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Abstract: 

In many service industries within developing economies, frontline employees are frequently exposed to 

discourteous and disrespectful customer behav-iour while operating under demanding and resource-

constrained conditions. Guided by Social Exchange Theory and Organizational Support Theory, this 
study examined the effects of customer incivility on positive customer-oriented behaviour (PCOB) 

among frontline employees in Ghana’s hospitali-ty industry, with particular attention to the moderating 

role of primary job sta-tus. Data was collected through a structured questionnaire administered to 410 

frontline employees working in hotels, restaurants, and resorts across Ghana. The data was analysed 

using partial least squares structural equa-tion modelling (PLS-SEM) with SmartPLS 4. The findings 

reveal that cus-tomer incivility has a significant positive effect on positive customer-oriented behaviour, 

indicating that employees often respond to low-intensity deviant customer actions by intensifying 
courteous, professional, and service-focused behaviours. Also, primary job status significantly 

moderates this relationship, such that the positive influence of customer incivility on PCOB is stronger 

for employees with more secure employment arrangements and weaker for those in temporary or casual 

positions. This study contributes to the service management literature as empirical evidence from a 

developing-country context and by clarifying how primary job status conditions employ-ees’ positive 

behavioural responses to customer incivility. 
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Introduction / Background 

Service environments are characterised by frequent and emotionally charged interactions between 

customers and frontline employees, increasing the likelihood of interpersonal mistreatment such as 

rudeness, impatience, dismissive language, and disrespectful behaviour (Liu, Park & Hwang, 2025; 
Yang & Lau, 2024). These low-intensity deviant behaviours, commonly conceptualised as customer 

incivility, violate norms of mutual respect and courtesy and undermine employees’ emotional resources, 

dignity, and psychological wellbeing (Zhang, Zhu, & Huang, 2025; Mostafa, 2022). 

Recent works show that repeated exposure to customer incivility disrupts emotional regulation, 

increases stress, and weakens employees’ capacity to sustain high-quality service performance (Li, Kim, 

& Qu, 2024; Chen, Liu, & Lee, 2023). In hospitality settings, where emotional labour and customer 

contact are constant, such behaviours are associated with emotional exhaustion and declining service 
consistency (Kim & Qu, 2022; Karatepe & Kilic, 2022). However, contemporary research challenges the 

assumption that customer incivility leads only to negative responses. 

Emerging studies suggest that frontline employees often respond to customer incivility by maintaining 

or strengthening positive customer-oriented behaviour (PCOB), including politeness, patience, empathy, 

and proactive service delivery (Yagil, 2024; Wu, Qiu, & Zhang, 2022). These behaviours reflect efforts 

to uphold service standards despite interpersonal provocation and are frequently driven by professional 

identity and organisational expectations (Grandey, Kern, & Frone, 2023). This aligns with Social 

Exchange Theory, which posits that employees reciprocate organisational expectations through 
continued prosocial behaviour, even under adverse conditions (Cropanzano, Anthony, Daniels, & Hall, 

2017). 

Within developing-country contexts such as Ghana, the hospitality industry plays a significant role in 

employment generation, tourism promotion, and foreign exchange earnings. National statistics indicate 

that accommodation and food service activities contribute notably to GDP and urban employment, 

reinforcing the sector’s economic importance (Ghana Statistical Service, 2022, 2025; Ghana Tourism 

Authority, 2023). Frontline hospitality employees in Ghana often operate under challenging employment 
conditions characterised by irregular schedules, long working hours, and high emotional labour 

demands, which heighten exposure to customer incivility. 

An important yet underexplored factor is primary job status, including distinctions between permanent, 

contract, and casual employment. Employment status influences access to organisational resources, 

job security, and perceived organisational support (Karatepe & Olugbade, 2022; De Cuyper et al., 2019). 

Employees in secure positions are better able to regulate emotions and sustain positive service 

behaviours than those in precarious roles (Lee & Gong, 2024; Ugwu, Onwubiko, & Chukwu, 2022). 
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Drawing on Organizational Support Theory, employees who perceive greater stability and support are 

more likely to maintain PCOB when facing incivility (Eisenberger, Malone, & Presson, 2016). 

Despite growing international evidence, empirical research on how primary job status moderates the 

relationship between customer incivility and positive customer-oriented behaviour remains scarce in 

Sub-Saharan Africa. Most studies focus on psychological strain or turnover intentions, offering limited 
insight into adaptive service responses in precarious employment contexts (Yang & Lau, 2024; Kim & 

Qu, 2022). 

The present study therefore investigates how customer incivility influences positive customer-oriented 

behaviour among frontline hospitality employees in Ghana and examines the moderating role of primary 

job status. The study contributes to service management literature by extending understanding of 

adaptive service behaviours in developing-country contexts and highlighting employment security as a 

contingency shaping frontline service performance. 

Statement of the Problem 

Customer incivility remains a persistent and escalating challenge in hospitali-ty organisations, posing 

serious implications for employee wellbeing and service quality (Kotzé & Mostert, 2025; Abdul Hamid & 

Subramaniam, 2024). Customer incivility manifest in many ways; rudeness, impatience, dismissive 
communication, and disrespect, customer incivility depletes emotional re-sources, heightens stress, and 

undermines employees’ ability to perform effectively (Yang & Lau, 2024; Sunaryo et al., 2023). These 

effects are par-ticularly pronounced among frontline employees who must sustain positive service 

interactions regardless of customer behaviour. 

Although existing research documents the adverse psychological outcomes of customer incivility, there 

is limited empirical understanding of how employ-ees maintain positive customer-oriented behaviour 

under such conditions, especially in contexts characterised by employment insecurity. Moreover, the 

moderating role of primary job status in shaping employees’ behavioural responses to customer incivility 
remains largely unexplored in hospitality re-search, particularly within Ghana (Lee & Gong, 2024; Ugwu 

et al., 2022). Addressing this gap is essential for developing evidence-based employment and support 

strategies that protect employees while sustaining service excel-lence. 

Objectives of the Study 

1. To examine the direct effect of customer incivility on positive custom-er-oriented behaviour among 

frontline employees in Ghana’s hospi-tality industry. 

2. To assess the moderating effect of primary job status on the rela-tionship between customer incivility 

and positive customer-oriented behaviour among frontline employees in Ghana’s hospitality industry. 
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Literature Review 

Theoretical and Conceptual Background 

This study is anchored in the Job Demands-Resources (JD-R) Theory, which posits that employee 

behaviours are influenced by the balance between job demands, which are stressors requiring sustained 

effort, and job resources, which help employees cope with these demands (Bakker & Demerouti, 2017). 
In the context of hospitality, frontline employees’ responses to cus-tomer incivility are shaped by 

emotional labour, perceived autonomy, and access to coping resources, such as job security, managerial 

support, and peer assistance (Boukis et al., 2023; Kim, Ro, Hutchinson, & Kwun, 2021). JD-R Theory 

emphasizes that employees’ effectiveness in managing chal-lenging interactions depends on the 

alignment between environmental de-mands and available resources. 

Customer Incivility 

Customer incivility, expressed through rudeness, impatience, disrespect, and verbal abuse, is a critical 

psychosocial stressor for service employees (Yang & Lau, 2024; Sunaryo et al., 2023; Bi et al., 2021). 

Prolonged exposure to such behaviour depletes psychological and emotional resources, increasing 
stress and reducing the ability to regulate emotions, which negatively affects service quality, job 

satisfaction, and overall well-being (Liu, Park, & Hwang, 2025; Zhang, Zhu, & Huang, 2025).  

Despite these challenges, employees often display positive customer-oriented behaviour (PCOB), such 

as attentiveness, problem-solving, and personalized service, to maintain customer satisfaction and 

organizational reputation (Faheem, Zahid, & Nauman, 2023; Melhem, Hawary, & Yaseen, 2022). 

Primary Job Status as a Moderator 

Primary job status, defined as permanent versus temporary or contractual employment, serves as a key 

job resource within Job Demands–Resources (JD–R) Theory, as employment security provides stability, 

predictability, and access to organisational support that enhance employees’ capacity to cope with job 
demands (De Cuyper, De Jong, De Witte, Isaksson, & Rigotti, 2008; Bakker & Demerouti, 2017). 

Employees with permanent positions often en-joy greater access to organizational support, 

psychological safety, and social capital, which enhances their capacity to cope with stressors like 

customer incivility (Li, Kim, & Qu, 2024; Gong et al., 2020). Conversely, employees with temporary or 

precarious job status may lack these buffering resources and are more vulnerable to the negative effects 

of incivility, leading to re-duced PCOB. 

JD-R Theory posits that the relationship between job demands and employ-ee behaviours is contingent 

on available resources (Bakker & Demerouti, 2017). In this study, primary job status moderates the 
impact of customer incivility on PCOB. Employees with higher resource availability (permanent jobs) are 
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more likely to convert challenging customer interactions into posi-tive, proactive service behaviours, 

whereas employees with limited resources (temporary jobs) may struggle to maintain these behaviours 

under stress. 

Hypothesis Development. 

Frontline employees in the hospitality sector frequently experience customer incivility, including verbal 

abuse, impatience, and intimidation. These interac-tions pose emotional and cognitive strain, affecting 

employees’ capacity to maintain service quality (Liu, Park, & Hwang, 2025; Li, Kim, & Qu, 2024; Yang & 
Lau, 2024). To manage these challenges, employees often engage in positive customer-oriented 

behaviour (PCOB), such as attentiveness, per-sonalized assistance, and flexible problem-solving 

(Faheem, Zahid, & Nau-man, 2023; Melhem, Hawary, & Yaseen, 2022; Wang, Liu, & Wang, 2022). 

The ability to sustain PCOB depends on primary job status, which deter-mines the resources available 

to cope with customer incivility. According to JD-R Theory, employees with permanent job status possess 

higher resource reserves that buffer the negative effects of customer incivility, enabling con-sistent 

positive behaviours. Conversely, temporary or contract employees may lack sufficient resources, leading 

to reduced PCOB in high-incivility con-texts (Boukis et al., 2023; Gong et al., 2020). 

Based on these insights, the study proposes the following hypotheses: 

H1: Customer incivility positively affects positive customer-oriented behaviour (PCOB) among frontline 

employees. 

H2: Primary job status moderates the relationship between customer incivility and PCOB, such that 

permanent job status strengthens this relationship, whereas temporary job status weakens it. 

Conceptual Framework 

The conceptual framework for this study is anchored on JD-R Theory (Bakker & Demerouti, 2017), which 

posits that employee responses to job demands depend on the availability of resources. Customer 

incivility is treated as the independent variable, encompassing behaviours such as verbal abuse, im-

patience, intimidation, and disrespect, which create challenging service con-ditions for employees (Liu, 

Park, & Hwang, 2025; Kim & Qu, 2022). 

Positive customer-oriented behaviour (PCOB) is the dependent variable, reflecting discretionary, 

proactive actions employees take to maintain service quality and resolve customer issues under stress 
(Faheem, Zahid, & Nau-man, 2023; Melhem, Hawary, & Yaseen, 2022). 
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Primary job status serves as the moderating variable. Employees with per-manent job status have 

greater access to resources and social support, allowing them to sustain PCOB despite customer 

incivility, whereas employ-ees with temporary or contract positions have fewer resources and are more 

susceptible to stress-induced declines in PCOB (Gong et al., 2020; Li, Kim, & Qu, 2024). 

The framework allows testing both the direct effect of customer incivility on PCOB and the moderating 
effect of primary job status, providing empirical insights into how employment conditions shape adaptive 

service behaviours in Ghana’s hospitality industry. 

 

Figure 1: Conceptual Framework of the Study 

Methodology 

This study adopted a quantitative, cross-sectional survey design to examine the relationship between 

customer incivility and frontline employees’ positive customer-oriented behaviour (PCOB), while 
assessing the moderating role of primary job status.  

Target Population and Sampling 

The target population consisted of frontline employees in hotels, resorts, and restaurants in major urban 

centres in Ghana, including Accra, Kumasi, and Takoradi, which are key hospitality and tourism hubs. A 

stratified random sampling technique ensured proportional representation across different job roles and 

establishment types (Cooper & Schindler, 2014). Using Cochran’s formula, a sample size of 410 

participants was determined to ensure ade-quate statistical power. 

Data Collection Instrument 

Data were collected using a structured questionnaire divided into sections measuring customer incivility, 

PCOB, and primary job status. All items were measured on a 5-point Likert scale (1 = Strongly Disagree, 

5 = Strongly Agree). The questionnaire was pretested and reviewed by academic and industry experts 

https://doi.org/10.51137/wrp.ijarbm.535
http://www.wr-publishing.org/


International Journal of Applied Research in Business and Management (ISSN: 2700-8983) 
Volume: 07 Issue: 09 Year: 2026 

https://doi.org/10.51137/wrp.ijarbm.535  

 

 

 

 

Discover publication opportunities: 
www.wr-publishing.org 

to ensure content validity and clarity (Nunnally & Bernstein, 2021). Data were collected both 

electronically via Google Forms and manu-ally through printed questionnaires at the respective 

establishments. 

Data Analysis 

Collected data were coded and analysed using Partial Least Squares Struc-tural Equation Modelling 

(PLS-SEM) via SmartPLS 4, appropriate for testing complex relationships among latent constructs 

(Ringle et al., 2020; Hair et al., 2019. Ethical standards were strictly upheld, including voluntary partici-
pation, informed consent, confidentiality, and the right to withdraw without penalty. Ethical clearance was 

obtained from the institutional review board, in line with international research ethics guidelines (Israel 

& Hay, 2006). 

Results 

Measurement Model Evaluation 

Indicator Reliability (Factor Loadings) 

Factor loadings for all constructs as indicated in (Figure 1) ranged from 0.520 to 0.880, exceeding the 

minimum threshold of 0.50 (Hair et al., 2019). Most items loaded above 0.70, indicating strong 

relationships between indi-cators and their respective constructs. Some items for primary job status had 

slightly lower loadings (0.565–0.580), but were retained due to their theoret-ical importance in capturing 
employment-related resource differences. Cus-tomer incivility indicators exhibited strong loadings 

(0.705–0.880), confirming robust measurement of hostile customer interactions. PCOB indicators 

ranged from 0.632 to 0.837, effectively capturing adaptive and customer-focused behaviours. 

 

Figure 2: Factor Loading 
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Reliability and Convergent Validity 

Table 2 presents the results of the reliability and convergent validity assess-ment for the study 

constructs. Internal consistency reliability was evaluated using Cronbach’s alpha, rho_A, and composite 

reliability (ρc). The results indicate that all constructs demonstrate acceptable to strong internal con-

sistency. Specifically, Cronbach’s alpha values range from 0.743 to 0.846, exceeding the recommended 

minimum threshold of 0.70, thereby confirming the reliability of the measurement scales. Similarly, rho_A 

and composite reliability values for all constructs are above 0.75, further reinforcing the sta-bility and 
consistency of the latent variables. 

Convergent validity in (Table 1 and Figure 2) was assessed using the Aver-age Variance Extracted 

(AVE). The AVE values for Positive Customer-Oriented Behaviour (0.569) and Customer Incivility 

(0.634) exceed the rec-ommended threshold of 0.50, indicating that these constructs explain more than 

half of the variance in their respective indicators. However, the AVE value for Primary Job Status (0.383) 

falls below the recommended cut-off. Despite this, convergent validity for Primary Job Status can still be 

consid-ered acceptable because its composite reliability (0.871) exceeds 0.70, in line with the guidance 

that constructs with AVE below 0.50 may be retained if composite reliability is sufficiently high. Overall, 
the results confirm that the measurement model demonstrates satisfactory reliability and adequate con-

vergent validity, supporting the suitability of the constructs for subsequent structural model analysis 

(Hair, Hult, Ringle, & Sarstedt, 2022). 

Construct Cronbach's 

α 

rho_A ρc AVE 

Posi6ve Customer-

Oriented Behaviour 

(PCOB) 

0.743 0.755 0.839 0.569 

Customer Incivility (CI) 0.808 0.841 0.873 0.634 

Primary Job Status (PJS) 0.846 0.848 0.871 0.383 

Table 1: Reliability and Convergent Validity 
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Figure 3: AVE 

Discriminant Validity 

Discriminant validity ensures that each construct in the study measures a unique concept and is not 

confused with others. In this study, it was as-sessed using the Fornell-Larcker criterion and cross-
loadings as indicated in (Table 2 &3). The results indicate that the square root of the AVE for each 

construct, PCOB (0.754), Customer Incivility (0.796), and Primary Job Status (0.619), is higher than its 

correlation with other constructs. This demon-strates that each construct is empirically distinct and the 

items reliably meas-ure their intended concepts. 

Construct PCOB Customer 

Incivility 

Primary Job 

Status 

PCOB 0.754 
  

Customer 

Incivility 

0.418 0.796 
 

Primary Job 

Status 

0.164 0.395 0.619 

Table 2: Fornell-Larcker Criterion 

Cross-Loadings 

The cross-loading results confirm that all indicators load highest on their intended constructs, supporting 

convergent and discriminant validity. Items measuring Positive Customer-Oriented Behaviour (PCOB), 
specifically COMCOB1, COMCOB2, COMCOB3, and COMCOB5, load strongly on PCOB, with values 
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ranging from 0.603 to 0.845, while their loadings on Cus-tomer Incivility (0.037–0.201) and Primary Job 

Status (−0.053–0.096) are substantially lower. This indicates that PCOB indicators capture their target 

construct without significant overlap with other variables. 

Similarly, Customer Incivility (CI) items (CI1–CI6) exhibit strong loadings on CI, ranging from 0.588 to 

0.831, and much lower loadings on PCOB (0.086–0.210) and Primary Job Status (−0.159 to −0.014), 
confirming their specifici-ty. Primary Job Status (PJS) demonstrates a perfect self-loading of 1.000, while 

cross-loadings on CI and PCOB are minimal (−0.166 and −0.034, re-spectively), further supporting 

discriminant validity. 

Overall, these results indicate that each construct is measured by indica-tors that reflect their respective 

latent variables, with minimal cross-loading contamination. This confirms that the measurement model 

exhibits both reli-ability and discriminant validity, ensuring that the constructs of Customer Incivility, 

Positive Customer-Oriented Behaviour, and Primary Job Status are empirically distinct and appropriately 

operationalized. 

Item Customer Incivility 

(CI) 

Posi6ve COB 

(PCOB) 

 Primary Job Status 

(PJS) 

CI1 0.806 0.210  -0.159 

CI2 0.831 0.158  -0.139 

CI3 0.666 0.096  -0.132 

CI4 0.723 0.125  -0.141 

CI5 0.588 0.086  -0.014 

CI6 0.822 0.193  -0.121 

COMCOB1 0.043 0.653  0.003 

COMCOB2 0.201 0.845  -0.053 

COMCOB3 0.037 0.603  0.096 

COMCOB5 0.179 0.790  -0.030 

PRIMARY_JOB_STATUS -0.166 -0.034  1.000 

Table 3: Selected Cross-Loadings 
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Variance Inflation Factor (VIF) 

Variance Inflation Factor (VIF) values for all indicators ranged from 1.198 to 2.024, below the 

recommended threshold of 5, indicating no multicollinearity among constructs. For example, CI2 

recorded a VIF of 2.024, PCOB3 had 1.770, and PJS1 was 1.822, confirming that each construct 

contributes uniquely to the model. 

Effect and Size 

The R² of 0.175 for PCOB indicates that Customer Incivility and Primary Job Status together explain 

17.5% of the variance in positive customer-oriented behaviours, reflecting a moderate effect typical in 
social sciences. Effect size f² shows that Customer Incivility has a small to medium impact (0.179) on 

PCOB, while Primary Job Status has minimal direct effect (0.000). However, the moderating effect of 

Primary Job Status on the relationship between Customer Incivility and PCOB (f² = 0.142) is meaningful, 

suggesting that job status significantly shapes how incivility translates into positive ser-vice behaviours. 

Dependent 

Variable 

R² Adjusted 

R² 

Effect Size (f²) for 

Predictors 

Posi6ve Customer-

Oriented 

Behaviour 

0.175 0.171 Customer Incivility = 

0.179, Primary Job Status 

= 0.000 

Customer Incivility 

→ PCOB 

Moderator 

— — Primary Job Status × CI = 

0.142 

Table 4: R² and f² Values 

Model Fit Indices 

The model demonstrates acceptable fit. SRMR = 0.090, within the ac-ceptable range (0.08–0.10), 

indicating a reasonable match between ob-served and predicted covariance. NFI = 0.703, while below 

the ideal 0.90, is adequate for exploratory research. Overall, the model provides a reliable framework 

for testing hypothesized relationships. 

Fit Index Saturated Model Es6mated Model Threshold/Interpreta6on 

SRMR 0.090 0.090 ≤0.08–0.10 indicates acceptable fit 
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d_ULS 1.548 1.548 Smaller values indicate beKer fit 

d_G 0.353 0.353 Smaller values indicate beKer fit 

Chi-square 849.269 849.269 Lower values relaNve to df indicate fit 

NFI 0.703 0.703 ≥0.90 preferred; ≥0.70 acceptable 

Table 5: Model Fit Indices 

Structural Equation Model (SEM) 

The path analysis results indicate that Customer Incivility has a significant positive effect on Positive 

Customer-Oriented Behaviour (PCOB) among frontline employees. Specifically, the standardized path 

coefficient (β) is 0.345, with a bootstrapped mean (M) of 0.210, a standard error (SE) of 0.048, a t-value 

of 3.902, and a p-value of 0.000. These results suggest that frontline employees frequently respond to 

hostile or uncivil customer interactions by engaging in adaptive, proactive, and discretionary behav-iours 

aimed at maintaining service quality. The relatively small standard error demonstrates the precision of 
this estimate, confirming the robustness of the observed effect. 

Furthermore, the interaction between Primary Job Status and Customer Inci-vility significantly 

moderates the relationship with PCOB. The standardized coefficient for the interaction term is β = 0.142, 

with a bootstrapped mean (M) of -0.126, SE = 0.055, t-value = 2.251, and p = 0.024. The positive coef-

ficient indicates that employees holding secure or permanent job positions are more capable of 

transforming experiences of customer incivility into posi-tive, customer-oriented behaviours. In contrast, 

employees in temporary or insecure roles demonstrate reduced adaptive responses, highlighting the 
importance of employment status as a contextual factor that influences be-havioural outcomes. 

These findings are consistent with Strategic Contingency Theory (SCT), which posits that employee 

effectiveness is contingent upon the alignment between situational demands and the resources 

available to manage them (Drazin & Van de Ven, 1985; Fiedler, 1964). In this context, customer incivili-

ty acts as a situational demand, while primary job status reflects access to resources such as job 

security, organizational support, and perceived au-tonomy. Employees in resource-rich roles are 

therefore better able to exer-cise discretion, engage in problem-solving, and maintain high levels of 

PCOB under challenging customer interactions. 

Path  B  (M) SE T sta6s6cs P values 

Customer Incivility -> 

Posi6ve COB 

0.188 0.210 0.048 3.902 0.000 
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Primary Job Status x 

Customer Incivility -> 

Posi6ve COB 

-0.124 -0.126 0.055 2.251 0.024 

Table 6: Path Analysis 

 

Figure 4: Path Analysis Output 

Discussion 

The findings of this study demonstrate a significant positive relationship be-tween Customer Incivility 

and Positive Customer-Oriented Behaviour (PCOB), highlighting the adaptive strategies frontline 

employees employ in Ghana’s hospitality industry. Specifically, employees frequently engage in 

discretion-ary, context-sensitive actions, such as bending rules, improvising solutions, and prioritizing 

customer satisfaction over strict procedural compliance, when facing hostile or disrespectful customer 

interactions (Nguyen Viet & Nguyen, 2025; Liu, Wang, & Kim, 2023; Chowdhury & Hossain, 2023). 

These behav-iours reflect deliberate efforts to maintain service quality under challenging conditions and 

support the premise of Strategic Contingency Theory (SCT), which posits that individual and 
organizational effectiveness depends on the alignment between situational pressures and available 

resources (Drazin & Van de Ven, 1985; Fiedler, 1964). 

Recent findings suggest that employees under heightened interpersonal stress often prioritize 

immediate service recovery rather than adhering rigidly to organizational protocols (Wong et al., 2025; 

Alzyoud et al., 2024; Wang, Liu, & Wang, 2022; Islam & Sarin, 2022). Consistent with this, the present 

findings suggest that customer incivility serves as a situational trigger for adaptive, context-sensitive 

behaviours. Employees with greater autonomy or access to organizational support are better able to 
transform incivility into constructive outcomes, demonstrating behavioural flexibility, creativity, and 

problem-solving competence. Prior research supports this observation, show-ing that employees in 
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resource-rich roles, such as permanent or secure posi-tions, can more effectively engage in adaptive 

behaviours, whereas those in precarious or temporary roles are prone to withdrawal, reduced effort, or 

compliance-only responses under stress (Sahin, 2025; Fredrick, Lucian, & Urassa, 2025). 

The moderating role of Primary Job Status highlights how employment condi-tions shape employee 

behavioural responses. The analysis shows a signifi-cant moderation effect, indicating that employees 
in permanent or stable positions are better equipped to manage the cognitive and emotional de-mands 

of customer incivility, resulting in higher PCOB. Conversely, employ-ees in temporary or insecure roles 

may lack the psychological resources or organizational support required to convert incivility into positive 

behaviours. This finding aligns with previous studies that emphasize job security and resource 

availability as critical contingencies influencing the extent to which employees engage in discretionary 

service behaviours (Gong, Lee, & Kim, 2025; Wardhana & Harsono, 2025). 

Theoretically, these results extend SCT by demonstrating that frontline em-ployee responses to 

customer incivility are not inherently reactive or dysfunc-tional, but reflect rational, context-sensitive 
coping strategies. Customer inci-vility, while potentially stressful, can catalyze positive behavioural 

adaptation when employees perceive sufficient capacity, autonomy, and organizational support (Li, Kim, 

& Qu, 2024; Faheem, Zahid, & Nauman, 2023). Moreover, in Ghana, cultural values such as collectivism 

and high service orientation may further enhance employees’ motivation to sustain service quality 

despite negative customer behaviours, highlighting the interplay between cultural norms, job resources, 

and discretionary performance (Amankwah-Amoah, 2023; Owusu-Antwi & Asare, 2022). 

From a managerial perspective, these findings underscore the importance of job security, workload 

management, and organizational support in enabling frontline employees to respond adaptively to 
customer incivility. Interventions such as stress management programs, mentorship, and empowerment 

initia-tives can enhance employees’ capacity to maintain high-quality service, even in challenging 

customer interactions (Wardhana & Harsono, 2025; Is-lam & Sarin, 2022). This is particularly crucial in 

developing-country contexts, where resource constraints and high employee turnover may otherwise 

limit adaptive service behaviours. Overall, the study contributes to service man-agement literature by 

demonstrating the dual influence of situational pres-sures and employment conditions in shaping 

frontline employee behaviour. It reinforces the importance of considering organizational context, job re-
sources, and cultural factors when designing strategies to improve customer service outcomes in high-

contact service environments. 

Conclusion 

This study investigated the influence of customer incivility on Positive Cus-tomer-Oriented Behaviour 

(PCOB) among frontline employees in Ghana’s hospitality industry, with Primary Job Status as a 

moderating factor. The analysis, based on structured survey data and PLS-SEM, demonstrates that 
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customer incivility can trigger adaptive employee responses. Employees in secure or permanent roles 

maintain higher levels of PCOB despite hostile customer interactions, engaging in discretionary, service-

oriented actions such as problem-solving, rule-bending, and personalized assistance to miti-gate the 

impact of incivility. 

The moderation analysis highlights that primary job status significantly af-fects the customer incivility–
PCOB relationship. Employees with permanent positions, possessing greater job security and access 

to organizational re-sources, are better able to convert incivility into constructive outcomes. Con-versely, 

employees in temporary or insecure roles show limited adaptive re-sponses. These results align with 

Strategic Contingency Theory (SCT), which emphasizes that individual and organizational effectiveness 

depends on the alignment of environmental demands with available resources (Drazin & Van de Ven, 

1985; Fiedler, 1964). 
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