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Abstract : Workplace aggression is broadly recognized as a main work-related risk for healthcare organizations the world
over. Scholars underlined that nonfatal workplace aggressions can be also produced by Type II workplace aggression, that
occur when the aggressor has a legitimate relationship with the organization and commits an act of hostility while being served
or cared for  by members of  the organization.  Several  reviews and meta-analysis  highlighted the main antecedents and
consequences of Type II verbal and physical workplace aggression in the healthcare sector, also focusing on its economic and
psychosocial  costs.  However,  some scholars emphasized the need for a systemic and multi-factorial  approach to deeply
understand and effectively respond to such kind of aggression. The main aim of the study is to propose a qualitative model of
Type II  workplace aggression in  a  health  care organization in  accordance with the system thinking and multi-factorial
perspective. A case study research approach, conducted in an Italian non-hospital healthcare organization, is presented. Two
main data collection methods have been adopted: individual and group interviews with a sample (N = 24) of physicians, nurses
and clericals.  A causal loop diagram (CLD) that describes the main causal relationships among the key-variables of the
proposed model has been outlined. The main feedback loops and the causal link polarities have been also defined to fully
describe the structure underlining the Type II workplace aggression phenomenon. The proposed qualitative model shows how
the Type II  workplace aggression is related with burnout,  work performance, job satisfaction, turnover intentions,  work
motivation and emotional dissonance. Finally, strategies and policies to reduce the strength of workplace aggression’s drivers
are suggested.
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