
Portland State University Portland State University 

PDXScholar PDXScholar 

Dissertations and Theses Dissertations and Theses 

9-19-2023 

Not on the Menu: Customer Sexual Harassment in Not on the Menu: Customer Sexual Harassment in 

the Restaurant Industry the Restaurant Industry 

Fernanda Wolburg Martinez 
Portland State University 

Follow this and additional works at: https://pdxscholar.library.pdx.edu/open_access_etds 

 Part of the Organizational Behavior and Theory Commons, and the Psychology Commons 

Let us know how access to this document benefits you. 

Recommended Citation Recommended Citation 
Wolburg Martinez, Fernanda, "Not on the Menu: Customer Sexual Harassment in the Restaurant Industry" 
(2023). Dissertations and Theses. Paper 6526. 
https://doi.org/10.15760/etd.3662 

This Thesis is brought to you for free and open access. It has been accepted for inclusion in Dissertations and 
Theses by an authorized administrator of PDXScholar. Please contact us if we can make this document more 
accessible: pdxscholar@pdx.edu. 

https://pdxscholar.library.pdx.edu/
https://pdxscholar.library.pdx.edu/open_access_etds
https://pdxscholar.library.pdx.edu/etds
https://pdxscholar.library.pdx.edu/open_access_etds?utm_source=pdxscholar.library.pdx.edu%2Fopen_access_etds%2F6526&utm_medium=PDF&utm_campaign=PDFCoverPages
https://network.bepress.com/hgg/discipline/639?utm_source=pdxscholar.library.pdx.edu%2Fopen_access_etds%2F6526&utm_medium=PDF&utm_campaign=PDFCoverPages
https://network.bepress.com/hgg/discipline/404?utm_source=pdxscholar.library.pdx.edu%2Fopen_access_etds%2F6526&utm_medium=PDF&utm_campaign=PDFCoverPages
http://library.pdx.edu/services/pdxscholar-services/pdxscholar-feedback/?ref=https://pdxscholar.library.pdx.edu/open_access_etds/6526
https://doi.org/10.15760/etd.3662
mailto:pdxscholar@pdx.edu


Not on the Menu: 

 

Customer Sexual Harassment in the Restaurant Industry 

 

 

 

 

 

by 

 

Fernanda Wolburg Martinez 

 

 

 

 

 

 

 

A thesis submitted in partial fulfillment of the 

requirements for the degree of 

 

 

 

 

 

Master of Science 

in 

Psychology 

 

 

 

 

 

Thesis Committee: 

Liu-Qin Yang, Chair 

Charlotte Fritz 

Tori Crain 

 

 

 

 

 

 

 

Portland State University 

2023  



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

© 2023 Fernanda Wolburg Martinez 



CUSTOMER SEXUAL HARASSMENT IN THE RESTAURANT INDUSTRY         i 

Abstract 

Despite the high prevalence of customer sexual harassment (CSH) paired with a 

high turnover in the restaurant industry, there have been few suggestions on resources 

that may attenuate the effect that bystander and direct CSH might have on strain—

anxiety and depressive symptoms—and turnover intentions among restaurant workers. 

Based on the stipulations of the job-demands resources theory and the empowerment 

framework, the current study frames direct and bystander CSH as job demands that may 

be linked to employee strain and turnover intentions. Moreover, CSH preventive 

supervisor behaviors and organizational intolerance towards CSH are introduced as job 

resources that may weaken the relationships between CSH and strain as well as turnover 

intentions. A sample of restaurant employees (n = 93) were recruited to complete two 

surveys. Overall, the results support the association between high CSH frequency and 

increased anxiety in the same week. Moreover, preventive supervisor behaviors were 

supported as an organizational resource that may reduce restaurant employee’s depressive 

symptoms and turnover intentions. Finally, the incremental effect of bystander CSH was 

not supported. Several explanations for these findings are discussed, as well as the 

limitations and future research directions.  
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Not on the Menu: Customer Sexual Harassment in the Restaurant Industry 

Organizational research on sexual harassment has been reinvigorated after nearly 

two decades of dormancy following a wave of social movements such as #MeToo and 

#TimesUp (Chawla et al., 2021). Although this renewed scholarly interest represents a 

positive shift in understanding sexual harassment in organizations, there are a few 

noteworthy limitations in the literature. First, most studies on the topic focus on a white-

collar workplace context, and few have explored the development of this phenomenon in 

the restaurant industry (Kundro et al., 2021). This is surprising, given that an estimated 

80% of female and 55% of male restaurant workers experience some form of customer 

sexual harassment (CSH; ROC United, 2014) and tipped workers account for 14% of all 

sexual harassment claims in the United States (ROC United, 2018). Second, CSH has 

been suggested to influence turnover intentions among restaurant workers (Aaron & 

Schwartz, 2021; Johnson & Madera, 2018), but this link has yet to be empirically 

explored. The potential link between CSH and turnover intentions has become 

increasingly relevant in the aftermath of the COVID-19 pandemic, when the restaurant 

industry experienced a slow financial recovery due to understaffing (Roberts & Vinh, 

2022). Third, there has been increased calls for awareness of the mental health of 

restaurant employees, who tend to have high rates of depression and anxiety (Saah et al., 

2021). While preliminary findings suggest that targets of CSH experience strain 

indicators such as depressive symptoms, burnout, and anxiety (e.g., Friborg et al., 2017; 

Szymanksin & Mikorski, 2017), limited research has identified potential organizational 

factors that could mitigate these CSH-strain relations. 
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CSH refers to any romantic or sexual advances from customers that are 1) 

unreciprocated, unwanted, and/or offensive, and 2) degrading or hostile behaviors from 

customers that are gendered in nature (Holland et al., 2016). Restaurant employees may 

be exposed to CSH either as a direct victim or as a bystander who witnesses CSH enacted 

towards their coworker. The literature has primarily focused on general forms of sexual 

harassment as an intraorganizational phenomenon, such as sexual harassment toward 

employees stemming from coworkers and supervisors, thus limiting the information 

available to design empirically guided interventions, policies, and procedures that may 

protect restaurant workers from exposure to CSH, a form of sexual harassment 

perpetuated by individuals who are external to the organization (i.e., customers; Kundro 

et al., 2021). As a result, the lack of formal procedures to handle CSH leaves restaurant 

supervisors ill-equipped to manage it, while simultaneously facilitating organizational 

retaliation against employees who choose to report CSH (Aaron & Schwartz, 2021; 

Madera, 2017). Therefore, the current study explores the links between direct and 

bystander CSH and strain indicators among a sample of restaurant workers. In addition, 

the study also introduces two organizational resources as potential moderators of the 

relationship between direct and bystander CSH and its negative outcomes.  

This study will provide several contributions to the literature on CSH. First, while 

power imbalances in restaurant work have been suggested to increase the likelihood of 

CSH (Matulewicz, 2016; Minnotte & Legerski, 2019), it is not yet clear which theoretical 

processes explain how this power dynamic influences employee outcomes of CSH. To 

close this gap, this study integrates a stress theory, namely, the Job Demands and 
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Resources theory (JD-R; Bakker & Demerouti, 2007, 2014) with the empowerment 

framework (Conger & Kanungo, 1988), to explain the experiences of restaurant workers 

as targets of CSH in relation to the power imbalance between them and their customers. 

This also addresses the call by Bakker and Demerouti (2014) for more research that 

considers motivational and stress factors simultaneously. Consistent with the JD-R 

theory, the proposed study frames CSH as a job demand that is linked to higher strain 

(e.g., depression symptoms and anxiety) and employee attitudes (e.g., turnover 

intentions). The empowerment process suggests that the processes underlying the 

relations of CSH with target employees’ strains and job attitudes may be partially 

explained by employees’ sense of relational and motivational powerlessness. Integrating 

these theories allows for a theoretical and empirical examination of how CSH affects 

employee outcomes that may result from relational power imbalances in the restaurant 

industry. 

In addition, the underrepresentation of restaurant employees in the research 

literature limits the ability to develop interventions that may mitigate the effects of CSH 

on employees. For example, the findings by Kundro et al. (2021) suggest that changing 

restaurant emotional labor norms (e.g., smiling), coupled with restructuring the 

restaurant’s tipping structure may reduce the occurrences of CSH through a decrease in 

psychological power that customers have over restaurant employees. Another possible 

avenue for intervention is to introduce potential job resources that could mitigate the 

effects of CSH. This is important, given that the restaurant industry has one of the highest 

rates of CSH and sexual harassment in general (ROC United, 2014; Johnson & Madera, 
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2018; Matulewicz, 2016). Drawing from the JD-R theory, this study allows for the 

examination of two organizational resources (organizational intolerance towards CSH 

and CSH supervisor preventive behaviors) as factors that may weaken the relationship 

between CSH and employee strain as well as turnover intentions. 

 Finally, it has been suggested that witnessing sexual harassment can contribute to 

outcomes similar to being a direct target of it (Glomb et al., 1997; Chawla et al., 2021). 

For example, bystanders of mistreatment, including sexual harassment, may experience 

lowered well-being, as well as increased turnover intentions and job dissatisfaction 

(Liang & Park, 2021; Miner-Rubino & Cortina, 2007). Still, there is a lack of empirical 

evidence for the incremental effect of bystander CSH on direct CSH, as well as for the 

effect of bystander sexual harassment in general (Yang et al., 2023). Given that restaurant 

employees work in a shared space, they are likely aware of CSH directed at their 

coworkers, suggesting that there might be an additive effect of bystander CSH on 

witnesses’ strains and job attitudes. To explore this possibility, the current study aims to 

analyze the effect of CSH on employee well-being outcomes over and above the effect of 

experienced CSH. Such findings would suggest that the negative outcomes of CSH may 

be higher for victims who are both direct targets and bystanders. This possible finding 

may serve as the basis for organizational researchers and practitioners to urge restaurant 

organizations to implement interventions to mitigate the effects of CSH for all 

employees.  
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Experienced and Witnessed Workplace Mistreatment 

 Workplace mistreatment occurs when an individual engages in deviant negative 

actions—or terminates positive normative actions—towards another person in the 

workplace (Magley et al., 2003). Example forms of mistreatment include acts of abuse, 

harassment, incivility, and aggression. Numerous findings suggest that contextual 

variables, such as working in a stressful environment, are the strongest contributors to an 

employee’s exposure to workplace mistreatment (e.g., Bowling & Beehr, 2006; McCord 

et al., 2018; Yang et al., 2023). Restaurant workers are likely to be victims of customer 

mistreatment, defined as a form of treatment directed at service employees that is 

demeaning, aggressive, or disrespectful (Garcia et al., 2019). Moreover, restaurant work 

is designed such that the employee holds a disempowered status relative to the customer, 

as illustrated by the service industry’s prioritization of the customer experience (e.g., Han 

et al., 2016; Matulewicz, 2016; Yagil, 2008). Indeed, social dynamics, particularly those 

pertaining to power imbalance, have also been identified as a contributing factor to acts 

of mistreatment (Cortina et al., 2017). As a result, employees who are exposed to 

customer mistreatment may experience a depletion of resources manifested in the form of 

emotional exhaustion, lowered performance, and increased burnout (e.g., Garcia et al., 

2019; Han et al., 2016; Hershcovis & Barling, 2010). Other common outcomes of 

mistreatment include an increase in negative job attitudes, such as turnover intentions, 

and worsened mental health, such as anxiety and depressive symptoms (Yang et al., 

2023). 
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 Recent evidence indicates that the consequences of direct exposure to 

mistreatment can expand beyond the victim, as bystanders might also be indirectly 

affected (Dhanani & LaPalme, 2019). That is, employees who witness mistreatment 

develop outcomes parallel to those of the direct victim, such as lowered well-being and 

increased turnover intentions (Cooper-Thomas et al., 2014). In terms of antecedents of 

witnessed mistreatment, it has been proposed that the organization’s level of tolerance for 

mistreatment influences the frequency and severity of mistreatment behaviors, as well as 

the bystander’s level of sensitivity for mistreatment (Miner-Rubino & Cortina, 2007; 

Woolum et al., 2017). Higher organizational tolerance for mistreatment could encourage 

perpetrators by signaling that negative behaviors are inconsequential, and frequent 

observations of mistreatment lead to higher expectations of uncivil behavior in one’s 

workday (Woolum, 2017). Despite the extant literature on the antecedents and outcomes 

of witnessed forms of mistreatment, there is a lack of empirical evidence for potential 

moderators of these processes (Yang et al., 2023). Moreover, to the best of my 

knowledge, few studies have identified the incremental effects for individuals who are 

both direct and bystander victims of mistreatment (Cooper-Thomas et al., 2014; Hitlan et 

al., 2006), but the authors did not specify if the perpetrators were internal or external to 

the organization. 
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Overview of Sexual Harassment in Work Organizations 

 While various types of sexual harassment have been identified, the current study 

focuses on the two forms that are most enacted by customers (Kundro et al., 2021). The 

first one, sexual hostility, refers to crude and/or degrading jokes or comments about 

sexuality or sexual activity. The second one, unwanted sexual attention, consists of 

uninvited sexual advances such as comments about one’s appearance or inappropriate 

touch (Fitzgerald & Cortina, 2018). Sexual harassment has been described as an indicator 

of a hostile environment for gender minorities (Pina & Gannon, 2012) and men who 

challenge the gendered status quo (Holland et al., 2016). Those who are victims of sexual 

harassment may experience a myriad of negative outcomes, such as impaired mental 

health (Pina & Gannon, 2012) and increased work withdrawal (Chawla et al., 2021)—

which can be a proximal precursor of turnover intentions. Finally, researchers have 

suggested that frequent instances of sexual harassment that were low in intensity—such 

as gender-specific harassment—were as equally detrimental to women’s organizational 

commitment and mental health as infrequent cases high in severity, such as sexual 

coercion (Sojo et al., 2016). 

 Although the antecedents and outcomes of sexual harassment are well researched, 

scholars have yet to identify potential work contextual moderators capable of mitigating 

sexual harassment’s negative effects on the victim. To date, most studies have focused on 

the coping strategies that victims commonly engage in (Cortina & Wasti, 2005) without 

suggesting solutions that place responsibility on the organization. Most sexual 

harassment interventions backfire and result in retaliation, including demoting or firing 
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the victims who report sexual harassment (Dobbin & Kalev, 2020). Moreover, promising 

solutions are designed for workplaces in which the perpetrator and the victim work for 

the same organization, making them difficult to implement in settings with high 

prevalence of sexual harassment involving perpetrators from outside of the organization, 

like customers. For example, bystander training, which trains bystander witnesses to step 

in and defend the victim, has been deemed effective in military settings (Potter & 

Moynihan, 2011), but prior research suggests that restaurant employees are less likely to 

defend their coworkers from CSH in fear of compromising their earnings (Liang & Park, 

2021). Thus, more research is needed to identify potential organizational moderators for 

the relationship between sexual harassment and its outcomes.  
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Customer Sexual Harassment in the Restaurant Industry 

 CSH has been described as a power dynamic in which the perpetrator holds the 

target’s access to resources (Kundro et al., 2021; Yagil, 2008). Indeed, customers hold 

access to a significant resource for restaurant employees: their tip-based income (ROC 

United, 2014; Shaw et al., 2018). Findings from a report indicate that female servers tend 

to tolerate unwanted sexual advancements in fears that retaliating would compromise 

their earnings (ROC United, 2018). Thus, the power differential between the restaurant 

employees and customers arises mainly from the customer’s hold on the worker’s 

financial resources. Further, this power dynamic is solidified due to the service industry’s 

endorsement of the philosophy that “the customer is always right”, which signals to 

employees that they must respond professionally to customers regardless of their 

behavior (Matulewicz, 2016). Along these lines, supervisors are incentivized to prioritize 

customer service and dismiss their employee’s well-being in cases of customer 

mistreatment (Arnold & Walsh, 2015; Fine et al., 1994; Fisk & Neville, 2011). For 

example, in the case of Llewelyn v. Celanese Corp, an employee who was sexually 

harassed by a customer was dismissed by her employer when the latter indicated that the 

“customer is always right” (Fine et al., 1994). Overall, dependence on the tipped-wage 

income, coupled with the service philosophy that prioritizes the customer’s experience, 

constrains restaurant workers from reporting and responding to inappropriate customer 

interactions, placing employees in a powerless status relative to the customer.  
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Theoretical Background 

 This study integrates the empowerment framework (Conger & Kanungo, 1988) 

and the JD-R theory (Bakker & Demerouti, 2014; Demerouti et al., 2001), to 

conceptualize the motivation and health mechanisms that influence how CSH may relate 

to the turnover intentions and mental health of restaurant employees. Specifically, power 

imbalances are commonly attributed to instances of sexual harassment (Pina & Gannon, 

2021). The stipulations from the empowerment framework capture the power dynamics 

present in workers’ experiences of CSH (as a direct or bystander victim) in restaurant 

settings. The JD-R theory serves as a broader stress framework that allows for the 

introduction of organizational resources as potential moderators for the relationship 

between CSH and its outcomes. 

Empowerment Process 

 The empowerment process introduced by Conger and Kanungo (1988) integrates 

the management and psychology literatures to define the underlying mechanisms of 

empowerment. The authors define power as both a relational and a motivational 

construct. As a relational construct, power arises when the performance outcomes (e.g., 

tips, customer reviews) are contingent on other agents (e.g., customers). In a restaurant 

setting, customers hold coercive power (control of punishment) granted by the industry’s 

philosophy of “the customer is always right”, which grants them leverage when 

complaining to the supervisor. They also hold remunerative power (control of material 

rewards) because they control the restaurant worker’s income. The relational approach to 

power assumes that individuals in a high-power status are more likely to reach their 
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desired outcomes and they also have some level of control over the organizational 

resources of low-power individuals. Empowerment for low-power subjects can be 

achieved by sharing or granting them organizational resources. In this view, 

empowerment can be achieved if restaurant leaders extend their managerial power to 

their subordinates, such as by introducing practices that strengthen the employee’s ability 

to gain and protect their resources. A possible way in which restaurant supervisors can 

achieve this is by preventing CSH, a practice that would alleviate the employee’s burden 

of confronting customers themselves. 

 The empowerment process further proposes that all people have a basic need for 

power. In a motivational sense, the need for power is referred to as the need for control in 

social contexts. This need is satisfied when individuals have a sense that they can cope 

with interpersonal confrontation and others’ reactions during social interactions. On the 

other hand, an inability to cope with one’s social demands would thwart one’s need for 

power. Failing to satisfy this need will ultimately lead to strains and dissatisfactions. In 

this view, empowerment can be achieved through organizational strategies that enable 

employees, such as by creating conditions (e.g., positive organizational climate) that 

strengthen employees’ sense of control over social demands at work. In contrast, a lack of 

organizational strategies strengthening restaurant employees’ capacities to deal with CSH 

threatens these workers’ need for power, resulting in increased strain levels and worsened 

job attitudes. 
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Job Demands-Resources Theory 

The JD-R theory argues that job demands and resources are indirectly related to 

organizational outcomes through work exhaustion and engagement, respectively (Bakker 

& Demerouti, 2014; Demerouti et al., 2001). According to the JD-R theory, job demands 

are aspects of the job that require sustained effort and can result in the loss of 

physiological or psychological energies, and the resulting exhaustion has an effect on 

performance and well-being outcomes (Bakker & Demerouti, 2014; Bakker et al., 2014; 

Tims et al., 2013). This is referred to as the health-impairment process. The second 

category specified in the JD-R theory are job resources, which consist of job aspects that 

are “(a) functional in achieving work goals; (b) reduce job demands and the associated 

physiological and psychological costs; or (c) stimulate personal growth, learning, and 

development” (Bakker & Demerouti, 2014, p. 9). Job resources indirectly affect 

employee performance and strain through enhanced work engagement, and they tend to 

increase work engagement and motivation by satisfying psychological needs (Bakker et 

al., 2014). This is referred to as the motivational process. Furthermore, job demands and 

resources interact so that job resources buffer the relations between job demands and 

well-being. Thus, higher amounts of job resources help employees cope with job 

demands. The theory also suggests that job resources are most valuable when employees 

are dealing with high job demands.   
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Hypothesis development 

 Without proper resources in place, CSH is a taxing job demand for restaurant 

employees potentially linked to increased turnover intentions (i.e., the willingness to 

voluntarily leave one’s current organization; Tett & Meyer, 1993). Consistent with the 

JD-R theory, constant exposure to stressors could drain an employee’s psychological 

resources and contribute to focal employees’ lowered well-being, such as more emotional 

strains and poorer job attitudes. In the context of experiencing CSH in restaurant setting, 

restaurant employees’ health-impairment process might be constantly activated during or 

after a work shift. Specifically, the target employee may ruminate about the CSH 

incidents during and after work, subsequently experiencing exhaustion and emotional 

strains like anxiety and depressive symptoms, as well as developing more negative 

attitudes toward their job, such as having thoughts about quitting their job as a way to 

avoid sexual harassment from customers in the future. In the present study, I chose to 

focus on anxiety and depressive symptoms as indicators of emotional strains and turnover 

intentions as the indicator of job attitude for the following reasons: The restaurant 

industry has one of the highest turnover rates of any industry at 74% (National Restaurant 

Association, 2019) and the average job tenure of a restaurant employee is approximately 

two months (Jong, 2019), indicating that most restaurant employees choose to leave their 

organization shortly after being hired. This begets researchers to identify (and 

subsequently change) the work factors that prompt restaurant employees to quit their jobs 

in such a short amount of time, such as CSH (e.g., Johnson & Madera, 2018; Yagil et al., 

2008). Moreover, scientific articles and popular media have begun to increase awareness 
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for the mental health of restaurant workers after the COVID-19 pandemic (Alburger, 

2020; Saah et al., 2021). Preliminary evidence shows that employees in the tipped service 

industry may be more likely to report depressive symptoms (Andrea et al., 2018) and that 

that recipients of customer misbehavior may be prone to experience long-term anxiety 

(Yagil et al., 2008; Harris & Reynolds, 2003). These findings beget further identification 

of potential predictors of mental health indicators for restaurant employees, and empirical 

evidence suggests that restaurant employees are at higher risk of experiencing anxiety 

and depressive symptoms when they are exposed to CSH (Yagil et al., 2008).  

H1: Direct CSH will be positively related to a) anxiety and b) depressive 

symptoms. 

H2: Direct CSH will be positively related to turnover intentions. 

Besides being direct targets of CSH themselves, the health impairment process of 

restaurant employees may be activated by witnessing CSH directed at their coworkers, 

which may also relate to higher turnover intentions and lowered well-being. Researchers 

have conceptualized bystander sexual harassment as an ambient stimulus that serves as 

information for the affective and behavioral reactions of group members (Glomb et al., 

1997). Based on this, bystanders may consider instances of CSH as information of their 

low power status relative to the customer. However, this effect has not been examined for 

bystanders of CSH in restaurants. Under this premise, bystander exposure to 

mistreatment (i.e., CSH) may create a shared traumatic experience facilitated by the 

process of co-victimization (Glomb et al., 1997; Chawla et al., 2021) and through 

increased bystander stress (Miner-rubino et al., 2007). Empirically, this vicarious process 
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of observing workplace mistreatment has been found to have implications on employee 

well-being, as well as their intentions to turn over (Miner-Rubino et al., 2007). Restaurant 

employee who are bystanders of CSH may be experiencing resource depletion in addition 

to instances in which they are direct victims of it, as a similar link has been identified for 

employees who are simultaneously victims and bystanders of workplace mistreatment 

(Cooper-Thomas et al., 2014).  

H3: Bystander CSH will be positively related to a) anxiety and b) depressive 

symptoms, over and above experienced CSH. 

H4: Bystander CSH will be positively related to turnover intentions, over and 

above experienced CSH. 

Most studies on workplace sexual harassment in the literature have framed the 

phenomenon from the perspective of white-collar employees, largely neglecting the 

experiences of employees in the service industry (Kundro et al., 2021). As a result, most 

proposed solutions for workplace sexual harassment would be difficult to implement in 

the service industry, like the restaurant setting this study is focused on. Much more 

research is needed to identify potential work contextual moderators that may mitigate the 

negative impact of CSH on restaurant workers. Based on the tenets of the JD-R theory, 

restaurant employees may combat the negative effects of CSH if they have available job 

resources, such as when they work for an organization that is intolerant of CSH. 

Organizational intolerance for CSH is evaluated by the perceived risk of reporting CSH, 

the potential consequences for the offender, and the seriousness in which the complaint is 

received (National Academies of Sciences, Engineering, and Medicine, 2018). Although 
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no study has examined how organizational intolerance towards CSH moderates the 

relationship between CSH and employee outcomes, it is plausible that it could mitigate 

the association between CSH and strain as well as turnover intentions. Following the 

processes stipulated in the JD-R theory, organizational intolerance should buffer the 

negative effects of CSH on employee well-being (e.g., strains and job attitudes), because 

it may decrease the effect of CSH as a job demand by increasing the employee’s 

resources to cope with the strains resulted from CSH (e.g., formal sanctions for reported 

CSH offenders). Furthermore, the stipulations of the empowerment framework suggest 

that organizational intolerance for CSH should satisfy the restaurant employee’s need for 

power by granting them control over their work processes and outcomes (i.e., granting 

them motivational empowerment), such as their gratuity earnings, instead of these being 

completely contingent on the customer. For example, employees who work for 

organizations that enforce clear sanctions against CSH may feel safety and control in 

reporting CSH. In contrast, employees who work in an organization that is tolerant of 

CSH would have less available organizational resources such as specific sanctions 

against offenders and formal channels for reporting CSH, which may yield a lowered 

sense of control and an unsatisfied need to power. Accordingly, target employees of CSH 

in such organizations would experience exacerbated well-being outcomes, including 

higher anxiety, more severe depressive symptoms, and higher turnover intentions.  

Empirical research in the literature has found that employees that work in 

restaurants with high tolerance for CSH are left to cope with the customer informally on 

their own, many reporting that they have little control of the situation and lack 
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organizational support, and in turn feel stressed out from CSH (Matulewicz, 2016; 

Minnotte & Legerski, 2019). For example, one participant from Matulewicz’s (2015) 

study shares that she thought she was “too sensitive, [she] can’t work in the industry it’s 

too stressful” (p. 410). Moreover, organizational tolerance for CSH may hurt the victim’s 

well-being outcomes, such that the absence of organizational support influences the 

victim’s likelihood to self-blame and increases their perceived vulnerability towards 

sexual harassment (Ford & Ivancic, 2020). Finally, working in an organization that is 

tolerant of CSH has been found reduce employee trust in their organization, which may 

deter employees from reporting CSH (Vijayasiri, 2008). In turn, employees who are 

unable to report CSH may be more likely to withdraw from work (Willness et al., 2007) 

and develop intentions to leave their organization.    

H5: Organizational intolerance for CSH will moderate the positive 

relationship between direct CSH and a) anxiety and b) depressive symptoms 

such that these relationships will be weaker (stronger) under higher (lower) 

organizational intolerance for CSH. 

H6: Organizational intolerance for CSH will moderate the positive 

relationship between direct CSH and turnover intentions such that this 

relationship will be weaker (stronger) under higher (lower) organizational 

intolerance for CSH. 

Customer sexual harassment preventive supervisor behaviors may also be a resource 

that can weaken the link between CSH and strain outcomes. This construct is adapted 

from Yang and Caughlin’s (2017) aggression-preventive supervisor behaviors. In this 
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context, preventive supervisor behaviors refers to the specific behaviors that supervisors 

engage in to prevent instances of CSH. These include having awareness of the 

interactions between the employees and the customers (proactive practice), intervening in 

situations with high risk of CSH (active practice), and informing the employees about the 

policies, processes, and procedures available regarding CSH (declarative practice). By 

engaging in preventive behaviors, supervisors influence how employees experience the 

outcomes of CSH. For example, preventive supervisor behaviors might increase the 

employee’s awareness of the formal processes available to them to report CSH. Indeed, 

preliminary studies support the notion that supervisor behaviors influence employee’s 

perceptions of organizational policies regarding general sexual harassment (Reese & 

Linderberg, 2003).  

In a restaurant setting, supervisors can dictate the norms for interactions between 

employees and customers. For example, 17% of women restaurant workers indicated that 

their supervisors told them flirt with customers (ROC United, 2014, p. 21). Thus, 

preventive supervisor behaviors in restaurants are crucial for mitigating against the 

outcomes of CSH. Following the JD-R theory’s stipulations, preventive supervisor 

behaviors will serve as a job resource that may buffer the effect of CSH on employee 

turnover intentions and well-being by protecting the employee’s resources to combat 

CSH. According to the empowerment process, supervisors can extend their relational 

empowerment with their employees by extending their managerial resources, such as by 

removing customers with a high risk of enacting CSH, rather than prioritizing the 

customer's experience by allowing them to remain in the restaurant. In turn, restaurant 
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workers may feel more protected from experiencing CSH if their supervisor engages in 

active and proactive practices because this releases them from spending their personal 

resources to confront the customer themselves. Based on this, employees who have 

preventive supervisor behaviors as a job resource may experience higher relational 

empowerment, in turn experiencing lower anxiety, fewer depressive symptoms, and 

lower intentions to leave their organization.  

Furthermore, research findings show that supervisors may mitigate employee job 

attitudes and well-being outcomes that result from negative customer interactions (Boukis 

et al., 2019; Zhu et al., 2019). Moreover, preventive supervisor behaviors are a practice 

that increases employee relational empowerment. Supervisors that adopt an 

empowerment leadership style have been found to increase their employee’s 

psychological empowerment and organizational commitment (Namasivayam et al., 

2014). Finally, supervisors have been found to have a buffering effect on the positive 

relationship between customer incivility and employee work strains (Beattie & Griffin, 

2014).  

H7: Preventive supervisor behaviors will moderate the positive relationship 

between CSH and a) anxiety and b) depressive symptoms such that these 

relationships will be weaker (stronger) under higher (lower) levels of 

preventive behaviors. 

H8: Preventive supervisor behaviors will moderate the positive relationship 

between CSH and turnover intentions such that this relationship be weaker 

(stronger) under higher (lower) levels of preventive behaviors. 



CUSTOMER SEXUAL HARASSMENT IN THE RESTAURANT INDUSTRY         20 

 

Method 

Sample and Procedure 

This study is based on a larger project funded by the Professional Training 

Opportunities Program (PTOP) through the Northwest Center for Occupational Health 

and Safety, housed in the University of Washington. I implemented a two-wave design in 

which participants received two surveys that were a week apart. The weekly repeated-

measures design was chosen because the average length of employment for restaurant 

workers is between one and two months (Jong, 2019), suggesting that turnover intentions 

develop promptly and quickly in the employee’s work life cycle. Additionally, 

preliminary evidence has suggested that turnover intentions and mental health indicators 

are dynamic in nature, such that they can fluctuate on a weekly basis and are influenced 

by the occurrence of stressful work events (Bakker et al., 2014; Shi et al., 2021; 

Sonnentag, 2015). Restaurant workers’ experiences of psychosocial stressors in their job 

may fluctuate given that the quality of customer-employee interactions tend to differ over 

time. Specifically, the likelihood of experiencing or witnessing CSH on a particular 

workday may vary depending on various factors such as workload (how busy the 

restaurant is), the demographics of the customer (e.g., gender, age), and the enaction of 

emotional labor (smiling; Kundro et al., 2021). Thus, CSH was measured in this study as 

the frequency of direct and bystander CSH during the prior week, which has been shown 

to be an effective way to capture the various SH experiences across individuals (Sojo et 

al., 2016). 
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Participants were recruited via community outreach and crowdsourcing. 

Expanding recruitment strategies was the most efficient way to recruit restaurant 

employees, who belong to a hard-to-reach population given the structural vulnerabilities 

embedded in restaurant work (Minnotte & Legerski, 2019) as well as the lack of 

representation or restaurant workers in research studies (Kundro et al., 2021) and unions. 

Community outreach efforts consisted of recruiting directly at restaurants in a 

metropolitan area, at a college campus in the Pacific Northwest, emailing other 

universities in the United States, and through a community partnership with the 

Restaurant Opportunities Center United. Please refer to appendix A for the recruitment 

materials. Additionally, crowdsourcing was done via the Prolific recruitment platform, 

which has been described as a viable way to recruit participants who have been typically 

underrepresented in research studies (e.g., Lyons et al., 2023; McInroy, 2016). The 

screening surveys for participants recruited on Prolific included additional questions 

aimed at identifying bots, which are a source of fake data (Storozuk et al., 2020). Please 

refer to Appendix B for these additional questions. Finally, the inclusion criteria required 

participants to be 18 years or older and working at a job in the food industry with regular 

customer interaction (e.g., bartender, host).    

Recruited restaurant employees were directed to a screening survey (see 

Appendix B) in which they were asked to respond to several questions about their work 

environment. Those who indicated that the frequency of their interactions with customers 

were “often” or “always” were officially invited to participate in the study. The screening 

survey also asked the individuals to create a personalized ID and to provide their 
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preferred email address and/or phone number. The email addresses and phone numbers 

were collected to send out the Time 1 and Time 2 surveys to participants. The 

participant’s personalized ID was used to link responses across surveys. This 

personalized ID consisted of the first two letters of the participant’s mother’s first name, 

the first two letters of the town they were born in, and the two digits of their day of birth.  

Different batches of contact lists were created every week with the purpose of 

sending the survey to participants in a timely manner. Once participants were recruited 

for a specific batch, the link to the Time 1 survey was sent to the emails and phone 

numbers from the respective contact list. The first page of the Time 1 survey included the 

informed consent form. Those who provided consent to participate in the study were 

subsequently asked to provide their personalized ID. After this, participants were directed 

to complete questionnaires asking about their affective states, work experiences, and 

demographic information. The moderating variables were measured at Time 1. 

A week after the Time 1 survey, participants were emailed the Time 2 survey on 

Sunday at 5pm via the “schedule send” feature on Qualtrics and the “custom allowlist” 

feature on Prolific. The Time 2 survey remained open until 5pm on Tuesdays. This 

survey asked participants about their work experiences and general well-being within the 

last week. The independent and dependent variables were measured at Time 2. 

Participants were awarded $4.00 for each survey that they completed. The non-Prolific 

participants received their payment in the form of Amazon e-gift cards, whereas the 

Prolific participants were compensated through the Prolific website, which pays 
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respondents through PayPal. In total, individuals could earn up to $8.00 for answering 

both surveys. 

A total of 212 non-Prolific and 119 Prolific recruits completed the screening 

surveys. The respondents who met the inclusion criteria and passed the bot checks were 

invited to complete the Time 1 survey, resulting in 127 non-Prolific and 92 Prolific 

participant invites. Of those, 102 non-Prolific and 51 Prolific invited responses were 

received for the Time 1 survey. With the intention to maximize the sample size for the 

Time 2 measures, the Time 1 survey for the community outreach sample remained open 

in order to allow participants to officially join the study at any time, meaning that some 

participants completed the Time 1 survey twice. In such cases, I dropped the duplicated 

responses with the most missing data, considering that the Time 1 survey measures 

capture events “in general” rather than “weekly”. This resulted in the deletion of 6 

duplicate Time 1 survey responses for the non-Prolific recruits. None of the Prolific 

participants answered the Time 1 survey more than once. Finally, 54 non-Prolific and 39 

Prolific participants completed the Time 2 survey, resulting in a total sample size of 93 

matched answers for Time 1 and Time 2. All participants passed the attention and bot 

checks (Bowling et al., 2021; Huang et al., 2015; Rogelberg & Stanton, 2007). Finally, 

some (N= 15) participants were excluded from the analyses pertaining to hypotheses 7-8 

because they indicated not having a direct supervisor.  

The average age of the final sample was 30.67 years old (SD = 9.86) and the 

average financial dependence on tips was 42.69% (SD = 27.84). The majority of 

participants were working as food servers (40.9%), followed by bartenders (11.8%), 
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hosts/hostesses (9.7%) and cashiers (6.5%). The remaining 26.9% of participants selected 

“other” and specified that their job title entailed working either in a combination of 

positions (e.g., “server/bartender/host”) or as managers (e.g., “shift lead”). More than half 

of the sample had been working in the restaurant industry for more than a year (63.4%), 

the remaining participants indicated working between three months to a year (19.4%), 

one to three months (9.7%), and less than a month (3.2%). Additionally, 17.2% of 

participants had been working with their current supervisor for less than a year, 16.1% for 

at least one year, 37.7% for at least two years, and 29% of participants did not answer this 

question. Regarding the participant’s demographics, 66.7% identified as White, 10.8% as 

Latinx, 3.2% as Black, 9.7% as Asian, 2% as Middle Eastern, and 2% selected “other”. 

The majority of respondents identified as women (64.5%) and were highly educated: 

most participants indicated having “some college” education (35.5%) or having a 4-year 

college degree (28%).  

Time 1 Measures: Moderating Variables 

Please refer to Appendix C for the scale items included in the Time 1 survey.  

Organizational Intolerance for Sexual Harassment was measured using 

Holland et al.’s (2016) adaptation of William & Fitzgerald’s (1999) measure for 

organizational practices for sexual harassment. Participants indicated their level of 

agreement to ten items (e.g., “Sexual harassment will not be tolerated at my 

organization”) using a Likert scale ranging from 1 = Strongly disagree to 5 = Strongly 

agree. The reliability for this scale was high, 𝑎 = .93, 
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 Customer Sexual Harassment Preventive Supervisor Behaviors were 

measured using a nine-item scale adapted from Cyr et al.’s (2019) Aggression Preventive 

Supervisor Behaviors towards patient aggression. Participants indicated the frequency in 

which their supervisor engages in specific preventive behaviors (e.g., “Pays attention to 

customers with high risk of sexual harassment”), using a Likert scale ranging from 1 = 

Never to 5 = Every day and one option for Not applicable. Reliability was high, 𝑎 = .91 

Please see Appendix C for the adapted scale items and refer to Appendix E for a 

description of the scale adaptation process.  

Time 2 Measures: Independent and Dependent Variables 

Please refer to Appendix D for the scale items included in the Time 2 survey.   

Direct and Bystander Customer Sexual Harassment were measured using 

Kundro et al.’s (2021) client version of Gettman & Gelf’s (2007) Sexual Experiences 

Questionnaire (C-SEQ). Participants responded to two separate six-item scales indicating 

the frequency in which customers engaged in sexually harassing behaviors towards them 

and their coworkers in the past week, respectively (e.g., “[How often has a customer] 

touched you/your coworker in a way that made you/them feel uncomfortable?”). The 

scale anchors ranged from 1 = Never to 5 = Four times or more. Reliability for direct and 

bystander CSH were 𝑎 =.88 and 𝑎 = .91, respectively. 

Turnover Intentions were measured using Mobley’s (1982) scale. Participants 

indicated their level of agreement with the work experiences stated in three items in the 

past week (e.g., “I thought a lot about quitting my present job”), using a Likert scale 

ranging from 1 = Not at all to 5 = A lot. Reliability was high, 𝑎 = .92. 
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 Depressive Symptoms were measured using Kessler et al.’s (2003) scale. 

Participants indicated how often they felt six emotions in the past week (e.g., 

“Hopeless”), using a Likert scale ranging from 1 = None of the time to 5 = All of the time. 

Reliability was high, 𝑎 = .89. 

 Anxiety was measured using Splitzer et al.’s (2006) Generalized Anxiety 

Disorder seven-item scale. Participants indicated how often they were bothered by the 

stated problems in the past week (e.g., “Trouble relaxing”), using a Likert scale ranging 

from 1 = None of the time to 5 = All of the time. Reliability was high, 𝑎 = .92. 

Control Variables 

 Control variables consisted of the organization’s tipping model, tipping structure, 

and the employee’s financial dependence on tips, as previous findings suggest that these 

factors influence the restaurant’s power dynamics between employees and customers 

(Kundro et al., 2021) and the employee’s reaction to direct and bystander CSH (ROC 

United, 2018; Liang & Park, 2021). The tipping model is defined as the process 

implemented to receive tips from customers. That is, the gratuity can be automatically 

included in the customer’s bill, it can be situational—such that it is only automatically 

included for large parties—or it can be done as the traditional model in which the 

customer decides the tip amount for the employee. The tipping structure refers to the 

restaurant’s policy for tip distribution among employees, such as pooled tips (the total 

amount of tips is distributed to all employees based on the hours worked), tip-out (some 

employees might give a percentage of their tips to other employees), and tips earned 

(every employee keeps the tips that they earn without splitting them with their 
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coworkers). The employee’s financial dependence on tips was measured as the 

percentage of income that was earned from tipping. Finally, the source of recruitment—

Prolific vs community outreach—was also entered as a control variable.  
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Results 

Preliminary Analyses 

 The data were inspected for missing values and outliers. The rate of missing data 

ranged from 8% for most scale items to 13% for the preventive supervisor behaviors at 

the item level. Given Bennett’s (2001) suggestion that more than 10% of missing data 

may introduce statistical bias to the analyses, Little’s (1988) test was performed to 

determine if the data were missing completely at random (MCAR) for the preventive 

supervisor behaviors scale items. The test was conducted in R using the naniar package 

(Tierney & Cook, 2023). All of the preventive supervisor behavior items were 

simultaneously compared to the participant’s age, gender, and ethnicity. The results 

indicated that the test was not significant, 𝑥2(262) = 285, p > .05, suggesting that the data 

were MCAR. Based on this finding, listwise deletion was implemented to handle missing 

data, as recommended by Enders & Bandalos (2001).  

 The correlations, means, reliability coefficients, and standard deviations can be 

seen in Table 1. The correlation results show that direct and bystander CSH had a strong 

positive correlation (r = .75, p < .01). Organizational intolerance was negatively 

correlated with anxiety (r = -.27, p < .05), depressive symptoms (r = -.25, p < .05), and 

turnover intentions (r = -.30, p < .01). Finally, preventive supervisor behaviors were 

negatively correlated with depressive symptoms (r = -.27, p < .05) and turnover 

intentions (r = .28, p < .05). 
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Testing Assumptions 

 Before testing the hypotheses, several statistical assumptions were tested. First, 

residual plots were obtained to test for homoscedasticity. The residual plots indicated that 

direct and experienced CSH violated the homoscedasticity assumption. Specifically, there 

was greater variance for the standardized residuals at lower levels of the predicted values 

for all of the dependent variables. Additionally, the descriptive statistics demonstrated 

that direct (skewness = 2.36, SE = .26) and bystander (skewness = 2.11, SE = .26) CSH 

were positively skewed. This is common for measures of mistreatment (e.g., Yang and 

Caughlin, 2017), as lower values of mistreatment tend to be more frequently endorsed in 

comparison to higher values. Based on this, bootstrapping was used for all of the 

hypotheses as a remedy for the non-normality and heteroskedasticity present in the data 

(Chernick et al., 2011). Additionally, due to the small sample size, a heteroskedasticity-

consistent 3 (HC3) robust correction for standard errors is recommended (Long & Ervin, 

2000). Results with HC3 correction did not differ from the uncorrected findings. Thus, I 

reported the results from the uncorrected analyses, allowing for the simplest method of 

testing as stated by the principle of parsimony (Gauch, 2003).  

I obtained variance inflation factor (VIF) and tolerance values to determine if 

multicollinearity was present between the predictors. The strongest correlation for 

predictor variables corresponded to direct and bystander CSH, and the results indicated 

that these variables had acceptable VIF (1.077 and 1.102, respectively) and tolerance 

(.928 and .907, respectively) scores. No multicollinearity was detected between any of 

the predictor and moderator variables since all of the VIF values were all lower than 5 
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and the tolerance scores were greater than .20. To check for multivariate outliers, 

studentized residuals, Cook’s distance, and residual plots were obtained. Few outliers 

were identified, but none of these cases were excluded from the final analyses to maintain 

the integrity of the data and preserve the sample size. Lastly, scatter plots were obtained 

to establish the linearity assumption between the independent and dependent variables. A 

visual inspection of the fit line for each scatterplot indicated that all of the variables met 

the assumption of linearity.   

Hypothesis Testing 

 Hypotheses 1-4 were tested by implementing a hierarchical linear regression 

analysis with bootstrapping in SPSS for each of the focal dependent variables. The first 

step consisted of entering the theoretically justified covariates as predictors. The 

categorical covariates (tipping model and structure) were entered as dummy variables. 

For tipping model, the “other” variable was used as the referent variable, and “tips 

earned” was used for tipping structure as the referent variable. In the second step, CSH 

was entered into the model to test Hypotheses 1-3. Finally, the third step consisted of 

entering witnessed CSH to test Hypotheses 3-4. The bootstrap analyses were examined to 

determine significance, since this method corrects for non-normality of the data. Thus, 

the significant and unstandardized coefficients reported reflect the bootstrapping results. 

To examine whether direct CSH was positively related to a) anxiety and b) depressive 

symptoms, I conducted a hierarchical regression analysis with the control variables in 

step 1 and experienced CSH entered in step 2. As seen in Model 2 of Table 2, direct CSH 

was significantly and positively related to anxiety, B = .28, SE = .14, β = .20, p = .03. The 
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results from Model 5 of Table 3 indicate that direct CSH was not significantly related to 

depressive symptoms, B = .16, SE = .13, β = .14, p = .18. Thus, Hypothesis 1a was 

supported whereas Hypothesis 1b was not supported.1 

Hypothesis 2 suggested that experienced CSH would be positively related to turnover 

intentions. The results from step 2 of the hierarchical regression model (Model 8, Table 

4) indicated that direct CSH was not significantly associated with turnover intentions, B 

= .30, SE = .21, β = .19, p = .12, providing no support for Hypothesis 2.2 

Hypothesis 3 suggested that bystander CSH would be positively related to a) anxiety 

and b) depressive symptoms, over and above direct CSH. As seen in Model 3 of Table 2, 

when bystander CSH was entered into the model, it was not a significant predictor of 

anxiety, B = -.10, SE = .21, β = -.09, p = .60. Further, the results did not indicate that the 

incremental effect of bystander CSH over and above effects of direct CSH was 

significant, ΔR2 = .00, ΔF(1, 73) = .31, p = .57. Thus, Hypothesis 3a was not supported. 

The results from Model 6 of Table 3 indicated that bystander CSH was not a significant 

predictor of depressive symptoms, B = -.27, SE = .18, β = -.29, p = .13 and the effect of 

bystander CSH over and above the effects of direct CSH was also not significant, Δ𝑅2 = 

.04, ΔF(1, 73) = 3.19, p = .08. The findings did not provide support for Hypothesis 3b.3 

 
1 Results from models that did not control for tipping variables yielded the same conclusion, as direct CSH 

was significantly and positively related to anxiety, B = .27, SE = .12, β = .19, p = .02, but not depressive 

symptoms, B = .15, SE = .12, β = .13, p = .19. 
2 Results from models that did not control for tipping variables yielded the same conclusion, as direct CSH 

was not significantly related to turnover intentions,  B = .30, SE = .19, β = .19, p = .11. 
3 Results from models that did not control for tipping variables yielded the same conclusion, as bystander 

CSH was not related to anxiety, B = -.10, SE = .18, β = -.09, p = .60, or depressive symptoms, B = -.27, SE 

= .17, β = -.28, p = .11, and the R-sqaured change was not significant. 
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Hypothesis 4 suggested that bystander CSH would be positively related to turnover 

intentions over and above the effect of direct CSH. The results from this model (Model 9, 

Table 4) indicated that bystander CSH was not a significant predictor for turnover 

intentions, B = -.08, SE = .31, β = -.06, p = .79, and the R-squared change for this model 

was not significant, ΔR2 = .00, ΔF(1, 73) = .13, p = .72. These results did not provide 

support for Hypothesis 4.4 

Hypotheses 5-8 were tested via a hierarchical regression model with 

bootstrapping in SPSS. First, the covariates were entered into the model. Then, the 

covariates and centered independent and moderator variable for each respective 

hypothesis were included in a separate model. Finally, the third model included the 

covariates, the centered independent and moderator variables, along with the interaction 

term. Hypotheses 5a-b suggested that organizational intolerance for CSH would moderate 

the relations of direct CSH and a) anxiety and b) depressive symptoms. The results from 

Model 12 of Table 5 revealed that the interaction term for this model was not significant, 

B = .04, SE = .15, β = .03, p = .78, providing no support for Hypothesis 5a. Results from 

Model 15 of Table 6 indicated that the interaction term was not significant, B = -.10, SE 

= .14, β =-.10, p = .42, providing no support for Hypothesis 5b. 

Hypothesis 6 suggested that organizational intolerance for CSH would moderate the 

relationship between direct CSH and turnover intentions. The results from Model 18 of 

 
4 Results from models that did not control for tipping variables yielded the same conclusion, as bystander 

CSH was not related to turnover intentions, B = -.27, SE = .28, β = -.09, p = 11, and the R-square change 

was not significant. 
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Table 7 revealed that the interaction term for this model was not significant, B = -.09, SE 

= .19, β = -.07, p = .58. Thus, Hypothesis 6 was not supported. 

Hypotheses 7a-b suggested that preventive supervisor behaviors would moderate the 

relations between direct CSH and a) anxiety as well as b) depressive symptoms. The 

results from Model 21 of Table 8 revealed that the interaction term for preventive 

supervisor behaviors and direct CSH was not significant, B = -.06, SE = .22, β = -.04, p = 

.75, providing no support for Hypothesis 7a. As seen in Model 24 of Table 9, preventive 

supervisor behaviors were significantly related to depressive symptoms, B = -.20, SE = 

.09, β = -.26, p = .02, but the interaction term was not significant, B = -.17, SE = .19, β = 

-.13, p = .27, providing no support for Hypothesis 7b. 

Finally, Hypothesis 8 suggested that preventive supervisor behaviors would moderate 

the relationship between direct CSH and turnover intentions. While Model 26 of Table 7 

indicated that preventive supervisor behaviors was related to turnover intentions, B = -

.25, SE = .12, β = -.25, p = .04, this direct effect was no longer significant when the 

interaction term was entered. The results from Model 27 of Table 10 indicated that the 

interaction term for this model was not significant, B = -.17, SE = .34, β = -.11, p = .59. 

Thus, Hypothesis 8 was not supported.   
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Discussion 

The current study aimed to explore the effects of direct and bystander CSH on two 

emotional strain outcomes—anxiety and depressive symptoms—as well as turnover 

intentions. Due to the study’s small sample size and low statistical power, the findings 

from this study should be interpreted with caution and considered in tandem with other 

similar findings in the literature that are tested on larger sample sizes. Overall, the results 

supported a significant and positive relation between direct CSH and anxiety, but not one 

between direct CSH and turnover intentions or depressive symptoms. Moreover, the 

incremental effect of bystander CSH over and above direct CSH was not supported. The 

study also proposed a moderating effect of two job resources, organizational intolerance 

for CSH and preventive supervisor behaviors, for the relations of direct CSH on anxiety, 

depressive symptoms, and turnover intentions. I found that the moderating role of 

organizational intolerance for CSH was not supported for any of the hypothesized 

relationships. Furthermore, preventive supervisor behaviors were found to be 

significantly related to depressive symptoms and turnover intentions, but not anxiety, and 

the moderating role of preventive supervisor behaviors was not supported. I discuss the 

theoretical and practical implications of these findings in the next section. 

Theoretical Implications 

The current study contributes to the SH literature by considering the experiences of 

restaurant employees, a population that has been underrepresented in research, as well as 

by exploring the effects of SH from perpetrators who are external to the organization—

customers. Findings supported the hypothesized positive link between direct CSH and 
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anxiety, suggesting that CSH experienced in a week may contribute to higher anxiety 

levels that same week. This indicates that the health impairment process underlying direct 

CSH as a job demand may develop quickly, especially in predicting anxiety. This may be 

due to internal psychological mechanisms that increase anxiety during a shorter time span 

in comparison to other strain outcomes (i.e., depressive symptoms). For example, prior 

research indicates that sexually objectifying work environments, such as restaurants, lead 

to anxiety through rumination (Szymanski & Mikorski, 2017). These mechanisms may be 

activated shortly after experiencing direct CSH, thus increasing feelings of anxiety in a 

short period of time. 

The findings did not support the JD-R theory’s health impairment effect of direct 

CSH as a job demand on depressive symptoms, a strain outcome. A possible explanation 

for this is that depressive symptoms may take longer than one week to develop. For 

example, meta-analytic findings suggest anxiety to be a stronger predictor of depressive 

symptoms than vice versa (Jacobson & Newman, 2017), indicating that prolonged 

feelings of anxiety resulting from direct CSH may eventually lead to increased depressive 

symptoms over time. Other sources suggest that depressive symptoms may manifest after 

2 weeks (National Institute of Mental Health, n.d.), whereas a faster speed of onset (<1 

week) is often attributed to experiencing stressful life events—such as getting divorced—

or for people with a diagnosed mood disorder (Hegerl et al., 2008). Additionally, a larger 

sample size may be required to detect the relationship between direct CSH and depressive 

symptoms, as the effect size for this association may be smaller. Indeed, the effect of 

CSH on depressive symptoms has been found to be weaker than the effect of SH from 
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supervisors and coworkers (Friborg et al., 2017). Overall, these findings suggest that the 

influence of direct CSH may vary for different strain outcomes. 

Regarding the lack of support for direct CSH as an antecedent for turnover intentions, 

Tsai et al. (2022) suggest that SH from coworkers may be more relevant to employee’s 

intentions to turn over than CSH. Perhaps restaurant employees consider CSH to be “part 

of the job” (Malutewicz, 2015) and believe that working for a different establishment 

would not remove this job demand. Moreover, prior meta-analytic findings indicate that 

the aggregated effect size for the relationship between SH and job attitudes is smaller 

than that of SH and mental health (Willness et al., 2007) across employees from various 

industries. Thus, the relatively low statistical power of the current study resulting from a 

small sample size may have limited the ability to detect an association between direct 

CSH and turnover intentions.  

The current study did not provide support for the health impairment effect of 

bystander CSH as a job stressor on strain indicators or turnover intentions over and above 

direct CSH. There may be two plausible reasons for this. First, more frequent 

observations of bystander SH have been found to decrease negative attitudes towards 

one’s own SH experiences (Hitlan et al., 2006). Based on this, restaurant employees who 

witness CSH directed at their coworkers may perceive this to be a job stressor related to 

the nature of restaurant work (Matulewicz et al., 2015), making them less likely to 

internalize blame and be affected by direct CSH. Second, although the VIF and tolerance 

values did not identify multicollinearity among any of the variables, the correlation 

coefficient between bystander and direct CSH was strong and significant (r = .75, p < 
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.01). It is still possible that multicollinearity influenced the statistical power of this study, 

because multicollinearity estimates (such as VIF and tolerance) are less reliable for small 

sample sizes (Tay, 2017). Thus, the high correlation between bystander and direct CSH 

would suggest that these variables share a high amount of variance with one another and 

studying them together may capture a different construct, such as ambient sexual 

harassment (Glomb et al., 1997)—an environment in which CSH is commonplace. Thus, 

analyzing them as separate predictors in the same model may not capture incremental 

variance. Finally, a small sample size may have yielded lower statistical power for this 

study, limiting the ability to detect a significant incremental effect of bystander CSH over 

and above direct CSH. 

The hypothesized buffering effect of organizational intolerance for CSH as a job 

resource was not supported. There may be two plausible reasons for this, one being that 

experiencing CSH in a given week may lead to emotional strain (i.e., anxiety), regardless 

of the organization’s level of intolerance for CSH. Perhaps the motivational 

empowerment granted by organizational intolerance for CSH is not sufficient to combat 

the health impairment process of CSH as a job demand. That is, the motivational 

empowerment afforded by organizational intolerance for CSH as a job resource may not 

serve as a buffer for the relationship between CSH as a job demand and anxiety. 

Alternatively, the sample size for this study may have been too small to obtain sufficient 

statistical power for a small moderation effect (Aguinis et al., 2005).  

Preventive supervisor behaviors were significantly related to depressive symptoms 

yet was not found to be a significant moderator for any of the hypothesized relationships. 
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A possible explanation for this is that the relational empowerment granted to employees 

from preventive supervisor behaviors may be more effective in preventing the 

development of emotional strain, such as depressive symptoms, over time and less 

effective in buffering anxiety that may arise shortly after experiencing direct CSH. 

Specifically, preventive supervisor behaviors may be effective in reducing the investment 

of personal resources that restaurant employees may spend combating CSH. This may 

result in higher relational empowerment, such as by allowing restaurant employees the 

discretion to spend their personal resources towards positive interactions with customers. 

In contrast, preventive supervisor behaviors may not grant a sense of relational 

empowerment shortly after CSH has occurred. It may be that restaurant employees who 

are victims of direct CSH would then spend their personal resources coping with CSH. 

Additionally, it is important to consider that the sample size for the analyses pertaining to 

this construct was smaller, since fifteen participants did not fill out this scale because 

they indicated not having a supervisor, and two participants chose to not answer any of 

the scale items (final N = 76). This means that statistical power for this moderated model 

was even lower, making it more difficult to detect a significant effect.   

Practical Implications 

Given the high rates of depression and anxiety (Saah et al., 2021) as well as the 

high turnover rate in the restaurant industry (National Restaurant Association, 2019), it is 

imperative to identify strategies for restaurant leaders to implement with the intent to 

increase workforce health and employee retention. Although my study based on a modest 

sample size offers preliminary evidence to the focal research questions, these findings 
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highlight factors that may aid in reducing strain indicators among restaurant employees. 

To begin, CSH experienced in one week was found to be related to higher anxiety levels 

in that same week. Thus, restaurant leaders interested in improving their employee’s 

mental health should reconsider their business practices that may defer power to the 

customer, such as the enaction of emotional labor by employees and endorsing the belief 

that “the customer is always right” (Kundro et al., 2021). 

Additionally, preventive supervisor behaviors were related to lower depressive 

symptoms and turnover intentions, but not anxiety. Since these supervisor behaviors are 

aimed at preventing CSH directed at restaurant employees, high endorsement of these 

behaviors may also communicate low levels of organizational intolerance for preventive 

supervisor behaviors and more positive organizational climate. Indeed, preventive 

supervisor behaviors and organizational intolerance for CSH were found to have a strong 

association (r = .65). Taken together, these finding suggests that restaurant managers may 

benefit employee health and retention by implementing preventive supervisor behaviors, 

such as monitoring customers with high risk of sexual harassment, since employees may 

experience lower levels of depressive symptoms and be less inclined to leave their 

organization as a result. Thus, restaurant leaders interested in retaining their workforce 

should implement managerial training for preventive supervisor behaviors. 

Limitations and Future Research 

 While this study has several strengths, there are some limitations that can guide 

future research.  
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Power and Crowdsourcing considerations. Based on meta-analytic findings, the 

average effect size for moderation models on sexual harassment is small (McCord et al., 

2018). Further, findings by Aguinis et al. (2005) suggest that 245 participants would be 

ideal to identify a small moderation effect. Thus, an estimated sample size of 250 

participants was required to achieve enough statistical power to detect a small moderation 

effect, whereas this study’s sample size consisted of 93 participants. Thus, most likely the 

study did not have sufficient statistical power to find significant effects. The population 

of interest in this study consisted of restaurant employees, a hard-to-reach population that 

has been overlooked in the SH literature in comparison to white-collar employees 

(Kundro et al., 2021). The recruitment procedures implemented to increase the number of 

participants consisted of both community outreach and online crowdsourcing. The 

findings indicate that the source of recruitment significantly predicts all of the 

hypothesized outcomes, which indicates that there are differences between the source of 

samples. Thus, it is likely that studies based on single-source samples (e.g., 

crowdsourcing alone) may not be able to generalize their findings to the broader 

employee populations. Additionally, future studies on restaurant employees should 

consider implementing a recruitment strategy similar to the current study that combines 

both in-person and online sampling. 

Recruitment considerations and recommendations. A factor that may have 

influenced the high attrition rate for this study’s participants is the utilization of e-mail as 

the main form of communication. It may be that non-traditional workers, such as 

restaurant employees, are less likely to open their electronic mail on a regular basis. 
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Thus, other forms of communication that may be common across occupations, such as 

texting, might be more suitable for non-traditional workers. Indeed, I was able to text the 

survey links to participants at the beginning of the study, which resulted in higher 

retentions rates. However, the ability to text participants became unavailable due to 

uncontrollable circumstances. This resulted in larger attrition rates. Based on this 

experience, future researchers interested in working with non-traditional employees 

should implement widely available forms of communication, such as texting, to share 

survey links with participants. 

Cross-sectional data. This study analyzed cross-sectional data for weekly 

experiences. The measurement timeframe of the current study (recalling experiences in 

the past week) addresses the long-standing limitation in the SH literature that many 

studies ask participants to recall events with general time frames or over long periods of 

time (Chawla et al., 2021). Yet, this chosen cross-sectional method (with the independent 

variables and dependent variables measured at the same time point) does not meet the 

causality assumption of temporal precedence (Cohen et al., 2003). Future research on this 

topic may be strengthened by implementing a longitudinal or repeated-measures design. 

As such, future studies should measure at least two timepoints to increase the confidence 

for causal inference (e.g., Jeong & Lee, 2022). 

CSH scale. Consistent with previous studies with similar research questions (Hitlan 

et al., 2006), direct and bystander CSH were measured using the same scale. 

Unfortunately, these constructs were highly correlated to one another, and the high 

correlation (r = .75) probably contributed to multicollinearity issues, which might have 
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limited the ability to detect the incremental effect of bystander CSH over and above 

direct CSH. There might be benefits to use different scales or test the constructs 

separately in future studies. For example, using different scales to measure the two types 

of CSH experience might reduce the correlation/multicollinearity between the two 

variables. Testing the two constructs separately might also provide information regarding 

bystander employees who are not direct victims of CSH. In the context of restaurants, it 

might be helpful to consider scales that capture communication between employees, such 

as one employee venting about a CSH experience with their coworkers, since they may 

not always witness these events while at work. 
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Conclusion 

 This study implemented the JD-R theory (Bakker & Demerouti, 2014; Demerouti 

et al., 2001) and the empowerment process (Conger and Kanungo, 1988) to examine how 

direct and bystander CSH may contribute to turnover intentions and strain outcomes 

(anxiety and depressive symtpoms) of restaurant employees. The findings indicated that 

direct CSH was significantly related to anxiety, but not depressive symtpoms nor 

turnover intentions. Moreover, the hypothesized incremental effect of bystander CSH was 

not supported. Despite this, the results from this study may inform future researchers of 

the theoretical implications that may expand our understanding of CSH in the context of 

restaurant work. Moreover, there are some practical implications that may be 

implemented by restaurant leaders who wish to reduce employee strain and increase 

retetion, such as training their supervisors on strategies to prevent CSH. 
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Table 1: Means, standard deviations, and 

correlations among focal variables 
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Table 2       

Hierarchical Regression with Direct and Bystander CSH as Predictors and Anxiety as 

an Outcome  

Variable 
Anxiety 

Model 1 Model 2 Model 3 

Control Variable       

Tip dependence  .11  .07 .07 

Automatic Gratuity  -.09 -.11 -.13 

Traditional Tipping -.28 -.29 .17 

Large Party Gratuity -.14 -.14 .17 

Tip-out Model -.19 -.19 .16 

Pooled-Tips Model -.09 -.05 .16 

Recruitment Source     -.36**     -.36**    .10** 

Main Effects       

Direct CSH    .20* .16 

Bystander CSH     -.09 

R2   .19 .22 .22 

ΔR2     .19* .04 .00 

Note. Standardized coefficients are reported. Recruitment Source coded with 

community-outreach s a low condition and Prolific as a high condition 

* p < .05  ** p <.01 (two-tailed tests)     

 

 

Table 2: Hierarchical Regression with Direct and Bystander CSH as Predictors and 

Anxiety as an Outcome  
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Table 3       

Hierarchical Regression with Direct and Bystander CSH as Predictors and Depressive 

Symptoms as an Outcome  

Variable 
Depressive Symptoms 

Model 4 Model 5 Model 6 

Control Variable       

Tip dependence   .09  .06  .09 

Automatic Gratuity -.01 -.03 -.06 

Traditional Tipping -.10 -.11 -.12 

Large Party Gratuity  .05  .06 -.04 

Tip-out Model -.24 -.23 -.24 

Pooled-Tips Model -.06 -.03 -.05 

Recruitment Source     -.32**     -.32** -.30 

Main Effects       

Direct CSH   .14  .35 

Bystander CSH     -.29 

R2   .15 .17 .21 

ΔR2   .15 .02 .04 

Note. Standardized coefficients are reported. Recruitment Source coded with 

community-outreach s a low condition and Prolific as a high condition 

* p < .05  ** p <.01 (two-tailed tests)     
Table 3: Hierarchical Regression with Direct and Bystander CSH as Predictors and Depressive Symptoms as an 

Outcome 
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Table 4 

Hierarchical Regression with Direct and Bystander CSH as Predictors and Turnover 

Intentions as an Outcome  

Variable 
Turnover Intentions 

Model 7 Model 8 Model 9 

Control Variable       

Tip dependence .12 .08  .09 

Automatic Gratuity -.04 -.05 -.06 

Traditional Tipping -.15 -.17 -.17 

Large Party Gratuity -.02 -.02 -.02 

Tip-out Model -.02 -.01 -.01 

Pooled-Tips Model .05  .08  .08 

Recruitment Source -.19 -.20 -.19 

Main Effects       

Direct CSH   .19  .23 

Bystander CSH     -.06 

R2   .07 .10 .10 

ΔR2   .07 .03 .00 

Note. Standardized coefficients are reported. Recruitment Source coded with 

community-outreach s a low condition and Prolific as a high condition 

* p < .05  ** p <.01 (two-tailed tests)     
Table 4: ierarchical Regression with Direct and Bystander CSH as Predictors and Turnover Intentions as an Outcome 
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Table 5 

Moderation Effect of Organizational Intolerance on the Relationship Between Direct 

CSH and Anxiety 

Variable 
Anxiety 

Model 10 Model 11 Model 12 

Control Variable       

Tip dependence  .07 .03 .03 

Automatic Gratuity -.11 -.08 -.09 

Traditional Tipping -.29 -.26 -.26 

Large Party Gratuity -.14 -.10 -.10 

Tip-out Model -.18 -.15 -.15 

Pooled-Tips Model -.05 -.05 -.04 

Recruitment Source    -.36**  -.31*    -.31* 

Main effects       

Direct CSH (DCSH) .21*  .18  .19 

Organizational Intolerance (OI)   -.18 -.18 

Interaction       

DCSH Χ OI     .03 

R2   .22 .25 .25 

ΔR2   .22 .03 .00 

Note. N = 84. Standardized coefficients are reported. Recruitment Source coded with 

community-outreach s a low condition and Prolific as a high condition 

* p < .05  ** p <.01 (two-tailed tests)     

Table 5: Moderation Effect of Organizational Intolerance on the Relationship Between Direct CSH and Anxiety 
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Table 6    
Moderation Effect of Organizational Intolerance on the Relationship Between Direct 

CSH and Depressive Symptoms 

Variable 
Depressive Symptoms 

Model 13  Model 14 Model 15 

Control Variable       

Tip dependence    .06  .02  .03 

Automatic Gratuity   -.03  .00  .02 

Traditional Tipping  -.11  -.08  -.09 

Large Party Gratuity    .05  .09   .07 

Tip-out Model  -.23 -.20 -.20 

Pooled-Tips Model  -.03  -.03  -.04 

Recruitment Source      -.32**  -.28*   -.29* 

Main effects       

Direct CSH (DCSH) .14 .11 .08 

Organizational Intolerance (OI)   -.18 -.16 

Interaction       

DCSH Χ OI     -.10 

R2   .17 .20  .20 

ΔR2   .17 .03  .00 

Note. N = 84. Standardized coefficients are reported. Recruitment Source coded with 

community-outreach s a low condition and Prolific as a high condition 

* p < .05  ** p <.01 (two-tailed tests)     

Table 6: Moderation Effect of Organizational Intolerance on the Relationship Between Direct CSH and Depressive 

Symptoms 
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Table 7 

Moderation Effect of Organizational Intolerance on the Relationship Between Direct 

CSH and turnover Intentions 

Variable 
Turnover Intentions 

Model 16 Model 17 Model 18 

Control Variable       

Tip dependence .09 .04 .05 

Automatic Gratuity -.05 -.02 -.01 

Traditional Tipping -.17 -.13 -.14 

Large Party Gratuity -.02 .03 .02 

Tip-out Model -.01 .03 .03 

Pooled-Tips Model .09 .10 .06 

Recruitment Source -.19 -.14 -.15 

Main effects       

Direct CSH (DCSH) .19 .16 .13 

Organizational Intolerance (OI)   -.21 .20 

Interaction       

DCSH Χ OI     -.07 

R2   .10 .14 .14 

ΔR2   .10 .04 .00 

Note. N = 84. Standardized coefficients are reported. 

* p < .05  ** p <.01 (two-tailed tests)     

Table 7: Moderation Effect of Organizational Intolerance on the Relationship Between Direct CSH and turnover 

Intentions 
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Table 8    

Moderation Effect of CSHPSB on the Relationship Between Direct CSH and Anxiety   

Variable 
Anxiety 

Model 19 Model 20 Model 21 

Control Variable       

Tip dependence .07 .03 .04 

Automatic Gratuity -.03 .01 .02 

Traditional Tipping -.33 -.30 -.31 

Large Party Gratuity -.16 -.16 -.16 

Tip-out Model -.25 -.19 -.19 

Pooled-Tips Model -.14 -.10 -.10 

Recruitment Source      -.38**      -.36**       -.37** 

Main effects       

Direct CSH (DCSH) .24**   .23*  .21 

CSHPSB   -.19 -.20 

Interaction       

DCSH Χ CSHPSB     -.04 

R2   .26 .29  .29 

ΔR2       .26** .03 .00 

Note. N = 76. Standardized coefficients are reported. Recruitment Source coded with 

community-outreach s a low condition and Prolific as a high condition 

* p < .05  ** p <.01 (two-tailed tests)     
Table 8: Moderation Effect of CSHPSB on the Relationship Between Direct CSH and Anxiety 
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Table 9  
  

Moderation Effect of CSHPSB on the Relationship Between Direct CSH and 

Depressive Symptoms 

Variable 
Depressive Symptoms 

Model 22 Model 23 Model 24 

Control Variable       

Tip dependence  .07   .03  -.04 

Automatic Gratuity  .07   .12  .14 

Traditional Tipping -.16  -.12  -.13 

Large Party Gratuity  .03   .03  .02 

Tip-out Model -.29  -.20 -.21 

Pooled-Tips Model -.09  -.04 -.06 

Recruitment Source  .34*    -.30*   -.33* 

Main effects       

Direct CSH (DCSH) .18 .15 .10 

CSHPSB   -.25* -.26* 

Interaction       

DCSH Χ CSHPSB     -.13 

R2   .20 .26  .27 

ΔR2   .20 .06* .01 

Note. N = 76. Standardized coefficients are reported. Recruitment Source coded with 

community-outreach s a low condition and Prolific as a high condition 

* p < .05  ** p <.01 (two-tailed tests)     
Table 9: Moderation Effect of CSHPSB on the Relationship Between Direct CSH and Depressive Symptoms 
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Table 10    
Moderation Effect of CSHPSB on the Relationship Between Direct CSH and Turnover 

Intentions 

Variable 
Turnover Intentions 

Model 25 Model 26 Model 27 

Control Variable       

Tip dependence .02 -.02 -.01 

Automatic Gratuity .12 .17 -.18 

Traditional Tipping .06 .10   .08 

Large Party Gratuity .20 .19   .19 

Tip-out Model -.05 .04    .03 

Pooled-Tips Model -.02 .03    .02 

Recruitment Source -.20 -.17   -.19 

Main effects       

Direct CSH (DCSH) .21 .19 .15 

CSHPSB   -.25* -.26 

Interaction       

DCSH Χ CSHPSB     -.11 

R2   .10 .16 .17 

ΔR2   .10 .06* .01 

Note. N = 76. Standardized coefficients are reported. 

* p < .05  ** p <.01 (two-tailed tests)      
Table 10: Moderation Effect of CSHPSB on the Relationship Between Direct CSH and Turnover Intentions 
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Appendix B: Screening Survey and Bot Checks 

First page 

Thank you for your interest in participating in the project titled "Work Experiences and 

Employee Well-being in the Restaurant Industry". 

  

Before you can officially participate, we need some information from you. Specifically, 

we ask that you answer some questions about your working environment in order to 

determine if you qualify for this study. 

  

If you have any other questions, please contact the primary investigator at fern@pdx.edu. 

  

If you wish to provide this information, please click "Continue". 

*CAPTCHA VERIFICATION* 

 

Screening questions 

Please note, there will be multiple questions that are designed to determine if you are 

paying attention. You may not be selected if you are found to be careless. 

 

1. How m@ny year$ o|d are you? (BOTS)  

a. *text answer* 

 

Please answer the following questions about your working position and environment.  

1. What is your current position as a restaurant worker? 

a. Server 

b. Bartender 

c. Cashier 

d. Manager 

e. Host/Hostess 

f. Busser 

g. Cook 

h. Food delivery 

2. Other (please specify): _____ 

a. While at work, how often do you interact with customers? 

b. Always 

c. Often 

d. Sometimes 

e. Occasionally 

f. Never 

3. To what extent does your job require you to be around your coworkers? 

a. Always 

b. Often 

c. Sometimes 

d. Occasionally 
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e. Not at all 

4. Do you have at least one direct supervisor who supervises you during daily work? 

a. Yes 

b. No 

5. What is your age? 

6. *drop down [18-90] 

7. What is the last month of the year? (BOTS) 

a. January 

b. March 

c. December 

d. Winter 

e. April 

8. Cat is to kitten, as dog is to ___ 

a. *drop down answer [Bat, Serpent, Puppy, Cub, Baby]* 

 

ID and participant information 

If you are selected to participate in this study, we will need to match your survey 

responses across surveys. Please respond to the following questions such that a 

confidential unique code may be created. If you become a participant, you will be asked 

to recreate this code for every survey. 

 

1. What are the first two letters of your mother's first name? (if this doesn't work for you, 

pick someone influential in your life that you will remember for the rest of the surveys). 

2. What are the first two letters of the town you were born in? (If you do not know, pick 

the first town you remember living in) 

3. What were the two digits of you birth DAY? (ex. March 7th = 07) 

4. What year were you born? (ex. 1997) (BOT CHECK) 

 

We ask that you provide your preferred email address so we can contact you directly if 

you are chosen to participate in this study. Your email will be used to send you all 

surveys, as well as an amazon e-gift card once your answers have been recorded. We will 

delete this information after you confirm that you received your payment/gift card. 

Email: ______ 

 

(Optional) You can also provide your phone number and receive the survey via text 

message 
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Appendix C: Time 1 Survey 

Personalized ID: 

Your privacy is of the utmost importance. For this reason, we ask that you do NOT write 

you name on any part of the survey. To match your survey responses across surveys, 

please respond to the following questions such that a confidential unique code may be 

created. 

 

1. What are the first two letters of your mother’s first name? (If this doesn’t work for 

you, pick someone influential in your life that you will remember for the rest of 

the surveys). 

2. What are the first two letters of the town you were born in? (If you do not know, 

pick the first town you remember living in). 

3. What were the two digits of you birth DAY? (ex. March 7th = 07). 

 

Organizational tolerance for sexual harassment (Holland et al., 2016)  

Please indicate your level of agreement or disagreement with the following statements: 

1. My organization enforces penalties against customers who sexually harass. 

2. Customers who sexually harass employees usually get away with it. 

3. Sexual harassment from customers is not tolerated at my organization. 

4. Senior leadership makes honest and reasonable efforts to stop sexual harassment 

from customers. 

5. Actions are being taken at my organization to prevent sexual harassment from 

customers. 

6. My organization has a specific office which investigates complaints regarding 

sexual harassment from customers. 

7. My organization publicizes the availability of formal complaint channels. 

8. During the last 12 months, I have had training on my organization’s policies on 

sexual harassment from customers. 

9. During the last 12 months, I have had training on procedures for reporting sexual 

harassment from customers. 

10. My organization provides customer sexual harassment awareness training for 

employees. 

 

Response items: 1 (strongly disagree) 5 (strongly agree) 

 

Please think of your direct supervisor while you answer the questions in the following 

section. 

The direct supervisor is someone who directs you the most on your shift and is typically 

one level above you in the organizational structure.  

If you have multiple direct supervisors, please refer to the one who has the most direct 

interactions with you. 

1.  The job title of this direct supervisor of yours is:   _____________________________ 
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2. On average, how often do you interact with this direct supervisor of yours? (please 

check only one) 

a) Never                               

b) Once or Twice per Year   

c) Once or Twice per Month   

d) Once or Twice per Week           

e) Once or Twice per Day     

f) Multiple Times per Day     

g) Other (please Specify):  _____________________________ 

3. For how long have you worked at the current job with this direct supervisor? 

      ____ Year ____Month 

 

Customer Sexual Harassment Preventive Supervisor Behaviors (Cyr et al., 2019) 

My direct supervisor… 

1. Makes sure I am aware of organizational resources that are available for 

preventing sexual harassment from customers. 

2. Asks me if I understand organizational policies on preventing sexual harassment 

from customers. 

3. Asks me if I understand organizational processes for preventing sexual 

harassment from customers. 

4. Pays attention to customers with high risks of sexual harassment. 

5. When necessary removes (or tries to remove) disrespectful customers to prevent 

them from sexually harassing me. 

6. Gives me advice for effectively working with specific customers that are likely to 

sexually harass the employees. 

7. Steps in to diffuse an uncomfortable situation to prevent sexual harassment from 

customers. 

8. Demonstrates effective ways to communicate with customers to avoid sexual 

harassment. 

9. Assigns me with customers with whom I worked well in the past. 

10. Assigns me tables or parties based on my capacity (e.g., experience, skills). 

11. Denies service to customers who have sexually harassed an employee in the past. 

 

Response items: 1 (Never) to 5 (Everyday), 6 (Not Applicable) 

 

Time 1 Demographics 

Position 

1. What is your current job title? 

a) server 

b) bartender 

c) host/hostess 

d) Other 

 

Hours worked per week 
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1. How many hours did you work in your job as a food server this past week (Monday 

through Sunday)? (Provide a numerical digit only, ex: 8) 

Hours worked: ______ 

 

Tipping structure 

1. What is your restaurant's current policy for tips/gratuity received from customers? 

a) Tips are automatically included in the customer's bill, regardless of the party/table 

size 

b) If it's a large party/table, tips are automatically included in the customer's bill 

c) The customer specifies how much they wish to tip after paying their bill 

d) Other 

Tipping Model 

2. What is your restaurant's current model for tip out? 

a) I split the total amount of tips earned with my coworker(s) (pooled tips) 

b) I give a percentage of my earned tips to another employee (e.g., bartender, 

dishwasher, busser, etc.) 

c) I keep 100% of the tips that I earn 

 

Financial Dependence on Tips 

1. Approximately what percentage of your total monthly income is earned from tips? 

*drop down* 5%-100% 

 

Tenure in current occupation 

1. How many months of experience do you have working as a food 

server/bartender/host/hostess? 

a) Less than a month 

b) 1-3 months 

c) 3 months to a year 

d) More than a year 

 

Age 

What is your age? 

Fill-in: ________ years  

Gender 

What is your gender? 

a) Man  

b) Woman  

c) Transgender  

d) Cisgender  

e) Agender  

f) non-binary  

g) genderqueer  

h) Other 
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Marital Status 

What is your marital status? 

Response Options:  

a) Single, never married 

b) Dating someone 

c) Married 

d) Living with a partner 

e) Divorced 

f) Widowed 

  

Ethnicity 

What is your ethnicity? 

Response Options:  

a) White (non-Hispanic 

b) Hispanic/Latino 

c) African American 

d) Asian 

e) Native American 

f) Native Alaskan or Pacific Islander  

g) Middle Eastern  

h) Indian / South Asian  

i) Other (Please specify: ______) 

  

Education Level 

What is the highest level of education you have completed? 

Response Options:  

a) High school/GED 

b) Some college 

c) 2-year college degree (Associate’s) 

d) 4-year college degree (Bachelor’s) 

e) Advanced degree (Master’s or other) 

f) Other (please specify: ___________) 
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Appendix D: Time 2 Survey 

Sexual Experiences Questionnaire—Client Version Items and Factors (Kundro et al., 

2021) 

EXPERIENCED 

In the past week, how often have you been in a situation where a customer... 

1. … told sexual jokes or stories when you were nearby. 

2. … made sexualized hand gestures or expressions. 

3. … made offensive remarks about your appearance, body, or off-work activities. 

4. … made repeated requests to go out for meals, drinks, despite you saying no? 

5. … asked for your personal contact information (e.g., cell phone or social media 

access). 

6. … touched you in a way that made you feel uncomfortable? 

WITNESSED 

In the past week, how often have your coworkers been in a situation where a customer... 

1. … told sexual jokes or stories when they were nearby. 

2. … made sexualized hand gestures or expressions. 

3. … made offensive remarks about their appearance, body, or off-work activities. 

4. … made repeated requests to go out for meals, drinks, despite them saying no? 

5. … asked for their personal contact information (e.g., cell phone or social media 

access). 

6. … touched them in a way that made them feel uncomfortable? 

 

5-point scale of 1 (never), 5 (four times or more).  

 

Turnover Intentions (Mobley, 1982) 

 To what extent do you agree with the following statements regarding your experience at 

work in the past week?  

  

1. I thought a lot about quitting my present job. 

2. I will probably look for a new job in the next few months. 

3. As soon as possible, I will leave this organization. 

 

Response items: 1 (Not at all) 5 (A lot) 

 

Depressive Symptoms (Kessler et al., 2003) 

In the past week, how often have you felt… 

1. So sad nothing could cheer you up? 

2. Nervous? 

3. Restless or fidgety? 

4. Hopeless? 

5. That everything was an effort? 

6. Worthless? 
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Response Options: 1 (None of the time) to 5 (All of the time) 

 

Generalized Anxiety Disorder 7-item scale (GAD-7; Spitzer et al., 2006) 

 

Over the past week, how often have you been bothered by the following problems? 

1. Feeling nervous, envious, or on edge. 

2. Not being able to stop or control worrying. 

3. Worrying too much about different things. 

4. Trouble relaxing. 

5. Being so restless that it is hard to sit still. 

6. Becoming easily annoyed or irritable. 

7. Feeling afraid as if something awful might happen. 

 

Response Options: 1 (None of the time) to 5 (All of the time) 
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Appendix E: Preventive supervisor behaviors scale adaptation 

Scale Adaptation Process 

The Aggression Preventive Supervisor Behaviors (ASPB; Cyr et al., 2018) scale 

was adapted to reflect the customer sexual harassment preventive behaviors enacted by 

restaurant supervisors (CHSPSB). A pilot study was implemented to develop items that 

reflected these behaviors. First, a panel of researchers composed by a university professor 

and two graduate students adapted 9 items from Yang and Caughlin’s (2017) aggression-

preventive supervisor behavior (APSB)scale. Then, n = 23 restaurant employees were 

recruited via snowball sampling to serve as subject matter experts (SMEs), given that 

they experience how the CHSPSB construct manifests in an applied restaurant setting. As 

an incentive, SMEs were offered to enter their email into a raffle for a $20 Amazon e-gift 

card if they wished to participate. After consenting to participate, the SMEs responded to 

the adapted scale items followed by a series of multiple choice and open-ended questions 

(see below). Subsequently, the panel of researchers analyzed the quantitative responses 

by computing descriptive statistics such as the means, standard deviation values, and 

reliability score. The qualitative answers were also reviewed in order to modify and add 

two new items. Once all three research panelists reached consensus, the final version of 

the Customer Sexual Harassment Preventive Supervisor Behaviors was launched on the 

Time 1 survey. 

 

Pilot study: Questions for SMEs 

1. Does your restaurant have any formal or informal policies or processes to deal 

with sexual harassment from customers? 

a. What formal or informal policies/processes does you organization 

have to deal with sexual harassment from customers? 

2. Has your immediate supervisor ever explained any policies (rules) to you to 

prevent sexual harassment from customers? (Y/N) 

3. Does your immediate supervisor intervene in situations in which a customer is 

displaying sexually harassing behavior? (Y/N) 

a. Can you provide some examples of how your supervisor has 

intervened in situations in which a customer is displaying sexually 

harassing behavior? 

4. Does your supervisor give you any advice on how to handle sexual 

harassment from customers? (Y/N) 

a. Can you provide some examples of the advice your supervisor gave 

you to handle sexual harassment from customers? 

5. To what extent does your immediate supervisor proactively prevent situations 

in which a customer displays sexually harassing behavior toward you and 

your fellow coworkers? (1 = a few times, 5 = always) 

a. Can you provide some examples of how your supervisor prevents 

these situations? 

6. Is your supervisor mindful of how you are treated by regular/returning 

customers? (Y/N) 
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7. How is your supervisor mindful of how regular customers treat you?    

CFA results 

 A one-factor confirmatory factor model for the preventive supervisor behaviors 

scale was tested using Mplus. The chi-square value was significant, 𝑥2(44) = 310.52, p = 

.00, indicating poor model fit. The model fit indices also suggested poor model fit, CFI = 

.66, SRMR = .18. The one-factor model was compared to a three-factor model with a 

second order factor, which captured the subscales of preventive supervisor behaviors 

(declarative, proactive, and active practice) as latent variables that loaded onto a common 

factor. Theoretically, this second model would suggest that the three subscales reflect 

practices pertaining to preventive supervisor behaviors. The chi-square value for the 

three-factor model was significant, 𝑥2(40) = 111.31, p = .00, indicating poor model fit. 

Given the chi-squares sensitivity to sample size, the alternative fit indices were examined 

to determine the data’s fit for the three-factor model. The fit indices suggested acceptable 

model fit, CFI = .91, SRMR = .08. A comparison between the one-factor and the three-

factor model suggested that the three-factor model was a better fit for the data, ∆𝑥2(4) = 

199.17, p = .00. 

 

Table 11           

Results of Confirmatory Factor Analysis for CSHPSB       

Model 𝑥2  df CFI RMSEA SRMR 

One-factor 310.52 44 .67 .24 .18 

Three factors 111.31 40 .91 .13 .08 

Note. CFI = Comparative Fit Index; RMSEA = Root Mean Square Error of 

Approximation; SRMR = Standardized Root Mean Square Residual. 
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