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Abstract: The past decade has seen a growing number of
casual dining restaurants in Malaysia. This trend of
consumption is due to modern lifestyle, socio-demographic,
and social media influence. Nevertheless, restaurants
struggle to maintain a productive work environment and
report to have association with incivility and deviant
behaviour which in long run create destruction. The aim of
this paper is to examine the influence of co-worker
incivility towards employees performing deviant behaviour
with the moderating role of emotional labour. Total of 120
questionnaires were distributed to the frontline employees
of casual restaurants in the Klang Valley. The result
pointed out that there was a significant positive correlation
between co-worker incivility and deviant behaviour with a
moderating effect of emotional labour.
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Introduction

Customer In the last few decades, organisations have
had a single focus on “profit”, which was based solely on the
stock prices. However, the outliers on the other side of the
spectrum have been ignored, which are namely the
“employees”, despite their established value as the most
important assets of an organisation. According to Rasool and
Magbool, (2019) employees can be categorised as “stars”, who
substantially increase organisational output and “toxic
workers”, who are simply unsuitable for the organisation.
According to Choi and Ha, (2018) 80% of the issues and
concerns regarding employees’ productivity are related to the
type of work environment in which they operationalise their
assigned tasks. Stress may be an inevitable aspect of people’s
life. It is becoming increasingly difficult to ignore stressors at
the workplace. In recent years, one type of work stressor that
has received a great deal of research attention is workplace
incivility (Karatepe & Kim, 2019). Results indicated that
targets of incivility tended to demotivate wellbeing, job
satisfaction, work effort, and a higher work turnover (Loh &
Loi 2018). Moreover, when employees frequently faced such
noxious aspects of the work environment, they become less
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motivated and unable to focus on their job (Daly & Carey,
2018).

In the line of hectic restaurant environment, factors such as
rude customers, co-workers or an angry supervisor, may be a
fact of life for some employees (Olson & Sinsky, 2019). Study
conducted by Demsky and Fritz, (2019) showed significant
rise of incivility in organisation. According to Abubakar and
Megeirhi (2018), incivility of co-workers is commonly
observed in an organisation which showed indication of rapid
growth. The time when employees are trying to adjust with the
incivility, they adopt emotional labour. Emotional labour is
termed as per Hochschild (1983) that emotional labour
involves the induction or suppression of feeling in order to
sustain an outward appearance that produces in others a sense
of being cared for in a convivial, safe place (Delgado &
Roche,2020).

Emotional labour is particularly typified by three
characteristics: face-to-face or voice contact with the public; it
requires the workers to produce an emotional state in another;
it allows the employers through training and supervision to
regulate a degree of control over the emotional activities of
workers (Winter & Morrison, 2019). The term ‘emotional
labour’ highlights the similarities as well as differences of
emotional and physical labour. Emotional labour requires an
individualised but trained response that assists in the
management of emotions in the everyday working life (Lavee
& Strier, 2018).

On the other hand, deviant work behaviour (DWB) is termed
as a voluntary act that aims to harm individuals or the
organisation. Study conducted by Javed and Fatima, (2019)
had shown that DWB causes devastation effects for any
organisation and leads to workplace aggression, interpersonal
conflict, discouragement, and mischief. Furthermore, DWB
creates misfortune towards organisational purpose, reduces the
organisation’s effectiveness, harms equity perceptiveness, and
negatively affects the organisation’s social structure (Haider &
Nisar, 2018). Deviant work behaviours are not only aimed at
organisational norms but also intend to harm social norms in
the workplace (Stefano & Scrima, 2019). From a study
conducted by Lin and Yu, (2020), alleged deviant behaviour
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was increasing in between organisation employees and
measures must be taken to control and find the cause of
deviant behaviour. On the same note, emotional labour was
found to be adopted by service personal to alter their felling in
case uncivil situation (Xu & Cao, 2020). Organisational
researchers need to better understand what constitutes uncivil
supervisor and co-worker behaviours and how to reduce their
occurrences in workplaces (Roberts & David, 2020). Hence,
this paper attempts to address the influence of co-worker
incivility on frontline employee deviance with the moderating
role of emotional labour among casual dining restaurant
employees located in the Klang Valley.

PROBLEM STATEMENT

The workplace environment can be classified into two
major categories: collaborative workplace environment and
toxic workplace environment (Anjum & Ming, 2018). The
collaborative workplace environment vyields a sense of
happiness, joy, harmony, kindness, politeness, cooperation,
and facilitation at the workplace (Gualtieri & Rauch, 2018).
The workplace is toxic when individuals in power are greedy
and narcissistic and/or use unfair means to bully, harass,
threat, and humiliate others (Wolf & Perhats, 2018). The toxic
workplace can cause anxiety, stress, depression, health
problems, absenteeism, job burnout, counterproductive work
behaviour, and ultimately degrade productivity. Loh and Loi,
(2018) had found that incivility is now at all-time high in
different service sectors and huge number of employees are
being a victim of incivility. According to Roter, (2018)
restaurants employees are one of the worst victims of incivility
caused by superiors. From 2000 to 2016, the U.S. suicide rate
among service sector workers aged (16-64 years) adults
increased 34% from 12.9 per 100,000 population to 17.3
(Peterson & Stone, 2018). A study conducted by Johnson and
Hall, (2018) stated that the number of suicide cases among
service sectors employees is increasing and steps must be
taken to protect their lives. Restaurant employees are reported
to perform deviant act which financially destroy the
company’s future growth (Nugroho & Oktavio, 2019). Limited
number of studies have focused on restaurant employees’
moral health and development (Jin & Kim, 2020).

RESEARCH OBJECTIVES

RO1: To identify the relationship between co-worker
incivility and deviant behaviour.

RO2: To investigate the moderating role of emotional labour
towards the relationship between co-worker incivility and
deviant behaviour.

RESEARCH QUESTIONS

RQ1: Is there any relationship between co-worker incivility
and employee deviant behaviour? RQ2: What are the
moderating roles of emotional labour towards the relationship
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between co-worker and deviant

behaviour?

incivility employee

LITERATURE REVIEW

Frontline employees are essential position in service-based
company as they constantly have interaction with customers
which gives them a strong sense of what consumers desire and
relish about the firm’s core service (Choi & Mohammad,
2019). As a result, frontline employees are imperative
company asset and good source of ideas for product
improvements and innovations. In the food service industry,
the frontline role in service delivery process determines the
success of service and design of marketing programmes (Wirtz
& Patterson, 2018). Casual dining is a unique sector of the
food service industry which serves moderately priced food,
averaging from RM10 to RM40 for dinner per diner, in an
informal and relaxed atmosphere with a full-service wait staff
(Yusof & Jusoh, 2020). Casual dining restaurants compete on
several factors such as variety, atmosphere, and food quality
(Saad & AbuKhalifeh, 2020). According to Hussein, (2018)
food quality influences customers for the selection of a casual
dining restaurant, followed by cleanliness, service, value,
menu variety, reputation, atmosphere, and convenience.
Furthermore, Anthonia and Olalekan, (2018) in their findings
are also in-line where top influences on people’s choices are
food quality, taste, speed of service, cleanliness, and value.
Past researches had indeed demonstrated that positive social
interactions with colleagues promote positive emotions and
good work environment (Nelson & Klumparendt, 2018).
Meanwhile, adverse events such as facing abusive supervisors
can induce negative emotions in subordinates (Eissa & Lester,
2019). When employees frequently face such noxious aspects
of the work environment, they become less motivated and
conduct deviant behaviour on their job tasks (Schnall &
Dobson, 2018). Morgan and Perry, (2018) in their study
suggested deviance as the behaviour that is toxic to the
working environment and consequently leads to workplace
aggression. Furthermore, Tuzun and Kalemci, (2018) also
agreed that DWB is the type of behaviour that demoralises the
organisation teammates and negatively influences shared
organisational norms and expectations as well as basic social
values, habits, and production. In pragmatic effect, when
DWB takes place and becomes a norm in an organisation, it
constitutes toward financial organisational problem (Haider &
Nisar, 2018). Therefore, deviant behaviour creates misfortune
towards organisational purpose, reduces the organisation’s
effectiveness, harms equity perceptiveness, and negatively
affects the organisation both financially and non-financially
(Shoaib & Baruch, 2019).

On the other hand, co-worker incivility is characterised by
attitudes and behaviours aimed at disturbing and teasing
fellow  workers,
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which sparks negative and unhealthy competition where the
sole motive is to tear each other down and has a total spiralling
effect on the environment of the workplace (Viotti &
Converso, 2018). Co-worker incivility causes physical and
mental exhaustion and has a downward effect on the
performance and team spirit of employees (Geldart &
Langlois, 2018). As a result of co-worker incivility, an
employee loses its confidence and teamwork on his colleagues
and co-workers, eventually the employee resists to share ideas,
opinions, experience, and skill with them (Zhu & Lam, 2019).
Co-worker incivility also includes negative and hurtful
comments, leg-pulling, gossips, weird staring, and its prompts
negative emotions among employees (Yuniasanti & Abas,
2019). Moreover, co-worker incivility is also found to have a
strong link with adverse outcomes concerning emotional
stability, exhaustion, withdrawal behaviours, and worsened
psychological health (Portoghese & Leiter, 2018). According
to Anglim and Sojo (2019), “Co-worker incivility can have a
significant adverse effect on organisational outcomes through
burnout,  self-reported  withdrawal  behaviour, and
psychological health problems” (p.6). Cho and Bonn, (2016)
found that experiencing incivility is related to increasing
adverse feelings and decreased work effort by a co-worker.
After having an instance review of literature, the researcher
constructed the following hypothesis,

Hi: Co-worker incivility has significant relationship with
employee’s deviant behaviour.

The moderating role of emotional labour between co-
worker incivility and deviant behaviour

At the edge of 21st century, incivility has become a costly
problem which has created a damaging effect on both
organisation and other entities in the workplace (Sguera &
Bagozzi, 2016). According to Aljawarneh and Atan (2018),
“From the employees’ standpoint, frequent workplace
incivility appears to reduce their sense of belonging towards
the organisation, which includes contributing to psychological
distress, increasing the level of emotional-exhaustion,
undermining their efforts, increasing the time required on the
job, reducing job satisfaction, and also fostering an intent to
leave the occupation” (p.16).

Moreover, workplace incivility increases the cost of
recruitment, training, and the retention of mistreated
employees (Hur & Moon, 2019). According to Bennett and
Marasi (2018), “Incivility potentially undermines the status
and profitability of a corporation because customers can
become less enthusiastic about purchasing products from a
company whose employees are perceived as impolite” (p.22).
A major sample collected randomly of American employees
found that verbal abuse from customers towards employees
occurred more frequently than verbal mistreatment from
supervisors and co-workers towards employees (Mendonca &
Cruz, 2018). Previously, there was meta-analytical evidence to
suggest that interpersonal mistreatments relate to a variety of
undesirable reactions including dissatisfaction with work
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performance, depression, a decrease in self-esteem, and
anxiety (Zheng & Dijke, 2020).

Thus, interpersonal mistreatments can be antecedents to
negative emotional responses in different people (Bendersky
& Brockner, 2020). Similarly, experiencing unfair treatments
from colleagues, such as being treated in rude and
condescending manners, is damaging to the targeted
individuals’ emotions (Garcia & Restubog, 2019).
Furthermore, job stress as a condition will force a person to
deviate from normal working due to changes in psychological
state of mind. Such person is automatically forced to deviate
from normal functioning unless one knows how to manipulate
emotion (Wu & Li, 2018). Miranda and Godwin, (2018) also
treated emotional labour as a self-protection mechanism for
employees in any unsocial work environment. Moreover,
Lefebvre and Randerson, (2020) treated different forms of
emotional labour as different coping strategies to deal with
stress. Based on the literature review, the researcher has
developed the following hypothesis:

Hz: Emotional labour has moderating role between co-
worker Incivility and employee deviant behaviour.
UNDERPINNING THEORY

General Strain Theory (GST) argues that strains or stressors
strongly trigger negative emotions like anger and frustration
(Barbieri & Clipper, 2019). Negative emotions create an
adverse pressure for remedial action by a victim (Yildiz &
Solakoglu, 2019). Crime is a notion of escapism to reduce the
strain (e.g., stealing the money for your desire) seeking
revenge or improving pessimistic personal views associated
with feelings (e.g., through illicit drug use), (Liu & Miller,
2019). According to (Golladay and Holtfreter, 2020), “GST
strengthens by comparing with previous theories by
identifying several new categories of strain, including the loss
of positive emotion (e.g., loss of a romantic partner, death of a
friend), the presentation of negative stimuli (e.g., physical
assaults and wverbal insults) and new categories of goal
blockage (e.g., the failure to achieve justice goals)” (p.8). Kim
and Siennick, (2018) found out high-magnitude strains
attached to an individual’s low self-control had created an
unjust nature whereby it caused the individual to adopt for
retaliation in response. Thus, negative emotions create
pressure for corrective action or deviant behaviour in ways
that some individuals respond. GST focuses on factors of
strain such as the adverse treatment by others, work overload,
interpersonal relationships, role conflict, role ambiguity,
inability to achieve goals, and loss of valued possessions
(Agnew & Brezina, 2019).

Moreover, Agnew (2019) defined strain as ‘‘negative or
aversive relations with others’” which has three types: ‘‘strain
as the actual or anticipated failure to achieve positively valued
goals, strain as the actual or anticipated removal of positively
valued stimuli, and strain as the actual or anticipated
presentation of negative stimuli” (p. 59). GST posits that strain
generates negative
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emotions that provide motivation for deviance as a coping
strategy because such emotional forces create pressure for
corrective action. Thus, because strain’s unmitigated effects
are open to alternative theoretical explanations (Agnew, 2019),
the empirical validity of GST depends on the extent to which
negative emotions mediate the effects of strain on deviance
and crime. Moreover, GST can also be justified to be used for
measuring any deviance related activity (Peck & Childs,
2018).

Furthermore, according to the meta-analysis conducted by
Nguyen and Stinglhamber (2020), evidence suggests that
interpersonal mistreatments relate to a variety of undesirable
affective reactions including dissatisfaction with work,
depression, a decrease in self-esteem, and anxiety. Thus,
interpersonal mistreatments can be antecedents to negative
emotional responses in individuals. Similarly, experiencing
incivility from colleagues, such as being treated in rude or
condescending manners is damaging to the targeted
individuals’ state (Taylor & Hardin, 2018).
According to Aanonsen (2020), “If spiralling behaviour is left
unchecked, targets may retaliate intentionally, contributing to
the spiral of increasingly intense, aggressive behaviour that
can negatively affect a wide range of worker attitudes and
practices, including worker engagement” (p.6).

emotional

RESEARCH FRAMEWORK

| Co-worker incivility )——__.‘ Deviant behaviour

| Emotional Labour |

Figure 1: Research framework

RESEARCH METHODOLOGY
Quantitative method was used and adopted questionnaires for
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(Bennett & Robinson, 2000), and for emotional labour
(Brotheridge & Lee, 2003) were distributed personally to the
respondents. Several sections were considered for the
questionnaires based on the objectives of the study. Non
probability Purposive sampling was used for gathering
research data. Respondents were restricted to frontline
employees working in selected casual dining outlets located in
101 Putra Jaya shopping mall. Respondents were asked to rate
their level of agreement for each item on a 5-points Likert
scale ranging from 1 = Strongly disagree to 5 = Strongly
agree.

In this study, a total of 128 questionnaires were distributed and
107 questionnaires were finally obtained for further analysis.
The data were recorded and analysed using (SPSS) version 25.
Results and discussion are available in the next section.
Overall, the percentage of gender between male and female
where female consisted of 46.7%, while male comprised of
53.3% from the total respondents of the study. Main stream of
respondents were aged between 16 to 25 years old (73.8%)
followed by 26 to 30 years old (26.2%). It clearly shows that
this study contained a larger number of generation Y
population.

In the demographic section as well, the employees were asked
on how many hours they worked in a day. For that, a slightly
more than half of the employees which accounted for 61.7%
had worked for 5 to 10 hours, 38.3% worked for 11 to 15
hours. Also, results had found that for work experience it
shows 72.0% of having work experience of 7 months to 1
year, followed by 17.8% having work experience 7 months to
1 year followed by 10.3% with work experience of 2 to 3
years.

co-worker incivility (Cortina, 2001), deviant behaviour
Table 1.1: Demographic of Respondents
Variables Categories Frequencies | Percentage
16 to 25 yearsold | 79 73.8
Age of respondent
26 to 30 years old 28 26.2
Male 57 53.3
Gender of respondent
Female 50 46.7
Chinese 16 15.0
Malay 38 35.5
Race of respondent
Indian 28 26.2
International 25 23.4
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Full time 42 39.3
Mood of work
Part time 65 60.7
1 to 6 months 19 17.8
Working experience | 7 months to 1 year | 77 72.0
2 to 3 years 11 10.3
5t0 10 hours 66 61.7
Working per day
11 to 15 hours 41 38.3
Incivility Sig. (2-tailed) .000
RESULTS AND DISCUSSION
N 107 107

The objective for this study was to identify the
relationship ~ between  co-worker incivility and deviant
behaviour with the moderating role of emotional labour among
the frontline employees working in casual dining restaurants
located in the Klang Valley. This thus required the use of
Pearson Product Moment Correlation Coefficients to examine
the relationship between variables. Findings of this analysis
had determined whether the study’s hypotheses were accepted
or rejected. According to Cohen (1988), guidelines on the
Pearson Correlation value (r) would enable the researcher to
explain the strength and direction of association for the study’s
variables, subsequently leading the researcher to have a better
view and understanding on the correlations involved. The
interpretation of the correlation is as guided in Table 1.2.
Table 1.2: Interpretation of Correlation Coefficient (Cohen,
1988)

Degree of

Correlation r- Values

Small -0.10 to -0.291 and +0.101 to
+0.29

Medium -0.30 to -0.491 and +0.301 to
+0.49

Large -0.50 to — 1.001 and +0.501 to
+1.00

Table 1.3: the correlation between co-worker incivility and
workplace deviant behaviour

Correlations

Co-worker | Deviant
Incivility Behaviour
Co-worker = Pearson 1 .280™

Correlation

96

Copyright © Authors

**_Correlation is significant at the 0.01 level (2-tailed).

Table 1.3 depicts the findings on the correlation between co-
worker incivility and workplace deviant behaviour among the
respondents in this study. The result points out that there was a
significant moderate positive relationship between co-worker
incivility and deviant behaviour with the correlation
coefficient (r=.280, p<.01). The result indicates that the co-
worker incivility has higher influence over employee
workplace deviant behaviour. Therefore, research hypothesis
was answered and supported.

Effect of Emotional Labour Moderating the Relationship
between Co-worker Incivility and Deviant Behaviour

Table below shows the findings of the hierarchical regression
analysis, investigating the effect of emotional labour as the
moderating variable on the relationship between co-worker
incivility and deviant behaviour. Model 1 explains 46.2 per
cent of the variance, while Model 2 explains 49.6 per cent of
the variance. Meanwhile, Model 3 explains 52.0 per cent of
the variance with a 2.4per cent increment in the total variance
explained (see Tablel.4). It was also found that there was a
significant influence of emotional labour on the relationship
between co-worker incivility and deviant behaviour (= .806,
p<.05). In addition, the interaction between frontline
employees’ emotional labour and deviant behaviour did
strengthen the relationship between co-worker incivility and
deviant behaviour ($=.350, p>.05). The beta-value suggested
that emotional labour has a unique contribution towards the
relationship between co-worker incivility and deviant
behaviour. High co-worker incivility also gives rise to high
adaptation of emotional labour. Thus, the hypothesis was
supported as there was a moderating effect of emotional labour
on the relationship between co-worker incivility and deviant
behaviour.
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Hierarchical Regressions between emotional labour, co-
worker incivility, and deviant behaviour is shown below:
Variables Model1  Model 2 Model 3
Independent variable

Co-worker incivility .261 247 .306
Moderator

Emotional labour .200 .806*
Interaction Term

Co-worker incivility* .350
Emotional labour

R Square 462 496 520

R Square Change 462 .034 .024

F Change 53.039 25.039 3.007
Sig. of F Change .000 .000 .000

F 53.039 51.985 30.291
Sig. .000 .000 .000
Durbin Watson 1.900

*significant with the
p-value <.05 Table 3

Figure illustrates the moderating influence of emotional labour
on the relationship between co-worker incivility and deviant
behaviour. The graph shows that there are two different lines
which are low emotional labour and high emotional labour.
The results indicate that frontline employees with a high level
of emotional labour possessing a high level of co-worker
incivility were high performers of deviant behaviour. The
second line represents frontline employees with a low level of
emotional labour, possessing a low level of co-worker
incivility thus showed low performance of deviant behaviour.
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s Levelof
Emotional
Labour
Hish —
Low ---

Deviant Behaviour

Low

Co-worker Incivility

Figure 1: Hllustration of Moderating Influence of Emotional
Labour (Co-worker Incivility and Deviant Behaviour)

This study was conducted in casual dining restaurants in 101
Mall Putra Jaya in the Klang Valley where frontline
employees had shown significant positive relation with deviant
behaviour, as a response to incivility that they faced in their
daily work life. Moreover, the researcher had identified acts of
incivility which can lead to a spiral as well as leading to more
intense forms of deviance such as violence and physiological
disorder (Kim & Qu,2019).

In fact, previous researchers added that incivility can lead to
loss of productivity, reduction of voluntary efforts, retaliation
towards the instigator, and turnover (Anjum & Ming, 2018).
Past study conducted by Smith and Morin, (2018) also
indicated incivility received from work environment leads
employee to engage in antisocial attitude that comes with
financial obligation for the company. Thus, co-worker
incivility is considered as one of the important triggering
factors that promotes employees’ negative attitude (Keller &
Yule, 2020). This research provide and evidence that Co-
worker incivility is prevailing in casual dining restaurants and
there is lack of tanning facilities for front line employees.
Therefor deviant behaviour is being hard to control by the
concern authority. Drastic measures must be taken to control
deviant behaviour

CONCLUSION

Deviant behaviour is like a virus in our society that is
spreading rapidly and infecting our work culture. This study
specifically targeted frontline employees working in casual
dining restaurants (101 Mall Putra Jaya) located in the Klang
Valley. Based on the result analysis of this study, co-worker
incivility was found to have influence over the frontline
employees to performance towards deviance with the effect of
emotional labour.

The researchers recognised some limitations throughout this
study. First, the
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sample was limited to the (101 Mall Putra Jaya) Klang Valley
only. Therefore, it does not represent the whole picture of
casual dining employees in Malaysia. It is recommended to
expand the study in Peninsular Malaysia in order to get the
real picture of the study. Furthermore, in future, it is
recommended to apply probability sampling for generalisation
in the context of Malaysian food and beverage services can be
made. Different population can also be considered for future
researches since adding up a moderating variable might show
some different results or give the study a different view.
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