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The Study of Emotional Blackmail
In The Workplace Affect Service Sabotage Behavior
of First-Line Staff

Ying-Yu Chen*  Chia-Ling Wang**

Abstract

A person’s emotions not only affect their own body and mind, but also affect others
intentionally or unintentionally. Whilst this situation occurs in a workplace, emotions are
unavoidably influenced. At times, negative emotions are even, for no reason, vented on
customers whom people offer service to. In this study, “Emotional Blackmail” was divided
into “positive type” and “negative type.” The focus of this study is to discuss people suffer
from the emotional blackmail from others, whether those vent the pressure resulting from
the emotional blackmail to their customers, which gives rise to service sabotage behavior
of first-line staff. Additionally, this study was conducted with web-based questionnaires as
well as paper-based questionnaires to test the relationship between emotional blackmail and
service sabotage behavior of first-line staff. In addition, 284 questionnaires were returned. We
exercised regression analysis to research into the relationship between emotional blackmail
and service sabotage behavior of first-line staff. Furthermore, with the regression analysis,
its effect on whether to generate interference on personality traits can also be shown. Above
all, the result suggests that emotional blackmail and personality traits both do affect service
sabotage behavior of first-line staff, and the impact of the negative emotional blackmail is

greater. This study will look into the research result and then make suggestions.
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