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The Congruence Effect of Organizational Culture and Leaders’
Coping Behavior against Bad Customers on Restaurant
Employees’ Perceived Trust on the Leader and the Organization
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Abstract

The purpose of study is to propose a conceptual research framework that identifies
how the congruence of an organization culture and a leader’s coping behavior against
bad customers influences the restaurant employees’ trust on the leader and the
organization. The study employes an experiment using hypothetical scenarios of
restaurant service encounter where a restaurant frontline employee watches his/her
manager cope with a bad customer’s misbehavior, according to the organizational
culture. Frontline employees working in restaurant industry participated in this
experiment and were randomly assigned to one of the scenarios.

The results showed that when the manager’s coping behavior (i.e., supporting the
frontline employees) against bad customers was consistent with the organizational
culture, the frontline employees” morale and trust on the manager and the restaurant
organization were significantly enhanced and increased. Managerial implications with
study limitation were also discussed.

FH0f: 2212(Bad Customer), Z& 23} (Organizational Culture), MZ2|
(Trust), Z}AZ| (Employee Morale)
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