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Two studies were conducted to test a model of how multiple-goal difficulty, cognitive
flexibility, and multiple-goal efficacy impacted task strategy utilization. The first
study was a field survey conducted to establish an initial model. Participants were 356
frontline staffs who faced multiple performance dimensions in daily customer service,
namely safety, empathy and efficiency. Task strategy utilization was operationalized
as adaptive customer service behaviors and measured by self report. Results were then
validated by performance data collected in a laboratory experiment. 131 university
undergraduates were assigned a quantity and a quality goal in a class scheduling task.
Path analyses were conducted in both studies to test the predictive power of the
variables. Results generally suggested that multiple-goal difficulty interacted with
cognitive flexibility and multiple-goal efficacy to increase the number of task

strategies reported and used, which in turn contributed to multiple-goal achievement.
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Appendix A
Questionnaire of Study 1

Task strategy utilization

1.

| am adaptive with different customers and service situations

Perceived difficulty of safety goal

1.

I think this goal (safety goal) is difficult to achieve

Perceived difficulty of empathy goal

1.

I think this goal (empathy goal) is difficult to achieve

Perceived difficulty of efficiency goal

1.

I think this goal (efficiency goal) is difficult to achieve

Multiple-goal difficulty

1.

I think this goal (simultaneously achieving safety, empathy, and efficiency goals)
is difficult to achieve

Cognitive flexibility

1.

2.

3.
4.

I am able to adapt standard protocols to meet customer needs under normal
circumstances

I can maintain an effective balance among safety, empathy, and efficiency in
customer service, to satisfy all customers

I am able to adapt standard protocols to meet customer needs in new situations
Practicing empathic customer service does not necessarily require a lot of time

Multiple-goal efficacy

1.

2.
3.

o

When | am confronted with a problem in achieving multiple goals, | can usually
find several solutions

Whatever comes my way in achieving multiple goals, | can usually handle it

I can remain calm when facing difficulties in simultaneously achieving safety,
empathy, and efficiency goals in my job because I can rely on my abilities

| feel prepared for most of the demands in achieving multiple goals

My past experiences in achieving multiple goals have prepared me well for my
occupational future



Appendix B
Questionnaire of Study 2

Perceived difficulty of quantity goal
1. 1 think this goal (quantity goal) is difficult to achieve

Perceived difficulty of quality goal
1. 1 think this goal (quality goal) is difficult to achieve

Multiple-goal difficulty
1. 1 think this goal (simultaneously achieving quantity and quality goals) is difficult
to achieve

Cognitive flexibility

I can communicate an idea in many different ways

I avoid new and unusual situations

| feel like I never get to make decisions

I can find workable solutions to seemingly unsolvable problems

I seldom have choices when deciding how to behave

I am willing to work at creative solutions to problems

In any given situations, | am able to act appropriately

My behavior is a result of conscious decisions that | make

9. | have many possible ways of behaving in any given situation

10. 1 have difficulty using my knowledge on a given topic in real life situations
11. 1am willing to listen and consider alternatives for handling a problem
12. 1 have the self-confidence necessary to try different ways of behaving

N~ WNE

Multiple-goal efficacy

1.  When I am confronted with a problem in achieving multiple goals, | can usually
find several solutions

2. Whatever comes my way in achieving multiple goals, I can usually handle it

3. | can remain calm when facing difficulties in simultaneously achieving safety,

empathy, and efficiency goals in my job because I can rely on my abilities

| feel prepared for most of the demands in achieving multiple goals

My past experiences in achieving multiple goals have prepared me well for my

occupational future
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