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Penelitian ini bertujuan untuk mengetahui bagaimana ketidaksopanan
pelanggan dapat memengaruhi keterlibatan kerja karyawan garis depan
serta bagaimana efikasi diri memoderasi hubungan antara ketidaksopanan
pelanggan dan keterlibatan kerja karyawan garis depan. Penelitian ini
menggunakan teknik pengambilan sampel jenuh atau sensus, yang termasuk
dalam kategori non-probability sampling, dengan sampel sebanyak 70
partisipan. Data untuk penelitian ini diperoleh melalui kuesioner dan
wawancara. Analisis data menggunakan Moderated Regression Analysis
(MRA) dengan bantuan perangkat lunak Statistical Package for the Social
Sciences (SPSS). Hasil analisis menunjukkan bahwa ketidaksopanan
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mereka mengalami ketidaksopanan pelanggan
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INTRODUCTION

The quality of service provided by employees to
customers can affect not only customer satisfaction
but also customer loyalty (Prentice et al., 2020).
To maintain the quality of their employees' work,
companies must also maintain the quality of
employees who work in their business; this includes
the emotional condition of their employees. This
is important because employees’ emotions can
affect their attitudes, intentions, and behaviors,
both in and out of the work environment (Hwang
et al., 2021). One element that can affect the
emotional state of employees is customer behavior;
for example, customer incivility or customer

unfriendliness (Boukis et al., 2020).

Customer incivility, as an aspect of workplace
incivility (Anderson & Pearson, 1999), is seen by
employees as deviant behavior among customers
(Sliter et al., 2010). Customer incivility, when
compared to more overt forms of customer
misbehavior such as overt physical aggression, is
more dangerous and more intense (Schilpzand et
al., 2016), tends to be milder but more frequent,
and is understood by employees as customer
misbehavior. Misbehavior is characterized by
rudeness, such as speaking loudly, and disrespect,
such as addressing employees inappropriately (Zhu
et al., 2019). Anderson and Pearson (1999) show
that incivility can occur when a person receives
unfriendly treatment from others. A person who is
the object of such behavior may vent the negative
influence experienced by behaving unfriendly
towards others as well (Anderson & Pearson, 1999)
unconsciously as a result of the negative emotions
triggered by the unfriendly behavior received (Blau
& Anderson, 2005). Customer incivility must be
considered by companies because it can reduce
service performance among employees (Hur et
al., 2022). Customer incivility can also negatively
affect work engagement (Wang & Chen, 2020) and
employees' desire to perform extra-role services,
which are important to ensure customer satisfaction
(Zhu et al., 2019).

Frontline employees have more interactions with
customers than back-office employees and are
more likely to encounter unfriendly customers
compared to others (Zhu et al., 2019); this is the
case in the hospitality industry (Ugwu et al., 2021).
Frontline employees at the two properties managed
by PT Graha Operational Properti, namely The
Seminyak Suite Private Villa and The Bene Hotel,
experience this phenomenon as part of their daily
routine and challenges when interacting with guests
at work. The first respondent for the interview in this
study is in a management position and mentioned
that customer incivility is commonly experienced
by frontline employees at both properties. This
claim is supported by a statement from the second
respondent, who holds a position as head of a
frontline department, that customer incivility is part
of the job of a frontline employee, and the longer
someone works in a frontline position, the more
experience the employee will have in dealing with
unfriendly guests.

According to the first and second respondents,
customer incivility can be caused by guests
who have bad traits such as arrogance and
obnoxiousness and do not understand the culture of
courtesy. In these cases, the emotional condition of
the guest when present at the hotel and the service
received is not in accordance with what is expected.
Reports about customer incivility occur when
customers complain to frontline employees and get
angry, raise their voices when talking, and ask to be
served by other employees or the employee's boss.
The second respondent mentioned that several
times he has seen customer incivility in guests who
demanded services above the ability that the hotel

could provide.

Work engagement or employee attachment to
their work is a motivational factor that employees
face at work (Bakker & Demerouti, 2017). Work
engagement is generally defined as a positive state
of mind, satisfying, and related to the work they
have (Schaufeli et al., 2002). Customer incivility, as

a form of bad behavior by customers experienced
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by frontline employees, is predicted to reduce work
engagement among frontline employees. Work
engagement, which is understood as a positive
state of mind owned by employees about their
work, is predicted to be increasingly difficult to
maintain by employees when they receive customer
incivility, which the employees view as negative
and an additional burden in their work (Anderson
& Pearson, 1999; Schaufeli et al., 2002).

Several studies have shown the relationship
between customer incivility and work engagement.
Research by Wang and Chen (2020) on 500 frontline
employees who work in tourist hotels in the Taiwan
area shows that customer incivility has a direct
negative effect on work engagement. Employees
consider customer incivility to be a burden during
work, and if employees do not have sufficient
resources to accept this burden, their work
engagement and possibly their work performance
decrease (Wang & Chen, 2020). Jang et al. (2020)
also examine the effect of customer incivility on
work engagement among 400 employees with
positions as dealers at Kangwon Land Casino in
South Korea. They show similar results, finding
that customer incivility has a direct negative effect
on work engagement. Employees who often
experience customer incivility may be in a state of
stress because they are more sensitive to losing the
resources they have, which causes employees to
hesitate to use additional resources to overcome the
customer incivility they face (Jang et al., 2020). High
stress causes burnout, which can cause a decrease

in employee work engagement (Jang et al., 2020).

Self-efficacy is also predicted to reduce the
negative impact of customer incivility on employee
work engagement. Customer incivility, which is
considered by employees as deviant behavior by
customers, is predicted to have a negative impact
on employees' state of mind and emotions, but
this negative impact is predicted to be less on
employees who have high self-efficacy, because
employees who have high self-efficacy believe
that they can do their jobs under any conditions

(Anderson & Pearson, 1999; Bandura, 1977;
Schaufeli et al., 2002).

Some research results have shown the ability
of self-efficacy to reduce the negative impact
on employee emotional conditions caused by
various factors. Rhee et al. (2017) examined
450 frontline employees of 5-star hotels in South
Korea and showed that self-efficacy reduces the
negative impact of coworker incivility on emotional
exhaustion. The positive relationship between
coworker incivility and emotional exhaustion
becomes weaker in employees who have high
self-efficacy compared to employees with low
self-efficacy (Rhee et al., 2017). Employees with
high self-efficacy may be less affected by unfriendly
coworker behavior because they are equipped
with a sense of trust in their work competencies
(Rhee et al., 2017). Naeem et al. (2019) observe
388 full-time employees in China and show that
self-efficacy with emotional regulation or emotion
control can influence the direct effect of familial
incivility on negative emotions or negative emotions
and the indirect effects on behavioral workplace
incivility or unfriendly behavior at work. The direct
positive relationship between family incivility and
negative emotions is weaker for employees who
have high self-efficacy for emotional regulations
(Naeem et al., 2019). Self-efficacy for emotional
regulations also affects the indirect relationship
between familial incivility and behavioral workplace
incivility, in which the relationship will be weaker
for employees who have high self-efficacy for

emotional regulations (Naeem et al., 2019).

The relationship between customer incivility, work
engagement, and self-efficacy can be explained
using Job Demand-Resource (JD-R) theory. JD-R
theory is popularly used in research to explain
how job characteristics can affect employee strain
or well-being in an organization (Demerouti et al.,
2001). Job demands refer to the various demands
of the job that require employee effort, while job
resources refer to the various aspects of the job

that can serve to help employees meet their job
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demands (Demerouti et al., 2001). This study
considers customer incivility to be a job demand
faced by frontline employees during work, while
self-efficacy is considered a job resource among

frontline employees.

Job demands and job resources owned by employ-
ees based on JD-R theory can affect employees’
work performance (Bakker & Demerouti, 2017).
Job resources received by employees during work
will increase their motivation, which leads to an
increase in employee work performance (Bakker
& Demerouti, 2017). Job demands that employees
have during work will increase their work tension,
which leads to a decrease in employee work perfor-
mance (Bakker & Demerouti, 2017). The influence
of job resources on employee motivation can be
weakened due to the presence of job demands
that employees have during work. Job demands
also influence job strain, but this effect can be
weakened when employees have job resources
(Bakker & Demerouti, 2017). Customer incivility,
which is considered a job demand in this study, is
predicted to reduce work engagement as a motiva-
tional factor owned by employees, and self-efficacy,
which is considered a job resource in this study,
is predicted to reduce the negative influence that

customer incivility has on work engagement.

Literature Review and Hypothesis Development
Work engagement is a positive, satisfying, work-
related state of mind characterized by vigor,
dedication, and absorption and reflects an
employee's mastery of the skills required by
the job (Schaufeli et al., 2002; Wang & Chen,
2020). Individuals with high work engagement
connect their personal values with their work to
fulfill themselves physiologically, cognitively, and
emotionally, thus allowing them to take initiative
and be dedicated to their work (Kahn, 1990).
Employees who have energy, mental resilience,
high enthusiasm, and full concentration on their
work demonstrate a high sense of attachment
to their work (Schaufeli et al., 2002; Bakker &
Demerouti, 2017).

JD-R theory explains that job demands placed on
frontline employees are predicted to reduce their
motivation (Bakker & Demerouti, 2017). This study
assumes that customer incivility, seen as a job
demand for frontline employees, is predicted to
reduce the level of work engagement, a motivation
factor for frontline employees. The addition of job
demands from customer incivility increases the
strain on employees, which leads to a reduction
in motivation, specifically work engagement. This
assumption is supported by Wang and Chen (2020),
who consider customer incivility as a burden
employees receive during work, and if employees
do not have sufficient resources to accept this
burden, their work engagement decreases, and

their work performance is potentially reduced.

Several studies have examined the relationship
that customer incivility has on work engagement.
Zhu et al. (2019) show that employees who
receive unfriendly treatment from customers
(customer incivility) are predicted to experience a
reduced sense of attachment to their work (work
engagement). This makes employees reluctant to
provide extra-role services to unfriendly guests.
Another study by Jang et al. (2020) shows that
employees who often receive customer incivility
can be in a state of stress because they are
more sensitive to losing the resources they have.
Furthermore, high stress causes burnout, which
leads to a reduction in work engagement among
employees. Mostafa (2022) shows that employees
who serve guests expect to have good and friendly
social interactions, but when serving guests who are
not friendly, these expectations are not met, and the
unmet expectations can reduce employees’ work

engagement.

H1: Customer incivility negatively affects work

engagement.

Self-efficacy is defined as a person's belief or
confidence about his or her ability to mobilize the
motivation, cognitive resources, and actions needed

to successfully carry out a task in a particular
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context (Stajkovic & Luthans, 1998). Self-efficacy is
amajor driving factor for someone to do something
(Bandura, 2012). Frontline employees can assess
the ability they have to do a job well based on
information they get from previous performance
achievements, experiences, professional feedback
from others, verbal persuasion within the work
environment, and physiological and emotional
conditions among frontline employees (Bandura,
1977; Van der Bijl & Shortridge-Baggett, 2001).

According to JD-R theory, job resources owned
by frontline employees are predicted to reduce
the negative influence that job demands have on
employee motivation factors (Bakker & Demerouti,
2017). JD-R theory also explains that personal
resources, such as self-efficacy, can play the
same role as job resources (Bakker & Demerouti,
2017). This study assumes that self-efficacy as a
personal resource among frontline employees is
predicted to reduce the negative influence that
customer incivility has on work engagement.
Self-efficacy is an additional resource to fulfill job
demands that frontline employees have during
work. The existence of additional resources that
can be applied by frontline employees to deal with
customer incivility will reduce the depletion of job
resources owned by frontline employees in their
efforts to meet additional job demands, namely
customer incivility. This assumption is supported
by Rhee et al. (2017), who examine the role of self-
efficacy in moderating the relationship between
coworker incivility and emotional exhaustion. They
find that employees with high self-efficacy are likely
to be less affected by the behavior of unfriendly
coworkers because they have confidence in their
work competence or self-efficacy.

Several studies have examined the role of self-
efficacy in moderating the relationship between
several variables. Research by Naeem et al.
(2019) shows that self-efficacy for emotional
regulation or emotion control can change the
direct effect of family incivility or family members'
unfriendliness on negative emotions and the

indirect effects on behavioral workplace incivility
or unfriendly behavior in the workplace. The direct
positive relationship between family incivility and
negative emotions is weaker for employees who
have high self-efficacy for emotional regulations
(Naeem et al., 2019). Self-efficacy for emotional
regulations also affects the indirect relationship
between family incivility and behavioral workplace
incivility, for which the relationship will be weaker
for employees who have high self-efficacy for
emotional regulations (Naeem et al., 2019). Another
study by Makara-Studzinska et al. (2019) shows
that self-efficacy can moderate the relationship
between stress and professional burnout. Self-
efficacy is predicted to generate greater work
engagement and enthusiasm, which can play a
moderating role between stressful situations and
feelings of disappointment with work (Makara-
Studzinska et al., 2019). Self-efficacy can influence
greater confidence in one's coping strategies in
both demanding and undemanding situations at
work (Makara-Studzinska et al., 2019). Another
study by Adil et al. (2020) shows the ability of self-
efficacy to moderate the relationship between work
engagement and creative work involvement, and
employees who have high creative self-efficacy are
more likely to engage in work that requires creative
behavior.

H2: The negative effect of customer incivility on
work engagement owned by frontline employees
becomes smaller for frontline employees who have
high self-efficacy.

METHODS

This research uses a quantitative approach because
the data used is in the form of numbers. This
research is causality associative research, which is
research used to determine the causal relationship
between one variable and another. The variables
in this study are work engagement (Y) as the
dependent variable, customer incivility (X) as the
independent variable, and self-efficacy (M) as the
moderator variable.
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This research was conducted in two locations,
namely The Bene Hotel and The Seminyak Suites
Private Villa, managed by PT Graha Operational
Properti. This location was chosen because its
frontline employees demonstrated a phenomenon
regarding customer incivility or customer
unfriendliness, which can affect work engagement
or work attachment. There are differences in the
level of work engagement owned by employees
who work at PT Graha Operational Properti. The
selection of The Bene Hotel and The Seminyak
Suites Private Villa as research locations is also
based on the absence of previous research that
discusses customer incivility, work engagement,

and self-efficacy.

The population in this study comprises employees
of The Bene Hotel and The Seminyak Suites Private
Villa, all of whom are in the front office department,
housekeeping department, food and beverages
department, and security department. These two
properties are managed by PT Graha Operational
Properti, with 70 workers. This study uses saturated
or census sampling techniques, which are included
in the non-probability sampling category. The

number of participants in this study is 70 people.

One method for analyzing the moderating variables
is moderating regression analysis. Moderation
regression analysis is a regression analysis that
involves moderating variables in building its
relationship model (Solimun et al., 2017). The
relationship model formed in a study if it does

Table 1. Moderated Regression Analysis

not have a moderating variable is referred to as
regression analysis only. Without the moderating
variable, the analysis of the relationship between the
independent variable and the dependent variable
can still be carried out. All assumptions of regression
analysis apply in moderation regression analysis,
meaning that the assumptions in moderation
regression analysis are the same as those in the
regression analysis (Solimun et al., 2017).

RESULT AND DISCUSSION

Moderated Regression Analysis

This study examines the effect of customer incivility
on work engagement. This study also examines
the role of self-efficacy in moderating the effect
of customer incivility on work engagement. This
research uses the SPSS 25.0 program to analyze
the results of the answers of frontline employee
respondents who work at PT Graha Operational

Properti.

Based on the results of the Moderated Regression
Analysis in Table 1, the structural equation formed

can be formulated as follows.

Y =4.109 - 0.864X - 0.021M + 0.219 X*M

Customer Incivility on Work Engagement

The results of hypothesis testing on the effect of
customer incivility on work engagement in Table
1 show that the customer incivility variable has
a regression coefficient value of -0.864 and a Sig.
value of 0.000. Thus, it can be concluded that

Unstandardized Coefficients Standardized
Model B Std. Error Coefficients t Sig.
Beta
(Constant) 4.109 0.871 4.717 0.000
Customer Incivility -0.864 0.235 -0.774 -3.683 0.000
Self-Efficacy -0.021 0.243 -0.021 -0.088 0.930
Customer 0.219 0.070 0.779 3.148 0.002

Incivility*Self-Efficacy

Dependent variable: Work engagement

Primary Data, 2023
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HO is rejected and Ha is accepted, because the
Sig value is 0,000 < 0,05. This result shows that
customer incivility has a significant negative effect
on work engagement. These results also show that
the increasing customer incivility felt by frontline
employees reduces the level of work engagement
possessed by frontline employees of PT Graha
Operational Properti. The first hypothesis in this

study is accepted.

Self-Efficacy Moderate the Effect of Customer
Incivility and Work Engagement

The results of testing the hypothesis of the role of
self-efficacy in moderating the relationship between
customer incivility and work engagement in Table
5.8 show that the interaction of customer incivility
and self-efficacy has a regression coefficient
value of 0.219 and a Sig. value of 0.002. Thus, it
can be concluded that HO is rejected and Ha is
accepted, because the Sig value is 0,002 < 0,05.
This shows that self-efficacy can moderate the
effect of customer incivility on work engagement
at PT Graha Operational Properti. The resulting
moderating effect is to weaken the relationship,
which means that if frontline employees have a high
level of self-efficacy, they can maintain or increase
their level of work engagement even though these
employees experience customer incivility behavior.
The self-efficacy variable in this study can be said
to be pure moderation, and this is evidenced by the
effect of self-efficacy on work engagement, which
has a sig value of 0.930> 0.05. The value obtained
in this study suggests that the interaction between
self-efficacy and work engagement is insignificant.
Another interaction relationship between self-
efficacy and customer incivility has a sig value of
0.002 <0.05, which can be said to have a significant
effect. The existence of moderating variables is
purely only as a moderating variable and does

not act as an independent variable, so the second

Table 2. Coefficient of Determination

hypothesis in this study is accepted.

Coefficient of Determination

A determination analysis in this study was conducted
to determine the extent to which the variation
of independent variables, namely X (customer
incivility), M (self-efficacy), and XM (interaction of
customer incivility and self-efficacy) between the
variable Y (work engagement). A small R2 value
means that the ability of the independent variable to
explain the dependent variable is very limited, while
a value close to one means that the independent
variable provides almost all the information needed
to predict variations in the dependent variable
(Ghozali, 2018).

Table 2 shows that the r square value r*x) = 0.647.
The analysis uses the following formula:

D =r’x 100%
D = 0,647 x 100%
D = 64,7%

The R2 value = 64.7% shows that there is 64.7 percent
work engagement among PT frontline employees.
Graha Operational Properti is influenced by the
variables customer incivility, self-efficacy and the
interaction of customer incivility and self-efficacy,
while the remaining 35.3 percent is influenced by

other variables not examined in this research.

Model Feasibility Test (F test)

Ghozali (2018) explains that the F test basically
shows whether the independent or independent
variables included in the model influence the
dependent or dependent variable. The F test in this
study aims to determine whether the moderation
regression model in this study is suitable for use. The
F-test was carried out by looking at the significance
values in the ANOVA table with the help of the SPSS

R R Square

Adjusted R Square

Std. Error of the Estimate

0.805° 0.647

0.631

0.65263

Primary Data, 2023
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Table 3. Model Feasibility Test (F Test)

Model Sum of Squares df Mean Square F Sig.
Regression 51.577 3 17.192 40.364 0.000
Residual 28.111 66 0.426
Total 79.688 69

program. If the ANOVA significance value < a, then
the model in this research is said to be suitable for
use (Ghozali, 2018). The error margin in this study
is 5% with a confidence level of 95%. The results
of the model feasibility test in this research can be

seen in Table 3.

The results of the model feasibility test analysis
in Table 3 show that the FSig. amounts to 0.000 <
0.05. It can be concluded that customer incivility,
self-efficacy, and the interaction of customer
incivility and self-efficacy simultaneously have a
significant effect on the work engagement of PT
frontline employees. Graha Operational Properti, or
the moderation regression model in this research,
is suitable to be used to analyze the influence of
customer incivility on work engagement and the
role of self-efficacy in moderating the relationship

between customer incivility and work engagement.

MANAGERIAL IMPLICATION

Frontline employees at PT. Graha Operational
Properti on average feel that the company quite
often accepts customers’ incivility. This can lead
to a decrease in the quality of service for guests
who behave unfriendly, which can cause guests
to complain because they feel that the service is
not in accordance with what they should receive.
Customers’ incivility that is most often received
by frontline employees in carrying out their work
comes in the form of guests calling to frontline
employees rudely, such as "woy mas" or "you
there", as an attempt by guests to get the attention
of frontline employees. This can lead to frontline
employees not having the desire and enthusiasm
to serve these guests because their behavior is
not in accordance with the norms of politeness
trusted by frontline employees. Graha Operational
Properti on average has strong work engagement.

This can increase employee morale while working,
which leads to increased employee performance.
Frontline employees feel they only have enough
energy while working. This can lead to frontline
employees being moderate in serving guests and
making no effort to provide more service to guests
to ensure guests feel happy during their stay. Graha
Operational Properti on average has sufficient
self-efficacy. This can lead to frontline employees
feeling confident when serving guests and feeling
more capable of fulfilling guests' wishes. Frontline
employees feel capable of adapting to meet the
demands of their work. This can lead to employees
feeling more capable of handling guest wishes or
dealing with unfriendly guest behavior.

CONCLUSION

This research supports the theory used, or JD-R
theory, which explains not only the relationship
between job demands and job resources owned
by frontline employees but also how job demands
influence the relationship between job resources
and employees as well as job resources. Such
resources can influence the relationship between
job demands and employees, which indicates the
ability to moderate job resources or job demands.
The results of this research show that customer
incivility behavior witnessed by frontline employees
can influence the level of work engagement that
these employees have. The self-efficacy of frontline
employees can influence the impact of customer
incivility on the employee's work engagement level.
The research results show that the effect of
customer incivility on work engagement is
significantly negative and that self-efficacy can
weaken the negative impact of customer incivility
on work engagement. The results of the data
analysis from frontline employee respondents at

Graha Operational Properti are in accordance with

- 288 -



I Made Siddhi Wisesa & Agoes Ganesha Rahyuda / Does Self-Efficacy Moderate the Effect of Customer Incivility on Work Engagement? / 281 - 292

the initial hypothesis, namely that customer
incivility, which is seen as an additional job demand
for frontline employees, can reduce the level of
work engagement which is included in the
motivation factor of frontline employees. The
addition of job demands from customer incivility
will increase the tension experienced by frontline
employees, which leads to a reduction in the
motivation factor, namely work engagement. Self-

efficacy as a personal resource possessed by

frontline employees can reduce the negative
influence caused by customer incivility on the level
of work engagement. Self-efficacy becomes an
additional resource to meet the additional job
demands on frontline employees while working.
The existence of additional resources owned by
frontline employees will reduce the depletion of job
resources owned by frontline employees in their
efforts to meet additional job demands, namely

customer incivility.
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