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ABSTRACT

This paper explores the relationship between psychological entitlement and behavioral outcomes
within Beijing's rapidly growing service sector. The study proposes an integrated model that
examines how psychological entitlement—a pervasive belief in one's deservingness without
corresponding effort—affects key workplace behaviors, including job performance, organizational
citizenship behavior (OCB), counterproductive work behavior (CWB), and customer service quality.
The model considers the influence of Beijing’s unique cultural and economic context, particularly
the interplay between traditional Chinese values and modern business practices. It highlights the
moderating role of cultural dimensions such as collectivism and power distance in shaping the
manifestation of entitlement. The findings suggest that psychological entitlement can lead to
decreased OCB, increased CWB, and lower customer service quality, posing significant challenges
for management in Beijing's competitive service industry. Practical implications include strategies
for mitigating the negative impacts of entitlement through leadership approaches that emphasize
fairness, transparency, and inclusiveness. The paper underscores the importance of ongoing
research into psychological entitlement, particularly within non-Western contexts, to enhance

organizational effectiveness and employee well-being.

KEYWORDS: Psychological entitlement, Service sector, Beijing, Organizational behavior, Cultural moderation.

I. INTRODUCTION

Beijing, as the capital city of China, holds a pivotal role in the nation's economic landscape, particularly in its
rapidly growing service sector. The service sector in Beijing is a critical component of the city's economy,
contributing significantly to its GDP and providing employment opportunities to millions. In recent years, the
service sector has expanded to include a wide range of industries, such as finance, technology, tourism, retail, and
professional services. This expansion is driven by the city's strategic focus on becoming a global hub for

innovation, culture, and international business.

Journal of Digitainability, Realism & Mastery (DREAM), 2024, Vol. 03 (07)

Website: www.dreamjournal.my

82


https://dreamjournal.my/
https://doi.org/10.56982/dream.v3i07.252
http://www.dreamjournal.my/

DREAM JOURNAL - VOL. 03, ISSUE 07, 2024

The growth of the service sector in Beijing aligns with China's broader economic transformation from a
manufacturing-based economy to one that is increasingly dominated by services. According to the Beijing
Municipal Bureau of Statistics, the service industry accounted for over 80% of the city's GDP in recent years, with

high-tech services, cultural and creative industries, and financial services being key contributors .

Beijing's service sector is not only significant domestically but also plays an essential role in the global
economy. The city's position as a major financial center in Asia, combined with its rich cultural heritage and
status as a political capital, makes it an attractive destination for multinational corporations, investors, and
tourists. This economic environment creates a unique context for studying workplace behaviors, particularly in

how psychological factors such as entitlement influence employee performance and organizational outcomes.

Despite the importance of the service sector in Beijing's economy, there is a limited understanding of how
psychological factors, specifically psychological entitlement, affect employee behavior and organizational
outcomes in this context. Psychological entitlement, defined as a pervasive sense of deservingness without
corresponding effort or merit, has been linked to various negative workplace behaviors, such as reduced job
performance, increased counterproductive work behaviors, and strained interpersonal relationships (Zitek &

Vincent, 2015; Campbell et al., 2004).

In the service sector, where employee-customer interactions are critical to business success, the implications
of psychological entitlement are particularly concerning. Entitled employees may feel justified in providing subpar
service or engaging in unethical behaviors if they believe they are not receiving the treatment they deserve (Miller,
2015). This can lead to lower customer satisfaction, decreased employee morale, and ultimately, harm to the

organization's reputation and profitability.

However, existing research on psychological entitlement has primarily focused on Western contexts, with
limited studies exploring how this construct operates in non-Western settings, particularly in rapidly developing
economies like China. Furthermore, the unique cultural, economic, and organizational dynamics in Beijing's
service sector may influence how psychological entitlement manifests and impacts behavior. For example, the
Confucian values that underpin Chinese society, which emphasize hierarchy, respect for authority, and

collectivism, may interact with entitlement in ways that differ from Western norms (Zhang & Veenhoven, 2008).

The primary objective of this paper is to develop an integrated model that elucidates the relationship between
psychological entitlement and behavioral outcomes within the service sector in Beijing, China. Psychological
entitlement, characterized by an individual's belief that they deserve more than others regardless of merit
(Campbell et al., 2004), has been widely studied in various contexts. However, its specific impact on workplace
behaviors, particularly in service-oriented industries, remains underexplored. The proposed model seeks to bridge
this gap by integrating psychological entitlement with key behavioral outcomes such as job performance,
organizational citizenship behavior (OCB), counterproductive work behavior (CWB), and customer service

quality.
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This model aims to provide a comprehensive framework that accounts for individual-level factors (e.g.,
personality traits, entitlement), organizational influences (e.g., culture, leadership), and broader cultural and
regional factors specific to Beijing. By doing so, the paper seeks to offer a nuanced understanding of how
psychological entitlement manifests in the workplace and how it can influence both positive and negative

employee behaviors.

The primary objective of this paper is to develop an integrated model that elucidates the relationship between
psychological entitlement and behavioral outcomes within the service sector in Beijing, China. Psychological
entitlement, characterized by an individual's belief that they deserve more than others regardless of merit
(Campbell et al., 2004), has been widely studied in various contexts. However, its specific impact on workplace
behaviors, particularly in service-oriented industries, remains underexplored. The proposed model seeks to bridge
this gap by integrating psychological entitlement with key behavioral outcomes such as job performance,
organizational citizenship behavior (OCB), counterproductive work behavior (CWB), and customer service

quality.

This model aims to provide a comprehensive framework that accounts for individual-level factors (e.g.,
personality traits, entitlement), organizational influences (e.g., culture, leadership), and broader cultural and
regional factors specific to Beijing. By doing so, the paper seeks to offer a nuanced understanding of how
psychological entitlement manifests in the workplace and how it can influence both positive and negative

employee behaviors.

Practically, understanding psychological entitlement and its outcomes is crucial for managers and HR
professionals in the service sector. Entitlement can lead to a range of behaviors that affect organizational
effectiveness, from reduced job performance to increased instances of counterproductive work behaviors (CWB)
such as absenteeism, theft, or interpersonal conflict (Harvey & Martinko, 2009). By recognizing the signs of
psychological entitlement and its potential impacts, organizations can implement strategies to mitigate these
negative effects, such as tailored leadership approaches, clear communication of organizational values, and

targeted interventions to promote fair and equitable treatment.

1. LITERATURE REVIEW

Psychological entitlement is defined as a stable and pervasive sense that one deserves more or is inherently
deserving of preferential treatment, regardless of actual circumstances or contributions. This sense of entitlement
can manifest in attitudes and behaviors that reflect an expectation of special treatment and a reluctance to

reciprocate efforts or resources to others (Campbell et al., 2004).

The theoretical foundations of psychological entitlement can be traced to various psychological and social
theories. One of the key theories is Equity Theory, which posits that individuals assess fairness in social

exchanges by comparing their inputs (effort, time) to outcomes (rewards, recognition) relative to others (Adams,
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1965). However, entitled individuals perceive themselves as deserving more than others, irrespective of their

actual contributions, leading to feelings of dissatisfaction when their perceived entitlements are unmet.

Another significant theoretical framework is Social Exchange Theory (Blau, 1964), which examines the
dynamics of reciprocal relationships. Entitled individuals often disrupt these dynamics by expecting more than
what they give, leading to an imbalance in social exchanges. This behavior is often rooted in a Narcissistic
Personality framework, where high levels of self-esteem and self-focus contribute to an inflated sense of

deservingness (Emmons, 1987).

The concept of psychological entitlement has evolved over time, with early research focused on its
relationship with narcissism and individual differences in personality. Early studies by Campbell et al. (2004)
established psychological entitlement as a distinct construct from narcissism, emphasizing its pervasive influence

on interpersonal relationships and behavior.

Over the past two decades, research on psychological entitlement has expanded to include its impact on
various workplace behaviors and outcomes. For instance, Naumann et al. (2002) explored entitlement as a
predictor of counterproductive work behaviors, finding that individuals with higher levels of entitlement were

more likely to engage in behaviors that harm the organization.

Psychological entitlement has been linked to several key behavioral outcomes in the workplace, including job

performance, organizational citizenship behavior (OCB), and counterproductive work behavior (CWB).
1. Job Performance:

o Job performance refers to the efficiency and effectiveness with which employees fulfill their job
responsibilities. Entitled employees may exhibit lower job performance due to their belief that
they deserve rewards without having to exert corresponding effort. This can lead to a lack of
motivation and disengagement from tasks, ultimately reducing productivity (Harvey & Martinko,

2009).
2. Organizational Citizenship Behavior (OCB):

o OCB involves discretionary behaviors that go beyond formal job requirements, contributing to
organizational effectiveness. Employees with high psychological entitlement are less likely to
engage in OCB, as they may perceive such behaviors as unnecessary or beneath them. They might
also believe that their contributions are already superior and therefore do not require additional

effort (Zitek et al., 2010).
3. Counterproductive Work Behavior (CWB):

o CWB includes behaviors that harm the organization or its members, such as theft, sabotage, or
workplace aggression. Entitled employees are more prone to engage in CWB, especially when
they feel that their perceived entitlements are not met. They may rationalize these behaviors as

justified retaliation for perceived unfair treatment (Miller, 2015).
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Numerous studies have investigated the link between psychological entitlement and workplace behaviors. For
instance, studies have consistently found that psychological entitlement is negatively correlated with job
performance. Entitled employees tend to expect rewards without making commensurate contributions, leading to

decreased motivation and lower overall performance (Grijalva & Newman, 2015).

Research has also shown that psychological entitlement negatively impacts OCB. Entitled employees often
resist engaging in extra-role behaviors, as they may feel such actions are unnecessary given their self-perceived

superiority (Zitek et al., 2010).

Additionally, psychological entitlement is positively associated with CWB. Entitled employees are more likely
to engage in behaviors that harm the organization, especially when they perceive that their entitlements are not
recognized or rewarded. These behaviors include theft, sabotage, and workplace conflict, all of which can

significantly disrupt organizational functioning (Miller, 2015).

Beijing, as the capital of China, is a hub for various industries, particularly the service sector, which plays a
pivotal role in its economy. The service sector in Beijing is characterized by its diversity, encompassing industries
such as finance, information technology, hospitality, healthcare, and education. The rapid urbanization and
economic development in Beijing have led to a booming service sector, which now contributes significantly to

the city's GDP.

One unique characteristic of the service sector in Beijing is its high level of competition. Due to Beijing's
status as a leading city in China, there is intense competition among businesses, which drives the demand for
high-quality service and innovation. Employees in the service sector are often under significant pressure to meet
high performance standards, which can exacerbate feelings of entitlement, particularly if employees perceive that

their contributions are undervalued or unrecognized.

Another distinctive feature is the heavy reliance on human capital. Unlike manufacturing, the service sector
relies extensively on the quality of interpersonal interactions between employees and customers. This emphasis
on human capital means that employee attitudes, behaviors, and well-being are crucial determinants of business
success. Psychological factors like entitlement can therefore have a profound impact on service delivery and

customer satisfaction.

Cultural influences in China, deeply rooted in Confucian values, significantly shape workplace behaviors and
attitudes. Key cultural dimensions such as collectivism, respect for authority, and the importance of social

harmony play critical roles in moderating how psychological entitlement manifests in employee behavior.

In a collectivist society like China, the group's needs are often prioritized over individual desires. However,
in the fast-paced, competitive environment of Beijing's service sector, there may be a growing tension between

traditional collectivist values and emerging individualistic tendencies, particularly among younger employees
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who are more exposed to global influences. This tension can moderate the relationship between psychological

entitlement and behavioral outcomes.

For instance, employees who feel entitled might engage in behaviors that disrupt team cohesion or violate
social norms, but the collectivist culture may suppress overt displays of entitlement, leading to more subtle forms
of resistance or disengagement. Furthermore, the Confucian emphasis on hierarchy and respect for authority may
also moderate entitlement behaviors. Employees might feel entitled, but cultural norms could lead them to express
this entitlement in ways that are less confrontational, such as passive-aggressive behavior or withdrawal, rather

than open defiance.

In Beijing, where rapid modernization coexists with deep-rooted cultural traditions, these cultural dynamics
are particularly pronounced. The city's role as a cultural and political center means that employees may face
additional pressures to conform to traditional norms, even as they navigate the demands of a modern, competitive

service environment.

While there is substantial literature on psychological entitlement and its effects on workplace behavior, there
is a notable gap in studies that integrate these concepts specifically within the service sector, especially in the
context of Beijing. Most existing research on psychological entitlement has been conducted in Western contexts,

with limited exploration of how these dynamics play out in non-Western settings, such as China.

Furthermore, while there are studies on cultural influences in Chinese workplaces, few have explicitly
examined how these cultural factors interact with psychological entitlement to influence behavioral outcomes.
The service sector in Beijing presents a unique context where the pressures of urbanization, modernization, and
intense competition intersect with traditional cultural values, creating a complex environment that warrants

deeper investigation.

There is also a lack of comprehensive models that account for the moderating and mediating effects of cultural
and organizational factors on the relationship between psychological entitlement and behavioral outcomes.
Existing models often focus on individual-level factors without adequately considering the broader contextual

influences that are particularly relevant in a culturally rich and economically dynamic city like Beijing.

To address these gaps, future research should aim to develop and empirically test integrated models that
consider both individual psychological factors and the broader cultural and organizational context in which these
factors operate. Such models could provide more nuanced insights into the mechanisms through which
psychological entitlement affects employee behavior in Beijing's service sector, ultimately contributing to more

effective management practices in this important economic area.

1. METHODOLOGY

The proposed conceptual model integrates psychological entitlement with various behavioral outcomes

within the workplace, particularly in the service sector. Psychological entitlement is defined as an individual's
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pervasive belief that they deserve more or are entitled to preferential treatment, regardless of their actual
contributions (Campbell et al., 2004). This model suggests that psychological entitlement significantly influences
key behavioral outcomes such as job performance, organizational citizenship behavior (OCB), counterproductive
work behavior (CWB), and customer service quality. For instance, entitled employees may underperform due to
unrealistic expectations of rewards or promotions (Grijalva & Newman, 2015). Additionally, there is a negative
correlation between entitlement and OCB, as entitled individuals may feel that going beyond their job
requirements is unnecessary (Zitek & Jordan, 2016). High levels of entitlement are also associated with increased
CWSB, including dishonesty, workplace aggression, and resistance to authority (Harvey & Martinko, 2009). In
service-oriented roles, entitlement may lead to poor customer interactions, ultimately affecting service quality

(Campbell et al., 2011).

The model also incorporates moderators and mediators to explain the variability in outcomes. Cultural values,
such as collectivism versus individualism, and organizational policies can moderate the impact of entitlement on
behavior (Jung et al., 2017). Additionally, factors such as job satisfaction, perceived fairness, and organizational
commitment could mediate the relationship between psychological entitlement and its behavioral outcomes (Zitek

& Vincent, 2015).

Several antecedents contribute to the development of psychological entitlement, with personality traits
playing a significant role. Traits like narcissism and low agreeableness are strongly correlated with a sense of
entitlement (Campbell et al., 2004; Moeller et al., 2009). Narcissistic individuals, characterized by an inflated sense
of self-importance and a need for admiration, are particularly prone to developing entitlement (Grijalva &
Newman, 2015). Furthermore, organizational culture significantly influences psychological entitlement. Cultures
that reward individual achievement over collective success or that lack clear rules and standards can inadvertently
foster entitlement among employees (Harvey & Harris, 2010). For example, organizations that overly emphasize
individual rewards and recognition may contribute to a sense of entitlement, especially if these rewards are
perceived as unfair or arbitrary (Zitek & Vincent, 2015). Additionally, leadership styles, particularly
transformational and authoritarian leadership, are critical antecedents of psychological entitlement.
Transformational leaders who excessively praise or reward certain individuals without clear, merit-based criteria
can contribute to an inflated sense of entitlement (Harvey & Harris, 2010). Conversely, authoritarian leaders,
characterized by strict control and a lack of employee autonomy, may also inadvertently foster entitlement as

employees begin to feel entitled to more freedom and recognition (Jung et al., 2017).

Psychological entitlement significantly influences various behavioral outcomes within the service sector,
particularly in Beijing. Entitled employees often perceive themselves as deserving special treatment without
corresponding effort, which can lead to reduced job performance. This is because such employees may lack the
motivation to engage fully in tasks they perceive as beneath them. Recent studies have shown that high levels of
psychological entitlement correlate with lower job performance, especially in environments with high job

demands and limited autonomy (Gollwitzer, Rothmund, & Siissenbach, 2023).
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Furthermore, psychological entitlement tends to diminish organizational citizenship behavior (OCB), which
refers to discretionary actions that contribute to organizational effectiveness. Entitled individuals may feel that
going beyond their basic job duties is unnecessary or that others should engage in these behaviors on their behalf.
A recent meta-analysis highlighted that psychological entitlement is negatively correlated with OCB, particularly
in collectivist cultures where group harmony and extra-role behavior are highly valued (Campbell, Campbell, &

Brown, 2022).

In addition, psychological entitlement has been linked to an increase in counterproductive work behavior
(CWB), including actions that harm the organization or its members, such as theft or sabotage. Entitled employees
may engage in CWB as a form of retaliation when their perceived expectations are unmet. Research indicates a
significant positive relationship between psychological entitlement and CWB, suggesting that entitlement fosters

a sense of injustice that legitimizes deviant behaviors (Grijalva, Harms, & Newman, 2023).

Customer service quality is also negatively impacted by psychological entitlement, particularly in the service
sector where high-quality customer interactions are crucial. Entitled employees often lack the patience and
empathy required for effective customer service, leading to negative customer experiences. A cross-cultural study
found that psychological entitlement is associated with lower service quality, as entitled employees are less likely

to perform the emotional labor necessary for excellent customer service (Brown, Lam, & Takahashi, 2022).

Cultural values, organizational policies, and other contextual factors play crucial roles in moderating and
mediating these relationships. In collectivist cultures, such as those prevalent in China, cultural norms
emphasizing group harmony and respect for authority can moderate the expression of psychological entitlement,
potentially mitigating its negative effects on behaviors like OCB and job performance (Farh, Hackett, & Liang,
2023).

Organizational policies, including clear performance management systems and perceptions of organizational
justice, can also reduce the negative impacts of entitlement on job performance and OCB (Lee, Kim, & Shin, 2023).
Contextual factors, such as economic conditions and job market competitiveness, further mediate the impact of
psychological entitlement on behavioral outcomes. For instance, in economically uncertain environments, the
relationship between psychological entitlement and workplace deviance can intensify, particularly in service

sectors where job stability is a concern (Zhang, Wang, & Zhou, 2022).

Empirical testing of the proposed model of psychological entitlement and behavioral outcomes within
Beijing's service sector, a quantitative research design utilizing a cross-sectional survey method is
recommended. This approach is ideal for collecting data at a single point in time, which is crucial for examining
the relationships between psychological entitlement and various behavioral outcomes. Surveys are a widely
recognized method in organizational behavior research for measuring psychological constructs and their effects
on work-related outcomes. They are particularly effective for gathering large amounts of data from diverse
samples, making them suitable for studying employees across different service sector organizations in Beijing

(Creswell & Creswell, 2018). The cross-sectional design allows for the analysis of correlations between
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psychological entitlement and behavioral outcomes within a specific timeframe, providing a snapshot of how
these variables interact in the current organizational context (Bryman, 2016). The survey would incorporate
standardized scales, such as the Psychological Entitlement Scale by Campbell et al. (2004), to measure
psychological entitlement, as well as instruments for assessing job performance, organizational citizenship
behavior (OCB), and counterproductive work behavior (CWB). Additionally, the survey would include items to
evaluate potential moderating and mediating variables, such as organizational culture and employee perceptions

of fairness.

For sampling, a stratified random sampling technique is proposed to ensure that the sample accurately
represents the diverse sub-sectors within Beijing's service industry, including hospitality, retail, finance, and
healthcare. Stratified random sampling involves dividing the population into subgroups (strata) based on relevant
characteristics, such as job role, sector, or organizational size, and then drawing a random sample from each
stratum. This method minimizes sampling bias and enhances the generalizability of the findings to the broader
service sector in Beijing (Etikan & Bala, 2017). To ensure robust statistical analysis, a sample size calculation
should be conducted based on the expected effect size, desired power level, and significance level. Given the large
population of service sector employees in Beijing, a sample size of approximately 300-500 respondents would be

appropriate to capture the variability across different sub-sectors (Cohen, 1988).

The inclusion criteria for the study would target employees working full-time in the service sector in Beijing,
with at least one year of experience in their current organization. This ensures that participants have sufficient
exposure to the work environment and organizational culture. Data collection could be carried out through online
survey platforms, such as Qualtrics or Google Forms, as well as paper-based questionnaires distributed in
participating organizations. Ethical considerations would include obtaining informed consent from all
participants, ensuring confidentiality and anonymity, and informing participants of their right to withdraw from
the study at any time without penalty. This research design and sampling strategy provide a comprehensive and
representative approach to empirically testing the proposed model, yielding findings that are both reliable and

applicable to the broader context of the service industry in Beijing.

Data collection phase of this study on psychological entitlement and behavioral outcomes within Beijing's
service sector, a combination of questionnaires and interviews is proposed. Questionnaires offer a structured
approach to collecting quantitative data, making them particularly effective for assessing psychological constructs
like entitlement and associated workplace behaviors. These questionnaires could include Likert-scale items
measuring variables such as psychological entitlement, job performance, organizational citizenship behavior, and
counterproductive work behavior. By standardizing the questions, a large sample can be analyzed statistically,
which is essential for identifying trends and relationships. This method's cost-effectiveness and ability to ensure
respondent anonymity can encourage honest and reliable responses, as demonstrated in recent studies like that

of Neves et al. (2021), which explored the relationship between psychological entitlement and work outcomes.
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In addition to questionnaires, semi-structured interviews can be conducted to gather qualitative data, offering
deeper insights into the nuances of psychological entitlement and its effects on behavior. Interviews allow for
flexibility in exploring participants' attitudes, perceptions, and experiences, particularly regarding how cultural
factors in Beijing influence these dynamics. Such qualitative data can reveal context-specific factors that might
not emerge through structured questionnaires alone. For instance, Zhang et al. (2022) utilized interviews to
examine the role of cultural values in shaping employee behavior in Chinese organizations, highlighting the value

of this method in understanding complex social constructs.

For data analysis, multiple regression analysis and structural equation modeling (SEM) are recommended.
Regression analysis is a powerful tool for examining the relationships between psychological entitlement and
various behavioral outcomes, such as job performance and counterproductive work behavior. This method allows
researchers to control for other variables, exploring potential interactions between entitlement and moderating
factors like cultural values. Recent research by Green et al. (2023) effectively used regression analysis to predict

counterproductive work behaviors, including psychological entitlement as a key predictor.

SEM, on the other hand, provides a more sophisticated approach to testing the proposed integrated model by
allowing for the examination of complex relationships between observed and latent variables. This method is
particularly valuable when dealing with multiple dependent and independent variables, as well as mediating and
moderating effects. SEM also includes measurement models to validate the constructs being studied, ensuring the
reliability of the questionnaire items. The recent study by Li et al. (2022) utilized SEM to explore the relationships
between psychological entitlement, job satisfaction, and work-related behaviors, demonstrating the method's
effectiveness in modeling complex theoretical frameworks. Combining these data collection and analysis methods
will ensure a comprehensive and nuanced understanding of psychological entitlement and its behavioral

outcomes in Beijing's service sector.

1v. DISCUSSION & CONCLUSION

The proposed model of psychological entitlement and behavioral outcomes offers several theoretical
contributions to the existing literature. It expands the construct of psychological entitlement by placing it within
the specific context of Beijing's service sector, an area that has been underexplored. This model also integrates
multiple behavioral outcomes, including both positive and negative consequences, thus highlighting the complex
nature of entitlement and its diverse effects on employee behavior. Additionally, by incorporating Chinese cultural
dimensions such as collectivism and respect for hierarchy, the model acknowledges the moderating role of cultural
context, suggesting that psychological entitlement may manifest differently in Eastern cultures compared to

Western contexts.

Practically, the findings from this model can be applied to manage and mitigate the effects of psychological

entitlement within the service sector. Organizations can implement leadership strategies that foster accountability
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and fairness, and establish clear expectations and equitable reward systems to reduce feelings of entitlement.
Employee development programs that promote humility and self-awareness, such as mindfulness training, can

also help manage entitlement tendencies, improving both interpersonal relationships and job satisfaction.

However, the model has certain limitations that future research should address. The cultural specificity of the
model may limit its generalizability to other regions or countries, and there is a need for more accurate
measurement tools to capture the nuances of psychological entitlement across different organizational settings.
Longitudinal studies could provide more robust evidence of the causal relationships outlined in the model, while
experimental research could assess the effectiveness of organizational interventions designed to mitigate
entitlement's negative effects. Despite these limitations, the proposed model makes significant contributions to
the understanding of psychological entitlement and lays the groundwork for future empirical studies and practical

interventions aimed at enhancing employee well-being and organizational effectiveness.

In this paper, we developed an integrated model to explore the relationship between psychological entitlement
and behavioral outcomes within the service sector in Beijing, China. The primary objective was to understand
how psychological entitlement influences various employee behaviors, such as job performance, organizational
citizenship behavior (OCB), counterproductive work behavior (CWB), and customer service quality, within the
unique cultural and economic context of Beijing. Psychological entitlement, characterized by an exaggerated sense
of deservingness, was identified as a critical predictor of both positive and negative workplace behaviors. Entitled
individuals often display lower levels of OCB and higher levels of CWB, as they may feel justified in engaging in
behaviors that harm the organization if they perceive their needs or expectations are unmet (Harvey & Harris,
2010). In the service sector, where customer interaction is frequent and vital to business success, entitled
employees may negatively impact customer service quality by exhibiting less empathy and patience, leading to

lower customer satisfaction (Neves & Story, 2015).

The service sector in Beijing is rapidly expanding, and the competitive environment amplifies the impact of
employee behaviors on organizational success. The cultural context of Beijing, with its blend of traditional
Chinese values and modern business practices, provides a unique backdrop for understanding psychological
entitlement (Liu et al., 2020). Cultural dimensions, such as collectivism and power distance, were discussed as
potential moderators that influence how psychological entitlement manifests and affects behavior in the
workplace. For example, the high power distance in Chinese culture may exacerbate the negative effects of
entitlement, as employees may feel more justified in expecting preferential treatment or rewards (Hofstede, 2001).
The integrated model proposed in this paper links psychological entitlement to various behavioral outcomes, with
moderating effects from cultural and organizational factors. The model suggests that entitlement leads to reduced
OCB and increased CWB, with these effects potentially moderated by factors such as organizational culture and
leadership style (Zitek & Jordan, 2021). Additionally, the model hypothesizes that cultural values in Beijing,
particularly those related to authority and hierarchy, may strengthen the relationship between psychological
entitlement and negative workplace behaviors, making the understanding and management of entitlement crucial

in this context.
92



DREAM JOURNAL - VOL. 03, ISSUE 07, 2024

Understanding psychological entitlement and its impact on employee behavior is of paramount importance
for organizations in Beijing's service sector. As the service industry grows and competition intensifies, the
behaviors of frontline employees can significantly influence organizational success. Psychological entitlement, if
left unmanaged, can lead to detrimental outcomes such as decreased employee cooperation, increased workplace
conflicts, and ultimately, reduced customer satisfaction. In the context of Beijing, the interplay between cultural
values and psychological entitlement offers unique challenges and opportunities for managers. By recognizing
the potential for entitlement to manifest differently in a high power distance and collectivist culture, organizations
can develop tailored strategies to mitigate its negative effects. This may include promoting a culture of fairness
and transparency, offering training programs to enhance empathy and customer service skills, and implementing
leadership styles that balance authority with inclusiveness. The insights from this paper underscore the necessity
for ongoing research and practical interventions to address psychological entitlement in the workplace. As
organizations in Beijing and beyond continue to navigate the complexities of employee behavior in a globalized
economy, understanding the nuances of psychological entitlement will remain critical to fostering a productive

and harmonious work environment.
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