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The Effects of Eating-out Customers' Customer Citizenship Behavior
and Customer Badness Behavior on Service Employees’ Emotional
Dissonance and Job Burnout
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Abstract This study examines the effects of customer citizenship behavior and customer badness
behavior on service employees' emotional dissonance and job burnout. To achieve this, a survey was
empirically carried out to 338 foodservice employees. The overall findings were as follows. First, the
customer citizenship behavior had a significant effect on the emotional dissonance of service employees.
Second, the customer citizenship behavior had no significant effect on job burnout. Third, the customer
badness behavior had a significant effect on the emotional dissonance. Fourth, the customer bad
behavior had a significant effect on the job burnout. Fifth, the emotional dissonance had a significant
effect on job burnout of service employees. These results confirmed the importance of customer
citizenship behavior and customer badness behavior in the foodservice industry. This suggests that the
customer badness behavior has a significant effect on the emotional dissonance and job burnout, leading
to the deterioration of quality in the foodservice industry that pursues the unconditional suppression of
service employees' emotion or customer-centered operating strategies. Therefore, strategic systemization
is required in terms of promoting civil behavior on behalf of customers through positive interaction and
induce contribution behavior through loyal service.

Keywords : Eating-out Customer, Customer Citizenship Behavior, Customer Badness Behavior, Emotional
Dissonance, Job Burnout

E =52 redsisty ATAAE FYES.

*Corresponding Author : Beam-Woo Park(Andong Science College)
email: bwoopl@daum.net

Received June 28, 2019 Revised January 7, 2020
Accepted March 6, 2020 Published March 31, 2020

342



QA7) nAXRYET} DARFREo] AuA FPde) AAREG} AR NAE FF
1. ME 53], A THoA 14 &F 5ol HE T
Yo AT o] QIF ARUEL Ao}, o]Hfw
o5 94 7199 S AR WAE A7) Sl Hidt A A7 s AdE "ol Iy
Aoz o7l ATl ol s A4 71eld 34 =% Feel SUE] B 24 # ohet HEd
© 34T A WA fAE A8 AANFES AR FEe A AdH o R A4 93
FEshs WA RS Addlshke Aol AR8EL 9l UAE AL AskE dl v, o ol2F o AAS
TH2l. AN SO e A AulA Ao 3 slo] dEsiFe A7 S HolH15)
A anE F= 1A AEE Fee ST ojof & AFollAs A &oF] AfHlA ol
oA FEETE] F 9L 9 vA" B Aol e o] AAstal e 584 AANYRET
ol AH|A o)A o T4 Aol Y FPYUTS] RAET P LAEFYE] HE Lot &4
FEAEE SO 1A ST AE|A FAPC] TS H 29 BAE oSl Aula HY FPLY] B4
NAE F8% WE AgEet ol Fdedder A WA Y Bxsie AR 210 figt 1‘:‘“—1 i
(4,51, 7194°] AlFshe ABl2o] whe A Ay Fjo i) Fado] tigt AAREE Aldksk=d £
Solu, AulA LS 93t AMA 2, T8l 3EE Fo BHS Zhett
I AT P& £ & AUHe-8l
olo] wsf Au|A 79| wleo AE Uehtes
1 =% 52 o] Au|A ol oA 7]]io] 2. 0|2X Hig
U Aul A SA[ONA Bla2)d, vlme, vhabe] ], b
AN, Ze Sutele BgRsoR yehdth 1A 2.1 IANTHS
EFRE 1A A APollA hohke IUYEA 4 VAN NHEL AHo]y HPAHQl FA= 7Y
S ot A5 7HEA] F1 EFWES AT Eot oA Holx] P XS AT ZuH16). AN UHE
O] o= A= F2 QY 7R sfHelAT Fdd 2 g uAo)A FESIAL FAL sH= B[17)9 Lol
9] FgFEstet AR G A= 8AOR B Qlogel BEoR Y AuA FIUe] 45z
oot BY WA AAA ASH0lL 5EAA W= &g B AHA 7199 XS olukA] dtt & 1
AH|AY TeEo] dAFeRE g == 8Rlo|tH10] AARFEL. A A HA 2A LA F3kS =7 H
59| a7 SFYeS SULAA AAv BAA, A FIY w3 oA I vIHA HrHisl.
274 &35 L2 4% A¥e sk 7AlelER VANNHFO] AFHSE A7 o=l Au|A
1A SFWSE AL, 2] A ol BES "] 9IS mXE Aos YHHTH19,20]. T I
FloH LALEE A YA oA FS Bele A UFF)o) FFEse] et ATR1ME BAZ
Mulag Hejo] "lzlog gFEE @9lo|th11,12]). WA wAuE 1AAREC] 293t Asg0lL vkt
A AH|AZ] SARLS] eEe] AHE oF71E 2223,
© ARzstel] W LN T2 A RASS 50| &) IAA Y E2 vzt FrEAe] Q
HoAAF7] PRt ko] B ﬂE} Je 9AY AEl o 584 =1, Clarkson(1995)0] ¥13 TAANIH
2014 Ueht= ARIA HY SALY AR FF 59 4711 9Qlo AR, WA, 28, A P=
= WA At HddelE = 6?1 71E9] A77F o] Fg@9lolg= Aolth
AR BE FYA SN RAAA TASF = 34 A0 Y50l /b Fa% 8002 1A, B4
ool WE AHIA FHAS AEFRSE AFAAe A g9lo] uA Al PFolct ol T AlgolA] A
2 AH|A F ARl B4 Aojd Eﬂr% ‘;l% ARSE  Hoz Afgozi AAZF AP AT E4, A
= &350 g HoA 24 AR & ]7%%34 T HlA SolA AptHos WA Rl SPshs W
7l 2EAE e F2A AS 2o %E} 13,1 1A AR P, AR, ARRlA Ry oFE FHket
353t SHARIAE 53] 1A EF Pl 4? %%l of AT HAE Aot FEok douiE R
B9 A AEAL, 49 o] 7HLE B Aula gA9 XS HorEol: e84 8919 14
2 Aol His] w2 ¥ie 7eoisth ARl S, YA, 7199 ARl Fdol aBA7E A

343



AFsH71&3H5|=52] #2138 A3%, 2020

27 Al PFog ol
—ol A xﬂﬁ £499y
7} oA A 2ulAE
o] viet e Aok, o|AL 17 A7 BFoRg:
U= Zlo] ofujet o) Aula 7|gat AuAER o
T ol 17 A7 Yol BHY 5 QA skt F8
@ 9jgke goky sheck
olg} Zo] Au|x olg TS| TANRIFFo] 7Y
3l 3782 71AE A8l weh & AFolM=
Clarkson(1995)2} Oﬁ%mﬂ*i AAIE 471 A I
& 202 710l 924 Eee e Feold e
L =xo7g Hol5l1 o] AAA 1AW S, HA
P Qo TAANYE AARE DAY
T ade 1 T8 4408 wgsted 24
SroH24].

B OlE’W‘% 714 olm|A]

l—J

9

AAAE

R

ZHA]

el

1 Z(jay-customers)= 7|4
IAGATA ZAE FEsh= 7l @l
WS EEITH25,26].

o %%E‘— EF179 3
= 517—1.4 I t20H27]. 3]
AlRlH o2 f5H V&S ftete _?)] 5=
st TAE P k= AL
I FHeR Efisl ot PeoR ‘7‘*6} &= A
tH29].

\:'l
IAERE

fr

A]

=2 x
=
53 A

= P a2 A A7Amt eyt B5
9] 9y of o] wEhA] Zpol= wont, A €2 A3
Ao A tfEZH O Z ol /NP2 Lovelock(1994)9]
Ato] A 7HgoltH30]. LoJFH o7 AMu|AE |
sto] AH|A 7] Au]A FAME, ThE oA B
A G v 184S Alo] ALEH(ay customer)’
2 7“943}93\5@] o] &ol= @A ATAE Alelo] 1A
A off @o] ARgE I QITH31,32]
17 B A3 24, HIEA, goidew
= dold viEYy ZYor ES &
3R dAr =3 e u].?r
—‘101 H“ﬂ—i dold, E944 =
”87—.“(14 HlE SoflA AH|lA ‘§
S o]tH34,35].
FTADAA PA=
Foto] B 71 A

ol
K
L
ofl
Eu)

e
i)

lo ® 0 Ar
n

e

ot

o 3

0

[‘ (o] _Io[:

;O
rlr
oI

A
o

ot 1y

e M
o
of

o] o

1=}
TTo™
A
HeE A

e
i
filo

ol
]Iolu

344

W
ot e

1

re

9

o

I

o1&

R R N o PR

M orlo Ay
X,
T )

U o
=)

ro
i
) ofs

X
b

d

A
ox XN

o
e

= ol L;Lvﬂ ﬂ
2T} e
A A Q_\:]- Z o] H]—J;LZ{_E Ao] wf
o& P50 L&Y B AU
= 7:‘%!0}71] 2 73, ol ditzez

OE
o

].no
4m“

u
é&
< Hl
2

o)

S|
U=

=

E]rh ﬂl}i 01017‘]‘:} A ©
ot U A =5
offA 7] ufiZolch

wEhA o] 22 {9 FollA £ Aol rHe
B AHjAo] E5E 4071 B uAoA BAYH JIF
< 7AE 1A= IAEFYS 80
Lovelock(1994)9] =g =W 83t olgA-ZH=)
(20049)9] AollA AAZE 821 E8oto] 2o
QAS flof] T Aol Al AulA FH LA Fok=
o & E78 Zgog AHostal o]F & 7
FY o2 Hrgsto] SHFTH36,371.

O

o

Al

0
4

=

ol
r

H
i

o]lL
E

2.3 APz
RRETE A2 BH B4 FYUSo] Lok o
£2 BAXY 2EL gHREstet wrH3839). 59

ARz AEERe HE
T8 IAols A0R FFo| WAtk 1 A 1A
849 FAY 9471 TAY AF=3R] Rl g A
AlstaL ITHA4O].

Morris, Feldman(1996)2 459 YH-EOZA
AR A He APRRS= ARt FA &
B3N ATE et O]'oﬂ‘:]'[41] o] T2 %
Z3l= A Ao E AH Fxslo] ut

ol Hiigt &

Aol AIAM

)

2

)

gl



It
R

QA Al TANNYET

Ageragsol Auls FYAY YRR} ARAA A G

42 AH= A3 Aol AR 20 IFZ vIH EEA, M FE 2909 HA 209 AAEFYE

Apls B SUAS FAHQ AvE A3 THRQE olo] W Eelx Eej Jelw gpgRasiet
T RGPS WE YRR B A7 AFadom TSt

FYA RS U GFS WA A7 WA o|F Bo) nANUFEY DABFYFo FHHE

2ogs JPRAR el A7) the 2

grom] E3] AulA ARloAe] AT vigholgg.o]  dlo] M ATRFL thea Pt
FE(2013), HEH-AEAQ015) 59 AT 5 A
A= IrH42,43). T

E AoME 2Rzes 949 AHla 2P o] / Customer
DAoREE W DN pARGYEe| e | (U
Z9o] Lyl A" Z5oz HoJsku Morris,

Feldman(19960)9] =g =4 288+ A73< 21(2015)

Ethical H2
Legal \

\ Behavior
\

Asset  /
HI\
~—L \ T TN

onal )
E I t |
o AFolN BT TARLS} FUU] HH AulA . f iremd [ b
ApololAe] BYA 29l PPRES: aclow Holat N =
I olE 291e Wgste] 244 45]. Cusomer 1 /

Badness

\ Behavior / H

o] Y& Fig. 1. The Conceptual model
=
T SE S 32 71 MA

- ° 3.2.1 DZNTIHE
A LB A, A AR G, S A0

49l Hx So| dpyo] Hlckdg] AL 914e] FAU Az alH $3, A2
2AE ol g R WS o] ke gpep 1Y SO WANT WEE U MK 1HE Al
BelE AEd BRIV PIA0R wase] p  F YEY P URS Sheri5253)
Al JdaFo @ ehdthy s19cH49]. o] Q1] Lie ol 1AEo] A4lo] o] 85t BT Aol tisto]
U ukgo A 1249 ddEs AaA2A v=y ABIA ZAIE dEiFes A 1AAIHEAE SHA
2719, AHIAE ARSHe B JIQel Fades] o) LSl A IR U AR G
oA E3| Q4] 2] BARL 22 QAL 9 IRA T FAHAA AHBAE 2a1(54]. 170] =)zt
o) sjAsjof 3 22 EAH £ sPb=A Demerouti & Ore 1 AR WACIA D0l a1 SRS
(00D 474R2003)0] A8T SR A wa, O Ve FURS wHEeS Hysdy 98 ve
WlolZ1h A7t ASE Soih olo} o ol o DHT FTS 01F A e o) SHug 4HY
£ uigon o 90 ARLNS HHG AgE
HL JANES5L 34520 S8 4L o)

(2003)9] Hx=E ARgsto] S7RITH50,511.

3. A7 4

3.2.2 IM=HAHS ZYRX0| 2HA

3.1 g2y
VAEZFNEO U] A A £ B2 7FA]
B A7 oA Aulas AT SoRe dge T ano oo Nl S SURAA FAH 0
S =] A AN KA 0] Ao {8l 7*&
o S ool Aot e mage & FEAPIL A2 AR el SR Yo
: : GRz3E ARSHA 555,561 o 2ol LA
ol B A72A DANUE 22 FAH, 9, o
5.2 AEI B SUUS) PHRESL 4R Y

345



p=4

HERNL P R

2] A214 A3=, 2020

Zrt theat gol 7HeS Agsksinh
BYYEL Aula WY Y
%

< 014 ol

3.3.1 ZAtCHA

2 A7) B2 IATe] HEWETE vy &2
Y LA 1AHY FALoE AsIoict. EEO| X
APIZE2 2018\ 24 @ & 2t AAERIoH, =8 AY]|
2R4FL2 AEA S TF-L-FHF U FARKE A4 F
AAE 350782 FARICR ST

ZAPFRL F25PE ARAE ol8silen, £ A
A7E Bl AeiRle] ER-g wot AfHlA FROIA F
U e A Utk HERAL Y2 A7t
Pios AP

=
]_

o

[¢)

w

346

[t

3, olzie W

of Thste] &g FE ARgle] o e Aulse] A

2 918 BUske Zo= Aot

A, W2 TANY YES W 719 248 5

a8] A9 §AZ Fof Aus ol g 7de &

AG AzFe] WD 719 A el 7lofat

s,

27 A9l
3

FES

5t

O o

[IiA=NCR

de 7199 WA Ere 2

oA e g4 Ao Ao

A, A 1 AR e ge ARl 7o) 4
AA, A, F2E FHoIA 9] A BleE A 719e]
w212 44 Psoz Aottt

oj2t 22 JEE BIeE Clarkson(1995)9] 47141
HeE Iy Aol 83 FU-HPEH2016)9] A+
£ ARgste] & 1671 £32= FAE 53 HA=E 4
SFATH59,601.

3.42 DM
IABFREL Aus A TG oA 2
gzl ofaf 24, 49, ThE 14 SolA Selet A%
HAAG TjshE R BEOE Folsolh. ol Rl
o1y, SIES 71k ol 344 BE, 712 T 5
24 Fo) Y2 Uehdch E ATNE o]E 28

3te] Lovelock(1994)9] Hxg o] =gt 3
Apgsto] & 47 Belog HAE 53 HEE LA}
S7gstaintol].

=2

3.4.3 AHYREX3}
BARZINE AH|2 A0 SYAZ] AR 7]
AT 2ANN apshs XA FHo] RTSHE &

L

g

g Aolof] Zpol7F 24 o WAYSH= LACE olF &
A1) A3ted Morris & Feldma n(1996), 4<% 5
(2015)9] AolA AFTE 471 FES ARESto] HAE

54 Hrz =A3FHH62,63).



X 3] DANURET DALFAFO] AHuA F

i
{0
o
N
N,

gREste Anadle] nx: 9%

3.4.4 MRAZ

£ 70 glojA] Aragle Aul el FUeo]
DT WIMeh ATAGOR Qlste] gAYl T
AgEo] TEHRt T Lol JES Wik, o]F 24

517] 9I5te] Demerouti 5(2001)9] AFoA ARESH
AL E o|& FY L83t A7E(2003)9] HE=E ARESH
o] JAE 53 F=g ZH3NAH64,65].

AREA 4 WIS St oh3t 2t
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Asset Likert
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Table 2. General Characteristics of Those Surveyed

Classification Fre%t\l;ncy Pe(r;;nt
Male 185 57.4
Gender Female 153 42.6
20s 64 18.9
Age 30s 140 41.4
40s 97 28.7
50s 37 11.0
College Graduation 57 16.9
University Graduation 165 48.8
Graduate School
Academic graduation 89 263
Background High School
Graduation a'nd Other 27 80
Education
Institutes Credential
less than 3years 79 23.4
3~5years 112 33.1
Career 5~10years 99 29.3
11~20years 37 10.9
more than 20years 11 3.3
Working Korean Food 193 57.1
Foodservice |Japanese Food-Western
Field Food-Chinese Food 145 429
Total 338 100.0
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Table 3. Factor analysis & Reliability of Scale

Classification Number of | Cronbach’s KMO
Item «

Economic 4 0.893 0.799

Customer Ethical 4 0.808 0.763
Citizenship

Behavior Legal 43 0.815 0.701

Asset 43 0.766 0.729

Customer ].Sadness 4 0871 0.734

Behavior
Emotional Dissonance 4 0.814 0.768
Job Burnout 4 0.946 0.813
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Adoption
PATH B B S.E. C.R. P /Rejection
Customer Citizenship > E'motional 0.299 0.45 0.084 5.309 e H1: Adoption
Dissonance
Customer Citizenship > Job Burnout 0.101 0.17 0.098 1.713 0.087 H2: Rejection
Customer Badness > Emotional 0.276 0.18 0.033 5.51 ook H3: Adoption
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Customer Badness > Job Burnout 0.153 0.11 0.04 2.824 0.005 H4: Adoption
Emotional Dissonance > Job Burnout 0.177 0.20 0.064 3.094 0.002 H5: Adoption
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