Metallurgical and Materials Engineering Research paper

Linking Transformational Leadership With Employees’ Job Performance
And Satisfaction In Uncertain Environment: A Moderation Mediation
Analysis

Raza Hussain Lasharit, Aiza Hussain Rana?, Rabia Gul®, Ali Muhammad (PhD UK, Postdoc Canada)*

!Department of Management Sciences, Lahore Garrison University Email: razahussain10312@gmail.com
2Department of Management Sciences, Lahore Garrison University Email: aizahussainrana@Igu.edu.pk
8PhD Scholar (Management Sciences), Islamia College Peshawar, rabiagul90@yahoo.com
“Assistant Professor Institute of Management Studies, University of Peshawar, Pakistan Email:
Alimohmand@uop.edu.pk

Abstract

The hospitality industry has experienced a considerable decrease in employee
satisfaction and performance in the post-pandemic era. Using social exchange theory,
this study examines the role of transformational leadership (TL) in employee
performance in an unfavorable environment of hotels in Pakistan. It also undertakes
work engagement (WEN) as a mediator and social interaction (SI) as a moderator in
the relationship of TL and performance. Using cross-sectional design, data were
gathered from 230 frontline hotel association workers through physically
administered questionnaires. Data were analyzed using mediation-moderation
techniques. The results show that even in the most vulnerable conditions, employee
performance can positively be enhanced using managers’ transformation style of
leadership. Further, WEN and Knowledge management (KM) are found to entirely
mediate the relationship between TL, job performance (JP) and job satisfaction (JS).
In addition, Sl bears a moderating effect on the linkage of TL, KM and WEN. This
research promulgates a framework model to help policy makers in emerging
economies to formulate the most effective HR polices by highlighting a key role of
TL in hospitality industry. To the authors’ knowledge, this is the first study to examine
the role of TL in reinvigorating employee performance in uncertain environments. It
also offers new insights into mediating mechanisms and moderators associated with
the relationship between leadership style, JP and JS.

Keywords: Transformational leadership; Knowledge management; Work
engagement; Job performance; Job Satisfaction; Social Interaction.

1. Introduction:

Contemporary economic research shares a common agreement on the issues and challenges faced by frontline
employees in measuring and improving their performances. This is mainly attributed to an increased dependence of
organization’s performance on its workforce and leadership abilities. Such issues have recently been highlighted
especially in a post Covid-19 scenario where extant research identifies the consequences, determinants and influencing
factors of employee low performance (Laskarin AZi¢, 2017). Out of the many factors, low employee performance is
found to have a direct and/or indirect relation with managers’ behavior. Research finds a pivotal role of managers’
behavior in enhancing or diminishing employees’ performance in addition to other factors such as financial rewards,
and intrinsic and extrinsic motivators (Yoopetch, Nimsai and Kongarchapatara, 2021).

While there remains extensive literature on top management role in the hospitality industry, little work has been
conducted in uncertain and unstable environments where organizations are confronted with multiple challenges and
obstacles. The tourism sector in Pakistan in the last couple decades, has faced severe challenges attributed to reasons
such as terrorism, civil unrest, and political turmoil which has ultimately affected the tourist influx to the country.
Managers’ behavior affects employee performance differently in different country conditions and contexts (Amarneh
et al. 2010; Bryant, 2003). In the context of tourism industry, a strong managers’ role is needed to boost employee low
morale and performance. A unified theory is needed to further research on leadership roles in tourism and in harsh
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economic conditions with practical implications. Extant research is thereby suggested to uncover mechanisms that
could bring positive results in frontline employees and also the contextual findings in which TL brings positive
performance amongst employees of a specific industry setting (Book, Gatling and Kim, 2019).

In response to the call for further research, the current study is conducted to offer new insights into how specific
conditions promote TL and explore the ways as to how it impacts frontline employees. The case of hospitality industry
of Pakistan is chosen because it offers a perfect ground for examining varying performance levels under uncertain
chaotic conditions. Alvesson and Kaerreman (2001) assert that managers’ behavior and their leadership style are the
key factors to affect employee performance. This research examines the role of TL in employee performance using
insights from social exchange theory. In addition, employee performance is also found to have been affected by Sl due
to its strong influence on employee behavior and attitude (Bangwal & Timari, 2019; Lacap, 2019). More specifically,
it explores a mediating role of Work engagement and a moderating role of Sl in the relationship of TL and EP.

Overall, the objective of the current research is to examine the relationship between TL and employee JP by exploring
a mediating role of WEN and also moderating role of Sl in the relationship of TL and WEN. Moreover, it may also
help organizations in the hospitality sector of Pakistan to understand employee behavior and improve work
performance. The rest of the article is structured as follows: subsequent section details literature review and derives
several hypotheses. This is followed by describing the adopted methodology. Results are presented afterwards which
is followed by discussion in light of previous findings. Theoretical and managerial contributions of the study are then
outlined. The paper concludes with a note on limitations and future directions.

Theoretical Foundation & Hypothesis Development

1.1 Impact of transformational leadership on employee job performance

Drawing from social exchange theory (SET), this study examines a mediating role of work engagement between TL
and employee performance (Cropanzano and Mitchell, 2005). Work engagement is described as a positive state-of-
mind (Book, Gatling and Kim, 2019; Yoopetch, Nimsai and Kongarchapatara, 2021) that shows fulfilling attitude and
is attributed by three elements of employee engagement i.e. rigor, dedication and absorption. Recent studies have
illustrated the need to further examine the role of WEN in the hospitality sector (Ackfeldt and Wong, 2006; Lasisi et
al., 2020). This is why, this study explores if TL influences employee performance and facilitate them to perform well
by strengthening their level of WEN.

TL is described as an approach that enable leaders to motivate their followers and facilitate them to recognize
organizational goals (Scuotto et al. 2022; Cross and Sproull, 2004). TL has an important role in making changes
happen, essential for the organizational effective management and administration (Bakker et al., 2008). Kim (2014)
suggested that transformational leaders have adequate skills to change organizations through their visionary approach
and by clarifying their vision. Such leaders exhibit four kinds of behavior; idealized influence, inspirational motivation,
intellectual simulation and individualized consideration (Daft, 2000). A recent study by Heimerl et al (2020) concluded
that TL is defined as a “style of leadership that facilitate its employees to think beyond their self-interest and alter their
morale, interests and encourage them to act better and in the best interest of an organization.

Literature shares consensus on the role of TL in an essentially improving patterns of JP. According to MacKenzie et
al (2001), TL is an effective leadership approach that encourages employees to exhibit positive “in-role” and “extra-
role” attitude. It is an approach to motivate employees above their self-interest; offer feedback and create high-
standards of productivity. It is argued that transformational leaders can enhance employee performance and exhibit
positive work attitude. A meta-analysis-based study also affirm positive impact of TL on employee JP (Ghadi,
Fernando and Caputi, 2013; Judge and Piccolo, 2004). In the same manner, Karatepe and Olugbade (2016) also
concluded that leadership styles have positive impact on employee JP. Nevertheless, there is a genuine need to
undertake research in a different work setting to substantiate the theory. This study therefore proposes following
hypothesis:

H1: TL has a positive relationship with frontline employees’ JP.

TL is explained as a type of interpersonal leadership style in which employees trust and respect their leaders and are
encouraged to go beyond what is actually expected so as to achieve organizational goals. It enables followers to achieve
organizational vision and enforces them to do more than what they can do or potentially think of making substantial
changes in the organizational context (Kopperud, Martinsen and Humborstad, 2014). As per Kim (2014), TL attitude
is linked to employee WEN and exhibits JS. It shows that transformational leaders have important role in winning
employees’ trust and offer them important information that supports and help them to carry out their tasks progressively
(Boamah et al., 2018).

Jena et al. (2018) conclude that if there is participatory workplace context and employees are appreciated by their
leaders; it exhibits positive impact on the mental well-being of employees and build their confidence on their leaders.



Raza Hussain Lashari et al. Linking Transformational Leadership....... 543

Balwant (2019) also finds that as transformational leaders express positive feelings towards followers; workplace
becomes more supportive and interesting for employees in their day-to-day activities and enhances their level of
motivation. Scholars (Lee et al., 2019; Chua and Ayoko, 2019) conclude that employees have positive perception
towards transformational leaders and find them offering adequate resources at workplace. This, in turn, enhances
employee WEN and improve their satisfaction with the workplace. Other studies show that TL has positive impact on
employee WEN (Milhem et al., 2019; Buil et al., 2019; Chua and Ayoko, 2019) and also exhibits positive results for
employee JS (Kammerhoff et al., 2019; Salau et al., 2018; Braun et al., 2013). Based on these studies, this study
proposes the following hypothesis and link TL with employee JS and their workplace engagement.

H2: There is a positive and significant relationship between TL and frontline employees’ JS.

1.2 Mediating role of work engagement

In the last couple of decades, employees WEN has earned significant interest in HR research domain (Masa’deh,
Obeidat and Tarshini, 2016). WEN is comprised of the following variables; vigor, dedication and absorption. Precisely,
vigor is regarded as employees undergoing “an extended level of energy and are provided with mental flexibility at
their workplace” (Thisera and Sewwandi, 2018). Dedication is defined as a sense of excitement, inspiration, pride and
sense of importance at workplace (Buil Martinez and Matute, 2019). Finally, absorption is attributed as employees’
full concentration and captivation with inner feelings in one’s work. It often gets to an extent where it becomes difficult
for employees to detach themselves from work. In this study, employees’ WEN is explored as a mediating role in the
relationship of TL and JP.

Empirical research shows that there is a positive relationship between TL and employee WEN. Transformational
leaders have the abilities to inspire and knowledgeably encourage their workers, they use their ideals and exhibit their
individual consideration and pay attention to their followers’ desires. Given that, frontline workers can feel gratified
to showecase their high level of engagement with their firm (Shamim, Cang and Yu, 2019; Tims et al., 2011). Moreover,
researchers also find that there is positive relationship between variations in TL and workers’ daily WEN (Breevaart
et al. 2014). Likewise, Tims et al. (2011) and Breevaart et al. (2014) conclude that TL positively affects employees’
level of WEN (Singgih et al., 2020), especially in the hospitality sector (Jena, Pradhan and Panigrahy, 2018).

Extant research shows that employee WEN is the employees’ physical, cognitive and affective connection with their
work environment (Rich et al., 2010). De Simone et al., (2018) state that if employees are engaged with their workplace,
they exhibit more positive behavior as compared to those who are not engaged. Their positive emotions like joy,
happiness help them experience better life and good health. Bhatti et al., (2013) also find that when workers are engaged
and committed with their firm, they are likely to trust more in their firms and have a better relationship with their
workers. Employees therefore may find it valuable to put more efforts and showcase behavior that is exceeding their
job description. Summative, given all these arguments, this study proposes that WEN mediates the linkage between
TL and employee JP.

H3: WEN has a positive mediating role between TL and frontline employee’s JP.

In a similar vein, Kahn (1990) explained WEN that it is the involvement of employees with the firm to an extent such
that they are physically, cognitively and emotionally linked with their work roles. It is also described as accrediting
values to their workplace and they feel proud and stay engaged with their roles (Kang et al. 2008). Those employees
that have high WEN in the form of more workload, communication, justice and societal support are more likely to
display JS and lower turnover intention (Meng and Berger, 2019). Such employees show positive feelings towards
their workplace (Yeh, 2013). Hence, with employees’ positive workplace behavior, organization is most likely to attain
positive outputs. Prior research (Yeh, 2013; Orgambidez-Ramos and de Almeida, 2017; De Simone et al., 2018)
suggest that employees workplace engagement results in greater employee JS and leads to an increased commitment
with the firm. Given that, this study proposes hypothesis that there is a positive relationship between employees” WEN
and JS.

H4: WEN bears a positive mediating effect in between the relationship of TL and frontline employee’s JS.

In an attempt to enhance HR practices, KM is considered an important ingredient to strengthen employee abilities and
skills that further improves learning of new workers and new jobs and customer service (Uddin, Fan and Das, 2017).
KM is a procedure that governs individual knowledge and mutual information that facilitates firms to attain competitive
advantage and handle dynamic market requirements (De Simone et al., 2018). This study identifies two dimensions of
KM; knowledge sharing and knowledge application. Knowledge sharing (KS) is described as the process that helps
individuals and groups to offer knowledge and resolves various issues in a short period of time (Shamim, Cang and
Yu, 2019). If there is inadequate sharing, knowledge is unlikely to be delivered to people across firms. Knowledge
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application (KA) however, is the competitive edge of the firm over others in the same industry because firms’
competitive edge depends on the actual use of knowledge as compared to knowledge itself. According to Alavi and
Leidner (2001), the key attribute of leaders is the application of “knowledge-based theory” in the firm’s environment.
One of the most important jobs of transformational leaders is to improve KM and facilitate its smooth execution in the
firm (Noruzi, et al., 2013).

Employee JP is a multifaceted concept. Some scholars explain it as a behavioral and measurable phenomenon
(Shamim, Cang and Yu, 2019). From a behavioral perspective, JP of employees is determined through individuals’
productivity at workplace (Shooshtarian et al., 2013; Zaman et al., 2014). Tims et al., (2011) argue that the vital
elements of JP are thus individual skills, efforts and the working conditions; whereas skills include knowledge, aptitude
and capabilities of an employee. Moreover, efforts are the degree of work executed in the firm to get the task done and
context of work is comprised of those instances in which an employee must follow to enhance his/her performance.
Existing studies show that JP is a multifaceted concept that includes employees’ job or task performance and their
circumstantial productivity (Bhatti et al., 2013). Task performance is a dimension of workplace behavior that results
in an organizational technical productivity; while circumstantial performance refers to social and cognitive aspects of
the firm (Bertolino et al., 2013). A large number of studies affirm that TL has a definite impact on employee JP (Bacha,
2014; Chu and Lai, 2011; Liang and Chi, 2011; Masa’deh et al., 2016; Sani and Maharani, 2012; Tse and Chiu, 2014).
Similarly, Shahhosseini et al. (2013) conclude that there is a positive relationship between TL and employee JP. While
some researchers conclude that TL is one partial aspect of employee task performance (Bacha, 2014), others however
don’t agree (Uddin et al., 2014). Manaf and Latif (2014) and Zaman et al (2014) also find an indirect relationship that
is mediated by several variables.

Another stream of literature shows a strong relationship between TL and KM (Bass and Riggio, 2006; Birasnav et al.,
2011; Bryant, 2003; Crawford, 2005; Jansen et al., 2009; Nemanich and Keller, 2007; Schepers et al., 2005). Al-
Husseini & Elbeltagi (2018) also find that human resource is positively linked with the firm productivity. Empirical
studies have affirmed a positive association between knowledge sharing and employee JP (Azim et al., 2019).
According to Al-Husseini, El Beltagi, & Moizer (2019), knowledge sharing influences employee JP and
innovativeness.

Organizational performance is usually evaluated using two aspects; efficiency and effectiveness. Organizational
efficiency is regarded as organizational financial strength such as its profitability and positive cash flows. Le et al
(2018) concede that organizational performance is the adequate use of resources, efficiently and effectively. This shows
the extent to which an organization is successful in achieving its aims and objectives. Many scholars have explained
organizational performance; however, the subject is still debatable amongst researchers. It is generally evaluated in
two aspects; financial and non-financial aspects. The financial aspect of the organization is organizational profitability,
return on investment, return on equity and return on sales, its share price, growth of sales. On the other side, non-
financial aspects of organizational performance is evaluated in terms of employee JS, WEN, customer satisfaction,
innovativeness and creativity of employees, and resource utilization (Kaplan and Norton, 2001). It is thus conjectured
that:

H5: TL and frontline employee JP are positively mediated by KM.
H6: TL and frontline employee JS are positively mediated by KM.

1.3 Moderating effect of Social Interaction

This study uses Sl as a process through which employees interact with each other based on trust, communication and
coordination. Previous studies show the importance of facilitating interpersonal SI amongst employees as it enables
KM amongst organizational members (Bartol and Srivastava, 2002; Hoegl et al., 2003; Koskinen, Pihlanto, and
Vanharanta, 2003). Le et al., (2018) concluded that team members have different roles and background knowledge and
they are like to get pertinent knowledge from their colleagues who are more trustworthy and capable. According to Al-
Amin (2017), if there is mutual trust between employees, information will flow more efficiently and effectively. The
amount in which firm members interact with each other and communicate, trust and collaborate together is a
phenomenon called as Sl (Singgih et al., 2020). As per Qabool and Jalees (2017). Social interaction (SI) has three
dimensions; trust, communication and coordination. Trust is explained by scholars as mutual understanding between
organizational leaders and followers for allocating knowledge and using it in the firm. If there is common
understanding and trust between organizational individuals and groups, it will allow enterprises to enhance knowledge
sharing and application. Shamim, Cang and Yu (2019) explained that communication is the process to transfer
information and knowledge amongst organizational members. This highlights a harmony and a pertinent role of Sl in
TL, KM and employee WEN. This leads us to develop the following hypotheses:

H7. SI moderates the relationship between TL and KM of frontline employees.
H8. SI moderates the relationship between TL and WEN of frontline employees.
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Figure 1: Theoretical Mode

3. Methodology

3.1. Sample and data collection

This study undertook an empirical investigation on the frontline employees of hotel industry of Pakistan. The
population included 24 three, four and five-star hotels. Data were collected from frontline employees working in these
hotels in two ways; first, through the Pakistan Hotel Association and second with the help of questionnaires. A
physically administered questionnaire-based survey was carried out. Frontline employees were chosen as the sample
of the data as these people work in the hotel reception desks and have direct interaction with their hotel managers and
their behavior can directly affect their relationship with customers. Under ethical guidelines, hotel employees were
explained the purpose of the study and they were asked to respond to questions. They were ensured about
confidentiality of data and anonymity.

This study followed simple random sampling method, based on researchers’ own convenience. A list of hotels was
shared by the Hotels Association of Pakistan. Several front-desk employees were invited to take part in the study;
hence, data was collected from single respondents from several hotels in a single-time survey. Resultantly, a total of
230 respondents were selected from 24 hotels. The response rate was 77.4% for male respondents and 22.6% for female
respondents. A total of 44% respondents were from the age range of 25 to 30 years. Out of total sample, 52.2% were
three-star hotels, 29.1% were four-star hotels and 18.7% were five-star hotels. 82.2% were national hotels and 17.8%
were international hotels.

3.2. Measures

This study used well-organized scales drawn from previous studies which was used to measure the survey items.
Participants of the study evaluated items using 5-point Likert scales with 1 for strongly agree and 5 for strongly
disagree. Carless et al (2000) was used to assess TL style across hotels in Pakistan. This study also uses two aspects of
KM and they are selected from the studies conducted by Gold et al (2001) and Lin and Lee (2005). The given two
aspects are; knowledge sharing and knowledge used in the practical life and their relevant scales were used. Karatepe
(2013) and Babin and Boles (1998) were used to measure JS of employees. A scale proposed by Schaudeli et al (2006)
was used to measure employees’ workplace engagement called Utrecht workplace engagement scale. For JS, a six-
item scale was adapted drawn from Ackfeldt and Wong (2006). SI was also measured using scale items from Sivadas
and Dwyer (2000) which involved sub-scales such as communication process, trust, and teamwork.

4. Results
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Pearson Correlation was used to measure the correlation between two variables. The given table 01 shows Pearson
Correlation analysis that helps to measure the linkage between independent and dependent variable. Findings show
that the statistical values of all variables are positive and indicate positive relationship with each other. In addition,
reliability analysis is done using Cronbach alpha, which is 0.826 and is greater than 0.7 (a standard value to determine
reliability of scale items). This value shows that all the scale items used in this study are reliable and valid. Table 1
presents values for mean and standard deviation using descriptive statistics of SPSS.

Table 01: Descriptive Statistics

Variables |Mean |SD | Cronbach’s Alpha TL sI KM WE JP JS
T 433 | .452 1
S| 410 | 532 5047 |1
826 _ _
KM 318 |.617 496~ | 6797 |1
WE 432 |505 385~ |.387° |5117% |1
P 422 | .626 3227 | 352% | 578" [540% |1
Js 448 |.450 3917 270%™ [342% |5526° [.367° |1

Table 02 shows an association between TL, employee JP and satisfaction of employees. The coefficient is measured
to determine the beta values, which are used to showcase how well the data support hypothesis of this study
(Halbesleben and Wheeler, 2008). In addition, beta coefficients show the extent of change observed in the dependent
variables for each of its relevant independent variable. In table 2, it is visibly shown that the path coefficients for each
relationship is statistically significant at p < 0.05.

The findings for hypothesis 1 reveals that: f = 0.322, t =5.130, p < 0.05, which shows a positive linkage between the
variables; TL and employees JP. This supports hypothesis 1 of this study. In the same manner, the positive relationship
identified between TL and employee JS is statistically significant i.e. p = 0.391, t = 6.416, p < 0.05. This supports
hypothesis 2 of this study.

Table 02: Results of Hypotheses 1 and 2

Hypotheses B t-value Sig Decision
HI1: TL— JP 322 5.130 .000 Accepted
H2: TL— JS 391 6.416 .000 Accepted

Next, table 03 shows an indirect influence and the mediating role of KM, WEN between the given variables i.e. TL,
JP and JS of employees working in the hotel market illustrating hypothesis 3, hypothesis 4, hypothesis 5 and hypothesis
6. In this table, authors have used the approach provided by Preacher and Hayes (2004, 2008) to test the hypotheses.

The findings of this study whilst using bootstrapping method in hypothesis 3 exhibited p=0.3815 with a significant t-
value (t = 0.7409, p < 0.05), 95% Boot CI: [LL = 0.2334, UL = 0.5389). This shows that the relationship between TL
and JP works through KM and it supports hypothesis 3 of this study. In hypothesis 4, findings are  =0.0972 with a
significant t-value (t = 4.2425, p < 0.05), 95% Boot CI: [LL = 0.0279, UL = 0.1740, which shows the relationship
between TL and JS works through KM and it also supports hypothesis 4 of this study. In hypothesis 5, the values are;
B =0.2600 with a significant t-value (t = 2.2364, p < 0.05), 95% Boot Cl: [LL = 0.1624, UL = 0.3711. This also shows
positive linkage between TL and JP through WEN that also supports hypothesis 5 of this study. In hypothesis 6, the
values are; p =0.1688 with a significant t-value (t = 3.7297, p < 0.05), 95% Boot ClI: [LL = 0.1095, UL = 0.2342. This
shows that there is positive relationship between TL and JS through WEN and it supports hypothesis 6 of this study.

Table 03: Hypothesis testing and results: the moderating role of SI

Hypotheses B Indirect effect t-value | Confidence interval (5-95%) Decision
H3: TL - KM — JP .3815 .7409 (0.2334; 0.5389) Accepted
H4: TL - KM — JS .0972 4.2425 | (0.0279; 0.1740) Accepted
H5: TL — WEN — JP .2600 2.2364 | (0.1624;0.3711) Accepted
H6: TL — WEN — JS .1688 3.7297 | (0.1095; 0.2342) Accepted

In order to test the moderating influence of variables, this study has used interaction approach in table 04 and calculated
the moderating role of the variable. In this approach, interaction is created by making use of the product of two variables
that are part of moderating effects. In order to evaluate moderation hypothesis, this study has used bootstrapping
technique through “PROCESS” on SPSS. In order to test the mediation influence, 95% bias adjusted confidence
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interval was used with 5000 re-sampling process. Table 4 shows the findings of such interaction estimations, and shows
that the interaction influence of the TL and SI on KM shows $=0.0657; t value= 0.7568 and WEN shows =0.0989; t-
value=1.1123. The results show positive and significant pathways. In specific, the findings of show that the impact of
the transformational leaders and SI on WEN is greater when frontline employees show higher SI. Hence, such results
reveal that hypothesis 7 and 8 are accepted.

Table 4: Estimation of the moderating effect of Sl.

Hypotheses B t-value Decision
H7: TL * SI - KM 0.0657 0.7568 Accepted
H8: TL * SI—» WEN 0.0989 1.1123 Accepted

Note 1: * p < 0.05; (one-tailed Student’s t-test).
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Knowledge
Management

Job Performance
(JP)

Transformational
Leadership
(TL)

Job Satisfaction
(S)

Engagement
(WE)

.0657) H7
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Interaction (SI)

Figure 2. Hypothesized Results of the Theoretical Model of TL, JP, and JS.

5. Discussion

This research attempted to highlight the process and boundary contexts of why and in which conditions TL is related
to JP of employees and results in their JS in hospitality sector of Pakistan. In particular, this study shows one of the
preliminary contexts to answer the following questions; i) to examine the mediating role of KM and WEN between
TL, employee JP and JS in the hospitality market; ii) find a moderating impact of Sl in the linkage between TL, KM
and employee WEN. The findings of this study show that TL bears direct relationship with employee JP and
satisfaction. It also affirms that KM and employee WEN partially mediate the association between TL, employee JP
and JS. This is in line with prior research (Bacha, 2014; Uddin et al., 2014).

This study emphasizes that TL has a key role in enhancing KM and employee WEN. Therefore, transformational
leaders are regarded more effective and helpful in facilitating frontline employees’ JP and JS in the hospitality market.
This is because they encourage their followers to realize organizational goals and increases their engagement level and
KM. Lastly, this study also reveals that there is an interaction influence of TL and SI on KM and employee WEN in
such a way that when Sl of employees is higher, the relationship between TL, KM and employee WEN become robust.
These findings have widespread theoretical and managerial implications, discussed in the next section.

5.1 Theoretical implications
This study has major contribution to the literature in several ways. First, this study offers additional insight into the
theory of TL that is in response to call for further research (Holten et al., 2018; Pan and Lin, 2015; Patiar and Wang,
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2016) and explores a fundamental underlying association that relates TL with KM in the hospitality market. Existing
research shows that TL estimates organizational productivity, employee JP through several mediating variables such
as KM (Lashari and Rana, 2018).

Second, this study shows mediating impact of underlying mechanisms of TL and employee JP (De Simone et al., 2018).
Shamim, Cang and Yu (2019) concluded that there are limited prior research about mediation impacts of the variables
between TL and employee JS; hence, this study fills this void in extant literature. Although, previous studies have
found a linkage between KM and WEN of employees and empirical evidence (e.g. He et al., 2014; Karanika-Murray
et al., 2015, Lashari and Rana, 2018); yet, no research examined it holistically and explain the relationship between
TL and frontline employees through a moderating variable, SI. This study confirms that there is an existence of
mediating influence in the hospitality market and adds in the literature that KM and employee WEN could facilitate
the relationship between TL and employee WEN.

Third, it also highlights a new role between TL and frontline employees’ JP and satisfaction. Previous scholars did not
explore any moderating impact of Sl on the linkage between TL and other variables. This study fills this gap and
demonstrates that SI has an important role and TL can be more effective when frontline workers have higher S| amongst
each other.

5.2. Managerial implications

This study bears managerial implications and provide managers a comprehensive framework that may help to
strengthen HR strategies about frontline employees. First, this study is likely to help hospitality market to recruit those
leaders who have a greater focus on TL. It implies that hotels must reflect on this type of leadership when they recruit,
promote or train their supervisors. It is evident that mangers must follow TL activities and adapt those behaviors,
amongst others that help them to excel their employees like improved communication that reinforce vision, mission
and goals and objectives of hotels. It can offer supportive and friendly environmental culture, foster mentorship and
help employees by offering them support and actively listen to their needs. Notably, it is found that WEN and KM
have an important mediating role between TL and frontline employee’s performance. This also shows that TL style
has the capacity to create an enabling environment that motivate employees and reflect discretionary attitude even in
the most unfavorable conditions. As a result, it is important for hospitality managers to be aware of their abilities as
TL who can explain firm’s climate and define its culture that results in a positive achievement of organizational goals.
Furthermore, Viglia et al. (2014) argued that customer’ viewpoints and ideas have important role in the hospitality
sector. Thus, it is important for hospitality market organizations to establish their environment that encourage
employees’ WEN and facilitate KM with firms. This is relevant to the hospitality sector, where several workers have
inadequate working conditions like low salaries and compensations and non-social working hours that can decrease
their level of energy, excitement and engagement with their tasks. This is why, hotel managers are encouraged to
periodically evaluate their firm’s KM and workers’ engagement level as it may help them improve overall performance.
Lastly, this study identifies interactive findings about the moderating role of variable, “SI” and have practical
implications for firms. Human Resource Managers must choose their frontline employees who display social
interactive behavior as it would help them to assess the Sl of job candidates at the time of selection and promotional
process. For instance, those firms that want to enhance the KM and employees’ WEN can progress in the market if
they find the right leader with TL abilities and their increased number of followers.

5.3. Limitations and suggestions for future research

Like any other management research, this study is not immune from limitations. First, it is empirically analyzed using
cross-sectional research time frame; however, the use of longitudinal study could have provided more insights in the
relationship and enhance better understanding of the variables under study. Second, this study also used frontline
employees as the sample of the study, but future studies could be carried out by following dyadic standpoint that
involves both managers and mid-level employees of the firm. This will offer extended review and provide evidence on
wider population as compared to only focusing on one level of employees. Third, this study examined the frontline
employees with regard to one country context i.e., Pakistan; whereas, future studies should focus other contexts to
substantiate theory so as to offer a broader perspective into the concept of TL and employee performance.
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