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A Review of Previous Researches on Service Sabotage and

Prospects for Its Future Research

YU Wei', ZHANG Peng’
(1. School of Business Administration, Shandong University of Finance and Economics, Jinan 250014, China;
2. School of Management, Jinan University, Jinan 250002, China)

Abstract ; Service sabotage, occurring in the process of interaction between employees and customers, is a be-
havior performed by employees when they deliberately violate the norms for service and interpersonal contact. It dam-
ages the customers’ welfare and interests and is characterized by widespread existence, complex inducement and se-
rious consequences. Therefore, scholars have paid much attention to its performance and occurrence mechanism in
recent years. This paper reviews the existing literature involving service sabotage in terms of connotation, classifica-
tion, measurement, pre — influence factors and consequences, puts forward a framework for analyzing service sabo-
tage pre — influence factors, and points out that the future research directions include a deeper analysis of the com-
plex functions of all the influencing factors based on the local culture and a deeper analysis of the causes for impul-
sive service sabotage.

Keywords : service sabotage ; subject — object interaction; anti — production behavior
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