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STATEMENT OF ORIGINALITY 

 

 

 

 

1.    This dissertation is the first study that examined FLEs cognitive appraisal when          

facing with customer aggression into various kinds of threats i.e.., threats to self-

esteem, threats to goal at work and these threats impact FLEs psychological well-

being. 

2. This dissertation illustrated that ‘customer is always right’ organizational     

philosophy factor exacerbated the relationship between customer aggression and 

cognitive appraisal whereas emotional intelligent buffered the relationship 

between cognitive appraisal and emotional exhaustion. These findings have not 

been investigated. 

   


