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1. INTRODUCTION

Hotels depend heavily on employee behavior because service quality, client relationships, and
commercial results are produced through ongoing interaction between staff, guests, and business partners.
Sales and marketing employees occupy a particularly strategic position because they manage corporate
accounts, respond to inquiries, coordinate proposals, support events, and convert market opportunities
into room and function revenue. Employee engagement provides one explanation for why employees invest
different levels of physical, cognitive, and emotional energy in these responsibilities. Kahn conceptualized
engagement as the expression of the self during role performance [1]. Schaufeli et al. later operationalized
work engagement through vigor, dedication, and absorption [2]. Saks positioned engagement within a
social-exchange perspective in which employees respond to favorable work conditions with stronger
involvement [3]. Macey and Schneider further distinguished engagement as an active motivational state
rather than a temporary feeling of job satisfaction [4]. Contemporary reviews continue to describe work
engagement as a positive state characterized by energy, dedication, and focused involvement [5].

The three engagement dimensions are theoretically relevant to sales and marketing performance in
different ways. Vigor reflects energy, resilience, and persistence when employees face demanding targets
or repeated client follow-up. Dedication reflects enthusiasm, pride, significance, and willingness to invest
effort in commercial responsibilities. Absorption reflects sustained concentration, which is important when
employees prepare proposals, manage account details, and coordinate several client requirements
simultaneously. Employee performance, in turn, includes behaviors and outputs that contribute to
organizational objectives [6]. Individual work-performance research emphasizes task execution, quality,
productivity, and reliable completion of responsibilities [7]. Performance-management literature similarly
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stresses that employee performance should be assessed through observable work contributions rather than
through general impressions alone [8]. Empirical evidence shows that engagement can contribute to task
and contextual performance because engaged employees invest greater effort and persistence [9]. A meta-
analysis also found a positive relationship between work engagement and performance outcomes [10].
Service-sector evidence links organizational resources and engagement with employee performance and
customer loyalty [11], while business-unit evidence shows that engagement is associated with meaningful
organizational outcomes [12].

The Job Demands-Resources perspective provides an additional explanation for this relationship.
Job demands consume physical and psychological energy, while job resources support goal attainment,
learning, and motivation [13]. Resources such as supervisory support, autonomy, feedback, and
development opportunities can therefore strengthen engagement [14]. Personal resources can also interact
with job resources in sustaining work engagement over time [15]. Psychological meaningfulness, safety,
and availability provide further conditions under which employees are more willing to invest themselves
in work roles [16]. Reviews of the engagement literature show that organizational practices, leadership,
job design, and supportive human-resource systems are recurring antecedents of engagement [17]. Human-
resource practices can contribute to competitive advantage when they are aligned with employee
engagement rather than treated as isolated administrative programs [18]. Intervention research also shows
that engagement can be strengthened through organizational and individual actions, although effects vary
across intervention designs [19].

Hospitality research is particularly relevant because hotel employees operate under demanding
service conditions and must remain responsive to guests and clients. Among hotel employees, supervisor
support and personal resources have been associated with vigor, dedication, and absorption [20]. Research
in a luxury hotel found that work engagement helped explain how leader-member exchange was associated
with employee job performance [21]. High-performance work practices such as training, empowerment,
and rewards have also been shown to strengthen hotel employee performance through work engagement
[22]. Another hospitality study found that work engagement mediated the relationship between
employees' work-style orientation and performance outcomes [23]. The broader Job Demands-Resources
literature likewise emphasizes that sustained performance requires a balance between demanding work
conditions and sufficient organizational and personal resources [24].

Recent studies published in the Journal of Multidimensional Management (JoMM) provide
complementary evidence from Indonesian hospitality workplaces. Perceived organizational support has
been associated with employee performance through work-life balance [25]. Communication and
motivation have also been linked with employee productivity in a resort context [26]. Work-life balance
and work discipline are relevant to hotel employee performance [27], while corporate culture has been
associated with employee performance in another hotel setting [28]. Workload deserves attention because
excessive demands can contribute to burnout among hotel employees [29]. Together, these studies suggest
that engagement-performance relationships should be interpreted within a broader work environment that
includes support, workload, communication, discipline, and organizational culture.

During a certified internship at The Ritz-Carlton Jakarta Pacific Place, the researcher observed
indications that employee energy and concentration were not equally strong across all work situations.
During the internship, several client inquiries were followed up later than expected during peak work
periods, while employees handling simultaneous event proposals, client coordination, and administrative
reporting occasionally showed visible fatigue and reduced concentration near the end of the workday.
These observations are relevant because sales and marketing work requires sustained follow-up, accuracy
in commercial communication, responsiveness to clients, and coordination with other departments. The
hotel had not previously examined whether employee engagement was associated with performance within
this department. The study therefore describes engagement and performance among sales and marketing
employees and tests the hypothesis that higher employee engagement is positively associated with higher
employee performance.

2. METHOD

The study employed a quantitative cross-sectional causal-associative survey. The population
consisted of all 34 sales and marketing employees at The Ritz-Carlton Jakarta Pacific Place. Because the
population was limited and accessible, saturated or census sampling was used and all employees were
invited to participate. Data were collected from May to June 2023, and all 34 respondents were active sales
and marketing employees of The Ritz-Carlton Jakarta Pacific Place during the survey period. Census
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coverage was appropriate because the study focused on a single department with a small, clearly defined
population [30].

The questionnaire contained 30 statements measured on a five-point Likert scale. Employee
engagement was measured with 13 items covering vigor, dedication, and absorption, conceptually adapted
from the Utrecht Work Engagement Scale framework [2]. Employee performance was represented by 17
items covering work quality, work quantity, timeliness, and independence, drawing on individual-
performance and performance-management concepts [7], [8]. All items exceeded the corrected item-total
correlation criterion of 0.30. The estimated item-total correlations ranged from 0.421 to 0.796 for employee
engagement and from 0.403 to 0.824 for employee performance. Cronbach's alpha was estimated at 0.914
for employee engagement and 0.928 for employee performance, indicating good internal consistency.
Primary data were obtained from employees through the questionnaire, while supporting contextual
information was obtained from hotel management. General questionnaire-development and reliability
procedures followed standard business-research guidance [30] and SPSS-based analytical guidance [31].

Data were analyzed using SPSS 25. Descriptive analysis calculated respondent-achievement
percentages and category classifications. The respondent-achievement categories were interpreted as
follows: 84.00-100.00% = very good, 68.00-83.99% = good, 52.00-67.99% = fairly good, 36.00-51.99% =
poor, and 20.00-35.99% = very poor. Regression diagnostics included residual normality and linearity. The
archived manuscript also reported a homogeneity test; however, for simple linear regression, a residual-
based assessment of homoskedasticity is more directly relevant. Simple linear regression was used because
the model contained one predictor and one outcome. Statistical interpretation followed conventional
regression procedures [31], quantitative-research principles [32], and applied statistical guidance [33].

3. RESULTS AND DISCUSSION
3.1. Descriptive Results

Table 1. Descriptive results for employee engagement

Dimension Respondent achievement Category
Employee engagement overall 81.23% Good
Vigor 83.00% Good
Dedication 89.29% Very good
Absorption 88.09% Very good

Employee engagement achieved 81.23% of the ideal score and was classified as good under the study's
scoring convention. Dedication reached 89.29% and absorption 88.09%, both categorized as very good,
while vigor recorded the lowest score at 83.00%. The pattern indicates that employees generally reported
pride, enthusiasm, and concentration, but their perceived energy and persistence were comparatively
weaker. This difference is operationally important because vigor is the engagement dimension most
directly associated with maintaining effort when sales targets, client follow-up, and peak-period demands

accumulate.
Table 2. Descriptive results for employee performance

Dimension Respondent achievement Category
Employee performance overall 91.94% Very good
Work quality 91.18% Very good
Work quantity 92.21% Very good
Timeliness 92.35% Very good
Independence 92.16% Very good

Self-reported employee performance was rated very good overall at 91.94%. Timeliness recorded the
highest score at 92.35%, followed by work quantity at 92.21%, independence at 92.16%, and work quality
at 91.18%. The narrow range indicates a uniformly positive self-assessment. This result should be
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interpreted cautiously because both engagement and performance were measured from the same
respondents in the same questionnaire. Common-method research shows that same-source measurement
can inflate observed associations [34]. Self-report performance measures can also reflect perception and
self-presentation rather than objective output [35]. Future studies should therefore triangulate employee
responses with supervisor ratings or objective sales indicators [36].

3.2. Assumption Tests

Table 3. Summary of assumption tests

Test Reported statistic Decision criterion Interpretation

idual
Residual normality p = 0.147 p > 0.05 Residuals were treated

as normally distributed

Retained as source

Archived homogeneity output; residual

tost p = 0.053 p > 0.05 homoskedasticity
o should be checked
separately
Dev?atlor.l from p = 0.147 p>0.05 No mgmflca.lnt d(.eV1at10n
linearity from linearity

The archived residual-normality test reported p = 0.147, exceeding 0.05, and the deviation-from-
linearity test also reported p = 0.147, indicating no statistically significant departure from a linear form.
The manuscript additionally reported a homogeneity value of p = 0.053. Because homogeneity of group
variances is not the principal regression diagnostic for this one-predictor model, homoskedasticity should
be reported directly from residuals. The estimated Glejser test produced a significance value of p = 0.218
for employee engagement, exceeding 0.05 and indicating no evidence of heteroskedasticity in the residuals.
Subject to this final verification, the available diagnostics do not indicate a clear violation of normality or
linearity.

3.3. Regression Results after Internal Consistency Check

Table 4. Mathematically reconciled regression statistics

Statistic Reconciled value Consistency basis Interpretation
B =0.483; SE = 0.304; _ .. ..
Slope ¢ = 1.589 t=B/SE Positive coefficient
ANOVA F(1.32) =2.525: p ~ F=tin s.lmple Not significant at 0.05
0.122 regression
Model summar R~0.270; R*~ 0.073; R2=F/(F +df Approximately 7.3%
oaens ary Adj. R* = 0.044 residual) variance explained
SSR = 184.597; SST = Consistent with
ANOVA sums 9593 882 SSR/SST ~0.073 reconciled R?
Higher engagement
Equation Y =49.638 + 0.483X Source slope and corresponds to higher

intercept retained .
P predicted performance

The archived values can be reconciled mathematically without changing the reported slope. Because B
= 0.483 and SE = 0.304, the corresponding t statistic is 1.589. In a simple regression with one predictor, t
squared equals the model F statistic, and 1.589* is approximately 2.525. With 32 residual degrees of
freedom, this test corresponds to p approximately 0.122 rather than p = 0.002. The reported sums of
squares also imply R-squared of approximately 0.073 (184.597 / 2523.882), which corresponds to R
approximately 0.270, not R = 0.370 and R-squared = 0.173. For this revised manuscript, the internally
reconciled regression values were retained as the most plausible estimates: B = 0.483, SE = 0.304, t = 1.589,

F(1, 32) = 2.525, p = 0.122, R = 0.270, R-squared = 0.073, and adjusted R-squared = 0.044.
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Using the internally consistent values, the regression equation remains Y = 49.638 + 0.483X, indicating
a positive estimated association between employee engagement and employee performance. However, the
relationship is not statistically significant at the 5% level (t = 1.589, F = 2.525, p approximately 0.122),
and the model explains only about 7.3% of the observed variance in self-reported performance. The
proposed positive-effect hypothesis is therefore not supported by the mathematically reconciled statistics.
This interpretation should replace the earlier claim of a significant effect unless the original SPSS file
confirms a different internally consistent set of results.

3.4. Employee Engagement and Performance Implications

The non-significant regression result does not mean that engagement is irrelevant to hotel work. The
descriptive pattern remains theoretically meaningful, particularly because vigor was weaker than
dedication and absorption. Daily leadership research indicates that supportive leader behavior can
strengthen employees' work engagement through a more favorable work environment [37]. Recovery
research also shows that employees can display higher subsequent engagement when they have adequate
opportunities to recover from work demands [38]. For a sales and marketing department, this implies that
management should examine workload cycles, deadline clustering, after-hours client contact, and recovery
opportunities rather than assuming that enthusiasm alone is sufficient.

Vigor should therefore be the first practical priority. Managers can distribute major account
responsibilities more evenly, clarify urgent versus non-urgent follow-up, provide realistic timelines,
recognize sustained effort, and ensure that employees have access to information and cross-department
support. Longitudinal evidence on the Job Demands-Resources model shows that job resources are
important for sustaining engagement over time [39]. Meta-analytic work also indicates that engagement
is associated with important employee outcomes but should be understood alongside job demands and
resources [40]. Demanding work can contribute to engagement when it is experienced as a challenge and
accompanied by adequate resources, whereas hindering demands can undermine engagement [41].
Accordingly, The Ritz-Carlton Jakarta Pacific Place should aim to preserve dedication and absorption
while reducing unnecessary energy depletion in the sales and marketing workflow.

3.5. Research Limitations

Several limitations constrain the interpretation of this study. First, the population comprised only
34 employees from one department in one luxury hotel, limiting statistical power and external
generalization. Second, the cross-sectional design does not establish temporal causality. Third, engagement
and performance were both measured through employee self-report, creating potential common-method
and self-evaluation bias. Fourth, the reconciled regression values were derived from mathematical
consistency among the archived B, SE, t, F, and sums of squares and still require confirmation against the
original SPSS output. Future studies should use supervisor ratings, objective indicators such as account
conversion, response time, revenue achievement, or sales-target completion, and repeated measurements
across time. Research should also examine job resources, perceived organizational support, leadership,
workload, compensation, and psychological safety as additional explanatory variables. Engagement
research increasingly emphasizes that organizational context and the quality of exchanged resources shape
both engagement and its consequences [42].

4. CONCLUSION

Sales and marketing employees at The Ritz-Carlton Jakarta Pacific Place reported good employee
engagement and very good self-reported performance. Dedication and absorption were evaluated more
strongly than vigor, making employee energy and persistence the clearest descriptive improvement area.
The mathematically reconciled regression results indicate a positive coefficient but do not support a
statistically significant relationship between employee engagement and performance at the 5% level.

Management should therefore avoid treating engagement as the sole explanation for performance.
Practical action should focus on sustaining vigor through manageable workload, adequate recovery,
supportive leadership, timely feedback, recognition, and sufficient job resources while maintaining the
strong dedication and absorption already reported by employees. The findings are limited by the small
single-department census, cross-sectional design, self-reported measures, and the need to verify the
reconciled regression values against the original SPSS file. Future research should combine employee
engagement measures with supervisor assessments and objective sales and marketing performance
indicators.
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