
Pr
es

en
te

d 
by

 S
hu

an
g-

Yu
eh

Pu
i

C
o-

In
ve

st
ig

at
or

s:
 

M
ic

ha
el

 S
lit

er
, K

at
he

ri
ne

 W
ol

fo
ld

, S
te

ve
 Je

x

Th
is

 re
se

ar
ch

 s
tu

dy
 w

as
 s

up
po

rt
ed

 b
y 

th
e 

N
at

io
na

l I
ns

tit
ut

e 
fo

r O
cc

up
at

io
na

l 
Sa

fe
ty

 a
nd

 H
ea

lth
 P

ilo
t R

es
ea

rc
h 

Pr
oj

ec
t T

ra
in

in
g 

Pr
og

ra
m

 o
f t

he
 U

ni
ve

rs
ity

 o
f 

C
in

ci
nn

at
i E

du
ca

tio
n 

an
d 

Re
se

ar
ch

 C
en

te
r G

ra
nt

 #
T4

2/
O

H
00

84
32

-0
5.



W
or

kp
la

ce
 A

gg
re

ss
io

n
an

y 
ac

t o
f a

gg
re

ss
iv

e 
be

ha
vi

or
 th

at
 c

au
se

s p
hy

si
ca

l 
or

 e
m

ot
io

na
l h

ar
m

 in
 a

 w
or

k 
se

tti
ng

W
or

kp
la

ce
 In

ci
vi

lit
y

Lo
w

-in
te

ns
ity

 d
ev

ia
nt

 b
eh

av
io

r i
n 

w
hi

ch
 in

te
nt

 to
 

ha
rm

 is
 a

m
bi

gu
ou

s

So
ur

ce
s

C
ow

or
ke

r a
nd

 C
us

to
m

er
 a

s 
so

ur
ce

s
Bu

lk
 o

f t
he

 re
se

ar
ch

 fo
cu

se
d 

on
 c

ow
or

ke
r a

s 
a 

so
ur

ce



O
U

TC
O

M
ES

M
O

D
ER

A
TO

RS

Bu
rn

ou
t

D
ep

le
tio

n 
of

 p
hy

si
ca

l, 
em

ot
io

na
l, 

an
d 

m
en

ta
l 

re
so

ur
ce

s

Ph
ys

ic
al

 w
el

l-b
ei

ng

Pe
rf

or
m

an
ce

C
us

to
m

er
 se

rv
ic

e 
qu

al
ity

Tr
ai

t a
ng

er
In

di
vi

du
al

 d
iff

er
en

ce
 in

 
em

ot
io

na
l s

ta
te

 v
ar

yi
ng

 
fr

om
 ir

ri
ta

tio
n 

to
 ra

ge

So
ci

al
 s

up
po

rt
Fr

om
 fa

m
ily

, f
ri

en
ds

, a
nd

 
co

w
or

ke
rs



Pe
rf

or
m

an
ce

Bu
rn

ou
t

Ph
ys

ic
al

 
w

el
l-b

ei
ng

Tr
ai

t a
ng

er

C
us

to
m

er
 in

ci
vi

lit
y 

&
 a

gg
re

ss
io

n

C
ow

or
ke

r i
nc

iv
ili

ty
 

&
 a

gg
re

ss
io

n

So
ci

al
 s

up
po

rt

- +
-

-

-+



Re
cr

ui
te

d 
10

0 
ba

nk
 c

al
l c

en
te

r e
m

pl
oy

ee
s

Ti
m

e 
1:

  7
5 

re
sp

on
de

d 
($

25
 g

ift
 c

ar
d)

Ti
m

e 
2:

  7
5 

re
sp

on
de

d 
($

40
 g

ift
 c

ar
d)

65
%

 fe
m

al
es

, 3
5%

 m
al

es
51

%
 C

au
ca

si
an

, 2
7%

 A
fr

ic
an

 A
m

er
ic

an
, 1

4%
 

H
is

pa
ni

c 
A

m
er

ic
an

, 5
%

 o
th

er
 d

es
ig

na
tio

ns
A

ge
:  

M
= 

34
.7

 (S
D

 =
 1

2.
04

) 
Ye

ar
s e

m
pl

oy
ed

:  
M

 =
 3

.9
6 

(S
D

 =
 2

.4
3)



TI
M

E 
1

TI
M

E 
2 

(A
FT

ER
 3

 M
O

N
TH

S)

C
us

to
m

er
 a

gg
re

ss
io

n
C

us
to

m
er

 in
ci

vi
lit

y
C

ow
or

ke
r a

gg
re

ss
io

n
C

ow
or

ke
r i

nc
iv

ili
ty

Bu
rn

ou
t

Ph
ys

ic
al

 w
el

l-b
ei

ng
Tr

ai
t A

ng
er

So
ci

al
 S

up
po

rt

C
us

to
m

er
 a

gg
re

ss
io

n
C

us
to

m
er

 in
ci

vi
lit

y
C

ow
or

ke
r a

gg
re

ss
io

n
C

ow
or

ke
r i

nc
iv

ili
ty

Bu
rn

ou
t

Ph
ys

ic
al

 w
el

l-b
ei

ng
Pe

rf
or

m
an

ce
 (p

ro
vi

de
d 

by
 th

e 
ba

nk
)



C
us

to
m

er
 

In
ci

vi
lit

y

C
us

to
m

er
 

A
gg

re
ss

io
n

C
ow

or
ke

r 
In

ci
vi

lit
y

C
ow

or
ke

r 
A

gg
re

ss
io

n

Bu
rn

ou
t

Pe
rf

or
m

an
ce

Ph
ys

ic
al

 
W

el
l-b

ei
ng

.3
8

.3
1

-.3
8

Re
su

lts



C
us

to
m

er
 

In
ci

vi
lit

y

C
us

to
m

er
 

A
gg

re
ss

io
n

C
ow

or
ke

r 
In

ci
vi

lit
y

C
ow

or
ke

r 
A

gg
re

ss
io

n

Bu
rn

ou
t

Pe
rf

or
m

an
ce

Ph
ys

ic
al

 
W

el
l-b

ei
ng

Tr
ai

t A
ng

er
So

ci
al

 S
up

po
rt

.3
8

.3
1

-1
.0

1

1.
11

-1
.1

1

.8
5

-.9
9

1.
65



05101520253035

Lo
w

 C
us

to
m

er
Ag

gr
es

si
on

H
ig

h 
C

us
to

m
er

Ag
gr

es
si

on

Burnout

Lo
w

 T
ra

it 
an

ge
r

H
ig

h 
Tr

ai
t a

ng
er



05101520253035

Lo
w

 C
us

to
m

er
Ag

gr
es

si
on

H
ig

h 
C

us
to

m
er

Ag
gr

es
si

on

Burnout

Lo
w

 S
oc

ia
l

Su
pp

or
t

H
ig

h 
So

ci
al

Su
pp

or
t



C
us

to
m

er
, r

at
he

r t
ha

n 
co

w
or

ke
r, 

is
 th

e 
m

or
e 

de
tr

im
en

ta
l s

ou
rc

e
Bo

th
 h

ig
h 

le
ve

ls
 o

f t
ra

it 
an

ge
r a

nd
 so

ci
al

 
su

pp
or

t l
ea

d 
to

 st
ro

ng
er

 re
la

tio
ns

hi
ps

Su
pp

or
t s

ys
te

m
 m

ay
 b

e 
a 

so
ur

ce
 o

f t
en

si
on

 (L
im

 &
 L

ee
, i

n 
pr

es
s)

St
re

ng
th

s &
 c

on
tr

ib
ut

io
n:

Lo
ng

itu
di

na
l d

es
ig

n
Pe

rf
or

m
an

ce
 d

at
a 

fr
om

 o
rg

an
iz

at
io

n



Q
ue

st
io

ns
?



University of Cincinnati
11th Annual 

Pilot Research Project 
Symposium

October 14-15, 2010

Main Menu
Hosted by: The University of Cincinnati Education and Research Center Supported by: 

The National Institute for Occupational Safety and Health.
(NIOSH) Grant #: T42/OH008432-05

Welcome and Opening Remarks
Keynote Speakers
Podium Presentations
Poster Presentations
Video Montage of the 11th Annual PRP 
Symposium
Participating Universities
Steering Committee Members
Acknowledgements
Problems Viewing the Videos

Produced by Kurt Roberts Department of Environmental Health
Copyright 2010, University of Cincinnati

Page 1 of 110th Annual Pilot Research Symposium

8/29/2018http://eh.uc.edu/support_files/erc/2010/


