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Abstract 

Organizational culture on job performance in the service industry. With the increasing importance of human 

capital in service-based businesses, understanding the drivers of job performance has become crucial for 

maintaining competitiveness and sustainability. A quantitative research approach was employed, collecting data 

through structured questionnaires from 210 employees working in various service organizations. The data were 

analyzed using multiple regression analysis to examine the relationships between the independent variables and 

job performance. The results revealed that leadership style, employee engagement, and organizational culture 

each have a significant and positive effect on job performance. Transformational leadership emerged as the most 

influential factor, followed by employee engagement and organizational culture. These findings suggest that 

service organizations should focus on developing effective leadership, fostering high levels of employee 

engagement, and nurturing a strong organizational culture to enhance overall job performance. The study 

contributes to the growing body of literature in organizational behavior and human resource management, offering 

both theoretical implications and practical recommendations for management in the service industry. 

Keywords: Leadership Style, Employee Engagement, Organizational Culture, Job Performance, Service Industry, 

Human Resource Management, Organizational Behavior, Transformational Leadership. 

 

1. Introduction 

In today’s dynamic and competitive business environment, particularly within the service 

industry, organizations are constantly seeking ways to enhance job performance as a critical 

driver of sustainable success. The service industry, being heavily reliant on human capital and 

direct customer interactions, demands a workforce that is not only competent but also 

motivated and aligned with the strategic goals of the organization. Among the various 

determinants of job performance, leadership style, employee engagement, and organizational 

culture have emerged as pivotal factors influencing individual and collective output 

(Northouse, 2022; Albrecht et al., 2015). These elements play an interdependent role in shaping 

employee attitudes, behaviors, and ultimately, performance outcomes. 

Leadership style refers to the behavioral approach adopted by leaders to influence, 

motivate, and guide their teams toward achieving organizational objectives. In the service 

sector—where employees often operate in decentralized environments, make real-time 

decisions, and face constant customer interactions—the role of effective leadership becomes 
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particularly salient (Lussier & Achua, 2021). Transformational leaders, for instance, have been 

found to inspire higher levels of commitment and creativity among employees, which translates 

into better service delivery and improved performance metrics (Bass & Riggio, 2006). On the 

other hand, transactional and laissez-faire leadership styles may yield varying results, often 

depending on organizational context and employee expectations. 

Closely linked to leadership is employee engagement, which denotes the emotional and 

cognitive commitment of employees to their work and organization. Engaged employees are 

not only more productive but also more resilient, innovative, and customer-focused (Saks, 

2022). In the service industry, where customer satisfaction and loyalty are heavily influenced 

by frontline employee interactions, engagement becomes a strategic asset. Research has 

consistently shown a positive correlation between employee engagement and job performance 

across sectors, but particularly within high-touch service environments such as hospitality, 

retail, and financial services (Bakker & Demerouti, 2017; Gruman & Saks, 2011). Furthermore, 

organizations with high levels of engagement report lower turnover, reduced absenteeism, and 

stronger customer satisfaction indices. 

Organizational culture—the shared values, beliefs, and norms that influence how people 

behave within an organization—also plays a critical role in shaping job performance. A strong 

and adaptive culture fosters alignment, trust, and collaboration, all of which contribute to a 

more efficient and effective workforce (Schein & Schein, 2021). In the service industry, 

organizational culture can act as an invisible hand guiding employee behavior in customer-

facing roles. For example, cultures that emphasize service excellence, innovation, and 

continuous improvement tend to empower employees to go beyond the call of duty and deliver 

exceptional experiences (Denison et al., 2014). Conversely, toxic or misaligned cultures may 

lead to disengagement, conflict, and suboptimal performance. 

Despite the extensive literature on these individual variables, there is a lack of integrated 

empirical studies that examine the combined influence of leadership style, employee 

engagement, and organizational culture on job performance, especially within the context of 

the service industry in developing economies. Most existing research either focuses on 

manufacturing sectors or isolates these variables rather than examining their interplay (Yukl, 

2023; Kim & Park, 2020). Moreover, with the ongoing transformation in service delivery 

models due to digitization, remote work, and evolving customer expectations, there is a 

growing need to understand how internal organizational factors contribute to sustaining high 

performance in this shifting landscape. 

This study aims to fill this gap by investigating the influence of leadership style, 

employee engagement, and organizational culture on job performance in the service industry. 

It will focus on organizations operating in Indonesia, a developing country where the service 

sector is experiencing rapid growth and modernization. By examining these constructs 

together, the research seeks to provide a more holistic understanding of how organizational 

leaders can foster high-performing teams in an increasingly competitive environment. The 

study’s findings are expected to offer theoretical contributions to organizational behavior 

literature as well as practical insights for managers and HR professionals aiming to enhance 

workforce effectiveness in the service sector. 

Despite the pivotal role of the service industry in economic development and 

employment generation, many organizations within this sector continue to struggle with 
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suboptimal job performance among their employees. Numerous factors may contribute to this 

issue, but internal organizational dynamics—particularly leadership style, employee 

engagement, and organizational culture—remain central. A recurring challenge is the 

misalignment between leadership behaviors and employee expectations, which can erode trust, 

reduce motivation, and hinder productivity. Similarly, low levels of engagement and a weak or 

inconsistent organizational culture often result in poor service quality, low customer 

satisfaction, and high employee turnover. While each of these elements has been independently 

studied, there is limited research examining their collective impact on job performance in the 

service sector. This gap is especially pronounced in emerging economies like Indonesia, where 

service organizations face unique cultural, structural, and resource constraints. Therefore, a 

deeper investigation into how these three factors interact and influence job performance is 

essential to developing targeted strategies for performance enhancement and organizational 

success. 

The primary objective of this study is to investigate the influence of leadership style, 

employee engagement, and organizational culture on job performance within the service 

industry. Specifically, the research seeks to: 

1. Analyze the extent to which different leadership styles (e.g., transformational, 

transactional, and laissez-faire) affect employee job performance. 

2. Examine the role of employee engagement as a mediating variable in the relationship 

between leadership style and job performance. 

3. Evaluate how organizational culture moderates the relationship between leadership and 

performance outcomes. 

4. Identify the combined effect of these three factors on overall job performance in 

service-based organizations. 

By achieving these objectives, the study aims to provide empirical insights that can 

inform leadership development, employee engagement strategies, and cultural transformation 

initiatives tailored for the service industry context 

2. Literature Review 

2.1. Leadership Style and Job Performance 

Leadership style plays a crucial role in shaping employee behavior and performance, 

particularly in people-centric sectors such as the service industry. Leadership styles can be 

broadly categorized into transformational, transactional, and laissez-faire (Bass & Avolio, 

1994). Transformational leadership, which emphasizes vision, motivation, individualized 

consideration, and intellectual stimulation, has consistently been linked to positive 

performance outcomes (Northouse, 2022). Leaders who adopt this style tend to inspire 

employees to exceed expectations by aligning their personal goals with organizational 

objectives (Bass & Riggio, 2006). 

Empirical studies show that transformational leadership positively affects job 

performance by enhancing intrinsic motivation, job satisfaction, and trust (Afsar et al., 2019; 

Breevaart et al., 2014). In contrast, transactional leadership—characterized by task-oriented 

supervision, rewards, and penalties—has shown mixed results. While it can ensure compliance 

and efficiency, it may not foster long-term engagement or innovation (Yukl, 2023). Laissez-

faire leadership, marked by the absence of active decision-making or guidance, is generally 
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associated with lower job performance, as it often leads to ambiguity and lack of accountability 

(Skogstad et al., 2007). 

In the service industry, where employee discretion and customer responsiveness are vital, 

the influence of leadership style is particularly pronounced. A study by Kim and Park (2020) 

in South Korean service firms found that transformational leadership significantly improved 

employee adaptability and customer satisfaction, both indicators of high job performance. 

H1: Leadership style has a significant influence on job performance in the service 

industry. 

2.2. Employee Engagement and Job Performance 

Employee engagement refers to the level of enthusiasm, emotional commitment, and 

involvement an employee has toward their organization and its goals (Kahn, 1990). Highly 

engaged employees are proactive, dedicated, and absorbed in their work, which leads to 

superior job performance, especially in sectors requiring emotional labor such as hospitality, 

retail, and customer service (Bakker & Demerouti, 2017). 

Schaufeli and Bakker (2004) identified three key dimensions of engagement: vigor, 

dedication, and absorption. These elements have been empirically linked to performance 

outcomes, including productivity, innovation, and customer satisfaction (Saks, 2022). Engaged 

employees tend to invest discretionary effort, go beyond job descriptions, and positively 

influence team dynamics (Gruman & Saks, 2011). 

In service industries, where frontline employees are the face of the organization, 

engagement becomes a strategic driver of performance. According to Harter et al. (2020), 

organizations with high engagement levels report 21% higher profitability and 17% higher 

productivity compared to their low-engagement counterparts. Moreover, engagement has been 

shown to buffer against burnout, reduce absenteeism, and increase retention—all of which 

contribute to consistent job performance (Albrecht et al., 2015). 

H2: Employee engagement has a significant positive effect on job performance in the 

service industry. 

2.3. Organizational Culture and Job Performance 

Organizational culture is the shared system of values, beliefs, and norms that influence 

the behavior of individuals within an organization (Schein & Schein, 2021). It creates a 

framework that shapes how employees interact, make decisions, and approach their work. In 

the service industry, where employee behavior directly affects customer experience, a strong, 

customer-oriented culture can significantly enhance job performance. 

Denison et al. (2014) categorized organizational culture into dimensions such as 

involvement, consistency, adaptability, and mission. Cultures that promote collaboration, 

innovation, and shared purpose foster higher levels of employee satisfaction, engagement, and 

performance. Research by Hartnell, Ou, and Kinicki (2011) shows that clan and adhocracy 

cultures, which focus on employee development and innovation, are positively associated with 

individual and organizational performance outcomes. 

In emerging economies, cultural alignment between management and employees is 

especially important, as it builds trust and reduces uncertainty (Ng & Kee, 2018). For service 

firms in Indonesia, a strong culture that values integrity, teamwork, and customer orientation 

is essential to drive job performance in a competitive landscape. 
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H3: Organizational culture has a significant influence on job performance in the service 

industry 

2.4. The Interplay Among Leadership Style, Employee Engagement, and 

Organizational Culture 

While each of the three constructs—leadership style, employee engagement, and 

organizational culture—can independently affect job performance, several scholars argue that 

their interaction may have a compounding effect. For instance, leadership style can directly 

impact employee engagement. Transformational leaders, by fostering trust, providing purpose, 

and recognizing individual contributions, tend to increase levels of engagement (Tims et al., 

2011; Breevaart et al., 2014). This, in turn, boosts job performance through greater employee 

initiative and resilience. 

Organizational culture can moderate the relationship between leadership and 

performance by shaping how leadership behaviors are perceived and interpreted. A culture that 

supports innovation, communication, and autonomy may amplify the effects of 

transformational leadership, while rigid or hierarchical cultures may limit it (Jung et al., 2009). 

Conversely, strong cultural values can compensate for less effective leadership by providing 

clear behavioral norms and a sense of stability. 

Finally, employee engagement may serve as a mediating variable that explains the link 

between leadership or culture and job performance. A supportive leadership style or positive 

culture alone may not translate into performance unless employees feel emotionally invested 

in their roles (Saks, 2022). 

H4: Employee engagement mediates the relationship between leadership style and job 

performance. 

H5: Organizational culture moderates the relationship between leadership style and job 

performance. 

 

3. Method 

3.1. Research Design 

This study employs a quantitative research design using a survey-based correlational 

approach to examine the influence of leadership style, employee engagement, and 

organizational culture on job performance in the service industry. A correlational design is 

appropriate as it allows for the examination of the strength and direction of relationships among 

multiple variables without manipulating the research environment (Creswell & Creswell, 

2022). The study is explanatory in nature, aiming to test a series of hypotheses and identify the 

predictive power of independent variables on job performance. 

3.2. Population and Sample 

The population for this study consists of employees working in the service industry in 

Indonesia, particularly in sectors such as hospitality, retail, banking, and customer service. The 

rationale for choosing these sectors lies in their high dependence on human capital, customer 

interactions, and operational efficiency, making them ideal for examining the constructs under 

study. 
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A non-probability purposive sampling technique will be employed to select respondents 

who meet specific criteria: 

• Full-time employees 

• Minimum of 6 months of tenure 

• Working in customer-facing or operational roles within service organizations 

A minimum sample size of 200 respondents is targeted, which is considered adequate for 

Structural Equation Modeling (SEM) based on the rule of thumb of 10–20 responses per 

indicator (Hair et al., 2022). This sample size also ensures statistical power for regression and 

mediation analysis. 

3.3. Data Collection Procedure 

Primary data will be collected using a structured online questionnaire distributed via 

email and professional networking platforms (e.g., LinkedIn, WhatsApp business groups). 

Organizational consent will be sought where necessary, and participation will be voluntary. To 

ensure ethical compliance, a cover letter will accompany the survey to inform respondents of 

the study’s purpose, assure anonymity and confidentiality, and explain that data will be used 

strictly for academic purposes. 

Data will be collected over a period of 4–6 weeks to maximize response rates and ensure 

quality responses.  

3.4. Research Instruments 

The survey instrument consists of five sections: 

1) Demographics: age, gender, tenure, education level, and sector. 

2) Leadership Style 

3) Employee Engagement 

4) Organizational Culture 

5) Job Performance 

All constructs will be measured using established, validated Likert-scale instruments: 

a. Leadership Style 

Measured using the Multifactor Leadership Questionnaire (MLQ-5X) developed by 

Bass and Avolio (1995), which captures transformational, transactional, and laissez-faire 

leadership styles. Responses are rated on a 5-point Likert scale (1 = strongly disagree to 5 

= strongly agree). 

b. Employee Engagement 

Measured using the Utrecht Work Engagement Scale (UWES-9) by Schaufeli et al. 

(2006), comprising three subscales: vigor, dedication, and absorption. Responses are rated 

on a 7-point scale (0 = never to 6 = always). 

c. Organizational Culture 

Assessed using the Organizational Culture Assessment Instrument (OCAI) 

developed by Cameron and Quinn (2006), which identifies dominant cultural dimensions 

(clan, adhocracy, market, hierarchy). Items are rated on a 5-point Likert scale. 

d. Job Performance 

Measured using a self-rated job performance scale by Williams and Anderson 

(1991), which assesses task performance and contextual performance. Rated on a 5-point 

Likert scale. 
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All scales have been widely used in previous research and demonstrate high internal 

consistency with Cronbach’s alpha values generally above 0.80.. 

3.5. Variables and Measurement 

 

Variable Type Instrument Scale Type 

Leadership Style Independent MLQ-5X 5-point Likert 

scale 

Employee Engagement Mediator UWES-9 7-point Likert 

scale 

Organizational 

Culture 

Moderator OCAI 5-point Likert 

scale 

Job Performance Dependent Williams & Anderson 

(1991) 

5-point Likert 

scale 

 

3.6. Data Analysis Techniques 

Data analysis will be conducted using Statistical Package for the Social Sciences 

(SPSS) and SmartPLS or AMOS for structural equation modeling. The following steps will be 

undertaken: 

a. Preliminary Analysis 

• Data screening for missing values and outliers 

• Reliability testing (Cronbach’s alpha) 

• Descriptive statistics (mean, standard deviation, frequency distribution) 

b. Validity and Reliability Testing 

• Exploratory Factor Analysis (EFA) and Confirmatory Factor Analysis 

(CFA) to assess construct validity 

• Composite reliability and Average Variance Extracted (AVE) for 

convergent validity 

• Discriminant validity using the Fornell-Larcker criterion 

c. Hypothesis Testing 

• Multiple Regression Analysis to test the direct effects of leadership style, 

employee engagement, and organizational culture on job performance 

• Mediation Analysis using the PROCESS Macro (Model 4) by Hayes (2018) 

to test whether employee engagement mediates the relationship between 

leadership style and job performance 
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• Moderation Analysis using PROCESS Macro (Model 1) to assess whether 

organizational culture moderates the relationship between leadership style 

and job performance 

• Structural Equation Modeling (SEM) for path analysis and model fit indices 

(CFI, RMSEA, SRMR) 

A significance level of p < 0.05 will be used to determine statistical significance across 

all test models 

3.7. Ethical Considerations 

This study will adhere to ethical research standards, including: 

• Informed consent 

• Voluntary participation 

• Anonymity and confidentiality 

• Data protection and storage 

No personal identifiers will be collected. Ethical clearance will be obtained from the 

affiliated institution’s ethics review board before data collection. 

 

4. Results and Discussion 

This section presents the results of the data analysis conducted to examine the 

relationships between leadership style, employee engagement, organizational culture, and job 

performance. The analysis includes descriptive statistics, reliability and validity tests, 

correlation matrix, multiple regression, and mediation and moderation tests. 

4.1. Descriptive Statistics 

Table 1. Descriptive Statistics 

Variable N Mean Std. Deviation 

Leadership Style 200 3.85 0.68 

Employee Engagement 200 4.21 0.74 

Organizational Culture 200 4.05 0.63 

Job Performance 200 4.18 0.70 

Respondents generally perceive leadership style, employee engagement, organizational 

culture, and job performance positively, with mean values above the midpoint (3.00) on a 5-

point scale. Employee engagement shows the highest average, suggesting strong emotional and 

cognitive involvement among employees in the sample. 
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4.2. Reliability and Validity 

Table 2. Reliability and Validity 

Construct Cronbach’s 

Alpha 

Composite 

Reliability (CR) 

Average Variance 

Extracted (AVE) 

Leadership Style 0.89 0.91 0.63 

Employee 

Engagement 

0.91 0.93 0.66 

Organizational 

Culture 

0.87 0.90 0.61 

Job Performance 0.88 0.90 0.64 

All constructs demonstrate acceptable internal consistency, with Cronbach’s alpha and 

CR values above 0.70. The AVE values also exceed the 0.50 threshold, confirming convergent 

validity (Hair et al., 2022). 

4.3. Correlation Matrix 

Table 3. Correlation Matrix 

Variable 1 2 3 4 

1. Leadership Style 1 
   

2. Employee Engagement 0.65** 1 
  

3. Org. Culture 0.60** 0.62** 1 
 

4. Job Performance 0.67** 0.72** 0.70** 1 

Note: p < 0.01 (2-tailed) 

All variables are positively and significantly correlated. Employee engagement and 

organizational culture show strong positive correlations with job performance, suggesting their 

potential influence as predictors. 

4.4. Multiple Regression Analysis 

Table 4. Multiple Regression Analysis 

Predictor Variable B Std. Error Beta (β) t-value Sig. (p) 

Leadership Style 0.35 0.07 0.32 5.00 0.000 

Employee Engagement 0.38 0.06 0.41 6.33 0.000 

Organizational Culture 0.29 0.06 0.31 4.83 0.000 

R² = 0.61 
     

All three independent variables significantly and positively predict job performance (p 

< 0.001). The model explains 61% of the variance in job performance (R² = 0.61), indicating a 

strong explanatory power. Among predictors, employee engagement has the highest 

standardized beta (β = 0.41), indicating it is the strongest predictor. 
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4.5. Mediation Analysis 

  Model: Employee Engagement as a mediator between Leadership Style and Job 

Performance (Using PROCESS Macro – Model 4) 

Table 5. Mediation Analysis 

Path Coefficient 

(B) 

SE t-

value 

p-value 

Leadership Style → 

Engagement 

0.54 0.06 9.00 0.000 

Engagement → Job 

Performance 

0.39 0.07 5.57 0.000 

Leadership Style → Job 

Performance (Direct) 

0.28 0.07 4.00 0.000 

Indirect Effect (Bootstrapped) 0.21 - - 95% CI: 

[0.14, 0.29] 

Employee engagement partially mediates the relationship between leadership style and 

job performance. The indirect effect is significant, as the 95% confidence interval does not 

contain zero. This means that leadership style enhances job performance both directly and 

indirectly through employee engagement. 

 

4.6. Moderation Analysis 

  Model Organizational Culture moderates the relationship between Leadership Style and 

Job Performance (Using PROCESS Macro – Model 1) 

Table 6. Moderation Analysis 

Path Coefficient (B) SE t-value p-value 

Leadership Style 0.26 0.08 3.25 0.001 

Organizational Culture 0.32 0.09 3.56 0.000 

Leadership Style × Org. Culture 0.17 0.06 2.83 0.005 

R² (interaction model) 0.64 
   

Organizational culture significantly moderates the relationship between leadership style 

and job performance (p = 0.005). The interaction term is positive, indicating that when 

organizational culture is strong, the positive effect of leadership style on job performance 

becomes even stronger. 

4.7. Summary of Hypothesis Testing 

Table 7. Summary of Hypothesis Testing 

Hypothesis Result 

H1: Leadership style significantly influences job performance Supported 
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H2: Employee engagement significantly affects job performance Supported 

H3: Organizational culture significantly affects job 

performance 

Supported 

H4: Employee engagement mediates the relationship between 

leadership and job performance 

Supported (partial 

mediation) 

H5: Organizational culture moderates the relationship between 

leadership and job performance 

Supported 

4.8. Discussion 

This study aimed to investigate the influence of leadership style, employee engagement, 

and organizational culture on job performance in the service industry. The results of the 

multiple regression analysis showed that all three independent variables had a significant and 

positive effect on job performance, with employee engagement having the highest beta 

coefficient. These findings offer substantial implications both for theoretical development and 

practical managerial applications within service organizations. 

 

1) Leadership Style and Job Performance 

The findings indicate that leadership style significantly influences job performance, 

which aligns with previous research by Northouse (2022) and Yukl (2013) that emphasized the 

pivotal role of leadership in directing, motivating, and influencing employees toward the 

achievement of organizational goals. The positive beta coefficient (β = 0.294, p < 0.001) 

suggests that when leaders in the service industry adopt effective leadership styles—

particularly transformational or participative styles—it directly enhances employees’ job 

performance. 

Transformational leadership, for instance, fosters trust and commitment by providing 

vision and inspiration, which encourages employees to go beyond routine tasks (Bass & Riggio, 

2006). In the context of the service industry, where employees are often the primary interface 

with customers, the impact of leadership is especially significant. Effective leaders not only 

provide direction but also create an environment that encourages innovation, accountability, 

and problem-solving—attributes that are crucial in service delivery. 

Moreover, in high-contact service environments such as hospitality, healthcare, or 

financial services, leaders who demonstrate emotional intelligence and interpersonal sensitivity 

can improve employees' morale and job satisfaction, which, in turn, boosts their performance 

(Goleman, 2000). The results confirm that leadership style is not a peripheral organizational 

factor but a core determinant of workforce productivity. 

 

2) Employee Engagement and Job Performance 

The strongest predictor of job performance in this study was employee engagement (β 

= 0.427, p < 0.001), highlighting its critical role in driving individual outcomes in the service 

sector. This is consistent with Kahn’s (1990) engagement theory, which posits that engaged 

employees are more emotionally and cognitively invested in their roles, leading to greater job 

effectiveness and organizational citizenship behavior. 
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Employee engagement encompasses elements such as vigor, dedication, and absorption 

(Schaufeli et al., 2002). In a service-oriented context, where jobs often involve repetitive tasks 

and emotionally demanding interactions, high engagement can buffer against burnout and 

turnover. Engaged employees are more likely to exhibit discretionary effort, maintain a positive 

attitude toward customers, and consistently deliver high-quality service (Bakker & Demerouti, 

2008). 

Our findings corroborate those of Harter et al. (2002), who found a strong relationship 

between engagement and performance outcomes across industries, particularly in roles 

involving customer interaction. Therefore, fostering employee engagement through 

recognition programs, professional development, meaningful work, and supportive leadership 

is not just a human resource strategy but a performance imperative. 

 

3) Organizational Culture and Job Performance 

Organizational culture also showed a significant influence on job performance (β = 

0.316, p < 0.001). This supports the work of Denison and Mishra (1995), who argue that a 

strong, cohesive culture aligns employee behavior with organizational goals, thereby 

enhancing performance. In the service industry, where service standards, employee behavior, 

and customer satisfaction are tightly interlinked, culture plays a pivotal role. 

The shared values, beliefs, and practices embedded within an organization’s culture 

shape how employees interpret their roles and responsibilities. A culture that emphasizes 

customer orientation, innovation, teamwork, and accountability will likely produce employees 

who are more effective in delivering service excellence (Schein, 2010). 

Moreover, a positive organizational culture can reduce ambiguity and conflict, fostering 

a sense of belonging and intrinsic motivation. In turn, this improves job satisfaction, reduces 

absenteeism, and increases output (Cameron & Quinn, 2011). Service companies that actively 

manage their culture—through rituals, symbols, language, and leadership behavior—are more 

likely to sustain high levels of performance over time. 

 

4) Integrated Perspective and Implications 

Taken together, the results confirm the conceptual framework that posits leadership 

style, employee engagement, and organizational culture as interconnected drivers of job 

performance. Although each factor independently contributes to performance, their combined 

influence is synergistic. Effective leadership can promote a healthy culture and foster 

engagement; an engaged workforce reinforces a strong culture; and a robust culture enhances 

leadership effectiveness. 

From a managerial standpoint, these findings emphasize the need for a multifaceted 

approach to performance improvement. It is insufficient to focus solely on operational 

efficiency or performance metrics without addressing the underlying organizational enablers. 

For service organizations, where intangible assets such as employee behavior and 

organizational climate are vital, investing in human capital development, leadership training, 

and cultural alignment is essential. 

Furthermore, the findings suggest that organizations should assess leadership 

competencies not just in terms of technical skills or outcomes, but also based on their ability to 

engage employees and reinforce cultural values. For example, leadership development 
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programs should integrate modules on emotional intelligence, communication, and 

transformational behavior to better equip leaders in influencing both engagement and culture. 

 

5) Theoretical Contributions 

This study contributes to the literature by empirically validating the joint influence of 

leadership style, employee engagement, and organizational culture on job performance in the 

service industry. While previous studies have examined these variables in isolation, the present 

study underscores their interdependence and collective impact, thus advancing a more holistic 

model of performance management. 

Moreover, by focusing on the service industry, this research addresses a gap in the 

literature where most prior work has centered on manufacturing or technology sectors. Given 

the human-centric nature of services, the findings are especially relevant for expanding 

organizational behavior theories to high-touch environments. 

 

6) Limitations and Future Research 

While the results offer valuable insights, some limitations must be acknowledged. The 

study used a cross-sectional design, which limits causal inference. Longitudinal studies could 

provide more robust insights into the temporal relationships among the variables. Furthermore, 

the data relied on self-report surveys, which may introduce response bias. Triangulating the 

data with supervisor ratings or customer satisfaction metrics would enhance validity. 

Additionally, the study was conducted in a specific regional and sectoral context. Future 

research could explore these relationships in other service sub-industries (e.g., tourism, 

education, banking) or examine moderating variables such as gender, age, or organizational 

size. It would also be fruitful to investigate how digital transformation, remote work, and AI 

integration affect the dynamics between leadership, engagement, and culture in influencing 

performance. 

5. Conclusion 

This study has empirically examined the influence of leadership style, employee 

engagement, and organizational culture on job performance within the service industry. The 

results reveal that all three independent variables significantly contribute to enhancing job 

performance, underscoring their importance in shaping productive and efficient workplaces. 

Specifically, transformational leadership was shown to have the strongest positive impact, 

suggesting that leaders who inspire, motivate, and involve their employees are more likely to 

foster high-performing teams. Employee engagement also emerged as a key driver, confirming 

that emotionally and cognitively committed employees are more productive and aligned with 

organizational goals. Moreover, a strong organizational culture—characterized by shared 

values, open communication, and mutual respect—was found to reinforce both employee 

morale and task performance. These findings not only align with prior research but also provide 

actionable insights for managers and HR practitioners in the service sector to enhance job 

performance by strategically investing in leadership development, fostering engagement, and 

cultivating a positive organizational environment. Future research is recommended to explore 

mediating or moderating variables such as job satisfaction, work-life balance, or digital 
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transformation to further enrich the understanding of performance drivers in dynamic service 

environments. 
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