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Abstract

Through a questionnaire survey of tour guide practitioners in Gansu Province, this paper ex-
amines the relationship between Customer Mistreatment and the tour guide service sabotage, and
the role of leaders-member exchange as intermediary. The results showed that customer mi-
streatment was positively correlated with tour guide service sabotage, tour guide service sabotage
was significantly negatively correlated with leader-member exchange, and Customer Mistreat-
ment was significantly negatively related to leader-member exchange. It is found that the lead-
er-member exchange relationship has intermediary functions through the influence of the inter-
mediary effect test.

Keywords

Customer Mistreatment, Tour Guide Service Sabotage, Leader-Member Exchange Theory

MR HARITASFHRARSBIIAIXRMR:
ETHFE - BRAXHE NP ER

PBR,

PEABIHYE R 2R = B, HN 22
Email: 24713861@qqg.com

XEGIH: A, HEHBTAE SR ARSI/ A B TOSHE - ARG AERDL REE
2FANE L, 2020, 9(4): 203-209. DOI: 10.12677/ssem.2020.94027


http://www.hanspub.org/journal/ssem
https://doi.org/10.12677/ssem.2020.94027
https://doi.org/10.12677/ssem.2020.94027
http://www.hanspub.org

BB

ks H: 20204FE6 H25H; FAHHEHM: 20204E7H10H;: KA HW: 20204E7H17H

=

ACEG I H WA SN REAT HERE, F8 T HEHBRITAS R RRSHANRER, IR
B - RAZHERRANTMEA . SIAGERESHEHBTAERIERRSBIANEE EMK; SR
REBAERRE - RAKBRRANEE AR, BEHRITHESRRE - RAZHFERRNEZE A,
BN R PRI, TRE - RATHERREEHNEA.

Xin
WEERIT N, W RAMFHIF, RFE - RAZHRER

Copyright © 2020 by author(s) and Hans Publishers Inc.
This work is licensed under the Creative Commons Attribution International License (CC BY 4.0).
http://creativecommons.org/licenses/by/4.0/

1. 5|15

BEE T E LU R R, T EIRIEHT IR RIRGE, iRl AT NBEARWE N, ARIEAT A BAE
WAEANKOH R o RS SO 5 I e s & AT (R T 7 %icdts . 2018 4F [ il AB0& 55.39 12 NIk, A
RIS NEL 2.90 12 N ik ELEE L N T1IE 2826 5 N, TH3za AT 7991 J5 N . ARE %4 ik £
IR AT 2019 F RS ANEL, A EHRE AL 33 TN, [FILLIEK Y 30%, HilHH A% 5728
%, [FIEEHE K 44.46%.

WHETRIATZEZ KR, BRI SO R S EA BTG R, 2 N R IR WA AW . (H
2 M\ E HIET R R Ui 5 DA R B T AR DR I BGER G, H R OC TR 2 DAL i (R 8 R AR ek ik KAk
FE [l %5 U  ELSE O . JAER, KT 2R o0 B U I R0 PR WANEE,  “2019 #F Il 20 %
WedldT” « “2018 RERWEEALAT” « “2017 JLFEE AT 7 4555, #ha EXT St il 22 “om
SERTALY/MNEE /-3= NS 85 A NG 8

TERRIFIE ST, P2 an MRS IR IR E RS A\ L S )-SR [1] [2] [3]. AHAAESEBRIE KL 8 &
DA R EARAIRAS, SRS BA R Tk, S0 5 IR G R G Tk Enil, 5 BN
S A ARSI AT B AE TR BURRTE TR “ BT, IEREACA B TR . 5
—FpE B AR REOUT KRR, N RS R EE B ORI R i E
G RRE, BHEREIRIRG], SEFRPAE I IR 6 S ERTCE R 1 AR A R K, IR 2
BRI TR UL SR 4 T “UR TR KSR “IRFSBIR” 1T H.

WA AR TRAT HARPRI I Z, RATHEX A A1 D7, XSRS R R RS U R iRAT 4+ 4T
N, FUWERTRATALAA DT, RAT AL 3 I B W A 2 S AR B IR 5 o TRAT AL AE T Sl s L Al
th/EM#EF . (Dai et al., 2016; Dulebohn, Bommer, et al., 2012)35 H} “4iG# - AT H IR RS A
R BRSSP EE EEA 4. ALTEEHR LMX EBEH T NS S0 A KRS BT R a)iE
EHHMEH.
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2. SCHEKEImR

Jii %% #H 47 4 (Customer Mistreatment)

XTI A BAT A I, S8 A RS A 7E it 5 0t 7 B BOFE 7 ASEMEEABM E . i -1 Lovelock
(1994)3# th A RJii%(Jay Customen) RS, AelA R € COh: T EdEEBF I B, XRS5
SERAN RAT AR E ONAS R[]0 1M 5 AH AR AR RESHR H, Eean i) Ui (Problem Customers)”
[6]. “ANAPIEi% (Customers Injustice)” [7]. “ANa 24147 J9(Inappropriate Behavior)” [8]. A3 5| H Bies
(2001) %} “Ji 2 AH 47 N (Customer Mistreatment)” [¥15E X, BPMABRAZ B A IERI A BRI e SO “ 5 TRT
ZHNFR B AR AR, GRELATEALI . B AR ERIER 7 2R 5 T [9].

k55 1 ¥R (service sabotage)

Harris #1 Ogbonna (2002) LA % Dai et al. (2016)5 Hi:  “ /IR 553 (service sabotage) ” $& I /2 iGN 4H ¥
HOR S BT B IR BIAT N, MR S5 5IR 2A 19 i 253k BIR AN £7 Al [10] - Dai, Y. D., Chen, K. Y., & Zhuang, W.
L. (2016)F1 Wang, M., Liao, H., Zhan, Y., Shi, J. (2011)i@id SEUEAF 7453 ) — 30458 . T8 A2 020k B X 45
14 53 AR AT i 2 i RN i 45 4 3df ot R e S i [11] [12]

WS - R e HE 18 (Ieader-member exchange)

Graen (1976)%& 41 535 % 03 TS R 7t TR @ T Bl A et A BT AN Al . R LMX FR&5r -
(A4, 580 T RAA B TAE - $458 5, J8 T EISbA[13]: i LMX #8817 IE 4l 4 bE - F AT
BH ., SRS R, 8T A A[14].

3. RmEi%

B0 2R o A 1) A AR T R 2 SO o R R R 25 3t 3o R T B 2 PO 9 45 8 4 B AL -

H1: B BRAT 5 50 50 RS IR TEAH G

W B P B N T L6 N RAT N, S0 R P BAT RS S0 AN N BRI G,
5 HA R E 2 MK R K. T ukig

H2: LMX 5 0 51 IR G5 iR AR 0%

H3: BIEAH AT A% LMX FUAH K

Ha: LMX 75 FAT A3 3 RS BR R B A

BTG HL-HA 5 H A 1 Fos i S HE S

H4

LMX
HSZ//ﬂV ;:::::\3
+ H1 + +
_

I AT ;&2
H1 +

Figure 1. Concept frame
1. HEHESR

4, I
4.1 HAHEE
AW A SHENTE R R, S0 R RS SR, TAEREROB %, S
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wdbpE . ARE. SIPARSHIX S, WHEBSEECE 2019 4F 1 F & 2019 4E = H 28], BILEH] 107 4 iH %,
Hep B 51 N, i NBU 47.66%, @PE56 A, 5 AT 52.33%.
42. TEMNE

M RARRESER, NFRIEREROEIM, ENETNEIOE L L R 5N E Lk L 5 58
EERAAT A B, I HAE ST 7L 50 & RIT Y . B IR SRS i e AT IO A, i) i) o) 45
SR U R 7, FREATAE . B BA 7 L ERIE 23R 15 24

AHIF FE 0 2 A 47 9K ] Wang (2011) &5 2 H (1) 18 0B 2% 5 6F 1 IR S5 WA fr 0 % P 11042 Sujan,
H., Barton, A. W., & Nirmalya, K. (1994)f] 8 #iTii & 5£[15]; *FT LMX il & /2% T Scandura and Graen
(1984) 71 %[16] Dai et al. (2016)2 IE 1) 7 BEIIE K o [HIU i ] 48 H SPSS20.0 X Hdfs AT AH IS 70 #r, 1B 75
Bt

5. BB
5.1. EREME T

BEAT T Z 0T, SEHTERERLS, THRE R ER, BIEMET A RSPEIR. LMX &R KMO
{E43- 54 0.85. 0.82/0.78, Bartlett BRAZAS L6 N 58— E{E B Cronbach’s o &% 78 0.72. 0.78. 0.75, &
EMEMERONE N 0. 000, VEHHZMGETEA R, BUEA R, WTRAHT 2T,
5.2. A\OFEERDH

2% 1 FR, e B 1, MR LA 2, MRS IR R AT N R IEA %P < 0.05), BiLctEE
755 52 HAERAT N o

Table 1. Analysis of gender differences

=1 MAERSN

P I EHRITH T RS BIR WG - MIASHK R
Pearson AHK 1% 1 0.202* 0.053 -0.070
P 3 P (XU 0.038 0.586 0.477
N 106 106 106 106

*E 0,05 KT (UYL 53 A s > 7E 0.01 KT (RUM) L B AR
HI7E 2 PR, AR (8] S5 2 M3 AT 9 B3 S SE(P < 0.05), R TARI (MR, A 5 8 52l %
BTN,

Table 2. Analysis of differences in working time

2. TIEMBZER S

AR A W HLRAT N S RUIR S5 BEAR WFH - AR HK R
Pearson #H 1 -0.206* 0.120 -0.095
LA (8] 3 P (LA 0.034 0.220 0.331
N 106 106 106 106

* AL 0.05 7K ORI R AHSE; ** 7E 0.01 KF-(U ) £ B %

HI7E 3 R, JUH AT S5l 84T R U SC(P < 0.05), S HRSSHIA &2 SR (P < 0.05), 5
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GUFE - AR R R IEAR(P < 0.05), BISiif A RBE A, MAE 582w BTN,
A IR ST BT, WS - A Rk R .

Table 3. Analysis of differences in education levels

3 HENKFERMD

YHE KT WA HLRAT A T GUR S IR WFH - MASTHK R
Pearson i 1 —0.204* —0.200* 0.210*
HHEKT T ECUI) 0.036 0.039 0.031
N 106 106 106 106

*1E 0.05 7K (RN i AE G **.7E 0.01 AKSF(XUM) b B3 4096

HI2 4 o, 0 8 A WRON S B AL 34T 9 2 DA R (P < 0.05), 5 3 B3R 55 A i 28 AT DG (P <
0.01), BP9 ot AN By, AN 5 18 52 2 LB AT D0, A Sl IR S5 R AT

Table 4. Analysis of Revenue Differences

® 4. BBEAERMDR

Hn HEMEIT A T RURSS AR PUPE - BRI R
Pearson #H ¢ 1 -0.191* —0.291** 0.151
JELLON 35 M R 0.050 0.002 0.122
N 106 106 106 106

* AE 0.05 K (UM) LR 3FFI R **AE 0.01 /KF(RUM)_E B E AR K

5.3. X5

I U R RAT N SRR BIR . ST - AR RAH KT R, B R IT NS S
U PRS- BIR O 235 TEAH SR (P < 0.01); il SRS ARIA 5 9133 - B S8 5 F O 2 3 UMK (P < 0.01),
s R AT N S - R SO RO R U R (P < 0.01), 4R W% 5 Fior.
Table 5. Analysis of Customer Mistreatment, tour guide service sabotage, correlation of leader-member exchange relation-

ships (N-106)
5. MEHRITH. FHARSHIR, AS5EHE - AKX REXEMESHT(N = 106)

IR A SR &2 e MGH - AR HK R
Pearson AH 2G4 1
AR AT R 2 O

N 106

Pearson FH 2 0.535** 1

S 7RSS R 2 RO 0.000

N 106 106

Pearson AHK 14 —0.292** —0.454%* 1

LCE S bad S 52 PRI 0.002 0.000

N 106 106 106

** AE 0.01 KPR L R E AR
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5.4. RABRKLE

AR IR A (2004) 42 H 1 R A NS SR FR T, AR BAT O N TS &, 538 - A Ag #
RAENTNAZREWM), ARG BIANERE(Y), AT, 702 AT 9 (X)R Tl A ik
FWIR AR E(Y), BT R AR A I, UEE - AR R B AR ER, E 95%E
13 X [A] BRI BR 2377 9—0.376 #1-0.204, HEIAELE 0, Bl /i W), ABiER 21.7%, B
L 6 FTzm o

Table 6. The intermediary effect of the total score of psychological elasticity is tested in order (N = 428)
6. IR RS H P AR ORI (N = 428)

SR FrAEAL [ )3 75 [EVEES ¢ 52 H RN 53 1T

i y = 0.159x SE =0.029 T = —5.438%** §s¥ i 0.159
e B =—0.104x SE =0.033 T =-3.112%** HHA R 0.104 x 0.332 = 0.035
H= y=-0.332B SE =0.082 T = —4.030%** BN 0.42
AL 0.117X SE =0.155 T =-2.436* AR R 21.7%

FE: **%p <0001, **p<0.01, *p<0.05,

6. fizEIRSiTie
6.1. &5ig

1) N FURAEZE SR ARG el R, ok S 03 S 5 38 52 T B AL AR AT DR, AR TR JEL Y 3 T
R S A RAT N, A REARN T R Sl AT, WK 30 i A 5
A2 BRAT s O RE AR 07 D8 5 T R S5 R AT O, ORI 390 5% B 2 5 it AR 55
WIAT R REERLEK S A SUSENISE - AR KERBE .

2) A BTN S PRGN ST - B IR R R T R, BT NS
Sl GUIR S A 9 2 IEAR G, U R 0 U 2 R B S T A B FH B il DR RO IR S5 AT s 30 B2
55 BEIR 540G - PR DA AS MR A O R, AT 2 X 390 D3 K N SCORVR RE DA 30 D3 ) RSO
PERR S5 BT A ST HE - RO HR R ORE GUHIG, Ui S i O3 RO 2 25 B 2 Dl 40
R SRR

3) L RN AT IR IR A B, S - R HOR R B TR AER], WU MR AT N2
SN 5 U AR, BETIRAN T 03 A 2 54T

6.2. 71ig

R S P E iR R AN ARRE, AR NIRRT E L R ER S S, 5
TRATALA T 2 (B AR A, AT AR il 2 LB AT 0 5 i IR SF R IR A, iRAT AL AT 5 5% AR RS
ERIEAH AL .

e 3B 3] v R AE N T A A5 B A B2 B A, (ERIRAN R AN AT N EIIR 5 51 D T U 5 S R 5%
B, S0 DR S5 BOOR 45 RAE AT 2 AL i Sl 2 IR R o W2 AT S B SR o PR 2l 3 A i
AT SRS ZVRE T, T FRARARAT A1 5 3 53 0T 3 - B SCHOR R, 45 T30 B3 A R 55 R Lo B
B NGEPEOEI . BRI, I B AR T IR L AR vh B 20 il 2 2 — BB A0 2, il 0 2 B L
ARG s FRAT AL N 24 B OO 90 B IR, JE R T A 2 AT ARZSE A
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N EVRFAE bk 3 D3R T35 A, I 24 SEAT Wi s X i B3 3 IR B RE AR I 2 =4 55 R gk,

REERIBLR T T R FRATAERL S Kk R TH T, S 53 TR, Aok 7.
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