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ARTICLE INFORMATION ABSTRACT

Maintaining the performance of a quality employee is the biggest

Article History challenge of the 4-star hotel industry in Malang City. The pandemic has
Received: 31-01-2024 caused hotels to experience a crisis due to a massive decline in
Revised: 08-03-2024 occupancy. The economic crisis has made hotel management pay less
Accepted: 10-03-2024 attention to employee welfare during a hotel's recovery period.

Employee welfare is a trigger for the expected performance instability.
This study adopts an explanatory method with a quantitative

Keywords approach. The study includes 242 participants employed in three 4-
Servant Leadership; star hotels in Malang City. A sample of 151 respondents is chosen
Non-physical Work Environment;  through stratified random sampling. Path analysis is used for data
Affective Commitment; analysis. The results indicate that affective commitment, non-physical
Employee Performance. work environments, and servant leadership substantially impact

employee performance. The association between employee
performance and servant leadership may be partly influenced by
affective commitment. However, affective commitment does not
mediate the relationship between worker performance and the non-
physical work environment.

This article has open access under the CC-BY-SA license.

1. Introduction

Optimizing employee performance is a pivotal factor in the overall development of
organizations, particularly within the tourism service sector, such as hotels, which grapple with
significant hurdles during the post-pandemic recovery period. The impact of the crisis in the
economic sector, stemming from a decline in occupancy levels, continues to be felt, compelling
hotels to implement policies such as salary reductions and task duplication (Choirisa, 2022).
This issue must be a management priority since good financial behavior is reflected in financial
management, loans, and investments (Herawati et al, 2018). Policies that do not benefit
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employees contribute to work-related stress and decreased work performance (Shin et al.,
2022).

The impact of the economic crisis, attributed to a decline in occupancy levels, persists in
the hotel industry. This has led to implementing various policies, such as salary reductions and
task duplication (Choirisa, 2022). Management's attention to this matter is crucial, as it is
reflected not only in financial aspects such as management practices, loans, and investments
(Herawati et al,, 2018) but also in employee well-being and performance. Policies that do not
prioritize employees contribute to heightened work-related stress and a decline in overall
work performance (Shin et al,, 2022). With Indonesia's keen interest in the growth of the
tourism industry (Cahyono et al., 2024), the government's current focus is on expediting the
recovery of the hospitality sector from the impacts of the pandemic.

Malang City is one of the cities in East Java with many hotel industry accommodations
(Susanti, 2023). The tourism sector, particularly the star-rated hospitality industry, is crucial
in enhancing the community's economic resilience and is a significant source of local revenue
for Malang City (Valianto & Saadiah, 2018). Central Bureau of Statistics states that the tourism
sector impacts gross regional domestic income (Rahmawati et al, 2022). Malang City is
interesting to study because of its dominant tourism sector (Kewuel et al., 2022).

The challenges faced by 4-star hotels in Malang City in enhancing organizational
performance post-pandemic are significant. The decline in their organizational performance is
directly linked to hindered operational processes caused by decreased employee performance.
The instability in hotel employee performance (Han et al., 2022). Recognizing the pivotal role
of performance as a supporting factor for overall organizational progress (Vipraprastha et al,,
2018), measuring employee welfare within the organization becomes crucial. This is evident in
the correlation between employee performance and organizational improvement, emphasizing
the importance of addressing employee well-being (Jiménez-Estévez et al., 2023). To enhance
hotel employee performance, adopting servant leadership is a suitable approach (Metwally et
al,, 2019). This leadership style prioritizes the supervisor's service to subordinates, aligning
their needs with organizational objectives for progress (Yahia et al., 2023). Employees who
perceive their supervisors as supportive tend to cultivate strong relationships, fostering self-
development and robust organizational commitment (Jiménez-Estévez et al., 2023).

The subsequent element that may influence the stability of hotel employee performance.
After the pandemic is called the non-physical work environment (Aslami et al., 2018), the work
stress that some hotel employees have experienced is caused by the absence of support
obtained from the psychological work environment (Wong et al, 2021). One significant
element influencing performance is the non-physical work environment. This non-physical
work environment factor includes how employees have shared a relationship value among
their colleagues, leaders, the organization, and stakeholders (Lingga et al., 2022).

Affective commitment significantly improves employees' performance in their work
organization because of emotional attachment (Shao et al., 2022). Affective commitment
prioritizes the emotional side of employees towards their organization to voluntarily devote
and be loyal to their organization (El-Kurdy et al., 2022). Each employee's solid connection to
his company will result in good performance, which will support the smooth operation of the
firm (Shao et al.,, 2022). Servant leadership variables and non-physical work environment act
as exogenous variables, affective commitment variables act as mediating variables, and
performance as endogenous variables.

Similar previous research has been conducted by Ghasemy and Frémbling (2023) and
Yahia etal. (2023). However, their studies were not conducted explicitly in Indonesia's tourism
sector organizations or hotel industries. Previous studies by Lemma et al. (2022) have
examined the physical work environment, while the non-physical work environment has not
been widely studied, so non-physical work environment variables will be added. This study
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aims to address the existing gap by providing an in-depth understanding of internal and
external aspects of improving employee performance, especially in 4-star hotels.

2. Literature Review and Hypothesis Development
2.1. Literature Review

2.1.1. Servant Leadership

Servant leadership is formed from feelings of empathy that encourage leaders to
care about the needs and satisfaction of their subordinates (Yahia et al.,, 2023). The
principle of Servant leadership is to serve voluntarily without expecting rewards. The
servant leader approach is shown by sincerity, humility, motivation, and understanding
of subordinates' feelings (Peng et al, 2023). Servant leader obligations focus on
employee growth and development (Zada et al., 2023), integrity, selflessness, fostering
community, empowerment, emotional healing, and vision are indicators of servant
leadership (Qiu & Dooley, 2019).

2.1.2. Non-Physical Work Environment

The non-physical work environment encompasses elements beyond the physical
aspects of the employee's workspace and can impact their work, according to Ena et al.
(2022). The term psychic work environment as defined by Arta (2022), pertains to the
non-physical work environment that is perceived to exist even though itis not detectable
by the five senses. Employee comfort at work is primarily determined by the support of
an excellent non-physical work environment Ena et al. (2022). The non-physical work
environment involves harmonizing employee relationships with coworkers and leaders
(Aisyah et al,, 2020). Working conditions, organizational support, coworker relations,
and work pressure are indicators of the non-physical work environment (Abdou et al.,
2022).

2.1.3. Affective Commitment

Affective commitment is one of the three components of organizational
commitment formulated by Allen and Meyer (1990). It is a form of employee
commitment that prioritizes the emotional side of the organization to remain loyal and
devoted (El-Kurdy et al., 2022). Affective commitment tends to make employees obey
their leaders to get closer to the organization (Ribeiro et al., 2018). The existence of an
understanding between the values, vision, mission, goals, and norms adopted by an
organization and the employee's personality allows affective commitment to grow (Shao
et al, 2022). Indicators of affective commitment are identification, involvement, and
attachment (Elziny & Emam, 2021).

2.1.4. Employee Performance
Performance in this study refers specifically to the work achievements of
individual employees within the organization, encompassing the quality and quantity of
responsibilities their leaders assign (Chen et al, 2020). It also relates to employees’
contributions to the organization (Vipraprastha et al,, 2018). Chen et al. (2020) also state
that performance is the outcome of tasks completed by individuals or teams, aligning
with work standards set by the employer and utilizing available resources. The study
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focuses on performance indicators, including contextual performance, adaptive
performance, and task performance (Koopmans et al., 2012).

2.2. Hypothesis Development
2.2.1. Positive Effect of Servant Leadership on Employee Performance

Servant leadership, identified by Yahia et al. (2023) as the ideal leadership style,
empowers team members and enhances their performance. Mujeeb et al. (2021) assert
that leader-servant leadership significantly influences employee performance.
Suhartanti & Prasetyanto (2022) state that servant leadership can motivate subordinates
to achieve high performance. Yahia et al. (2023) said that organizational efforts to
enhance employee performance often begin with the servantleadership approach. Under
servant leadership, employees are more likely to excel within the company, as
highlighted by Suhartanti & Prasetyanto (2022). The social exchange theory principles
suggest positive interactions between employees and leaders contribute to beneficial
exchanges.

Hi: Servant Leadership Has a Positive Effect on Employee Performance

2.2.2. Positive Effect of Non-Physical Work Environment on Employee Performance

The enhancement of workers' productivity can be attributed to the non-physical
work environment, as indicated by Lingga et al. (2022). Aslami et al. (2018) highlights
that the non-physical work environment significantly influences performance. Lingga et
al. (2022) argue that a supportive non-physical work environment contributes to
employee motivation. The optimization of performance is contingent on the harmonious
relationships among employees, leaders, and organizations (Izzah et al., 2019). As
mentioned by Izzah et al. (2019), organizational social support contributes to
performance improvement. The principles of the job demand-resources theory suggest
that employees will sustain their performance when the psychological well-being of their
work environment is adequately met.

H;: Non-Physical Work Environment Has a Positive Effect on Employee
Performance

2.2.3. Positive Effect of Servant Leadership on Affective Commitment

Ghasemy and Frombling (2023) claimed that the rise in employees' affective
commitment to their company can be influenced by servant leadership. The approach
shown by servant leadership can foster affective commitment owned by individual
employees (Ghasemy & Frombling, 2023). Employees who feel empowered are typically
very devoted to the company (Aboramadan et al., 2020). Servant leaders can increase the
affective commitment of their followers (Dahleez et al., 2021). Leaders who emphasize
service play an essential role in increasing the affective commitment of their followers
because they include aspects of trust, vision, respect, integrity, and empowerment
(Aboramadan et al.,, 2020). Employees will last longer and serve the organization loyally
because of the servant leadership approach, which can create an emotional attachment.
H3: Servant Leadership Has a Positive Effect on Affective Commitment

2.2.4. Positive Effect of Non-Physical Work Environment on Affective Commitment

Hakim (2020) mentions that the non-physical work environment is a factor in
increasing affective commitment. Affective organizational commitment will increase if
backed by a favorable non-physical work setting (Cheng & Kadir, 2018). Hakim (2020)
argues that corporate training programs can enhance worker performance in a non-
physical work environment. Creating organizational family events can foster employee
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loyalty to remain loyal to an organization (Jalilianhasanpour et al,, 2021). Leaders and
employees with good connections can foster high emotional commitment (Cheng &
Kadir, 2018). According to the job demand-resources theory principles, fulfilling the
psychological well-being of employees' work environment enables them to remain loyal
to their organization.

H.: Non-physical Work Environment Has a Positive Effect on Affective Commitment

2.2.5. Positive Effect of Affective Commitment on Employee Performance

Employees' high level of affective commitment can reduce work stress so that
employee performance can be maintained (Shao etal., 2022). Zang et al. (2021) state that
proactive employee service performance is significantly influenced by affective
commitment. Employees who have emotional attachments will be able to face their job
challenges and workload (St-Hilaire & de la Robertie, 2018). Affective commitment is
considered capable of stabilizing employee work stress to maintain their performance
properly (Shao et al,, 2022). Affective commitment is the internal drive someone has to
accomplish his objective, namely, providing the best performance for the organization.
Hs: Affective Commitment Has a Positive Effect on Employee Performance

2.2.6. The Mediating Role of Affective Commitment on The Effect of Servant

Leadership to Employee Performance
Servant leadership is a driver of the emergence of affective commitment to

improve performance (Ghasemy & Frombling, 2023). Pakpahan et al. (2021) claimed that
the relationship between employee performance and servant leadership can be mediated
by affective commitment. Asih et al. (2024) state that the character of servant leadership
can stimulate the emergence of affective commitment so that employees become
obedient to improve employee performance. Servant leaders can construct affective
commitment from three components: resilience, efficacy, and hope (Clarence et al,,
2021).
He: Affective Commitment Mediates the Effect of Servant Leadership on Employee
Performance

2.2.7. The Mediating Role of Affective Commitment on The Effect of Non-Physical

Work Environment to Employee Performance
Zhenjing etal. (2022) contend that affective commitment mediates the relationship

between performance and the non-physical work environment. According to research by
Pakpahan et al. (2021), the non-physical work environment can positively and
significantly influence performance through organizational commitment. As highlighted
by Pusparani et al. (2021), establishing a favorable non-physical work environment can
cultivate employees' affective commitment and result in optimal organizational
performance. Affective commitment emerges as a crucial variable in mediating the
connection between the work environment and performance, as Zhenjing et al. (2022)
suggested.
H7: Affective Commitment Mediates the Effect of Non-Physical Work Environment
on Employee Performance

2.3. Research Framework
Building upon the visual representation depicted in Figure 1, the study explored the
intricate relationships and potential mechanisms underlying this influence by introducing
mediating variables, specifically affective commitment. This intermediary role of affective
commitment is pivotal in understanding how the independent variables affect employee
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performance. By delving into these mediation processes, the research aims to provide
nuanced insights into the dynamics between leadership style, work environment, affective
commitment, and, ultimately, the performance of employees' organizational context.

Servant
Leadership

He

Affective H45(+l Employee

Commitment Performance

H~

Non-Physical
Work

Hz (+
Environment 2(+)

Figure 1. Research Framework

3. Research Method
3.1. Population and Sampling Method

The population of this research was all employees who worked at three 4-star hotels
in Malang City. Grand Cakra Hotel Malang, Savana Hotel Malang, and Aria Gajayana Hotel
Malang were chosen as research objects. The total population in this study included 242
respondents employed in three 4-star hotels in Malang City. In this research, the sampled
employees work in 4-star hotels in Malang City. These employees encompass various roles
within the hospitality industry, including but not limited to front desk staff, housekeeping,
restaurant personnel, and management. The choice to include a diverse range of positions
is intentional, as it allows us to capture a comprehensive view of how emotional
commitment, psychological work environment, and servant leadership impact performance
across different functions within the context of high-level service. Additionally, our sampled
employees represent a cross-section of the workforce, including front-line staff and
managerial roles. This diversity ensures that the study captures insights from various
organizational levels, contributing to a more nuanced understanding of the dynamics
between emotional commitment, psychological work environment, servant leadership, and
performance in the distinct setting of 4-star hotels.

Proportionate random sampling was used in this research to obtain a balanced sample
of the number of subjects or strata (Arikunto, 2010). Proportional random sampling
involves selecting a sample proportionally representing different population strata or
subgroups. In this context, the strata were defined by various roles within the hospitality
industry, such as front desk staff, housekeeping, restaurant personnel, and management.
The intentional inclusion of a diverse range of positions sought to offer a thorough
comprehension of how emotional commitment, psychological work environment, and
servant leadership impact performance across different functions within the high-level
service context of 4-star hotels. The sample size of 151 respondents was determined after
applying the Slovin formula with a standard error of 5%, ensuring statistical reliability.
However, the description could be enhanced by providing more details on the specific
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proportions calculated for each stratum and how these proportions were used to select
individuals within each subgroup.

3.2. Collecting Data Method

Questionnaires were distributed as part of the primary data collection procedure. The
Likert scale evaluates respondents’ answers based on five different evaluation criteria (1 is
strongly disagree until 5 is strongly agree). Measurement of servant leadership (SL)
variables employed assessment indicators proposed by Qiu and Dooley (2019), non-
physical work environment (NEW) variables utilized assessment indicators from Abdou et
al. (2022), and affective commitment (AC) variables were measured using indicators from
Elziny and Emam (2021). Employee performance (EP) variables were gauged based on
indicators outlined by Koopmans et al. (2012).

3.3. Data Analysis Method

3.3.1. Validity Test
A study's validity test determines the validity of a questionnaire's statement
questions. If a research instrument can measure the difference between the researcher'’s
reported and actual data, then the instrument is considered valid (Cooper & Schindler,
2014). This study's validity assessment uses the pearson product moment, with a total of
30 samples employed for the validity test. Using 30 samples for validity is considered
acceptable if the reount value is greater than the repe value of 0.361 (Ismail, 2022).

3.3.2. Reliability Test
Reliable instruments yield identical results, sometimes even after being used
repeatedly on the same object (Cooper & Schindler, 2014). Additionally, 30 samples were
used to view the reliability test findings. The Cronbach's alpha technique is the formula
utilized in the SPSS program for the reliability test in this study. A research instrument
will be considered accurate if each variable's alpha number is more significant than 0.6
and the Cronbach's alpha approach is considered valid (Mohamad et al., 2015).

3.3.3. Hypothesis Test
The analysis technique employed in this study is path analysis. The path analysis
technique is an extension model of multiple linear analysis aiming to estimate causal
relationships between previously known variables based on theory (Ghozali, 2018). The
software that will be used for path analysis is SPSS 25. Suppose the p value for the
influence between the variables is less than 0.05, the hypothesis is accepted (Ghozali,
2018).

4. Result and Discussion
4.1. Validity Test

The questionnaire encompassed 48 statements distributed across four distinct
research variables. Specifically, the servant leadership variable comprised 20 valid
statement items, the non-physical work environment variable incorporated nine valuable
statement items, the affective commitment variable contained five useful statement items,
and the employee performance variable featured 14 good statement items. Table 1 show the
result of validity test result.
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Table 1. Validity Test Result
Indicator Servant Non-Physical Affective Employee
Leadership Work Commitment Performance
Environment

SL1 0.518
SL2 0.432
SL3 0.462
SL 4 0.523
SL5 0.446
SL6 0.410
SL7 0.425
SL8 0.428
SL9 0.514
SL10 0.480
SL11 0.507
SL 12 0.427
SL13 0.476
SL 14 0.704
SL 15 0.457
SL16 0.497
SL17 0.619
SL 18 0.577
SL 19 0.450
SL 20 0.470
NWE 1 0.515
NWE 2 0.654
NWE 3 0.487
NWE 4 0.613
NWE 5 0.507
NWE 6 0.424
NWE 7 0.485
NWE 8 0.532
NWE 9 0.530
AC1 0.580
AC2 0.676
AC3 0.670
AC4 0.769
ACS 0.563
EP1 0.452
EP 2 0.425
EP 3 0.465
EP 4 0.487
EP 5 0.530
EP 6 0.533
EP7 0.547
EP 8 0.413
EP9 0.470
EP 10 0.437
EP 11 0.529
EP 12 0.520
EP 13 0.422
EP 14 0.466
Source: Primary Data Processed
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4.2. Reliability Test

The Cronbach's alpha method was used to evaluate the questionnaire's reliability. A
measurement tool is deemed reliable when its Cronbach's alpha value exceeds 0.6. Based on
Table 2 shows Cronbach's alpha values for the servant leadership variable, non-physical
work environment variable, affective commitment variable, and employee performance
indicate that the questionnaire employed in this study is reliable.

Table 2. Reliability Test Result

Variable Cronbach’s Alpha
Servant Leadership 0.826
Non-Physical Work Environment 0.665
Affective Commitment 0.654
Employee Performance 0.734

Source: Primary Data Processed

4.3. Hypothesis Test

Table 3 shows the results of hypothesis testing. Based on the test results, it can be
concluded that servant leadership has a positive effect on employee performance (the first
hypothesis is accepted), non-physical work environment has a positive effect on employee
performance (second hypothesis is accepted), servant leadership has a positive effect on
affective commitment (third hypothesis is accepted), non-physical work environment has a
positive effect on affective commitment (fourth hypothesis is accepted), affective
commitment has a positive effect In employee performance (fifth hypothesis accepted),
affective commitment mediates the influence of servant leadership on employee
performance (sixth hypothesis accepted), affective commitment does not mediate the
influence of non-physical work environment on employee performance (seventh hypothesis
is rejected).

Table 3. Hypothesis Test Result

Model Unstandardized Standardized t Sig.
Coefficient Coefficient
B Std. Beta
Error

Servant Leadership — Employee 0.143 0.040 0.272 3.559 0.001
Performance
Non-Physical Work Environment -  0.233 0.052 0.319 4.514 0.000
Employee Performance
Servant Leadership — Affective 0.178 0.027 0.454 6.576 0.000
Commitment
Non-Physical Work Environment -  0.148 0.038 0.272 3.940 0.000
Affective Commitment
Affective Commitment — Employee  0.292 0.107 0.218 2.721 0.007
Performance
Servant Leadership — Affective 0.454 0.048 2.022 0.043
Commitment - Employee
Performance
Non-Physical Work Environment - 0.272 0.030 1.959 0.050
Affective Commitment - Employee
Performance

Source: Primary Data Processed
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4.3. Discussion
4.3.1. The Effect of Servant Leadership on Employee Performance

This study explores the impact of servant leadership on employee performance,
revealing positive correlation supported by research from Ghasemy and Frémbling
(2023). Performance improvement is obtained from the more frequent servant
leadership approach given to employees Yahia et al. (2023). Servant leadership
characteristics can motivate employees to achieve maximum performance (Suhartanti &
Prasetyanto, 2022). This finding means that improving employee performance in hotels
is primarily determined by the supervisor's leadership style. Hotel employees are
satisfied with the servant leadership style approach of their supervisors. They are leaders
with integrity, vision, and empowerment, prioritizing self-sacrifice. This makes the
leader feel respected, and employees will obey him.

4.3.2. The Effect of Non-Physical Work Environment on Employee Performance

The non-physical work environment, as indicated by research from Sembiring et
al. (2022), significantly influences employees' performance. Organizational concern for
employees is formed because of a sense of kinship towards employees (Aslami et al.,
2018). This finding means that improving employee performance is strongly influenced
by the support of the employee's psychological work environment. Hotels as
organizations have proven that they can provide welfare for their employees even in
uncertain operational situations. The existence of job security, social support, fair
treatment, and job training provided by the hotel to employees makes employees feel
excited to work.

4.3.3. The Effect of Servant Leadership on Affective Commitment

As evidenced by research from Clarence et al. (2021), servant leadership has a
positive effect on affective commitment. This finding means that supervisors' servant
leadership approach can increase hotel employees' affective commitment. Supervisors
who prioritize employee needs and are willing to position themselves as equal to their
employees make employees feel emotionally attached to their organization. Employee
affective commitment can be built with a servant leadership style (Bai et al., 2023).
Servant leaders can make effective commitments from 3 elements: hope, efficacy, and
resilience (Clarence et al., 2021).

4.3.4. The Effect of Non-Physical Work Environment on Affective Commitment

This section examines how affective commitment is positively impacted by non-
physical work environments, supported by research from Hakim (2020). Harmonious
relationships between employees in the hotel can increase affective commitment (Cheng
& Kadir, 2018). The hotel has provided psychological support to employees through fair
treatment, social support, motivation, and family events (Jalilianhasanpour et al., 2021).
Affective commitment can grow if the organization can support employees' psychological
well-being (Cheng & Kadir, 2018). This finding means that the increase in hotel employee
performance is caused by creating good relationships between senior and junior
employees or supervisors and subordinates.

4.3.5. The Effect of Affective Commitment on Employee Performance

This study demonstrates a strong and favorable correlation between affective
commitment and performance as supported by Zang et al. (2021). Employees with an
affective commitment to the organization tend to have high contextual performance
(Shao et al.,, 2022). This discovery indicates that hotel employees, particularly those in 4-
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star hotels, exhibit elevated levels of affective commitment. The heightened affective
commitment among hotel employees contributes to optimal and voluntary efforts
dedicated solely to the advancement of the hotel. Moreover, the substantial affective
commitment observed in hotel employees is significantly tied to their length of service.
Therefore, performance enhancement is influenced by the employees' practical, solid
commitment to their organization.

4.3.6. Mediating Role of Affective Commitment on The Effect of Servant Leadership to

Employee Performance

The connection between servant leadership and performance is mediated through
affective commitment. This study's findings align with Ghasemy and Frombling (2023),
who assert that servant leadership fosters the development of affective commitment,
consequently enhancing performance. Another relevant perspective is provided by
Pakpahan etal. (2021), suggesting that organizational commitment, particularly affective
commitment, can mediate the association between employee performance and servant
leadership. As highlighted by Ghasemy and Fréombling (2023), servant leadership fosters
affective commitment, encouraging followers or employees to comply and enhance their
performance.

4.3.7. Mediating Role of Affective Commitment on The Effect of Non-Physical Work

Environment on Employee Performance

This study illustrates that the non-physical work environment cannot effectively
utilize affective commitment to substantially change employee performance. Since the
non-physical work environment directly influences performance, affective commitment
may not serve as a mediating factor in this specific relationship. This aligns with Shanty
and Mayangsari (2019), emphasizing that the impact of physical and virtual work
environments on employee performance remains unaffected by the mediating role of
organizational affective commitment. Theoretical justifications for the rejection stem
from the absence of consistent support within the existing literature, where predominant
theories on organizational behavior tend to emphasize direct impacts rather than
mediating pathways (Peng & Kim, 2020). Furthermore, more empirical evidence in
similar contexts and constructs must consistently validate affective commitment as a
mediator. The intricate dynamics of organizational factors, individual perceptions, and
job characteristics complicate the relationship, suggesting that affective commitment
might not be the sole mediator. From a practical standpoint, organizations seeking to
enhance employee performance may find more utility in direct interventions targeting
the non-physical work environment. Strategies can be tailored to specific aspects of the
work environment, allowing for more immediate and tangible improvements
(Dennerlein et al., 2020). The rejection of the hypothesis also encourages organizations
to optimize resource allocation by recognizing that affective commitment may not be the
primary mediating factor (Usman et al, 2021). Rather than investing extensively in
initiatives solely focusing on affective commitment, a diversified approach considering
various work environment elements may lead to more comprehensive improvements.

5. Conclusion

The study's findings have contributed to managerial and theoretical. Managerially,

Servant leadership is the right leadership style to apply in improving the performance of hotel
employees in the pandemic recovery stage. Hotel leadership development should prioritize
fostering servant leadership qualities, emphasizing integrity, vision, empowerment, and self-
sacrifice. Enhancing the non-physical work environment also has a crucial on performance,
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involving investments in job security, social support, fair treatment, and training. Employee
performance can be impacted by affective commitment when workers feel involved, proud, and
share the same vision for the organization. Employee training programs should prioritize
building commitment, resilience, and efficacy, recognizing the mediating role of affective
commitment. Strategic human resource practices should align with factors building strong
affective ties between employees and the organization.

Theoretically, this research has contributed to expanding the benefits of implementing
servant leadership by starting from being a role model for followers. Because servant leaders
are role models, followers will imitate their attitudes and actions to advance their personal
growth (Jiménez-Estévez et al., 2023). This expansion of the research study discusses the
influence of the work environment on employee performance, which is influenced by physical
factors (Hafeez et al., 2019). Still, this research proves that psychological factors can also affect
performance. The result of the indirect influence of this research is supported by Eva et al.
(2019), who states that the effect of servant leadership on employee performance as
organizational outcomes has an indirect influence. The result of this research state that
affective commitment mediates the relationship between servant leadership and performance.
As role models, supervisors can build emotional bonds among employees who act as followers
towards the organization to improve their performance (Ribeiro et al., 2021).

This study has some limitations which offer recommendations for future research.
Firstly, the findings are context-specific, limited to the dynamics of 4-star hotels in Malang City.
Extrapolating these results to other industries or organizational settings should be cautiously
approached due to potential variations in cultures and work environments (Batool et al., 2022).
Second, a cross-sectional study methodology was employed to present the correlations in a
temporal perspective. A more dynamic understanding of how these characteristics change
could be provided by longitudinal research, giving a more complete picture (Peng et al., 2023).

The study's sample size is another limitation. While appropriate for statistical analyses,
the generalizability of the result may be limited by the focus on just 151 respondents and three
particular 4-star hotels. A more extensive and diverse sample could enhance the robustness of
the results (Clarence et al., 2021). Additional studies must include the mediating variable of
employee satisfaction in performance reviews by connecting it to other variables like loyalty
and employee citizenship behavior (Yahia et al., 2023). Thus, future studies might compare
various leadership philosophies and how they affect worker performance (Aboramadan et al.,
2020).

References

Abdou, A. H,, Khalil, A. A. F., & Elsaied, M. A. (2022). the impact of hospitality work environment on
employees’ turnover intentions during covid-19 pandemic: The mediating role of work-
family conflict. Frontiers in Psychology, 13, 890418.
https://doi.org/10.3389 /fpsyg.2022.890418

Aboramadan, M., Dahleez, K., & Hamad, M. H. (2020). Servant leadership and academics outcomes
in higher education: The role of job satisfaction. International Journal of Organizational
Analysis, 29(3), 562-584. https://doi.org/10.1108/1JOA-11-2019-1923

Aisyah, S, Deswindi, L., & Indrajaya, D. (2020). Are physical and non-physical working
environment effect employees productivity with motivation as an intervening factor?. In 3rd
Asia Pacific Management Research Conference (APMRC 2019) (pp. 242-247). Atlantis Press.

Allen, N.].,, & Meyer, ]. P. (1990). The measurement and antecedents of affective, continuance and
normative commitment to the organization. Journal of Occupational Psychology, 63(1), 1-18.
https://doi.org/10.1111/j.2044-8325.1990.tb00506.x

Arikunto. (2010). Prosedur Penelitian Suatu Pendekatan Praktik. Rineka Cipta.

Ginting et al. (The role of affective commitment: Do servant leadership and non-physical work ...) 119


https://doi.org/10.3389/fpsyg.2022.890418
https://doi.org/10.1108/IJOA-11-2019-1923
https://doi.org/10.1111/j.2044-8325.1990.tb00506.x

Jurnal Fokus Manajemen Bisnis
Volume 14, Number 1, March 2024, Page 108-123

Arta, D. N. C. (2022). The effect of the non-physical work environment and career development on
turnover intention with job satisfaction mediation work on PT. Yoshioka Indonesia. Asian
Journal of Management, Entrepreneurship and Social Science, 2(04), 195-110.

Asih, W. P.,, Agung, A. A. G., Ariawan, . P. W,, & Werang, B. R. (2024). The effect of servant
leadership, work ethics, organizational culture, and organizational commitment on teacher
performance in state vocational high school in Denpasar City. Pegem Journal of Education and
Instruction, 14(1), 127-132. https://doi.org/10.47750/pegegog.14.01.15

Aslami, N,, Salim, S. R. A., & Absah, Y. (2018). The effect of the non-physical work environment and
job insecurity on the performance of outsourcing employee business support through the
motivation as intervening variable at PT Telekomunikasi Selular Branch Medan. In 1st
Economics and Business International Conference 2017 (EBIC 2017) (pp. 376-383). Atlantis
Press.

Bai, M., Zheng, X,, Jing, T, Yu, C, Li, S., & Zhang, Z. (2023). How serving helps leading: Mediators
between servant leadership and affective commitment. Frontiers in Psychology, 14, 1170490.
https://doi.org/10.3389 /fpsyg.2023.1170490

Batool, F,, Mohammad, |., & Awang, S. R. (2022). The effect of servant leadership on organisational
sustainability: The parallel mediation role of creativity and psychological resilience.
Leadership & Organization Development Journal, 43(1), 71-95.
https://doi.org/10.1108/LODJ-06-2021-0264

Cahyono, K. E., Djatmika, E. T., & Handayati, P. (2024). The factors that influence online buying
using of technology acceptance model approach. Quality-Access to Success, 25(198).
https://doi.org/10.47750/QAS,/25.198.41

Chen, T, Hao, S, Ding, K., Feng, X,, Li, G., & Liang, X. (2020). The impact of organizational support
on employee performance. Employee Relations: The International Journal, 42(1), 166-179.
https://doi.org/10.1108/ER-01-2019-0079

Cheng, N. P., & Kadir, S. A. (2018). Relationship between work envsironment and organizational
commitment among private school teachers in Klang valley. International Journal of Academic
Research in Business and Social Sciences, 8(7), 781-793. https://doi.org/10.6007 /ijarbss/v8-

i7/4419
Choirisa, S. F. (2022). The impact of the covid-19 pandemic on the hotel industry in Indonesia.
Economics, Management and Sustainability, 7(1), 86-94.

https://doi.org/10.14254 /jems.2022.7-1.7

Clarence, M., Devassy, V. P,, Jena, L. K., & George, T. S. (2021). The effect of servant leadership on
ad hoc schoolteachers’ affective commitment and psychological well-being: The mediating
role of psychological capital. International Review of Education, 67(3), 305-331.
https://doi.org/10.1007/s11159-020-09856-9

Cooper, & Schindler. (2014). Bussiners Research Method (12th ed.). McGraw Hill.

Dahleez, K. A., Aboramadan, M., & Bansal, A. (2021). Servant leadership and affective commitment:
The role of psychological ownership and person-organization fit. International Journal of
Organizational Analysis, 29(2), 493-511. https://doi.org/10.1108/1J0OA-03-2020-2105

Dennerlein, J. T., Burke, L., Sabbath, E. L., Williams, J. A. R,, Peters, S. E., Wallace, L., Karapanos, M.,
& Sorensen, G. (2020). An integrative total worker health framework for keeping workers
safe and healthy during the covid-19 pandemic. Human Factors: The Journal of the Human
Factors and Ergonomics Society, 62(5), 689-696.
https://doi.org/10.1177/0018720820932699

El-Kurdy, R, El-Nemer, A., Yousef, A., Elsaidy, W., & Hamdan-Mansour, A. (2022). The moderation
effect of affective commitment on the relationship between job stress and presenteeism
among obstetric healthcare workers during covid-19 pandemic. The Open Nursing Journal,
16(1). https://doi.org/10.2174/18744346-v16-e2203090

120 d. 10.12928/fokus.v14i1.10007


http://dx.doi.org/10.12928/fokus.v10i2.2184
https://doi.org/10.47750/pegegog.14.01.15
https://doi.org/10.3389/fpsyg.2023.1170490
https://doi.org/10.1108/LODJ-06-2021-0264
https://doi.org/10.47750/QAS/25.198.41
https://doi.org/10.1108/ER-01-2019-0079
https://doi.org/10.6007/ijarbss/v8-i7/4419
https://doi.org/10.6007/ijarbss/v8-i7/4419
https://doi.org/10.14254/jems.2022.7-1.7
https://doi.org/10.1007/s11159-020-09856-9
https://doi.org/10.1108/IJOA-03-2020-2105
https://doi.org/10.1177/0018720820932699
https://doi.org/10.2174/18744346-v16-e2203090

Jurnal Fokus Manajemen Bisnis
Volume 14, Number 1, March 2024, Page 108-123

Elziny, M., & Emam, H. E. E. D. M. (2021). The interactive impact of organizational support, service
training and empowerment on employees’ affective commitment and service recovery
performance: Hotel front office department’s perspective. Journal of Association of Arab
Universities for Tourism and Hospitality, 20(3), 148-172.
https://doi.org/10.21608/jaauth.2021.68852.1160

Ena, Z., Sjioen, A. E., & Riwudjami, A. M. (2022). The effect of work environment on employee
loyalty with work stress as an intervening variable at Bella Vita Hotel Kota Kupang.
Quantitative Economics and Management Studies, 3(1), 65-76.
https://doi.org/10.35877/454Rl.qems865

Eva, N., Robin, M., Sendjaya, S., Van Dierendonck, D., & Liden, R. C. (2019). Servant leadership: A
systematic review and call for future research. The Leadership Quarterly, 30(1), 111-132.
https://doi.org/10.1016/j.leaqua.2018.07.004

Ghasemy, M., & Frombling, L. (2023). A conditional time-varying multivariate latent growth curve
model for the relationships between academics’ servant leadership behavior, affective
commitment, and job performance during the Covid-19 pandemic. Quality & Quantity, 57(5),
4657-4680. https://doi.org/10.1007/s11135-022-01568-6

Ghozali, 1. (2018). Aplikasi analisis multivariate dengan pogram IBM SPSS 25. Badan Penerbit
Universitas Diponegoro.

Hafeez, ., Yingjun, Z., Hafeez, S., Mansoor, R.,, & Rehman, K. U. (2019). Impact of workplace
environment on employee performance: Mediating role of employee health. Business,
Management and Economics Engineering, 17(2), 173-193.
https://doi.org/10.3846/bme.2019.10379

Hakim, A. (2020). Effect of compensation, career development, work environment on job
satisfaction and its impact on organizational commitments in PT. Jakarta Tourisindo. Journal
of Critical Reviews, 7(12), 538-548.. https://doi.org/10.31838/jcr.07.12.99

Han, H,, Lee, K. S., Kim, S.S., Wong, A. K. F., & Moon, H. (2022). What influences company attachment
and job performance in the covid-19 era?: Airline versus hotel employees. Tourism
Management Perspectives, 44, 101001. https://doi.org/10.1016/j.tmp.2022.101001

Herawati, N. T., Candiasa, I. M., Yadnyana, 1. K., & Suharsono, N. (2018). Factors that influence
financial behavior among accounting students in Bali. International Journal of Business
Administration, 9(3), 30-38. https://doi.org/10.5430/ijba.vOn3p30

Ismail, A. (2022). Validity and Reliability Test for The Questionnaire: The Role of The Existence of
Pharmacists on Pharmaceutical Services in Public Perceptions. Journal of Pharmaceutical and
Medicinal Sciences 2022, 7(1). https://dx.doi.org/10.32814 /jpms.v7i1.138

[zzah, N., Novita, R., & Poernomo, B. (2019). The influence of non-physical work environment and
job characteristics on employee performance at PT. Daliatex Kusuma in Bandung.
International  Journal of  Social Sciences Perspectives, 4(1), 22-37.
https://doi.org/10.33094/7.2017.2019.41.22.37

Jalilianhasanpour, R., Asadollahi, S., & Yousem, D. M. (2021). Creating joy in the workplace.
European Journal of Radiology, 145,110019. https://doi.org/10.1016/j.ejrad.2021.110019

Jiménez-Estévez, P., Yanez-Araque, B. Ruiz-Palomino, P., & Gutiérrez-Broncano, S. (2023).
Personal growth or servant leader: What do hotel employees need most to be affectively well
amidst the turbulent covid-19 times?. Technological Forecasting and Social Change, 190,
122410. https://doi.org/10.1016/j.techfore.2023.122410

Koopmans, L., Bernaards, C., Hildebrandt, V., van Buuren, S., van der Beek, A. ]., & de Vet, H. C. W.
(2012). Development of an individual work performance questionnaire. International Journal
of Productivity and Performance Management, 62(1), 6-28.
https://doi.org/10.1108/17410401311285273

Ginting et al. (The role of affective commitment: Do servant leadership and non-physical work ...) 121


https://doi.org/10.21608/jaauth.2021.68852.1160
https://doi.org/10.35877/454RI.qems865
https://doi.org/10.1016/j.leaqua.2018.07.004
https://doi.org/10.1007/s11135-022-01568-6
https://doi.org/10.3846/bme.2019.10379
https://doi.org/10.31838/jcr.07.12.99
https://doi.org/10.1016/j.tmp.2022.101001
https://doi.org/10.5430/ijba.v9n3p30
https://dx.doi.org/10.32814/jpms.v7i1.138
https://doi.org/10.33094/7.2017.2019.41.22.37
https://doi.org/10.1016/j.ejrad.2021.110019
https://doi.org/10.1016/j.techfore.2023.122410
https://doi.org/10.1108/17410401311285273

Jurnal Fokus Manajemen Bisnis
Volume 14, Number 1, March 2024, Page 108-123

Kewuel, H. K., Kumoro, N. B.,, & Anggrian, M. (2022). Pariwisata di Tengah Pandemi: Studi kasus
tentang pola wisata alternatif di Malang Jawa Timur. Anthropos: Journal of Social and Cultural
Anthropology, 7(2), 184-203.

Lemma, N., Dugassa, E., & Temesgen, W. (2022). The effect of indoor physical work environment
on employees performance. Journal of Ergonomics, 12, 295.

Lingga, T., Lubis, A., & Sembiring, B. (2022). The effect of non-physical work environment and work
capabilities on teacher performance with level of work stress as intervening variable on
covid-19 pandemic at Immanuel Christian School of Medan. International Journal of Research
and Review, 9(4), 292-300. https://doi.org/10.52403 /ijrr.20220435

Metwally, D., Ruiz-Palomino, P., Metwally, M., & Gartzia, L. (2019). How ethical leadership shapes
employees’ readiness to change: The mediating role of an organizational culture of
effectiveness. Frontiers in Psychology, 10, 434635.
https://doi.org/10.3389 /fpsyg.2019.02493

Mohamad, M. M., Sulaiman, N. L., Sern, L. C., & Salleh, K. M. (2015). Measuring the validity and
reliability of research instruments. Procedia-Social and Behavioral Sciences, 204, 164-171.
https://doi.org/10.1016/j.sbspro.2015.08.129

Mujeeb, T., Khan, N. U., Obaid, A., Yue, G., Bazkiaei, H. A., & Samsudin, N. A. (2021). Do servant
leadership self-efficacy and benevolence values predict employee performance within the
banking industry in the post-covid-19 era: Using a serial mediation approach. Administrative
Sciences, 11(4), 114. https://doi.org/10.3390/admsci11040114

Pakpahan, M. (2021, April). Servant leadership and performance employee: The mediating effect
of organizational commitment. In International Conference on Engineering, Technology and
Social Science (ICONETOS 2020) (pp- 884-892). Atlantis Press.
https://doi.org/10.2991 /assehr.k.210421.127

Peng, A. C., & Kim, D. (2020). A meta-analytic test of the differential pathways linking ethical
leadership to normative conduct. Journal of Organizational Behavior, 41(4), 348-368.
https://doi.org/10.1002/job.2427

Peng, C,, Liang, Y., Yuan, G., Xie, M., Mao, Y., Harmat, L., & Bonaiuto, F. (2023). How servant
leadership predicts employee resilience in public organizations: a social identity perspective.
Current Psychology, 42(35), 31405-31420. https://doi.org/10.1007 /s12144-022-04138-z

Pusparani, M., Amin, S., & Ali, H. (2021). the effect of work environment and job satisfaction on
employee performance with organizational commitment as an intervening variable at the
Department of Population Control and Family Planning Sarolangun Regency. Dinasti
International Journal of Management Science, 3(2), 202-219.

Qiy, S., & Dooley, L. (2019). Servant leadership: Development and validation of a multidimensional
measure in the Chinese hospitality industry. Leadership & Organization Development Journal,
40(2), 193-212. https://doi.org/10.1108/LODJ-04-2018-0148

Rahmawati, D., Kurniawati, R. A, & Insani, N. (2022). dampak perkembangan pariwisata terhadap
ekonomi masyarakat Kota Malang tahun 2015-2019. Kritis, 31(2), 93-105.
https://doi.org/10.24246 /kritis.v31i2p93-105

Ribeiro, N., Gupta, M., Gomes, D., & Alexandre, N. (2021). Impact of psychological capital (PsyCap)
on affective commitment: Mediating role of affective well-being. International Journal of
Organizational Analysis, 29(4), 1015-1029. https://doi.org/10.1108/1JOA-04-2020-2122

Ribeiro, N., Yiicel, ., & Gomes, D. (2018). How transformational leadership predicts employees’
affective commitment and performance. International Journal of Productivity and
Performance Management, 67(9), 1901-1917. https://doi.org/10.1108/1JPPM-09-2017-
0229

Sembiring, S., Dalimunthe, R., & Sembiring, K. (2022). The effect of transformational leadership
and non-physical work environment on employee performance with job satisfaction as
intervening variables at PT. Perkebunan Nusantara V during covid-19 pandemic.

122 d. 10.12928/fokus.v14i1.10007


http://dx.doi.org/10.12928/fokus.v10i2.2184
https://doi.org/10.52403/ijrr.20220435
https://doi.org/10.3389/fpsyg.2019.02493
https://doi.org/10.1016/j.sbspro.2015.08.129
https://doi.org/10.3390/admsci11040114
https://doi.org/10.2991/assehr.k.210421.127
https://doi.org/10.1002/job.2427
https://doi.org/10.1007/s12144-022-04138-z
https://doi.org/10.1108/LODJ-04-2018-0148
https://doi.org/10.24246/kritis.v31i2p93-105
https://doi.org/10.1108/IJOA-04-2020-2122
https://doi.org/10.1108/IJPPM-09-2017-0229
https://doi.org/10.1108/IJPPM-09-2017-0229

Jurnal Fokus Manajemen Bisnis
Volume 14, Number 1, March 2024, Page 108-123

International Journal of Research and Review, 9(1), 478-488.
https://doi.org/10.52403/ijrr.20220154

Shanty, D., & Mayangsari, S. (2019). Analisis pengaruh kompensasi, motivasi, lingkungan kerja
terhadap kinerja karyawan dengan komitmen organisasional sebagai variabel intervening.
Jurnal Informasi, Perpajakan, Akuntansi, Dan Keuangan Publik, 12(2), 103-120.
https://doi.org/10.25105/jipak.v12i2.5114

Shao, H., Ge, Y., & Li, Z. (2022). Moderating effects of transformational leadership, affective
commitment, job performance, and job insecurity. Frontiers in Psychology, 13, 847147.
https://doi.org/10.3389/fpsyg.2022.847147

Shin, Y., Hur, W.-M., & Hwang, H. (2022). Impacts of customer incivility and abusive supervision
on employee performance: A comparative study of the pre and post covid-19 periods. Service
Business, 16(2), 309-330. https://doi.org/10.1007/s11628-021-00456-7

St-Hilaire, W. A., & de la Robertie, C. (2018). Correlates of affective commitment in organizational
performance: Multi-level perspectives. Australian Journal of Career Development, 27(1), 3-8.
https://doi.org/10.1177/1038416217744215

Suhartanti, P. D., & Prasetyanto, W. E. (2022). Servant leadership and employee productivity: a
mediating and moderating role. International Journal of Productivity and Performance
Management, 71(8), 3488-3506. https://doi.org/10.1108/1JPPM-12-2020-0658

Susanti, M. (2023). Faktor yang mempengaruhi penyerapan tenaga kerja sektor pariwisata di Jawa
Timur. Journal Of Development Economic And Social Studies, 2(3), 522-538.

Usman, M., Javed, U. Shoukat, A, & Bashir, N. A. (2021). Does meaningful work reduce
cyberloafing? Important roles of affective commitment and leader-member exchange.
Behaviour & Information Technology, 40(2), 206-220.
https://doi.org/10.1080/0144929X.2019.1683607

Valianto, E., & Saadiah, R. (2018). analisis dampak sektor unggulan Kota Malang terhadap
pemberlakuan Masyarakat Ekonomi Asean (MEA). Pangripta Jurnal Ilmiah Kajian
Perencanaan Pembangunan, 1(1), 26-34.

Vipraprastha, T., Sudja, I. N,, & Yuesti, A. (2018). The effect of transformational leadership and
organizational commitment to employee performance with citizenship organization
behavior as intervening variables (At PT Sarana Arga Gemeh Amerta in Denpasar City).
International Journal of Contemporary Research and Review, 9(02), 20503-20518.
https://doi.org/10.15520/ijcrr/2018/9/02/435

Wong, A. K. F,, Kim, S. (Sam), Kim, J., & Han, H. (2021). How the covid-19 pandemic affected hotel
employee stress: Employee perceptions of occupational stressors and their consequences.
International Journal of Hospitality Management, 93, 102798.
https://doi.org/10.1016/j.ijhm.2020.102798

Yahia, M., Raed I,, A,, & Hadeel, A. (2023). Servant leadership and job performance: Evidence from
airline companies in Jordan. International Journal of Business and Society, 24(1), 523-542.
https://doi.org/10.33736/ijbs.5632.2023

Zada, S., Khan, ]., Zada, M., Saeed, ., & Jun, Z. Y. (2023). Does servant leadership enhance employee
creativity and performance?. Journal of Organizational and End User Computing, 35(1), 1-24.
https://doi.org/10.4018/JOEUC.321656

Zang, D., Liu, C, & Jiao, Y. (2021). Abusive supervision, affective commitment, customer
orientation, and proactive customer service performance: Evidence from hotel employees in
China. Frontiers in Psychology, 12. https://doi.org/10.3389 /fpsyg.2021.648090

Zhenjing, G., Chupradit, S., Ku, K. Y., Nassani, A. A,, & Haffar, M. (2022). Impact of employees'
workplace environment on employees' performance: A multi-mediation model. Frontiers in
public health, 10, 890400. https://doi.org/10.3389/fpubh.2022.890400

Ginting et al. (The role of affective commitment: Do servant leadership and non-physical work ...) 123


https://doi.org/10.52403/ijrr.20220154
https://doi.org/10.25105/jipak.v12i2.5114
https://doi.org/10.3389/fpsyg.2022.847147
https://doi.org/10.1007/s11628-021-00456-7
https://doi.org/10.1177/1038416217744215
https://doi.org/10.1108/IJPPM-12-2020-0658
https://doi.org/10.1080/0144929X.2019.1683607
https://doi.org/10.15520/ijcrr/2018/9/02/435
https://doi.org/10.1016/j.ijhm.2020.102798
https://doi.org/10.33736/ijbs.5632.2023
https://doi.org/10.4018/JOEUC.321656
https://doi.org/10.3389/fpsyg.2021.648090
https://doi.org/10.3389/fpubh.2022.890400

