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ABSTRACT

Workplace incivility is a widespread phenomenon in society and a factor that can lead to significant negative consequences
among employees in a hotel's restaurant, customers, and the hotel enterprise as a whole. This study aimed to investigate the
effects of experiencing incivility on emotional exhaustion, perpetrated incivility, service sabotage, and work-family conflict
among the employees of a restaurant in a deluxe hotel. A total of 300 data samples from employees working at the restaurant
were collected, of which 248 were used for analysis. The results of the regression analysis indicated that the incivility of both
the supervisors and customers had significant positive effects on emotional exhaustion. However, the results indicated that the
incivility of the supervisors had a greater negative effect on employees. It was also found that emotional exhaustion had a
significant impact on perpetrated incivility, service sabotage, and work-family conflict. Therefore, hotel enterprises must devise
an effective counterplan to protect employees from workplace incivility and minimize their emotional exhaustion. Implications,
limitations, and future research directions were also discussed.
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Table 1. Demographic characteristics of samples

(n=248)
Characteristic n (%)

Male 148 (59.7)

Gender
Female 100 (40.3)
Single 141 (56.9)

Marital status
Married 107 (43.1)
20s 69 (27.8)
30s 81 (32.7)
Age

40s 70 (28.2)
>50s 28 (11.3)
F&B 127 (51.2)

Position
Cook 121 (48.8)
Less than 1 year 42 (16.9)
1~3 years 37 (14.9)
Tenure 4~5 years 22 ( 89)
6~10 years 41 (16.5)
11 years or more 106 (42.7)
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Table 2. Results of exploratory factor analysis and reliability analysis

Factors Items Factor loadings Eigen value Variance (%) Cronbach’s a
CWI1 0.798
CWI2 0.814
CWI3 0.835
Coworker’s incivility 16.033 42.193 0.972
CWH4 0.822
CWIS 0.842
CWI6 0.834
CI1 0.863
CI2 0.882
CI3 0.814
Customer’s incivility 4.164 10.957 0.953
Cl4 0.863
CI5 0.839
CI6 0.828
SS1 0.744
SS2 0.720
SS3 0.746
Service savotage 4.010 10.553 0.928
Ss4 0.769
SS5 0.847
SS6 0.810
PI1 0.800
P12 0.755
o PI3 0.784
Perpetrated incivility 2.932 7.716 0.932
P14 0.701
PIS 0.684
PI6 0.683
S11 0.744
S12 0.720
SI3 0.746
Supervisor’s incivility 1.850 4.868 0.961
S14 0.769
SIS 0.847
Si6 0.810
EEl 0.839
EE2 0.899
Emotional exhaustion 1.190 3.130 0.929
EE3 0.894
EE4 0.819
WEFC1 0.867
WEFC2 0.867
Work-family conflict 1.081 2.844 0.943
WEC3 0.849
WFC4 0.844

Kaiser-Meyer-Olkin test: 0.931

Total variance power: 82.261%
Bartlett’s test sig: 0.000
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Table 3. Result of correlation analysis between variables
Mean:+S.D. 1 2 3 4 5 6
1. Supervisor’s incivility 3.18+1.68 1
2. Coworker’s incivility 2.55+1.54 0.768" 1
3. Customer’s incivility 3.66+1.71 0.391" 0.365™" 1
4. Bmotional exhaustion 4.80+1.50 0.314™ 0.222™" 0.349™" 1
5. Service sabotage 2.52+1.30 0.394™ 0.340™ 0.432"" 0.197™ 1
6. Work-family conflict 4.19+1.60 0.392" 0.423™ 0.308"" 0.470™ 0.288"" 1
7. Perpetrated incivility 2.74+1.33 0.590™" 0.567" 0.323" 0.200™ 0.677" 0.324™"
" p<0.001.
Table 4. Result of regression analysis
. . ndardizs
Dj:ﬁ;’s;m Inizrr);r;‘ljzm Unstandardized coefficients Scfe?f?cinfj value pvalue VIF
B Std. Error B
(Constant) 3.368 0.230 14.613 0.000™
Emotional Mg 0.248 0.083 0.278 2.982 0.003" 2.526
exhaustion CWI -0.089 0.089 -0.091 —0.993 0.322 2.469
CI 0.239 0.056 0.273 4268 0.000™" 1.195
R*=.162, adjusted R*=0.152, F=15.767, p-value=0.000
Perpetrated (Constant) 1.883 0.279 6.751 0.000™"
incivility EE 0.178 0.055 0.200 3.207 0.002" 1.000
R’=0.040, adjusted R*=0.036, F=10.285, p-value=0.002
Service (Constant) 1.703 0.273 6.230 0.000""
sabotage EE? 0.171 0.054 0.197 3.143 0.002" 1.000
R’=0.039, adjusted R*=0.035, F=9.881, p-value=0.002
Work-family (Constant) 1.784 0.302 5912 0.000™"
conflict EE 0.501 0.060 0.470 8.345 0.000™" 1.000

R*=0.221, adjusted R*=0.217, F=69.643, p-value=0.000

Y SI: Supervisor’s incivility, CWI: Coworker’s incivility, CI: Customer’s incivility.

2 EE: Emotional exhaustion.
™ p<0.01, ™" p<0.001.
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