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Abstract:

Recently, many studies about incivility have been conducted and accumulated, but those studies are still merely focusing on
the next two points. First, there is lack of interest that employees’ experience of incivility can make them do incivility to their
colleagues. Second, most studies have considered resources of incivility are only in the organizations. Based on those two
problems, this study was to empirically identify the relationship between experienced incivility and acting incivility. Results
showed that there is the target similarity between experienced incivility and acting incivility, but the spillover effect was
significant on the relationship of experienced incivility in organization and doing incivility to customer. Implications and
suggestions were demonstrated at the end.
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1. Introduction

Recently, many studies about incivility have been conducted and accumulated. Incivility refers to out of respect for
other people, innuendo, unmannerly speaking and low intensity of deviant behavior including an inimical stare (Andersson &
Pearson, 1999).

This conceptually a type of negative behavior retrogressed organizational effectiveness, like extra-role behavior or
discretionary behavior, especially similar to counterproductive work behavior.
The researchers of human resource management and organizational behavior have conducted so many studies and
investigations for a long time about antecedents or consequences of incivility, accumulated research achievements. Despite all
these quantitative development, there still remained qualitative improvements.

This study verify that experienced incivility cause acting incivility, in other words, a victim at one time change to an
assailant over time.
Our research is expected to deal with important issues about antecedents and operating patterns of incivility in particularly.

2. The Relationship between Experienced Incivility and Acting Incivility

Workplace Incivility have three key points, violation of mutual respect rules in organization, uncertain intentionality,
low intensity (Pearson, Andersson & Wegner, 2001).It does seem very minor or meaningless behaviors, but Andersson
&Pearson (1999) indicated that those behaviors amplify seriousness, upsize the extent of damage, for example, continuous
minor behaviors for a period of time lead to violent behavior in the end. In other words, experienced incivility causes acting
incivility. If the process of a vicious cycle is repeated, in some cases, minor behaviors carry over high intensity violent
behaviors. That is, Andersson & Pearson(1999)’s theoretical opinion that experienced incivility cause acting incivility received
much attention of many researchers recently, as a result, it makes chance to appearance of some empirical studies.

First of all, studies about inside organization arranged in follow table 1. In table, every study reported that a variety of
side effects can occur, if anyone experience incivility behaviors of coworkers, supervisors, subordinates. And those studies
included acting incivility as consequences.
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Study Source Outcomes Key findings
Torkelson Experienced Coworkers, supervisors Experienced incivility was positively related to
et al. incivility acting incivility coworkers, supervisors acting incivility.
(2016)
Harold & Holtz Coworkers Acting incivility Experienced incivility was positively related to acting
(2015) incivility.
Meier & Gross Experienced Supervisors, acting Experienced incivility was positively related to acting
(2015) incivility incivility incivility.
Wu et al. Coworkers, Interpersonal deviance, Workplace incivility and interpersonal deviance are
(2014) supervisors, hostile attribution bias, positively related when hostile attribution bias and
subordinates negative reciprocity reciprocity beliefs are high.
beliefs
Sakurai & Jex Customer Negative emotions, Negative emotions mediate the relationship between
(2012) counterproductive work incivility and counterproductive work behavior.
behavior
Taylor & Coworkers, Enacted aggression Incivility is positively related to enacted aggression. The
Kluemper supervisors relationship between incivility and enacted aggression is
(2012) stronger for employees low in agreeableness
Penney & Spector Coworkers, counterproductive work Incivility was positively related to counterproductive
(2005) supervisors behavior work behavior.
Lim & Cortina Coworkers, Harassment Incivility was positively related to sexual and gender
(2005) supervisors, harassment.
subordinates

3. Study Model of Experienced Incivility and Acting Incivility

This study empirically verified a next model. This study model contained very important research question that
earlier studies didn’t deal with. That is distinguishing between target similarities effects from spillover effect.

In order to discuss this problem, first, conceptual understanding of two effects must take precedence.

Proposing the multifocal perspective of human behavior, Lavelle, Rupp &Brockner (2007) suggested that target
similarity effect is that attitudes obtained from a specific person is expressed to same target basically. Also they insist that
spillover effect is an attitude obtained from a specific person is expressed to another target.

Spillover effect is mainly observed in marketing area. For example, Ahluwalia, Unnava, &Burnkrant (2001)’s study
showed that spillover effect that a reputation of one product have an influence on reputation of another product of same

company.

Table 1: Studies about relationship between experienced incivility and acting incivility

In conclusion, in this context, research questions of previous studies were limited only to target similarity effect. In other
words, studies about inside of organization suggested that experienced incivility from coworkers, supervisors and
subordinates is connected to acting incivility to coworkers, supervisors and subordinates. Thus, in this study verified
relationship between target similarity effect and spillover effect.

e Hypothesis 1: Experienced incivility is positively related to acting incivility to coworkers.

e Hypothesis 2: Experienced incivility is positively related to acting incivility to customers.

Experienced
incivility

Acting
Incivility to
coworkers

Acting
Incivility to
customers

Figure 1: Study model of Experienced Incivility and Acting Incivility

4. Sample and Measurement
The sample for the analysis was collected from the employees of Korean companies by offline survey and e-mail
survey. The amount of respondents is 360.
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This study takes sample of workers in the service industry because treats inside and outside organization at the same
time. In detail, hotel, tourist business, insurance, banking, business of medical treatment and sales. Of that, insurance, banking,
business of medical treatment and sales are major part of total as 68%.

Also this study uses Single-method-factor-approach because every variable was collected in same method. As a result,
there is no problem with Single method factor.

5. Results

This study conducted research with SPSS 21.0 and Amos 21.0 for analyzing research results. In detail, we conducted
demographic analysis, reliability analysis, correlation analysis, confirmatory factor analysis and path analysis with structural
equation model (SEM).

Table 2 is displaying the results of analysis of the model fit indices including CMIN/DF, RMR, GFI, CFI, RMSEA are
being shown on the table. Following the values of the analysis, Model 1 appears to fit.

CMIN/DF | RMR GFI CFI RMSEA
Model 1 2.493 .048 .893 941 .065
Table 2: Model Fit Indices

Examining research results, hypothesis 1, there is target similarity effect between experienced incivility and acting
incivility, is supported. Also hypothesis 2, there is spillover effect between experienced incivility and acting incivility, is
supported. Experienced incivility was positively related to acting incivility to coworkers (standardized partial regression: .583,
p<.001). Also, experienced incivility was positively related to acting incivility to customers (standardized partial regression:
.381, p<.001). The results are as follows, figure 3.

Acting
Incivility to
coworkers

Experienced
incivility

Acting
Incivility to
customers

Figure 2: Results of research

6. Conclusion

This study examined relationship between experienced incivility and acting incivility. Thus this study conducted SEM
analysis as sample of 360 workers in the service industry.

As a result, experienced incivility was positively related to acting incivility about each target. That is, employees
experienced incivility in organization can act incivility to other coworkers or customers. Also experienced incivility has not
only target similarity effect from acting incivility of organization but also spillover effect from acting incivility of customer.
That is, employees experienced incivility from coworkers can express incivility to customers.

Thus, in order to prevent the worst case that victim of incivility change to assailant of incivility, there are many
different ways. For example, whistle blow about incivility experience, counseling, maintenance of the relevant manual. Last,
there's an urgent need for an institutional framework to victims.

7. References

i. Adams, G. A, & Webster, ]. R. 2013. “Emotional regulation as a mediator between interpersonal mistreatment and
distress.” European Journal of Work and Organizational Psychology. 22(6): 697-710.
ii. Ahluwalia, R., Unnava, H. R., & Burnkrant, R. E. 2001. “The moderating role of commitment on the spillover effect of

marketing communications.” Journal of Marketing Research. 38(4): 458-470.
iii. Andersson, L. M., & Pearson, C. M. 1999. “Tit for tat? The spiraling effect of incivility in the workplace.” Academy of
management review. 24(3): 452-471.

iv. Blau, G., & Andersson, L. 2005. “Testing a measure of instigated workplace incivility.” Journal of Occupational and
Organizational Psychology. 78(4), 595-614.
V. Campana, K. L., & Hammoud, S. 2015. “Incivility from patients and their families: can organisational justice protect

nurses from burnout?.” Journal of nursing management. 23(6): 716-725.

19 Vol 6 Issue 1 January, 2018



The International Journal Of Business & Management (ISSN 2321-8916) www.theijbm.com

Vi.

vii.

viii.

Xi.

Xii.

xiil.

Xiv.

XV.

XVi.

XVil.

Xviil.

XiX.

XX.

XXi.

XXii.

xxiii.

XXiv.

XXV.

XXVi.

XXVii.

XXViil.

XXiX.

Chen, Y., Ferris, D. L., Kwan, H. K, Yan, M., Zhou, M., & Hong, Y. 2013. “Self-love's lost labor: A self-enhancement model
of workplace incivility.” Academy of Management Journal. 56(4): 1199-1219.

Cortina, L. M., Kabat-Farr, D. Leskinen, E. A, Huerta, M., & Magley, V. ]J. 2013. “Selective incivility as modern
discrimination in organizations: Evidence and impact.” Journal of Management. 39(6): 1579-1605.

Cortina, L. M,, Magley, V. ]., Williams, ]. H., & Langhout, R. D. 2001. “Incivility in the workplace: incidence and impact.”
Journal of occupational health psychology. 6(1): 64.

Grandey, A. A, Kern, ]. H., & Frone, M. R. 2007. “Verbal abuse from outsiders versus insiders: comparing frequency,
impact on emotional exhaustion, and the role of emotional labor.” Journal of occupational health psychology. 12(1):
63.

Harris, L. C., & Ogbonna, E. 2006. “Service sabotage: A study of antecedents and consequences.” Journal of the
Academy of Marketing Science. 34(4): 543-558.

Harold, C. M., & Holtz, B. C. 2015. “The effects of passive leadership on workplace incivility.” Journal of Organizational
Behavior. 36(1): 16-38.

Lavelle, J. ], Rupp, D. E., & Brockner, ]. 2007. “Taking a multifoci approach to the study of justice, social exchange, and
citizenship behavior: The target similarity model.” Journal of management. 33(6): 841-866.

Lim, S., & Cortina, L. M. 2005. “Interpersonal mistreatment in the workplace: the interface and impact of general
incivility and sexual harassment.” Journal of applied psychology. 90(3): 483.

Lim, S., & Lee, A. 2011. “Work and nonwork outcomes of workplace incivility: Does family support help?.” Journal of
Occupational Health Psychology. 16(1): 95.

Meier, L. L., & Gross, S. 2015. “Episodes of incivility between subordinates and supervisors: examining the role of
self-control and time with an interaction-record diary study.” Journal of Organizational Behavior. 36(8): 1096-1113.
Meier, L. L., & Semmer, N. K. 2013. “Lack of reciprocity, narcissism, anger, and instigated workplace incivility: A
moderated mediation model.” European Journal of Work and Organizational Psychology. 22(4): 461-475.

Pearson, C. M., Andersson, L. M., & Wegner, ]. W. 2001. “When workers flout convention: A study of workplace
incivility.” Human Relations. 54(11): 1387-1419.

Penney, L. M., & Spector, P. E. 2005. “Job stress, incivility, and counterproductive work behavior (CWB): The
moderating role of negative affectivity.” Journal of Organizational Behavior. 26(7): 777-796.

Podsakoff, P. M., MacKenzie, S. B, Lee, ]. Y., & Podsakoff, N. P. 2003. “Common method biases in behavioral research: a
critical review of the literature and recommended remedies.” Journal of applied psychology, 88(5), 879.

Podsakoff, P. M., & Organ, D. W. 1986. “Self-reports in organizational research: Problems and prospects.” Journal of
management. 12(4): 531-544.

Rupp, D. E., & Spencer, S. 2006. “When customers lash out: the effects of customer interactional injustice on emotional
labor and the mediating role of discrete emotions.” Journal of Applied Psychology. 91(4): 971.

Sakurai, K, & Jex, S. M. 2012. “Coworker incivility and incivility targets' work effort and counterproductive work
behaviors: The moderating role of supervisor social support.” Journal of Occupational Health Psychology. 17(2): 150.
Sliter, M., Jex, S., Wolford, K., & McInnerney, J. 2010. “How rude! Emotional labor as a mediator between customer
incivility and employee outcomes.” Journal of occupational health psychology. 15(4): 468.

Sliter, M., Sliter, K., & Jex, S. 2012. “The employee as a punching bag: The effect of multiple sources of incivility on
employee withdrawal behavior and sales performance.” Journal of Organizational Behavior. 33(1): 121-139.

Taylor, S. G., & Kluemper, D. H. 2012. “Linking perceptions of role stress and incivility to workplace aggression: the
moderating role of personality.” Journal of occupational health psychology. 17(3): 316.

Torkelson, E., Holm, K, Backstrom, M., & Schad, E. 2016. “Factors contributing to the perpetration of workplace
incivility: the importance of organizational aspects and experiencing incivility from others.” Work & Stress. 30(2):
115-131.

Van Jaarsveld, D. D., Walker, D. D., & Skarlicki, D. P. 2010. “The role of job demands and emotional exhaustion in the
relationship between customer and employee incivility.” Journal of Management. 36(6): 1486-1504.

Walker, D. D., van Jaarsveld, D. D., & Skarlicki, D. P. 2014. “Exploring the effects of individual customer incivility
encounters on employee incivility: The moderating roles of entity (in) civility and negative affectivity.” Journal of
Applied Psychology. 99(1): 151.

Wu, L. Z., Zhang, H., Chiu, R. K,, Kwan, H. K,, & He, X. 2014. “Hostile attribution bias and negative reciprocity beliefs
exacerbate incivility’s effects on interpersonal deviance.” Journal of business ethics. 120(2): 189-199.

20

Vol 6 Issue 1 January, 2018



