
Understanding the role of workplace incivility in employee 

emotional exhaustion, perspective-taking intention and customer 

satisfaction in the Australian services context with a range of 

mediation and moderation analyses 

 

 

 

 
 

Hasnain Bashir 

 

 

A THESIS SUBMITTED IN FULFILMENT OF THE 

REQUIREMENT FOR 

THE DEGREE OF DOCTOR OF PHILOSPHY 

 

 

 

 

Canberra Business School 

Faculty of Business, Government & Law 

University of Canberra 

 
October 2021 



iii 

ABSTRACT 

Objective: The purpose of this study is to understand the role and effect of workplace 

incivility on employee emotional exhaustion, personality traits, customer satisfaction, 

employee self-worth, self-efficacy and perspective-taking intention. This study, in its 

exploration of past literature and based on the theoretical model of workplace incivility, 

recognised the research gaps and proposed new models. The study proposed three different 

models; two for the evaluation of employee incivility and the third focused on customer 

incivility. The first model tests the impact of employees' self-esteem on their work ethic, self- 

efficacy and satisfaction. It also tests the moderating influence of various types of incivility 

and the mediating effect of employee satisfaction. The second model explores the impact of 

various types of incivility on employee incivility. It also explores the moderating influence of 

gender and the moderating effects of personality traits, (a) neuroticism and (b) conscientious, 

in the relationship between various types of incivility. The third model tests the impact of 

employee incivility on customers' feeling of self-worth and the impact of employee self- 

efficacy on customers' perspective-taking intention. The model also tests the moderating 

effect of personality traits, the mediating influence of self-worth and the mediating influence 

of perspective-taking intention. 

Methodology: The study selected quantitative research methodology to analyse research 

models. A convenience sampling technique and non-probability sampling technique is used 

for sample collection. A survey questionnaire is integrated for the collection of primary data. 

Two separate questionnaires were designed and distributed having Likert scale. The study was 

carried out among a set of two different samples: customers and employees working in the 

Australian services sector. 



Major Findings: In total, 226 responses were received from the customer incivility 

questionnaire (74.33% response rate) and 412 responses from the employee incivility 

questionnaire (68.6% response rate). The completed questionnaires were gathered and 

analysed using SmartPLS data analysis tools. All three models revealed statistically 

significant results. The study has significant findings that can be useful for Australian services 

sector employees in controlling different types of incivility behaviour. 

Conclusion: For study 1: impact of employee self-esteem on employee perspective taking 

intention lead to the acceptance of H1 to H5. H6 to H8 acceptance reveals that employee 

satisfaction is a significant mediator. H9 to H13 testing reveals that gender is a significant 

moderator with male employees ()-value=4.51 and &-value=O.OOO) significantly have higher 

impact than their counterpart female employees ()-value=O.44 and &-value=O.653). For study 

2: all co-worker incivility ()-value=6.27 and &-value=O.OOO), customer incivility ()-value=3.87 

and &-value=O.OOO), supervisor incivility ()-value=2.86 and &-value=O.OO4) and e-incivility ()- 

value=4.59 and &-value=O.OOO) have significant impact on employee incivility and therefore, 

accepting hypotheses H14, H15, H16, H17 and H18. Gender is found to be a significant 

moderator and accepting hypothesis H19. For study 3: The partial least squares (PLS) output 

in Table 4.2 shows that employee incivility has significant positive impact on customers' self- 

worth (&-value=O.OO1; )-value=3.357); customer intention for perspective taking to customer 

satisfaction (&-value=O.OOO; )-value=4.275) and customer self-efficacy to perspective taking 

(&-value=O.O18; )-value=2.367), which lead to accept hypotheses H26, H28 and H29. 

Managerial Implications & Major Contributions: 

This study contributed to the incivility literature in a unique manner, while explaining the 

relationships from the customer satisfaction and customer's intension of perspective taking. 

The study explains how a negative spiral of incivility can take a positive turn. This study is 

motivated to bring evidence related to workplace incivility and signify the need to have 
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policies that foster civil behaviours and negate uncivil acts within the work environment, for 

the well-being of the employees. 

Future Directions: The study presents interesting statistics about workplace incivility in 

Australian workplaces which can help policy makers in developing effective policies to 

control workplace incivility. 

Keywords: Workplace incivility, perspective taking, self-efficacy, self-worth, emotional 

exhaustion, customer satisfaction, customer incivility, employee incivility, e-incivility, 

supervisor incivility, Australian services sector. 
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Chapter 1 1  

CHAPTER 1: INTRODUCTION 
 

1.1 Chapter introduction 

 
Incivility is an unacceptable behaviour that impacts on the organisation and its members 

(Andersson & Pearson, 1999; Hmielowski, Hutchens & Cicchirillo, 2O14; Namie, 2OO3). 

Andersson & Pearson (1999), the pioneers of incivility research, define the nature of incivility 

as reciprocating. Incivility augments with time, transferring from one individual to another, 

unless and until intervention occurs. Uncivil behaviours take various forms within an 

organisation and may emerge from supervisors, co-workers or customers. These behaviours 

can occur in all contact situations ranging from service delivery and meetings, through to 

emails and phone calls. 

Previous literature has focused on different types of incivility with a wide spectrum of 

antecedents including a stressful environment, emotional exhaustion, workload, employee 

incivility, and e-incivility (Abid et al., 2O15; Lim & Lee, 2O11; Schilpzand, De Pater, & Erez, 

2O16; Cheng, 2hou, & Guo, 2O19; Smidt et al., 2O16; Al>awarneh & Atan, 2O18; Samad, 

Memon, & Kumar, 2O2O; Kim, Cooks, & Kim, 2O21). However, incivility-related challenges 

are commonly experienced by individuals living across the globe (Loh, Thorsteinsson, & Loi, 

2O21), with several factors impacting on incivility behaviours in different countries. Loh, 

Thorsteinsson & Loi (2O21) revealed the mediation impacts of workplace incivility between 

emotional exhaustion/burnout, workplace withdrawal and >ob satisfaction among their sample 

of white-collar employees working in Singapore and Australia. Their study brought evidence 

from two different countries with different cultures. Their study results revealed that 

workplace incivility was the main cause of emotional exhaustion/burnout and that it could be 

used as a significant predictor of workplace withdrawal and >ob dissatisfaction. Notably, the 
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study affirmed that Australian workplaces had a higher rate of incivility compared to those in 

Singapore. 

Incivility is defined as a low-intensity, deviant and ambiguous behaviour of the 

perpetrator towards his/her target (Andersson & Pearson, 1999). In reviewing previous 

literature, incivility research is found to extend over time across different countries and 

sectors (Lim & Lee, 2O11; Schilpzand, De Pater, & Erez, 2O16; Cheng, 2hou, & Guo, 2O19; 

Smidt et al., 2O16; Al>awarneh & Atan, 2O18; Samad, Memon, & Kumar, 2O2O; Kim, Cooks, 

& Kim, 2O21). During 1996U2OOO, 23 articles were found with the keyword Xincivility', as 

reported by Cortina et al. (2O17). Likewise, 1,7OO articles were published from 2O11U2O15 

(Cortina et al., 2O17). Additionally, De Clercq and Belausteguigoitia (2O21) reported that 9O% 

of employees experience evidence of incivility in their workplaces. 

It is critical that the difference between incivility and bullying/harassment is 

understood for the purpose of this research. Bullying or harassment has three basic 

characteristics: it has a specific target, is harmful in nature and is reciprocal (Wang et al., 

2O18). In contrast, the behaviours that comprise incivility can be similar to 

bullying/harassment but they are more subtle in nature (Kowalski, Toth, & Morgan, 2O18). 

With the help of the study by Keashly, Tye-Williams & Jagatic (2O2O), it is easy to 

differentiate between incivility and other types of negative emotions in the workplace. Unlike 

bullying that involves aggression, physical abuse or violence, incivility can be explained as 

low intensity in its context, in which the perpetrator harms his/her target through uncivil acts, 

for example, by email, passing on negative comments, insulting the person, negative remarks 

via email, undermining actions taken by the target. The incivility can be active or passive in 

nature (Adil, Hamid, & Waqas, 2O2O). Initiated through discourteous and rude behaviours, 
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incivility is deeply rooted in different facets including, violence, sexual harassment, and 

bullying (Leiter, 2O13). 

The current study categorises incivility into the following four broad categories based 

on the existing incivility literature: supervisor incivility, co-worker incivility, customer 

incivility and e-incivility, each of which may have a different influence on employee 

incivility. Supervisor incivility includes the supervisor losing his/her temper, cold behaviour, 

intimidation and many other negative behaviours, often with enormous negative impacts on 

employees' health, incurring social costs from a reduced quality of life and medical costs 

(Potipiroon & Ford, 2O19; Alola, Avci, & Ozturen, 2O18; Gentry et al., 2O15; Jawahar & 

Schreurs, 2O18). Co-worker mistreatment has become a crucial concern for occupational 

health psychology, covering a variety of uncivil behaviours including social undermining, and 

emotional abuse (Leiter, 2O13; Viotti et al., 2O18). Customer incivility, on the other hand, 

refers to rude or disrespectful behaviour from customers to employees: it may occur daily, 

have a cumulative effect and be a significant cause of emotional stress for employees (Han, 

Bonn, & Cho, 2O16; Cho et al., 2O16). Email incivility (or e-incivility) refers to sensitive or 

rude messages which have a ripple effect, crossing ethical boundaries and negatively 

impacting on employees' self-esteem (Francis, Holmvall, & O'Brien, 2O15; Park & Haun, 

2O18). Email conversations have become extremely frequent in the workplace, with incivility 

occurring via these email conversations. Incivility in Australian workplaces is found to 

originate from multiple sources and is often experienced by employees, customers, managers 

and service staff (Bar-David, 2O18; Ma et al., 2O18). It has been found that employees' work 

performances are affected by the increase in incivility behaviours. 

In Australia, the incivility literature is limited as it predominantly is in contrast to the 

bullying literature (Loh, Thorsteinsson, & Loi, 2O21; D'Cruz et al., 2O16; Heffernan & 
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Bosetti, 2O2O, 2O21; Nielsen et al., 2O2O; Magee et al., 2O17). Unfortunately, few studies are 

available on workplace incivility in the Australian services context. At the same time, 

Australia is witnessing massive growth in the services industry (Biz Latin Hub, 2O19). The 

services sector accounts for 25% of Australia's gross value added (GVA) and 7O% of 

Australia's gross domestic product (GDP) (Biz Latin Hub, 2O19). The workforce in this sector 

accounts for around 8O% of the country's total workforce (Biz Latin Hub, 2O19). Australia is 

further known as one of the most competitive services exporters. In 2O16, Australia's top 

services industry exports included financial services, professional services, education, 

business travel services, and security services (Australian Government Productivity 

Commission, 2O2O). 

Little evidence is found on incivility in the Australian services sector (Lincoln & 

Huntingdon, 2O13; Torres, van Niekerk, & Orlowski, 2O17). A study on incivility faced by 

truck and taxi drivers in the Australian transport industry (Lincoln & Huntingdon, 2O13) 

explored different incidents faced by drivers. The study reported that truck drivers were 

exposed to violence and incivility acts on a regular basis. These drivers faced aggression due 

to several factors inherent in their occupation, including low levels of guardianship, late- 

running, friction around fare and ticketing issues, and their isolation. These factors influenced 

their engagement in both incivility and criminal acts. Another study reported on its findings 

about employee incivility and customer incivility in the hospitality industry (Torres, van 

Niekerk, & Orlowski, 2O17). 

A further study reported on customer actions deemed to be uncivil by hospitality 

sector employees (Beattie & Griffin, 2O14). The study differentiated between service-recovery 

situations and security-related incidents. The study's results revealed that increased customer 

aggression increased employee-to-employee incivility and employee sensitivity towards acts 



Chapter 1 5  

of incivility. These customer behaviours took the form of verbal attacks, anger, frustration and 

condescending behaviour. The study provided suggestions for restaurant managers so they 

could minimise customer incivility. The study revealed that customers' behaviours influenced 

customer incivility and, in turn, influenced employee incivility. The current study elaborates 

on this association; however, it moves one step further and explains customers' perspective- 

taking intention (Hennig-Thurau, 2OO4; Huo et al., 2O19), with this connected to customers' 

personality traits and employee incivility. 

One study contributed to the literature by bringing evidence from the Australian 

transport sector (Lincoln & Gregory, 2O15). The study revealed that urban bus drivers 

experienced customer violence and incivility, mostly owing to the lack of guardianship, cash 

availability and proximity to the public. With evidence from Southeast *ueensland, Australia, 

the study revealed antisocial, violent and incivility behaviours against bus drivers. Flight 

attendants, rail staff and taxi drivers all faced similar challenges from customers (Essenberg, 

2OO3; Morgan & Smith, 2OO6). Another study revealed the prevalence of staff incivility in the 

Australian school sector (Riley, Duncan, & Edwards, 2O11). The study revealed that 99.6% of 

the sample experienced employee incivility during their employment. The study revealed that 

participants' health was significantly impacted by acts of incivility by coordinators, co- 

workers and employers (Riley, Duncan, & Edwards, 2O11). 

Workplace incivility has an impact on every stakeholder who is part of that services 

environment. Victims often relate their loss of >ob satisfaction and lower concentration, 

however, they also develop mental health disorders, such as depression or anxiety, and, in 

some extreme cases, physical illness as well (Schilpzand, De Pater, & Erez, 2O16). The next 

section discusses research gaps in the incivility literature. 
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Arguably, employee incivility has a significant impact on customers' self-worth, 

perspective taking and self-efficacy, as well as their satisfaction (Walumbwa & Hartnell, 

2O11; Horberg & Chen, 2O1O; Liu et al., 2OO9). Several studies have shown that uncivil 

behaviours by employees' challenge customers' feelings of self-worth (Horberg & Chen, 

2O1O; Liu et al., 2OO9). Customers' personality traits influence their intention of perspective 

taking towards services sector employees (Lee & Madera, 2O21; Healey & Grossman, 2O18; 

Madera, 2O18; Batson, 2OO9). Additionally, customers' willingness of perspective taking 

towards uncivil employees is strongly affected by customers' >udgments based on their 

feelings of self-worth (Golec de 2avala, Dyduch-Hazar, & Lantos, 2O19; Crocker & Wolfe, 

2OO1; Liu et al., 2OO9). Customers with a higher level of self-efficacy are considered to 

manage their emotions effectively and to understand the perspectives of others (Kiffin- 

Petersen & Soutar, 2O2O). 

1.2 Research gaps 

 
1.2.1 Research Gap 1: Role of employee self-esteem, work ethic and self-efficacy in 

employee satisfaction and perspective-taking intention, moderated by workplace incivility 

It is commonly assumed that negative feelings are the key to the generation of incivility. 

However, interestingly, a recent call in the incivility literature suggests that positive emotions 

(e.g., strong self-esteem, self-efficacy) can also lead to uncivil behaviour in the workplace 

(Ilies et al., 2O19). While only a few research initiatives have revealed the cost of positive 

feelings on cognitive performance, how these feelings may negatively affect interactions is 

still vague (Forgas, Goldenberg, & Unkelbach, 2OO9; Ilies et al., 2O19). Therefore, more in- 

depth investigation is required on how these positive constructs may generate uncivil 

behaviour. 
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Self-esteem is defined as the degree to which an employee develops a belief that 

he/she is valuable, capable and worthy as an organisational member (Pierce & Gardner, 

2OO4). In contrast, the work ethic is a belief that diligence and work have an inherent ability, 

value or virtue to empower character and individual capabilities and to provide the employee 

with a moral benefit (Adler et al., 2O21). The work ethic inculcates a set of values manifested 

by the desire or determination to work hard. Additionally, self-efficacy is defined as an 

individual's belief in his/her capacity to implement certain behaviours necessary for 

accomplishing his/her performance requirements (Mustafa et al., 2O19). Together these 

variables are known to have an association with employee satisfaction and intention towards 

perspective taking (Longmire & Harrison, 2O18). However, studies in the literature show a 

limited understanding of the conventional relationships between self-esteem and self-efficacy 

that may lead to employee satisfaction and perspective-taking intention, while being 

moderated by supervisor, co-worker and customer incivility and e-incivility. 

1.2.2 Research Gap 2: Antecedents of workplace incivility on employee incivility leading to 

employee emotional exhaustion 

The XTit for Tat' theory revealed the reciprocity effect of incivility (Andersson & Pearson, 

1999). Previous literature suggests a range of antecedents for employee incivility including 

>ob stress, >ob dissatisfaction, supervisor incivility, customer incivility, gender harassment, a 

stressful environment, >ob insecurity, emotional exhaustion, >ob demands, workload, a 

stressful workplace environment, e-incivility, workplace adaptation, a hostile workplace, 

emotional exhaustion, and co-worker incivility (Abid et al., 2O15). However, the current study 

categorises these sources under the following four broad categories of workplace incivility: 

customer incivility (Bala>i et al., 2O2O), co-worker incivility (Viotti et al., 2O18), supervisor 

incivility (Shin, Lee, & Hur, 2O21) and e-incivility (Al>awarneh et al., 2O2O), and determines 
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the associations of these constructs with employee incivility and employee emotional 

exhaustion. 

Likewise, several investigations have explored the association between employee 

emotional exhaustion with constructs such as employee workplace withdrawal (Fernet, 

Austin, & Vallerand, 2O12), abusive supervision (Wu & Hu, 2OO9), leader–member exchange 

(Medler-Liraz & Seger-Guttmann, 2O18), psychological detachment from work (Sonnentag et 

al., 2O14), role of personality and subordinate emotional exhaustion (Perry et al., 2O14). 

Unfortunately, less is known on how employees are exhausted by their own incivility. 

 
1.2.3 Research Gap 3: An interesting journey from employee incivility to customer 

satisfaction 

The current study explains the relationship between employee incivility and customer 

satisfaction (Alola et al., 2O19). Previously, several investigations were carried out separately 

on employee incivility (Walker, van Jaarsveld, & Skarlicki, 2O17; Walker et al., 2O14) and 

customer satisfaction (Hill, Brierley, & MacDougall, 2O17; Rahim, Ignatius, & Adeoti, 2O12). 

However, the influences of customers' self-worth (Bakir, Gentina, & de Araújo Gil, 2O2O; 

Batra & Ghoshal, 2O17; Grace & Iacono, 2O15) and customers' perspective-taking intention 

(Huo et al., 2O19) on customer satisfaction are still unknown. The current study explores how 

customers may enforce their positive emotions such as self-worth (Kiffin-Petersen & Soutar, 

2O2O), self-efficacy and perspective-taking intention (Kiffin-Petersen & Soutar, 2O2O) while 

exposing employee incivility, thus leading to customer satisfaction, with these findings 

contributing to current knowledge in the body of literature. 
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1.2.4 Research Gap 4: Mediating influence of employee incivility and customer perspective- 

taking intention on workplace incivility-related constructs 

Employees may experience emotional exhaustion in the workplace due to many factors, and 

specifically when related to workplace incivility (Loh & Loi, 2O18). Emotional exhaustion is 

a form of psychological strain and is demonstrated by employees' feelings of tiredness and 

fatigue after work hours. This means that employees are experiencing an emotional depletion 

from excessive personal or job demands, and elevated stress (Cho et al., 2O16). When 

experiencing emotional exhaustion in the current context, employees feel emotionally and/or 

psychologically damaged due to their experiences of incivility in the workplace (Kern & 

Grandey, 2OO9). The reason is that they are exerting extra efforts to deal with the incivility. 

While many sources of incivility exist, it is crucial to consider the mediating role of 

employee incivility between supervisor, co-worker and customer incivility and e-incivility 

and employee emotional exhaustion. Many frontline workers need to interact with customers 

on a routine basis, with this involving the toleration of unsolicited negative remarks and 

behaviour (Han, Bonn, & Cho, 2O16). Constant exposure to such emotional strain can cause 

an emotional build-up which could lead to emotional exhaustion (Wing, Regan, Spence 

Laschinger, 2O15). Similar consequences may happen with other workplace-related parties 

when they are involved in incivility with employees. For example, e-incivility eliminates 

human interactions in the workplace and can be a leading cause of increased workplace 

incivility (Sydnor, 2O18). However, much less previous research has focused on the 

significance of employee incivility leading to increasing employees' own emotional 

exhaustion level; therefore, it is critical to investigate this topic to prevent future emotional 

exhaustion among employees. 
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Moreover, perspective taking is critical if one wishes to live harmoniously in a 

community: this means that the individual is open to other perspectives and practises skills 

such as empathy (Arnold & Walsh, 2O15). Perspective taking is the ability to accept various 

views and others' perceptions, regardless of whether they are similar to one's own views: its 

many benefits, including a reduction in workplace incivility, have been established through 

sociological and psychological research (Arnold & Walsh, 2O15). While self-worth is a 

concept that is difficult to grasp, with complexity involved in comprehending how this 

concept might affect incivility in a workplace, the current study assumes that, in realising 

one's self-worth, an individual may choose not to engage in uncivil behaviour in the 

workplace. 

Perspective taking is understood as an individual's cognitive procedure for visualising 

the real world from other people's points of view; therefore, social interactions, through an 

understanding of their thoughts, motivation or needs (Lee & Madera, 2O21; Healey & 

Grossman, 2O18; Madera, 2O18; Batson, 2OO9), often help the individual to gain an 

understanding of their perspectives. Customers with higher self-efficacy are more able to 

manage their own emotions and understand the perspectives of others (Kiffin-Petersen & 

Soutar, 2O2O). In contrast, lower levels of customer self-efficacy may lead to an increased 

level of incivility (Kiffin-Petersen & Soutar, 2O2O). Thus, the current study aims to explore 

how the perspective-taking intention mediates the relationship between customer self-efficacy 

and customer satisfaction. 

1.2.5 Research Gap 5: Moderating influence of personality traits on different types of 

incivility 

Very few studies are available in the literature on the moderation impact of the Big Five 

personality traits on different types of incivility (Liu et al., 2OO9; Sliter, Withrow, & Jex, 
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2O15; Bowling & Eschleman, 2O1O). As personal characteristics can moderate individuals' 

workplace incivility (Taylor, Bedeian, & Kluemper, 2O12; Fox & Spector, 1999), it is crucial 

to study the personality factors involved in different uncivil behaviours. While it is evident in 

the early literature that low conscientious, high neuroticism and low agreeableness are 

particularly relevant for aggression (Miller et al. 2OO3; Taylor, Bedeian, & Kluemper, 2O12; 

Hershcovis & Barling, 2OO7), it is still not fully understood how all Big Five personality 

factors specifically moderate co-worker, customer and supervisor incivility toward employee 

incivility. Therefore, the current study aims to explore the moderation impacts of the Big Five 

personality traits on types of incivility in the Australian services sector. 

Many causes of workplace incivility are evident; however, personality factors are an 

important part of the structure that stimulates incivility in the workplace. While the Big Five 

personality traits (McCrae & John, 1992) are confirmed as being related to the various types 

of workplace incivility, the impact of these personality traits as moderators is not widely 

explored in previous studies. The moderation impact of traits, such as agreeableness, 

conscientious, extraversion, neuroticism and openness, needs to be examined. 

Agreeableness is a trait that would naturally stimulate healthy and amiable 

relationships as it radiates a friendly, flexible and lenient energy (Sliter, Withrow, & Jex, 

2O15). Hence, with respect to supervisor incivility and employee incivility, agreeableness has 

been found to be a positive moderator as supervisors who are agreeable are less likely to 

engage in uncivil behaviour towards their employees (Sliter, Withrow, & Jex, 2O15). 

However, while it has been confirmed that agreeableness is negatively related to workplace 

incivility, it is not confirmed that the specific type of supervisor incivility would be reduced as 

a result. To establish such a relationship with agreeableness as a moderator, research needs to 

be conducted. 
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The two traits of extraversion and openness relate to acceptance and positive 

engagement in the workplace. Extraversion and openness both invite people towards 

interaction and include frequent conversation between people within the organisation (van 

2alk et al., 2O2O) However, one study found that extraversion could be considered as 

provocative and might unintentionally constitute behaviour perceived as rude towards others 

(Sliter, Withrow, & Jex, 2O15). The reason could be that other people might not be willing to 

interact as frequently as an extraverted employee would like, or that a person's extraversion 

might lead to an invasion of privacy. However, in that study, the possibility of such a 

relationship was open to contradiction. A positive relationship between co-worker incivility 

and employee incivility with openness as a moderator has not been found; however, that does 

not negate the possibility of the opposite being true. The relationships of uncivil behaviours 

with these traits as moderators are yet to be explored. 

Neuroticism is known to create a hostile and stressful environment (Sliter, Withrow, & 

Jex, 2O15). When employees interact with an individual with a high level of neuroticism, they 

often feel they are required to act according to that person's will (Nielsen, GlasT, & Einrasen, 

2O17). While the same study reported that neuroticism is an effective moderator for workplace 

incivility and co-worker incivility when employees need to interact with one another on a 

routine basis, customer incivility is an area that has not been researched. The research raises 

the following question: if a customer or a consumer of services has a high level of neuroticism 

as a personality trait, would that be likely to lead them to uncivil behaviour (Brief et al., 

2O15)? In the context of Australia's services sector, professionals are required, in some cases, 

to interact with their customers for prolonged periods of time which can lead to uncivil 

behaviour. Hence, the personality trait of neuroticism, with respect to consumer incivility. 

must be investigated with its relationship established. 
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Conscientious refers to detail-oriented and organised behaviour which can lead to a 

potential decline in workplace incivility (Sliter, Withrow, & Jex, 2O15). However, no recent 

study has established that this moderating relationship exists, with no justification provided 

for this lack. e-Incivility is an increasingly significant area, yet it remains unexplored; 

however, the moderating role of conscientious must be explored with this type of incivility. 

The shift to increasing use of technology for organisational purposes is leading to the 

requirement that employees mould their personality traits accordingly (Phillips, J. M. et al., 

2O18). An employee's lack of conscientious could lead to disapproval and invite uncivil 

behaviour. 

The fifth personality trait, openness to experience, refers to a person who is creative, 

curious and imaginative (Liu et al., 2OO9; Feist, 2O19). Provocative customers show lower 

agreeableness and higher engagement in deviant behaviours (Medler-Liraz, 2O2O). These 

customers experience further disharmonious relationships. Employees with such personality 

traits are deemed to have fragile emotion regulation, which includes voicing their negative 

emotions towards customers (Kiffin-Petersen & Soutar, 2O2O). These emotions can take the 

form of a ripple effect and end up initiating uncivil customer behaviours (Oludayo et al., 

2O18). 

Employees working in the services sector with a low agreeableness trait have been 

found to experience higher levels of customer incivility (Sliter & Jones, 2O16). These 

employees were found to provide lower levels of service quality. Studies have investigated the 

association of conscientious, neuroticism and extraversion with customer incivility (Aquino & 

Thau, 2OO9; Sliter et al., 2O1O). Extraverts experience positive emotions naturally, and thus 

display lower engagement towards incivility acts. In contrast, through their target behaviour 

mechanisms, introverts may reveal a disinterested or unfriendly behaviour towards their 
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customers, specifically in the services sector. This behaviour from a disinterested employee 

reinforces customer incivility. On the other hand, employees with a neurotic nature are found 

to rapidly become upset and anxious. Such employees report customer incivility more often in 

the services sector. These employees demonstrate behaviours, such as nervous speech, 

ruminating aloud and excessive talking, and annoy/irritate their customers. This type of 

personality trait is reciprocating; thus, employee incivility may consequently be exhibited 

(Milam, Spitzmueller, & Penney, 2OO9, p. 61). In their meta-analyses, Bowling & Beehr 

(2OO6) revealed that the neurotic personality is a predictor of customer incivility in the 

services sector. Therefore, employees with extraversion, conscientious and agreeableness who 

are low in neuroticism are predicted to report lower levels of customer incivility. However, a 

customer's traits are closely associated with service encounters, and employee emotions and 

behaviours, along with the expression of his/her personal emotions (Tan, Foo, & Kwek, 

2OO4). For instance, if customers are neurotic, it is more likely that they will show displeasure 

and anger towards employees, as they have a strong feeling of insecurity themselves (Kiffin- 

Petersen & Soutar, 2O2O). However, few studies in the literature provide an understanding of 

the impact of personality traits on various types of workplace incivility and their influence on 

employee incivility: consequently, the current study aimed to fill the gap. 

In the services sector, a customer orientation is known to be an important variable that 

could increase the quality of services (Kiffin-Petersen & Soutar, 2O2O). Several previous 

studies (Sliter & Jones, 2O16; Kiffin-Petersen & Soutar, 2O2O) have investigated the role of 

personality traits in the services industry incivility context. Personality factors, including 

agreeableness, neuroticism, extraversion and conscientious, are significant for occupations in 

which employees, as they work, are involved face-to-face with people. A recent meta-analysis 

study on workplace harassment revealed that employee incivility could be exposed through 
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the different types of personality traits (Nielsen, GlasT, & Einarsen, 2O17). If customers have 

a higher level of conscientious, they are found to be more positive and detail-oriented (Sliter 

et al., 2O16) which may lead them to think about the causes of uncivil employee behaviours. 

Such customers are expected to have a higher level of perspective taking and to reveal higher 

levels of satisfaction. However, how personality traits influence customers' perspective-taking 

intention and satisfaction is still vague in the literature. Therefore, the current study explores 

the moderating impacts of personality traits on the link between customer perspective-taking 

intention and customer satisfaction. 

Table 1 Research Gaps 
 

Research Gaps Research Model Hypothesis 

1: Role of employee self-esteem, work ethic and 

self-efficacy in employee satisfaction and 

perspective-taking intention, moderated by 

workplace incivility 

 
 
This gap is filled through 

research model 1 

 

 

 
 
H1 to H9 

2: Antecedents of workplace incivility on 

employee incivility leading to employee 

emotional exhaustion 

This gap is filled through 

research model 2 

H14 to H25 

3: Gap related to investigation of employee 

incivility to customer satisfaction 

This gap is filled through 

research model 3 

H26 to H34 

4: Mediating influence of employee incivility and 

customer perspective-taking intention on 

workplace incivility-related constructs 

This gap is filled through 

research model 3 

H26 to H34 
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5: Moderating influence of personality traits on 

different types of incivility 

This gap is filled through 

research model 2 & 3 

H14 to H34 

 

 

 
1.3 Aim of the study 

 
The study aims to develop an understanding of the role and effect of workplace incivility on 

(a) employee emotional exhaustion, (b) employee perspective-taking intention and (c) 

customer satisfaction in the Australian services sector, with a range of moderation and 

mediation analyses. 

1.4 Objectives 

 
The objectives of the research are as follows: 

• To explain the antecedents of incivility, gender, personality traits, employee self- 

esteem, work ethic and self-efficacy and their association with employee satisfaction 

and perspective-taking intention in the Australian services sector 

• To examine the mediation influence of perspective taking, self-worth, employee 

emotional exhaustion and employee dis/satisfaction on different types of incivility and 

moderating influence of personality traits and gender in incivility-related constructs 

• To explain the relationships of customer self-worth, self-efficacy, perspective taking, 

satisfaction and personality traits with employee incivility 

1.5 Research questions 

 
The research questions for the study are as follows: 



4O Chapter 1 Chapter 1 17 
 

1. What is the impact of employee self-esteem on employee work ethic, self-efficacy and 

satisfaction followed by employee perspective-taking intention and from perspective 

of customer satisfaction? 

2. Do gender & personality traits have any moderating influence on the relationships 

between self-esteem and employee satisfaction or between employee incivility and 

employee emotional exhaustion? 

3. Do employee satisfaction and employee incivility act as mediators in the relationships 

between incivility-related constructs? 

1.6 Key summary of theoretical contributions 

 
The current research contributes to the theory and body of literature in different ways. 

 
1.6.1 Major Contribution 

This research has added to the theory on incivility by elaborating Andersson & Pearson's 

(1999) XTit for Tat' theory. The explanation of the theory by Andersson & Pearson (1999) 

with its reciprocating nature of workplace incivility has been further examined by many 

scholars (Trudel & Rejo, 2O11; Arshad & Ismail, 2O18; Taylor et al., 2O21; Andersson, 

Pearson, & Wegner, 2OO1). With originating and tipping points, the spiralling effects show 

how incivility can spiral into an increasingly severe employees' attitude (Andersson & 

Pearson, 1999). In this scenario, some results constitute an incivility antecedent that makes the 

incivility cycle persist. 

The study adds to our understanding of affective events theory (AET), which states 

that discrete events in the workplace frequently determine future behaviour and frequently end 

affective reactions. The study explains employees' incivility as a reaction to various types of 

workplace incivility (supervisor, co-worker, customer, e-incivility) and also suggests that 
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emotional exhaustion is a common result of employees' own uncivil behaviour due to the 

additional cognitive processes required for incivility (Weiss & Cropanzano, 1996). 

The study adds to gender schema theory by stating that the level of emotional 

exhaustion experienced by male and female employees, after being exposed to incivility, is 

subject to being different (Bem, 1991). Female employees are classified as being more 

tolerant and empathetic to attain collective goals, as opposed to male employees who are 

classified as autonomous and ambitious (Sharma, Chen, & Luk, 2O12). 

1.6.2 Minor Contribution 

Emotional exhaustion, resulting from employee incivility, becomes a trigger factor in this 

situation and is thus an antecedent of incivility (Koon & Pun, 2O18; Hur, Moon, & Jun, 2O16; 

Tong, Chong, & Johnson, 2O19). In the context of the Australian services sector, emotional 

exhaustion has been insufficiently described in the literature in relation to employee incivility 

and other antecedents of incivility (Tong, Chong, & Johnson, 2O19; Koon & Pun, 2O18; Hur 

et al., 2O18). The current research has elaborated on the relationship between the incivility 

constructs to fill this gap. Furthermore, by clarifying the links between customer satisfaction 

(Arnold & Walsh, 2O15) and the customer's intention to take different perspectives, the 

current study has made a unique contribution to the incivility literature (Ho & Tan, 2O18). In 

following customer incivility as an antecedent, the findings reveal that a negative spiral of 

incivility can turn into positive incivility, which is specific to the addition of a few other 

variables including the customer's perspective-taking intention (Al-Hawari, 2O15) and the 

customer's personality traits (Arnold & Walsh, 2O15). 

Jex et al. (2O1O) investigated the increasing challenge faced by services organisations 

as workplaces in which incivility frequently occurred. Porath (1988) found that a quarter of 

her survey participants reported that they were treated rudely once a week. An increase in 
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(reported) workplace incivility cases occurred in 2OO5: in 2O11, the numbers of cases nearly 

doubled. Significant health problems are found in employees who are enduring workplace 

incivility, with different issues shown to be linked (Porath, 2O16). Workplace incivility has an 

impact on the immune system causing diabetes, ulcers, cardiovascular disease and cancer. 

These effects are creating a cost burden for the organisation in which the incivility is 

occurring and eventually become a health burden in the country in which organisations have 

such incivility behaviours in their workplaces. In contrast to incivility, organisations which 

support civility promote and protect their employees' psychological well-being. When 

respected through civility, employees feel valued and powerful with this, in return, lifting 

people, teams and businesses (Porath, 2O16). Small actions make a difference, and outcomes 

from an environment supporting civility benefit organisations in several ways. The motivation 

behind the current study is to provide evidence about workplace incivility and to signify the 

necessity for policies which help to control such behaviours and negate uncivil acts within the 

work environment to improve employees' well-being. In the services sector, research has 

offered noteworthy discoveries and provided ideas to organisational stakeholders and policy 

makers (Schilpzand, De Pater, & Erez, 2O16). Widespread research in this domain is needed 

due to the level of incivility and its negative organisational concerns. At the present time, 

another group of researchers has claimed that higher levels of incivility research and 

organisational attention are needed due to the seriousness of incivility problems (Yao et al., 

2O21). The current research adds to the existing body of knowledge by demonstrating how 

customers maintain a positive self-image by diverting negative results into positivity, for 

example, through perspective taking, self-worth (Irum, Ghosh, & Pandey, 2O2O; Guidetti et 

al., 2O21; Phillips, G. S., MacKusick, & Whichello, 2O18b; Hutton, 2OO6; Bambi et al., 2O18; 

Vasconcelos, 2O2O; Estes & Wang, 2OO8). 
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The study indicates that such customers often feel an elevated sense of self-worth 

(Judge et al., 2O2O) when exposed to unfavourable repercussions (Bakir, Gentina, & de 

Araújo Gil, 2O2O), such as employee incivility, using self-construal theory to better 

comprehend an individual's self-view in comparison to others (Walker, Deng, & Dieser, 

2OO5; Elliot & Coker, 2OO8; Singelis & Sharkey, 1995). This favourable self-evaluation (Liu 

et al., 2OO9; Crocker & Wolfe, 2OO1; Carver & Scheir, 1998) also encourages customers to 

consider the employee's situation. Therefore, this study of the positive effects of negative 

emotions in the workplace has advanced the literature by highlighting these points. 

The study examined email incivility (e-incivility), viewed as a communication 

technique requiring less resources, which is an ‘easy to perform' source of work incivility 

(Lin & Teo, 2OO9), using resource-based theory in a comparatively new domain of incivility 

research (Peng, 2O2O). The current study used the resource-based theory to explain the effect 

of email incivility on employees' psychological conditions, investigating the effect of email 

incivility as a cause of employees' engagement in uncivil behaviour at work (Park, Fritz, & 

Jex, 2O18). 

In light of previous research that found little correlation between emotional disposition 

and customer satisfaction (Mooradian & Olver, 1997; Mano & Oliver, 1993), the current 

study focused on how customers' emotional state of mind and personality interact to influence 

their level of satisfaction with a service provider (Tellegen, 1985; Tomkins, 198O; Izzard, 

1997). The study focused on an individual's cognitive thinking process, personality traits and 

customer characteristics to create a holistic picture of the workplace source of incivility (Tan, 

Foo, & Kwek, 2OO4). This, in turn, led to customer satisfaction levels with an organisation, in 

accordance with the literature on the confirmation–disconfirmation theory (Oliver, 1993; 

Matzler et al., 2OO5). 
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In the current study, personality factors were used as a moderator between customer 

perspective-taking intention (Madera, 2O18; Lee & Madera, 2O21; Batson, 2O19; Healey & 

Grossman, 2O18) and customer satisfaction (Lie et al., 2O18; Horberg & Chen, 2O1O). 

Employee behaviours and emotions, with an expression of their personal emotions (Tan, Foo, 

& Kwek 2OO4), and service encounters are closely related to the customer's personality traits. 

On the other hand, the implicit characteristics of personality have a role in triggering client 

need and desires. It has been proven that an individual's extraversion or neuroticism 

influences his or her sense of fulfilment and choice of behaviour. The moderation impact of 

personal characteristics have previously been studied in relation to explicit client variables, 

such as their demographic characteristics. This means that, due to an insignificant sense of 

insecurity, a neurotic customer may become enraged and dissatisfied with the service 

encounter with an employee (Thakur, 2O19). An employee with a high level of the 

conscientious personality attribute, on the other hand, will act positively toward the customer 

and will be described as detail-oriented (Kiffin-Peterson & Soutar, 2O2O). The current 

research contributes by explaining different types of personality traits, such as agreeableness, 

neuroticism, extraversion and conscientious, while also taking account of the customer 

perspective-taking intention, through which the customer demonstrates an understanding of 

the position of the uncivil employee and, ultimately, is satisfied (Sliter et al., 2O16). As a 

result, the vicious cycle of incivility is broken and turned into a good outcome. This study 

makes this novel contribution to the body of existing literature. 

The current study also investigated the moderating influence of personality traits on 

supervisors (Sommovigo et al., 2O19; Sliter, Withrow, & Jex, 2O15) and e-incivility 

(Sommovigo et al., 2O19; Sliter, Withrow, & Jex, 2O15). Specifically, the study addressed the 

impacts of neuroticism and conscientious traits on the link between supervisor incivility and 
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employee incivility. In the same way, the research showed the influence of these traits on the 

relationship between e-incivility and employee incivility (Brief et al., 2O15). Customers' 

attitudes towards staff are influenced by neuroticism and conscientious. Similarly, these 

personality traits also have an effect on the relationship between supervisors and employees. 

However, the influence of personality factors on the relationships between supervisor, e- 

incivility and employee incivility has never been explored. The current study's findings are 

therefore regarded as a distinctive contribution of this research. The study clarified this 

relationship with in-service employees, making it a one-of-a-kind contribution and a model 

for future researchers (Calvete, Orue, & Gamez-Guadix, 2O16; Wijngaards, de 2ilwa, & 

Burger, 2O2O). The above points are the study's major contributions to the literature. 

1.7 Scope of the study 

 
The scope of this study is limited to the impact of customer, supervisor, colleague and email 

incivility on the employee, and customers' responses of employees' incivility. This entails 

that the study limits itself to incivility taking place only in the organisation, in contrast with 

other studies that have examined the impact of incivility on personal relationships, such as 

with one's spouse (Schilpzand, De Pater, & Erez, 2O16) or within family relationships. 

Finally, this study undertakes research covering the Australian services sector context and the 

incivility that takes place within that context. The detailed rationale for selecting the 

Australian services sector is presented in Section 3.2. 

The purpose of the research is threefold, beginning by investigating the precursory 

effects of the following four main types of incivility (customer, supervisor, co-worker and e- 

incivility) on employee incivility. It then explores the mediating relationships of the 

contingencies of self-worth, perspective taking, employee job dis/satisfaction, and employee 

emotional exhaustion. Finally, it discusses the moderating relationships between the Big Five 
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personality characteristics (conscientious, extraversion, neuroticism, agreeableness and 

openness) on different types of uncivil behaviour. 

This study has implications for services sector managers, helping them to address 

incivility concerns in the workplace and for the development of research to further explore 

these issues. The detailed implications are included in Chapter 5. 

1.8 Structure of thesis 

 
The aim of this research is to explore workplace incivility antecedents in the Australian 

services sector and their mediating and moderating impacts. To accomplish this aim and 

present a rationale for the constructs under investigation, this section reveals the structure of 

the remainder of the thesis as follows: 

Chapter 2, Literature Review, defines and describes the constructs of interest by presenting 

a logical and coherent review of past literature. An empirical review is presented to 

understand the association and influence of the constructs. Finally, the chapter discusses the 

Research model and development of the research hypotheses. 

Chapter 3, Research Methodology, discusses the quantitative design adopted for the current 

study. Services sector managers and employees are surveyed using a quantitative data 

collection methodology to inquire about the incivility-related constructs. 

Chapter 4, Results and Discussion analyses the data collected for the study. *uantitative 

data were collected through the surveys and are displayed in tabular and graphical forms. IBM 

SPSS Statistics (SPSS) software and the SmartPLS tool for structural equation modelling 

(SEM) disclose the associations between constructs. 
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Chapter 5, Conclusion, discusses the logical conclusions gathered from the study, with these 

presented along with the study's limitations, its managerial implications and 

recommendations, and future research directions. 
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CHAPTER 2: LITERATURE REVIEW 
 

2.1 Chapter introduction 

 
This chapter presents a review of past literature with a discussion on workplace incivility and 

its antecedents. Employee incivility, customer incivility, supervisor incivility, co-worker 

incivility and e-incivility are reviewed. Three research models from the literature are revealed 

which present significant insights for the research questions. Each research model has a 

unique contribution from the literature. The models disclose previous work done on the 

variables and present researchers' assumptions in the form of research hypotheses for each 

investigation tested in the current research. Literature review is attached in tabular form in 

Appendix-V for better understanding. 

2.2 Workplace incivility 

 
In the contemporary business scenario, people work at a fast pace, with employees becoming 

highly competitive, limited jobs available, rigid organisational requirements and changing 

organisational cultures. In these conditions, civil behaviour is often lacking and individuals 

become short-tempered (Schilpzand et al., 2O16). They respond by being unhelpful, rude and 

negative, reinforcing a negative organisational culture. This situation originates in workplace 

incivility which is a low-intensity deviant behaviour, violating mutual respect and workplace 

norms by ambiguously harming others (Reich & Hershcovis, 2O15; Arasli, Namin, & 

Abubakar, 2O18; Wang & Chen, 2O2O). These non-acceptable types of behaviour are 

discourteous, rude and uncivil in nature. 

The perpetrators act in various ways when exhibiting incivility (Rosen et al., 2O16). 

They act in a rude or discourteous manner, pass disparaging remarks and are sarcastic: they 

threaten the well-being, productivity, workplace engagement and confidence of the victim. In 
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addition, organisational culture is negatively affected by such behaviours. In contrast to 

workplace aggression or bullying, incivility is deemed to be a low-intensity behaviour 

(Hershcovis, 2O11; Hoel et al., 2O1O). However, incivility has the potential to aggravate and 

take the form of harassment or bullying, leading to serious consequences for the organisation. 

A study by Loh et al. (2O19) revealed findings about workplace incivility among 

white-collar employees from Singapore (n=3O3) and Australia (n=3O1). Loh et al. (2O19) 

reported that workplace incivility induced emotional exhaustion/burnout among employees, 

leading to workplace withdrawal and dissatisfaction. The impact on Australian employees was 

found to be more serious in contrast to that on Singaporean employees. Workplace incivility 

is pervasive in nature. According to Porath and Pearson (2O13), nearly 98% of workers 

experience incivility in the workplace, and nearly 5O% face it at least once a week. For 

employees who experience incivility on an annual basis, the estimated organisational cost is 

A$14,OOO (Porath & Pearson, 2O13). These monetary statistics are critical as they are 

indicative of the negative consequences of incivility in the workplace. For example, 

organisational costs increase with increasing rates of workplace incivility (Sguera et al., 2O16; 

Cho, Bonn, Han, & Lee, 2O16). These costs are mostly employee-associated as employees 

withdraw from work, worry more, take out their frustrations on customers, and avoid 

perpetrators. 

One study described incivility as behaviour of the perpetrator towards the victim when 

the behaviour is vague, digressive and low in intensity (Andersson & Pearson, 1999). An 

empirical review performed by Cortina et al. (2OO8) claimed to have found only 23 articles on 

the topic of workplace incivility from 1996–2OOO. However, the years from 2O11–2O15 

yielded results for 1,7OO articles on the topic of incivility. In their research, Daniels and 

Jordan (2O19) reported that 9O% of employees in the workplace experience or observe the 
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practice of incivility in their place of employment, while another study (Schilpzand et al., 

2O16) reported that 98% of employees in an organisation experience workplace incivility, 

with 5O% reporting incidents occurring over a one-week period. 

Workplace incivility is known to be detrimental towards the organisation and its 

employees (Andersson & Pearson, 1999). In the ‘Tit for Tat' model, incivility is demonstrated 

to cause a negative reaction in both directions as the perpetrator causes damage to the victim 

and the victim responds to the damage in his/her own way which disturbs the organisational 

environment (Andersson & Pearson, 1999). Lim and Lee (2O11) elaborated further that 

incivility refers to behaviour that is impolite, intolerant or condescending to a person by 

demeaning the value of his/her work and self-esteem. Examples of uncivil behaviour include 

frequent interruptions, being targeted with anger, receiving judgmental expressions and being 

subject to exclusion from inclusive gatherings or conversations (Schilpzand et al., 2O16). 

Employee incivility is a reaction to incivility behaviour by colleagues, supervisors 

and/or customers (Andersson & Pearson, 1999; Kim & *u, 2O19, Lim & Lee, 2O11). 

Workplace incivility revolves around routine arguments and can be reciprocated or reveal a 

spiralling effect (Estes & Wang, 2OO8). Incivility in the organisation has a negative impact on 

an employee's work-life as well as his/her personal life as it leads to feelings of stress, panic 

attacks, changes in a healthy lifestyle, poor eating habits, depression, a lack of well-being, 

fatigue and dissatisfaction in his/her professional life (Taylor et al., 2O1O; Miner & Eischeid, 

2O12; Gallus et al., 2O14). Other studies support these findings of the negative impact by 

stating that short-term stress from the organisation can negatively affect an employee's mental 

health and wellness (Malaka, 2O14). However, differences are found due to other negative 

emotional elements, in addition to workplace incivility, that are present in the organisation 

(Miller et al., 2O12). 
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Incivility is considered as lower in force than other behaviours, with the perpetrator 

causing harm to the victim through his/her language, his/her unethical activity in emails, 

making negative comments or remarks or speaking in a loud tone while being insulting 

(Andersson & Pearson, 1999). Another noteworthy form of workplace incivility is privacy 

invasion (Smith, 2O17). This is different from physical abuse, bullying, violence and other 

aggressive behaviour. Gallus et al. (2O14) described uncivil behaviour as being both active 

and passive in nature. However, while incivility is seemingly impolite and offensive, it can 

diverge into areas that include bullying, violence, verbal and sexual harassment (Leiter, 2O13). 

Empirical research emphasising the different types of incivility found in the workplace 

has also explored a wide range of precursors, such as a high workload, a stressful atmosphere, 

incivility by colleagues, emotional fatigue, and e-incivility (Abid et al., 2O15). After 

reviewing the recent literature, the current study focuses on following four main categories 

that cover the wide incivility spectrum: incivility by supervisors, co-workers, customers and 

e-incivility, all of which have varying impacts on employee incivility. Jawahar & Schreurs 

(2O18), along with other research studies, described incivility by supervisors as a cold or curt 

attitude, losing his/her temper, and intimidation by the use of force and in other ways that 

negatively affect an employee's physical, mental and social health, increasing their cost of 

living and causing deterioration in their quality of life (Hogan & Hogan, 2OO1; Hogan & 

Kaiser, 2OO5; Gentry et al., 2O15). 

Occupational health psychology has considered co-worker incivility to be a significant 

issue, with this type of incivility including emotionally abusive behaviour and a socially 

demeaning attitude (Leiter, 2O13; Viotti et al., 2O18). Another study (Cho et al., 2O16) 

described incivility by customers as more routine, referring to offensive or discourteous 

behaviour by customers to workers which causes them immense emotional stress (Han et al., 
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2O16; Kim & *u, 2O19). e-Incivility (or email incivility) refers to rude or impolite messages 

that ripple through ethical limits and cause negative outcomes for an employee's self-respect 

(Park & Haun, 2O18). As communications through networks and email conversations have 

exponentially increased, incivility through emails has also increased. 

In contrast to the previous discussion, a recent study in the literature suggested that 

sources of incivility or uncivil behaviour might not only be negative feelings, but also positive 

sentiments, such as high self-esteem or strong work enthusiasm (Ilies et al., 2O19). However, 

while that study introduced the view that positive sentiments might have a negative impact on 

cognitive results, their impact on social behaviour remains unclear (Forgas et al., 2OO9; Ilies et 

al., 2O19). Therefore, additional research and inquiry are required to determine how positive 

elements, like a strong work ethic and self-esteem, stimulate incivility. It is also essential to 

observe the personality traits that are relevant to different types of incivility as research has 

suggested that personality traits can moderate workplace incivility (Taylor & Pattie, 2O14; 

Taylor et al., 2O12). Several scholars have discussed the limited availability of studies in the 

literature on the moderating effect of the Big Five personality characteristics on types of 

uncivil workplace behaviour (Sliter et al., 2O16; Liu et al., 2OO9). Previous studies (Miller et 

al., 2OO3; Taylor et al., 2O12) touched upon personality factors, such as low conscientious and 

agreeableness, and high neuroticism as appropriate for kindling aggressive behaviour 

(Hershcovis & Barling, 2OO7), but failed to completely elaborate on the moderating impact of 

the Big Five personality traits on customer, supervisor and co-worker incivility. 

In addition, the literature is lacking on the mediation impact of certain qualities on 

different types of incivility, with these qualities being self-worth, job satisfaction or 

dissatisfaction, employee fatigue and the employment of various perspectives. Borys et al. 

(2O19) explained that some topics have been covered in the literature with attempts made to 
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study the mediation effect of job satisfaction or dissatisfaction, and employee fatigue on 

incivility. However, the impact of ‘contingencies of self-worth' on colleague incivility, and of 

other qualities, such as perspective taking, in the context of e-incivility have not been included 

in the empirical evidence. The current study focuses on workplace incivility in the context of 

the Australian services sector. Workplace incivility does not lead to positive outcomes or an 

improvement in productivity. This has been evidenced by survey and interview results 

obtained by numerous studies of employees in the services sector (Morrow et al., 2O11; Hur et 

al., 2O15; Schuster et al., 2O16; Cho et al., 2O16; Smith, 2O17). In the transportation industry, 

results from the sample (n=1,381) surveyed (Morrow et al., 2O11) conveyed the point that 

workplace incivility only led to drastic consequences. This also meant a notable decline in 

quality management. 

Incivility in other industries, such as the restaurant sector, has also been explored, with 

the results of one study reporting that interviews with employees (n=283) of various 

restaurants revealed that, through workplace incivility, job satisfaction and employee turnover 

were widely affected (Schuster et al., 2O16). Cho et al. (2O16), through a comprehensive study 

of employees in the services sector, also supported the view that workplace incivility has 

these types of effect and causes a decline in emotional health. Other studies, such as one 

investigating the impact of incivility on employees in the retail sector, have produced similar 

results (Hur et al., 2O15). 

Furthermore, the study by Smith (2O17) observed that the impact on many employees 

was decreased job satisfaction and reduced productivity, with adverse effects on mental 

health, with this noted as a direct effect. The impact of workplace incivility has not simply 

been studied in terms of the victims of incivility but also in relation to employees who 

witnessed incidents of workplace incivility. One study (Schilpzand et al., 2O16) reported 
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results which showed that witnesses of uncivil behaviour often had lower performance levels, 

decreased creativity and less expression of creativity in the workplace. They were also less 

likely to assist their colleagues in their work and had a higher chance of being emotionally or 

mentally exhausted (Schilpzand et al., 2O16). Therefore, the current study aims to focus on the 

antecedents of workplace incivility and on the moderating effects of the Big Five personality 

traits on various types of incivility. The following sections discuss the antecedents of different 

types of workplace incivility, namely, employee incivility, supervisor incivility, co-worker 

incivility, consumer/customer incivility and e-incivility. 

2.3 Employee incivility 

 
Employee incivility is defined as the uncivil behaviour of an employee towards customers or 

their own organisation (Walker et al., 2O17). Customers and employees can equally disturb 

the cultural norms of the organisation in relation to civility and mutual respect. Approximately 

4O% of employees witness and report workplace incivility once a month (Porath et al., 2O1O) 

in a wide range of sectors, including banks, entertainment venues, government offices, gyms, 

health care, retail stores, restaurants, and universities. 

Empirical research has revealed many antecedents for employee incivility including: 

customer incivility, co-worker incivility, emotional exhaustion, e-incivility, a hostile 

workplace, gender harassment, job stress, job dissatisfaction, job demands, job insecurity, a 

stressful workplace environment, supervisor incivility, workload, and workplace adaptation 

(Abid et al., 2O15). Thus, the current study focuses on four types of incivility, identified as 

customer incivility, supervisor incivility, co-worker incivility and e-incivility. The following 

paragraphs present a review of the literature on these categories of employee incivility. 

The impacts of incivility are broad in context and include increased anxiety or 

worrying, decline in organisational commitment, reduced employee engagement, reduced 
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employee satisfaction, and workplace withdrawal (Arkan, 2O16). In cases, when incivility is 

severe, a high probability exists that the employee will leave the organisation or have a higher 

rate of absenteeism (Arkan, 2O16). Incivility not only impacts on employees but takes 

customers away from the organisation. Incivility has a spiralling effect (Andersson & Pearson, 

1999): due to this aspect of incivility, organisations are bound to suffer. Employee incivility is 

reciprocated and negatively impacts on customers, forcing them to leave the organisation. The 

possible outcomes of incivility are negative repercussions on the organisation's multiple 

stakeholders and the creation of a toxic organisational culture. Organisations, in return, need 

to make huge investments, in the form of time and costs, to manage and resolve incivility in 

workplace behaviours (Arkan, 2O16). Moreover, the repercussions threaten the reputations of 

organisations. Research conducted by Porath and Pearson (2O13) revealed that 25% of 

employees who faced employee incivility tended to express or target their frustration towards 

customers. The results of this behaviour were investigated in another study (Porath et al., 

2O1O) that explored the impact of employee incivility on customers, with customers shown to 

form negative opinions and perspectives about the company, its employees and all association 

and encounters with that company. 

In the services sector, Torres et al. (2O17) investigated the hospitality sector, observing 

that when employees exhibit uncivil behaviour, this often leads to the mistreatment of, or 

aggression towards, customers. Moreover, that study reported that the more exposure 

employees had to employee incivility, the more they felt desensitised towards uncivil 

behaviour. 

One study (Porath & Pearson, 2O13) provided additional support in numerical terms 

on how incivility was found to be negative for the entire organisation. As a result of employee 

incivility, employees decreased the amount of time and effort they put into their work, with 
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their work quality and performance declining (47%, 48% and 66%, respectively) (Porath & 

Pearson, 2O13). Furthermore, employees avoided the perpetrator of the incivility (63%) and 

stated that they lost significant working time owing to the stress associated with the incivility 

incident which they had suffered (8O%) (Porath & Pearson, 2O13). Furthermore, the study's 

findings indicated that this led to lower organisational commitment (78%) and higher actual 

employee turnover (12%). 

2.4 Supervisor incivility 

 
Supervisor incivility is defined as a supervisor's uncivil behaviour towards his/her 

subordinates (i.e., those working under him/her), adversely impacting on employee 

performance in the workplace (Jawahar & Schreurs, 2O18). Uncivil behaviour includes 

disrespecting employees' opinions and performance and demeaning them (Cortina, 2OO8; 

Potipiroon & Ford, 2O19). Porath et al. (2O13) studied the effects of supervisor incivility and 

observed the negative impact on employees' performance and well-being which incurred costs 

for the organisation. Furthermore, as employees are reliant on their supervisors for appraisals, 

rewards and other opportunities, supervisor incivility is harmful for employees (Schilpzand et 

al., 2O16). The same study reported that, through interventions to avoid incivility or uncivil 

behaviours, supervisor incivility decreased. 

Workplace incivility is objective, rather being subjective. Evidence has shown that the 

exploitation of power is a common cause of these negative and invisible interactions 

(Martynowicz, 2O16). An employee feels the effect of the perpetrator's incivility due to 

his/her lower status. Notably, employees who reciprocate and engage in incivility behaviour 

themselves often claim that their behaviours are modelled on having experienced incivility 

from their supervisors (Martynowicz, 2O16). This means that the target of incivility usually 

has a lower status. A supervisor's behaviour of discourtesy and rudeness gives the impression 
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that the organisation has room for incivility conduct (Martynowicz, 2O16). In addition, leaders 

who reward and foster habitual perpetrators often establish a workplace deviance culture 

(Martynowicz, 2O16). Such cases revealed a higher ratio of employee incivility. 

As the leadership and power apex is core to acts of incivility, ignoring discourteous 

behaviour does not provide any solutions (Arkan, 2O16). Organisations face adverse 

conditions due to narcissistic supervisors, aggressive managers and abusive leaders. If acts of 

incivility which, although small, are neglected, this can cause serious consequences within the 

organisation. Senior organisational members, such as managers and supervisors, are role 

models for employees. Small acts of incivility, often known as micro-aggression, can spiral 

into workplace incivility and bullying and cause serious damage. To avoid such uncertainty, 

proactive leadership is essential. This can fully prevent the spiralling effects of incivility. 

The services sector is more prone to incivility due to the presence of excessive work 

stressors. Han et al. (2O16) elaborated that, with supervisors playing a supportive role, these 

stressors could be significantly reduced, leading to an overall decrease in various types of 

incivility. Another study supported this line of research (Shin & Hur, 2O19). This was also 

observed in the services sector, especially the restaurant and hotel industry, as the work 

environment was similar for employees and supervisors (Han et al., 2O16). Supervisor 

incivility in the services sector is a notable disruptor and can cause many adverse impacts for 

the organisation. 

Another study focused on supervisor incivility in the hotel industry, a major 

contributor to Australia's economy (Alola et al., 2O18). Through that study, a significant 

number of employees in the industry were found to be victims of uncivil behaviour by their 

supervisor. More than 5O% of these employees reported that the supervisor behaved in a 

derogatory way towards them, while 46% stated that their supervisors excluded them from 
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professional discourse during work (Alola et al., 2O18). Of the total of 329 employees, 

all were exposed to, and victims of, supervisor incivility (Alola et al., 2O18). However, the 

types of incivility exhibited within supervisor incivility varied for almost all employees. 

According to the empirical research by Alola et al. (2O2O), employees are more likely 

to be emotionally exhausted if they do not have adequate resources for dealing with uncivil 

supervisors. Along with findings about the increased emotional exhaustion for employees who 

are often on hotel front desks (Walker et al., 2O14), the study by Alola et al. (2O2O) noted that 

supervisor incivility in the industry led to decreased job satisfaction and higher employee 

turnover intention that would potentially incur costs for the company. 

Alola et al. (2O2O) argued that the presence of unskilled labour in the hotel sector was 

associated with employees agreeing to uncivil factors in the industry. The collected and 

analysed data concluded that educated respondents were less tolerant of incivility by 

supervisors. According to research by Wilson and Holmvall (2O12), supervisor incivility was 

the largest contributor to lower job satisfaction and higher employee turnover intentions. 

Given the range of uncivil behaviour by supervisors towards their subordinates in the services 

sector and the limitations of the literature, the Australian services sector is yet to be explored. 

2.5 Co-worker incivility 

 
Co-worker incivility occurs between colleagues within an organisation. Andersson and 

Pearson (1999) observed co-worker incivility to be in the form of mistreating colleagues or as 

disrespect between co-workers caused by a low level of non-standard behaviour (Viotti et al., 

2O18). According to Morrow et al. (2O11), co-worker incivility is not outright aggression, but 

rather a milder form of uncivil behaviour. Due to its mild nature, most co-worker incivility is 

disregarded. Morrow et al. (2O11) explained the association between co-worker incivility, 
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satisfaction with work, and perceptions of work unit incivility with different dimensions of 

total quality management (T*M) programs. 

Co-worker incivility is bound to have a negative impact. This is apparent in research 

(Torres et al., 2O17; Hur et al., 2O16) which concludes that co-worker incivility leads to 

energy drainage. It was also established by Cho et al. (2O16) that a lack of support or 

cooperation from co-workers can cause negativity between employees in the workplace. 

Empirical research also suggested that uncivil behaviour by co-workers can cause workplace 

withdrawal (Hur et al., 2O15a; Torres et al., 2O17). 

Hur et al. (2O15), in explaining how dangerous co-worker incivility is to any 

organisation, described it as having a downward spiralling effect. One of the main observed 

reasons is employees' intention to stay with the organisation. Melton (2O18) explained that 

co-worker incivility can take a negative toll on an employee's health and their environment, as 

their interaction is on a routine basis compared to how often they experience customer 

incivility. 

Co-worker incivility leads to a major decline in many facets of the workplace for 

employees who fall victim to such behaviour. It leads to low morale, high turnover intention 

and absenteeism, and low productivity (Ferguson, 2O12; Hur et al., 2O15; Wang & Chen, 

2O2O). Furthermore, the adverse effects of co-worker incivility can even extend beyond the 

organisation as it may cause deteriorating mental health (Hur et al., 2O15; Itzkovich & 

Heilbrunn, 2O16) and work–family imbalance (Ferguson, 2O12). 

Some of these effects were measured through a study (Hur et al., 2O15) in which retail 

bank employees (n=286) were interviewed. The results showed that the impact of co-worker 

incivility in the industry caused a decline in job performance, but that this could be attributed 
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to a lack of cohesiveness among frontline employees after uncivil behaviour (Hur et al., 

2O15). 

In industries in the services sector, such as the transportation industry, it has been 

observed that co-worker support leads to better performance (Morrow et al., 2O11); hence, the 

absence of this support could lead to a decline in the quality of management. Another study 

(Holm et al., 2O16), in researching the existence of co-worker incivility among white-collar 

service workers in various industries, concluded that the lack of support was significant. The 

uncivil behaviour described by respondents included being excluded from discourse and from 

various information sources, as well as derogatory remarks by co-workers expressing doubts 

about an individual's competence (Holm et al., 2O16). Co-worker incivility also involved a 

co-worker's refusal to use words such as ‘thank you' or ‘please' that are the foundation of a 

positive and healthy working space (Hur et al., 2O16; Shahryari & Ahmad, 2O17). Co-workers 

were also found to demonstrate uncivil behaviour by tending to speak over their peers and 

disregarding or ignoring what their colleagues had to contribute to a discussion. 

For retail small and medium-sized enterprises (SMEs), a study by Shahryari and 

Ahmad (2O17) found that co-worker incivility was a major workplace stress that impacted on 

employees and led to lower job satisfaction. Furthermore, it was a contributory source of 

emotional exhaustion (Shahryari & Ahmad, 2O17). According to Wang and Chen (2O2O), co- 

worker incivility also leads to a significant reduction in job performance (Itzkovich & 

Heilbrunn, 2O16) and significantly reduced work engagement in the hospitality industry, 

especially for frontline workers. 

Wilson and Holmvall (2O12), in their study on employees in the services sector in the 

retail and restaurant industries (n=4O2), revealed that co-worker incivility caused high 
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employee turnover intention and lower job satisfaction. In the hospitality industry, Torres et 

al. (2O17) related that employee sales performance decreased in cases of co-worker incivility. 

In another study (Chen & Wang, 2O19), the topic was explored among restaurant 

employees, in this case, chefs. In the services sector, the role of a chef requires them to work 

in a high-pressure environment. This creates a significant addition of stress due to the 

excessive workload, prolonged working hours and extremely limited space shared with 

numerous colleagues. Negative emotions are easily triggered in such an environment and 

many employees tend to vent at co-workers (Chen & Wang, 2O19). This easily leads to co- 

worker incivility, with the kitchen becoming a largely uncivil space and employees 

experiencing lower job satisfaction and higher emotional exhaustion. 

Co-worker incivility also leads to a reduced effort to help peers in the organisation 

(Hur et al., 2O16). The lack of cooperation and teambuilding leads to a decline in job 

performance. This decline can also be linked to co-worker incivility in ways that include an 

employee being unable to focus on work due to his/her efforts to avoid the perpetrator (Hur et 

al., 2O16). 

Apart from the victims of co-worker incivility, the observers of such incidents are also 

affected (Hur et al., 2O16). Witnesses of co-worker incivility are prone to feelings of fear and 

anger, as found in research in the context of restaurant employees (Miner & Eischeid, 2O12). 

The study by Miner & Eischeid (2O12) reported that observers were also discouraged and fell 

victim to anxiety and other negative emotions that resembled those experienced by the targets 

of co-worker incivility. 
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2.6 Customer incivility 

 
Most organisations place emphasis on optimal organisational performance and wish to 

achieve their target goals. Most of these goals rely on keeping customer as the first and main 

priority by improving service satisfaction, hence, improving the organisation's profit (Wang 

& Chen, 2O18). While this may be the ideal objective, it usually creates a scenario which puts 

the employee at a disadvantage which can cause customers to act in an uncivil manner. 

Offensive and discourteous behaviour by customers towards employees of an 

organisation is known as customer incivility (Medler-Liraz, 2O2O). Torres et al. (2O17) 

explained that customers are uncivil towards employees when they speak to employees in a 

blunt manner, interrogate and doubt the employee's competence, and disrespect them by 

being discourteous and impolite, abusing organisational customs and courtesy. Customer 

incivility is, however, deemed to be less harmful compared to other forms of incivility, as an 

employee might not be required to deal with the same customer on a repeated basis, while 

other interactions that incur other forms of incivility tend to occur more routinely (Schilpzand 

et al., 2O16; Ugwu et al., 2O21). 

When customers act in a civil way, this helps to build positive relationships with 

employees as it leads to positive emotions (Shin & Hur, 2O19). These emotions widely relate 

to being appreciated (Shin & Hur, 2O19). The ideology underlying the services sector is that 

the customer should be appreciated. Based on this ideology, ‘the customer is always right' in 

this industry, with employees often having to compromise which leads to customer incivility 

(Wang & Chen, 2O18; Cheng et al., 2O2O; Kiffin-Petersen & Soutar, 2O2O). Another current 

phrase added to this line of thinking is ‘service with a smile' (Lincoln & Gregory, 2O15). 

The prime focus of this ideology is to retain customers in the business; however, this 

neglects the people who provide the service (Bani-Melhem et al., 2O2O). This line of thinking 
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is apparent in the past literature as most studies have focused on observing employees' 

behaviour and how it shapes customer emotions and their satisfaction with the service (Cheng 

et al., 2O2O). This disregards the point that communication is a two-way dialogue and that 

customers' behaviour could affect employees' mental well-being in a similar way (Cheng et 

al., 2O2O). 

The previous literature also suggests that customer incivility might be excessively high 

in the services sector (Shahryari & Ahmad, 2O17), possibly causing a notable negative impact 

on employees in that sector. According to Sliter et al. (2O16), frequent customer incivility 

behaviour is now highly reported. Wang & Chen (2O18) also documented examples of 

customer incivility in their study on the services sector. 

Acts of customer incivility include being disrespectful towards employees and acting 

in a way that directly targets employees (Wang & Chen, 2O18). This involves the usage of 

derogatory remarks (Sommovigo et al., 2O19) while also making unreasonable requests of 

employees (Wang & Chen, 2O18). When customer requests extend beyond the employee's 

range of responsibilities, the employee experiences emotional exhaustion, as evidenced in 

previous studies (Cho et al., 2O16; Hur et al., 2O16; Shahryari & Ahmad, 2O17; Wang & 

Chen, 2O18; Sommovigo et al., 2O19; Shin & Hur, 2O19; Al-Hawari et al., 2O2O; Alola et al., 

2O2O). 

Other examples of customer incivility, as described by Kiffin-Petersen and Soutar 

(2O2O), include yelling at an employee or ignoring an employee's instructions. These acts 

cause a significant reduction in sales performance. Sommovigo et al. (2O19) added other 

examples of uncivil behaviour, such as impatient gestures, frequent interruptions or 

disrespectful signs, for example, snapping fingers or clapping hands to attract an employee's 

attention. 
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The effects of customer incivility are often linked to expectations that employees must 

perform their work while being subject to an emotional load (Al-Hawari et al., 2O2O). When 

faced with uncivil customers, employees are expected to display insincere emotions (Al- 

Hawari et al., 2O2O). While this helps with an immediate improvement in service, it causes a 

gradual decrease in performance which has an adverse effect on the employee and the 

organisation. Kim and *u (2O19) reported that masking emotions and suppressing true 

reciprocation of incivility toward the customer may cause employee burnout, emotional 

exhaustion and, ultimately, job dissatisfaction. 

The impact of customer incivility on employees in the services sector is magnified by 

its perpetual nature (Cho et al., 2O16; Shahryari & Ahmad, 2O17; Wang & Chen, 2O18). A 

single occurrence would not cause such an impact but, as customer incivility is likely to occur 

on a routine basis, the impact on employees' mental health is immense. 

Another factor attributed to customer incivility and its impact on employees is its 

unavoidable and unpredictable nature (Shin & Hur, 2O19). As service employees do not 

expect a customer to act in an uncivil way, they must improvise on the spot which is a job 

stressor (Shin & Hur, 2O19). Many service employees must also deal with a customer 

regardless of his/her behaviour which can lead to a decline in the victim's productivity (Shin 

& Hur, 2O19). This obligation tends to completely change the employee's perception about 

the entire service mandate (Cho et al., 2O16; Sommovigo et al., 2O19), as this set of rules 

requires them to act, at all times, in a civil manner even when being a victim of incivility. 

In the services sector, restaurant frontline employees are likely to experience a high 

level of customer incivility from a negative interaction (Cho et al., 2O16). This limits 

employees' authority to hold customers accountable, even if they could. The reason is that 

many customers hold power over frontline employees, and thus employees feel uncomfortable 
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and fearful so they do not lodge a complaint again such customers. Due to the nature of the 

services workplace, customers tend to act in an uncivil manner as they have the surety that 

they can remain anonymous (Cho et al., 2O16). Hence, they do not fear any consequences and 

employees suffer. 

These statements were supported by Sommovigo et al. (2O19a) in findings from their 

study which compared various customer-centric variables that affect the job performance of 

services sector employees. Their study reported that customer incivility was a significant 

factor that directly caused a decline in performance, unlike other factors that had an indirect 

effect (Sommovigo et al., 2O17). This finding was attributed to the variety of incivility 

incidents and the occurrence of uncivil behaviour (Sommovigo et al., 2O17). The authors 

explained that, while customer incivility might be less aggressive than some other factors 

studied, uncivil incidents eventually accumulated to have a larger negative effect on 

employees. 

According to Shahryari & Ahmad (2O17), customer incivility is the major cause of 

emotional exhaustion (Cho et al., 2O16; Hur et al., 2O16; Shin & Hur, 2O19; Sommovigo et 

al., 2O19; Al-Hawari et al., 2O2O; Alola et al., 2O2O) that subsequently leads to most other 

negative impacts commonly associated with incivility. Emotional exhaustion is broadly 

caused by the pressure of customers' emotional demands on employees and the job itself 

(Shin & Hur, 2O19). A similar conclusion was reached by Alola et al. (2O2O) when the 

correlation between emotional exhaustion and customer incivility was found across a range of 

industries in the services sector, including the hotel industry and among retail department 

store employees (Alola & Alola, 2O18). This correlation was also supported in findings by Al- 

Hawari et al. (2O2O) in their study conducted among frontline service employees (n=192). 
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Other impacts of customer incivility include a notable increase in employee turnover 

intentions (Han et al., 2O16). In their study, Han et al. (2O16) observed 228 employees of 

various restaurants across Florida, USA: they noted that the higher the level of customer 

incivility experienced by employees, the higher the level of employee burnout and turnover 

intention. A positive relationship was established between these three variables. 

While it is generally accepted that incivility towards any employee should not be 

tolerated, services sector employees are required to perform while being subject to an 

emotional load and to maintain cooperative behaviour (Cho et al., 2O16) even when a 

customer is rude or uncivil towards them. According to one study (Cho et al., 2O16), the 

required behaviour includes controlling their facial expressions. The lack of material on this 

subject could be due to the traumatic nature of customer incivility or it could be that 

employees find this too humiliating to share, a view contemplated by Cho et al. (2O16). 

In that study among frontline restaurant employees, a data set was obtained from 

239 employees, with the research arguing that, as they are on the frontline, these employees 

are required to deal with multiple customers at multiple times (Cho et al., 2O16). These 

frontline employees are also more at risk of facing customer incivility compared to their peers 

or supervisors who are located in back-room roles or further up the hierarchy. 

Customer incivility has also been witnessed in the hospitality industry where one study 

of 3O7 employees established the link between customer incivility and its subsequent negative 

impacts, such as decreased performance (Cheng et al., 2O2O). The effect of this incivility 

could be extreme as many hotel customers are guests and tend to stay for longer than in other 

industries, such as at a retail store or restaurant (Torres et al., 2O17; Cheng et al., 2O2O). This 

worsens the impact for frontline service employees in the hotel industry. 
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Another study (Bani-Melhem et al., 2O2O) focused on the hospitality sector, 

researching samples of 192 and 184 frontline employees and finding that the industry had a 

high occurrence of customer incivility. This also eventually led to high employee turnover 

intention (Bani-Melhem et al., 2O2O). In the hotel industry, studies have reported (Han et al., 

2O16; Torres et al., 2O17; Bani-Melhem et al., 2O2O) that many employees exhibit behaviour, 

such as workplace withdrawal, increased absenteeism and low work quality, due to exposure 

to customer incivility. 

Within the transportation industry, which is part of the services sector, customer 

incivility is a critical variable (Kornig et al., 2O17). Empirical research by Lincoln and 

Gregory (2O15) reported that the transportation industry was at higher risk of customer 

incivility compared to other job sectors. Some of the behaviour faced by bus drivers from 

passengers is discourteous as well as being uncivil and rude. Many people swear at drivers for 

being late or for not driving at the desired speed (Kornig et al., 2O17). Apart from being 

victims of such behaviour, drivers are subject to high levels of traffic, the need to memorise 

various routes and a high density of passengers to take care of safely (Kornig et al., 2O17). 

Bus drivers often like to communicate with their passengers (Lincoln & Gregory, 2O15): 

however, this is commonly a generator of fear and stress. According to the same study 

(Kornig et al., 2O17), most passengers do not try to communicate or even to greet bus drivers 

as they feel superior to the drivers. 

Some of the reasons that possibly explain uncivil attitudes of customers towards bus 

drivers were noted by Lincoln and Gregory (2O15). As they explained in their study, due to 

bus drivers' interaction with many members of the public, it is highly probable that 

perpetrators can free themselves of accountability. As transactions in buses are in cash, 

customers may not be traceable (Lincoln & Gregory, 2O15). Lincoln and Gregory's (2O15) 
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multi-methods research focused on customers as the leading source of incivility towards bus 

drivers. 

Kim & Baker (2O19) described that another impact of customer incivility, apart from 

that on the employee, is its effect on other customers and, eventually, on the organisation. 

Uncivil behaviour by some customers can cause the environment to be negative and ruin the 

experience for all other customers (Kim & Baker, 2O19). This has a negative impact on the 

company and on the profitability of its business; therefore, these relationships need to be 

examined in more detail. 

Customer incivility has a negative influence on employees working in the services 

sector (Sliter & Jones, 2O16). The previous literature has revealed that negative outcomes of 

customer incivility include disengagement, burnout and absenteeism; however, less is known 

about its antecedents (Sliter & Jones, 2O16). It is critical to reduce the levels of customer 

incivility as its impact threatens its victims. Sliter & Jones (2O16) performed both qualitative 

and quantitative studies. The qualitative study was based on 13 sub-themes and revealed the 

characteristics of customer incivility, service employee characteristics and organisational/ 

environmental facets that influenced customer incivility. In the quantitative study, the authors 

revealed the perspectives of services sector employees regarding the antecedents of customer 

incivility. 

Another study revealed the association between customer incivility and employee 

incivility (Kim & *u, 2O19). The study, using a convenience sampling technique, surveyed 

frontline employees working in the restaurant service sector. Positive relationships were found 

between customer incivility and both job demands and burnout (Kim & *u, 2O19). It was also 

found that emotional job demands acted as a mediator in the association between burnout and 
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customer incivility and a positive association was found between customer incivility and 

employee incivility. 

Self-efficacy is defined as an individual's confidence in and conviction towards their 

personal abilities that mobilise their cognitive resources, courses of action and motivation to 

execute a certain role within a specific context (Kuo & Hsu, 2OO1; Ozyilmaz et al., 2O18). 

Self-efficacy is known to play a significant role in motivating employees in their creative 

endeavours; the term has also been used in different contexts (Hur et al., 2O2O). Hur et al. 

(2O2O) explored self-efficacy in association with employee outcomes, with customer incivility 

as a moderator. Their study findings revealed that customer incivility and rigid service scripts 

reduced the positive influence of self-efficacy on employee outcomes. Employee performance 

was affected by the extent of exposure to customer incivility. The study also revealed that 

self-efficacy was a positive variable that influenced positive employee workplace outcomes 

(Hur et al., 2O2O). Thus, higher levels of self-esteem formed a barrier to the negative influence 

of customer incivility (Kern & Grandey, 2OO9) and lower levels of self-efficacy led to an 

increase in the level of customer incivility (Fida et al., 2O18). While it has been found that 

self-efficacy is positively associated with employee outcomes related to the workplace 

(Albrecht & Marty, 2O2O), less is known about the association between customer incivility 

and self-efficacy (Kiffin-Petersen & Soutar, 2O2O). One study explored how lower levels of 

customer efficacy lead to customer incivility and employee incivility (Kiffin-Petersen & 

Soutar, 2O2O) as customers were unable to manage their own aggression, exerting customer 

incivility on employees when they acquired services. 

Limited attention has been paid to how to mitigate the influence of customer incivility 

on employee incivility (Medler-Liraz, 2O2O). The study by Medler-Liraz (2O2O) provided 

evidence from the Israeli restaurant sector, extending the findings on customer incivility 
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constructs. The study further explored how personality traits (e.g., agreeableness) moderated 

the association between customer incivility and rapport. The findings showed that hospitality 

sector employees who were agreeable in their duty towards customers, exhibiting medium to 

lower levels of incivility, reported better rapport, in contrast to employees who were 

disagreeable (Medler-Liraz, 2O2O). The study reported that the personality traits of employees 

acted as a moderator. Whether the personality traits of customers acted as a moderator in the 

association between customer incivility and employee incivility is less known (Medler-Liraz, 

2O2O). 

2.7 e-Incivility 

 
e-Incivility is relatively new compared to other types of incivility and is described as uncivil 

behaviour towards employees that occurs through online networks and email (Itzkovich & 

Heilbrunn, 2O16; Park & Haun, 2O18). Cyber incivility is behaviour exhibited in online 

communication that violates the code of ethics in an organisation (Lim & Teo, 2OO9). It 

occurs in the form of emails such as non-urgent requests sent as urgent; vague and insensitive 

messages; impolite messages; spontaneous work required over weekends that was not 

previously scheduled. 

The global workplace scenario today emphasises the increasing usage and need for 

electronic media to facilitate communication between various members of an organisation 

and, hence, focuses on the importance of evaluating e-incivility (or cyber incivility) in the 

workplace (Giumetti et al., 2O12). e-Incivility (or email incivility) can also be termed ‘cyber 

incivility' as the uncivil behaviour is not limited solely to the use of email but employs a vast 

number of electronic and digital media at the perpetrator's disposal. Due to recent innovations 

and quick and easy accessibility to other people, supervisors/ employees can interact in an 

uncivil manner when they communicate digitally (e.g., during an email conversation (Greene, 
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2O12). Empirical research has defined cyber incivility as exhibiting aggressive behaviour 

towards someone in an organisation or a workplace through the usage of digital media, 

especially email (Ophoff et al., 2O16). 

e-Incivility can be categorised as elements that comprise email or cyber incivility, with 

it noted that time-sensitive emails (e.g., announcements or requests to be complied with at 

short notice) also count under this label (Park et al., 2O18). Neglecting or ignoring specific 

components of a previously written email can also be included under the umbrella of e- 

incivility. Bacile et al. (2O18) provided more examples of behaviour that could be counted 

under the header of e-incivility. These included: social shaming; expressing hate speech 

(Ransbotham et al., 2O16); trolling in the form of posting humiliating messages; and cyber 

bullying. e-Incivility also includes the neglect of, or disregard for, an employee when replying 

to an email, so they are unable to provide a timely response (Greene, 2O12). According to one 

study (Greene, 2O12) the entire domain of digital communication provides much larger room 

for the misinterpretation of messages. Typically, in social or personal situations, the norms of 

expectation require that people will behave in a civil manner (Bacile et al., 2O18). In an online 

situation, this expectation is not present (Bacile et al., 2O18); hence, users of the digital space 

do not recognise that the implications of their actions lead to incivility on the online platform. 

Various studies show that victims of cyber incivility experience emotions generally 

associated with shame, embarrassment, depression, anger (Bacile et al., 2O18), frustration and 

other negative emotions, namely, ‘distress indicators' (Park et al., 2O18) and positive 

emotions, such as relief, when the issue around which the uncivil behaviour revolves is 

resolved (Ophoff et al., 2O16). Other research has suggested that e-incivility leads to increased 

distress and social isolation, a hostile attitude towards others and may cause other people in 

the space to interact less (Anderson et al., 2O14; Ransbotham et al., 2O16; Bacile et al., 2O18). 
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Furthermore, e-incivility was also found to be affiliated with an increased risk of 

psychological burnout or emotional exhaustion and was linked with employee turnover 

intentions and a prevailing culture of absenteeism. However, this was coupled mainly with 

supervisor e-incivility (Giumetti et al., 2O12). 

Interestingly, the perpetrator can remain anonymous behind the protection of the 

computer screen, which makes it difficult for him/her to be identified (Ophoff et al., 2O16). 

Another type of incident related to such behaviour is dissociative anonymity which allows 

people to dissociate themselves from societal expectations of civil behaviour as they cannot be 

held accountable due to anonymity (Bacile et al., 2O18). One research study revealed that 

emails and other communication through online networks often do not offer social cues that 

could help people to understand other points of view, thus causing employees, supervisors or 

customers to be uncivil and leading to employee incivility (Bacile et al., 2O18; Park et al., 

2O18). In the services sector, along with the increased usage of digital tools for business, 

industries have extended their services into the digital space (Bacile et al., 2O18). This has 

involved providing digital customer services and having an online presence for their brands. 

Taking account of the recent rise in these online spaces, cyber incivility is noted to have 

significantly increased (Bacile et al., 2O18). This is apparent in the services sector in settings 

such as restaurants and online retail (Bacile et al., 2O18). e-Incivility is widely observed in this 

sector as customers provide comments on social media for the organisation's employees to 

read (Bacile, 2O2O). These comments may be uncivil in nature which can lead to negative 

outcomes. Comments are often in the form of customer complaints that are seeking the 

company's attention and response to assist customers through its channels (Bacile et al., 

2O18). 
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According to one study (Bacile et al., 2O18), as the entire process of providing 

feedback and making complaints is public, other customers can become involved in the 

process (Bacile et al., 2O18). However, this poses the considerable risk of online incivility 

from customers and towards employees. The reason is that customers who like their service or 

brand face discomfort and resistance when someone else complains about the same service, 

with this possibly instigating e-incivility (Bacile et al., 2O18). Due to such resistance, 

customers may question the claims of negative customers, with this being another form of 

online incivility to which online spaces are a witness (Bacile et al., 2O18). e-Incivility from 

customers often causes a decline in the company's image and leads to an overall negative 

environment (Bacile, 2O2O). According to Bacile et al. (2O18), this also decreases customer 

loyalty. 

These instances of e-incivility are also present within the organisation between 

employees as they use many forms of electronic and digital media to communicate and can 

easily mask their identities (Greene., 2O12). In the services sector, the absence of warm 

greetings and sign-offs and the use of capital (upper-case) letters and words depict a subtle 

indication of incivility (Greene, 2O12). Due to the absence of in-person communication, 

emails and other digital communication tools hinder the message receiver's ability to interpret 

the message. According to one study (Greene, 2O12), the misuse of any word may cause the 

receiver to misinterpret the message as uncivil. Therefore, e-incivility has become a growing 

concern in the workplace and needs more attention in the literature. 



 

2.8 Research models 

 
2.8.1 Research Model 1 

 
Research Model 1 is shown below in Figure 2.1. 
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Figure 2.1- 1Research Model 1 

 

2.8.1.1 Employees’ self-esteem and employees’ work ethic, self-efficacy and employee 

satisfaction 

Objective: To investigate the impact of employee self-esteem on employees' work ethic, self- 

efficacy and employee satisfaction. 

Self-esteem is the degree to which an employee believes that he/she is significant, worthy and 

capable as an organisational member (Pierce & Gardner, 2OO4). One study revealed that self- 

esteem has a positive association with the Protestant work ethic. Previously, research scholars 

have discoursed on self-efficacy, self-confidence, self-esteem and self-concept 

interchangeably and inconsistently as these concepts represent different notions about how a 

person perceives himself/herself (Jan et al., 2O15). This demands the psychomotor, attitude 

 

 

 

 

Chapter 2 51 

H9 H1 H3 

Employee's self- 

esteem 
H2 

Employee 

satisfaction 

Gender 
Work ethic 

Perspective 

taking intention 

Self-efficacy 



 

77 Chapter 1 Chapter 2 52 

and emotion assessments of human personality. In the social context, the employee seeks self- 

worth during his/her interactions with others. Positively or negatively, this self-worth impacts 

on their personal and professional life. 

Additionally, self-esteem is the degree to which an individual perceives 

himself/herself to be worthy, capable and successful (Jan et al., 2O15). Empirically it has been 

found that self-esteem is critical to employees' responsiveness and identity and that high and 

low self-esteem would influence employees' behaviour in positive and negative ways (Jan et 

al., 2O15). If this behaviour is negative, employees may indulge in incivility behaviours 

towards others. 

It has been widely explained that an individual's self-esteem formed at work or around 

their organisation experience has a substantial role in the determination of employee's 

motivation, behaviour and attitude related to the work. Pierce and Gardner (2OO4) researched 

for more than a decade on an organisation-based conceptualisation of self-esteem. The 

organisation-based self-esteem is predicted in many ways that may include sources of 

organisational structure, success-building role conditions, and signals about the worth of the 

organisation. Additionally, the many factors related to organisational-based self-esteem may 

include organisational commitment, job satisfaction, citizenship behaviour, motivation, in-role 

performance and turnover intentions, as well as many other attitudes and types of behaviour 

related to the organisation. In their study, Pierce & Gardner (2OO4) revealed the causes of 

these impacts and prospects for future study. 

Usually, the self-esteem construct is viewed as a hierarchal phenomenon. As a result, 

it occurs at various levels of specificity, with the most common example being global and task 

or situation-specific self-esteem (Simpson & Boyle, 1975). As many constructs of self are 

available, many scholars believe (Shavelon et al., 1976; Korman, 197O) that around the 
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number of dimensions, self-esteem can be developed, for example, by the social, academic, 

physical and/or moral self. Individuals form the self-concept around the work and 

organisational experience that has a vital role in the determination of their level of self- 

esteem, many scholars justify this statement. Pierce & Gardner (2OO4) presented a summary 

of existing perspectives on self-esteem theory and answering the questions – what are the 

factors that influence and are influenced by self-esteem that is created as a result of work and 

organisational experiences. Based on the body of literature on the origins of self-esteem 

(Brockner, 1988; Korman, 197O, 1971, 1976; Franks & Marolla, 1976), Bandura (1982) 

explained that the determining factors can be classified as follows (1) the implicit messages 

conveyed by the structure to which one is exposed in the environment, (2) messages received 

from important people in one's social circle, and (3) the feelings of an individual derived from 

his/her direct and personal experiences about efficacy and competence. Pierce et al. (1989), 

based on this research, hypothesised that the determinants of organisation-based self-esteem 

are comparable, but are rooted in one's job and organisational experiences. 

At last, it has been explained that in personal and direct experiences, self-esteem 

works (Korman, 197O, 1976; Brockner, 1988). Individuals who started to feel effective and 

efficacious through their personal experiences (e.g., success in a project), develop their own 

positive images. Generally speaking, when an individual achieves success in an organisation, 

it boosts his/her organisation-based self-esteem but if he/she encounters failure, this has the 

opposite consequences. The work done by Bandura (1997) on self-efficacy provides some 

details of this relationship. Bandura (1997) claimed that the impact of previous performance 

(e.g., success or failure) on self-beliefs is determined by the individual's interpretation of that 

performance and the attributions made. Individuals who experience success in their work and 

assigned this success to themselves are those who going to increase their self-efficacy which 

as a result influence OBSE. In the same way, a person who encounters failure and assigned it 
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to himself will eventually suffer from a diminution of self-esteem (Gardner & Pierce, 1998, 

2OO1). 

A controversy has been sparked by the cognitive consistency motivation and its role as 

a regulatory mechanism (Dipboye, 1977; Swann et al., 1987). While self-enhancement theory 

makes many of the same predictions as self-consistency theory, but it takes a different look at 

the underlying dynamics of self-esteem effects (Stone, 2OO3; Pierce & Gardner, 2OO4). The 

level of self-esteem should be enhanced in low as well as high self-esteem individuals, 

according to the self-enhancement theory (Sedikides, Gaertner, & Tosuchi, 2OO3; Dipboye, 

1977). Korman (197O), on the other hand, claimed that “man is consistent and not self- 

enhancing”. People have a strong need to match their performance to their self-perception, 

according to Korman (197O). People with poor self-esteem frequently engage in “damage 

control”, postulated by self-enhancement theory. They have lack of confidence and doubt 

their ability to succeed. They frequently withhold task-related effort to avoid further eroding 

their self-esteem (Campbell, 199O). Then, the justification for their poor performance 

becomes lack of effort rather than lack of ability and skill. “Thus, the failure of a person with 

low self-esteem could reflect a reasonable decision to put little effort rather than an irrational 

consistency with their self-perception of inadequacy” (Dipboye, 1977). 

A study by Jan et al. (2O15) discussed the conceptual meanings of self-efficacy and 

self-esteem and determined the relationship between these two believes about self. The study 

discussed how these two types of believes leads to a better management of the organisation. 

Another study revealed self-efficacy to be a psychosocial construct for employee job 

satisfaction amongst a sample of 133 individuals with developmental disabilities (Flynn et al., 

2O2O). The study also reported the role of perspective taking in the association between self- 
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efficacy and employee job satisfaction and positive association between employee's job 

satisfaction and self-efficacy. Therefore, following hypothesis are used, 

H1: Employees' self-esteem positively impacts on their work ethic. 

H2: Employees' self-esteem positively impacts on their self-efficacy. 

H3: Employees' self-esteem positively impacts on employee satisfaction. 

H4: Employee satisfaction positively impacts on employees' intention of perspective taking. 

 
2.8.1.2 Self-efficacy and employees’ work ethic 

 
Objective: To analyse the impact of self-efficacy on employees' work ethic. 

Self-efficacy is known to be a belief in an individual's mastery and capability of a task or 

ability at hand (Britner & Pajares, 2OO6). In the context of social learning theory, self-efficacy 

implies on the facet of consistency beyond misfortune and hindrance (Britner & Pajares, 

2OO6). The concept of self-efficacy is different from the concept of self-respect. Self-efficacy 

is a self-assessment of the views and attitudes of working staff regarding their talents and 

collected knowledge in comparison to what is expected of them (Bandura, 1995). Self- 

efficacy, on the other hand, is not an ability or drive in and of itself. Motivation can be 

increased by self-efficacy. Self-efficacy has a relation with the feeling of success in an 

individual which then depends on the experience and accomplishments over time (Lee, 2OO5; 

Donald, 2OO3). With the perception of self-efficacy, the increase in performance and proper 

fulfilment of tasks and responsibilities by the staff of an organisation is achieved (Gaskill & 

Murphy, 2OO4; Dickerson & Taylor, 2OOO). The relationship between self-efficacy and role 

conflict and role uncertainty is determined at certain levels suggested by Karatepe et al. 

(2OO6). These are the two components of role stress, and it was discovered that employees 

with strong self-efficacy also have high work satisfaction. Furthermore, a link has been found 

between self-efficacy (Shih, 2OO4; Gardner & Pierce, 1998; Moe et al., 2O1O; Chen & 
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Scannapieco, 2O1O), job satisfaction, and self-esteem perception (Inkson, 1978; Judge & 

Bono, 2OO1). 

A study reported the association between self-efficacy, guilt-proneness, 

counterproductive work behaviours and perceptions regarding ethical misconduct (Stremic et 

al., 2O17). Some studies have reported an association between self-efficacy as a mediator 

(Wang et al., 2O15) and moderator (Stenmark, Redfearn, & Kreitler, 2O21). Another study 

reporting the association between work ethic, self-control and self-efficacy, revealed that 

work ethic and self-control have statistically significant associations with entitlement (Shalka, 

2O15). Several other studies have reported an association between self-efficacy and ethical 

education (Akinbobola & Adeleke, 2O12), and between self-efficacy and ethical leadership 

(Ren & Chadee, 2O17). However, limited insights are available on the influence of self- 

efficacy and its impacts on employees' work ethic, specifically in the Australian workplace 

contexts. This study thus explores the association between these constructs with the following 

hypothesis: 

H5: Self-efficacy has positive impact on employees' work ethic. 

 
2.8.1.3 Mediating effect of employee satisfaction in the relationship between employees’ 

self-esteem, work ethic, self-efficacy and perspective taking 

Objective: To examine the mediating effect of employee satisfaction in the relationship 

between employees' self-esteem, work ethic, self-efficacy and perspective taking. 

The mediating role of employee satisfaction has been explored by past scholars (Ocen, 

Francis, & Angundaru, 2O17; 2hang, 2O2O). The study contributes by bringing evidence from 

the Australian services sector, reports workplace incivility along with other constructs as; 

employee satisfaction, employee self-esteem, work ethic and perspective taking. This is a 
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novel contribution of this research, as no study reports the association between these four 

constructs, specific to Australian services industry. 

Previously, a study also reported an association between perspective taking, self- 

efficacy and feedback seeking (Sherf & Morrison, 2O2O). The study reported that in the 

absence of perspective taking, self-efficacy posits a higher negative influence towards 

feedback seeking. However, this study did not report an association with employee 

satisfaction. Notably, several studies explored the mediating roles of employee satisfaction 

(Liao et al., 2O17; Ocen, Francis, & Angundaru, 2O17; Kim et al., 2O18; Sherf & Morrison, 

2O2O). However, the mediating role of employee satisfaction in the relationship between self- 

esteem and perspective taking, work ethic and perspective taking, and self-efficacy and 

perspective taking is not known. The current study assumes that employee satisfaction acts as 

a possible mediator in the association between these constructs. The study contributes to the 

existing literature by bringing evidence from Australian services industry and hypothesises 

that: 

H6: Employee satisfaction mediates the relationship between self-esteem and perspective 

taking. 

H7: Employee satisfaction mediates the relationship between work ethic and perspective 

taking. 

H8: Employee satisfaction mediates the relationship between self-efficacy and perspective 

taking. 

2.8.1.4 Moderating role of gender in the relationship between self-esteem and employee 

satisfaction 

Previous studies indicated about self-esteem and its role in predicting life satisfaction (Huo & 

Kong, 2O14; 2hang, & Leung, 2OO2). A study discussed about the role of collective and 
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individual self-esteem in increasing the satisfaction towards life (Huo & Kong, 2O14). The 

study explored the association between self-esteem and life satisfaction with the moderating 

roles of gender. The sample included 52% females and 48% males. The study confirmed that 

life satisfaction was higher amongst males in contrast to female groups. The study results 

reflect that social expectation differences and life task differences in between female and 

males, has an association with self-esteem distinctively (Huo & Kong, 2O14). There are 

several studies that consider gender's moderating role in the relationship between various 

types of workplace incivility and work withdrawal (Abubaker et al., 2O17; Loi, Loh, & Hine, 

2O15). Less is known about the moderating role of gender in the relationship between 

employee satisfaction and employee self-esteem. Considering these assumptions, following 

hypothesis is used, 

H9: Gender moderates the relationship between self-esteem and employee satisfaction in such 

a way that higher degree of self-esteem will lead to higher level of employee satisfaction. 

2.8.1.5 Moderating roles of various types of incivility in the relationship between self- 

esteem and self-efficacy 

Previous studies reveal that employees are exposed to workplace incivility which impacts 

their mood, motivation and satisfaction levels (Armani et al., 2O19). A study conducted by 

Armani et al. (2O19) revealed about the influences of workplace incivility on the employee 

feelings (self-esteem). Incivility leads to social rejection and devaluation, as a consequence, 

threatening employee's self-esteem. The study explored the levels of self-esteem in morning 

and end of work in their sample. The influence of workplace incivility types on employee 

self-esteem was observed. The study reported that employees considered them less valuable 

whey they get exposed to workplace incivility. A strong association was found in between 
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workplace incivility and self-esteem amongst those employees, who had higher exposure of 

incivility. 

Another study compared the association between self-efficacy, workplace incivility 

and intention to leave the organisation (Selamat & Irsan, 2O19). The study was based on the 

Indonesian work settings. Considering mediation role of self-efficacy, the study revealed that 

workplace incivility posits negative impacts on employee self-efficacy and a positive 

influence on employee's intention to leave the organisation. Therefore, the study confirmed 

the mediation role of self-efficacy. 

A study empirically evaluated a model for self-efficacy of the employees as an 

intervening variable in the association between ethical climate and decision making based on 

ethical dilemma faced by the employee (Shacklock, Manning, & Hort, 2O13). The study by 

Shacklock, Manning and Hort (2O13) revealed significant findings about self-efficacy and 

perceptions about ethical climate. It revealed about possible pathway through which the 

ethical work conducts influences employee behaviours. The study demonstrated that the 

“short fall” between an employee's own proposed action and the actions judged by employees 

to be ideal. 

Above literature reveals about the investigations being carried out by past scholars 

related to employee self-esteem, self-efficacy, incivility types and work ethic. The current 

study contributes to the past literature by assuming that various types of workplace incivility 

(including customer incivility, co-worker incivility, e-incivility and employee incivility) 

moderates the association between self-esteem, self-efficacy and work ethic, respectively and 

hypothesises that: 

H10: Co-worker incivility moderates the relationship between self-esteem and self-efficacy in 

such a way that higher degree of self-esteem will lead to higher level of self-efficacy. 
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H11: Customer incivility moderates the relationship between self-esteem and self-efficacy in 

such a way that higher degree of self-esteem will lead to higher level of self-efficacy. 

H12: Supervisor incivility moderates the relationship between self-esteem and self-efficacy in 

such a way that higher degree of self-esteem will lead to higher level of self-efficacy. 

H13: E-incivility moderates the relationship between self-esteem and self-efficacy in such a 

way that higher degree of self-esteem will lead to higher level of self-efficacy. 

2.8.2 Research Model 2 

 
Research Model 2 is shown below in Figure 2.2. 

2. 2 Figure 2.2: Research Model 2 
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Objective: To examine the impact of various types of incivility on employee incivility. 

 

2.8.2.1 Customer incivility and employee incivility 

 
Torres et al. (2O17) revealed ways in which customers behave in an uncivil manner that 

instigates a response from employees, such as making negative gestures, using an accusatory 

tone, consistent complaining or grumbling and inappropriately addressing an employee. As 

Andersson & Pearson (1999) described in their theory, incivility has a “spiralling effect” 

(Sommovigo et al., 2O19); hence, if a customer exhibits uncivil behaviour, this invites a 

similar response from the employee's side as they interact (Wen, 2O18; Andersson & Pearson, 

1999). This exchange of incivility further stimulates the employee to act irrationally and, as a 

result, to harm the customer (Shao & Skarlicki, 2O14; Wen, 2O18). 

Customer incivility takes on the following four forms: aggressive language; frequent 

interruptions; usage of second-person pronouns in an accusatory tone; and positive emotion 

words; with verbal aggression used to cause heightened employee incivility (Walker et al., 

2O17). Most employees deal with the situation by ignoring or avoiding uncivil behaviour from 

customers (Torres et al., 2O17). 

Some employees use the strategy of acting and mask their emotions when a customer 

is uncivil (Sommovigo et al., 2O19). This factor also causes emotional exhaustion among 

employees (Cho et al., 2O16; Hur et al., 2O16; Shahryari & Ahmad, 2O17; Wang & Chen, 

2O18; Shin & Hur, 2O19; Al-Hawari et al., 2O2O; Alola et al., 2O2O) as they perform while 

being subject to an emotional load almost on a routine basis (Sommovigo et al., 2O19). This, 

in turn, leads to lower job satisfaction and increased employee turnover intentions. An 

advanced research by Kim & *u (2O19) reveals similar thoughts to those mentioned by Cho 

et al. (2O16); Hur et al. (2O16); Shahryari & Ahmad (2O17); Wang & Chen (2O18); Shin & 
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Hur (2O19); Al-Hawari et al. (2O2O); and Alola et al. (2O2O). A study by Kim & *u (2O19) 

found that when employees in the services sector are obligated to act in a civil manner in 

response to an uncivil attitude and behaviour by customers, employees are vulnerable to 

emotional exhaustion. The study findings added that emotional exhaustion is triggered by the 

demand to hide the impact that customer incivility may have on the employee (Kim & *u, 

2O19). 

Frontline employees in the services sector are required to act in a courteous manner 

even when the customer is acting in an uncivil way towards them (Lincoln & Gregory, 2O15; 

Wang & Chen, 2O18; Cheng et al., 2O2O; Kiffin-Petersen & Soutar, 2O2O). While employees 

may not be able to respond in a retaliatory manner, they may retain intentions of revenge 

causing deviant behaviours and, in turn, employee incivility (Cho et al., 2O16; Jung et al., 

2O17; Bani-Melhem et al., 2O2O). This includes the employee's ability to use a rude tone or 

gesture in their language and to utilise more negative word usage (Sommovigo et al., 2O19). 

According to the same study (Sommovigo et al., 2O19), employees may also be less motivated 

to engage in helpful behaviour towards customers, which is notably in opposition to their role 

requirements. 

H14: Customer incivility positively impacts on employee incivility. 

 
2.8.2.2 Co-worker incivility and employee incivility 

 
Empirical research has concluded that a colleague's negative attitude or behaviour can, in 

turn, affect an employee's behaviour (Robinson et al., 2O14). While it may not be apparent 

and is possibly dismissed by most organisations, a lack of collaboration, or selective or 

defensive listening would also be included in co-worker incivility (Wing et al., 2O15). 
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One study revealed that if the co-worker's behaviour is counterproductive, aberrant 

and dysfunctional towards fellow employees, it will then result in the same behaviour from 

those employees and employee incivility (Robinson et al., 2O14). Other studies stated that 

employees who face co-worker incivility on a frequent basis also exhibit behaviour that is 

counterproductive, and have a lower work ethic (Hershcovis & Barling, 2O1O; Sakurai & Jex, 

2O12; Amarnani et al., 2O18). 

H15: Co-worker incivility positively impacts on employee incivility. 

 
2.8.2.3 Supervisor incivility and employee incivility 

 
The relationship between an abusive supervisor and employee incivility is a focal problem 

studied in the research on incivility (Jawahar & Schreurs, 2O18; Al-Hawari et al., 2O19; 

Potipiroon & Ford, 2O19). Previous studies in the literature (Martin et al., 2O16; Abubakar et 

al., 2O17) have reported that employees have pre-existing feelings towards their supervisor; 

hence, incivility from the supervisor stimulates a change of feelings and behaviour by 

employees. Studies have shown that employees feel that supervisors are spokespeople for the 

organisation; therefore, incivility by their employer, through their supervisor, becomes a 

representation of the entire organisation and demeans their contributions (Shoss et al., 2O13; 

Potipiroon & Ford, 2O19), further inducing employee incivility in response. 

Incivility stretches into personal and professional levels (Cortina et al., 2O17); 

therefore, studies have discussed the appraisal system, and the ways in which other critical 

events and the system are conducted and monitored (Cortina & Magley, 2OO9; Bunk & 

Magley, 2O13). Supervisor incivility may be stimulated by either negative or positive 

appraisals. If an employee's performance appraisal is positive, the supervisor may feel 

threatened and insecure about their own position in the organisation. However, in the case of a 

negative performance appraisal, the supervisor might devalue the employee's place in the 
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organisation as he/she would deem the employee's contribution to be insignificant (Wang et 

al., 2O19). Another study has suggested that to counter or address supervisor incivility, civility 

interventions must be in place that help to reduce the negative consequences of supervisor 

incivility on employee incivility (Meier & Gross, 2O15). Therefore, the study hypothesises 

that: 

H16: Supervisor incivility positively impacts on employee incivility. 

 
2.8.2.4 e-Incivility and employee incivility 

 
With the increase of communication through online networks and email, Park et al. (2O18) 

discussed the impact of email incivility on employees and its psychological effects through 

resource-based theory. Communication through an online network discourages and reduces 

in-person interaction and causes an increase in uncivil behaviour (Torres et al., 2O17). The 

study confirmed that email incivility caused employees to be psychologically disturbed in 

their workplace and to face psychological detachment which led to employee incivility (Park 

et al., 2O18). Furthermore, one study elaborated on how cyber incivility obstructs the level of 

trust between an employee and their organisation and causes a lack of commitment (Lim & 

Teo, 2OO9). Employees also exhibited job dissatisfaction, lower commitment and higher 

counterproductive behaviour as a result of cyber incivility (Lim & Teo, 2OO9). Many 

employees, however, when faced with e-incivility tend to withdraw to cope with the situation 

(Lim & Teo, 2OO9). Cyber incivility creates employee incivility as employees feel 

uncomfortable, as mentioned by Lim and Teo (2OO9). Conducting research on the relationship 

between e-incivility and employee incivility will reveal the challenges faced by services 

sector employees, specific to the Australian context. Thus, it is assumed that, 

H17: e-incivility positively impacts on employee incivility. 
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2.8.2.5 Employee incivility and employee emotional exhaustion 

 
Alola et al. (2O19) argued that service-oriented organisations have a strong belief that 

“customers are always right” and they, in turn, force their employees to make their customers 

happier. This has led to an increase in employee incivility. The uncivil behaviour of customers 

is known to be an antecedent of negative employee outcomes. Alola et al. (2O19) explored the 

association between customer incivility, employee turnover intention, emotional exhaustion 

and job satisfaction. Their study, which applied structural equation modelling (SEM), 

provided evidence from 4-star and 5-star hotels in the services sector in Nigeria. The study 

reported that an increase in emotional exhaustion occurred due to an increase in levels of 

customer incivility. Thus, the study hypothesises that: 

H18: Employee incivility positively impacts on employee emotional exhaustion. 

 
2.8.2.6 Moderating influence of gender in the relationship between employee incivility and 

employee emotional exhaustion 

Objective: To explore moderating influence of Gender in the relationship between employee 

incivility and employee emotional exhaustion. 

Workplace relationships, attitudes and behaviours are often more influenced by gender in 

organisations (Sabharwal & Corley, 2OO9; Kraemer & Gouthier, 2O14; Yavas et al., 2OO8). 

Following gender schema theory (Bem, 1991), it is assumed that female employees tend to be 

more accommodating in communal and interdependent goals in opposite of male employees 

who are more individualistic, goal-oriented and ambitious (Sharma et al., 2O12). Thus, it can 

be assumed that facing hinders in workplace social environment caused by incivility affects 

more to males than females who may often compromises with negative emotion for not 

interrupting the big organisational goal. The study, therefore, hypothesises that: 
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Employee incivility 

Supervisor incivility 

H19: Gender moderates the relationship between employee incivility and employee emotional 

exhaustion in such a way that higher incivility will make male employees more emotionally 

exhausted than female employees. 

2.8.2.7 Moderating effect of personality traits (a) neuroticism and (b) consciousness in the 

relationship between supervisor incivility and e-incivility 

Objective: To examine the moderating effect of personality traits a. neuroticism and b. 

consciousness in the relationship between various types of incivility. 

 

2.3- 1Figure 2.3: Moderating role of personalit3 traits 

 

 
 

The trait of neuroticism is deemed to be a characteristic which is hostile, impatient and 

low in emotional stability, creating a stressful environment for everyone around (Sliter et al., 

2O15). According to Milam et al. (2OO9), neuroticism is highly linked to feelings of insecurity 

which may cause the hostility and anger exhibited by people with neuroticism. However, 

prolonged interaction with incivility can cause a person to become stressed and to act in a way 

that is not standard, hence altering their behaviour into neuroticism (Nielsen et al., 2O17). 
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Neuroticism is found to be positively affiliated with organisational incivility, and in 

addition, it provokes the performance of uncivil behaviour in an employee's workplace (Sliter 

et al., 2O15). This finding was also reiterated in the study by Sommovigo et al. (2O19) which 

explained how neuroticism appraised incivility. This was supported by the point that a 

neurotic person's actions might be considered as irritative to another person, thus inviting an 

uncivil attitude or behaviour from that party. This finding was also noted in Milam et al. 

(2OO9) who reported that people demonstrating the trait of neuroticism have a more significant 

reaction when compared to people with a low level of neuroticism. 

Neurotic employees often turn positive situations into something with a negative aura 

and act in an uncivil behaviour (Brief et al., 2O15). Neuroticism has also been reported to give 

rise to a high occurrence of customer incivility towards employees which may lead to their 

lower job satisfaction (Sommovigo et al., 2O19). Kiffin-Petersen and Soutar (2O2O) suggested 

that customers who display a high degree of neuroticism are more prone to act in an uncivil 

manner towards employees. In their research, Boukis et al. (2O2O) related that customer 

incivility is a highly occurring phenomenon in the services sector, especially in the hospitality 

industry. Neuroticism was found to be a major trait that influenced customer incivility. It acts 

as a mediator construct in the association between victimisation of employees and internal 

symptoms (Wijngaards et al., 2O2O; Calvete et al., 2O16). 

On the other hand, conscientious is characterised as being detail oriented, with such an 

individual being persistent in their efforts (Sliter et al., 2O15): where an employee lacks 

conscientious, he/she is often unorganised and disarranged in nature. The study by Taylor et 

al. (2O12) affirmed that a strong pre-existing relationship is found between conscientious and 

uncivil behaviour in an organisational environment. Sommovigo et al. (2O19) provided 
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evidence of the link between e-incivility and employee incivility, adding that conscientious 

may affect this relationship. Hence, the current study assumes that, 

H20: Personality traits a. neuroticism and b. consciousness moderate the relationship 

between e-incivility and employee incivility in such a way that higher presence of these traits 

will lead to higher level of employee incivility. 

H21: Personality traits a. neuroticism and b. consciousness moderate the relationship 

between supervisor incivility and employee incivility in such a way that higher presence of 

these traits will lead to higher level of employee incivility. 

2.8.2.8 Mediating effect of employee incivility in the relationship between various types of 

incivility and employee emotional exhaustion 

The current study assumes that employee incivility mediates the relationship between 

different types of incivility and employee emotional exhaustion (Figures 2.4 to 2.7). 

Employee emotional exhaustion takes place when the employees have feelings of exhaustion, 

irritation, frustration, and emptiness (Hur, Moon, & Jun, 2O16). Workplace incivility is found 

to have a significant influence on employee emotional exhaustion (Hur, Moon, & Jun, 2O16). 

However, less is known about the association between employee emotional exhaustion, 

employee incivility and different types of incivility, specifically in the services sector. A study 

reported an association between an incivility type (co-worker incivility), emotional exhaustion 

and organisational outcomes (Hur, Kim, & Park, 2O15). The study applied affective events 

theory (AET) and conservation of resources theory (COR) and determined the association 

between variables. The study reported emotional exhaustion positively influences negative 

organisational outcomes and acts as a significant mediating variable. Based on the gaps 

identified in the literature, the study assumes following research hypothesis: 
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1Figure 2.4: Mediating effect of employee incivility between customer incivility and 

employee emotional exhaustion 

 
 

H22: Employee incivility mediates the relationship between customer incivility and employee 

emotional exhaustion. 

 

 

 

 

 

 

 

 

 

 

2.5 Figure 2.5: Mediating effect of employee 1 

 

 

H23: Employee incivility mediates the relationship between co-worker incivility and employee 

emotional exhaustion. 

 

 

 

 

Figure 2.6: Mediating effect of employee 1 
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H24: Employee incivility mediates the relationship between supervisor incivility and 

employee emotional exhaustion. 

Figure 2.7: Mediating effect of employee 1 
 

 

 

H25: Employee incivility mediates the relationship between e-incivility and employee 

emotional exhaustion. 
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2.8.3 Research Model 3 

 
Research Model 3 is shown below in Figure 2.8. 

 

 

 

 

 

 

 

 

 

 
 

Figure 2.8: Research Model 3 1 
 

 

 

 
 

2.8.3.1 Employee incivility to customers’ self-worth 

 
Objective: To examine the impact of employee incivility on customers' feeling of self-worth. 

 
Social psychology research confirms that customers' personal values (such as self-worth) can 

be impacted by varied individual-level characteristics (Bakir, Gentina, & de Araújo Gil, 2O2O; 
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Li, Zhao, & Yang, 2O12). Borrowing from self-construal theory which conceptualises a self- 

view that contrasts with others, it can be argued that individuals determine self-worth using 

their preferred domains (Cheng & Kwan, 2OO8) followed by a range of different kind of 

behaviours (Crocker et al., 2OO3; Bakir, Gentina, & de Araújo Gil, 2O2O). While individuals' 

perception of self is impacted by any surrounding threat, they often repair the self and try to 

sustain the level of positive self-evaluation (Carver & Scheier, 1988; Crocker & Wolfe, 2OO1; 

Liu et al., 2OO9). In fact, strong desire to hold the positive self-concept (Judge, Erez, & Bono, 

1998) comes to play in against of surrounding threat. Self-worth is an internal sense of being 

worth and good enough and belonging from others (Horberg & Chen, 2O1O; Liu et al., 2OO9). 

Based on this literature, the study argues that employees' uncivil behaviour challenges 

customers' feeling of self-worth and it may turn to have a positive impact considering 

employees are not significantly important person for service customers. It is hypothesised 

that: 

H26: Employee incivility has positive impact on customers' feeling of self-worth. 

 
2.8.3.2 Customers’ self-worth and self-efficacy to perspective-taking intention and customer 

satisfaction 

Objective: To analyse influence of customers' self-worth and self-efficacy on customers' 

intention of perspective taking. 

The concept that there should be a positive link between self-efficacy and the likelihood of 

seeking feedback is essential to feedback-seeking research. But the problem is that the 

theoretical claims are not always found similar to empirical evidence. Sherf and Morrison, 

(2O2O) argue that contrary to popular belief, high self-efficacy can reduce feedback-seeking 

by causing people to undervalue feedback, and that perspective taking is a key component in 

deciding whether this or not happens. Utilising various methodologies and samples, the results 



98 Chapter 1 Chapter 2 73 
 

of five studies support our hypothesis that the level to which one engages in perspective 

taking determines the relationship between self-efficacy and feedback-seeking. Feedback- 

seeking is more negatively associated with self-efficacy in the absence of perspective taking. 

This association becomes more positive when perspective taking occurs. Sherf & Morrison 

(2O2O) showed that perception about the value of feedback plays a role in this effect due to 

interaction. Sherf & Morrison, (2O2O) examined the consequences of our theory and findings 

for the feedback-seeking literature in general and for the feedback-seeking literature in 

particular. 

Given the rarity of this crucial activity, researchers have attempted to uncover the 

characteristics that promote feedback-seeking. Self-efficacy (Ashford et al., 2OO3; Nieman et 

al., 2O15), and people's belief in their skill and abilities to complete a task or succeed in a 

specific situation is one element they frequently mention (Bandura, 1986). The main rationale 

for expecting strong self-efficacy to lead to more feedback-seeking is that it decreases the 

threat of receiving feedback, since persons with high self-efficacy have less fragile egos than 

those with low self-efficacy. On the contrary, when people having low self-efficacy, they 

started to increase the fear of appearing incompetent or hearing negative information about 

self or uncertain in the eyes of others (Anseel et al., 2O15; Ashford et al., 2OO3; Ashford, 

1986; Brown, Ganesan, & Challagalla, 2OO1). For instance, if a person is low in self-efficacy, 

then the cost of feedback seeking behaviour will be higher. This is due to the detrimental 

influence on the feedback seeker's self-worth due to negative feedback (Anseel et al., 2O15). 

Perspective taking in the workplace entails attempting to mentally portray what other 

(owner, supervisor, subordinated, co-worker, and customers) are thinking and feeling and how 

the action of perspective taker has been perceived (Axtell et al., 2OO7; Grant & Berry, 2O11). 

People with perspective taking break free from the confines of their own internal, and often 
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skewed, frames of reference (Galinsky et al., 2OO8; Moore, 2OO5). Perspective taking 

minimises the use of egoistic and heuristic thinking and, on the other hand, increases 

information research and systematic processing (Epley et al., 2OO4; Trötschel et al., 2O11). 

That is, when individuals explore different views and options, they move outside of their 

typical mental patterns and default inclinations and digest information more thoroughly 

(Vescio, Sechrist, & Paolucci, 2OO3; Erle & Topolinski, 2O17; Todd, Galinsky, & 

Bodenhausen, 2O12; Ku, Wang, & Galinsky, 2O1O). Using these principles as a foundation, 

study proposed that people with high self-efficacy who participate in perspective taking are 

more likely to notice that they may be unaware of some elements of their performance or that 

others may see their performance differently. In other words, perspective taking causes greater 

attention on others, which can help to temper the impacts of self-efficacy as an internal self- 

focused lighthouse for evaluating one's success. As a result, perspective taking may make it 

more probable for people with strong self-efficacy to see the value in feedback from others 

(Parker et al., 2OO8; Axtell et al., 2OO7). 

As a result, this will increase the possibility of them seeking feedback. Indirect support 

for our arguments is provided by some evidential research. The high-power individuals who 

involved themselves in perspective taking took more pieces of information from other people 

as compared to those who are high power individuals but do not engage themselves in 

perspective taking found by Galinsky et al. (2O14). Furthermore, Beck and Schmidt (2O12) 

found that for persons with high levels of self-efficacy, brief bouts of uncertainty (such as 

those induced by perspective taking) are associated with greater information search. Similar to 

the cognitive processes involved in perspective taking, research shows that people may 

overcome bounded awareness and other positive self-biases by intentionally evaluating 

situations, questions, or ideas from alternative points of view (Zhang et al., 2O15). Such 
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actions cause default thinking to be disrupted, allowing for more sophisticated cognitive 

processes to emerge. Individuals can recognise possible biases in their own thinking as a 

result of this, which increases the perceived value of obtaining additional information 

(Lovallo & Kahneman, 2OO3; Bazerman, 2O14). Incorporating the foregoing, self-efficacy was 

expected to be negatively related to feedback-seeking in the absence of perspective taking 

because as people's self-efficacy rises, they are more likely to assume they are performing 

well and thus undervalue input from others. In the presence of perspective taking, however, 

Sherf and Morrison (2O2O) expect the relationship between self-efficacy and feedback-seeking 

to improve, because people with high self-efficacy who engage in perspective taking are less 

likely to believe that feedback is useless. 

Perspective taking is defined by an individual's cognitive procedure to see the world 

from other's point of view in particular, social interactions context by understanding their 

thoughts, needs or motivation (Lee & Madera, 2O21; Healey & Grossman, 2O18; Madera, 

2O18; Batson, 2OO9). In such a case, affective event theory can be referred as it describes that 

discrete occurrence at work often ends in affective reactions and shapes future behaviour 

(Weiss & Cropanzano, 1996), which is mostly relevant with services industries characterised 

by service sabotage, delayed service, complaints, service failure, anger and frustration (Lee & 

Madera, 2O21). Thus, it is assumed that customers willingness to take employees' perspective 

for uncivil employees' behaviour may be impact by their own judgement of self-worth. In 

response to fluctuating and threatening events faced, individuals try to maintain their positive 

self-evaluation and increased self-worth (Golec de Zavala et al., 2O19; Crocker & Wolfe, 

2OO1; Liu et al., 2OO9), which may result in higher level of perspective-taking intention. 

Therefore, the study hypothesises: 
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H27: Customers' self-worth positively influences on customers' intention of perspective 

taking. 

Self-efficacy conceptualised as confidence on self for performing a course of action, 

facing new challenge or specific tasks for achieving a goal (Klassen & Klassen, 2O18; 

Bowser, 2O21). This high level of self-confidence demands mobilising cognitive resources in 

a particular context and has strong influence on an individual's future intention of executing a 

certain type of behaviour (Fang, 2O1O; Woodman et al., 2O1O). Thus, customers with high 

level of self-efficacy are more capable of managing their emotions and understand other's 

perspective. It is confirmed in a previous study (Kiffin-Petersen & Soutar, 2O2O) that, lower 

level of self-efficacy leads to higher extent of incivility among employees and customers as 

they cannot limit their aggression. Therefore, the study assumes that customers with high 

level of self-efficacy would be more skilled to take employees' perspective which will lead to 

increase level of customer satisfaction. 

H28: Customers' self-efficacy positively influences on customers' intention of perspective 

taking. 

A range of previous literature suggest that perspective taking relates with decreasing 

stereotyping, increasing positive emotions and increasing helping intention (Galinsky & 

Moskowitz, 2OOO; Ku et al., 2O15; Dawson et al., 2O21). However, role of perspective taking 

in customer-oriented services context is an area in literature which has been largely 

unexplored and vague (Dawson et al., 2O21; Lee et al., 2O2O). Therefore, the study 

hypothesises the impact of perspective taking on a customer's level of satisfaction as below: 

H29: Customers' perspective taking positively impacts on customer satisfaction. 
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2.8.3.3 Moderating impact of personality traits in the relationship between customers’ 

intentions of perspective taking and customer satisfaction 

Huo et al. (2O19) suggested a theoretical framework that explains how workers' proactive 

service performance is influenced by customer-oriented perspective taking. The model 

hypothesises that workers' customer-oriented perspective taking improves their role breadth 

self-efficacy (RBSE), which in turn improves proactive customer service and proactive 

complaint-handling performance, based on motivated information processing and proactivity 

views. The research methodology is put to the test in a three-wave, time-lagged study 

involving 145 frontline staff and their direct supervisors in the Chinese hospitality industry. 

The findings of structural equation modelling (SEM) demonstrate that considering the 

viewpoints of consumers leads to a high degree of RBSE. If a strongly proactive personality is 

exhibited by employees this relationship increases and becomes stronger. A high level of 

RBSE also mediates the interactions between customer-oriented perspective taking and 

proactive personality on proactive customer service and proactive complaint management 

performance. These findings will help researchers better understand perspective taking, RBSE 

and proactive service performance. 

The cognitive process of adopting another's point of view is defined as perspective 

taking by Parker and Axtell (2OO1). Empathy, emotional intelligence, and prosocial 

motivation are some related terms from which the perspective taking is different. It has been 

found to improve the quality of relationships and can boost assisting and collaboration. 

Employees' well-being (Arnold &Walsh, 2O15) and their assisting behaviour with customers 

(Axtell et al., 2OO7) are enhanced by perspective taking in the service centre, and it helps in 

lessening the customer's mistreatment with employees (Song et al., 2O17), and when staff is 

confronted with consumer unfairness or hostility, they should decrease their surface acting or 
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cognitive impairment (Rupp, McCance, Spencer, & Sonntag, 2OO8; Rafaeli et al., 2O12). We 

emphasise workers' perspective taking with customers in keeping with the strategic goal of 

striving for customer happiness in services organisations. The theoretical underpinning of this 

association remains ambiguous, even though the study has provided the initial evidence of the 

role of customer-oriented perspective taking in improving the employees' service experience 

(e.g., Axtell et al., 2OO7). 

Furthermore, previous research shows that the link between perspective taking toward 

interaction partners and behavioural results differs. Although most research shows a positive 

effect, other academics believe that the effect of perspective taking is dependent on a variety 

of boundary circumstances. To understand the boundary conditions under which it will give 

beneficial outcomes, more integrative models are necessary according to Maner et al. (2OO2). 

In addition, the relationship between perspective taking and beneficial outcomes is not yet 

explored by previous studies for example employees' perspective taking and their proactive 

customer service performance or complaint management performance. When service 

personnel adopt customers' perspectives, their customer-focused ideas are likely to drive them 

to go above and beyond their official responsibilities to meet customers' demands, resulting in 

proactive customer service performance. In this regard, Huo et al. (2O19) acknowledged the 

necessity to investigate the impact of workers' customer-focused perspectives on service 

quality. To address these gaps, a model of customer-oriented perspective taking is developed 

to elaborate its impact on employees' proactive service performance. Drawing on a motivated 

information processing perspective (De Dreu et al., 2OOO), Huo et al. (2O19) created a 

theoretical relationship and outline how focusing on customers' perspectives increases 

employees' proactive service performance because it allows them to be more confident to 

execute a larger set of roles than is necessary, which Huo et al. (2O19) referred to as role 
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breadth self-efficacy (RBSE). 

 
For three main reasons, Huo et al. (2O19 studied RBSE as a mediator of this 

association. First, self-efficacy has been continuously found as an essential predictor of 

performance (Gong, Huang, & Farh, 2OO9; Bandura, 2OO1). While general self-efficacy 

represents a trait-like generalised efficacy belief that predicts general job performance and 

task-specific self-efficacy captures people's efficacy for a single task, RBSE, which refers to 

efficacy in performing a broad range of tasks beyond the job description, reflects the same 

level of generality as proactive service performance (Sonnentag & Spychala, 2O12). Second, 

RBSE has been shown to represent a critical psychological link between a variety of 

antecedents and proactive behavioural consequences (Parker, Williams, & Turner, 2OO6; 

Sonnentag & Spychala, 2O12). As a result, Huo et al. (2O19 applied the same logic to the 

relationship between customer-oriented perspective taking and proactive service performance. 

Finally, Huo et al. (2O19) believed that if people have high customer-oriented 

perspective taking, their RBSE will be high. Both proactivity and interpersonal skills require 

for a high level RBSE. Workers' interpersonal skills are shown by customer-oriented 

perspective taking, but employees must also be proactive in order to support the presentation 

of customer-oriented perspective taking in RBSE. The proactive component required in RBSE 

can be represented by proactive personality, a dispositional feature indicating a person's 

inclination to take initiative and perform behaviour towards desired results (Bateman & Crant, 

1993). In the previous research, the proactive emphasis of RBSE and employees' significant 

difference in proactivity guides our choice of proactive personality as a moderator (Bakker et 

al., 2O12). It can be argued that the ownership and accountability that comes with a high level 

of proactiveness may increase the chance that workers who consider the views of customers 

are more confident in performing a wider range of social and integrative activities. 
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Particularly, in four main ways, this study explains the literature in proactive service 

performance and perspective taking. First, to begin with, past research on the role of workers 

in enhancing customer satisfaction and organisational profits has mostly concentrated on the 

influence of employee satisfaction on customer satisfaction and organisational profitability 

(Yee et al., 2OO8). Huo et al. (2O19) combined two essential capabilities and dispositions that 

service employees should possess because of increasing interdependence among people (e.g., 

co-workers, employees and customers) and dynamic uncertainty trends by investigating the 

effect of employees' customer-oriented perspective taking and proactive personality on 

service performance. Second, previous research has connected workers' customer-oriented 

perspective taking to behavioural and performance outcomes without elucidating the method 

by which adopting customers' views leads to good service performance. Third, a lack of 

scientific data is evident on the impacts of perspective taking (Epley et al., 2OO6). 

In our study, the moderating influence of proactive personality helps us better 

understand the boundary conditions of perspective taking. Finally, this study Huo et al. (2O19) 

expands the service performance-related outcomes of workers' customer orientation beyond 

general service performance to proactive customer service performance by incorporating 

proactive customer service performance and proactive complaint-handling performance as 

outcome variables. 

Personality traits play key role in emotional activation, emotion regulation and 

demonstrating emotions (Izzard et al., 2O11, Boekaerts & Pekrun, 2O15; van Zutphen et al., 

2O15). Considering customer satisfaction is the positive outcome of confirmation- 

disconfirmation measurement (Cristobal, 2O18), it (customer satisfaction) relates with the 

active appraisal and cognitive information processing which are largely influenced by 

personality traits. For instance, high openness (extraversion) and low neuroticism affects 
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individuals' understanding of happiness and positive experience (Cheng & Furnham, 2OO3; 

Siddiqui, 2O12; Steel, Schmidt, & Shultz, 2OO8). Customers with high neuroticism are more 

likely to show anger and display displeasure because of their strong feeling of insecurity 

(Kiffin-Petersen & Soutar, 2O2O). Also, individuals with high agreeableness are more likely to 

be satisfied than people with low agreeableness trait (Hanzaee & Farzaneh, 2O12; Caliskan, 

2O19). 

On the other hand, individuals with high conscientious are more detail oriented (Sliter 

et al., 2O16) that may lead them to understand the cause of employees' uncivil behaviour, 

higher intention for perspective taking and tend to be more satisfied at the end. However, only 

a few attempts have been conducted in previous literature (Mano & Oliver, 1993) on the 

relationship between emotional dispositions, customer satisfaction and personality traits in 

particular in the services retail context (Matzler et al., 2OO5; Tan et al., 2OO4). The study 

therefore hypothesises that: 

H30: Personality traits (a) agreeableness, (b) consciousness and (c) openness moderate the 

relationship between perspective-taking intention and customer satisfaction in such a way 

that higher presence of these traits will lead to higher level of customer satisfaction. 

H31: Personality traits (a) neuroticism and (b) assertiveness moderate the relationship 

between perspective-taking intention and customer satisfaction in such a way that higher 

presence of these traits will lead to lower level of customer satisfaction. 

2.8.3.4 Mediating impact of self-worth in the relationship between employee incivility and 

customer perspective-taking intention 

Objective: To analyse the mediating influence of self-worth in the relationship between 

employee incivility and perspective taking. 
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Self-worth is known to be an internal sense of being worthy of love and belongings from 

others as well as being good enough (Miller, Smedema et al., 2O1O). Self-esteem and self- 

worth are often confused with each other, with self-esteem relying on several external 

variables as achievements and success factors for defining worth. Limited evidence is 

available from investigating the role of self-worth as a mediating variable (Lim, Adams, & 

Lilly, 2O12). This study determines the association between employee incivility and 

customer's intention of perspective taking. The study assumes that self-worth acts as a 

mediating variable in the association between employee incivility and customers' intention of 

perspective taking. 

H32: Self-worth mediates the relationship between employee incivility and perspective taking. 

 
2.8.3.5 Mediating impact of perspective taking in the relationship between self-worth/self- 

efficacy and customer satisfaction 

Objective: To analyse the mediating influence of perspective taking in the relationship 

between self-worth / self-efficacy and customer satisfaction. 

When customers are engaged in perspective taking, they are known to empathise with the 

respective targets (in this study; employees), feeling worried about hardships (e.g., 

Betancourt, 199O), recognising or understanding their experiences (Egan, 199O), and feeling 

delighted at their experiences (Aron et al., 1991). This study assumes that customers' 

intention of perspective taking posits a mediating influence in the relationship between self- 

worth and customer satisfaction 

 

H33: Perspective taking mediates the relationship between self-worth and customer 

satisfaction. 
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A manifestation of perspective taking involves making positive ascriptions regarding 

the employee behaviours and outcomes, for instance as recognising the impacts of external 

circumstances when things are not correct for the employees and recognising the significance 

of internal factors as the ability and hard work in stance when things are correct at the 

employees end. Previous studies reveal that individuals reveal behaviour of others in a 

negative manner than they would use to explain their own (Jones & Nisbett, 1971). This 

behaviour is known as the actor-observer bias. In contrast, self-serving bias may be found in 

which explanations vary with respect to negative or positive outcomes. Thus, the current 

study assumes that perspective serves as a mediator in the relationship between self-worth and 

customer satisfaction 

H34: Perspective taking mediates the relationship between self-efficacy and customer 

satisfaction. 

2.9 Conclusion 

 
This chapter presented an extensive review of past literature with a discussion on the theories, 

articles and journals. This chapter discussed about the key variables and models under 

discussion, and brought evidence from different sectors and different countries, specifically in 

the context of workplace incivility. Three research models are discussed, starting from 

incivility types and ending at the customer satisfaction. The study contributes to the past 

literature by defining of new associations between variables. The upcoming chapter discusses 

about the research methods adopted to test the assumptions, as disclosed in this chapter. The 

study adopted a quantitative research methodology, and thus hypotheses defined in this 

chapter were statistically tested and defined in the upcoming chapters. 
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CHAPTER 3: RESEARCH METHODOLOGY 
 

3.1 Research context 

 
The concept of research methodology and its significance has been well explained by Pearson 

& Saunders (2OO9) to emphasise its role in accomplishing research objectives. This chapter 

focuses on the research methodology for the current study, with a discussion on the rationale 

for choosing the Australian services sector, data collection and research design, questionnaire, 

sampling, sample size and participants, data analysis and ethical considerations as well as the 

rationale for the selection of this research method. 

The purpose of this study is to examine the impact of four antecedents of incivility 

(i.e., co-worker, supervisor, customer/consumer and e-incivility) on employee incivility. The 

research further explores the mediating effects of contingencies of self-worth, employee 

emotional exhaustion, employee job dissatisfaction/satisfaction, and perspective taking on 

employee incivility. Lastly, the study explores the moderation impacts of the personality traits 

on different types of incivility. These variables are explored specifically in the Australian 

services sector context. 

The research has applied a quantitative approach in seeking to understand the 

relationship between incivility antecedents and their impacts on employee incivility. Incivility 

is a growing concern in Australia and research is needed in this context (Loh, Thorsteinsson, 

& Loi, 2O19). The primary data collection from the Australian services sector is intended to 

reveal findings for this study and to contribute to the existing literature with meaningful 

insights. 
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3.2 Rationale for choosing the Australian services sector 

 
The competitive environment in the Australian services sector context is urging organisations 

to boost their and their employees' performance to perform better in the long run. However, 

an overly competitive environment in the services sector, often leads to higher incidence of 

workplace incivility where employees and uncivil towards their employees, supervisors, 

customers, and others (Hur, Moon, & Jun, 2O16; Loh et al., 2O21). Workplace incivility has 

numerous adverse consequences in the business world, and for the Australian services sector. 

As employees in the services sector are responsible for catering to the vast majority of people, 

the situation is worse (Hur, Moon, & Jun, 2O16; Loh et al., 2O21). Both employees and 

customers were target from the main service sectors namely retail, restaurants/cafes, hotel and 

transport. 

3.3 Data collection and research design 

 
Primary data was collected through quantitative research design. A quantitative research 

method enabled the researcher to collect more information from a huge number of participants 

and enable the data to be statistically tested (Sutton & Austin, 2O15; McCusker & Gunaydin, 

2O15). The primary information source for the quantitative method included the employees 

and consumers. For the collection of primary information through quantitative design, a 

survey questionnaire is deemed a viable research tool, and was therefore used for this study 

(Hartas, 2O15), and following similar studies (Singer & Couper, 2O17; Yu, & *ian, 2O18). 

This approach assists in understanding the incivility behaviours experienced by the 

employees with their relationship with employees' personality traits, satisfaction and 

emotional exhaustion levels. With the help of quantitative method, the incivility in the 

Australian services sector can be explored. The findings, outlined in chapter four, will help the 
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researcher in addressing the research gaps in the literature and propose recommendations for 

controlling the incivility concerns in services sector. 

3.4 Sampling Strategy & Sampling Technique 

 
This study applied a simple random sampling technique, which is a type of probability 

sampling technique and contacted a marketing research firm to collect a data set. This 

technique is applied to provide an equal opportunity to the participants to get selected. 

 

 
3.5 Questionnaires 

 
A quantitative survey method with a five-point Likert scale (Singer & Couper, 2O17; Yu & 

*ian, 2O18; Chyung et al., 2O17; Asún, Rdz-Navarro, & Alvarado, 2O16; Adeniran, 2O19; 

Pervez et al., 2O19) was used in this study. This scale was applied to measure consumer 

incivility, supervisor incivility, e-incivility, employee incivility, co-worker incivility, 

employee incivility and other constructs5-point Likert scale is adopted as it allows 

respondents to fill the questionnaire easily (Nemoto, & Beglar, 2O14). This has helped in 

understanding agreement/disagreement of the participants with respect to research constructs. 

For both survey administrators and respondents, the 5-point Likert scale is simple to learn and 

use. A number of personality traits along with the mediators as perspective taking, and 

contingencies of self-worth were gauged through the questionnaire. The participants were 

asked to acknowledge the email. They were asked to fill the questionnaire based on their 

availability. The collected data was then entered into the software and tested systematically, 

based on the research assumptions. 

Two sets of questionnaires were developed targeted for employees and customers. The 

questionnaires' wording was changed in a minor way to suit with target participants. Each 
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questionnaire was divided into two sections. The first section questioned respondents on their 

demographic information such as age, educational backgrounds, and gender. The second part 

of the questionnaire involved questions related to incivility constructs. Table 3.1 below 

reveals the sources of items for the questionnaires. The quantitative questionnaire was 

developed through Google Docs and an online link for this survey was distributed. 

Table 3.2: Sources of items for quantitative constructs 

Constructs Sources Items 

Supervisor Incivility Cortina et al. (2001) My supervisor pays little attention to my work-related comments. 

My supervisor has addressed me in an unprofessional manner. 

 

My supervisor has attempted to involve me in his personal discussions. My 

supervisor has doubted my judgment over a matter for which I have 

responsibility. 

Co-Worker Incivility Sliter et al. (2012) My co-workers ignore me at work. 

My co-workers raise their voices towards me at work. 

My co-workers are rude to me at work. 

e-Incivility Lim and Teo (2009) My supervisor has said something threatening/rude/inappropriate to me 

through email. 

 

My supervisor used email to say negative things about me that he/she 

would not say to me face-to-face. 

My supervisor made insulting remarks about me through email. 

 

Customer Incivility Burnfield et al. (2004) 

modified by Sliter et al. (2012) 

 

Customers take out their anger on us (employees). 

Customers frequently treat us (employees) as if we are inferior or stupid. 

Customers do not trust the information that we (employees) give them. 

Customers make comments that question the competence of us(employees). 

Emotional Exhaustion Maslach and Jackson (1981) I am emotionally drained from my work. 

I feel frustrated about my job. 

 

I feel I am working too hard for my job. 

 

Contingencies of Self-Worth Crocker et al. (2003) Doing better than others give me a sense of self-respect. 

My self-worth is affected by how well I do when I am competing with others. 

I feel worthwhile when I perform better than others on a task. 

Perspective Taking Davis (1980) When I'm upset at someone, I usually try to put myself in his/her shoes for a 

while. 

I try to consider others' perspective before I decide. 

 
Before criticising somebody, I try to imagine how I would feel if I were in that 
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person's shoes. 

 

Employee Incivility Kim and Qu (2019) I exclude or ignore supervisors' instructions at work 

I raise my voice at co-workers while at work 

I am blunt with customers. 

I often talk about my work in a negative way 

 

Work Ethic Miller et al. (2001) I like hard work (attitudes and belief systems about hard work). 

I like participating in leisure activities (believe importance of free time). 

I appreciate centrality of work (the relative importance of work in life). 

Self-Esteem Rosenberg (1965) On the whole I am satisfied with myself. 

I feel I have several good qualities. 

 

I can do things as well as most other people. 

 

Self-Efficacy Liu et al. (2009) I can always manage to solve difficult problems if I try hard enough. 

It is easy for me to stick to my aims and accomplish my goals. 

 

I am confident that I can deal efficiently with unexpected events. 

 
Personality Traits I like to be the centre of attention. 

I like having authority over people. 

 

I know that I am good because everybody keeps telling me so. 

I am a warm person. 

I am friendly. 

 

I am assertive. 

 

I like fantasies. 

 

I am sensitive as a feeler. 

 

I look forward to new ideas 

I am competent. 

I like order. 

 

I like self-discipline. 

 

I am modest. 

 
I comply. 

 

I am tender-minded. 

 

Satisfaction My most interactions at work are positive. 

My values fit with the organisational values. 

My manager cares about me as a person. 

Customer Satisfaction Gremler and Gwinner (2000); 

Ndubisi and Wah (2005) 
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I think I did the right thing to choose this service provider 

I am satisfied with interacting with employees 

I am very pleased with the service provider 

 

I am satisfied with my service experience or My choice to use this service provider 
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was a wise one 

 

If I had to do it all over again, I would still choose this service provider 

 

 

 

3.6 Data collection and participants 

 
Employees working at the front reception, administration, information window employees, 

and providing different services were considered in the sample. The survey questionnaire 

included the definition of each key term used in the survey. This was essential to comply with 

the requirements and to assure that the participants understand each question properly. 

The company provided email addresses, phone numbers of supervisors and employees related 

to transport, café/restaurant, hotels and retail sector. This information was then used to contact 

the study participants via email. The researcher collected the responses by sending an 

introductory email with the documents in Appendix1. The participants were asked to 

acknowledge the email for confirmation purpose. The research firm did not undertake any 

data collection or data analysis. The researcher showed willingness to collect data himself and 

maintain the confidentiality of collected information from the participants. 

The questionnaire was generally required ten to fifteen minutes to complete. The 

participants were offered a duration of nearly 6 weeks to fill out the questionnaire. Two 

emails were sent to the participants during this time. The first email mentioned the details 

about the survey, while the second email was sent after four weeks of the initial email, as a 

follow-up to complete the survey responses. Participants who did not respond received 

another email before the final closure of the survey responses. 

In current research study, two surveys were distributed amongst the participants. For 

the employee incivility, 412 survey responses were collected while 600 questionnaires were 

sent for data collection through email. For the customer incivility survey, 226 responses were 
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collected while 3OO questionnaires were sent for data collection through email. Therefore, the 

response rate for employee incivility survey is found to be 68.6% and customer incivility 

survey is found to be 74.33%. In fact, the survey response rate is very rarely 1OO% in social 

sciences and management research studies (Taherdoost, 2O17). Sample size used for this study 

based on review of past similar studies which were based on incivility research. For instance, 

a study based on incivility collected data from a sample of 4OO individuals (Aljawarneh & 

Atan, 2O18). However, another study by Abid et al. (2O15) reported incivility antecedents and 

consequences by exploring a sample of 114 individuals. In contrast, Han et al. (2O16) 

explored incivility in the restaurant services sector and reported relationship between 

customer incivility and turnover intention and burnout in a sample of 288 employees. These 

studies report a sample size in between 114 to 4OO, and thus, study sample size will be 35O 

surveys. Additionally, response rates on online surveys are usually less than usual offline 

survey (Ebert et al., 2O18; Kim, Lee, & Gweon, 2O19). 

Participants included in this study are employees, supervisors and managers working 

in different industries in the Australian services sector. They belong to different ethnic groups 

and social classes. A Simple random sampling technique, a type of probability sampling has 

been applied in this research for collection of data from transport, retail, café/restaurant and 

hotel sectors. Participants were not asked to share any of their personal details. Their 

responses were recorded for academic research purpose only. In case, if they are interested to 

obtain the report related to research findings, at the end of the questionnaire, they provided an 

email/mailing address. 
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3.7 Ethical considerations 

 
Research ethics and obligations must be fulfilled while conducting research (DuBois & Antes, 

2O18). This research study fulfilled all the ethical requirements of the University of Canberra. 

The purpose of fulfilling these requirements is to assure that research is performed with full 

responsibility and compliance. 

For instance, special care was taken for fulfilling ethical and moral requirements of the 

ethics. A consent form was filled by the participants before participating online survey. This is 

to maintain their trust and confidentiality. The information collected through primary methods 

was used only for testing the research model and presenting a rationale for the research 

questions. However, none of the information will be used for commercial purpose. 

Additionally, the information collected from the previous research investigations were 

acknowledged through referencing. This research study is in favour of conducting original and 

plagiarism free research. 

Participation in this study was fully voluntary. Participation information sheet clearly 

mentioned that it is completely up to participants whether they participate or not. If they 

decide not to participate, there will be no penalty. They may withdraw from the survey at any 

time and for any reason. 

3.8 Protection of confidentiality 

 
Online survey responses were kept confidential and within the parameters of the Data 

Protection Act. Besides, before despatching the online survey, online survey link was remain 

confidential. While collecting the online data, it was very clear that the data are only collected 



Chapter 3 118 

Chapter 3 93 
 

for academic purposes. Anonymity was confirmed as well. Lastly, online survey contained no 

question about personal details of respondent. 

3.9 Risk assessment and consent of participants 

 
Participants were provided with the participant information sheet. The risk existed that 

participants may find themselves victims of workplace incivility while completing the survey 

form. However, this would not increase workplace conflicts for employees for the following 

reasons: 

• Confidentiality was highly confirmed and informed to the participants 

• The access of the survey was only limited to the researcher. None of the participants 

will be able to access the survey responses directly. 

• A prior introductory email contained the link to the survey and they can only use the 

link if they have willingness to contribute in incivility research. 

• Participants could withdraw from the survey, if they find themselves uncomfortable 

during the filling of the survey 

3.10 Data analysis 

 
Data collected through the primary sources need to be analysed via corrective data analysis 

methods (Yu & *ian, 2O18). Inaccuracy in viable data analysis methods can create large 

amount of challenges for the researcher. The first step was to perform a scrutiny of correctly 

filled data. The missing values are rectified, by discarding the questionnaires or responding 

the participants, based on the amount of missing questions. The collected data from the survey 

questionnaire, were transferred to SPSS for statistical analysis following similar studies 

(Fatima et al., 2O2O). In the current research study, a range of data analysis techniques were 
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applied including; normality check, data cleaning and other analyses such as exploratory 

factor analysis (EFA) and descriptive analysis performed via SPSS software. Then, the 

associations in the model will be tested through confirmatory factor analysis (CFA) via the 

structural equation modelling with partial least squares (SEM-PLS) method (Afthanorhan, 

2O13). See next chapter for details. 

3.11 Conclusion 

 
The study adopted a quantitative research method, and collected data from two set of 

respondents; employees and customers. A Likert scale closed ended survey questionnaire is 

used to collect the data from the participants. A convenience sampling technique is used to 

collect the data, which is a limitation of this study. This is because, researcher had 

accessibility issues in reaching out target sample. This technique helped in reaching a 

marketing agency, collecting email addresses and proceeding with the data collection process. 

The next chapter analysed the collected data, presents the results and triangulates with the past 

literature, in order to fulfill research purpose. 



 

CHAPTER 4: DATA ANALYSIS 
 

4.1 Chapter introduction 

 
Data analysis is a critical part of research, as it leads to final results and reveals findings to 

reveal whether hypotheses are supported or not. This study adopted a quantitative method of 

data analysis and tested the three research models presented in chapter (two in the research 

model section) one by one. This chapter includes descriptive analysis, demographic analysis, 

data screening and missing values treatment, reliability and validity treatments, testing of 

hypothesis and research models, and discussion. 

4.2 Quantitative data analysis 

 
4.2.1 Descriptive analysis 

 
4.2.1.1 Employee demographic profile (data used for Research Models 1 and 2) 

 
Appendix U 4 shows the demographic characteristics of employee data. The number of 

respondents for study was 412. As shown in the following figure, the study had 187 

respondents aged from 18U3O years, 161 respondents aged from 31U45 years, 5O respondents 

aged from 46U65 years and 14 respondents were above 65 years of age. In total, 241 males 

and 17O females responded to the study (one respondent did not report his/her gender). 

 
4.2.1.2 Customers’ demographic profile (data used for Research Model 3) 

 
Appendix U 4 shows the demographic characteristics of the overall sample. The number of 

respondents in the study was 225. As shown in the figure, 1O3 respondents were aged from 

 

 

 

 

 

Chapter 4 95 



Chapter 3 121 

96 Chapter 
96 

 

18U3O years, 78 respondents were from 31U45 years, 34 respondents were from 46U65 years 

and 1O respondents were above 65 years of age. As shown in these results, 127 males and 98 

females responded to the study. 

 
4.3 Data entry 

 
The study involved data entry in form of quantitative questionnaire from two sources: 

employees and customers. The link provided to the participants was connected with Excel 

sheet on Google Drive and it sorted and stored all the responses automatically. Then it was 

downloaded for next phase of data analysis. 

4.4 Data screening 

 
4.4.1 Missing value treatment 

 
It has been argued for some time that deletion and single imputation techniques fail to 

adequately address the impact missing data may have on analysis, with the primary concern 

being that such approaches do not account for the increased variance that may occur had the 

actual score(s) been obtained (Allison, 2OO2; Enders, 2O1O; Graham, 2O12; Schafer & 

Graham, 2OO2; Schafer & Olsen, 1998). An additional consequence of deletion techniques is 

the reduction of statistical power that occurs from the reduction in sample size (Graham, 

2OO9; McKnight, McKnight, Sidani, & Figueredo, 2OO7). Therefore, missing data has the 

potential to introduce bias and reduce the integrity of results. With the emergence of 

increasingly powerful statistical software, it is increasingly easy to employ more sophisticated 

missing data techniques that better compensate for the problems associated with traditional 

missing data approaches. Missing data are found in almost every dataset. Simply put, data are 

missing when information that is present in variables for some cases is not present for some 
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individuals. Missing data can pose a problem for the analysis of the data and for drawing 

appropriate inferences. With less data, one's inferences are less powerful, and if the data are 

missing in patterns that relate to what is being measured in the study, then inferences can be 

biased as a result. From the point of view of this introductory guide, the main options are, 

broadly, to discard any cases with missing values on any of the variables used in a set of 

analyses that produce statistical estimates or alternatively, to use all possible cases available 

for each estimate, thereby using a different subset of cases for each analysis. Different 

statistical packages treat missing values slightly differently for different computations and 

procedures, but the principles remain the same. Using SPSS's ‘missing value treatment', 

missing values were replaced with ‘mean average values' (Hair et al., 2OO6). 

4.4.2 Assessment of normality of data 

 
To find out the normality of the data, two tests, namely, skewness and kurtosis were 

calculated. Skewness shows the measurement of symmetry of distribution of data (Pallant, 

2O11). If the distribution of responses for the variable extends to the left or right of the graph, 

then the data are said to be skewed. Kurtosis shows the peak or height of the distribution of 

the given data. The distribution will show a high peak if most responses are in the centre of 

the graph. The values of skewness and kurtosis should be near to zero for a normal 

distribution (Hair, Hult, Ringle, Sarstedt & Thiele, 2O17). If the values are less than -1 or 

greater than 1, the distribution is said to be highly skewed. If the values are between +-1 and - 

O.5, the data is said to be skewed but moderately. If the values lie between -O.5 and O.5, the 

distribution of the data is considered as symmetric. Similarly, for kurtosis if the value is 

greater than +1, it shows too peaked (high) distribution and if the value is less than -1 it means 

that the distribution is flat. If the values do not come in the acceptable range, the distribution 
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is not normal (Hair et al., 2O17, p. 61). A word about kurtosis is in order. Horswell & Looney 

(1993) noted that the performance of skewness tests is shown to be very sensitive to the 

kurtosis of the underlying distribution. Few instructors say much about kurtosis, partly 

because it is difficult explains, but also because it is difficult to judge from histograms. 

Kurtosis is essentially a property of symmetric distributions (Balanda & MacGillivray 1988). 

The normality of the data set must be established before the statistical estimation 

procedure can begin (Bai & Ng, 2OO5). It is a method that justified whether the sample results 

follow a symmetrical, bell-shaped normal distribution (i.e., the normal curve) (Hair et al., 

2OO6). The common signs of normality of data are values of kurtosis and skewness 

(Tabachnick & Fidell, 2OO1) while, on the other hand, high kurtosis and high skewness show 

that data have non-normality with random effects in the estimation process (Hall & Wang, 

2OO5). The distribution symmetry with the mean is examined by skewness, on the other hand, 

comparative flatness and peak of the distribution are evaluated by kurtosis (Malhotra, 2OO4). 

If the value of the kurtosis and skewness lie between +3 and -3, then the normality of data is 

assured, according to Tabachnick & Fidell (1996). Normality is assured as shown in the table 

in Appendix I. 

4.4.3 Test of multicollinearity 

 
When attempting to understand well individual independent variables contribute to an 

understanding of the dependent variables, multicollinearity, which is indicate by high inter- 

association and intercorrelations among the independent variables, can produce strange results 

(for instance, wide confidence intervals and strange p values for independent variables). It is a 

sort of data anomaly that renders the statistical judgment about the data inauthentic. By 

calculating the variance inflation factor (VIF) values and CI (Condition Index) values, the 
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presence of multicollinearity can easily be identified. It is usually believed that, when VIF 

values exceed 1O, multicollinearity exists (Jamal & Naseer, 2OO2). The level of 

multicollinearity is not an issue of concern based on VIF and CI value in this study as these 

falls within the generally recommended cut-off points (Hair et al., 2OO6). 

 

 
4.4.4 Test of linearity 

 
Another fundamental assumption in multivariate analysis is linearity, which means that 

association measures like regression analysis, factor analysis, and structural equation 

modelling can only be properly calculated if the relationship between the dependent and 

independent variables is linear (Hair et al., 1998). Bivariate sector plots were used to look for 

linearity between all conceivable pairs of dependent and independent variables. There was no 

need for data transformation because no non-linear connections were found. 

4.4.5 Uni-dimensionality 

 
The term ‘uni-dimensionality' refers to the phenomena of all things being loaded into one 

related latent construct and nothing else (Hair et al., 1998). This is validated by looking at the 

factor loading for each measurement item, which should be more than O.45 (Luo & 

Bhattacharya, 2OO6; Baker & Sinkula, 2OO5). This criterion was also used in this study to 

examine if an item should be kept in the CFA model. 

4.5 Reliability and validity 

 
Reliability methods have been established to take risks into account, in a rigorous manner. 

The failure probability and the reliability index are used to quantify risks and therefore 

evaluate the consequences of failure. In statistics and psychometrics, reliability is the overall 
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consistency of a measure. A measure is said to have a high reliability if it produces similar 

results under consistent conditions. 

It is the characteristic of a set of test scores that relates to the amount of random 

error from the measurement process that might be embedded in the scores. Scores 

that are highly reliable are precise, reproducible, and consistent from one testing 

occasion to another. That is, if the testing process were repeated with a group of 

test takers, essentially the same results would be obtained. (Mohajan, 2O17, p. 59) 

Cronbach's (1951) alpha, composite reliability, and average variance extracted (AVE) 

are the three commonly recognised techniques to demonstrate reliability in CFA (Fornell & 

Larcker, 1981). Validity verifies that a construct does indeed measure what it is supposed to 

measure (Bollen, 1989, p. 184). Content validity ensures in this as it used only existing scale 

items from previous studies, Discriminant validity measures how one scale is different from 

others that are supposed to measure a different construct. It is ensured in this study as the 

square root of average variance extracted (AVE) were higher than their related 

intercorrelations of each construct as shown in Table 4.1 (Nunnally, 1978; Fornell & Larcker, 

1981). The degree to which one operation is comparable to other operations that it 

theoretically should be similar to is referred to as convergent validity. The significant 

correlations between the scale item scores demonstrate convergence validity. 

4.5.1 Common method variance bias 

 
It is known that common method variance bias is a threat to discriminant as well as 

convergent validity (Spector & Brannick, 2OO9). This bias may be reduced via randomisation 

of study items (Garger et al., 2O19), however, bias may still appear, when researcher randomly 

separate construct-related items. Harman's one-factor analysis was used for checking CMV. 

All construct scale items were loaded into factor analysis to check single factor emergence. As 
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no single factor emerged and accounts for majority of the covariance, it can be concluded that 

CMV is not an issue (Chang et al., 2O1O). This test is done by using principal component 

analysis in SPSS. 



 

4.5.2 Confirmatory factor analysis by structural equation modelling 

 
Using the partial least squares (PLS) method, confirmatory factor analysis (CFA) was 

conducted through SEM (structural equation modelling). SEM is an advanced statistical 

method that combines regression and factor analysis to quantify theoretical connections 

between variables (Tabachnick & Fidell, 1996). 
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Table 4.1: Reliability and validity measures 
 

Study 1: Impact of employee self-esteem on employees’ perspective-taking intention 

 
Constructs 

 
AVE** 

Composite 

Reliability 
R2 

 
Cronbach’s 

Alpha (α) 

Emp. 

sat. 

Pers_ 

taking 

Self- 

esteem 

Self- 

effi. 

Work 

ethic 

 

Emp_sat 0.743 0.896  0.827 0.86*      

Perspective 

taking 
0.678 0.863 0.05 0.762 0.221 0.82* 

    

Self-esteem 0.673 0.861  0.758 0.346 0.39 0.82*    

Self-efficacy 0.646 0.846  0.727 0.368 0.121 0.274 0.80*   

Work-ethic 0.715 0.883  0.801 0.405 0.334 0.494 0.354 0.84*  

Study 2: Impact of workplace incivility on employee incivility and employee emotional exhaustion 

 
Constructs 

 
AVE** 

Composite 

Reliability 
R2 

 
Cronbach’s 

Alpha (α) 

Cwk. 

inc. 

Cus. 

inc. 

e-inc. Emp.ex 

h. 

Emp. 

inc. 

Sup. 

inc. 

Co-worker 

incivility 
0.642 0.843 

 
0.721 0.80* 

     

Customer 

incivility 
0.579 0.846 

 
0.759 0.538 0.76* 

    

e-incivility 0.774 0.872  0.708 0.642 0.447 0.88*    

Employee 

emotional 

exhaustion 

 
0.624 

 
0.831 

 
0.04 

 
0.715 

 
0.224 

 
0.201 

 
0.201 

 
0.79* 

  



 

 

 

 

 

 

 

 
* 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

**Square Root of average variance extracted (AVE) on the diagonal Average Variance extracted 

 

 

 

 

 

 

 

 

 

Chapter 4 104 

Employee 

incivility 
0.634 0.839 

 
0.711 0.657 0.515 0.616 0.206 0.80* 

 

Supervisor 

incivility 
0.572 0.842 

 
0.749 0.646 0.469 0.628 0.215 

 
0.582 

0.76* 

Study 3: Effect of employee incivility on customer perspective taking and satisfaction 

Constructs AVE** 
Composite 

Reliability 
R2 Cronbach’s 

Alpha (α) 

Cust. 

sat. 

Emp 

inc. 

Persp. 

taking 

Self 

effi. 

Self 

wor. 

Customer 

satisfaction 
0.539 0.823 0.07 0.717 0.73* 

     

Employee 

incivility 
0.550 0.829 

 
0.737 -0.119 0.74* 

    

Perspective 

taking 
0.641 0.842 

 
0.725 0.264 -0.001 0.80* 

   

Self-efficacy 0.659 0.853  0.755 0.110 -0.011 0.159 0.81*   

Self-worth 0.687 0.868  0.774 0.015 0.225 0.091 0.002 0.83*  
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4.6 Study 1: Impact of employee self-esteem on employee perspective-taking intention 

 
4.6.1 Data and sample 

 
A summary review of data and sample for Study 1 is that a targeted 600 questionnaires were 

sent to the employees working in various Australian retail services industries with structured 

questionnaire using five-point Likert type scale. In return, 412 final responses were collected 

with a response rate of 68.6%. Around 48% of participants are in the age group of 18-30 

followed by 39% from the age group of 31-45 years and 58% are male participants. Structural 

equation modelling with partial least square software (Henseler et al., 2015; Ringle & 

Sarstedt, 2016) has been employed to get findings for Study 1. Table 4.1 summarises all 

statistics related to validity and reliability such as Cronbachls alpha, and composite reliability 

values. The square root of AVE is found as higher than related co-relations that ensures 

discriminant validity (Nunnally, 1978; Fornell & Larcker, 1981; Henseler et al., 2015). 

Common method variance analysis revealed satisfactory results as well (35.32%). 

 
4.6.2 Results 

 
4.6.2.1 Hypotheses testing: Main effects (H1–H5) 

 
Table 4.1 shows that employee self-esteem significantly affects the work ethic (t-value=8.13 

and p-value=0.000), self-efficacy (t-value=4.65 and p-value=0.000) and employee satisfaction 

(t-value=3.06 and p-value=0.002) leading to accept H1, H2 and H3. It is found that employee 

satisfaction also significantly affects employeesl intention to perspective taking (t-value=3.89 

and p-value=0.000) and self-efficacy has significant impact on the work ethic (t-value=5.01 

and p-value=0.000), therefore, accepting hypotheses H4 and H5. 
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4.6.2.2 Hypotheses testing: Mediation effect of employee satisfaction (H6–H8) 

 
Using the procedure suggested by Preacher and Hayes (2004), mediation analysis results 

show employee satisfaction is not a significant mediator between self-esteem and perspective- 

taking intention (lower -0.0004 and upper 0.0786) as well as between the work ethic and 

perspective-taking intention (lower -0.0025 and upper 0.0886) at 95% confidence interval. 

Interestingly, employee satisfaction is found as a significant mediator between self-efficacy 

and perspective-taking intention by employees (lower 0.0313 and upper 0.1422). 

4.6.2.3 Hypotheses testing: Moderation effect of gender and various types of incivility (H9– 

H13) 

Moderation results state that gender significantly moderates the relationship between self- 

esteem and employee satisfaction (sample difference: t-value=3.18 and p-value=0.002) and 

thus accepting H9. Following hypothesis, findings confirmed that male employees (t- 

value=4.51 and p-value=0.000) significantly have higher impact than their counterpart female 

employees (t-value=0.44 and p-value=0.653). 

Again, moderation analysis related with various types of incivility between self-esteem 

and self-efficacy reveals that co-worker incivility (sample difference: t-value=4.37 and p- 

value=0.000), customer incivility (sample difference: t-value=3.86 and p-value=0.000), 

supervisor incivility (sample difference: t-value=4.48 and p-value=0.000) and e-incivility 

(sample difference: t-value=7.98 and p-value=0.000) are in fact, significant moderators. 
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Figure 4.1 : Study 1: P*S measurement model 

Hard_work ~ ure_acti ... 

I 
0.873 0.834 0.829 

Care~ 

\ 
0.854 

0.241 
_qualit... 

~ fl!r:lf; 

r_peoplet 0.836 o.~~1?1 
.,0.788 

fied_m ... 
Self-esteem 0.27 4 0.238 

0.813Sel~- t~acy0.829 

I i \ 
fymcult . [yoal~ !unexpected ... ! 

Values 

t 
0.866 0.866 

0.221 

Emp_sat Perspective 
taking 

jothers _pers ... I 

~:~~~ ~ Shoe I 

0.825~ 
l Upset 



Chapter 3 133 

108 Chapter 4 
 

 

 

 

Figure 4.2 : Study 1: PLS structural model 

 
4.6.3 Discussion on Study 1 

 
Supporting previous literature on the various outcomes of employee satisfaction (Barber, 

Dunham, & Formisano, 1992; Querbach, Waldkirch, & Kammerlander, 2020; Kumar & 

Pansari, 2015; Abel, 2013), the findings of Study 1 reveals that employee satisfaction has 

significant impact on perspective taking (t-value=3.892), which can contribute largely to stop 

the notorious spiral effect of incivility in workplace. Interestingly, both self-efficacy (t- 

value=3.943) and work ethic (t-value=3.985) have nearly same effects on employee 

satisfaction. This finding supports the fact that employees consider and compare their own 

self qualities and performances when determining level of satisfaction with the organisation. 
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However, self-esteem is found to have a little behind effect (t-value=3.055) on employee 

satisfaction compared to self-efficacy and work ethic. As literature on self-esteem (Heatherton 

& Wyland, 2003; Coopersmith, 1959; Minev et al., 2018; Orth & Robins, 2019) mentioned 

that self-esteem is a kind of mental qualities and level of self-esteem can be developed by 

many contextual factors as well. Therefore, employees relate self-efficacy and work ethic as 

more work relevant factors than self-esteem. However, self-esteem has almost double stronger 

effect on (t-value=8.129) employeesl work ethic compared to that of self-efficacy (t- 

value=5.012). 

4.7 Study 2: Impact of workplace incivility on employee incivility and employee emotional 

exhaustion 

4.7.1 Data and sample 

 
The participant set used for Study 2 was the same as that used in Study 1. Also, software 

using structural equation modelling (SEM) with partial least squares (PLS) (Henseler et al., 

2015; Ringle & Sarstedt, 2016) was used to analyse the data for Study 2. Measures related 

with reliability and validity are all satisfactory and listed in Table 4.1, such as Cronbachls 

alpha and composite reliability values, while the value of the square root of AVE is higher 

than co-relations for ensuring discriminant validity (Nunnally, 1978; Fornell & Larcker, 1981; 

Henseler et al., 2015) with satisfactory common method variance analysis (35.32%). 
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4.7.2 Results 

 
4.7.2.1 Hypotheses testing: Main effects (H14–H18) 

 
Results in Table 4.1 shows that all co-worker incivility (t-value=6.27 and p-value=O.OOO), 

customer incivility (t-value=3.87 and p-value=O.OOO), supervisor incivility (t-value=2.86 and 

p-value=O.OO4) and e-incivility (t-value=4.59 and p-value=O.OOO) have significant impact on 

employee incivility and therefore, accepting hypotheses H14, H15, H16, H17 and H18. 

4.7.2.2 Hypotheses testing: Moderation effect of gender and personality (H19–H21) 

 
Results show significant moderation impact of gender on employee incivility and employee 

emotional exhaustion (sample difference: t-value=2.198 and p-value=O.O29). It shows that 

employee incivility significantly affects more on male employeesl emotional exhaustion level 

(t-value=5.986 and p-value=O.OOO) than that of female employees (t-value=O.387 and p- 

value=O.699), leading to accept H19. 
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Figure 4.3: Study 2: P*S measurement model 
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Figure 4.4: Study 2: P*S structural model 

 
4.7.2.3 Hypotheses testing: Mediation effect of employee incivility (H22–H25) 
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following bootstrapping method as suggested by Preacher and Hayes (2004). Results show 
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exhaustion. Interestingly, employee incivility was found as a significant mediator between e- 

incivility and employee emotional exhaustion (lower O.O224 and upper O.2O39). 

4.7.3 Discussion on Study 2 

 
Findings of Study 2 surprisingly reveal that the most significant source of workplace incivility 

toward employees comes from co-workers (t-value=6.27) which has almost double the impact 

than that of supervisor incivility (t-value=2.895). Supporting previous arguments on co- 

worker incivility (Robinson et al., 2O14; Hershcovis & Barling, 2O1O; Sakurai & Jex, 2O12; 

Amarnani et al., 2O18), employees more often involved in uncivil behaviour while exposed by 

their colleaguesl incivility, whereas less reactive in case of facing supervisor incivility. Also, 

the study reported that the second highest source of workplace incivility is e-civility (t- 

value=4.59). This finding supports the previous assumption stating that communication 

through an online network discourages and reduces in-person interaction and causes an 

increase in uncivil behaviour for psychological detachment (Torres et al., 2O17; Park et al., 

2O18). Further, Study 2 findings explored that employees also feel exhausted after reacting to 

the parties in uncivil manner. Since, frontline service employees are consistently at risk of 

needing to provide emotional labour (Sommovigo et al., 2O19), this mental fatigue can induce 

them to be incivil (Alola et al., 2O19). Finally, confirming Gender Schema theory (Bem, 

1991) and early literature on workplace relationships and gender impact (Sabharwal & Corley, 

2OO9; Yavas et al., 2OO8; Kraemer & Gouthier, 2O14), Study 1 reveals that male respondents 

were more prone to emotional exhaustion from incivility than was the case with female 

employees. 
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4.8 Study 3: Effect of employee incivility on customer perspective-taking intention and 

satisfaction 

4.8.1 Data and sample 

 
Study 3 is based on a total of 226 responses from a targeted 3OO questionnaires, which were 

sent to the Australian retail services industry customers. Therefore, the response rate for 

customer survey was 74.33%. Participants are mainly in the age group of 18-3O years old 

(45%) followed by 31-45 years old (34%) and 56% were male participants. 

4.8.2 Results 

 
4.8.2.1 Hypotheses testing: Main effects (H26–H29) 

 
The partial least squares (PLS) output in Table 4.2 shows that employee incivility has 

significant positive impact on customersl self-worth (p-value=O.OO1; t-value=3.357); 

customer intention for perspective taking to customer satisfaction (p-value=O.OOO; t- 

value=4.275) and customer self-efficacy to perspective taking (p-value=O.O18; t-value=2.367), 

which lead to accept hypotheses H26, H28 and H29. However, hypothesis on the relationship 

between self-worth to perspective taking has not been significant and therefore, rejecting H27 

(p-value=O.166; t-value=1.387). 

4.8.2.2 Hypotheses testing: Moderation effect of personality traits (H30–H31) 

 
Results from multigroup analysis (Henseler et al., 2O16) show that high level of customersl 

agreeableness (low agreeableness, t-value=4.59, p-value=O.OOO, and high agreeableness, t- 

value=O.63 p-value=O.532, respectively; two samplesl t-value difference=2.16 and p-value 

difference=O.O32) and openness (low openness, t-value=4.74, p-value=O.OOO, and high 
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openness, t-value=O.64, p-value=O.524, respectively; two samplesl t-value difference=2.35 

and p-value difference=O.O2O) personality traits lead to significantly higher customer 

satisfaction and thereby accepting H3Oa and H3Oc. However, consciousness (Low 

consciousness, t-value=4.O9, p-value=O.OOO, and high consciousness, t-value=O.62, p- 

value=O.533, respectively; two samplesl t-value difference=O.71 and p-value 

difference=O.477) personality trait has not been found as significant moderator in the 

relationship between perspective taking and customer satisfaction and thus, rejecting H3Ob. 

Similarly, it is found that, both neurotic (low neurotic, t-value=4.63, p-value=O.OOO, 

and high neurotic, t-value=O.39, p-value=O.699, respectively; two samplesl t-value 

difference=2.O7 and p-value difference=O.O4O) and assertiveness (low assertiveness, t- 

value=4.43, p-value=O.OOO, and high assertiveness, t-value=O.51 p-value=O.611, respectively; 

two samplesl t-value difference=2.23 and p-value difference=O.O27) personality traits have 

significant negative influence on perspective taking and customer satisfaction relationship and 

therefore, H12a and H32b both are accepted. 

4.8.2.3 Hypotheses testing: Mediation effect of self-worth and perspective-taking intention 

(H32–H34) 

Baron and Kenny defined the procedures for mediation analysis; however, further research 

was carried out by Zhao, Lynch Jr & Chen (2O1O). Zhao et al., (2O1O) presented a non- 

technical summary of the Baron and Kenny mediation analysis shortcomings and provided a 

decision tree and step by step method. This method helps researcher in testing mediation, 

categorizing its types and interpreting the results for theoretical contribution and future 

research implications. 
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Several mediation effects were investigated including self-worth (between employee incivility 

and perspective-taking intention) and perspective-taking intention (between self-worth and 

customer satisfaction) using bootstrapping method (Preacher & Hayes, 2004). However, none 

of the mediation analyses were found to have any significant impact (self-worth: lower - 

0.0059 and upper 0.0653; perspective-taking intention: lower -0.0072 and upper 0.0826). 

 

 

 
 

 
Figure 4.5: Study 3: P*S measurement model 
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Figure 4.6: Study 3: P*S structural model 
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Table 4.2: Partial least squares (PLS) output (direct relationships) 
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Study 1: Impact of employee self-esteem on employees’ perspective-taking intention 

H1: Employee_self-esteem to work ethic 

H2: Employee_self-esteem to self-effica 

H3: Self_esteem to Employee sat. 

H4: Emp_sat to Perspective taking 

O.43O 8.129 O.OOO Supported 

O.274 4.653 O.OO2 Supported 

O.161 3.O55 O.OOO Supported 

O.221 3.892 O.OOO Supported 

H5: Self-efficacy to work ethic O.236 5.O12 O.OOO Supported 

Study 2: Impact of workplace incivility on employee incivility and employee emotional 

exhaustion 

H1: Co-worker_in to Employee_in 

H2: Customer_in to Employee_in 

H3: E-incivility to Employee_in 

O.314 6.27O O.OOO Supported 

O.167 3.872 O.OOO Supported 

O.249 4.59O O.OOO Supported 

H4: Employee_in to Emp_exh O.2O6 4.528 O.OOO Supported 

H5: Supervisor_in to Employee_in O.144 2.895 O.OO4 Supported 

Study 3: Effect of employee incivility on customer perspective taking and satisfaction 

H26: Employee inc. to Cust_self-worth O.225 3.357 O.OO1 Supported 

H27: Self_worth to Perspective taking O.O91 1.387 O.166 Not Supported 

H28: Perspective taking to Cus_satisfact O.264 4.275 O.OOO Supported 

H29: Self_efficacy to Perspective taking O.158 2.367 O.O18 Supported 
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4.8.3 Discussion on Study 3 

 
Study 3 findings confirm early literature on positive outcomes of perspective-taking intention 

(Longmire & Harrison, 2O18; Ku et al., 2O15; Erle et al., 2O18; Lee et al., 2O2O) as it found 

strong support for the links between customersl intention of understanding employeesl 

perspective and higher level of customer satisfaction (t-value=4.28). Following previous 

assumptions (Crocker & Wolfe, 2OO1; Liu et al., 2OO9), the study found increased level of 

customer self-worth while challenged by negative situations such as employee incivility (t- 

value=3.36). However, recognising onels self-worth does not lead to perspective-taking 

intention always (t-value=1.39) as the latter involves an external component with an obvious 

reason for showing empathy. 

As previously argued, a personls personality traits are the central trait toward 

understanding an individualls behaviour (Costa & McCrae, 199O), moderation analysis Study 

3 found significant support for all of the personality dimensions except consciousness. While 

the study confirmed that openness has the largest impact (t-value difference of two samples is 

2.35) on customersl perspective-taking intention and their satisfaction level, interestingly, 

individuals with low openness trait are more intended for perspective taking (t-value=4.74) 

than that of high openness (t-value=O.64). It could be because people with low openness trait 

are more likely to be introverts and therefore, are more likely to consider other peoplels 

perspective than their counterpart with high openness trait who feel more comfortable, as they 

react quickly based on their immediate emotions. 

4.9 Conclusion 

 
This chapter reveals the results of the current study by the application of statistical methods. 

All the assumptions made by the researcher are tested using statistical methods via a 
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SmartPLS and SPSS software. Three research models are tested and results justify the purpose 

of this study. The next chapter summarises this study and reveals about the theoretical and 

managerial contributions, based on this analysis chapter. 
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CHAPTER 5: CONCLUSION 

 
This chapter concludes this research by presenting theoretical contributions, managerial 

contributions, limitations of the research and future research implications. The study 

examined the antecedents of incivility and determined the association with gender and 

personality traits in Australian services sector. The association between employeels self- 

esteem, work ethic and self-efficacy was determined with the employee satisfaction and 

intention towards perspective taking. The study examined the mediation influence of 

perspective taking, self-worth, employee emotional exhaustion and employee dis/satisfaction 

on different types of workplace incivility. The thesis demonstrated the association between 

customersl self-worth, self-efficacy, perspective taking, personality traits and satisfaction with 

the employee incivility. 

5.1 Limitations of the study 

 
Several limitations can be found in the study and, therefore, implications exist for future 

research. The perspectives of incivility, from two different types of samples; employees and 

customersl reveal interesting insights about workplace incivility. The study found that 

workplace incivility is creating emotional exhaustion among employees, which has many 

negative organisational consequences. Also, customers understand the position of the 

employees and instead of reacting towards employee incivility, positive personality facets of 

the customers, let them go out satisfied after acquiring services, in the Australian services 

sector. However, it would be more useful if dyadic relationships (Taylor et al., 2O12) could be 

captured from employees and respective customers cohort. It would capture the perceptions of 

both sample participants based on same interaction experiences and thus would provide more 

rigorous findings. 
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Second, the study considers four major parties in workplace such as supervisors, 

customers, co-workers and e-incivility (via email only), but inclusion of greater range of 

parties (suppliers, external agencies, distributors) and interaction mediums such as social 

media, online chat applications such as WhatsApp, and Viber (Akella & Lewis, 2O19) would 

be more beneficial to understand the whole picture. Often a lot of conversations occurred via 

these apps and may be subject to be a medium of incivility. However, the study limits its 

scope only within e-mail correspondence. 

Finally, a method related limitation is that the study used cross-sectional survey data 

on single country context, which can be more generalisable by extending the scope to broader 

geographic region and by using multiple sources of data. The study explained the 

relationships only within the Australian services sector, and thus a huge scope for incivility 

research remains. Future research scholars may explain the employee incivility associations 

with customer satisfaction and customersl intention of perspective taking in other sectors. 

Additionally, future scholars may explain the association of these variables, by examining 

other countries and expanding number of services sector industries. This can contribute to the 

past literature in more meaningful manner and give an opportunity to recognise which 

incivility forms are more harming than others, and need special attention from the policy 

makers, governmental incivility control bodies and other related organisational stakeholders. 

5.2 Theoretical contributions 

 
The study has several contributions to theory and relevant body of literature. The current 

study contributed to past incivility literature by extending on the kTit for Tatl theory, a theory 

initially described by Andersson and Pearson (1999). Andersson and Pearson (1999) 

explained the reciprocating nature of workplace incivility, which was further examined by 
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many scholars (Pearson, Andersson, & Wegner, 2OO1; Taylor et al., 2O21; Arshad & Ismail, 

2O18; Trudel & Reio, 2O11). The spirally effect demonstrates that how incivility has potential 

spiral into increasingly severe workplace behaviours with initiating and tipping points 

(Andersson & Pearson, 1999). This study conducted an extensive review of literature and 

found gaps in this context. Some outcome variables act as incivility antecedents to continue 

the incivility cycle. For example, emotional exhaustion (Hur, Moon, & Jun, 2O16; Tong, 

Chong, & Johnson, 2O19; Koon & Pun, 2O18) becomes a trigger factor due to the employee 

incivility. Emotional exhaustion has been less explained in the context of employee incivility 

and other antecedents of incivility, in the context of the Australian services sector (Hur, 

Moon, & Jun, 2O16; Tong, Chong, & Johnson, 2O19; Koon & Pun, 2O18). Australia has huge 

challenges in its services sector and workplace incivility is growing rapidly (Geldart et al., 

2O18; Lincoln & Gregory, 2O15; Loi et al., 2O15). This means that the explanation about 

employee emotional exhaustion reveals the risk that employees may leave the company and 

increase organisational costs (Alola, Avcı, & Öztüren, 2O2O). Its highly critical to break the 

cost of the incivility cycle by bringing evidence from the Australian services sector, 

conducting research and generating guidelines and recommendations for organisational 

stakeholders. In this context, theoretical contribution with respect to incivility and association 

with employee emotional exhaustion has higher worth. 

Additionally, the current study contributed to the incivility literature in a unique 

manner, by explaining the relationships with the customer satisfaction (Ho & Tan, 2O18) and 

customers' intention of perspective taking (Arnold & Walsh, 2O15). The study explained that 

negative spiral of incivility can take a turn to a positive spiral (Arnold & Walsh, 2O15) and 

customers' personality traits (Al-Hawari, 2O15), following the antecedent of customer 

incivility. 
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An incivility workplace is becoming an increasing challenge for services organisations 

(Jex et al., 2O1O). In 1998, quarter of people surveyed by Porath reported they were treated 

rudely at least once a week (Porath, 2O16). In 2OO5, numbers of workplace incivility 

(reported) cases increases but in 2O11, these numbers were nearly doubled. Employees facing 

workplace incivility reveal significant health problems; it also affects immune system causing 

cardiovascular diseases, cancer, diabetes and ulcer (Porath, 2O16), which is creating a cost 

burden on the incivility organisation and ultimately a health burden on the country for having 

incivility in organisations. In contrast to incivility, organisations which support civility 

promote and take care of their employees' psychological safety. These employees feel valued 

and powerful when they are treated with respect, as civility lifts people, teams and businesses. 

Small gestures make a difference and organisations benefit from the outcomes of civil 

environment, in multitude of ways (Porath, 2O16). This study is motivated to bring evidence 

related to workplace incivility and signify the need to have policies that foster civil behaviours 

and negate uncivil acts within the work environment, for the well-being of the employees. 

Conducting research in the services sector reveals interesting findings and provides 

recommendations to organisational stakeholders and policy makers. The increasing research 

in incivility and its negative organisational consequences, demands extensive research in this 

domain (Schilpzand, De Pater, & Erez, 2O16). Yao et al., (2O21) claimed that serious incivility 

consequences enforce higher incivility research and organisational attention in the current 

scenario. The study contributes to the previous literature (Phillips, G. S., MacKusick, & 

Whichello, 2O18; Irum, Ghosh, & Pandey, 2O2O; Bambi et al., 2O18; Estes & Wang, 2OO8; 

Hutton, 2OO6; Vasconcelos, 2O2O; Guidetti et al., 2O21) by distinctively explaining that 

customers often keep maintaining positive self-image to self by re-directing negative 

consequences to the positive emotions such as self-worth, and perspective taking. Drawing 
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from self-construal theory (Singelis & Sharkey, 1995; Walker, Deng, & Dieser, 2OO5; Elliott 

& Coker, 2OO8) helps toward understanding an individual's self-view in contrast to others. 

The study claims that customers often feel boosted self-worth (Bakir, Gentina, & de Ara`jo 

Gil, 2O2O) while exposed by negative consequences (Judge, Erez, & Bono, 1998) such as 

employee incivility. This positive self-evaluation (Carver & Scheier, 1988; Crocker & Wolfe, 

2OO1; Liu et al., 2OO9) also helps to motivate customers to take perspective of employee's 

situation. Therefore, the study advances the literature by highlighting the positive 

consequences of negative emotions of workplace. 

Second, the study extends the understanding of affective events theory (AET) that 

states discrete occurrence in workplace often shapes future behaviour as well as often ends in 

affective reactions (Weiss & Cropanzano, 1996). Using this lens of theory, the study explains 

employees' incivility as a reaction of several types of workplace incivility (supervisor, co- 

worker, customer, e-incivility) and also suggests that emotional exhaustion is often an 

outcome of employee's own uncivil behaviour because of additional cognitive process 

required for addressing incivility. 

Third, the study also applied Resource-based theory (Peng, 2O2O) in a comparatively 

new domain of incivility research by examining email incivility (Lim & Teo, 2OO9) as a less- 

resourceful communication method which is keasy to conduct' source of work incivility. 

While previous study (Park et al., 2O18) discussed the impact of email incivility on 

employees' psychological conditions using the resource-based theory, this study further 

investigated the impact of email incivility to induce employees involved in uncivil behaviour 

in workplace. 

Fourth, considering the call of previous studies (Mano & Oliver, 1993; Mooradian & 

Olver, 1997) that mentioned little research on emotional disposition and customer satisfaction, 
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this study focused on how customers' emotional state of mind and personality together can 

impact on their level of satisfaction with a service provider. Following literature on 

confirmation-disconfirmation theory (Matzler et al., 2OO5; Oliver, 1993), the study 

emphasises individual's cognitive thinking process, personality traits (Tellegen, 1985; Izzard, 

1977; Tomkins, 198O) and customers' characteristics (Tan et al., 2OO4) to draw a wholistic 

picture from workplace source of generating incivility towards customer satisfaction level 

with an organisation. 

Fifth, the study also used personality traits as moderator between customer 

perspective-taking intention (Lee & Madera, 2O21; Healey & Grossman, 2O18; Madera, 2O18; 

Batson, 2OO9) and customer satisfaction (Horberg & Chen, 2O1O; Liu et al., 2OO9). 

Customers' personality trait is closely related to the service encounters, employee behaviours 

and emotions with an expression of their personal emotions (Tan et al., 2OO4). The implicit 

aspects of personality, on the other hand, play a role in eliciting customer requirements and 

desires. It is confirmed that an individual's extraversion or neuroticism affects his or her 

feeling of satisfaction and choosing behaviour. Earlier studies on the moderation impact of 

personal factors have focused on explicit client variables such as demography (Thakur, 2O19). 

This means, a neurotic customer may show anger and displeasure towards service encounters 

with the employees, because they have a strong insecurity feeling (Kiffin-Petersen & Soutar, 

2O2O). In contrast, a customer having high in conscientious personality trait, will contrastingly 

behave positively towards the customer and found detail oriented (Sliter et al., 2O16). This 

study contributes by explaining different types of personality traits: agreeableness, 

neuroticism, extraversion and conscientious, while considering customers' intention of 

perspective taking, understanding position of uncivil employee and getting satisfied at the 
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end. Thus, breaking the vicious incivility cycle and converting it to a positive one. This is the 

novel contribution of this research on the body of existing literature. 

Sixth, moderation impact of personality traits is also examined between supervisor 

(Sliter et al., 2O15; Sommovigo et al., 2O19) and e-incivility (Sliter et al., 2O15; Sommovigo et 

al., 2O19). Specifically, the current study explains how neuroticism (Brief et al., 2O15) and 

conscientious traits impacts the relationship between supervisor incivility and employee 

incivility. Likewise, the study demonstrates how these traits influence the association between 

e-incivility and employee incivility. Neuroticism and conscientious play a significant role in 

influencing customers behaviours (Wijngaards et al., 2O2O; Calvete et al., 2O16) towards the 

employees. Likewise, they influence the association between supervisors and employees. 

Nevertheless, the moderation influence of personality traits, has not been investigated 

previously, in the association between supervisor, e-incivility and employee incivility. 

Therefore, this is considered as a unique contribution of this study. The study explained this 

association in the service employee and thus known to be a unique contribution and a 

guideline for future scholars. 

Finally, the study further extends the gender schema theory (Bem, 1991) by explaining 

that the level of emotional exhaustion of male and female employees can be subject to be 

different after exposing to incivility. In fact, female employees are more accommodating and 

sympathetic to achieve communal goals which is opposite of male employees characterised as 

individualistic and ambitious (Sharma et al., 2O12). These are the key contributions of this 

study in literature. 
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5.3 Managerial contributions to practice 

 
Workplace Incivility affects society in a way that it makes the workforce emotionally exhaust 

with feelings of disregard and disrespect (Pearson, 2O1O). The direct effect of workplace 

incivility on workforce spill back over to society. Pearson (2O1O) termed incivility as a 

phenomenon of idestructive exchange”. Incivility posits several challenges for the 

organisation and raises its cost with a loss of performance, lack of motivation, loss of loyalty, 

reduced creativity, reduced courteousness, loss of focus and leave the organisation helpless 

(Pearson, 2O1O). The study adds to the previous incivility literature (Eka & Chambers, 2O19; 

Phillips, G. S., MacKusick, & Whichello, 2O18; Ghosh, 2O17) by bringing evidence from the 

Australian services sector and presents managerial contribution to practice in this section. 

This study attempted to provide practical implications from both employee and 

customers' side by capturing from the growth to the consequences of employee incivility in 

workplace. Considering that co-worker incivility is the largest source of employee incivility, 

managers need to hire employees with right attitude and later need to create an incivility-free 

corporate culture by offering workplace training. They also have clear guidelines about certain 

words to be avoided while writing corporate emails (i.e., words negatively related with 

racism, sexism, disability or minority issues) and specific written expressions (i.e., words 

causing inferior to someone), to minimise workplace e-incivility. Corporate leaders also need 

to communicate expressively about their strong standing against workplace incivility and 

make a confidential, easy-access system for all employees to report incivility. 

As incivility has a contagious effect (Rosen et al., 2O16), practitioners need to be 

aware of breaking the pathway of employee incivility to customer incivility and rather need to 

take strategy to boost customers' perspective-taking intention to make them satisfied. 
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Depending on the business context, examples of strategies can be, displaying current 

employees' heavy workload, showing lack of resources, communicating pick hours of 

business via social media can motivate customers to understand employees' perspective and 

can lead to overall satisfaction with the organisation. These strategies about open-sharing 

policy of key information regarding current situation will also help to convince customers 

with high openness which has been found as the strongest moderator on customers' 

perspective-taking intention leading to satisfaction with the organisation. Also, messages to 

the customers need to be more detailed or lengthy as consciousness is found as a non- 

significant moderator. 

In fact, incivility spreads over both personal and professional levels (Cortina et al., 

2O17) and therefore, practitioners need to take a wholistic view to minimise or removal of 

workplace incivility. For instance, introducing an appraisal system to monitor and appraise 

critical events (Cortina et al., 2O17) and to take necessary customised solution of each event. 

In a report from Academy of Management Journal (Porath & Erez, 2OO7), it revealed 

that companies often need to spend around A$14OOO per employee due to loss of productivity 

and work time caused by workplace incivility (Morin, 2O21). Therefore, managers need to 

take pre-cautionary steps to reduce and remove workplace incivility by identifying root cause 

and create a supportive workplace environment. It will also save them associated costs such as 

deteriorating mental health, family relationships and higher turnover intention which further 

worsen the cost of incivility for businesses. 

Incivility cycle must be broken at any point in time, to avoid its uncontrollable 

consequences on the organisations. Porath (2O16) revealed several forms that could be helpful 

in reducing workplace incivility. These forms include the following: 
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1. Share resources (better relationships, resources, sharing enhances productivity, sharing 

of minute information, social resource sharing such as time and listening) 

2. Share recognition (Share credit, promote others work, some organisations perform 

better with strategies like employee of the month, and shining stars) 

3. Share Gratitude (It increases employee self-worth, confidence, greater loyalty, 

willingness to help others, energies. It is also powerful tool to encourage right 

behaviour) 

4. Share feedback (Feedback should base on reality positive or negative, positive 

feedback increases sense of ownership, sharing feedback increases regular knowledge 

and updates on businesses and markets, increases sense of accomplishment and 

motivation, increases potential impact, delivery of feedback more important than the 

message itself) 

5. Share Purpose (Sense of meaning at work encourages personal growth work 

engagement and wellbeing, increases sense of thriving and performance). 

5.4 Future research implications 

 
Current study examined the constructs of incivility along with personality traits, employee 

emotional exhaustion, customer orientation (perspective taking, customer satisfaction, 

customers' self-worth/ self-efficacy, customers' intention of perspective taking) and gender. 

However, the study conducted this investigation within Australian firms. Future scholars can 

explain same variables, in more than one sector, for example, manufacturing, fast food, health, 

and other related sectors. This is suggested as the Covid-19 pandemic impacted globally and 

many organisations have changed their organisational methods, as they were previously. 
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Likewise, it is expected that incivility concept is emerging rapidly across global organisations 

(Wijngaards et al., 2O2O; Calvete et al., 2O16, Eka & Chambers, 2O19; Phillips, G. S., 

MacKusick, & Whichello, 2O18; Ghosh, 2O17). The scholars may explore this area of research 

in different countries and may conduct a comparison to demonstrate incivility constructs in a 

better way. 

Workplace abuse, incivility and bullying (WAIB) are sensitive topics which can be part of the 

dark side of organisational research (Hodgins, MacCurtain, & Mannix-McNamara, 2O14). The 

need for quality research in to WAIB is still present, and to achieve quality outcomes, the 

researcher must bear in mind three key elements: 

1. The first is that it is important for the research to take many different forms so that the 

phenomenon of workplace abuse, incivility and bullying and its related issues are 

considered from many perspectives and in many ways. This is not unlike the linkage 

of choreography to the music. 

2. The second is that it is important in WAIB research for the voices of all stakeholders 

to be given priority, targets, bystanders, (alleged) perpetrators and others including 

boards, customers and the public, as well as those charged with prevention, 

management and follow up of incidents, all deserve to be heard in the search for 

answers. This is much like creating and utilising space in the ballroom. 

3. The third element is that the research which is undertaken needs to inform efforts to 

ameliorate workplace abuse, incivility and bullying. It needs to translate into 

development of policies and approaches for the prevention, reduction, follow up and 

management of incidents. In this way organisations and workplaces will be able to 

work towards the creation of a culture of dignity and respect. 
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This study examined the incivility amongst customers, employees, supervisors and co- 

workers, and the analysis is based on services organisations. Future scholars may engage 

suppliers, collaborators, and other organisational members, and compare it amongst different 

sectors and/or companies. This is an area that needs exploration, as past literature has limited 

evidence in this regard (Eka & Chambers, 2O19; Phillips, MacKusick, & Whichello, 2O18; 

Ghosh, 2O17). 

5.5 Application of reforms in the present era 

 
Based on the analyses performed in this study, current study observes the need to develop 

reforms that controls incivility actions in both private and public organisations. Previously, 

the reforms or policies that are developed, lack effective implementation. The employees 

facing incivility behaviours within organisation are usually found fearful about reporting of 

the incivility behaviours experienced by them. Previously, Porath (2O16) revealed that no 

legal framework exists in Greece for any form of workplace abuse apart from sexual 

harassment. This means that it is at the discretion of individual employers whether to include 

abuse in their internal code of conduct, how to define it, and how or whether or establish 

policies and procedures to deal with it. The Greek labour law requires that every firm that 

employs more than 7O individuals compiles and ratifies a regulatory framework that sets rules 

on how the employer relates with employees and how employees relate and interact with each 

other. This needs to be agreed upon and signed both by the firm and union representatives. 

Some firms have their own internal codes of conduct, separate from any legislation and 

independent of the size of the firm. 

It is recommended that Australian policy makers work in this area of incivility, 

coordinate with organisational stakeholders and develop reforms that could help these 
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employees, experiencing incivility behaviours within their organisations. The study has 

implications to create awareness and suggestions for policy modifications to empower 

affected employees/customers at the place of work. The employee's confidentiality should be 

maintained, as they are fearful and concerned about their jobs and may share biased 

information, if the confidentiality is not promised. This means that the responsibility of policy 

makers is further increased to create reforms and safety points for these employees, so they 

may feel safe, while sharing incivility behaviours faced by them. The developments of these 

reforms are essential, as the current reforms are mostly focused towards harassment and 

burnout, rather than incivility (Gaines & Jermier, 1983; Halbesleben & Bowler, 2OO7; Hogh, 

Hoel, & Carneiro, 2O11). 

Employees are now experiencing incivility challenges as shown in the results of the 

current study. The association of incivility with turnover intention (Samad, Memon, & Maitlo, 

2O21; Mahfooz et al., 2O17) has been shown by past scholars, which reveals that employees 

often quit jobs due to workplace instability. They develop mental health issues (Alola, Avcı, 

& Öztüren, 2O2O; Naimon, Mullins, & Osatuke, 2O13; Hogh, Hoel, & Carneiro, 2O11) and 

emotional exhaustion (Gaines & Jermier, 1983; Halbesleben & Bowler, 2OO7). This area is a 

future research area for policy makers and researchers and needs to be documented, for solid 

policy making and assisting employees, if they experience any form of workplace incivility. 

Along with the policy making process, the government organisations are recommended to 

develop and consequently, implement, workplace incivility laws that could help these 

employees. The development of awareness, the implementation of policies and procedures 

and the means of managing incidents of abuse, incivility and bullying all benefit from 

research informed practices, Similarly, quality research will be derived from collaborative 

efforts between individuals, organisations and researchers (Paull & Omari, 2O15). 
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Appendix I: Descriptive statistics 

 
DeAc@i>BiDe a<a:GAiA: Em>:=Gee daBa 

 

DeAc@i>BiDe SBaBiABicA 

  
N 

 
Mean 

Std. 

Deviation 

 
Skewness 

 
Kurtosis 

 
 
Statistic 

 
 
Statistic 

 
 
Statistic 

 
 
Statistic 

 
 
Std. Error 

 
 
Statistic 

Std. 

Erro 

r 

Supervisor incivility1 412 2.88 1.174 -.063 .120 -1.084 .240 

Supervisor incivility2 412 2.74 1.296 .218 .120 -1.060 .240 

Supervisor incivility3 412 2.74 1.292 .225 .120 -1.051 .240 

Supervisor incivility4 412 2.92 1.343 .030 .120 -1.216 .240 

Co-worker incivility1 412 2.70 1.335 .330 .120 -1.112 .240 

Co-worker incivility2 412 2.51 1.283 .502 .120 -.857 .240 

Co-worker incivility3 412 2.58 1.344 .425 .120 -1.044 .240 

E-incivility1 412 2.46 1.346 .537 .120 -.978 .240 

E-incivility2 412 2.45 1.358 .514 .120 -.984 .240 

E-incivility3 412 2.39 1.346 .581 .120 -.916 .240 

Customer incivility1 412 2.94 1.291 .079 .120 -1.122 .240 

Customer incivility2 412 2.90 1.287 .049 .120 -1.110 .240 

Customer incivility3 412 2.83 1.247 .148 .120 -1.041 .240 

Customer incivility4 412 2.81 1.233 .125 .120 -.992 .240 

Employee incivility1 412 2.46 1.307 .543 .120 -.894 .240 

Employee incivility2 412 2.49 1.343 .491 .120 -.996 .240 

Employee incivility3 412 2.64 1.329 .346 .120 -1.047 .240 

Employee incivility4 412 2.62 1.334 .470 .120 -.953 .240 

Employee exhausion1 412 3.17 1.309 -.132 .120 -1.156 .240 

Employee exhausion2 412 3.20 1.309 -.233 .120 -1.104 .240 

Employee exhausion3 412 3.35 1.326 -.357 .120 -1.057 .240 

Self-worth1 412 3.68 1.186 -.656 .120 -.459 .240 

Self-worth2 412 3.79 1.091 -.811 .120 -.001 .240 

Self-worth3 412 3.77 1.162 -.776 .120 -.213 .240 

Perspective taking1 412 3.51 1.183 -.585 .120 -.488 .240 

Perspective taking2 412 3.64 1.143 -.744 .120 -.199 .240 

Perspective taking3 412 3.63 1.192 -.708 .120 -.358 .240 
 

 

 
 

Appendices 171 



172 Appendices  

 

Self-esteem1 412 3.61 1.186 -.728 .120 -.315 .240 

Self-esteem2 412 3.70 1.172 -.800 .120 -.206 .240 

Self-esteem3 412 3.79 1.158 -.861 .120 -.058 .240 

Work-ethics1 412 3.88 1.123 -1.058 .120 .521 .240 

Work-ethics2 412 3.89 1.141 -1.033 .120 .289 .240 

Work-ethics3 412 3.72 1.148 -.802 .120 -.074 .240 

Self-efficacy1 412 3.72 1.106 -.814 .120 .002 .240 

Self-efficacy2 412 3.58 1.101 -.717 .120 -.110 .240 

Self-efficacy3 412 3.72 1.082 -.776 .120 .019 .240 

PersonalityNeu1 412 3.44 1.248 -.390 .120 -.901 .240 

PersonalityNeu2 412 3.46 1.240 -.368 .120 -.965 .240 

PersonalityNeu3 412 3.53 1.217 -.444 .120 -.770 .240 

PersonalityAss1 412 3.65 1.123 -.730 .120 -.162 .240 

PersonalityAss2 412 3.83 1.140 -.950 .120 .156 .240 

PersonalityAss3 412 3.64 1.160 -.685 .120 -.272 .240 

PersonalityOpen1 412 3.49 1.187 -.445 .120 -.632 .240 

PersonalityOpen2 412 3.71 1.101 -.704 .120 -.158 .240 

PersonalityOpen3 412 3.88 1.159 -1.052 .120 .335 .240 

PersonalityCon1 412 3.74 1.136 -.792 .120 -.161 .240 

PersonalityCon2 412 3.59 1.150 -.590 .120 -.381 .240 

PersonalityCon3 412 3.77 1.099 -.816 .120 -.010 .240 

PersonalityAgre1 412 3.82 1.102 -.916 .120 .209 .240 

PersonalityAgre2 412 3.83 1.095 -.861 .120 .032 .240 

PersonalityAgre3 412 3.78 1.109 -.833 .120 .116 .240 

Employee 

satisfaction1 

412 3.90 1.040 -1.037 .120 .779 .240 

Employee 

satisfaction2 

412 3.90 1.024 -1.002 .120 .684 .240 

Employee 

satisfaction3 

412 3.81 1.152 -.835 .120 -.128 .240 

Valid N (listwise) 412       



 

DeAc@i>BiDe SBaBiABicA 

Std. 

N Mean Deviation Skewness Kurtosis 

Std. 

Statistic Statistic Statistic Statistic Std. Error Statistic Error 

Empincivility1 226 3.45 1.306 -.569 .162 -.775 .322 

Empincivility2 226 3.43 1.250 -.417 .162 -.801 .322 

Empincivility3 226 3.61 1.240 -.768 .162 -.408 .322 

Empincivility4 226 3.41 1.325 -.502 .162 -.926 .322 

Customer incivility1 226 3.91 1.116 -.947 .162 .129 .322 

Customer incivility2 226 3.83 1.163 -.908 .162 -.103 .322 

Customer incivility3 226 3.90 1.148 -.972 .162 .118 .322 

Customer incivility4 226 3.93 1.151 -1.034 .162 .160 .322 

Self-worth1 226 4.10 1.030 -1.314 .162 1.375 .322 

Self-worth2 226 4.07 1.028 -1.420 .162 1.807 .322 

Self-worth3 226 4.12 1.055 -1.326 .162 1.227 .322 

Perspective taking1 226 3.72 1.180 -.622 .162 -.610 .322 

Perspective taking2 226 3.67 1.208 -.713 .162 -.461 .322 

Perspective taking3 226 3.73 1.176 -.594 .162 -.666 .322 

Self-efficacy1 226 3.88 1.102 -.857 .162 -.012 .322 

Self-efficacy2 226 3.97 1.105 -1.254 .162 .959 .322 

Self-efficacy3 226 4.00 1.081 -1.095 .162 .542 .322 

PersonalityNeu1 226 3.32 1.256 -.214 .162 -1.075 .322 

PersonalityNeu2 226 3.49 1.208 -.376 .162 -.897 .322 

PersonalityNeu3 226 3.43 1.332 -.438 .162 -1.017 .322 

PersonalityAss1 226 3.52 1.237 -.463 .162 -.877 .322 

PersonalityAss2 226 3.36 1.286 -.362 .162 -1.030 .322 

PersonalityAss3 226 3.63 1.227 -.624 .162 -.641 .322 

PersonalityOpen1 226 3.48 1.324 -.466 .162 -.935 .322 

PersonalityOpen2 226 3.37 1.300 -.329 .162 -1.106 .322 

PersonalityOpen3 226 3.42 1.305 -.408 .162 -.988 .322 

PersonalityCon1 226 3.46 1.247 -.391 .162 -.968 .322 

PersonalityCon2 226 3.42 1.260 -.512 .162 -.846 .322 

PersonalityCon3 226 3.58 1.253 -.617 .162 -.706 .322 

PersonalityAgr1 226 3.39 1.254 -.316 .162 -.987 .322 

PersonalityAgr2 226 3.58 1.274 -.538 .162 -.852 .322 

PersonalityAgr3 226 3.36 1.373 -.323 .162 -1.220 .322 
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DeAc@i>BiDe SBaBiABicA 

  
N 

 
Mean 

Std. 

Deviation 

 
Skewness 

 
Kurtosis 

 
Statistic 

 
Statistic 

 
Statistic 

 
Statistic 

 
Std. Error 

 
Statistic 

Std. 

Error 

Empincivility1 226 3.45 1.306 -.569 .162 -.775 .322 

Empincivility2 226 3.43 1.250 -.417 .162 -.801 .322 

Empincivility3 226 3.61 1.240 -.768 .162 -.408 .322 

Empincivility4 226 3.41 1.325 -.502 .162 -.926 .322 

Customer incivility1 226 3.91 1.116 -.947 .162 .129 .322 

Customer incivility2 226 3.83 1.163 -.908 .162 -.103 .322 

Customer incivility3 226 3.90 1.148 -.972 .162 .118 .322 

Customer incivility4 226 3.93 1.151 -1.034 .162 .160 .322 

Self-worth1 226 4.10 1.030 -1.314 .162 1.375 .322 

Self-worth2 226 4.07 1.028 -1.420 .162 1.807 .322 

Self-worth3 226 4.12 1.055 -1.326 .162 1.227 .322 

Perspective taking1 226 3.72 1.180 -.622 .162 -.610 .322 

Perspective taking2 226 3.67 1.208 -.713 .162 -.461 .322 

Perspective taking3 226 3.73 1.176 -.594 .162 -.666 .322 

Self-efficacy1 226 3.88 1.102 -.857 .162 -.012 .322 

Self-efficacy2 226 3.97 1.105 -1.254 .162 .959 .322 

Self-efficacy3 226 4.00 1.081 -1.095 .162 .542 .322 

PersonalityNeu1 226 3.32 1.256 -.214 .162 -1.075 .322 

PersonalityNeu2 226 3.49 1.208 -.376 .162 -.897 .322 

PersonalityNeu3 226 3.43 1.332 -.438 .162 -1.017 .322 

PersonalityAss1 226 3.52 1.237 -.463 .162 -.877 .322 

PersonalityAss2 226 3.36 1.286 -.362 .162 -1.030 .322 

PersonalityAss3 226 3.63 1.227 -.624 .162 -.641 .322 

PersonalityOpen1 226 3.48 1.324 -.466 .162 -.935 .322 

PersonalityOpen2 226 3.37 1.300 -.329 .162 -1.106 .322 

PersonalityOpen3 226 3.42 1.305 -.408 .162 -.988 .322 

PersonalityCon1 226 3.46 1.247 -.391 .162 -.968 .322 

PersonalityCon2 226 3.42 1.260 -.512 .162 -.846 .322 

PersonalityCon3 226 3.58 1.253 -.617 .162 -.706 .322 

PersonalityAgr1 226 3.39 1.254 -.316 .162 -.987 .322 

PersonalityAgr2 226 3.58 1.274 -.538 .162 -.852 .322 

PersonalityAgr3 226 3.36 1.373 -.323 .162 -1.220 .322 
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Customer 

satisfaction1 

226 3.51 1.148 -.502 .162 -.464 .322 

Customer 

satisfaction2 

226 3.51 1.186 -.505 .162 -.718 .322 

Customer 

satisfaction3 

226 3.54 1.258 -.472 .162 -.900 .322 

Customer 

satisfaction4 

226 3.58 1.238 -.475 .162 -.855 .322 

Customer 

satisfaction5 

226 3.51 1.248 -.356 .162 -1.074 .322 

Valid N (listwise) 226       
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Appendix II: PLS results 
 

 

Hypotheses Supported/not 

supported 

 

H1: Employees’ self-esteem positively impacts 

on their work ethic. 

YES  

H2: Employees’ self-esteem positively impacts 

on their self-efficacy. 

YES  

H3: Employees’ self-esteem positively impacts 

on employee satisfaction. 

YES  

H4: Employee satisfaction positively impacts 

on employees’ intention of perspective taking. 

YES  

H5: Self-efficacy has positive impact on 

employees’ work ethic. 

YES  

H6: Employee satisfaction mediates the 

relationship between self-esteem and 

perspective taking. 

YES  

H7: Employee satisfaction mediates the 

relationship between work ethic and 

perspective taking. 

YES  

H8: Employee satisfaction mediates the 

relationship between self-efficacy and 

perspective taking. 

YES  

H9: Gender moderates the relationship 

between self-esteem and employee satisfaction 

in such a way that higher degree of self-esteem 

will lead to higher level of employee 

satisfaction 

YES  

H10: Co-worker incivility moderates the 

relationship between self-esteem and self- 

efficacy in such a way that higher degree of 

YES Accepted : 
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self-esteem will lead to higher level of self- 

efficacy. 

 sample difference: t-value=4.37 and p- 

value=0.000 

H11: Customer incivility moderates the 

relationship between self-esteem and self- 

efficacy in such a way that higher degree of 

self-esteem will lead to higher level of self- 

efficacy. 

YES Accepted : 

 
sample difference: t-value=3.86 and p- 

value=0.000 

H12: Supervisor incivility moderates the 

relationship between self-esteem and self- 

efficacy in such a way that higher degree of 

self-esteem will lead to higher level of self- 

efficacy. 

YES Accepted : 

 

sample difference: t-value=4.48 and p- 

value=0.000 

H13: E-incivility moderates the relationship 

between self-esteem and self-efficacy in such a 

way that higher degree of self-esteem will lead 

to higher level of self-efficacy. 

YES Accepted :sample difference: t- 

value=7.98 and p-value=0.000 

H14: Customer incivility positively impacts on 

employee incivility. 

YES  

H15: Co-worker incivility positively impacts on 

employee incivility. 

YES  

H16: Supervisor incivility positively impacts on 

employee incivility. 

YES  

H17: E-incivility positively impacts on 

employee incivility 

YES  

H18: Employee incivility positively impacts on 

employee exhaustion. 

YES  

H19: Gender moderates the relationship 

between employee incivility and employee 

exhaustion in such a way that higher incivility 

will make male employees more exhausted than 

female employees. 

YES Impact of gender on employee 

incivility and employee emotional 

exhaustion (sample difference: t- 

value=2.198 and p-value=0.029). It 
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  shows that employee incivility 

significantly affects more on male 

employees' emotional exhaustion level 

(t-value=5.986 and p-value=0.000) 

than that of female employees (t- 

value=0.387 and p-value=0.699), 

leading to accept H19. 

H20: Personality traits a. neuroticism and b. 

consciousness moderate the relationship 

between e-incivility and employee incivility in 

such a way that higher presence of these traits 

will lead to higher level of employee incivility. 

MIXED  

H21: Personality traits a. neuroticism and b. 

consciousness moderate the relationship 

between supervisor incivility and employee 

incivility in such a way that higher presence of 

these traits will lead to higher level of 

employee incivility. 

MIXED  

H22: Employee incivility mediates the 

relationship between customer incivility and 

employee exhaustion. 

YES  

H23: Employee incivility mediates the 

relationship between co-worker incivility and 

employee exhaustion. 

YES  

H24: Employee incivility mediates the 

relationship between supervisor incivility and 

employee exhaustion. 

YES  

H25: Employee incivility mediates the 

relationship between e-incivility and employee 

exhaustion. 

YES  
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H26: Employee incivility has positive impact 

on customers' feeling of self-worth. 

YES  

H27: Customers' self-worth positively 

influences on customers' intention of 

perspective taking 

NO  

H28: Customers' self-efficacy positively 

influences on customers' intention of 

perspective taking 

YES  

H29: Customers' perspective taking positively 

impacts on customer satisfaction. 

YES  

H30: Personality traits a. agreeableness b. 

consciousness and c. openness moderate the 

relationship between perspective taking and 

customer satisfaction in such a way that higher 

presence of these traits will lead to higher level 

of customer satisfaction. 

MIXED Results from multigroup analysis 

(Henseler et al., 2016) show that high 

level of customers' agreeableness (t- 

value difference=2.16 and p-value 

difference=0.032) and openness (two 

samples' t-value difference=2.35 and p- 

value difference=0.020) personality 

traits lead to significantly higher 

customer satisfaction and thereby 

accepting H30a and H30c. However, 

consciousness (two samples't-value 

difference=0.71 and p-value 

difference=0.477) personality trait has 

not been found as significant moderator 

in the relationship between perspective 
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  taking and customer satisfaction and 

thus, rejecting H30b. 

H31: Personality traits a. neuroticism and b. 

assertiveness moderate the relationship 

between perspective taking and customer 

satisfaction in such a way that higher presence 

of these traits will lead to lower level of 

customer satisfaction. 

YES It is found that, both neurotic 

(two samples' t-value difference=2.07 

and p-value difference=0.040) and 

assertiveness (two samples' t-value 

difference=2.23 and p-value 

difference=0.027) personality traits 

have significant negative influence on 

perspective taking and customer 

satisfaction relationship and therefore, 

H31a and H31b both are accepted. 

H32: Self-worth mediates the relationship 

between employee incivility and perspective 

taking. 

YES  

H33: Perspective taking mediates the 

relationship between self-worth and customer 

satisfaction. 

YES  

H34: Perspective taking mediates the 

relationship between self-efficacy and customer 

satisfaction. 

YES  
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Appendix III: Questionnaire: experience with incivility in the workplace 

 
P@=8ecB TiB:e 

UNDERSTANDING THE ROLE OF WORKPLACE INCIVILITY ON EMPLOYEE 

EXHAUSTION, PERSPECTIVE TAKING AND CUSTOMER SATISFACTION IN 

AUSTRALIAN SERVICES CONTEXT WITH RANGE OF MEDIATION & 

MODERATION ANALYSIS 

 
ReAea@che@ 

Hasnain Bashir 

PhD Candidate 

FacC:BG =f G=De@<me<B, BCAi<eAA 

& LaE 0426831786 

C3179478@C<i.ca<be@@a.edC.aC =@ haA<ai<.baAhi@@ca<be@@a.edC.aC 

EF>:a<aB=@G N=BeA: -ThiA AC@DeG iA @e:aBed ab=CB G=C@ eF>e@ie<ce 

EiBh i<ciDi:iBG i< E=@k>:ace. 

Wh= Ah=C:d a<AEe@ Bhe qCeABi=<<ai@e? 

Anyone who has experience related to workplace incivility that they wish to share. 

The QCeABi=<A& SBaBeme<BA: 

Please keep your experiences in your mind while you fill this questionnaire. Read the 

questionnaire statements and circle the most appropriate category. 

C=<fide<Bia:iBG a<d Bhe CAe =f daBa: 

Please be assured that your responses will remain strictly confidential and that the collected 

data will only be used for aggregate analysis without identifying the name or your company or 

you as a respondent. Your participation is completely voluntary and you can leave the survey 

anytime. 

QCe@ieA =@ C=<ce@<A: 

If you have any queries or concerns about the ethical conduct of the project, you should 

contact the University of Canberra's Research Ethics & Integrity Unit. You can either contact 

via phone 02 6201 5220/02 6206 3916 or email humanethicscommittee@canberra.edu.au. 

FC@Bhe@ SC>>=@B 

There are various support services available to you during times of distress or insecurity such 

as BeyondBlue (+61 1300 22 4636), PeopleSense (+61 1300 307 912) and Assure (+61 1800 

808 374). These numbers are from ACT government's employee support program. They 

provide free telephonic counselling to employees facing different challenges on job. 

mailto:be@@a.edC.aC
mailto:be@@a.edC.aC
mailto:humanethicscommittee@canberra.edu.au
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Consent Form 

 

Project Title 

Understanding the Factors of Workplace Incivility 

Consent Statement 

 
I confirm that I have read and understood the information about the research as provided in 

the email and participation information sheet. 

I understand that my participation is voluntary and that I am free to withdraw from the project 

at any time, without having to give a reason and without any consequences. 

 

I understand that any information recorded in the investigation will remain confidential. 

 
 

Please indicate whether you agree to participate in this research by putting a cross in the box: 

 
 Start Survey 

 Not Interested 
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Section A 

This section includes questions related to demographics. Please note that any individual 

question within the section is optional. 

 
1. What is the age groCp yoC belong? 

 

 

 18-30 years  31-45 years   46-65 years  65+ years 

 

2. Gender: 
 

 

 Male  Female Choose not to answer 

 

 

3. Which indCstry yoC Eork: 
 

 

 Retail  Hospitality (Cafés/Restaurants)  Transport  Hotel 

 

 

4. HoE long yoC are in this indCstry: 
 

 

 <5 Years   6-10 Years  11-15 Years   16 years or over 

□ □ □ □ 

□ □ 
□ 

□ □ □ □ 

□ □ □ □ 
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Section B 
 
 

SCpervisor Incivility 

Supervisor incivility refers to the uncivil behaviour of the supervisors towards sub-ordinates 

and affects the organizations adversely in terms of employee performance. 

*Please note that any individual statement within the section is optional 
 

 

 
A.1 My supervisor pays little 

attention to my work-related 

comments. 

A.2 My supervisor has addressed me 

in an unprofessional manner. 

A.3 My supervisor has attempted to 

involve me in his personal 

discussion. 

A.4 My supervisor has doubted my 

judgment over a matter for 

which I have responsibility. 

Strongly 

Disagree 

Disagree NeCtral Agree Strongly 

Agree 

 

 

Co-Eorker Incivility 

Co-worker incivility exists between the co-workers at the place of work. 

*Please note that any individual statement within the section is optional. 
 

 

 

 
B.1 My co-workers ignore me at 

work. 

B.2 My co-workers raise their voices 

towards me at work. 

B.3 My co-workers are rude to me at 

work. 

Strongly 

disagree 

Disagree NeCtral Agree Strongly 

Agree 
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E-incivility 

E-Incivility is a recent type of incivility where the employees are exposed to uncivil 

behaviours online and usually via emails. 

*Please note that any individual statement within the section is optional. 
 

 

 

 
C.1 My supervisor has said 

something 

threatening/rude/inappropriate to 

me through email. 

C.2 My supervisor used email to say 

negative things about me that 

he/she would not have said to 

me face-to-face. 

C.3 My supervisor made insulting 

remarks about me through 

email. 

Strongly 

disagree 

Disagree NeCtral Agree Strongly 

Agree 

 

 

CCstomer Incivility 

Customer incivility is a type of rude and impolite behaviour by the customers towards 

organizational members. 

*Please note that any individual statement within the section is optional. 
 

 

 

 
D.1 Customers take out their anger 

on us (employees). 

D.2 Customers frequently treat us 

(employees) as if we are inferior 

or stupid. 

D.3 Customers do not trust the 

information that we (employees) 

give them. 

Strongly 

disagree 

Disagree NeCtral Agree Strongly 

Agree 
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D.4 Customers make comments that 

question our competence 

(employees). 

 

Employee incivility 

The incivility of employees towards the customers or organization is referred to as employee 

 

*Please note that any individual statement within the section is optional. 
 

 

 

 

E.1 I exclude or ignore supervisor's 

instructions at work. 

E.2 I raise my voice at co-workers 

while at work. 

E.3 I am blunt with customers. 

E.4 I often talk about my work in a 

negative way. 

Strongly 

disagree 

Disagree NeCtral Agree Strongly 

Agree 

 

 

Emotional EFhaCstion 

Emotional exhaustion is a state of feeling emotionally worn-out and drained as a result of 

accumulated stress from your personal or work life or a combination of both. 

*Please note that any individual statement within the section is optional. 

 

 

F.1 I am emotionally drained from 

my work. 

F.2 I feel frustrated about my job. 

F.3 I feel I am working too hard for 

my job. 

 

Self-Eorth 

Strongly 

disagree 

Disagree NeCtral Agree Strongly 

Agree 

incivility. 
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Contingencies of self-worth represent both a personality trait and a psychological state where 

an individual becomes more passionate and reactive on a source to derive self-esteem 

contingencies. 

*Please note that any individual statement within the section is optional. 
 

 

 

 

G.1 Doing better than others give me 

a sense of self-respect. 

G.2 My self-worth is affected by 

how well I do when I am 

competing with others. 

G.3 I feel worthwhile when I 

perform better than others on a 

task. 

Strongly 

disagree 

Disagree NeCtral Agree Strongly 

Agree 

 

 

Perspective Taking 

Perspective taking is a personal trait that refers to how much an individual is considerate to 

know other's situation. 

*Please note that any individual statement within the section is optional. 
 

 

 

 
H.1 When I'm upset at someone, I 

usually try to put myself in 

his/her shoes for a while. 

H.2 I try to consider others' 

perspective before I decide. 

H.3 Before criticizing somebody, I 

try to imagine how I would feel 

if I were in that person's shoes. 

 

Self-esteem 

Strongly 

disagree 

Disagree NeCtral Agree Strongly 

Agree 
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Self-esteem is used to describe a person's overall sense of self-worth or personal value. 

*Please note that any individual statement within the section is optional. 
 

 

 

 
I.1 On the whole, I am satisfied with 

myself. 

I.2 I feel I have several good 

qualities. 

I.3 I can do things as well as most 

other people. 

Strongly 

disagree 

Disagree NeCtral Agree Strongly 

Agree 

 

 

Work ethic 

Work ethic is a belief that hard work and diligence have a moral benefit and an inherent 

ability, virtue or value to strengthen the character and individual abilities. 

*Please note that any individual statement within the section is optional. 
 

 

 

 
J.1 I like hard work (attitudes and 

belief systems about hard work). 

J.2 I like participating in leisure 

activities (believe importance of 

free time). 

J.3 I appreciate centrality of work 

(the relative importance of work 

in life). 

Strongly 

disagree 

Disagree NeCtral Agree Strongly 

Agree 
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Strongly Disagree Neutral Agree Strongly 

disagree    Agree 

Self-efficacy 

Self-efficacy refers to an individual's belief in his or her capacity to execute behaviours 

necessary to produce specific performance attainments. 

*Please note that any individual statement within the section is optional. 

 

 
K.1 I can always manage to solve 

difficult problems if I try hard 

enough. 

K.2 It is easy for me to stick to my 

aims and accomplish my goals. 

K.3 I am confident that I can deal 

efficiently with unexpected 

events. 

Strongly 

disagree 

Disagree NeCtral Agree Strongly 

Agree 

 

 

Personality Traits 

This section includes statements related to five types of personality traits. 

*Please note that any individual statement within the section is optional. 
 

*.1 I like to be the centre of attention. 

*.2 I like having authority over people. 

*.3 I know that I am good because 

everybody keeps telling me so. 

M.1 I am a warm person. 

M.2 I am friendly. 

M.3 I am assertive. 

N.1 I like fantasies. 

N.2 I am sensitive as a feeler. 

N.3 I look forward to new ideas. 

 
Strongly Disagree NeCtral Agree Strongly 

disagree    Agree 
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O.1 I am competent. 

O.2 I like order. 

O.3 I like self-discipline. 

P.1 I am modest. 

P.2 I comply. 

P.3 I am tender-minded. 

 

Satisfaction 

Employee dissatisfaction is a state where employees perceive the organisation as unfair and 

thus exhibit declining levels of satisfaction. 

*Please note that any individual statement within the section is optional. 

 

 
Q.1 My most interactions at work 

are positive. 

Q.2 My values fit with the 

organizational values. 

Q.3 My manager cares about me as a 

person. 

Strongly 

disagree 

Disagree NeCtral Agree Strongly 

Agree 

 

 

 

 

Optional:- 

A summary of the research report can be forwarded to you when published. If you would like 

to receive a copy of the report, please include your mailing (or email) address below. 

Name: - 

…………………………………………………………………………….……………....… 

Mailing Address/Email: - 

……………………………………….…………………………………… 

 
 

Project Title 

Understanding the Factors of Incivility 

Researcher 



Chapter 3 209 

Appendices 191 
 

Hasnain Bashir 

PhD Candidate 

FacClty of Government, BCsiness & LaE 

0426831786 

C3179478@Cni.canberra.edC.aC or hasnain.bashir@canberra.edC.aC 

EFplanatory Notes: -This sCrvey is related aboCt yoCr eFperience Eith incivility. 

Who shoCld ansEer the qCestionnaire? 

Anyone who has experience related to incivility that they wish to share. 

The QCestions& Statements: 

Please keep your experiences in your mind while you fill this questionnaire. Please read the 

questions and circle the most appropriate one. 

Confidentiality and the Cse of data: 

Please be assured that your responses will remain strictly confidential. Your participation is 

completely voluntary, and you can leave the survey anytime. 

 

Consent Statement 

I understand that my participation is voluntary and that I am free to withdraw from the project 

at any time, without having to give a reason and without any consequences. 

I understand that any information recorded in the investigation will remain confidential. 

 
 

Please indicate whether you agree to participate in this research by putting a cross in the box: 

 
 Start Survey 

 Not Interested 

mailto:C3179478@Cni.canberra.edC.aC
mailto:hasnain.bashir@canberra.edC.aC
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Section A 

This section includes questions related to demographics. 

1. What is the age group you belong? 
 

 

18-30 years  31-45 years  46-65 years  65+ years 

 

 
2. Gender: 

 

 

 Male  Female  Choose not to answer 

 

 

 

3. Which industry you have experienced the most frequent customer service 

treatment: 
 

 

 Retail  Hospitality (Cafés/Restaurants)  Transport  Hotel 

□ □ □ □ 

□ □ □ 

□ □ □ □ 
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Section B 

 

 

 
B.1 Employees often ignore 

supervisor's instructions at 

work. 

B.2 Employees raise voice at co- 

workers while at work. 

B.3 Employees often blunt with us 

(customers) 

B.4 Employees often talk about their 

work in a negative way. 

 
 

Section C 

Strongly 

disagree 

Disagree Neutral Agree Strongly 

Agree 

 

 

Strongly 

disagree 

Disagree Neutral Agree Strongly 

Agree 

 

on employees 

 
sometimes inferior or stupid. 

that employees give me. 

competence of the employees. 

C.1 Often I take out my own anger  

C.2 I personally think employees are      

C.3 I do not trust the information      

C.4 I always a question about the      
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Section D 
 

 

 

 
D.1 I think employees get a sense of 

self-respect when they serve us 

(customers) better. 

D.2 I believe employees' self-worth 

positively depends on how well 

they (employees) treat their 

customers. 

D.3 As a customer, I feel worthwhile 

when I receives appreciation 

from employees compared to 

other customers. 

 

Section E 

Strongly 

disagree 

Disagree Neutral Agree Strongly 

Agree 

 

 

 

 
E.1 When I'm upset at someone, I 

usually try to put myself in 

his/her shoes for a while. 

E.2 I try to consider others' 

perspective before I decide to 

complaint. 

E.3 Before criticizing somebody, I 

try to imagine how I would feel 

if I were in that person's shoes. 

Strongly 

disagree 

Disagree Neutral Agree Strongly 

Agree 
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Strongly Disagree Neutral Agree Strongly 

disagree    Agree 

 
Strongly Disagree Neutral Agree Strongly 

disagree    Agree 

Section F 
 
 

 

 
F.1 I can always manage to solve 

difficult problems if I try hard 

enough. 

F.2 It is easy for me to stick to my 
aims and accomplish my goals 

F.3 I am confident that I can deal 

efficiently with unexpected 

events 

 
 

Section G 

Strongly 

disagree 

Disagree Neutral Agree Strongly 

Agree 

 
 

G.1 I like to be the centre of attention 

G.2 I like having authority over people 

G.3 I know that I am good because 

everybody keeps telling me so. 

G.4 I am a warm person 

G.5 I am friendly 

G.6 I am assertive. 

G.7 I like fantasies 

G.8 I am sensitive as a feeler. 

G.9 I look forward to new ideas. 

G.10 I am competent. 

G.11 I like order. 

G.12 I like self-discipline. 

G.13 I am modest. 



Chapter 3 208 

196 Appendices 
 

G.14 I comply. 

G.15 I am tender-minded. 

 
 

Section H 
 
 

 

 
H.1 I think I did the right thing to 

choose this service provider 

H.2 I am satisfied with interacting 

with employees 

 
H.3  I am very pleased with the 

service provider 

H.4 I am satisfied with my service 

experience 

 
H.5 My choice to use this service 

provider was a wise one 

H.6 If I had to do it all over again, I 

would still choose this service 

provider 

Strongly 

disagree 

Disagree Neutral Agree Strongly 

Agree 

 

 

 
Optional:- 

A summary of the research report can be forwarded to you when published. If you would like 

to receive a copy of the report, please include your mailing (or email) address below. 

Name: - 

…………………………………………………………………………….……………....… 

Mailing Address/Email: 

……………………………………….………………………………………………………… 

………………………………………………………………………………………………..... 
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Customer sample: demographics 
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Research 

Study 

Research 

Variable 

Research Findings 

Loh et al. 

(2019) 

Workplace 

incivility 

A study by Loh et al. (2019) revealed findings about workplace 

incivility among white-collar employees from Singapore (n=303) 

and Australia (n=301). Loh et al. (2019) reported that workplace 

incivility induced emotional exhaustion/burnout among employees, 

leading to workplace withdrawal and dissatisfaction. The impact on 

Australian employees was found to be more serious in contrast to 

that on Singaporean employees. 

Schilpzand et 

al., (2016) 

Workplace 

incivility 

Study reported results which showed that witnesses of uncivil 

behaviour often had lower performance levels, decreased creativity 

and less expression of creativity in the workplace. They were also 

less likely to assist their colleagues in their work and had a higher 

chance of being emotionally or mentally exhausted. 

Arkan, 

(2016) 

Workplace 

incivility 

The impacts of incivility are broad in context and include increased 

anxiety or worrying, decline in organisational commitment, reduced 

employee engagement, reduced employee satisfaction, and 

workplace withdrawal. In cases, when incivility is severe, a high 

probability exists that the employee will leave the organisation or 

has a higher rate of absenteeism. 

Torres et al. 

(2017) 

Employee 

incivility 

In the services sector, Torres et al. (2017) investigated the 

hospitality sector, observing that when employees exhibit uncivil 

behaviour, this often leads to the mistreatment of, or aggression 

towards, customers. Moreover, that study reported that the more 

exposure employees had to employee incivility, the more they felt 

desensitised towards uncivil behaviour. 

Martynowicz, 

(2016) 

Workplace 

incivility & 

employee 

incivility 

Workplace incivility is objective, rather being subjective. Evidence 

has shown that the exploitation of power is a common cause of these 

negative and invisible interactions (Martynowicz, 2016). An 

employee feels the effect of the perpetrator's incivility due to his/her 

lower status. Notably, employees who reciprocate and engage in 

incivility behaviour themselves often claim that their behaviours are 

modelled on having experienced incivility from their supervisors. 

This means that the target of incivility usually has a lower status. A 

supervisor's behaviour of discourtesy and rudeness gives the 
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  impression that the organisation has room for incivility conduct. In 

addition, leaders who reward and foster habitual perpetrators often 

establish a workplace deviance culture. Such cases revealed a higher 

ratio of employee incivility. 

Alola et al., 

(2018) 

Supervisor 

incivility 

Another study focused on supervisor incivility in the hotel industry, 

a major contributor to Australia's economy (Alola et al., 2018). 

Through that study, a significant number of employees in the 

industry were found to be victims of uncivil behaviour by their 

supervisor. More than 50% of these employees reported that the 

supervisor behaved in a derogatory way towards them, while 46% 

stated that their supervisors excluded them from professional 

discourse during work (Alola et al., 2018). Of the total of 329 

employees, all were exposed to, and victims of, supervisor incivility 

(Alola et al., 2018). However, the types of incivility exhibited 

within supervisor incivility varied for almost all employees. 

Morrow et al. 

(2011) 

Co-worker 

incivility 

According to Morrow et al. (2011), co-worker incivility is not 

outright aggression, but rather a milder form of uncivil behaviour. 

Due to its mild nature, most co-worker incivility is disregarded. 

Morrow et al. (2011) explained the association between co-worker 

incivility, satisfaction with work, and perceptions of work unit 

incivility with different dimensions of total quality management 

(TQM) programs. 

Holm et al., 

(2016) 

Co-worker 

incivility 

Another study (Holm et al., 2016), in researching the existence of 

co-worker incivility among white-collar service workers in various 

industries, concluded that the lack of support was significant. The 

uncivil behaviour described by respondents included being excluded 

from discourse and from various information sources, as well as 

derogatory remarks by co-workers expressing doubts about an 

individual's competence (Holm et al., 2016). 

Chen & 

Wang, (2019) 

Co-worker 

incivility 

In another study (Chen & Wang, 2019), the topic was explored 

among restaurant employees, in this case, chefs. In the services 

sector, the role of a chef requires them to work in a high-pressure 

environment. This creates a significant addition of stress due to the 

excessive workload, prolonged working hours and extremely limited 

space shared with numerous colleagues. Negative emotions are 

easily triggered in such an environment and many employees tend to 

vent at co-workers (Chen & Wang, 2019). This easily leads to co- 

worker incivility, with the kitchen becoming a largely uncivil space 
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  and employees experiencing lower job satisfaction and higher 

emotional exhaustion. 

Shin & Hur, 

(2019) 

Customer 

incivility 

Factors attributed to customer incivility and its impact on employees 

is its unavoidable and unpredictable nature (Shin & Hur, 2019). As 

service employees do not expect a customer to act in an uncivil way, 

they must improvise on the spot which is a job stressor (Shin & Hur, 

2019). Many service employees must also deal with a customer 

regardless of his/her behaviour which can lead to a decline in the 

victim's productivity (Shin & Hur, 2019). 

Cho et al., 

(2016) 

Customer 

incivility 

In the services sector, restaurant frontline employees are likely to 

experience a high level of customer incivility from a negative 

interaction (Cho et al., 2016). This limits employees' authority to 

hold customers accountable, even if they could. The reason is that 

many customers hold power over frontline employees, and thus 

employees feel uncomfortable and fearful so they do not lodge a 

complaint again such customers. Due to the nature of the services 

workplace, customers tend to act in an uncivil manner as they have 

the surety that they can remain anonymous (Cho et al., 2016). 

Hence, they do not fear any consequences and employees suffer. 

Sommovigo 

et al. (2019) 

Customer 

incivility 

Sommovigo et al. (2019a) compared various customer-centric 

variables that affect the job performance of services sector 

employees. Their study reported that customer incivility was a 

significant factor that directly caused a decline in performance, 

unlike other factors that had an indirect effect. This finding was 

attributed to the variety of incivility incidents and the occurrence of 

uncivil behavior. The authors explained that, while customer 

incivility might be less aggressive than some other factors studied, 

uncivil incidents eventually accumulated to have a larger negative 

effect on employees. 

Cho et al., 

(2016) 

Customer 

incivility 

While it is generally accepted that incivility towards any employee 

should not be tolerated, services sector employees are required to 

perform while being subject to an emotional load and to maintain 

cooperative behaviour (Cho et al., 2016) even when a customer is 

rude or uncivil towards them. According to one study (Cho et al., 

2016), the required behaviour includes controlling their facial 

expressions. The lack of material on this subject could be due to the 

traumatic nature of customer incivility or it could be that employees 
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  find this too humiliating to share, a view contemplated by Cho et al. 

(2016). 

Bani-Melhem 

et al., (2020) 

Customer 

incivility 

Another study (Bani-Melhem et al., 2020) focused on the hospitality 

sector, researching samples of 192 and 184 frontline employees and 

finding that the industry had a high occurrence of customer 

incivility. This also eventually led to high employee turnover 

intention (Bani-Melhem et al., 2020). In the hotel industry, studies 

have reported (Han et al., 2016; Torres et al., 2017; Bani-Melhem et 

al., 2020) that many employees exhibit behaviour, such as 

workplace withdrawal, increased absenteeism and low work quality, 

due to exposure to customer incivility. 

Kornig et al., 

(2017) 

Customer 

incivility 

Within the transportation industry, which is part of the services 

sector, customer incivility is a critical variable (Kornig et al., 2017). 

Empirical research by Lincoln and Gregory (2015) reported that the 

transportation industry was at higher risk of customer incivility 

compared to other job sectors. Some of the behaviour faced by bus 

drivers from passengers is discourteous as well as being uncivil and 

rude. Many people swear at drivers for being late or for not driving 

at the desired speed (Kornig et al., 2017). Apart from being victims 

of such behaviour, drivers are subject to high levels of traffic, the 

need to memorise various routes and a high density of passengers to 

take care of safely (Kornig et al., 2017). Bus drivers often like to 

communicate with their passengers (Lincoln & Gregory, 2015): 

however, this is commonly a generator of fear and stress. According 

to the same study (Kornig et al., 2017), most passengers do not try 

to communicate or even to greet bus drivers as they feel superior to 

the drivers. 

Lincoln and 

Gregory 

(2015) 

Customer 

incivility 

Some of the reasons that possibly explain uncivil attitudes of 

customers towards bus drivers were noted by Lincoln and Gregory 

(2015). As they explained in their study, due to bus drivers' 

interaction with many members of the public, it is highly probable 

that perpetrators can free themselves of accountability. As 

transactions in buses are in cash, customers may not be traceable 

(Lincoln & Gregory, 2015). Lincoln and Gregory's (2015) multi- 

methods research focused on customers as the leading source of 

incivility towards bus drivers. 

Kim & Baker 

(2019) 

Customer 

incivility 

Kim & Baker (2019) described that another impact of customer 

incivility, apart from that on the employee, is its effect on other 
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  customers and, eventually, on the organisation. Uncivil behaviour 

by some customers can cause the environment to be negative and 

ruin the experience for all other customers (Kim & Baker, 2019). 

This has a negative impact on the company and on the profitability 

of its business; therefore, these relationships need to be examined in 

more detail. 

Sliter & 

Jones, (2016) 

Customer 

incivility 

Customer incivility has a negative influence on employees working 

in the services sector (Sliter & Jones, 2016). The previous literature 

has revealed that negative outcomes of customer incivility include 

disengagement, burnout and absenteeism; however, less is known 

about its antecedents (Sliter & Jones, 2016). It is critical to reduce 

the levels of customer incivility as its impact threatens its victims. 

Sliter & Jones (2016) performed both qualitative and quantitative 

studies. The qualitative study was based on 13 sub-themes and 

revealed the characteristics of customer incivility, service employee 

characteristics and organisational/ environmental facets that 

influenced customer incivility. In the quantitative study, the authors 

revealed the perspectives of services sector employees regarding the 

antecedents of customer incivility. 

Kim & Qu, 

(2019) 

Customer 

incivility and 

employee 

incivility 

Another study revealed the association between customer incivility 

and employee incivility (Kim & Qu, 2019). The study, using a 

convenience sampling technique, surveyed frontline employees 

working in the restaurant service sector. Positive relationships were 

found between customer incivility and both job demands and 

burnout (Kim & Qu, 2019). It was also found that emotional job 

demands acted as a mediator in the association between burnout and 

customer incivility and a positive association was found between 

customer incivility and employee incivility. 

Medler-Liraz, 

(2020) 

Customer 

incivility and 

employee 

incivility 

Limited attention has been paid to how to mitigate the influence of 

customer incivility on employee incivility (Medler-Liraz, 2020). 

The study by Medler-Liraz (2020) provided evidence from the 

Israeli restaurant sector, extending the findings on customer 

incivility constructs. The study further explored how personality 

traits (e.g., agreeableness) moderated the association between 

customer incivility and rapport. The findings showed that hospitality 

sector employees who were agreeable in their duty towards 

customers, exhibiting medium to lower levels of incivility, reported 

better rapport, in contrast to employees who were disagreeable 

(Medler-Liraz, 2020). The study reported that the personality traits 
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  of employees acted as a moderator. Whether the personality traits of 

customers acted as a moderator in the association between customer 

incivility and employee incivility is less known (Medler-Liraz, 

2020). 

Bacile et al., 

(2018) 

e-incivility Another type of incident related to such behaviour is dissociative 

anonymity which allows people to dissociate themselves from 

societal expectations of civil behaviour as they cannot be held 

accountable due to anonymity (Bacile et al., 2018). One research 

study revealed that emails and other communication through online 

networks often do not offer social cues that could help people to 

understand other points of view, thus causing employees, 

supervisors or customers to be uncivil and leading to employee 

incivility (Bacile et al., 2018). In the services sector, along with the 

increased usage of digital tools for business, industries have 

extended their services into the digital space (Bacile et al., 2018). 

This has involved providing digital customer services and having an 

online presence for their brands. Taking account of the recent rise in 

these online spaces, cyber incivility is noted to have significantly 

increased (Bacile et al., 2018). This is apparent in the services sector 

in settings such as restaurants and online retail (Bacile et al., 2018). 

e-Incivility is widely observed in this sector as customers provide 

comments on social media for the organisation's employees to read 

(Bacile, 2020). These comments may be uncivil in nature which can 

lead to negative outcomes. Comments are often in the form of 

customer complaints that are seeking the company's attention and 

response to assist customers through its channels (Bacile et al., 

2018). 

 




