
ABSTRACT 

Instead of depicting public encounters with employees in a negative way, research on workplace 

design highlights their positive aspects. However, studies on emotional labor as well as burnout 

provide evidence to the contrary. The study authors contend that differing opinions emerge 

organically due to the fact that many literary schools have such strong stances. Based on the 

valence (good or negative) and substance (affect-based or task-based), workers' interactions with 

the public may be classified as cooperative, abused, or grateful. This dissertation constructs and 

assesses this paradigm. Employees' levels of emotional exhaustion, work contentment, task 

completion, rudeness, and customer proactiveness might provide researchers with a glimpse into 

their future happiness and productivity. The processes and boundary circumstances that impact 

these outcomes are also taken into account. According to multilevel studies of service employee- 

supervisor dyads in different Chinese firms, both good and negative public contacts effect staff 

morale and productivity. Even unproductive or aggressive interactions with customers may not 

necessarily have a detrimental impact on employees, the research found. This study seeks to 

understand the connections between public involvement at work and significant results by 

examining patterns, mediation processes, and boundary limits. The results have important 

consequences on how customer service performance is studied and practiced. 

Keywords: Classification, Employee Engagement, Expenditures and Advantages, Business 

Contingencies. 
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Introduction 

Workers in the fast-growing service sector engaged in both good and poor consumption as a result 

of the interpersonal aspects of their job and their contacts with customers. This is something that 

everybody who has dealt with customers, patients, contractors, or clients can confirm. Positive 

encounters with consumers increase morale and productivity, which in turn benefits companies 

and their staff. In contrast, research on the effects of workers' interactions with the general public 

on their efficiency on the job is few. The downsides of engaging with the public have been the 

primary focus of research on emotional labor and tiredness among service professionals. 

According to this school of thinking, public relations client contacts may often be emotionally 

taxing and even contentious. Having conversations with average folks could also be a blast. 

Research in the area of work design indicates that when employees connect with members of the 

public, they are more likely to feel valued, have better expectations for their positions, have a good 

impact on others, and obtain useful feedback. Researcher need scientists to fill in the blanks in 

researcher knowledge. This research takes a more comprehensive look at public participation by 

considering it from every angle. Because of the reasons mentioned, their viewpoint has not altered. 

To begin, this study's authors contend that the public's present misunderstanding of public 

engagement's value stems from the narrow perspectives presented in scholarly literature. 

According to studies, staff performance was significantly affected by clients' unpleasant 

experiences, which include verbal aggression, abuse, incivility, societal pressures relating to 

consumers, and interactional unfairness. Researcher risk getting skewed findings from this lens 
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since it doesn't take into account the relationships between staff and consumers. Few studies have 

examined the positive impacts of staff contact with the public, and even fewer have integrated the 

two perspectives. Furthermore, very little research has looked at clients' communication in relation 

to tasks, even if a lot of studies have concentrated on clients' emotional displays, which could have 

nothing to do with tasks at all. According to the study, customer service contacts include both task- 

related and emotional cues. A diversity of workers' public experiences must be included in 

theoretical development and integration if workers are to be supported in doing their jobs 

successfully. This would help clarify the confusing and conflicting results seen in the literature 

(Pirzadeh & Lingard, 2021). 

 

Background of the study 

Boosting Employee Efficiency via Citizen Participation The main objective is to add to the current 

knowledge on public-private partnerships and their effect on employee performance by 

incorporating the results of this study. A large body of literature on emotional labor and burnout 

has focused on two primary areas: first, the impact of public contacts on workers' capacity to self- 

regulate their emotions; and second, the indicators of burnout, including emotional tiredness, 

depersonalization, and personal achievement. The major emphasis of work design studies was on 

the relationship between workplace morale and task performance. The relevance of these factors 

in employee-customer interactions prompted this research to examine aggressive customer service, 

emotional exhaustion, job satisfaction, task performance, and rudeness in the workplace. An 

further benefit is that by looking at all the data at once, it is feasible to resolve discrepancies across 

the several investigations (Ployhart et al., 2021). Researchers have lately shown a heightened 

interest in this topic due to recent results that relate public encounters to various crucial outcomes. 

These consequences include tardiness, sales performance, employee sabotage, bad mood, 

customer satisfaction, and incivility. No literature study has looked at the effect of public contacts 

on proactive customer service, despite its relevance. Carried out the task to the letter. In order to 

explain customer service practices that aren't requested, the literature should expand its scope to 

include interactions between employees and customers. This is where the idea of conserving 

resources comes into play. In relation to employee health and productivity, this research attempts 

to examine a variety of interaction forms, including appreciation, demanding demands, 

collaboration, and abuse. Predicting future resource conservation efforts required them to first 

gauge their familiarity with resource theory (Prasada et al., 2020). 

 

 

PURPOSE OF THE RESEARCH 

There are a lot of ways in which employees engage with the general public; this will be useful for 

identifying and categorizing such encounters. This is useful for identifying and understanding the 

unique features of various interaction models. Employers and workers alike should think about 

what these links may mean. Productivity, employee happiness, and the company's reputation are 

some of the metrics that will be evaluated. The inner workings of a corporation may be better 

understood by a process analysis that delves into these linkages. The impact of managerial 

practices on these dynamics, patterns of communication, and feedback loops are all components 

of this field of study. 
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Literature review 

Nowadays, more than 70% of the western workforce works in sales and service sectors. Customers 

often prefer to communicate face-to-face with customer service agents rather than their supervisors 

or colleagues. Public participation, which includes emotional and task-related components in 

addition to positive and negative repercussions, has been acknowledged in a number of literary 

works. Little effort has been made by organizational scholars to systematically address the subject 

of how public participation may be made to elicit wider viewpoints on its impact on related 

outcomes. This can only be achieved if the researcher gathers information on public participation 

from a theoretical and practical standpoint (Salas-Vallina & Alegre, 2018). Academic literature on 

public interaction covers a wide range of traits and labels, including unjust client interactions, 

verbal violence, abuse, incivility, societal pressures related to consumers, and frequency of contact. 

An explanation of the concept, including its background, salient features, and anticipated 

outcomes. By surveying previous works on customer service interactions, scholars have taken a 

first step toward incorporating and broadening the idea of public participation. Despite the 

abundance of literature on consumer interaction, two major distinctions stand out. To start, the 

typical image that comes to mind when most people consider an awkward social encounter is a 

customer who is being treated unjustly, is being disrespectful, confrontational, or nasty. Almost 

everyone thought it was a fantastic idea to talk to the commoners. Secondly, most studies focus on 

emotional displays rather than practical tactics for customer contact. The literature study began 

with a summary of the current studies on employee-consumer contact and then advocated for a 

theoretical model to organize public involvement (Salas-Vallina et al., 2021). Most research on 

customer-employee dynamics have focused on negative emotions and coping methods, whereas 

most studies on customer-employee dynamics have examined impolite or abusive customer 

behavior. According to the results, while interacting with customers and employees, people may 

communicate on two levels: emotional and task. Interactions with customers provide opportunities 

for employees to assess their performance and implement changes based on feedback. According 

to the authors of the meta-analysis, current employees may benefit from receiving more 

constructive criticism and more (external) insight into their job from contacts outside of their 

company. It is possible that incumbents may improve their performance on the job as a result of 

receiving both explicit and implicit information. Distinct from affective communication that is 

goal-or emotion-oriented, task-based communication is disseminated to the public via essential 

actions needed to finish the present work. Customer participation in activities that employees may 

use to complete job requirements is an example of a task-based, beneficial interaction with the 

public. However, there are customer actions that have a negative impact on employees. When a 

consumer prevents a service provider from doing an activity, this is an example of a duty-based 

interaction. There are two main reasons why it's important to differentiate between task-based and 

emotional client involvement (Salmela-Aro & Upadyaya, 2018). 

Research question 

• What is the impact of processes and consequences on public? 

Methodology 

The study's execution was the responsibility of China's various government agencies. The 

researcher opted for a quantitative approach due to the resource constraints and time constraints. 

All respondents were contacted for the survey using a random sample procedure. Then, a total of 

1,133 samples were collected after a sample size was selected using Rao Soft. For those who are 
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unable to read or write, or who are confined to a wheelchair, a researcher would read the survey 

questions aloud and record their responses word for word on the survey form. As people waited to 

fill out their questionnaires, the researcher would brief them about the study and answer any 

questions they may have. It is sometimes requested that individuals complete and return surveys 

at the same time. 

 

Sampling: Research participants filled out questionnaires to provide information for the research. 

Using the Rao-soft programme, researchers determined that there were 1134 people in the research 

population, so researchers sent out 1216 questionnaires. The researchers got 1189 back, and they 

excluded 45 due to incompleteness, so the researchers ended up with a sample size 1144 of. 

 

Data and measurement: For this research, the primary data source was a questionnaire survey 

(also known as a Google-form survey or one-to-correspondence survey). The survey included two 

parts: (A) a section asking participants to identify themselves according to their preferred method 

of contact (online and offline), and (B) a section asking them to rate various variables using a 5- 

point Likert scale. The bulk of the secondary material came from internet sources; however, it was 

culled from a wide range of sources. 

 

Statistical Software: The statistical analysis was conducted using SPSS 25. 

 

Statistical tools: A descriptive analysis was carried out to get an understanding of the underlying 

structure of the data. The data's essential features were understood by using a descriptive analysis. 

Factor analysis and analysis of variance were used to evaluate validity. 

Conceptual framework 
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Results 

❖ Factor Analysis 

Verifying the foundational component structure of a collection of measurement items is a common 

use of Factor Analysis (FA). The scores of the observed variables are thought to be affected by 

latent factors that are not readily observable. The accuracy analysis (FA) method is a model-driven 

methodology. This research primarily focusses on constructing causal pathways that link 

observable events, hidden causes, and measurement errors. 

The suitability of the data for factor analysis may be evaluated using the Kaiser-Meyer-Olkin 

(KMO) Method. The sufficiency of the sample for each model variable and the overall model is 

evaluated. The statistics measure the degree of potential shared variation among several variables. 

Generally, data with diminished percentages is better appropriate for factor analysis. 

KMO yields integers ranging from zero to one. Sampling is considered sufficient if the KMO 

value is between 0.8 and 1. 

Remedial action is required if the KMO is below 0.6, indicating insufficient sampling. Exercise 

optimal judgement; some writers utilise 0.5 for this purpose, thereby establishing a range of 0.5 

to 0.6. 

• A KMO value around 0 indicates that the partial correlations are substantial relative to the 

overall correlations. Component analysis is significantly impeded by substantial correlations. 

Kaiser's thresholds for acceptability are delineated as follows: 
A bleak range of 0.050 to 0.059. 

• 0.60 - 0.69 subpar 

Standard range for middle grade: 0.70 to 0.79. 

A quality point value ranging from 0.80 to 0.89. 

The interval from 0.90 to 1.00 is remarkable. 

 

The overall importance of the correlation matrices was also validated by Bartlett's Test of 

Sphericity. The Kaiser-Meyer-Olkin sampling adequacy is 0.926. Utilising Bartlett's sphericity 

test, researchers obtained a p-value of 0.00. A notable result from Bartlett's sphericity test indicated 

that the correlation matrix is not valid. 
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Test for Hypothesis 

❖ Dependent variable 

➢ Public 

Just as a corporation's DNA specifies its fundamental functions and key strengths, a firm's DNA 

provides the framework for its goals and objectives. Each entrepreneur's narrative is based on their 

own particular company's history and mission statement. Though many things remain consistent 

in the corporate world, there is also a great deal of diversity. Structure, purpose, and operations are 

the three pillars upon which a business rest (Schaufeli et al., 2019). 

 

❖ Independent variable 

➢ Employee Interaction 

Companies may learn a lot about their employees' priorities by keeping an eye on and measuring 

employee engagement. One way to gauge morale is to see whether employees care about their job 

or are just punching a clock. Verify the results to determine the efficacy of the company's team- 

building activities and HR policies. Employees may be able to avoid burning out and become more 

invested in the company and their work if the right steps are taken (Sonnentag et al., 2019). 

 

❖ Mediating variable 

➢ Processes And Consequences 

Any series of interconnected steps that, when executed in sequence, provide the intended result is 

called a process. It is possible to use systematic or structured procedures to change inputs into 

outputs in a certain sequence. A process may be anything from a random event in nature to a well- 

planned industrial procedure to a novel method of production or simply simple human interaction. 

The results of an action, a decision, or a process are called repercussions. Their effects could be 

positive, negative, or neutral; they can be intentional or unintentional; and their duration might 

range from brief to lengthy. The actions taken at various points in a process have knock-on effects 

that are referred to as consequences (Wang et al., 2021). 

 

❖ Relationship between Process And Consequences and Public 

How choices are made (process) directly affects the results (consequences) that the public 

experiences (public say). This is the link between process, consequences, and public opinion. The 

results will be equitable and well-received if the process is open, honest, and fair to all parties 

involved. Decisions that represent the needs and ideals of society are shaped in large part by public 

input, or participation. It is crucial to include the public in decision-making processes via 

democratic means since excluding them might lead to opposition, mistrust, or unforeseen bad 

outcomes (Zeijen et al., 2020). 

Consequent to the preceding discourse, the researcher articulated the following hypothesis aimed 

at examining the correlation between Processes and consequences and Public 

“H01: There is no significant relationship between Processes and consequences and Public.” 

“H1: There is no significant relationship between Processes and consequences and Public.” 
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The findings are noteworthy in this research. The p-value of.000 (less than the.05 alpha threshold) 

approaches significance with an F-value of 787.797. Accordingly, the researcher accepts "H1: 

There is no significant relationship between Processes and consequences and Public.” And 

rejects the null hypothesis as incorrect. 

Discussion 

Despite the service sector's meteoric rise, little is known about how workers' contacts with clients 

affect their productivity on the job. The downsides of customer service have been the primary 

subject of research on service professionals. Having said that, studies do show that people may 

have positive encounters with the general population. In addition, data about how various aspects 

of encounters with customers impact workers' reactions while on the clock is scarce. The study's 

stated goals were to (a) expose a wider range of interactions to the public eye, (b) build and validate 

customer interaction measures using this framework, and (c) investigate the psychological 

mechanisms at work, boundary conditions, and employee reactions to these customer-facing 

experiences. This study's central tenet, based on the COR theory, was that workers' well-being and 

performance were impacted by the personal and social resources they gained or lost via interactions 

with customers. Analysis of the public scales' structure in relation to the content and valence 

dimensions allowed for an empirical evaluation of the suggested study topics. Results from such a 

varied sample could be more generalisable and reflective of the population at large. In addition to 

outlining the key points, this essay delves into the theoretical and practical consequences. 

Conclusion 

Jobs in the service industry, which often require employees to communicate with clients or 

customers outside of their regular work hours, are becoming more popular among employers 

throughout the globe. Before this, there was a dearth of literature on customer service. This article 

aims to rectify these shortcomings by including a more diverse set of viewpoints and involving the 

general public in employee experiences. The results of this study contribute to researcher 

understanding of what motivates and inspires employees in a variety of ways, including the many 

forms of public contact. This research provides an explanation for these associations by examining 

how perceived social value is involved. Last but not least, this dissertation's findings show 

credence to the idea that managers should strengthen the psychological safety of their staff 

members before sending them out into the public. 
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