your anger but pretended tfyierdly to your customer)

. Amplify (i.e., increasing the intensity of the egpsion and showing more

emotion than is felt)

Deamplify (i.e., decreasing the intensity of expres and showing less emotion
than is felt)

Neutralize (i.e., hiding felt emotion and showingne)

Qualifying (i.e., expressing felt emotion but adgiansmile to it as an explanation
about your intentions or thoughts regarding what gce feeling, e.g., you
expressed anger but added a smile indicating thgtahger is reasonable but |
will not go too far.”)

Reappraise (i.e., always thinking “a customerwggs right” first and making
effort to sincerely feel the positive emotion tistequired by organization)

Expression (i.e., expressing naturally felt emdianthout any modification)

Emotional Exhaustion

Instruction: Please indicate the extent to whiatheat following items described

your feelings while you are at work today:

0=

4 =

1.

2.

3.

4.

extremely disagree, 1 = moderately disagreesghtly disagree, 3 = uncertain,
slightly agree, 5 = moderately agree, 6 = enély agree

| feel emotionally drained from my work today.

| feel used up at the end of today’s work.

Today, | dread once | thought | had to continus jbb.

| feel burned out from my work today.
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5. I feel frustrated by today’s job.
6. | feel I'm working too hard on my job today.

Morning Assessment

Morning Negative Mood

Instruction: Please indicate the extent to whiatheaf 16 words described your
mood_nowby circling on the appropriate response:

1 = strongly disagree, 2 = moderately disagreeuBcertain, 4 = moderately agree,
and 5 = strongly agree.

1. Jittery

2. Ashamed

3. Nervous

4. Hostile

5. Guilty

6. Angry

7. Dejected

8. Sad

Rumination

Instruction: Please rate how much you had theotlg experiences in the last night

0 = not at all true for me and 5 = extremely troerhe.

1. | couldn’t stop thinking about the bad experienceaient gave to me yesterday.

2. Thoughts and feelings about how badly my clierdted me yesterday kept
running

3. Strong feelings about what my client did to me gy kept bubbling up.
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Memories of yesterday’s bad experience with myntlieept coming back to me.

| brooded about how badly my client treated meerelsty.

| found it difficult not to think about the nega¢ifeelings my clients caused me
yesterday.

Even when | was engaged in other tasks, | thougbatahow badly my client
treated me yesterday.

| found myself playing the bad experience with migeyesterday over and over in

my mind.

Social Sharing

Instruction: Please rate how much you had theotlg experiences in the last night

0 = not at all true for me and 5 = extremely troerhe.

1.

| talked about the bad experience my client gavagonith my
spouse/girlfriend/boyfriend.

| talked about how badly my client treated me yeelste with other family
members.

| talked about yesterday’s bad experience at wotk my friends.

| talked about my bad experience in serving myntligeesterday with my

colleagues.
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Appendix B Principal Component Analysis of Custormsratment

Given the formative nature of the customer treatrnseale, a principal
component analysis was conducted to examine iistate. Principal component
analysis suggested a 3-component solution, cunaalgtexplaining 73.01% of the
total variance. The 3-component solution suppaditecexpected structure of
customer treatment scale. Given the potential #&smes among these components, |
used direct oblimin as the rotation method. Thelilogs were presented in Table
Appendix-B1. Almost all variables/items were hightaded onto their corresponding
components except Items 16 and 18. NeverthelesasIi6 and 18 were still counted
as items measuring demanding mistreatment bas#teorunambiguous contents.
The correlations between components were presemiEable Appendix-B2.
Accordingly, there was a large correlation betwiem customer mistreatment
components (i.e., aggressive mistreatment and dgingamistreatment, = .51),
while the correlations between two mistreatment ponent and the positive

treatment component were small.
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Table 1 Affect-based perspective and resource-basedrspective

Affect-based Perspective Resource-based Perspective

Customer Mistreatment Aggressive mistreatment Demanding mistreatment

Cognitive appraisal model for emotional Conservation of resource theory
Employees' Reactions to Customer elicitation Primary and secondary resource loss
Treatment Emotional contagion model framework

Theory for mood development

Social interaction model Resource allocationelfreegulation
Employees' Emotion Regulation
Control theory of emotion regulation and goal hieng
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Table 2 Means, standard deviations, and bivariatearrelations of within-subject variables for whole ample

Mean SD 1 2 3 4 5 6 7
1. Negative mood (dalymorning) 1.76 .77
2. Aggressive treatment (dgy 40 58 .30 **
3. Demanding treatment (d&y 62 .70 .28 ** .86 **
4. Positive treatment (ddy 1.75 1.15 -20 *»* .10 ** .13 **
5. Emotional exhaustion (day 1.73 1.63 .31 *»* 38 ** 41 ** -16 **
6. Rumination (day after work) 43 .88 .30 * 40 *»* 40 *»* -01 36 **
7. Social sharing (datyafter work) 162 81 .07 * .12 ** .13 * .03 .04 29 **
8. Negative mood (daty-1 morning) 174 78 .70 * 31 * 30 * -19 * 33 ** 37 ** (09 **

Note. N = 1181-1185. * p < .05. ** p < .01.
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Table 3 Multilevel model for testing daily emotiond exhaustion as a mediator

Predicting day's Predicting day+1's
Emotional Exhaustion Morning Negative Mood
Coefficient SE Coefficient SE
Level 1
Variance 0.83 ** 0.09 0.20 ** 0.03
Level 2
Random intercept
Intercept 0.02 0.10 1.7 ** 0.03
Residual variance 0.10 ** 0.13 0.05 * 0.02
Random slope for days morning negative mood
Intercept 0.17 * 0.08 041 ** 0.07
Variance 0.24 0.18 0.09 ** 0.02
Random slope for dais aggressive mistreatment
Intercept 0.38 * 0.17 0.13 * 0.07
Variance 0.40 0.29 0.04 0.09
Random slope for dajs demanding mistreatment
Intercept 042 ** 0.13 0.08 0.07
Variance 0.22 0.14 0.12 * 0.05
Random slope for days emotional exhaustion
Intercept 0.05 ** 0.02
Variance 0.01 0.01

*p <.05. *p< .0l
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Table 4 Multilevel model for testing daily positivetreatment as a within-level moderator

Predicting day's
Emotional Exhaustion

Predicting day+1's
Morning Negative Mood

Coefficient SE Coefficient SE

Level 1

Variance 081 * 0.09 0.20 ** 0.03
Level 2
Random intercept

Intercept 0.03 0.09 1.75 ** 0.03

Residual variance 1.02 ** 0.13 0.05 * 0.02
Random slope for days morning negative mood

Intercept 0.14 * 0.08 041 * 0.07

Variance 0.20 0.18 0.08 ** 0.02
Random slope for dais aggressive mistreatment

Intercept 039 * 0.18 0.13 * 0.08

Variance 0.42 0.26 0.03 0.10
Random slope for days demanding mistreatment

Intercept 046 ** 0.13 0.08 0.08

Variance 0.19 0.14 0.12 * 0.05
Random slope for dais positive treatment

Intercept -0.16 ** 0.05 -0.03 0.02

Variance 0.03 0.03 0.01 0.01
Random slope for days emotional exhaustion

Intercept 0.05 ** 0.02

Variance 0.01 0.01
Fixed slope for aggressive mistreatment x posttigatment 0.17 0.13 0.00 0.08
Fixed slope for demanding mistreatment x positieatinent -0.20 * 0.11 -0.01 0.05

*p < .05.* p < .01



Table 5 Multilevel model for testing daily off-lineregulation strategies as within-level moderators

Predicting day's Emotional

Predicting day+1's

Exhaustion Morning Negative Mood
Coefficient SE Coefficient SE

Level 1

Variance 0.81 b 0.09 0.17 ** 0.03
Level 2
Random intercept

Intercept 0.03 0.09 1.75 ** 0.03

Residual variance 1.04 ** - 0.13 0.06 * 0.03
Random slope for days morning negative mood

Intercept 0.15 * 0.08 0.34 ** 0.07

Variance 0.18 0.19 0.08 ** 0.02
Random slope for days aggressive mistreatment

Intercept 0.36 * 0.18 0.08 0.08

Variance 0.39 0.24 0.03 0.08
Random slope for dajs demanding mistreatment

Intercept 0.46 o 0.14 0.06 0.07

Variance 0.19 0.14 0.07 0.05
Random slope for dais positive treatment

Intercept -0.16 *x 0.05 -0.03 0.02

Variance 0.03 0.03 0.01 0.01
Random slope for days emotional exhaustion

Intercept 0.04 ** 0.02

Variance 0.01 0.01
Random slope for days rumination

Intercept 0.16 ** 0.04

Variance 0.04 0.04
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Random slope for days social sharing

Intercept

Variance
Fixed slope for aggressive mistreatment x posttigatment 0.16
Fixed slope for demanding mistreatment x positreattment -0.19

Fixed slope for aggressive mistreatment x rumimatio
Fixed slope for demanding mistreatment x rumination
Fixed slope for aggressive mistreatment x sociaftisp
Fixed slope for demanding mistreatment x sociatisba

-0.01
0.03
0.13 -0.03
0.11 0.01
011 ~*
-0.14 **
-0.03
011 ~*

0.03
0.02
0.08
0.06
0.06
0.05
0.07
0.06

*p <.05. *p< .0l
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Table 6 Means, standard deviations, and bivariatearrelations of within-subject variables for reducedsample

Mean SD 1 2 3 4 5
1. Negative mood (dalymorning) 1.83 .78
2. Aggressive mistreatment (dgy 54 62 .29 **
3. Demanding mistreatment (dgy 83 .39 .26 * .83 **
4. Positive treatment (ddy 1.89 1.02 -26 * .03 .04
5. Emotional exhaustion (day 199 164 .30 * 34 * 36 * -27 **
6. Rumination (day after work) 54 97 30 »* 36 * 37 * -07 * 36 **
7. Social sharing (dayafter work) 168 .80 .08 * .09 * .08 * .06 .04
8. Negative mood (daty1 morning) 1.82 .78 .69 ** 31 ** 20 * .26 ** 32 *
9. Expressing (dat) .07 .18 .07 * -04 -.02 -.04 -.06
10. Deep acting (daty 58 45 -18 * -08 * -07 A7 > =13 ¢
11. Surface acting (day 57 51 -.03 .06 .02 -10 *»* 05
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Table 6 (Continued)

6 7 8 9 10
1. Negative mood (dalymorning)
2. Aggressive mistreatment (dgy
3. Demanding mistreatment (dgy
4. Positive treatment (ddy
5. Emotional exhaustion (day
6. Rumination (day after work)
7. Social sharing (datyafter work) 29 **
8. Negative mood (daty1 morning) 37 ** A0 **
9. Expressing (dat) -.03 .06 .08 *
10. Deep acting (daty -.08 * -.06 -19 = -11 *
11. Surface acting (ddy -.04 .03 -.05 =12 ¥ - 49 **

Note. N = 1181-1185. * p <.05. ** p < .01.
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Table 7 Multilevel model for testing daily emotiond exhaustion as a mediator (reduced sample)

Predicting day's

Emotional Exhaustion

Predicting day+1's

Morning Negative Mood

Coefficient SE Coefficient SE

Level 1

Variance 0.82 ** 0.10 0.19 ** 0.03
Level 2
Random intercept

Intercept -0.02 0.11 183 *»* 0.04

Residual variance 1.14 ** 0.16 0.08 * 0.03
Random slope for days morning negative mood

Intercept 019 * 0.10 0.36 ** 0.08

Variance 0.37 0.20 0.10 * 0.02
Random slope for dais aggressive mistreatment

Intercept 035 ** 0.17 0.14 * 0.08

Variance 0.43 0.28 0.04 0.10
Random slope for dajs demanding mistreatment

Intercept 035 ** 0.13 0.07 0.08

Variance 0.16 0.14 0.11 0.07
Random slope for days emotional exhaustion

Intercept 0.05 ** 0.02

Variance 0.01 0.01

*p <.05. *p< .0l
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Table 8 Multilevel model for testing daily off-line regulation strategies as within-level moderator§educed sample)

Predicting day's Emotional

Predicting day+1's

Exhaustion Morning Negative Mood
Coefficient SE Coefficient SE

Level 1

Variance 0.82 ** 0.11 0.14 ** 0.03
Level 2
Random intercept

Intercept -0.02 0.10 1.83 ** 0.04

Residual variance 1.04 ** 0.15 0.08 ** 0.03
Random slope for days morning negative mood

Intercept 0.16 * 0.10 0.28  ** 0.07

Variance 0.28 0.20 0.11 ** 0.03
Random slope for dais aggressive mistreatment

Intercept 0.34 *x 0.17 0.10 0.08

Variance 0.34 0.23 0.06 0.07
Random slope for dajs demanding mistreatment

Intercept 0.37 *x 0.14 0.04 0.07

Variance 0.13 0.14 0.05 0.05
Random slope for days positive treatment

Intercept -0.21 ** 0.07 -0.06  ** 0.03

Variance 0.05 0.06 0.01 0.01
Random slope for days emotional exhaustion

Intercept 0.03 * 0.02

Variance 0.01 0.01
Random slope for days rumination

Intercept 0.16  ** 0.05

Variance 0.06 0.05
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Random slope for days social sharing

Intercept

Variance
Fixed slope for aggressive mistreatment x posttigatment 0.17
Fixed slope for demanding mistreatment x positreattment -0.15

Fixed slope for aggressive mistreatment x rumimatio
Fixed slope for demanding mistreatment x rumination
Fixed slope for aggressive mistreatment x sociaftish
Fixed slope for demanding mistreatment x sociatisba

0.13
0.13

0.01
0.03
-0.02
0.04
0.13
-0.15
-0.05
0.15

**

**

**

0.04
0.02
0.08
0.06
0.06
0.05
0.07
0.06

*p <.05. *p< .0l
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Table Appendix-B1 Factor loadings resulting from pincipal component analysis
with direct oblimin rotation

Component Component Component

ltems 1 5 3
1 Vented their bad mood out on you. 0.48
2 Yelled at you. 0.78
3 Spoke aggressively to you. 0.89
4 Got angry at you even over minor 0.87
matters.
5 Argued with you the whole time 0.90
throughout the call. '
6 Refused to listen to you. 0.70
7  Cut you off mid sentence. 0.47
8  Doubted your ability. 0.87
9 ylésued condescending language to 0.81
10 Demanded special treatment. 0.80
11 Thought they were more important 0.83
than others.
12 Asked you to do things they could 0.74
do by themselves.
Did not understand that you had to
13 : . 0.68
comply with certain rules.
14 Complained without reason. 0.43
15 Made exorbitant demands. 0.51
16 I_nS|sted on demands t_hat are 0.16
irrelevant to your service.
17 Were impatient. 0.39
18 que demands that you could not 0.03
deliver.
19 Express_ed his/her satisfaction with 0.91
my service.
20 Expressgd undgrstandlng of the 0.75
difficulty in my job.
21 Complimented my service. 0.86
29 Zaéd a pleasant conversation with 0.92
23 Thanked me for solving his/her 0.86
problem.
24 Treated me politely. 0.83
25 Appreciated my service. 0.92
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Table Appendix-B2 Component Correlation Matrix

Aggressive Demanding Positive
Component mistreatment mistreatment treatment

Aggressive
mistreatment

Demanding 0.51
mistreatment '

Positive 0.06 0.08
treatment
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Figure 1 Hypothesized model
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Figure 2 Resulting mediation model with coefficienestimates
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Figure 3 Moderating effect of positive treatment ordemanding mistreatment in
predicting daily emotional exhaustion
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Figure 4a Moderating effects of rumination on custmer aggressive
mistreatment in predicting lagged negative mood

Negative Mood in the Following

Morning

2.2

1.8

16

1.4

1.2

=—§—Low rumination

=l—High rumination

¢ —
T 1
Low aggressive High aggressive
mistreatment mistreatment

Figure 4b Moderating effects of rumination on custaner demanding
mistreatment in predicting lagged negative mood
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Figure 5 Moderating effects of social sharing on @tomer mistreatment in
predicting lagged negative mood
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Figure 6a Moderating effects surface acting on cusimer aggressive
mistreatment in predicting daily emotional exhauston
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Figure 6b Moderating effects deep acting on custome@emanding mistreatment
in predicting daily emotional exhaustion
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