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Abstract 
Relative deprivation is defined as the range of joint actions between individual 
achievement and individual deviation, intergroups attitudes and physical and mental 
health. Apart from certain deprivation, in relative deprivation there is a relative lack in 
individuals rights, beliefs or materials compared to other individuals. This theory has 
been studied by many disciplines like management, marketing, behavioral sciences and it 
is conceived as an action that will be effective in the formation of service sabotage in 
employee behavior. In todays cutthroat competitive environment the aim of organizations 
is maximizing the service quality. The employees having the relative deprivation can 
reveal the service sabotage during the production of service and goods. Besides; the 
increase in the individuals focusing on bad experiences, angry afterthoughts and reaching 
new conclusions on the basis of previous evidences might increase the service sabotage 
behaviour. This research aims to examine the relationships amongst relative deprivation 
of marketing employees, anger rumination and service sabotage of these employees. The 
anger rumination is studied as the moderator variable of the research model. The 
participation of anger rumination inside the relation between relative deprivation and 
service sabotage constitutes this models distinctive aspect. The data obtained from this 
research propose that the service quality is a rising need of companies thus eliminating 
the impact level of the relative deprivation and anger rumination on production levels of 
service or goods may contribute to the building of a more qualified companies in 
competitive markets. 
Keywords: Relative deprivation, anger rumination, service sabotage.  

Introduction 
In recent years, the study of multiple emotional states and intra-organizational behaviors 
as well as positions having direct relationship with customers has emerged as an 
attractive field of study. Deprivation and anger are considered as an emotion or emotional 
states in general. While these two terms affect the the main parts of organizations; 
individuals, negatively both anger rumination and deprivation are reflected to these 
individuals behaviors. In service industry, especially in retailing, hospitality and 
entertaintment organizations, as they are the final influencers of customers, the positive 
mood of marketing employees is an essential emotion whereby their negative feelings 
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like anger or deprivation, perceived by the employee, affect the service quality directly 
away from estimation.  
Relative deprivation is associated with the greater the contradiction between the results 
people want and the results they receive, the greater their perceptions of relative 
deprivation (Crosby, 1984). Rumination can be defined as planning again and again and 
examining an event while anger rumination is defined as the details of an event causing 
anger that are analyzed several times and individuals conceiving this event by 
continuously remembering it. Rumination extends and focuses on emotional distraint 
because it concentrates on negative experiences (Thomsen, 2006). Anger rumination has 
four dimensions (i.e. angry afterthoughts, thoughts of revenge, angry memories and 
understanding of causes) developed by Sukhodolsky et.al. (2001). Rumination is the 
difference between the internal and external triggers of anger (Deffenbacher, 2011). The 
events lived in the workplace influences the emotions of the individuals. Therefore work 
events and affective states said to be influence the judgement-driven behaviors such as 
effort behavior and service sabotage (Dai et al., 2016). According to the statements 
mentioned above these three items identifies the behaviors of employees. All the negative 
emotions directs the employee in exterminating the environment by some tricky 
behaviors especially on the frontline staff. In this study the service sabotage is determined 
as the output of the relative deprivation of the marketing employees who has an anger 
rumination in the workplace. 
Theoretical Background 
Relative deprivation 
Usually human beings resemble themselves with the people around them who have the 
same conditions for evaluating with the indicative information and social comparison is 
an ubiquitous way of learning about the positioning of an individual with similar ones 
(Callan et al., 2015). Younger adults which are in the beginning of their lives are having 
much more social comparison than older adults, and has more cognitive capacities as well 
as their inclined engagement with society. This means younger the adults are, less 
perspective taking they have.  If an individual is deprived from desired and deserved 
outcomes compared to the ones in the same environment having the similar conditions, it 
generates irritability originating from relative deprivation  (Smith, Pettigrew, Pippin, & 
Bialosiewicz, 2012). Smith et al. (2012) defined that, relative deprivation is descriped by 
an activity of an individual making a social comparison on a given outcome and makes 
himselve believe to be comparatively disadvantaged, and accordingly feels resentful. 
The subjective or objective ranking of an employee in a social structure is defined as 
relative deprivation (Smith et al., 2012). The theory of it explains the inequalities in 
individual levels and negative outcomes on teams and groups (Mishra and Carleton, 
2015; Adjaye-Gbewonyo and Kawachi, 2012; Subramanian and Kawachi, 2004; 
Wilkinson, 1996; Wilkinson and Pickett, 2006, 2007, 2009).  From this point of view 
some studies involve relative deprivation including an objective level of computation for 
each member of a group or team relative to more concessionary others (Eibner and 
Evans, 2005; Lhila and Simon, 2010). 
The definition of relative deprivation stated by Towsend (1987) is as “the condition of 
observable disadvange relative to the local community or a wider nation which the 
individual belongs”. This conditions are generally examined and used within social 
sciences to identify the dissimilarities in different materials and social environments of 
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individuals (Fu et.al., 2015). Relative deprivation theory suggests that people does not 
respond objectively to their employment situations but based on their past experiences 
there is a subjective reaction (Ren et al, 2013; Stouffer et al.,1949; Crosby, 1976; Martin, 
1981). Employees are frustrated with their conditions in their jobs having less than they 
thought they deserve (Ren et al, 2013, Crosby, 1984; Olson, Roese, Meen, & Robertson, 
1995). In the circumstances, employees tend to show undesirable behaviors in the 
workplace due to have an emotion that they have no chance to get the rights they entitled. 
Overall, then, the relative deprivation theory, anger rumination and service sabotage are 
quite relevant in the context of our study because they have all been used to better 
understand stressful situations and how employees evaluate and give reactions to their job 
situations. Accordingly, we integrate these three perspectives to develop hypotheses 
about the relationship amongst marketing employee’s perceptions of positions and 
resources in their workplaces and reaction against that perception. 
Service Sabotage 
In recent studies, researches found that up to 75 percent (Harper,1990), 85 percent (Harris 
and Ogbonna 2002), and even 96 percent (Slora 1991) of employees continues work 
activities with an intention of functionless. Employee sabotage is extremely hard to 
calculate with an numbers but some of the researches for some industries could give 
signals for the importance of this behavior. In most service industries, costomer-contact 
marketing employees play an important role to create customer brand satisfaction and 
sustain key customer relationship(Link, et.al., 2014). Harris and Emmanuel (2006) 
argued that the wide prevelance of the antiservice behavior of the employees especially 
of the frontline staff, that can be classified as ‘service sabotage’ behavior. Such these 
services sabotage behavior is the most common issue that affects the customers 
perception of the services and even the image of the brand (Sergent and Frenkel, 2000). 
The term of service sabotage is a common research area for both services marketing as a 
service quality and organizational behavior as an existence of counterproductive behavior 
(Analoui, 1995). In marketing view, when customers disrespectful and impolite 
interpersonal treatment, verbal aggression or unreasonable demands, especially fronline 
staff could show negative behaviors to them intentionally harm customer interests(Groth 
and Grandey, 2012). Services sabotage can be described as negative behavior that 
planned to act by employess for applying negative services through the customers of the 
firm (Harris &Ogbanna, 2002). In this concept, employees sabotage services to their 
customers without care of their managers or customers like recklessly (Patterson&Baron, 
2010). In the previous researches, studies have been shown that services sabotage have a 
negative effect to firm productivity and sales growth especially on services organizations 
(Groth & Grandey, 2012) and reveals bad performance (Skarlicki, van Jaarsveld, & 
Walker, 2008). Chen et.al (2014), indicate that there are some other possible factors like 
family interference with work and emotional exhaustion which affect the services 
sabotage.                                                                                     
Especially in most industries including both services and goods presume that 
unanticipated accidents or mismanagement induce services failures (Link, et al., 2014). In 
fact, the employees who establish close contact with the customers should not behave 
intentionaly harm customer interest (Skarlicki et al., 2008; Wang et al., 2011). In recent 
studies, employees behavior including service sabotage have being based on “affactive 
events theory”. That theory explains that affective events by employees’ personal traits 
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and sensation impressions will have an effect on their attitudes and behaviors (Weiss & 
Cropanzano, 1996). The researchers examine that if the customers or other employees 
shows a negative event through the employees, they tend to set a negative reactions that 
captures service sabotage (Chi et al., 2013). The affective events theory based on as an 
output of the emotional reactions. As it turned out the behavior in general called service 
sabotage.  
In the marketing and management literature service sabotage can be classifed as one of 
the elements of counterproductive behavior of the employees (Fox and Spector, 2006). It 
has been theorized that stressfull events at the workplace will increase counterproductive 
behavior by reducing individuals’ behavioural regulations. This counterproductive 
behavior threatens the organizational and marketing productivity and performance 
(Analoui, 1995). The ‘sabotage’ term was first used by Taylor and Weber (1993) to 
describe ineffective production.Later writers also mentioned workplace sabotage as 
misbehavior or antisocial behavior in the workplace (Griffin, O’Leary-Kelly, & Collins, 
1998; Thompson & Ackroyd, 1995). In marketing literature the service sabotage term is 
the extremely important topic for establishing the customer relations (Link et al., 2014). 
Some types of customer behaviors such as jaypatient customers, pyschological 
considerations and low self-esteem might lead to a negative, retaliatory service response 
(Link et.al, 2014). In the review of extant literature by the light of marketing view 
defined that employees’ risk taking proclivity, social approval by work colleagues, desire 
to current finn, perceptions of the extent of surveillance, perception of the extent of 
cultural control, perception of employee-customer contact and perception of the fluidity 
of the labor market are the antecedents links to service sabotage (Harris & Ogbanna, 
2006). On the other hand employees’ self-esteem, perception of team spirit, perception of 
employee-customer rapport, perception of functional quality, perception of company 
performance and perception of quality to company performance are the concequences of 
the service sabotage (Harris & Ogbanna, 2006).  
Our study aims to contribute emprically through the testing of a conceptual model service 
sabotage through the relative deprivation and the moderator effect of anger rumination. In 
light of the above arguments about relative deprivation and services sabotage, the 
following hypothesis is developed: 
Hypothesis 1: 
Relative deprivation is positively related to service sabotage.  
Moderating Effect of Anger Rumination on the Relationship between Relative 
Deprivation and Service Sabotage 
The concept of personal feelings or emotions like anger, rumination, deprivation, and 
their perceived affects on an individual can be associated, in this study, with the service 
sabotage which is a negative conclusion of these routine negative emotional states, and 
are mainly studied by behavioral scientists as well as by experts in health and service 
sector. 
According to Nolen-Hoeksema et al (2008) and Watkins, (2008), the psychological 
bothering or pressure and poor physical health of an individual is explained by the term 
rumination.  Kassinove and Sukhodolsky (1995) stated that anger is a negative feeling 
which has particular conceptual evalutions, psychological expressions and action 
tendencies.  Anger is a state of emotion and anger rumination is continuous thoughts 
about this emotion (Sukhodolsky et al., 2001).  In other words anger rumination is 
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considered as frequent thinking over the past anger-stimulating experiences and it causes 
the individual to obsessively concentrate on disappointing memories (Thomsen, 2006).  
However there might occur impulsivity or aggression in routine life of these indivduals 
living bad experiences related with anger rumination (Anestis, Anestis, Selby and Joiner, 
2009; Gilbert, Cheung, Irons and McEwan, 2005; Sukhodolsky et al. 2001). This anger 
rumination causes the ruminative response style which has been associated with the 
increase in the depressed mood and general negative affect (Sukhodolsky et al., 2001; 
Roberts, et al., 1998). Besides, relative deprivation is associated with negative attitudes 
causing unsuitable behaviors in the workplace as a result (Martin, 1981). Marketing 
employees working in the heart of service sector may show their negative emotions 
during the service delivery, such as hurrying or bothering the customers using their close 
contact position (Dai et al., 2016). Similar to anger rumination these negative feelings 
effect employee’s relations in the workplace and its interaction with other employees 
influences their service delivery quality ending in service sabotage. 
Based on these arguments, this study hypothesizes that anger rumination plays a 
moderating role on the relationship between relative deprivation and service sabotage 
on the marketing employee, as demonstrated in Fig. 1. 

 
 
 
 

 
 
 
 
 
 
 
 
 
 
Fig.1: Theoretical framework 
 
Hypothesis 2: 
Anger rumination (H2a: angry afterthoughts, H2b: thoughts of revenge,H2c: angry 
memories, H2d: understanding of causes) moderates the effect of relative deprivation on 
service sabotage.  
Methodology 
Sample and Data Collection 
To test the developed hypotheses, online survey method was used. The online design is 
preferred because of its advantages such as accurate data-capture and elimination of 
interviewer and researcher biases that are likely in face-to-face surveys (Dillman et 
al. 2009). To evaluate service sabotage, relative deprivation and the anger rumination 
dynamics, datas were required from participants at a customer interface in which 
employee and customer contact is closed. Consequently, data collection focused on 
frontline customer contact employees within the hospitality and entertaintment 
industry. Accorindg to TURSAB(which is the association of the Turkish Travel 
Agencies) hospitality has %6,2 rate on GNP(gross national product) in Turkey. On the 
other hand entertaintment is the growing sector in Istanbul,Turkey by the new 
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international investments. Criteria for inclusion in the sample included turnover and 
number of employees. Each responded answered the questionnaire via an e-mail 
hyperlink to an online survey. The questionnaire has been available online for 
approximately five weeks and at the end of this period, 239 usable questionnaires are 
received. 
Measures 
Widely used measures of the relative deprivation is Tougas et.al. 2005. Items was revised 
to meet the requirements of the study. The scale reflects deprivation of an employee and 
includes six items. All the items are measured by five-point Likert scales (1= strongly 
disagree, 5= strongly agree). Service sabotage, on the other hand, is measured by using 
Harris and Ogbonna(2002). The scale includes eight items and involves marketing 
employees' intentional actions that influence negatively the delivery of service. All the 
items are measured by five-point Likert scales (1= strongly disagree, 5= strongly agree). 
The anger rumination scale includes 19 items and that are grouped under four 
dimensions (i.e. angry afterthoughts, thoughts of revenge, angry memories and 
understanding of causes) developed by Sukhodolsky et.al. (2001). In this study, 
participants were asked to rate each item of the anger rumination on a five-point Likert-
type scale ranging from 1= strongly disagree, 5= strongly agree in terms of how well the 
items corresponded to their beliefs about themselves. As the original measures are 
developed in English, a procedure involving several rounds of translation and back 
translation is followed to ensure that the measures translated into Turkish were 
equivalent to the English version.  
 Results 
Reliability of Measures 
The data are initially analyzed using exploratory factor analyses with principal 
component extraction and varimax rotation method to assess the psychometric 
properties of the instrument. First, each multiple-item scale is reviewed to establish that 
they were unidimensional. For each construct the analyses revealed one-factor 
solutions. Once the unidimensionality of the scales are established, reliability tests are 
conducted to determine the degree to which the scales are free from error and internally 
consistent. Standing the data linking the prior literature, the exploratory factor analyses 
conducted for anger rumination produced a four factor solution respectively. Then, the 
reliability of each scale is examined. The results showed that almost all the Cronbach’s 
Alpha values are greater than the recommended level of 0.70, thus indicating adequate 
internal consistency (Nunnally and Bernstein 1994). The number of items utilized and 
Cronbach’s coefficient alpha for each construct are displayed in Table 1. 
Table 1: Reliability Results 
Construct Number of Items Cronbach’s Coeeficient Alpha  
Relative deprivation 6 %78 
Service sabotage 8 %89 
Angry afterthoughts 6 %92 
Thoughts of revenge 4 %91 
Angry memories 5 %85 
Understanding of causes 4 %88 

Data Analysis 
According to the findings of the study, the results show goodness fit (χ2=2308.680, 
degree of freedom= 582, χ2/df= 4.02, RMSEA =.09, CFI =.92, NFI=.87). The hypotheses 



Vol. 2, no.4, Winter, 2016   102 
 

are tested using multiple regression analysis, presented in Table 2. Model 1 examines 
H1 and the results supports H1 that an employee have a relative deprivation they tend 
to show stronger service sabotage in their workplace to the customers (β=0.67, p<0.01). 
To explore the moderating effects of anger rumination (including all the dimensions-
angry afterthoughts, thoughts of revenge, angry memories and understanding of causes) 
we performed a median split of the sample into high and low groups based on anger 
rumination. Separate regression analyses were conducted on each subgroup, and the 
regression coefficients between both groups were compared by means of unpaired t-tests. 
Table 3 indicates that the relationship between relative deprivation and service sabotage 
is significant when angry afterthoughts are high (β=0.42, p<0.01) and thoughts of 
revenge is high ((β=0.67, p<0.01). So the H2a and H2b is supported. Besides, there is 
no significance role of the angry memories or understanding of causes of the anger 
rumination on the relationship between relative deprivation and the service sabotage. 
So the H2c and the H2d is not supported in this study.  
Table 2: Results of Hypothesis 
Hypothesis Relationship Path Value Results 
    
H1 Relative Deprivation→Service Sabotage .67*** Supported 

Fit Measures    

R2 998 908 90 

Path coefficients are standardized. * p < .1.** p < .05, *** p < .01. 

 
Table 3: Moderator role of anger rumination between relative deprivation and service 
sabotage 
 DV: 

service  
sabotage 

   DV: 
service  
sabotage

 DV: 
service 
sabotage

    DV: 
service 
sabotage 

 

 Angry 
afterthoughts 
level 

   Thoughts of 
revenge level 

 Angry 
Memories
level 

    Understanding 
of causes level 

 Low         High    Low     High  Low    High   Low     High

Relative 
deprivation 

.11 .42***  .16 .67***  .09 .15  .24 .37 

F value 4.08* 6.14** 1.12 1.89* 1.08 3.97 5.67 3.21 

N 110 129 110 129 110 129 110 129 

R2adj .20 .22 .24 .26 .16 .13 .36 .39 
* p < .1, ** p < .05, *** p < .01. 

Discussion and Future Studies 
First this study show that relative deprivation has an effect on service sabotage. If 
marketing employees think that they have no chance to improve their situation for their 
workplace they tend to reduce the service quality of the organization and even show 
undesirable behaviors which can be called service sabotage. While previous studies 
investigated the formation process of the relative deprivation as the reason like work-
family conflict or the leadership styles, this study specifically demonstrated how the 
anger rumination moderates the relation of relative deprivation and service sabotage. 
Specifically we found that, if marketing employee think that they have a relative 
deprivation on their workplace, their angry afterthoughts and thoughts of revenge 
enhances the service sabotage of their organization. Their high level of the thoughts of 
revenge could cause for more ignored firm service rules, retaliate against rude customers 
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or more boasting in front of customers. On the other hand, having high angry memory 
level or high understanding of causes have no significance effect on to improve the 
service sabotage. Interesingly, only anger memories of the workplace or the reason of the 
anger time are not adequate reasons to evoke the services sabotage for the marketing 
employees who think they have a relative deprivation on their workplace. We 
investigated the role of the anger rumination on the relationship between relative 
deprivation and the service sabotage. The output of the relative deprivation and the anger 
rumination can be seen as the service sabotage in our study. In the future studies, the 
marketing operational performance or the firm performance could be the dependent 
variable as the output of the marketing employees’ behaviors especially on the services 
industries.  
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