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ABSTRACT 

The hospitality industry is characterised by roles involving a high intensity of service 
ÉÎÔÅÒÁÃÔÉÏÎÓȠ ÃÏÎÓÅÑÕÅÎÔÌÙȟ ÅÍÐÌÏÙÅÅÓȭ ÐÓÙÃÈÏÌÏÇÉÃÁÌ ÅÎÇÁÇÅÍÅÎÔ ÉÎ ÐÅÒÆÏÒÍÉÎÇ ÔÈÅÉÒ ÊÏÂ 
roles is a crucial factor in maintaining service quality, as reflected in their level of work 
engagement. This study aims to analyse the effect of customer incivility on work engagement, 
with self-efficacy serving as a moderating variable. Testing the job demandsɀresources theory, 
this study employs a quantitative approach with a causal design. The study population 
comprises all frontline employees at Hotel Prama Sanur Beach Bali, selected via saturation 
sampling. Data were collected using a structured questionnaire and analysed using Structural 
Equation Modelling ɀ Partial Least Squares (SEM-PLS) WarpPLS. The results indicate that 
customer incivility has a significant negative effect on work engagement. Self-efficacy was 
found to mitigate the negative impact of customer incivility on work engagement. These 
findings underscore the importance of strengthening self-efficacy as a personal resource to 
maintain employee work engagement when facing the emotional demands of the job. 
Keywords: customer incivility, work engagement, self-efficacy. 
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The hospitality industry is characterised by roles involving a high intensity of service 
interactions; consequently, employees’ psychological engagement in performing their job 
roles is a crucial factor in maintaining service quality, as reflected in their level ÏÆ ×ÏÒË 
ÅÎÇÁÇÅÍÅÎÔȢ This study aims to analyse the influence of ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ on ×ÏÒË 
ÅÎÇÁÇÅÍÅÎÔ, with ÓÅÌÆȤÅǣÃÁÃÙ acting as a moderating variable. Testing ÔÈÅ ÊÏÂ ÄÅÍÁÎÄÓɀ
ÒÅÓÏÕÒÃÅÓ ÔÈÅÏÒÙ, this study employs a quantitative approach with a causal design. The 
study population comprises all ÆÒÏÎÔÌÉÎÅ staff at Hotel Prama Sanur Beach Bali, selected via 
saturation sampling. Data were collected using a structured questionnaire and analysed 
using 3ÔÒÕÃÔÕÒÁÌ %ÑÕÁÔÉÏÎ -ÏÄÅÌÌÉÎÇ – 0ÁÒÔÉÁÌ ,ÅÁÓÔ 3ÑÕÁÒÅÓ ɉ3%-Ȥ0,3Ɋ 7ÁÒÐ0,3. The results 
indicate that ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ has a significant negative effect on ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ. 3ÅÌÆȤ
ÅǣÃÁÃÙ was found to mitigate the negative impact of ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ on ×ÏÒË 
ÅÎÇÁÇÅÍÅÎÔ. These findings underscore the importance of strengthening ÓÅÌÆȤÅǣÃÁÃÙ as a 
personal resource to maintain employees’ work engagement when facing the emotional 
demands of their jobs. 
+ÅÙ×ÏÒÄÓȡ ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙȟ ×ÏÒË ÅÎÇÁÇÅÍÅÎÔȟ ÓÅÌÆȤÅǣÃÁÃÙ 
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)ÎÔÒÏÄÕÃÔÉÏÎ 

The hospitality industry, as a service sector centred on ÈÏÓÐÉÔÁÌÉÔÙȟ faces complex 

operational dynamics and is heavily reliant on the quality of direct interactions between 

frontline staff and guests. &ÒÏÎÔÌÉÎÅ staff in the hospitality industry demonstrate levels ÏÆ 

×ÏÒË ÅÎÇÁÇÅÍÅÎÔ that tend to be suboptimal when performing service- s that demand 

intensive, empathetic, swift, and precise interaction in accordance with company 

standards. Operational pressures, such as fluctuations in occupancy rates, service waiting 

times, operational disruptions, and demands for compliance with quality standards, 

increase staff workload and emotional demands in delivering friendly, accurate, and error-

free service.  

Such working conditions diminish employees’ energy, dedication and engagement 

in their work—key dimensions ÏÆ ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ—thereby hindering their ability to 

maintain consistent service performance (Schaufeli ÅÔ ÁÌ., 2002). Frontline staff in a hotel 

work environment face complex and high-intensity service situations, particularly during 

the check-in process and when handling complaints, which deplete emotional resources, 

increase work-related stress, and trigger emotional exhaustion, ultimately reducing 

employees’ levels of ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ in carrying out their duties and responsibilities 

optimally (Hur ÅÔ ÁÌ., 2023). 7ÏÒË ÅÎÇÁÇÅÍÅÎÔ is a crucial positive psychological state for 

hospitality employees as it enables them to maintain sustained vitality, commitment, and 

focus at work, which ultimately determines the quality of service interactions and 

customer satisfaction (Karatepe, 2013). 

A preliminary study involving interviews with 10 ÆÒÏÎÔÌÉÎÅ staff at the Prama Sanur 

Beach Hotel in Bali revealed situational and fluctuating issues regarding ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ. 

The interview results showed that the majority of staff experienced a temporary decline in 

motivation and focus after dealing with guests who behaved rudely, such as speaking in a 

raised voice, making repeated complaints, and adopting a demeaning attitude towards 

staff. The majority of employees stated that such incidents reduced their concentration at 

work and led to a tendency to work merely to complete tasks without optimal emotional 

engagement. &ÒÏÎÔÌÉÎÅ staff retained a sense of pride in their work, yet their level of 

enthusiasm tended to decline in high-pressure service situations. Working conditions 

further undermined ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ when workloads were unbalanced, service 

procedures were unclear, and managerial support was inconsistent.  

This situation triggers emotional exhaustion, which has a direct impact on a decline 

in ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ. Employees are able to restore ÔÈÅÉÒ ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ when they have 

clarity regarding work resources, receive support from colleagues and ÓÕÐÅÒÖÉÓÏÒÓ, and 

possess good communication skills following an incident. Organisational and ÉÎÔÅÒÐÅÒÓÏÎÁÌ 

support enables employees to maintain their professionalism, ensuring that the quality of 

service provided to guests remains optimal. 

7ÏÒË ÅÎÇÁÇÅÍÅÎÔ is a key issue in human resource management within the 

ÈÏÓÐÉÔÁÌÉÔÙ sector. Employees with high levels of ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ tend to demonstrate 
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consistent enthusiasm, dedication to their work, and full involvement in organisational 

activities. However, negative interactions with customers in the form of ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ 

have the potential to reduce work engagement (Sliter ÅÔ ÁÌȢȟ 2012).  

4ÈÅ *ÏÂ $ÅÍÁÎÄÓɀ2ÅÓÏÕÒÃÅÓ ɉ*$Ȥ2Ɋ 4ÈÅÏÒÙ explains that job characteristics consist 

of ÊÏÂ ÄÅÍÁÎÄÓ—which require physical, cognitive and emotional effort—and ÊÏÂ 

ÒÅÓÏÕÒÃÅÓ, which help employees meet these demands and maintain work motivation, 

thereby shaping their level of ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ (Demerouti et al., 2001). In the hospitality 

industry, ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ acts as ÁÎ emotional ÊÏÂ ÄÅÍÁÎÄ that increases psychological 

pressure, as employees must allocate additional energy to control their emotions and 

maintain service quality, which has the potential to reduce ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ; conversely, 

ÓÅÌÆȤÅǣÃÁÃÙ functions as Á ÐÅÒÓÏÎÁÌ ÒÅÓÏÕÒÃÅ that strengthens employees’ belief in their 

ability to manage job demands, thereby enabling employees to maintain optimal work 

focus, emotional control, and work engagement. The JD-R framework views ÓÅÌÆȤÅǣÃÁÃÙ 

as a buffering mechanism that mitigates the negative impact of ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ on ×ÏÒË 

ÅÎÇÁÇÅÍÅÎÔ, particularly in high-intensity service environments. 

#ÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ is a form of aggression that is non-physical but has a significant 

psychological impact on employees, particularly those on the front line. This behaviour can 

take the form of an unpleasant tone of voice, a lack of respect for staff time and effort, or 

even the use of abusive language that disrupts the emotional balance of the workforce 

(Andersson & Pearson, 1999) and (Farisi, S., ÅÔ ÁÌȢ, 2024).  

#ÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ generally arises in busy service situations such as ÃÈÅÃËȤÉÎȾÃÈÅÃËȤ

ÏÕÔ procedures, complaint handling, and breakfast queues. This behaviour manifests as 

disrespectful language, demands to be served immediately without regard for the queue, 

and comments that undermine staff professionalism. Employees and ÓÕÐÅÒÖÉÓÏÒÓ report 

that such situations are emotionally draining, dampen morale, and, if repeated, can 

undermine ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ and service quality. They also linked ÉÎÃÉÖÉÌÉÔÙ to misalignment 

of information, perceived unfairness of policies, language barriers, and work pressure, 

whilst emphasising the importance of managerial support, inter-departmental 

coordination, and a mutually respectful work environment to minimise the negative 

impact on the well-being and performance ÏÆ ÆÒÏÎÔÌÉÎÅ ÓÔÁǟ. 

3ÅÌÆȤÅǣÃÁÃÙ is identified as a moderating variable because an individual’s belief in 

their own abilities determines how they assess, respond to and manage work-related 

stress arising from the service environment. Interview findings indicate that ÆÒÏÎÔÌÉÎÅ staff 

with high levels of ÓÅÌÆȤÅǣÃÁÃÙ are able to control their emotions, maintain their focus on 

work and make more adaptive service decisions, even when faced with rude behaviour 

from guests.  

Employees with low ÓÅÌÆȤÅǣÃÁÃÙ tend to experience self-doubt, emotional 

exhaustion and reduced work engagement after dealing with serious complaints or 

excessive demands. These differences in self-efficacy levels indicate that ÓÅÌÆȤÅǣÃÁÃÙ 

influences the strength of the relationship between ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ and ×ÏÒË 

ÅÎÇÁÇÅÍÅÎÔ. High ÓÅÌÆȤÅǣÃÁÃÙ acts as a psychological resource that mitigates the negative 
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impact of customer incivility on ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ, whilst low ÓÅÌÆȤÅǣÃÁÃÙ amplifies this 

negative impact.  

Empirical research also indicates that negative customer interactions can reduce 

self-efficacy and service performance; however, this effect is weaker among employees 

with high ÓÅÌÆȤÅǣÃÁÃÙ (Hur ÅÔ ÁÌ., 2022; Kim ÅÔ ÁÌ., 2025). The inclusion of ÓÅÌÆȤÅǣÃÁÃÙ as a 

moderating variable has a strong theoretical and empirical basis for explaining variations 

in ÆÒÏÎÔÌÉÎÅ employees’ responses to ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ and its implications for ×ÏÒË 

ÅÎÇÁÇÅÍÅÎÔ within the hospitality industry. 

Research ÂÙ Jang ÅÔ ÁÌȢ (2020) shows that ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ has a negative impact 

on employees’ ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ. This is due to increased emotional stress, which depletes 

employees’ psychological resources, thereby reducing their enthusiasm and dedication at 

work. Another study conducted by Wang and Chen (2020) found ÔÈÁÔ ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ 

significantly reduces employees’ ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ and job performance.  

Al Halbusi et al. (2023) investigated the role of self-efficacy as a moderator of the 

relationship between psychological factors and work engagement among employees at five-

star hotels in Iraq. The results of the study indicate that when employees possess high self-

efficacy, this can mitigate the impact of customer incivility on work engagement. These 

findings suggest that self-efficacy serves to strengthen work engagement in a service 

context, thereby supporting the hypothesis that self-efficacy can also act as a psychological 

buffer when employees face customer incivility. 

Furthermore, Alqhaiwi et al. (2024) reveal that incivility tends to be contagious in 

hotel environments, meaning that customer incivility can elicit similar behaviour from staff 

and create a negative cycle in the workplace. This cycle depletes psychological energy, 

increases work-related stress, and ultimately reduces work engagement, although the 

impact is less pronounced on individuals who possess high self-awareness and are able to 

manage negative emotions. Boukis et al. (2023) add that customer incivility can be 

perceived as a threat to the professional identity of frontline staff, which triggers role 

stress and reduces the tendency to help others, making self-efficacy an important personal 

resource for maintaining work engagement. 

Employees with high self-efficacy are better able to regulate their emotions, 

maintain appropriate assertiveness, and remain focused on their tasks, thereby sustaining 

their work engagement even when faced with customer incivility (Shao & Skarlicki, 2021; Lin 

et al., 2023). However, studies specifically examining the role of self-efficacy as a moderator 

of the relationship between customer incivility and work engagement in the Indonesian 

hospitality sector remain limited, even though a work culture that emphasises politeness 

and high power distance has the potential to cause employees to suppress their 

discomfort. This situation can lead to hidden stress that ultimately disrupts work 

engagement, making the strengthening of self-efficacy crucial for supporting employees’ 

psychological resilience. 

Based on the theoretical understanding that ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ can reduce ÆÒÏÎÔÌÉÎÅ 

staff’s ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ, and given that such situations frequently occur in day-to-day 
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service operations, a more focused empirical analysis is required to understand its actual 

impact. More targeted research is required to systematically test the relationships 

between these variables and to obtain a more comprehensive picture within the context 

of service provision. The Prama Sanur Beach Hotel in Bali was selected as the research 

location due to its high level of interaction with guests and the suspected variation in ×ÏÒË 

ÅÎÇÁÇÅÍÅÎÔ levels amongst ÆÒÏÎÔÌÉÎÅ staff.  

This study aims to analyse the relationship between ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ and ×ÏÒË 

ÅÎÇÁÇÅÍÅÎÔ among ÆÒÏÎÔÌÉÎÅ staff at the Prama Sanur Beach Hotel in Bali, and to examine 

the moderating role of ÓÅÌÆȤÅǣÃÁÃÙ in the relationship between ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ and ×ÏÒË 

ÅÎÇÁÇÅÍÅÎÔ. 

 
2ÅÓÅÁÒÃÈ -ÅÔÈÏÄ 

This study employs a quantitative approach as data is collected in numerical form. 

This is a causal-associative study, designed to identify the cause-and-effect relationship 

between one variable and another. The variables in this study are ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ (Y) as 

the dependent variable, ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ (X) as the independent variable, and ÓÅÌÆȤÅǣÃÁÃÙ 

(M) as the moderator variable. The data collected for each variable will subsequently be 

analysed to address the research questions and examine the relationships between the 

variables in this study. 

 
2ÅÓÕÌÔÓ ÁÎÄ $ÉÓÃÕÓÓÉÏÎ 

4ÈÅ %ǟÅÃÔ ÏÆ #ÕÓÔÏÍÅÒ )ÎÃÉÖÉÌÉÔÙ ÏÎ 7ÏÒË %ÎÇÁÇÅÍÅÎÔ 

The results of this study indicate that ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ has a significant negative 

impact on employees’ ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ; in other words, the higher the intensity of rude, 

demeaning or disrespectful behaviour from customers, the lower the level of employees’ 

work engagement. This decline is reflected across all dimensions of ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ: a 

decrease in energy and mental resilience, a weakening of enthusiasm and the sense of 

meaning in work, and a reduction in the ability to immerse oneself and focus fully on the 

task at hand. These findings suggest that negative interpersonal interactions have a broad 

and lasting psychological impact on the work engagement of ÆÒÏÎÔÌÉÎÅ staff. 

From the perspective of the *ÏÂ $ÅÍÁÎÄÓɀ2ÅÓÏÕÒÃÅÓ (JD-R) Model, ÃÕÓÔÏÍÅÒ 

ÉÎÃÉÖÉÌÉÔÙ can be classified as Á ÈÉÎÄÒÁÎÃÅ ÊÏÂ ÄÅÍÁÎÄ—that is, a work demand that not only 

drains emotional energy but also hinders the achievement of work goals and the 

motivational processes of employees (Bakker & Demerouti, 2007). Unlike ÃÈÁÌÌÅÎÇÅ 

ÄÅÍÁÎÄÓ , which can still stimulate growth, ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ tends to be perceived as an 

unproductive ÓÔÒÅÓÓÏÒ because it arises beyond the employee’s control and is often not 

accompanied by organisational protective mechanisms. Consequently, these recurring 

emotional demands deplete employees’ psychological resources and trigger a process of 

exhaustion that leads to a decline in ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ. 

The results of this study are consistent with recent empirical findings and align with 

the *ÏÂ $ÅÍÁÎÄÓɀ2ÅÓÏÕÒÃÅÓ (JD-R) theoretical framework proposed by Bakker and 
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Demerouti (2017). #ÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ can be understood as Á social ÊÏÂ ÄÅÍÁÎÄ that 

depletes psychological resources, thereby hindering the emergence of optimal working 

conditions for employees. 7ÏÒË ÅÎÇÁÇÅÍÅÎÔ itself is defined as a positive psychological 

state characterised by ÖÉÇÏÕÒȟ ÄÅÄÉÃÁÔÉÏÎ, and ÁÂÓÏÒÐÔÉÏÎ (Schaufeli ÅÔ ÁÌ., 2002), which is 

highly dependent on the balance between job demands and the availability of resources. 

The findings of this study reinforce the empirical evidence that ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ 

significantly reduces ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ among employees in the service and hospitality 

sectors. Early studies by Morrow ÅÔ ÁÌ. (2011) and Sliter ÅÔ ÁÌ. (2012) have shown that rude 

behaviour from customers increases work-related stress and emotional exhaustion, which 

ultimately has a negative impact on employees’ work attitudes and engagement. More 

recent longitudinal evidence was presented by Hur ÅÔ ÁÌ. (2022) through a ÄÉÁÒÙ ÓÔÕÄÙ 

approach, which showed that experiencing ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ on a single working day not 

only reduced ÖÉÇÏÕÒ and ÄÅÄÉÃÁÔÉÏÎ on the same day, but also had a lasting impact on 

reduced ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ the following day through increased ÅÍÏÔÉÏÎÁÌ ÅØÈÁÕÓÔÉÏÎ. 

Boukis ÅÔ ÁÌ. (2023) assert that ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ is perceived as a threat to the 

professional identity of ÆÒÏÎÔÌÉÎÅ staff. This threat triggers psychological withdrawal, which 

in turn undermines ÄÅÄÉÃÁÔÉÏÎ and ÁÂÓÏÒÐÔÉÏÎ. These findings are consistent with those of 

Wang and Chen (2020) and Guo ÅÔ ÁÌ. (2022), who emphasise that negative customer 

interactions undermine the meaning of work and a sense of ownership of the service role, 

thereby eroding work engagement over time. 

Research in the Asian context also supports these findings. Shahzad ÅÔ ÁÌ. (2023) 

and Gustiawan ÅÔ ÁÌ. (2023) found that ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ significantly increases emotional 

strain and affective exhaustion among hotel staff, leading to a decline ÉÎ ÖÉÇÏÕÒ and 

ÄÅÄÉÃÁÔÉÏÎ. A study by Wisesa and Rahyuda (2024) in the Indonesian hospitality sector 

indicates that ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ acts as a primary trigger for reduced ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ, 

particularly among ÆÒÏÎÔÌÉÎÅ staff who experience high levels of customer interaction. 

These findings suggest that the impact ÏÆ ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ is cross-cultural and relevant 

in the context of developing countries. 

The systemic impact ÏÆ ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ has also been highlighted by Kuriakose ÅÔ 

ÁÌ. (2023) and Alqhaiwi ÅÔ ÁÌ. (2024), who found that rude customer behaviour can trigger 

a negative cycle— —manifesting as increased ÉÎÃÉÖÉÌÉÔÙ amongst employees. This cycle 

exacerbates emotional exhaustion, reduces ÖÉÇÏÕÒ and ÁÂÓÏÒÐÔÉÏÎ, and creates an 

increasingly unproductive working environment. #ÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ not only affects those 

directly exposed to it, but also undermines the organisation’s overall psychosocial climate. 

This situation becomes increasingly critical for ÆÒÏÎÔÌÉÎÅ staff who are required to 

perform intensive ÅÍÏÔÉÏÎÁÌ ÌÁÂÏÕÒ. Li and Shaffer (2024) and Rout (2025) demonstrate 

that ÅÍÏÔÉÏÎÁÌ ÌÁÂÏÕÒ triggered by ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ reduces ÄÅÄÉÃÁÔÉÏÎ and ÁÂÓÏÒÐÔÉÏÎ, 

as employees lose a sense of authenticity and intrinsic meaning in their work. If this 

situation persists without any recovery of psychological resources, the decline ÉÎ ×ÏÒË 

ÅÎÇÁÇÅÍÅÎÔ tends to become chronic, as explained in the ÈÅÁÌÔÈ ÉÍÐÁÉÒÍÅÎÔ ÐÒÏÃÅÓÓ 

mechanism within the JD-R model (Bakker & Demerouti, 2017). 
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The findings of this study have important implications for organisations in the 

service and hospitality sectors. #ÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ needs to be understood as part of the 

psychosocial work environment, not merely as an individual risk to employees. Research 

by Agina (2025) indicates that strong organisational support through employee protection 

policies, clear boundaries regarding acceptable customer behaviour, training in handling 

problematic customers, and consistent ÓÕÐÅÒÖÉÓÏÒÙ support can mitigate the tendency 

ÔÏ×ÁÒÄÓ ÄÉÓÅÎÇÁÇÅÍÅÎÔ and prevent the emergence of service sabotage behaviour 

resulting from ÉÎÃÉÖÉÌÉÔÙ. 

This discussion confirms that ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ is a destructive ÊÏÂ ÄÅÍÁÎÄ that has 

a significant impact on reducing employees’ ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ. The consistency of these 

findings with previous studies reinforces the argument that managing customer 

interactions in a more humane and sustainable manner is a key prerequisite for 

maintaining work engagement and service quality in the long term. 

 
4ÈÅ -ÏÄÅÒÁÔÉÎÇ 2ÏÌÅ ÏÆ 3ÅÌÆȤ%ǣÃÁÃÙ ÉÎ ÔÈÅ %ǟÅÃÔ ÏÆ #ÕÓÔÏÍÅÒ )ÎÃÉÖÉÌÉÔÙ ÏÎ 7ÏÒË 

%ÎÇÁÇÅÍÅÎÔ 

Hypothesis 2 in this study states that ÓÅÌÆȤÅǣÃÁÃÙ moderates the effect of ÃÕÓÔÏÍÅÒ 

ÉÎÃÉÖÉÌÉÔÙ on ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ. The results of the structural equation modelling using 

WarpPLS 7.0 indicate that the interaction path coefficient is 0.115 with a p-value of 0.072. 

These values suggest that the moderating effect ÏÆ ÓÅÌÆȤÅǣÃÁÃÙ is not statistically 

significant; therefore, Hypothesis 2 is not empirically supported. 

The findings of this study indicate that an individual’s level of self-efficacy does not 

mitigate or enhance the negative impact ÏÆ ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ on ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ. 

Employees with high ÓÅÌÆȤÅǣÃÁÃÙ still experience a decline in work engagement when 

faced with customers who are rude, demeaning, or verbally aggressive. This finding 

suggests that ÓÅÌÆȤÅǣÃÁÃÙ does not function as a buffering mechanism in the relationship 

between interpersonal stressors and work engagement in the context of this study. 

The *ÏÂ $ÅÍÁÎÄÓɀ2ÅÓÏÕÒÃÅÓ (JD-R) Model classifies ÓÅÌÆȤÅǣÃÁÃÙ as Á ÐÅÒÓÏÎÁÌ 

ÒÅÓÏÕÒÃÅ that theoretically plays a role in enhancing intrinsic motivation and maintaining 

×ÏÒË ÅÎÇÁÇÅÍÅÎÔ when individuals face job demands (Bakker & Demerouti, 2023). The 

findings of this study indicate that the effectiveness ÏÆ ÐÅÒÓÏÎÁÌ ÒÅÓÏÕÒÃÅÓ is highly 

dependent on the characteristics of the job demands faced. A study by Boukis ÅÔ ÁÌ. (2023) 

confirms that ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ is perceived as a threat to the professional identity of 

service employees, thereby triggering intense emotional reactions and depleting 

psychological resources. Research by Shahzad ÅÔ ÁÌ. (2023) also demonstrates that rude 

customer behaviour significantly reduces ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ through increased emotional 

exhaustion. 

These empirical findings reinforce the argument that not ÁÌÌ ÊÏÂ ÄÅÍÁÎÄÓ can be 

effectively offset by ÐÅÒÓÏÎÁÌ ÒÅÓÏÕÒÃÅÓ. #ÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙȟ as a demeaning socio-emotional 

demand, tends to undermine an individual’s self-esteem and identity, thereby reducing the 

capacity ÏÆ ÓÅÌÆȤÅǣÃÁÃÙ to function as a psychological buffer. This explains why self-
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confidence alone is insufficient to maintain levels of job engagement when stressors are 

personal in nature and threaten one’s dignity. 

Organisational contextual factors may also help explain the lack of significance of 

this moderating effect. A service sector work environment with strict service standards 

limits employees’ freedom to express emotions or respond assertively to customer 

behaviour. Recent research on emotional regulation in the service sector indicates that 

high demands for emotional management can weaken the positive influence of ÐÅÒÓÏÎÁÌ 

ÒÅÓÏÕÒÃÅÓ on work well-being (Kim ÅÔ ÁÌ., 2022). This situation prevents ÓÅÌÆȤÅǣÃÁÃÙ from 

being expressed optimally, as employees’ responses are constrained by organisational 

rules and service expectations. 

The overall findings of this study make an empirical contribution by demonstrating 

that ÓÅÌÆȤÅǣÃÁÃÙ does not always function as a moderator in the relationship between 

ÉÎÔÅÒÐÅÒÓÏÎÁÌ ÓÔÒÅÓÓÏÒÓ and ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ. The effectiveness ÏÆ ÐÅÒÓÏÎÁÌ ÒÅÓÏÕÒÃÅÓ has 

been shown to depend heavily on the intensity and characteristics of work demands, as 

well as the contextual support available. This finding enriches the literature on human 

resource management and organisational behaviour by emphasising the importance of a 

combination of personal resources and systematic organisational support in maintaining 

the sustainability of ×ÏÒË ÅÎÇÁÇÅÍÅÎÔȢ 

 
)ÍÐÌÉÃÁÔÉÏÎÓ ÏÆ ÔÈÅ 2ÅÓÅÁÒÃÈ &ÉÎÄÉÎÇÓ 

Theoretically, this study has implications for the development of human resource 

management research, particularly in relation to ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ, ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ, and 

ÓÅÌÆȤÅǣÃÁÃÙ. The findings of this study reinforce ÔÈÅ *ÏÂ $ÅÍÁÎÄÓȤ2ÅÓÏÕÒÃÅÓ ɉ*$Ȥ2Ɋ 4ÈÅÏÒÙȟ 

which explains that ÊÏÂ ÄÅÍÁÎÄÓ and ÊÏÂ ÒÅÓÏÕÒÃÅÓ not only have a direct impact on 

employees, but also influence one another in explaining the dynamics of work 

engagement. The results indicate that ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙȟ as an additional ÊÏÂ ÄÅÍÁÎÄ, has 

a significant negative effect on ÔÈÅ ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ of ÆÒÏÎÔÌÉÎÅ staff, whilst ÓÅÌÆȤÅǣÃÁÃÙ 

was not found to significantly mitigate this effect. 

In practical terms, the findings of this study may serve as a basis for consideration 

by the Prama Sanur Beach Bali Hotel and other accommodation providers in maintaining 

and enhancing ÔÈÅ ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ of ÆÒÏÎÔÌÉÎÅ staff when faced with additional ÊÏÂ 

ÄÅÍÁÎÄÓ such as ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ. Based on the descriptive analysis, ÆÒÏÎÔÌÉÎÅ staff 

frequently experience ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ, particularly in the form of rude calls from guests 

seeking attention. This situation has the potential to reduce motivation and service quality, 

which may ultimately lead to guest complaints. &ÒÏÎÔÌÉÎÅ staff exhibit a relatively strong 

level of ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ, which supports their work ethic and performance; however, 

their perceived work energy remains at a moderate level, meaning service delivery tends 

to be standardised without extra effort. Furthermore, ÆÒÏÎÔÌÉÎÅ staff possess moderate 

levels of ÓÅÌÆȤÅǣÃÁÃÙ, enabling them to feel confident and capable of adapting to meet 

guest needs; however, this level of confidence has not yet been sufficient to significantly 

mitigate the negative impact of ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ on ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ. 
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,ÉÍÉÔÁÔÉÏÎÓ ÏÆ ÔÈÅ 3ÔÕÄÙ 

This study has several limitations. Firstly, the use of a ÃÒÏÓÓȤÓÅÃÔÉÏÎÁÌ design limits 

the study’s ability to capture temporal dynamics and draw strong causal conclusions 

regarding the relationship between ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ, ÓÅÌÆȤÅǣÃÁÃÙ, and ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ. 

Secondly, the use of ÓÅÌÆȤÒÅÐÏÒÔ instruments may introduce perceptual bias and ÃÏÍÍÏÎ 

ÍÅÔÈÏÄ ÂÉÁÓ. Thirdly, the study’s scope, which is limited to a single organisation and a single 

industry sector, restricts the generalisability of the findings. Fourth, the research model 

only tested ÓÅÌÆȤÅǣÃÁÃÙ as a moderator, meaning that other relevant psychological and 

organisational variables were not accommodated. Fifth, the absence of a qualitative 

approach limits an in-depth understanding of employees’ subjective experiences. Future 

research is recommended to use a longitudinal or ÍÉØÅÄȤÍÅÔÈÏÄÓ design, expand the 

research context, and test additional variables to gain a more comprehensive 

understanding. 

 
#ÏÎÃÌÕÓÉÏÎ 

The conclusions that can be drawn from the analysis of this study are as follows:  

1.  #ÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ has a significant negative impact on ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ among 

ÆÒÏÎÔÌÉÎÅ staff at the Prama Sanur Beach Hotel in Bali. These results indicate that the 

higher the intensity of rude behaviour experienced by staff from customers, the lower 

the level of ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ among ÆÒÏÎÔÌÉÎÅ staff. Repeated instances of ÃÕÓÔÏÍÅÒ 

ÉÎÃÉÖÉÌÉÔÙ have the potential to reduce staff energy, dedication and engagement in 

carrying out their duties. 

2Ȣ 3ÅÌÆȤÅǣÃÁÃÙ was not found to weaken the relationship between ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ and 

×ÏÒË ÅÎÇÁÇÅÍÅÎÔ among ÆÒÏÎÔÌÉÎÅ staff at the Prama Sanur Beach Hotel in Bali. The test 

results indicate that ÓÅÌÆȤÅǣÃÁÃÙ does not have a significant interactive effect in either 

weakening or strengthening the negative influence of ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ on ×ÏÒË 

ÅÎÇÁÇÅÍÅÎÔ. These findings suggest that employees’ level of self-confidence in their 

abilities has not yet been able to act as a protective factor in reducing the negative 

impact of rude customer behaviour on work engagement. 

 
2ÅÃÏÍÍÅÎÄÁÔÉÏÎÓ 

The recommendations that can be made based on the results of this study are as 

follows:  

1. The most prevalent form of ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ, and the one with the greatest impact on 

reducing ÆÒÏÎÔÌÉÎÅ staff’s ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ, is demeaning verbal behaviour, such as 

speaking in a raised tone, a tendency to blame staff for issues that are not their 

responsibility, and treatment that conveys a lack of appreciation for staff competence. 

Management is advised to prioritise strengthening employees’ psychological resilience 

through customer service training based on emotional management, which includes 

training in emotional control and regulation in high-pressure service situations, training 

in assertive and effective communication when dealing with guest complaints and 
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conflicts, and training in adaptive stress management strategies, such as constructive 

problem-solving, self-calming techniques, and scheduling short breaks during working 

hours. It is hoped that such training will boost employees’ self-confidence in dealing 

with service pressures, enabling them to maintain optimal work engagement, whilst 

also strengthening ÓÕÐÅÒÖÉÓÏÒÓȭ roles in providing consistent psychological support. 

Providing access to counselling services and reinforcing organisational policies that 

protect employees from rude customer behaviour are considered vital for sustaining 

employees’ ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ within a high-intensity service environment. 

2. Enhancing ÔÈÅ ÓÅÌÆȤÅǣÃÁÃÙ of ÆÒÏÎÔÌÉÎÅ staff is a relevant strategic step in efforts to 

strengthen employees’ psychological resilience when dealing with ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ 

during service interactions. Although research findings indicate that ÓÅÌÆȤÅǣÃÁÃÙ does 

not act as a significant moderating variable, bolstering self-confidence remains crucial 

as a personal resource that supports individuals’ readiness to cope with the social and 

emotional demands of their work. Management must ensure that ÆÒÏÎÔÌÉÎÅ staff feel 

tangible organisational support when dealing with un , so that they possess a stronger 

sense of self-confidence in managing challenging work situations. Such support can be 

demonstrated through the provision of appreciation or recognition for good service 

performance, which contributes to enhancing employees’ sense of competence and 

self-worth. Such reinforcement can help employees maintain emotional stability and 

professionalism in complex service situations. Management is also advised to assist 

employees in developing systematic strategies for handling ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ, 

including planning for assertive communication, efforts to uphold professional 

standards, and clear, structured procedures for resolving conflicts between employees 

and customers. The provision of clear operational guidelines and a safe incident 

reporting mechanism can enhance employees’ psychological sense of security at work. 

The implementation of these measures is expected to maintain employees’ 

psychological stability and sustain levels ÏÆ ×ÏÒË ÅÎÇÁÇÅÍÅÎÔ within a high-intensity 

service environment. An integrated approach combining the strengthening of human 

resources and organisational support is key to minimising the negative impact of 

customer incivility more effectively. 

3. Future research is encouraged to consider the inclusion of other variables based on the 

*ÏÂ $ÅÍÁÎÄÓɀ2ÅÓÏÕÒÃÅÓ ɉ*$Ȥ2Ɋ framework, including additional ÊÏÂ ÄÅÍÁÎÄÓ such as 

emotional workload, role conflict and time pressure, as well as ÊÏÂ ÒÅÓÏÕÒÃÅÓ such as 

supervisor support, role clarity and organisational justice, which may influence ×ÏÒË 

ÅÎÇÁÇÅÍÅÎÔ. Future research could also examine other outcome variables influenced 

by ÃÕÓÔÏÍÅÒ ÉÎÃÉÖÉÌÉÔÙ, such as emotional exhaustion, job satisfaction, service 

performance, and turnover intention, to gain a more comprehensive understanding of 

the dynamics of job demands and resources. It is also recommended that future 

research expand its scope beyond ÆÒÏÎÔÌÉÎÅ staff at the Prama Sanur Beach Hotel in Bali, 

or consider alternative research locations to provide a broader perspective. 
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