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[ Abstract] Negative emotional responses, which are associated with hotel employees’ improvisation, are
highly detrimental to their behaviors. Therefore, the relationship between workplace loneliness and improvisation
behavior of Chinese hotel employees, as well as the mediating and moderating effects of work engagement and
inclusive leadership on the relationship between workplace loneliness and improvisation behavior were investigated.
In this study, data were collected from 10 hotels in Yunnan Province, China, through electronic questionnaire
using a convenience sampling method, and 514 questionnaires were returned ( validity rate 95. 89% ). The results
show that there is a significant negative correlation between workplace loneliness and improvisation behavior of
Chinese hotel employees; work engagement has a mediating effect between workplace loneliness and improvisation
behavior; inclusive leadership has a significant positive moderating effect between workplace loneliness and
improvisation behavior; inclusive leadership has a significant positive moderating effect between workplace
loneliness and work engagement; and inclusive leadership has a significant positive moderating effect between work
engagement and improvisation behavior.
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1 Introduction

Loneliness in the workplace has recently become a serious issue of concern with devastating effects on
employees’ well-being and performance. Loneliness in the workplace is characterized as an unwanted emotional
response due to a lack of rapport and socialization. Furthermore, in today’s highly developed ICT and increased
competition in the workplace, it has become increasingly difficult to establish authentic social relationships.

In today’s increasingly competitive world, Chinese hotels need to attract and retain high—quality employees to
achieve sustainable growth and competitive advantage. However, hotel jobs are low—paying, have a narrow range of
duties, and require the maintenance of cognitive —emotional rules. Therefore, policies are needed to improve the
social relationships of Chinese hotel employees to reduce their loneliness in the workplace.

Loneliness in the workplace is harmful to both organizations and employees. In organizations, employees work
in diverse and complex interpersonal relationships, and are prone to loneliness. Therefore, Wright (2005) argued
that workplace loneliness is an essentially unique emotional response experienced by employees in the workplace,
and the increased competition in the workplace has made it increasingly difficult for them to establish genuine social
relationships. Thus, Cardon and Arwine (2024) , and Jung et al. (2021) emphasized that social relationships are
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very important in human life and that individuals spend most of their time in the workplace, but research on
loneliness and negative performance in the workplace has been limited. As Chou (2024 ), Livia and Tasente
(2023), and Yang et al. (2023) suggested, a lonely employee will be distressed by the lack of respect he or she
receives from co—workers or supervisors, and will perceive himself or herself as lonely and make relatively negative
evaluations of himself or herself. Meanwhile, Firoz and Chaudhary’s study (2022) also confirmed that workplace
loneliness is significantly associated with employees’ potential negative behavioral intentions. Conversely, it was
also found to be strongly associated with organizational commitment. Furthermore, recent surveys suggest that
loneliness is ubiquitous, with approximately 20% of employees feeling lonely in the workplace. However, research
on loneliness in the workplace remains scarce, and scholars have called for further research into this grey area. In
the research conducted to date, loneliness has been mentioned primarily in clinical or as a personal dimension.
Moreover, the focus has been on the nature of the phenomenon of loneliness itself, neglecting approaches that
address it from the perspective of the organizational climate. However, to date, very little research has been
conducted on loneliness in the workplace, and in this regard, researchers have argued that relevant studies should
be further developed. On the other hand, improvisation is considered to be the occurrence of spontaneous and
creative behaviors, which represents a possible response when individuals and organizations need to face urgent
problems. This improvisation behavior has also been described as a way for employees to think quickly and act
immediately, bypassing formal organizational plans, in situations where it is not possible to set aside more time to
find a solution. As Secchi et al. (2020) suggested, improvisation behavior is particularly important in uncertain
projects that cannot be fully understood a priori, do not rely on the application of routines, and require flexibility
and quick improvisational responses. However, in the hospitality industry, due to its specificities, workplace
loneliness is a common phenomenon that can be very damaging to employees’ behaviors. Therefore, there is a need
to take steps to explore the negative effects of workplace loneliness in more depth. However, the link between
workplace loneliness and improvisation behavior has not yet been explored within the context of Chinese hotels.

In addition, as work engagement is an important agent in improving individual behavior during the process of
employee behavioral influences, it has been described as the positivity of the members of an organization towards
the state of work, a level of commitment to the work, and a positive psychological state of the individuals
themselves. Research has shown that work engagement is strongly linked to service behavior. Conversely, it is also
effective in mitigating the development of absenteeism. As stated by Afsar et al. (2021), the organization needs
energetic, dedicated, and focused employees as it motivates them to put more effort and energy into their work,
thus contributing to the success of the organization. On the other hand, studies have also found that workplace
loneliness is negatively related to work engagement. Furthermore, Jason’s study (2021) also confirmed that work
engagement is effective in mediating increased innovative behavior. This is because employees with high work
engagement can lead other employees to take initiative, manage high levels of decentralization, and cope more
effectively with the complexity of cross—border activities. However, although work engagement has been found to
contribute to the development of processes that contribute to individual behaviors, it is not clear how work
engagement mediates the relationship between workplace loneliness and improvisation behavior within the context of
Chinese hotels.

Inclusive leadership is a possible facilitator for how to improve improvisation behavior more effectively. It is
considered to be a leader who demonstrates openness, accessibility, and usability in their interactions with
followers. Inclusive leadership is strongly linked to innovative behavior. Conversely, it also inhibits turnover

intentions. Furthermore, inclusive leadership is found to be positively related to work engagement. Conversely,
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inclusive leadership is negatively associated with emotional exhaustion. As stated by Atwi and Hassani (2021) , the
intellectual and emotional support that inclusive leaders possess helps to shape and sustain the work environment,
motivate employees to engage in creative behavior, and create a positive organizational climate in which their
employees continue to follow them and work for the organization. On the other hand, inclusive leadership is found
to promote the relationship between entrepreneurship and willingness for green innovation. Meanwhile, Khan et
al.’s study (2022) also confirmed that inclusive leadership has a facilitating effect between employee awareness
and innovative behavior. Similarly, Qasim et al.’s study (2022) confirmed that psychological engagement can
mediate the relationship between the domain of inclusion and helping behavior. As suggested by Zhou and Mou
(2022), inclusive leadership helps to build employees’ confidence and trust in the organization and also ensures
their continued enthusiasm for the organization. Although inclusive leadership is an integral part of the
contemporary human resource management field, and is an important facilitator of employee behaviors, its
facilitating role between workplace loneliness and improvisation behavior within the context of hotels in China has
never been explored.

In addition, the role of inclusive leadership in the facilitation mechanism of psychological states is equally
influential. Workplace loneliness is found to be negatively related to transformational leadership. As a facilitator,
leadership is also found to have a facilitating effect between workplace loneliness and psychological factors ( job
stress and satisfaction). As Li and Peng (2022) suggested, inclusive leadership is a relationship in which the
leader and subordinates work together to accomplish tasks to achieve a win—win situation, i. e. working with people
is an essential feature of inclusion. Although inclusive leadership is beneficial to organizational development and is
an important contributor to psychological factors, its facilitating role between workplace loneliness and work
engagement within the context of Chinese hotels has never been explored.

On the other hand, the role of inclusive leadership has an equally important role in the facilitation mechanism
of psychological factors and behaviors. Inclusive leadership is positively associated with work engagement.
Conversely, inclusive leadership is negatively associated with emotional exhaustion. As Giirbiiz et al. (2022)
suggested, the potential benefits of diversity cannot be realized if employees do not have a sense of inclusion, which
includes a sense of belonging and being able to be true to oneself at work. As a facilitator, inclusive leadership is
also found to have a facilitating effect between corporate social responsibility and creative behavior. It has also been
found to be effective in promoting psychological factors and individual behaviors. As Shabeer et al. (2023)
suggested, win—win situations can be created for organizations by building shared goals, visions, and relationships
with followers. Although inclusive leadership is beneficial to organizational development and is an important
contributor to employees’ behaviors, its facilitating role between work engagement and improvisation behavior in the
context of Chinese hotels has never been explored.

In summary, this study aims to explore the impacts of workplace loneliness and improvisation behavior of
employees in China’s hospitality industry, as well as the mediating and facilitating roles of different modes of
inclusive leadership in such mechanisms of individual work engagement to positive psychological states and leader—
follower interactions.

2 Literature review and hypothesis development

2.1 Conservation of resources theory

From the conservation of resources theory perspective, improvisation is a resource investment behavior, which
contributes to an individual’s access to resources. As stated by Capano and Toth (2023), Clercq et al. (2021),

and Hadjimichael and Tsoukas (2023), people who have improvisation behavior in the workplace will achieve
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higher performance, which will help to build more resources for both the individual and the organization. The
potential resource gains through acquisition can be attractive to improvisation behavior because they are the very
resources that high improvisation behavior lacks. However, potential gains may not fully mobilize improvisation
behavior because people have a strong sense of lack of resources and are more sensitive to uncertain rewards. In
addition, people with high negativity are less likely to achieve the positive gain spiral of helping organizations and
individuals, as they tend to lack the quality of establishing necessary relationships with others. Taking all these
factors into account, the present study suggests that high negativity tends to favor resource conservation over
resource acquisition compared to low negativity, resulting in a lower overall propensity to engage in improvisation
behavior in the workplace.

Furthermore, people invest in their resources to avoid losses and maximize gains. As work engagement (a
subtype of personal resources) has been found to trigger positive attitudes and performances, it may also further
trigger the emergence of positive behaviors. Therefore, it has also been described as a level of the individual’s
commitment to work and a positive psychological state. As stated by Afsar et al. (2021), Jason (2021), and
Zahari and Kaliannan (2023), employees who are dedicated to their work have a strong willingness to share their
work—related knowledge and put efforts to perform behaviors that are beneficial to the organization.

On the other hand, organizations with leaders with high levels of inclusiveness are more likely to trust their
colleagues. Thus, higher levels of interpersonal trust lead to employees’ higher levels of positive behavior and
psychology. As such, it has also been described as leaders who demonstrate openness, accessibility, and usability
in their interactions with followers, contributing to the enhancement of employees’ behaviors and attitudes. As
Chen et al. (2023), Egitim (2022), and Zhou and Mou (2022) suggested, inclusive leadership helps to build
employees’ confidence and trust in the organization and also ensures that employees continue to be enthusiastic
about the organization, as well as maintaining a positive psychological state.

In summary, compared to low negativity, high negativity may not lack objective resources such as skills,
knowledge, or time to help others, but tend to lack important relational, psychological, and interpersonal resources
and resource—building capabilities. Those with high negativity may have a stronger sense of lack of resources due to
the way they experience the demands of their jobs. These factors will lead to a strong preference for resource
conservation and avoidance of helping when such behavior is perceived as resource depletion. Therefore, with the
aid of the conservation of resources theory, the level of resources for negative emotional responses will be influenced
by their desire to protect and acquire resources ( work engagement and inclusive leadership ), which further
explains the types of goals they seek to achieve in their improvisation behavior.

2.2 Improvisation behavior

Employees’ improvisation behavior refers to the real —time innovation activities generated by employees,
including both improvisation and execution, which are essentially improvisational when faced with an innovation
opportunity, and therefore effective in helping organizations to convert the threats posed by environmental
uncertainty into innovation opportunities. As Bird (2020), and Faraco (2023) suggested, improvisational is a
powerful tool for organizations to respond to crises and gain access to innovative resources.

2.3 Workplace loneliness and improvisation behavior

Workplace loneliness has been described as an emotional response in the workplace caused by a wide gap
between an individual’s expectations of socializing and the actual level. Improvisation behavior, on the other hand,
has been defined as a situation in which employees think quickly and act immediately, bypassing formal

organizational plans, when it is not possible to set aside more time to find a solution. Workplace loneliness is
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significantly associated with helping behavior. Conversely, it has been found to be strongly related to silent
behavior. The factor that leads to the suppression of improvisation behavior may be the individual’s negative
emotional response. This is because workplace loneliness, as a highly damaging negative emotional response,
creates a sense of alienation in the workplace due to loneliness, which reduces affective commitment. This will
increase an individual’s negative emotions and inhibit an employee’s initiative at work, which may directly diminish
the effects produced by improvisation behavior. As Badri et al. (2022) suggested, only when employees feel that
they are not alone and when there are more opportunities for camaraderie in the workplace, they will be more
actively engaged in the organization and give more back to the organization, e. g. , improvisation behavior. Hence
the assumption ;

H1. Workplace loneliness negatively affects improvisation behavior.

2.4 The moderator role played by work engagement

Research has found that an individual’s underlying behavioral intentions are largely shaped by workplace
loneliness. Therefore, workplace loneliness has also been described as an emotional reaction in the workplace
caused by a wide gap between an individual’s expectations and the actual level of socialization, which reduces the
production of work engagement. On the other hand, work engagement is an important bridge to enhance the process
of individual behavioral development. Therefore, work engagement is defined as the motivation of an organization’s
members towards their work status, which is an individual’s (his/her) own level of commitment to the work and a
positive psychological state, and it can, directly and indirectly, enhance an individual’s behavioral tendencies.

When employees’ workplace loneliness brings negative emotional responses, they would not like to work hard
and be more committed to being energetic in their work, which will not make them get positive emotional
experiences and happiness. This will make employees have negative emotional depression, which will inhibit the
generation of work engagement, leading to the loss of energy and dedication in their work, and ultimately leading to
employees’ behavioral tendency towards work. Ultimately there will be no beneficial behaviors for the organization
as they will not be able to be positive and enthusiastic about their work. Hence the assumption;

H2. Work engagement has a mediating effect between workplace loneliness and improvisation behavior.

2. 5 Inclusive leadership as a moderator between workplace loneliness and improvisation behavior

Research has found that an individual’s underlying behavioral intentions are largely influenced by workplace
loneliness. Therefore,, workplace loneliness has also been described as an emotional response in the workplace that
is caused by an excessive gap between an individual’s expectations and the actual level of socialization. On the
other hand, inclusive leadership is an important facilitating mechanism to enhance the process of behavioral
development in individuals. Therefore, inclusive leadership is also defined as the positive behaviors and attitudes of
leaders, which can promote individual behavioral enhancement.

However, when employees have a negative emotional response to workplace loneliness, it causes them to be
depressed and inhibits the emergence of positive behaviors. This is because lonely employees mostly ignore or
terminate meaningful relationships in the workplace and tend to avoid the process of maintaining positive
relationships. As a result, individuals who prefer loneliness will have a negative opinion of others, the
unwillingness to communicate with their leaders, and the fear for risks in socializing, which leads to the fact that
loneliness in the workplace will not allow for the establishment of good interpersonal relationships, resulting in
employees’ pursuit of and passion for beneficial things such as their careers. On the other hand, support from
superiors is an important work resource to mitigate negative experiences in organizations and is a motivation for

employees to engage in their work. The effect of the interaction between job title loneliness and inclusive leadership
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can be used to build rapport through the support provided to employees, which can inhibit the negative emotions’
behavioral negative effects. As stated by Atwi and Hassani (2021), Carmeli et al. (2010), Egitim (2022), Ly
(2024), and Zhou and Mou (2022), inclusive leadership gives subordinates the ability to give openness by
listening to their suggestions, actively working with them to achieve the team’s goals and giving them help in their
work. It also has an affinity for patiently listening to requests and encouraging working with subordinates on difficult
work issues, which not only contributes to the individual employee’s work attitudes and values but also interacts with
negative emotional responses to construct rapport, provide enthusiasm and further mitigate the negative effects of
negative emotional responses on beneficial organizational behaviors. Hence the assumption

H3. Inclusive leadership has a positive moderating effect between workplace loneliness and improvisation
behavior.

2. 6 Inclusive leadership as a moderator between workplace loneliness and work engagement

Leadership is an important facilitating mechanism to influence the process of psychological factors (job stress
and satisfaction ). However, when employees’ workplace loneliness is associated with negative emotional
responses, this causes them to be depressed and inhibits the emergence of positive psychological states. This is
because lonely employees mostly ignore or terminate meaningful relationships in the workplace and tend to avoid the
process of maintaining positive relationships. As a result, individuals who prefer loneliness will have a negative
opinion of others, the unwillingness to communicate with their leaders, and the fear for risks in socializing, which
leads to the fact that loneliness in the workplace will not allow for the establishment of good interpersonal
relationships, resulting in employees’ pursuit of and passion for beneficial things such as their careers. On the
other hand, support from superiors is an important work resource to alleviate negative experiences in organizations
and is a motivation for employees to engage in their work. Positive leadership can be helpful and effective in
influencing the psychological state of employees. In addition, in the process of individual psychological state,
inclusive leadership can not only offer openness when listening to subordinates’ suggestions and actively working
with them to achieve team goals and help them in their work, but also has an affinity to patiently listen to requests,
encouragement to work with subordinates to deal with work problems, etc. This not only contributes to the
individual employee’s attitudes and values but also interacts with negative emotional experiences to further motivate
employees, and mitigate the negative effects of negative experiences on organizationally beneficial behaviors. Hence
the assumption ;

H4 . Inclusive leadership has a positive moderating effect between workplace loneliness and work engagement.

2.7 Inclusive leadership as a moderator between work engagement and improvisation behavior

When employees have a positive mental state as a result of work engagement, this causes them to be
emotionally high and happy, and enhances the production of positive behaviors. As stated, when employees have
high work engagement, they are normatively and emotionally invested in the organization, which plays an important
role in increasing employees’ behaviors. However, when an employee possesses a high level of dedication, he or
she develops a strong belief in the organization’s goals and values and puts considerable effort and willingness to
accept sacrifices for the organization. On the other hand, rapport is an important resource that motivates employees
to engage in their work, and the interactive effects of work engagement and inclusive leadership can build rapport
and effectively stimulate intrinsic motivation and ultimately further positive behaviors through the support provided to
employees, e. g. improvisation behavior. As Ly (2024 ) suggested, inclusive leadership can also interact with
positive psychological states that can further stimulate intrinsic motivation and engagement, which can lead to the

creation of organizationally beneficial behaviors. Hence the assumption;
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HS: Inclusive leadership has a positive moderating effect between work engagement and improvisation
behavior.

3 Methodology

3.1 Research framework

Construct the framework based on the assumptions, as shown in Figure 1 below

Inclusive leadership

H1 H3

Workplace loneliness Improvisation behavior

Work engagement

Figure 1. Depiction of the study’s framework

3.2 Sample and data collection procedure

The survey was conducted in March 2024 by purposive sampling method. 514 (95.89% validity rate )
questionnaires were obtained through an online questionnaire to investigate the experiences and perceptions of
frontline employees in 10 hotels in Kunming City, Yunnan Province, China, regarding workplace loneliness,
improvisation behavior, work engagement, and inclusive leadership.

3.3 Measures

Workplace loneliness scale: designed by Wright et al. (2006), 12 items (a=0.840).

Improvisation behavior scale: designed by Vera and Crossa (2005), 7 items (a=0.91).

Work engagement scale: designed by Schaufeli et al. (2002), 14 items (a=0. 88).

Inclusive leadership scale: designed by Carmeli et al. (2010), 9 items (0 =0.94).

Gender, age, academic qualification, and length of service are used as demographic background, and other
variables are measured on a S—point scale with self—assessment.

4 Results

4.1 Distribution of population traits

An analysis of the demographic profile (as shown in Table 1) shows that 51.95% of the samples are male
(267 cases) , while the proportion of females is 48. 05% (247 cases). In terms of educational attainment, the
proportion of undergraduate ranks the highest at 38.33% (197 cases) , while the proportion of technical college is
33.27% (171 cases), followed by high school/technical secondary school/vocational high school (92 cases) and
master’s degree and above (54 cases). In terms of age, 31-35 years old accounts for the highest proportion of
33.66% , while the proportion of samples aged 26 —30 years old is 30.35% , followed by 18 —25 years old
(56 cases), 36—40 years old (99 cases), and 41 years old and above (30 cases). In terms of length of service,
there is a relatively large number of samples with 4-5 years of service, with a proportion of 40. 86% (210 cases) ,
while the proportion of samples with 1 -3 years of service is 38. 13% (196 cases), followed by 6 -10 years of

service (87 cases), 11-15 years of service (17 cases), and 16 years of service and above (4 cases).
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Table 1. Distribution of population traits

Demographic variables Category N %

Male 267 51.946
Gender
Female 247 48.054
High school/technical secondary school/vocational high school 92 17.899
Technical college 171 33.268
Academic qualification

Undergraduate 197 38.327
Master and above 54 10. 506
18-25 56 10. 895
26-30 156 30.350
Age 31-35 173 33.658
36-40 99 19.261
41 and above 30 5.837
1-3 196 38.132
4-5 210 40.856
Length of service 6-10 87 16.926
11-15 17 3.307
16 and above 4 0.778

Note: N=514.

4.2 Model fit
The overall model has x*/df=1.692; all other indices also meet the criteria for a good match (as shown in

Table 2).

Table 2. Model fit

Index name Judgment standard Result of model
RMR <0.08 0.042
SRMR <0.05 0.039

RMSEA <0.05 0.025
GFI =0.90 0.919
NFI =0.90 0.923
IFI =0.90 0.984
TLI =0.90 0.982
CFI =0.90 0.984
x 1017. 246
df 601

¥/ df <3.00 1.692

Note: #* p< 0.05.

4.3 Correlation analysis
The correlation matrix (as shown in Table 3) shows that workplace loneliness is negatively correlated with

improvisation behavior ( 3 =-0. 528 ##% p<0.001), and hypothesis HI is valid.
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Table 3. Narrative and correlation coefficient matrix

Variables M SD 1 2 3 4
1. Workplace loneliness 3.53  0.81  (0.736)
2. Improvisation behavior 3.61  0.72  —0.528 xxx  (0.771)
3. Work engagement 3.55  0.76  —0.229 ssx  0.283 wxx  (0.764)
4. Tnclusive leadership 3.60  0.81  —0.427 sxx  0.558 s 0.318 s (0.781)
a 0.906 0.905 0.898 0.853
CR 0.701 0.811 0.909 0.816
AVE 0.542 0.595 0.585 0.611

Note: * =p<0.05.

4.4 Intermediary analysis

The intermediary analysis (as shown in Table 4) shows that the direct effect of workplace loneliness —work
engagement—improvisation behavior is —0. 217, with a 95% confidence interval [ =0. 301, —0. 134 ], not including
0, indicating a significant direct effect; and the indirect effect is —0.230, with a 95% confidence interval
[-0.284, —0.179 ], not containing 0, indicating a significant indirect effect of 51.5% . It indicates that work

engagement has a mediating effect between workplace loneliness and improvisation behavior, and hypothesis H2 is

valid.

Table 4. Intermediary analysis

Effect Effect SE LLCI ULCI Percentage
Total effect -0.447 0.038 -0.522 -0.372
Direct effect -0.217 0.043 -0.301 -0.134 48.5%
Indirect effect -0.230 0.027 -0.284 -0.179 51.5%

Note: * p< 0.05.

4.5 Regression analysis

Model 6 is the regression analysis model of workplace loneliness, inclusive leadership, and the interaction term
(workplace loneliness X inclusive leadership) on improvisation behavior with the addition of demographic
variables. Model 6 has an R® of 0. 338 and an F =38. 858 #x% In addition, the interaction term ( workplace
loneliness X inclusive leadership) has a B=0. 125 **% p<0. 001, which indicates that inclusive leadership has a
significant positive moderating effect between workplace loneliness and improvisation behavior, so H3 of this study
is supported.

As shown in Figure 2, inclusive leadership inhibits the relationship between workplace loneliness and
improvisation behavior. Specifically, subjects with higher inclusive leadership show a weaker relationship between

workplace loneliness and improvisation behavior compared to subjects with lower inclusive leadership.
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Figure 2. Plot of high and low interaction differences between inclusive leadership on the relationship between workplace

loneliness and improvisation behavior

Model 3 is the regression analysis model of workplace loneliness, inclusive leadership, and interaction term
(workplace loneliness X inclusive leadership) on work engagement with the addition of demographic variables.
Model 3 has an R* of 0.480 and an F=69. 988 ##% In addition, the interaction term (workplace loneliness X
inclusive leadership) has a 3=0. 242 ##% p<0.001, indicating that inclusive leadership has a significant positive
moderating effect between workplace loneliness and work engagement, so H4 is supported in this study.

As shown in Figure 3, inclusive leadership inhibits the relationship between workplace loneliness and work
engagement. Specifically, subjects with higher inclusive leadership show a weaker relationship between workplace

loneliness and work engagement compared to subjects with lower inclusive leadership.

Work engagement
ta
|

Low level workplace loneliness High level workplace loneliness
—— Low level inclusive leadership — @ Highlevel inclusive leadership

Figure 3. Plot of high and low interaction differences between inclusive leadership on the relationship

between workplace loneliness and work engagement

According to the figure above, Model 9 is the regression analysis model of workplace loneliness, inclusive
leadership, and the interaction term (work engagement X inclusive leadership) on improvisation behavior with the
addition of demographic variables. With the R* added in the model, Model 9 has an R* of 0.390 and an F=
48. 618 s#xx In addition, the interaction term (work engagement X inclusive leadership) has a B=0. 136 #*% p<
0. 001, indicating that inclusive leadership has a significant positive moderating effect between work engagement

and improvisation behavior, so H5 is supported in this study.
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As shown in Figure 4, inclusive leadership strengthens the relationship between work engagement and
improvisation behavior. Specifically, subjects with higher inclusive leadership show a stronger relationship between

work engagement and improvisation behavior compared to subjects with lower inclusive leadership.

Improvigation behavior

Low level work engagement Highlevel work engagement

—— Lowlevel inclusive leadership -—®-— High level inclusive leadership

Figure 4. Plot of high and low interaction differences between inclusive leadership on the relationship

between work engagement and improvisation behavior

Table 5. Adjustment analysis

Work engagement Tmprovisation behavior
MI M2 M3 M4 M5 M6 M7 M8 M9
Gender -0.01  -0.012  -0.018  -0.043  -0.04  -0.037  -0.041  -0.038  -0.043
Academic qualification  -0.240  -0.252  -0.250  -0.271  -0.287  -0.286  -0.132  -0.161  -0.143
Age -0.021  -0.020  -0.041  -0.014  -0.012  -0.023  -0.001  -0.001  -0.012
Length of service 0.215 0.219 0.245 0.046 0.051 0.066 0.072 0.054 0.076

Workplace loneliness ~ —0.527 s —0.480 ##x —0.478 s —0.436 x5 —0.374 s —0. 373 s

Work engagement 0.545 =xx 0.477 % 0.510 s
Inclusive leadership 0.185 s 0. 186 et 0.245 s 0,246 s 0.185 s 0,205 st
o iy 0242 0 0128 e
e by 0136
R 0.380 0.417 0.480 0.257 0.319 0.338 0.336 0.370 0.390
Adj R 0.374 0.410 0.473 0.250 0.311 0.329 0.330 0.363 0.382
F 05.598 % 63.368 #xx 69.988 swx 37.468 #xx 41.868 ##x 38.858 #xx 54.288 ##x 52.268 #xx 48. 618 #xx
Dw 1.967 2.225 2.081

Note: * =p<0.05.

S Discussion

5.1 Conclusion and recommendation

This study confirms for the first time that workplace loneliness is significantly negatively related to
improvisation behavior. That is, the higher the workplace loneliness is, the lower the improvisation behavior will
be. Consequently, the distress of negative emotions associated with loneliness makes these hotel employees feel

mentally exhausted and unable to perform their work responsibilities satisfactorily, which leads to their lack of
11
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creative improvisation behavior. Therefore, workplace loneliness impairs the improvisation behavior of frontline
hotel workers in China. This is because a lower propensity to trust makes lonely individuals hesitant to seek social
connections and feel a lack of support and a sense of belonging, leading to reduced interest and motivation to
exhibit improvisation behaviors towards co—workers or organizations.

For the first time, this study finds that work engagement has a partial mediating effect between workplace
loneliness and improvisation behavior. A positive resource such as work engagement provides frontline employees in
Chinese hotels with the coping mechanisms necessary to deal with negative emotions. This is because employees
with high work engagement can lead other employees to take initiative, manage high levels of geographical
dispersion, and cope more effectively with the complexity of cross—border activities. Thus, the damaging effects of
workplace loneliness on improvisation behavior are less severe for individuals with high work engagement. On the
other hand, work engagement can buffer the negative effects of workplace loneliness on improvisation behavior.
That is, employees with high—spiritedness are more likely to manage their work responsibilities and display positive
attitudes at work compared to frontline hotel employees with low work engagement.

For the first time, this study finds that inclusive leadership has a significant negative moderating effect between
workplace loneliness and improvisation behavior. When employees have a negative emotional response to their
workplace loneliness, this causes them to be depressed and inhibits the emergence of positive behaviors. This is
because lonely employees mostly ignore or terminate meaningful relationships in the workplace. As a result,
individuals who prefer loneliness develop negative evaluations of others, which leads to their inability to build good
relationships, resulting in employees’ pursuit of and passion for beneficial things such as their careers.

This study finds for the first time that inclusive leadership has a significant positive moderating effect between
workplace loneliness and work engagement. Support from superiors is an important work resource to alleviate
negative experiences in organizations and motivation for employees to engage in their work, and positive leadership
can be helpful and effective in influencing employees’ psychological states. Therefore, in the process of individual
psychological state, inclusive leadership not only can offer openness when listening to subordinates’ suggestions and
actively working with them to achieve team goals and help them in their work, but also has an affinity for patiently
listening to requests, encouragement to work with subordinates to deal with work problems, etc. , which contributes
to the individual employee’s attitudes and values. Therefore, having strong leadership interacting with negative
emotional experiences can further motivate frontline hotel employees and mitigate the creation of negative effects of
negative experiences on behaviors that benefit the organization.

For the first time in this study, inclusive leadership is found to have a significant positive moderating effect
between work engagement and improvisation behavior. When employees have a positive state of mind as a result of
work engagement, this causes them to be emotionally high and pleasant and enhances the emergence of positive
behaviors. This is because when employees have high work engagement, they are normatively and emotionally
invested in the organization and it plays an important role in increasing employees’ behaviors. The interactive effect
of work engagement and inclusive leadership builds rapport through the support provided to the employees and is
effective in stimulating intrinsic motivation which ultimately further enhances the improvisation behavior of the
employees.

5.2 Research contribution

With the help of conservation of resources theory and the context of Chinese hotels, this study explores the
relationship between workplace loneliness and improvisation behavior, and the mediating and facilitating effects of
work engagement and inclusive leadership. Contributions are shown below :

Firstly, as previous studies have not explored the relationship between workplace loneliness and improvisation
12
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behavior among employees in the hospitality field, this study is the first empirical study to explore the relationship
between workplace loneliness and improvisation behavior among employees in the hospitality field in China to fill the
gap. This brings evidence for the Chinese hospitality field to understand why negative emotional responses have an
impact on individual behaviors, leadership, and psychological states. As Firoz and Chaudhary (2022) suggested,
there are rare studies on loneliness in the workplace, and its theoretical research should be further developed to
curb its persistent harms. Therefore, this study, based on the conservation of resources theory, can better explain
the direct and indirect effects of how negative emotional responses inhibit employees’ positive behaviors, which is
an important contribution to the expansion and extension of the theory.

Secondly, this study emphasizes the differential context of the Chinese hotel context and seeks to understand
the impact of employees’ workplace loneliness on improvisation behavior and the mediating and facilitating roles of
work engagement and inclusive leadership, linking them to the theory of resource conservation. By doing so, a
framework is constructed. As Hogr and Cin (2020) argued, only with greater clarity on the influencing factors and
mechanisms of loneliness in the workplace can the detrimental effects in HR and organizational management be well
understood and strategies be tailored to curb its emergence.

Finally, the results of this study not only fill the relationship between workplace loneliness and improvisation
behavior, but also fill the gap between work engagement as a mediator and inclusive leadership as a facilitator in the
aforementioned relationship, and extend the theory of resource conservation. As Firoz and Chaudhary (2022 )
argued , only more systematic research from different and diverse theories can better substantiate the great dangers of
workplace loneliness.

5.3 Limitations and future research directions

Despite the significant research and practical contributions of this study, some limitations remain. Firstly, this
study mainly uses cross—sectional survey research, which is relatively less rigorous in assessing causal relationships
between concepts than adopting a multi—source or tracer study design. Therefore, it is suggested that longitudinal
data tracking could be used to test causality more rigorously in future explorations. Secondly, as the scales in this
study are from the west, despite the translation process in this study, there are differences between Chinese and
western cultures, and future studies on the measurement of loneliness in the workplace still need to be conducted in
the Chinese context to conduct further research and develop scales that fit the Chinese context. Finally, future
research could focus on exploring the process mechanisms between individuals and internal and external
environmental factors, such as empowering atmosphere, family support, etc. , to constitute theoretical innovations

for a better understanding of the influence mechanisms of workplace loneliness.
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