
International Journal of Hospitality Management 109 (2023) 103390

Available online 21 November 2022
0278-4319/© 2022 The Authors. Published by Elsevier Ltd. This is an open access article under the CC BY license (http://creativecommons.org/licenses/by/4.0/).

Putting customer service at risk: Why and when family ostracism relates to 
customer-oriented behaviors 

H M Saidur Rahaman a, Ho Kwong Kwan b, Mayowa T. Babalola c,d, Haixiao Chen e,* 

a Department of Psychology, Jagannath University, Dhaka 1100, Bangladesh 
b Organizational Behavior and Human Resource Management Department, China Europe International Business School (CEIBS), Shanghai 201206, China 
c College of Business and Law, RMIT University, Melbourne, Australia 
d Graduate School of Business, Nazarbayev University, Nur-Sultan, Kazakhstan 
e School of Business Administration, Southwestern University of Finance and Economics, Chengdu 611130, China   

A R T I C L E  I N F O   

Keywords: 
Family ostracism 
Harmonious passion for work 
Customer orientation 
Customer-focused organizational citizenship 
behavior 
Customer-focused voice 
Social skills 

A B S T R A C T   

This study examines why and when family ostracism can have an adverse effect on employees’ customer service 
behaviors. Drawing on self-determination theory (SDT), we theorize the existence of moderated multi-mediation 
relationships between family ostracism and employees’ customer service behaviors (i.e., customer-oriented 
organizational citizenship behaviors and customer-oriented voice behaviors) through harmonious passion for 
work and customer orientation, with social skills playing a moderating role. We used a time-lagged design to 
collect data from service employees in China. Our results show that controlling for workplace ostracism at Time 
1, the relationship between family ostracism and employees’ customer service behaviors is negative and serially 
mediated by both harmonious passion for work and customer orientation. Furthermore, employees who are less 
socially skilled are more prone to the adverse effects of family ostracism. Last, female employees are more 
vulnerable to the effects of family ostracism on their customer service.   

In an era marked by heightened competition among service organi-
zations, employees’ customer-oriented behaviors can serve as a crucial 
competitive advantage by promoting both customer satisfaction and 
organizational success (Tang and Tang, 2012). Such behaviors include 
customer-oriented organizational citizenship behaviors (OCBs) and 
customer-oriented voice behaviors (Lam and Mayer, 2014). 
Customer-oriented OCBs are behaviors initiated by employees to benefit 
customers, such as satisfying the needs of customers in a way that makes 
them feel valued by providing a service that may even fall outside the 
scope of the employees’ formal responsibilities (Garba et al., 2018). 
Customer-oriented voice behaviors are “behaviors that aim to promote, 
encourage, or cause changes such as developing and making recom-
mendations to management concerning issues that affect the customer” 
(Lam and Mayer, 2014, p. 638). Thus, it is essential for the hospitality 
industry (e.g., hotels) to better understand the factors that may promote 
or undermine these customer-oriented behaviors to ensure high-quality 
service delivery, competitive advantages, and sustainable financial 
performance (Tang and Tang, 2012). 

Researchers have started to uncover some antecedents of employees’ 

customer-oriented behaviors in the context of the hospitality industry, 
such as ethical leadership (Garba et al., 2018), high-performance work 
systems (Kloutsiniotis and Mihail, 2020), high-performance human 
resource (HR) practices (Tang and Tang, 2012), leader–member ex-
change (Kim et al., 2010), support from other departments (Sergeant 
and Frenkel, 2000), abusive supervision (Lyu et al., 2016), workplace 
ostracism (Zhu et al., 2017), and negative workplace gossip (Ye et al., 
2019). However, these studies have predominantly focused on 
work-related factors and leadership, neglecting the potential role of 
work–family interfaces as an antecedent. We believe that this is a major 
gap in the hospitality management literature, as scholars have demon-
strated that employees’ family circumstances can influence their work 
lives and behaviors (e.g., Allen et al., 2000; Ford et al., 2007; Lin et al., 
2021). In this regard, an emerging body of research has started to 
investigate how employees’ family circumstances influence their service 
behaviors and vice versa. Deng et al. (2021) showed that workplace 
ostracism harms employees’ family satisfaction and triggers family 
undermining. Zhang et al. (2022) found that individuals being ostra-
cized at work tend to provide a low degree of family social support. 
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Cheng et al. (2019) showed that exposure to family incivility spurs 
employees’ service sabotage behavior. Ye et al. (2021) recently inves-
tigated the potential influence of family ostracism on employees’ work 
life. Family ostracism is a prevalent form of ostracism; in an in-depth 
study, 60% of the ostracized participants indicated that they had expe-
rienced ostracism from a partner or spouse, and 28% reported that they 
had experienced it from a mother or mother-in-law (Zadro et al., 2008). 

Family ostracism is defined as “the extent to which an individual 
perceives that he or she is excluded, rejected, or ignored by other family 
members” (Ye et al., 2021, p. 646). Babalola et al. (2021) showed that 
family ostracism stifles employees’ creativity at work. In the context of 
frontline hotel employees, Ye et al. (2021) showed that family ostracism 
has an adverse effect on proactive customer service performance via 
emotional exhaustion, and that the relationship is moderated by family 
centrality. Many service behaviors and their operating procedures are 
not minutely prescribed in advance in formalized job descriptions, 
leading to uncertain and volatile service behaviors (Zhu et al., 2017). 
Service behaviors are important not only for a high-quality customer 
experience but also for the financial success of the corresponding hotel 
industry (Wang et al., 2022; Zhu et al., 2017). Therefore, further 
research is needed to unravel other potential mediating and moderating 
mechanisms in the influence of family ostracism on employees’ service 
behaviors in the context of the hospitality industry (Babalola et al., 
2021; Ye et al., 2021). 

Based on this discussion, in this study we examine the influence of 
family ostracism on employees’ customer-oriented OCBs and voice be-
haviors. Research has mainly focused on the resource-based perspective 
of the influence of family ostracism on different employee outcomes 
(Babalola et al., 2021; Ye et al., 2021). To advance the theoretical 
application, this study draws on self-determination theory (SDT) (Ryan 
and Deci, 2000) to theorize the influence of family ostracism on em-
ployees’ service behaviors via harmonious passion for work and 
customer orientation. We focus on harmonious passion for work as a 
conduit for autonomous motivation (Liu et al., 2011). Harmonious 
passion is defined as “the autonomous internalization of an activity, 
making it part of one’s identity and thus creating a sense of personal 
enjoyment and free choice about pursuing the activity” (Liu et al., 2011, 
p. 294). SDT suggests that the satisfaction of basic needs promotes 
autonomous motivation (Deci and Ryan, 2014). We view SDT as an 
appropriate theoretical lens for our study and suggest that family 
ostracism can diminish employees’ autonomous motivation (Deci et al., 
2017) by hindering the satisfaction of their basic needs (Legate et al., 
2013). The decrease in autonomous motivation, in turn, translates into 
reduced harmonious passion for work. Consequently, employees 
become less focused on customers; in other words, employees show a 
lower degree of customer orientation, defined as “the importance that 
service providers place on their customers’ needs relating to service 
offerings and the extent to which service providers are willing to put 
forth time and effort to satisfy their customers” (Susskind et al., 2003, p. 
181). This reduction in customer orientation ultimately inhibits the 
employees’ customer-oriented OCBs and voice behaviors. 

Another purpose of this study is to determine ways to mitigate the 
adverse effects of family ostracism. We consider employees’ social skills 
to be relevant in this regard. Social skills are defined as “interpersonal 
perceptiveness and the capacity to adjust one’s behavior to different 
situational demands and to effectively influence and control the re-
sponses of others” (Ferris et al., 2001, p. 1076). In the hospitality in-
dustry, employees’ social skills such as customer handling and 
self-presentation are closely linked to service quality (Hurrell and 
Scholarios, 2014). The reason for this link is that employee behaviors are 
the crucial determinant in shaping customers’ perceived satisfaction 
with the employees and, eventually, the quality of the services offered 
by the employees (Liao and Chuang, 2004). Social skills are also 
important in the case of ostracism. Williams (2009) have argued that 
ostracized individuals may feel driven to seek assurance from others and 
may minimize the consequences of ostracism through attributional work 

(Williams, 2009). Therefore, employees with better social skills are more 
likely to use these skills to minimize the adverse effects of family 
ostracism. Based on SDT, we further suggest that employees’ social skills 
can act as a moderator and provide a boundary condition for the un-
derlying processes through which family ostracism inhibits employees’ 
customer-oriented behaviors. Specifically, employees who are more 
socially skilled may have a greater ability to find ways to meet their 
basic needs particularly the need for relatedness (Legate et al., 2013; 
Ryan and Deci, 2000; Wu et al., 2012), and this ability may make them 
less prone to the adverse effects of family ostracism. The importance of 
the three needs in fostering motivation may differ for individuals given 
their prevailing in specific contexts (Vallerand, 2000). Therefore, we 
suggest that social skills can moderate not only the relationship between 
family ostracism and harmonious passion for work but also the serially 
mediated relationship between family ostracism and employees’ 
customer-oriented OCBs and voice behaviors through harmonious pas-
sion for work and customer orientation. 

Last, inspired by studies that have demonstrated the existence of 
gender differences with regard to social relationships and supportive 
behaviors (see Ouyang et al., 2015, for a review), we investigate the 
moderating role of gender in the relationship between family ostracism 
and employees’ customer service behaviors mediated by harmonious 
passion for work and customer orientation. 

Our study makes several contributions to the service literature and 
ostracism literature. First, we extend the service literature by exploring 
family ostracism as an important antecedent (i.e., inhibitor) of em-
ployees’ customer-oriented OCBs and voice behaviors, thus adding to 
the growing body of related work (Garba et al., 2018; Kloutsiniotis and 
Mihail, 2020; Lam and Mayer, 2014; Tang and Tang, 2012). By identi-
fying family ostracism as a distal inhibitor of employees’ customer- 
oriented behaviors, we expand the current understanding of why is-
sues in employees’ family lives can hamper their customer-oriented 
behaviors at work. Second, our study responds to the recent calls by 
Babalola et al. (2021) and Ye et al. (2021) for further research on the 
work-related consequences of family ostracism, including the effect on 
employees’ service behaviors. Third, drawing on SDT, we develop a 
serial mediation mechanism that links family ostracism to employees’ 
customer-oriented behaviors via harmonious passion for work and 
customer orientation. This approach can untangle the complexities of 
the work–family spillover effect of ostracism (Liu et al., 2013). Fourth, 
we illustrate the roles of employees’ social skills and gender as moder-
ators of the mediating mechanism. Thus, we put forward a more 
nuanced understanding of why and when family ostracism influences 
customer-oriented behaviors. In summary, we expand the application of 
SDT to emerging research on family ostracism and uncover new 
explanatory mechanisms and boundary conditions for the consequences 
of family ostracism. Fig. 1 shows our proposed conceptual model. 

1. Theoretical Background and Hypotheses 

1.1. SDT 

SDT stresses that optimal functioning and psychological flourishing 
of individuals depend on the satisfaction of three fundamental and 
universal psychological needs: autonomy, competence, and relatedness 
(Ryan and Deci, 2000; Vander Elst et al., 2012). Autonomy refers to the 
need “to be self-regulating, to be the maker or at least the owner of one’s 
choices,” competence refers to the need “to be effective in what one 
does, mastering new skills in the process,” and relatedness refers to the 
need “to feel connected and in sympathy with at least some others” 
(Sheldon et al., 2003, p. 366). The satisfaction of these three psycho-
logical needs can enhance an individual’s autonomous motivation. 
Conversely, hindrances to the satisfaction of these needs can undermine 
autonomous motivation. Wu et al. (2019) have shown that individuals in 
organizations can satisfy these needs through social interaction and 
self-perception, thereby fostering self-growth, psychological well-being, 
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and positive behavioral outcomes. Drawing on SDT, we suggest that 
family ostracism impedes the satisfaction of employees’ basic psycho-
logical needs (Legate et al., 2013; Wu et al., 2019) and thereby un-
dermines their harmonious passion for work, which is a form of 
autonomous motivation (Liu et al., 2011). Consequently, employees 
exhibit lower levels of customer orientation. Lower customer orienta-
tion, in turn, inhibits employees’ engagement in extra-role behaviors, 
such as customer-oriented OCBs and voice behaviors. Fig. 1 presents the 
conceptual model of our study. 

1.2. Family Ostracism and Harmonious Passion for Work 

Family ostracism, a specific form of ostracism, is a negative social 
interaction at home that occurs when a family member avoids or severs 
social ties with the focal person, making the focal person feel like they do 
not belong in their own home. This experience can be demotivating for 
the target of ostracism, and the ill effects can extend to their work life. 
Lin et al. (2021) have shown that negative family experiences can spill 
over into the workplace and have serious implications for individuals’ 
functioning at work. Ostracism by loved ones is likely to threaten in-
dividuals’ sense of identity, undermine their psychological needs, and 
arouse negative self-perception. For instance, targets of family ostracism 
may feel that they have done something wrong or that they are worth-
less. Such negative self-perception can lead to social tensions that 
diminish individuals’ capability to satisfying their basic psychological 
needs, making it difficult for them to stay motivated in their work 
(Babalola et al., 2021). The need for relatedness, in particular, is at stake 
in such circumstances. The reduced sense of belonging can spill over into 
the ostracized individuals’ workplace (Lin et al., 2021; Wu et al., 2019). 
Therefore, we argue that family ostracism can undermine employees’ 
harmonious passion for work. 

SDT scholars have argued that “harmoniously passionate people are 
not only intrinsically motivated, they also autonomously internalize 
activities into their identities” (Liu et al., 2011, p. 296), and harmonious 
passion can be a conduit for autonomous motivation (Ho et al., 2018; Liu 
et al., 2011). Moreover, for an individual, harmonious passion for work 
can stem not only from liking a work-related activity but also from other 
sources such as deriving satisfaction from their family (Ho et al., 2018). 
SDT contends that the satisfaction of the three basic psychological needs 
can aid autonomous motivation (Deci and Ryan, 2014). In this vein, we 
expect that the satisfaction of employees’ needs can facilitate the 
autonomous internalization of their work activities, eventually 
enhancing their harmonious passion for work (Ho et al., 2018). How-
ever, studies have shown that ostracism can impede the satisfaction of 
employees’ basic psychological needs (Wu et al., 2019), putting their 
need for relatedness in particular at stake (Vallerand, 2000), and ulti-
mately hindering their ability to focus on work (Babalola et al., 2021; 

Lin et al., 2021). Therefore, we expect a negative relationship between 
employees’ perceived family ostracism and their harmonious passion for 
work. Based on this discussion, we propose the following hypothesis: 

Hypothesis 1. Perceived family ostracism is negatively related to 
employees’ harmonious passion for work. 

1.3. Harmonious Passion for Work, Customer Orientation, and Customer- 
oriented OCBs and Voice Behaviors 

We expect the reduced harmonious passion for work because of 
family ostracism to lead to lower levels of customer orientation and, 
thus, lower levels of customer-oriented behaviors. Studies have shown 
that harmonious passion for work can enhance psychological well- 
being, work engagement, and task performance (Forest et al., 2011; 
Ho et al., 2011; Ho and Astakhova, 2018). Harmoniously passionate 
employees remain focused on their jobs and have a feeling of control 
over their work decisions and behaviors (Burke et al., 2015; St-Louis 
et al., 2018). Harmonious passion for work can also promote positive 
interpersonal relationships, including those with customers. In this re-
gard, harmoniously passionate service employees are likely to have 
higher perceived work competence and a greater drive and capability to 
help others, including their customers (Ho et al., 2018). SDT suggests 
that autonomous motivation, which encompasses harmonious passion 
for work (Liu et al., 2011), can trigger individuals’ extra-role behaviors 
(Wu et al., 2019). Therefore, harmoniously passionate employees are 
inclined to understand and meet their customers’ demands and expec-
tations, thus exhibiting customer orientation. 

Employees who are more customer-oriented are, in turn, expected to 
have higher levels of customer-oriented OCBs and voice behaviors than 
those who are less customer-oriented. Customer orientation promotes 
altruism (Donavan et al., 2004), which motivates behaviors that 
contribute to positive customer experiences. Farrell and Oczkowski 
(2012) have shown that customer-oriented OCBs represent an important 
means by which service employees seek to improve the customer 
experience. Therefore, we contend that customer-oriented employees 
are more inclined to demonstrate behaviors that benefit customers, such 
as going beyond the formal responsibilities of their respective jobs. 

We further theorize that customer orientation can trigger proactive 
motivation in employees and thereby promote customer-oriented voice 
behaviors. Because of their high levels of customer orientation, em-
ployees will strive for better customer satisfaction by proactively 
anticipating imminent issues or opportunities that their customers may 
encounter (Zhu et al., 2017). Such proactive motivation to serve cus-
tomers can enhance employees’ voice behaviors (Grant and Mayer, 
2009). Therefore, customer-oriented employees are likely to speak up 
when issues or areas for improvement in customer service arise. Thus, 
employees’ customer orientation is positively related to their 

Fig. 1. The conceptual model.  
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customer-focused voice behaviors (Lam and Mayer, 2014). Based on this 
discussion, we propose the following hypotheses: 

Hypothesis 2. Harmonious passion for work is positively related to 
employees’ customer orientation. 

Hypothesis 3. Customer orientation is positively related to em-
ployees’ (a) customer-oriented OCBs and (b) customer-oriented voice 
behaviors. 

1.4. The Serially Mediated Relationships Between Family Ostracism and 
Customer-focused OCBs and Voice Behaviors 

Building on the above arguments, we further propose that harmo-
nious passion for work and customer orientation serially mediate the 
relationships between family ostracism and customer-oriented behav-
iors (i.e., OCBs and voice behaviors). Drawing on the concept from SDT 
that failure to satisfy basic needs can lead to a lack of autonomous 
motivation (Deci and Ryan, 2014), we theorize that family ostracism can 
hinder the satisfaction of an individual’s basic needs, leading to 
diminished passion for work in that individual. This, in turn, leads to a 
lower level of customer orientation, which then inhibits the individual’s 
customer-oriented OCBs and voice behaviors. Based on this discussion, 
we propose the following hypothesis: 

Hypothesis 4. Harmonious passion for work and customer orientation 
sequentially mediate the indirect relationships between perceived fam-
ily ostracism and employees’ (a) customer-oriented OCBs and (b) 
customer-oriented voice behaviors. 

1.5. The Moderating Role of Social Skills 

According to SDT, humans have certain universal psychological 
needs that must be satisfied for optimal functioning and psychological 
flourishing of individuals. However, it is also important to consider 
differences between individuals (e.g., moderating effects) when deter-
mining the relationships between motivations and outcomes (Liu et al., 
2011). We propose that social skills (Ferris et al., 2001) represent an 
appropriate moderating variable for establishing a boundary condition 
for the relationship between family ostracism and customer-oriented 
behaviors. Among the basic psychological needs that must be satisfied, 
the need for relatedness, in particular, is at stake when an individual is 
ostracized, that is, when a person is prevented from becoming attached 
or relating to others (Legate et al., 2013). The importance of satisfying 
the three psychological needs in promoting motivation can vary among 
individuals, depending on the context (Vallerand, 2000). In the case of 
family ostracism, the need for relatedness can be vital. Moreover, the 
need for relatedness is especially salient in a collectivist culture such as 
that in China (Van den Broeck et al., 2016). Therefore, to satisfy this 
need, ostracized individuals might feel driven to seek assurance from 
others and to alleviate the consequences of ostracism through attribu-
tional work (Williams, 2009). In this regard, individuals’ social skills can 
assume considerable importance. 

Employees who are more socially skilled are generally better at 
initiating social interactions and expressing themselves than less socially 
skilled employees (Wu et al., 2015). These skills will give them an 
advantage when seeking assurance from others, helping them pursue 
their psychological need for relatedness and thereby minimizing the 
adverse impact of family ostracism. Specifically, individuals who are 
more socially skilled have greater self-confidence and are perceived by 
others as competent and likable. They are also better at building and 
maintaining quality relationships (Riggio and Zimmerman, 1991). 
Furthermore, their qualities increase their ability to seek social support 
(Mortenson, 2009; Riggio and Zimmerman, 1991), which is a useful trait 
when seeking assurance to satisfy the need for relatedness. Thus, em-
ployees with better social skills may be less prone to the adverse effect of 
family ostracism on their harmonious passion for work. Therefore, we 

theorize that the negative relationship between family ostracism and 
harmonious passion for work is weaker for individuals who are more (vs. 
less) socially skilled. 

Conversely, employees who are less socially skilled are less likely to 
be successful in reaching out to others (Wu et al., 2015). They may “lack 
the ability to accurately read the emotional states of others and are 
unskilled at initiating and managing social interactions” (Mortenson, 
2009, p. 36). Their “poorly crafted efforts to seek support may accom-
plish more harm than good; they may fail to obtain any support, garner 
the wrong type of support, damage the relationship between the seeker 
and helper, and exacerbate the seeker’s coping difficulties” (Feng and 
Burleson, 2006, p. 249). Therefore, individuals who are less socially 
skilled are likely to be at a disadvantage when seeking assurance from 
others to minimize the impact of family ostracism. Thus, we expect the 
negative relationship between family ostracism and harmonious passion 
for work to be stronger for employees who are less (vs. more) socially 
skilled. 

Ultimately, social skills can have implications for customer-oriented 
OCBs and voice behaviors. When employees are less socially skilled, the 
strengthening of the negative relationship between family ostracism and 
harmonious passion for work is likely to weaken their customer orien-
tation, leading to lower levels of customer-focused OCBs and voice be-
haviors. Based on this discussion, we propose the following hypotheses: 

Hypothesis 5. Employees’ social skills moderate the negative rela-
tionship between perceived family ostracism and harmonious passion 
for work, such that the relationship is weaker for employees with more 
(vs. less) social skills. 

Hypothesis 6. Employees’ social skills moderate the serially mediated 
relationships between perceived family ostracism and (a) customer- 
oriented OCBs and (b) customer-oriented voice behaviors, such that 
the relationships are weaker for employees with more (vs. less) social 
skills. 

1.6. The Moderating Role of Gender 

We explore the moderating role of gender based on social role theory 
(Eagly, 1987; Eagly and Wood, 1999). Role theory states that social 
structure has a major influence on human behavior and that men and 
women tend to assume different social roles. Men and women need to 
adjust to their respective roles, thus leading to psychological differences 
between them in the context of these roles. As Ouyang et al. (2015) 
summarized, women tend to be more empathetic and relationship- 
oriented and accord importance to interaction and social support. 
Therefore, they exhibit strong customer orientation by demonstrating 
customer-oriented service behaviors. In contrast, men tend to be more 
competitive and task-oriented and focus on their autonomy. They accord 
less importance to relationships and are less focused on customer 
orientation. Building on this insight, we argue that the relationships 
between customer orientation and customer-oriented OCBs and between 
customer orientation and customer-oriented voice behaviors will be 
stronger for female employees than for male employees. 

Research suggests that in the face of stress and difficult behavior, 
men and women respond differently. As such, relationship stress triggers 
negativity in women, and they tend to exhibit care toward others. In 
contrast, men tend to detach themselves from such issues and become 
self-focused (Iwasaki et al., 2004; Maki et al., 2005). Ouyang et al., 
(2015, p. 676) further noted, “when experiencing negative behaviors 
related to interpersonal relationships, women appear to be more sensi-
tive to, and influenced by, these events than men.” Therefore, we expect 
the negative effect of family ostracism on customer-oriented service 
behaviors to be more pronounced in the case of women than in the case 
of men. Specifically, the adverse effects of family ostracism through 
harmonious passion for work and customer orientation on 
customer-oriented OCBs and customer-oriented voice behaviors will be 
more pronounced in female employees than in their male counterparts. 
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Thus, employees’ gender moderates the serially mediated relationship. 
Therefore, we propose the following hypotheses: 

Hypothesis 7. Gender moderates the relationship between customer 
orientation and (a) customer-oriented OCBs and (b) customer-oriented 
voice behaviors, such that the relationships are stronger in the case of 
female employees than in the case of male employees. 

Hypothesis 8. Gender moderates the serially mediated relationships 
between perceived family ostracism and (a) customer-oriented OCBs 
and (b) customer-oriented voice behaviors, such that the relationships 
are stronger in the case of female employees than in the case of male 
employees. 

2. Methods 

2.1. Sample and Procedures 

We targeted married employees and their supervisors who worked in 
the front office department and food and beverage service department of 
16 five-star hotels in a city in northeastern China. The five-star rating 
was the highest rating for hotels in this city. These five-star hotels 
competed with other hotels on service quality (Sun et al., 2007), which 
was an appropriate research context for our proposed model. This study 
focused on married employees because this approach ensures the in-
ternal validity of research findings on work–family interfaces (e.g., 
Babalola et al., 2021; Zhao et al., 2019), as diverse family structures 
could have potential confounding effects (Allen and Eby, 2016). 
Considering that spouses are key members of a family, a focus on this 
clearly identified family context helps avoid potential confounding 
effects. 

With the assistance of HR managers, we randomly selected 6–37 
employees from each of the 16 hotels, resulting in 360 employee re-
spondents. We used a multi-wave, multi-source design to reduce com-
mon method bias, which refers to the shared variance among measured 
variables when using a common method (Spector and Brannick, 2009) 
and is one of the main sources of measurement error (Podsakoff et al., 
2003). 

In June and July 2018, we collected four waves of data with a 2-week 
interval between waves and included both the employees and their 
direct supervisors in the surveys (Podsakoff et al., 2003). In the first 
wave of surveys (Time 1), the employees provided demographic infor-
mation and rated their perceived workplace ostracism (control vari-
able), social skills, and perceived family ostracism. In the second wave of 
surveys (Time 2), the employees reported their harmonious passion for 
work over the previous 2 weeks. In the third wave of surveys (Time 3), 
the employees reported their customer orientation over the previous 2 
weeks. In the fourth wave of surveys (Time 4), we contacted the direct 
supervisors of the 360 employees to gather evaluations of each em-
ployee’s customer-oriented OCBs and voice behaviors over the previous 
2 weeks. 

Response-enhancing techniques were adopted during the data 
collection process (Anseel et al., 2010). Specifically, advance notifica-
tion was provided to the participants to inform them that they would 
receive a questionnaire to complete later and that they would be con-
tacted for follow-up surveys (Edwards et al., 2002). All of our ques-
tionnaires were distributed in envelopes, with a cover letter providing a 
short description of the study and a statement that the data would be 
used solely for academic research purposes. We used hand-delivered 
surveys rather than web surveys or mail surveys (Dillman, 2000; Heer-
wegh and Loosveldt, 2008). We also assured the participants that 
participation in this study was voluntary. Identification numbers were 
used to match the questionnaires and ensure the anonymity of the 
participants. In addition, RMB30, approximately US$5, was paid as a 
monetary incentive for each completed questionnaire. 

At Time 1, Time 2, and Time 3, we sent questionnaires to the 360 
employees and received 295, 324, and 332 usable completed 

questionnaires, respectively. At Time 4, we asked 85 supervisors to 
evaluate the 360 employees (with each supervisor rating a maximum of 
six employees) and received usable evaluations for 330 employees. The 
response rates for the surveys at Time 1, Time 2, Time 3, and Time 4 
were 81.94%, 90.00%, 92.22%, and 91.67%, respectively. The Chinese 
context, in which people accord importance to guanxi and positive 
reciprocation (Xin and Pearce, 1996), facilitates the achievement of high 
response rates for researchers (Liu et al., 2014). Compared with the 
response rates of 100% in other Chinese studies (e.g., Hui et al., 2010), 
our response rates were not surprising. 

We carefully selected the questionnaires that had complete responses 
in each of the four surveys. The final sample consisted of 262 super-
visor–employee matches (with each supervisor rating four employees on 
average). Of the 262 employees, 209 (79.8%) were women. The average 
age of the participants was 30.71 years (SD = 8.87) and their average 
tenure was 2.38 years (SD = 2.89) with their current supervisors. In 
terms of education, 173 (66%) participants had a high school or lower 
level of education, 77 (29.4%) had obtained a community college de-
gree, and 12 (4.6%) had obtained a bachelor’s degree or higher. 

2.2. Measures 

We adopted a 5-point Likert-type scale ranging from 1 (strongly 
disagree) to 5 (strongly agree) for all of the measures in the study except 
the demographic variables. For all of the key variables except customer- 
oriented voice behaviors, the measures were available in Chinese. A 
professor in management translated the English version of the customer- 
oriented voice behavior measure into Chinese, and two doctoral stu-
dents in management back-translated the Chinese version into English. 
All of the key contents of the items were retained in the back-translation. 

Family ostracism. We used the 10-item scale of Ye et al. (2021) to 
measure family ostracism. A sample item is “My family members ignore 
me at home” (α = 0.97). 

Social skills. To measure the employees’ social skills, we used the 11- 
item scale of Ferris et al. (2001), which was used by Wu et al. (2015) in a 
Chinese context. A sample item is “In social situations, it is always clear 
to me exactly wh20at to say and do” (α = 0.86). 

Harmonious passion for work. We used the 7-item scale developed 
by Liu et al. (2011) to measure harmonious passion for work. A sample 
item is “My job is in harmony with the other activities in my life” 
(α = 0.94). 

Customer orientation. To measure customer orientation, we used 
the 6-item scale originally developed by Liao and Subramony (2008) 
and later used by Kwan et al. (2015) in a Chinese setting. A sample item 
is “I have a deep understanding of our customers” (α = 0.95). 

Gender. We considered gender as binary and treated it as a dummy 
variable (i.e., female = 0 and male = 1). 

Customer-oriented OCBs. We measured customer-oriented OCBs 
using the 7-item scale originally developed by Dimitriades (2007) and 
later used in a Chinese context by Wu et al. (2013). A sample item is “To 
serve customers, this employee volunteers for things that are not 
required” (α = 0.93). 

Customer-oriented voice behaviors. We measured customer- 
oriented voice behaviors using the 4-item scale of Lam and Mayer 
(2014). A sample item is “This employee spoke up and encouraged 
others in this group to get involved in issues that affect customers” 
(α = 0.85). 

Control variables. The employees’ age, education level (coded 1 =

high school or lower, 2 = community college, 3 = undergraduate de-
gree, 4 = Master’s degree or above), years with the current supervisor, 
and perceived workplace ostracism were controlled in this study. Studies 
have demonstrated that these variables may be related to employees’ 
harmonious passion (e.g., Liu et al., 2011) and customer-related be-
haviors (e.g., Lam and Mayer, 2014; Ye et al., 2021). To measure 
workplace ostracism, we used the 10-item scale originally developed by 
Ferris et al. (2008) and later applied in a Chinese setting by Wu et al. 
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(2012). A sample item is “Others ignore me at work” (α = 0.95). 

3. Results 

3.1. Validity Assessment and Descriptive Statistics 

We first conducted confirmatory factor analysis (CFA) to evaluate 
the convergent and discriminant validity of all of the multi-item vari-
ables, including the six key variables (i.e., family ostracism, social skills, 
harmonious passion for work, customer orientation, customer-oriented 
OCBs, and customer-oriented voice behaviors) and the control vari-
able (i.e., workplace ostracism). The CFA results in Table 1 indicated 
that the seven-factor measurement model yielded a good model fit (χ2 

[188] = 337.34, p < .001; TLI =0.97; CFI =0.97; RMSEA =0.055), 
confirming convergent validity. To examine the discriminant validity of 
the measurement model, we compared the seven-factor model with four 
alternative six-factor models. The alternative models were built by 
combining two variables that were collected either in the same wave or 
from the same source. As shown in Table 1, the results of the chi-square 
test indicated that the seven-factor model had a significantly better fit 
than the alternative models (Bentler and Bonett, 1980; Cheung and 
Rensvold, 2002), indicating good discriminant validity. 

The descriptive statistics, correlations, and scale reliability of each 
variable are presented in Table 2. 

3.2. Hypothesis Testing 

To test the proposed hypotheses, we applied multiple regression 
using Mplus 8.0 (Muthén and Muthén, 2017). The results in Table 3 
(Model 2) showed that family ostracism was negatively related to 

harmonious passion for work (B = − 0.30, p < .001), supporting Hy-
pothesis 1. In accordance with Hypothesis 2, the results in Table 3 
(Model 6) show that harmonious passion for work was positively related 
to customer orientation (B =0.35, p < .001). The results in Table 3 also 
showed that customer orientation was positively related to 
customer-oriented OCBs (B =0.23, p < .01; Model 8) and 
customer-oriented voice behaviors (B =0.24, p < .01; Model 11), sup-
porting Hypotheses 3a and 3b. 

We applied the Monte Carlo bootstrap approach and created confi-
dence intervals (CIs) to test the sequential mediating roles of harmo-
nious passion for work and customer orientation (Preacher and Selig, 
2012; Selig and Preacher, 2008). Table 4 summarizes the results. The 
bootstrap results based on 20,000 bootstrap samples showed that the 
indirect effect of perceived family ostracism on customer-oriented OCBs 
through harmonious passion and customer orientation was significant 
(indirect effect = − 0.016, S.E. =0.008; 95% CI = [− 0.040, − 0.003]), 
supporting Hypothesis 4a. Moreover, the bootstrap results showed that 
the indirect effect of perceived family ostracism on customer-oriented 
voice behaviors through harmonious passion and customer orientation 
was significant (indirect effect = − 0.015, S.E. =0.008; 95% CI =
[− 0.039, − 0.003]), supporting Hypothesis 4b. 

We used multiple approaches to test the moderating role of em-
ployees’ social skills in the relationship between perceived family 
ostracism and harmonious passion for work (Hypothesis 5), and the 
moderating role of gender in the relationship between customer orien-
tation and customer-oriented OCBs and in the relationship between 
customer orientation and customer-oriented voice behaviors (Hypoth-
eses 7a and 7b, respectively). A summary of the results is shown in Fig. 2. 
According to the regression results in Table 3 (Model 4), the interaction 
term of perceived family ostracism and social skills was positively 
related to harmonious passion for work (B =0.45, p < .05). To illustrate 
the moderating results, we plotted the interaction effects using Aiken 
and West’s (1991) procedure. As shown in Fig. 3, the negative rela-
tionship between perceived family ostracism and harmonious passion 
for work was not significant when the level of employees’ social skills 
was high (+1 SD) rather than low (− 1 SD). Therefore, Hypothesis 5 was 
supported. 

According to the results in Table 3, the interaction of customer 
orientation and gender was negatively related to customer-oriented 
OCBs (B = − 0.27, p < .05; Model 9) and voice behaviors (B = − 0.31, 
p < .05; Model 11). Fig. 4 indicates that the positive relationship be-
tween customer orientation and customer-oriented OCBs was not sig-
nificant for male employees but was significant for female employees, 
supporting Hypothesis 7a. Similarly, Fig. 5 indicates that the positive 
relationship between customer orientation and customer-oriented voice 
behaviors was not significant for male employees but was significant for 
female employees, supporting Hypothesis 7b. 

We also tested the conditional indirect effects of social skills (Hy-
potheses 6a and 6b) and gender (Hypotheses 8a and 8b). For the 
mediated relationship between perceived family ostracism and 
customer-oriented OCBs via harmonious passion for work and customer 
orientation, the bootstrap results, summarized in Table 4, showed that 
the indirect relationship was not significant when the level of social 
skills was high (B =0.005, S.E. =0.015; 95% CI = [− 0.023,0.036]), and 
the indirect relationship was significant when the level of social skills 
was low (B = − 0.036, S.E. =0.014; 95% CI = [− 0.074, − 0.015]). The 
difference in the indirect effect was significant (group difference 
=0.041, S.E. =0.021; 95% CI = [0.009,0.105]). Hypothesis 6a was thus 
supported. For the same mediated relationship, the results indicated that 
the indirect relationship was significant for female employees (B =
− 0.032, S.E. =0.014; 95% CI = [− 0.073, − 0.011]) but was not signif-
icant for male employees (B = − 0.011, S.E. =0.007; 95% CI =
[− 0.028,0.002]). The difference in the indirect effect was significant (B 
=0.021, S.E. =0.010; 95% CI = [0.004,0.055]). Hypothesis 8a was thus 
supported. 

For the mediated relationship between perceived family ostracism 

Table 1 
Results of Confirmatory Factor Analysesa.  

Model χ2 df TLI CFI RMSEA Δχ2 (df) 

Seven-factor 
measurement 
model  

337.34  188  0.97  0.97  0.055   

Six-factor 
alternative 
model 1  

1381.86  194  0.74  0.78  0.153  1044.52 **(6)b Family ostracism 
and workplace 
ostracism 
combined 

Six-factor 
alternative 
model 2  1514.61  194  0.71  0.76  0.161  1177.27 **(6)b 

Family ostracism 
and social skill 
combined 

Six-factor 
alternative 
model 3  

787.04  194  0.87  0.89  0.108  449.70 **(6)b Workplace 
ostracism and 
social skill 
combined 

Six-factor 
alternative 
model 4  

410.73  194  0.95  0.96  0.070  73.39 **(6)b 

Customer- 
oriented 
citizenship 
behavior and 
customer- 
oriented voice 
behavior 
combined 

b The model was compared with the measurement model. * * p < .01. 
a n = 262. TLI is the Tucker-Lewis index; CFI is the comparative fit index; and 

RMSEA is the root-mean-square error of approximation. 
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and customer-oriented voice behaviors via harmonious passion for work 
and customer orientation, the bootstrap results, shown in Table 4, 
indicated that the indirect relationship was not significant when the 
level of social skills was high (B =0.005, S.E. =0.014; 95% CI =
[− 0.022,0.035]), and the indirect relationship was significant when the 
level of social skills was low (B = − 0.035, S.E. =0.014; 95% CI =
[− 0.076, − 0.014]). The difference in the indirect effect was significant 
(group difference =0.040, S.E. =0.020; 95% CI = [0.008,0.101]). Thus, 
Hypothesis 6b was supported. For the same mediated relationship, the 
results indicated that the indirect relationship was significant for female 
employees (B = − 0.031, S.E. =0.014; 95% CI = [− 0.071, − 0.012]) but 
was not significant for male employees (B = − 0.009, S.E. =0.007; 95% 
CI = [− 0.023,0.001]). The difference was significant (group difference 

=0.022, S.E. =0.011; 95% CI = [0.005,0.059]). Hypothesis 8b was thus 
supported. 

4. Discussion 

In this study, we used a multi-source and multi-wave survey design to 
test our proposed theoretical model of why and when family ostracism 
can ultimately inhibit employees’ customer-oriented OCBs and voice 
behaviors via sequential negative effects on harmonious passion for 
work and customer orientation. The results showed that family ostra-
cism can have an effect on employees’ customer-oriented behaviors 
above and beyond the effect of workplace ostracism. We discuss in detail 
the theoretical and practical implications of the findings of this study, its 

Table 2 
Means, Standard Deviations, and Correlationsa.  

Variables Mean SD 1 2 3 4 5 6 7 8 9 10 11 

1. Gender  0.20  0.40              
2. Age  30.71  8.87 -0.200 **             
3. Education  1.39  0.57 0.175 ** -0.346 **            
4. Years with current 

supervisor  2.38  2.89 0.061 0.225 **  -0.025          

5. Workplace ostracism  1.92  0.82 0.127* -0.005  0.121 0.076 (0.95)        
6. Family ostracism  1.36  0.66 0.228 ** -0.007  -0.078 0.128* 0.413 ** (0.97)       
7. Social skill  3.31  0.57 0.019 -0.027  -0.025 0.039 -0.110 -0.171 ** (0.86)      
8. Harmonious passion for 

work  
3.75  0.79 -0.090 -0.044  -0.046 -0.141 

* 
-0.289 ** -0.329 ** 0.122* (0.94)     

9. Customer orientation  3.94  0.76 -0.020 0.084  0.015 0.021 -0.038 -0.116 0.177 ** 0.332 ** (0.95)    
10. Customer-oriented 

OCB  3.92  0.76 -0.102 0.074  0.060 0.065 0.089 -0.143* 0.045 0.046 0.228 ** (0.93)   

11. Customer-oriented 
Voice  

3.74  0.77 -0.086 0.105  0.013 -0.020 0.014 -0.127* 0.087 0.059 0.221 ** 0.781 **  (0.85)  

a n = 262. Reliabilities are in parentheses. 
* p < .05, ** p < .01. 

Table 3 
Results of Hierarchical Regression Analysesa.   

Harmonious Passion for Work Customer Orientation  

Model 1 Model 2 Model 3 Model 4 Model 5 Model 6 

Variables Coeff. (S.E.) Coeff. (S.E.) Coeff. (S.E.) Coeff. (S.E.) Coeff. (S.E.) Coeff. (S.E.) 

Gender -.10 (0.12) -.01 (0.12) -.01 (0.12) -.01 (0.12) 0.04 (0.13) 0.04 (0.12) 
Age -.00 (0.01) -.01 (0.01) -.00 (0.01) -.00 (0.01) 0.01 (0.01) 0.01 (0.01) 
Education -.02 (0.09) -.09 (0.09) -.08 (0.09) -.08 (0.09) 0.05 (0.09) 0.08 (0.09) 
Years with current supervisor -.03 (0.02) -.03 (0.02) -.03 (0.02) -.02 (0.02) 0.00 (0.02) 0.01 (0.02) 
Workplace ostracism -.26 * ** (0.06) -.16 * * (0.06) -.16 * ** (0.06) -.17 * * (0.06) 0.00 (0.07) 0.06 (0.06) 
Family ostracism  -.30 * ** (0.08) -.29 * ** (0.08) -.21 * * (0.08) -.14 (0.08) -.03 (0.08) 
Social skill   .09 (0.08) 0.16 (0.09)   
Family ostracism * Social skill    .45 * (0.19)   
Harmonious passion for work      .35 * ** (0.06) 
Customer orientation       
Customer orientation * Gender       
R2 .10 0.15 0.15 0.17 0.02 0.13 
ΔR2  .05 * * 0.00 0.02 *  .11 * ** 
F 4.82 * ** 6.39 * ** 5.74 * ** 5.83 * ** 0.84 4.75 * **  

Customer-Oriented OCB Customer-Oriented Voice Behavior  
Model 7 Model 8 Model 9 Model 10 Model 11 Model 12 

Variables       
Gender -.16 (0.12) -.14 (0.12) -.16 (0.16) -.09 (0.13) -.06 (0.13) -0.06 (0.13) 
Age 0.01 (0.01) 0.00 (0.01) 0.00 (0.01) 0.01 (0.01) 0.01 (0.01) 0.01 (0.01) 
Education 0.09 (0.09) 0.10 (0.09) 0.07 (0.09) 0.06 (0.09) 0.08 (0.09) 0.08 (0.09) 
Years with current supervisor 0.03 (0.02) 0.02 (0.02) -.02 (0.02) -.01 (0.02) -.01 (0.02) -0.01 (0.02) 
Workplace ostracism 0.17 * (0.07) 0.14 (0.08) 0.13 (0.06) 0.08 (0.07) 0.05 (0.06) 0.05 (0.06) 
Family ostracism -.23 * (0.08) -.20 * (0.08) -.19 * (0.08) -.16 (0.08) -.13 (0.08) -0.13 (0.08) 
Harmonious passion for work 0.04 (0.06) -.03 (0.07) -.02 (0.07) 0.05 (0.07) -.04 (0.07) * -0.03 (0.07) 
Customer orientation  .23 * * (0.06) 0.23 * *(0.06)  .24 * * (0.06) 0.23 * ** (0.07) 
Customer orientation * Gender   -.27 * (0.14)   -.31 * (0.14) 
R2 .07 0.11 0.13 0.04 0.09 0.11 
ΔR2  .04 * * 0.02 *  .05 * * 0.02 * 
F 2.58 * 3.69 * ** 3.85 * ** 1.40 2.73 * * 2.91 * * 

a n = 262. * p < .05, * * p < .01, * ** p < .001. 
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limitations, and future research directions. 
This study makes several contributions to the hospitality manage-

ment literature. First, we show that family ostracism can act as a distal 
inhibitor of hospitality employees’ customer-oriented behaviors. This 
contribution is notable as employees’ family lives can have a consider-
able impact on their functioning both at home and at work (Allen et al., 
2014). Specifically, hospitality employees often find it difficult to 
maintain a balance between family life and work life due to their long 
and irregular working hours (Karatepe and Bekteshi, 2008). Moreover, 
amid the COVID-19 pandemic, issues related to work and family can be 
even more crucial for the well-being of frontline hospitality industry 
employees at work. The stress experienced by hospitality employees 
during COVID-19 is influenced not only by work-related stressors and 
their appraisal but also by family-related stressors and their appraisal 
(Yan et al., 2021). In summary, we contribute to the service behavior 
literature by showing how hospitality employees’ family lives can put 
their service behaviors at risk. 

Second, our study contributes to the emerging line of research on 
family ostracism. While a relatively mature body of studies has shown 
the consequences of workplace ostracism, our work responds to the 
recent calls by Babalola et al. (2021) and Ye et al. (2021) for further 
research on the effects of family ostracism. Our results show that family 
ostracism can have an effect on hospitality employees’ 

customer-oriented behaviors above and beyond the effect of workplace 
ostracism. We uncover a novel mediating mechanism in this proc-
ess—harmonious passion for work and customer orientation serially 
mediate the relationship between family ostracism and employees’ 
customer-oriented OCBs and voice behaviors. This serial mediating 
mechanism is important, as it demonstrates why employees’ family lives 
can interfere with their work lives and ultimately have an adverse effect 
on their customer service behaviors. 

Table 4 
Results of Conditional Indirect Effectsa.  

Family ostracism → Harmonious passion for work → Customer orientation → 
Customer-oriented OCB 

Relationships B S.E. 95% bootstrap CIs 

Mean level -0.016 0.008 [− 0.040, − 0.003] 
Conditional indirect effect of social skill：    
Low social skill (− 1 SD) -0.036 0.014 [− 0.074, − 0.015] 
High social skill (+1 SD) 0.005 0.015 [− 0.023,0.036] 
Group Difference 0.041 0.021 [0.009,0.105] 
Conditional indirect effect of gender：    
Female -0.032 0.014 [− 0.073, − 0.011] 
Male -0.011 0.007 [− 0.028,0.002] 
Group Difference 0.021 0.010 [0.004,0.055] 
Family ostracism → Harmonious passion for work → Customer orientation → 

Customer-oriented voice behavior 
Relationships B S.E. 95% bootstrap CIs 
Mean level -0.015 0.008 [− 0.039, − 0.003] 
Conditional indirect effect of social skill：    
Low social skill (− 1 SD) -0.035 0.014 [− 0.076, − 0.014] 
High social skill (+1 SD) 0.005 0.014 [− 0.022,0.035] 
Group Difference 0.040 0.020 [0.008,0.101] 
Conditional indirect effect of gender:    
Female -0.031 0.014 [− 0.071, − 0.012] 
Male -0.009 0.007 [− 0.023,0.001] 
Group Difference 0.022 0.011 [0.005,0.059] 

a Bootstrapping = 20,000 

Fig. 2. The moderated mediation modela.  

Fig. 3. Moderating effect of social skill on the relationship between family 
ostracism and harmonious passion for work . 

Fig. 4. Moderating effect of gender on the relationship between customer 
orientation and customer-oriented citizenship behaviors. 
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Third, our study helps to extend the application of SDT to family 
ostracism. The emerging body of work on family ostracism has mainly 
examined the consequences of family ostracism through the lens of the 
resource-based view (Babalola et al., 2021; Ye et al., 2021). In contrast, 
drawing on SDT, our research shows that family ostracism can hinder 
the satisfaction of hospitality employees’ basic needs and ultimately 
undermine their customer-oriented behaviors. Thus, we demonstrate 
the importance of the satisfaction of basic needs in family ostracism 
research specific to hospitality management. In doing so, we address the 
call by Van den Broeck et al. (2016) for research on how failure to satisfy 
basic needs (i.e., due to family ostracism) can trigger adverse outcomes. 
In summary, we extend the application of SDT to family ostracism for 
hospitality workers and uncover a new explanatory mechanism for the 
consequences of family ostracism. 

Fourth, our work contributes to the ostracism literature (i.e., family 
ostracism) by identifying a boundary condition (i.e., social skills as a 
moderator) for its prediction. Specifically, we show that family ostra-
cism is less likely to influence hospitality workers’ customer service 
behaviors when they have better social skills. Thus, we respond to the 
call of scholars to unravel possible buffering mechanisms that can 
minimize the adverse effects of ostracism (Williams, 2009). 

Last, to the best of our knowledge, our study is the first to introduce 
the role of gender in research on family ostracism and customer orien-
tation. We show that female employees in the hospitality industry are 
more reactive to the indirect effect of family ostracism and to the main 
effect of customer orientation in terms of their customer-oriented service 
behaviors than male employees in the hospitality industry. This finding 
is noteworthy given that the specific role of gender in customer-oriented 
service behaviors can provide us with important insights into deter-
mining ways to alleviate the adverse effect of family ostracism and 
improve employees’ customer-oriented service behaviors. Our study 
also adds to the emerging body of research examining the role of gender 
in employees’ proactive behavior (Ouyang et al., 2015). In summary, we 
demonstrate why and when family ostracism stifles hospitality em-
ployees’ service behaviors at work. 

Our study also offers a number of practical implications, given that 
customer-oriented service behaviors are often vital to the success of 
service organizations, particularly hotels. Customer-focused behaviors 
are crucial to sustaining the quality of service delivery, building 
competitive advantages, and safeguarding the financial performance of 
the hospitality industry (Tang and Tang, 2012). Our findings show that 
family ostracism can be detrimental to hotel employees. Employees 
experiencing family ostracism have lower levels of harmonious passion 

for work, which ultimately hampers their customer orientation and 
customer-oriented behaviors. Therefore, managers should be aware of 
the ways in which employees’ family lives affect their work lives—an 
issue that is not known or understood well in the hospitality industry. 
The top management team should focus on creating a family-supportive 
work environment. Managers could achieve this goal by upholding 
family-supportive policies and family-supportive supervisors. First, they 
could provide benefits such as paid family leave, insurance packages 
compatible with family needs, and flexible work schedules. Such bene-
fits can play a vital role in integrating the family and work lives of 
hospitality employees (Karatepe and Bekteshi, 2008). Second, managers 
need to be family-supportive (Kwan et al., 2022; Lyu et al., 2019; Tang 
et al., 2016; Wang et al., 2017; Yang et al., 2018; Zhang et al., 2012). 
They should find out about their employees’ family lives by asking how 
their family lives are, whether the employees are facing any issues in 
their family lives, and whether the managers can help them with these 
issues in any way. Managers should also be supportive at work (e.g., 
facilitate employee socializing, create a climate of psychological safety) 
so that employees can offset their family issues (i.e., hindrance to the 
satisfaction of basic needs in the family due to family ostracism) and 
become more productive at work. Additionally, training programs and 
workshops should be organized to raise awareness of these issues. Or-
ganizations should cultivate a supportive work climate in which em-
ployees get opportunities that satisfy their need for relatedness to 
minimize the adverse effects of family ostracism (Carlson and Perrewe, 
1999; Ye et al., 2021). 

Our study shows that employees who are more socially skilled are 
less likely to experience the adverse effects of family ostracism. The 
literature has suggested that employees’ social skills can be improved 
through interpersonal relations training (see Burke and Day, 1986). 
Specifically, such training programs can be impactful and successful in 
improving the interpersonal (i.e., social) skills of employees in the hotel 
industry (Garavan, 1997). Therefore, hospitality organizations (e.g., 
hotels) should consider offering training courses on interpersonal re-
lations for their employees, as any enhancement in their social skills is 
likely to diminish the adverse effect of family ostracism on the quality of 
their customer service. 

Last, the findings of our study indicate that female employees in the 
hospitality industry are more prone to face the adverse effects, and the 
resulting costs, of family ostracism. Therefore, top management and 
other managers should be aware of the role of gender and take appro-
priate steps, as outlined above, for female service employees. This study 
also shows that female employees are more reactive to customer 
orientation than male employees. Therefore, organizations must keep in 
mind that customer orientation is particularly important to female em-
ployees, who are more likely to enhance their customer-oriented be-
haviors through customer orientation than male employees. Studies 
have evidenced that a mentoring relationship is particularly effective for 
enhancing female employees’ customer orientation (Kwan et al., 2015). 
Therefore, organizations should initiate mentoring programs to promote 
customer orientation. 

This study has a number of limitations that should be acknowledged. 
First, although we used a multi-wave and multi-source design to reduce 
common method bias concerns (Podsakoff et al., 2003), such concerns 
were not completely eliminated. To address this issue, future studies 
could collect family ostracism data not from the employees themselves 
but from their family members. Second, we did not confidently control 
temporal bias, which impedes the establishment of causal relationships 
among the variables in our research model. A cross-lagged or experi-
mental design would be helpful for fully establishing the causal links in 
our study. However, our research model was grounded in strong theo-
retical inference, which we consider to be the strength of our study. 
Third, our data were collected in China, thus potentially preventing the 
generalization of our findings to other cultures. In particular, the Chi-
nese culture values collectivism and interpersonal relationships, making 
individuals more sensitive to ostracism and other forms of family 

Fig. 5. Moderating effect of gender on the relationship between customer 
orientation and customer-oriented voice behaviors. 
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mistreatment (Ye et al., 2021). Therefore, future studies should use a 
sample from the West to further generalize the findings. Fourth, the 
findings may not be generalizable for all types of families, as our dataset 
considered only married couples. While such an approach reduced po-
tential confounding issues, future research should involve participants 
living with parents, partners, siblings, or children (Babalola et al., 
2021). Fifth, we did not control for other forms of family mistreatment 
(Lim and Tai, 2014). Therefore, future research that considers these 
factors could provide a broader understanding of the impact of family 
ostracism. Sixth, while we focused on the moderating role of employees’ 
social skills, we acknowledge that there could be other potential mod-
erators, such as mindfulness, psychological capital (Mao et al., 2018), or 
a supportive organizational or family environment (Ye et al., 2021). 
Exploring these other potential moderators could further increase our 
understanding of the consequences of family ostracism. Seventh, we did 
not measure the satisfaction of basic needs in our study. However, we 
relied on prior research for our theoretical model (Legate et al., 2013; 
Wu et al., 2019). The incorporation of the satisfaction of basic needs into 
family ostracism research could provide a broader understanding of the 
consequences of family ostracism. Another area for future research 
could be to examine whether employees ostracized at home are likely to 
ostracize others at work, and how their functional or dysfunctional 
coping methods may affect work relationships. Last, in our study, the 
mean score for family ostracism was slightly low (i.e., 1.36 on a 5-point 
response scale), which is similar to the score of research conducted on 
the same population (e.g., 1.43 on a 5-point response scale; Ye et al., 
2021). Shift work is common in the hotel industry, and therefore the 
frequency of interactions with family members is lower for employees in 
hotel jobs than for those in other types of jobs. Therefore, exposure to 
family ostracism was relatively low for our targeted participants. 
However, Zhang et al. (2014) have suggested that individuals are more 
responsive to mistreatment that occurs less frequently than to 
mistreatment that occurs more frequently. Therefore, we do not consider 
the low score for family ostracism to be a major issue in interpreting our 
findings in the case of the hospitality industry. 

5. Conclusion 

This study proposed and tested a mediating process involving 
harmonious passion for work and customer orientation to examine 
whether and why family ostracism has implications for employees’ 
customer-oriented behaviors. The findings indicate that family ostra-
cism can have a considerable effect on employees’ service behaviors 
above and beyond the effect of workplace ostracism, as family ostracism 
influences their harmonious passion for work, customer orientation, and 
subsequent customer-oriented OCBs and voice behaviors. This rela-
tionship is particularly strong for employees who are less socially skilled 
and for female employees. We hope that our study will encourage future 
studies to examine the consequences of family ostracism on employees’ 
family lives and work lives. 
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