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Abstract:

It is believed that customer rudeness is a widespread problem affecting food
delivery employees since they have direct contact with customers and have to
deal with the situation. Therefore, this study aimed to examine the impact of
physical abuse and sexual predators on food rider job stress, the moderating of
social support, real-time feedback usage, and employee engagement. A
quantitative study was conducted with 263 respondents consisting of
employees who had experience dealing with physical abuse and sexual
predators in Klang Valley, Malaysia. SPSS and AMOS were used for empirical
analysis to investigate the relationship. The results show that physical abuse
and sexual predators were negatively related to employees’ job stress and
confirm that social support moderates the relationship between physical abuse
and job stress. In addition, social support also moderates the relationship
between physical abuse and employees’ job stress. In addition, social support
also moderates the relationship between sexual predators and employees’ job
stress. The study succeeded in supporting the relationship between employee
job stress and real-time employee feedback. In addition, the results suggest
positive support for the relationship between real-time feedback and employee
engagement. This study contributes to the Conservation of Resources theory
on how social support can reduce employee job stress.
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Introduction

Following the Coronavirus disease (COVID-19) outbreak, numerous countries, including
Malaysia, has declared that the entire country will be on a Movement Control Order (MCO)
starting on March 18, 2020 (Tang, 2020). COVID-19 has disrupted people’s lives and slowed
the global economy (Haleem et al., 2020). Since the Covid -19 outbreak hit the world, more
people are using online food delivery. Numerous restaurants have shifted their focus to delivery
and takeaway, which have emerged as key drivers of revenue and sales growth. Food delivery
services are the preferred method of acquiring food because of the necessity to stay at home or
the desire to remain at home (Marcellus, 2020). The food delivery riders required riders to send
food ordered to the customer’s location. Riders are not immune to witnessing unusual
consumers, entertaining unexpected requests, and dealing with numerous issues. They also face
difficulties when certain customers verbally abuse some of them (Landau, 2021). According to
recent research, customer rudeness, also known as jay-customer behavior, is more common in
hospitality-related organizations (Boukis et al., 2020). The term “jaycustomer” behaviors were
introduced by Christopher Lovelock to describe consumers who purposely act inconsiderately
or rudely, causing difficulties for the organization, employees, or other customers (Harris and
Reynolds, 2004). Those who work in the hospitality business, such as restaurants or hotels, are
particularly exposed to rude customers (Bi et al., 2021; Chung et al., 2021). Despite various
studies on jay-customer behavior in other contexts, research in the context of online food
delivery service is still scarce and unexplored.

Lin and Li (2021) found that over 95% of food delivery drivers report experiencing job stress.
The COVID-19 pandemic can potentially worsen stress and emotional tiredness among
restaurant frontline personnel, who are known to experience greater stress than in other
industries due to long working hours and frequent customer interactions (Han et al., 2016).
Consequently, stressed employees will seek social support from their co-workers or
supervisors, who can comfort them to help them cope with the stresses of their jobs and
motivate them (Hobfoll et al., 2018). For instance, when employees in a restaurant have the
impression that their managers or supervisors are socially supporting them, they are better able
to respond appropriately to inappropriate behavior exhibited by customers (Hwang et al.,
2021). According to Geldart et al. (2018), when a beneficial result is that the support of co-
workers helps to reduce the negative effects of impolite and disrespectful behavior at work. To
avoid an employee being demotivated or experiencing job stress due to jay-customer behavior,
the food delivery company can deploy a real-time feedback application that lets employees
share their feelings. With technological advancements, it is now possible to provide and receive
performance feedback via a real-time feedback application (Huang et al., 2019). Not only that
but using a real-time employee feedback application can change employee engagement because
it motivates employees to do a better job and reduces employee job stress.

However, despite many research on jay-customer behaviors in hotel and restaurant settings
from other countries, there is little discussion regarding how physical abuse and sexual
predators affect employee job stress, particularly in the online food delivery business in
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Malaysia. In Malaysian food delivery, there is minimal empirical research on the relationship
between physical abuse, sexual predators, employee job stress, real-time employee feedback,
employee engagement, and social support. This study would like to confirm that social support
can minimize employees’ stress caused by disappointing service experiences with rude
customers. Furthermore, the study underlined that the conservation of resources (COR) theory
helps explain how jay-customer behaviors affect employee job stress and how social support
reduces job stress. Finally, this study anticipates that the organization’s real-time feedback will
assist employees in giving fast feedback on their everyday work experiences. By using real-
time feedback, the business will boost employee engagement which will drive employees to
work better, increase productivity, and provide the best service in food delivery.

Literature Review

Physical Abuse and Job Stress

Physically abusive customers are those that physically assault a worker, act aggressively and
violently against employees, or ruin a restaurant’s property and equipment. For example,
according to survey data from the Shop, Distributive, and Allied Employees Association in
Australia reveal that 28% have experienced physical abuse, such as hitting and pushing (SDA,
2019). Based on Bi et al. (2021) finding reported that physical abuse had the highest influence
on job stress. Employees that were physically abused endured varying degrees of harm (Harris
and Reynolds, 2004). According to researchers, employees who are subjected to physical abuse
may be reluctant to disclose it to the authorities because they fear job loss or retaliation (Fong
etal., 2017).

Therefore, based on the above argument, this study argues that customer physical abuse has a
positive relationship with the employee’s job stress, which leads to the first hypothesis of the
study:

Hypothesis 1: A customer’s physical abuse will have a positive relationship with the
employee’s job stress.

Sexual Predators and Job Stress

Sexual harassment, a kind of customer misbehavior, is described as someone engaging in
unwelcome sexual action that violates another person’s dignity (Equality Act, 2010).
According to recent research performed by the non-profit group One Fair Wage (2020), 41%
of the 1,675 service personnel surveyed reported a significant rise in the frequency of sexual
harassment from customers. For instance, a customer may request that a worker remove her
mask in order to see her “beautiful face.” According to Bi et al. (2021), sexual harassment by
customers was found to be highly connected to job stress among frontline employees.
According to Li et al. (2016), sexual harassment reduces employees’ enthusiasm and prevents
them from engaging in positive customer service activities. Sexual harassment also affects job
satisfaction, negatively impacting physical and mental health and negatively impacting victims
(Waudhy, 2017).

Therefore, based on the above argument, this study argues that customer sexual predators have
a positive relationship with the employee’s job stress, which leads to the second hypothesis of
the study:

Copyright © GLOBAL ACADEMIC EXCELLENCE (M) SDN BHD - All rights reserved
209



EISSN : 2600-8750

Volume 6 Issue 21 (June 2023) PP. 207-222

DOI: 10.35631/IJEMP.621017

Hypothesis 2: A customer’s sexual predators will have a positive relationship with the
employee’s job stress.

Job Stress and Real-time Employee Feedback

Employees’ psychological reactions to work conditions in which they have something to lose
and are pushed to perform duties that are above their capabilities are referred to as job stress
(Yiwen et al., 2014). According to Asensio-Martnez et al. (2019), job stress is a serious issue
for individuals who work in the hospitality business. Employees in service sectors such as
restaurants, hotels, and casinos are vulnerable to job stress because they must interact with
consumers (Bi et al., 2021; Chung et al., 2021). Even while some stressors may be universal to
all occupations, the stressors may change based on the degree or type of employment (Ahmad
et al., 2021). Employees who are frequently pressured at work are more likely to be motivated
to use real-time feedback applications in order to receive quick feedback from their supervisors
or co-workers and can quickly resolve the issue.

Real-time feedback provides an ideal platform for effective and consistent one-on-one
conversations. Individual, mutual, and team growth is tracked as an individual, and role and
goal alignment may be more efficient (Sydor, 2019). Real-time feedback depends on
technological infrastructures capable of collecting, processing, organizing, labeling, analyzing,
and interpreting data in the workplace, as well as presenting suggestions or interventions to
improve learning in action (Buckingham Shum and Luckin, 2019). Employees can use their
computers, smartphones, or other devices to offer, seek, and receive real-time, competency-
based feedback with applications like DevelapMe (Rivera et al., 2021). Empirical research in
organizational contexts has discovered that real-time feedback improves employee
productivity (Berger and Ludwig, 2007; Goomas, Smith, and Ludwig, 2011). According to
Cohen (2015), a real-time feedback system helps trainees perform better in stressful situations.

Based on the above discussion, this study assumes that real-time feedback can be valuable in
overcoming employee job stress. Hence, this study proposes that employee job stress has a
positive relationship with the use of real-time feedback as follows:

Hypothesis 3: Employee job stress positively influences the used of real-time employee
feedback.

Real-time Employee Feedback and Employee Engagement

Organizations use real-time feedback systems to create and support a feedback culture that
improves employee performance (Rietsche et al., 2021). A corporation seeking high employee
engagement may use real-time feedback to fix problems, request employee feedback on work
concerns, or achieve organizational goals. Johnson and Johnson promote employee
engagement by delivering real-time feedback to employees on their participation in specific
business units in attaining quarterly targets (Shuck, 2010). Rashmi (2020) describes employee
engagement as a phenomenon in which workers eagerly embrace their job duties and commit
themselves physically, cognitively, and emotionally while carrying out tasks. Gallup (2020)
defines employee engagement as participation and enthusiasm in their work and workplace.
Engaged employees are more productive and stand out at work because they are more invested
in their job, performance, and overall success. They feel that their efforts have an impact on
the organization’s job quality and that they work for more than just a paycheck (Choudhury
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and Dutta, 2019). According to a study, 92% of executives believe that engaged employees
perform better and contribute to the success of their teams and businesses (Ryba, 2021).

Based on this discussion, this study assumes that the organization can encourage good
employee engagement using real-time feedback. Hence, this study proposes that the uses of
real-time employee feedback have a positive relationship with employee engagement as
follows:

Hypothesis 4: The used of real-time employee feedback positively influences employee
engagement.

The Moderating of Social Support

Some common strategies to deal with stressful situations include problem-focused coping,
avoidance, and seeking social support (Elziny and Kamel, 2020). Social support improves
mental health in two ways: directly, by improving health and well-being regardless of stress,
and indirectly, by acting as a buffer, reducing the negative effects of stressful situations (Attar-
Schwartz and Fridman-Teutsch, 2018). Workers in the hospitality business with good social
support are less vulnerable to the negative effects of work stress (Yousaf et al., 2020).
According to Hwang et al. (2021), when employees who interact with customers feel socially
supported by influential individuals, such as their restaurant managers or supervisors, they may
respond more effectively to the customer’s unacceptable behavior. Furthermore, when
employees have the support of their co-workers, they can deal with organizational challenges
more efficiently (Singh et al., 2019). Apart from that, Geldart et al. (2018) show that co-worker
support can reduce the negative consequences of rude and disrespectful behavior.

This study assumes that social support can be beneficial for relieving job stress caused by
physical abuse and sexual predators. Thus, based on this discussion, this study suggests that
social support is likely to moderate the impact of physical abuse and sexual predators on job
stress in the following ways:

Hypothesis 5: Social support moderates the impact of a customer’s physical abuse on frontline
employees’ job stress.

Hypothesis 6: Social support moderates the impact of a customer’s sexual predators on
frontline employees’ job stress.

Based on the above hypotheses, Figure 1 represents the study framework and the proposed
hypotheses.

Jay-customer
Behaviors

Physical
Abuse
Sexual

Predators

Source: Authors’ Framework
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Real-time
Employee
Feedback

Employee
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Figure 1: Study Framework
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Methodology
This was a quantitative study. Quantitative research using questionnaires has been selected as
it can save time and cost. This questionnaire uses a Likert scale method that shows a scale of 1
to 5, which 5 representing highly agree. This questionnaire has two parts: part A and part B.
Part A focuses on the variables that will be tested in this study, while Part B is about the
demographics of the respondents. This study uses convenience sampling to collect data from
food delivery riders. “Convenience sampling” refers to obtaining information from the most
accessible individuals (Hair et al., 2010). The survey was distributed using Google Forms and
printed questionnaires. Employees who work in the food delivery industry in Klang Valley,
Malaysia, were chosen to participate in the study. However, the study focused on food delivery
employees who have experiences with jay-customer behaviors. In determining the number of
respondents, based on the suggested sample size by Kerjcie and Morgan (1970), 384
respondents were sufficient to represent the population statistically. Nevertheless, Hair et al.
(2010) argued that a sample size of 300 is sufficient, with a study employing seven or less
latent constructs. This study used six constructs; therefore, 300 samples is an adequate sample
size for the study. The researcher managed to obtain 339 questionnaires. As for 50
questionnaires, the respondents answered ‘“No” for the screening question, so the survey
automatically terminated. Other than that, 19 questionnaires were rejected because the
respondents left the question blank, and after checking the outliers, 7 cases were removed from
the data. After the data cleaning process, all 263 questionnaires were preceded for data analysis.
This study used two main statistical tools to analyze the data: SPSS. For the final analysis,
which involves confirmatory analysis and structural model analysis, the study used AMOS to
fit structural equation modeling (SEM).

Findings and Discussion

Measurement Model Analysis

Table 1 shows that all items measuring the targeted variables have a factor loading value greater
than 0.6. Other criteria, such as Average Variance Extracted (AVE), Composite Reliability
(CR), and Cronbach’s Alpha for each variable, also meet the minimum requirements of 0.50
and 0.70 (Hair et al., 2017). In terms of discriminant validity, Table 2 shows that each was
distinguishable from the others because the HTMT ratio value was less than 0.90 (Henseler et
al., 2015). Except for the correlations between physical abuse and sexual predators, which have
values of 0.903. As a result, it confirms that each variable in this measurement model has
optimal convergence and discriminant validity.

Furthermore, each item was carefully observed and removed from further estimation due to
low factor loading, high error variance, and high MI. The output of the indices for the modified
model demonstrated a better fit for the data. The final model has illustrated above in Figure 2.
It shows an acceptably good fit index, where the RMSEA was 0.08, the CFI was greater than
0.90, the TLI value is close to 0.9, which shows a relatively good fit, and the ¥2 per degree of
freedom was less than 3. These results suggest that the model was fit and meets the fundamental
requirements.
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Table 1: Convergent Validity for Measurement Model

Indicator Loading CR a
AVE

Physical Abuse

Customer made threats of physical violence to me (AP1) 0.646

Customers physically harm me (AP2) 0.747 0.428 0.748 0.770

Customer act aggressively to me (AP3) 0.573

Customer is violent to me (AP4) 0.639

Sexual Predators

Customers make offensive sexual comments to me (AS1) 0.801 0.650 0.787 0.784
Customers make personal touch with me (AS2) 0.810

Job Stress

My job is stressful (BJS1) 0.794 0.684 0.818 0.816

Sometimes when | think about my job, | get a tight feeling 0.869
in my chest (BJS2)

Social Support

Supervisor Support

My supervisor is willing to listen to my problems (CSS1) 0.792
My supervisor is considerate of my feelings (CSS2) 0.822
I can rely on my supervisor (CSS3) 0.807
My supervisor listens to my opinions (CSS4) 0.795
My supervisor provides assistance to me (CSS5) 0.712

Co-worker Support

My co-workers can be counted on to listen to me when 0.676 0.540 0.913 0.916
things get tough at work (CCS1)

I rely on my co-workers for advice when things get tough at 0.636

work (CCS2)

My co-workers will do anything to make work-life easier 0.626
(CCS3)

I rely on my co-workers to assist me with emergencies off- 0.720
duty (CCS4)
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Real-time Employee Feedback

I will use the real-time employee feedback application 0.832

(DRTEF2)

Real-time feedback is useful for my quality improvement 0.751 0.581 0.805 0.848
(DRTEF3)

Real-time feedback is useful for reducing my job stress 0.698
(DRTEF4)

Employee Engagement

| feel bursting with energy after | fill real-time employee 0.825

feedback (EEE1)

I am mentally prepared after | fill real-time employee 0.865

feedback (EEE2)

I always persevere after | fill real-time employee feedback 0.867 0.735 0.933 0.929
(EEE3)

I am enthusiastic about my job after I fill real-time employee 0.886

feedback (EEE4)

I am completely focused on my work after | fill real-time 0.843

employee feedback (EEE5)

Note: AVE = Average Variance Extracted; CR = Composite Reliability; oo = Cronbach’s Alpha;
*
p <0.05

Source: Authors’ Calculations

Table 2: HTMT Discriminant Analysis for Measurement Model
SP JS SS RTEF EE

SP 0.903
JS 0.516 | 0.478
SS 0.213 | 0.189 | 0.268
RTEF | 0.245 | 0.194 | 0.17 | 0.752

EE 0.27 0.262 | 0.239 | 0.646
Note: PA = Physical Abuse; SP = Sexual Predators; JS = Job Stress; SS = Social Support; RTEF = Real-time
Employee Feedback; EE = Employee Engagement

Source: Authors’ Calculations
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Structural Model Analysis
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Figure 3: Final Structural Model

Note: AV = verbal abuse, AVC = vindictive customer, BJS = job stress, DRTEF = real-time
employee feedback, EEE = employee engagement, CSS = social support
Source: Authors’ Calculations

Table 3: Physical Abuse Moderation Analysis Summary

Hypotheses  Relationship B t p Results
BJS <-- AP 0.345 .055 Fkk
H5 BJS <-- CSS 0.038 .655 0.512 Supported
BJS <-- AP*CSS 0.121 071 0.038

Source: Authors’ Calculations
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Table 4: Sexual Predators Moderation Analysis Summary

Hypotheses  Relationship B t p Results
BJS <-- AS 0.320 5.113 falaled
H6 BJS <-- CSS 0.024 ).404 0.686 Supported
BJS <-- AS*CSS 0.125 2.246 0.025

Source: Authors’ Calculations

The study assessed the moderating role of social support on the relationship between physical
abuse and job stress. The results revealed a positive and significant moderating impact of social
support on the relationship between physical abuse and job stress (B = 0.121, t = 2.071, p =
0.038), supporting H5. Also, the study analyzed the moderating role of social support on the
relationship between sexual predators and job stress. The results revealed a positive and
significant moderating impact of social support on the relationship between sexual predators
and job stress (f = 0.125, t = 2.246, p = 0.025), supporting H6.

Further, the results of a simple slope analysis conducted to understand better the moderating
effects’ nature are shown in Figures 4 and 5. As seen in Figures 4 and 5, the line is much steeper
for high social support; this indicates that at higher social support, the impact of physical abuse
and sexual predators on job stress is much stronger than for low social support. However, at
lower social support, the line tends to straighten; this shows that at the low level of social
support, the increase in physical abuse and the sexual predators does not lead to similar changes
to job stress. As a result, high social support strengthens the positive relationship between
physical abuse, sexual predators on job stress.

#

Ln = in n

a5

4

A Moderator 35 Moderator
@ —— Low CS§ w, / —+— Low €55
(1]
2.5 1 =8 Hgh €S8 25 == High 55
21 2
1.5 15 1
11 1 4
Low AP High AP _ Low AS High AS |
Figure 4: Simple Slope Tests of Figure 5: Simple Slope Tests of
Physical Abuse Sexual Predators

Table 5 summarizes the results of the tested hypotheses, and it was found that hypotheses 2, 3,
4, and 6 were statically significant, while hypothesis 1 and 5 was insignificant.

Table 5: Summary of Hypotheses Testing

Coefficient P-Value Supported/Not

Hypotheses Value Supported

Hypothesis 1: A customer’s physical
abuse will have a positive relationship with 0.594 0.102 Not Supported
the frontline employee’s job stress.
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Hypothesis 2: A customer’s sexual
predators will have a positive relationship 0.001 0.998 Not Supported
with the frontline employee’s job stress
Hypothesis 3: Employee job stress
positively influences the use of real-time 0.155 0.000 Supported
employee feedback.
Hypothesis 4: The use of real-time
employee feedback positively influences 0.913 0.000 Supported
employee engagement.
Hypothesis 5: Social support moderates
the impact of a customer’s physical abuse 0.121 0.038 Supported
on frontline employees’ job stress.
Hypothesis 6: Social support moderates
the impact of a customer’s sexual
predators on frontline employees’ job
stress.

Source: Authors’ Calculations

0.125 0.025 Supported

Conclusion and Recommendations

In conclusion, jay-customer behaviors toward frontline employees, such as food delivery
industry food riders, increase employees’ job stress. Therefore, controlling and preventing jay-
customer behaviors and eliminating stressful factors are conducive to reducing stress-induced
work situations and creating a healthy work environment, improving frontline employees’
productivity, quality, and morale, and increasing good employee engagement in the food
delivery industry. SEM assessed the research hypotheses using data collected from food
delivery employees, revealed insignificant relationships between jay-customer behaviors
(physical abuse and sexual predators) and job stress, and showed a relationship between job
stress and the use of real-time employee feedback. Also, the use of real-time employee
feedback positively influences employee engagement. Social support was significant in
moderating the relationship between verbal abuse and job stress, as well as sexual predators
and job stress.

As for the limitations, the study only focused on the food delivery sector; therefore, this study
suggests that future studies should cover wide areas of the service industry. It is because jay-
customer behaviors are known not only within the food delivery sector. Future studies could
replicate similar investigations in other service organizations such as hotels, restaurants,
airlines, banks, and hospitals in the Malaysian context. Also, the study lacks diversity in terms
of the sample used. The survey concentrates on the urban area (focusing only on the Klang
Valley), which does not represent the whole of Malaysia. The future researcher could perhaps
include other urban areas where food delivery services are available such as Penang and Johor
Bharu.

In terms of research design, the study used only quantitative methods; however, using a mixed-
method approach could have a greater impact on the study’s findings. Moreover, this study
focuses on jay-customer behaviors solely from the employee’s point of view. However, by its
nature, jay-customer behaviors are an interactive phenomenon between customers and
employees. Thus, further research could examine jay-customer behaviors from the customer’s
point of view. Finally, this study has highlighted social support on weakening the negative
effect of employee job stress and jay-customer behaviors in the food delivery sector. Even
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though social support used in this study focused on support by supervisors and co-workers who

directly related to the food delivery employees, it is necessary to expand to social support from

their family and friends. Future researchers can explore the role of family and friends’ support

in weakening the effect of employee job stress in the food delivery industry and relevant
industries.
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Paper Contribution to Related Field of Study

Any research needs to contribute knowledge within a discipline, and the study provides
valuable insights for managers and practitioners in the industry. Frontline service employees,
such as food delivery employees, play a pivotal role in delivering high-quality service but are
often subjected to uncivil behaviors in service encounters. First, managers and supervisors of
food delivery companies must recognize the presence of jay-customer behavior and
acknowledge its significant influence on employees’ job stress, eventually harming employee
emotions and customer satisfaction in the long run. As a result, managers and supervisors must
make efforts to safeguard their employees against jay-customers’ misbehavior. For instance,
compiling a list of regular jay-customers might help detect troublesome consumers. Employees
can better deal with this sort of consumer if an organizational policy for frequent jay-customers
is established.

Besides that, to respond to events involving jay-customer behavior, management can gather
important information from workers who experience these behaviors and develop solutions
based on staff experience. Companies, for example, can give psychological counseling and
medical care to employees subjected to jay-customer behaviors that cause physical and
mental stress (Beehr and Newman, 1978). Training or educational programs can be offered at
the corporate level to assist employees in dealing with unfavorable employment scenarios.

The moderating role of social support revealed in the study is vital for managers and
organizations in the food delivery industry. Managers can mitigate the detrimental impact of
job stress on frontline employees by providing additional assistance to employees who are
experiencing workplace stress. The findings indicate that social support from supervisors acts
as an effective buffer between jay-customer behavior and job stress. Managers and
organizations should foster a pleasant and supportive working atmosphere and a sense of
teamwork among employees to motivate them to interact and assist one another.

Based on the findings, employees can use real-time employee feedback to their supervisors and
co-workers immediately. Real-time feedback might help them share their service delivery
experience and improve their performance and employee engagement. Organizations use real-
time feedback solutions to establish and support a feedback environment that increases
employee performance (Rietsche et al.,, 2021). A corporation seeking high employee
engagement may use real-time feedback to resolve issues, request employee feedback on work

Copyright © GLOBAL ACADEMIC EXCELLENCE (M) SDN BHD - All rights reserved
218



EISSN : 2600-8750

Volume 6 Issue 21 (June 2023) PP. 207-222

DOI: 10.35631/IJEMP.621017

concerns, or achieve organizational goals. The employees’ names will be kept anonymous, and
they can seek guidance or speak with someone.
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