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Abstract

This study investigates the influence of supervisory leadership on service quality in resort hotels,
positioning job satisfaction as a mediating variable and cultural attraction as a moderating factor. Data
were collected from 72 front-line staff members at resort hotels in West Java, Indonesia, via an online
questionnaire. The analysis utilized the Hayes PROCESS macro (Model 15) in SPSS to examine direct,
indirect, and conditional effects. The results indicate that supervisory leadership significantly increases
job satisfaction, thereby enhancing service quality. Furthermore, the interaction effects demonstrate that
cultural attraction strengthens both the leadership-service quality and satisfaction-service quality
relationships. These findings support Social Exchange Theory by emphasizing the reciprocal link between
supportive leadership and employee motivation to deliver quality service. Additionally, the study
highlights the cultural dimension in hospitality management, illustrating that cultural attraction
enriches both the work environment and the guest experience. This research contributes to the growing
literature on leadership effectiveness and employee attitudes in hospitality, providing actionable insights
for managers to integrate cultural elements into leadership practices and employee engagement
programs.

Keywords: supervisory leadership, job satisfaction, service quality, cultural attraction, resort
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INTRODUCTION

Unlike other types of accommodation, most resort hotels are situated in scenic
tourist destinations, such as coastal, mountainous, or rural areas. These
establishments are designed to provide guests with a comprehensive leisure
experience that combines comfortable accommodation with recreation. They offer
avariety of on-site activities and entertainment options, ranging from water sports
and guided tours to bonfires or evening cultural attractions (Lazuardi et al., 2025;
Le et al., 2025). Given the relative uniqueness of resort hotels, service quality is a
crucial factor that significantly influences guest experience and satisfaction
(Hussain et al., 2021; Jawabreh et al., 2024).

In West Java, resort hotels have become a vital component of the region's
hospitality and tourism industry. The province boasts a diverse range of tourist
destinations, particularly in the Greater Bandung area, Cianjur, Sukabumi, Bogor,
and Pangandaran. Each region offers distinct natural beauty, a cool climate, and a
unique cultural heritage. Collectively, these areas possess significant potential to
attract both domestic and international tourists (Listyorini et al., 2024). This
growing tourism potential has intensified competition among resort hotels. To
maintain a competitive edge, hotels must continuously develop various facilities
to meet the needs of diverse guests. Furthermore, hotels need to ensure superior
service quality by effectively managing human resources (Papaioannou et al.,
2024;Y. Yu, 2024).

Service quality is intrinsically linked to success in the hospitality and tourism
industry. Guest satisfaction and the intention to return are largely determined by
the consistency and friendliness of the service received (Hussain et al., 2023;
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Papademetriou et al., 2023). In resort hotels, service delivery relies heavily on direct interactions between
front-line staff and guests. Consequently, employee attitudes, behaviors, and emotional well-being must be
prioritized to enhance guest service (Han, 2022). Improving service quality in this context requires leadership
that motivates, guides, and inspires employees to deliver optimal service (Thorpe, 2024).

Supervisory leadership plays a significant role in this process. Supervisors serve as direct leaders who
oversee and support front-line employees. Effective supervisory leadership can enhance communication,
provide clear direction, and maintain a supportive work environment (Harper, 2020). Through such leadership,
employees are more likely to comprehend service expectations and feel valued in their roles. This relationship
reflects the fundamental principles of Social Exchange Theory (SET). This Theory emphasizes that fair and
supportive treatment from leaders encourages employees to reciprocate with positive attitudes and behaviors,
including improved service performance (Alzghoul et al., 2023; Zhang et al., 2021). Concurrently, employee job
satisfaction has become a critical focus in organizational research as it acts as a bridge between leadership and
performance (Andrade et al., 2022; Heimerl et al., 2020). Employees who are satisfied with their jobs tend to
demonstrate higher levels of commitment, motivation, and service quality (Min & Hong, 2021). In the
hospitality industry, where emotional stress and guest interactions are intense, job satisfaction is not merely a
psychological outcome but also a determinant of service excellence (Phuong & Tran, 2020; Salama et al., 2022).
Previous studies have demonstrated that leadership significantly influences job satisfaction. In turn,
supervisory leadership and employee job satisfaction collectively impact service quality (Hermawati et al.,
2020; Manoppo, 2020; Valk & Yousif, 2023).

Another important aspect in the context of resort hotels in West Java is the role of cultural attraction
(Marneros et al., 2021). Local cultural values, such as hospitality, respect, and friendliness, reflect the
Sundanese character (Turgarini et al., 2018). These values are often embedded in hotel staff's daily service
practices. Guided by these values, employees shape their interactions with guests (Trisno et al., 2022). Cultural
attraction can serve as a contextual factor that strengthens the relationship between leadership, job
satisfaction, and service quality. When local cultural values are internalized, employees are more likely to
demonstrate genuine hospitality and empathy in their service delivery (Azam et al., 2020; Xingyu, 2024).
Various studies have emphasized the importance of these relationships (supervisory leadership, employee job
satisfaction, service quality, and cultural attractiveness) within the Indonesian hospitality context, yet research
remains limited (Bratt, 2021; Perez & Borbon, 2023; Zopiatis & Theocharous, 2022). Most previous studies
have focused on leadership and job satisfaction, or job satisfaction and service quality, without considering the
moderating role of culture.

Furthermore, few have explored these variables simultaneously in a moderated mediation model,
particularly in resort hotels characterized by strong local culture and guest interaction. This research gap
presents an opportunity to explore employee satisfaction in quality service delivery further (Agyeiwaah et al.,
2021; Al-Refaei et al., 2024; Aviyah & Mursyidah, 2024). Therefore, this study aims to analyze how supervisory
leadership influences service quality through employee job satisfaction (as a mediating variable), with cultural
attractiveness as a moderating variable. This study focuses on resort hotels in West Java, specifically in Greater
Bandung, Cianjur, Sukabumi, Bogor, and Pangandaran, where natural beauty and cultural uniqueness coexist.
These findings are expected to contribute, both theoretically and practically, particularly regarding supervisory
leadership and cultural context in influencing employee job satisfaction and service quality in resort hotels in
West Java.

LITERATURE REVIEW
Supervisory Leadership and Service Quality

Supervisory leadership refers to the capacity of direct supervisors to effectively guide, influence, and
support employees in the execution of their duties (Oksiiz et al., 2022; Vasilagkos et al., 2021). In the hospitality
context, supervisors are responsible for coordinating operational tasks while simultaneously maintaining
employee motivation and morale. At a fundamental level, supervisory leadership entails demonstrating
empathy, effective communication, and appreciation (Alzghoul et al., 2023; Harper, 2020). Such leadership
fosters an environment that encourages employees to deliver high-quality service (Manoppo, 2020; Zhang et
al., 2021). According to Social Exchange Theory, when employees perceive that their leaders treat them fairly
and supportively, they tend to reciprocate with positive work behaviors, including delivering superior service
quality (Thorpe, 2024). Empirical studies within the hospitality industry indicate that effective supervisory
leadership significantly enhances service quality (Jawabreh et al., 2024; Papaioannou et al., 2024) by bolstering
employee engagement and emotional commitment (Heimerl et al., 2020; Valk & Yousif, 2023). Therefore, the
following hypothesis is proposed:
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H1: Supervisory leadership has a positive and significant effect on service quality.

Supervisory Leadership and Employee Job Satisfaction

Job satisfaction reflects an employee's level of contentment with their work environment, compensation,
and interpersonal relationships with supervisors and coworkers. Supervisory leadership has consistently been
identified as a key determinant of employee satisfaction (Alzghoul et al., 2023; Harper, 2020). Supervisors who
are supportive and communicative can effectively mitigate stress and cultivate a positive work environment
(Han, 2022; Heimerl et al., 2020). When leaders provide constructive feedback, recognize achievements, and
offer opportunities for professional growth, employees tend to feel more satisfied and motivated (Thorpe, 2024;
Valk & Yousif, 2023). Research in the hospitality industry further corroborates that employees who receive
strong leadership support exhibit higher levels of satisfaction and lower turnover intentions (Hussain et al.,
2023; Jawabreh et al., 2024; Manoppo, 2020; Papaioannou et al., 2024). Therefore, the second hypothesis is
posited as follows:
H2: Supervisory leadership has a positive and significant influence on employee job satisfaction.

Employee Job Satisfaction and Service Quality

Employee job satisfaction is intrinsically linked to the quality of service provided to customers. Satisfied
employees tend to demonstrate enthusiasm, friendliness, and initiative during interactions with guests
(Ozdemir et al., 2019). Furthermore, they exhibit greater consistency in service delivery, thereby enhancing
guest satisfaction (Alexandra et al., 2021; Moreno-Perdigén et al., 2021). Conversely, dissatisfied employees
often perform only at the minimum required level and frequently display negative emotions that adversely
impact guest perceptions (C. Yu et al., 2024). Research in the hospitality sector confirms that job satisfaction
is a robust predictor of service quality, particularly in environments that rely heavily on face-to-face
interactions (Hussain et al., 2023; Jawabreh et al., 2024; Papaioannou et al., 2024). Based on this, the third
hypothesis is formulated:
H3: Job satisfaction has a positive and significant effect on service quality.

Mediating Role of Job Satisfaction

The relationship between supervisory leadership and service quality is not always direct. Job satisfaction
often serves as a mediator in the mechanism by which leadership influences service quality (Han, 2022; Harper,
2020). Supervisory leaders typically provide clear direction, emotional support, and recognition, a style that
fosters a sense of belonging and satisfaction among employees (Alzghoul et al., 2023). In turn, satisfied
employees are more motivated to deliver service excellence (Andrade et al., 2022). This perspective aligns with
the Job Demands-Resources (JD-R) model, which posits that leadership functions as a resource enhancing
employee well-being and performance (Hermawati et al., 2020). Previous studies have established that job
satisfaction partially mediates the relationship between leadership and service quality (Hussain et al., 2021;
Jawabreh et al., 2024). In relation to this proposition, the fourth hypothesis is developed:
HA4: Job satisfaction mediates the relationship between supervisory leadership and service quality.

Moderating Role of Cultural Attraction

The inclusion of culture as a moderator adds a novel dimension to established research models (Azam et
al., 2020; Zhang et al., 2021). In this context, cultural attraction refers to the influence of local cultural values
that shape employee behavior and mindsets within an organization. In West Java, strong cultural values such
as someah (hospitality), silih asih (compassion), silih asah (grooming/refinement), and silih asuh (mutual care,
respect, and learning) are often reflected in the manner in which employees serve guests (Listyorini et al., 2024;
Trisno et al., 2022). These values can strengthen the impact of leadership and satisfaction on service quality
(Hussain et al., 2023; Papademetriou et al., 2023). When leaders promote values aligned with the local culture,
employees typically feel more emotionally connected to their work and express service behaviors that reflect
these cultural norms (Xingyu, 2024; Y. Yu, 2024).

While cultural attraction strengthens the relationship between job satisfaction and service quality, it is also
posited to indirectly enhance the mediating effect of job satisfaction on the relationship between supervisory
leadership and service quality (Le et al., 2025). This interaction forms a moderated mediation model, in which
the mediating effect of job satisfaction depends on the level of cultural attraction (Jawabreh et al., 2024; Valk
& Yousif, 2023). In environments where local cultural values are strongly held, the indirect impact of leadership
on service quality through satisfaction is expected to be more substantial. This integrated model captures both
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the internal (psychological) and external (cultural) dimensions of employee behavior (Lazuardi et al., 2025;
Perez & Borbon, 2023).

Based on this premise, cultural attraction is hypothesized to moderate the relationship between supervisory
leadership and service quality, as well as the relationship between job satisfaction and service quality
(Hypotheses 5a and 5b):

Hb5a: Cultural attraction moderates the relationship between supervisory leadership and service quality.

H5b: Cultural attraction moderates the relationship between job satisfaction and service quality.

Based on the theoretical background and hypothesis development, the conceptual model of this study is
illustrated in Figure 1.

M; w
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=

Figure 1. Research Framework
Notes: X = Supervisory Leadership; M = Employee Job Satisfaction; Y = Service Quality; W = Cultural Attraction
Source: Research data, 2025

METHODS

This study adopted a quantitative research design using a causal approach to examine the relationships
among supervisory leadership, employee job satisfaction, service quality, and cultural attractiveness. The
model integrates both mediation and moderation components (moderated mediation). Specifically, this study
focuses on how supervisory leadership, both directly and indirectly, influences service quality through job
satisfaction, while simultaneously examining how cultural attractiveness moderates this relationship. This
cross-sectional study was conducted via surveys distributed to front-line employees at 72 resort hotels in West
Java. The analytical framework adheres to the Hayes PROCESS Model 15, which allows for the simultaneous
testing of indirect (mediated) and interaction (moderated) effects (Sassano, 2025).

The population of this study comprises all resort hotels located in West Java Province, Indonesia. The
sample specifically focuses on resort hotels operating in major tourism hubs, including the Greater Bandung
area, Cianjur, Sukabumi, Bogor, and Pangandaran, which represent both highland and coastal destinations.
The unit of analysis is the individual employee, specifically front-line staff who interact directly with guests
(guest service attendants). A total of 72 resort hotels participated in the study, with one respondent selected
from each hotel. The sampling technique employed was purposive sampling (Hendayana et al., 2024), ensuring
that respondents met two specific criteria: (1) having at least six months of experience, and (2) being directly
involved in guest service delivery.

Data were gathered using a structured questionnaire distributed in both printed and online formats to the
participating hotels. The questionnaire contained two sections: (1) demographic information (gender, age, and
tenure) and (2) statements measuring the study variables. All items were rated on a seven-point interval scale.
The data collection process included assessments of the instrument's validity and reliability (Dash & Paul,
2021).

Each construct was measured using indicators adapted from established scales in previous research, as
detailed in Table 1 below.

Table 1. Measures of the Variables

Variable Indicators References
Supervisory communication, motivation, support, fairness, (Aisyah et al., 2023; Cortes & Herrmann, 2021;
Leadership (X) recognition Samara & Yousef, 2022; Sholeh, 2021)
Job Satisfaction (Y)  pay, supervision, work environment, promotion, (Abdullahi et al., 2024; Sesen & Ertan, 2021;
enjoyment Taweewattanakunanon & Darawong, 2022;

Valk & Yousif, 2023)

Service Quality (M) reliability, responsiveness, assurance, empathy, (Crossman, 2024; Hussain et al., 2023;
tangibles Papademetriou et al., 2023; Papaioannou et
al., 2024; Valk & Yousif, 2023)
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Variable Indicators References

Cultural Attraction =~ dummy variable: 0 = few; 1 = moderate; 2 = many (Damanik & Yusuf, 2022; Mahendra, 2024;
W) (regrading local values, heritage, authenticity, Nashar et al., 2020; Widyawati, 2020; Zhao &
pride, integration in service) Agyeiwaah, 2023)

(Note: The symbols for Job Satisfaction and Service Quality have been corrected to M and Y, respectively, to align with the
Hayes Model 15 structure.
Source: Research data, 2025

Data analysis was conducted in two primary phases. First, descriptive analysis was utilized to delineate
respondents’ characteristics and variable distributions (mean, standard deviation, and frequency). Second,
inferential analysis was performed using the Hayes PROCESS macro (Model 15) in SPSS. This model was
selected because it can test both mediated and moderated effects simultaneously (Abu-Bader & Jones, 2021).
The analysis estimated (1) direct effects of supervisory leadership on service quality, (2) indirect effects through
job satisfaction, and (3) interaction effects between leadership, job satisfaction, and cultural attraction.
Significance levels were determined using bootstrapping with 5,000 resamples and 95% confidence intervals to
ensure robust estimates of indirect and moderated effects.

The moderated mediation framework is represented by the regression equations as follows:

M=ao+ a1X+el

Y =by+ b X+b;M+bsW+by(X XW)+bs(XXW)+e,

Where:

X = Supervisory Leadership.

M = Employee Job Satisfaction.
Y = Service Quality.

w = Cultural Attraction.

e, € = error terms.

Equation (1) estimates the effect of supervisory leadership on job satisfaction.
Equation (2) estimates the direct, indirect, and interaction effects on service quality, where:

ai = direct effect of supervisory leadership on job satisfaction.

b; = direct effect of supervisory leadership on service quality.

b2 = effect of job satisfaction on service quality.

bs = effect of cultural attraction on service quality.

b4 = moderation of cultural attraction on the direct effect (X x W).
bs = moderation of cultural attraction on the indirect effect (M x W).
RESULTS AND DISCUSSION

Profile of the Respondents

The demographic profile of the respondents comprises 72 front-line staff members who engage in direct
interaction with guests, specifically guest service attendants, receptionists, and restaurant staff employed at
various resort hotels throughout West Java. These participants represent a cross-section of employees from the
Greater Bandung area, Cianjur, Sukabumi, Bogor, and Pangandaran—regions characterized by diverse natural
landscapes and cultural settings. A summary of the respondents’ demographic characteristics is presented in
Table 2.

Table 2. Profile of the Respondents
Demographic Variables Frequency (f) Percentage (%)

Gender

Male 56 77.8
Female 16 22.2
Age

Below 20 years old 4 5.6

Between 20 and 30 years old 22 30.6
Between 31 and 40 years old 26 36.1
Between 41 and 50 years old 14 19.4
Above 50 years old 6 8.3

Tenure (Length of Service)

Below 1 year 3 4.2
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Demographic Variables Frequency (f) Percentage (%)

Between 1 - 5 years 20 27.8
Between 6 and 10 years 32 444
More than 10 years 17 23.6
Total 72 100.0

Source: Research data, 2025

Based on the data presented, the majority of respondents were male (77.8%). This distribution reflects the
prevalence of male employees in operational service roles, such as bellboys, waiters, and guest service
attendants, within this sector. Regarding age distribution, the largest cohort was in the 31-40-year age bracket
(36.1%), suggesting that the workforce is predominantly in a productive, experienced stage of its careers. In
terms of tenure, a significant proportion of respondents (44.4%) have been employed for 6 to 10 years. This
tenure indicates a high level of familiarity with hotel procedures and sufficient experience in managing guest
interactions. Overall, this demographic profile characterizes the respondents as a relatively mature and stable
workforce.

Descriptive Statistics

As presented in Table 3, all variables exhibit high mean scores, indicating favorable perceptions among
resort hotel employees in West Java regarding the constructs measured. The Supervisory Leadership variable
yielded an overall mean of 4.98 (66.4%). This suggests that employees generally perceive their supervisors as
communicative, fair, supportive, and appreciative. Among the dimensions of leadership, motivation (5.08) and
communication (5.07) emerged as the highest-rated aspects, indicating that clear direction and encouragement
constitute key leadership strengths within these organizations.

Table 3. Descriptive Statistics of Each Variable
Indicators/Variables Mean % Category

Communication 5.07 67.8 High
Motivation 5.08 68.1 High
Support 4.85 64.1 High
Fairness 4.96 66.0 High
Recognition 4.96 66.0 High
Supervisory Leadership 4.98 66.4 High
Reliability 5.13 68.8 High
Responsiveness 5.14 69.0 High
Assurance 5.19 69.9 High
Empathy 5.22 70.4 High
Tangibles 5.11 68.5 High
Service Quality 5.16 69.3 High
Pay 5.10 68.3 High
Supervision 5.11 68.5 High
Work Environment 5.22 70.4 High
Promotion 4.99 66.4 High
Enjoyment 5.51 75.2 High
Job Satisfaction 5.19 69.8 High

Source: Research data, 2025

Regarding Service Quality, the empathy dimension achieved the highest mean (5.22; 70.4%), suggesting
that employees are highly responsive to guests' emotional and personal needs. This attribute is a critical asset
for resort hotels that rely heavily on personalized service. In terms of Job Satisfaction, the highest score was
observed in the enjoyment dimension (mean = 5.51; 75.2%), reflecting that employees derive pleasure from
their work and feel emotionally connected to their tasks. Conversely, the lowest mean was observed for
promotion (mean = 4.99; 66.4%), suggesting perceived limitations in career development opportunities.
Overall, these findings demonstrate that employees experience positive leadership, are highly satisfied with
their jobs, and consistently deliver high-quality service.

Moderated Mediation Regression Analysis

Inferential analysis was performed utilizing the Hayes PROCESS macro (Model 15) in SPSS, as this model is
specifically engineered to test moderated mediation relationships. In this study, the model examines how
supervisory leadership (X) influences service quality (Y) through job satisfaction (M), while simultaneously
assessing whether this indirect relationship is modulated by cultural attraction (W). Model 15 (see Figure 1) is
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appropriate for this analysis because it allows simultaneous estimation of the direct and indirect effects of the
independent variable on the dependent variable, and it determines how the strength of the mediation path
varies across levels of the moderator. Consequently, this approach elucidates whether supervisory leadership
affects service quality through job satisfaction and whether that influence is contingent upon employees'
perception of cultural attraction.

Table 4. Regression Results of Hayes PROCESS Model 15

Path Coefficient (B) SE t P Result
M = f(X)
X—->M 0.479 0.104 4.622 0.000 Supported
Y = f(X, M, W, XxW, MxW)
X->Y 0.587 0.155 3.776 0.000 Supported
M—-Y 0.330 0.163 2.030 0.046 Supported
W-—Y -0.921 2.841 -0.324 0.747 Not Sig.
XxW->Y -0.207 0.099 -2.078 0.042 Supported
MxW—Y 0.230 0.113 2.036 0.046 Supported

Model 1 (M): R? = 0.234, F(1,70) = 21.361, p < 0.001
Model 2 (Y): R% = 0.635, F(5,66) = 22.979, p < 0.001
Source: Research data, 2025

The results of the regression analysis indicate that the first model, which examines the effect of supervisory
leadership on job satisfaction, is statistically significant (R? = 0.234, F(1,70) = 21.361, p < 0.001). This implies
that supervisory leadership explains approximately 23.4% of the variance in job satisfaction. The second model,
which incorporates supervisory leadership, job satisfaction, cultural attraction, and their interaction terms as
predictors of service quality, also yields a significant result (R? = 0.635, F(5,66) = 22.979, p < 0.001). This
indicates that the combination of these variables can explain 63.5% of the variation in service quality. Overall,
both models demonstrate robust explanatory power and confirm that supervisory leadership, alongside job
satisfaction and cultural attraction, plays a pivotal role in determining service quality.

Table 5. Conditional Effects of Supervisory Leadership (X) on Service Quality (Y) through Job
Satisfaction (M) at Different Levels of Cultural Attraction (W)

Level of Cultural Direct Effect Indirect Effect Boot SE Interpretation
Attraction (W) X—Y) X—>M-Y)
Low (0.476) 0.488*** 0.211%** 0.083 Both effects significant
Medium (1.236) 0.331%*** 0.294** 0.076 Both effects significant
High (1.996) 0.174 (ns) 0.378** 0.095 Indirect effect stronger

Index of Moderated Mediation = 0.110 (Boot SE = 0.063, CI[-0.011, 0.234])
Notes: ***p < 0.001, **p < 0.01, ns = not significant
Source: Research data, 2025

As observed in Tables 4 and 5, supervisory leadership positively influences job satisfaction (B = 0.479, p <
0.001) and directly enhances service quality (B =0.587, p < 0.001). Job satisfaction also significantly contributes
to service quality (B = 0.330, p = 0.046), suggesting a mediating role. The interaction terms (X x W and M x W)
are both significant, indicating that cultural attraction moderates these relationships. As detailed in Table 5,
the direct effect of leadership on service quality diminishes at high levels of cultural attraction, whereas the
indirect effect through job satisfaction intensifies. This pattern confirms a moderated mediation effect, in
which the influence of supervisory leadership on service quality operates more strongly through job satisfaction
when cultural attraction is high.

Discussion

The results obtained from the Hayes PROCESS analysis provide robust empirical support for the proposed
model. Model 1 demonstrates that supervisory leadership significantly predicts job satisfaction (g = 0.479, p <
0.001), explaining 23.4% of the variance in job satisfaction (R? = 0.234). Model 2 accounts for 63.5% of the
variance in service quality (R? = 0.635). In this model, supervisory leadership exerts a significant direct effect
on service quality (B =0.587, p < 0.001). Similarly, job satisfaction demonstrates a significant positive Influence
on service quality (B = 0.330, p = 0.046), confirming its role as a mediator. While the main effect of cultural
attraction on service quality is not statistically significant, both interaction terms are significant: X x W (B = -
0.207, p=0.042) and M x W (B = 0.230, p = 0.046). Conditional tests reveal that the direct effect of supervisory
leadership (X) on service quality (Y) diminishes as cultural attraction (W) increases. Conversely, the indirect
effect of leadership on service quality via job satisfaction (M) strengthens as cultural attraction increases
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(indirect effects: 0.211 at low W, 0.294 at medium W, and 0.378 at high W). The index of moderated mediation
is positive, confirming the stability of this mechanism.

The findings from the first model confirm that supervisory leadership has a significant positive impact on
job satisfaction. When supervisors are supportive, communicative, and fair, employees report higher levels of
satisfaction with their roles. This finding aligns with the principles of Social Exchange Theory, which posits
that positive treatment from leaders engenders a sense of obligation and emotional reciprocity among
subordinates. Employees perceive effective leadership as a valuable social resource and respond with greater
commitment and job satisfaction. This is also consistent with Organizational Support Theory, which views
supervisors as agents of the organization (Eisenberger et al., 2025; Pinnington et al., 2023). When leaders
provide recognition, motivation, and equitable treatment, employees interpret these actions as indicative of
the organization's concern for their well-being. Consequently, employees develop stronger affective
attachment and satisfaction. These results reinforce the notion that effective leadership encompasses both
managerial and relational exchange functions, fostering psychological well-being and strengthening intrinsic
motivation to contribute to organizational goals.

The second model establishes that job satisfaction contributes significantly to service quality, both directly
and indirectly, contingent upon the level of cultural attractiveness. Employees who are satisfied with their jobs
tend to exhibit more positive attitudes and greater enthusiasm, leading to a stronger commitment to delivering
high-quality service to guests. This finding supports the Service-Profit Chain perspective (Briggs et al., 2020),
which emphasizes that satisfied employees are more motivated to provide superior service, particularly in
resort hotel settings (Ruel & Njoku, 2021).

Furthermore, the model demonstrates that cultural attractiveness moderates the relationship between job
satisfaction and service quality. When cultural attractiveness is high—meaning local traditions, values, and
guest expectations are deeply integrated into daily service—the positive impact of job satisfaction on service
quality is amplified. This suggests that cultural congruence enhances employees' sense of belonging and pride,
which, in turn, translates into higher job satisfaction and improved service quality (Wang et al., 2015).
Conversely, when cultural attractiveness is low, this relationship weakens, indicating that the cultural context
plays a significant role in sustaining service quality.

The moderation analysis reveals that cultural attractiveness significantly influences the pathways between
supervisory leadership, job satisfaction, and service quality. The data suggest a nuanced dynamic: while the
direct reliance on supervisory leadership decreases when cultural values are strong, the indirect impact through
satisfaction becomes more potent. Leaders with high supervisory capabilities are better able to inspire front-
line staff to deliver guest experiences that reflect cultural authenticity. This alignment between leadership
behavior and the cultural context strengthens employee engagement and enhances guests' perceived value of
service (Huang & Rundle-Thiele, 2014). Similarly, the interaction between job satisfaction and service quality
is more robust under conditions of high cultural attractiveness. Satisfied employees who embrace cultural
values exhibit greater emotional engagement and pride in serving guests. Conversely, when cultural
attractiveness is low, the sense of shared identity weakens, diminishing the impact of leadership and
satisfaction on service outcomes. This underscores that cultural fit and cohesion are critical drivers of sustained
service quality.

These findings align with several prior studies in the hospitality and tourism sectors. Consistent with
(Alzghoul et al., 2023), this study finds that supportive leadership is associated with better employee outcomes,
specifically job satisfaction. Research examining job satisfaction in hospitality reports similar patterns, where
leadership and working conditions shape satisfaction (Heimerl et al., 2020; Valk & Yousif, 2023). The result
that satisfied employees deliver higher service quality echoes the Service—Profit Chain logic and empirical work
linking staff satisfaction to service performance (Phuong & Tran, 2020; Hussain et al., 2023). The moderating
effect of cultural attraction also corroborates research showing that cultural context alters leadership effects.
For instance, Zhang et al. (2021) demonstrate that cultural factors moderate the consequences of servant
leadership. Furthermore, studies on cultural values in resorts indicate that local culture strengthens the guest
experience and revisit intention (Azam et al., 2020; Le et al., 2025). In sum, the observed pattern of a direct
leadership effect, combined with an indirect path through job satisfaction that strengthens under high cultural
attraction, is broadly consistent with prior evidence across diverse hospitality contexts.

The results extend existing theory in three key ways. First, they reinforce Social Exchange Theory and
Organizational Support Theory by demonstrating that supervisory treatment predicts psychological states (job
satisfaction) that subsequently drive performance outcomes. Second, they enrich the Service—Profit Chain by
identifying cultural attraction as a contextual amplifier of the link between satisfaction and service. This
implies that the chain is not uniform across settings; cultural fit is a determinant factor. Third, the moderated
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mediation pattern suggests a complex interplay between individual-level mechanisms (satisfaction) and
contextual moderators (culture). This complements meta-analytic and cross-cultural work highlighting the
boundary conditions of leadership effects (Zhang et al., 2021). Overall, the study indicates that theories of
leadership and service must incorporate cultural context when applied to resort and tourism settings.

The findings offer clear, actionable guidance for resort managers. First, management should invest in
supervisory skills that focus on communication, recognition, and support. These behaviors enhance job
satisfaction and directly boost service quality. Second, resorts should cultivate local culture within service
routines and training programs. When cultural attraction is strong, satisfied employees effectively translate
their attitudes into superior guest experiences. Practical steps include integrating local rituals into service
scripts, utilizing cultural cues during onboarding, and celebrating local festivals with staff participation (Azam
et al., 2020; Lazuardi et al., 2025). Third, managers must monitor promotion paths and tangible support
systems, as these are drivers of satisfaction and retention (Heimerl et al., 2020; Min & Hong, 2021). Finally,
leadership development should be tailored to the specific resort context rather than adopting a "one-size-fits-
all" approach. Supervisors must learn to align managerial practices with local cultural norms and guest
expectations (Sidorcuka & Kurusina, 2025). These steps will enable resorts to convert internal human resource
strengths into sustainable service advantages.

CONCLUSION

This study investigates the influence of supervisory leadership on service quality within resort hotels,
positioning job satisfaction as a mediating variable and cultural attraction as a moderating factor. Based on
data collected from 72 front-line staff members across resort hotels in West Java, the analysis utilizing the
Hayes PROCESS Macro (Model 15) confirmed the presence of both direct and indirect effects. Specifically,
supervisory leadership was found to significantly enhance job satisfaction, with both variables collectively
contributing to improved service quality. Furthermore, cultural attraction emerged as a significant moderator,
notably amplifying the positive impact of job satisfaction on service outcomes in environments where cultural
values are emphasized. These findings underscore the pivotal role of leadership behavior in shaping positive
employee attitudes, which in turn fosters superior service quality. By practicing effective communication,
supervisors foster recognition, fairness, and a sense of belonging, thereby directly enhancing the quality of
service delivery. The observed mediating effect of job satisfaction corroborates the tenets of Social Exchange
Theory, positing that employees who perceive supportive leadership reciprocate through heightened
engagement and greater service effort.

Crucially, cultural attraction was identified as a vital contextual determinant. In resort settings deeply
embedded in strong local culture, the influence of leadership and satisfaction on service quality is significantly
reinforced. This implies that leadership effectiveness in the hospitality industry is multidimensional —
spanning both psychological and cultural domains—where alignment with local norms and guest expectations
is essential to delivering authentic, memorable experiences. From a practical perspective, resort management
should prioritize training supervisors to function as motivators and mentors, while simultaneously fostering a
workplace culture that respects and integrates local traditions. Future research endeavors could expand this
model by incorporating additional moderators, such as organizational climate or customer orientation, or by
validating the framework across diverse regions to ensure cross-cultural applicability. Overall, this study offers
significant theoretical and practical contributions by elucidating the intricate links between leadership,
satisfaction, and culture in driving service quality within the resort hospitality sector.
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