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Abstract

The Effects of Customer Rude Behaviors on Organizational Deviance, Life Violations, and

Creativity using Emotional Dissonance and Job Stress as Mediators

Han, Na-Young- Kang, Mi-Young™- Park, Sang-Bong ™

As customers’ irrational, rude behaviors are often covered by media recently, the issue is becoming a
more serious social issue. Workers' stress in the service industry is very severe because they have to face
and interact with customers with rude behaviors in—person due to the nature of the job. As a result of
customers’ rude behaviors, workers even desire to leave their organization because they feel doubts about
their job and have negative emotions such as unpleasantness, depression, and fear. Considering that
customers’ rude behaviors directly impact service industry workers ability to offer proper service, it is
necessary to have appropriate measures against their rude behaviors. This research examined the impact of
customers’ rude behaviors on service industry workers’ emotional dissonance, its impact on job stress, and
the impact of job stress on organizational deviance, life violations and creativity. The study also analyzed
the moderating effects of stress management education in emotional dissonance and job stress relationship
to device ways to manage job stress more positively. To collect data, the study conducted a survey on
medical service workers in the customer service sector of large general hospitals and small or
medium-sized hospitals in Busan, and the results were as follows. First, rude behaviors had a significant
positive(+) effect on emotional dissonance, which had a significant positive(+) effect on job stress. Third,
job stress had a significant positive(+) effect on both organizational deviance an life violations. Fourth, job
stress had a negative(-) significant effect on creativity. Fifth, there was no moderating effect of stress

management education in the relationship between emotional dissonance and job stress.

Key Words: Customer Rude Behaviors, Emotional Dissonance, Job Stress, Organizational Deviance, Life

Violations, Creativity
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