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Abstract

The hotel sector is a significant pillar in Bangladesh because it has significantly contributed to its eco-
nomic development. Employee work performance has become a global business phenomenon in the
service industry over various years because work performance in the hotel industry heavily depends on
employee engagement and training facilities. The present research determined the mediating influence
of organizational commitment on the impact of training and development and employee engagement
on work performance among frontline employees in Bangladesh. Applying a simple random technique,
from the 362 frontline employees, data was gathered from the selected population. Collected data was
analyzed using SPSS, which was used for descriptive analysis, and Smart-PLS 3.0 was applied to the
structure and measurement models. The structure model tested all hypotheses of this study. In this
study, training and development, employee engagement, and organizational commitment significantly
influence work performance. Moreover, organizational commitment partially mediates the impact of
training and development and employee engagement on work performance. The contribution is that
owners, managers, and policymakers should take necessary action to develop work performance and
organizational commitment, considering the right behaviour. Additionally, employee engagement and
development training facilities should be implemented to meet the hotel's demands for the future and
present. The present study explains outcomes with various research limitations that suggest further
study is needed. This study fulfils the research gaps in the hotel sector of Bangladesh, which indicates
that organizational commitment, work performance, employee engagement, training and development
were not high.
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Introduction

South East Asian countries comprising Bangladesh, India, Nepal, and
Bhutan have enhanced financial conditions and have developed their increas-
ing influence on the world economy during the last few decades (Rabiul et
al., 2023; Jan et al., 2021; Singh et al., 2022). Based on this upward trend,
various demands have been made to abandon the dominance of contexts of
the West and use strategies of management from Eastern nations in case of
culture, philosophy, and tradition to develop a comprehensive justification of
human resource development from a global viewpoint (Meira, & Hancer,
2021; Tsui, 2009). Managing the diversity of cultures is a challenge in the
hotel industry, specifically for human resource personnel, due to many Asians
entering this sector globally (Singh et al., 2022; Ahmed et al., 2020). The
service sector contributes to the global economy, and employees of this sector
provide the best service quality to their guests.

The hotel sector of Bangladesh, like other various developing nations,
has become a significant pillar for economic development (Rabiul et al.,
2023). This sector significantly contributes to economic development, which
contributes 4% of total GDP (gross domestic product). The growth in the sub-
sectors of hotels and restaurants rose by 7.13%, compared to 6.98% in the
previous year, highlighting that the hotel industry significantly contributes to
GDP growth (Arefin et al., 2020). (Statista Market Insights, 2024) It is fore-
casted that the revenue of the hotel market will reach nearly $1.1 billion in
Bangladesh. Moreover, it is predicted that within 2029, the revenue of the

hotel sector will be projected to have a market volume of nearly $1.8 billion.

29



Hosen, S., Hamzah, S.R., Ismail, I.A., Alias, S.N., Abd Aziz, M.F. 2024. The role of training and
development, employee engagement in work performance

Bangladesh GDP: Hotel and Restaurants
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Figure 1. Contribution of Hotel and Restaurant in GDP of Bangladesh

Work performance means the behaviour of employees goes beyond
requirements, which is beneficial for organisations (Koopmans et al., 2015;
Ravichandran et al., 2007; Gould-Williams & Davies, 2005). Michael et al.
(2023) state that successful hotel businesses have relied heavily on frontline
employees' work performance, which significantly contributes to hotel per-
formance in Dubai. Prior research observed that in the hotel sector of South-
east Asia, training and development's impact on work performance and em-
ployee engagement on work performance was scarce (Singh et al., 2022;
Aboramadan & Karatepe, 2021; Ravichandran et al., 2007). Previous findings
depict that training and development and employee engagement are essential
predictors of various measures of work performance (Jan et al., 2021;
Aboramadan & Karatepe, 2021). However, previous studies found mixed out-
comes in the case of training and development effect on work performance

and employee engagement effect on work performance (Corbeanu & lliescu,
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2023; Pham et al., 2019; Syed & Jamal, 2012; Hilsheger et al., 2007). To
exemplify, prior literature discovered that training and development signifi-
cantly influence work performance among hotel employees in Bangladesh
(Rubel et al., 2021) in Pakistan (Jan et al., 2021), while other findings have
shown that training and development have no impact on work performance
in Turkish banks (Yavas et al., 2003), in Mexico (Flegl et al., 2022). Simi-
larly, though previous findings determine that employee engagement has a
significant impact on work performance in the hotel USA (Kim & Jang, 2022;
Meira & Hancer, 2021), other literature shows that employee engagement
hurts work performance among South Korean Hotel employees (Min &
Yoon, 2021). Accordingly, earlier researchers prioritised the need to compre-
hend the influence of employee engagement on work performance and train-
ing and development and work performance among hotel employees among
the hotel employee of Bangladesh because of the Still gap (Yousf &
Khurshid, 2024; Keltu, 2024; Hosseini et al., 2022, 2024; Rabiul et al., 2023;
Corbeanu & Iliescu, 2023; Michael et al., 2023; Syed & Jamal, 2012).

In response to these gaps, the Tamkin work performance model (Tam-
kin, 2005) and social exchange theory were applied in this study (Blau, 1964).
SET states that based on people's achievements, employees are given various
facilities to continue relations with firms (Zoller & Muldoon, 2019; Blau,
1964). It is based on an implied agreement between the employers and the
employees. The present study proposes the mediating role of organisational
commitment, reflecting the emotional attachment of employees to firms
(Meyer & Allen, 1991), in the influence of employee engagement and training

and development on work performance. Understanding organisational com-
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mitment is crucial in the context of a hotel setting where frontline hotel em-
ployees are given job responsibility to have continuous interactions to cope
with the fast-paced work environment, handle the time pressure to provide
the best service and food quality and enhance customer satisfaction (Ahmed
et al., 2020; Kim et al., 2019). So, this investigation stresses that preserving
organisational commitment is a critical component in enhancing work perfor-
mance. However, prior literature has portrayed training and development and
employee engagement as activating forces with implications for organisa-
tional commitment (Camilleri et al., 2024; Rubel et al., 2021). Very few
pieces of literature have justified these influences, including organisational
commitment, hold for Southeast Asian hotel employees in Table 1. Organi-
sational commitment can operate as a significant engine in motivating em-
ployees and often determines the course of action of Asian employees (Vong,
2022). Thus, the present study examined the association between training and
development among frontliners and employee engagement among frontliners
towards work performance through organisational commitment in Bangla-
desh. The present investigation comprises a theoretical framework, hypothe-

sis development, methodology, discussion, and contribution.

Theoretical framework and hypothesis development

Organizational behaviour is frequently understood using the social ex-
change theory, comprising various viewpoints from management, sociology,
and psychology (Cropanzano et al., 2017; Porter, 2018). Moreover, Blau
(1964), rewards from exchange activities dominate human behaviour, while

rewards from social interactions are referred to as social rewards. Social ex-
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change means human behaviour that is encouraged by benefits to meet peo-
ple's expectations. It is fundamentally different from economic exchange.
Economic exchanges require precise quantities specified by a legal contract
to ensure both parties fulfil specific obligations (Porter, 2018). Contrarily, a
social exchange involves ambiguous responsibilities; therefore, there is no
contractual assurance. The exchange between employees and employers is
considerably more akin to social exchange because employees' various job
responsibilities are not always predetermined in advance (Blau, 1964). Based
on these views, if organizations provide employees with a total reward, em-
ployees use their time, effort, talents, and other activities to enhance work
performance. Madanoglu (2018) and Yasin et al. (2023) suggested that the
association between firms and workers via several facilities may involve so-
cial and economic exchange. Causal approach to exchange relationships can
be divided into two types (Cropanzano et al., 2017; Kuvaas et al., 2020). The
first is the model of positive hedonic value. Positive exchange relationships
develop if an initial behaviour is beneficial to a target. Targets will respond
to various positive and negative behaviours to enhance positive initiating acts.
The model of negative hedonic value is the other. Negative exchange connec-
tions develop if initial harmful activities destroy a target. Then, targets fre-
quently exhibit more negative behaviours in response to negative beginning
behaviours (Cropanzano et al., 2017; Thomas & Gupta, 2021). Based on the
theory, firms act as good initiators if organizational rewards satisfy employ-
ees. Chen et al. (2020), in this context, employees boost work performance.
Moreover, SET provides a theoretical foundation for intervening in the influ-
ence of organizational commitment on the influence of training and develop-

ment and employee engagement on work performance Blau (1964). SET
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characterizes organizational behaviour based on reciprocal relationships and
expectations (Thomas & Gupta, 2021; Zoller & Muldoon, 2019). Addition-
ally, SET presupposed that employees would enhance dedication to organi-
zational objectives and performance when their social and emotional require-
ments are met (Cropanzano & Mitchell, 2005).

As mentioned above, this theory holds that in a relationship, both par-
ties must abide by reciprocity. SET predicted that if firms focus on training
and development and work engagement, employees will be more loyal to their
employers (Keltu, 2024; Aboramadan, 2022; Aboramadan & Karatepe, 2021,
Pham et al., 2019). Additionally, hotel employees create a connection with
and an emotional attachment to the hotel if they get training and development
resources that improve work performance in the hotels (Rubel et al., 2021).
Employee engagement can activate a psychological process motivating em-
ployees to perform successfully and effectively (Aboramadan, 2022; Meira
& Hancer, 2021). This aligns with SET offering a clear explanation of em-
ployee engagement; in this case, Kahn (1990) and Maslach et al. (2001), or-
ganisations should give employees financial, social, and emotional resources
so they feel obligated to repay the organisation by contributing to it. This is
the basis for our justification; the hotels must comprehend this rationale so it
can work as a motivational factor to promote organisational commitment
among the staff (Dorta-Afonso et al., 2021).

SET contends that humans frequently repeat behaviours that have
been rewarded in the past, creating a mutually beneficial atmosphere with
coworkers and a foundation for interpersonal relationships based on subjec-
tive cost-benefit analysis. SET has been applied to describe implementation

of firms and practices with various mentoring activities to develop concepts
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that are introduced by employees' feelings of trust in firms (Meira & Hancer,
2021). This improves work performance (Meira & Hancer, 2021; Gavino et
al., 2021). Moreover, this psychological mechanism motivates workers to
support organisational aims with excitement, inclusion, and passion (Gavino
et al., 2021). Furthermore, this also encourages workers to go above and be-
yond their jobs, to be more proactive in their positions, to forego using their
initiative to accomplish firm goals, and to improve employee performance
(Gavino et al., 2021; Gould-Williams & Davies, 2005). Employees identify
the company as a result of their involvement in its creation and because they
value organisational commitment (Mihardjo et al., 2020). So, employees
identify firms because of helping to develop, having positive assessments,
and organisational commitment (Mihardjo et al., 2020). To continue commit-
ted employee job responsibility for a long time, employees are more attached
and more willing to organisations (Dorta-Afonso et al., 2021; Naz et al., 2020;
Gould-Williams, & Davies, 2005). Committed employees are high achievers
in comparison with less committed employees in the workplace because less
committed employees help the organisation succeed and pursue organiza-
tional objectives (Aboramadan et al., 2020; Jehanzeb & Mohanty, 2020; Jafri
& Lhamo, 2013). Therefore, based on the SET assumption, organizational

commitment will mediate work performance and its predictors.
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Training and Development

Organisational Commitment

Work performance

Employee Engagement

Figure 2. Theoretical framework (Source: authors)

Training and development and work performance

Justifying work performance is extremely important since it is consid-
ered a significant pillar due to its influence on service expectations and cus-
tomer satisfaction (Rabiul et al., 2023; Aboramadan, 2022; Ravichandran et
al., 2007). Earlier findings show that employees might contribute to their or-
ganisation by working above and beyond the psychological contract with a
workplace or task performance requirements (Jan et al., 2021). Moreover,
Kim et al. (2019) discovered the significance of individuals' core talents as
one of the critical success criteria for every company. Employee behaviour is
beneficial for their company or their coworkers. As a result, the behaviour of
employees is seen as altruistic or prosocial due to factors such as incentives
or punishments and has no direct relationship with job requirements
(Koopmans et al., 2015). Contextual performance comprises taking and co-
operating on extra load, showing initiative and responsibility, interacting with

other organisation members, and interacting with the public. For instance,
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service contact professionals provide the best service to a customer during a
complex service encounter to cope with a particular situation (Tamkin, 2005).
Moreover, Kalia and Bhardwaj's (2019) contextual performance comprises
volunteering, helping, persisting, and cooperating activities. Furthermore, in
this study, contextual performance consists of various activities, namely in-
terpersonal behaviour, effort, discipline, communication, leading, and devel-
opment.

Training is becoming increasingly important, and businesses use it as
a competitive advantage in the market (Scheible & Bastos, 2013). Hotel em-
ployees must undergo training to enhance, alter, and acquire new skills in
today's changing world (Hulsheger et al., 2007). Training opportunities to en-
hance skills measure how employees perceive the training program organised
by the company (Rubel et al., 2021). Training and development, known as a
systematic process, enhance knowledge, skills and abilities that enhance food
quality and customer satisfaction to fulfil customer expectations (Keltu, 2024;
Michael et al., 2023; Singh et al., 2022; Rubel et al., 2021). Additionally,
firms provide training facilities for enhancing service quality, food quality
and customer satisfaction (Jan et al., 2021). Previous findings explored that
green training significantly influences the Palestine education sector's work
performance (Aboramadan, 2022; Aboramadan & Karatepe, 2021; Aboram-
adan et al., 2020). Training facilities in Vietnamese hotel employees signifi-
cantly affect employee voluntary behaviour (Pham et al., 2019). However,
training and development among Mexican financial sector employees do not
significantly relate to employee performance (Flegl et al., 2022). So, research-
ers developed the following hypotheses:
Hypothesis 1: Training and development influence work performance.
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Employee engagement and work performance

Based on prior literature, employee engagement is essential for suc-
cess in various organisations because engaged employees have competitive
advantages to organisations (Ahmed et al., 2020; Lakshmi et al., 2010; Kumar
& Swetha, 2010). In addition, Kahn (1990) and May et al. (2004) defined
employee engagement as a psychological experience clarified by the presence
of a workforce role. Rich et al. (2010) concurred on the significant impact of
work engagement on job performance to achieve organisational goals, which
is better than disengaged employees when applying emotional, behaviour,
and cognitive energy in the workplace. Engaged employees provide better
performance and express better performance (Kim & Jang, 2022; Bindl &
Parker, 2010). Engaged workers in several organisations significantly impact
work performance (Kim & Jang, 2022; Whittington & Galpin, 2010; Ho et
al., 2011). Green behaviour among Palestine University-level employees is
influenced by employee engagement (Aboramadan et al., 2020; Aboramadan
& Karatepe, 2021; Aboramadan, 2022). Meira and Hancer (2021) concurred
that employee engagement is significantly associated with organisational cit-
izenship behaviour. On the other hand, Shimazu et al. (2018) concurred that
employee engagement among the various sector employees from Japan has
little relationship with job performance. Therefore, researchers developed the
following hypotheses to find the influence of employee engagement among
service employees on work performance.

Hypothesis 2: Employee engagement influences work performance.
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Organisational Commitment and Work Performance

Organisational commitment is defined that staffs have emotional at-
tachment with firms (Meyer et al., 2013). Organisation commitment is crucial
to attracting and retaining talented individuals and exceptional people since
only committed employees willingly enhance emotional attachment with
firms and apply crucial efforts to achieve organizational objectives (Kim et
al., 2019). In terms of other definitions, organizational commitment signifi-
cantly impacts on job performance, firm objectives, and firm goals (Jehanzeb
& Mohanty, 2020). Meyer et al. (2013) stated the significance of organisa-
tional commitment in determining an individual's psychological condition
and possible attitude toward a company. Organisational commitment is typi-
cally understood as the degree to which employees see themselves as belong-
ing to the company and are content with that issue (Camilleri et al., 2024;
Kim et al., 2019; Meyer et al., 2013). Meyer & Allen (1991) developed a
three-component model meaning the relationship between firms and employ-
ees based on their desires, needs, and obligations. Moreover, they added or-
ganizational commitment means employees who stick with a firm through
good times and bad, show up consistently, put in a full day's work (and some-
times more), safeguard the business's assets, support organisational aims, and
so on. Three component model consists of affective, continuous and norma-
tive commitment (Meyer et al., 1993). Normative commitment has its roots
in the values that individuals hold, that is justified by family, culture, society
and prior experience of them. These are exogenous in this research, giving
priority to influence of human capital transformation on employee commit-
ment to human capital after getting training facilities and employee engage-
ment by the firms (Aladwan et al., 2015). Therefore, this study only includes
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affective and continuous commitment. Meyer et al. (2013) state that affective
commitment expresses staff emotional and identification relationship with
their organisation. Moreover, due to strong feeling of belonging inside the
firm, employees with affective commitment have a willingness to stay in or-
ganizations (Vong, 2022). Besides, continuance commitment means expense
due to employee turnover that may be lost for firm if employees decide to
switch new workplace (Meyer et al., 2002).

Researchers have already found Previous literature empirically tested
and discovered that organizational commitment has a significant impact on
job performance in empirical studies back two decades Cooper Hakim and
Viswesvaran (2005). Similarly, Vong (2022) discovered affective commit-
ment among casino employees statistically influences job performance. Fur-
thermore, Kim et al. (2019) justified organizational commitment among hotel
employees influences work performance. However, previous finding discov-
ered that organisational commitment among the employees of government
firms in Indonesia have a non-significant relationship with work performance
(Eliyana & Ma'arif, 2019).

Hypothesis 3: Organizational commitment influences work performance.

Organisational commitment as a mediator

The effect of training and development on organizational commitment
is a debatable topic among academics and professionals in the competitive
business environment (Alamri & Al-Duhaim, 2017). Based on SET, the em-
ployee frequently views firm’s investment in training programs as indicating
job stability and greater pay (Camilleri et al., 2024; Scheible & Bastos, 2013,
Gould-Williams & Davies, 2005). According to Esteban-Lioret et al. (2014),
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organisations that offer substantial training programs may produce motivated,
talented, and devoted workers. According to (Aladwan et al., 2015; Kadiresan
etal., 2015), when an organisation offers employees training, it typically con-
tributes significantly to the organisational commitment. On the other hand,
Rawashdeh et al. (2020) discovered that training and development have a
non-significant link with organizational commitment among the health sector
employees in Jordan. Prior literature depicts that employee engagement pos-
itively influences affective organisational commitment (Jena et al., 2017).
Moreover, Albrecht and Andreetta (2011) concurred that employee engage-
ment among health sector employees has a positive impact on organizational
commitment. Karatepe (2013) similarly discovered that employee engage-
ment was a precondition for organizational commitment among the Iranian
frontline hotel employees. Additionally, when workers are engaged in their
jobs, they frequently go above and beyond what is expected (Whittington &
Galpin, 2010). Previous study found that employee engagement significant
impact on organisational commitment and organisational citizenship behav-
iour (Yousf, & Khurshid, 2024; Bhatnagar & Biswas, 2010; Rich., 2010;
Whittington & Galpin, 2010; Saks, 2006). However, Albdour and Altarawneh
(2014) reveled that employee engagement among banking employees have
non-significant association with organizational commitment in Jordan.
Mihardjo et al. (2020) concurred that correlation between training fa-
cilities, human capital and reward and job performance is mediated by organ-
izational commitment. In the fast-food brand of Pakistan, the effect of organ-
izational support, supervisor support organizational climate, and employee

support towards employee retention mediated by organizational commitment
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(Naz et al., 2020). In addition, Jaiswal and Dhar (2017) concluded that organ-
izational commitment mediates the influence of HR practices towards Indian
hotel employee performance. Jehanzeb and Mohanty (2020) discovered the
intervening influence of organizational commitment on the impact of organi-
zational justice towards service sector employees in Pakistan. Furthermore,
organisational commitment mediates organisational justice and work perfor-
mance (Donglong et al., 2020). Besides, Parveen et al. (2020) discovered or-
ganizational commitment mediates the impact of training, performance ap-
praisal, rewards and human behaviour. Garg (2017) concurred mediating in-
fluence of organizational commitment on the influence of workplace spiritu-
ality on job performance among Indian employees. In addition, Dorta-Afonso
etal. (2021) and Chang & Chen (2011) discovered that affective commitment
mediates the association between HR practice and employee performance.
Therefore, researchers developed the following hypotheses exploring the ef-
fect of training and development and employee engagement on work perfor-
mance. This study focuses on training and development of hotels and em-
ployee engagement in hotels affects organizational commitment and work
performance. The exact association between every variable in subsequent
parts have been justified, the mediating influence of organizational commit-
ment in the impact of employee engagement and training and development
on work performance.

Hypothesis 4: Training and development influence organisational commit-
ment.

Hypothesis5: Employee engagement influence organisational commitment.
Hypothesis 6: Organisational commitment as a mediator in the relationship

between training and development and work performance.
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Hypothesis 7: Organisational commitment as a mediator in the relationship

between employee engagement and work performance.

Research Methodology

The mediating impact of organisational commitment is in the influ-
ence of training and development and employee engagement towards work
performance. The present study measured objective analysis of numerical
data using quantitative methods for unbiased interpretation and assessment of
a phenomenon. This research largely quantifies employees' opinions, feel-
ings, issues, and behaviour. Instead of human feelings and experiences, the
quantitative approach quantifies the components (Bryman, 2017). Nardi
(2018) stated that the concept makes precise, structured data and research de-
sign by adopting scales to find accurate outcomes (Salamzadeh et al., 2023;
Salamzadeh, 2021; Rahman et al., 2022). Additionally, this approach builds
a model, counts, and eliminates elements that draw focus away from the main

objective and hypotheses that can be confirmed or refuted (Bryman, 2017).

Identify the target

population 6000 frontline employees

Measures Brislin (1970) guidelines

Choose a sam- .10 random samplin
pling Technique P Pind
Estimate the sam-

ple size 362 based on the Krejcie and Morgan (1970) formula

Application of the
sampling proce- Questionnaire-based survey
dure
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Work performance (Koopmans et al. (2015); Training and develop-
ment (Yavas et al., 2003); Employee engagement (Saks, 2006), or-
ganisational commitment, (Garcia-Cruz and Valle- Cabrera, 2021)

Measurement
Scale

Data analysis Plan ;0 spss 23 and (PLS-SEM 3.0),

SPSS 23 and Respondents’ profile
(PLS-SEM 3.0), Hypotheses Testing
Figure 2. Research Framework (Source: authors)

Measures

This study used English and Bengali, Bangladesh's native and official
languages. Blue-collar workers are poorly educated and cannot understand
English, so translation into the native language is required. Brislin's (1970)
guidelines Following Brislin's recommendations (1970), the questionnaire’s

original English form was translated into Bengali.

Research instruments

The variables, created after a thorough literature assessment, included
training and development, employee engagement, organisational commit-
ment and work performance. This study measured latent constructs by five-
point Likert scale, where 1= strongly agree and 5= strongly disagree. In this
case, the items for each latent variable were gathered from earlier research.
Based on the prior research, the study only considered items that were exam-
ined using procedures widely accepted in academia (Table 4). Additionally,
to justify reliability and validity of variables, this study applied (CFA) in anal-
ysis and finding’s part. The sources of chosen items are displayed in Table 2

for this study variable.
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Table 2. The scale of measurement (Source: authors)

Variable Statement Cronbach’s Reference
alpha

Work per- | took on extra responsibilities. .789 (Koopmans

formance etal., 2015)

| started new tasks myself, when my old ones were finished.
I took on challenging work tasks, when available.

| worked at keeping my job knowledge up-to-date.

| worked at keeping my job skills up-to-date.

| came up with creative solutions to new problems.

| kept looking for new challenges in my job.

| actively participated in work meetings

organisa- The hotel considers the employees’ problems to be its prob- 779 (Garcia-Cruz

tional com- lems. & Valle-

mitment Cabrera,
The hotel is a big family of which the employees are a part. 2021)

The hotel creates an emotional bond with its employees.

For the hotel, the employees have a great deal of meaning.

The hotel provides the employees a strong sense of belonging

to the hotel.

The hotel has few options for replacing employees when they

decide to leave.

For the hotel, one of the few negative consequences of em-

ployees leaving is that there is a scarcity of available alterna-

tives.

One of the major reasons why the hotel tries to retain its em-

ployees is because if they left, it would be very hard to find a

replacement (with workers of the same proficiency).
Training and  Employees in this hotel receive continued training to provide 778 Yavas et al.,
development  good service. 2003

Employees in this hotel receive extensive customer

service training before they come into contact with customers.

Employees of this hotel receive training on how to serve cus-

tomers better.

Employees of this hotel are trained to deal with customer com-

plaints.

Employees of this hotel receive training on dealing with cus-

tomer problems.
Employee I really “throw” myself into my job. 0.878 (Saks, 2006)
Engagement

Sometimes | am so into my job that I lose track of time.

This job is all consuming; | am totally into it.

My mind often wanders and | think of other things when doing

my job.

I am highly engaged in this job.

Sampling

This study selected full-time frontline employees from three-, four-
and five-star hotels. Employees who work at least 40 hours a week at a hotel
are called full-timers, whereas part-timers work only a few hours. Due to the

existence and relation of the human system, researchers understand that
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choosing survey respondents from across the industry is ideal for assessing
the relational system-relate hypothesis (Hair et al., 2012). Applying simple
random techniques (Rahman et al., 2022), this study selected 362 samples
found in ROA software shown in (http://www.raosoft. com/ sam-
plesize.html). This phenomenon is common throughout all organisations. To
ensure the generalizability of this study, we considered the sample size 362
(the 10-time rules), which is sufficient for PLS-SEM (Barclay et al. (1995)
and CB-SEM (Kline, 2005; Rahman, 2023; Radovic Markovic et al., 2019;
Yakubu et al., 2022; Dana & Salamzadeh, 2024). Applying a structured ques-
tionnaire, the researcher visited various hotels in several cities, including
Sylhet, Cox's Bazaar, Chattogram, and Dhaka, to gather data. Researchers
approached the human resource department to get approval. Getting approval
verbal consent was gained from the respondents before sending the question-
naire to collect responses. Data gathering only included respondents willing
to participate in the study freely.

A survey instrument was distributed to personal contacts who were
eligible (employed) to participate after being requested. The confidentiality
of respondents promised to participants throughout data collection has not
been compromised. The respondent was also requested to answer that struc-

ture question honestly.

Data analysis Plan

Using SPSS 23 and (PLS-SEM 3.0), this study analysed, scored and
conduct data of this study. To justify the demographic characteristics, re-
searcher applied SPSS 23. To predict the correlations between variables, as-
sess both observed and unobserved variables, and find the model error, (PLS-
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SEM) known as a multivariate statistical modelling technique was used
(Chin, 2010). For justifying research hypothesis, PLS-SEM method is applied
to examine the direct and indirect effects. Following the rule of thumb of Hair,
present study applied PLS-SEM to test research hypothesis (Hair et al., 2012).

Respondents’ profile

The demographic profile explains the respondents of the present stud-
ies, which SPSS analyzed. 86.5% were male and 13.5% were female in this
survey. The age group of 40-49, 30- 39, 20- 29 was 1.9%, 16% and 82%
subsequently. The highest number of employees was 20-29 age. The number
of divorced, married and single was .8%, 48.9% and 50.3% respectively. The
number of food and beverage, security, housekeeping, front office, sales and
marketing employees in the case of the department was 46.5%, 18.5%,
21.0%, 7.5% and 6.6%, respectively. In the case of experience, 16-20, 11-
15,6-10, and 1-5 were 2.8%, 27.6% and 65.5%, which is the highest percent-
age of experience.

Results

PLS path modelling is applied for less complexity and more theoreti-
cal parsimony, recognised as component-based structural equation modelling
(Ramayah et al., 2016; Rahman et al., 2020; Akter et al., 2017). Memon et al.
(2017) and Akter et al. (2020) suggested that present study will surpass the
drawbacks of covariance-based SEM by applying PLS path modelling for the
inside expectation with a path-withing. As a result, this study will not have
any typical SEM flaws, such as characteristics of distributions, size of sample,

identifications’ lack and level of measurement. In addition, nonpragmatic
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bootstrapping examined the estimated standard errors for this research (Ra-
mayah et al., 2016). Following the rule of thumb of (Henseller et al., 2012),
researchers used discriminant validity and convergent reliability for this
study. Furthermore, this study ensured that all outer loadings had at least a
threshold of 0.60 to guarantee the validity of each item (MacCallum et al.,
1999) in Table 3.

Table3. Measurement Model (Source: authors)

Construct Indicators Loading Composite AVE
Reliability

Work Perfor- WP1 0.887 0.943 0.675
mance WP2 0.797

WP3 0.769

WP4 0.803

WP5 0.873

WP6 0.851

WP7 0.816

WP8 0.771
Training and De- TD1 0.719 0.874 0.581
velopment TD2 0.786

TD3 0.687

TD4 0.807

TD5 0.806
Employee En- EN1 0.946 0.962 0.837
gagement EN2 0.937

EN3 0.893

EN4 0.933

EN5 0.863
Organisational OC1 0.674 0.878 0.549
Commitment 0oC2 0.696

0OC3 0.609

0OC4 0.806

0C5 0.809

0C6 0.825

(WP=Work Performance, OC= Organisational Commitment, TD= Training and Development and EE= Employee

Engagement)
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Measurement Model

This study employed convergent reliability and discriminant validity
measuring model as part of a two-step methodology (Anderson & Gerbing,
1988). Researchers applied the two-step approach methodology. Measure-
ment model consists of discriminant validity and convergent reliability in this
research. Henseler et al (2012) suggested that loading of convergent validity
is more than 0.5, composite reliability is not less than 0.7 (Gefen et al., 2000),
and the average variance extracts are more than 0.5 (Fornerl and Larcker,
1981). Due to the weak outer loading (less than 0.60), one training and devel-
opment (TD) item, TD_6, two organizational commitments (OC), OC_7, and
OC_8 items were eliminated from the analysis. It is confirmed in Table 3 that
the value of AVE is more than 0.5 (Hair et al., 2010). Moreover, this analysis
confirmed internal consistency in this study because Table 3 confirmed the

composite reliability is at least 0.60 (Hair et al., 2017).

oc oc3 oc.4 ocs oc_6

T e T

0674 0695 0609 0806 0809 (g5
D1

D2
.3
TD.4
0.5
EN_1
EN_2

EN.3

EN_4

EN

EN_5

Figure 2. Measurement model (Source: authors)
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Table 4. Measurement model. Discriminant validity (Source: authors)

Fornell-Larcker Criterion Heterotrait-monotrait ratio (HTMT)
EN 0oC TD WP EN 0oC TD WP

EN 915

oC .218 741 .245

TD 193 216 762 .208 .250

WP .264 287 318 822 271 315 332

This study determined discriminant validity by following Fornell and
Larcker criteria and HTMT (Fornell &Lacker, 1981; Henseler et al., 2015).
Moreover, Duarte and Raposo (2010) stated that discriminant validity refers
to how distinct a given latent construct is from others. Sekaran & Bougie
(2016) suggested that two constructs do not have a relationship and scores are
different from empirical outcomes. Table 4 shows that effect of constructs is
low compared to square root of AVE, so factor’s discriminant validity meets
the requirement for this investigation (Hair et al., 2017). Besides, HTMT is
applied to justify discriminant validity (Henseler et al., 2015). To assess dis-
criminant validity and compare expected threshold, present research applies
HTMT. When HTMT value is more than predetermined threshold value that
shows no discriminant validity. The most restricting threshold of 0.85 is be-
low every HTMT ratio in Table 4 (Henseler et al., 2015). Thus, this provides

an overview of a sound discriminant validity property.

Structure Model

Measurement model ensured validity and reliability; thus, this study
used a structure model to analyse and test variables. Five hypotheses of this
investigation are accepted in Table 5. Thus, training and development influ-
ence work performance with frontline hotel employees because (f = 0.242,

t=4.525, and P = 0.000). Moreover, influence of employee engagement is on
50



Journal of Entrepreneurship, Business, and Economics, 2024, 12(2), 28—68

work performance because (B=0.175, t= 3.582 and p= 0.000). Organisational
commitment has a positive influence work performance (B =0.196, t=
3.870and p=0.000). Similarly, training and development significantly impact
on organisational commitment with frontline hotel employees as beta value,
t-value, and p-value are 0.181, 3.500, and 0.001, respectively; this relation-
ship is statistically significant. Employee engagement has a significant impact

on organisational commitment as 3, t and p are 0.183, 3.467, 0.001, consecu-

tively.
Table 5. Structural Model (Source: authors)
Hypothe-  Stdp  Stand- LL UL T  Statistics P Deci-
sis ard Er- (JO/STDEV|)  Values  sion
ror

TD->WP 0.242 0.053 0.143 0.345 4525 0.000 Ac-
cepted

EN->WP 0.175 0.049 0.078 0.268  3.582 0.000 Ac-
cepted

OC->WP 0.196 0.051 0.104 0.295 3.870 0.000 Ac-
cepted

TD->0C 0.181 0.053 0.086 0.287 3.500 0.001 Ac-
cepted

EN->0OC 0.183 0.052 0.083 0.285 3.467 0.001 Ac-
cepted

Mediation analysis

Organisational commitment has a mediating influence on influence of
training and development towards work performance as B value is 0.036, t
value is 2.650, p value is 0.008, UL value is 0.065 in Table 6. Similarly, or-
ganisational commitment has a mediating influence on the impact of em-
ployee engagement on work performance as 3 value is 036, t value is 2.482,
p-value is 0.013, and UL 0.06.
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Table 6. Path Coefficient for Indirect Effects (Source: authors)

Hypothesis Beta(B) T  Statistics p-value  97.5%ClI Report
(JOISTDEV))

H6 TD ->0OC -> 0.036 2.650 0.008 0.065 Accepted

WP

H7EN->0OC -> 0.036 2.482 0.013 0.068 Accepted

WP

Discussions of the findings

In the context of the hotel business among frontline hotel employees,
this study examined the statistical and empirical impact of training and devel-
opment on work performance and the effect of employee engagement on
work performance. This study concurred that training and development sta-
tistically influence work performance (i.e., responsibilities, tasks, knowledge,
abilities, and attitude), confirming the social exchange theory (SET) (Zoller
& Muldoon, 2019). This means that employees in the hotel industry get train-
ing and development facilities, and their effort and discipline are high; thus,
they perform better and provide the best service to various categories of
guests, enhancing customer satisfaction in the hotel industry. This study was
supported by (Michael et al., 2023; Singh et al., 2022; Rubel et al., 2021).
Similarly, this result aligns with (Keltu, 2024. Aboramadan, 2022; Aborama-
dan & Karatepe, 2021 Aboramadan et al., 2020), who found that training and
development among the education sector employees have a significant link
with work performance in Palestine; in contrast, the outcome diverse form
(Flegl et al., 2022) observed a non-significant relationship between training
and development and work performance among Mexican government em-
ployees. Moreover, the present study of employee engagement of hotel em-
ployees has a significant impact on work performance in Bangladesh, con-

sistent with previous literature (Kim & Jang, 2022; Bindl & Parker, 2010)
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who reported that employee engagement has a significant impact on work
performance among several workplace but the outcome of this study radiated
with Shimazu et al. (2018) who observed that there is a non-significant link
between employee engagement and work performance among the Japanese
workforce.

The present research observed that organizational commitment empir-
ically and statically affects work performance. Committed employees esca-
late hotel benefits, and as a result, customers are satisfied with the food qual-
ity and service quality of hotels. This finding aligns with Vong (2022), who
explored affective commitment's significant effect on employee performance.
Similarly, Kim et al. (2019) discovered that organizational commitment
among service sector employees impacts job performance. However, the re-
sult of this study is inconsistent with that (Eliyana & Ma'arif, 2019), which
discovered that in Indonesian firms, organisational commitment does not
have a significant link with work performance.

This study found that training and development statistically influence
organizational commitment among hotel employees in Bangladesh. Moreo-
ver, trained employees have emotional connections and feelings with hotels,
always focusing on customer satisfaction, service quality, and revisit inten-
tion. Similarly, previous literature observed that training and development
have a significant link with organisational commitment in various organisa-
tions (Rubel et al., 2021; Mihardjo et al., 2020). However, the outcome of
this study differs from (Rawashdeh et al., 2020), who found an adverse rela-
tionship between training and development and organisational commitment
among the health sector employees. On the other hand, the outcome is that

employee engagement has a statistical impact on organizational commitment
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among hotel employees in Bangladesh, supported by previous findings
(Yousf & Khurshid, 2024; Albrecht & Andreetta, 2011; Jena et al., 2017) but
the outcome of this research disagrees with (Albdour & Altarawneh, 2014)
who found employee engagement have a non-significant correlation with or-
ganisational commitment among banking employees in Jordan.

This study concurred that the impact of training and development on
work performance is partially mediated by organizational commitment
among hotel employees. Besides, present research discovered that organiza-
tional commitment partially mediates the effect of employee engagement on
work performance. These outcomes align with previous findings (Dorta-
Afonso et al., 2021; Garg, 2017; Chang & Chen, 2011), who discovered that
organizational commitment mediates relationships in various contexts. These
findings are crucial in understanding specific intervening mechanisms in this
link, which consists of more theoretical contributions than direct relationships
(Vong, 2022).

Theoretical Contribution

This study extends knowledge about human resource development,
organizational psychology, hospitality sector employee behaviour to work
performance, and the result of employee engagement and training and devel-
opment in the context of the hotel industry of Bangladesh by applying the
Tamkin work performance model and SET. SET predicted that if an employee
is appreciated, he will repay the benefit positively, including engagement in
organizational citizenship behaviour and providing quality outcomes. The
fundamental principle is that it increases the chances of fulfilling self-interest
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in social situations. Tamkin's work performance model was initially devel-
oped to justify organizational performance through work performance in the
context of the service industry. This study also increases theoretical and em-
pirical knowledge about work performance.

Moreover, training and development facilities and employee engage-
ment facilities are key factors to enhance work performance. The present in-
vestigation sheds new light on SET propositions explaining that people apply
their resources to preserve their social resources to survive negative situa-
tions; the findings support the hypothesis that organizational commitment is
best realized by those who get training and development and have engage-
ment. Therefore, this study offers a horizontal, relationship-based explanation
to help readers comprehend why and the mechanisms by which employee
engagement training and development significantly affect work performance.
The effect of organizational commitment on work performance significantly
contributes to the literature on hospitality since earlier researchers recom-
mended that additional research is required to fully comprehend tipping be-
haviour from the employees' perspective using a quantitative research tech-
nique (Rubel et al., 2021). In addition, SET supported the significant influ-
ence of employee engagement on work performance and training and devel-
opment on work performance by empirical justifications (Blau, 1964; Zoller
& Muldoon, 2019), which explains that employee engagement improves
work performance. Besides, this study enhances knowledge about the medi-
ating influence of organizational commitment on the effect of training and
development towards work performance and employee engagement towards

work performance (Keltu, 2024). The present research also improved

55



Hosen, S., Hamzah, S.R., Ismail, L.A., Alias, S.N., Abd Aziz, M.F. 2024. The role of training and
development, employee engagement in work performance

knowledge about employee engagement, training and development, and or-
ganizational commitment by testing the Tamkin Work Performance Model
and the Social Exchange Theory in the context of HRD. Finally, this study
enhances knowledge in the HRD field by extending Bangladesh's hospitality

literature.

Practical Contribution

The present study comprises various practical and interesting practical
contributions. First, previous finding shows that training and development
and employee engagement boost organizational commitment and employee
performance (Alamri & Al-Duhaim, 2017; Scheible & Bastos, 2013; Esteban-
Lioret et al., 2014). thus, managers and high authority of hotels should intro-
duce various capacity development programs to robust organizational com-
mitment and work performance.

Second, our mediation analysis demonstrated that hotel managers
must comprehend the significance of interactions that facilities of training and
development, level of employee engagement and organizational commitment
foster if they want to enhance their employees' work performance. As a result,
intervention programs should be implemented, as they have been shown to
foster friendships, positive affect, and socialization among frontline workers
(Harter et al., 2003). For example, pre-shift meetings are an excellent place
to establish clear roles for each employee and specific goals for each shift.
Employees who meet all the objectives will receive formal recognition
through an award. Additionally, managers can reduce the possibility that one
employee's complaints will negatively impact the standard of work perfor-
mance by providing a safe space to confidentially voice their complaints or
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recommendations (such as a suggestion box or electronic complaint form)
and promptly respond to such comments. Hotels provide training facilities
and facilities for employees and a workforce to develop high levels of com-

mitment and work performance in the service sector.

Conclusions

This study determined the impacts of training and development on
work performance and employee engagement on work performance among
the workforce. Organizational commitment mediates the effect of training and
development on work performance and employee engagement on work per-
formance. The findings of this study examined the outcome factor, which
comprises employee engagement and training and development. Developing
work performance in the case of his research, the curtail factors are training

facilities and employee engagement

Limitation and future directions

Though the present investigation has various contributions, it also has
several limitations. The following restrictions should be acknowledged, not-
withstanding the study's contributions. Firstly, it is difficult to generalize the
conclusions because data was collected only from Bangladesh's three-, four-,
and five-star hotels. Second, the current study's results confirmed that training
and development significantly influence work performance mediated by or-
ganizational commitment, and employee engagement statically impacts work
performance through organizational commitment. Moreover, this study uses
only quantitative and cross-sectional methods to collect data for a single time.
To increase generalizability, further studies should examine numerous budget
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hotels, one-star hotels, motels, and restaurants in other nations. Moreover, fu-

ture researchers are urged to concentrate on other potential mediators (such

as career adaptability, P-O fit, organization identification, organizational sup-

port, and social support) to investigate the mechanism underlying the rela-

tionship further. Besides, further study will apply qualitative research meth-

ods to describe the phenomenon deeply and longitudinal study methods for

further justification.
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