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INTRODUCTION

INTRODUCTION

“The silent killer of workplace happiness, productivity and health is
a lack of basic civility”

(Christine Porath, 2017)

Third-party workplace aggression represents a serious threat to workplace safety and
organizational well-being. Nevertheless, existing research on workplace aggression has been
mainly restricted to situations involving intra-organizational members. To fill this gap, the
current dissertation concentrates on third-party workplace aggression. Third-party
workplace aggression may manifest itself through a tremendous range and variety of acts
which may be perpetrated by unknown persons outside the organization who have no
legitimate relationship to it (i.e., external), or by someone who is either the recipient of or
the object of a service provided (i.e., client-initiated; CAL/OSHA, 1998). The current
dissertation examines two client-initiated forms of workplace aggression, namely customer
incivility and verbal aggression, and two external expressions of workplace aggression,
namely robberies and thefts at work. In doing so, it focuses on the service sector because
generally workers who have face-to-face communication with customers tend to report the
highest levels of incidence of both client-initiated (e.g., customer incivility and verbal
aggression) and external (thefts and robberies at work) workplace aggression (Mayhew &
Chappell, 2001).

To introduce this subject, we will illustrate how these forms of aggression differ from
and overlap with each other. To this end, we have created Figure I which, through a
schematic illustration of level set representation of different expressions of third-party

workplace aggression, seeks to illustrate how customer incivility and verbal aggression
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differ from and overlap with two external forms of aggression in organizations, namely thefts
and robberies at work.

Third-party antisocial behavior (a), as behavior that harms organizations and/or its
members (Giacalone & Greenberg, 1997) exhibited by organizational outsiders, includes the
other conceptualization of third-party workplace mistreatment. Third-party deviant
behaviour (b), as behaviour that violates workplace norms for mutual respect (Robinson &
Bennett, 1997) adopted by organizational outsiders, is broadly inclusive of third-party
workplace aggression and incivility (c). The common feature of all acts of workplace
aggression (d) is the clear intent to harm or hurt someone physically or psychologically

(Neuman & Baron, 1997).

a. Antisocial behaviour: behaviour that harms the
organization and/or its members

b. Deviant behaviour: antisocial behaviour that violates norms

c. Customer incivility: low-intensity deviant behaviour
perpetrated by a customer with intent to hurt

d. Aggression: deviant behaviour with intent to hurt

e. Customer verbal agoression: verbally agpressive
behaviour perpetrated by a customer with mtent to hurt

f. Theft at work: indirect-active form of physical
aggression with mtent to steal another person’s goods

g. Robbery at work: direct-active form of physical
aggression with mntent to steal another person’s goods
throughuse of personal violence or threats of force

h. Violence: high-intensity, physically aggressive behaviour
Figure 1. Third-party workplace aggression expressions which are analyzed in the present
dissertation. Picture adopted from Andersson & Pearson (1999, p. 456).

Customer incivility (c) differs from other expressions of third-party workplace
aggression because it is, like third-party aggression, a deviant behavior committed by an
organizational outsider and an antisocial behavior which violates social norms of courtesy,
but one that has a low intensity and an ambiguous intent to harm an employee (Sliter, Jex,

Wolford, & Mclnnerney, 2010). Unlike perpetrators of aggression, instigator of incivility
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can easily deny or conceal any intention, whether present, in ignorance of the impact, in
misunderstanding by the target, or in excessive sensitivity of the target (Andersson &
Pearson, 1999). Moreover, the perpetrator may have the intent to harm the employee or
he/she may not even be aware of such intention (ibidem). As a result, whereas some
expressions of customer incivility (e.g., those without a clear intent to hurt, but in which the
intent as perceived by the customer, the employee, and/or witnesses is not transparent) lie
outside the realm of aggression, other forms of customer incivility, namely “those with intent
to harm, but in which the intent perceived by the instigator, the target, and/or observers is
ambiguous” (ibidem, p.1999), lie inside the realm of third-party workplace aggression.
Additionally, in some cases, customer incivility may escalate to more serious behaviors,
such as verbal aggression (ibidem). Customer verbal aggression (e) falls within third-party
workplace aggression conceptualization because it is an antisocial and deviant behaviour
perpetrated by a customer with clear intent to hurt a worker through verbal expressions, tone
or manner (Grandey, Dickter, & Sin, 2004). Throughout the present dissertation we will use
the general term customer mistreatment to refer to both customer incivility and customer
verbal aggression. Moreover, verbal aggression in the form of threats of violence may occur
in combination with physically aggressive behaviours, such as in the case of robberies. Both
robberies and thefts at work are antisocial, deviant, aggressive behaviours which are
perpetrated by persons outside the organization with the clear intent to steal another person’s
movable goods and, then, hurt a worker. Differently from customer incivility and verbal
aggression, these property crimes fall within the realm of third-party workplace violence
(i.e., high-intense physically aggressive behaviour; /): a theft (f) represents an indirect-active
form of physical aggression through assaults on objects valued by the employee, whereas a
robbery (g) represents a direct-active expression of physical aggression in which there is a

clear intent to harm a worker using personal violence or threats of force (Baron & Neuman,
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1996). Thereby, even if both thefts and robberies are violent behaviours, the level of violence
is more severe in a robbery than in a theft.

Despite being different by their nature, these types of third-party workplace
aggression can be perceived as particularly stressful situations which may produce
detrimental effects at the individual and the organizational level, impeding organizational
performance and profitability. Indeed, previous studies have shown that robberies at work
may be traumatizing experiences which may affect employees' psycho-physical well-being
by stimulating the development of numerous mental health problems, such as long-term
psychological distress (Kamphuis & Emmelkamp, 1998) and post-traumatic stress
symptoms (Belleville, Marchand, St-Hilaire, Martin, & Silva, 2012). These symptoms may
lead to poorer occupational functioning, absenteeism, difficulties to meet work-related
demands and reduced overall job satisfaction (Belleville et al., 2012; Ciechanowski, Walker,
Russo, Newman, & Katon, 2004; Giorgi, Perez, Montani, Courcy, & Arcangeli, 2015;
Taylor, Wald, & Asmundson, 2007). Similarly, prior investigations have demonstrated that
encounters with uncivil or verbally aggressive clients may undermine service providers’
well-being, leading them to experience, for instance, negative mood (Wang et al., 2013),
emotional dissonance and exhaustion (Goldber & Grandey, 2007). This may reduce the
quality of the service provided (Rafaeli et al., 2012) and generate negative organizational
outcomes, including withdrawal behaviors (Sliter, Sliter, & Jex, 2012) and retaliatory
intentions toward the source of misbehavior (Yeh, 2015). Despite of these findings, several
research questions remain to be answered. For instance, which psychological characteristics
may make some individuals more resilient than others to third-party workplace aggression?
May words hurt individuals? Through which psychological mechanisms may a target of
uncivility decide to treat the instigator uncivilly? Do different forms of aggression result in

different individual- and organizational-level consequences? Which factors may influence
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victims’ job satisfaction perceptions? More specifically, may an accumulation of uncivil acts
have the power to affect an employee in the same way as verbally aggressive acts? Do the
victims of robberies experience the same consequences of the victims of thefts? Do
individuals from different countries react differently to aggressive acts occurring in the
workplace?

The present dissertation seeks to answer these questions by investigating how
experiencing different forms of customer mistreatment (i.e., incivility vs verbal aggression)
and how being victims of diverse property crimes (i.e., robberies vs thefts) may differentially
affect employees’ mental health and work-related outcomes, with a focus on job satisfaction.
Moreover, to detect cultural similarities and differences in terms of workplace aggression
perceptions and victimisation, the current dissertation adopts a cross-cultural perspective,
comparing results between two nations, namely Italy and Ireland. Additionally, the role of
specific personal resources is investigated with the purpose of identifying possible protective
factors against the development of negative outcomes following critical events. Investigating
effects and dynamics underlying these phenomena is crucial to formulate preventive
measures and tailored interventions for victims.

To address this subject, the present dissertation is divided into three parts.

Part A provides an overview of the existing literature on the topic and offers a
rationale to conduct the following studies. It includes the first three chapters (see Figure 1).

Chapter 1 starts from providing a comprehensive detail of the workplace aggression
phenomenon by offering a conceptualization of its different expressions. Then, by analyzing
core business risk factors, professional groups at higher risk for third-party workplace
aggression are identified. Drawing on the Job-Demands Resource Model (Bakker &
Demerouti, 2007; Demerouti, Bakker, Nachreiner, & Schaufeli, 2001) and the Conservation

of Resources Theory (Hobfoll, 1989, 2001), this chapter provides an overview of the
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theoretical frameworks which represent the rationale for conducting the subsequent studies.
In the light of such frameworks, this chapters contributes to understanding why and through
which psychological mechanisms third-party workplace violence may lead to certain
psychological states and outcomes. The theoretical background embraces previous evidence
and Hofstede and colleagues’ model (2010) to explain the presence of cultural differences
in workplace aggression perceptions and victimization.

Chapter 2 provides a systematic review of research on customer incivility and verbal
aggression within the service sector. Firstly, to establish a sense of structure to guide our
findings, a theoretical framework is developed, drawing on the predominant theories used in
previous studies. Then, antecedents of customer incivility and verbal aggression are
investigated by identifying the characteristics of the employee, the customer, and the
working environment. Employees’ responses to uncivil or verbally aggressive acts are
analyzed. Individual and organizational consequences following customer incivility and
verbal aggression are identified, in addition to acknowledging the role of protective factors
against these phenomena. Finally, current gaps, practical implications, and directions for
future research are discussed.

Chapter 3 focuses on robberies and thefts at work. After reporting on statistics by
sector concerning the occurrence of these property crimes, different drivers of robbers and
thieves are identified as well as their preferential targets. Individual-level consequences
following robberies at work are described, with special attention paid to post-traumatic stress
symptoms. Pre- and peri-risk factors for the development of this symptomatology are
identified, in addition to presenting work-related outcomes of and victims’ reactions to
robberies at work. Finally, potential protective factors are presented, with a specific focus

on social support and trauma-related coping self-efficacy.
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Table 1. Overview of the theoretical chapters included in the current dissertation.

risk of aggression by outsiders

Chapter Main aims Type of Rationale for
mistreatment conducting
1 To provide a brief introduction to workplace Third-party Studies 1, 2,
violence with a specific focus on job-related workplace 3,4
characteristics of professional groups at high | aggression

research on occupational risk factors related
to theft- and robbery-related violence and its

related aggression
at work

2 To provide a systematic review of research on | Customer incivility | Studies 1 and
cqstqmer incivility agd Verbgl aggression Customer verbal 2
within customer-service settings .
aggression
3 To provide a literature review of existing Robbery and theft- | Studies 3 and

4

impact on employees’ well-being and job-
related outcomes

The second part, namely Section B, includes four empirical studies: the first two
studies are focused on customer incivility and verbal aggression, whereas the other two
investigations are concentrated on robberies and/or thefts at work (see Table 2).

Chapter 4 consists of a cross-national study which aims to investigate Italian and
Irish employees’ emotional and cognitive reactions to customer incivility and verbal
aggression by adopting a scenario-based experimental design. This two-country study
analyses whether employees may react to stressful encounters with aggressive customers by
developing customer-directed incivility intentions, and whether negative emotions and
cognitive impairment may sequentially mediate this relationship. Moreover, this study
analyses whether nationality may influence the relationship between negative emotions
elicited by aggressive customers and employee-to-customer incivility. Findings are
discussed for each nation and then a general discussion is provided. Theoretical
contributions, practical implications and future research directions are discussed.

Chapter 5 involves a two-country study which aims to investigate whether customer

incivility and verbal aggression may directly and indirectly (through burnout symptoms)
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lead to job dissatisfaction and reduced service recovery performance. A further objective of
this research is to identify which personal resources may help service providers maintain job
satisfaction and service recovery performance, even in the presence of customer aggression.
To this end, this study analyses whether customer orientation may directly influence service
recovery performance and whether resilience may buffer the negative effects of customer
mistreatment on such job-related outcome. Additionally, the role of affectivity traits in
moderating the detrimental impact of customer mistreatment on job satisfaction is examined.
Findings are discussed for each country and then an overall discussion is provided. This
chapter concludes with practical implications for the management.

Chapter 6 includes a study which aims to investigate how experiencing robberies
and thefts at work may affect Italian small business retailers’ psychological well-being and
job-related outcomes. This research analyzes whether victims of multiple violence (e.g., both
thefts and robberies) may differ from their non-affected counterparts in terms of workload,
job satisfaction, social support seeking, psycho-somatic symptoms, use of medical and
mental health services. Furthermore, dissimilarities between victims of multiple violence
and those of thefts only are examined with reference to post-traumatic stress
symptomatology and trauma-related coping self-efficacy perceptions. A special focus is paid
to job satisfaction perceptions by studying which factors may influence such perceptions
among affected and non-affected workers. Findings, strengths and limitations as well as
practical implications are discussed.

Chapter 7 comprises a study which explores similarities and differences between
Italian and Irish small retailers’ trauma-related coping self-efficacy perceptions and
consequences in terms of post-traumatic stress symptomatology following robberies and/or
thefts at work exposure. Moreover, this research analyzes whether victims of multiple

violence (e.g., both thefts and robberies) may differ from their counterparts who are affected
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by thefts only in post-traumatic stress symptoms and trauma-related coping self-efficacy.
This chapter concludes with a discussion of the main findings of the study and dissimilarities
between countries, in addition to acknowledging research strengths and limitations.

The third part, namely Section C, provides final considerations and practical
suggestions within the last chapter.

Chapter 8 provides an overview of the key empirical findings and a general
discussion which brings together the contributions of the whole dissertation by developing
a theoretical model suitable for both customer mistreatment and robberies and/or thefts at
work. Future research avenues, limitations and strengths are discussed. Specific practical
implications for customer mistreatment and theft and/or robbery-related aggression are

offered, in addition to outlining general guidelines for practice.
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CHAPTER 1

Workplace aggression

1. Introduction

Workplace aggression is widely recognized as a major occupational health risk factor
for many companies and employees around the world (Chappell & Di Martino, 2006).
According to the sixth European Working Conditions Survey (Eurofound, 2016), which
represents the latest available statistics on aggression in European workplaces, employees
reported to have been subjected to various forms of work-related aggression, including
verbal abuse (twelve percent), threats (four percent), unwanted sexual attention (two
percent), humiliating behaviour (six percent) in the month prior to completing the survey.
Moreover, they reported to have been exposed to physical violence (two percent),
harassment/bullying (five percent) and sexual harassment (fifteen percent), over the previous
twelve months.

Generally, employees tend to experience more frequently psychological aggression
than physical violence. Although the occurrence of aggressive behaviours remains relatively
low, it is important to attain deeper knowledge of the professional groups that are at higher
risk. Indeed, most national contributions provide evidence to support that workplace
aggression may have detrimental consequences on employees’ psycho-physical well-being
(see Tables 1 and 2), including psychological distress, psycho-somatic symptoms, burnout,
depression diseases, and post-traumatic stress symptomatology (Eurofound, 2015). These
symptoms may result in negative job-related outcomes, including increased withdrawal
intentions and behaviours, as well as reduced work engagement and performance (see Table

3; Eurofound, 2015). Such outcomes represent serious impediments to organizational
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performance and profitability and may result in considerable costs for the whole
organization. However, the actual costs related to workplace aggression cannot easily be
measured since it is sometimes difficult to establish that aggression was one of the main
reasons of employees’ work inability, in addition to under-reporting of aggressive acts.

Table 1. Impact of workplace aggression on workers’ psychological well-being

Countries

Symptoms

BE BG CY DE DK EE ES FI FR IT LT MT NL NO SE SI SK UK
Poor
mental X X
health
Distress X X X X X X X X X X
Post-
traumatic X
stress
Depression X X X X X X X X X X X
Anxiety X X X X X X X X X X X
Suicidal X X X X
thoughts
Low self- X X X X X
esteem
Sleeping X X X X X X
problems
Irritability X X X X X
Burnout X X X X X

Note. X= presence; BE=Belgium; BG=Bulgaria; CY=Cyprus; DE=Germany; DK=Denmark; EE=Estonia;
ES=Spain; FI=Finland; FR=France; IT=ltaly; LT=Lithuania; MT=Malta; NL= Netherlands; NO=Norway;
SE=Sweden; SI=Slovenia; SK=Slovakia; UK=United Kingdom. Data from Eurofound (2015, p.32).

According to a systematic review of cost-of-illness studies (Hassard, Teoh,
Visockaite, Dewe, & Cox, 2018), the annual cost of psycho-social workplace aggression
may range between 35.9 million and 114.64 million. For instance, a study on costs of
workplace bullying estimated a loss of GBP 17.65 billion to the UK economy, considering

only those costs related to absenteeism, turnover and productivity loss (ibidem).
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Table 2. Impact of workplace aggression on workers’ psycho-physical health

Countries
Symptoms

AT BE BG DK EE ES FI FR IT LT SE SI UK
Headaches X X X X
Chronic fatigue X X
Digestion/stomach problems X X
Cardiovascular diseases X X X X
Musculoskeletal disorders, back pain X X X X X X X X
Psychosomatic disorder in general X X
Use of alcohol or drugs X X X

Note. X= presence; AT= Austria; BE=Belgium; BG=Bulgaria; DK=Denmark; EE=Estonia; ES=Spain;
Fl=Finland; FR=France; IT=ltaly; LT=Lithuania; SE=Sweden; SI=Slovenia; UK=United Kingdom. Data
from Eurofound (2015, p. 33).

Considerable differences in the reported magnitude emerged across countries (see
Figure 1). This may stem from cultural dissimilarities in the tolerance towards undesired
behaviours and in the under-reporting of aggressive acts. Moreover, it is difficult to compare
results among countries since no single, uniform definition for workplace aggression exists
(e.g., Hogh & Viitasara, 2005). Numerous reviewers have noticed that conceptual and
operational definitions regarding workplace aggression have proliferated in the last decades
(e.g., Keashly & Jagatic, 2003; Kelloway, Mullen, & Francis, 2006; Neuman & Baron, 1998;
Robinson & Greenberg, 1998; Schat & Kelloway, 2005). Since the focus of the current
dissertation is on workplace aggression (i.e., customer incivility and verbal aggression,
robberies and/or thefts exposure), it is needed to provide a theoretical definition of this
phenomenon. Overall, different names have been used to define workplace aggression, such
as workplace incivility (e.g., Andersson & Pearson, 1999), bullying (e.g., Zapf & Einarsen,

2003), workplace harassment (e.g., Rospenda, Richman, Ehmke, & Zlatoper, 2005),
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emotional abuse (e.g., Keashly & Harvey, 2005), antisocial work behaviour (e.g., O’Leary-
Kelly, Paetzold, & Griffin, 2000) and deviant behaviour (Robinson & Bennet, 1995).

Table 3. Behaviours of workers who have been subjected to workplace aggression

Countries
Behaviours

BE Cy DE DK EE ES FI FR IE IT MT NL NO PL SE SK UK

Absenteeism X X X X X X X X X

Presenteeism X X

Poor
concentration

Work
accidents

Fear of work X X

Poor
motivation

Job
dissatisfaction

Turnover
intentions

Note. X= presence; BE=Belgium; CY=Cyprus; DE=Germany; DK=Denmark; EE=Estonia; ES=Spain;
Fl=Finland; FR=France; IE=Ireland; IT=Italy; MT=Malta; NL=Netherlands; NO= Norway; PL= Poland;
SE=Sweden; SK=Slovakia; UK= United Kingdom. Data from Eurofound (2015, pp. 34-36).

Such definitions essentially allude to the same concept, namely, the presence of workers who
are victims of mistreatment at the workplace or as a direct result of their job. Thus,
aggression is a generic term that embraces different kinds of behaviours that “humiliate,
degrade or damage a person’s well-being, value or dignity” (Milczarek, 2010; p. 9). One of
the most widely cited and accepted definition of work-related aggression has been proposed
by the European Commission and adapted from Wynne and colleagues (1997). According
to such definition, workplace aggression refers to “incidents where staff are abused,
threatened or assaulted in circumstances related to their work, involving an explicit or

implicit challenge to their safety, well-being or health” (p. 2).
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Figure 1. Proportion of workers reporting at least one adverse social behaviour, by country
(%). Data from Eurofound (2016, p.69).

Moreover, the International Labour Organization (2003) has defined workplace
aggression as “any action, incident or behaviour that departs from reasonable conduct in
which a person is assaulted, threatened, harmed, injured in the course of, or as a direct result
of, his or her work” (p. 4). Workplace aggression “can be internal (within the enterprise,
among managers, supervisors and workers); but there is also external aggression (between
workers and intruders, as well as between staff, clients, patients, students, suppliers, and the
general public)” (International Labour Organization, 2003, p. iii). Despite of the presence of
several conceptual and operational definitions (Barling, Dupré, & Kelloway, 2009),
workplace aggression refers to “behaviour by an individual or individuals within or outside
an organization that is intended to physically or psychologically harm a worker or workers
and occurs in a work-related context” (Schat & Kelloway, 2005, p. 191). This means that an
aggressive action is both a deviant and an antisocial behaviour, but it is not necessarily a
violent action. It is a deviant behaviour because this term refers to "voluntary behaviour that
violates significant organizational norms and, in so doing, threatens the well-being of an
organization, its members, or both™ (Robinson & Bennet, 1995; p. 556). It is an antisocial
behaviour because this definition includes "any behaviour that brings harm, or is intended to
bring harm, to an organization, its employees, or stakeholders” (Giacalone & Greenberg,

1997; p. vii). However, workplace aggression differs from workplace violence which is
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related to “a distinct form of workplace aggression that comprises behaviours that are
intended to cause physical harm” (e.g., physical assault and/or threat of assault; Barling et
al., 2009; Schat & Kelloway, 2005, p. 191). Therefore, “all violent behaviours are aggressive
whereas not all aggressive behaviours are violent” (Barling et al., 2009, p. 673). In fact, “the
majority of incidents of violence are not lethal attacks but habitual incidents of fighting,
verbal threats, and harassment” (Maes, lIcenogle, Shearer, & Fowler, 2000; p. 14).
Nevertheless, scholars have often acknowledged the potential for aggressive behaviour to
escalate into a physical confrontation within workplace settings (Barling, 1996; Dupré &
Barling, 2006; Glomb, 2002; Herschovis & Barling, 2006). Moreover, victims of workplace
physical violence are likely to have previously experienced nonphysical aggressive acts
(Schat, Frone, & Kelloway, 2006).

Through this dissertation we use the term workplace aggression with reference to
any deviant behaviour with intent to hurt which occurs in the course of, or as a direct result
of, someone’s work. This is a comprehensive and sufficiently general definition to cover a
wide range of physical and psychological expressions of workplace aggression, including
incivility and theft and/or robbery-related aggression. In addition, such definition is inclusive
since it encompasses aggressive behaviours perpetrated by persons inside (e.g., supervisors,
colleagues) and outside (e.g., customers, clients, patients) the organization (e.g., Barling et
al., 2009; Greenberg & Barling, 1999; LeBlanc & Kelloway, 2002).

Despite the existence of different classifications concerning the types of aggression,
it is challenging to make clear-cut distinctions between different kinds of workplace
aggression as they frequently may occur in combination with one another. Thus, a degree of
caution is required in drawing a distinguishing line between physical and psychological
aggression. Historically, workplace aggression has been identified to embrace only physical

assault or homicide which occurred in the course of, or as a direct result of, one’s own work
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(Center for Mental Health Services, 1994; Hales, Seligman, Newman, & Timbrook, 1988).
Some investigations have considered only physical attacks which turn in at least one day
away from work to recover (e.g., Hales et al., 1988). Later, some scholars have extended the
definition of workplace aggression to include expressions of aggression such as verbal abuse,
threats, harassment, any assault or verbal attack which may generate psychological harm
(Center for Mental Health Services, 1994, Pedersen & Thomas, 1992), theft (Bachman,
1994) and self-directed aggression (Center for Mental Health Services, 1994).

The definition of workplace psychological aggression is complex and elusive due to
the difficulty of discriminating between acceptable and unacceptable behaviours.
Psychological aggression manifests itself in many ways, ranging from incivility to sexual
harassment.

Workplace incivility refers to low-intensity deviant, discourteous, and rude behaviour
with ambiguous intent to harm an employee (Andersson & Pearson, 1999). According to
definitions provided above, uncivility lies inside the realm of antisocial behaviour (i.e.,
mistreatment of people and of property in companies, with and without intention to harm;
Robinson & Bennet, 1995) and can be defined as a deviant behaviour because it violates
workplace norms of mutual respect and courtesy (Giacalone & Greenberg, 1997). In
addition, psychological aggression is inclusive of some forms of incivility, namely “those
with intent to harm, but in which the intent perceived by the instigator, the target, and/or
observers is ambiguous” (ibidem, p.1999). In these cases, it can be considered as a milder
form of verbal aggression because it violates social norms through gestures (e.g., snapping
finger to get attention; Cortina, Magley, Williams, & Langhout, 2001) or verbal expressions
(e.g., derogatory remarks; Wilson & Holmvall, 2013) which lack the anger that characterises
verbal aggression (Lim, Cortina, & Magley, 2008). However, other expressions of incivility

“lie outside the realm of aggression, including those with intent to harm, but in which the
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intent is ambiguous, such as those that occur out of ignorance or oversight” (ibidem, p.1999;
see Figure 2). Thereby, similarly to aggression, incivility represents a deviant behaviour, but
it can be posited along psychological aggression blurring boundaries because of its low
intensity and ambiguousness. Although a single uncivil act may have limited effects, the
accumulation of repeated uncivil actions over time may have serious repercussions on
victims (Sliter, Sliter, & Jex, 2012). Moreover, incivility may escalate to more serious

behaviours (i.e., spiral of incivility; Andersson & Pearson, 1999).

Antisocial behavior- behavior that harms organizations and or members

Deviant behavior- antisocial behavior that violates norms

Violence- high-intensity, physically aggressive behaviour

Aggression- Deviant behaviour with intent to harm

Incivility- Low-intensity deviant behaviour with intent to harm

Figure 2. Incivility and other forms of mistreatment in organizations. Source: Andersson &
Pearson (1999, p. 456).

Workplace verbal aggression refers to verbal communication of anger perpetrated
by internal or external organizational members with clear intent to hurt a worker in violation
of social norms of mutual respect (Grandey, Dickter, & Sin, 2004). Examples may include
use of abusive or offensive language, tone or manner, such as swearing, making personal
verbal attacks or insults, yelling, shouting and sarcasm (Dormann & Zapf, 2004; Grandey et
al., 2004; Harris & Reynolds, 2003). More specifically, direct forms of verbal aggression
may include both active (e.g., insults, yelling, shouting, acting in a condescending manner),
and passive expressions (e.g., giving someone “the silent treatment”; Baron & Neuman,
1996). Similarly, indirect verbal abuse may take both active (such as spreading false rumours
about the victim) and passive forms (including avoiding the transmission of information

needed by the victim; ibidem). Verbal aggression may manifest itself through threats of
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aggression. Threats of workplace aggression concerns the menace of death or the
announcement of an intention to physically harm employees or to damage their property that
give them the reasonable cause to believe they are at risk (Chappell & Di Martino, 2006;
Mayhew & Chappell, 2002; Neuman & Baron, 1998). Instances include warning of intent to
injure, physical intimidation, threat with a weapon.

Bullying/mobbing at work refers to an escalating process, in the course of which the
victim feels constantly and repeatedly humiliated and emotionally attacked (e.g., weekly)
through - direct or indirect - aggressive behaviours perpetrated by others at work over time
(e.g., about six months). The instigator intends to remove the target from the organization,
leading him/her to terminate his/her employment contract, extend his/her medical leave, or
quit his/her job (Einarsen, Hoel, Cooper, & Zapf, 2003; European Commission, 2001;
Sperry, 2009; Yavuz, 2007). Bullying/mobbing at work may take various forms, including
person-related actions (e.g., humiliation, unjustified negative remarks or criticism, isolating
a person from social contacts, spreading false information about the target), work-related
acts (e.g., withholding important information, hampering access to work tools), or physically
intimidating behaviours (e.g., threats of aggression; Einarsen, Hoel, & Notelaers, 2009).
These actions tend to be frequent (i.e., daily or weekly) and persistent (i.e., for six months
or more) resulting in the target’s perception of inability to defend oneself and, therefore,
generating serious repercussions for one’s physical health (Einarsen, 2000). According to
the source of actions, mobbing can be classified in: a) horizonal mobbing, which takes place
between employees at the same level in the hierarchical organization of the company; b)
vertical mobbing, where the tormentor is a superior who harasses a subordinate; c¢) bossing,
where a superior harasses one in a single worker until it destroys the whole group; d) the
subordinates harass their superior, attempting to demonstrate his/her incompetence.

Although bullying and mobbing are often treated as synonyms, many researchers, such as
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Leymann (1990), view them as two distinct phenomena. In contrast to mobbing, bullying
originates from a colleague or a supervisor, but other members of the teamwork and the
organization itself are not involved in the abusive behaviour. In brief, mobbing and bullying
can be conceptualized among a continuum of abuse where bullying is a milder form of
mobbing (Sperry, 2009).

Sexual harassment in the workplace has been defined as coercion of sexual
cooperation by threat of job-related consequences (quid pro quo harassment) or as any
unwanted, unreciprocated and unwelcome verbal, non-verbal or physical behaviour of
sexual nature that is offensive to the person and violates his or her dignity, even in the
absence of any job-related threats (Equal Employment Opportunity Commission, 1980;
European Parliament, 2002). This may generate an intimidating, hostile, and offensive work
environment, in addition to affecting victim’s ability to perform one’s own job (European
Parliament, 2002). Sexual harassment may also be committed by customers. In this case, it
may include behaviours such as sexist comments, unwanted sexual advances, coercive
sexual activity or sexual assault (Gettman & Gelfand, 2007; Hoobler & Swanberg, 2006;
Hughes & Tadic, 1998).

Workplace physical aggression concerns the use of physical force against another
person to intentionally harm him or her physically in the course of, or as a result of, his/her
job. Direct-active expressions of physical aggression are ones in which harm is delivered
directly to the victim, such as physical attacks (e.g., beating, biting, pinching, pushing,
shoving, hitting, slapping, stabbing, shooting), robbery-related aggression or armed assaults;
whilst indirect-active forms of physical aggression encompass the delivery of harm through
assaults on individuals or objects valued by the victim, including thefts or destruction of
property belonging to the victim (Baron & Neuman, 1996). Moreover, physical aggression

may take the form of passive actions perpetrated with the intent to hurt a worker directly,
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such as deliberately leaving a work area when target enters or decreasing targets’

possibilities to express themselves (e.g., scheduling them at the end of a session so that they

do not get their turn); or indirectly, such as failing to take the necessary measures to protect

the target’s welfare or safety (ibidem).

Furthermore, workplace aggression may be separated into three broad categories,

according to the source of aggression and his/her relationship with the organization - or the

worker - confronted (CAL/OSHA, 1998):

Type |: External/intrusive aggression: incidents involving assault by unknown
persons outside the organization who have no legitimate relationship to the
organization and enter in the workplace with the clear intent to commit a criminal
act, such as to steal cash or valuable property (e.g., robberies and thefts at work)
Type II: Client-initiated aggression: events involving aggression inflicted by
someone who is either the recipient of or the object of a service provided by the
affected workplace or the victim (e.g., customer verbal aggression against staffs)
Type I11: Internal aggression: incidents where the perpetrator has an employment-
related involvement in the work environment, namely the aggressor is an inter-
organizational member - or an ex-employee - of the organization (e.g., staff-on-staff
aggression, bullying).

Type 1V: events involving perpetrator(s) personally known to an employee (e.g., via
friendship, familiar relationship, or intimate partnership; Howard, 1996).

Although recent research has demonstrated that experiencing aggression from

different sources has different implications for victims (Grandey, Kern, & Frone, 2007),

existing studies addressing aggression in the workplace have been predominantly restricted

to situations involving intra-organizational members. To fill this gap, the current dissertation

concentrates on two external forms of third-party aggression, namely thefts and robberies at
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work, and two client-initiated forms of third-party aggression, namely customer incivility
and verbal aggression, in order to contribute to shedding light on the consequences stemmed

from workplace aggression perpetrated by outsiders.

2. Professional groups at high risk of third-party aggression

Certain professional categories are at elevated risk for third-party aggressive attacks
because of some peculiar characteristics of their work. Generally, occupations which are
characterised by high levels of interaction with external clients tend to have the highest levels
of incidence of workplace aggression. In some cases, aggression may be elicited by a
perceived - or actual poor quality - of the service provided. Alternatively, it may be the
product of dismissive and uncaring behaviours displayed by service providers: the
insensitivity to customer’s needs may be perceived as a personal offence, provoking
employee-directed aggression (Carmi-lluz, Peleg, Freud, & Shvartzman, 2005; Joa, &
Morken, 2012; Yagil, 2008). In other cases, aggressive behaviour may be a more general
attack on the organization itself: frontline workers represent the easiest target of blame for
service errors and failures to meet customer expectations (e.g., long waiting periods;
Albashtawy, 2013; Aydin, Kartal, Midik, & Buyukakkus, 2009; Bernaldo-De-Quiros,
Piccini, Gomez, & Cerdeira, 2015; Carmi-lluz et al., 2005; Hahn et al., 2010; Vezyridis,
Samoutis, & Mavrikiou, 2015; Zampieron, Galeazzo, Turra, & Buja, 2010). Additionally,
frontline workers employed in large-scale organizations have extensive face-to-face contact
with anonymous members of the public. Within this context, it is difficult to predict the
likelihood of meeting some individuals with a history of aggression or under drug effects,
all factors which have been associated with the occurrence of serious incidents (Amore et

al., 2008; El Ghaziri, Zhu, Lipscomb, & Smith, 2014; Renwick et al., 2016; Stewart

& Bowers, 2013).
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Workers within the health-care and medical sectors are likely to deal with people in
distress and, consequently, they are at increased risk of victimization (Chappell & Di
Martino, 2006). Indeed, several factors may influence patients and/or visitors’ behaviours,
including: frustration and anger stemming from sickness and pain, older-age diseases (e.g.,
dementia), some mental health problems, intoxication with alcohol and substance abuse. The
presence of these factors may increase individual tendency to commit verbally or physically
aggressive acts (Baby, Swain, & Gale, 2016; Giesen, Mokkink, Hensing, van den Bosch, &
Grol, 2008; Joa & Morken, 2012; Josefsson, Sonde, & Wahlin, 2007; Lin & Liu, 2005;
Vezyridis et al., 2015). Although aggression in the health-care sector is so common to be
frequently considered as part of the job, some health occupational groups seem to be at
heightened risk of being exposed to verbal and physical violence from patients and visitors
(i.e., patients’ relatives or friends; Hahn et al., 2013; Park, Cho, & Hong, 2015). Among
these, there are professionals employed in the following areas: emergency departments (e.g.,
Abou-ElWafa, El-Gilany, Abd-El-Raouf, Abd-Elmouty & EI-Sayed Hassan El-Sayed 2015;
Esmaeilpour, Salsali, & Ahmadi, 2011; Pich, Hazelton, Sundin, & Kable, 2010; Vezyridis
etal., 2015), psychiatric facilities (e.g., Merecz, Rymaszewska, Moscicka, Kiejna, & Jarosz-
Nowak, 2006; Zeng et al., 2013), old-care age units (e.g., Danesh, Malvey, & Fottler, 2008;
Bostrom, Squires, Mitchell, Sales, & Estabrooks, 2012; Rodwell, Demir, & Gulyas, 2015;
Josefsson et al., 2007), outpatient units (e.g., Chen, Ku, & Yang, 2013). Other healthcare
contexts associated with third-party aggression include: intensive care units (e.g., Unsal Atan
etal., 2013, Wykes & Whittington, 1998), services directed to people with disabilities (e.g.,
Brasi¢ & Fogelman, 1999), social service agencies (e.g., Zelnick et al., 2013), detoxification
facilities (e.g., Adamson, Vincent, & Cundiff, 2009) and remote health care areas (e.g., Opie,
Lenthall, & Dollard, 2011). Moreover, contextual factors, such as inappropriate

environmental conditions (e.g., noise, poor lighting, poor ventilation, inadequate facilities;
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Lawoko, Soares, & Nolan, 2004; Yagil, 2008) and poor care activities organizations (e.g.,
long waiting time, enforcement of institutional bans, shortage of staff; Carmi-lluz et al.,
2005; Hahn et al., 2010) may increase the odds of third-party aggression. In addition, the
reporting of aggressive incidents has been associated with perceptions of violence climate,
poor quality of the teamwork and uncertainty concerning patients’ therapies (ibidem).
Additionally, other factors may substantially contribute to increasing the risk of third-party
workplace aggression in the medical and healthcare sectors, including: inadequate training
in the management of potentially violent individuals (e.g., setting boundaries/limits, de-
escalation; Foley & Rauser, 2012; Kuehn, 2010), poor interpersonal skills (e.g., verbal
interactions/communication with potentially violent people; AbuAIRub & Al Khawaldeh,
2014), individual attitudes towards violence (Chen et al., 2013) - combined with the
tendency to under-report critical incidents (e.g., Crabbe, Alexander, Klein, Walker, &
Sinclair 2002) - lack of understanding of the situation from visitors (e.g., hospitalization or
discharge process due to cultural diversity, language problems), uncertainty regarding
patients’ treatments, patient’s dissatisfaction with the treatment provided or disagreement
with professional decisions (Estryn-Behar et al., 2008; Kisa, 2008; Lin & Liu, 2005).
According to Nowrouzi and Huynh’ review of the top 50 cited articles on workplace
aggression (2016), namely two-thirds of investigations have concentrated on the healthcare
sector, whereas less attention has been given to other employment areas. However, working
with mentally disturbed people is not limited to care professions, but encompasses also other
professional categories, such as bar staff members who have often to work with drunk
people, or prison officers who have to deal with potentially violent individuals (e.g., Beale,
Cox, Clarke, Lawrence, & Leather, 1998).

Other occupational groups at heightened risk of victimization include workers who

provide advice, education and training (e.g., teachers) or professionals who carry out
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inspection, enforcement duties (e.g., ticket inspectors) or perform a social function,
especially in military and paramilitary organizations (Chappell & Di Martino, 2006;
Milczarek, 2010). In these contexts, the potential for aggression may result from the denial
of an individual’s request or from the need to reprimand someone for breaking the rules, or
to order someone to do something against his/her will (Chappell & Di Martino, 2006;
Menckel, Carter, & Viitasara, 2000). Organizational and psychological factors may
represent important antecedents of third-party workplace aggression. Indeed, staff
victimization has been predicted by the following factors: lack of job control and autonomy,
high workload, role conflict, poor information flow, and poor cooperation among team
members (Estryn-Behar et al., 2008; Vartia & Hyyti, 1999; Vitasara, Sverke, & Menckel,
2003).

Working in a small group or alone (e.g., small businesses, petrol stations, kiosks)
may increase the vulnerability of workers, who are seen as “easy” targets by the aggressors,
especially in the presence of other co-existing high-risk situations, such as working outside
normal hours (Chappell & Di Martino, 2006; NIOSH, 1996). Additionally, evidence
suggests that the potential for aggression may be intensified at particular time of the day or
the night, such as opening early in the morning and closing late at night (Geijer & Menckel,
2003) and on specific days of the week, particularly on bank holidays and on pay days. Lone
workers cannot rely on the social support from colleagues or supervisors, an important factor
which plays a protective role in the face of critical events (e.g., Han, Bonn, & Cho 2016;
Leather, Lawrence, Beale, & Cox, 1998; Rodwell, Demir, & Flower, 2013; Rodwell et al.,
2015). Furthermore, attention should be paid to the geographical location which may
represent an important risk factor for robbery-related aggression (Geijer & Menckel, 2003;
Mayhew, 2001), such as working in: isolated areas, crime black spots (e.g., petrol station

staff; Leather et al., 1998), mobile workplaces (e.g., taxi drivers; Barish, 2001; LeBlanc,
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Dupré, & Barling, 2006), big cities, places where groups of young males gather, or places
where people under the influence of illicit drugs congregate. Workers who handle money
and valuables (e.g., small business retailers, cashiers, bank officers, pharmacists, jewellers)
or workers who guard valuable property and objects (e.g., private security guards) are
preferential targets of robbers and thefts, especially when a business lacks adequate security
measures and only a few workers are on the site (Chappell, & Di Martino, 2006; Milczarek,
2010).

Precariously employed workers (e.g., short-term contract, casual or subcontract
arrangements) are especially vulnerable to third-party workplace aggression because of their
marginal status which limit the influence they can exert over their job (Chappell & Di
Martino, 2006). Similarly, workers in export-processing enterprises - mainly composed of
unskilled young people and women on precarious jobs - low-status call centre agents -
speaking only from a prepared script — immigrant workers and apprentices are particularly
vulnerable groups (Chappell & Di Martino, 2006). In addition, working during periods of
significant organizational changes (e.g., down-sizing) or in a workplace which is open to
aggression (e.g., absence of zero-tolerance policy against workplace aggression) may
constitute further secondary risk factors (Chappell & Di Martino, 2006; Feda, Gerberich,
Ryan, Nachreiner, & McGovern, 2010).

Since recent studies have shown that experiencing aggression from different sources
may have different implication for victims (e.g., Chang & Lyons, 2012), more research on
client-initiated and external workplace aggression is needed to shed more light on this
phenomenon. To date, numerous studies have examined verbal aggression from outsiders
within the healthcare context (e.g., Abou-ElWafa et al., 2015; Fujishiro, Gee, & De Castro,
2011; Itzhaki et al., 2015; Spector, Coulter, Stockwell, & Matz, 2007), while less attention

has been given to other service areas (e.g., Goussinsky, 2011; Rafaeli et al., 2012).
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Additionally, most studies on workplace incivility has focused on intra-organizational
members (Cortina et al., 2001; Lim et al., 2008) rather than outsiders. Nevertheless,
employees working in contact with the public are more likely to observe and receive
mistreatment, especially incivility and verbal aggression, from outsiders than from intra-
organizational members (Hoobler & Swanberg, 2006; Molino et al., 2016; Scarone &
Cedillo, 2007; Sliter et al., 2012). In the service sector, issues of customer aggression are
compounded by a philosophy held by many service organizations that “The customer is
always right”, which essentially puts the emphasis on the customer satisfaction and creates
an unequal power distribution between customers and employees (Rafaeli et al., 2012). As
a result, customer facing occupations may be demanding because employees are required to
cope with customer-related social stressors which may lead them to experience emotional
dissonance (Dudenhoffer & Dormann, 2015) and psychological resource drain (Hobfoll,
1989). Thereby, our investigations on customer mistreatment will concentrate on customer-
contact workers who are potentially in danger of experiencing third-party incivility and
verbal aggression. Furthermore, to date, research on theft and/or robbery-related aggression
has predominantly focused on bank contexts (e.g., Armour & Hansen, 2015; Christiansen &
Hansen, 2015; Hansen & ElKkit, 2013), whereas only a few studies have concentrated on
workers employed in small businesses (Belleville, Marchand, St-Hilaire, Martin, & Silva
2012; Casteel, Peek-Asa, Greenland, Chu, & Kraus, 2008; Sondergaard, 2008) that represent
an understudied and difficult-to-track population. To fil this gap, our investigations on thefts
and/or robberies at work will concentrate on small businesses retailers because they
represent a high-risk occupational group. Indeed, their job is characterized by a combination
of risk factors, including dealing with customers, working alone or in a small team, handling

valuables, selling items of values and - in some cases - working in night shifts.
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3. The theoretical frameworks

In this section, widely accepted comprehensive stress and motivational theories,
which form the bases of the subsequent studies, will be outlined. The Job-Demands
Resource Model (Bakker & Demerouti, 2007; Demerouti, Bakker, Nachreiner, & Schaufeli,
2001) and the Conservation of Resources theory (Hobfoll, 1989) represent useful
frameworks for understanding the processes underlying the development of individual and
organizational consequences in response to workplace aggression. Both frameworks assume
a buffering role of resources in the association between threats/demands and negative
consequences, considering the saliency of resources under stressful situations. Moreover,
common ground between the two frameworks can be identified in the assumption that

individual differences can be attributable to dissimilarities in the availability of resources.

3.1. Job Demands-Resource Model

In line with the Job Demands- Resources (JD-R) model (Bakker & Demerouti, 2007;
Demerouti et al., 2001), working conditions potentially can be distinguished into two broad
categories, namely job demands and job resources. This model represents an all-
encompassing theoretical framework that may be applied to several occupational

environments, regardless of the specific job demands and resources involved.

3.1.1. Job demands and job resources

Job demands refer to working conditions that potentially elicit strain by exceeding
the worker’s adaptive capacity. More specifically, job demands concern “those physical,
psychological, social, or organizational aspects of the job that require sustained physical
and/or psychological (cognitive and emotional) effort or skills and are therefore associated

with certain physiological and/or psychological costs” (Bakker & Demerouti, 2007, p. 312).
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Job demands are not negative in themselves, but they may turn into job stressors when
meeting those demands requires considerable effort from which the worker cannot
adequately recover (Meijman & Mulder, 1998). Thereby, customer incivility and verbal
aggression as well as thefts and/or robberies at work may represent specific job demands.
Conversely, job resources represent “those physical, psychological, social, or
organizational aspects of the job that are either/or: functional in achieving work goals; reduce
job demands and the associated physiological and psychological costs; stimulate personal
growth, learning, and development” (Bakker & Demerouti, 2007, p. 312). Job resources are
not only necessary to manage job demands, but they are also important in their own right.
Resources may be located at the following levels: the organization (e.g., job security, career
opportunity), interpersonal and social relationships (e.g., supervisor and colleague support),
the organization of work (e.g. role clarity, participation in decision making), and the task

(e.g., job control, skill variety).

3.1.2. The health impairment and the motivational processes

An important assumption in the JD-R model is that job demands, and resources are
responsible for two psychologically distinct, albeit related, processes which are crucial in
the development of job strain and motivation, and eventually affect important organizational
outcomes (see Figure 3; Schaufeli & Bakker, 2004).

The first process can be called “energetical” - or health impairment process - in which
job demands are predictors of job strain. Having chronic job demands (e.g., experiencing
multiple robberies or thefts) may drain employees’ mental, emotional and physical resources
and may lead to the depletion of energy (i.e., a state of exhaustion) and therefore, in the long
run, to the development of health problems (Demerouti et al., 2001; Doi, 2005; Hakanen,

Bakker, & Schaufeli, 2006; Hakanen, Bakker, & Demerouti, 2005; Hakanen, Schaufeli, &
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Ahola, 2008; Halbesleben & Buckley, 2004; Schaufeli & Bakker, 2004). This, in turn, may
lead to negative consequences for the organization, such as absenteeism (Bakker, Demerouti,
De Boer, & Schaufeli, 2003), impaired in-role performance (Bakker, Demerouti, & Verbeke,
2004), withdrawal from work (Bakker et al., 2004), reduced work engagement and lower
organizational commitment (Bakker et al., 2003). Indeed, the two processes may also
intertwine, since job resources and job demands are unlikely to exist totally independently

(Halbesleben & Buckley, 2004; Schaufeli & Bakker, 2004, see Figure 3).

Cognitive
Job demands: Strain
customer ( vch
Emotional mistreatment, B PSY .c o
thefis and somatic
robberics complaints)
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Organizational
outcomes (e.g.,
quality of the
service
provided)
Social support
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satisfaction)

Safety at work Job resources

Etc. B

Figure 3. Figure adapted from Bakker & Demerouti (2007, p. 313).

The second process can be called “motivational”, where job resources foster work
engagement and concomitant organizational commitment (Schaufeli & Bakker, 2004). The
presence of job resources leads employees to experience positive job outcomes, such as
dedication and extra-role performance (Bakker et al., 2004). Conversely, the absence of job
resources may have a detrimental impact on motivation and lead employees to experience a
cynical attitude towards work, resulting in diminished extra-role performance, reduced job
satisfaction and decreased organizational commitment. Indeed, job resources may play either

an intrinsic motivational role because they encourage workers’ growth, learning and
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development, or they may play an extrinsic motivational role because they are instrumental
in achieving work goals. In the former case, in line with the self-determination theory (Deci,
Vallerand, Pelletier, & Ryan, 1991), any workplace which meets the basic human needs of
autonomy (e.g., job control), competence (e.g., positive feedback from supervisors) and
relatedness (e.g., social support from colleagues) fosters well-being and promotes
organizational commitment. This means that within a resource-high context, employees are
likely to maintain a good functioning at work, even when they are confronted with aggressive
acts, because they can rely on job resources, such as social support from colleagues and

supervisors, which help them in the aftermath of the event.

3.1.3. The buffering role played by job and personal resources

The JD-R model also states that, depending on the peculiar job features which prevail
within a certain organization, several different job resources can play an important role
because they can buffer the effects of numerous different job demands on employees’ well-
being, including burnout (Bakker, Demerouti, & Euwema, 2005; Xanthopoulou, Bakker,
Demerouti, & Schaufeli, 2007, 2009), especially in the face of high job demands. The
reasons why job resources can act as moderators is distinct for different resources. The
buffering variable can diminish the inclination of organizational assets to produce specific
stressors, can modify the perceptions and cognitions elicited by such stressors, or can
moderate the responses that follow the appraisal process or decrease the health-damaging
costs of such responses (Kahn & Byosiere, 1992, p. 622). Job resources become particularly
salient and have more motivating potential under highly stressful conditions. A more recent
formulation of the JD-R model suggests that personal resources, which are considered as
psychological features concerning individual perceptions of being able to control and

influence environments (Hobfoll, Johnson, Ennis, & Jackson, 2003; Schaufeli & Taris,

35



PART A: CHAPTER 1- Workplace aggression

2014), may have similar motivational potential to that of job resources and may be positively
associated with favourable job outcomes (Xanthopoulou et al., 2007, 2009). Evidence has
been provided to support the moderating role of personal resources (Van Yperen & Snijders,
2000; Mékikangas, & Kinnunen, 2003) in the relationship between work characteristics and
outcomes at the individual and the organizational levels. Indeed, the presence of personal
resources may enable workers to maintain work engagement and organizational
commitment, even in face of highly stressful situations (Xanthopoulou et al., 2009). When
employees have sufficient personal resources available, job demands become challenges,
whereas job demands are perceived as stressors when such resources are lacking. This
suggests that employees who hold high personal resources levels may be less vulnerable to
develop psychological detrimental effects following workplace aggression since they are
more likely to appraise such critical incidents (e.g., negative customer encounters, thefts
and/or robberies) as less threatening or to perceive themselves to be able to effectively
manage the negative consequences following such events. Additionally, it is worth noting
that job strain and motivation can both be outcomes as well as antecedents of job demands
and resources, so that increased stress levels and impaired motivation may convert to less
positive working conditions over time. On the one hand, burned-out or disengaged
employees may feel less capable to perform their tasks and, as a result, they may be more
likely to engage in behaviours which may provoke negative others’ reactions. For instance,
an accumulation of rude acts may cause a gradual depletion of energies and, thus, lead
employees to elicit further customer incivility because of one’s own reduced quality of the
service provided. On the other hand, employees’ perceptions regarding their workplace may
influence job demands and resources. For instance, stressed workers may perceive
unmanageable job demands and complain more frequently about their workload, thereby

feeding a negative work climate (Bakker & Schaufeli, 2000).
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In line with the JD-R model, workplace aggression from outsiders represents a job
demand. When frequent encounters with verbally or physically aggressive clients occur
within resource-poor workplaces, an adverse accumulative process may be triggered, which
is likely to lead to constant overtaxing and, in the long term, to the depletion of energy (e.g.,
Lee & Ashforth, 1996; Wright & Cropanzano, 1998). This may result in detrimental health
outcomes, such as burnout, impaired psycho-physical health, and negative job outcomes,
such as reduced performance and lower job satisfaction However, when workers perceive
that they possess sufficient job (e.g., support from members within the organization) and
personal resources (e.g., self-efficacy) to meet emotionally demanding interactions, they can
find opportunities for recovery at work and, therefore, they can maintain a good functioning
and satisfactory performance levels, even in the presence of high job demands. This suggests
that the availability of job resources can lead workers to keep the effort investment required
by high job demands within tolerable limits, enabling them to cope with demanding

situations.

3.1.4. Applicability of the JD-R model to the current dissertation

The JD-R model represents one of the leading job stress models which has been
largely applied to comprehend, interpret, and make predictions about the effects of job
demands on employees’ well-being and job outcomes. Drawing on the assumption that all
job characteristics can be modeled using two diverse categories (i.e., job demands and job
resources), this model can be suitable for all work settings and can be tailored to the peculiar
occupations under analysis. Thus, by assuming that potentially any demand and any resource
may influence employee well-being, this framework is much more flexible than previous
models, such as Karasek’s (1979) Job Demands Control model and Siegrist’s (1996) Effort

Reward Balance model. Indeed, although certain specific job demands and resources can be
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common to almost every occupational group, other job demands and resources are unique.
For instance, despite small business retailers have a great job autonomy (especially if they
are owners), they work frequently alone, and they cannot rely on a supportive social network
provided by colleagues and supervisors. Generally, working in direct contact with the public
imply specific job demands, such as customer mistreatment and robbery-related aggression
which are not common among other occupational groups, such as construction workers.

The application of the dual pathways to employee well-being proposed by the JD-R
model to the research on workplace aggression may provide us with a way of thinking about
how experiencing third-party aggression may influence individual well-being and
motivation. Evidence has been provided to support that the presence of these two
independent processes can predict important organizational outcomes (e.g., see Bakker &
Demerouti, 2014). According to the energy-driven process, in Chapter 4, we expect that
customer mistreatment will be an important predictor of negative emotions and cognitive
impairment, which, in turn, will be associated with customer-directed incivility. Similarly,
in Chapters 6 and 7, we assume that theft and or robbery-related aggression will be an
important predictor of health problems in the form of psycho-somatic health complaints and
post-traumatic stress symptoms, which, in turn, will be related to job dissatisfaction. In line
with the motivation-driven process (Schaufeli & Bakker, 2004), in Chapter 6, we expect that
trauma-related coping self-efficacy will predict job satisfaction, being an important job
resource, which fulfils the individual need of competence.

Additionally, the assumption that job resources are particularly salient when an
employee is confronted with challenging job demands can provide the justification for
analysing the negative impact of job demands within the context of existing job resources

which can help respond to job-related strain. Accordingly, in Chapters 6 and 7, we assume
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the relevance of trauma-related coping self-efficacy perceptions in protecting victims of
thefts and/or robberies from the development of post-traumatic stress symptomatology.

In addition, consistent with the motivation process, some individual differences can
positively influence workers’ motivation. Accordingly, in Chapter 5, we expect that
individuals high in customer-orientation will report higher job satisfaction levels. Overall,
the heuristic utilization of the JD-R model in combination with its comprehensive goal and

flexibility offers a useful framework for the current dissertation.

3.2. The Conservation of Resources Model

The Conservation of Resources Model (COR, Hobfoll, 1989) is both an integrated
model of stress based on resources and a motivational theory. It was initially formulated to
analyse stress due to major stressful life events, traumatic events and chronic and/or acute
ilinesses (Benight et al., 1999; Hobfoll, Tracy, & Galea, 2006). Later it has been successfully
applied to organizational contexts, becoming one of the most commonly cited theories in the
organizational behaviour literature, especially in the research on burnout (Brotheridge &
Lee, 2002; Neveu, 2007) and in the positive psychology field, particularly utilized in

reference to high demand circumstances (Bakker & Demerouti, 2007; Sun & Pan, 2008).

3.2.1. The value of resources and the primacy of resource loss in the stress process

In line with the COR theory (Hobfoll, 1989), individuals strive to gain, retain, foster
and protect valued resources, which help them manage challenges they confront with, “to
protect against resource loss, recover from losses and gain resources” (Hobfoll, 1989, p.
516). Resources are important to the individual either in themselves because of their inherent
qualities or in an indirect sense because they are functional in relation to the acquisition of
other resources. For example, positive customer encounters, such as compliments, successful

sales transactions and interactions with polite clients, might be functional to foster personal
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identity characteristics (e.g., self-esteem, self-efficacy), cognitive (e.g., general cognitive
abilities, self-control) and social resources (e.g., social support; Hobfoll, 2002). Hobfoll
(1989) has identified 74 resources which have been classified into four main categories:
1. conditions, states of being that have value because of their general desirability (e.g.,
job status, safety at work);
2. energies, resources that are valued in that they lead to acquiring other resources (e.g.,
efforts, knowledge);
3. objects, physical items of value due to their utility, rarity or symbolism (e.g., tools
for work, material goods);
4. personal characteristics, key skills and personal traits that help with stress resistance

(e.g., self-efficacy, resilience).

Although resources are a result of individual perceptions, such perceptions tend to
be reality-based and socially common within a culture, so that appraisals regarding major
stressors do not differ significantly for different people in similar circumstances. For
instance, since workers may expect to be appreciated for the service provided, they may feel
their resources threatened by rude or verbally aggressive customers and perceive that their
resource investment in terms of time and energies does not generate the desired rewarding
relations to compensate for the effort required.

Resources are interconnected through a protective influence Resources build upon
each other, and aggregate in resource caravans. This means that the presence of one resource
strongly predicts the existence of other resources, whereas the absence of one resource
increases the odds that other resources are also absent. For example, previous studies found
that resilience play an important role in helping people manage aggression and bullying at
work, by promoting personal strengths (Jackson, Firtko, & Edenborough, 2007).

Additionally, it seems to be a continuity of resources over the course of the lifespan:
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“consistent with a caravan concept, the retinue of resources tends to travel together over
time”, unless some internal or external forces are addressed to modify such set of resources
(Hobfoll, 2001; p. 350).

Employees experience stress when (1) they feel threated by a risk of resource loss
(i.e., stress can be caused by anticipated or feared stress), (2) deal with actual resource loss
(i.e., stress can be caused by actual external stressful events, such as material losses
associated with thefts and robberies), or (3) receive insufficient return of supplementary
resources following significant resource investment (i.e., stress can be self-caused through
unsuccessful resources investments; Hobfoll, 2001). The initial threat to resources is
perceived as a stressor; however, the prolonged loss or threat to resources, especially after a
considerable resource investment (e.g., in terms of time, energy, lost opportunities), can
produce burnout (Hobfoll, 2001). This state of exhaustion may result in the withdrawal of
resources that, in turn, may cause negative organizational outcomes, such as poor job
performance and turnover (Wright & Cropanzano, 1998). Job demands and resources can
differentially lead to burnout and its dimensions (Leiter, 1993) due to the dissimilar
perception of loss and gain. Thus, “resource loss is disproportionately more salient than
resource gain” and “given equal amounts of loss and gain, loss will have significantly greater
impact” (i.e., primacy of resource loss principle, see Table 4; Hobfoll, 2001; p. 343).

Evidence has shown that resource loss is a stronger predictor of psychological
outcomes compared with resource gains (e.g., Wells, Hobfoll, & Lavin, 1999; Hobfoll et al.,
2003; Zwiebach, Rhodes, & Roemer, 2010). Indeed, individuals are more concerned about
avoiding loss than they are with accomplishing gains. Indeed, loss-related events are
accompanied by negative emotions and long-term stress implications which can seriously
affect psychological functioning (Hobfoll, 1989, 2001). Consequently, job demands - which

may result in resource loss because of the need for ongoing resource investment - are more
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likely to predict burnout than resources are to protect against it (Hobfoll & Freddy, 1993;
Lee & Ashforth, 1996). This means that work-related losses have more harmful effects when
compared with similarly valued gains (e.g., a reduction in pay will be more detrimental than
the same gain in pay would have been beneficial). For instance, being targeted of a robbery
at work represents a threat to one’s working conditions which may result in a decrease in
perceptions concerning one’s own personal safety and security in the workplace.
Furthermore, in the context of resource loss, or threat of loss, the presence of
resources becomes particularly salient and employment-related resource gains are taken on
greater meaning. Additionally, within this context, the harnessing of other types of resources
becomes important (Hobfoll, 1989) to meet the demands associated with the recovery,

restore lost resources or reduce the negative impact.

Moreover, in under-resourced work settings, the availability of personal resources (e.g.,
optimism, control coping) plays a crucial role in protecting against the development of
negative outcomes (e.g., emotional exhaustion, reduced personal accomplishment) which is
far more relevant than that played in resource-endowed work environments (Riolli &
Savicki, 2003). Thus, obtaining or possessing higher resource levels generally leads to a
lower chance of negative consequences on well-being. This also implies that individuals
with higher levels of actual resources are less vulnerable to factors that threatened resources.
They are better positioned for resource gains because they have more resources available to
invest and they are more likely to benefit in resource levels from behaviours that potentially
increase the available levels of resources. Conversely, individuals with fewer resources are
more likely to experience resource losses and they are less capable of achieving resource
gains. Hence, those who lack resources are less likely to engage in resource investment
because they either possess appropriate resources to invest or have to conserve resources in

a reservoir which they could use for emergency contingencies.
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Table 4. Basic tenets of Conservation of Resource Theory.

Name Description Relevance for my investigations
Principle 1~ Resource loss is more salient than resource  Both customer incivility and theft
Primacy of  gain. and/or  robbery exposure are
loss perceived as stressful experiences
principle which threat employees’ working

condition.

Principle2  People must invest resources to gain Victims engage in compensatory

Resource resources and protect themselves from resource replacement (e.g., social

investment losing resources or to recover from support seeking).

principle resource loss.

Principle 3 Resource gain becomes particularly salient The hardiness of personal (e.g.,

Gain in the context of resource loss. Under high trauma-related coping self-efficacy)

paradox resource loss circumstances, resource and job resources (e.g.,

principle gains become more important and they organizational support) becomes
gain in value. particularly salient when employees

are  exposed to  workplace
aggression.

Principle 4  When individual resources are exhausted, Employees who are subjected to

Desperation  people enter a defensive mode to preserve customer aggression may react by

principle the self which may become defensive, engaging in  customer-directed
aggressive, and irrational. incivility.

Resource Resources do not exist individually but Employees who are high in

caravans travel in caravans. resilience are more likely to possess

other personal resources and, then, to
deal well with misbehaving
customers.

Resource Individual resources exist in ecological Workers who are employed in

caravan conditions that either enforce or block workplaces which offer them

passageways resource creation and sustenance organizational support are more
likely to face successfully critical
events.

Corollary 1  Individuals with more resources are better Victims with  higher personal
positioned for resource gains and less resources are less vulnerable to the
vulnerable to resource loss. Individuals development of negative
with fewer resources are more likely to consequences.
experience resource losses and less capable
of resource gain.

Corollary 2 Since resource loss is more powerful than Both customer mistreatment and

Resource resource gain and stress occurs when thefts and/or robbery exposure lead

loss cycles  resources are lost, at each iteration of the to distress which, in turn, increase
stress spirals people have fewer resources the risk of developing further
to compensate resource loss, so that initial negative outcomes.
resource losses lead to future resource
losses.

Corollary3  Since resource gain is both of less Individuals who are able to adopt

Resource magnitude and slower than resource loss, functional coping strategies in the

gain spirals  resource gain spirals tend to be weak and aftermath of the event mobilize new

develop slowly. Initial resource gains lead
to future resource gains.

resources.

Note. Adapted from Halbesleben et al. (2014, p. 1337) and Hobfoll et al. (2018, p. 106).
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3.2.2. Investment and conservation of resources strategies

In order to avoid the stressful experience of resource loss, individuals are motivated to
cultivate, accumulate and acquire new resources, even when stress is not occurring, by
adopting a proactive behaviour to ensure the strength of their resources in preparation of
times of trial (i.e., motivational aspect of COR theory). Individuals actively invest their
resources with the purpose of earning a “return of investment “, “develop resource surpluses”
which generate positive feelings of eustress and “offset the possibility of future loss”, which
would otherwise provoke the negative feelings of stress (i.e., resource investment principle;
Hobfoll, 1989, p. 517). However, any resource investment has two possible outcomes: if
successful, it may turn in a net gain of resources which leads to a state of positive well-being
(e.g., eustress, a sense of control), whereas if unsuccessful, it may convert in a net loss of
resources which leads to stress, since a lack of resource gain following a resource investment
is perceived as a loss. When individuals cannot entirely prevent resource loss, they strive to
reduce the loss by scaling back on resource investment or by investing in behaviours that are
more strategic in their use of resources. More specifically, when threat of resource loss - or
actual loss - occurs, individuals mobilize resources to offset, limit or reverse - impending or
actualized - losses by applying resource conservation strategies, whereby they use resource
available to them to adapt as successful as possible. Individuals can adopt one of the
following conservation strategies:

a. resource replacement, where the loss of one resource is met with attempts to re-

establish such resource (Hobfoll, 2002; Huffman, Culbertson, Wayment, & Irving,
2015). For instance, a negative encounter with a verbally aggressive customer might
threat service provider’s self-esteem. As a result, the worker might engage in
successive encounters with other customers in an attempt to re-establish one’s own

self-esteem (e.g., Shao & Skarlicki, 2014).
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b.

resource substitution can be interpreted as a coping mechanism in which a lost
resource can be replaced by a second resource of generally equivalent value from
another resource domain, in order to offset such net loss. For instance, it is likely that
the loss derived from robbery exposure (e.g., due to lost security, loss of valuable
items, or diminished health due to stress or continued injuries) can be partially
compensated, at least, by a greater investment in other work-related resources (e.g.,
relationships with co-worker), in order to secure additional resources (i.e., social
support). However, any resource replacement is also stressful in itself as it implies
the danger that resources expended in coping exceed the resultant benefits. Indeed, a
lack of resource gain following a resource investment is perceived as a further loss
(Grasso et al., 2012; Hobfoll, 1989). Thus, for example, whether workers exhaust
energies trying to deal with the consequences of the robbery but are unsuccessful in
doing so, they may further worsen their losses. In this case, victims are at higher risk
of developing long-term post-traumatic stress and negative job-related outcomes.

re-appraisal, individuals can re-appraise their resources by shifting the focus of their
attention and by concentrating on what they might gain (i.e., reinterpreting the threat
as a challenge). Alternatively, the can re-appraise their resources by re-evaluating the
value of resources that are threatened and by de-evaluating the lost resources -
whether potentially or actually lost. Both mechanisms can be considered as types of
prevention or coping strategies, since the re-appraisal enables the individual to
prevent or diminish his/her perceptions of loss. Victims of workplace aggression can
develop greater resilience in the aftermath of their difficult experiences when they

feel able to exert control over their situation (van Heugten, 2013).

On the one hand, successful adaptation through the adoption of effective conservation

strategies can lead individuals to mobilize and acquire new resources (i.e., resource gains)
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which, in turn, restore their resource pools and offset the conditions that create acute and
chronic resource loss. On the other hand, unsuccessful adaptation, which occurs when
individuals cannot offset the net loss through resource replacement — for instance, by
employing other resources to compensate for the loss - may produce secondary resource
losses. This may generate a progressive resource pool deterioration, increasing the likelihood
for negative psychological outcomes, such as post-traumatic complaints (Benotsch et al.,
2000; Hobfoll, Canetti-Nisim, & Johnson, 2006; Ironson et al., 1997). Moreover, when
workers become aware of losing resources, they might become unwilling to continue
depleting those resources and need to “recover” from such experiences (Hobfoll & Freddy,
1993). Thus, employees would likely to act to reduce the quality of service provided
(Hobfoll, 2001) or adopt other negative job-related behaviours, such as withdrawal
behaviours and intentions, as well as dysfunctional behaviours (Shaffer, Harrison, Gilley, &
Luk, 2001). Moreover, exhausted employees will “enter in a defensive mode to preserve the
self that is often aggressive and may become irrational” (Hobfoll, Halbesleben, Neveu, &
Westman, 2018; p. 106). For instance, customer incivility might motivate customer-directed
incivility and lead workers to be rude as a mechanism to end a negative service encounter
(Andersson & Pearson, 1999). Such irrational behaviour may be a defensive (i.e., to preserve
resources) or exploratory (i.e., to explore alternative adaptation strategies that on their own
or from experience do not appear adaptive). “In this way, a defensive withdrawal allows time
to regroup or to wait for help, or it allows the stressor to pass” (Hobfoll, Halbesleben, Neveu,

& Westman, 2018; p. 106).

3.2.3. Resource loss and gain spirals

Since resource loss is stressful and individuals rely on resources to compensate

losses, initial resource losses are associated with fewer resources to rally in defence. This
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may beget future resource losses in an increasing fashion. Such process is called “loss spiral”
because at each lower level of resources people become even more vulnerable to ongoing
loss and unable to protect the remaining resources and offset additional losses (Hobfoll,
1989, 2001). Conversely, gain spirals are stimulated by initial resource gains which increase
the likelihood of future resource gains. Indeed, the availability of greater resources protects
against the risk of loss and enables the taking of risk needed to invest resources to acquire
further resources (e.g., De Cuyper, Mékikangas, Kinnunen, Mauno, & Witte, 2012).
However, “the accumulation of resource losses is more rapid and powerful than the
accumulation of equivalent resource gains over time” (Hobfoll, 2012). In fact, resource loss
spreads quickly and intensively, unless there is a long history of gain and strong social
support to counterweight the “hit” taken when major resource loss occurs. On the other hand,
gain cycles are slower moving and they are more fragile in comparison with loss cycles,
which are robust (Hobfoll, Stevens, & Zalta, 2015). Then, gain cycles are easily interrupted
and require a lot of energy to create rich passageways. Caravan passageways represent “the
environmental conditions that support, foster, enrich, and protect the resources of
individuals, families and organizations, or that detract, undermine, obstruct, or impoverish
people’s resource reservoirs” (Hobfoll, 2012; p. 229). Workers employed in resource poor
environments are more subjected to accumulate resource losses. Conversely, workers
employed in resource rich workplaces are likely to accumulate resource gains because these
settings provide them with possibilities to access resources as well as safety and protection

against resource loss, facilitating and accelerating the resource development process.

3.2.4. Applicability of the COR theory to the current dissertation

Over the past twenty-five years, COR theory (Hobfoll, 1989) has gradually taken a

place as one of the most applied conceptualizations of the stress process (Hobfoll & Lilly,
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1993; Neveu, 2007) in the organizational behavior (Halbesleben et al., 2014), along with the
pioneering Lazarus and Folkman’s theory (1984). COR theory acknowledges subject
appraisals as the best proximal indicators in the stress process of greater importance
especially when the nature of the stressor is ambiguous (e.g., customer incivility), but it
differs markedly from Cognitive Appraisal theory (Lazarus & Folkman, 1984) in underlying
objective elements of threat and loss. In doing so, Hobfoll (1989) emphasizes the relevance
of culture in shaping ranking of resources’ importance as well as the presence of common
and socially scripted appraisals among individuals who share the same culture. Since it
recognizes the influence of environmental factors and it can be applied across different
settings and cultures, COR theory is particularly suitable for the cross-national studies which
are included in the current dissertation. Thus, this theoretical framework may also contribute
to explaining cultural differences in reactions to aggressive acts, suggesting that individuals
who belong to the same culture are more likely to share similar perceptions than those who
come from different countries.

Moreover, COR theory received empirical support across a wide range of
investigations (e.g., Brotheridge & Lee, 2002). For instance, numerous empirical studies
have shown that resource losses at work may lead employees to develop strain in the form
of psychological consequences (De Vente, OIff, Van Amsterdam, Kamphuis, &
Emmelkamp, 2003; Melamed, Shirom, Toker, Berliner, & Shapira, 2006). Additionally, the
review presented in Chapter 2 reveals that COR theory (Hobfoll, 1989) has been the most
commonly theory cited among studies on customer mistreatment analyzing employees’
psychological and job consequences. Indeed, this theory provides a comprehensive approach
which allows a complex set of predictions regarding stress and strain processes as well as
individuals’ concomitant responses in organizational stressful situations. Thereby, this

model can help inform research on workplace aggression in different ways. For instance,
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according to Principle 1, individuals who are exposed to a threat to - or an actual loss of -
resources experience stress and resource depletion because of the resource loss saliency.
This principle is used in Chapters 6 and 7, where we will analyse thefts and robberies at
work as potentially traumatic events which may represent a threat to employees’ working
conditions and lead to the loss of perceived security in the workplace.

In addition, COR theory (Hobfoll, 1989) is also a theory of motivation, suggesting
that individuals are motivated to protect their current resources, and acquire new resources
to avoid resource losses because loss can have such a profound detrimental impact on well-
being. This motivational facet can provide a guidance to understand organizational behaviors
among victims of workplace aggression. For example, in accordance with Principle 2,
victims engage in compensatory resource replacement to recover from resource loss.
Accordingly, in Chapter 6, we expect that employees who are affected from thefts and/or
robberies will be more likely to seek social support in comparison with their non-affected
counterparts. Additionally, in line with Corollary 4, when individuals lose resources, they
act to preserve their remaining resources. Thereby, in Chapter 4, we assume that individuals
who report more negative emotions and greater cognitive impairment following negative
customer-encounters will be more likely to engage in customer-directed incivility to end the
encounter and to conserve their own resources.

COR theory (Hobfoll, 1989) represents also a useful framework to interpret
individual differences in the light of dissimilarities in stress-aiding personal resource levels.
According to Corollaries 1, 2 and 3, individuals who possess more resources are better-
equipped to deal with stressors and more capable of gain in comparison with their
counterparts who are, conversely, more vulnerable to resource loss spirals. Accordingly, in
Chapter 5, we expect that service providers who have higher levels of resilience, customer

orientation and positive affectivity will be less vulnerable to develop job dissatisfaction and
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reduced service recovery performance following customer incivility and verbal aggression.
Whereas, in Chapter 7, we expect that victims of thefts and robberies who possess lower
trauma-related coping self-efficacy perceptions will report higher post-traumatic stress
symptoms. Additionally, although the fourth principle of the COR theory represents the least
researched principle, we believe that it could help us explain why service providers might
response to customer mistreatment by developing customer-directed incivility intentions
(see Chapter 4). Indeed, such apparently irrational behaviour might be an adaptation strategy
to protect employees’ limited resources. Additionally, COR theory (Hobfoll, 1989) has been
successfully applied to individual and collective traumatic contexts, receiving broad
empirical support. For instance, numerous studies on disasters showed that resource loss was
the best or among the best predictors of psychological distress and post-traumatic stress
symptoms (e.g., Arata, Picou, Johnson, & McNally, 2000; Benight et al., 1999; Freedy,
Saladin, Kilpatrick, Resnick & Saunders, 1994; Sattler et al., 2002), confirming the primacy
of resource loss principle. Thus, the COR theory (Hobfoll, 1989) contributes to the trauma
psychology field by providing explanations about how resources assist in coping with
traumatic experiences, and the reasons why some victims are more vulnerable to post-
traumatic stress than others (i.e. resource loss and gain spirals). Thereby, this framework
provides guidance for our studies on robbery and/or theft-related aggression by promoting
the exploration of both protective and risk factors for the development of traumatic stress
(see Chapters 6 and 7).

Whereas JD-R model indicates what kind of job and personal characteristics lead to
what kind of psychological states and outcomes, COR theory helps us to in-depth understand

why and through which psychological mechanisms this happens.
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4. Cultural differences in workplace aggression perceptions and victimization

Culture is a learned system of interpretations and meanings of significant events,
transmitted through generations and stemming from common experiences, which fosters a
distinct shared identity among its group members who share motives, values and beliefs
(House, Hanges, Javidan, Dorfman, & Gupta, 2004; Ting-Toomey & Oetzel, 2001). Culture
has been defined as “software of the mind” because it provides its members with shared
cognitive structures which serve as a filter for interpretation of attitudes and behaviours,
distinguishing the members of one group from another (Hofstede, 1980a, b, 1991). This
process of social construction of reality affects also how individuals perceive aggressive acts
(Bowles & Gelfand, 2010), and results in perceptions which are socially constructed along
cultural lines.

Cross-cultural variability has been revealed regarding aggression in both meaning
and enactment (e.g., Forbes, Zhang, Doroszewicz, & Haas, 2009). Although some culturally
shared dimensions of aggression have been identified, including damage to self-worth and
direct versus indirect aggression, the meaning attributed to each dimension and the
behaviours which define each dimension vary substantially across cultures (Severance et al.,
2013). For instance, Americans associate direct aggression with physical harm, whilst
Israelis considere highly direct behaviours as primarily verbal in nature (Severance et al.,
2013). In cultures (e.g., Middle Est and East Asia), where the public image is of the utmost
importance, social exclusion and covert (e.g., ignoring and gossiping) assaults on one’s
worth are extremely offensive, whereas these behaviours are considered as very minor in
terms of damage to self-worth in the United States, according to an individualistic focus
(Severance et al., 2013). Central American workers tend to emphasize the physical
component of workplace bullying more than their Southern European counterparts who,

conversely, tend to define it mainly as a psychological phenomenon (Escartin, Zapf, Arrieta,
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& Rodriguez-Carballeira, 2011). This suggests that cultural variation in construing the
meaning of specific behaviours makes it harder to reveal which behaviours are viewed as
abusive. Indeed, the acceptability of workplace aggression may substantially vary across
societies (e.g., Power et al., 2013). For instance, workplace bullying is perceived as an
acceptable and effective way of completing tasks in some cultures which celebrate the
appearance of toughness (Neuman & Baron, 1997), whereas other cultures consider it as
unacceptable (Salin, 2003).

To date, only a few studies have investigated workplace aggression using a cross-
cultural perspective, with previous research on this topic predominantly focusing on bullying
at work. Although some similarities in etiology, coping and manifestations of workplace
bullying have been revealed across countries, previous studies have found marked
differences related to the source of bullying and to the use of formal interventions addressed
at victims (D’Cruz, Paull, Omari, & Guneri-Cangarli, 2016). Prior investigations have found
that protagonist-related factors and organizational characteristics were common triggers for
workplace bullying, reflecting predatory or dispute-related misbehaviour (ibidem). Victims
tended to face bullying through intrapsychic responses, informal coping or quitting (ibidem).
Additionally, they reported common outcomes, such as a negative emotional impact (e.g.,
anger, depression, loneliness), harmful physical consequences (e.g., insomnia, weight
gain/loss, digestive problems), decrements in morale and motivation (ibidem). Overall,
supervisors were identified as the main source of bullying across all countries, although
Australian identified also peers as common aggressors (ibidem). In addition, formal avenues
of support (e.g., professional psychological and psychiatric help) were available and used
differently from India and Turkey (ibidem). Furthermore, despite of the presence of some
shared risk factors for workplace aggression (e.g., childhood physical abuse), ethnic

minorities tended to under-utilize formal services (El-Khoury et al., 2004; Rodriguez,
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Valentine, Son, & Muhammad, 2009; Sabri et al., 2013), being poorly aware of all resources
available in their workplace (Sabri et al., 2015).

Previous research suggests that cultural beliefs and values may influence how
employees perceive and make attributions regarding the sources of - or reasons for -
aggressiveness (Leigh & Choi, 2007). Thus, since people with different cultural values
perceive and interpret actions differently, they may have different reactions to various
aspects of their work setting (Gelfand, Erez, & Aycan, 2007; Tsui, Nifadkar, & Ou, 2007),
such as aggressive acts (Hoel, Cooper, & Faragher, 2001; Rippon, 2005; Salin, 2003; Tepper,
2007). To date, only a few studies have investigated how employees may react to customer
mistreatment by adopting a cross-cultural perspective. For example, Shao & Skarlicki (2014)
found that North American employees were more likely to engage in service employees’
sabotage directed to the customer who mistreated them when compared to East Asian
employees. These latter were more likely to indirectly and passively react to customer
mistreatment by withdrawing organizational citizenship behaviours toward customers in
general. The authors explained these differences in terms of individual-level individualism
and collectivism, which represents one of the six cultural dimensions identified by Hofstede
and colleagues (Hofstede, Hofstede, & Minkov, 2010). In line with Hofstede’s research
(Hofstede, 1991, 2003; Hofstede et al., 2010), since within-countries dissimilarities in values
are lower than the corresponding inter-country differences, nations can be considered as
meaningful units of cultural analysis (Schwartz, 2006; Loh, Restubog, & Zagenczyk, 2010).
More specifically, national cultures diverge and can be described according to the following
cultural dimensions (Hofstede et al., 2010):

- Power distance dimension is described as the degree to which the less powerful
members of a culture accept and expect unequal power distribution. While

individuals in high power distance nations are respectful of the subordinate-superior
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relationship, those in low power distance countries demand justification for
inequalities.

- Individualism vs collectivism dimension refers to the extent of interdependence a
society uphold among its members. Individualism can be defined as a preference for
a loosely-knit framework in society in which people’s self-image is defined in terms
of “I”. Conversely, collectivism represents a preference for a tightly-knit social
framework where people’s self-image is defined in terms of “We” and individuals
belong to a cohesive “in group”.

- Masculinity vs femininity dimension regards the motivational drivers which underlie
individual behaviours. While masculine societies are success-oriented and
competitive, feminine cultures are consensus-oriented quality of life driven.

- Uncertainty Avoidance dimension concerns the degree to which people feel
uncomfortable with ambiguous situations. High uncertainty avoidance societies tend
to be intolerant of unexpected behaviours which are viewed as a threat. Conversely,
low uncertainty avoidance cultures are more accepting of unknown, not feeling
threatened by changes.

- Long vs short term orientation dimension describes how every society maintains
some links with its own past while facing the challenges of the present and the future.
In long-term orientation cultures, individuals are more concerned with long-term
fulfilment, whereas in short-term orientation societies, individuals are more
concerned with immediate gratification.

- Indulgence vs restraint dimension is defined as the degree to which individuals try
to control their impulses and desires. Cultures showing high indulgence allow

relatively free gratification of basic human drives related to enjoying life.
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Conversely, societies with high restraint tend to suppress gratification of needs and

regulate it by means of strict social norms.

Dissimilarities in these cultural dimensions may explain different perceptions of
aggressive acts and reactions to workplace aggression across countries. For example,
individualism-collectivism dimension seems to influence the manifestation of aggressive
behaviours, such that collectivistic cultures tend to show lower anger expressions toward
supervisors (Noesjirwan, 1978) and indirect aggressiveness (Galin & Avraham, 2009) than
high-individualistic societies. Moreover, power distance dimension can influence the extent
to which employees are willing to accept bullying by supervisors (e.g., Loh et al., 2010).and
response with interpersonal deviance in presence of poorly consultative organizational
vertical systems (Menard, Brunet, Savoie, Van Daele, & Flament, 2011).

Hofstede’s (1980a, b) work has been criticized for: a) reducing culture to an overly
simplistic and static five or six bi-polar dimension conceptualization (Signorini, Wiesemes,
& Murphy, 2009) which might be politically influenced (Jones, 2007); b) assuming domestic
population is a homogenous whole (i.e., national uniformity) and that response difference
analysis might identify national culture (McSweeney, 2002); ¢) generalizing cultural central
tendencies from data which were limited to a single multinational corporation (i.e., IBM)
and collected through a cross-sectional research that relied merely on self-reported
questionnaires (McSweeney, 2002; Kirkman, Lowe, & Gibson, 2006); d) inferring national
cultural dimensions by averaging of situationally specific situations and by ignoring within-
country cultural heterogeneity (McSweeney, 2002; Kirkman et al., 2006); e) failing to
capture the malleability of cultural values over time and over specific situations (see
McSweeney; 2002; Kirkman et al., 2006); f) relying on outdated data (McSweeney, 2002;
Orr & Hauser, 2008). In response to such criticisms, Hofstede (2002) acknowledged that

nations are not the most suitable way of assessing cultural features, but frequently the only
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available for carrying out cross-national studies. In addition, he rejected the accusation of
relying on outdated data by arguing that such data have centuries-old roots and by underling
that contemporary replications supported their validity. In fact, spite of such limitations,
Hofstede’s framework has “become a dominant influence and set a fruitful agenda”
(Chapman, 1996; p.1360), being one of the most widely and successfully utilized pieces of
cross-cultural research among scholars and practitioners. Indeed, it is considered as a useful
and relevant guide to understand the difference in culture between countries and to select
culturally different nations in order to increment variance (Furrer, Liu, & Sudharshan, 2000;
Segndergaard, 1994). Moreover, it has been preferred to other dimensional approaches to
cultural theory since it is the “most robust and useful” (Gannon, 2004; p. 9) theory because
of its clarity, parsimony, and resonance with the management, in addition to relying on
rigorous design with systematic data collection (Jones, 2007). Furthermore, according to
Smith and Bond’s conclusion, large-scale investigations published since Hofstede’s (1980a,
b) work “have sustained and amplified [Hofstede’s] conclusions rather than contradicted
them” (see Schwartz, 1992, 1994; Smith, Dugan, & Trompenaars, 1996). This is in line with
the results from Kirkman and colleagues’ review (2006) and from Sendergaard’s
bibliographical analysis (1994) showing that most country dissimilarities predicted by
Hofstede’s model were supported and confirming the accuracy of its four dimensions as well
as the relevance of its values for cross-cultural research. Therefore, we decided to adopt
Hofstede’s framework to better understand possible differences between Italy and Ireland in
relation to third-party workplace aggression.

According to Hofstede’s findings (Hofstede, 2001; Hofstede et al., 2010), both Italy
and Ireland are very high on individualism and masculinity, whereas they are low on power
distance. This indicates that individuals amongst both cultures are self-orientated and

focused on their self-interest and autonomy; furthermore, they are competitive and highly
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success-driven. Both countries are characterised by shared beliefs that inequalities among
people should be minimized and a participative communication and decision-making should
be promoted within organizations (Hofstede, 2003; Hofstede et al., 2010). Despite these
similarities, Italy and Ireland diverge strongly on long-term orientation, indulgence and
uncertainty avoidance dimensions. With reference to long term orientation dimension, Irish
culture is classified as normative, whereas Italian culture is defined as pragmatic. This means
that Irish people tend to be normative in their thinking and show great respect for their
traditions, whilst Italian people can adapt traditions easily to changed circumstances.
Moreover, Irish individuals show a relatively small tendency to save for the future and a
focus on reaching quick results, while Italians exhibit a strong propensity to save for the
future and perseverance in accomplishing results. Regarding indulgence dimension, Irish
society is defined as indulgent, while Italian culture is classified as restrained. This results
in a stronger propensity by Irish people to satisfy ones’ own desires in terms of enjoying life
and in a more optimistic attitude in comparison with Italians. Conversely, Italians tend to
control the gratification of their desires and show a more cynic and pessimist attitude.
However, the greatest differences between Irish and Italians are linked to the uncertainty
avoidance dimension (see Figure 4). This might affect employees’ perceptions of
unexpected and potentially threatening events at work (i.e. robberies and thefts, customer
mistreatment) and, thus, their vulnerability and reactions to negative consequences. Italians
show a very low level of tolerance of ambiguity and they seem to be inclined to control
everything to avoid or to eliminate the unexpected (Hofstede et al., 2010). Conversely, Irish
tend to readily accept changes and have as few rules as possible, being low in this index

(Hofstede et al., 2010).
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Comparison between Italy and Ireland in relation to cultural
dimensions
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Figure 4. Comparison between Italy and Ireland in relation to Hofstede’s culutral
dimension. Source: https://www.hofstede-insights.com/product/compare-countries/

To date, to the best of our knowledge, no study on third-party workplace aggression
- in the forms of customer mistreatment and thefts and/or robbery exposure - has analysed
differences between countries having different uncertainty avoidance levels. To fil this gap,
our investigations (see Chapters 4, 5 and 7) will aim to investigate differences and
similarities between Italian and Irish employees in terms of perceptions of - and reactions to

- customer mistreatment and theft and robbery-related aggression.
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CHAPTER 2

The impact of customer incivility and verbal aggression on service

providers: A systematic review

In Chapter 1, we identified verbal aggression as one of the most commonly reported form of
psychological workplace aggression. Moreover, we revealed that customer-contact employees are at
high risk of experiencing third-party workplace aggression, especially in the forms of customer
incivility and verbal aggression (see Chapter I). Nevertheless, existing research addressing incivility
and verbal aggression has been predominantly restricted to situations involving intra-organizational
members, whereas, to the best of our knowledge, no literature review analysing this topic within the
service sector was available. As a result, we decided to conduct a systematic review of studies
investigating customer incivility and verbal aggression across different service sectors. Whereas some
expressions of customer incivility (e.g., those without a clear intent to hurt, but in which the intent as
perceived by the customer, the employee, and/or witnesses is not transparent) lie outside the realm of
aggression, other forms of customer incivility (e.g., those intent to hurt, but in which the intent as
perceived by the customer, the employee, and/or witnesses is ambiguous) lie inside the realm of third-
party workplace aggression. This Chapter will be the theoretical framework of two of our studies (see
Chapters 4 and 5) and has been published on Work: A Journal of Prevention, Assessment &

Rehabilitation’.

! The citation for this paper is: Sommovigo, V., Setti, 1., Argentero, P., & O’Shea, D. (2018). The impact of
customer incivility and verbal aggression on service providers: A systematic review. Work: A Journal of Prevention,

Assessment & Rehabilitation
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Abstract.

BACKGROUND: Working in direct contact with the publieanay imyolve psycho-social hazards for employees who are
frequently exposed to rude or verbally aggressive customers. Negative encounters may undermine employees’ well-being
and job performance, impairing the quality of the setvice provided with tangible costs for organizations.

OBJECTIVE: The paper provides a systematic reviewsof research on customer incivility and verbal aggression in service
seltings using the following framework 1) antecedents of customer misbehavior as reflected in worker perceptions, customer
reasons and environmental factors; 2) mulaclap;}m: and-@daptive coping strategies used by service providers in response to
customer incivility and verbal aggression; 3) effects of eustomer incivility and verbal aggression on service providers' well-
being and work-related outcomes; and 4) practical implications for the management. We present a model of the relationships
between these four areas.

METHODS: A systematic review was conducted using PsychINFO and Scopus.

RESULTS: Fifty three papers (20 pertaining to customer incivility and 33 pertaining to customer verbal aggression) were
included.

CONCLUSION: Both ¢ustomer incivility and verbal aggression may impair employees’ well-being and job outcomes.
Current gaps. practical implications, and directions for future research are discussed.

Keywords; Customer incivility, verbal aggression, occupational well-being, systematic review

1. Introduction tion in a country in a given year) in 2017, ranging
from around the 80% across developed nations (e.g.

In most western countries, the service sector has France, UK)to over 31% across developing countries
become the main employment arca characterized {e.g. Saudi Arabia, Indonesia), and it is expanding
by direct contact with customers and accounts for at a quicker rate than the agriculture and the man-
more than 63% of global Gross Domestic Product ufacturing sectors [1]. Employees working in jobs
(GDP: a measure of the value of the total produc- with higher labor requirements (e.g. with high levels

of public contact or in call center) [2], observe and
e o TR e receive more mistreatment from outsiders than from
ment o rain o wviornl Sciences, Unit o pplie + . . - pe
Psycholozy, University of Pavia, Piazza Botea, 11, 27100 Pavia, intra-organizational members [3-6]. In this sector,
Italy. E-mail: valentina. sommovigo0! @ universitadipavia.it. customers represent an important source of incivility
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and aggression [3, 6-11]. Issues of incivility and
aggression are compounded by a philosophy held
by many service organizations that “The customer is
always right”, which essentially creates an unequal
power distribution between customers and employ-
ees [12]. As a result, a large proportion of workers
have 10 cope with customer-related social stressors
in the form of incivility and/or verbal aggression
that cause severe strains, such as emotional disso-
nance | 13], psychological resource drain [see 14] and
emotional distress [9, 15-17]. These symptoms may
lead to impaired overall and service recovery per-
formance [18-21], diminished extra-role customer
service | 19], customer-directed service sabotage [ 22],
employee-to-customer incivility [11], lower quality
of the service provided [12], increased tardiness and
absenteeism [6], and occupational disability [23],
which represent serious impediments to organiza-
tional performance and profitability [24, 25] and
entail organizational costs. Thus, it has been esti-
mated that in Australia, Canada, Denmark, France,
Sweden, Switzerland, UK and the EU-15 the over-
all cost associated with work-related stress ranges
from 221.13 million to 187 billion dollars [26], a find-
ing which establishes a strong business case for the
prevention of such risks. Whereas the 30% of these
expenses are related to care and medical costs. the
remaining 70% are attributable to productivity related
losses [26]. Furthermore, aside from comman organi-
zational stressors, each category of service providers
has to manage workplace-specific risk factors. For
instance, it was found that call center agents were
asked to express lower negﬂivé emolioﬁs aroused
by uncivil or verbally aggressive customers, in com-
parison with employees-working in similar service
jobs, to comply with emotional display roles [27].
As a result. they were more likely to experience
emotional dissonanee and, in turn, affective discom-
fort [4]. decreased sense of well-being, job-induced
tension, emb&g_n__alﬁx'haustion [28]. depressive symp-
toms and work-related musculoskeletal disorders
[29]. Moreover, work-related musculoskeletal dis-
comfort was found to prevent most of the affected
call center agents from performing their daily work
[30], whereas higher levels of perceived work stress,
which were more likely to be experienced among
inbound agents than their outbound counterparts.
were related to more frequent common mental dis-
orders, impaired work abilities [31] and greater
absenteeism [32].

Customer incivility refers to low-intensity deviant,
discourteous, and rude behavior, perpetrated by
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someone in a client role, with ambiguous intent to
harm an employee. in violation of workplace norms
of mutual respect and courtesy [9, 33]. An accu-
mulation of perceived uncivil acts may negatively
affect employees’ well-being and job performance
over time [6]. Since incivility incidents are often
experienced on a daily basis, it is possible to con-
ceptualize them as an interpersonal daily hassle in
the workplace [9]. What makes customer incivility
somewhat unique compared to other types of mis-
treatment is the ambiguous intent to harm and the
high occurrence of encounters with.customers who
are often anonymous and unlikely to interact again in
the future with that employee [34]. Uneivil customer
behaviors may include both verbal expressions, such
as derogatory remarks [9, 35, 36]. and disrespectful
gestures to exprem‘impaﬁé.-ﬁce or get attention (e.g.
snapping fingers) [37].

Customer verbal aggression refers to verbal abuse
perpetrated by someone in a client role, with clear
intent to hurt @ worker deliberately through verbal
expressions, violating the social norms of mutual
espect. Examples may include offensive words,

tone, or manner, such as swearing, making personal

verbal attacks or insults, yelling, shouting, and sar-
casm [38—40]. Both direct and vicarious exposure to

‘customer-initiated aggression may affect organiza-

tional attachment (i.e. reduced affective commitment
and increased tumover intentions) and individual
well-being (i.e. diminished physical and mental
health) [41]. Incivility can be considered as a milder
form of verbal aggression because it violates social
norms through gestures or verbal expressions which
lack the anger that charactenzes verbal aggression [3,
37,42, 44].

Existing research addressing incivility and verbal
aggression in the workplace has been predominantly
restricted to situations involving intra-organizational
members; we concentrated on customers’ incivility
and verbal aggression because the customer may be
an important source of mishehavior. Although previ-
ous literature has focused on customer-related social
stressors (CSSs) in terms of four broad dimensions
(i.e. disproportionate expectations, ambiguous cus-
tomer expectations, customer verbal aggression, and
disliked customers) [ 13, 38], we decided to concen-
trate on customer verbal aggression because it may
have more severe consequences in terms of individual
and organizational well-being than other CSSs (e.g.
disliked customers).

To the best of our knowledge, this review is the
first to consider both customer incivility and verbal
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aggression across different service settings. Our pur-
pose is to identify the characteristics of the worker. the
customer, and the environment which may contribute
to incivility andf/or verbal aggression. Secondly, we
aims to examine coping strategies employees may use
to deal withincivility and verbal aggression from cus-
tomers, and the impact of customer mistreatment on
employees’ well-being and work-related outcomes.
Investigating the consequences of customer incivility
and verbal aggression is crucial in order to formulate
preventive measures, tailored treatment and interven-
tions for victims.

2. Method

This analysis included quantitative and qualita-
tive research focused on customer-facing employees
working in different service industries who expe-
rienced face-to-face or phone-mediated incivility
or verbal aggression perpetrated by customers. We
included papers that were focused on the impact of
incivility and verbal aggression on workers’ well-
being and/or job outcomes, considered the reasons

why customers chose to be rude or aggressive towards,

workers, or examined customer-directed sabotage
following customer misbehavior. We excluded papers

focusing on customer sexual harassment and physical.

aggression because they are considered as different
forms of aggression potentially invelving physical
contact; online misbehaviors because they are not
face-to-face or voice-to-voice behaviors (i.e.no direct
contact with a customer); workpléie violence in gen-
eral and unethical behaviors because they do not
analyze the specific fagetsrelated to customer incivil-
ity or verbal aggression. We also excluded research
carried out within healthcare contexts, where the per-
petrators were patients or patients’ relatives, because
of the distinguishing aspects related to the help-
ing mlatinn!tt_i.p_ between the healthcare professional
and the client. We excluded studies that focused
on intra-organizational actors or employees without
examining customer incivility or aggression.

The databases of PsychINFO and Scopus were
searched for peer-reviewed articles written in
English. In the last decade job creation has mainly
been in the service sector and it is expected that this
area will employ more than a third of the global
workforce by 2019 [45]. Thus, we focused on arti-
cles published from January 2006 to October 2017,
to provide an up-to-date review of the current state of
scientific knowledge on this topic. The search terms

87

PART A- CHAPTER 2: The impact of customer incivility and verbal aggression on service providers: A
systematic review

incivility and verbal aggression 3

used for customer verbal aggression were: verbal
violence or verbal harassment or verbal aggression
or mistreatment AND call center or client or con-
sumer or customer. The search key-words used for
customer incivility were: incivility or rudeness or bad
manners or discourtesy or disrespect or intrusiveness
or misbehavior or unkindness AND call center or
client or consumer or customer. We used both UK
and USA spelling in our search terms to be com-
prehensive. Therefore, service providers included
employees who had contact with customers on a
regular basis employed in call centers, banks, post
offices or working within the retail, catering, tourism
or transport sectors or offering professional advisory
services. '

In total 457 paperswere identified and 345 articles
were screened, after 112 dlip]it:aiiuns were removed.
Of these, 260 were either not on topic, were theses
or were not in English. 75 articles were assessed for
eligibility: 20 were retained for customer incivility
(see Table 1 and Fig. 1), and 33 met the defined
inclusion criteria for customer verbal aggression ( see
Table 2dnd Fig. 2). The term dysfunctional customer

_behavior was used in one paper to indicate cus-

tomer misbehavior ascribable to incivility; while four
studies analyzed customer misbehavior referring to

‘both uncivil and verbally aggressive behaviors: other

terms used to denote customer verbal aggression
were customer interpersonal injustice and interper-
sonal conflict. We decided to include these articles. To
minimize selection bias, a data extraction sheet was
developed and pilot-tested on ten randomly-selected
included studies and then refined accordingly. Data
extraction was completed independently by the first
and second authors. Disagreements about keeping or
dropping papers were resolved by discussion between
the two review authors; if no agreement could be
reach, it was planned a third author would decide.

3. Results

The final set of papers comprised 53 articles
of which 20 pertained to customer incivility (see
Table 1), and 33 pertained to customer verbal aggres-
sion (see Table 2). Various factors related to incivility
or verbal aggression were identified: 25 papers
analyzed service provider characteristics, 4 articles
identified perpetrator characteristics, 2 studies were
focused on aspects related to the physical service
environment. |4 papers analyzed coping strategies
adopted by service providers to deal with customer
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