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Abstract

For employees working in a world with highly competitive service
sectors where customers have various options to choose or reject
service brands, customer misbehavior with frontline service employees
IS common, a situation that is generally considered as customer
misbehavior. Customer aggression can have different forms; However,
aggression is widespread in crowded service environments, causing
discomfort among customer service employees. This study investigated
the mediating role of emotional fatigue and moderation of distributive
justice and organizational pride in the relationship between customer
aggression and the desire to leave the job. The study's statistical
population was the staff of five-star hotels in Mashhad in 1400.
According to the population size, using Cochran's formula and simple
random sampling method, 110 people were selected as the sample size.
The results showed a significant relationship between customer
aggression and the tendency to leave the job. On the other hand, the
results showed that emotional fatigue mediates the relationship between
customer aggression and job satisfaction and job satisfaction with the
desire to leave the job.
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Materials and Methods

In terms of the practical purpose, the present research is a field data
collection method, and the implementation method is a descriptive
correlation type. The statistical population of the research includes the
employees of five-star hotels in Mashhad in 1400. Based on Cochran's
formula and simple random sampling method, 110 people were selected
as the sample size. In order to collect research data, six standard
questionnaires were used. Certified experts verified the validity of the
questionnaire, and the reliability was measured using Cronbach's alpha
coefficient and confirmed. Descriptive (frequency and percentage) and
inferential sections (skewness-elongation and structural equation
method with partial least squares approach) were used through Amos
software to analyze the data.

Discussion and Results

The results showed a significant relationship between customer
aggression and the tendency to leave the job. On the other hand, the
results showed that emotional fatigue mediates the relationship between
customer aggression and job satisfaction and job satisfaction with the
desire to leave the job. In examining the first hypothesis, the findings
showed that customer aggression has a positive and significant
relationship with emotional exhaustion. The second hypothesis showed
that emotional exhaustion mediates the relationship between customer
aggression and job satisfaction. In examining the third hypothesis, the
findings showed that job satisfaction has an inverse and significant
relationship with the desire to leave the job. In examining the fourth
hypothesis, the findings showed that distributive justice moderates the
relationship between customer aggression and emotional exhaustion.
The results of the fifth hypothesis showed that emotional organizational
pride moderates the relationship between job satisfaction and the desire
to leave the job.

Conclusions

The present study aimed to investigate the mediating role of emotional
exhaustion and the moderating role of distributive justice and
organizational pride in the relationship between customer aggression
and the desire to leave the job; in the examination of the first hypothesis,
the findings showed that customer aggression has a positive and
significant relationship with emotional exhaustion, and the results of
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this hypothesis are consistent with legal research (2013), Katb et al.
(2009), Behzor and Yagil (2005) and Grandi et al., is aligned in
explaining this finding, it can be said that hotel employees are exposed
to high levels of stress in their work environment, on the one hand, due
to lack of organizational support and insufficient training, they cannot
deal with stress at work such as customer aggression and anger
management. Their emotional exhaustion increases, their satisfaction
decreases, and their desire to leave the job increases. The second
hypothesis showed that emotional exhaustion mediates the relationship
between customer aggression and job satisfaction. This hypothesis's
results align with Han et al. (2016) and Karatepe et al.'s research. Based
on this hypothesis, customer aggression reduces employee job
satisfaction by increasing emotional fatigue. Low job satisfaction due
to emotional fatigue caused by customer aggression leads to the
employees' desire to leave the organization. Employees who do not
have enough power to control themselves and are faced with potentially
verbally aggressive customers in the work environment may experience
job dissatisfaction, and emotional inconsistency and fatigue have a
destructive effect on the job satisfaction of service employees. In
examining the third hypothesis, the findings showed that job
satisfaction has an inverse and significant relationship with the desire
to leave the job. The results of this hypothesis are consistent with the
research of Mortazavi and Rajabipour Meibdi (1390), Samad (2006),
Rahim Nia and Hoshiar (1389), Islam et al. (2014), Saleh et al. (2012)
and Shahbazi et al. (1387). The explanation of this finding can be stated
as the problem of leaving the service of the employees of the specialized
forces and some managers is one of the organizational problems in
today's organizations, which is a blow to the organization's movement
and for the managers of organizations who seek to preserve, maintain
and improve the productivity of their human resources, it is a problem
and requires special attention. If people are not satisfied with their job,
the probability of leaving the service increases. Those types of leaving
services available to the employee are related to their job and
organizational satisfaction, so hotel managers can reduce their intention
to leave by satisfying their employees.

In examining the fourth hypothesis, the findings showed that
distributive justice moderates the relationship between customer
aggression and emotional exhaustion. This hypothesis's results align
with Golparvar and Nadi's research (2008). In explaining this finding,
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it can be stated that whenever employees face the aggression of
customers and on the other hand, their perception is the lack of
organizational justice (lack of justice and fairness in the allocation of
rights, rewards, and facilities as well as determining a fair work
schedule) will increase their emotional fatigue. On the other hand, when
employees feel that the procedures and methods of decision-making
about them and their conditions are fair and just, their understanding of
fairness in the allocation of consequences (distributive justice) will
increase, and they will behave better with clients. The results of this
hypothesis are consistent with the research of Golparvar and Nadi
(2008), who conducted a study on the relationship between the
recognition of justice and customer-oriented behaviors in nurses. This
hypothesis's results are consistent with Jafari's research (2015). The
results of the fifth hypothesis showed that emotional organizational
pride moderates the relationship between job satisfaction and the desire
to leave the job. The results of the hypothesis are consistent with the
findings of Vidyanti et al. In explaining this finding, it can be stated that
when employees have high job satisfaction and, on the other hand, their
organizational pride is at a high level, their tendency to leave their jobs
decreases. Therefore, employees proud of their organization become
more emotionally and psychologically dependent on their work
environment. These employees are more connected to their work than
others. As a result, they work harder for their workplace hotel and are
more committed to providing services to the customer, and they have
less desire to leave their work environment.

Keywords: Customer Aggression, Organizational Pride, Emotional
Fatigue, Distributive Justice, Turnover Intention, Job Satisfaction.
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