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An Exploration of Employee Service Sabotage

Behavior in the Catering Industry

Abstract

The main subject of this study is to explore the reasons of Service
Sabotage in restaurant business including cooking area and serving area . It
iIs an important issue for employer and superintendent to avoid Service
Sabotage happening in their employees and workers. There are 2 stages in
this study: Stage 1 is Qualitative Research. At first, interview with cooks
and waiters to collect proper and enough information to see the reasons for
Service Sabotage as the initial database for estimation and modification for
quantitative scale; Stage 2 is Quantitative Research . The questionnaire will
be designed according to the conclusion of qualitative research through
interview. The approved information will be collected and obtained by way
of quantitative analysis.

Overall, there are 380 copies of questionnaire have been issued to the
people who engaged in restaurant business in this study. 368 copies
responded. 348 copies are valid despite those invalid ones. The effective
questionnaire rate is 91%. The methods of statistics analysis for these
questionnaires are Stepwise Regression Analysis and Correlation Analysis .
The conclusion by statistics analysis is that personal reason (morality and
conscientiousness) will influence employees’ behavior of Service
Sabotage . If adding the factor of abominable customer into consideration,
it obviously influences more than personal reason among restaurant
employees in Service Sabotage behavior. Through Qualitative Research of
interview and Quantitative Research of questionnaire, this study made a
fully discussion in profound theory by simple language and provided
concrete suggestions for restaurant industry in facing Service Sabotage .

Key words:

Service Sabotage, idealism, relativism, conscientiousness, abominable
customer
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(Neuman,2004 ) - & % %4 3 PRA+E% > Harris ¥ Ogbonna(2006) %@ e%= 3
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F % kIR Harris. ¥2 Ogbonna. (2002). Exploring Service Sabotage: The aecedents, types and

consequences of frontline, deviant, antiservice behaviors. Journal of Service Research, 4(3), 163-183

PRAELIR e FlE g A f 1%l f e PRI B R R Fe X5
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S HEHME R FF
e LT FlR oAk MRAL A TR T e i & o AR
FlE R RS BR AT AN F AL g 75 g 4 (Robinson 2 O’Leary- kelly

1998)c A g £ ¢ it A H € L TR BE 0 @ AIRFAELI AT B
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A

EPERAMAT - M1 GenfFm o BFALE 75 F AAM o
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. _E'.?k & .

A2 AR LR 9 WA AET AR ET I T 0 LA
BEFEPRG M G v b irdladi e R 2 2R (Lebas &
Weigenstein 1986)c @ § sz it F L ELE 2 4] L fe (Grabriel
1999 ; Willmott 1993)> &4 k stenfeRlisnd » A R AT FF LB L ~IF %
Arae 44 ¥Rk 4 (Child 1984 ; Sewell 1998 ) -

T~ BB FE
FIARS BEFF LA RAAAELTF R A A B AR
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N
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d 0 H FETEAPT RPN D E K FRIRT AR T L A B
FPF v adL o JERhAFIFLR A ERFRLRLE A IREIRFES
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AR R T R N2 o B IRIRER 2 s o

Harris ¥2 Ogbonna (2012):u% » G A1 A A @ & f- & A 1 o {iFE>
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AP G 2B 26 dE B LRI 45 o Lee ¥ OK(2014) eaT 5 1 *
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g 105 RABE 1 Bt E 390 B RIH R T EHIRBERET Y Y IR
FAERw R - ERFE (RBLE - PHLER ) BHag it~ BakE F
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e Een P HALAE FEFR-F LR ZETFZRNNERBEARIBL G &
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R oo enRFiEgs o A2 F A MELET 0 A2 PRIFEUR T S o Ldek B
P B RE? 235 A4 RIBBFOEL AT BB R? ok BFEEL
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Schlenker £ Forsyth (197TT)# N FRPFEF » F B ELHZEPHL &
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Rl #rrl g A B E 8 A SRERRM -AHLEY §LF? FOPFFFRD
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B TERAMUEAKREFEL 234 CRI AT H Y PR A ER
B B L L A RIR T S F L v Mo UL 5 (2006) £ IR AL £
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# A B+ (conscientiousness)

BAF T A R A R F ARG R L TR B A A REFFT
Bt (conscientiousness)» #- BE & FlF 5 Pt 4 - B4 p A%
Fenp BRI Rap R 2R afe R o FRE PR R 1 € RE
R @it ve gUTEBET I FRFOTRDG AF e
M7 M7 ey 4 1 7% o Salgado (2002) 11 % Had w RIERIR 1 0
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Bl4p 1% 5 Liu & Chen (20060) R PR ¥ % - A1 fea § AT H % 5
HARBFfR 1 REEe ARl G FRET RS A L e 75 A
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BREAEAREETAS B E R 1w U AEE FIHE2 AEE o Fullerton
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R1~R1& A1z BAp 3P 5 - Skarlicki, Jaarsveld % Walker (2008)
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RAMEHA I EHEL - BN I a0 ) FRFRL AL

=

Gok A w3 B g B (Bies, 2001) - Ruppa £ Spencer (2006);ﬁr¥ % 7
WO SR EE S Lo {7 2T ER 1RGS2 I MRDEL
xﬁzgigias%ﬁoﬁ@mvﬁaaﬁﬁiwﬂmmmp EA Sy
JEEF LR E LT Maen A WA 2T A2 ¢ Ao s HIRAEIR
LA BREAR PR B Y K(2010) A5 2B RIS K - &
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FLESF MR AR L Feh 7B R R R o B
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BB AT
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AR EFETAULEZ AL ER FTROLEEFL A - FEL R TFAD

HoRMFTHA FEDRSFE S BEIEIRP L
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AR AR § FIR B A P Y %5 Bl end KT E P
A RTINS N BRI T L B R E Y ORE SR AL e 7
SRR LR L (FIRA Y 0 F & BB A § 2§ oxd e 7 s
AIF B REREET > A2 RBEIRDFE S o AT F AU HET L P o

M AT TR A AL > SR M 4P AR A Sk 6] ALK 0 A Rl e
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- ~ PRI%#H (service sabotage)
A7 7 ¥ Harris ¢ Ogbonna (2002)$H/RA3AUR 7 3 chTk > T T

FRRPUELSE R 7R RTIRBGEEAR o TR TE -
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Schlenker £ Forsyth (1977) e 3 R AT A 55 BHEdH - 5 - B
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Z_ B e oo

= ~ B (conscientiousness)
AFT 3 iy Mowen £ Spears (1999)%F7 + A 4FH P £ ¥ P afa i o

T PpRIx A B RPN BHEY BRE 7L BRI s o

e~ BAREE
iz Lovelock(2001)# Harris % Reynolds(2003)z 7 7 BLEE > 5 B F AR £
kTR ARG T UER(REI)MRE(REFRFLZE AL F Y - WG

RS F R SR L TR YT SN EE R S 3 £ TSI

-8 FPIRE
AT AR AKCE L B TIRBBLR L hTR L E AR AR
CEAEEC G hFIR R LG E R S R R AP LR BN L4
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Bl 3-1 &% %4H

Fo8 FTHONEEEFERA

FLo AL A RSB AS PRRE L BRS LA

k

FE-F E A &L #4153 (Schultz and Hatch,1996) 277 3 4 & BFF R R iE
Forod-—MEREAEFFEFAY AP E LB AR FIRIFTBFFE b -4 B BT R

Bt nEFREFERAA R RBARMEEF L FF T L4

B nimgp ¥ S RS R R s LR S LR AT
32"1@ fL ,«_}__mmg;m Ay ﬁy]?;ﬁ‘_? J_ % ?‘(1994);@ a0 /ﬁ?)i Fi{f["’é‘]‘;ﬁ‘i
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Patton(1999)p.o,a _ﬁ.ﬁ)‘%’}\ j\ﬂ.«g:—ﬁ\ —"—ﬁ ZE3w - 2 g%))”»\:}k/‘z{\ > 2,

PR

- RS o = R B R e

- ERTH

AF 3 #* Patton(1999) - Rk & ol > #5837 it do- H
- ERPH L AEAPHT B AL P E QR HUBT AL B UL
PREELRI S PEPHDHE AL AL PRI AT P IR R
FAPEFTROE B R HRA > P AL L E F R R D
TEE HIFALARY cAFIHEEF T OHE LA RFY S A ED
FRTH O PSR RREFIPELY e RAFRIFAF S PR R

FoBE NI R B BB PR EROE T TP R B

T PRFRRIRR K chikdh o

‘ﬁ%iﬁ

AELRERY SHARE A RERFE ST BB B 5 E
TREL B IRBAR AT S B o 5 B A R E e B $ =300 5
BASEATH T B F - B RAGEE o m B AP A

SN

FAle 5 Hu - ER A RKUE  HERBIATRGLAETE B
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1. PRIZELIR 7 5
#5233 Harris 2 Ogbonna (2006)% & z K 3E 5 78 ik ¥f - 56 % F3»
Wen? Ao > HP (R)EFwdE > X QORI - PPl & 25 8- 28 &

),L/\z_,r} rz ﬁ:; PF',%JE_ F;L#F%J,ﬁrg\, 3-1 #7577 :
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% 3-1 PRI 7 5 2 FFE %A

y R BT 2 )l?e Xk
sl 7L | RIERI Tk o § AR B R AL Hﬂhﬁ
. Ogbonna
% (People here take revenge on rude (2006)

customers.)

2. iz iTenife ',:g Fli A EEE
Z Fom 1BIR AR % (People here hurry customers
when they want to.)

3. tip B T E ¢ W LIFEARA L PR
(It is common practice in this industry to “get back” at
customers.)

4. iR T iz g A EIAN R T
FrEp L % 5 s (People here ignore
company serwce rules to make things easier for
themselves.)

5.4 PEiE AIEA F e = § URETE 0
Bl B 4 o F (Sometimes, people here “get
at customers” to make the rest of us laugh. )
6. oA (Fenfp iz BAEE G W B IR
p & (People here never show off in front of
customers. )

T.3 PFigHAEE 2 AL P higal frenf
i= & ¥ & ¥ T 145 #% (Sometimes, when
customers aren’t looking, people here deliberately
mess things up.)

8. B iTAL TR I j\/}»)i I Nl
#¥1# (Atthis outlet, customers are never
deliberately mistreated. )

9, hiFMehl -1 (T € F 5 p A
m 2% PRF%:E A& (People here slow down service

when they want to.)

W
#7273 12 Schlenker ¥ Forsyth (1977)5%= 3 #7142 i 47 B pLgk - 4
HERFEFY B R AP ES Bid e TR - £ * Forsyth (1980)
BE2 BPQ £4 0 S b Forabens e B D 0 2 TR o B RS

FoBEAY AR TAYIRA L T2V RR 0 40k 32977
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1032 FRTEH A AL GE

ﬁ-‘i TERAE _‘\7}#%%’

ik LT BOBPARA S AE LA EH TN porsyn(1980)
A > T ig § - 1B {%] enig (A person should
make certain that their actions never intentionally
harm another even to a small degree.)
2. A PRE AW LA RGRA B A s
» kb *% (A person should make certain that their
actions never intentionally harm another even to a
small degree.)
3. AREAHhiTEF G PAF A T AR
= :\J'LJL{% #¥-:1(The existence of potential
harm to others is always wrong, irrespective of the
benefits to be gained.)

i % 4 ARSI ERFRRPERINT DL Forsyth(1980)
AR @'} = (There are no ethical principles that
are so important that they should be a part of any
code of ethics.)
b, AR PAMMIREIAPHIE  F B A5
BLEEWNE > ¥ - BAFT R LA FHD
7 = (Moral standards should be seen as being
individualistic; what one person considers to be
moral may be judged to be immoral by another
person.)
6. A3 a F P eE LY BRI T e
45 (Different types of moralities cannot be
compared as to "rightness.")
T, SNep A HRE T T B A A ¥
NiEyg o T ERITILEFH B A
(Moral standards are simply personal rules which
indicate how a person should behave, and are not
to be applied in making judgments of others.)
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3. Fritt

A&7 02 McCrae 22 Costa (1992)#% 41207 % A H 8 @ ehpedi ks
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o 4-1 A v A% 4 N=348

R A #K T A (%)
R 7 141 40.5%
L 207 59.5%
# ¥ 20k T 65 18.7%
21 - 30 & 156 44.8%
31-40 & 55 15.8%
41 - 50 % 42 12.1%
51 - 60 & 26 7.5%
61 f s 4 1.1%
R4 ¢ 126 36.2%
7 % 72 20.7%
Pyl 08 28.2%
P RERE S 37 10.6%
o 15 4.3%
F8 N 82 23.6%
o B 266 76.4%
m S
EW 17 4.9%
B B4 By 49 14.1%
PHE B AR 16 4.6%
ok -
kL 10 2.9%
ERNES 15 4.3%
ik 16 4.6%
A 3T 8 2.3%
I BPR % R 99 28.4%
BRI R 81 23.3%
B 37 10.6%
JRIrE F Fik- 90 25.9%
1-3 & 130 37.4%
3-6 & 61 17.5%
6-10 & 22 6.3%
10 & 2 45 12.9%
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~ AR RE A A
% Pearson 49 B A1 R0 518 50 &g 2eh B 3 308 iE L R
< F0aeh A hApgta & (M=3. T826) hi & i i - @ I8 A & (M=5. 75529) eh4 i
B oA B4 PBGIIES 30A s P E ARG L BLEGE ) v T iokk
(M=5.0220) - 7 & FAx % (M=4. 3285) e R g iy & >0 ¥ % B PRFFPLIF 042
R RRREAL 0 e A IR P R § A IRIBUR T 5 o JL T e
® 5 (M=2.8574) -
PRAREL S B FATE RIS M F el 5o v nlicie 5 0,449 Bt 5 D A M
BB A B S RAAELE Y B F M enRE o v cnlic i 5 -0, 1460 gt 5 f AR
MR A EBIREIRDT L L A U i@ 5014601 § EFf AR

MOARY A RE PRI G AR > v endkE S 0.204> G BEF D AR o

% 4-2  : g% Pearson 4p B 114& T

M ek Tiodk HFL O PHLIZ BEiIiix EFE  ETEE  RBBE

Je¥a & 3.7826  1.37901 1

WAk 575529 1.34347 0.175%* 1

Bt 5.0220  1.26272 0.166** 0.50° 1
EWALE 4.3285 1.36852 0.238** 0.109°  0.073 1

JRIFELE 2.8574  1.27037 0.204**  -0.146** -0.146" 0.449" 1

FLookk & w5 P<0.01, *P<0.05
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qiE - o S & WG P R o 2873 B2 Cronbach’s o % e A 3 $ 498 coap
B ik te LR Pl R - RPE(R AR F o BN 0LTHEZREAR
B2 0.0 EVELG 30,30 B 5 5 & M (Nunnnally, 1978) -
AYTRELEFTREDEREF a B0.901 > Bom D IRA G R ahp 3R
- RE AAAHLZDTREERRK @ B35 0.5200 AP AT ER DI R

.]J_J;?J\_/_E °

24-3 TARE LR LGRS

o o $LE B pAPs2 Cronbach’ s
Cronbach’ s Alpha &
Alpha &
BEREZL 1.7 LAEZ¢REd g S . 893 0.901
2.F LT 6 L AL & RpS K . 884
3.F LAFE & & RO FRIAIRTE 889
4. F BAEE € LR PR RaURE . 893
5.7 L AEE I L FH S 4o e 889
6.7 LAEE AIRIFE €A E HE 895
T.3BAEE E4IRIAA R A B L2 BE 886
8. F LAE € FLTHBFRE KA &5 892
9.FREEEFLITLEL LG ]+ 889
JRAFELE 1. TR R EHRRERAZHZL . 882 0. 889

2. PRAFA B F)L P AT REIRBEET L8TT
3. BAAVEIEA B E PR B E 874
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24-3 FRAREEHS 2 ERA(H)

FPF% L Cronbach™ s
Lo Lkl & Cronbach’ s Alpha &
Alpha &
4 FFREIBRE VR §xBPHSOP 878
parptg  (FRERR)
AEAEY VW LIPRIAA RIRMAEE . 880
. ZAL PRI A | g Lvg o @ PRI AR L 867
Rigdgp &eh1 T
T 2RI A B € FIB A g K(bl4e 875
# 5 TIL)m BLIEER L
8.7 P ARE 2 LA P JRIFA | g .8T1
AEPHEL TR
B 1.2 % 5 (% WRiT . 594 0.730
2. 3 i 1 &Pt oh . 580
3.3 p e mEEY KRG RBen . 666
4.2 FRHREREG X E 197
FL A L ARG P BRI I S e .300 0. 520
200G EREAARME LTI RFY L399
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3. A i LI WA A B A Bl A 535
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mo~ R AT
By AT AR A 4-4 ¢ i O K8 LBk R~ dhe B S o Model
| 35 BR - A RE PRI T Pl > 8% T I 4pHA R hbeta @
5 0.204(p<0.001) » REEEBE - RT > 28 E 5 0.041 > 7]t A7 % Bk B
TR AHIRBBERAL T e PR 22 o Nodel 24 » A & >
FHEHRBARILZFERPD S FIREF 2L Khbeta &5 -0.185
(p<0.001) » 2% 2 £ 5 0.075 R-T > :cg £ 40 0.033> 2 47 L &
“iBeta B FlMBEK HA T & ¢ HIRBAF AL § » B =+ = o Nodel
A M B FHERMROBRLIFIRPE I T Ee%E4.318)EYH
F(p<0.05) VP 4r » B o 7 8 F R PRIz H Beta e 5 -0.124 »
AR E 5 0,086 Ft K TR A BT g HIRBAE AL 2 R
* 2 ooModel 44 » EHAE » FHEHRBABRILTF ERPE J F ek
£ (85. 31 1) & % (p<0. 001)» 7 &P e » BEFAEZ > o 27 B % B FIRAEAE >
EFHEEE Betai®s 0,440 2B %225 0.268 F B U3 : T EFME ¢
IR A S Do B > BT BR S 2 o BR 154 JRIAEI hF 5 7
# 0 fModel 4 #e > w BRI > Bom gt w TR IR BFORER 182 IRG
BIREFE S @ 2 v h o M BT BR AR A B F HL g F R A ARG
B R RELEDHERE ST SHE S AP PR 37 F LR
ETREE D

34

oo B AR BRARBGE e ART F B L IRIPRLA -

DI (R T A RAR A B IR L A2 o
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FoA4-4 & p FEHIRIRIR DT H & §FA AT

% %K PRFSRLIE (SS)

N=348
S MODELL1 MODEL2 MODEL3 MODEL4
i S . 204%kx . 236%kx . 246%kx L 147%%
TR - ~. 185%kx - 125% ~. 156%x
Bt - - - 124% - 125%
EVRRE - - B . A40%3k
R’ . 041 075 . 086 . 268
Rizcg g . 041 .033 011 182
Fiaeesd 14. 970 12. 438 4.318 85.311
Fisegtgsit 000 . 000 .038 . 000

L1 kkk L gr P<O. 001 5 %% o1 P<0. 01 5 %% 7¢ P<0.05
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