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The Effects of Customer and Supervisor Incivility on Job
Stress and Counterproductive Work Behavior in China

FANG WEIYU

Department of Business Administration

The Graduate School of Pukyoung National University

Abstract

In recent years, incidents related to incivility that occur in our
society have become a big social issue. In particular, the incivility
experienced = by restaurant employees from customers negatively
affects the performance of service work, highlighting the seriousness.
Likewise, the reality 1s that incivility from supervisors at work is as
problematic as disrespectful to customers. This study aims to analyze
the effect of customer incivility and business practices on job stress
and counterproductive work behavior for employees of Chinese
restaurant  companies. Counterproductive  work  behavior was
investigated by dividing it into three types: counterproductive work

behavior for customers, counterproductive work behavior for



organizations, and counterproductive work behavior for employees.

The survey period was conducted from May 1 to July 31, 2022. A
total of 650 questionnaires were distributed, and 617 questionnaires
were collected, of which 582 were used for the final analysis,
excluding 35 were dishonest. The summary of the analysis results is
as follows. First, it was found that customer incivility had a
significant positive (+) effect on job stress. It was confirmed that
the more incivility the employee experienced from the customer, the
higher the job stress. Second, it was found that supervisor incivility
had a significant positive (+) effect on job stress. This means that
as you experience incivility from your supervisor, the stress on the
job of your subordinates increases. Third, job stress had a significant
positive (+) effect on all three types of counterproductive work
behavior. This indicates that the higher the job stress, the higher the
three types of counterproductive work behavior. Based on these
analysis results, a plan to improve the working environment of
restaurants was proposed by presenting theoretical and practical

implications of the study.

Keywords: Chinese Restaurant Employees, Customer Incivility,

Supervisor Incivility, Job Stress, Counter—productive Work Behavior
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A3 A AFIEHS

1. 2E#29] g
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@L/K]..‘f_gﬂ g@ﬂg&)ﬂ (J; ]"ETL L]“E‘ %OH X]_f‘ “1-1—‘2]2 672 344
AT Zo A AEE A5 UE FélskAl disel(SI3) 652
AT 5ol A P AT U] 71EE YA Sh(S1) 694
= Y5E s Aol dri(IIl) 666
QB e 9 9 A BRES =A%(UI2) 693 -
R U A5l gt 4% wigel $-23ehJI3) 707 :
U 95 E Tk | 297 Bo] “0(J14) 740
U= 24E FARREHCWBCL) 686
U= 243} AARHHCWBC2) 767
LG AR V= 49 34 878 A-SH(CWBC3) 670 g
HAe-12 [ = 99 opfes 148 el THECHCWBCY 787 897
U 38607 AAEkS S CWBCS) 792
U= 14 BEIHHCWBCH) 732
e AR DAY 98 B 497 AEHCWBOL) 577
HEAIALA L Jfoldo] L5 Al 75 3= 70
kg | Slimg C e T AR B 63 |
= Ao QFE A FTHCWB03) 629
‘—EJJ_O = J_O *qvo« AR 7;]0
%E}((?V‘v%ﬂ)ﬁ‘r L.% EE B_Zoe HZ\EO]'C 0T7]' 604
WA = Ao bE TR QA% ok B97E ATHCWBI2) | 580
A=A =7 Za} A gl LalalA s AL .
Tl A9 %ﬁ&%ﬂgﬁ saLt A diste] FelskAl sk 497t 645 793
= 2] A=, 05 AHE HES A
9\,\‘15]—(7_\{,%?161 o_?ﬁﬂ)ﬂ EJQL@' Zoia ETT?I’ xﬁo] .590
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Art,  ®2®  made  AFJE 4= 42=700.570(df=335,

p=.000,CMIN/df=2.091, CFI1=.957, GFI=.915, TLI=.951,
RMSEA=.043% YERH. ol2d A% A= Hair et al.(2006)7} #l

Algk 7S WSSk Zle® wadd. JAFEEAAS AT fs S
A EFs addAEe] 5 o), MNdAE E(composite reliability:
CR)= .7 o), HiEAt5=3k(average variance extracted: AVE)<
ooz el AE et (Hair et al., 2006). <& 4—3>°] A
AlE A AR FE:3F aJdAAZFS 641-.7610] 1L, FAHFEl=
28 732831y, WANHY T AAPF-uNS
719-.839, WA P F -2 L 661-.788, THAIANA AAPF -
AL 650-.8032 YEN} BF 7]EAE 27590 AE AR
A9 uAFH7E 887, AAMEEZE 831, AFAEYATE 823, WHAYALA
HA Y E—Ao] 930, WHANH FHAYF-F2 o] 793, WA IS
Fs—Td o] 84208 V|EA olFow YEwH HaEAFEw%Y A
9 AARHE 530, AAFEE 551, AF2EYAE 538, dHAA )
HA 5142 690, TP Y5 —24 2 562, SHALA RGP 5 -
TAEE 572 7IEAE 26t W JSEEES SEeta 9

= Aoz wetrqrt.

0
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<X 4-3> A Q31
s ES FAAF =gt CR AVE
CIl 702 -
Cl2 667 14.730"
CI3 761 16.644™
1A% Cl4 740 16.212” 887 530
Cl5 757 16.553"
Cl6 641 14.193"
Cl7 695 15.299"
SI1 780 -
5 < m T ane] W |
SI4 774 18.800°
JS1 732 -
A A JS2 766 17.327ff‘ Y -
Rl Eaaniag JS3 770 17.402” ; '
IS4 831 18.602°
CWBC1 744 -
CWBC2 815 19.891°
HRAIALA CWBC3 719 17.341"
Y57 CWBC4 839 20518" 4 90
CWBC5 767 18598
CWBC6 777 18.882"
SRRE CWBO1 661 ;
B CWBO2 732 14.789** 793 562
CWBO3 788 15.620
CWBI1 686 -
HRAIALA CWBI2 650 14,348 _
P51 CWBI3 803 17.354" s o
CWBI4 652 14.3827

7£=700.570( =335, p<.01), CMIN/df=2.091, CFI=.957, GFI=.915, TLI=.951, RMSEA=.043

Note: p<.05, "p<.01, CR=Composite reliability, AVE=Average variance extracted
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_49_



A 34 7MRFT

AT FRUEARES B HES AFeala, ofdet 22 A
S =& 4 A3 e A4E B, «*=812.348(df=338, p=.000),
CMIN/df=2.404, CFI=.944, GFI=.907, TLI=.937, RMSEA=.049% 1}
Ebwtth 2 BR Ajtd 54 REo] AA HolEe] tAHoR T F3
1t} (Bagozzi & Yi, 1988).

E 4-5>9) o] A, mATH L AR AEd s

e Aow 2

-
A

HaRE A

A(+H)e Y@= A ZHe= et H12  AYHATH(E=.103,

>
—d
=
rlr
£
—d
[>
[
&
[
2
-z
;e
{0
of
ot
ftlo
=
ﬁﬂ
rlr
S
o
fu

p<.05). =4, &

A AFFE-AACWB=0O)ell H(+H)e 4FS vAe= Aoz yehy
H32 A= EATHB=.388, p<.01). YA, AF=Efxe gb3L4 34
P5-22(CWB=-0)°oll B(+)9 FFS mAE o= Vel Hie A
B ATH(B=.533, p<.01). HA|Ho 7 AFAEFAE dHPAE 3 3
T-TAYLCWB-D F(+)9 TS vA= Ao Vet Hoe AE
H Ao® yEwH(B=.561, p<.01).
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<& 4-5> 7MRS A

RS RS RS ]
G Al e R
HL | 1A% ARAEY S | 132 053 103 2475 A
H2 | AP ARLAEY S | 636 053 642 12.033" | A9
H3 | AF~Ef~ CWB-C 341 043 388 7.957" Ae
Hie | AR2Ef~ CWB-0 398 042 533 9.535" Ae
H5 | A%~Efx CWB-I 452 044 561 10277 | A

77=812.384(df=338, p<.01), CMIN/df=2.404, CFI=.944, GF1=.907, TLI=.937, RMSEA=.049

Note: p<.05, "p<.01
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A4d zEAa3 7

o|N

o

F7F BA R B ATEFY AN
days Aedv. @A o4 BEAT
olZ <dolHr] & H AR (unconstrainded model) 3 A<k
(constrainded modeD)& AAstlth SHBF(d: a5 8)9 S5
(d: AF2EH2) 7+ A7 AEe] w2t gepxivk= Ao s Alof

= SHA &2 Zo] HAFR o, dRld s Tdstes Ate & A

N,
L
o)
o
ol
)

2]
o
Lo
o
2k

o] A|eFrdoltt,

HIA R A AL 25k AR A AL y*Ehe] ol EUE
24592 A5 5 (S, 2017). ¥2ol7t oA (Ayx*=3.840]
2, df=D)olH F FJghel] o]zt = emlst, AEe =daart
Akl A" o Uk HAIREY AR AFE BW, ¢
?=1234.611(df=676, p<.01), CMIN/df=1.826, CFI=.931, GFI=.865,
TLI=.923, RMSEA=.038% L}E}yk}.,

TAAT <3 4-6>7 o] AF2EHA — CWB-C(H3), AF2E
g2 — CWB-0(H4), AF2=EH 2~ — CWB-I(H5)2] dIFaAANA 4
3 A 3 AEAST @Y wod a7k vein pEA o R e E
AF2EH 2~ — CWB-CAdA HAY HAEAFTE 4499 Ak
5.697(p<.01)@A  §9sta, oA AZAFE 5049 32
7.305(p<.01)2o.& Fol3lt}. &4, AF2EH2 — CWB-0°A A9

al
al
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HARAGE 5920]3 tFE 6.462(p<.01) 024 Fo3tar, oo ARA
T 5610]aL tghS 7.584(p<.01)ZA F3tth AA, HAFAEY2: —
CWB—IolA HAel AEAFE 62203 t3e 6.809(p<.01)CZA FH
star, o] ARAGTE 6170 tFS 8.404(p<.01)&EA )8t}
9] BAAT}] JERG AAY HEAEF s —> CWBAA F A9 BF &
st Aol whel wagol ofAdel wlaE] ddigor A dEhda 9l

A 2ga} FROR s 98% & & qduh

i

<¥ 4-6> ZH5Y A=

" ” 3 ik dAded | Agme |
7He 3 2 2 A=)
1 (d[=676 [=677
B tht B B T O g e
AHAE _
HL | 2A%d = i 060 | 977 | 123 | 2.28% 1235432 | 821
HRAE ) J
He | = 765 | 81057 | 603 | 9.149" 1234654 | 043
HRAE . . _
H3 | g 7 CWB-C | 449 | 56977 | 504 | 7.8057 | 1234611 | 1241793 | 7182
HRAE ] B _
HE) . 7 CWBSO | 592 6462 | 561 | 7.584" 1239619 | 5.008
ARrE :
H| "y, 7 COWB- | 622 | 68097 | 617 | 8408" 1242.661 | 6.484°

7*=1234.611(df=676, p<.01), CMIN/df=1.826, CF1=.931, GFI=.865, TLI=.923, RMSEA=.038

Note: p<.05, "p<.01
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Zmed, ghta, wPdS(2017). 7HEEe] ANAZS wilE vk sl 1]
Ae Gl HeF A P ARAT, 36(1), 309-327.
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= Qg AT A7) e AR iadE SHoE d=
A" AT 23(2), 45-65.
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