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Abstract

This study examines the impact of harmonious passion for work on proactive service performance, utilizing employee
engagement and initiative climate as mediating variables within service-sector small and medium enterprises (SMEs) in
Kalimantan. Using an explanatory research design, data were collected via convenience sampling from 546 respondents
across the healthcare, logistics, and hospitality sectors. The data were analyzed using Structural Equation Modeling-
Partial Least Squares (SEM-PLS). The findings reveal that "integration of Engaged Harmonious Passion for Work"
(EHPW)—a novel, second-order construct integrating employee engagement and harmonious passion for work—exerts
a significant positive influence on both initiative climate and proactive service performance. Furthermore, the initiative
climate is found to directly and positively enhance proactive service performance. While employees' tenure alone shows
no direct, statistically significant effect on proactive service performance, it functions as a pure moderating variable.
Specifically, a longer tenure strengthens the positive relationship between EHPW and proactive service performance,
as evidenced by a significant interaction effect. This research contributes to the literature by introducing the EHPW
construct, demonstrating that passion must be paired with active engagement to effectively drive proactive customer
service and institutional growth in emerging economies.

Keywords: Proactive Service Performance, Employee Involvement, Initiative Climate, Harmonious Passion
for Work, SMEs

1. BACKGROUND

The problem with the cooperative and SME sector in East Kalimantan is that the quality of cooperative businesses
could be more optimal, and the productivity of SMEs could be higher. This low productivity is suspected to be related to
the quality of the human resources implemented. Low quality of Human Resources (HR) can tend to reduce proactive
service performance in Small and Medium Enterprises (SMEs) for the following reasons: Limited Competence and
Knowledge, Lack of Initiative and Motivation, Lack of Effective Communication, Lack of Innovation and Creativity,
Lack of Education and Training. Thus, low-quality human resources can cause a decline in proactive service
performance in SMEs due to limited competence, lack of initiative and motivation, lack of effective communication,
lack of innovation and creativity, and lack of education and training.

Proactive customer service is an important strategy in trade and services because it can increase customer satisfaction
and loyalty. This strategy involves proactive actions to help and resolve customer issues before they ask for help, thereby
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improving the overall customer experience. By providing a proactive approach, companies can anticipate customer
needs, resolve problems before they arise, and provide faster and more efficient solutions.

Proactive customer service also allows companies to foster a sense of customer trust and loyalty. When companies
take the initiative to contact customers and help before problems arise, customers feel appreciated and respected. It can
increase customer satisfaction and make them more likely to return to shop or use the company's services. By
implementing proactive customer service, companies can offer products/services while identifying what problems
customers often experience.

In business, customer service agents are needed to provide service to customers. In customer service itself, the term
proactive customer service is used. That strategy provides a preemptive approach to customers before they contact agents
to ask for help. Agents will act proactively to help customers resolve problems. By implementing proactive customer
service, companies can offer products or services that customers are interested in and, at the same time, identify what
problems customers often experience. It will certainly impact customer satisfaction and provide a good experience.

The novelty of this research is the integration of two variables—employee engagement and harmony for work—into
a single new variable, Employee's harmony for work (EHPW). This EHPW will be tested to see whether it influences
proactive service performance.

2. RESEARCH QUESTIONS

Do integration of Employee Engagement and Harmonious Passion for Work (EHPW) have a significant positive
effect on the Initiative Climate? Do integration of Employee Engagement and Harmonious Passion for Work have a
significant positive effect on Proactive Service Performance? Do Initiative Climate have a significant positive effect on
Proactive Service Performance?

3. LITERATURE REVIEW

Proactive service performance is the level of "self-initiated, long-term oriented, and persistent individual service
behaviour that exceeds explicitly specified performance requirements" (Rank et al., 2007). In addition, proactive
service performance variables have been used regularly in hospitality management research (Raub & Liao, 2012).
Proactive service behavior's benefits can positively and significantly impact performance in both the production and
service sectors. This variable makes it possible to become a criterion for employee self-assessment by supervisors
using seven measurement scales, which will be explained in the indicators. An example of the benefits in the
production sector is that it can minimize damage to production equipment or machines because employees with this
proactive level usually act correctly without waiting for orders from their superiors, cleaning and maintaining
machines according to their schedule. This proactive employee will create a machine maintenance schedule even if
a schedule is unavailable. The second example in the customer service sector is that proactive employees can ask
about customer needs and help quickly to meet customer needs, thereby creating a sense of customer satisfaction.
We can conclude from these two examples that this proactive service behaviour can cut equipment repair costs (cost
efficiency) and speed up productivity (effectiveness) in the production sector, while the benefit for the service sector
is increasing customer satisfaction, which can increase the power of "word of mouth" promotions, which can increase
trust and increase the number of customer visits in the following days. In conclusion, the benefits of this proactive
service.

The first proactive service performance indicator is how employees share information with customers to meet
their financial needs. Second, it is about anticipating issues or customer needs and actively developing solutions.
Third, you should use your judgment and understand risks to determine when to make exceptions or solutions for
improvement. Fourth, have a sense of ownership through customer interactions and ensure everything runs smoothly.
Fifth, ensure a smooth transition to other service representatives. Sixth, about collaboration with other departments
to provide solutions to customers. Seventh, how proactive you are in checking whether customer expectations have
been met or exceeded (Rank et al., 2007).

The factors that influence proactive service performance are quite diverse, including employee engagement
(Aslam et al., 2022); initiative personal climate (Raub & Liao, 2012); harmonious passion for work.

The definition of harmonious work passion is part of a person's identity that can create a sense of personal
enjoyment of work so that employees are free to choose how to handle work (Hansen et al., 2014). Passion is defined
as a high-priority goal with an emotionally important outcome. Individuals will spend a lot of time and effort to
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achieve goals they are passionate about (Frijda et al., 1991). Passion theory is a psychological theory that explains
the nature of passion and its effects on human behaviour. This theory shows that passion is a strong tendency or
desire for an activity, object, or person considered meaningful and valuable (Vallerand, 2016).

The benefit of employees who have harmonious work passion is that they can facilitate the experience of positive
influences both when and after carrying out their duties. Harmonious work passion can more effectively capture the
psychological process of internalization of contextual autonomy support and individual autonomy orientation, which
can balance involvement in one's work so that one can carry out work joyfully and have the freedom to be responsible.

Indicators of harmonious work passion are measured through indicators using a seven-point Likert scale. There
are six indicators of harmonious work passion: how to experience different experiences from your current work.
Second, new things at work make it possible for individuals to appreciate them more. Third, current work can be felt
as an unforgettable experience. Fourth, feel that your current job reflects the qualities you like. Fifth, is the job
currently being undertaken in harmony with other activities in the individual's life? Sixth, feeling the current job is
a passion that can be controlled (Vallerand et al., 2003).

Factors influencing harmonious work enthusiasm are a high commitment from leaders to implementing HR, such
as selecting appropriate personnel, quality training, performance development assessments, giving rewards to
individuals, and externally fair rewards. The variables that form factors that influence work passion are similar to the
principles of justice found in transformational leadership. So, employees who have a harmonious passion for work
can be influenced by transformational leadership, or in other words, harmonious passion for work can be a mediating
variable between leadership and employee engagement.

Employee Engagement is "a distinct and unique construct consisting of cognitive, emotional, and behavioural
components related to an individual's role performance." According to this approach, employee engagement involves
not only attachment to the organization but also attachment to the job. Employee engagement can be directed to
influence individual performance results and company performance (Aslam et al., 2022; Shuck et al., 2017).
Employee engagement is the level of an employee's positive, active, and work-related psychological state represented
by the simultaneous investment of his or her cognitive, emotional, and physical energy in performance outcomes.
The importance of this construct as a motivational state concerning SDT (self-determination theory) is evident from
(Meyer & Gagne, 2008), who states that "employee engagement from the perspective of self-determination theory
(SDT)," in which they explain the general theoretical basis of employee engagement and autonomous motivation. The
Job Demands-Resources Model (JD-R) theory proposed by Wilmar Schaufeli and Arnold Bakker explains how job
demands and resources can influence job engagement.

Indicators of employee engagement with work are measured using three main constructs: physical engagement,
emotional engagement and cognitive engagement (Rich et al., 2010). Measurement of indicators through indicators
uses a seven-point Likert scale. The first indicator of physical engagement is measured with six indicators, which
include the statements "I work with intensity at my work", "I put full effort into my work", "I devote much energy to
my work", "I try to do my best to do my job well", "I try as hard as I can to complete my work", "I put much energy
into my work". The second indicator of emotional engagement includes the statements "I am enthusiastic about my
work", "I feel energetic at my work", "I am interested in my work", "Tam proud of my work", "I feel positive about
my job," and "I am happy with my job." The third indicator about cognitive engagement is measured by the statement
indicators "My mind is focused on my work", "I pay much attention to my work", "I focus much attention on work",
"I am absorbed by work me", "I concentrate on my work", and "I devote much attention to work".

Climate initiatives describe the phenomenon of proactive, persistent, and self-starting workers who overcome
obstacles to achieve Goals and realize long-term plans. A climate of initiative is a way to reduce communication
barriers that hinder the diffusion of knowledge throughout the team. In addition, the initiative climate implemented
can connect knowledge with various scientific disciplines (Liu et al., 2021).

The theories used in this climate initiative are learning and social exchange theories. Organizational learning theory
proposes that organizations can learn and adapt to their environment through a learning process that involves
individuals and groups within the organization. This theory emphasizes the importance of organizational learning in
improving organizational performance and effectiveness (Yukl, 2009).

Social exchange theory is a theory that proposes that participation in exchange behaviour is influenced by the
belief that the costs incurred will be justified by the rewards received. In the context of work teams, employee
behaviour is influenced by how they perceive the safety of the work environment and interactions with other team
members. This theory emphasizes the importance of social relationships and mutual trust in improving the
performance of teams and organizations. Another theory that could be a grand theory that approaches social exchange
theory is the theory of Symbolic Interactionism. This theory explains that human behaviour is shaped by the meanings
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and symbols people use to interact with each other and the world around them. According to this theory, people create
and interpret symbols through interactions, shaping their behaviour and social reality. This theory emphasizes the
importance of social interaction and communication in shaping human behaviour and suggests that people are active
agents in creating and interpreting their social world. Symbolic Interactionism theory is often used in qualitative
research to understand how people make sense of their experiences and construct their social reality through
interactions with others.

The benefit of an initiative climate is that it can send signals to front-line (service) employees about changes in
their work roles, and taking the initiative to anticipate or initiate changes in their work roles in a self-directed manner
is behaviour that is expected and rewarded by the organization (Raub & Liao, 2012). Taking initiative habits can
prevent errors and reduce potential problems that disrupt production. Initiatives are also actions and ideas that help
production start itself. Even if no people are around to help or give orders, they can be handled well so that this
initiative climate can improve overall organizational performance (Baer & Frese,2003).

There are four indicators of this initiative climate: the ability to solve problems without waiting to be told by
superiors. Second, be willing to try new ways of serving guests. Third, overcoming the root causes of problems in
the service so that they do not happen again. Fourth, being able to solve service-related problems continuously (Liu
et al., 2021; Raub & Liao, 2012)

The factors that influence the climate of this initiative can be seen from the indicators used to measure it. The
language in these indicators shows that there are orders or encouragements for people to take the initiative, so
this initiative climate is not automatically formed. The motivation to act is an order from other people, be it
colleagues or leaders, so it can be concluded that this initiative climate is formed by leadership. Besides that,
engagement in proactive behaviour implies the ability to detect the need for proactivity and the desire to act (the
initiative is clearly instructed by the supervisor (Raub & Liao, 2012).

When employees feel that their work has a different experience so that they do not get bored and feel that their
work is an unforgettable experience, at that point, a harmonious work passion will arise. Employees who feel that
their work has become their passion will form an attachment to their work. Thus, the relationship between harmonious
work passion greatly influences employee engagement. On the other hand, employees need to feel that their work is
part of their passion for physical, emotional and cognitive engagement. In general, people who do not have passion
for their work only come to work and go home to carry out work to discharge their obligations as employees. On the
other hand, they may do other work outside of working hours, which is their passion.

The Passion for Work Assessment Model Theory is the appropriate theory to explain harmonious passion for
work towards an initiative climate in human resources research. This theory emphasizes that a harmonious passion
for work can influence employee performance and a proactive and innovative work climate. Vallerand (2016) in his
research explains that harmonious passion for work is a condition where individuals feel autonomously involved and
uphold principle values in carrying out their duties as employees. Individuals with a harmonious passion for work
tend to respond more proactively and innovatively to create a supportive work climate. Thus, the Passion for Work
Assessment Model Theory can be used to explain how harmonious passion for work contributes to the development
of a supportive initiative climate in the context of human resources research.

Previous research on self-determination theory (SDT) states that harmonious passion has been proven to lead to
higher levels of performance, persistence, initiative and creativity (Vallerand et al., 2003). Furthermore, the influence
of the two types of passion will extend to the conditions experienced during activity involvement (Meyer & Gagne,
2008).

Passion is a strong inclination to engage in activities that people enjoy, consider important, and invest time and
energy. Harmonious passion refers to the inner ability that makes individuals engage in activities they like. This
behaviour promotes strong adaptation so that people can take initiative at work. People engage in a variety of
activities in hopes of satisfying the basic psychological needs of autonomy (the desire to feel a sense of personal
initiative), competence (the desire to interact effectively with the environment), and relatedness (the desire to feel
connected to significant others).

Previous research on self-determination theory (SDT) states that harmonious passion has been proven to lead to
higher levels of performance, persistence, initiative and creativity (Vallerand et al., 2003). Similar compensatory effects
of team/unit support for autonomy on the relationship between individual autonomy orientation and harmonious
passion. Individuals with a strong autonomy orientation naturally tend to take the initiative, seek interesting and
challenging activities, and feel responsible for their own behaviour (Deci et al., 2017; D. Liu et al., 2011).
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Based on the results of previous research and existing theoretical studies, the following research hypothesis was
formulated:

H1: Employee Engagement and Harmonious Passion for Work (EHPW) have a significant positive effect on the
Initiative Climate.

Employees who act proactively in providing services are not only formed from orders from their leadership but
also because the work they are currently undertaking provides new, enjoyable experiences and creates a sense of
satisfaction, thus making the relationship between employees and this work very harmonious. Employees who reach
the point of imbuing their work will be proactive in acting correctly on their own, even without other people seeing
them and without any instructions from the leadership.

The appropriate theory to explain the relationship between Harmonious Passion for Work (HPW) and proactive
service performance in human resource research is Social Exchange Theory (SET), which emphasizes that employees
who feel involved emotionally, cognitively and behaviorally with their work and organization tend to show proactive
behaviour in providing services.

According to SET theory, employees who feel actively involved tend to respond more proactively in providing
services because they feel emotionally connected and motivated to contribute positively to the organization. Thus,
this theory can be used to explain how HPW contributes to improving proactive service performance in the context
of HR studies. HPW is a state that includes autonomous employee involvement, engaging in self-controlled
activities, and implementing high-perceived values. Employees who have HPW tend to be more engaged and
motivated to contribute positively to the organization, which can positively impact the company's overall
performance through improving service quality and employee loyalty.

Supported by previous research regarding Candidates with a higher tendency to seek interesting and challenging
activities, they take the initiative to solve problems and have a stronger autonomy orientation. They are more likely
to be harmoniously passionate about their work, and therefore, they will be more creative (D. Liu et al., 2011).
Further empirical support for the main argument of the proactive motivation model—all three motivation pathways
(the "can do" pathway, the "reason to" pathway, and the "energized to" pathway) are important for understanding the
extent to which employees engage in proactive behaviour (Parker et al., 2010), this form of behaviour shows that
people who are passionate about their work will tend to have higher initiative.

For employees attached to work physically, emotionally, and cognitively, all their behaviour will flow
automatically without being told. The characteristics of people physically attached to work are putting in full effort,
devoting much energy, and trying as hard as possible to complete the work. Then, the characteristics of people who
are emotionally attached to their work are that they always feel energetic, interested, proud, happy, and pay much
attention to their work. Then the last characteristic of cognitively engaged people is that they focus a lot of attention
and concentrate on their work. Of all the characteristics mentioned by the employee engagement indicators, these are
the characteristics of proactive people in carrying out their work; for example, one job provides repair services and
services to customers. Thus, it can be concluded that employee engagement can influence proactive service
performance. The social exchange theory is the appropriate theory to explain the relationship between employee
engagement and proactive service performance in HR studies. It emphasizes that employees who feel emotionally,
cognitively, and behaviorally involved in their work and organization tend to behave proactively in providing
services. According to social exchange theory, actively involved employees tend to respond more proactively when
providing services because they feel emotionally connected and motivated to contribute positively to the
organization. Thus, this theory can be used to explain how employee involvement contributes to the improvement of
the proactive service performance of service sector employees.

It is supported by previous research, which confirms that employee engagement is very important for the
success of any organization in today's dynamic and competitive environment (Marcus & Gopinath, 2017; Chitra
& Munivenkatappa, 2017; Zhang et al., 2014).

H2: Employee Engagement and Harmonious Passion for Work have a significant positive effect on Proactive
Service Performance.

The proactive level of employees working in customer service can be seen from the actions they take correctly
without being told. These proactive actions depend largely on their initiative without customers, coworkers, or even
their superiors asking them. This initiative climate fosters motivation to behave proactively. In this era of
digitalization and Industrial Revolution 4.0, changes in work environment conditions have occurred, with
formalization through job descriptions and standard and detailed operating procedures that can only capture a small
part of the scope of behaviour required for employees to do their work effectively.
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The appropriate theory to explain the relationship between climate initiatives and proactive service performance
in human resources research is the Theory of Planned Behavior. This theory emphasizes that a person's behaviour is
influenced by his intention to carry out that behaviour, which is determined by attitudes, subjective norms, and
behavioural control. In the context of climate initiatives and proactive service performance, the TPB can be used to
understand how attitudes toward initiatives and subjective norms in the workplace influence employees' intentions to
demonstrate proactive service performance. For example, positive initiatives can increase employees' intentions to
display proactive behaviour. For example, positive initiatives can increase employees' intentions to display proactive
behaviour in service. A research study shows the importance of initiative in improving employee performance.
(Dianto et al., 2022) Also supports the theoretical argument that HR management systems can influence employee
proactive behavior. These findings link climate initiatives to proactive service performance because initiatives
supported by a good HR management system can encourage proactive behaviour in the workplace. Therefore, we can
understand the context of proactive service performance through the Theory of Planned Behavior approach and the
research findings.

The proactive motivation model (Parker et al., 2010) argues that proactive behaviour is motivated, conscious,
and goal directed. Individuals anticipate desired future outcomes and develop strategies to obtain these outcomes
(goal generation). They then mobilize and behave in ways that achieve these outcomes (goal striving). A climate of
initiative provides this rationale for motivating and answering employee questions, such as "Do I want to be
proactive in serving customers?" and "Why should I be proactive in serving customers?". When service employees
perceive a climate of high initiative in the establishment, they realize that personal initiative on the part of customers
is highly expected, desired, and valued by management to achieve the organization's goals of high-quality service.
Perceptions such as This thus provide a strong rationale for motivating employees to take the initiative and engage
in proactive service performance to comply with these behavioural expectations and reap appropriate results.

The relationship between initiative climate and proactive service performance is supported by (Liu et al., 2020),
who states that "innovation alone will not be enough; therefore, a climate for initiative and process innovation is
needed to improve company performance." Based on the results of previous research and existing theoretical studies,
the following research hypothesis was formulated:

H3: Initiative Climate has a significant positive effect on Proactive Service Performance

4. RESEARCH METHOD

The type of study is explanatory research. A total of 546 respondents participated in this study. They are employees
working in health services, logistics, and hotels. Convenience sampling is used in the sampling method. The advantages
of convenience sampling are: (1) Easy and fast, because samples are taken from populations that are easily
accessible, (2) Lower costs compared to other sampling methods because it does not require a lot of resources, (3)
Practical and very useful for exploratory research or initial trials where the researcher wants to get a general idea or
test an initial hypothesis, (4) Flexibility in sampling because the researcher can easily adjust the sample according to
research needs without many logistical obstacles. Proactive service performance is measured using a seven-point
Likert scale. using indicators taken from (Rank et al., 2007) Initiative climate is measured using a seven-point Likert
scale. with measurement through instruments according to (Raub & Liao, 2012). Employee engagement is measured
using a seven-point Likert scale with measurement via instruments (Rich et al., 2010). Harmonious Passion for Work
is measured using a seven-point Likert scale with measurement using an instrument. Data was collected using a
questionnaire survey. SEM-PLS is used to process data.

5. RESULT

The profiles of the respondents are as follows

Table 1. Demographic Profiles

Frequency Percent Valid Percent Cumulative
Percent
Gender | Female 378 69.2 69.2 69.2
Male 168 30.8 30.8 100.0
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Total 546 100.0 100.0

Age 18-20 Years Old 37 6.8 6.8 6.8
21-30 Years Old 214 39.2 39.2 46.0
31-40 Years Old 166 30.4 30.4 76.4
41-50 Years Old 107 19.6 19.6 96.0
51-60 21 3.8 3.8 99.8
Above 60 Years Old 1 2 2 100.0
Total 546 100.0 100.0

Service | Health 415 76.0 76.0 76.0

Fields Logistic 59 10.8 10.8 86.8
Hotels 42 7.7 7.7 945
Others 30 5.5 5.5 100.0
Total 546 100.0 100.0

Tenure |Below 5 Years 262 48.0 48.0 48.0
5 Years - <10 Years 57 10.4 10.4 58.4
10 Years - <15 Years 62 114 114 69.8
15 Years - <20 Years 78 14.3 14.3 84.1
20 Years and above 87 15.9 15.9 100.0
Total 546 100.0 100.0

Educatio | High School 152 27.8 27.8 27.8

n Level Higher Education 394 72.2 72.2 100.0
Total 546 100.0 100.0

Table 2. Variable: Engaged Harmonious Passion for Work

N Minimum|Maximum Mean Std. Deviation|Variance

Statistic| Statistic | Statistic |Statistic|Std. Error|  Statistic Statistic
EE1 (indicator 1) 546 1.33 7.00 5.9683 | .03116 12807 .530
EE2 (indicator 2) 546 1.33 7.00 5.0333 | .05247 1.22598 1.503
EE3 (indicator 3) 546 1.83 7.00 5.3611 | .05219 1.21949 1.487
HPW?1 (indicator 1) 546 1.00 7.00 5.0156 | .06165 1.44064 2.075
HPW?2 (indicator 2) 546 1.00 7.00 5.2793 | .06601 1.54246 2.379
HPW3 (indicator 3) 546 1.00 7.00 4.9368 | .06195 1.44760 2.096
Employee Engagement | 546 244 7.00 5.4542 | .03681 .86018 740
Harmonious Passion 546 2.00 7.00 5.0772 | .04946 1.15580 1.336
for
Work
Engaged Harmonious 546 2.72 7.00 5.2657 | .03855 90072 811
Passion for Work
Valid N (listwise) 546
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Table 3. Variable: Initiative Climate

N Minimum | Maximum Mean Std. Deviation | Variance
Statistic | Statistic | Statistic | Statistic | Std. Error Statistic Statistic
IC1 (indicator 1) 546 1.00 7.00 49881 .05783 1.35130 1.826
IC2 (indicator 2) 546 1.00 7.00 4.6474 .06255 1.46167 2.136
IC3 (indicator 3) 546 1.00 7.00 5.3324 .06021 1.40700 1.980
Initiative Climate | 546 1.50 6.83 4.9893 .04901 1.14523 1.312
Valid N (listwise) | 546

Table 4. Variable: Proactive Service Performance

N Minimum | Maximum Mean Std. Deviation | Variance

Statistic | Statistic | Statistic | Statistic | Std. Error Statistic Statistic
PSP1 (indicator 1) 546 1.00 7.00 5.2775 .05920 1.38320 1.913
PSP2 (indicator 2) 546 1.00 7.00 5.5275 .05794 1.35395 1.833
PSP3 (indicator 3) 546 1.00 7.00 5.2262 .05641 1.31806 1.737
PSP4 (indicator 4) 546 1.00 7.00 5.2564 .05919 1.38312 1.913
PSP5 (indicator 5) 546 1.00 7.00 5.3654 .05781 1.35074 1.825
Proactive Service 546 1.00 7.00 5.3306 .05238 1.22389 1.498
Performance
Valid N (listwise) 546

Table 5. Outer Loading

Original Sample | Sample Mean | Standard Deviation T Statistics | P Values
() (M) (STDEV) (I0/STDEVI)

EE1 <- Employee Engagement 0.707 0.707 0.029 24.153 0.000
EE2 <- Employee Engagement 0.809 0.810 0.018 44.602 0.000
EE3 <- Employee Engagement 0.878 0.878 0.010 88.304 0.000
HPW1 <- Harmonious Passion for 0.786 0.787 0.023 34.407 0.000
Work

HPW?2 <- Harmonious Passion for 0.800 0.799 0.019 43.081 0.000
Work

HPW3 <- Harmonious Passion for 0.759 0.759 0.021 36.512 0.000
Work

IC1 <- Initiative Climate 0.756 0.756 0.032 23.940 0.000
IC2 <- Initiative Climate 0.844 0.843 0.019 43.568 0.000
IC3 <- Initiative Climate 0.838 0.836 0.021 40.115 0.000
PSP1 <- Proactive Service 0.864 0.866 0.017 51.958 0.000
Performance

PSP2 <- Proactive Service 0.916 0.917 0.011 79.815 0.000
Performance

PSP3 <- Proactive Service 0.927 0.927 0.008 114.265 0.000
Performance
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PSP4 <- Proactive Service 0.922 0.920 0.010 91.430 0.000
Performance
PSP5 <- Proactive Service 0.878 0.875 0.016 54.252 0.000
Performance
Ic2
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Figure 1. Measurement Model
Table 6. Direct Effect and Interaction Effect
Original Sample Standard T Statistics P
Sample (0) Mean (M) Deviation (|0/STDEV|) | Values
(STDEV)
1. EHPW -> EE (reflective) 0.898 0.898 0.009 94.956 0.000
2. EHPW -> HPW (reflective) 0.882 0.882 0.010 85.149 0.000
3. EHPW -> IC (formative) 0.359 0.360 0.038 9.572 0.000
4, EHPW -> PSP (formative) 0.276 0.279 0.051 5.376 0.000
5. IC -> PSP (formative) 0.206 0.205 0.048 4.273 0.000
6. | Tenure -> PSP (formative) -0.027 -0.028 0.043 0.632 0.528
7. EHPW*Tenure -> PSP 0.109 0.110 0.044 2.484 0.013
(formative)
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6. DISCUSSION

Employee Engagement-Harmonious Passion for work (EHPW) has a positive significant effect on initiative
climate. This finding is following a study (Zhao X.R et al., 2023 that explains that a supportive climate fosters higher
levels of employee engagement, which in turn positively impacts performance outcomes (Zhao X.R et al., 2023). Saks
emphasizes that perceived organizational support is a crucial predictor of both types of engagement, suggesting that
employees who feel supported by their organization are more likely to be engaged in their jobs (Saks, A.M.
2019; Saks et al, 2021). Employee engagement is a mental state that indicates how motivated and emotionally
connected an employee is to their job. Engaged workers will be inspired to give their utmost effort and more inclined
to take the lead in addressing issues or completing assignments. SDT affirms this idea by stating that significant
engagement happens when fundamental needs, particularly autonomy and competence, are fulfilled. When employees
believe their psychological needs are fulfilled, they are more prone to create an environment that encourages creativity
and initiative.

As per SDT, having harmonious passion leads employees to be driven by internal motivation and a desire to achieve
goals in a fulfilling manner. This strong desire will help foster a positive atmosphere as employees with harmonious
passion see work as a crucial aspect of who they are. They are also more inclined to take the lead and demonstrate a
proactive approach in different tasks and challenges.

According to the Job Demands-Resources Model (JD-R), employee engagement and harmonious passion are seen
as resources that boost employee energy and resilience when dealing with work challenges. This theory suggests that
workers who possess sufficient resources like cohesive involvement and enthusiasm will be more equipped to handle
workplace pressures. Consequently, they actively contribute to fostering a climate of initiative in the workplace, where
employees are encouraged to take risks and innovate without fearing failure or repercussions.

Significant findings of the study (novelty) are employee engagement-harmonious passion for work (EHPW) effect
on initiative climate. EHPW is a new construct that never found in the previous research study. It turns out that
harmonious passion for work must be followed by employee involvement to be able to improve the initiative climate
in an SMEs. Without employee involvement, climate initiatives are less meaningful.

This finding is suitable with previous research findings ((Pratama, et al, 2024; Benitez et al, 2023; Lyu, et al.,
2016., Sun, Z., 2023., Gulyani G, 2017) that indicate employees with harmonious passion are more likely to exhibit
proactive behaviors, leading to improved performance outcomes, including proactive service performance.

SDT and JD-R suggest that employees with high levels of employee engagement and harmonious passion for their
work are more likely to proactively take initiative in their work environment. This situation leads to establishing a
positive environment for initiatives within the organization, enabling employees to feel encouraged and empowered
to take action. By fostering initiative in the workplace, organizations can establish a culture of innovation and
adaptability that boosts their performance and competitiveness in the long run.

Employee engagement and harmonious passion for work's impact on proactive service performance in SMEs can
be understood through the job demands-resources model (JD-R). This theory argues that work-related assets like
colleague support, chances for growth, and freedom can boost worker involvement, leading to better job performance.
A harmonious passion for work is a psychological asset that enables employees to deal with work obligations without
experiencing stress. When employees of SMEs have strong engagement and a shared passion for their work, they are
more equipped to tackle work challenges effectively and sustain high proactive service performance. This is another
crucial finding (novelty) of this research.

In general, SDT and JD-R offer a solid theoretical basis for comprehending how employee engagement and
harmonious passion motivate employees to perform service tasks proactively. High levels of participation and
synchronized enthusiasm lead to employees experiencing a feeling of autonomy and contentment in their roles,
motivating them to enhance their contributions to the company. These models demonstrate that enhancing service
quality through proactive service performance hinges on resource development and meeting employees' psychological
needs.

Initiative climate has a positive and significant on proactive service performance. This finding is in line with a
study conducted on Small and Medium Enterprises (SMEs), which revealed that transformational leadership
significantly enhances proactive service performance (Pratama et al., 2024). Other studies also demonstrated that an
effective initiative climate engages employees and enhances their proactive behaviors, improving overall service
performance (Aslam et al., 2022). Raub, S., & Liao, H.,2012) found that when employees perceive a supportive
initiative climate, their self-efficacy is enhanced, leading to improved proactive service performance.
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Social Cognitive Theory (SCT) and the idea of psychological climate are the theories that best explain how
initiative climate affects proactive service performance. In this setting, initiative climate refers to an environmental
factor that impacts how employees view support for taking initiative at work. As stated in Social Cognitive Theory,
when employees feel supported in taking the initiative, they are more likely to engage in proactive behavior due to
their sense of autonomy and encouragement to assume extra duties. Support from the environment that backs this
program boosts employees' self-assurance and capability, motivating them to deliver top-notch proactive service.

Psychological climate theory can also elucidate how proactive service performance is related to the initiative
climate. Psychological climate pertains to how employees view different work environment elements, such as
assistance, impartiality, and freedom. When the atmosphere for taking the initiative is favorable, employees will
perceive the organization as supportive of their proactive actions. This upbeat attitude encou rages employees to engage
in service activities and increase their contributions, resulting in proactive service performance. Encouraging
employees to take the initiative in the workplace helps them feel safe, leading to increased courage and creativity in
dealing with challenges in serving others.

In terms of service performance, a favorable initiative climate motivates employees to not only finish given tasks
but also to proactively seek creative ways to assist customers. Social Cognitive Theory suggests that behavior is
impacted by both social and cognitive rewards, meaning that workers encouraged to take the lead will have the drive
to seek out innovative ways to enhance their performance. Workers in a positive atmosphere of initiative will be
motivated to comprehend customer needs better and determine the most effective means to fulfill those needs, leading
to enhanced proactive service quality.

This finding is compatible with previous empirical research (Aslam et al., 2022; Yu, 2018; Kilic and Gok, 2022;
Hassi et al., 2021) that when employees experience a supportive initiative climate, their engagement levels rise, which
subsequently drives their proactive service actions. The study emphasized the importance of fostering an initiative
climate and high levels of employee engagement to achieve superior service outcomes.

In line with Self-Determination Theory, employees who exhibit high engagement and harmonious passion at work
perceive their job as a significant aspect of their identity and experience intrinsic satisfaction and motivation. This
involvement and enthusiasm meet employees' psychological needs for independence, skill, and connection, causing
them to be more inspired to perform at their highest level. Nevertheless, for engagement and passion to translate into
proactive service performance, the company must foster a proactive initiative climate that empowers employees to
take proactive actions. A proactive environment enables engagement and passion to manifest in service actions.

Within the framework of Social Cognitive Theory, an initiative climate serves as a setting that offers
encouragement to employees to take initiative. Employees are more likely to feel confident and supported in being
proactive when they believe their workplace encourages taking initiative. Therefore, proactive service performance is
linked to employee engagement and harmonious passion through the initiative climate. Without a robust initiative
environment, employees may find it difficult to show their involvement and enthusiasm in their work openly. Climate
initiative also enables converting employee engagement and harmonious passion into tangible actions in everyday
work. Employees who believe the organization backs new ideas will be inspired to innovate in service provision. This
conducive environment enables them to turn their commitment and interest into creative, adaptable, and surpassing
customer service actions, which are crucial for proactive service delivery. In this scenario, the positive
atmosphere enables employees to channel their enthusiasm and collaborative drive towards better customer service.

Furthermore, fostering a proactive climate can support the continued effectiveness of employees' engagement and
harmonious enthusiasm for service delivery. Employees will feel at ease and driven to innovate and take risks without
fear of failure due to a supportive initiative climate. This contributes to sustaining proactive service performance in the
long run, as employees perceive continuous support from a favorable work atmosphere for their initiatives. In general,
initiative culture plays a role in facilitating proactive service performance by employees through supporting their
proactive behaviors, which are influenced by their engagement and passion for work. In an environment that fosters
creativity, employee involvement and enthusiasm for their job serve as a personal drive and result in delivering
exceptional, inventive, and top-notch services to clients.

Research indicates that engaged employees tend to exhibit harmonious passion, defined as a strong inclination
towards work that individuals find enjoyable and meaningful. This passion allows employees to balance their work
with other life activities, fostering a positive work environment and enhancing overall performance. Both employee
engagement and harmonious passion for work play a significant role in proactive service performance by fostering
intrinsic solid motivation. Workers with high engagement levels demonstrate dedication, enthusiasm, and commitment
to their tasks, which drives them to surpass customer expectations with exceptional service. At the same time, a
harmonious passion for work signifies a healthy and optimistic enthusiasm for one's job, where workers see their work
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as a vital component of their identity that does not clash with other areas of their lives. The strong motivation for
employees to act proactively in service by being proactive in finding solutions or offering additional services to
customers is generated through a mix of deep engagement and harmonious passion.

Time in a position can also impact proactive service performance, mainly due to accumulating more experience and
knowledge over time. Workers with more tenure typically possess a more thorough comprehension of goods, services,
and client requirements and greater certainty in seizing opportunities. Greater work experience is frequently beneficial
in assisting employees to handle challenges and unforeseen circumstances efficiently, enabling them to deliver more
proactive services. Nevertheless, to ensure proactive service performance remains consistent, it is essential to combine
this work period with employee engagement and enthusiastic dedication. This will help keep employees motivated to
innovate and show initiative, regardless of their tenure at the company.

Length of time working for a company does not necessarily improve motivation or drive to act proactively, so
tenure does not always impact proactive service performance. This is one of the important findings of this study.
Proactive service performance goes beyond experience and also demands intrinsic motivation, engagement, and
determination to surpass ordinary duties. While tenure can enhance knowledge and skills, it does not always correlate
with the willingness or capacity to take the lead. Lack of employee engagement and harmonious passion for work may
result in tenure alone leading to employees who are more routine and less inclined to actively pursue new opportunities
to enhance their service. Furthermore, prolonged service may lead to employees feeling overly at ease or disinterested,
potentially decreasing their motivation to take initiative. Sometimes, long-term employees may become comfortable
with their familiar routines and working methods, which can lead to a lack of motivation to explore new ideas or take
initiative in improving their service. This indicates that while tenure contributes to experience, motivational elements
like employee engagement and harmonious passion for work are still essential to boost proactive service performance.

7. CONCLUSION

1. Employee Engagement formed Engaged Harmonious Passion for Work (reflective second-order construct).
2. Harmonious for Work formed Engaged Harmonious Passion for Work (reflective second-order construct).

3. There is a positive significant direct effect of Engaged Harmonious Passion for Work on Initiative Climate.
4

Engaged Harmonious Passion for Work on Proactive Service Performance has a positive significant direct
effect.

9]

Initiative Climate has a positive significant direct effect on Proactive Service Performance.

6. There is No significant direct effect of Tenure on Proactive Service Performance (non-significant effect of
Tenure as a moderating variable).

7. Engaged Harmonious Passion for Work and Tenure Have a Positive, Significant Interaction Effect on
Proactive Service Performance (Tenure is a Pure Moderating Variable).

8. LIMITATION OF THE STUDY

The characteristics of respondents in this study indicate a high level of employee engagement and harmonious
passion for work, but this may not reflect the conditions of employees in other service sectors or different conditions,
where factors such as organizational culture, management, and economic conditions may play a role. This research
method uses cross-sectional, which provides an overview at one point. This means that changes over time or under
different conditions cannot be measured, limiting the ability to make long-term generalizations. Individual variations in
response to research may be influenced by personal preferences and unique needs, which may not be represented in
the results of this study.

9. THEORETICAL IMPLICATIONS

Theories about Harmonious passion for work provide a major contribution to achieving business sustainability in
service sector SMEs. In the context of harmonious passion theory, the focus is on how passion influences individual
behavior, motivation and well-being with the following approach: (1) Identifying Employee Passion Types; (2) The
Impact of Passion on

269



Z{)’: ‘IN§D‘Y‘M M A e-1SSN: 3047-857X
Proceedings of the International Symposium on Management (Volume 23, 2026)

Employee Proactive Performance, The Effect of Passion on Employee Engagement; (3) Seeing how passion is
related to employee creativity and innovation; (4) Analyze the factors that influence employee passion levels; (5)
Understanding how passion influences initiative climate which in turn can help in identifying proactive service
performance; (6) Researching ways to develop harmonious passion; (7) Understanding how passion influences
teamwork and collaboration between employees can provide insight into the impact of passion in team dynamics; (8)
Analyzing how passion influences the work initiative and proactivity of SMEs employees can help researchers
understand whether passion can stimulate positive action. Integrating Passion Theory in research will provide a unique
perspective on how employees' passion and intrinsic motivation influence their behavior in human resource
management.

The SDT (self-determination theory) approach contributes to SMEs in the service sector to understand intrinsic
motivation, namely the drive that arises from within the individual, such as interest, personal satisfaction and a sense
of achievement. Then understand the extrinsic motivation (material rewards) that humans need and how to increase
employee engagement and performance. In the context of human resource management research, several approaches
to SDT theory that may be used are as follows (1) SDT theory emphasizes the importance of meeting three basic
human needs: autonomy (freedom to control their own actions), competence (feeling effective in their actions), and
relationships (feeling connected to others);

(2) SDT theory can be used to analyze factors that support creativity and innovation in the context of human
resource management. Factors such as autonomy at work, support from superiors, and an environment that supports
freedom of expression can encourage employee creativity; (3) SDT theory also proposes that meeting basic needs and
levels of motivation can influence employees' emotional and cognitive responses to their work. Your research might
explore how certain factors can influence employees' levels of satisfaction, stress, and emotional attachment to their
jobs.

10. RECOMMENDATIONS

For SME:s in the service sector in East Kalimantan, they need to understand the importance of

(1) encouraging employees to be able to have high initiative, making employees comfortable at work, able to survive
for the long term, preparing themselves before work and being responsible in carrying out their roles, so that they can
provide proactive service to customers; (2) Improved work-life balance by adopting practices that support employees
in achieving balance between work and personal life; (2) Improving the quality of employee service to customers and
creating a better experience for customers; (3) Improved effective time management, micro-entrepreneurs can adopt
strategies to better manage their time; (4) Improve customer and community relations by building better relationships
with consumers and society as a whole.

The Department of Cooperatives, MSMEs, and Industry can collaborate with the Department of Health and the
Department of Tourism to assist in various matters, including (1) Optimizing human resource management through the
implementation of identified best practices to improve employee management and recruitment. , training, and
development; (2) Developing a positive organizational culture by creating an environment that supports
collaboration, creativity, and innovation; (3) Increasing employee involvement by increasing employee motivation,
involvement, and loyalty; (4) Improving innovation practices by formulating innovative practices that help them
remain competitive. By applying the implications resulting from this research, cooperatives, MSMEs, and industry can
optimize their human resource management, improve service quality, and create a more productive and sustainable
work environment.

ACKNOWLEDGMENT

The author would like to thank Universitas Negeri Malang for giving a Matching fund research grand in the
academic year of 2024 with contract number 18.4.73/UN32.14.1/LT/2024

REFERENCES

Aslam, M.Z., Fateh, A., Omar, S. and Nazri, M. (2022), "The role of initiative climate as a resource
caravan passageway in developing proactive service performance", Asia-Pacific Journal of Business
Administration, Vol. 14 No. 4, pp. 691-705. https://doi.org/10.1108/APJBA-09-2021-0454

Benitez M, Orgambidez A, Cantero-Sanchez FJ, Ledn-Pérez JM. Harmonious Passion at Work: Personal
Resource for Coping with the Negative Relationship between Burnout and Intrinsic Job Satisfaction in

270


https://www.emerald.com/insight/search?q=Muhammad%20Zia%20Aslam
https://www.emerald.com/insight/search?q=Adnan%20Fateh
https://www.emerald.com/insight/search?q=Safiah%20Omar
https://www.emerald.com/insight/search?q=Mohammad%20Nazri
https://www.emerald.com/insight/publication/issn/1757-4323
https://www.emerald.com/insight/publication/issn/1757-4323
https://doi.org/10.1108/APJBA-09-2021-0454

“INSYMA e-1SSN: 3047-857X
““““““““““““““““““““““““““““ Proceedings of the International Symposium on Management (Volume 23, 2026)

Service Employees. Int J Environ Res Public Health. 2023 Jan 5;20(2):1010. doi:
10.3390/ijerph20021010. PMID: 36673766; PMCID: PM(C9859307.

Chitra, N., & M. (2017). An empirical study on employee engagement and its effect on demographic
variables in electronic industries in India. International Journal of AcademicResearch and
Development, 2(4), 66—73.

Deci, E. L., Olafsen, A. H., & Ryan, R. M. (2017). Self-determination theory in work organizations: The state
of a science. Annual Review of Organizational Psychology and Organizational Behavior, 4, 19—43.

https://doi.org/10.1146/annurev-orgpsych-032516-

113108

Dianto, R., Rahmat, A., & Arizal, N. (2022). Efek Sistem Manajemen Sumber Daya Manusiaterhadap Perilaku
Pro Aktif dan Inovasi. Jurnal Komunitas Sains Manajemen, 1(4), 352-362.

https://jkmk.akademimanajemen.or.id/index.php/home/article/view/73%0Aht
tps://jkmk.akademimanajemen.or.id/index.php/home/article/download/73/39

Frijda N. H., Mesquita B., Sonnemans J., & Van Goozen S. (1991). The duration of affective phenomena, or
emotions, sentiments, and passions. In Strongman K., International review of emotion and motivation
(pp. 187-225). New York: Wiley.

Gulyani, G. and Bhatnagar. J. (2017), "Mediator analysis of passion for work in Indian millennials: Relationship
between protean career attitude and proactive work behavior", Career  Development __International,
Vol. 22 No. 1, pp. 50-

69. https://doi.org/10.1108/CDI-04-2016-0057

Hansen, A., Byrne, Z., & Kiersch, C. (2014). How interpersonal leadership relates to employee
engagement. Journal of Managerial Psychology, 29(8), 953—

972. https://doi.org/10.1108/JIMP-11-2012-0343

Hassi, A., Rohlfer, S. and Jebsen. S. (2022), "Empowering leadership and innovative work behavior: the mediating
effects of climate for initiative and job autonomy in Moroccan

271


https://psycnet.apa.org/doi/10.1146/annurev-orgpsych-032516-113108
https://psycnet.apa.org/doi/10.1146/annurev-orgpsych-032516-113108
https://jkmk.akademimanajemen.or.id/index.php/home/article/view/73%0Aht
https://www.emerald.com/insight/search?q=Gaatha%20Gulyani
https://www.emerald.com/insight/search?q=Jyotsna%20Bhatnagar
https://www.emerald.com/insight/publication/issn/1362-0436
https://doi.org/10.1108/CDI-04-2016-0057
https://psycnet.apa.org/doi/10.1108/JMP-11-2012-0343
https://www.emerald.com/insight/search?q=Abderrahman%20Hassi
https://www.emerald.com/insight/search?q=Sylvia%20Rohlfer
https://www.emerald.com/insight/search?q=Simon%20Jebsen

e-1SAN: 3047-857X
Proceedings of the International Symposium on Management (Volume 23, 2026)

SMEs", FuroMed Journal  of  Business, Vol 17 No. 4, pp. 503-

518. https://doi.org/10.1108/EMJIB-01-2021-0010

Kilic, E. and Gok, M.S. (2023), "Employee proactivity and proactive initiatives towards creativity: exploring the
roles of job crafting and initiative climate", /nternational Journal of Organizational Analysis, Vol. 31 No. 6,
pp. 2492-2506. https://doi.org/10.1108/IJOA-01-2022-3100

Liu, D., Chen, X. P., & Yao, X. (2011). From Autonomy to Creativity: A Multilevel Investigation of the Mediating Role
of Harmonious Passion. Journal of Applied Psychology,96(2), 294—-309. https://doi.org/10.1037/a0021294

Liu, Y., Keller, R. T., & Bartlett, K. R. (2021). Initiative climate, psychological safety and knowledge sharing as
predictors of team creativity: A multilevel study of research and development project teams. Creativity and
Innovation Management, 30(3), 498—510. https://doi.org/10.1111/caim.12438

Lyu, Y., Zhou, X., Li, W., Wan, J., Zhang, J. and Qiu, C. (2016), "The impact of abusive supervision on service
employees’ proactive customer service performance in the hotel industry", International Journal of
Contemporary Hospitality Management, Vol. 28 No. 9, pp. 1992-2012. https://doi.org/10.1108/IJCHM-03-
2015-0128

Lyu, Y., Zhou, X., Li, W., Wan, J., Zhang, J. and Qiu, C. (2016), "The impact of abusive supervision on service
employees’ proactive customer service performance in the hotel industry", International Journal of
Contemporary Hospitality Management, Vol. 28 No. 9, pp. 1992-2012. https://doi.org/10.1108/IJCHM-03-
2015-0128.

Marcus, A., & Gopinath, N. M. (2017). Impact of the Demographic Variables on the EmployeeEngagement - an
Analysis. ICTACT Journal on Management Studies, 03(02), 502-510.
https://doi.org/10.21917/ijms.2017.0068

Meyer, J. P., & Gagné, M. (2008). Employee Engagement From a Self- Determination TheoryPerspective.
Industrial and Organizational Psychology, 1(1), 60—62. https://doi.org/10.1111/].1754-9434.2007.00010.x

Parker, S. K., Bindl, U. K., & Strauss, K. (2010). Making things happen: A model of proactive motivation.
Journal of Management, 36(4), 827—856. https://doi.org/10.1177/0149206310363732

Pratama , C. B. A. ., Soetjipto, B. E. . ., Wardoyo, C. . ., ., S. ., Hardi, R. . ., Pribadi, A.

S. ., & Ariyani, L. F. . . (2024). Transformational Leadership in SMEs: Leveraging Initiative Climate and
Employee Engagement for Enhanced Proactive Service Performance. Journal of Ecohumanism, 3(4),
511-521. https://doi.org/10.62754/joe.v3i4.3498

Rank, J., Carsten, J. M., Unger, J. M., & Spector, P. E. (2007). Proactive customer service performance: relationships
with individual, task, and leadership variables. Human Performance,20(4), 363-390.
https://doi.org/10.1080/08959280701522056

Raub, S., & Liao, H. (2012). Doing the right thing without being told: Joint effects of initiative climate and
general self-efficacy on employee proactive customer service performance. Journal of Applied
Psychology, 97(3), 651—

667. https://doi.org/10.1037/a0026736

Rich, B. L., LePine, J. A., & Crawford, E. R. (2010). Job engagement: Antecedents and

272


https://www.emerald.com/insight/publication/issn/1450-2194
https://doi.org/10.1108/EMJB-01-2021-0010
https://www.emerald.com/insight/search?q=Eren%20Kilic
https://www.emerald.com/insight/search?q=Mehmet%20%C5%9Eahin%20G%C3%B6k
https://www.emerald.com/insight/publication/issn/1934-8835
https://www.emerald.com/insight/publication/issn/1934-8835
https://doi.org/10.1108/IJOA-01-2022-3100
https://doi.org/10.1108/IJOA-01-2022-3100
https://doi.org/10.1037/a0021294
https://doi.org/10.1111/caim.12438
https://www.emerald.com/insight/search?q=Yijing%20Lyu
https://www.emerald.com/insight/search?q=Xing%20Zhou
https://www.emerald.com/insight/search?q=Weiwen%20Li
https://www.emerald.com/insight/search?q=Junbao%20Wan
https://www.emerald.com/insight/search?q=Jie%20Zhang
https://www.emerald.com/insight/search?q=Canhua%20Qiu
https://www.emerald.com/insight/publication/issn/0959-6119
https://www.emerald.com/insight/publication/issn/0959-6119
https://doi.org/10.1108/IJCHM-03-2015-0128
https://doi.org/10.1108/IJCHM-03-2015-0128
https://www.emerald.com/insight/search?q=Yijing%20Lyu
https://www.emerald.com/insight/search?q=Xing%20Zhou
https://www.emerald.com/insight/search?q=Weiwen%20Li
https://www.emerald.com/insight/search?q=Junbao%20Wan
https://www.emerald.com/insight/search?q=Jie%20Zhang
https://www.emerald.com/insight/search?q=Canhua%20Qiu
https://www.emerald.com/insight/publication/issn/0959-6119
https://www.emerald.com/insight/publication/issn/0959-6119
https://doi.org/10.1108/IJCHM-03-2015-0128
https://doi.org/10.1108/IJCHM-03-2015-0128
https://doi.org/10.21917/ijms.2017.0068
https://doi.org/10.1111/j.1754-9434.2007.00010.x
https://doi.org/10.1177/0149206310363732
https://doi.org/10.62754/joe.v3i4.3498
https://doi.org/10.1080/08959280701522056
https://psycnet.apa.org/doi/10.1037/a0026736

effects on job performance. Academy of Management Journal, 53(3), 617-635.
https://doi.org/10.5465/AMJ.2010.51468988

Saks, A.M. (2019), "Antecedents and consequences of employee engagement revisited", Journal of
Organizational  Effectiveness: People and Performance, Vol. 6 No. 1, pp. 19-38.
https://doi.org/10.1108/JOEPP-06-2018-0034

Saks, A.M., Gruman, J.A. and Zhang, . (2022), "Organization engagement: a review and comparison to job
engagement", Journal of Organizational Effectiveness: People and Performance, Vol. 9 No. 1, pp.
20-49. https://doi.org/10.1108/JOEPP-12-2020-0253

Shuck, B., Osam, K., Zigarmi, D., & Nimon, K. (2017). Definitional and Conceptual Muddling:Identifying the
Positionality of Employee Engagement and Defining the Construct. Human Resource Development
Review, 16(3), 263-293. https://doi.org/10.1177/1534484317720622

Sun, Z., Wu, L.-Z., Ye, Y. and Kwan, H.K. (2023), "The impact of exploitative leadership on hospitality
employees’ proactive customer service performance: a self-determination perspective", International
Journal of Contemporary Hospitality Management, Vol. 35 No. 1, pp. 46-63. https://doi.org/10.1108/IJCHM-
11-2021-1417

Vallerand, R. J. (2016). The Dualistic Model of Passion: Theory, Research, and Implications for the Field
of Education. Building Autonomous Learners, 31— 58. https://doi.org/10.1007/978-981-287-630-0

Vallerand, R. J., Mageau, G. A., Ratelle, C., Léonard, M., Blanchard, C., Koestner, R., Gagné,M., & Marsolais, J.
(2003). Les Passions de L’Ame: On Obsessive and Harmonious Passion. Journal of Personality and Social
Psychology, 85(4), 756—767. https://doi.org/10.1037/0022- 3514.85.4.756

Yu. T., de Ruyter, K., Patterson, P. and Chen, C.-F. (2018), "The formation of a cross-selling initiative climate and
its interplay with service climate", European Journal of Marketing, Vol. 52 No. 7/8, pp. 1457-1484.
https://doi.org/10.1108/EJM-08-2016-0487

Yukl, G. (2009). Leading organizational learning: Reflections on theory and research. TheLeadership
Quarterly, 20((1)), 49-53. https://doi.org/10.%0A1016/j.leaqua.2008.11.006

Zhang, T., Avery, G. C., Bergsteiner, H., & More, E. (2014). The relationship between leadership paradigms and
employee engagement. Journal of Global Responsibility, 5(1), 4-21.https://doi.org/10.1108/JGR-02-2014-0006

Zhao, X.(R)., Wang. J., Mattila, A., Leong, AM.W., Cui, Z., Sun, Z., Yang,

C. and Chen, Y. (2023), "Examining the cross-level mechanisms of the influence of supervisors’ job crafting on frontline
employees’ engagement and

performance", /nternational Journal of Contemporary Hospitality Management, Vol. 35 No. 12, pp.
4428-4450. https://doi.org/10.1108/IJCHM-08-2022-1028

273


https://psycnet.apa.org/doi/10.5465/AMJ.2010.51468988
https://www.emerald.com/insight/search?q=Alan%20M.%20Saks
https://www.emerald.com/insight/publication/issn/2051-6614
https://www.emerald.com/insight/publication/issn/2051-6614
https://doi.org/10.1108/JOEPP-06-2018-0034
https://www.emerald.com/insight/search?q=Alan%20M.%20Saks
https://www.emerald.com/insight/search?q=Jamie%20A.%20Gruman
https://www.emerald.com/insight/search?q=Qian%20Zhang
https://www.emerald.com/insight/publication/issn/2051-6614
https://www.emerald.com/insight/publication/issn/2051-6614
https://doi.org/10.1108/JOEPP-12-2020-0253
https://doi.org/10.1177/1534484317720622
https://www.emerald.com/insight/search?q=Zhuanzhuan%20Sun
https://www.emerald.com/insight/search?q=Long-Zeng%20Wu
https://www.emerald.com/insight/search?q=Yijiao%20Ye
https://www.emerald.com/insight/search?q=Ho%20Kwong%20Kwan
https://www.emerald.com/insight/publication/issn/0959-6119
https://www.emerald.com/insight/publication/issn/0959-6119
https://www.emerald.com/insight/publication/issn/0959-6119
https://doi.org/10.1108/IJCHM-11-2021-1417
https://doi.org/10.1108/IJCHM-11-2021-1417
https://doi.org/10.1007/978-981-%20287-630-0
https://doi.org/10.1037/0022-%203514.85.4.756
https://www.emerald.com/insight/search?q=Ting%20Yu
https://www.emerald.com/insight/search?q=Ko%20de%20Ruyter
https://www.emerald.com/insight/search?q=Paul%20Patterson
https://www.emerald.com/insight/search?q=Ching-Fu%20Chen
https://www.emerald.com/insight/publication/issn/0309-0566
https://www.emerald.com/insight/publication/issn/0309-0566
https://doi.org/10.1108/EJM-08-2016-0487
https://doi.org/10.1108/EJM-08-2016-0487
https://doi.org/10.%0A1016/j.leaqua.2008.11.006
https://doi.org/10.1108/JGR-02-2014-0006
https://www.emerald.com/insight/search?q=Xinyuan%20(Roy)%20Zhao
https://www.emerald.com/insight/search?q=Jiale%20Wang
https://www.emerald.com/insight/search?q=Anna%20Mattila
https://www.emerald.com/insight/search?q=Aliana%20Man%20Wai%20Leong
https://www.emerald.com/insight/search?q=Zhenzhen%20Cui
https://www.emerald.com/insight/search?q=Zaoning%20Sun
https://www.emerald.com/insight/search?q=Chunjiang%20Yang
https://www.emerald.com/insight/search?q=Chunjiang%20Yang
https://www.emerald.com/insight/search?q=Yashuo%20Chen
https://www.emerald.com/insight/publication/issn/0959-6119
https://doi.org/10.1108/IJCHM-08-2022-1028

