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7F,2017; SREET:, XUIH, 2019; 5KE 4%, 2018),
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(customer-oriented deviance) (Leo & Russell-Bennet,
2012; 2014), AEIMG 2 TH, 1E R —FhSE Iz i M
F1 20, —2k DL Rl AL R B> > ot 28 1o i
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INPEAREIRA, Xof HIE Wi KA FHRCR 7 F
FEMBNF T A, AT E A AN 0
16) {125 47 S F S 6T 4 10 F R G B A SRR .
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ARG | R L PR RS T T B
FHAT TRBE, FJR el T —R5A M E BT
%B(O

2 MESERETAMITHEE

EHLAT R . MRS E WAL, WK S
P B AT by A 48 1 IR G 1A o N [ ) e B i A
R, X H AT RRE A e, A BT T A R S
JI5E 5 S 1ol g 25 AT A O BE A, O RE B AL i FE R R F
G TP A (6] 450 4l 174 JB50 25 5 o) A B9 AT B 5 R A T
G, xRN R R EAA FRAE R
21 FEHPIT RIS SE

ERWICF M7 IR, 0 TAmZELT
JiE AL A AL B R BRI R 2 U B AR
BT RO B —Fh I B 47 8 (Griffin & Lopez,
2005; Robinson & Bennett, 1995), W& T.. 57 .
A F=AT A, VLR i bS] A ik IR 2 4R
FEARR Al 2878 B AL S5 T A )5 SR (Appelbaum et al.,
2007), HSEFR 1, 5TA B 7E —EREpR 9 15 5%
T T A 2 R b S AL I 3 S 2 2RI Bl
5, JLEhHLATRESR B T AR [ O TAE IS 47,
BCE A SN TER ST LT B SIS R,
1T AE A% T4 b B S B A R L 4R TARRCR
Z(faT3E%2, TKE, 2016).Heckert Fl Heckert (2002)
R ) — AT AT A A, B AT S R A
T e L (negative deviance) . B 3R 1 57 2 (rate-
busting) . %5/ & (deviance admiration) F AU i
B (positive deviance) UF T A EA, ZJ5, FE+t
SERAT N . VA RAT N AR M AT O S
BAT RAt 2 SRR 0 R B AT o0 LR 32 B2 F AT TR G
¥ (Mertens et al., 2016),

Morrison (2006) 85T & B, i 25 5l S 4
LU BT AR B TR A7 R B — R R iR 5
AARH B, I iR SR 4 2B AT A (prosocial
rule breaking)(HES, B 61 Tk T 4 it 21 SUs A
i FH O R 25 TR i R L BUE U R L #
W 284 14T R, HA SRR S A, [F S
5[] T RN T e ) B R =P AT S, e
% S0 853 47 M (customer-oriented rule breaking)
VBB FAT A ) —Fh S BB R 51 ok o
22 ERFEBRENGE

RS B AU, MRS5 W25 = B R — 4k 0
T X MRS 2B, B T AP S (customer

orientation). “HR45 S[1” (service orientation)s% %]
SEFANTHY) 12 o7 (Kohli & Jaworski, 1990; Saxe &
Weitz, 1982), Ik, Rank 25 A (2007)3 1 51 T 5
I 55 % P47 M (proactive customer service behavior)
PIMES, FILER G T 5% P 580 rh R
FHER . FARRSAT . S0k UL, 5T
IR T AEXT &R 55 b S i 4R o 75 oK
ARt E R RS I S Z T EA R I
AR R UE S, 0 T A7 ] DL 242
T Jo5t 75 v R R, E 1S A A Rl 2 SR
BT RSHRAE SN TAES S5 WEEM
iR % 4% (Homburg et al., 2011; Liaw et al., 2010;
Singh & Venugopal, 2015),

BR 5L T2 5 ) RS A SR — R AR ™ 1,
SR A & B AT Ry 23 R AR IE 10 94T R s
. 4N, Bitner (1990)MHFFE &I, M55l bt T
FE A [ 07 Jo 25 75 oA 2 v 23 28 L0 B A 6
KR A ST S, A s SR
RUHE S T B0 ; Rust A1 Oliver (2000)35 i, 4R
BT ) R ) IR 55 1) iff 2 8 Hh B T ER, (L
2 R i A AU . B FE A SUR 25, Lam
(2007)f8 11, B E N GLAE TAE T R i 4 L B 42
BIR, AR AL AR a8, YU TN
HUEEAT Ry 23 % 4l B R 55 50 1L 7 A TH AR RE el . FR
I, A SR B AT B W A2 B T AT O
23 BENGERXTEE

it DL E B S ) A AT O B 5T A A 8UAT
R RS EEPA GG AR B, BEEE W
A G RRE RN, LU [F] 9 32 8000 e A5 4 AN
) P V0 B AR, e A AL R4 ) T B 5 ) i B AT
FLEE 1),
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17 00 S5 B A B AT 0 ST, 108 B TR A 2 ik
AT R B —Fh 2B, X 51 T AR % T 15 bk AT
NS, AT TR S i S AT B
(2)1E IR 55 45 BRI, e )AL i X TS 2 3 1) )
FE, ZIR o B R TR IR S AT, 0 T
JEE BB S Tl A R B SR TR RO B R S, S
X B 1 i S AT O OIS (3) R Y JE
Je— AWM, RSN 57 T
Froh ot i, AR B TSR Z WS E S, JEE
F10 8 R D) S — > 1 A g AR R, RIS T
R SR ITAG, AR B 5L T AR T 1 A7 O
) 5% o BE A B e, ROV 1 O B AT o

3 MESERETANRRIVK

31 BMESERBITANES

T R AT SR B ETEE TR R %
BHR I, AR G 2 A I A — 26 5 A T sl 2Bl Y
HE& (L3R 2), T, Kelley %5 A (1996 25 H
i # A (deviant discretion)JHE, FLIFRR R
TAEARSS SRR P P AR R IR T A Py A el B
AW EIT AR . Morrison (2006)#2 i 2t
SEABES IR R TRCR R d M, [FH
SR BRI 1) s A T B U L i< B -
0] 33 47 M (customer-oriented rule breaking)fY#hE
AR L IR Z R FH AT O . Lam (2007)
L 7E B T v 2 O B K R M) AT K (excessive
customer-oriented behavior)X —#J:&, FdHiiR
By TAE R 55 v 7= A= % B A B s alk AS Y
7N BhAb, — b2 35 s o e 25 JLVE i A7 o 19

Wi &L %Ak, 40, Rosenbaum 1 Walsh (2012)5]
AT “fR5540H7 X R (service nepotism) I, T4
HJE I TARE I 5% P 2Z W T LR i S 4R ik
ek, A Gead 7 UESE Y 6 ROk K T L
F 25 o Brady 46 A (2012)i i FRIGER R FIXT 61 T/
iR, il —L R TIRS S PSR LLEE A
AR RMHEN TS5 PR T AE. KR
v A, JEAEAR RO LR AR S B4, I X b
Al BEPREL AL N ES AR T . B Al R £ A5 T
i % Fh R A AR T G i 44 S I 55 B0 (service
sweethearting), 7ELL XM &2 )5, “BE F1n
RS AT R A )12 B 32 I P e 2 &
Leo #1 Russell-Bennett (2012) 5 A& T %
5 1] s B (customer-oriented deviance, COD)AJHE
&, B O RS He il B R 5 T o T H B
Ju5g 5 B A 4 i R £, A ERARAS XTI . A
B B A F Y 25 2R 100 3 3 I 25 20 210 2R = ) B
(AL HEER . B RSN MAEIMT R B
A G LA —BUh >k ] T Leo A1 Russell-Bennett
H)3X — AL 42 (Boukis, 2016; Jung & Yoo, 2019), il
B MR EAT AR T R T E ST A IR
R RIS it ) REURKE A 25 5 ) e 1 % TR Y SR AL AT
Ky, T A Ak AR 45 38 N LI 3 B8 IR R R R i
TRR T A T A 2 s R R BN R R, 2 — b
B TARIR T Y A B AMT R, AN, BT
JBE 5 i 3t 2 e 1 4% A B A A S SR AR A 7 R L 4K
P Z2 T R) 5 % ATV E, A U IR AR A
BN AT REIN A AR AE 55 Th AT R . A
AF R R W% T 10 IR 2547 0 A8 LU RRE, A7 100

®2 BESARBITAREREIRS

P25 A AR AL B A MR 55 S R P 7 A A R L TR P A R B TR AT ORI Kelley 45(1996)

Jo A e ALE MU o T RIS B4 A £ R ROE U AR BOR L MBS BT . Morrison (2006)

R RATA BEASVE T AR 7 A i B P B R I AR, 1 AT i A 45 40 b, Lam (2007)
VAR PP AR AR S5 06 651 2 A FELXT el AN F B9 47 A
e 95 #HP G R

T RN E R 1

TR H S & P 2 i) T 3k [ 4k 2 SR A e M, T8 Z20d FE4IE Rosenbaum & Walsh (2012)

I 55 0 (D% T b3 T G B R e A B e S AT A R R IR 55 547 M S5 B T )R & Brady 45(2012)

N e (D)

R, BB AT 6 525 VI Y B2 LUARAT 47 1) F R0 | & JR Ik AT 4%,

AT IR A0 53 T XU M 3R AR, T A O R AT A PR L Al AR R

¥, ERL A
Jot 2 3 i Ml S AT

e g5 4 fi e, — 2k 53 00 5 BB sl i B B R 45, WK 54141 Leo & Russell-Bennett (2012)
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TR HFRS A —Z% R T, LR 6
T2 5L TR BN 5 ) R PRUR R R0 [
BAL; AT 0SB 2 B R A 4 &
Pz, HA& T A R A& 2 A XA i IR 55
T3 07 A OB T — 2 M IR 5 16 45, BISR I A T
5 Z W E3h; 1724 04855 B AR K0 A
FE M XU, B R 6 BB R4S BT T ER B 45 2R (Leo
& Russell-Bennett, 2012; %45 45, 2018),
32 MESERBITANERFNSE

Leo #l Russell-Bennett (2014)7E #i Bl 26+ 247
SRR AR B AT S RS & AT Sk SRR 5 SR A
iz A RR, JIZ R AR IR T 4R (R AN
JEY—Z 5 TAT 52 ), 4 IR e T — Ay
LA B R S ) R B R, IR A
) B AT WAL HE LA = Fp 25 A

()R 55 P37 {5 (deviant service adaptation),
g — 40 T A SR sk - R, TR
55 18y sl IR 55 A R B — e P R SRINAT
B, 48T MRk 455 51 kAT iR 55 b R o FR A Tk
REWAWHENE . EREARIE P FHRER
7 ZE R ikt fo S AS IR B B AILEE AR o 2% 2% TR 1
LI 4 3R 2 0B 25 & P R 55 P U IE
KB, <R S 38 ix B Sk 8 0™ b i
HE " eI E B AT B T R AR AT
P

2) Mk % 7 @ 7 f B (deviant service
communication), J&$§ — 4 it T i3 15 41 4V ) 5%
G & P R R S L RS R U
B, LMBEE P 225 AT 0. e B4 S 2 T
Y 74 38 W 2 (deviant service communication of
products) Fl 4 MV J2 T 1) 74 38 {25 (deviant service
communication of company)¥i~&¥843 . B & 1Y il +
4G, R E R N DR YR 0 T R L b ) B %5
PEAEE P A5 B s R A T . EiH
v B D% LR H 5 O S T AL S Rl T T i
FHP R . AR R0 & A 20 Bl B 0™
FEBOM R 220k 55 55 0 7= A 22 10T 179 V40 3 i 25 1) U
AL R BRI R Ok, s SR E A
K7 b I ELSEAE B BME S SRR A, RS
o5 B e 7 s B AR R 2k g5, TRt
N A SR OGN R AR R T
BLFE, —26 5 TR B AN S5 b ) & $2 il 2UR 32
PR . PR B L BRI — I ANE A

it B 140 JO5T 3 ok P 0] S R R R A )
AL — AR N D] B2 I s 2H 2L R Y IR 55 o
22 A o A2 TR V) T i S 10 0 A A <<
AT W BB IR A TF 2w A AS RABOE™
“RIMEZ5 SRR, T2 a2 B O T ml Y
HLS AU BIE R iR A G, s &
MR A A AT S 1 LAE Jr =0
(3)%«?7@*”%@1}%%(deviant use of resources),
AR TR T A SN B YU, A
AN TT W SRR B & P AT O . i, R
ST A5 B 55 N B A B0 A1 B B 1) F Sk 4 A
HORMEHIE O . ALTEEBAR S5 G0 Bl SR FA T
T B % N2 HESRUS 4246 ) 5t R4 435 < B AN
R WTTILE  rR, F A SR AR SR A A I [ R
B 3R IR B AL S [ FE 2 Bl TG
BN () B RACH Z R NE, B
U 23 ) T2 W) T 905 25 0 IO 2 << 3 B ) )
O AR AR D28 WA TG SRR 2 )
FF DL FZERIR) 43, Leo 1 Russell-Bennett
QO1MHEH 7417 3 ANHEREE I 13 MBI iR,
& I B ) i 5 47 S A5 e ol P e 22 1 )
TH,
33 mMESERSHZMER
SART, BUA BIF X B % 1] fi 547 R i
R R R 243 R O TAMARRAE . TARRRIE . 20
LU G M AT R A 5 AR R o
331 RINMFHFHEXMESEREITANZI
T, 5L AR R O B ) A 5 AT
JA E B, MRS (R B ) o XU i
], R ORI FR 8RR B A5 B 65 3 e At
B S BRE 17 M (Leo & Russell-Bennett, 2014;
Longmire & Harrison, 2018; Vardaman et al., 2014),
— LR G T RS KB, BT AR 3 i 2 2 21
R B ) 2 i 7 A R R T K TR, e U
5 1] 1) 53 AR B R, 3R 2 A AT )
49 T R R T 5 25 ) Sy R D3t Je 25 ) i i 3 i 4 41
MLAE (Morrison, 2006). M HFekER . HILZL
ARSI B3 T, A W LA DAy g L Ay Doty ok
F £5 W), TE A AT BE B AT 22U A B e %
(Vardaman et al., 2014), Ghosh FI Shum (2019)t
feilh, BTN R RS SR . R
TREME SN RA L, HIK, DAL %
AR EAT A EE S, Fazel-e-hasan %5 A
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(2019) 42 1} I T A B2 % B (employee hope) & B,
EWBEALE YT, B TRR BRI, B
5 B C 2 R AT 55 3 B br BUS LT i 45 41
PEIE T 5y T DA A 5 i) (1) B O 5 317 Brady
EN(2012) & B, FRATFHE 25N TR ) 75 223 5 I B
TARBEAT A=A, FTHr. EAEAT R ar LA 5
TAE TAE R 3RS O 3 2 A g 1 PR A, B3R
R L it S AR 2R, R T RS
TR T=HEMELT A WA, M E W&t 25
BT AR B AT M= A, Ban, S8 A (L5 (14 51
TARTEAE AW AT Ry o] BEXT AL SUAR R, Aaf
S SLHE T B AL SV Y AT A (Brady et al., 2012),
332 IEYHEMBZESEREIT AN
B, TAER M. THENSSE T IE
S B AT N A A B R TR S A Y
H g, MRS Ak iy — 2 5L T R HLA 5 TAE
HEME, T REZHEN AN TAEREMAT A IR,
XAy i 5 55 2 s 4 4 R ) R R 3 A T
AT R EEHE T AT RE . W, T/EQA MR
SxBESR B TSR AE0 M T RN, iR Tk T
PESAT R, X F— 2 B T B T AR TR U
HHe AR R, HET = AR (R 21T (Leo & Russell-
Bennett, 2014; R, K458, 2017), Hik, T
PR B M P 28 B 35 R By TR S M 5 17,
T ALUE HE MBUE A R A -3, BT
MR 55 BEAR 25 5 K AE fah 8, —4 5% Ty f £ o
R R, Y5 TR LUN AR, SEEAT
HR R REAT B A WS Jy, i fE ik 5L
Tl AU, S 5 R A £ R — BN AT
M(Leo & Russell-Bennett, 2014),
333 HAREXMMESEMREIT A E
TEHLGAREE T, B9, HE R X %
] B AT R P A B, — 2R B TR T I I 45 TR
F1, AT SE it e 5 AT R A4 Bh AL =2 — A SR 2 5
i /N AETE AR A ATAY <47 B> (Brady et al.,
2012), FLWR, WU R R T A A T 10 i 25
AT NBYEZ N & (Chen et al., 2018), Vardaman %
AN Q014)#2 Y, A& 38 45 Bl AS A AT A 1 2 5 i i 2%
S B S, TR T AR B TR I R ) 2
B KER; FHAGKE Q10 H, A8 i
BCRE S B T 3545 B R TAE T 75 1 45 Fh 9T IR,
B B T B RS M5 L AR Sy, (A5 R T ]
REE A AT N R R AT K. =, H8U

T 53 1 S it o5t - 1) i 12547y 19 EE 2RI, Leo
F1 Russell-Bennett (2012)F8H}, —2k 51 T7E IR 5%
AR PSRRI AT I YE . A S AR B DN
Hede B S AR T A TR, B4 A 25 N
] . TR 5 2 A0 04 A 55 b A SRR R AR 35 I s B
BEEWBE . FE, ALUNSE ST
g LA K JR] A e A5 St ol i AT, R —
2 5 T ) T R S ) TR (i AT A 0 Ak
& (Gatling et al., 2017; Morrison, 2006), It4h, 4
S P PR 3R A 2 M % S [ i 54T g 1 A
BT BT Sy Bl 4 BV B R BRI AT e R
AN W T BE R L S AT R B R 5
BE, S EE W TR 5 ) R B AT 8 Bk
(Brady et al., 2012),
334 MEITAMBESERSITANII

B, Wi & S 5 & R AT
JE 25 ) A 25 4T A B W, L —, Boukis
(2016)F= T 5 A TR R L, A2
2 B TR S5 o e v A O ) i B AT A 1Y)
H#E., 0 THBE R w e —FEEE
KWEMH, HEE S5 S, T A BAT
R B R B, AR B AT 7 A BT BE T SR (R
233, H =, Jung Fl Yoo (2019)4& Hi i 2 Jse i 2
TE [ 52 W B 5 3 1) A 25 AT o, XY Bl R
TN 51 T2 T B2 T A 25 A O U I, T 2
PR — A BT 25 MR B TR, M5 B T
TR S5 K . Ak, B AT R R 51 T
W7 2 75 S B AT O B EE BRI . R YA R AT
S 5L T AR T R R L RO A B g D A
FIRE, R BT O BEAR A RAT A 7 A R
AT AR 3 5% T JB % 5 ) 2 BT Ry 1 7 A (SR A,
M, 2015), AH I Hh, B (L B3R AT O 23 971 1) 52
M) 53 T A B e 1) it 545 R (OC T, 367 F, 2015)
34 MESERBITANER

HRiE, A G 5 1) i 2547 S VR FHASCR i F
FHXMEZ . BACRE, AT WS
(I VE 5 AT AR 23 Rt i . X B3 T Akt 4141
B, 357 52 B AU O [ A A B Y
I BRI

MR, A5 TR BT 8 1 B4
ZaiA, U mR E AT 235w R S5 i A v e
(15 R S DA TR 552 W 1) JO0 2 0 R R, 4 B TR
IR R T I ) O 5 AT R s, 1 T A i R,
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& T IO {5 A P o A S R, A 2 S
(Brady et al., 2012; Hochstein et al., 2017; Lo Iacono
etal., 2016) H[FR, 53 TAWE AT 2B R (1Y
/N O oS TR 7= O N 1o R R AR T N
TR o 25K N (2018)7E B 5 f (543 Ak il L Ak
RGBS 5 U R [ J JA 7 TR JE 7 A )
s B AT A Ik 2 % i ol 7 A A TR 1) it R A R, B J
BT 1) i 25 AT A 2 R T 1 o A B 7 A T A
AU

MR LA BEF, 5 LA o A2 v 32 W0 5 4 ek
LT, WIS E S TAES 5 E . TE
Tt 5 B2 R = KO B I 55 B4 (Liaw et al., 2010;
Singh & Venugopal, 2015), fH L LI, HH Ak
TE A v 1 IR 55 23 18Ry S 2 Al 55 1 — 3 4
T 57 T DA A 2 4 A 3o o 6 s o I 55 LA 0 1 i 25
WIEE, OB, B o0 5L T AR 55 2 i B RE, iX
H 18 T 5% TR A S A T AR XU (Boukis, 2016;
Tokman et al., 2007),

MWHRZHF, —LBAF s AL ) g
PEVE R R AT S, AT LABOR B . (it
ZUEHE, T4 & Al s BERCE L ikl
I 55 Bt i (Galperin, 2012; Mertens et al., 2016), &3

U FHLUE R IB4T, BRI SR A AL ) 5 A
HAI RS E T, B U 2, s A
M AA Y IR 55 A 5 SRR, XA I 2
S0 HE T R 5% (Brady et al., 2012; Hui et al.,
2004; Leo & Russell-Bennett, 2014),

Z UM, A SO 5T 1) i 25 AT BB
PURHAT T2 TR, W 1R,

4 REMRRE

i DL AR AT A, S ) R S AT
W2 2 7 BOR M2 1 5GTE, (AR g — DA X
I T, R A R S 1] Ml AT O
JRARZ BT . BATIN N, i T BU% S 10 2547 0
TE LT . 55 48 BRAUAT 36 A () 1Y e K T
AR R, BTSRRI AN, DN AR SRR B A5
S EIE UOE IS A B, RIS RS
RSN O W )1 O ) R A
i AT 3% — A A By R AR G T R W
BRI, O EE AP AAE LR LA J5 i .
41 HRMAAWNBESERSITABRSH

IR

TEME&S I E T, AW RZUTH T Leo

— T FE T, A S ) 25 47 e ] BE G B F1 Russell-Bennett (2012)%} )i 2 5[] i &5 H) A 7€,

BT AMASSE
AR AR . It

M. BRIGER. B | W%

BAUBERE, FALL E: RIBE R . SR

HRS . HERE FEWLERE, B O HAEE
KB I, AN FTE, S R

ATERA A S BRI (2P RB S

Iﬂz*g‘fﬁE gnu}ﬁmfg
LAEATEE T % ST AL
TAERESEX s ST || A R, TS
TR f b N ; N TR T AR

RR: RS s A B/ R 551 1711 0 BT AR TAE RS

PR SRR VR 1 RS e
U . AL - W TR 14
VEURTT AL POESKESYEA EI: R B SR, MRES
SSHMBERT N . AR QT LGS . RAkh
W AR LRSS

JREATH Sl MRS . BRSNS
B%S 5 — BRI BSMNGIRS R
BRI A SYTERE, MRS
AN RATH
JRERLRATH

P11 i s AT D AT BLAR A



2156 O B R 2 it B

%28 %

T {25 (deviance) i %F % & 2 41 1E =X 1 #L 2 il
BEAE, TR L LT O A B T 1) e S AT O BA
A — PR B i3 MAT M (rule-breaking), B[V i3
T4 st 2 ) 4 07 3 S A U RN, e
(deviance) [ F8 ] — 2, SRTM, LU AR E—
ANYE B e AR I N 25, X HOA IR AN R &3¢
M X B 5 1) 4 29 47 o PR TR S A A AR o F—,
A AR A SR A 2 A5 3 S A B8 T A 4L =Y
FI T ok A A S W B AT R, AR RIBR
ZAT BTG . R T R TREAIBE L A, 212t
HIRAEAETCIE AT B s =, AR B A B
JiE 2 5 1) AR S A T A X R R R B R v, L
=, ANERF R AR A B RS R TR
MANRSfFEZESS, BAMESAERNETH
Aok AP RGEE TSR HLN, T2 T H
Ml 25 EARA . £ EARE, BATIA N,
(D“HBURHBP R e RN ERS 5K, fHE
Wiy . FE WA N , JF R R 42U
B2 5 3 1) 32 WA FIAE B SERE T8 B AR AT
A8 (Feldman & Pentland, 2003), £ & YR &
TN AT, AR T LA i 25 41 2L 5t TR AT &
ke 55 153130 ¥4 0 B Ok BB 4 Ml N TRORD B T 5 1) Al
BT, QMHL SIS HE | A LA R
X S 1) A B AT R B IAR, BNEE A 2 N R B
NS B A LA, AE 2 BUVANT T 22 DA B A 1Y
AR — 4 01 TR & 5 ) i B AT M 3 S
fta . BEEFNRE., B a2 msE,
42 RBEFHFAEZHESERBITANNE

ITH

T JO5 5 5 ) A 5 AT DU A O, IR AR
K H KIS Leo Ml Russell-Bennett (2014)7E 78 K F|
WALl B F— 28 01 T3 5 TAES D8 B
T AU X% S 0] AT A S R 4 B
AT DL B DA i PR S 0 T =LA T8 Y
FFA: (1) TUAFSF Bt 5 AR () b & i i 5 3=
et 7 i 3 — D3R T, R RSIE R R
K2 ALk, M Leo F1 Russell-Bennett Fif il
BTl B AT N R RAR R Joll & T B R BA
MBS AR MRS TR, TR R — L R T T AES
D5 %% B B e 3 48 H 2 A AR XS 0 5 A S5 1
B TR, DT AT BEAH R X & S )
BT R RBEARNR, (2) XA 5 ) i 5 4T
SN SR [T ST R AR T AR O

TE AR AT LTS 4 10 M A A R ™ X 4 2 A A IR
IR RMM MR TH, BETEMAREE, F2E
TE 25 HBT 14 1 55175 557 T X8 B 2% o) O 225 4 A 11 0
i T HE T UMB ESEEA TR 9T &, [R5 2
“JBR R B 1Y 51 TR ) e AT O < B
A B[R] UL 58 B 1Y SR T ] i S AT A A
JE O 58 3 A ik R BT AR A I i T A
43 REARTIMZE FEREIT AN LR

A BTG TAMARHE . TARSRE . 414
PRSI % AT o0 PR R R0 1 T 1) i 25 45 2A 9
BT, 76— R L T ol F R AE 1 B
TAE MR Z5 T S A AT B 2R I O 5 1 i S
1500, AHIX SEAE 58 PR 28 T 5 AR i 1 it R IO 2
16 i B AT 7 A Y B S T o S L AT
AW TESD 1, T 5 AR A T e A S AT
FA, PRI A AT R B AL, X AR %
S 1) i B AT S B HOE iU AR A A, 7E
BUAT R IO 5 1) i 12517 A S HEARH M g B o,
FHEANE A2 80 MR R TR S L A,
KRBT UALHE Al (DB 2L, X2
T EEEMIEAR M SIHL, R G T2 T AR5 4
P 2 R 55 0 S AL 7 A T I 5 ] O AT R
(Brady et al., 2012; Lam, 2007; Leo & Russell-
Bennett, 2012; Morrison, 2006); (2)2H41 5 7] h#L,
AP 53 T B JURN 4P B % i A 2502 TSI Y
Fts, N FRAS B B W SR L AR TR LR
YO AR A Al B TR 49 1 8 (Lo Tacono et al.,
2016; Ghosh & Shum, 2019), X FhZZ1T: 1 1) 3h
BL5 BUA WIS H A <o 1) 19 2 2L AT 4
F—E; Q)N R THEZHERNT
RAFA NH 25 (UF W IEA | e 1 A 55 B8
ARAGFE G YR A ) T 2 AR St B DB £ 4 5 17
F g, A3k B A O 5 o 7 2 1 97 25 SR v RE A8
A IX S LR AR, B Anal ok i U %
Yo 53 T s ol A T AR sl ) i (B AT 4
2016). H1 T 1) S AL ML A B st A0 5 o
WAL, ZERSETT LU CH L e ) > Rt 1m]”
e IR B 58 2 B R AR 3R B T A I R 1)
i B AT R R B AL, HE IR AN [R] Sl AL AL R 1Y
P
44 FITHAFHEMEREZITANME SR
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S AT ST Y o B R i B (MR, XA f
FERF, drb i R4 L (AT D R A S
e p AL, T SO i RE S X 5 AT N
PR . B B SR 6 i PR R S
ik OG4BT O I 4R I BIE 5
B UL, A AR R FE P T 05 X J7 1 A4
%o FEMIBETT T, MRS5S A B R A Bl (service-
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DL 1 5% IR 95 5 100 47 S Je B33 B b 10 4 B 3R
%(Aryee et al., 2016; Hoang, 2014; Liao et al., 2009),
B o 3 O B O I 55 S48 1 XL 81 2800 (.
i, SKREIAR, 2017), HOOF GBS i 25 4Tk
47 P B AL R (A PR A, X et i 55 52 10
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B ESRTE 51T A AR G BE U1 i K RE Y 2H
4, FRRALEGE, TREA, 2019), B
Xof B T B e 1 g A S 7 A S, LR
ity BT MR BT N A . 7R B AT 7w, Al
VU g 0 U AT WU . B 8l 0C R A0
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RUGT | AFTE BB AT B0 AL 15 A X B3 T2
S B AT R o BE AN, S ) e S P A
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WA LR, XA WL LU LA R
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Abstract: Customer-oriented deviant behaviors (CODB), refer to frontline employees’ behaviors aiming to
service customers while breaking organizational rules and norms. CODB has received increasing attention
and has become an emerging research topic in academia. By reviewing the literature, we found that CODB
studies vary in its theoretical basis and evolution pattern across the organizational behavior domain and the
service management domain. Four aspects of factors have been found to predict CODB, including employees’
individual differences, job characteristics, organizational context, and customer behaviors. CODB has shown a
double-edged sword effect on both customer and employee outcomes and the organization as a whole.
Future research should take a more comprehensive lens to advance CODB research, including clarifying its
concept and measurement, exploring employees’ motives behind these behaviors, identifying how these
behaviors are influenced by organizational policies and managerial behaviors, and examining both the
benefits and costs of CODB and their associated boundary conditions.

Key words:. customer-oriented deviance behaviors, prosocial violation, deviance motive





