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The Relationship between Customer Incivility,
Caddie’s Emotional Exhaustion and Service Sabotage

Ji Hae Lee(Kyung Hee University, Lecturer)

ABSTRACT

The purpose of this study is to analyze how customer incivility at golf courses affects caddies’ emotional
exhaustion and service sabotage. The study method selected caddies working at 10 golf courses in Gyeonggi-do as
a population and conducted a survey for about two months from May 1 to July 1, 2023. The questionnaire was
prepared using the self-evaluation method, and a total of 309 copies were used for final validity sample. Frequency
analysis and correlation analysis were conducted using SPSS 21.0 as the data processing method of the study, and
confirmatory factor analysis and structural equation model analysis were conducted using AMOS 21.0. In addition,
in order to find out the mediating effect of emotional exhaustion of caddies, the indirect effect was estimated using
the bootstrap confidence interval method, and the results are as follows. First, customer incivility had a positive
influence on emotional exhaustion of golf caddies. Second, customer incivility had a positive influence on service
sabotage. Third, emotional exhaustion of golf course caddies had a positive influence on service sabotage. Fourth,
the emotional exhaustion of golf course caddies showed a mediating effect in the relationship between customer
incivility and service sabotage. Through this, golf courses have to develop and implement strong policies and

programs to manage customers’ incivility, alleviate caddies’ emotional exhaustion, and prevent service sabotage.

Key words: Customer incivility, Emotional exhaustion, Service sabotage, Caddie, Golf course
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