Synopsis

Workplace incivility and employee satisfaction: Developing a framework for improving

customer service in high-pressure environments.

1. Introduction

1.1.Background

service is very important for keeping customers happy and loyal. Customer service that works

well can help calm customers down, solve problems quickly, and build good relationships. But
rudeness can hurt customer service by lowering employee morale and making them less good at
their work (Ahmad, 2020). Hussain and Aslam's (2015) study found that bullying at work, which

is a form of rudeness, can hurt employee performance in the Pakistani banking industry. Because



of this, it is very important for banking companies in Pakistan to deal with rude behavior at work
and encourage a good atmosphere for everyone. By encouraging a culture of respect and courtesy,
businesses can make their employees happier, provide better customer service, and eventually be

more successful (Imam et al., 2023).

1.2.Scope of the Study

ifiess in the Pakistani banking industry, especially in high-pressure settings.

The goal of this study is to find out how employee happiness affects the link between rude
behavior afiwork and poor customer service. By finding effective ways to stop rude behavior at
work, the study aims to create a complete system that improves the health and happiness of
employees and the quality of customer service. Ultimately, the goal of this study is to help us
learn more about how creating a respectful workplace can improve customer service and staff

happiness in Pakistan's banking industry.



1.4.Problem Statement

How does rudeness at work affect employee happiness, which in turn affects the quality of

customer service in high-pressure situations?

1.5.Research Objectives

e To investigate the relationship between workplace incivility and e ctionin

high-pressure environments.
e To examine the impact of employee satisfaction on customeuService qu
e To develop a framework for mitigating the negative orkplace incivility and

improving customer service.

1.6.Research Questions

e What is the link between rude beh. appiness in Pakistan's banking

sector?

chavior with ambiguous intent to harm the target, in violation of
mutual respect" is the definition of workplace incivility. When an
individyal or group of individuals believes that other people (workers, customers) are acting
rudely andd disrespectfully, breaching their dignity and respect, this is known as workplace
incivility(Yao et al., 2022). The last 20 years are providing a substantial amount of evidence
demonstrating the frequency of this issue as well as the detrimental impacts of incivility on
employee and organizational functioning has resulted from the growing interest in incivility.

Concerningly little study has been done on how the organizational environment affects



leadership, culture, and structural mechanisms that could help or prevent rudeness from
occurring (Understanding the Consequences of Workplace Incivility: The Roles of Emotional
Exhaustion, Acceptability and Political Skill | Emerald Insight, n.d.)

Thus, a key concern is raised regarding the systems in place to improve or mitigate the negative

moderated by supervisor monitoring. The impact of customer orientation on frontline personnel
emotional weariness increases with the level of interactional or observational monitoring.

Additionally, there is a three-way interaction model between supervisor monitoring, customer



incivility, and customer orientation. Implications for practice. Previous study offers useful
recommendations for assisting frontline staff members of service-oriented businesses in reducing
a variety of interpersonal workplace stressors (Chen et al., 2021).

Value and originality These studies also focused on supervisor monitoring, customer,orientation,

and customer rudeness as interpersonal stressors using a novel technique bas€d on“resource

conservation theory. Both the number and quality of public services are cu

behaviors, like shouting at g offensive things to them, or unfairly

condemning them. Custe ore common in-service businesses, including

protocol for a service encounter. Since the service interaction no longer follows a predictable
sequence, this departure from scripted behaviors or the disparity between role expectations and
actual behaviors may lead to further confusion (Wu et al., 2023b) (Lu et al., 2022) (Mostafa,
2021).



Employee job demands will rise, which will limit their physical and mental capacity and lead to

increased weariness (Nasharudin et al., 2020).

3. Methodology

3.1.Research Design

and the quality of customer service (Bhardwaj, 2021).

There will be both closed- and open-ended questions on the questionnaire. Likert scales will be

used in closed-ended questions to find out how often and how badly people are rude, how



satisfied they are, and how good they think the customer service is. On a scale from 1 to 5,

participants might be asked to rate how much they agree with statements.

With open-ended questions, people will be able to give detailed accounts of their encounters with
rudeness, happiness, and customer service. These questions can lead to a lot of rich qualitative

data that can help us understand the phenomenon better. People might be aske

specific rude things that have happened to them or to suggest ways to make

better.

3.2.1. Target Population

The target population for this study Wwill be emplo rking in the banking industry in

Pakistan, specifically those in high-pre as customer service representatives,

branch managers, and relationsliip manager

3.2.3. Sample Size

The sample size will be determined using a power analysis to ensure adequate statistical power.
A sample size of approximately 300-400 participants is expected to be sufficient to detect

significant relationships between the variables of interest.



3.3.Data Analysis %
3.3.1. Quantitative Data Analysis:

o Descriptive Statistics: Descriptive statistics will be_usedpto su he data,
including measures of central tendency (mean, me ) dispersion (standard

deviation, range).

e Correlation Analysis: Correlation analysisywill used to $Xamine the strength and
direction of the relationships betwe incivility, employee satisfaction, and

customer service quality.

s: Thematic analysis will be used to identify, analyze, and interpret

the qualitative data collected from open-ended questions.

Analysis: Content analysis will be used to systematically analyze the content of

qualitative data, such as interview transcripts and focus group discussions.



By combining quantitative and qualitative methods, this study will provide a comprehensive
understanding of the complex relationship between workplace incivility, employee satisfaction,

and customer service quality in the Pakistani banking industry.
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motivated (Jamal et al., 2020).



3.4.2. Affective Events Theory (AET)

Affective Events Theory (AET) says that things that happen at work can make people feel
emotions, which can then change how they act and think. Being rude at work can be seen as a
bad thing that happens at work and makes people feel bad feelings like anger, frustration, and
anxiety. When you're feeling bad, it can affect how you talk to people, which can them less

satisfied and loyal (Wang et al., 2020).

3.4.3. Service Quality Theory

with specific ways to stop

quality of customer servige

i7a should teach their workers how to be polite at work by giving them

ining programs that stress how important it is to be polite and what happens when
people are rude (Maslach, 2022).

e C(Clear Policies and Procedures: Having clear policies and procedures in place about how
to behave at work can help set standards and stop rude behavior.

e Leadership Role Modeling: Leaders should treat their workers with respect and dignity

and set an example of how to be polite.



e Effective Complaint Mechanisms: Setting up effective complaint mechanisms can make

workers more likely to report rude behavior without worrying about being punished.

2. Programs to improve employee satisfaction

e Job Enrichment: Giving workers difficult and important work can make them happier at

work and more motivated (Celestin et al., 2024).

e Reward and Recognition: Recognizing and rewarding employees st
spirit and drive.

e Supportive Work Environment: Making the workplace
conversation, trust, and teamwork can also make®e
2024).

e Work-Life Balance Programs: Wellness programs and flexiblg®work schedules can help

employees keep a good work-life bala

ous Training and Development: Giving workers opportunities for ongoing

and development can help them stay up to date on the newest customer service

trends and methods.

Companies can make the workplace happier, boost employee satisfaction, and eventually

improve the quality of customer service by using these strategies.



3.5.Framework Implementation

Using this framework in organizations with a lot of stress needs a planned and organized method.

Here are the steps that need to be taken:

3.5.1. Commitment to leadership:

Sponsorship by an executive: Get strong support from the top of the company to lead the project
and give it the resources it needs (Bolliger, 2022).

Goals and vision: Make it clear what the company wants its work settin be li ow
committed it is to providing excellent customer service. w
3.5.2. Needs Analysis:

Figure out where the pain is: Surveys, conversati s groups can help you figure out

where rudeness and bad customer service apél ymmgen (Bolliger, 2022).




3.5.4. Making policies and procedures:

What the Code Says: Come up with a complete code of conduct that spells out what kind of

behavior is expected and how to deal with rudeness.

Standards for Customer Service: Set clear standards for customer service, such as how to

respond, how to solve problems, and how to communicate.

Procedures for Handling Complaints: Set up a formal way to deal with cust co nts and
complaints (Rajput et al., 2023)

3.5.5. Performance Management: Performance Metrics:

Make performance metrics that include both measures of how y custogrers and employees

are with the work (Imam, 2023)

Reviews of Performance: Include tests o stomer service in reviews of

performance.

Promotional Programs: Use promotiona fQ,give workers rewards for great customer

service and polite behavior.

flexible work schedules, that help employees balance their work and personal lives.



3.5.7. Monitoring and evaluating all the time:

Examination on a regular basis: Do regular polls and surveys to find out how happy your

employees are, how happy your customers are, and how common rudeness is (Luk, 2005)

Data Analysis: Look at the data to find patterns and places where things could be better.

framework that are needed.

By doing these useful things, organizations with a lot of stress can use th

the workplace happier, make employees happier, and improve t ality of
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