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Abstract

Purpose: This study aims to determine empowering leadership as the moderator in job
satisfaction and job engagement factors on customer orientation of front-office employees in
Hong Kong hotels. The Conservation of Resources (COR) theory is used to understand
customer orientation of front-office employees to achieve a competitive advantage.
Design/methodology/approach: This study suggests a cross-sectional quantitative research
method using random sampling from the front-office hotel employees’ population in Hong
Kong. Findings: This finding may contribute to hotel and service industries by providing
prominent customer orientation strategies that is aligned with job satisfaction and job
engagement to improve business performance and growth in Hong Kong. Research
limitations/implications: This research is based on the hotel sector of front-office employees
in Hong Kong. As a result, it was unable to represent other countries that may have differences
in cultures, and policies. Practical implications: This paper enhances our understanding of
empowering leadership in various hospitality and tourism settings. Moreover, there are
growing interest in comprehending how leaders can effectively empower their subordinates
leading to the improvement of customer orientation in service industries. Originality/value:
The conceptual framework serves as a point of reference and offers guidance to scholars and
practitioners in Hong Kong's service sectors to optimize job satisfaction and job engagement
to achieve higher performance in customer orientation of front-office employees.

Keywords: Job Satisfaction, Job Engagement, Empowering Leadership, Customer Orientation,
Conservation Of Resources (COR) Theory

Introduction

Hong Kong is often referred to as the “Asia’s World City” for being the most renowned hub
for worldwide commerce and tourism (Wong, 2021). Moreover, tourism industry in Hong
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Kong has been a critical pillar given its significant contribution to the local economy through
retailing, catering, and hotel industry sectors (Tsui et al., 2021). In 2023, Hong Kong's tourism
sector demonstrated a remarkable recovery, with provisional total number of visitors arrival
reaching 34 million (AMRO, 2024; Chaturvedi, 2024). This surge in the number of visitors
signifies a positive resurgence of the tourism industry in Hong Kong.

Furthermore, the 2024 Operational & Investment Outlook highlights that the evolving
preferences of tourists towards authentic experiences and immediate memory sharing
present both opportunities and challenges for Hong Kong's hospitality industry (Colliers,
2024). Therefore, the industry's strategic focus on meeting these changing demands
underscores the city's crucial role in shaping the future of hospitality. The notable recovery
and heightened customer satisfaction can be partly credited to the significance of front-office
employees’ job satisfaction and job engagement. The dedication and customer service
proficiency demonstrated by the front-office employees are substantial and instrumental in
achieving this recovery. Their commitment in delivering exceptional service contributed to
crafting memorable experiences for tourists, thereby enhancing the overall satisfaction. The
positive influence of contented and engaged front-office employees reverberated throughout
the industry, ultimately aiding in the successful resurgence of Hong Kong's tourism sector.

Despite the Hong Kong tourism industry's steady recovery after COVID-19 pandemic, many
workers who were affected by the pandemic have not returned to Hong Kong which resulted
in the shortage of experienced workers in the tourism sector (Choo, 2024). In the aftermath
of the pandemic, the hotel sector is also experiencing severe difficulties in hiring and retaining
competent employees (Lindberg & Creery, 2023; Peterson & DiPietro, 2021). The major
obstacle for the hospitality industry is due to the labour crisis which include changes of
perception about hospitality profession, availability of greater opportunity in other industries
and redefining personal preferences (Morosan & Bowen, 2022; Sperance, 2021). As a result,
this have impacted customer orientation among the front-office employees which is mainly
influenced by job satisfaction and job engagement. Therefore, establishing front-office
employees’ satisfaction and engagement with their work is essential in order to improve the
overall employees’ welfare.

In light of the burgeoning 'revenge travel' trend, The Hong Kong Holiday and Travel Expo 2024
present a captivating array of global destinations, enticing attendees with diverse travel
experiences. Therefore, hotels must place heightened emphasis on front-office employees to
deliver friendly service and meeting the evolving demands of modern travellers. Through
personalized assistance and the creation of memorable experiences, hotels can elevate guests
satisfaction and also foster loyalty in today's fiercely competitive hospitality arena (Enterprise
Asia, 2024). Moreover, with the growing number of visa-free travel, emphasis on connected
travel bookings with greater integration of artificial intelligence (Al) in travel services
underscores the evolving landscape faced by the hotel front-office employees in order to
meet the diverse needs and expectations of the travellers (Agoda, 2024).

Marriott Bonvoy's latest study on the preferences of millennial and Gen Z travellers in the
Asia-Pacific region indicates that the importance of outstanding loyalty programs is becoming
more widely recognized (TTG Asia, 2024b). Moreover, despite global inflation, millennials and
Gen Z account for more than 60% of travel expenditures worldwide (TTG Asia, 2024a). It has
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become necessary for front-office employees embracing digital tools to assist and make sure
that information is accessible in order to become competitive in the industry. As a result, it is
more crucial than ever to make sure that front-office employees are engaged and satisfied
with their work so that they can skilfully meet the evolving requirement of the visitors.

The inconsistent finding of job satisfaction on the customer orientation by Wagenheim &
Rood (2010) and job engagement by Khusanova et al. (2021) which are depending on task
independency have called for the introduction of empowering leadership to strengthen the
customer orientation among front-office employees in hotel industry in Hong Kong.
Additionally, the benefit of empowering leadership is that it delegates authority to the front-
office employees by enabling them to respond effectively and quickly to customer demands
(Hoang et al., 2021).

To address the research gap, two research questions have been formulated
RQ1. How job satisfaction and job engagement factors affect customer-orientation
of front-office employees?
RQ2. To what extent does empowering leadership strengthen the relationship
between job satisfaction and job engagement on customer-orientation of
front-office employees?

In light of a recent conceptual study, there is a critical imperative to enhance the customer
orientation of front-office employees in Hong Kong. This study examines the relationship
between job satisfaction and job engagement factors which impacted the customer
orientation of front-office employees. Given the pivotal role of customer orientation in the
tourism sector, bolstering this aspect is crucial for attracting more visitors to Hong Kong.
Moreover, it is imperative to acknowledge the substantial contribution of Hong Kong's
tourism industries in which with every 1.5 million tourists contributed to 0.1% of the overall
gross domestic product (HKTB, 2024; Tu, 2024). Hence, the ability of front-desk employees to
provide outstanding customer service and effectively execute customers’ requests is what
determines the success of the hospitality industry (Wang et al., 2022).

Literature Review

Conservation of Resources (COR) Theory

The Conservation of Resources (COR) theory emphasizes on the role of job involvement in
acquiring and maintaining personal resources that contribute to customer orientation. The
COR theory posits that individuals strive to acquire, protect, and foster resources that they
perceive as valuable (Halbesleben et al.,, 2014). According to the COR theory, increased
engagement empowers employees to effectively manage and expand their resource
reservoirs, thereby supporting consistent high levels of customer service (Hobfoll, 1989). The
COR theory proposes that individuals are motivated to acquire and protect resources, taking
into account factors such as stress, investment, and psychological aspects, which go beyond
stress predictions and experiences of strain (Hobfoll et al., 2018; Yoo et al., 2023). However,
employees with extensive range of knowledge and skills such as self-efficacy and self-
empowerment are more likely to achieve job success (Karatepe et al., 2019a, 2019b). In this
study, based on the COR theory which suggests that leadership in Hong Kong's bustling hotel
industry serves as a valuable organizational resource that can be preserved and strengthened
to foster both employee and organizational resilience. By developing and testing a conceptual
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model that is specifically tailored to the tourism industry in Hong Kong, this research aims to
provide valuable insights by adopting the COR theory to provide solid theoretical foundation
to explain how job satisfaction and job engagement can impact the customer orientation of
front-office employees.

Customer Orientation of front-office employees

The concept of customer orientation of front-office employees refers to the degree to
which the employees conform their interaction with customers according to a predefined set
of standards in order to deliver high-quality services by understanding the needs and wants
of their customers (Li et al., 2019). Furthermore, three dimensions of customer orientation
are introduced by Hennig-Thurau & Thurau (2003) which comprise of employees' customer-
oriented abilities, willingness to serve customers, and perceived autonomy over their own
decisions. According to Lee et al. (2022), organizations that prioritize customer orientation
will put customer needs as a priority. However, customer perceived service employees as one
of the components of service experience or products of the organization and not merely as
the providers (Tajeddini, 2011). Within Hong Kong's highly competitive hospitality businesses,
there is a significant relationship between customer happiness and the long-term
sustainability of a hotel, with customer satisfaction plays a crucial role in differentiating a
hotel experience in the market. Hence, customer orientation is an important benchmark for
a customer to differentiate similar products (Melissa Liow et al., 2020). The significance of
personnel who exemplifies customer service cannot be exaggerated, as they play a crucial role
not only in attracting new customers but also in converting potentially negative guest
experiences into positive ones through their attentiveness and tailored service (Jha et al.,
2019).

Job Satisfaction

Employees who are satisfied with their jobs are more likely to demonstrate positive customer-
oriented behaviours (Choi & Joung, 2017; Sadiq et al., 2022). According to Storey et al. (2021),
satisfied employees enhance their performance in terms of customer orientation and
organizational effectiveness. Achieving the company's goals is closely linked to employee job
satisfaction, as the benefits and resources provided by the organization contribute to
employees' physical and emotional security (Suhartanto et al., 2018). Moreover, combination
of supportive work environment and job attributes has a major impact on job satisfaction
where the degree to which hospitality employees are satisfied is greatly influenced by the
programs that provide a supportive work environment and opportunities for career
advancement (Cheng & Kao, 2022). Furthermore, organizations use job satisfaction as a
metric to assess employees performance ((Pang & Lu, 2018). This is because job satisfaction
may influence an employee's behaviour, either positively or negatively (Lee et al., 2022).
Therefore, promoting job satisfaction among employees should be a priority in a workplace
especially in the service industry.

Job Engagement

Job engagement is characterized by emotional investment, a sense of connection, positive
perception and a focused approach to work which are essential for providing exceptional
customer service (Ghlichlee & Bayat, 2021; Sadiq et al., 2022). Engaged employees exhibit a
deeper commitment to their organization as they are more emotionally and mentally
connected (Jung et al., 2021; Kossyva et al., 2023), which translates into an enhanced ability
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to discern customer needs, tailor services accordingly, and rapidly meet customers’ demands
during each service interaction (Yin, 2017). Moreover, job engagement is deemed as a morale
factor because it depends heavily on employees willingness to expand their discretionary
effect to support the organization (Christian et al., 2011; Ivey et al., 2014). According to Aftab
et al (2023), luxury hotel employees with high job engagement tend to put more discretionary
effort into their job and perform better. In the tourism industry, job engagement of the front-
office employees is crucial for promoting customer service, especially during difficult times
and the following period of recovery and adjustment of post-pandemic.

Empowering Leadership

The operation of organizations in the service sectors has made empowering leadership a
crucial component of organizational dynamics. According to Raub & Robert (2013),
empowerment cannot be imposed to subordinates but through influencing, coaching and
encouragement for the front-line employees to take initiatives. Empowering leadership has a
diverse impact, improving both the well-being of employees and the quality of customer
service (Hoang et al., 2021). This leadership style, is characterized by delegating authority,
promoting autonomy, and providing robust decision-making support, plays a crucial role in
fostering environments where job satisfaction and job engagement is thrived (Aryee et al.,
2019; Vecchio et al., 2010). In addition, a leader who is empowered will offer their
subordinates a chance to grow and acquire the necessary abilities to fulfil their duties (Tuckey
et al.,, 2013). Furthermore, service-oriented behaviour is benefited by an empowering
leadership style that does not include direct monitoring especially in the tourism and
hospitality industry (Wen et al., 2023). Kim & Beehr (2020) asserted that empowering
leadership is a successful approach for leading both employees and organizations, with
several studies demonstrating the advantages of this type of leadership. Its relevance is
pronounced in Hong Kong's hotel industry, where consistent, high-quality service is
paramount. The research framework underscores empowering leadership as the key driver of
customer orientation, offering the potential to maintain a competitive edge in the hospitality
market.

Research Hypotheses

Four hypotheses have been established to examine the relationships among all the variables,
as depicted in Figure 1. First, this study examines the influences of job satisfaction and job
engagement towards customer-orientation of front-office employees. This is followed by the
introduction of empowering leadership as a moderator in strengthening the relationship of
customer-orientation in hotel industry in Hong Kong.

Job satisfaction and customer orientation of front-office employees

The intricate interplay between job satisfaction and customer orientation is a well-established
phenomenon, particularly notable in thriving urban hubs which is renowned for their
hospitality services. Prior research provides a strong basis for understanding the influence of
job satisfaction on customer orientation. Cho & Choi (2021) underscored the pivotal role of
employee satisfaction in cultivating dedication towards customer service within the South
Korean luxury hotel segment. Moreover, Choi & Joung (2017) research found that satisfied
frontline employees are likely to deliver better service to customer. This is in line with the
findings of Sadiq et al. (2022) and Lee et al. (2013) who discovered a significant correlation
between satisfied employees and better customer orientation which is resulted by the
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improvement of customer satisfaction level. Moreover, study by Lee et al. (2022) during
Covid-19 in airline industry using snowball sampling method also corroborated the finding
that job satisfaction is significant to customer orientation. Hence, this study presents the
subsequent hypothesis:

H1: Job satisfaction has a positive impact on customer orientation of front-office employees.

Job engagement and customer orientation of front-office employees

Job engagement, which includes qualities such as energy, commitment, and focus, is widely
acknowledged as a driving force for both personal employee development and the
achievement of organizational objectives (Ghlichlee & Bayat, 2021). According to a research
by Jung et al. (2021) on hotel staffs in Seoul, Korea. Employees who exhibited high levels of
engagement are less likely to leave their organization despite a range of challenging
circumstances such as the Covid-19 pandemic. Furthermore, employees who are highly
engaged in their job will perform better in their work (Yin, 2017). This is supported by
Sumaneeva et al. (2021) finding that job engagement among frontline hotel employees in
Saint-Petersburg, Rusia significantly contributes to the proactive customer service
performance. In Hong Kong's fiercely competitive hotel industry, front-office employees’
ability to provide the best customer-focused service is seen as crucial. Thus, the following
theory has been established:

H2: Job engagement has a positive impact on customer orientation of front-office employees.

The moderating role of empowering leadership

According to Srivastava et al. (2006) and Tuckey et al. (2013), empowering leadership style is
able to increase employees' internal drive by granting them authority and encouraging
independent decision-making. This leadership style has been widely studied in the
management literature and is has attracted attention in tourism and hospitality research
(Cheong et al., 2019). Furthermore, applied empowered leadership was recommended by Lin
et al (2019), for tourism and hospitality research. It improves hotel performance by
encouraging creativity and innovation at the individual, group, and organizational levels
(Hoang et al., 2021). Additionally, empowering leadership at the team level that builds trust,
confidence, and encouragement may help front-office employees to thrive at work (Aryee et
al.,, 2019). Empowering leadership has a diverse impact, improving both the well-being of
employees and the quality of customer service. Moreover, Boukis et al (2020), found that
empowering leadership could serve as a protective factor against the negative effects of
customer incivility, reducing role stress and the likelihood of employee withdrawal. In
addition, Quratulain et al. (2020) discovered that when front-office employees perceived that
their organization places a strong emphasis on customer orientation, they will feel
empowered and driven to attend to customer request. Empowering leadership provides
autonomy and flexibility to subordinates in which allowing them to make quick decisions and
to come up with creative solutions in response to ever-more complex customer demands and
dynamic environments to work better in the hospitality and tourism contexts (Hoang et al.,
2021). Given these insights, the proposed hypotheses are as follows:
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H3: Empowering leadership strengthens the relationship between job satisfaction and
customer orientation of front-office employees.
H4: Empowering leadership strengthens the relationship between job engagement and
customer orientation of front-office employees.

Empowering
Leadership

H3 Ha4

Job Satisfaction ——

— Customer Orientation of
| _ Front-Office Employees

Job Engagement |

Figure 1: Conceptual Framework

Method

This study adopted a cross-sectional quantitative research method using random sampling
from the front-office hotel employees’ population in Hong Kong. A set of online Google Form
guestionnaires containing English language and Chinese language survey were distributed
among the target respondents with the assistance of Human Resource (HR) department from
respective hotels in Hong Kong. This self-administered online questionnaire offers several
advantages. Firstly, it allows for extensive coverage of hotels in Hong Kong while minimizing
costs. Additionally, participants can complete the questionnaire at their convenience,
potentially increasing response rates (Sekaran & Bougie, 2016). To make sure an adequate
sample size for analysis, participants will receive a reminder to complete the questionnaire
from their company's HR department after 2 weeks. The research methodology and data
collection process aim to provide valuable insights into the correlation between job
satisfaction, job engagement, and customer orientation among front-office employees in
Hong Kong's hotel industry. The report or any related publication will strictly maintain
respondents’ anonymity and adhere to the consent form of the proposed research to
guarantee confidentiality (Saunders et al., 2019; Sekaran & Bougie, 2016).

Discussion

While Hong Kong's tourism industry continues to recover from COVID-19, additional events
are anticipated to be held in an effort to boost the number of travellers (Yau, 2024). Therefore,
one of the primary drivers encouraging an increase in international travel is customer
orientation of service employees. Furthermore, the "Let's Go the Extra Mile" campaign was
initiated to welcome travellers (TTW, 2024). Job satisfaction and job engagement seem to
have a significant impact on customer orientation of the front-office employees. Prior studies
indicated that customer orientation is prevalent in the service industry (Lee et al., 2022;
Wong, 2021). Furthermore, the lack of labour and post-pandemic have changed the public's
overall perception of Hong Kong. In addition, it is crucial to comprehend the ways in which
digitization is changing the hospitality sector and how this is influencing consumer behaviour.
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The introduction of empowering leadership as a moderator in this study emerges as a pivotal
determinant in shaping job satisfaction and job engagement within Hong Kong's bustling hotel
industry. This issue is particularly evident in the hotel industry in Hong Kong (Choo, 2024),
which has been grappling with a scarcity of skilled labour exacerbated by the pandemic. It has
become evident that empowering leadership serves as a potent antidote to the adverse
effects of poor job satisfaction and job engagement among service employees which impacted
customer orientation. By embracing empowering leadership as a moderator, hotel
organizations can adeptly navigate these challenges, cultivating a conducive environment to
boost job satisfaction and job engagement among employees, thereby catalysing enhanced
customer orientation among front-office employees in Hong Kong hotel industries (Hoang et
al., 2021; Srivastava et al., 2006). Since this leadership does not come naturally, the tourism
industry should cultivate more empowering leadership which will benefit the organization in
the long term (Lin et al., 2019).

Conclusion

The conceptual framework of this study is firmly supported by prior empirical research and
adopted the COR theory, also seeks to elucidate the moderator role of empowering leadership
within Hong Kong's dynamic hotel industry. Through the articulation of four hypotheses, this
framework aims to systematically examine the relationships between job satisfaction, job
engagement, empowering leadership and customer orientation among front-office
employees. Empowering leadership emerges as a fundamental determinant that is shaping
the organizational dynamics within the hotel industry (Prayag et al., 2024), aligned with the
widely recognized importance of job satisfaction (Choi & Joung, 2017; Lee et al., 2013) and
job engagement (Karatepe et al., 2019b; Liu et al., 2021) among customer orientation of front-
office employees. Even though job satisfaction and job engagement are acknowledged as
critical factors in fostering a positive work environment, empowering leadership serves as a
linchpin for fostering employee motivation and cultivating commitment amidst the fast-paced
and demanding environment of the hotel sector in Hong Kong (Hassi, 2019; Zhang & Bartol,
2010). This conceptual model explores on how empowering leadership can act as a catalyst
for translating leadership behaviours into tangible outcomes such as heightened job
satisfaction and job engagement among front-office hotel employees. Despite noted
discrepancies in the literature regarding the effects of empowering leadership on employee
performance and job engagement, the specificimpact of empowering leadership on customer
orientation remains a compelling area deserving further investigation. Thus, this study
endeavours to rigorously examine the influence of empowering leadership on customer
orientation within the unique context of the front-office hotel employees in Hong Kong.

Theoretical Implications

This study represents a significant advancement in comprehending the introduction of
empowering leadership as a moderator within the hotel industry, contributing to the
enrichment of existing theoretical frameworks. While previous research has predominantly
concentrated on the COR theory, this study integrates empowering leadership principles,
thereby illuminating its influence on customer orientation of front-office employees in hotel
industries. Customer orientation is widely recognized as pivotal for the success of service
industries, fostering innovation and resilience within the hospitality sector (Zhao, 2022).
However, while the COR theory has been instrumental in understanding resource
conservation (Prayag et al., 2024) including the role of empowering leadership in this process,
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this study further seeks to extend theoretical boundaries by applying the COR theory to the
specific context of hotels in Hong Kong.

By examining the interplay between job engagement, job satisfaction and empowering
leadership within the hotel environment, this study endeavours extensively to deepen the
theoretical comprehension and offer practical insights for hotel managers and leaders. Such
exploration does not only expand scholarly discourse but also provides actionable guidance
for enhancing organizational effectiveness and employees’ well-being within hotels.

Managerial Implications

This study delves into the intricate dynamics of how job satisfaction and job engagement
influence customer orientation of front-office employees through a moderator specifically
empowering leadership within the Hong Kong hotel industry. It underscores the imperative
for hotels to prioritize the enhancement of job satisfaction and job engagement as key drivers
of customer orientation of the front-office employees. The empowering leadership emerges
as a moderator for streamlining operations, attaining competitive advantages, and enhancing
customer orientation. Notably, empowering leadership fosters customer orientation,
motivating front-office employees and facilitating error-resistant interactions that contribute
to boost customer satisfaction. Given the dynamic nature of the economy and evolving
customer behaviours, the prioritization of job satisfaction and job engagement becomes
paramount for hotels that are seeking to foster growth and sustain competitiveness.
Consequently, this study bears significant implications for hotels, managers, and leaders, by
providing valuable insights to formulate strategies for growth, competitiveness, and
innovation within the sector. Ultimately, the study aspires to inspire greater customer
orientation practices across the hotel industry worldwide, leading to an overall improvement
in customer satisfaction levels.

Limitations and Future Suggestions

While this research makes significant theoretical contributions and offers practical
implications, its scope is limited to job satisfaction, job engagement, empowering leadership
and customer orientation of front-office employees within the Hong Kong hotel industry.
Consequently, the proposed model may not adequately capture the complexities of other
industries with distinct organizational cultures and policies. Moreover, this study exclusively
investigates job satisfaction, job engagement, and empowering leadership. Future research
endeavours should aim to incorporate additional variables to provide a more comprehensive
understanding on customer orientation within the hospitality sector. Furthermore, exploring
customer orientation across different segments of the hotel industry and conducting
comparative analyses with relevant theories, such as the Social Exchange Theory or the
Transformational Leadership Theory, could yield valuable insights.

Additionally, investigating the relationship between empowering leadership and employee
outcomes through the lens of the Job Demands-Resources (JD-R) model (Tuckey et al., 2013)
may offer further depth to our understanding. Moreover, there is a need for more extensive
research on customer orientation concerning opportunities, policies, and access to resources
within the hospitality sector. By pursuing these endeavours, we can gain a deeper
understanding of customer orientation within the hospitality sector and also stimulate
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theoretical development in the area, ultimately contributing to the advancement of both
scholarly knowledge and practical applications within the field.

References

Aftab, J., Sarwar, H., Kiran, A., Abid, N., & Ahmad, S. B. (2023). Do transformational leadership
and work engagement matter for job performance in luxury hotels? Exploring the role of
leaders’ managerial skills. Journal of Hospitality and Tourism Insights, 6(5), 1818—1839.
https://doi.org/10.1108/JHTI-05-2022-0208

Agoda. (2024). Visa Waivers Spur Thai Wanderlust to China According to Agoda Insights.
Agoda. https://www.agoda.com/press/visa-waivers-spur-thai-wanderlust-to-china-
according-to-agoda-insights/

AMRO. (2024). AMROQ’s 2023 Annual Consultation Report on Hong Kong, China.

Aryee, S., Kim, T. Y., Zhou, Q., & Ryu, S. (2019). Customer service at altitude: effects of
empowering leadership. International Journal of Contemporary Hospitality
Management, 31(9), 3722—-3741. https://doi.org/10.1108/1JCHM-11-2018-0900

Boukis, A., Koritos, C., Daunt, K. L., & Papastathopoulos, A. (2020). Effects of customer incivility
on frontline employees and the moderating role of supervisor leadership style. Tourism
Management, 77(March 2019). https://doi.org/10.1016/j.tourman.2019.103997

Chaturvedi, A. (2024). Hong Kong Tourism Board announces 34 million full-year visitor arrivals
in 2023. The Economic Times. https://economictimes.indiatimes.com/nri/visit/hong-
kong-tourism-board-announces-34-million-full-year-visitor-arrivals-in-
2023/articleshow/107114369.cms?from=mdr

Cheng, S. C., & Kao, Y. H. (2022). The impact of the COVID-19 pandemic on job satisfaction: A
mediated moderation model using job stress and organizational resilience in the hotel
industry of Taiwan. Heliyon, 8(3), e09134.
https://doi.org/10.1016/j.heliyon.2022.e09134

Cheong, M., Yammarino, F. J., Dionne, S. D., Spain, S. M., & Tsai, C. Y. (2019). A review of the
effectiveness of empowering leadership. Leadership Quarterly, 30(1), 34-58.
https://doi.org/10.1016/j.leaqua.2018.08.005

Cho, Y., & Choi, Y. (2021). When and how does sustainable HRM improve customer orientation
of frontline employees? Satisfaction, empowerment, and communication. Sustainability
(Switzerland), 13(7). https://doi.org/10.3390/su13073693

Choi, E. K. (Cindy), & Joung, H. W. (2017). Employee job satisfaction and customer-oriented
behavior: A study of frontline employees in the foodservice industry. Journal of Human
Resources in Hospitality and Tourism, 16(3), 235-251.
https://doi.org/10.1080/15332845.2017.1253428

Choo, C. Y. (2024). Navigating Challenges to Revive Hong Kong Tourism. ASEAN+3
MACROECONOMIC RESEARCH OFFICE. https://amro-asia.org/navigating-challenges-to-
revive-hong-kong-tourism#:~:text=Despite the positive trend%2C the,traveling abroad
after the pandemic.

Christian, M. S., Garza, A. S., & Slaughter, J. E. (2011). WORK ENGAGEMENT: A QUANTITATIVE
REVIEW AND TEST OF ITS RELATIONS WITH TASK ...: EBSCOhost. Personnel Psychology,
64, 89-136.
http://web.a.ebscohost.com.tcsedsystem.idm.oclc.org/ehost/pdfviewer/pdfviewer?vid
=2&sid=762314f7-db10-45ee-b18f-6de541ad2eal%40sessionmgr4009

Colliers. (2024). Hong Kong Hospitality Insights | 2023 Overview & 2024 Outlook. Colliers.
https://www.colliers.com/en-hk/research/hong-kong-hospitality-insights-2023-

905



INTERNATIONAL JOURNAL OF ACADEMIC RESEARCH IN PROGRESSIVE EDUCATION AND DEVELOPMENT

Vol. 13, No. 4, 2024, E-ISSN: 2226-6348 © 2024

overview-2024-outlook

Enterprise Asia. (2024). “Hong Kong Holiday and Travel Expo 2024” opens a one-stop platform
for purchasing travel products and services. Enterprise Asiaerprise Asia.
https://www.enterpriseasia.org/hong-kong-holiday-and-travel-expo-2024-opens-a-
one-stop-platform-for-purchasing-travel-products-and-services/

Ghlichlee, B., & Bayat, F. (2021). Frontline employees’ engagement and business
performance: the mediating role of customer-oriented behaviors. Management
Research Review, 44(2), 290-317. https://doi.org/10.1108/MRR-11-2019-0482

Halbesleben, J. R. B., Neveu, J. P., Paustian-Underdahl, S. C., & Westman, M. (2014). Getting
to the “COR”: Understanding the Role of Resources in Conservation of Resources Theory.
Journal of Management, 40(5), 1334-1364.
https://doi.org/10.1177/0149206314527130

Hassi, A. (2019). Empowering leadership and management innovation in the hospitality
industry context: The mediating role of climate for creativity. International Journal of
Contemporary Hospitality Management, 31(4), 1785-1800.
https://doi.org/10.1108/1JCHM-01-2018-0003

Hennig-Thurau, T., & Thurau, C. (2003). Customer QOrientation of Service Employees—Toward
a Conceptual Framework of a Key Relationship Marketing Construct. Journal of
Relationship Marketing, 2(1-2), 23—41. https://doi.org/10.1300/)366v02n01_03

HKTB. (2024). Fast Facts about Hong Kong Tourism. HKTB.
https://www.discoverhongkong.com/eng/hktb/newsroom/fast-facts-about-hong-kong-
tourism.html

Hoang, G., Wilson-Evered, E., Lockstone-Binney, L., & Luu, T. T. (2021). Empowering leadership
in hospitality and tourism management: a systematic literature review. International
Journal of Contemporary Hospitality =~ Management, 33(12), 4182-4214.
https://doi.org/10.1108/1JCHM-03-2021-0323

Hobfoll, S. E. (1989). Conservation of Resources: A New Attempt at Conceptualizing Stress.
American Psychologist, 44(3), 513-524. https://doi.org/10.1037/0003-066X.44.3.513

Hobfoll, S. E., Halbesleben, J., Neveu, J. P., & Westman, M. (2018). Conservation of resources
in the organizational context: The reality of resources and their consequences. Annual
Review of Organizational Psychology and Organizational Behavior, 5(November 2017),
103-128. https://doi.org/10.1146/annurev-orgpsych-032117-104640

Ivey, G. W., Blanc, J. R. S., & Mantler, J. (2014). An Assessment of the Overlap Between Morale
and Work Engagement in a Nonoperational Military Sample. Journal of Occupational
Health Psychology, 20(3), 338—-347. https://doi.org/10.1037/a0038559

Jha, S., Balaji, M. S., Ranjan, K. R., & Sharma, A. (2019). Effect of service-related resources on
employee and customer outcomes in trade shows. Industrial Marketing Management,
76(July), 48-59. https://doi.org/10.1016/j.indmarman.2018.07.012

Jung, H.S., Jung, Y. S., & Yoon, H. H. (2021). COVID-19: The effects of job insecurity on the job
engagement and turnover intent of deluxe hotel employees and the moderating role of
generational characteristics. International Journal of Hospitality Management,
92(September 2020), 102703. https://doi.org/10.1016/j.ijhm.2020.102703

Karatepe, O. M., Ozturk, A., & Kim, T. T. (2019a). Servant leadership, organisational trust, and
bank employee outcomes. Service Industries Journal, 39(2), 86-108.
https://doi.org/10.1080/02642069.2018.1464559

Karatepe, O. M., Ozturk, A., & Kim, T. T. (2019b). The effects of nonwork and personal
resources on frontline bank employees’ work engagement and critical job outcomes.

906



INTERNATIONAL JOURNAL OF ACADEMIC RESEARCH IN PROGRESSIVE EDUCATION AND DEVELOPMENT

Vol. 13, No. 4, 2024, E-ISSN: 2226-6348 © 2024

International Journal of Bank Marketing, 37(3), 858—879. https://doi.org/10.1108/1JBM-
05-2018-0133

Khusanova, R., Kang, S. W., & Choi, S. B. (2021). Work Engagement Among Public Employees:
Antecedents and Consequences. Frontiers in Psychology, 12(October), 1-15.
https://doi.org/10.3389/fpsyg.2021.684495

Kim, M., & Beehr, T. A. (2020). Empowering leadership: leading people to be present through
affective organizational commitment?*. International Journal of Human Resource
Management, 31(16), 2017—-2044. https://doi.org/10.1080/09585192.2018.1424017

Kossyva, D., Theriou, G., Aggelidis, V., & Sarigiannidis, L. (2023). Outcomes of engagement: A
systematic literature review and future research directions. Heliyon, 9(6), e17565.
https://doi.org/10.1016/j.heliyon.2023.e17565

Lee, C. K., Jung, E. K., Kang, S. E., Petrick, J. F., & Park, Y. N. (2022). Impact of perception of
COVID-19 on NPI, job satisfaction, and customer orientation: Highlighting three types of
NPIs for the airline industry. Journal of Air Transport Management, 100(February),
102191. https://doi.org/10.1016/j.jairtraman.2022.102191

Lee, C. K., Song, H. J., Lee, H. M,, Lee, S., & Bernhard, B. J. (2013). The impact of CSR on casino
employees’ organizational trust, job satisfaction, and customer orientation: An empirical
examination of responsible gambling strategies. International Journal of Hospitality
Management, 33(1), 406—415. https://doi.org/10.1016/j.ijhm.2012.10.011

Li, W., Pomegbe, W. W. K., Dogbe, C. S. K., & Novixoxo, J. Dela. (2019). Employees’ customer
orientation and customer satisfaction in the public utility sector: The mediating role of
service quality. African Journal of Economic and Management Studies, 10(4), 408-423.
https://doi.org/10.1108/AJEMS-10-2018-0314

Lin, M., Ling, Q., Luo, Z., & Wu, X. (2019). Why does empowering leadership occur and matter?
A multilevel study of Chinese hotels. Tourism Management Perspectives, 32(January),
100556. https://doi.org/10.1016/j.tmp.2019.100556

Lindberg, K. S. and, & Creery, J. (2023). Hong Kong worker shortage ruins reopening for
restaurants and shops. Bloomberg. https://www.bloomberg.com/news/articles/2023-
01-19/hong-kong-worker-shortage-ruins-reopening-for-restaurants-shops

Liu, J., Cho, S., Yang, S., & Xue, C. (2021). How and when does multitasking affect customer
orientation of hotel employees? Journal of Hospitality and Tourism Management,
47(February), 335-342. https://doi.org/10.1016/j.jhtm.2021.04.009

Melissa Liow, L. S., Sam, C.-Y., Yeow, K. C., & John Heng, A. J. (2020). Knowledge creation
process, customer orientation and firm performance: Evidence from small hotels in
Malaysia. Asia Pacific Management Review, 25(2), 65-74.
https://doi.org/10.1016/j.apmrv.2019.07.002

Morosan, C., & Bowen, J. T. (2022). Labor shortage solution : rede fi ning hospitality through
digitization. https://doi.org/10.1108/1JCHM-03-2022-0304

Pang, K., & Lu, C. S. (2018). Organizational motivation, employee job satisfaction and
organizational performance: An empirical study of container shipping companies in
Taiwan. Maritime Business Review, 3(1), 36-52. https://doi.org/10.1108/MABR-03-
2018-0007

Peterson, R. R., & DiPietro, R. B. (2021). Exploring the impact of the COVID-19 pandemic on
the perceptions and sentiments of tourism employees: evidence from a small island
tourism economy in the Caribbean. International Hospitality Review, 35(2), 156—-170.
https://doi.org/10.1108/ihr-10-2020-0063

Prayag, G., Muskat, B., & Dassanayake, C. (2024). Leading for Resilience: Fostering Employee

907



INTERNATIONAL JOURNAL OF ACADEMIC RESEARCH IN PROGRESSIVE EDUCATION AND DEVELOPMENT

Vol. 13, No. 4, 2024, E-ISSN: 2226-6348 © 2024

and Organizational Resilience in Tourism Firms. Journal of Travel Research, 63(3), 659—
680. https://doi.org/10.1177/00472875231164984

Quratulain, S., Al-Hawari, M. A., & Bani-Melhem, S. (2020). Perceived organizational customer
orientation and frontline employees’ innovative behaviors: exploring the role of
empowerment and supervisory fairness. European Journal of Innovation Management,
24(2), 533-552. https://doi.org/10.1108/EJIM-08-2019-0233

Raub, S., & Robert, C. (2013). Empowerment, Organizational Commitment, and Voice
Behavior in the Hospitality Industry: Evidence from a Multinational Sample. Cornell
Hospitality Quarterly, 54(2), 136—148. https://doi.org/10.1177/1938965512457240

Sadig, M. A., Indra Gunawan, A., Sosianika, A., & Alty Amalia, F. (2022). The Link between
Engagement and Service Performance: The Mediation Role of Job Satisfaction and
Customer-Oriented Behavior. International Journal of Applied Business Research,
2022(1), 50-64. https://doi.org/10.35313/ijabr.v4i1.208

Saunders, M. N. K., Thornhill, A., & Philip, L. (2019). Research Methods for Business Students
(8th ed.). Pearson.

Sekaran, U., & Bougie, R. (2016). Research Methods for Business (7th ed.). John Wiley & Sons
Ltd.

Sperance, C. (2021). Hotel CEOs concede a lasting labor shortage may reshape guest
experience. Skift. https://skift.com/2021/11/08/hotel-ceos-concede-labor-shortage-is-
a-structural-problem-that-may-reshape-guest-experience/

Srivastava, A., Bartol, K. M., & Locke, E. A. (2006). Empowering leadership in management
teams: Effects on knowledge sharing, efficacy, and performance. Academy of
Management Journal, 49(6), 1239—-1251. https://doi.org/10.5465/AMJ.2006.23478718

Storey, M. A., Zimmermann, T., Bird, C., Czerwonka, J., Murphy, B., & Kalliamvakou, E. (2021).
Towards a Theory of Software Developer Job Satisfaction and Perceived Productivity.
IEEE Transactions on Software Engineering, 47(10), 2125-2142.
https://doi.org/10.1109/TSE.2019.2944354

Suhartanto, D., Dean, D., Nansuri, R., & Triyuni, N. N. (2018). The link between tourism
involvement and service performance: Evidence from frontline retail employees. Journal
of Business Research, 83(October 2017), 130-137.
https://doi.org/10.1016/j.jbusres.2017.10.039

Sumaneeva, K. A., Karadas, G., & Avci, T. (2021). Frontline hotel employees’ proactive
personality, I-deals, work engagement and their effect on creative performance and
proactive customer service performance. Journal of Human Resources in Hospitality and
Tourism, 20(1), 75-100. https://doi.org/10.1080/15332845.2020.1821429

Tajeddini, K. (2011). Customer orientation, learning orientation, and new service
development: An empirical investigation of the swiss hotel industry. Journal of
Hospitality and Tourism Research, 35(4), 437-468.
https://doi.org/10.1177/1096348010380599

Tsui, K. W. H., Fu, X., Chen, T., Lei, Z., & Wu, H. (2021). Analyzing Hong Kong's inbound tourism:
The impact of the COVID-19 pandemic. IATSS Research, 45(4), 440-450.
https://doi.org/10.1016/j.iatssr.2021.11.003

TTG Asia. (2024a, January 25). Millennials, Gen Zs willing to splurge on travel for shared
experiences: Klook. TTG Asia. https://www.ttgasia.com/2024/01/25/millennials-gen-zs-
willing-to-splurge-on-travel-for-shared-experiences-klook/

TTG Asia. (2024b, April 24). Millennial, Gen Z travellers in Asia-Pacific seek value and
experience: Marriott Bonvoy Intelligence. TG Asia.

908



INTERNATIONAL JOURNAL OF ACADEMIC RESEARCH IN PROGRESSIVE EDUCATION AND DEVELOPMENT

Vol. 13, No. 4, 2024, E-ISSN: 2226-6348 © 2024

https://www.ttgasia.com/2024/04/24/millennial-gen-z-travellers-in-asia-pacific-seek-
value-and-experience-marriott-bonvoy/

TTW. (2024). Will Hong Kong’s new campaign boost global travel?
https://www.travelandtourworld.com/news/article/will-hong-kongs-new-campaign-
boost-global-travel/

Tu, H. (2024, May 10). HK’s tourism industry must transform to remain competitive.
CHINADAILY. https://www.chinadailyhk.com/hk/article/582811

Tuckey, M. R., Bakker, A. B., & Dollard, M. F. (2013). Empowering leaders optimize working
conditions for engagement: A multilevel study. Journal of Occupational Health
Psychology, 17(1), 15-27. https://doi.org/10.1037/a0025942

Vecchio, R. P., Justin, J. E., & Pearce, C. L. (2010). Empowering leadership: An examination of
mediating mechanisms within a hierarchical structure. Leadership Quarterly, 21(3), 530—
542. https://doi.org/10.1016/j.leaqua.2010.03.014

Wagenheim, M., & Rood, A. S. (2010). The relationship between employee satisfaction with
organizational communication and customer orientation. Managing Leisure, 15(1-2),
83-95. https://doi.org/10.1080/13606710903448087

Wang, J., Fu, X., Wang, Y., & Wei, F. (2022). Driving Hospitality Frontline Employees’ Boundary-
spanning Behaviors: A Social Exchange and Role Theory Perspective. Journal of Quality
Assurance in Hospitality and Tourism, 23(2), 388—-414.
https://doi.org/10.1080/1528008X.2021.1871701

Wen, J.,, Huang, S. (Sam), & Teo, S. (2023). Effect of empowering leadership on work
engagement via psychological empowerment: Moderation of cultural orientation.
Journal of Hospitality and Tourism Management, 54(December 2022), 88-97.
https://doi.org/10.1016/j.jhtm.2022.12.012

Wong, A. T. T. (2021). Customer satisfaction in Luxury Hotels in Hong Kong: Investigate the
role of service quality. International Journal of Scientific Research and Management,
9(10), 2436-2450. https://doi.org/10.18535/ijsrm/v9i10.em04

Yau, C. (2024, May 22). ‘Little’ or mega events? Hong Kong must be more aggressive, ‘make
noise’ on global stage in  tourism drive, industry says. SCMP.
https://www.scmp.com/news/hong-kong/hong-kong-economy/article/3263579/little-
or-mega-events-hong-kong-must-be-more-aggressive-attract-stars-make-noise-global-
stage

Yin, N. (2017). The Influencing Outcomes of Job Engagement : An Interpretation from the
Social Exchange Theory. International Journal of Productivity and Performance
Management, 67(5), 873—-889. https://doi.org/10.1108/1JPPM-03-2017-0054

Yoo, J., Chen, J., & Frankwick, G. L. (2023). Customer influence on frontline employee work
engagement. International Journal of Bank Marketing, 41(6), 1443-1463.
https://doi.org/10.1108/1JBM-12-2021-0555

Zhang, X. M., & Bartol, K. M. (2010). Linking empowering leadership and employee creativity:
The influence of psychological empowerment, intrinsic motivation, and creative process
engagement. Development and Learning in Organizations: An International Journal,
24(5), 4-9. https://doi.org/10.1108/dl0.2010.08124ead.007

Zhao, X. (2022). Customer Orientation: A Literature Review Based on Bibliometric Analysis.
SAGE Open, 12(1). https://doi.org/10.1177/21582440221079804

909



