Quarterly Journal of Public Organzations Management

Vol 5, No 4, Sep- Dec 2017 (81-94)

H92 BBOLL Cu pe (a9 - ol dolidad
AF-AY) VYA 500 Fo,lodd @ 0y90
228 00) )9

Slsldy b Able Sogw 8 9 Srd (Sluadb (b o (55U Ole Al
Cow g gw Clor g F b gl 1OUS I 4l g S

Y o - \ (&. *
SFL o O p g (Sugodese
Ol 0L g ply ol (e 0y 8 Lails )

Ol 01 g ply ol ¢ G55k Sy ke (87> (s eils Y

OYRZIAIY) i 0 a6 (VYAZ/B/YA) :28b 58 & 56
The Relationship between Customer Mistreatment, Emotional Dissonance
and Emotional Exhaustion with Employee Retaliation:Moderator role of
Supervisory Support Climate

“Mohammad Mahdi Parhizgar', Sedighe Bagheri?
1. Associate Professor Department of Management, Payame Noor University, Tehran, Iran.
2. Ph.D Candidate Business Management, Payame Noor University, Tehran, Iran.

Received: (19/Aug/2017)

Abstract

This study aimed to investigate the impact of customer
mistreatment on Mallet Bank employees’ retaliation in
Mashhad, Iran. In this regard, the impact of customer
mistreatment on emotional dissonance and emotional
exhaustion was investigated. Also, the influence of these
variables on employee retaliation by considering the
moderator role of supervisory support climate in the
relationship between emotional exhaustion and employee
retaliation were evaluated. Confirmatory factor analysis
and Cronbach's alpha coefficient were used to assess
validity and the internal consistency of the instrument,
respectively. To investigate the effect of independent
variables on the dependent variable, the method of
structural equation modeling (SEM) in AMOS software
was used. Subsequently, multiple regression analysis was
conducted to investigate the effect of moderator role of
supervisory support climate. Findings revealed that
customer mistreatment has a significant influence on
both emotional dissonance and emotional exhaustion.
Emotional exhaustion has a crucial effect on employees’
retaliation. Also The moderating role of supervisory
support climate in the relationship between emotional
exhaustion and employee retaliation is also confirmed in
this study.
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