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Table S1 

Conceptual Distinction between Customer Incivility and Related Constructs
	Construct
	Definition
	Key Characteristics
	Distinction from Customer Incivility
	Key References

	Customer Incivility
	Low-intensity deviant behaviour with ambiguous intent to harm, violating norms of mutual respect.
	Subtle, rude, discourteous, norm-violating, ambiguous intent.
	Baseline construct characterized by mild, socially ambiguous mistreatment.
	Andersson and Pearson (1999); Cortina et al. (2001)

	Customer Aggression
	High-intensity behaviors intended to harm employees through verbal or physical hostility.
	Overt hostility, clear harmful intent, intense actions.
	Customer incivility involves lower intensity behaviors and ambiguous intent, whereas aggression reflects deliberate harmful actions.
	Grandey et al., (2004); Hershcovis (2011)

	Customer Mistreatment
	Dysfunctional customer behaviors that negatively affect employee well-being and performance.
	Broad construct, includes incivility, aggression, and unfair treatment.
	Customer mistreatment is a broader umbrella construct, while customer incivility represents a specific low-intensity form of mistreatment.
	Skarlicki et al., (2008); Wang et al., (2011)

	Customer Bullying
	Repeated exposure to negative acts perpetrated by customers that create psychological distress.
	Repetition, persistence, power imbalance, harmful intent.
	Customer incivility may occur as isolated low-intensity events, whereas bullying involves sustained and repeated negative behaviours.
	Branch et al., (2013); Einarsen et al., (2020)

	Customer Aggressive Behavior
	Hostile customer actions involving threats, verbal abuse, or physical intimidation.
	Explicit hostility, emotional intensity, confrontational behavior.
	Customer incivility is comparatively subtle and norm-violating rather than overtly hostile or threatening.
	Harris et al., (2003); Boyd (2002)
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