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The highly competitive hospitality business environment and the ever rising 

customer expectations have urged scholars and managers to pay constant attention to 

employees’ customer service performance. On top of in-role behaviours, employees 

are expected to proactively demonstrate extra-role behaviours to enhance customer 

experience. However, what galvanizes such proactive extra-role service behaviours, 

theoretically termed as proactive customer service performance, remains an 

underexplored issue. Anchoring in the hospitality, customer service performance, 

and human resource management literature, this study captured job embeddedness as 

a likely antecedent. In addition, given the utility of job embeddedness, several other 

research gaps pertaining to its antecedents and mediating roles, as well as the 

relationship between off-the-job and on-the-job embeddedness, were also examined. 

 

 

Using self-administered questionnaires, 163 paired responses were gathered from 

frontline employees and their supervisors/managers in 16 hotels/resorts with a rating 

of four stars and five stars in Malaysia. Partial Least Square Structural Equation 

Modeling (PLS-SEM) analyses supported six out of the 15 hypotheses. In particular, 

on-the-job embeddedness had a positive relationship with proactive customer service 

performance but off-the-job embeddedness had no relationship with it. The 

associations of level of control over work hours and felt obligation with on-the-job 

embeddedness were marginally and significantly positive, respectively. The 

association between perceived organizational work-life support and on-the-job 

embeddedness, however, was null. Against the hypotheses, none of the proposed 

antecedents predicted off-the-job embeddedness and the mediating roles of off-the-

job and on-the-job embeddedness were all insignificant except for the relationship 

between felt obligation and proactive customer service performance which was 

mediated by on-the-job embeddedness. As expected, off-the-job and on-the-job 

embeddedness correlated positively, level of control over work hours influenced 

perceived organizational work-life support positively, and perceived organizational 
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work-life support affected felt obligation positively. Taken together the findings, a 

meaningful social exchange process from level of control over work hours to 

proactive customer service performance was evident. The study concluded that 

employees’ proactive customer service performance was contingent upon their level 

of control over work hours, and their job embeddedness played a sizable social 

exchange role in between. On-the-job embeddedness was more proximate to 

proactive customer service performance than was off-the-job embeddedness. 
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CHAN WEI LEONG 

 

Oktober 2018 

 

 

Pengerusi: Professor Madya Ho Jo Ann, PhD 

 

Fakulti: Putra Business School 

 

 

Persekitaran perniagaan hospitaliti yang amat berdaya saing dan jangkaan pelanggan 

yang semakin meningkat telah mendorong para penyelidik dan pengurus supaya 

memberi perhatian yang berterusan kepada prestasi pekerja dalam perkhidmatan 

pelanggan. Selain daripada perkhidmatan biasa, pekerja juga diharap untuk 

menunjukkan perkhidmatan tambahan secara proaktif untuk memberi pengalaman 

yang memuaskan kepada pelanggan. Namun, apa yang merangsang  perkhidmatan 

tambahan ini, secara teorinya dikenali sebagai prestasi perkhidmatan pelanggan 

proaktif, masih merupakan satu isu yang kurang jelas. Merujuk kepada kesusasteraan 

dalam perhotelan, prestasi perkhidmatan pelanggan, dan pengurusan sumber manusia, 

kajian ini mengenal pasti kebenaman kerja (job embeddedness) kemungkinan besar 

adalah satu faktor perangsang. Selain itu, memandangkan kegunaan kebenaman 

kerja, beberapa jurang penyelidikan lain yang berkaitan dengan faktor 

perangsangnya, peranannya sebagai pembolehubah perantaraan, serta hubungan 

antara kebenaman luar kerja dan dalam kerja, juga diperiksa. 

 

 

Dengan kaedah soal selidik, 163 maklum balas berpasangan telah dikumpulkan 

daripada kakitangan barisan hadapan dan penyelia/pengurus mereka di 16 

hotel/resort yang bertaraf empat bintang dan lima bintang di Malaysia. Analisis 

Partial Least Square Structural Equation Modeling (PLS-SEM) menyokong enam 

daripada 15 hipotesis. Khususnya, kebenaman dalam kerja mempunyai hubungan 

yang positif dengan prestasi perkhidmatan pelanggan proaktif tetapi kebenaman luar 

kerja tidak mempunyai hubungan dengannya. Tahap kawalan masa kerja dan rasa 

kewajipan berkait positif dengan kebenaman dalam kerja secara sedikit dan banyak 

masing-masing. Hubungan positif antara persepsi sokongan organisasi terhadap 

kehidupan-kerja dan kebenaman dalam kerja adalah tidak sah. Menentang hipotesis, 

tiada satu pun faktor perangsang yang dicadangkan meramal kebenaman luar kerja, 

dan peranan kebenaman luar dan dalam kerja sebagai pembolehubah perantaraan 

adalah tidak wujud kecuali untuk hubungan antara rasa kewajipan dan prestasi 
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perkhidmatan pelanggan proaktif yang diperantarakan oleh kebenaman dalam kerja. 

Seperti yang dianjurkan, kebenaman luar dan dalam kerja mempunyai hubungan 

yang positif, dan tahap kawalan masa kerja mempengaruhi persepsi sokongan 

organisasi terhadap kehidupan-kerja secara positif, dan persepsi sokongan organisasi 

terhadap kehidupan-kerja mempengaruhi rasa kewajipan secara positif. Secara 

keseluruhannya, satu proses pertukaran sosial yang bermakna dari tahap kawalan 

masa kerja ke prestasi perkhidmatan pelanggan proaktif adalah jelas. Kajian ini 

membuat kesimpulan bahawa prestasi perkhidmatan pelanggan proaktif adalah 

bergantung kepada tahap kawalan pekerja dalam masa kerja, dan kebenaman kerja 

memainkan peranan pertukaran sosial yang penting di antara mereka. Kebenaman 

dalam kerja adalah lebih dekat dengan prestasi perkhidmatan pelanggan proaktif 

berbanding dengan kebenaman luar kerja. 
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CHAPTER 1 

 

 

INTRODUCTION 

 

 

This chapter reflects the utility of job embeddedness in human resource management. 

The meagre attention to the off-the-job dimension of embeddedness somewhat 

undervalues its latent importance in influencing employee outcomes. Moving 

forward from the empirical evidence exhibiting the robust predictive strength of job 

embeddedness beyond retention, the development of a comprehensive model that 

integrates both the embeddedness dimensions with the antecedents and performance 

outcome is indispensable for an advanced understanding of the subject. Research 

gaps and research problems are explicitly pinpointed in this chapter. A list of 

glossary of terms is included at the end of the chapter. 

 

 

1.1 Background of Study 

 

 

With today‟s more affordable airfare, expanding international flight connectivity and 

increasing consumer purchasing power, the hospitality industry is riding a broad 

wave of growth globally. Over the past two decades, the figure of international travel 

departures across the globe has doubled from about 600 million in year 1996 to about 

1.3 billion in year 2016 (Langford & Weissenberg, 2018). In Malaysia, the 

phenomenon is evident with the soaring number of hotels ranging from budget to 

luxury, independent to chain, local brands to international brands. From 4,072 units 

in year 2014, the number surged about 18% to 4,799 units in year 2015 (Tourism 

Malaysia, 2017). Together with the food and beverage industry, the contribution of 

the hospitality industry to the gross domestic product (GDP) of the service sector 

rose from RM27.6 billion in the year of 2014 to approximately RM29.4 billion in 

year 2015 (Ministry of Finance Malaysia, 2017). The healthy statistics are probably 

attributed to the government‟s launch of Visit Malaysia Year 2014 and Malaysia 

Year of Festivals 2015 which featured a series of tourism activities in the country. In 

year 2014, tourist arrivals were recorded high at 27.4 million compared to that of 

24.6 million in year 2010 (Ministry of Economic Affairs Malaysia, 2018a). These 

considerable efforts not only benefited the tourism industry but the ancillary hotel 

and restaurant industries too. Carrying on the yearly rollout of such tourism 

initiatives alongside the Malaysian Economic Transformation Programme which 

highlights tourism as one of the national key economic areas (Public Service 

Department Malaysia, 2017), the hospitality industry is anticipated to flourish in the 

coming years. On the other hand, the promising outlook has induced stiff 

competition in the industry and exacted its players to render service at their best, 

apart from offering decent products, to savour a share from the tourism economic pie 

(Tavitiyaman, Qu, & Zhang, 2011). 

 

 

In tandem with the increasingly competitive market environment, providing 

impeccable service seems to be the primary motto of every organization (Malaysian 
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Association of Hotels, 2016). As service delivery is very much interpersonal, the 

attainment of customer satisfaction is greatly dependent on employee customer 

service behaviour (Raub & Liao, 2012). In other words, employees, especially 

frontlines, are prevailing customers‟ point of reference to the service quality 

evaluation of an organization (Wu & Ko, 2013). With this realization, researchers 

and managers have tackled the customer satisfaction topic extensively from the 

human resource lens (Chang, Chiang, & Han, 2012; He, Li, & Lai, 2011). Besides 

encouraging the mundane in-role service performance that goes by the job 

descriptions (Williams & Anderson, 1991), extra-role service performance that 

crosses above and beyond the customary job descriptions is also heavily promoted 

(Motowidlo & Van Scotter, 1994; Van Dyne, Cummings, & McLean Parks, 1995). 

Giving sufficient training to employees and implementing a fair reward and 

recognition system are some of the common measures to catalyse positive 

performance outcomes (Chiang & Birtch, 2011; Choi & Dickson, 2009; Lee, Nam, 

Park, & Lee, 2006; Salanova, Agut, & Peiró, 2005; Yap, Bove, & Beverland, 2009). 

Even more desperately wanted, frontline employees commit themselves to always be 

proactive during the service delivery process to exceed customers‟ expectations and 

hit the highest levels of customer satisfaction (Brown, Venkatesh, Kuruzovich, & 

Massey, 2008; Campbell, 2000). 

 

 

It may sound redundant to some to treat extra-role behaviours and proactive 

behaviours as discrete variables, but doing so is not without its theoretical and 

practical merits. Imagine a situation where a customer runs out of cigarettes in the 

midst of dinner. Would there be a difference in customer satisfaction if the service 

crew proactively offers assistance to get a pack of cigarettes from a nearby shop 

instead of after being asked by the customer? Surely the proactive approach would 

impress the customer even more. Although often perceived as synonymous, extra-

role behaviours and proactive behaviours do contrast on a thin line (Grant & Ashford, 

2008). Whereas extra-role behaviours could at times be passive and situation-

oriented, such as extending help to customers only upon request or following a 

service lapse, proactive behaviours take place ahead with need anticipation and self-

initiative to prevent problems or better the state of affairs (Bateman & Crant, 1999; 

Bindl & Parker, 2010). Expressing it in the customer service context, proactive 

customer service performance is therefore characterized by self-initiated, long-term-

oriented, and persistent service behaviours that go beyond explicitly prescribed 

performance requirements (Rank, Carsten, Unger, & Spector, 2007). For an industry 

that is immensely vulnerable to human behaviours and hence service failures like 

hospitality, proactive customer service performance is indeed sought after to allow 

little or no leeway for mishaps (Gursoy, McCleary, & Lepsito, 2007). Thus, research 

attention on proactive customer service performance continues to be warranted to 

keep abreast with the dynamic of employee behaviour and the rise of customer 

demand. 

 

 

A recent breakthrough in the human resource literature that might implicate proactive 

customer service performance is a retention construct theoretically termed as “job 

embeddedness” (Mitchell, Holtom, Lee, Sablynski, & Erez, 2001). Distinct from the 

traditional notion of turnover that accentuates perceived desirability of movement 
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(e.g., job satisfaction and commitment) and ease of movement (job search and 

availability of alternatives), Mitchell et al. (2001) put forward that employee 

retention involves a broad constellation of work (on-the-job/organizational) and non-

work (off-the-job/community) influences that can be classified under three 

dimensions namely links, fit and sacrifice. Links refer to the extent to which an 

individual has formal or informal connections with other people whereas fit reflects 

the extent to which the individual feels compatible or comfortable to the environment 

or activities. Sacrifice relates to the psychological, social or material cost of leaving 

the present settings. These forces, metaphorically strands in a “web” in which an 

employee can become “stuck”, collectively bind employees to the organization 

(Mitchell et al., 2001). Before long, psychologists, i.e. Crossley et al. (2007), worked 

out a global measure that captures the overall job embeddedness. This measure is 

commendable for its statistical advantages (Zhang, Fried, & Griffeth, 2012). 

 

 

Job embeddedness has manifested its strong predictability for turnover intention 

above and beyond that accounted for by job satisfaction and organizational 

commitment as well as perceived alternatives and job search (Mitchell et al., 2001). 

Moreover, an array of studies have attested its predictive capacity on other important 

organizational outcomes such as job performance (Cheng, 2013; Lee, Mitchell, 

Sablynski, Burton, & Holtom, 2004), organizational citizenship (Lee et al., 2004), 

and work effort (Wheeler, Harris, & Sablynski, 2012). These findings, consonant 

with Lee et al.‟s (2004) stance that employee decision about performing and decision 

about participating are closely related, suggest that job embeddedness could be the 

forthcoming ideology that both academics and practitioners should delve into for 

employee performance. 

 

 

Pertaining to the hospitality industry, job embeddedness and proactive customer 

service performance have a discernible association. Frontline employees who are 

expected to work irregular hours, on weekends and on public holidays often face 

challenges in coping with their non-work life because they have less time flexibility 

(Baum, Amoah, & Spivack, 1997; McNamara, Bohle, & Quinlan, 2011). For 

instance, a front desk employee would seldom have the chance to enjoy festivities 

with family or friends because he/she is needed at the busy workplace. Being 

restrained from family and personal life activities, the relationships of frontline 

employees with their family, friends and organization, as well as their fit to the non-

work and work spaces, would dwindle. Under such circumstances, the cost of 

detaching from the job would also decrease. Consequently, their motivation to 

perform would decline. Hence, the undesirable working conditions in the hospitality 

industry are potential perils to employees‟ job embeddedness which ultimately 

deteriorate their proactive customer service performance (Holden, Scuffham, Hilton, 

Vecchio, & Whiteford, 2010; McNamara et al., 2011). On the contrary, employees 

whose working conditions and non-work life are well harmonized would establish 

high levels of links, fit and sacrifice on-the-job and off-the-job. In exchange, they 

devote greater proactive behaviours to the organization (Cropanzano & Mitchell, 

2005). Provided that support is gained from empirical studies, hospitality managers 

could capitalize on job embeddedness for employees‟ proactive customer service 

performance. 
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1.2 Problem Statement 

 

 

The bodies of literature on job embeddedness and proactive customer service 

performance are still in their infancy. The first knowledge area that ought to be 

substantiated stems from the job embeddedness-extra-role performance scholarship 

that centred on employee-directed and organization-directed behaviours with little 

research conducted on customer-directed behaviours. Existing job embeddedness 

research basically dealt with job performance in two categories i.e. in-role 

performance (or task performance) and extra-role performance (or contextual 

performance) (Holtom, Burton, & Crossley, 2012; Lev & Koslowsky, 2012; 

Sekiguchi, Burton, & Sablynski, 2008). In-role/task performance comprised 

behaviours related directly to the formal job descriptions (Williams & Anderson, 

1991) whereas extra-role/contextual performance associated with more discretionary 

behaviours that went beyond the job descriptions to enhance the functioning of the 

organization (Motowidlo & Van Scotter, 1994; Van Dyne et al., 1995). Karatepe and 

Ngeche (2012) disclosed that embedded employees performed better. Beyond in-role 

performance, embedded employees were also inclined to engage in extra-role 

behaviours (Holtom et al., 2012). However, these extra-role behaviours, commonly 

represented by organizational citizenship behaviours (Lee et al., 2004), were very 

much employee- or organization-directed. Extra-role behaviours that were customer-

directed have been relatively under-studied. As far as the hospitality industry is 

concerned, the interaction of service employees with customers is critical in shaping 

customer satisfaction (Malaysian Association of Hotels, 2016; Wu & Liang, 2009). 

Particularly, being able to go the extra mile to delight customers is the key to 

successful service delivery (Parker, Williams, & Turner, 2006). It is certain that 

customer-directed extra-role performance far outweighs that of in-role (Afsar & 

Badir, 2016). In view of the prominence of extra-role performance to service 

organizations, and responding to the appeal of considering more performance 

outcomes (Karatepe, 2013a; Karatepe, 2014), a research avenue is to examine a type 

of customer-directed extra-role performance, namely proactive customer service 

performance (Rank et al., 2007). 

 

 

Next, research on the antecedents of job embeddedness fall remarkably short, 

specifically that of off-the-job embeddedness. A unique tenet that distinguishes the 

job embeddedness framework from other turnover models is the off-the-job construct 

as one pillar to employee retention, on top of the on-the-job construct (Mitchell et al., 

2001). Both the on- and off-the-job pillars, with their respective building blocks of 

links, fit and sacrifice, form the totality of job embeddedness. This fundamental 

construct of retention has progressively been recognized for its robust predictive 

potential beyond retention. Albeit researchers have echoed the theory in the past 

decade, most attention was exerted to either the global job embeddedness without 

segregating the two dimensions (Crossley et al., 2007), or only the on-the-job 

dimension on the rationale that it interacts more strongly with work-related outcomes 

than does the off-the-job counterpart (Burton, Holtom, Sablynski, Mitchell, & Lee, 

2010; Lee et al., 2004; Lev & Koslowsky, 2012). In comparison to the on-the-job 

counterpart for which antecedents identified include organizational socialization 

tactics (Allen, 2006), leader-member exchange (Harris, Wheeler, & Kacmar, 2011), 
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conscientiousness (Lev & Koslowsky, 2012) and perceived compensation and 

growth opportunities (Bergiel, Nguyen, Clenney, & Taylor, 2009), the antecedents of 

off-the-job embeddedness, unfortunately, remain unexplored thus far. Despite 

receiving heavier scrutiny, the antecedents of on-the-job embeddedness, nevertheless, 

converge at the situational level (Allen, 2006; Bergiel et al., 2009; Harris et al., 2011). 

At the individual level, antecedents appear somewhat ignored. With a number of 

studies indicating that off-the-job embeddedness does predict employee outcomes 

such as turnover intention (Dawley & Andrews, 2012; Jiang, Liu, McKay, Lee, & 

Mitchell, 2012) and job performance (Wheeler et al., 2012), and individual factors do 

correlate with work outcomes (Bakker, Tims, & Derks, 2012; Liao & Chuang, 2004), 

discounting the off-the-job embeddedness or individual antecedents would overlook 

their latent importance to organizations. That being said, further investigations 

should seek to advance the literature along these lines with an inclusion of the off-

the-job embeddedness or individual factors in the exploration of job embeddedness 

antecedents. 

 

 

In addition, examination of the mediating role of job embeddedness is only observed 

in a handful of studies (e.g., Karatepe & Ngeche, 2012; Lev & Koslowsky, 2012). 

For the sake of customer satisfaction, human resource researchers and managers 

strive to look for new ways in which to maximize employees‟ customer service 

performance. Seeing that job embeddedness can be affected by a myriad of 

individual and situational factors (e.g., personality traits and leader-member 

exchange) and has been demonstrated to lead to positive employee performance, it 

could be a meaningful intermediary mechanism linking its antecedents to employee 

performance. To illustrate, high level of control over work hours embeds employees 

in the non-work space because they could carry out their family responsibilities or 

participate in outside activities such as hobbies or church activities (Karatepe, 2013b; 

Mitchell et al., 2001). These employees, having benefited from the organization‟s 

goodwill, would then reciprocate the organization with elevated performance 

(Cropanzano & Mitchell, 2005). The dearth of supporting evidence is not just a 

practical issue but an academic one too. Inquiry on the two embeddedness 

dimensions as mediating variables is paramount to provide better explanatory power 

to the direct relationships between their antecedents and employee performance 

(Harris et al., 2011). 

 

 

Finally, association between the two embeddedness dimensions is quite an intriguing 

yet vague subject. As Mitchell et al. (2001) conceptualized, and Ng and Feldman 

(2012) asserted, both the on-the-job and off-the-job embeddedness are not 

independent of each other but share a close relationship that they are likely to 

mutually reinforce. In other words, one dimension of embeddedness could impinge 

another. Nonetheless, limited evidence has been documented on this. Furthermore, 

the pervasive application of the global job embeddedness measure seems to be a 

double-edged sword (Crossley et al., 2007; Karatepe & Shahriari, 2014; Tanova & 

Holtom, 2008). While the global measure, compared to the composite measure 

developed by Mitchell et al. (2001), is able to capture the overall perception of job 

embeddedness without confining to the specific aspects of links, fit and sacrifice, as 

well as affords several statistical advantages due to the shorter scale length and use 
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of same response format, its omission to the distinctiveness of the two embeddedness 

dimensions renders understanding on their varying utility incomplete (Dawley & 

Andrews, 2012; Zhang et al., 2012). More research is needed to dissect the two 

embeddedness dimensions, in particular, the interplay between them (Ng & Feldman, 

2013). Since the global measure could outstrip the composite measure theoretically 

and statistically, assessing off-the-job and on-the-job embeddedness individually 

using the global measure would be the way forward (Ng & Feldman, 2013). 

 

 

1.3 Scope of Research 

 

 

Aligned with the objectives, the following scope is set out for the current study. First, 

this study endeavours to target exclusively the local hospitality employees. Prior job 

embeddedness research has been conducted mostly in the western setting. On top of 

that, samples are recruited from various industries such as hospital (e.g., Dawley & 

Andrews, 2012; Wheeler et al., 2012), banking (e.g., Burton et al., 2010; Mallol, 

Holtom, & Lee, 2007), and hospitality (e.g., Karatepe & Ngeche, 2012; Karatepe & 

Shahriari, 2014). Given the evidence that job embeddedness perception may vary 

across cultures (Jiang et al., 2012; Zhang et al., 2012), and the paucity of relevant 

work in the unique Malaysian context, collecting responses solely from Malaysian 

samples would best preserve the validity of findings and expand the current literature 

(Roberts, Priest, & Traynor, 2006). The selection of employees in the hospitality 

industry, where long work hours and irregular shift duties are typical (Baum et al., 

1997) and customer service is weighty (Ladhari, 2009), is apt to reflect the 

importance of non-work life in relation to performance of employees. 

 

 

Second, of special interest on customer service performance in the present study, 

respondents must be those working frontline in hotels/resorts with at least a 4-star 

rating because customer expectation on service is higher (Ariffin & Maghzi, 2012). 

Budget hotels and hotels/resorts carrying three stars and below are deemed 

unsuitable as services provided are generally limited. Frontline employees may 

include front desk, concierge, public attendant, wait staff, bartender, spa therapist, 

and any service personnel who are actively involved in service delivery (Karatepe & 

Shahriari, 2014; Masdek, Aziz, & Awang, 2011). These employees are often 

required to work irregular hours and practically deprived of public holidays and 

special occasions (Baum et al., 1997). Conversely, back office staff members work 

on weekdays 9-to-5 basis and barely have contact with customers (Zhao & Mattila, 

2013). Therefore, pooling the sample with employees who work frontline would 

better serve the purpose of capturing level of control over work hours, off-the-job 

embeddedness and proactive customer service performance. In brief, local frontline 

employees and their superiors in hotels/resorts rated 4 stars and above will be the 

respondents of this study. 
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1.4 Research Objectives 

 

 

Overall, this study aims to separately but simultaneously examine off-the-job and on-

the-job embeddedness. More precisely, the present study intends to: 

 

a) examine the relationships of off-the-job and on-the-job embeddedness with 

proactive customer service performance, 

 

b) explore level of control over work hours, perceived organizational work-life 

support and felt obligation as the antecedents of off-the-job and/or on-the-job 

embeddedness, 

 

c) test the mediating effects of off-the-job and on-the-job embeddedness on the 

relationships between the antecedents and proactive customer service 

performance, and 

 

d) investigate the association between off-the-job and on-the-job embeddedness. 

 

 

1.5 Research Questions 

 

 

Based on the objectives, this study attempts to answer the following questions: 

 

a) What are the relationships of off-the-job and on-the-job embeddedness with 

proactive customer service performance? 

 

b) What are the antecedents of off-the-job and on-the-job embeddedness? 

 

c) What are the roles of off-the-job and on-the-job embeddedness between the 

antecedents and proactive customer service performance? 

 

d) What is the relationship between off-the-job and on-the-job embeddedness? 

 

 

1.6 Significance of Study 

 

 

Having diagnosed the research problems, it is then necessary to mull over the 

potential contributions of the research. A research is worthwhile when it is of 

theoretical and practical importance. Against the research objectives, the following 

subsections discuss the theoretical and practical significance of the present study. 
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1.6.1     Theoretical Significance 

 

 

This study contributes materially to the body of knowledge concerning proactive 

customer service performance and job embeddedness. Prior studies have exploited 

mainly employee-directed and organization-directed extra-role behaviours in the test 

of the predictability of job embeddedness. Extra-role behaviours that are customer-

directed have been left out. This research widens the breadth of job embeddedness 

literature with scrutiny of a customer-directed extra-role behaviour namely proactive 

customer service performance. Additionally, proactive customer service performance 

is labelled as self-initiated and long-term-oriented customer service behaviours, 

slightly distinct from the ordinary extra-role behaviours which are usually situation-

triggered and ad hoc (Rank et al., 2007). To the hospitality industry, this performance 

might be an effective antidote to service failures (Gursoy et al., 2007). While 

customer service research has highly advocated proactivity in service delivery (Jong 

& De Ruyter, 2004; Sabharwal, Soch, & Kaur, 2010), the construct of proactive 

customer service performance has, regrettably, not much been addressed. Taken 

together, examination of proactive customer service performance as a correlate of job 

embeddedness would be enlightening that it would demonstrate the predictive 

capacity of job embeddedness beyond the employee-directed, organization-directed, 

and typical customer-directed extra-role behaviours. At the same time, it enriches 

and propels the customer service performance literature as to how proactive customer 

service performance would be more likely to occur. 

 

 

Furthermore, the impact of non-work factors on employee work outcomes is 

noteworthy, and researchers as well as practitioners are prompted to work in this 

respect (Harris et al., 2011; Ng & Feldman, 2013). Till date, empirical job 

embeddedness research has not dedicated enough to this off-the-job domain. To the 

best of the researcher‟s knowledge, there is yet any study that probes into the 

antecedents of off-the-job embeddedness. Hence, this research would be one of the 

few endeavours to explore factors leading to off-the-job embeddedness. With regard 

to on-the-job embeddedness, the current listing of antecedents is still sparse. Search 

effort for its antecedents definitely needs to continue inasmuch as it plays a powerful 

role in work outcomes (Burton et al., 2010). This study introduces two situational 

antecedents which are level of control over work hours and perceived organizational 

work-life support. These two antecedents are unique in a sense that they are capable 

of influencing both dimensions of job embeddedness, in contrast with others that are 

often uni-dimensional, such as leader-member exchange (Harris et al., 2011). This 

venture into bi-dimensional antecedents would be inspiring to researchers who might 

be interested to compare the magnitude of relationships with antecedents between the 

two embeddedness dimensions. In addition, this study concurrently includes an 

individual factor namely felt obligation as the antecedent of on-the-job 

embeddedness. By doing this, the present study adds insight to not just the 

antecedents of off-the-job embeddedness but also that of on-the-job embeddedness at 

the situational level and individual level which is hardly known. Having this valuable 

information would help researchers in theory building, research and practice 

(Wollard & Shuck, 2011). 

 



© C
OPYRIG

HT U
PM

9 

 

Moreover, as job embeddedness emerges to be a proximate construct to employee 

outcomes (Lee et al., 2004), it could probably explain a number of factor-outcome 

relationships. Extant job embeddedness studies, despite only a few, have 

substantiated its mediating role (e.g., Karatepe, 2014). MacKinnon, Fairchild, and 

Fritz (2007) highlighted that understanding mediating mechanisms is crucial for 

developing theory as well as explaining how the effects of an independent variable 

are transmitted on a dependent variable. Since this study proposes three new 

antecedents (level of control over work hours, perceived organizational work-life 

support and felt obligation) as the independent variables and proactive customer 

service performance as the dependent variable of job embeddedness, the mediation 

effects of job embeddedness on the relationships between the antecedents and 

performance outcome are tested. The findings of this study would lend evidence to 

support or refute the mediation effects of job embeddedness. If supported, the 

explanatory capacity of job embeddedness would further be consolidated (Lev & 

Koslowsky, 2012). 

 

 

Last but not least, off-the-job embeddedness and on-the-job embeddedness represent 

the degree of enmeshment in two domains i.e. life and work (Mitchell et al., 2001; 

Zhang et al., 2012). There have been voluminous findings on emotional and 

behavioural spillovers in the work-life interface (Edwards & Rothbard, 2000). An 

exemplary work is that by Hecht and Boies (2009) who found employees‟ 

participation in non-work activities could result in favourable emotional and 

behavioural outcomes at work. In terms of embeddedness spillover, it still lacks 

clarity owing to exercises of only the on-the-job embeddedness or job embeddedness 

as a unified construct (Crossley et al., 2007). Therefore, the development of a 

comprehensive model that decomposes job embeddedness into the constructs of off-

the-job and on-the-job and incorporates the antecedents and performance outcome 

would benefit academic researchers in two ways (Murphy, Burton, Henagan, & 

Briscoe, 2013). First, it could shed light on how embeddedness in one domain co-

varies with another domain, specifically how embeddedness in the non-work domain 

could spillover to the work domain. Second, this framework would lay the theoretical 

foundation for job embeddedness-performance research in which the importance of 

non-work aspects of employees might have been taken for granted in the past. More 

advantageously, the framework would facilitate investigations of models with greater 

theoretical sophistication (Dawley & Andrews, 2012). 

 

 

1.6.2     Practical Significance 

 

 

Successful completion of this study would redound to the benefit of the hospitality 

industry. To survive a competitive edge in the industry and most importantly to 

sustain the profitability of the organization, customer service plays a pivotal role. 

Proactive employees often act on their own initiatives to provide value-added service 

to customers, rather than merely following the job roles prescribed in the service 

script (Solomon, Surprenant, Czepiel, & Gutman, 1985). This behaviour is 

undeniably vital in service industries which always aim to surpass customers‟ 

expectations (Raub & Liao, 2012). By examining the relationships of off-the-job and 
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on-the-job embeddedness with proactive customer service performance, this study 

would educate industry practitioners on the weight job embeddedness bears on 

proactive customer service performance, a performance outcome that every service 

organization should pursue. 

 

 

Job embeddedness is an emergent concept in human resource management. With the 

three major elements of links, fit and sacrifice, it binds employees off the job and on 

the job and brings about desirable outcomes such as reduced turnover intention and 

enhanced performance (Lee et al., 2004; Mitchell et al., 2001). By exploring the 

antecedents of job embeddedness, this research would form a more solid empirical 

basis for the design and operation of human resource practices pertaining to 

employees‟ work and non-work lives. Specifically, it would add fresh insights into 

whether level of control over work hours, perceived organizational work-life support 

and felt obligation would embed employee off-the-job and/or on-the-job. For 

example, if this study finds that level of control over work hours embeds employees 

off the job and/or on the job and subsequently spurs their performance, managers 

could employ certain strategies in work scheduling in order to accommodate at best 

the needs of employees. 

 

 

In the interest of industry practitioners, this research undertaking would call the 

attention of human resource managers to look into employees‟ customer service 

performance from the off-the-job perspective. Investment in on-the-job initiatives 

such as training programmes and positive leader-member exchange with the aim to 

boost performance may be to little avail if the employees‟ off-the-job life is not 

catered to, particularly frontline employees in the hospitality industry which is 

notorious for irregular shifts and long work hours (Baum et al., 1997). Perhaps, 

efforts may be put on promoting employees‟ off-the-job embeddedness and in return, 

employees remain with the organization and reciprocate with increased proactive 

performance. With substantial evidence, this study would provide managers possible 

directions to tackle employees‟ proactive customer service performance. 

 

 

1.7 Glossary of Terms 

 

 

The following terms are operationally defined for the purpose of this study: 

 

Felt obligation refers to the extent to which employees believe that they should care 

about the organization‟s well-being and should help in achieving the organizational 

goals (Eisenberger, Armeli, Rexwinkel, Lynch, & Rhoades, 2001). 

 

Job embeddedness refers to the extent to which an individual is enmeshed in the job 

(Mitchell et al., 2001). 

 

Level of control over work hours refers to the degree of control or flexibility in the 

timing of work (McNamara et al., 2011). 
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Off-the-job embeddedness refers to the extent to which an individual is enmeshed 

in the community where he/she has a deep psychological and emotional relationship, 

such as relationships with family/friends, involvements in hobbies or social activities, 

and any other important aspects in the non-work space (Mitchell et al., 2001; Zhang 

et al., 2012). 

 

Off-the-job fit refers to the perceived compatibility or comfort with the non-work 

spaces (Mitchell et al., 2001). 

 

Off-the-job links refer to the formal or informal connections with other people in the 

non-work spaces (Mitchell et al., 2001). 

 

Off-the-job sacrifice refers to the perceived cost of material or psychological 

benefits that may be forfeited by leaving the non-work spaces (Mitchell et al., 2001). 

 

On-the-job embeddedness refers to the extent to which an individual is enmeshed 

in the organization (Mitchell et al., 2001). 

 

On-the-job fit refers to the perceived compatibility or comfort with the organization 

(Mitchell et al., 2001, p.1104). 

 

On-the-job links refer to the formal or informal connections with other people in the 

organization (Mitchell et al., 2001). 

 

On-the-job sacrifice refers to the perceived cost of material or psychological 

benefits that may be forfeited by leaving the organization (Mitchell et al., 2001, 

p.1105). 

 

Perceived organizational work-life support refers to the extent to which the 

organization respects and supports employees‟ desire to successfully combine work 

and non-work roles and intends to help them do so (Valcour, Ollier-Malaterre, Matz-

Costa, Pitt-Catsouphes, & Brown, 2011). 

 

Proactive customer service performance refers to individuals‟ self-started, long-

term-oriented, and persistent service behaviours that go beyond explicitly prescribed 

performance requirements (Rank et al., 2007). 

 

 

1.8 Organization of Thesis 

 

 

This dissertation concentrates on the relationships of job embeddedness with 

proactive customer service performance, the antecedents and mediating roles of job 

embeddedness, as well as the association between off-the-job and on-the-job 

embeddedness. The thesis is organized in six chapters. Chapter 1 gives a succinct 

overview of the research agenda. Against the background of the hospitality industry, 

the research issues are explicated. After that, the research scope, questions and 

objectives are stated. The chapter continues with detailed discussions on the 

theoretical and practical significance of this research. In the last section, the glossary 
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of terms used in the research is furnished. Chapter 2 contains a comprehensive report 

of literature relevant to this research. At the beginning, a smorgasbord of customer 

service performance studies is scrutinized. Next, the job embeddedness model is 

introduced. Through an exhaustive review of customer service performance and job 

embeddedness research, the research gaps come to light. Accordingly, the research 

aims to bridge these gaps are articulated. Chapter 3 extends to the research 

framework that guides the present research. Firstly, the basis of framework 

development is delineated. Subsequently, the theory that overarches the framework is 

described. Supported by theory and empirical evidence, the chapter then elaborates 

the argument for each hypothesis. 

 

 

Chapter 4 focuses on the research methodology applied in this study. The chapter 

opens with a concise explanation on the philosophical assumptions the researcher 

holds, which lead to the choice of research methodology and methods. After that, it 

goes on with details of sampling, ranging from sampling frame to sampling strategies 

and sample size. After the presentation on measurements, the chapter closes with 

information on the data analysis method. Chapter 5 progresses with findings obtained 

from the statistical analyses. At the outset, the demographic profiles of samples 

recruited for the study are reported. In a systematic manner, the statistical tests and 

results involved in assessing the research model are elucidated. Given the findings, a 

thorough discussion is provided at the end of the chapter. Chapter 6 wraps up the 

thesis with conclusion for the study. The chapter starts with a summary of findings in 

relation to the research objectives and questions. Based on the findings, the 

theoretical and practical implications proceed. Lastly, the chapter concludes with 

limitations of the study and directions for future research. 

 

 

1.9 Summary 

 

 

This chapter highlights the significance of job embeddedness in contemporary 

human resource management apropos of proactive customer service performance. 

Embeddedness in the off-the-job domain is emerging as an important predictor of 

employee work performance. The devoid of empirical research on its association 

with the on-the-job counterpart, antecedents, and impact on performance outcome 

justify the present study. The main purpose of this research is to establish an 

exhaustive model explaining the relationships among the antecedents, off-the-job 

embeddedness, on-the-job embeddedness and proactive customer service 

performance. Specifically, the objectives are to explore the relationships of off-the-

job and on-the-job embeddedness with proactive customer service performance, to 

examine level of control over work hours, perceived organizational work-life support 

and felt obligation as the antecedents of job embeddedness, and to investigate the 

association between the two embeddedness dimensions. This study hypothesizes that 

off-the-job embeddedness and on-the-job embeddedness mediate the relationships 

between the antecedents and proactive customer service performance. Examination 

of the two dimensions of embeddedness separately yet simultaneously is a theoretical 

and practical issue. 
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