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R T IR 5T AR R B X R ek AR AR
AT T B UEE R 700 . W3R 1 i, B PR T Asi 7Rl
5500 PR TR 7R ) 3 R 5% 25 35 7 AR (RMSEA) # K F
AT AZ 111 FHE 0.08 , T B AR 7R () — PR TR 7R 1)
PIA TR B, KT E=257.389, A ¥ (df)=53,

A # b 3 C 45 %0 (TLD) =0.972, b %5 40 & 48 %k
(CFD)=0.981, i {1 2= 4 77 HR (RMSEA )=0.048 , 1
AR AT AR Hr AR S5 R R =
TR, R T AR FERIGT O B AR 55 S
2 )4 AR ) X 4355
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3.2

33 % ELMER(HLM)Z R
(1) ZJZEMAAI(HLM)
Level-1 Model (MAJZ 1)
SP = fy+*(Gender)+/.*(Age)+:*(Edu)+/.*
(Tenure)+ps*(TFL,)+fs*(PE))+r
Level-2 Model (435 /21 )
B=yoo + yo*(TFLy) + 70 (PE2) + peo
Bi=yot (i=1,2,...,6)
iH : SP MRk 555k, Gender MTER], Age WAE
1%, Edu ~2# )7, Tenure AR 55 4R, TFL, A4 )2
AR 2 78 #4515 | TFL, A0 2 1 F 7208 2 0 431
S, PE A2 T BN BRAZ AL, PE, A 43 )ik 2 1]

®1 MERTERXSHENKRE

Tab. 1 Results of discrimination validity of variables in individual level

FEA Model KE A AEMARGERFE R TLL LG CFT Ur U251 )7 IR RMSEA

= A P45 Three-factor model 257.389 53 0.972 0.981 0.048

WA FAEH 1. TFL, 5 SP 414 1108.973 54 0.858 0.902 0.108
Two-factor model: TFL and SP combined

WA T 2. TFL, 5 PE4HE 906.549 54 0.886 0.921 0.097
Two-factor model: TFL and PE combined

WU FA 3. PE, 5 SP 404 970.871 54 0.877 0.915 0.100
Two-factor model: PE, and SP combined

PR T4 One-factor model 1132.567 56 0.861 0.900 0.107

7Z:TFL1: Transformational Leadership ; PE1:Psychological Empowerment, SP:Service Performance.

F2 MEEE(E1)ELE

B AR ST (V=1431)

Tab. 2 Descriptive statistics of variables in individual level(N=1431)

AR g Variables  $4{E Means #5f22 Standard deviations P51 Gender 4 Age 2% JJj Edu R4 4FEBR Tenure 25 & RI40S: TFL, O>PEFZALPE,
5] Gender 1.87 0.336 1
Al Age 1.51 0.749 0.054% 1
241Jj Edu 231 0.905 —0.113%*%* 0,041 1
M55 4F R Tenure  2.33 1.081 -0.003 0.335%** 0,033 1
AFHG T TFL,  4.460 0.695 -0.069**  0.110*** 0.013 0.098%** 1
L IEFZALPE, 4.067 0.718 —0.109%** 0.124*** 0.026 0.142%%%* 0.564%%%* 1
IR 455 55 SP 4535 0.582 -0.054%  0.130%** 0.042 0.135%%* 0.493%** 0.623%+*

% p<0.05, % p< 0.01, *** p<0.001,
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25 W AT PR B 1Y B2 T B A% B 1R A v 1 il 55 G
o IR G ARG X — A AR 2 )5,
TNERAEEE (robust) 25 5L« 51 TR B8 T 24 B AR
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0.364,p<0.001,Z W3R 3 BRI 3) , HABIAY 3 [LABIAY 2
F BB 250870 T 222251, FiF IR % 1a 15 3] SZiIE 45
eI ES

R T KB O BB 5 AT A BN S K
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FH R B0 R 36 A 85007 < A8 5 B0 400 5 5% T AR
F G B EA R (S WAR 3R 3 ) AR A
S 5D HLEZ AL R ECH 0.564 (p<0.001) , B AR
RG5O FRZAL Z [ AFAE B 3 IEARDCOC R, BT LA
i is 2a 15 B SLUELE R SR sl A AR 2R,
AR HR AR 5 By T R IR S5 B ) R B s A8 R 0.165
(p<0.001, 2 L & 3 4) | (H 2 H i 3 i 2280
/DT 0.199; DIEALS T T AR5 S iy 1l 15 43
N ZEC Ny M 0.397(p<0.001) ; Sobel K 4 ity 45 S,
FU, AR RIS 5 BT IR S5 S 2 IR A AR
B TE]EERIONE , Z 1K 10.772 (p<0.001) 5 3 4, #5750 4
FEASE AR 3 ) R B 2500 T 272,015, R, ANMA)Z T
40 B ASHTS 4 H A A A 2 T A A8 A 45 5 B
T RIS S8, ik 3a 45 B3 RE

(4)50)E 2R (RIZ 2) Y 2250 5 450

A3 2 AR SR G S 5 T IR Sl
25 TE A AR FH (95,=0.488, p<0.001, Z: WL 55 3 B Y
5), HARHY S HUAm 4 1 B2 22020 7 116.455, T DA
B 1o 45 B SELE R S 4, AR S4B AL
A R BN 0.647 (p<0.001) , B 25 5 U451 S 55 b7
BUR R Z A7 AR B 3 IE ARG OC 2R, i LA 2b 15 5
SRS R . AT E IR AT AR, )k
) AR TR 51 5 B TR 55 S 2R e 228 0.189

R3 ZRREMERSTER

Tab.3 Output of hierarchical linear model

A% 5 Variables #5751 Model 1

T2 Model 2 #%3 Model 3 #5714 Model 4 1% 5 Model 5 157! 6 Model 6

[ 2 %00 Fixed effect
ARHEI Intercept Yoo
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PiEdu oy 0.011
R 55 4FBE Tenure  v4

[| A 4 Independent variable
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JZ 2-/3 )5 JZ 1 Level 2-Branch level
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ﬁ* R/ﬁ\ [ﬂ PE, Yoz
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o 0.052% %%
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GZ
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4.533%xx 4.530% 2.355%x+ 1949
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0.364%+* 0.165%** 0.165%*+ 0.165%**
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2222262 1950.247 1833.792 1767.767
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b
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Impact of Transformational Leadership on Service Performance:
Multilevel Model of Mediation

SU Fangguo', CHENG Dejun’, HUANG Xiaofan®
(1. School of Management, Shenzhen University, Shenzhen 518060, China; 2. Business School, Nanjing University,
Nanjing 210093, China; 3. China Division, Yum Brands Incorporation Shenzhen 518001, China)

Abstract: Extant literature seldom discusses the multilevel impact of transformational leadership (TFL)

on employee service performance. This study aims to discuss the impact of TFL on employee service

performance from individual and branch perspectives and to examine the mediation mechanism of
- 109 -
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psychological empowerment on TFL and employee service performance. Multisource and multilevel
data were obtained from a well-known multinational corporation, involving 218 managers and 1431
frontline employees from 223 branches (chain restaurants). The results reveal that, first, individual-
level TFL can significantly improve employee service performance, and there is also a significantly
positive correlation between branch-level TFL and employee service performance. Therefore, service
firms should be willing to adopt TFL, which not only contributes to employee service performance but
also helps establish service reputation and service competiveness. Second, this study reveals how the
mediation mechanism of psychological empowerment influences TFL and employee service
performance. Thus, individual- level psychological empowerment partially mediates the relationship
between individual-level TFL and employee service performance. Within service firms, branch- level
TFL has a positive influence on employee service performance via the empowerment climate. Service
firms should strengthen their empowerment climate to extend the positive effect of branch-level TFL on
employee service performance.

The theoretical value of this study is as follows: (1) Individual-level TFL and branch-level TFL
can significantly improve employee service performance. TFL not only influences employee service
performance on a micro level (individual level), but also on a macro level (branch level). This study
extends previous research that only focused on one aspect of the impact of TFL, employee service
performance. Furthermore, it extends the research scope of TFL in the service industry. (2)
Psychological empowerment partially mediated the relationship between TFL and employee service
performance, and branch- level empowerment climate partially mediated the relationship between
branch- level TFL and employee service performance. Our study extended the effect of TFL on
employee service performance to include a multilevel effect. We constructed and tested a multilevel
model that is more consistent with a real- life situation, and then identified a new cross- level
intermediary mechanism between TFL and employee service performance. (3) Regarding the service
sector, this study reveals that the mechanism of TFL influences employee service performance and
provides a new perspective for service businesses regarding how professional relationships can be
leveraged to strengthen service performance.

This study has a number of practical implications: (1) service enterprises can draw on the high
level of service quality displayed by the well- known multinational corporation to achieve improved
service performance; (2) service enterprises can strengthen managers’ TFL through training; (3) store
managers can influence employees’ understanding and experience through promotion and practical
action, and improve employees’ self-efficiency through staff appraisal and other social cognitive means.
They can also invite employees to participate in management decision- making processes, thereby
improving the service performance of employees.

Thus, Chinese service enterprises should implement branch-level TFL and create an empowerment
climate to improve employee service performance. They should also implement individual-level TFL
and increase employee psychological empowerment to improve employee service performance.
Research limitations and future research directions are discussed.

Keywords: transformational leadership; psychological empowerment; empowerment climate service

performance; hierarchical linear model
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