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Abstract:

The current study aimed to reveal the mediating role of moral
disengagement in the relationship between the nature of the customers’ treatment
of university employees and the employees’ reactions toward them. The descriptive
approach was used to answer the questions of the study. Measures of moral
disengagement, the nature of customers’ treatment of employees, and employees’
reactions toward custmors were developed, and were applied to a sample of 423
male and female employees of Umm Al-Qura University. The results revealed that
moral disengagement acts as a partial mediator in the relationship between the
nature of customers’ treatment of employees and reactions towards them. Female
employees were more morally disengaged, more susceptible to customers’
mistreatment, and more severe in retaliatory reactions directed at customers. The
study is concluded by a set of recommendations about the importance of training
and educational programs for employees in order to reduce negative behaviors in
the workplace.

Keywords: Moral disengagement, nature of customers’ treatments,
customer mistreatment, incivility, employees’ reactions, Workplace

sabotage
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