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ABSTRACT  

This paper explores the relationship between psychological entitlement and various behavioral 

outcomes, including job performance, turnover intentions, and interpersonal conflict, within 

Beijing’s service sector. The study proposes an integrated model that examines entitlement as a key 

factor influencing these outcomes, with potential mediating variables such as job satisfaction and 

moderating factors like organizational culture. The framework highlights how entitlement-driven 

attitudes can negatively impact employee behavior and organizational performance, particularly in 

high-stress service environments. The paper also suggests future empirical research to test the 

model across different service industries in urban centers and emphasizes the need for longitudinal 

studies to understand the long-term effects of psychological entitlement on employee behavior. This 

interdisciplinary approach offers valuable insights for managing entitlement perceptions and 

improving workplace dynamics. 

Keywords: psychological entitlement, service sector, employee behavior, organizational 

performance 

I. INTRODUCTION  

Psychological entitlement is defined as an individual's belief that they inherently deserve more than others, 

irrespective of their actual efforts or achievements (Campbell et al., 2004). This attitude is characterized by a sense 

of personal superiority and expectation of preferential treatment, often without justification. In organizational 

settings, particularly in the service sector, psychological entitlement can significantly impact workplace dynamics. 

Service sector employees interact frequently with customers, co-workers, and management, making them highly 

susceptible to the influence of entitlement attitudes on their behavior and performance. 

In the service industry, where high levels of collaboration, customer service, and emotional labor are essential, 

psychological entitlement can lead to interpersonal conflicts, job dissatisfaction, and lower job performance 

(Harvey & Martinko, 2009). Entitled employees may expect special privileges, which can create friction with 

colleagues and lead to a lack of teamwork and cooperation. Moreover, when their inflated expectations are unmet, 
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entitled individuals often experience dissatisfaction and disengagement, which negatively impacts their 

productivity and increases their likelihood of turnover (Zitek & Jordan, 2021). 

In Beijing’s service sector, these issues are especially relevant due to the city's competitive labor market and 

the high pressure placed on service employees. Entitlement attitudes can exacerbate challenges in managing 

employee behavior and performance, making it crucial for organizations to understand and address the 

implications of psychological entitlement. By exploring how entitlement influences key behavioral outcomes, 

such as job performance and turnover, this paper aims to provide insights into managing entitlement in a way 

that enhances both individual and organizational outcomes. 

Despite growing interest in the concept of psychological entitlement, there remains a significant gap in 

understanding its impact on employee behavior and performance, particularly within high-pressure service 

environments such as Beijing’s service sector. Psychological entitlement, characterized by an inflated sense of 

deservingness and expectations for special treatment without corresponding effort or merit, has been linked to 

various negative workplace outcomes, including interpersonal conflict and reduced cooperation (Grubbs & Exline, 

2016). However, much of the existing research on entitlement has focused on general organizational settings or 

individual psychological traits, rather than examining its effects in industry-specific contexts like the service 

sector, where daily interactions with demanding customers and fast-paced operations can exacerbate feelings of 

entitlement (Zitek & Jordan, 2016). 

In service industries, particularly in large urban centers such as Beijing, employees are often required to 

balance high levels of customer interaction with strict organizational expectations, making them more susceptible 

to experiencing entitlement-related frustrations. Entitlement-driven behaviors in these environments can 

manifest as resistance to authority, decreased job performance, increased turnover intentions, and interpersonal 

conflicts with colleagues or supervisors (Harvey & Martinko, 2009). Yet, the specific dynamics of how 

psychological entitlement influences these behavioral outcomes in the context of Beijing’s service sector remain 

largely unexplored. 

Understanding this relationship is crucial for service sector organizations, as high levels of turnover and 

performance issues can negatively affect customer satisfaction and business outcomes. Research is needed to 

assess the mechanisms through which entitlement shapes employee behavior in these high-stress environments 

and to explore potential strategies for mitigating the negative effects of entitlement in service roles (Naumann et 

al., 2018). By addressing these gaps, this paper aims to provide a comprehensive conceptual model that links 

psychological entitlement with key behavioral outcomes such as job performance, turnover intentions, and 

interpersonal conflict, contributing to the broader field of organizational behavior and service management. 

The purpose of this paper is to develop an integrated conceptual model that explores the relationship between 

psychological entitlement and various behavioral outcomes, with a specific focus on Beijing's service sector. 

Psychological entitlement, defined as the belief that one is inherently deserving of privileges and special 

treatment, has been linked to numerous negative organizational outcomes, including lower job performance, 
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higher turnover intentions, and increased interpersonal conflicts (Campbell et al., 2018). In high-pressure service 

environments, such as those found in Beijing's hospitality, retail, and customer service industries, these behaviors 

can significantly impact both individual and organizational performance. 

This paper aims to investigate how psychological entitlement manifests in the service sector, where the 

constant interaction with customers and co-workers often magnifies entitlement-driven behaviors. By examining 

the impact of entitlement on key behavioral outcomes—job performance, turnover intentions, and interpersonal 

conflict—the study seeks to provide a clearer understanding of the mechanisms through which entitlement affects 

workplace dynamics. Additionally, the paper explores how factors such as job satisfaction and organizational 

culture may mediate or moderate the relationship between psychological entitlement and these outcomes (Wright 

& Cropanzano, 2019). 

Given the increasing importance of employee retention, performance, and harmonious workplace 

relationships in the competitive service sector, understanding how psychological entitlement influences these 

aspects is crucial. This conceptual model will contribute to the literature on employee behavior in the service 

industry and provide practical insights for human resource managers and organizational leaders seeking to 

mitigate the negative effects of entitlement in the workplace (Mao et al., 2020). 

This paper seeks to address the complexities of psychological entitlement in the service sector by posing 

several key research questions. First, how does psychological entitlement manifest in the behaviors of employees 

in the service sector? Psychological entitlement, often characterized by a pervasive sense of deservingness without 

merit, can lead to behaviors such as demanding special treatment, excessive complaints, or resistance to feedback 

and teamwork (Grijalva & Harms, 2014). In customer-facing roles, this can manifest as an employee prioritizing 

their own comfort over customer satisfaction, or expecting rewards and recognition without putting in the 

necessary effort. The high interpersonal demands and fast-paced nature of the service sector in cities like Beijing 

may amplify these entitlement-driven behaviors. 

Second, what behavioral outcomes are influenced by psychological entitlement in this sector? Prior research 

suggests that psychological entitlement can negatively affect job performance, increase turnover intentions, and 

contribute to interpersonal conflict (Zitek & Jordan, 2016). In the service sector, where teamwork, customer 

interactions, and adaptability are critical, entitlement may undermine collaboration and lead to increased 

absenteeism, lower engagement, and ultimately, higher employee turnover. Additionally, entitled employees may 

be more prone to conflict with colleagues and supervisors, particularly in environments where organizational 

justice or reward distribution is perceived to be unequal (Campbell et al., 2004). 

Third, how can organizations manage entitlement perceptions to improve employee and organizational 

outcomes? Addressing entitlement in the workplace requires targeted management strategies that focus on setting 

clear performance expectations, providing consistent feedback, and fostering a culture of accountability and 

fairness (Fisk, 2010). Research suggests that entitlement can be mitigated through leadership interventions that 

emphasize fairness, transparency, and a shared sense of purpose. Training programs aimed at increasing 
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emotional intelligence, promoting collaborative work environments, and aligning personal goals with 

organizational values may also help reduce the negative impact of entitlement on behavioral outcomes (Harvey 

& Martinko, 2009). 

II. LITERTURE REVIEW  

A. Psychological Entitlement 

Psychological entitlement refers to an individual's belief that they deserve more than others, regardless of 

merit, and is characterized by a sense of deservingness that can lead to interpersonal conflict when expectations 

are unmet. It has roots in personality and social psychology, often linked to narcissism and self-centeredness 

(Campbell et al., 2004). While traditionally viewed as a stable personality trait, recent research suggests that 

entitlement can also be a situational state triggered by specific circumstances (Harvey & Martinko, 2009). As a 

trait, entitlement tends to be stable over time, influencing how individuals view their workplace roles and rewards. 

As a state, entitlement can fluctuate based on situational factors, such as perceived unfair treatment or inequity 

in the workplace (Zitek et al., 2010). Entitlement often develops early in life, shaped by socialization processes, 

such as overindulgence or excessive praise, which foster an inflated sense of self-worth (Twenge & Campbell, 

2009). In the workplace, psychological entitlement can be exacerbated by organizational cultures that promote 

unfair reward systems or favoritism, leading to dissatisfaction and negative behaviors when expectations are 

unmet (Grubbs & Exline, 2016). Entitlement can also develop in environments where inequity is perceived, as 

employees may feel entitled to better treatment or rewards than they receive. 

As a trait, psychological entitlement influences an individual's overall approach to work and relationships 

with colleagues and supervisors. Highly entitled employees often expect preferential treatment and may 

experience lower job satisfaction when these expectations are not met (Harvey & Harris, 2010). This sense of 

entitlement can also contribute to workplace conflicts, as these individuals may engage in confrontational 

behaviors if they feel that their contributions are undervalued. Conversely, as a state, entitlement may arise from 

specific organizational changes, such as a shift in leadership or evolving priorities, leading to temporary feelings 

of deservingness that influence behavior. For instance, entitlement may increase during periods of organizational 

change, prompting higher turnover intentions or reduced effort among employees who perceive that their 

contributions are being overlooked (Zitek et al., 2010). Both trait and state entitlement are shaped by factors such 

as personal characteristics and situational dynamics. Personal traits like narcissism, low agreeableness, and 

neuroticism are associated with higher levels of entitlement, while organizational factors like leadership practices, 

workplace culture, and performance evaluation systems can either exacerbate or mitigate entitlement (Grijalva & 

Newman, 2015). For example, workplaces that emphasize transparency and merit-based rewards tend to reduce 

feelings of entitlement, as employees perceive their recognition as fairly earned (Campbell et al., 2004). 

Understanding these dynamics is crucial in high-pressure environments like Beijing’s service sector, where 
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psychological entitlement can significantly influence job performance, turnover intentions, and workplace 

relationships. 

B. Behavioral Outcomes in Organizational Settings 

Psychological entitlement, characterized by an inflated sense of deservingness and unrealistic expectations 

from others, has been linked to various negative behavioral outcomes in organizational settings. These outcomes 

are particularly pronounced in high-stress and customer-facing environments such as the service sector. Key 

behavioral outcomes affected by entitlement include job performance, turnover intentions, and interpersonal 

conflict. 

Psychological entitlement can significantly impair job performance, as entitled employees often overestimate 

their contributions and become disengaged when their expectations are not met. Studies show that employees 

with a strong sense of entitlement are more likely to experience dissatisfaction with their roles, leading to reduced 

effort and productivity (Harvey & Martinko, 2009). Entitled employees often expect preferential treatment or 

rewards disproportionate to their performance, which can result in a lack of motivation to meet organizational 

goals (Campbell et al., 2011). In the service sector, where employees must constantly interact with customers and 

handle demanding tasks, entitled attitudes can further hinder the quality of service, negatively impacting 

customer satisfaction and overall job effectiveness (Byrne et al., 2017). 

Turnover intentions, or an employee's likelihood of leaving an organization, are also closely linked to 

psychological entitlement. Research suggests that entitled employees are more likely to experience frustration 

and dissatisfaction when their inflated expectations are unmet, leading to an increased desire to leave the 

organization (Ng et al., 2014). In the service sector, where high turnover rates already pose significant challenges, 

entitled employees may exacerbate the problem by seeking new opportunities that they perceive as more aligned 

with their exaggerated sense of worth. This sense of entitlement can cause employees to overlook the long-term 

benefits of organizational loyalty, further increasing turnover rates (Harvey & Harris, 2010). Additionally, 

frequent turnover driven by entitlement-related dissatisfaction can disrupt team cohesion and place a financial 

burden on organizations due to the costs of recruitment and training. 

Entitlement is also a significant contributor to interpersonal conflict in organizational settings, particularly in 

collaborative environments like the service sector. Entitled employees often struggle to work effectively with 

colleagues and supervisors, as they may perceive any form of criticism or guidance as unjust (Barclay et al., 2017). 

Their inflated sense of deservingness can lead to conflicts over resource allocation, task delegation, or recognition, 

creating tension within teams. Furthermore, entitled individuals are more likely to engage in counterproductive 

work behaviors, such as refusing to cooperate, acting out in frustration, or blaming others for their failures 

(Grijalva & Newman, 2015). In service industries, where teamwork and harmonious interactions are crucial for 

success, entitlement-fueled conflicts can severely disrupt operations and reduce team productivity. 
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C. Service Sector in Beijing 

Beijing's service sector plays a pivotal role in the city's economy, contributing significantly to its GDP and 

employment. As a global metropolis and the political center of China, Beijing has experienced rapid expansion in 

sectors such as finance, hospitality, retail, and information technology. The service industry accounted for 

approximately 80% of the city’s total GDP in recent years, showcasing its dominance in the urban economy (Zhang 

& Liu, 2022). This growth is driven by Beijing’s status as a hub for business, tourism, and international commerce, 

making it a critical region for service-oriented enterprises. However, this expansion brings unique challenges for 

both businesses and employees. 

Employees in Beijing’s service sector, particularly in customer-facing roles such as retail, hospitality, and 

tourism, face high levels of stress due to the demands of providing excellent service in a fast-paced and competitive 

environment. The high expectations for quality service, coupled with long working hours, customer demands, 

and sometimes low wages, can create a tense and challenging work atmosphere (Wang et al., 2021). These 

conditions can exacerbate feelings of frustration and entitlement among employees, particularly when they 

perceive their efforts as underappreciated or inadequately rewarded. 

In such a high-pressure environment, psychological entitlement may become more pronounced. Employees 

in customer-facing roles, who regularly deal with demanding clients and challenging work conditions, may 

develop a heightened sense of entitlement, expecting better treatment, higher compensation, or special privileges 

compared to their peers or customers (Chen, 2020). This entitlement can manifest in negative behavioral outcomes 

such as reduced job performance, higher turnover intentions, and increased interpersonal conflicts with co-

workers or management. Service sector employees who believe they deserve more than what they receive may 

disengage from their roles, contributing to overall inefficiency in the workplace. 

Furthermore, the intense competition within Beijing's service sector often exacerbates the impact of 

psychological entitlement. Organizations that fail to adequately manage employee expectations or recognize 

contributions can inadvertently fuel feelings of entitlement, leading to dissatisfaction and a decline in service 

quality. This poses a significant challenge for managers, as they must balance the need for high performance with 

efforts to maintain employee satisfaction and reduce entitlement-driven conflict (Liu & Zhang, 2021). 

III. METHODOLOGY 

This conceptual model posits psychological entitlement as the independent variable, influencing three key 

behavioral outcomes in the service sector: job performance, turnover intentions, and interpersonal conflict. 

Psychological entitlement, characterized by an individual’s unfounded belief that they deserve more rewards or 

recognition than others, can significantly impact workplace behavior, particularly in the service sector, where job 

demands are high, and customer interactions are frequent. Entitled employees often feel that they are deserving 

of special treatment, which can lead to maladaptive behaviors in the workplace (Campbell et al., 2004). First, job 

performance is often negatively affected by psychological entitlement, as entitled employees may disengage from 
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their responsibilities, believing they are already deserving of rewards regardless of their actual output. This 

disconnect between inflated self-perception and actual job performance leads to reduced productivity and overall 

effectiveness (Naumann et al., 2020).  

Second, turnover intentions are often heightened among employees with strong entitlement beliefs. When 

these employees feel that their expectations are not being met—whether in terms of rewards, recognition, or career 

advancement—they are more likely to seek employment elsewhere, leading to higher turnover rates in the 

organization (Fisk, 2010). Lastly, interpersonal conflict is another potential outcome, as entitled employees may 

experience friction with colleagues or supervisors, especially when they believe their needs are being unmet or 

perceive others as receiving undue advantages. This can disrupt workplace harmony and collaboration (Zitek et 

al., 2010). 

In addition to these direct effects, the model includes job satisfaction as a potential mediating variable and 

organizational culture as a moderating variable. Job satisfaction may mediate the relationship between entitlement 

and the three behavioral outcomes. Entitled employees are likely to experience lower job satisfaction when their 

expectations are not met, which, in turn, can lead to poorer job performance, higher turnover intentions, and 

more frequent interpersonal conflicts (Vigoda-Gadot & Talmud, 2010). On the other hand, organizational culture 

can moderate the impact of entitlement on behavior.  

A supportive organizational culture that promotes fairness, open communication, and feedback may mitigate 

the negative effects of psychological entitlement, as employees may feel more valued and respected, thereby 

reducing their entitlement-driven behaviors. Conversely, in a less supportive or more hierarchical culture, the 

negative effects of entitlement may be amplified, leading to more pronounced declines in performance and 

increases in turnover and conflict (Cohen-Charash & Mueller, 2007). In conclusion, this model highlights the 

complex interplay between psychological entitlement and behavioral outcomes in the service sector and suggests 

that both mediating and moderating factors should be considered when addressing the challenges of managing 

entitled employees. 

In exploring the relationship between psychological entitlement and behavioral outcomes in Beijing’s service 

sector, it is crucial to consider the role of mediating and moderating variables that may influence this relationship. 

Two key factors—job satisfaction as a mediator and organizational culture as a moderator—are proposed to have 

significant impacts on how entitlement manifests in employee behavior, such as job performance, turnover 

intentions, and interpersonal conflict. 

Job satisfaction is identified as a potential mediator in the relationship between psychological entitlement and 

behavioral outcomes. Entitled employees often expect more rewards and recognition than their performance 

merits, which can lead to dissatisfaction when these expectations are unmet (Harvey & Harris, 2010). In the 

context of Beijing’s service sector, where employees work in high-stress environments with frequent customer 

interactions, psychological entitlement can heighten feelings of frustration and disengagement, particularly if 

employees perceive that they are not being adequately rewarded for their efforts. 
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When employees with high entitlement experience unmet expectations, they are likely to become dissatisfied 

with their jobs. This dissatisfaction can lead to disengagement, reduced job performance, and increased turnover 

intentions. For example, dissatisfied employees may lack motivation to provide quality customer service, affecting 

the overall performance of the organization. As a mediator, job satisfaction explains the process by which 

psychological entitlement negatively influences behavioral outcomes, providing a pathway for understanding 

how entitlement-driven expectations result in behavioral consequences (Ng et al., 2014). 

Organizational culture is proposed as a moderator in the relationship between psychological entitlement and 

behavioral outcomes. A supportive organizational culture—characterized by open communication, shared values, 

and an emphasis on fairness—may mitigate the negative effects of psychological entitlement on employee 

behavior. In contrast, an unsupportive or competitive culture may exacerbate the negative consequences of 

entitlement, leading to heightened interpersonal conflicts, reduced cooperation, and lower overall job 

performance (Gelfand et al., 2017). 

For example, in a supportive organizational culture, entitled employees may receive constructive feedback 

and opportunities for development that align their expectations with organizational norms, reducing 

dissatisfaction and improving job performance. On the other hand, in a culture that lacks support or fairness, 

employees with high entitlement may feel justified in acting out their entitlement, leading to conflicts with 

colleagues or supervisors. The presence of a strong, positive organizational culture can thus act as a buffer, 

minimizing the harmful effects of entitlement, while a weak or toxic culture may amplify these effects (Erdogan 

et al., 2015). 

By considering job satisfaction as a mediator and organizational culture as a moderator, this study provides a 

more nuanced understanding of how psychological entitlement influences key behavioral outcomes in Beijing’s 

service sector. These variables offer insight into how organizations can intervene to either mitigate the negative 

effects or harness the potential for positive change through strategic cultural alignment and job satisfaction 

initiatives. 

Based on the conceptual model, three key hypotheses have been developed to examine the relationship 

between psychological entitlement and behavioral outcomes in Beijing’s service sector. These hypotheses focus 

on the direct impact of psychological entitlement on job performance and turnover intentions, as well as the 

moderating role of organizational culture in shaping these relationships. 

Hypothesis 1: Employees with high psychological entitlement will have lower job performance in 

Beijing’s service sector. 

Psychological entitlement is often associated with inflated expectations of rewards, promotions, or 

preferential treatment, regardless of effort or merit. This sense of entitlement can lead to disengagement, reduced 

motivation, and a lack of accountability, all of which negatively impact job performance (Zitek & Vincent, 2015). 

In service-oriented jobs, where high levels of customer interaction and teamwork are required, entitled employees 

may struggle to meet performance expectations, as their focus shifts away from service quality and toward unmet 
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personal expectations (Harvey & Harris, 2010). This hypothesis posits that service sector employees in Beijing 

who exhibit high levels of psychological entitlement are more likely to underperform due to their reduced 

commitment and lower task engagement. 

Hypothesis 2: Psychological entitlement will increase turnover intentions among service sector 

employees. 

Psychological entitlement has also been linked to dissatisfaction in the workplace, particularly when entitled 

individuals perceive that their expectations are not being met. Entitled employees often have unrealistic demands 

for promotions, recognition, or rewards, and when these are not fulfilled, their dissatisfaction leads to increased 

intentions to leave the organization (Harvey et al., 2014). In the context of Beijing’s service sector, where 

employees may face high levels of stress and competition, psychological entitlement could exacerbate feelings of 

unfairness, leading to higher turnover intentions. This hypothesis suggests that entitled employees will be more 

likely to quit their jobs when their inflated expectations are not met, thus contributing to high turnover rates in 

the service industry. 

 

Hypothesis 3: Organizational culture moderates the relationship between entitlement and job 

performance, with supportive cultures mitigating negative behavioral outcomes. 

Organizational culture plays a crucial role in shaping employee behavior and performance. Supportive 

organizational cultures—those that emphasize collaboration, recognition, and fairness—can mitigate the negative 

effects of psychological entitlement by creating an environment where employees feel valued and motivated 

(Zhang et al., 2018). In contrast, unsupportive or highly competitive cultures may exacerbate entitlement-driven 

behaviors, leading to poorer performance and increased conflicts. This hypothesis posits that organizational 

culture acts as a moderating variable, with supportive cultures helping to buffer the negative impact of 

psychological entitlement on job performance. In Beijing’s service sector, where organizational culture varies 

across different businesses, this dynamic could be particularly pronounced, with supportive environments 

potentially reducing entitlement-driven performance issues. 

IV. DISCUSSION AND CONCLUSION  

The proposed conceptual model adds significant value to the existing literature on psychological entitlement 

by extending its application to the service sector, particularly in the context of Beijing. Psychological entitlement, 

traditionally studied in broader organizational settings, has not been sufficiently explored in service industries 

where customer interaction and interpersonal dynamics are central to employee performance. This model 

emphasizes the distinct behavioral outcomes linked to psychological entitlement, such as job performance, 

turnover intentions, and interpersonal conflict, which are especially pertinent in high-pressure service 

environments like hotels, retail, and customer service. 
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One of the key contributions of this model is its focus on the unique characteristics of Beijing’s service sector. 

Beijing, as a rapidly growing urban center, presents a highly competitive environment with significant employee 

turnover challenges. By applying the concept of psychological entitlement within this specific context, the model 

offers insights into how entitlement perceptions can exacerbate issues related to job dissatisfaction, 

disengagement, and conflict with management or co-workers. This is particularly novel because the service sector 

often involves high levels of stress and emotional labor, making the behavioral impacts of entitlement more 

pronounced (Xiong et al., 2020). Employees who feel entitled are more likely to experience dissatisfaction and 

conflict, particularly in customer-facing roles where their expectations are not met, or when they perceive 

inequities in treatment or rewards (Zitek & Jordan, 2016). 

The model also contributes to the literature by introducing mediating and moderating variables such as job 

satisfaction and organizational culture, which have received limited attention in studies of entitlement within 

service industries. The inclusion of job satisfaction as a mediator highlights the psychological mechanisms 

through which entitlement affects job performance and turnover. For example, employees with a high sense of 

entitlement may become quickly dissatisfied when they perceive that their expectations are unmet, leading to 

disengagement and lower performance. This mediating role has been previously discussed in research, but the 

focus on service-specific outcomes and the context of Beijing provides a fresh perspective (Grijalva & Harms, 

2014). 

Furthermore, by incorporating organizational culture as a moderating variable, the model emphasizes the role 

of the work environment in mitigating or amplifying the negative effects of entitlement. A supportive 

organizational culture that fosters clear communication, fairness, and employee recognition can offset the 

detrimental impacts of entitlement on performance and turnover. This adds a practical dimension to the 

theoretical model, suggesting that service organizations can implement cultural changes to manage entitlement-

driven behaviors more effectively (Harvey & Martinko, 2009). 

Overall, this model provides a comprehensive and context-specific framework for understanding how 

psychological entitlement shapes behavioral outcomes in Beijing’s service sector. It bridges the gap between 

existing research on entitlement and the unique challenges faced by service industries, offering new avenues for 

both theoretical exploration and practical application. 

Managing psychological entitlement in the workplace is crucial for managers and HR practitioners, 

particularly in service sectors like Beijing’s, where high interpersonal interaction and stress can exacerbate 

entitlement behaviors. To mitigate its negative effects on job performance, turnover intentions, and interpersonal 

conflict, organizations must adopt effective strategies. One key approach is establishing clear expectations and 

boundaries for employees. Entitlement often arises when employees feel they deserve rewards without 

corresponding effort (Harvey & Harris, 2020). By setting clear performance standards, defining job roles, and 

ensuring transparent promotion criteria, organizations can reduce ambiguity and foster a sense of fairness. 

Providing continuous feedback and maintaining regular communication are equally important. Employees with 
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high entitlement may expect constant praise, leading to dissatisfaction when those expectations are unmet (Zitek 

& Jordan, 2019). Managers should regularly engage employees with balanced feedback, helping recalibrate 

unrealistic expectations while aligning individual efforts with organizational goals. 

Fostering a culture of fairness and accountability is also essential. Research indicates that employees are more 

likely to display entitlement behaviors when they perceive unfairness in how rewards or recognition are 

distributed (Campbell et al., 2017). Organizations should ensure that promotions and bonuses are based on merit 

and objective criteria while holding employees accountable for their performance. This helps reinforce the link 

between effort and rewards, mitigating entitlement-driven expectations. Additionally, training and development 

programs can help reduce entitlement by promoting a growth mindset (Dweck, 2006). Through professional 

development and emotional intelligence training, employees can shift their focus from entitlement to personal 

growth and contributions to the team. Finally, managing team dynamics is vital in service industries, where 

collaboration is key. HR practitioners should foster teamwork through collaboration-based activities and peer 

recognition systems that promote collective success over individual entitlement (Miller, 2019). 

Managing psychological entitlement in the workplace presents several challenges that organizations must 

navigate carefully. One of the main difficulties is identifying entitlement traits during the hiring process. 

Psychological entitlement can be subtle and not easily detectable through standard recruitment methods. 

Traditional interviews or assessments may fail to capture entitled attitudes, as these traits often manifest only 

under certain conditions, such as dissatisfaction with job rewards or perceived unfairness (Campbell et al., 2004). 

Therefore, organizations may inadvertently hire individuals with high levels of entitlement, only discovering 

these traits once they negatively affect team dynamics, job performance, or customer service. 

Another significant challenge is resistance to changes in organizational culture. Employees with high 

entitlement may resist initiatives aimed at fostering collaboration, transparency, or accountability, perceiving 

them as threats to their sense of personal privilege (Harvey & Martinko, 2009). Changing the workplace culture 

to reduce entitlement requires a long-term commitment from leadership, and employees entrenched in entitled 

attitudes may react negatively to performance feedback or expectations of fairness, leading to conflict or 

disengagement. 

Furthermore, psychological entitlement can be exacerbated by organizational practices that are perceived as 

unfair or inconsistent. Employees who feel underappreciated or inadequately rewarded may develop entitlement 

as a coping mechanism, which can create an environment where conflict and disengagement become common 

(Fisk, 2010). Addressing these issues requires a balance between recognizing employees' contributions and setting 

clear boundaries regarding expectations and rewards. 

Organizations can mitigate the negative effects of entitlement through a combination of training, performance 

management, and leadership strategies. Training programs focused on emotional intelligence, conflict resolution, 

and teamwork can help employees recognize and manage entitled attitudes, both in themselves and in others 

(Fehr et al., 2017). Performance management systems that emphasize objective criteria and transparent feedback 
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processes can also reduce entitlement-driven conflicts. By clearly defining job roles, performance expectations, 

and reward structures, organizations can limit the perception of unfairness that often fuels entitlement. 

Leadership plays a critical role in minimizing entitlement-driven conflicts. Transformational leadership, 

which emphasizes vision, inspiration, and employee development, can help create an organizational culture where 

entitlement is less likely to thrive (Hoch et al., 2018). Leaders who model fairness, accountability, and collaboration 

can help shift the focus from individual entitlement to collective success. Regular communication and engagement 

between leadership and employees can further reinforce these values, reducing the likelihood of entitlement-

based conflicts. 

Despite these strategies, managing entitlement remains challenging. It requires ongoing efforts to align 

individual expectations with organizational goals and foster a culture of fairness and mutual respect. Moreover, 

cultural factors specific to Beijing’s service sector, such as high job stress and customer demands, may intensify 

entitlement dynamics, requiring organizations to adapt these strategies to local contexts. 

This paper has developed an integrated model exploring the relationship between psychological entitlement 

and behavioral outcomes in Beijing's service sector. The findings suggest that psychological entitlement, 

characterized by an inflated sense of deservingness without equivalent effort or contribution, can have significant 

negative consequences for organizations, particularly in high-stress environments like the service industry. Key 

behavioral outcomes influenced by psychological entitlement include job performance, turnover intentions, and 

interpersonal conflicts. 

Employees with high psychological entitlement are more likely to exhibit lower job performance due to 

disengagement, unrealistic expectations, and dissatisfaction when their entitlement-driven demands are unmet. 

This aligns with previous studies showing that entitled employees often have inflated self-perceptions and may 

resist feedback, leading to poorer job performance (Harvey & Martinko, 2009). Additionally, entitlement is 

strongly correlated with higher turnover intentions, as employees may feel that they are not being adequately 

rewarded or recognized and thus seek other opportunities, creating instability in organizations (Bedi, 2021). 

Interpersonal conflict is another key behavioral outcome, as entitled employees are more prone to clashes 

with co-workers and supervisors due to perceived injustices and unmet expectations. These conflicts can disrupt 

team dynamics and reduce overall organizational effectiveness (Campbell et al., 2004). The service sector, where 

customer-facing roles demand collaboration and emotional labor, is particularly vulnerable to these negative 

impacts. 

The paper also highlights the role of mediators such as job satisfaction and moderators like organizational 

culture in shaping the entitlement-behavior link. A positive, supportive organizational culture that promotes 

fairness, transparency, and clear communication may mitigate the negative effects of psychological entitlement 

on job performance and reduce turnover intentions (Zitek & Vincent, 2015). Understanding entitlement dynamics 

is crucial for managers and HR practitioners to develop strategies that foster a fair, performance-driven culture 

while addressing entitlement perceptions before they harm organizational outcomes. 
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While this conceptual paper provides an integrated model linking psychological entitlement with behavioral 

outcomes such as job performance, turnover intentions, and interpersonal conflict, further empirical research is 

necessary to test and refine these propositions. One key area for future research involves conducting empirical 

studies that test the integrated model across various service industries in Beijing, such as hospitality, retail, and 

customer service sectors. These industries often experience high levels of employee turnover and job 

dissatisfaction, making them ideal settings for examining the effects of entitlement on behavioral outcomes. 

Comparative studies across these industries could provide insights into whether the impact of entitlement differs 

based on the specific challenges of each sector (Chen & Wang, 2022). 

In addition to studying the service sector in Beijing, future research should expand to other urban centers in 

China, such as Shanghai, Guangzhou, and Shenzhen. These cities have distinct economic environments and 

organizational cultures that may influence how psychological entitlement manifests and affects employee 

behavior. Comparative studies across different regions could highlight whether the effects of entitlement are more 

pronounced in particular cities or industries, providing a broader understanding of the factors that exacerbate or 

mitigate entitlement-driven behaviors (Liu & Zhang, 2021). 

Longitudinal research is also critical for understanding the long-term impact of psychological entitlement on 

employee behavior and organizational performance. Many current studies on entitlement rely on cross-sectional 

data, which limits our ability to observe how entitlement traits develop over time and how they influence job 

performance and turnover in the long run. Longitudinal studies could track employees across multiple years to 

examine whether initial entitlement traits evolve in response to changes in organizational culture, leadership, or 

job responsibilities. Such research could also explore whether interventions aimed at reducing entitlement 

perceptions—such as feedback and goal-setting strategies—have a lasting impact on improving behavioral 

outcomes (Kim et al., 2021). 

Moreover, future research should explore potential moderators of the entitlement-behavioral outcome 

relationship, such as leadership style, organizational justice, and employee engagement. By examining how these 

factors interact with psychological entitlement, researchers can develop more targeted interventions to manage 

entitlement perceptions and improve workplace dynamics (Xu & Li, 2020). Understanding these moderating 

factors will be essential for organizations seeking to foster a positive work environment while minimizing the 

negative consequences of entitlement. 
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