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Abstract

Impact of Problematic Customers’ Behaviors on the Burnout
and Role Stress of Police Officers

Cho, Youngmin
Dept. of Administration
Graduate School of Public Administration

Seoul National University

The private sector has been noticed tyrannical behaviors of so
called ‘Problematic Consumers’ who behave as if they have the
upper hand over service providers, and given the negative impact on
the corporate profitability, they have been seeking multi—faceted
measures to deal with such customers systematically. The public
sector has seen similar problems and police sector is not an
exception. Tyrannical behaviors of some ‘Problematic Customers(of
Police Service)’ create various problems that, in some cases, they

seriously hamper police activities.

The purpose of this research is to study the impact of various
Problematic Customers’ behaviors on police officers’ burnout and
role stress and to find effective policy measures to deal with the

problem.



First, as independent variables, the author measured the frequency
of 13 types of  behaviors of the ‘Problematic Customers’ the
respondents had experienced over the recent one—month period, and
the proportion of the intoxicated among the ‘Problematic Customers’
as intoxication being widely believed to be the main cause of
tyrannical behaviors. As subordination variables, the author measured
the  burnout symptoms, including exhaustion, cynicism and
deteriorated professional efficacy by using the MBI-GS. The author
also verified the impact of role stress including role conflict and
role ambiguity through moderated regression analysis and mediated

regression analysis.

The research was conducted on 282 police officers stationed at
Eun—pyeong Police Station, located in Seoul, Korea and variables
were measured based on the Lickertis Scale. The findings show that
50% of respondents had experienced insults, ridiculous demands, or
affray, and 30% of them reported they had even experienced
physical assaults. This shows front—line officers are seriously
exposed to bad behaviors of ‘Problematic Customers’. Regression
analysis of each variable suggests problematic behaviors have
statistically significant effect on exhaustion and cynicism the
sub—categories of burnout symptoms, and cause mediated effect on
role conflict the sub—categories of role stress. However, the
proportion of the intoxicated did not show statistical significance,
which can be referred to as non—direct impact of the intoxicated’s
behavior on the mental condition of police officers, once they do not

engage 1n other problematic behaviors.



To manage these problematic behaviors with a rational and
systematic approach, multi—faceted measures are in demand ;
including 1) vibrant research in academic community, 1i) bolstered
internal education to improve customer service mind—set, 1ii)
creation of a concrete(comprehensive) manual for responding to
problematic behaviors, 1v) foundation of dedicated organizations to
deal with continual problematic customers, V) organization—level
support for officers involved in civil and criminal lawsuits against
problematic customers, Vi) strong punishment of serious problematic

behaviors, vil) strengthened campaign to raise public awareness.

keywords . Police, Problematic Customers, Problematic
behavior, Burnout, Exhaustion, Cynicism,
Deterioration professional efficacy, Role

Stress, Role conflict, Role ambiguity

Student Number : 2010 — 22184
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