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4 2017"°0)  FBE I 7% (Liu 45 ,2013) ") I A—41 21 IE L ( Chung,2017) 70 H A 52 1 £ 1) T 00
Sy, HE 2 4 B EE T P 5 AR AL 7747 % (Chi 1 Liang,2013™ 5 Chung, 201557 X & 7 4, 201317 ;
Zhao % 20131 o e Ah  HUIZ HE R 8 T RE & L 2R N ) R AR 1 P AR, HE T S B 2 4 A AR
0PN BE R B8R ,2007) 1P R, 6 T HR A HEIR LGOI N 4 4 ABR 6 R X B (4 Y
P B AS 45 [ LTI 5 242 4 7 T 2807 LA R AR A

RGBS W50 W7 HE IR 078 S SR AT T8 35 IR R (BB A — Se R 2 4k H— A
WFSE A BEA 2006 TR B HE R X L A @40 T3 A7 9 9520 o 35 55 2% Wi 30 0 SC ik e 2 o B, B
AW B T TE BT X5 4l S BB O B BT R A T AT S B R R S R 5 T T B 2
Sl B T A AN AT AT A SR R RS . A B4 Y © 48 0 T B U HE R X 4 4
I8 B AT 3% — i UL BN R R B TR A 4N AT N R BB I ( Chung, 20155 5 i 4 45
2010 ;iR NG 201611 ) (H iy T2 4140 AT O 38 4 A o 2 41 BT 1 — A B A A
(Organ,1988) """ | H HA W i (% 7 8 P 5 AE (/0 8 45 ,2015) 0 DR H: 9 3R 20 IE 35 SR J2: i 5
T HRVER A ARG A AN E AT . ST, WUSHE R S S 5 TS X B T
HLBVN AT N AN EFVET R, B — A MR T 24 T 5 G TR IF 5 P L 1 25 A o g A
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(Sasser %5 1978) ") i 455 % 6F T 1R 45 772 it 100 £ 0 B S AL ke T IR 45 777 il S B 1 R 6 TR ke
TR 55 A B — R R 55 A5 75 B A B S B RIAT Sy ( TR RS ,2009) 1T BRI, — 4k BT
TE R 5532k i o T SR 1) 1 At | Bl R AT 4 1 AR 45 AT S R % ) IR 45 5 ik S e LA T S
(Liao,2007) " o [ % MR 45 F= sh k47 4 45 g IX B8 T 15 G5 41 U8 28 i 4 2000 R AT 9 Bl T3
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22 BB HET 00, 2 5 06 1 IR AT VR AR 35
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2014) Y TR A (254 2015 ) R A (R SERF ST 2 20 T BRI HER AR T R TAT R )
— S A% BV HE R B 1 S R B TR 4% AR TS A E) R TR AT RN, TR S e B A
530 B 0 R AT 43 B R AE 6815 AR 55 14 £ 3 B AT O R B R 2R T TR R 45 % 396 1 e 7 A A
(Schneider 1 Bowen, 1985) 335k Bk — 2% IR 45 5% 106 250 $50 A JC fk 9 175 25 W8 JROR O BRVE IR, LA B
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5 A A 0 DRI ) A E 2 — B2 S e T A A 9 80 B AT 1 5 A0 BE (Adams Fl John,1997) Y i
VT PR A 22 7K - £ A 1) T LA — R 0 0 W 1y R 2 R [ TR SRR T
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NG 4 AR v IR B, 3 I R AR e 55 = s PEAT oo T H R R A AH 56 B A 58 6 36 53 T A &0 )5
PRI i 22 % R S HE e B AR T RS2 25 21 R DR AR X — AR AR 0K 18 TR0 R U ) g 25
HR I HE v 5 1 & AR 9 22 18] Jir e 1) 90 15 4 FH o
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PP A A 28 DR S U R ), 1 — 2P PR X — 5 ) ik AR A A AL R AanfeT (O 2 3 1 v A AR
FH) DA B 2 A5 AE R A T 32 5 (R 3 R O 22 00 0 05 VR D), DU A RE 68 76 3198 1 9k #b 30 A B % 1k
%5 ESPEAT S RSN 2 AT R HE R 5 U IR 55 Fsh AT Z B E T BR AT R IR R
XA i R 0 i A A RE 8% 7 TR VS AR B BRI HE e R R 55 F S AT R AT
Ry Z BT () 5 SCAR SRR T HL AR 8 S 7E SR b & 0 OULEE I e s 3R A HE e 1) it R AT
JaR o AR RIS A 1 FTR .
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HPU37 HE T S 4 BT 78 B v A B B0k 1A A B0 2080 R TR A, AR R e G i A
AZPNST 4 (Ferris 45,2008) 0 BUZHEF WA SAE T A ONE . — G HERE T %" 2
WWE ., 5B B IR I (Aggression) FTIZ 38 3 ( Vietimization ) /S [A], 75 % A B35 HE 5 iof 72
o HER SEHE T AR 25 % kA B A R B i, O 22 R BT R 7 A B BB RS Sy
Ao TRBGHIRE TR EEZ , R TR RS 81U HET 82 AT B LR ) Al i
07 55 A PR 5 (A ) AR L 45 ) 5 BT R 6 ( Williams I Sommer, 1997 ) P07 1 R il P A% A [
HRUAE B AR [ — A7 B R R 2 R D AT REAFTE R R 25 5% . = R BUAHER B2 T 5 T Y
BRI, 5% T3k L ASE B 1 B 18 2 80 I A AE A (45 78 SURR, BB R “ M 2387, N, U HETR
M Sy — R 7 S MU D UL, SR T g R 2 0 B T BRI DA R I 4 e B A S T 0 ) At A7
1E TAE TP A BE 547 0 (Chung, 20177 s Ferris 25 ,2008"" ; Hitlan 1 Noel ,2009'7") _

T W8 60 % R %5 2 S VAT N R AR AL T IR 4 — R 0 51 T 2 0 M R M ok 362 R 45 R R, AU T o
O T R 25 A 14 T) R0 452 ¢ 90 37 P 9 e 7 %8 (Law 25,2017 s Rank %5 ,2007"%) ., 1E B4R IR 55
b pl TR 45 7 LA A R B R T 4 B MR AT, — £ B T 32 Sl R I S5 AT S o T 2% IR AR
% W R AR A3 9 T 3 (Liao,2007) PO o BT RE 75 % v 0 TR R & SR B 2 5 i 3 R % IR 45
TR T I B 2% S A 1) b T AR 02 B R B Ml B 75 4R A 5 R A (9 R % IR 45 ( Parker 45
2006) 7, 24k 1 X £ 525k 7 A RS I ( Liao Al Chuang,2004) 7

ARG BT X % A 45 5 sl ATy A B B o AR A TR A BRAE ,  ARAR
5% J7 L I A B R S AT I 9 SRR, AL A 1 SR U, O /AR Y U 2k B4 R ( Hobofoll,
2002) . YT IR ST, AT S B WO A AR Z B IR B S, — Oy T
WOZHE R 4180 FEi T A MBI TR S 2%, X I FE T 5 T 9 5 5t %8 U ( Ferris %2 ,2008'"
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Hobfoll, 1989 2" ) | K M , 5 T 75 B AL 9% B 2 1% % I T 1o 0f BRI HE e M 1 306 0 91 48, B3 T ALt
AR IR RS I O 22 i U 5 SRR % IR 4 BT M5 B — O T, B IR 45 ST MR RIR TR
TEAE B3 B B SR R T A T R A IR 4 AR, R B TR S5 0 T B e T
LRk K SRR AF e SE T B T SEHE A % IR 45 S S AT R T A AN 9 5% 0 (Lyu 25 ,2016) Y Bz
WG JBR % 1R 45 2 B PE AT S T B A K B AR PR, O U HE IR B IR 45 ol — 4k B T R AT
Tt 5 2 45 I, 22 X A A IR I B H I DA S B A AT 2 7 T VAN 20K T e s R AN i 3 5
i 950 5 B 55 S SR AT O R I 4R B BRI (Hobfoll ,2001) 1o PR g, AR SO M 0 R AR

H, - B HE X0 % R 45 32 3 AT B A S0 35 0 67 16 S

2. T EEREIE I P A1 T

Maslach 45 (1986) ) i 4 42t T4 s 0 = R 2 B30, BV T /R 46 B A o 1 5 A6 08 Be R 2% RIE
R = AL E R, o SRR S TR B R AL I R RS 1 T AR T h A
A 68 3 U 77 A £ S, S B T ek B T L U GG 4% U T 7 A 1 — A 95 R 25 ( Chang,
2009 ; Maslach 45 ,2001777) | 5 25 FE3k AL 2 S 8O MK OB AR K | 1 2052 1 55 I A0 BDIRZS
T L2 S35 T LU % L T 9 25 BE FAT S B % Al A 2 21 ( Maslach 48 2001) 7 B2 A WF 5t %
W], B T TR 340, K 0 0 B3 T 740 2 S 3805 T 46 6 08 11 3 BE AR U ( Cole 45,2012 ;28 g 4a Al
Ji — 48,2013

ARSI, i 45 FE B 75 WO HE ST 5 U5 IR 45 2 S VAT o 22 e RE A8 2 3% v A VR

(1) BUIZHE e X 11 2% #6985 A 1 16 52 0 . AR 40 % I 1% 77 B3E ( Halbesleben 1 Bowler, 2007
Hobfoll , 19892 ) in S A& 19 B3 ¥ U5 & 25 15 FE 7 7 V05 0 B0 b 88 A 00 8 W0 AR 32k 81 o400 ) 4R, o5
28| KU B HE TR A B FER R B . — 7 I, R T AE SR S — 5, T s
2009 N LBk 43 5 A AT 6 5 R, LA A0 AU A R R %% U5 0 B %% U ( Heaphy A1 Dutton,
2008) " 2 BT S HAHE R I, 2 bt T A BE O 2R DX, BT R R S R A
SECH TG T IR AR KT A SRR Y — 7 T, RO HE R A R R TR 207 ik Rk
ST AR, T EL AN PR 39178 A B 3E FE 5| % 1 FE g R v TR, Tl 8 3 A1 % 1 FIORS #0557
B A FE BT T A T LA W U (Maslach 45 ,2001) 7 5 28 G BURE 45 REIB 10 & k.
Ah, T T HEIB R (0 S R b e A KR 9 S SR U S A BB e R (AR R L ),
T L8052 HE B0 B3 L 3 45 I e 400 5 0 S 45 A ) (X 7245 ,2012) ) gk i S A ) 76 3%
I e B 45 TR A T 4, 3 HE 2B IR T B T B Y B RE O L TC 1 A T 1 R AN A
(Wu 2,2012) ) iR 7] fig 43 28 D3 0o BE L 99 35 ( Tepper,2000) ™4k 1 B3 A 98 54 72 2 BEUE ™

(2) B HE T 5 B0 25 6 38 R Ak, T B e — B WA B T R IR 55 L3 e AT o AR 4
W U A7 6 (Hobfoll A1 Lilly, 1993 ) "0 Sy T i 437 %8 50 10 3F- 47 , T D)7 A3 WS B A0 12K, ok = 2 W A
AR 2 SR HRS S 1 SR W R4 £ R R, 7 Lk R A 0k — B I A RE O R IR B T B A 4
U R AR R B TN o AR A T A 2 5 B R T B, 9T U0 e 2 BURIMU N B AR A
TEAT A B A5 ( Chi A1 Liang,2013) "™ 4 11 26 B 852 /0 10 B % MR 45 32 s PR AT, LA A0S % D5t 1 ik
— B IHRE . DUAE R G B SEIE 5 I8 & B, 1 4% FE I8 AR AL £ WA 51 T T4 7R 3% ( Cole il Bedeian,
2007) B £ A T8 147 ( Carson %5,2010) 77

L5 R TR AR SCIA R, — 2R 45 B T 7 MR HE T R, BT T AR 2 WU T A B A B
S F G ERBT A 45RE OB DR 4k T AR AU A T S G DO 2 R 55 R ST R RO B O R R R,
HP I HE I o 050 1 45 2 S PR AT Ay 0 8 R Tl 3 3 T 4 R 3 14 v A A SR SE B TR e, AR S8R
H N B
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3. TR PR fR 22 1 98 5 R

FAE U HE R 25 5 S B0 0% T 26 FB 38 , LS [R] A 4 X ] — 7 AR B B35 09 JRR A B Sz 7 2 AR [
(Tedeschi il Felson, 1994 ) "' A5 ity AV 01 1] T35 Al BT o 358 35 A6 B8 0%, B %45 R
I A AL X A B (Matthews 1 Norris,2002) o S T 545 b 158 28 U3 I Xt B30 T 166 26 #6398 7= 71
SR 1) 320 50 4 AR S0 68 3k — 2 T 2R T 88 0 DR i 22 08 33X — 6 2R 000 9 5 10 o 088 0 IR s 2% U 9
A I B 2 780 e fg A1 U R ) 2 I 2K R A 0 R R e A 16 T 2 T 5 R AT A A A
A (Adams Fl John,1997) 7 HL 4 530 il A 45 5 1) A 1A B 4 5 oAb A BRI AT A A 35 R 5 A5 1
PERELE M. O WFFCAE 52 1 B0 U0 R 25 B A Ra S TR R BS I B — B0k S5 4% T ( Douglas A0
Martinko ,2001 ) (0] LU T AR ir w2247 S (Judge 25 ,2006) [s1] I 747 4 ( Douglas A1 Martinko,
2001 ) 0 A g A BB IR

AT g, TV PR Ml 2 23 50 A P 37 HE R 00 155 445 6 38 19 TE I 520 ol T B3 4 19 S0 %
TR 4e 55 3 0 e LB 1A IR 0 Mk, B 2 b SR BT SR 0 A A BB IS S B R, B
- RO A R I AL, TP R A S — b LR A — i 9 U T, 2 B R
A% 45 5 ) 5% 0 ( Ferris 25 ,2008) o I [i] U DRIBE i 54 4 % ok 73 HE T 19 it 332 7 28 R — % ( Wingrove
1 Bond,1998) ' K B U DR AR 2 2K SRR 9 B T, IS 2 g R 0 DR i 22 2K SF- 5 4 BT 46T )
DI T 0 19 7 20 i A AT S R B A i, DRI T O 8 5 o — 6 45 O i 3 o At A% 11 B 9
F, 20 T 0 5 25 5 B A R BRI HE e 7 4 SF B 155 4% G ik TR . 8 R A7 B 45 1 ( Hobfoll 2001 )
T B A N T Tl A A S T RS T R 0 A R B AT LA B A N R IR AT R . E
HPU37 e I T 00 PR Bl 22 7K S 09 5% T 5 e T HE R A 5 S R R R X B R AT
HE RO APRE 3, 3 HAN g E O FE ARt F 432 B HE R (Lyu 45,2016) 0 4k 1 7 A 5
58 S B 970 17 0 B AZ ( Thomas H1 Pondy, 1977) ™ S8 [ O I A 5 #6386 IR 55 . ARSI 75 L B
DRI 2 7K -85 B0y B3 T 5000 17 A B HE e AT o 2 R 32 4 1 S0 0 TR 8 T B, a2 2 St 3 TG
(9 SORLC BT B, DAL 2 AT S04 R IE 25 9 (Lyu 258,2016) 70 R L, A T3 A 7% 2R AT f] 461 22 K, 5
Pl UL 37 R A oA 1 912 2 BB T ok 25 K 1k (Wiu % ,2014) % 4k T [ AT B B 0 BRI 4% ¢ 5
BT HE o PRI , A% SCH a0 Sk

H 55 788 090 DR 0 22 X 3 e 5 4% FE O 1) 6 22 LA I VR R o 4 B3 T R A 25 UK T
i I R A7 R 175 2 RG9S 194 1 17 A7 45 B O

TE UL B BIE R AR B S E  — 1 4 R R U HE T 5 R IR &5 3 AT S 2 il % A
940 F 5 L T 788 0 R 25 2 A TR 37 e o 195 4% 98 199 1 160 S (R4 45 — B BRI S ) | L
AR x5 W19 25 638 5 I % IR 45 SR S MEAT o 22 W1 B9 1 1) 56 R ORI 48 BB sgm) . S A A
i 22 K B 00 5% T, 78 FE 0 HE R B IR T4 I T TR B3 R Al A B AT A S R RS AT R
(Wingrove Fl Bond,1998) ™' 4K T 5 5 5 A 17 4% #E I8 IR 155 | A T 1 28 46 38 1% 136 1537k I oF I 25 M
% E VAT N VR T BE 2 5 52 5y TR U PR AR 22 K PR IR, BT 1) T L 2 Yy Xoxk
WU Hl P AT U1 B 3 17 517 8 G 0 1 BB A AU, M 1) 355 T 17 8 Gk 1 WU HE T 5 0% T A R % IR
% FAVEAT N R PR IBIEIT . BRI, A SCHE 4 F 38

H 55 788 070 DR 0 22 0% 45 W07 e 388 3o 195 4% 6 98 T I 5 R 45 2 s v AT O 1y 4R, 24 %
T 0 DR 2 2K T A5 I TR HE R S0 2 4% R S X B R 45 T Sl AT B I 16 K 4 i

= WF5EIT .

L BEAR 5 50 diE Wi 4
A 5T R I 00 46 PR i 9 5 = AT B e 4 o AR BIF 5T LA N 44 i L B3R ( Tigrisso ) 78 A 50 A1 L g
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S FE S B — 25 N AR XS G o Sl R AR L [R] O 1 A 22 1 A RIS e, AR F 9 R I B ) Bt
(= BRI ) & 2 e R (— &0 T HE % EE) IH & 7 1% (Podsakoff 4,
2012) 7 A YRR A R U HE R R DR 22 DL R R 5 N T GRS B B A R EAT AR
YRS, I 5% T A 25 RE S 5 TS S AT A R pR O I T A 6 LR 8 I i R 55
F AT AT IEAN

ARUAAWEZ LA B AR SR AT IR B U B R #4709 . 76 2SR B T, I
FEN 7 58 5 28 0 5 Bl R AR IUCE B I R A 4 R (AR R A R TS NS E B ) L OF
Xof JT A IR A AT g, DX S ORI R S AT DCRC RN SE T, $E A ST T BRI A ()45 O R
Hr A B2 2 ME 2 o R 0 58 35 4 M5 B ARG AR e s A 90 3 10 15 R i e A
WNHEE . fJa R E AN TR Z MU BT B A IR 4 0 & 46 R R A, I A 2Lk AT
IS 5, F5 BRI A o T ARIE AT A ot AR 5 3 A B R E rR R R A
U B T AR IR B A 2F R B TR N 2 B Ak B A BE A P RS R, DL PRI B O A
He AN 3R] 1) 3o A 7 P O o 6 SR T B A R R B 0 LS T . RS RS B 5T AR A g 5 0 =
YR WO 2R 47 DT

55— YA R 3 1000 4y, MUSCE 20 4 777 4y (B R 77. 7% ) 555 W IR BIF 35 B2 1) 45
— YRR A AT AR A 1 BT ) R TR SO A Rl A 508 1y (A5 ALK 65.38% ) 5 5 — I, BF 5
s 508 1A RN 6 A X B T B A B 74 44 AR 508 44—k B T AT IR (CF Y
—HEEVEM 6.9 £ 0 T, &K AF 5] 58 4 8 XF 326 Iy A7 BT M1 . fE 326 A3 &kl &
60. 7% KAtk , 5 280 MARIR M R 20 S DL F (5 18.7% ,21 ~30 2 4 35% |31 ~40 % |5 18.4% ,
41 ~50 % (7 12.9% ,51 B UL by 15% ;5\ R, & LUIE & 71.5% , K% 4 20.6% , A8 K&
PLE i 8% ;46. 4% 1 0t T TAR4ERRTE 2—5 4F,

2. i T H

ARAIF 5T R B = A 25 B R i A I e T L A4 B 5 K - — i 0k BRI A T 4 B ) A 56 SR A
5 TR A A RS U 0 B — R AR O IR [ 6 R 0 A 5 — R AR AT AT B S 05T T
S, FEAE 220 ZR 28 5 0 ) 26 O 3 R R A 538 M08 B, B 80 e — 20w N 0 BRI 2 B ) — 2k
BT R4 WA ST P (A R RS 5 Z 5 M IRA ) |, RA5 RS WL, X 0] 4 2E 47 R, 4 19] 36 Y
X Ty W R I IR 2 IR A )

B HE R ASDRIR T fh Ferris 25 (2008) ' i il 1 10 B350 2 , /% {91 o) 1 4 = A T AR vl , 3%
() [a) 5/ 23X AR UL 45 o 1% i R AE AW FE 1945 BE 54U Cronbach’s a 24 0. 86,

175 25 FE by . A BF ST R Karasek (1979) U0 JF % g & 3 0) 51 T 45 #E 3 AT 00 & . %8 &3t @
B LSRRI, BN T B A, 3R R B AT 1987 . % i R AR AW 58 9 {5 B &R 2L Cronbach’s a
H0.77,

T VA i 22 - AR F S8R Adams F1 John (1997) % g 4 19 6 A5 2, 7% ] 1) 10 4+ 4 St —
DN AAEALATAT A M AR 05 23 A7 20 RAEAHIE 5T (1915 B R ZL Cronbach’s a 2y 0.79,

B % IR 45 2 s PEAT AT N - AR WF 5T R T Rank 2 (2007) ) g ) 7 LI 5 3, 7 491 ) A 4n < 3
ST R & 1 T R R I & R R o 12 e R AE AT 105 FE R BL Cronbach’s a 2 0. 82,

s o A o« ARl DA I 9 5 SR, AR BIE 9 0 BB T A AR A TR R R A R A o AR
I A, DAHEBR AT 25 FE I RN BRI 55 S S AT AT N B RS o B AR AN AR OE 1Y
I U35 R Y Likert 5 2% 3% ,1—5 %R “IRARFF S R KIS AH0E AR A AW 5

A’Y
= o
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P SEES A

L. [l A 25 4 9

AT BT 9 15 3 28R 4 = AN I S i, R R T - R RO 975 =, 1 il T HE R
5 T PR 2 2 () — I ) a5, L5 9% e i ) — A M0 I R, 9T LA, A0 4 485 AT A T RE A7
I [7] 7 1 M 22 B 52 0, B0 A TT RE AT A 2417 5 195 0 22 9] B ( Common Method Bias ) , ifii S 8 &
2 V) S B AR 56 56 2R o A ST 2 LT 45 1R S AR M R AG: 6 3 Rl B 2% . 2 4, 7 1) 3 A 4 R
TR ES S A0 EE R, 5 S 5 BTGl 5w R A BSOS RS H B AT
VLI, IR 5% T — R A7 BUAA 328 ) 4 , 3 A B T o I 0 980 A F 42 500 0 85 5, A AU 90 9 #0900 2%
FCYR, 1 AT 1] 35 v of S [ 72 5 0 A 34 B TR ) 0 3, 9 R A RS AR T R | [ —
R ) A B SR AT DX B, L e e e 38 A A 0L R TR G A R — A R R T 2 T R
Lk

% I Podsakoff % (2003) 7 iy #48 , AS BF 52 X B A5 R0 36 AT DR 123 BT, SR JH) G e 5 19 32 e 2 4%
B 77 25 (B Harman B PR 746 9612 ) R A5 3 [ 07 125 0 25 OS2 00 . 07 405 58 R, R e % 1oy i K 19
PRIF 7 2 B 0y 22.29% , AR T 50% , i 32 W RE A B4 v R 47 7 B 6 i 0 46 R 30 43728 S5 g 21—
PRI F-, BIVAS BF 58 S A7 18 7™ 1 1) 38 [7] O 2 0k 2%

2. B
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Workplace Ostracismand Proactive Customer Service Performance .
A Moderated-Mediation Model Based On The Conservation

of Resourcestheory

ZHOU Xing1 ,CHENG Bao',GUO Gong-xing2

(1. School of Management, Xiamen University, Xiamen , Fujian,361005 , China;

2. Shantou University Business School,Shantou, Guangdong,515063 , China)
Abstract ; Workplace ostracism,which is the extent to which individuals perceive that they are ignored or excluded by other
employees in the workplace,is a pervasive workplace phenomenon. Workplace ostracism comprises three key features. First,
workplace ostracism does not necessarily require a motivation to cause harm to the target. Second, workplace ostracism
occurs when an individual or group omits to include another coworker while it is socially appropriate to do so. Hence, what
an individual perceives ostracism, it may not be considered the same way in another. Third, workplace ostracism is
characterized by*the omission of positive attention from others ratherthan the commission of negative attention” . It has been
recognized that workplace ostracism is a universal and prevalentphenomenons in the workplace, and there has been growing
research attention to its outcomes. Workplace ostracism,which could trigger a series unfavorable consequences to employeesand
organization. As a result,the issues concerning theoutcomes of workplace ostracism have increasingly received attentions from
scholars in the past decades,such as satisfaction,organizational citizenship behaviors,job performance and so on.

However, there are several shortcomings in existing research. First, the extant research ignores the effect path between
workplace ostracismand the mentality of employees such as emotional exhaustion. Second,the current research has not been
able to extend the research on workplace ostracism to the context of service industry,which is becoming a pillar industry of
China’s national economy. To make up for the insufficient of existing research, this research,by focusing on the phenomenon
of workplace ostracism in the service enterprises,conduct a multi-wave ( three times point) and multi-source (employee and
their corresponding supervisor) longitudinal tracking study from the perspective of conservation of resources theory under the
context of service industry. Based on the data of 326 frontline serviceemployees,we examined impact of workplace ostracism
on proactive customer service performance,and explored the mediating role of emotional exhaustion and the moderating role
of hostile attribution bias.

We verified our hypotheses using the method of hierarchical regression analysis. The results indicated that: (1) workplace
ostracismnegatively related to proactive customer service performance and positively related toemotional exhaustion, emotional
exhaustion negatively related to proactive customer service performance; (2) emotional exhaustionpartially mediated the
relationship between workplace ostracism and proactive customer service performance; (3) hostile attribution bias moderated
the relationship between workplace ostracismandemotional exhaustion, and additionallymoderates the indirect effect ofthe
relationship between workplace ostracism and proactive customer service performance. Based on the findings, we discuss the
theoretical and managerial implications and provide future research avenues.

Our research provides several implications. First, our research enriches the literature of workplace ostracism and
proactive customer service performance by introducing the mediating role of emotional exhaustion and the moderating role of
hostile attribution bias,which not only opens the “black box” in the relationship between workplace ostracism and proactive
customer service performance, but also uncovers a boundary condition for the impact of workplace ostracism. Second, our
research extends the context of study on workplace ostracism to service industry, which improve the external validity of the
impact of workplace ostracism onemotional exhaustion and proactive customer service performance. In addition, our research
employed in China,whichprovides new evidence for the cross-cultural comparison of the impact of emotional exhaustion.
Key Words: workplace ostracism; emotional exhaustion; hostile attribution bias; proactive customer service performance;
conservation of resources theory
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