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ABSTRACT
The hospitality industry is characterised by roles involving a high intensity of service
ET OAOAAOET T 6N Al 1T OANOAT 61l uh AipPITUAAOS DOUAE
roles is a crucial factor in maintaining service quality, as reflected in kit of work
engagement. This study aims to analyse the effect of customer incivility on work engagement,
with selfefficacy serving as a moderating variable. Testing the job denzaesisurces theory,
this study employs a quantitative approach with a salidesign. 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 Modellingg Partial Least Squas (SEMPLS) WarpPLS. The results indicate that
customer incivility has a significant negative effect on work engagemente8ielcy was
found to mitigate the negative impact of customer incivility on work engagement. These
findings underscore the imptance of strengthening selfficacy as a personal resource to
maintain employee work engagement when facing the emotional demands of the job.
Keywords:customer incivility, work engagement, sefficacy

hes 342! #4
The hospitality industry is characterised b
interactions; consequently, employees’ psych
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The hospitality industr yEl GbsEfGad Ee€rUbiome | &
operational dynamics and is heavily reliant
frontline s®@Of T &nh&f duestde hospitalitiyEindu:
xT OE Al CAIC&t A1 &nd t o be subopti-mat hwhedeman

intensi ve, empat heti c, swi ft, and preci se
standards. Operational pressures, suwdi taisng u
ti mes, operational di sruptions, and demands
increase staf workload and emotional demands

free service.

Such working conditions diminish employee
in theikreywodrikmief£s kb ®E A+ ChAeQAheibAyi Ohi ndering th
mai ntain consistent seA@i A2 P®2).orfmammctel i(Be h
work environment fantenosmpyeseawndcédi ghtuatic
the dmepk ocess and when handling complaints
increasreel wboeki stressotiandl texbgest ieann, ul t
empl oyees'x| O&v Al CAGCREAT Oying out their dut.i
opti malAiOy Al BRWeEBE AT CASA&A At HOucial positive ps
hospitality employees as it enables them to
focus at wor k, which wultimately determines
customer satisfaction (Karatepe, 2013)

A preliminary study i4OddIOdi&d glait nttérrev iPegvaan:
Beach Hotel in Bali revealed ski o0&t AbgACA&A
The interview results showed that the majori
motivation and focus after dealing with gues
raised voice, making repeated comel aowasds a
staf. The majority of empl oyeescarnadretdr &thiadn
work and |l ed to a tendency to work merely t
engage@m®ht St BT Aretained a sense of pride i
ent husi asm tendedprteocssdie@l isneer viimehisghh uati on
further urRUOEmMiAMecdv@AhATWor kl oads were unbal
procedures were uncl ear, and manageri al supp

This situation triggers emotional exhaust
i RT OE Al CAGEAipAioGees adDeElr&EWwl &« O&wihé CACKe AT 0av
clarity regarding work resour cedQbArOHEDN D&d s
possess good communication skill €1fORIODAWON g A
support enables employees to maintain their
service provided to guests remains opti mal
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consistent ent husi as m, dedication to their

activities. However, negative IiADtOO d AtOi &l A EW

have the potential to rA0wWwROEEZWor k engagement
AEA *1T A z3ROTA0EH O4 eAkBHOE@BiIi ns that job char a

ofET A AAWAIT ABG require physical, <cagd&iAive
OAOT DOWADch help employees meet these deman
thereby shapixigOB hieli gAMMlenddellcduafi et al ., 2001)
indudOOQ] | AOa Etl AleddE t EFDDAalARhAt Aincreases psy
pressur e, as employees must all ocate additi

manit ai n service quality, wHiOEh AH &CA Qiidi mvigdod elny
OMaEA AAthct idOnBAQGGI T Alha®AGItd@MAt hens empl oyece
ability to manage job demands, thereby enab
focus, emotional control ;R dmdameowohiMeifdds me
as a bufering mechanism thadhOMditii HGotriels@E Gri B
AT CACAI Alad®t i cuilnatrelnysiitny hsiegghvi ce environment s

#0001 1 AOCi €1 AEO&l BOWf agphryessisd aoln kuhtathdss an

psychol ogical i mpact on employees, particul a
take the form of an unpleasant tone of voice
evnhe the use of abusive | anguage that disrupt
(Andersson & Pear sofQ, AlP989294)) .and ( Farisi, S.,

#0001 1 AOg &l AEDIEINEOr i ses i n bAEAABISMEAIAEe
| Odr ocedures, complaint handling, and breakf
di srespectful | anguage, demands to be served
and comments that under mine stGGDAOEEPDSOD 0 n
t hat such situations are emotionally draini
undermi @ AT CACAIsAdrOvi ce quaET A §COoE Tnis éspmel ailt s o |
of i nformati on, perceived unfairness of pol
whil st emphasising t he i mport athegar ¢ imne nmaan
coordination, and a mutually respectful wor

i mpct on btehiengwealnld peEr TEOF mOh E¢ A OOAE

3AAEAABU i dentifed as a moderating variabl
their own abilities determines howr alh®&tyedass
stress arising from the service #&0V]iHb&EMANt .
with higbAMaNkies able to control their emot.ii
work and make more adaptive service decisio
from guest s.

Empl oyees QuiAta Athddnad t 0 e x pdeoruibetn, c e e nsoetlifo r
exhaustion and reduced work engagement afte
excessive demands. T#fesacydilfevelns®dA @Ak Bsteel f
infuences the strength oXOOOhé A® alfakidifdEd EOp
AT CACAI MoArdEA AAW s as a psychological resourc
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i mpact of cust»im@E AMNGA QWliAQKA s daArip| i fes thi
negative I mpact.

Empirical research also indicates that n
sedffcacy and service performance; however, t
with ORA g A AHWRO. AT 2024D; AKkeem25) . T & dedslUuas i o n
moderating variable has a strong theoretical
i EOT T &mET BAyees’ AOODIHNAOa bl AEOE] HOxll iOEat i or
AT CACAvii ATh®@ n the hospitality industry.

ResedlUahhd (RI020) sAOGOT it Aah&Ed A& OEd ggadtUi v e |
on emplxdyd&Ee AT CAChAIiAll s due to increased emo!
empl oyees’ psychol ogi cal resources, thereby
work. Another study conduct eOEA® AAOQI lah@ I
signifcantly reldOEehAl eahrpd ojfde® sper f or mance.

Al Halbusiet al. (2023) investigated the role ofelfefficacyas a moderator of the
relationship between psychological factors andiork engagemenamong employees at five
star hotels in Irag. The results of the study indicate that when employees possess Isiglft
efficacy this can mitigate the impact ofcustomer incivilityon work engagement These
findings suggest thatselfefficacy serves to strengthen work engagement in a service
context, thereby supporting the hypothesis thateltefficacycan also act as a psychajcal
buffer when employees facecustomer incivility

Furthermore, Alghaiwiet al.(2024) reveal that incivility tends to be contagious in
hotel environments, meaning thatustomer incivilitycan elicit similar behaviour from staff
and create a negative cycle in the workplace. This cycle depletes psychological energy,
increases workrelated stress, and ultimately reducesvork engagement although the
impact is less pronounced on individuals who possess high seifareness and are able to
manage negative emotions. Bouki®t al. (2023) add thatcustomer incivily can be
perceived as a threat to the professional identity of frontline staff, which triggers role
stress and reduces the tendency to help others, makisgltefficacyan important personal
resource for maintainingwork engagement

Employees with highseltefficacy are better able to regulate their emotions,
maintain appropriate assertiveness, and remain focused on their tasks, thereby sustaining
their work engagemeneven when faced withcustomer incivility(Shao & Skarlicki, 2021; Lin
et al.,2023). However, studies specifically examining the raieselfefficacyas a moderator
of the relationship betweencustomer incivilityand work engagementn the Indonesian
hospitality sector remain limited, even though a work culture that entyasises politeness
and high power distance has the potential to cause employees to suppress their
discomfort. This situation can lead to hidden stress that ultimately disruptsork
engagement making the strengtheningof selfefficacyc r uc i al for supporti.
psychological resilience.

Based on the theoreAD®O0@Il i A @cddenr Ariaidited & 1 tAh
stakl ©E AT CGACAITAAT i ven that such sita@ayions
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service operations, a more focused empirical

i mpact . More targeted research 1is required
bet ween these variables and to obtaithext mor e
of service provision. The Prama Sanur Beach
|l ocation due to its high level of intle®@BRcti o

AT CACAieAled s Aol ryisiifi A

This study aims to analAOODTtl Reda rEd IAGBIED rED
AT CAc AimbimadT 1 Ot &1 Aat t he Prama Sanur Beach H
the moder a®dAdre®A AvAdUiteh eo fr el at AOAQThii A Cabiedi AVEG@HRI E C
AT CACAI A1 O
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This study employs a quantitative approac
This 1| sasaoxawmdgadlve study, deanghedt t oeli alteind n
bet ween one variThbl eanndbhasxtih®E tAl GAGRA EHYO a
the dependd@®OOOV d rAiCa Xl daEsOEThEeOU nde DA e A AA UV ar

(M) as the moderator variabl e. The data col |l
anal ysed to address the reseamchhi gse Dbteit avree n.
variables in this study.
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The results of tRADOOBL AOy&Ed Ad OEhE®OURt haart t
i mpact on xelnpH olyle@Asqini Aoitther words, the highe
demeaning or disrespectful behaviour from cu
work engagement. This declinexli®ErAFfeACRidAIAC
decrease in energy and ment al resilience, a
meaning in work, and a reduction uhlyhenabhte
task at hand. These fndings suggest that neg
and |l asting psychological Eopbhot&foA the work

From the perspleht 5¥&ke ADKqQmed MoAIROQT I AO
ET AEcCeEn EbCeU c Aa £ &1 AOAT Adt EdtA IAA] Ad Awor k deman
drains emotional energy but al so hi nder s t
motivational processes of employeREAI(IBAlk&le
AAT AT A®hich can st iAIQOGOS tiiAmu Ed thee Ogbd cEDeJh per c e i
unprodOOORAECiaCuse it arises beyond the empl o
accompan by organisational protective mechan
emotional demands depl ete employees’ psychol
exhaustion that xlleOfEd ATtCACAIRAdD i ne i n

The results of this study are consi stent
thel A $ A2 ADARQOIAO t heoretical framework pro,
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Demerout #O00DLAPcENABGE iumQiks sdloloAd AadsihAlt A
depl etes psychol ogi cal resources, t hereby hi
conditions f7drOEe MdICAWea@dif Oi s defned as a po
state char@EQieddhs eAllfoid IAQEDER dAud. eA1i2002), whi
highly dependent on the balance between job
The fndings of this study rROadloirA® EhARESG
signifcankl OEr A8 CABAN AT ©&mpl oyees in the ser\
sectors. EarlyAdt Ag2zes1 Y amgedibid)iehave showr
behaviour from custemaredi stresaseanwoeimmoti on
ulti mately has a negative iIimpact on empl oye
recent |l ongitudinal eviAde ni{e2 029 AFErA@ib@dihe da
approach, which s h oAdeGOlti hhalp rEe BApEediEn ¢ehdeli wo r ki n
only réeEQe®@BAAEAAOElI hie same day, but also he
reduxie@E AT CAICATfAd IOl owi ng dalyi TtChETouAgih A ghEcA GeGaC
BouKiOs A(2023) ADOLArtAOi Ed AEOEEL EV®d as a t
professi on&Dl i Otedft AtTyhiof t hreat triggers psy«
in turn WRAAERAAIBAEE] QDb Okhlelse fndings are consi
Wang and Chen AD0OA¢Rroanmy, Gwbo emphasise tha
interactions undermine the meaning of work a
thereby eroding work engagement over ti me.
Research in the Asian context A®Dl Ag26appol
and GusAG. aAf2m23) ADOON 8 AOhigd PMiEfOEd EtOlUy i ncr eas
strain and afective exhaustion Emo@&agtdOel
AARAEAAOEISit udy by Wisesa and Rahyuda (2024)
indi caRdOOt hdADa Etl AEDET £O0pr i maryi OF i Jlg@AC Aokl
particul aEQlyl &drBd Agvho experience htghadteivens
These fndings sugigEsAOdMlaitiAd eudddpirkEOdnd r e
in the context of developing countries.
The systelmEcA®®plaichhads Ed IAEDEd eEedlJ hi ghhQ i ght e
Al (2023) AoOdAP2@Q24) wiwho found that rude cu
a negati+venaocy€tkeeti ngEhAEdmdcrifgeddts eedlmp |l oyees .
exacerbates emoti ona®ECdxthAGitQpO&M dr ecdruecaetse s
increasingly unproduc#®0@I iwhdnkdttinAd @y Edfldencn esn
directly exposed to it, but also uhdefl mmaes.
This situation becom&el liickfehwh omgadrye creédu
perform Ant @Bkl AleLi AAIN@O Shafer (2024) and R
t hd{ T OET T Alr i gy @@OTbiyA Or &d WEAGEEIABADIAGT QP OET 1
as employees | ose a sense of authenticity ¢
situation persists without any recBvVerxiyOBf
AT CAChAieAndss to become chrokElRA] OEsEeRAEAQDAKRO
mechanism wRtmodel heBdlbker & Demerouti, 2017
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The fndings of this study have i mportant
service and haO0OL d IAiOn¢d AEDED EHE under stood

psychosoci al work environment, not merely as
by Agina (2025) indicates that strong organi
policies, clear botualdlag i esstremar dbh elyaaiccwem,

problematic cust o@OPAOOEPPOW DN s s teamdieingayt e
Ol xAOAO AEGMIdCALCAd Ad Ot the emergence of serl
resul t iEd fAEOEIBEOU
This discussiADOOd d AfOr shd aAtEdOESI t Br Qulcht hi AvieA h a s

a signifcant impactxio@E r &idQA CThigA lecomisd yse eesn’c y
fndings wi t h previous studi es reinforces t
i nteractions i n a mor e humane and sustai ne
mai ntaining work engagement and service qual

4EA -TAARAOAOBIABia&ER AMIB GERA »DOOOI AEIT)NTAEGBEI EO
%l CACAIT AT O

Hypothesis 2 in QAMias Ashtduedrya tsetsa t R0 Odhfladh Ot
ET AEOITBOEU AT CACAHATOesul ts of the structur a
War pPLS 7.0 indicate that the i wtad ruaectoiford. @se
These values suggest th#&tZOBAASUNnnddr adti atgi sd
signifcant; therefore, Hypothesis 2 is not e

The fndings of this study i nedficcaactye dtoheast na
mitigate or enhancéd £t ROOOE § ot NEGEAERREQREDAI AT
Empl oyees OAetdASsSAUdNH experience a decline ir

faced with customers who are rude, demeani t
sugges O&A ahAAdes not function as a bufering
bet ween interpersonal stressors and work eng

Thel A $AXRADAQQAA O Model O & dalisfle DAOOT T Al
OAOT OIOAA t heoretically plays a role in enhar
xT OE AT cwicdnd Ail ©®di vi duals face job demands (
fndings of this study i hdEi ®AODT 1 Wast O ipehd @A
dependent on the characteristics A®O A{h20 3 D)b
confrmdAOOBDAt AOi €1 AEOEECEV®Dd as a threat to t
service empl oyees, thereby triggering i nt e
psychol ogical resourA®sA(Re232nrahsbydSmamzac
customer behavi ourxIisOFk nAlf GAGAdIA 0 é heaesased
exhaustion.

These empirical fndings rlelilnfB®birAced\nk ihded fad
fecti velbyA Qi sl el . #00DO0OT OAPAET A EDEMmE®mibn g onad i o
emand, tends to undersmiereen amdi ndiewitdu gl,” ¢ he
apab EtABAMOU function as a psychological b
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confdence alone is insufcient to maintain | e

per sonal in nature and threaten one’s dignit

Organi sational contextual factors may al s
this moderating efect. A service sector wor
' imits employees’ freedom to express emoti
beahvi our . Recent research on emotional regul
high demands for emotional managemPAOOkhAIl we
OAOT OQAA® rdke iwed AOQKAM2022). Thi sOM B A&tdsinon pr
being expressed optimally, as employees’ re
rules and service expectations.

The overall fndings of this study make an

t h O & Mdbles not always function as a moder a
ET OAOPAOOTdmdl CEOI OO QldieA Telf & ¢t PAOOE S Ahs OAODT (

been shown to depend heavily on the intensi:
wel | as the contextual support avail abl e. T
resource management and organisationat ®&ehayv
combination of personal resources and syster

the sust axiinabbiATiGQACAIfAT O8

)y I Bl EAAOGETT O T &£ OEA 2A0OAAOAE &ETAET CO
Theoretically, this study has implicatior
management research, ADOG il AAudx EOIBYE AET AGlii it iOo
OMa&AAADhe fndings ofOEtAhi*s AszRKyOI0R@ 04 pA E@UN
which expElaA nAAdinhalAO OADOOOOAADY have a dire
empl oyees, but al so i nfuence one anot her
engagement. The RAOOON i AOnkd A&Od I EOWAA InAA &
a signifcant O&da txil O& -biifaoitd Aot A Ovidh & A A U
was not found to signifcantly mitigate this
Il n practical terms, the fndings of this s
by the Prama Sanur Beach Bali Hot el and ot he
and enhGibAkinigOE MAITEAICIAOIAEIOAwWhen faceElT Wi th
AAT AsAOhAGGOT I AO. EBAEOET &€OUt he omOd d it @&if iAv e
frequent | yAG®ieirAiGe npleABOKIUBGU |y in the form
seeking Bhitendiitomati on has the posenviak gaa
which may ultimately &Odd®ittEd Apgxdstbi ¢ ormpIrail m
| evedl OEf AT CAQMhiIiAIND supports their work ethi
their perceived work energy remains at a moc
to be standardised withoiOl 1Ot &d Apessess mod
|l evebODBM @&@fAAEnabling them to feel confdent ar
guest needs; however, tlyied Ibewveal saff ce¢d @mftdedrc

mitigate the nfe@®QiiivAeOo irkn pBEcGEToRFAYAT AT O
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This study has Fsawdrl al, AtpAASte: g na | i mi t
the study’s ability to capture tempor al dyr
regarding the r dOOOI 6 AQD EDAEEOFHEDR AT CACAIT Al
Secondl vy, OfhADiusét raufment s may introdddd iperc
i AGET A ABEAOdIly, the study’s scope, which is

industry sector, restricts the generalisabil
only OéhakMAsU a moder gt ath,at moamiem rel evant p
organi sational vari abl &3 fwhrethet abseommoad
approach demptthsuvuaderstanding of employees’ g
research is recommended E@ARAQEHA &4 glinho n geixtpuadchidn
research context, and t est additional var

understanding.

#1 1 Al OOCET 1
The conclusions that can be drawn from t

1 #0001 1T AOhEBABOEIIEEOU fcant xh©fatAiTvCA@B g & Ot
AOT 1 ©1 &1 Aat the Prama Sanur Beach Hotel in
hi gher the intensity of rude behaviour expe
the | «V®EFE &f CAGAVEDT OH1 #1 A Repeat AdOOh § Adn ¢
ET AEW&Y &€ Otyhe potential to reduce staf ener
carrying out their duties.

283 AA&A AvAY not found to weakeAOOOk|I Aedrad ABOEI
xT OE AT CAAmERI i&Otl &£ Aat t he Prama Sanur Beac
resul ts | GMiagE\akiAs® & hradt have a signifcant in
weakening or strengtheni AQOOhieAdemdAEDE] B G
AT CACAI Alh@se fndings suggestcdomfadereanp |l ioy et
abilities has not yet been able to act as
i mpact of rude customer behaviour on wor k €

2AAT T 1T AT AAGETTO

The recommendations that can be made base
foll ows:
1The most preAh@dO@nit A® omimAde @EhieE@the with the ¢
reducBOh § &1 8k ROE A1 GACAd Ad®Omeaning verbal Dbe
speaking in a raised tone, a tendency to
responsibility, and treatment that conveys
Management is advisedi hg empboyéese psyehgl
t hrough customer service training based on
t rmaing in emotional comptrreclsuamrd seregulcaet son u
in assertive and efective communication wkh
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conficts, and training in adaptive stress |

probd$4elmvi kr@a,l mg mlgf t echni ques, and schedul i ng¢
hour s. |t I's hoped that sucthonfrdaemaegi nwidé
with service pressures, enabling them to m
al so st r OrOPtArOEidieg83O06i n providing consisten
Providing access to counselling services a

protect employees from rude customer behayv
empl oxyé ©&' AT CwAICtAH iArdi Gat ehri ggiht y service enviro
EnhanOk A RAGERNIAEBOT 1 &1t 81 Ais a relevant strate
strengthen employees’ psycholA@0d@lallAQ eBliAR(
during service interactions. AORFBADPEsrese.
not act as a signifcant modefdénog ~vamainbs
s a personal resource that supports indiuvi
motional demanManadgeméaret rmwoEO el ksl uirf eA f tehed t
angible organiwheénodedl smgppwrth un , so th
ense <oofn fsdeelnffce i n managing challenging wor
emonstrated through the provision of appr
erformance, whbcenbantirnbueepl oyees’ sens
ewdrt h. Such reinforcement can help empl o
rofessionalism in complex service situat:i
mpl oyees in devel emiireg JywghAowdidIAIOngET AEQ
ncluding pl anning for assertive communi c
tandards, and clear, structured procedur es
nd cusTbeempgovision of clear operational
eporting mechanism can enhance empl oyees’
h e i mpl ementati on of t hese measures i s
sychol ogical 8t &lliveislyOR nAliGRusknalmiOan sgiht y
ervice edwi nonmegmtat ed approach combining
esources and organisational support i's ke
ustomer incivility more efectively.

uture research is encouraged to consider t
ITA $A2ADROORA® ajmevor k, incEUAi Ads uacdhd Oas on
emotional workload, role cotifliActOAHn dDOARDe
supervisor support, role clarity axldOBrgan
AT CACAIl Kubure research could also examine
byAOOOI i AO, Es AEBDEIarssOUemoti onal exhaustion,
perf ocremanand turnover intention, to gain a
the dynamics of j ob demands and resources
research expandEQitisOtiskdioAne 1t dryeoPd ama Sanur
or consider alternative research | ocations
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