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Abstract

The rapid growth of the hotel industry in the current era of globalization requires hotel
operators to acknowledge the importance of service provision and its management in
order to compete effectively and to gain competitive advantage at the same time.
Building a strong workforce is essential to realize this vision. Therefore, it is vital for
the hotel operators to establish a good relationship between their management and the
employees to achieve its goals and objectives. As such, this paper aims to examine the
importance of emotional intelligence in shaping benevolent leaders and organizational
commitment as the mediator of the relationship between benevolent leadership and
organizational citizenship behavior. This study is one of the pioneer studies of
benevolent leadership conducted in a multicultural context. Moreover, this study also
highlighted the effectiveness of benevolent leadership in encouraging voluntary extra-
role effort and improving the turnover issues in the hotel industry of Malaysia. The data
was collected using multistage sampling from 300 hotel employees from four- and five-
star hotels in Klang Valley of Malaysia. Both Statistical Package for the Social Sciences
(SPSS) and AMOS (Analysis of Moment Structures) statistical software were used for
the hypotheses testing. The results from the analysis showed that the emotional
intelligence of supervisors is significantly related to benevolent leadership.
Organizational commitment was found to have a mediation effect on the relationship
between benevolent leadership and organizational citizenship behavior.
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Introduction

As the hotel industry continues to grow across the world, the hotel operators are
required to have reliable and organized management line-up in order to be competitive
and relevant to the needs and wants of the customers. However, the hotel industry is
greatly challenged with the longstanding turnover issue in both developed and
developing countries (Abdullah, Alias, Zahari, Karim, Abdullah, Salleh, & Musa, 2010;
Sangaran & Jeetesh, 2015). This is due to the issues such as long and irregular working
hours, poor working conditions and low wages experienced by the employees of the
hotels (Lo & Lamm, 2005). In Malaysia for example, it was reported that half of the
overall turnover rate in the tourism and hospitality industry emanated from the hotel
industry (Saad, Yahya, & Pangil, 2012). The latest statistics from the Ministry of
Human Resource of Malaysia showed that by the end of the first quarter of 2017, there
were as many as 1637 vacancies available in the accommodation and food services
sector (Ministry of Human Resource Malaysia, 2017a). However, the figures
skyrocketed to 5267 at the end of the third quarter in 2017 (Ministry of Human
Resource Malaysia, 2017b). This scenario orchestrated that the hospitality industry is
regarded as one of the industries that has a significant turnover rate in comparison to
other industries.

In view of the shortcomings, scholars have expressed their concerns towards the
employee turnover issues of the hotel industry in Malaysia (e.g. Sangaran & Jeetesh,
2015; Albattat & Som, 2013; Saad et al., 2012; Abdullah et al., 2010). As tourism
industry plays a crucial role in being a major income generator and growth contributors
to the Malaysian economy, the high turnover rate of hotel employees has become an
encumbrance to the development of tourism industry (Abdullah et al., 2010; Mastura,
Toh, & Zaleha, 2011; Salman & Hasim, 2012). A survey conducted by Kelly Services
(2012) also revealed that the hospitality/travel/leisure sector has recorded the lowest
level of employees’ satisfaction towards management’s leadership style compared to
other industries. Hence, it is important for the organizations to have high-quality human
resource management practices and benevolent leaders to minimize the turnover rate.
The past studies claimed that the benevolent attributes among the leaders could be one
of the key factors that could possibly improve the employee turnover situations and
facilitate productive workforce (Farh, Cheng, Chou, & Chu, 2006; Farh & Cheng,
2000).

In addition, benevolent leadership approach has been widely acknowledged as the most
desirable leadership style in services setting (Chan & Mak, 2012). There are studies that
suggested the relationship between leaders and employees and the treatment towards
the employees can minimize the turnover issues in the hotel industry (e.g. Abdullah et
al., 2010; Nankervis, Compton, & Baird, 2008). By providing individualized concern
for subordinates' personal and familial well-being, benevolent leaders may build a
favorable leader-employee relationship and subsequently reduce the likelihood of
employees leaving their job (Ayupp & Kong, 2010). On the positive note, employees
would have responded to the benevolent leaders by contributing more on their work in
exchange due to the value they perceived from the relationship (Farh et al., 2006; Farh
& Cheng, 2000).
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Although benevolent leadership has been an area of interest in management studies,
there were limited studies that emphasized the antecedent of benevolent leadership. As
hotel industry is considered as a service industry that normally demands high emotional
labor to satisfy customers (Cham & Easvaralingam, 2012; Cheng, Shaheen, & Cham,
2014), this study intends to add to the growing knowledge base by proposing emotional
intelligence as the pre-requisite to benevolent leadership. Besides emotional
intelligence, the present study also proposed the possible influence of benevolent
leadership on the employees’ organizational commitment. Granting the fact that
organizational commitment has been widely examined as the positive outcome of
various leadership styles (Ahmadi & Avajian, 2011; Erben & Giineser, 2008), the
empirical evidence that proposed the relatedness of benevolent leadership and
organizational commitment in hospitality setting are still lacking to date.

In addition to above, organizational commitment has been extensively studied as the
antecedent of organizational citizenship behavior (e.g. Ahmadi & Avajian, 2011,
Peterson & Xing, 2007; Riketta & Landerer, 2002; Podsakoff, MacKenzie, Paine, &
Bachrach, 2000; MacKenzie, Podsakoff, & Ahearne, 1998; Organ & Ryan, 1995).
However, the study that addressed the relationship between organizational commitment
and organizational citizenship behavior in the hospitality literature is still relatively
scant. Since that the hotel industry in Malaysia has been reported to suffer from a high
turnover rate (Saad et al., 2012), therefore, organizational citizenship behavior is
viewed as an important element in the hospitality setting especially when it promotes
loyalty behavior among the employees towards the firms, being proud of the company,
and ultimately remain with the hotel that they worked with. Moreover, organizational
citizenship behavior among staff is able to improve their performance by minimizing
their errors, taking initiative to seek for better solution, promote collaboration and
improving their level of quality of their service provision.

In view of the benefits of organizational citizenship behavior in enhancing employees’
performance and promote organizational success, the finding from this study is
expected to highlight the importance of leaders’ benevolent behavior and their
commitment in relation to their citizenship behavior. Moreover, the mediating role of
organizational commitment has also been highlighted in the past studies (Caillier, 2015;
Dhar, 2015; Yousef, 2017). To the best knowledge of the researchers, the review of the
past literature indicates that the studies that examine the mediating effect of
organizational commitment in the relationship between benevolent leadership and
organizational citizenship behavior are virtually none. For example, it was found that
organizational commitment mediated the relationship between servant leadership and
organizational citizenship behavior (Behery, Al-Nasser, Jabeen & Ei Rawas, 2018;
Rosnani, 2018). Hence, this scenario suggested that there is a need for researchers to
address this research gap.

Referring to the research deficiency identified above, the present study attempts to
achieve the following objectives: (1) to examine the impact of emotional intelligence
on benevolent leadership, (2) to examine the interrelationship between benevolent
leadership, organizational commitment and organizational citizenship behavior, and (3)
to examine the mediating effect of organizational commitment in the relationship
between benevolent leadership and organizational citizenship behavior. The following
section presents a review of constructs in the study and hypotheses development.
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Subsequently, the research methodology and results of data analysis are presented.
Lastly, the findings and the implications of the study are discussed.

Literature Review
Benevolent Leadership

Since its inception, benevolent leadership has been widely studied in the Chinese
context as it has been viewed as a leadership style that aligns with the Confucius
teachings which advocates the vitality of the vertical relationship between superiors and
subordinates (Wang & Cheng, 2010; Niu, Wang, & Cheng, 2009). Farh and Cheng
(2000) initiated the wave of interest among Chinese scholars in examining benevolent
leadership by proposing it as an individualized leadership style with holistic care for
employees’ personal well-being. In the western context, benevolent leadership can be
explained as the process of forming a cycle of encouraging and initiating positive
change in organizations through (1) ethical practices in decision-making process; (2)
promoting positive actions; (3) making a sense of meaning; and (4) continuously
creating a positive outcome for the community (Karakas & Sarigollu, 2012).

According to Desrosiers and Thomson (2011), benevolent leaders can be described as
individuals who are having goodwill, good intention, and take actions for the greater
good for his or her subordinates. Benevolent leaders are the ones who master the leading
skills and possess proficiency in supervising the followers. Wang and Cheng (2010)
described that benevolent leaders provide individualized concern to their employees
beyond the working context, for instances, allowing opportunities to correct mistakes,
coaching and mentoring, avoiding public embarrassment of employees, treating their
employees as family members, supporting employees during their personal crises, and
showing holistic concern beyond professional relationships. The genuine and sincere
concerns demonstrated by the benevolent leaders are able to improve productivity
among the employees, as this will make the staff to view the reciprocation as an
obligation (Farh & Cheng, 2000; Farh et al., 2006). Wang and Cheng (2010) further
argued that benevolent leadership implied that leaders have to fulfill mutual obligations
in social relations.

In addition, benevolent leadership has been widely studied across the business and
management context due to its positive impacts on the performance of the organization.
For example, previous studies have found that there was significant effect of benevolent
leadership on several positive organizational outcomes such as creativity in the
workplace (Lin, Ma, Zhang, Li, & Jiang, 2016; Wang & Cheng, 2010), innovative
behavior (Gumusluoglu, Karakitapoglu-Aygin, & Scandura, 2017), psychological
well-being (Erkutlu & Chafra, 2016), organizational performance (Li, Rubenstein, Lin,
Wang, & Chen, 2018; Chan, 2017; Karakas & Sarigollu, 2012), follower task
performance (Chan & Mak, 2012), organizational commitment (Karakas & Sarigollu,
2012), and organizational citizenship behavior (Ghosh, 2015; Chan & Mak, 2012;
Karakas & Sarigollu, 2012).

Emotional Intelligence
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Emotional intelligence is defined as a subset of social intelligence that involves the
ability to monitor one’s own and others’ feelings and emotions, to discriminate among
them and to use this information to guide one’s thinking and actions (Salovey & Mayer,
1990). Salovey and Mayer (1990) stated emotional intelligence as a type of social
intelligence during the early stage of conceptualization. According to the theory of
multiple intelligences, Gardner (1983) proposed that the intrapersonal and interpersonal
intelligences allow one to recognize the emotions, distinguish between the emotions
and utilize emotional information to handle the circumstances effectively. Gardner
(1983) further argued that those with higher interpersonal intelligence are capable of
communicating more effectively and empathizing others easily. Bar-On (2006)
developed the model of emotional-social intelligence and explained that the cross-
section of interrelated emotional and social competencies, skills and facilitators form
the context of emotional-social intelligence. It was reported that intelligence aspect can
strongly assists individuals to understand and express themselves, understand others
and relate with them (Bar-On, 2006). Goleman (1995) has successfully made emotional
intelligence more accessible by synthesising the correlations explored in the previous
studies of emotional intelligence and proposed that the experience and expression of
emotions are categorized as the domain of intelligence, which influences one’s social
and communication capabilities.

Emotional intelligence is an important element of the human skills especially when
dealing with the job that requires substantial amount of human interaction, for example,
the hotel industry (Lee & Ok, 2012; Pressentin, 2015). It was reported that the
occupations that demand high interpersonal intelligence include salesperson,
politicians, managers, teachers, lecturers, counselors, and social workers (Gardner,
1983). Smollan and Parry (2011) argued that leaders with high emotional intelligence
are capable of recognizing the emotions of followers even if the followers intentionally
or subconsciously disguise their emotions. The previous studies have also suggested
that a good leader should be consciously aware of self-emotion and emotion of others,
and having the ability to perceive when to make improvement by adjusting their
behavior (e.g. Bratton, Dodd, & Brown, 2011; Wong & Law, 2002).

In addition, emotional intelligence plays a critical role in determining the success of a
leader in the workplace (Cook, 2006; Dabke, 2016). Scholars suggested that a good
leader should possess a good emotion control and the ability to make improvement, and
should be able to adapt their behaviors to the improvement (Bratton et al., 2011; Wong
& Law, 2002). According to Pressentin’s (2015) study in the hotel industry, a leader
should possess emotional intelligence by practicing effective communication,
adaptability and coaching skills in order to achieve the organizational goals. Numerous
studies have suggested that emotional intelligence has a significant impact on
leadership approach (e.g. Bratton et al., 2011; Dabke, 2016; Hong, Catano, & Liao,
2011; Lindebaum & Cartwright, 2011; McEnrue, Groves, & Shen, 2009; Stein,
Papadogiannis, Yip, & Sitarenios, 2009; Yunus & Anuar, 2012; Polychroniou, 2009).
For example, the study by Hong et al. (2011) found that emotional intelligence has a
significant impact on leaders’ motivation to lead. Moreover, Yunus and Anuar (2012)
reported in their study that there is a positive association between emotional intelligence
and transformational leadership. Erkutlu and Chafra (2016) proposed emotional
intelligence as an essential skill for benevolent leaders to identify employees’ personal
needs. Based on the evidence above, it can be inferred that emotional intelligence has
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a positive influence on benevolent leadership. Hence, the following hypothesis was
developed:

H1  Emotional intelligence has a positive direct effect on benevolent leadership.
Organizational Commitment

Organizational commitment is defined as a psychological state that describes an
employee’s relationship with the organization and reduces the likelihood that he/she
will leave it (Allen & Meyer, 1990; Allen & Meyer, 2000). Organizational commitment
has been a major area of interest for researchers and it is conceptually characterized by
the employees’ (1) strong desire to uphold their membership in the organization, (2)
strong belief in organizational goals and values, and (3) willingness to exert
considerable effort on behalf of the organization that they are attached with (Mowday
et al., 1979). Alternatively, Allen and Meyer (1990) proposed that there are three
components that constitute organizational commitment, namely, affective commitment
(a desire), normative commitment (an obligation) and continuance commitment (a
need), to retain employees in an organization. According to Ahuja, Padhy and
Srivastava (2018), individual variables (e.g. age, tenure, gender, education,
employment alternatives, sense of competence and locus of control) and organizational
variables (e.g. perceived structure, process, and climate, job satisfaction, organizational
culture, organizational socialization, person-organization fit and role conflict) play a
critical role in shaping commitment among the employees.

Organizational commitment is also known to have an influence on organizational
behavior especially in enhancing employees’ motivation, performance, morale, and
organizational success (Meyer & Schoorman, 1998). Bateman and Strasser (1984)
stated that organizational commitment demonstrates the loyalty of the employees and
their desire to maintain membership in the organization. As such, organizational
commitment is commonly used as the indicator of employees’ turnover (Allen &
Meyer, 1990). The past studies also revealed that organizational commitment has been
found to be the precedent of various leadership styles such as charismatic leadership
(Rowden, 2000), ethical leadership (Neubert, Wu, & Roberts, 2013), transformational
leadership (Othman, Abdullahi Mohammed, & Lawrence D'Silva, 2013), active and
passive leadership styles (Susanj & Jakopec, 2012), leadership practices (Al-sharafi &
Rajiani, 2013) and leadership behavior (Tatlah, Ali, & Saeed, 2011).

In addition, the past studies reported that benevolent leaders who showed concern for
employees' well-being were able to create commitment among their subordinates (Chan
& Mak, 2012; Chen et al., 2018; Peterson & Xing; 2007; Wang & Cheng, 2010). For
example, Peterson and Xing (2007) in their study of 345 respondents from private,
mixed economy, and government-owned organizations in northeastern China suggested
that favorable leadership behaviors would contribute to higher levels of commitment
among staff workers. Hence, the evidence from the literature revealed that
organizational commitment is expected to have an impact on benevolent leadership. As
such, the following hypothesis was developed:

H2  Benevolent leadership has a positive direct effect on organizational
commitment.
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Organizational Citizenship Behavior

Organizational citizenship behavior refers to a series of voluntary behavior of
employees that are not formally expected by the company (Organ, 1990; Bateman &
Organ, 1983). The concept of organizational citizenship behavior was first proposed by
Organ (1990) and was conceptualized based on sportsmanship, altruism, courtesy,
conscientiousness and civic virtue. Subsequent to the study by Organ (1990), many
studies conceptualized organizational citizenship behavior differently based on the
context of the studies (e.g. Moorman & Blakely, 1995; Podsakoff & Mackenzie, 1997,
Podsakoff et al., 2000). For example, the most popular study by Podsakoff and
Mackenzie (1997) conceptualized organizational citizenship behavior in the context of
helping behavior, sportsmanship, organizational loyalty, organizational compliance,
individual initiative, civic virtue, and self-development.

Previous studies have consistently claimed that organizational citizenship behavior is
effective in making organization successful and improving its performance (e.g. Chu &
Hung, 2009; Chen, Eberly, Chiang, Farh, & Cheng, 2011; Podsakoff et al., 2000).
Particularly, organizational citizenship behavior among the employees was argued to
be greatly influenced by benevolent leadership (e.g. Chan & Mak, 2012, Karakas &
Sarigollu, 2012). This scenario is particularly true, as benevolent leaders will provide
individualized concern and support to their subordinates in whom they return the
kindness by performing extra-role tasks that are beneficial to the organization (Chan &
Mak, 2012). The findings are consistent with the past studies that reported that
organizational citizenship behavior is the most prevalent organizational outcomes of
benevolent leadership (e.g Ghosh, 2015; Tang & Naumann, 2015).

Evidently, organizational commitment has also been widely studied as the antecedent
of organizational citizenship behavior (e.g. Ahmadi & Avajian, 2011; Behery et al.,
2018; Han et al., 2016; Kim, 2014; Peterson & Xing, 2007). For example, the study by
Han et al. (2016) on 600 employees from five large companies in South Korea found
that the commitment of the employees greatly influenced their organizational
citizenship behavior. It is also noticeable in the past studies that organizational
commitment has a mediating effect in facilitating the influence of leadership towards
organizational citizenship behavior. In particular, Rosnani (2018) found that there is an
indirect influence between servant leadership and extra-role behaviors, mediated by
affective commitment. Behery et al. (2018) revealed that followers’ commitment
mediates the negative relationship between toxic leadership and organizational
citizenship behaviors. In addition, Li et al. (2018) in their study found that there is a
relationship between benevolent leadership and team performance. Li et al.’s (2018)
study also indicated that team performance is at the best when the staff are committed
and there is a considerable amount of benevolent leadership experienced by them. This
above evidence shows that benevolent leadership may have an indirect effect on
organizational citizenship behavior via commitment as one of the components of
organizational commitment, affective commitment, specifies that employees are
emotionally attached to their organization and inclined to contribute more, resulting in
efficacious performance.

In view of the nature of the hotel industry which is a labor-intensive industry that largely

depends on human resources to provide customized and extravagant quality services,
improving employees’ attitude and mentality could be the imperative solution to curb
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turnover issues. By practicing benevolent leadership among the management, it is able
to stimulate employees’ commitment and further cultivate the organizational
citizenship behaviors among them. This would definitely encourage them to pay
attention to the finer points in hotels’ daily operations, serve the customers with the
appropriate mind-set, and therefore enhancing the overall quality of the service. Based
on the discussion above, this study hypothesized the following hypotheses:

H3  There is a positive relationship between benevolent leadership and
organizational citizenship behavior.

H4  There is a positive relationship between organizational commitment and
organizational citizenship behavior.

H5  There is a mediating effect of organizational commitment on the relationship
between benevolent leadership and organizational citizenship behavior.

Figure 1 shows the conceptual framework of this study. This study intends to examine
how emotional intelligence encourages the emergence of the leaders’ benevolent
behavior, and how this leadership style further enhances employees’ citizenship
behavior with employees' commitment as a mediator.

HS

Organizational
Commitment

Hl H4

Organizational

H3

Citizenship
Behavior

Emotional HI 5 Benevolent
Intelligence Leadership

i

Figure 1: Conceptual Framework

Research Method

The target population for this study is both employees and their immediate supervisors
from various departments in the four- and five-star hotels in Klang Valley of Malaysia.
Klang Valley was selected for this study as this region has the highest numbers of four-
and five-star hotels in Malaysia (Malaysian Association of Hotels, 2018). A multistage
sampling was employed to collect data from the respondents. Firstly, cluster sampling
was used to categorize the hotels according to their stars rating. Secondly, judgmental
sampling approach was used to select the respondents as per the first stage. A total of
300 survey questionnaires were distributed. According to Saunders et al. (2012), a
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sample size of more than 300 is considered sufficient to represent the population of
hotel employees. However, out of the 198 returned questionnaires, only 164 responses
were usable. The rest were rejected due to the issue of missing values.

Since the present study addresses the benevolent leadership of the leaders and
emotional intelligence of the employees, two groups of respondents were involved in
the study, namely the hotel staff and their immediate supervisors. The combination
response between the staff and their immediate supervisors was made possible with the
assistance from the human resource departments of the hotels involved in this study.
The supervisors were required to respond to the measurement items of emotional
intelligence and employees were required to rate their leaders’ benevolent leadership
and their own organizational commitment and organizational citizenship behavior. The
questionnaire was pretested through a panel of five experts from the hospitality industry
and academics in order to ascertain the face validity of the measurement scales.
Moreover, pilot test was conducted before the actual data collection to examine the
clarity of the items used in this study. The respondents were given two weeks to
complete the questionnaires. The results from the interviews and pilot test found that
the survey questions were unambiguous and relevant; hence, the face validity of the
measurement scales was established.

As for the context of measurements, this study adopted four measurement instruments,
namely, benevolent leadership by Cheng et al. (2004); self-rated emotional intelligence
scale by Brackett, Rivers, Shiffman, Lerner, and Salovey (2006); organizational
commitment scale by Allen and Meyer (1990) and organizational citizenship behavior
by Moorman and Blakely (1995). A total of 73 items were being measured. The sample
items for these respective constructs are (1) benevolent leadership: “Beyond work
relations, my supervisor expresses concern about my daily life.”; (2) emotional
intelligence: “By looking at people’s facial expressions, I recognize the emotions they
are experiencing.”; (3) organizational commitment: “I would be very happy to spend
the rest of my career with this organization.”; and (4) organizational citizenship
behaviors: “Voluntarily helps new employees settle into the job”. All of the
measurement scales were assessed using a 5-point Likert scale, ranging from 5 =
strongly agree to 1 = strongly disagree. The questionnaires employed in this study were
made available in two languages, namely English and Bahasa Melayu language.

Results
Confirmatory Factor Analysis

Structural equation modeling was used to analyze the data. The fit of the measurement
model was examined using maximum likelihood estimation method. The criteria used
to evaluate the model fit include Normed Chi-square (y?/df), Root Mean Square Error
of Approximation (RMSEA), Goodness of Fit (GFI), Comparative Fit Index (CFI) and
Parsimony Normed Fit Index (PNFI). As suggested by Hair et al. (2010), a model with
a good fit would have y?/df of less than 3, RMSEA of less than 0.08, GFI exceeds 0.90,
CF1 that exceeds 0.90, and a PNFI of more than 0.50. The results from the analysis for
all the measures showed a proper fit to the data with ¥2/df = 1.326, RMSEA = 0.038,
GF1 =0.893, CFI =0.930, and PNFI = 0.783.
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In order to address the convergent validity, Hair et al. (2010) suggested that there are
three criteria that need to be fulfilled, namely (1) the standardized factor loading for
each item should be significantly linked to the latent construct with at least a loading
estimate of 0.60, (2) the construct reliability should be greater than 0.70 and (3) the
average variance extracted (AVE) for a construct should be larger than 0.50. A few
items from emotional intelligence, organizational commitment and organizational
citizenship behavior were dropped from further analysis because the values of its
loading were less than the recommended cut-off value of 0.60. The remaining items
satisfied the requirement with a relatively high standardized factor loading values
ranged from 0.68 to 0.89 (see Table 1). Moreover, the composite reliability values for
all constructs are well above the recommended value of 0.70. As for the context of
AVE, all the constructs in this study have exceeded the minimum standard of 0.50,
which suggests that these constructs explained more than 50 percent of the construct
variances.

The discriminant validity of the measurement scales was assessed using the guideline
suggested by Fornell and Larcker (1981), where the square root of AVE values should
be greater than the correlations between the paired constructs. The results in Table 1
show that the squared root of AVE values of all the constructs are greater than the
correlations between paired constructs. In sum, all the measurement constructs included
in this study have demonstrated adequate discriminant validity, convergent validity, and
reliability.

In addition, the issue of common method variance (CMV) was also addressed in the
present study based on the suggestion by Malhotra, Kim, and Patil (2006). According
to the past studies, CMV is reported to possibly create a false internal consistency and
correlation among the variables resulted from the common source (e.g. Cham, Ng, Lim,
& Cheng, 2018; Chang, van Witteloostuijn, & Eden 2010; Malhotra et al., 2006).
According to Malhotra et al. (2006), CMV exists if the hypothesized model that link
the items from all the constructs has a good model fit. As for this study, the results
showed that the hypothesized model as suggested above was found not to be fit, which
suggested that the common method bias is not a significant problem.

Table 1: Test Results on Convergent Validity, Discriminant Validity, and Reliability

CR F.L AV.E El BL oC OCB
El 0.898 0.78-0.89 0.612 0.782
BL 0.819 0.74-0.87 0.531 0.246  0.727
oC 0.823  0.68-0.86 0.592 0.173 0.286 0.775
OCB 0.856  0.69 -0.87 0.531 0.154 0.189 0.196 0.731

Note: El= Emotional Intelligence, BL= Benevolent Leadership, OC= Organizational Commitment,
OCB= Organizational Citizenship Behavior, C.R= Composite Reliability, F.L= Factor Loading,
A.V.E= Average Variance Extracted. The diagonal entries (in bolds) represent the squared roots
average variance, and the off-diagonal entries (in Italics) are the correlations between constructs

Structural Model and Hypothesis Testing
The integrated structural model for the present study provides an adequate fit to the data

with y2/df = 1.219, RMSEA = 0.035, GFIl = 0.898, CFI = 0.926, and PNFI = 0.764.
Given an adequate measurement model, the hypotheses developed for the present study
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can be tested by examining the proposed structural model. As for the present study,
only hypothesis 1, 2 and hypothesis 4 were supported. Specifically, the results show
that emotional intelligence has a direct positive effect on benevolent leadership (8 =
0.332, p < 0.001). Similarly, benevolent leadership was found to have a significant
impact on organizational commitment (5 = 0.734, p < 0.001). Moreover, the 5 = 0.866
and p < 0.001 revealed that organizational commitment greatly influences
organizational citizenship behavior.

The mediation effect of organizational commitment on the relationship between
benevolent leadership and organizational citizenship behavior in the present study was
analyzed using the PROCESS macro which developed by Hayes (2013) based in the
bootstrapping analysis. The bootstrapping analysis in Table 3 showed that the indirect
effect § = 0.154 was significant at 99 confidence level. Also, the 95% bootstrap
confidence interval (CI) does not straddle a 0 in between (lower level= 0.072, upper
level= 0.261) indicates that the mediation effect of organizational commitment is
statistically significant (Hayes, 2013).

Table 2: Hypotheses Testing of Structural Model

Hypothesized Path SRW CR S(I\J(ppﬁ\rlte)d
eS/NOo
H1: Emotional Intelligence = Benevolent Leadership 0.332 2377 Yes
H2: Benevolent Leadership - Organizational Commitment 0.734 7.113" Yes
H3: Benevolent Leadership > OCB -0.124  4.096" No
H4: Organizational Commitment > OCB 0.866 4.172" Yes

Note: CR= critical ratio; SRW= standardized regression weight, **p-value < 0.001, *p-value< 0.05, n= not
significant, OCB= Organizational Citizenship Behavior

Table 3: Result of Mediation Analysis
Indirect SE LLCI ULCI
BL - OC-> OCB 0.154 0.036 0.072 0.261
Note: BL= Benevolent Leadership, OC= Organizational Commitment, OCB= Organizational
Citizenship Behavior, Boot SE= standard error estimate, LLCI= lower level confidence
interval, ULCI= upper level confidence interval

Discussion and Implications

Based on the findings above, it is evident that emotional intelligence has significant
positive relationship with benevolent leadership. The finding from the present study is
consistent with the theory of emotional intelligence whereby it was reported that
emotional intelligence is a vital indicator of success in the workplace, especially in
leadership and management (Bratton et al., 2011; Goleman, 1995; Pressentin, 2015).
This study maintained that the ability of leaders to understand, and manage own and
others’ emotions is crucial for leaders to express their care for their employees. Hence,
the leaders in the management team must not only be able to manage and control their
own emotions to cope with daily workload and stress, but they also have to be sensitive
to others’ emotions by engaging social management skills in assisting their employees
in achieving personal well-being (Yunus & Anuar, 2012). The evidence has
efficaciously put forward that emotional intelligence plays a critical role in influencing
leaders’ benevolent leadership ability.
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The result of the present study also revealed that there is a positive effect of benevolent
leadership towards both organizational commitment and organizational citizenship
behaviors. The results are consistent with social exchange theory which proposed that
individual’s voluntary actions and commitment were motivated from the favorable
returns from others (Cropanzano & Mitchell, 2005). Social exchange theorists implied
that employees are willing to exchange their commitment for their leaders’ support
(Chan & Mak, 2012; Chen et al., 2018; Eisenberger et al., 1986; Eisenberger et al.,
1990; Cropanzano & Mitchell, 2005). Cropanzano and Mitchell (2005) further stated
that leaders’ initiative in looking after the employees’ well-being might bring positive
effect in social exchange relationships, for instances, effective work behavior and
positive attitudes among the employees. Employees tend to reciprocate their leaders’
kindness by not only being psychologically attached but also contributing to the
organization (Chan & Mak, 2012, Karakas & Sarigollu, 2012). In other words,
organizational citizenship behavior is the outcome of benevolent leadership which is
consistent with the findings from the past studies (e.g. Ghosh, 2015; Tang & Naumann,
2015). The well-treated employees show their gratitude by exercising organizational
citizenship behaviors with a sense of obligation (Tang & Naumann, 2015; Zellars &
Tepper, 2003).

In addition to the above, organizational commitment was also tested as a mediator of
the relationship between benevolent leadership and organizational citizenship behavior
in the present study. The result shows that organizational commitment was found to
have a mediation effect on the relationship between benevolent leadership and
organizational citizenship behaviors. This finding put forward that benevolent
leadership would enhance the psychological attachment of employees that come from
their organizational commitment before the leadership behaviors can influence the
employees to be willing to go the extra miles. The support given by the superiors will
be able to instill commitment among their employees and promote togetherness among
them in which could enhance the business processes and its performance. Moreover,
this initiative allows the employees to contribute beyond managerial expectation, while
promoting the company that they attached to outsider for image-building purpose and
remained loyal to the company.

As for the context of practical implications, this study suggests that the management of
the hotel industry should focus particularly on enhancing their human resource
development and human resource management initiatives and practices. Firstly, the
improvement of human resource policies should be considered with the objective to
identify, stimulate, advocate and aspire benevolent behavior among potential leaders.
The benevolent characteristics of candidates can be identified in the process of
recruitment and selection via aptitude or personality test. By hiring potential candidates
who have already possessed benevolent leaders’ characteristics, the company incurs
lesser cost in training and shaping the desired leadership style. Secondly, the
organization can devise effective training programs that equip the leaders with the
components of benevolent leadership behavior. The components of its antecedent, for
instance, emotional intelligence, can also be integrated into the training content to allow
improvement in benevolent practices. Thirdly, the performance appraisal and reward
system should be enhanced in order to reinforce the benevolent behavior among the
employees, particularly those with leadership responsibilities. A well-structured
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appraisal process and equitable rewards prompt individuals to repeat the desired
behavior.

Limitations, Further Research Directions and Conclusion

There are several limitations in this study from a scientific perspective. Firstly, the
measurement instrument of benevolent leadership was derived from the questionnaire
of paternalistic leadership. To date, there is no instrument of benevolent leadership,
which was solely developed for benevolent leadership itself and can be evaluated by
third party. The current version of measuring instruments is either self-rated by leaders
(e.g. Karakas & Sarigollu, 2012) or it is one of the dimensions from other measuring
instrument (e.g. Cheng et al., 2004). Although Cheng et al.’s (2004) instrument has
been widely used in benevolent leadership studies; there is still a need to constitute an
independent and employee-rated measuring instrument to enhance the validity of the
construct. Secondly, this study adopted the survey method for data collection due to
time and cost constraints. Common errors of survey method such as social desirability
bias, acquiescence bias and confusion bias are unavoidable. Hence, the increasingly
popular qualitative research or mixed methods can be conducted to better explore the
antecedents and outcomes of benevolent leadership. By interviewing respondents,
richer information can be collected and deeper understanding of human behaviors can
be obtained.

The other limitation is that this study only proposed one antecedent of benevolent
leadership. This area is worth investigating as the exploration of antecedents allows
researchers to better identify the potential traits and requirements of a benevolent
leader. However, there are still perceptibly limited studies which propose the factors
that contribute to benevolent behavior. Future studies are needed to examine other
organizational factors such as the leader’s traits, self-efficacy, locus of control and
integrity as the antecedents of benevolent leadership to further strengthen the construct.
Lastly, this study was conducted in Klang Valley (Selangor, Kuala Lumpur and
Putrajaya), Malaysia. As a multicultural context, Malaysia provides diverse samples
that enhance the generalizability of this study. Yet, this study only focused on the hotel
industry in Malaysia. A comparison may be observed in future studies between public
and private sectors, manufacturing and service industries, multinationals and small-and-
medium corporations, or companies in urban and rural areas.

As a conclusion, it is evident that there is still a room for more research to be conducted
in the context of benevolent leadership. The present study successfully extended the
body of knowledge by focusing on the antecedent of benevolent leadership that is still
immensely scarce in the past literature. Moreover, this is also one of the first studies
that found emotional intelligence as a predictor of benevolent leadership and the
organizational commitment fully mediated the relationship between benevolent
leadership and organizational citizenship. With the growth of the tourism industry in
Malaysia, the hotel industry represents a great business opportunity for international
and local hoteliers. Hence, it is important for the hotel players in Malaysia to grasp and
understand the importance of emotional intelligence and benevolent leadership in the
hope to reduce employee turnover. This initiative is expected to assist the hotels in
promoting conducive and supportive working environment for the staff, which is
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critical in creating a sustainable environment for the career aspirants in the hotel
industry.
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