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ABSTRACT KEYWORDS

The key objective of this study is to investigate the nuanced Authentic leadership;
relationship between talent management and total quality employee engagement;
management at the hotel industry, along with the mediation ~ 9generation Z; hospitality
of employee engagement and moderation of authentic leader- ~ ndusty; talent )
ship. Toward that end, a “modular research design” with management; total quality
a “purposive sampling” technique was adopted, using a self-

administered questionnaire to collect data from 862 of

Generation Z employees working at 4-5 star hotels in Jordan.

The findings revealed that employee engagement fully med-

iates the talent management-total quality management associa-

tion, along with a significant moderation of authentic leadership

on the talent management-engagement relationship. This

study provides a novel prelude to new determinants of TQM

that are expected to generate insight on how to elicit favorable

attitudinal responses and behaviors amongst Generation

Z employees essential for a successful implementation of total

quality management.

Introduction

With the global endeavors devoted toward controlling the COVID-19 pan-
demic, several industries, including hospitality and tourism, have started to
retain their vitality. Indeed, the demand on hospitality services and reserva-
tions has started to augment and flourish (Bulut & Ulema, 2021; Ghosh, 2022;
Pichler et al., 2021). However, the seasonal and disparate nature of the
hospitality industry forces hotels to depend on a small cohort during off-
seasonal operations, while depending on casual workers to compensate the
temporary increased demand on labor in peak times. This has elevated the
turnover rates discouraging employees to join the hospitality industry due to
their fears of job insecurity (Goh & Lee, 2018). Along similar directions, the
post-pandemic situation created a further operational obstacle for hotels in the
sense that a noticeable reluctance has been observed amongst job seekers to
apply for vacancies available in the hotel, tourism, and leisure industries. The
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labor force has become anxious, conservative, and concerned about the cap-
abilities of hotels to secure stable job opportunities (Sakdiyakorn et al., 2021).
This perennial labor scarcity, especially at the entry-level positions, has caused
enormous disturbances for hotels in securing the labor supply essential for
maintaining their operational flow, addressing customers” demands and satis-
faction, and maximizing hotel revenue (Ampofo et al., 2022). Consequently,
the hotel’s human resources management (HRM) has started to approach new
pipelines of job seekers anticipated to help in reducing the influence of such
a volatile circumstance of labor scarcity (Sebastian, 2021).

One key employment cohort that can be ideal for the hospitality industry in
this shortage dilemma is generation Z workers, also known as centennials/
digital natives. Despite the lack of unanimity in the literature on the nuanced
birthdates of generation Z, it is believed that this generation comprises those
individuals who were born during the period between 1997 and 2001 (15 to
24 years old, Pichler et al.,, 2021). The individuals of this generation were
nurtured in the Internet and social media age, with some of the oldest
graduated from college and joined the profession in 2020. They are touted to
be distinct from previous generations, as they seem more energetic, multi-
culturally groomed, and technologically sophisticated. This generation is
enthusiastic and places a greater emphasis on acquiring new competencies
and advancing their careers (Bravo et al., 2020).

Despite the appeal of these qualities, one confounding concern that might
arouse is that hiring such young workers seems risky with regard to perform-
ing role duties according to tight and well-designed TQM systems and stan-
dards. Here, it is worth mentioning that the TQM literature contains
a plethora of research endeavors investigating a wide range of conceptual
frameworks addressing several issues of TQM amongst various age groups,
including baby boomers, X, and Y generations (Leung et al., 2021). Despite the
fact that their findings seem appealing, Gen Zers are expected to conquer
a magnified portion of the forthcoming employment opportunities. Hence,
examining their characteristics, attitudes, and behaviors is still marginalized in
the existing literature (Goh & Lee, 2018). In other words, scant attention has
been paid to exploring the capability and attitudes of the emerging
Z generation when pursuing permanent jobs and performing according to
the hotel’s TQM systems and standards.

A critical fulfillment of this gap between generation Z competencies and the
hotel’s quality emphasis is by implementing efficient talent management
practices, including the institution’s adopted systems for managing talents’
careers, sourcing, competencies, job-related assignments and tasks, perfor-
mance, and social interactions at the workforce (Sparrow et al., 2014).
Therefore, hotels should concentrate on improving workers’ skills by devoting
further attention in competence development. Competency development
comprises specific organizational actions that mainly focus on enhancing
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and maintaining the learning capabilities of employees (Laskowski, 2020).
More specifically, the focus should be on bridging the aforementioned gap
and tailoring the profile of Generation Z to eliminate flaws and boost their
strengths to be influential employees. These desired competencies can be
acquired by adopting training/educational strategies, resources, and proce-
dures (Sottysik et al.,, 2020). Thus, drawing on the TQM literature (i.e.
Alnuqaidan & Ahmad, 2019; Bou & Beltra'n, 2005; P. Pantouvakis &
Karakasnaki, 2017), we anticipate a theoretical linkage to exist between talent
management practices and TQM implementation.

Here, exploring extent literature on this domain of knowledge will reveal
that some scholarly endeavors (i.e. Al-Qeed et al., 2018; Bibi, 2019, Mangusho
et al., 2015; Mkamburi & Kamaara, 2017) have already casted the light on some
of these underlying mechanisms by examining the influence of certain affec-
tive constructs (i.e. job satisfaction and organizational commitment) on the
between interrelation talent management and employee performance. On one
side, we cannot deny the fact that these scholarly attempts comprise a prologue
to the

investigation of this talent-quality linkage from an attitudinal perspective.
On the flip side, this does not preclude the likelihood for other mechanisms to
emerge. More precisely, the previous studies conducted on this domain of
interest have adopted a rectilinear model, where the associations between
these variables were simply considered direct. Despite the prominence of
these attempts, we anticipate certain dynamics to capture the full potential
of talent management and successfully transfer that into TQM implementa-
tion. Here, a key mechanism that aligns with this attitudinal perspective is
employee engagement, especially when the scope of the engagement construct
has been thought to reach higher steps than the range of those attitudinal
constructs; hence, it is conceptualized as a higher-level order recognizing
exalted affective, cognitive, and behavioral manifestations (Ababneh et al.,
2019). Therefore, guided by the ability, motivation, and opportunity (AMO)
theory, proposing a mediating role for employee engagement to play on the
association between talent management and TQM seems a sound theoretical
advancement to the current state of knowledge on quality management at the
hospitality industry.

Along similar theoretical basis, the relationship between talent manage-
ment, employee engagement, and TQM implementation is complex to the
degree it is anticipated to involve other social and institutional factors. Here,
we trigger the moderation role that authentic leadership can play in shaping
the aforementioned association. The individuals of this generation show high
levels of self-confidence (Chicca & Shellenbarger, 2018), seek collective sprit,
need assertion of their careers, prefer to work at flexible work places and job
arrangements (Arar & Oneren, 2018; Goh & Okumus, 2020). Moreover, they
desire receiving constant feedback and guidance, eager to move fast in their
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career paths, and prefer direct and genuine communication and leadership
(Goh & Lee, 2018). Taken the above together, we draw on the social exchange
theory (SET) to propose a moderation role for authentic leaders to have on the
talent management-employee engagement association.

Authentic leaders rely solely on their adaptive capability, where they show
flexibility with situation that require change and innovative solution (Gill
et al., 2018). Further, they are attentive and absorptive to learn and gather
essential information (Walumbwa et al., 2007). Consequently, they display
high levels of leadership prudence by intuitively detecting the surrounding
stimuli including attitudes, perceptions, and mechanisms of social interactions
at the workplace (Gill et al., 2018). Further, they tend to create a transparent
dialog with their subordinates (McAuliffe et al., 2019) and their behaviors are
prominently consistent with their claims and values (Walumbwa et al., 2007).
Therefore, these leadership qualities are thought to stimulate commitment
(Rabiul et al., 2021) and open development and learning horizons for genera-
tion Z individuals. Further, authentic leaders have the attentive capacity to
recognize the nuanced interactive social mechanisms between the individual
workers of this generation. This, in turn, is expected to trigger the engagement
sensors amongst employees, who will feel obligated to respond by displaying
energy, fervency, flexibility, dedication, and adaptability (see Figure 1).

Accordingly, the contribution of this research endeavor is threefold.
Initially, the current study has brought an attitudinal approach to the exam-
ination of TQM at the hospitality industry. More specifically, this research is
the first, to the best of the researchers’ knowledge, to investigate the talent-
engagement-TQM association in a hospitality-related setting. Such a novel
prelude of new determinants for TQM is expected to generate insight on how
to strategically manage Generation Z employees and how to elicit a favorable
attitudinal responses and behaviors that will lead to effective and efficient
implementation of TQM principles and systems. Further, examining the
moderating role of authentic leadership is another important dynamic that
is thought to expand our range of vision on how to manage the special talents
of generation Z. Finally, the findings of this research will help the hotel
managers and HRM professionals in developing and implementing robust
managerial interventions essential to attract, develop, and motivate the poten-
tial generation Z employees.Bringing all the above together, this research
endeavor attempts to answer the following research questions:

(1) Is TQM implementation more affected by talent management practices
through the mediation path of employee engagement?

(2) Does authentic leadership strengthen the association between talent
management practices and employee engagement?
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Figure 1. The theoretical model.

Theoretical background and hypotheses development
Definitions of the concepts

Talent management

Talent management has gained a notable attention in the discourse revolving
around how HRM practices can be implemented in manners that magnify the
organization’s human capital; hence, the opportunities to reach the competi-
tive extremity is fostered (Glaister et al., 2018). However, in conceptualizing
total management, two underlying theoretical assumptions (the inclusive vs
the exclusive perspective) do exist and affect how various scholars perceive the
concept “talent.” Those scholars who are in favor of the “inclusive” approach
to talent consider that all individuals are innately talented and it is the
management’s role to simulate and encourage the occurrence of talents at
the workplace (Meyers et al., 2020). In other words, the inclusive philosophy of
talent management calls for establishing sufficient grounds where employees
can display and use their specific kind of talent. This could be accomplished by
the capability and willingness of HRM to design jobs that suite each individual
talent (Thunnissen, 2016). Despite the meaningfulness of this perspective, it
received critiques in that this approach does not seem possible in practice
(Meyers et al., 2020). On the flip side, the supporters of the “exclusive”
perceptive argue that talent variation (workforce segmentation) does exist
amongst individual employees, leading to the belief that certain employees
are innately talented than their counterparts; hence, they should receive special
recognition, attention, and management (Collings & Mellahi, 2009; Meyers
et al., 2020). However, a more conclusive approach has been evoked to the
discourse on talent management arguing that talent is a combination of innate
abilities, job mastery, affective statuses, and attitudes of employees Gallardo-
Gallardo et al.,, 2013). Thus, we, in the current study, adopt this perceptive
considering that talent management includes practices that are specifically
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tailored to hire, develop, retain, and motivate employees. These practices
incorporate work systems (i.e. internal development programs, stimulating
learning tasks, and career planning), global assignments and projects, career
building (i.e. job rotation and advancement), and HRM-related arrangement
(i.e. coaching and mentoring).

Employee engagement

Employee engagement has become a hallmark in the academic and profes-
sional conversation on how high-level attitudinal constructs can lead to
organizational prosperity (Ababneh, 2021; Shehawy, 2022). Viewing employee
engagement with a critical lens will show that most of the existing conceptua-
lizations of the engagement construct followed broad and holistic approaches.
More specifically, these research attempts are literally duplications of Kahn’s
(1990) three engagement conditions (meaningfulness, safety, and availability),
who is considered as the first to bring the academic attention to the engage-
ment phenomenon. For instance, Macey and Schneider (2008) in there three-
phase conceptualization of employee engagement (trait-state-behavior) imi-
tate the classical emotional, cognitive, and behavioral segments of the engage-
ment construct. Along similar theoretical veins, Saks (2006), Shuck and
Wollard (2010), and Christian et al. (2011) evoked Kahn’s (1990) theorization
in their definitions and postulated that the engagement construct contains
affective, cognitive, and physical components. Despite the meaningfulness of
these scholarly attempts, conceptual opacity existed and called for further
clarity and determination on the nuanced components of the engagement
construct (Rahmadani & Schaufeli, 2020). An important response to that call
was found in the seminal research endeavor of Schaufeli et al. (2002), who
introduced a more specific conceptualization of employee engagement.
Specifically, the authors postulate that the engagement construct comprises
three interrelated factors of vigor (being energetic and vigorous), dedication
(being determinant and persistent) and absorption (being advertent and
mindful). Consequently, Ababneh and Macky (2015) extended Schaufeli
et al.’s (2002) framework of engagement and suggested supplementary dimen-
sions (task performance and goal-identification). Thus, we, in the current
study, adopt Ababneh and Macky’s (2015) definition of employee engagement
(“a multidimensional construct that refers to passionate, inspired, energetic,
enthusiastic, persistent, focused, and emotionally positive individuals who
harness their personal attributes, along with their cognitive and affective
evaluations of job and organizational situations, to direct their task perfor-
mance toward achieving the organizational objectives,” p. 20).

Authentic leadership
The concept of authentic leadership stemmed from the Greek common phrase
“be true to oneself” (Harter, 2002), emphasizing the need for an individual to
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act as his/her natural self. Authentic leadership, then, intensifies veritableness,
creditability, translucence, and truthfulness (Ling et al., 2017). However, some
scholars (i.e. Shamir & Eilam, 2005; Walumbwa et al., 2007) argue that
authentic leadership includes qualities that are wider in scope than just
being truthful and transparent. The essence of this postulation is that authentic
leadership is a multidimensional construct including several implicit facets
related to the individual’s capabilities of understanding oneself (self-
awareness), control ones behaviors (self-regulations and discipline), and seek-
ing growth and advancement (self-development; Luthans & Avolio, 2003).
Consequently, a more focused framework of authentic leadership was intro-
duced to include a wide range of characteristics that can be associated with the
core facets of the construct. More specifically, Gardner, et al (2005) proposes
that “self-regulation” dimension comprises individual’s capacity of internal
regularity, equiponderant treatment and transmutation of information, inter-
active clarity, and authenticity. Furthermore, high levels of morality has been
considers as a key facet of the authentic leadership construct, suggesting that
the leader’s moral capacity and ethical values will influence his/her actions and
mechanisms followed when making decisions (Luthans & Avolio, 2003).
Taken together, we, in this study, adopt Gardner et al.’s (2005) conceptualiza-
tion of authentic leadership, anticipating the capabilities and role of individual
leaders with authentic traits to create realistic relationships with followers and
install high levels of mutual trust amongst dyadic members (Kim et al., 2022;
Shehawy, 2022).

Total quality management

A quick perusal to the existing literature will reveal that two classical philoso-
phies dominates the conceptualization of total quality management. The first
approach views TQM through the lens of the operations-adherence perspec-
tive. That is, TQM is the integration of operational arrangements, procedures,
dynamics, layouts, and systems tailored to reach the competitive edge
(Terziovski, 2006). On the flip side. The human social approach treats TQM
as the concern an organization devotes toward its affection, attitudes, com-
munication, and leadership behaviors mechanisms and components (Gallear
& Ghobadian, 2004). Taken together, a contemporary approach emerged in
the literature to provide an embracement of these two schools of thoughts in
one paradigm. Through this view, TQM recognizes leadership commitment
toward quality (i.e. providing resources and directions according to quality
standards), customer orientation (meeting customers’ expectations and foster-
ing their satisfaction), and benchmarking (analyzing competitors’ behaviors,
products, and outcomes; A. Pantouvakis & Psomas, 2016; Singh, 2015; Tuncer
et al., 2020). Further, employee empowerment and involvement (decision-
making mechanisms and employee participation), employee training and
development (quality training and knowledge acquisition systems and
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programs), visualization of product design (quality material, technology, and
design), and quality assessment (quality control systems) are also recognized
in this approach of TQM (Antunes et al., 2021; A. Pantouvakis & Psomas,
2016). Taking the above into consideration, we, in the current study draw the
contemporary perspective of TQM to investigate the interrelationships
between the implementation of several facets of TQM and the determining
factors proposed in the theoretical model of the current study.

The mediation role of employee engagement on the TM-TQM association

Drawing on the ability, motivation, and opportunity (AMO) theory, the
association between talent management and TQM implementation can be
conceptually elucidated through employee engagement. The AMO theory
comprises three key autonomous constituents responsible for framing indivi-
dual employees’ attributes, features, qualities, attitudes, and relatively beha-
viors (Appelbaum et al., 2000). More specifically, the ability constituent refers
to what extent employees are knowledgeable, competent, and capable of
performing a wide range of job-related tasks (Kroon et al., 2013). This can
be accomplished by implementing efficient training and hiring systems. The
“motivation” aspect refers to the psychological status reflecting employees’
tendencies to bring positive energies, affection, and attitude to the workplace.
This psychological status is influenced by the firm’s institutional practices of
remuneration schemes, recognition programs, incentives, performance man-
agement, possibilities for career advancement, and feedback dynamics
(Appelbaum et al., 2000). The “opportunity” component refers to the extent
to which employees are empowered to make decision, express thoughts, and
participate in developing work-related objectives, distributing role responsi-
bilities, and defining task-accomplishment procedures and approaches (Knies
& Leisink, 2014). Taken the above together, the AMO can provide a theatrical
ground that seemingly explain the association between talent management
and employee engagement.

A key practice of talent management is to establish systems that foster
employees’ acquisition of new knowledge and master cross-disciplinary
competencies and capabilities (P. Pantouvakis & Karakasnaki, 2017). This
can be attained by developing and implementing training programs (in the
job and off the job) and designing unconventional roles (via providing
variety, challenging, and collective tasks and duties) that stimulate learning.
Accordingly, employees perceptions of their ability to execute formal and
informal tasks will be enhanced; hence, their consciousness of how their role
fulfillment can assist the firm achieving its strategic objectives (Ababneh,
2021). Similarly, blending the organization’s orientation to hire talented
individuals (Gen Zers in this context) who possess a wide range of inter-
personal, technological, and analytical competencies in the selection
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practices and tools is thought to attract those with high self-esteem and
strong cognitive belief in themselves and their capabilities (P. Pantouvakis &
Karakasnaki, 2017). Therefore, this construction of cognitive judgment of
task meaningfulness and awareness of their capabilities will lead to the
arousal of positive affection amongst the workforce (Ababneh, 2022; Rabiul
et al., 2021). Consequently, individual employees head for displaying engage-
ment connotations of eagerness, activation, and vigor; hence, they seek
formal/informal learning opportunities that enable them to perform against
the firm’s TQM standards and protocols (Ababneh, 2020).

Further, the dynamics linking talent management practices to employee
engagement and TQM implementation can be interpreted through the “moti-
vation” component of AMO. Designing and applying talent management
systems that consider employees’ growth and careers advancement is thought
to enhance their levels of engagement. From the intrinsic perspective of
motivation, the nature of the assigned task and the opportunity to grow and
develop will trigger employees’ excretion of positive emotions, energy, zeal,
dedication, and discretionary effort (Ampofo et al., 2022; Howard et al., 2017;
Kruglanski et al., 2018). Therefore, an effective development and implementa-
tion of talent management systems that provide adequate mentoring, coach-
ing, and rotation programs are thought to foster employees’ engagement;
hence, they tend to demonstrate high portions of eagerness to upgrade their
competencies and high degrees of dedication to complete their tasks according
to the defined standards of TQM (P. Pantouvakis & Karakasnaki, 2017).

In alignment with the “opportunity” perspective of AMO, talent manage-
ment practices that emphasize possibilities for advancement and growth are
expected to consolidate employee engagement. More specifically, employees’
perceptions of how their task performance and interpersonal collaboration are
valuable to bolster the firm’s endeavors toward consummating the competitive
vantage (Ababneh, 2021). Thus, coaching, mentoring, external work assign-
ments, teamwork activities and dispositions, and rotation programs are
expected to assist employees master their jobs and expand their horizons to
various work dynamics, tools, and approaches (Glaister et al., 2018). This, in
turn, is anticipated to strengthen the “goal-identification” countenance of
employee engagement (Ababneh & Macky, 2015); hence, their tendencies to
evoke exuberance, persistence, and discretionary effort are highly innervated.
Accordingly, these countenances of engagement will assist in implementing
the major pillars of TQM (collaboration, customer-orientation, benchmark-
ing, perpetual development, partaking in setting goals and work mechanisms,
Glaister et al., 2018). Specifically, engaged individuals are foreseen to reach the
extra mile in addressing the TQM requirements by displaying extra emphasis
on reasonable consumption of resources, striving to guarantee customer
satisfaction (Tuncer et al., 2020), detecting market trends and rivals initiatives,
learning and applying new technologies, and adhering to and improving
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quality control procedures (Ababneh, 2020). Guided by the above theoretical
elaboration, it stands to introduce the following hypothesis:

Hypothesis 1: Employee engagement mediates the relationship between
total management practices and TQM implementation.

The moderation role of authentic leadership on the TM-engagement
association

As mentioned earlier, the mechanisms ruling out the talent management-
employee engagement association are complex and confounding to the extent
we expect that other contextual factors may have a determining effect on this
interrelationship. Therefore, we draw on the reciprocity essence of SET to
postulate a moderation effect of authentic leadership on the talent manage-
ment-engagement relationship. The focal quintessence of SET is rooted in the
contribution-benefit exchange between dyadic social entities (Cropanzano
et al., 2017; Gergen, 1980). In other words, the tendency of an individual to
put discretionary effort at the workplace is determined by the magnitude of
personal gains that result from his/her relationship with the leader (Ampofo
et al., 2022; Cook et al., 2013; Niswaty et al., 2021).

However, there are certain substantial presumptions that characterize this
reciprocity relationship. Initially, individuals, innately, call for remuneration
and recognition of their contributions and, simultaneously, evade negative
criticism and reinforcement, disciplinary actions, and penalization. Another
assumption describes the circumstance where an individual interacts with
other dyadic members due to his/her desire to maximize personal outcomes
and gains, while keeping personal cost at the minimum. The last presumption
relates to the individual’s calculation and estimation of the gain and its relative
valence before displaying interactive and engaging behaviors (Cropanzano &
Mitchell, 2005). However, apart from this materialistic approach of exchange,
Blau (1964) provided a seminal discrimination between two types of relation-
ships: socially based exchange and economically based exchange. While the
“economic exchange” was stemmed from the original cost-benefit perspective,
the relationships in Blau’s (1964) “social exchange” are open-ended, include
strong social ties, generate mutual trustfulness, and promote reciprocal fidelity
and obligation (Shore et al., 2006). Again, we draw on this notion of obliga-
tion, resulted from the individual perception and assessment of the exchange
value, to propose a moderation role authentic leadership can play on the talent
management-engagement association.

As the AMO theory introduces three key autonomous constituents (ability,
motivation, and ability) that explain how employees’ attributes, features,
qualities, attitudes, and relatively behaviors (Appelbaum et al., 2000) are
framed by the organization’s practices, individuals will simultaneously display
reciprocity, which is the focal quintessence of SET (Cropanzano et al., 2017).
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Here, we argue that the qualities that authentic leaders possess can serve the
key functions of AMO theory.

The “ability” component of AMO concerns how employees’ (Gen Zers in
our context) self-confidence and awareness are enhanced by the availability of
learning opportunities (Bravo et al., 2020). Furthermore, individuals acknowl-
edge receiving constructive feedback that specify their achievement and ways
of development. They keenly seek competence and professional development
to move fast in their career paths and they choose to follow direct and explicit
channels of communication (Goh & Lee, 2018). Accordingly, authentic leader
are expected to create as reciprocity conditions, where employees can display
engagement tendencies and innovation behavior as an exchange of career
advancement and learning opportunities (Ababneh et al, 2021).
Furthermore, leadership and management vigilance is a key characteristic of
authentic leaders, which, in turn, can serve the accomplishment of the “moti-
vation” aspect of AMO. Authentic leaders depend on their intuition to antici-
pate the surrounding forces including the hidden affections, attitudes, and
perceptions. This enables them to understand the affective status of their
subordinates; hence, they establish candid and open communication and
discourse with their followers (McAuliffe et al., 2019). This, in turn, is expected
to foster the creation of a trustfulness atmosphere (Shehawy, 2022; Towsen
et al., 2020) and enhance mutual faith between dyadic members (the leader
and the follower). The third component of AMO (opportunity) can be also
enhanced and achieved by the behaviors of authentic leaders. Here, it is worth
emphasizing that Gen Zers need assertion of their careers and they appreciate
jobs that provide flexibility and collective spiritual work places and job
arrangements (Arar & Oneren, 2018; Chicca & Shellenbarger, 2018; Goh &
Okumus, 2020). Thus, authentic leaders are expected to create work environ-
ments and design jobs in manners that establish opportunities for Gen Zers to
tulfil their eagerness for elasticity and collective support; authentic leaders
possess adaptive capabilities to display flexibility in occasions where Gen Zers’
participation an involvement in decision-making are enhanced. Hence, their
tendencies to manifest creative thinking and innovative resolutions are fos-
tered (Gill et al., 2018).

Taking all the above together, the ability of authentic leaders to display high
levels of consistency between their words and actions helps them install
commitment, honesty, and trust. Accordingly, in response to these leadership
qualities, individual employees (Gen Zers in our context) feel obligated to
show the engagement connotations of being energetic, fervent, flexible, dedi-
cated, and malleable (Niswaty et al., 2021). More specifically, Gen Zers react to
the actions of their authentic leaders based on their perceptions of the avail-
ability to establish various forms and patterns of reciprocity, where interper-
sonal attachment, commitment, loyalty, passion, exuberance, and dedication
are determined by the magnitude of the economic exchange (cost vs. benefit)
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and social exchange (interpersonal interactions; Cropanzano et al., 2017). In
other words, Gen Zers feel obligated to highly engage when their needs of
flexibility, development, participation, and personal gains are addressed.
Drawing on the above occupational underpinnings, it sounds rational to
postulate the following hypothesis:

Hypothesis 2: Authentic leadership moderates the relationship between
total management practices and employee engagement

Method
Sample and procedure

In this study, the data was collected using a self-administered questionnaire.
As this implies the need to consider the respondents’ bias in the methodolo-
gical approach, a “modular” design (West et al., 2015) was adopted collecting
data in two-phases. Further, a “purposive sampling” technique was employed
as the targeted population was generation Z employees (18 — 24 years old)
working in the Jordanian hotels. Therefore, browsing the website of the
Jordanian Ministry of Tourism and Antiquities (2021) disclosed that the
number of active 4-5 star hotels in Jordan is 86. Accordingly, the HR/Hotel
managers were contacted and sent an invitation letter seeking their collabora-
tion and participation in data collection. Further, the invitation letter high-
lighted the purpose of the study and intensified the value and immensity of
their contribution. Further, the invitation letter explained the research design
and asserting that the collected data will be confidentially protected at all
occasions. Thirty-nine HR/Hotel managers agreed to facilitate gathering data
from their employees; hence, they distributed the invitation letter to their
employees via the hotel intranet, including a link that guides them to complete
an online questionnaire.

Initially, all participants were requested to answer an attention check ques-
tion filtering participants according to their age; if their age is equal/less than the
24-year threshold, they will continue to complete the survey, whilst they will be
sincerely commended and exist the survey if they were above 24 years of age. In
the first phase, participants were asked to complete the questionnaire on their
perceptions of the hotel’s talent management practices and their levels of
engagement. The questionnaire included a question asking about their will-
ingness to participate in the subsequent phase; upon their desire, they were
requested to provide their e-mail address so we can send them the other sections
of the survey. This phase yielded 1655 usable responses (after excluding 36
incomplete responses) out of the 3483 qualified participants. After a two-week
time lag, the second phase commenced and participants received a link that
leads to another online questionnaire assessing authentic leadership and TQM.
Accordingly, 897 responses were returned and subjected to data screening. The
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Table 1. Participants’ demographic characteristics.

Variable Category No. %
Gender Female 294 34.10
Male 568 65.90
Age 18-21 years 257 29.81
22-24 years 605 70.19
Tenure < 1 year 267 30.97
1-6 years 595 69.03
Educational level Bachelor’s 473 54.87
Diploma 274 31.78
Secondary 115 13.35

Note. Number of participant = 862.

final number of usable responses was 862 out of 1655 (52% response rate). As
displayed in Table 1, the majority of the sample were male Gen Zers (65.90%).
Given the conservative culture of the middle eastern communities and mascu-
linity nature of the cultural norms, it seems normal to have higher number of
male employees in comparison to their female counterparts (Hasanat et al.,
2021). Here, it is worth noting that this particular fact is not expected to have
a confounding influence on the interpretation and generalizability of the results.
Furthermore, 70.19% of the participants belonged to the 22-24 year category of
age, whilst the majority of them (69.03%) indicated 1-6 years of tenure. The
educational level of the participants ranged from 54.87% for Bachelor degree,
31.78% for diploma, and 13.35% for secondary.

Measures

As mentioned earlier, the data of the current study were collected in two
phases. Thus, phase one includes sections assessing the demographic (age,
education, position, and tenure), talent management, employee engagement
variables. Phase two includes the sections measuring authentic leadership and
TQM implementation. Except where otherwise noted, respondents were asked
to express their perceptions of the measured variables using a 5-point Likert
scale (from 1:never” to 5: “always”). The detailed information about the
measurement tools used to assess the latent variables is illustrated below,
whilst the scale items and their relative loadings are illustrated in Appendix A.

Talen management

The TM 15-Item scale of the Chartered Institute of Personnel and
Development (CIPD, 2014) was adapted. The measure includes items asses-
sing various aspects of TM practices, such as work-related systems, work
assignments, careers portfolio, and HRM-implemented systems.

Employee engagement
Ababneh et al.’s (2019), pp. 20-item scale was adopted to measure employees’
levels of engagement. The 20 items assess the five dimensions of the
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engagement scale, including emotions and activation, persistence, and discre-
tionary effort, absorption, task performance, goal-identification.

Authentic leadership

Walumbwa et al.’s (2007), pp. 16-item scale was used to assess employees’
perceptions of the authentic leadership at their hotels. The items evaluated
four core dimensions of authentic leadership, including internalized ethical
perspective, translucence, balanced processing, and self-awareness.

Total quality management implementation

The 24-item scale of A. Pantouvakis and Psomas (2016) was adapted to measure
TQM implementation. The 24 items assess the five key aspects of TQM,
including the commitment of top management, managing employee quality,
employee knowledge, customer attention, and improving process management.

Results
Measurement model

Prior to testing the proposed associations between the study variables, it was
necessary to examine the characteristics of the measurement model. Toward that
end, we specified a first-order model that consisted of 18 variables to assess item
loadings, composite reliability, convergent validity, using AMOS version 24.0. As
exhibited in Table 2, the values of composite reliability were well above Hair
et al.’s (2016) cutoff of 0.7. The convergent validity was tested by calculating the
average variance extracted (AVE), with all study variables reported values above
the 0.50 threshold (Hair et al., 2016). Further, a second-order model consisted of
the four constructs (authentic leadership, talent management, employee engage-
ment, and total quality management), was specified using AMOS 24.0 to further
validate the higher order constructs of the model. As illustrated in Table 3, the fit
indices of both models (first and second order) indicated a good model fit.
Consequently, the discriminant validity amongst the latent variables at the
higher order level was assessed using the Fornell and Larcker (1981) criterion
(the squared root of AVE of each variable should be bigger than its correlation
values with other variables of the same model) and “heterotrait-monotrait” ratio
of correlations (HTMT, Kline, 2011). As exhibited in Table 4, the value of
squared root AVE for each construct was well above than its relevant correlation
values with other constructs. Further, Table 4 displayed that the HTMT values
were well below the 0.85 cutoft for all constructs (Kline, 2011).
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Table 2. Mean, SD, composite reliability, and average variance extracted.

Construct M SD CR AVE
Engagement 0.80 0.57
Emotions and activation 3.82 .78 091 0.54
Absorption 331 1.04 0.79 0.66
Identification 3.86 85 0.88 0.64
Discretionary Effort 331 92 0.80 0.57
Task Performance 3.56 99 0.82 0.70
Talent Management 0.81 0.54
Work-based systems 3.90 .85 0.93 0.65
International assignments 3.80 .94 0.88 0.71
Career portfolio building 3.41 1.02 0.86 0.67
HRM-led systems 3.28 1.06 0.83 0.71
TQM Implementation 0.88 0.61
Top management commitment 4.00 .78 091 0.63
Process management improvement 3.82 .87 0.95 0.72
Employee quality management 3.42 92 0.88 0.60
Customer focus 3.57 95 0.91 0.76
Employee knowledge 3.73 91 0.89 0.75
Authentic Leadership 0.84 0.60
Leader self-awareness 3.75 74 0.86 0.61
Balanced processing 3.95 75 0.89 0.67
Internalized moral perspective 3.70 .78 0.87 0.63
relational transparency 3.85 .83 0.88 0.64

Note. The bold values indicate the composite reliability (CR) and average variance extracted (AVE) at the higher order
level.

Table 3. Goodness of fit indices.

Models RMSEA IFI TLI CFl CMIN/df
First order model 0.060 0.960 0.947 0.959 2.236*
Second order model 0.069 0.925 0.916 0.924 2.618*%

Note. N = 862; * p < 0.001; CMIN/df >2 (Bentler, 1990); RMSEA < 0.08 (Marsh, Hau, and Wen 2004); IFl, TLI, and CFI
close to 1 (Bentler, 1990).

Table 4. Calculating discriminant validity.

Fornell-Larcker’s Criterion Heterotrait-Monotrait Ratio
1 2 3 4 1 2 3
1. TQM Implementation 0.779
2. Talent Management 0.293 0.737 0.252
3. Authentic Leadership 0.385 0.235 0.773 0.470 0.230
4. Employee Engagement 0.628 0.471 0.435 0.755 0.623 0.448 0.528

Note. N = 862; The bold diagonal values reflect the squared root of AVE

Common method variance (CMV)

The probable occurrence of common method bias was assessed using two
statistical procedures. Initially, the use of Harman’s single-factor test
(Harman, 1967) revealed that forcing all items of the measurement variables
in one factor explaining 28% of the variance, which is below the 50% thresh-
old. This diminishes the concern of the potentiality of a single source bias to
affect the current data set. Furthermore, guided by the recommendations of
Archimi et al. (2018), we implemented a common latent factor approach via
comparing the standardized regression weights of two measurement models:
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including and excluding the common latent factor. The maximum difference
in standardized regression weights was below the recommended threshold of
0.25 (Archimi et al., 2018). Taken together, these two statistical approaches
confirm the appropriateness of examining the associations between the study
variables without being contaminated by other unrelated factors (i.e. partici-
pants’ social desirability).

Hypotheses testing

Mediation effect

Similarly, AMOS (24.0) was employed to examine to what extent the indirect
effect is significant, utilizing the bias-corrected (BC) bootstrapping approach
(Diallo and Seck, 2018). To do so, a partially mediated model was constructed
integrating talent management, employee engagement, and TQM implemen-
tation. Consequently, the constructed model indicated a satisfactory level of
goodness of fit: CFI (0.91), IFI (0.91), TLI (0.905) and RMSEA (0.07). The
results indicated that talent management had a significant effect on employee
engagement (B = .47, p <.001, R2 = 0.22), which exerted a significant effect on
TQM implementation (f = .68, p <.001, R2 = 0.45). The output of these is 0.32
(i.e. indirect effect = .47*.68).

Further, bootstrapping analysis was conducted to test the nuanced signifi-
cance of this indirect effect; hence, the results showed that such an effect was
significant at 0.01. It is worth noting, however, that the direct effect of talent
management on TQM implementation was insignificant (p = .08, p > .05).
Taking the significant direct impact and the insignificant indirect effect of
talent management on TQM into account, “indirect-only mediation” (Zhao
et al., 2010) can be claimed in this context. That is, talent management affects
TQM implementation only through the lens of employee engagement. Thus,
the first hypothesis proposing a mediating role for employee engagement on
the talent management-TQM implementation relationship was supported
(See, Figure 2).

Moderation effect

AMOS 24.0 was also employed to examine the moderation effect of authentic
leadership. Accordingly, talent management and authentic leadership were
specified as independent variables, while employee engagement was specified
as a dependent variable. Following the recommendations of Aiken and West
(1991), relevant variables had been mean-centered prior to forming the inter-
action terms. The results indicated that authentic leadership significantly
enhanced the effect of talent management on employee engagement ([]=.23,
p < .001). To substantiate the results, we conducted a simple slope test to gain
further insights on the nature of the interaction (Aiken and West, 1991). This
test involves splitting the moderator into a higher group (one standard deviation
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Figure 2. The results of the theoretical model.
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Figure 3. The moderation effect of authentic leadership.

higher than the mean) along with a lower group (one standard deviation below
the mean) and reassessing the association between the independent and the

dependent variables. The

analysis revealed that when authentic leadership was

high, the positive link between talent management and employee engagement
was stronger (simple slope: b = 46, p < .001) than when it was low (simple

slope: b = -.18, p < .05
proposing a moderating

) (See, Figure 3). Therefore, the second hypothesis
role for authentic leadership on the talent manage-

ment-employee engagement relationship received a statistical support.
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Discussion

In response to the paucity of research attempts that explore how the affective
and behavioral tendencies of Gen Zers are influenced by various organiza-
tional patterns and dynamics, this study proposed a conceptual model com-
bining mediating and moderating processes. More specifically, the key
objective of this study was to compile empirical evidence about the capacity
of employee engagement, along with the moderating role of authentic leader-
ship, to fully transfer talent management practices into successful implemen-
tation of TQM systems and principles at hotels operating in Jordan.
Accordingly, the current data set generated a significant full mediation of
employee engagement on the talent management-TQM implementation rela-
tionship and a significant moderating effect of authentic leadership; hence,
such findings convey theoretical and empirical implications for the emerging
discourse on organizational behavior and quality management.

Theoretical implications

Drawing on the ability, motivation, and opportunity (AMO) theory, this
research attempt developed an integrated a theoretical framework examining
the dynamic forces that link talent management to TQM implementation. The
emerging literature on TQM offers considerable arguments and empirical
evidence on the important role some attitudinal constructs have on the
association between talent management and organizational performance,
including TQM implementation (i.e. Al-Qeed et al, 2018; Bibi, 2019,
p. 2018; Mangusho et al., 2015; Mkamburi & Kamaara, 2017). Although the
findings of the current study align, in essence, with those of the previous
research attempts, this study is the first to examine the mediating role of
employee engagement on the TM-TQM association. An interesting finding
generated by this study is that employee engagement indicated “indirect-only
mediation (Zhao et al., 2010) between talent management and TQM imple-
mentation. This pattern of mediation casts the light on the paramount role of
employee engagement to utterly transfer the effect of talent management into
a prosperous implementation of TQM policies and practices. Further, this
particular finding casts the light on the significance of preferably laying
employee engagement as a mediator over the other affective constructs of
satisfaction and commitment, as the former is more expansive to include
affective, intellectual, and behavioral connotations and qualities (Ababneh,
2021).

As mentioned earlier, this association between talent management and
employee engagement is too complex to the degree it involves several con-
textual, institutional, cognitive, affective, and social mechanisms. Accordingly,
this study drew on AMO and SET to evoke the moderation role authentic
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leadership is expected to play on this association. In doing so, this study
expands the scope of AMO and SET by establishing additional channels of
reciprocity relationship between dyadic social entities. Building on the com-
petency development and knowledge acquisition principles of talent manage-
ment, the current models cast additional light on the intangible quintessence
of SET that promotes reciprocal fidelity and obligation (Shore et al., 2006).
Authentic leaders have been found in the current study to be successful in
creating an exchange basis, where individuals tendencies to display engaging
behaviors are based on their perceptions of development-engagement
exchange. Considering the optimism and practicality of Gen Zers in line
with technology (Bravo et al., 2020), the need for leaders who can establish
virtual interactions rather than a rigid workplace hierarchy (Pichler et al.,
2021) seems essential to adapt with the innovative nature of the contemporary
business environment (Twenge et al., 2019). Gen Zers prefer organizations
that devote extra attention to employees’ career advancement and offering
‘boundless career’ opportunities (Deloitte & Network of Executive Women,
2019). Along similar lines, the ability, motivation, and opportunity dimensions
of AMO have been evoked to link the talent management, employee engage-
ment with TQM and authentic leadership. For instance, leaders with authentic
qualities are anticipated to establish reciprocity conditions, where the like-
lihood for individuals to show high levels of engagement, as an exchange of
learning, development, growth, and promotion possibilities (Ababneh et al.,
2021). Similarly, authentic leaders are touted to possess management vigilance
that can manifest employee motivation. Authentic leaders are capable of
anticipating and detecting the affective atmosphere at the workplace. Thus,
they consider employees’ emotions in their communication mediums and
discourse. This, in turn, will help establishing solid grounds for promoting
mutual trust amongst the leader and his/her subordinates (Shehawy, 2022).
Finally, authentic leaders tend to devote additional emphasis on establishing
opportunities for employees (Gen Zers) to participate and take part in design-
ing their jobs in manners that enhance elasticity and agility at the workplace
(Arar & Oneren, 2018). Accordingly, employees engage and display creative
thinking and innovation behaviors (Gill et al., 2018). Taken together, one key
insight gained from the current study is shedding the light on the essential role
an authentic leader can play in stimulating additional patterns and forms of
reciprocity with Gen Zers. That is to say, Gen Zers’ interpersonal attachment,
vitality, passion, exuberance, persistence, and dedication are determined by
the magnitude of the interaction between the components of social exchange
and AMO (Cropanzano et al., 2017).

Another key insight gained from the findings of the current study is the
formation of a novel theoretical framework that integrates different but inter-
related psychological, social, and institutional perspectives. More specifically,
integrating AMO, talent management, employee engagement, TQM, and
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authentic leadership together expands our comprehension about the interac-
tion of several work-related mechanisms, and how employees’ behaviors and
organizational performance are sensitively affected by such interactive
dynamics. This combination of mediating and moderating dynamics together
is thought to offer an inclusive methodology that will enrich our understand-
ing of various employment, social, knowledge, performance-related forces.
Thus, these findings are expected to bridge the gap between the paucity of
competent labor force and the hotel’s concerns about maintaining effective
and efficient implementation of TQM practices. That is, scholars and profes-
sionals in the hospitality industry are expected to gain insight from the
findings of this study on how to attract this young generation (Gen Zers),
manage their careers, and engage them with the hotels’ operational and
strategic initiatives.

Practical implications

The hospitality industry is touted as a traumatic, vocational, adopting low
compensation schemes, and mentally and physically exertive industry. This,
in turn, might create obstacles to entice, motivate, and retain this important
cohort (Goh & Lee, 2018). Accordingly, disturbance in labor supply and
negative work climate are expected to cause a confounding effect that might
prevent a successful implementation of TQM. Thus, hotel and HR managers
need to implement well-developed talent management policies and prac-
tices thought to inclusively accommodate Gen Zers’ expectations of their
jobs. Hence, Gen Zers tend to immerse the work environment with high
levels of engagement essential to accomplish the intended goals of TQM
systems and practices (Ababneh, 2020; Sophia et al., 2020). One way that
the hotel management/HRM might adopt to attract Gen Zers is what is
called “employment branding” (promoting what the hotel can do for
employment candidates and what opportunities they can grab by being
the hotel’s cohort, Ababneh et al., 2021). Thus, conveying the key features
of the hotel’s business environment, employees’ flexible work designs,
training and development courses, career planning, and growth and promo-
tion opportunities in the employment message (i.e. attaching a short video
clip to the employment advertisement) is thought to create positive atti-
tudes amongst Gen Zers, who innately appreciate such job aspects. Along
similar lines, establishing internship relationships and agreements with
hospitality schools is thought to enhance the hotel’s share of the labor
force and will enable its management to participate in preparing their future
labor cohort. This, in turn, casts the light on the prominence of providing
well-developed training programs (i.e. rotation, coaching, and mentoring
programs) that equip Gen Sers with a wide range of work-related compe-
tencies and professional soft and interpersonal skills (i.e. negotiation,
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professional communication, customer persuasion, and emotional intelli-
gence). Finally, developing job designs that allow autonomy, elasticity, and
variety seems essential for HRM to consider, as Gen Zers are attracted to
such job characteristics; hence, their motivation and positive affect are
expected to strongly emerge.

Limitations and future research

Despite the appealing contribution, this research provides to the state of
knowledge on individual and organizational behaviors, its findings should
be explicated in the presence of the limitations ingrained in this research.
Initially, the data set used in this study was gathered from a single industry
(hospitality) and from a single country (Jordan). Thus, high degrees of
vigilance should be maintained when reporting and interpreting the find-
ings induced from current study. This, in turn, dispatches a call for future
research to implement the current theoretical model on various industrial,
geographic, and social settings in order to further test the reliability and
validity of the proposed model and enhance the generalizability of its
relevant findings. Further, the data set of the current study was also
gathered using a self-reported questionnaire. Despite the precautionary
steps that were considered in its methodological approach (“modular
design”), future research is immensely encouraged to carry out longitudi-
nal studies, along with exploratory research designs, in order to inspect the
causality between the study variables and explore additional dynamic
forces that can affect this talent-engagement-TQM association.

Acknowledgments

The authors are very thankful to all the associated personnel in any reference that contributed
in/for the purpose of this research.

Disclosure statement

No potential conflict of interest was reported by the author(s).

Funding

Open Access funding provided by the Qatar National Library.

ORCID

Omar Mohammed Ali Ababneh (%) http://orcid.org/0000-0003-0355-0908
Ibrahim Alnawas (1%) http://orcid.org/0000-0003-4563-8924



2 O. M. A. ABABNEH AND I. ALNAWAS

References

Ababneh, O. M. A. (2020). The impact of organizational culture archetypes on quality
performance and total quality management: The role of employee engagement and indivi-
dual values. International Journal of Quality & Reliability Management, 38(6), 1387-1408.
https://doi.org/10.1108/]JQRM-05-2020-0178

Ababneh, O. M. A. (2021). How do green HRM practices affect employees” green behaviors?
The role of employee engagement and personality attributes. Journal of Environmental
Planning and Management, 1(23), 1204-1226. https://doi.org/10.1080/09640568.2020.
1814708

Ababneh, O. M. A. (2022). How can human capital promote innovative behaviour? exploring
the attitudinal dynamics of employee engagement and mental involvement. The
International Journal of Entrepreneurship and Innovation. https://doi.org/10.1177/
14657503221123405

Ababneh, O. M. A., Awwad, A. S., & Abu-Haija, A. (2021). The association between green
human resources practices and employee engagement with environmental initiatives in
hotels: The moderation effect of perceived transformational leadership. Journal of Human
Resources in Hospitality & Tourism, 20(3), 390-416. https://doi.org/10.1080/15332845.2021.
1923918

Ababneh, O. M. A, LeFevre, M., & Bentley, T. (2019). Employee engagement: Development of
a new measure. International Journal of Human Resource Development and Management, 19
(2), 105-134. https://doi.org/10.1504/I]THRDM.2019.098623

Ababneh, O. M. A., & Macky, K. (2015). The meaning and measurement of employee
engagement: A review of the literature. New Zealand Journal of Human Resources, 15(1),
1-35. https://hrnz.org.nz/fileadmin/user_upload/NZJHRM/NZJHRM2015.Issuel.
Engagement.Final_.pdf

Aiken, L. S., & West, S. G. (1991). Multiple regression: Testing and interpreting interactions.
Thousand Oaks: Sage.

Alnuqaidan, H. A, & Ahmad, M. (2019). Comparison between highly-talented and
low-talented nurses on their characteristics and quality of nursing care. Diversity and
Equality in Health and Care, 16(2), 30-35. https://doi.org/10.36648/2049-5471.16.2.190

Al-Qeed, M. A., Khaddam, A. A. H., Al-Azzam, Z. F., & Atieh, K. A. E. F. (2018). The effect of
talent management and emotional intelligence on organizational performance: Applied
study on pharmaceutical industry in Jordan. Journal of Business and Retail Management
Research, 13(1), 1-14. https://doi.org/10.24052/JBRMR/V13IS01/ART-01

Ampofo, E. T., Ampofo, C., Nkrumah, S., & Ameza-Xemalordzo, E. B. (2022). The effect of
supervisor’s abuse on hotel employees’ job satisfaction, affective organizational commitment
and work engagement. Journal of Quality Assurance in Hospitality & Tourism. https://doi.
0rg/10.1080/1528008X.2022.2052395

Antunes, M. G., Mucharreira, P. R,, Justino, M. R. T., & Texeira-Quir0s, J. (2021). Effects of
Total Quality Management (TQM) dimensions on innovation—evidence from SMEs.
Sustainability, 13(18), 10095. https://doi.org/10.3390/su131810095

Appelbaum, E,, Bailey, T., Berg, P., & Kalleberg, A. L. (2000). Manufacturing advantage: Why
high-performance work systems pay off. ILR Press.

Arar, T., & Oneren, M. (2018). Role of talent management in the career development of
Generation Z: A case study of a telecommunication firm. International Academic Journal
of Social Sciences, 5(1), 28-44. https://doi.org/10.9756/IAJSS/V511/1810004

Archimi, C. S., Reynaud, E., Yasin, H. M., & Bhatti, Z. A. (2018). How perceived corporate
social responsibility affects employee cynicism: The mediating role of organizational trust.
Journal of Business Ethics, 151(4), 907-921. https://doi.org/10.1007/s10551-018-3882-6


https://doi.org/10.1108/IJQRM-05-2020-0178
https://doi.org/10.1080/09640568.2020.1814708
https://doi.org/10.1080/09640568.2020.1814708
https://doi.org/10.1177/14657503221123405
https://doi.org/10.1177/14657503221123405
https://doi.org/10.1080/15332845.2021.1923918
https://doi.org/10.1080/15332845.2021.1923918
https://doi.org/10.1504/IJHRDM.2019.098623
https://hrnz.org.nz/fileadmin/user_upload/NZJHRM/NZJHRM2015.Issue1.Engagement.Final_.pdf
https://hrnz.org.nz/fileadmin/user_upload/NZJHRM/NZJHRM2015.Issue1.Engagement.Final_.pdf
https://doi.org/10.36648/2049-5471.16.2.190
https://doi.org/10.24052/JBRMR/V13IS01/ART-01
https://doi.org/10.1080/1528008X.2022.2052395
https://doi.org/10.1080/1528008X.2022.2052395
https://doi.org/10.3390/su131810095
https://doi.org/10.9756/IAJSS/V5I1/1810004
https://doi.org/10.1007/s10551-018-3882-6

JOURNAL OF QUALITY ASSURANCE IN HOSPITALITY & TOURISM 23

Bentler, P. M. (1990). Comparative fit indexes in structural models. Psychological Bulletin, 107
(2), 238-246. https://doi.org/10.1037/0033-2909.107.2.238

Bibi, M. (2019). Impact of talent management practices on employee performance. SEISENSE
Journal of Management, 2(1), 22-32. https://doi.org/10.33215/sjom.v2i1.83

Blau, P. M. (1964). Exchange and power in social life. Wiley.

Bou, J. C., & Beltra'n, L. (2005). Total quality management, high-commitment human resource
strategy and firm performance: An empirical study. Total Quality Management & Business
Excellence, 16(1), 71-86. https://doi.org/10.1080/1478336042000309875

Bravo, R., Cataldn, S., & Pina, J. M. (2020). Intergenerational differences in customer engage-
ment behaviours: An analysis of social tourism websites. International Journal of Tourism
Research, 22(2), 182-191. https://doi.org/10.1002/jtr.2327

Bulut, M., & Ulema, S. (2021). Analyzing the direct relationship between every-single dimen-
sions of service quality and WOM with a particular multidimensional scale of WOM
behavior. Journal of Quality Assurance in Hospitality & Tourism. https://doi.org/10.1080/
1528008X.2021.1934622

Chicca, J., & Shellenbarger, T. (2018). Connecting with generation Z: Approaches in nursing
education. Teaching and Learning in Nursing, 13(3), 180-184. https://doi.org/10.1016/j.teln.
2018.03.008

Christian, M. S., Garza, A. S., & Slaughter, J. E. (2011). Work engagement: A quantitative
review and test of its relations with task and contextual performance. Personal Psychology, 64
(1), 89-136. https://doi.org/10.1111/j.1744-6570.2010.01203.x

CIPD. (2014). Learning and talent development: Annual survey report. https://intelligentne.ee/
wp-content/uploads/2016/02/CIPD-2014-RAPORT.pdf

Collings, D. G., & Mellahi, K. (2009). Strategic talent management: A review and research
agenda. Human Resource Management Review, 19(4), 304-313. https://doi.org/10.1016/j.
hrmr.2009.04.001

Cook, K. S., Cheshire, C., Rice, E. R. W., & Nakagawa, S. (2013). Social exchange theory. In
J. DeLamater & A. Ward (Eds.), Handbook of social psychology (pp. 61-88). retrieved from.
Springer Science + Business Media. https://doi.org/10.1007/978-94-007-6772-0_3

Cropanzano, R., Anthony, E. L., Daniels, S. R., & Hall, A. V. (2017). Social exchange theory:
A critical review with theoretical remedies. Academy of Management Annals, 111(1),
479-516. https://doi.org/10.5465/annals.2015.0099

Cropanzano, R., & Mitchell, M. S. (2005). Social exchange theory: An interdisciplinary review.
Journal of Management, 316, 874-900. https://doi.org/10.1177/0149206305279602

Deloitte & Network of Executive Women. (2019). Welcome to Generation Z, Retrieved
December 20, 2021, from https://www.deloitte.com/content/dam/Deloitte/us/Documents/
consumer-business/welcome-to-gen-z.pdf

Fornell, C. G., & Larcker, D. F. (1981). Evaluating structural equation models with unobser-
vable variables and measurement error. Journal of Marketing Research, 18(1), 39-50. https://
doi.org/10.1177/002224378101800104

Gallardo-Gallardo, E., Dries, N., & Gonza'lez-Cruz, T. F. (2013). What is the meaning of
‘talent’ in the world of work? Human Resource Management Review, 23(4), 290-300. https://
doi.org/10.1016/j.hrmr.2013.05.002

Gallear, D., & Ghobadian, A. (2004). An empirical investigation of the channels that facilitate
a total quality culture. Total Quality Management and Business Excellence, 15(8), 1043-1067.
https://doi.org/10.1080/1478336042000255497

Gardner, W. L., Avolio, B. J., Luthans, F., May, D. R, & Walumbwa, F. (2005). Can you see the
real me? a self-based model of authentic leader and follower development. The Leadership
Quarterly, 16, 343-372.


https://doi.org/10.1037/0033-2909.107.2.238
https://doi.org/10.33215/sjom.v2i1.83
https://doi.org/10.1080/1478336042000309875
https://doi.org/10.1002/jtr.2327
https://doi.org/10.1080/1528008X.2021.1934622
https://doi.org/10.1080/1528008X.2021.1934622
https://doi.org/10.1016/j.teln.2018.03.008
https://doi.org/10.1016/j.teln.2018.03.008
https://doi.org/10.1111/j.1744-6570.2010.01203.x
https://intelligentne.ee/wp-content/uploads/2016/02/CIPD-2014-RAPORT.pdf
https://intelligentne.ee/wp-content/uploads/2016/02/CIPD-2014-RAPORT.pdf
https://doi.org/10.1016/j.hrmr.2009.04.001
https://doi.org/10.1016/j.hrmr.2009.04.001
https://doi.org/10.1007/978-94-007-6772-0_3
https://doi.org/10.5465/annals.2015.0099
https://doi.org/10.1177/0149206305279602
https://www.deloitte.com/content/dam/Deloitte/us/Documents/consumer-business/welcome-to-gen-z.pdf
https://www.deloitte.com/content/dam/Deloitte/us/Documents/consumer-business/welcome-to-gen-z.pdf
https://doi.org/10.1177/002224378101800104
https://doi.org/10.1177/002224378101800104
https://doi.org/10.1016/j.hrmr.2013.05.002
https://doi.org/10.1016/j.hrmr.2013.05.002
https://doi.org/10.1080/1478336042000255497

24 O. M. A. ABABNEH AND I. ALNAWAS

Gergen, K. J. (1980). Social exchange theory: The transient and the enduring. In K. J. Gergen,
M. Greenberg, & R. Wills (Eds.), Social exchange: Advances in theory and research (pp.
261-280). Plenum.

Ghosh, S. (2022). Modelling inbound international tourism demand in Australia: Lessons from
the pandemics. International Journal of Tourism Research, 24(1), 71-81. https://doi.org/10.
1002/jtr.2483

Gill, C,, Gardner, W., Claeys, J., & Vangronsvelt, K. (2018). Using theory on authentic leader-
ship to build a strong human resource management system. Human Resource Management
Review, 28. https://doi.org/10.1016/j.hrmr.2018.02.006

Glaister, A. J., Karacay, G., Demirbag, M., & Tatoglu, E. (2018). HRM and performance-The
role of talent management as a transmission mechanism in an emerging market context.
Human Resource Management Journal, 28(1), 148-166. https://doi.org/10.1111/1748-8583.
12170

Goh, E., & Lee, C. (2018). A workforce to be reckoned with: The emerging pivotal generation
Z hospitality workforce. International Journal of Hospitality Management, 73, 20-28. https://
doi.org/10.1016/j.ijhm.2018.01.016

Goh, E., & Okumus, F. (2020). Avoiding the hospitality workforce bubble: Strategies to attract
and retain generation Z talent in the hospitality workforce. Tourism Management
Perspectives, 33, 100603. Article 100603. https://doi.org/10.1016/j.tmp.2019.100603

Hair, J. F., Jr, Hult, G. T. M., Ringle, C., & Sarstedt, M. (2016). A primer on partial least squares
structural equation modeling (PLS-SEM). Sage publications.

Harman, H. H. (1967). Modern Factor Analysis. Chicago: University Press of Chicago.

Harter, S. (2002). Authenticity. In C. R. Snyder & S. J. Lopez (Eds.), Handbook of positive
psychology (pp. 382-394). Oxford University Press.

Hasanat, O., Alhelalat, J. A., & Valeri, M. 2021. Women leadership in the jordanian hospitality
sector: Obstacles and future opportunities. In Gender and Tourism M. Valeri & V. Katsoni
Eds. Emerald Publishing Limited 149-158. https://doi.org/10.1108/978-1-80117-322-
320211009

Howard, J. L., Gagné, M., & Bureau, J. S. (2017). Testing a continuum structure of
self-determined motivation: A meta-analysis. Psychol. Bull, 143(12), 1346-1377. https://
doi.org/10.1037/bul0000125

Jordanian Ministry of Tourism and Antiquities. (2021). Tourism Statistical Newsletter.
Retrieved November 16, 2021, from https://www.mota.gov.jo/Contents/statistics_2021.aspx

Kahn, W. A. (1990). Psychological conditions of personal engagement and disengagement at
work. Academy of Management Journal, 33(4), 692-724. https://doi.org/10.2307/256287

Kim, W.-H., Park, G.-M., & Kim, K.-S. (2022). Effects of authentic leadership on employees’
turnover intention and self-efficacy in South Korea’s casino industry: The moderating roles
of employees’ gender and age. Journal of Quality Assurance in Hospitality & Tourism, 23(1),
162-175. https://doi.org/10.1080/1528008X.2020.1854922

Kline, R. B. (2011). Principles and practice of structural equation modeling (3rd) ed.). Guilford
Press.

Knies, E., & Leisink, P. (2014). Linking people management and extra-role behavior: Results of
a longitudinal study. Human Resource Management Journal, 24(1), 57-76. https://doi.org/
10.1111/1748-8583.12023

Kroon, B., Van De Voorde, K., & Timmers, J. (2013). High performance work practices in small
firms: A resource-poverty and strategic decision-making perspective. Small Business
Economics, 41(1), 71-91. https://doi.org/10.1007/s11187-012-9425-0

Kruglanski, A. W, Fishbach, A., Woolley, K., Bélanger, J. J., Chernikova, M., Molinario, E., &
Pierro, A. (2018). A structural model of intrinsic motivation: On the psychology of
means-ends fusion. Psychol. Rev, 125(2), 165-182. https://doi.org/10.1037/rev0000095


https://doi.org/10.1002/jtr.2483
https://doi.org/10.1002/jtr.2483
https://doi.org/10.1016/j.hrmr.2018.02.006
https://doi.org/10.1111/1748-8583.12170
https://doi.org/10.1111/1748-8583.12170
https://doi.org/10.1016/j.ijhm.2018.01.016
https://doi.org/10.1016/j.ijhm.2018.01.016
https://doi.org/10.1016/j.tmp.2019.100603
https://doi.org/10.1108/978-1-80117-322-320211009
https://doi.org/10.1108/978-1-80117-322-320211009
https://doi.org/10.1037/bul0000125
https://doi.org/10.1037/bul0000125
https://www.mota.gov.jo/Contents/statistics_2021.aspx
https://doi.org/10.2307/256287
https://doi.org/10.1080/1528008X.2020.1854922
https://doi.org/10.1111/1748-8583.12023
https://doi.org/10.1111/1748-8583.12023
https://doi.org/10.1007/s11187-012-9425-0
https://doi.org/10.1037/rev0000095

JOURNAL OF QUALITY ASSURANCE IN HOSPITALITY & TOURISM 25

Laskowski, A. S. (2020). An Instant Culture (Cup): Immediate Gratification Exhibited by
Generation Z Traits That Cater to Their Needs. In E. Dabrowska-Prokopowska, P. Goryn,
& M. F. Zaniewska (Eds.), Culture in Poland in the 21st century: social, cultural and media
contexts (pp. 101-110). Publishing House of the University of Bialystok.

Leung, X. Y., Sun, J., Zhang, H., & Ding, Y. (2021). How the hotel industry attracts generation
Z employees: An application of social capital theory. Journal of Hospitality and Tourism
Management, 49, 262-269. https://doi.org/10.1016/j.jhtm.2021.09.021

Ling, Q., Liu, F., & Wu, X. (2017). Servant versus authentic leadership: Assessing effectiveness
in China’s hospitality industry. Cornell Hospitality Quarterly, 58(1), 53-68. https://doi.org/
10.1177/1938965516641515

Luthans, F., & Avolio, B. J. (2003). Authentic leadership development. In K. S. Cameron,
J. E. Dutton, & R. E. Quinn (Eds.), Positive organizational scholarship (pp. 241-258). Berrett-
Koehler.

Macey, W. H., & Schneider, B. (2008). The meaning of employee engagement. Industrial and
Organizational Psychology, 1(1), 3-30. https://doi.org/10.1111/j.1754-9434.2007.0002.x

Mangusho, Y. S., Murei, R. K., & Nelima, E. (2015). Evaluation of talent management on
employees’ performance in beverage industry: A case of delmonte Kenya Limited.
International Journal of Humanities and Social Science, 5(8), 191-199. https://www.ijhss
net.com/journals/Vol_5_No_8_August_2015/24.pdf

McAuliffe, N., Bostain, N. S., & Witchel, A. D. (2019). The relationship between authentic
leadership, trust, and engagement in library personnel. J. Libr. Administr, 59(2), 129-148.
https://doi.org/10.1080/01930826.2018.1562822

Meyers, M. C., van Woerkom, M., Paauwe, J., & Dries, N. (2020). HR managers’ talent
philosophies: Prevalence and relationships with perceived talent management practices.
The International Journal of Human Resource Management, 31(4), 562-588. https://doi.
0rg/10.1080/09585192.2019.1579747

Mkamburi, M., & Kamaara, D. M. (2017). Influence of talent management on employee
performance at the United Nations: A case of world food programme. The Strategic
Journal of Business and Change Management, 4(2-3), 28-48.

Niswaty, R., Wirawan, H., Akib, H., Saggaf, M. S., & Daraba, D. (2021). Investigating the effect
of authentic leadership and employees’ psychological capital on work engagement: Evidence
from Indonesia. Heliyon, 7, 5. https://doi.org/10.1016/j.heliyon.2021.06992

Pantouvakis, P., & Karakasnaki, M. (2017). Role of the human talent in total quality manage-
ment-performance relationship: An investigation in the transport sector. Total Quality
Management & Business Excellence, 28(9-10), 959-973. https://doi.org/10.1080/14783363.
2017.1303873

Pantouvakis, A., & Psomas, E. (2016). Exploring total quality management applications under
uncertainty: A research agenda for the shipping industry. Maritime Economics & Logistics,
18(4), 496-512. https://doi.org/10.1057/mel.2015.6

Pichler, S., Kohli, C., & Granitz, N. (2021). DITTO for Gen Z: A framework for leveraging the
uniqueness of the new generation. Business Horizons, 64(5), 599-610. https://doi.org/10.
1016/j.bushor.2021.02.021

Rabiul, M. K., Patwary, A. K., Mohamed, A. E., & Rashid, H. (2021). Leadership styles,
psychological factors, and employee commitment to service quality in the hotel industry.
Journal of Quality Assurance in Hospitality & Tourism. https://doi.org/10.1080/1528008X.
2021.1913695

Rahmadani, V. G., & Schaufeli, W. B. (2020). Engaging leadership and work engagement as
moderated by “diuwongke” An Indonesian study. The International Journal of Human
Resource Management. https://doi.org/10.1080/09585192.2020.1799234


https://doi.org/10.1016/j.jhtm.2021.09.021
https://doi.org/10.1177/1938965516641515
https://doi.org/10.1177/1938965516641515
https://doi.org/10.1111/j.1754-9434.2007.0002.x
https://www.ijhssnet.com/journals/Vol_5_No_8_August_2015/24.pdf
https://www.ijhssnet.com/journals/Vol_5_No_8_August_2015/24.pdf
https://doi.org/10.1080/01930826.2018.1562822
https://doi.org/10.1080/09585192.2019.1579747
https://doi.org/10.1080/09585192.2019.1579747
https://doi.org/10.1016/j.heliyon.2021.e06992
https://doi.org/10.1080/14783363.2017.1303873
https://doi.org/10.1080/14783363.2017.1303873
https://doi.org/10.1057/mel.2015.6
https://doi.org/10.1016/j.bushor.2021.02.021
https://doi.org/10.1016/j.bushor.2021.02.021
https://doi.org/10.1080/1528008X.2021.1913695
https://doi.org/10.1080/1528008X.2021.1913695
https://doi.org/10.1080/09585192.2020.1799234

26 O. M. A. ABABNEH AND I. ALNAWAS

Sakdiyakorn, M., Golubovskaya, M., & Solnet, D. (2021). Understanding Generation Z through
collective consciousness: Impacts for hospitality work and employment. International
Journal of Hospitality Management, 94, 102822. https://doi.org/10.1016/j.ijhm.2020.102822

Saks, A. M. (2006). Antecedents and consequences of employee engagement. Journal of
Managerial Psychology, 21(7), 600-619. https://doi.org/10.1108/02683940610690169

Schaufeli, W. B., Salanova, M., Gonz’alez-Rom’a, V., & Bakker, A. B. (2002). The measurement
of engagement and Burnout: A two sample confirmatory factor analytic approach. Journal of
Happiness Studies, 33(1), 71-92. https://doi.org/10.1023/A:1015630930326

Sebastian, D. (2021). Staffing shortages pose a threat to hotels’ budding recovery”, The Wall
Street Journal, https://www.wsj.com/articles/staffing-shortages-pose-a-threat-to-hotels-
budding-recovery-11621339209

Shamir, B., & Eilam, G. (2005). What's your story? A life-stories approach to authentic
leadership development. The Leadership Quarterly, 16(3), 395-417. https://doi.org/10.
1016/j.leaqua.2005.03.005

Shehawy, Y. M. (2022). Current workplace issues and behaviours in tourism and hospitality:
Moderating role of empowering leadership. Current Issues in Tourism, 25(10), 1627-1648.
https://doi.org/10.1080/13683500.2021.1928612

Shore, L. M., Tetrick, L. E., Lynch, P., & Barksdale, K. (2006). Social and economic exchange:
Construct development and validation. Journal of Applied Social Psychology, 364(4),
837-867. https://doi.org/10.1111/j.0021-9029.2006.00046.x

Shuck, B., & Wollard, K. (2010). Employee engagement and HRD: A seminal review of the
foundations. Human Resource Development Review, 9(1), 89-110. https://doi.org/10.1177/
1534484309353560

Singh, R. (2015). Empirical examination of the impact of total quality services on hospitality
industry business. Journal of Quality Assurance in Hospitality & Tourism, 16(4), 389-413.
https://doi.org/10.1080/1528008X.2015.1013411

Sottysik, M., Zakrzewska, M., Sagan, A., & Jarosz, S. (2020). Assessment of project manager’s
competence in the context of individual competence baseline. Education Sciences, 10(5), 146.
https://doi.org/10.3390/educscil 0050146

Sophia, S., Kurniawan, D. T., Nora, E., & Narmaditya, B. S. (2020). Does talent management
affect employee performance?: The moderating role of work engagement. The Journal of
Asian Finance, Economics and Business, 7(7), 335-341. https://doi.org/10.13106/jafeb.2020.
vol7.n07.335

Sparrow, P., Scullion, H., & Tarique, I. (2014). Strategic talent management: Contemporary
issues in international context (Eds.). Cambridge University Press.

Terziovski, M. (2006). Quality management practices and their relationship with customer
satisfaction and productivity improvement. Management Research News, 29(7), 414-424.
https://doi.org/10.1108/01409170610690871

Thunnissen, M. (2016). Talent management: For what, how and how well? An empirical
exploration of talent management in practice. Employee Relations, 38(1), 57-72. https://
doi.org/10.1108/ER-08-2015-0159

Towsen, T., Stander, M. W., & van der Vaart, L. (2020). The relationship between authentic
leadership, psychological empowerment, role clarity, and work engagement: Evidence from
South Africa. Frontiers in Psychology, 11, 1973. https://doi.org/10.3389/fpsyg.2020.01973

Tuncer, I, Unusan, C., & Cobanoglu, C. (2020). Service quality, perceived value and customer
satisfaction on behavioral intention in restaurants: An integrated structural model. Journal
of Quality Assurance in Hospitality & Tourism, 22(4), 447-475. https://doi.org/10.1080/
1528008X.2020.1802390

Twenge, ]. M., Spitzberg, B. H., & Campbell, W. K. (2019). Less in-person social interaction
with peers among U.S. adolescents in the 21st century and links to loneliness. Journal of


https://doi.org/10.1016/j.ijhm.2020.102822
https://doi.org/10.1108/02683940610690169
https://doi.org/10.1023/A:1015630930326
https://www.wsj.com/articles/staffing-shortages-pose-a-threat-to-hotels-budding-recovery-11621339209
https://www.wsj.com/articles/staffing-shortages-pose-a-threat-to-hotels-budding-recovery-11621339209
https://doi.org/10.1016/j.leaqua.2005.03.005
https://doi.org/10.1016/j.leaqua.2005.03.005
https://doi.org/10.1080/13683500.2021.1928612
https://doi.org/10.1111/j.0021-9029.2006.00046.x
https://doi.org/10.1177/1534484309353560
https://doi.org/10.1177/1534484309353560
https://doi.org/10.1080/1528008X.2015.1013411
https://doi.org/10.3390/educsci10050146
https://doi.org/10.13106/jafeb.2020.vol7.no7.335
https://doi.org/10.13106/jafeb.2020.vol7.no7.335
https://doi.org/10.1108/01409170610690871
https://doi.org/10.1108/ER-08-2015-0159
https://doi.org/10.1108/ER-08-2015-0159
https://doi.org/10.3389/fpsyg.2020.01973
https://doi.org/10.1080/1528008X.2020.1802390
https://doi.org/10.1080/1528008X.2020.1802390

JOURNAL OF QUALITY ASSURANCE IN HOSPITALITY & TOURISM 27

Social and Personal Relationships, 36(6), 1892-1913. https://doi.org/10.1177/
0265407519836170

Walumbwa, F. O., Avolio, B. J., Gardner, W. L., Wernsing, T. S., & Peterson, S. J. (2007).
Authentic leadership: Development and validation of a theory-based measure. Journal of
Management, 34(1), 89-126. https://doi.org/10.1177/0149206307308913

West, B., Ghimire, D., & Axinn, W. (2015). Evaluating a modular design approach to collecting
survey data using text messages. Surv. Res. Methods, 9(2), 111-123. https://www.ncbi.nlm.
nih.gov/pmc/articles/PMC4551499/

Zhao, X., Lynch, J. G,, Jr., & Chen, Q. (2010). Reconsidering Baron and Kenny: Myths and
truths about mediation analysis. The Journal of Consumer Research, 37(2), 197-206. https://
doi.org/10.1086/651257


https://doi.org/10.1177/0265407519836170
https://doi.org/10.1177/0265407519836170
https://doi.org/10.1177/0149206307308913
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC4551499/
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC4551499/
https://doi.org/10.1086/651257
https://doi.org/10.1086/651257

28 O. M. A. ABABNEH AND I. ALNAWAS

Appendix. The measurement instruments used in this study

No. Construct Mean Standard deviation Item Loading CR  AVE
Ababneh et al. (2019) Employee Engagement 0.80 0.57
(20 Items)
1 | am enthusiastic in my job (Emotions and 3.82 .78 787 091 0.54
Activation)
2 When | get up in the morning, | feel | like going 730
to work (Emotions and Activation)
3 | am proud of the work that | do (Emotions and .700
Activation)
5 | feel energetic at my work (Emotions and 716
Activation)
6 | feel positive about my job (Emotions and 734
Activation)
7 At work, | am passionate about my job 770
(Emotions and Activation)
8 I show a great deal of passion while performing .702
tasks (Emotions and Activation)
9 | find the work | do full of meaning and purpose .707
(Emotions and Activation)
My job inspires me (Emotions and Activation) 762
1 Performing my job is so absorbing that | forget 3.31 1.04 861 0.79 0.66
about everything else (Absorption)
13 When | am working, | often lose track of time 758
(Absorption)
This hotel really inspires the very best in me in  3.86 .85 817 0.88 0.64
the way of job performance (Identification)
| speak highly of this hotel to my friends 816
(Identification)
14 | understand how my role relates to the hotel’s .806
goals and objectives (Identification)
| enjoy working toward achieving the 763
organizational objectives (identification)
15 | do my best to solve problems that arise in my 3.31 .92 768 0.80 0.57
job (Discretionary Effort)
16 At work, | persist through challenges 778
(Discretionary Effort)
17 I look for innovative ways to do my job 712
efficiently (Discretionary Effort)
19 | fulfil the assigned responsibilities and duties ~ 3.56 .99 77 0.82 0.70
defined in my job description (Task
Performance)
20 | perform the tasks that are expected to meet .893
performance requirements (Task
Performance)
CIPD (2014) Talent Management (15 Items) 0.81 0.54

(Continued)
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(Continued).

No. Construct Mean Standard deviation Item Loading CR  AVE
1 The hotel assigns special tasks to stimulate 3.90 .85 783 0.93 0.65
learning(Work-based systems)
2 The hotel encourages teamwork. (Work-based .766
systems)
3 The hotel encourages networking (Work-based .787
systems)
4 The hotel uses in-house development 813
programmes (Work-based systems)
5 The hotel applies cross disciplinary project .822
working (Work-based systems)
6 The hotel uses instructor-led off the job training .823
(Work-based systems)
7 At our hotel, we have formal career plans 832
(Work-based systems)
8 The hotel assigns short term international 3.80 .94 816 0.88 0.71
assignments (International assignments)
9 The hotel provides training in international .858
operations (International assignments)
10 The hotel has international project teams .846
(International assignments)
11 At our hotel, we have internal secondment 3.41 1.02 .862 0.86 0.67
(Career portfolio building)
12 At our hotel, we have external secondment .820
(Career portfolio building)
13 The hotel applies job rotation (Career portfolio 779
building)
14 The hotel offers coaching programmes (HRM-  3.28 1.06 .807 0.83 0.71
led systems)
15 The hotel offers mentoring programmes (HRM- 878

led systems)

A. Pantouvakis and Psomas (2016) TQM Implementation 0.88 0.61
(24 Items)
1 The hotel’s management actively participatesin  4.00 .78 .805 091 0.63
quality improvement efforts (Top
management commitment)

2 The hotel’'s management sets the quality issues 810
on the agenda of the managers’ meetings
(Top management commitment)

3 The hotel’s management supports the quality .786
improvement efforts by providing resources
(Top management commitment)

4 The quality policy is taken into consideration in 776
strategic planning (Top management
commitment)

5 The hotel sets quality objectives for managers .844
and employees (Top management
commitment)

6 The hotel’s management gives the authority to 744
employees to manage quality problems (Top
management commitment)

(Continued)



30 O. M. A. ABABNEH AND I. ALNAWAS

(Continued).

No.

Construct

Mean Standard deviation Item Loading CR  AVE

7

10

1"

12

13

14

15

16

17

18

19

20

21

22

23

24

Process and product non-conformities are
detected through internal audits (Process
management improvement)

The critical processes are determined-evaluated
(Process management improvement)

Specific organizational structure has been
formulated to support quality improvement
(Process management improvement)

Quality data is taken into consideration from
managers in the planning and control
process (Process management
improvement)

Educational programs are evaluated (Process
management improvement)

The employees are educated in quality
management and problem solving
techniques (Process management
improvement)

Mistakes are precluded in the process design
(Process management improvement)

Employees are motivated to improve their
performance (Employee quality
management)

Employees who improve quality are awarded
(Employee quality management)

Employees are evaluated (Employee quality
management)

Employees take initiatives (Employee quality
management)

Employees participate in the decision-making
process and in setting quality objectives
(Employee quality management)

The quality policy and objectives are
communicated throughout the hotel
(Customer focus)

Customers are encouraged to submit
complaints and proposals for quality
improvement (Customer focus)

The quality policy is taken into consideration in
strategic planning (Customer focus)

The hotel’s managers/employees are in close
contact with customers (Employee
knowledge)

The employees have knowledge and know-how
(Employee knowledge)

Educational subjects are absorbed by
employees (Employee knowledge)

3.82

3.42

3.57

3.73

.87

.92

.95

91

825

.849

.847

.853

.840

.859

861

.785

.764

.780

790

763

841

.900

874

878

867

.845

0.95 0.720.

0.88 0.60

091 0.76

0.89 0.75

Walumbwa et al. (2007) Authentic Leadership (16 Items) 0.84 0.60

(Continued)
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(Continued).

No. Construct Mean Standard deviation Item Loading CR  AVE
1 My manager can list his/her three greatest 3.75 74 754 0.86 0.61
weaknesses. (Leader self-awareness)
My manager can list his/her three greatest .834
strengths. (Leader self-awareness)
My manager seeks feedback as a way of .808

understanding who he/she really is as
a person. (Leader self-awareness)

My manager accepts the feelings he/she has 710
about him/herself (Leader self-awareness)
2 My manager listens closely to the ideas of those  3.95 75 743 0.89 0.67

who disagree with him/her. (balanced
processing)

3 My manager seek others’ opinions before 856
making up his/her own mind.
(balanced processing)

My manager listens very carefully to the ideas 831
of others before making decisions. (balanced
processing)
4 My manager does not emphasize his/her own 747
point of view at the expense of others.
(balanced processing)
5 My manager’s actions reflect his/her core 3.70 .78 773 0.87 0.63
values.
(internalized moral perspective)

6 My manager does not allow group pressure to .894
control him/her.
(internalized moral perspective)
Other people know where he/she stands on .809
controversial issues. (internalized moral
perspective)
My manager’s morals guide what he/she does .801
as a leader.
(internalized moral perspective)
7 My manager openly share his/her feelings with  3.85 .83 .860 0.88 0.64
others
(relational transparency)
8 My manager lets others know who he/she truly 748
is as a person
(relational transparency)

9 My manager rarely presents a “false” front to 879
others.
(relational transparency)

10 My manager admits his/her mistakes to others. 716

(relational transparency)
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