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Abstract: Drawing upon person-environment fit, specifically demands-abilities fit, this paper exam-
ines the impact of hospitality employees’ cultural intelligence (CQ) on their voice behavior and job
satisfaction. Data were collected from domestic contact employees working for restaurants in three
major cities in the United States. The results of the PLS-SEM model show that CQ has a positive
effect on employees’ voice behavior through self-efficacy. Further, CQ has a positive effect on job
satisfaction through a sequential mediation of self-efficacy and voice. This study contributes to the
CQ and voice literature, utilizing CQ as a person’s ability to meet job requirements. This study also
has important practical implications for hospitality practitioners who depend on employee voice for
the success of organizations in today’s ever-changing global environment.
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1. Introduction

Hospitality businesses have become mature and highly competitive [1]. Successful
interactions between customers and frontline employees develop a competitive edge,
influencing a company’s bottom line [2,3]. To fulfill service promises, coordinated teamwork
within or between departments is often required in the hospitality industry [1]. Employee
voice, which is an informal way of transferring and disseminating knowledge within the
organization, can be essential because of the unpredictable and fast-moving nature of
hospitality service [4]. The real-time progress is informed, and beneficial ideas are revealed
through communication. This helps management to stay conscious of how service promises
are carried out and how workflow is improved [5].

In recent years, the COVID-19 pandemic has upended everyone’s daily life [6]. Dra-
matic societal changes and accelerated technological advances have also thrown businesses
into an increasingly volatile economic climate [6]. New business trends in a post-pandemic
world arise, forcing hospitality companies to be more responsive and adaptive to the mar-
ket than before [4]. In such cases, frontline employees as “part-time marketers” may play
even more critical roles, as they uniquely gather information while interacting with cus-
tomers [7]. Employee voice can provide support to the management’s strategic decision [5].
Through employees” active engagement in developing and sharing insightful ideas with
top management, hospitality organizations can navigate in the post-pandemic business
environment in a more sustainable manner.

Because of the importance of employee voice, prior studies have inquired into the
antecedents of voice. Transformational leadership [8], voice climate [9], and organizational
formalization [10] were found to increase employees’ attachment to the organization,
voice safety beliefs, and sense of control, which in turn promote voice behavior for better
organizational performance. Individual or personal elements including personality traits
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(Big Five) [11] and emotional intelligence (EQ) [12] were also reported to affect employees’
willingness to speak up.

Cultural intelligence (CQ) refers to an individual’s capability to function effectively
in culturally diverse settings [13,14]. While EQ has drawn attention from hospitality
academics, articles on the effect of CQ on hospitality work outcomes have been few. This
is partly due to CQ being a concept that was developed later than EQ. In addition, while
EQ influences hospitality work outcomes in a broad and general way, it is perceived that
the effect of CQ is prominent when employees are stationed abroad or are away from their
home countries. Due to this reason, CQ effects have been primarily studied in other fields,
such as international business, with expatriate workers whose successes truly depend on
adaptability to other cultures, e.g., [15,16]. According to person-environment fit theory,
the fit between individuals’ capability and job requirements facilitates individuals” desired
actions in organizations [17]. Hospitality employees frequently work with customers and
colleagues from various cultural backgrounds, and ongoing communication is a must for
smooth operation of the company. Could CQ then affect domestic hospitality employees’
work performance such as voice and further their satisfaction? If so, how extensively?
These questions are worth investigating.

The aim of this study is to deepen our understanding of the relationships between
CQ and hospitality work outcomes, specifically employee voice and satisfaction. This is
crucial knowledge to ensure the sustainable success of hospitality organizations from the
COVID-19 pandemic era onward. Moreover, this study explores not only direct but also
indirect effects through self-efficacy—the mechanism triggering the links between CQ and
the outcomes—using a sample of restaurant workers in the United States. In summary,
the purposes of this study are threefold: (1) to examine the role of CQ in two outcomes,
voice and job satisfaction (CQ — voice; CQ — satisfaction); (2) to explore self-efficacy as
a mediating mechanism between CQ and employee voice (CQ — self-efficacy — voice);
and (3) to explore the effect of CQ on job satisfaction through a sequential mediation of self-
efficacy and voice (CQ — self-efficacy — voice — job satisfaction). The proposed research
model is shown in Figure 1. This study contributes to the CQ and voice literature and
provides managerial implications for hospitality practitioners to encourage their employees
to speak up in an ever-changing global environment.

H;: CQ —>\Voice

H;: CQ —>Job satisfaction

H;: CQ —>Voice —> Job satisfaction

H;: CQ—>>Self-efficacy —> Voice

H:: CQ —>Self-efficacy —> Voice —> Job satisfaction

Figure 1. Proposed research model. Notes: MetaCQ, meta-cognitive CQ; CogCQ, cognitive CQ;
MotiCQ, motivational CQ); BehCQ, behavioral CQ.
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2. Literature Review and Hypotheses
2.1. Person-Environment Fit and Demands-Abilities Fit

Person-environment (P-E) fit is defined as the extent of congruence between a person
and the environment [17]. It is a fundamental, overarching theory, subsuming many other
versions of fit—such as person-person fit, person-group fit, person-vocation fit, and so
forth [18]. P-E fit has been identified as two types—needs-supplies fit and demands-
abilities fit [19]. The former emphasizes individuals’ needs, desires or preferences met by
resources (financial, physical, and psychological) as well as growth opportunities provided
by the environment; the latter highlights that individuals” knowledge, skills, and abilities
are satisfactory and demanded by the environment [19]. The distinction between needs-
supplies fit and demands-abilities fit shows the conceptualization of complementary fit
under P-E fit [17].

This study focuses on the impact of individuals’ capability of CQ on employees’ voice
behavior in a diverse, cultural work setting, i.e., hospitality workplace. Thus, demands-
abilities fit is suitable to theoretically support the hypotheses of this study. When indi-
viduals consider themselves capable of fulfilling job tasks, their perception of demands-
abilities fit enhances, which in turn increases work efficiency and other positive work
outcomes [20]. Preferred attitudes and behaviors, such as organizational commitment [21]
and organizational citizenship behavior [22], are some of the representative outcomes of
demands-abilities fit that have been documented in the literature.

2.2. Cultural Intelligence

CQ addresses cross-cultural encounters between people from different races, eth-
nicities, or nationalities. The construct has four sub-facets—metacognitive, cognitive,
motivational, and behavioral CQ [23]. Metacognitive CQ describes higher-order cognitive
strategies that enable individuals to perceive and identify cultural differences [13]. During
and after interactions with people from other cultures, individuals high in this mental
capability consciously acquire and comprehend cultural distinctions [14]. They can adjust
their thoughts to culturally different groups’ preferred ones [13].

Cognitive CQ signifies general knowledge about other cultures’ norms, traditions and
practices that one learns from educational and personal experiences. It includes the ability
to understand the value system within which different cultures manage their own economic,
social, and legal issues [13]. Motivational CQ enables individuals to enjoy socializing with
people from other cultural backgrounds despite the possible obstacles. Individuals high in
motivational CQ vigorously pay attention to expand cultural learning and have confidence
to effectively perform in cross-cultural settings [14].

Behavioral CQ is one’s ability to modify verbal and nonverbal actions to fit into multi-
cultural situations. This facet complements the mental (metacognitive CQ and cognitive
CQ) and motivational aspects of CQ. Individuals high in behavioral CQ can perform situa-
tionally appropriate behaviors to communicate with people from other cultures (e.g., tones,
gestures) [13]. In summary, because of these four facets, people with high CQ become aware
of cultural differences and freely apply their cultural knowledge to their communication
and behavior in multicultural situations [23].

2.3. Employee Voice

Employees often confront unsatisfactory events and gain opportunities to improve
their own or organizational wellbeing at work [24]. Some remain silent while others speak
up. When individuals voluntarily communicate their opinions and concerns about their
work in an informal way, voice occurs [5]. Voice is one of the choices that individual
employees make when they see some aspects of the organization malfunctioning [24].
Through voice behavior, employees seek an opportunity to provide information for the
organization or themselves to function more effectively [25]. Due to the “discretionary” and
“extra-role” attribute, voice is considered as a kind of organizational citizenship behavior
going “the extra mile” for the company [25]. In other words, as employees become aware
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of problems or grow dissatisfied with their job, voice is the optional strategy that they
consider to modify their work circumstances.

The first-hand and immediate market information is of particular importance for any
businesses to succeed. Frontline employees in the service industry take up preferential
positions to collect such information because they make the most frequent contacts with
customers, directly delivering a service to them [26]. For example, during the COVID-
19 pandemic, organizations urgently wanted to identify customers’ potential, changing
needs and locating operational flaws and problems to start over or survive in such an
unprecedented time [27]. Employee voice can assist organizations with the idea regarding
workflow efficiency and product innovation [28]. In addition, speaking up helps employees
to acquire additional work resources that facilitate their productivity [29]. Because voice
behavior implies good citizenship, voicers might gain a high rating of work performance
and a better status in organizations [29].

However, voice behavior may not always result in desired outcomes. Although
employees want to communicate beneficial information to the management, their intention
to correct unsatisfactory work situations can incur some uncertainty, including upsetting
power holders’ status quo [5] and resistance from fellow workers [28]. These unfavorable
responses from others can compromise individuals” willingness to initiate voice behavior.

Although generally encouraged by many organizations, voice is not a required respon-
sibility. Whether to speak up or not totally depends on individual preference. Researchers
have explored factors that can attenuate the barriers of speaking up and inspire employee
engagement. Typically, voice antecedents include situational factors and individual factors.
As for situational factors, organizational climate and leadership improve psychological
safety and sense of job meaningfulness, which in turn promote employee voice [9,30,31].
As for individual factors, employees with a proactive personality or highly extraverted
ones perceive voice as an opportunity to serve their interests and to achieve organizational
goals [32,33]. Employees’ abilities, such as communication competency and EQ, facilitate
the exchange of ideas, leading to voice behavior [34,35].

2.4. Cultural Intelligence, Voice, and Job Satisfaction

Values, beliefs, and opinions vary considerably in different cultures. Thus, individu-
als from distinct cultures hold different expectations while interpreting and responding
to certain conditions. These expectations are advocated by rules and rituals or are in-
ferred through verbal or non-verbal communications as well as through the pattern of
behavior [36]. For example, collectivistic culture encourages relationships and cooperative
behavior, while individualistic culture emphasizes one’s own ideas and personal goals [37].
Cultural expectations, to a substantial extent, are appraised as guidance for one’s judgments
of what may or may not be acceptable [38]. In the workplace, particularly in hospitality,
where cross-cultural encounters are common, cultures play a vital role in employees’ role
expectations. In the absence of explicit job requirements, employees” decisions on how to
perform their roles are dependent on what is culturally expected [38].

Employee voice is a complicated phenomenon because diverse cultures create am-
biguity about what is expected to be heard and how to communicate appropriately. The
literature shows that employees from different countries or cultures tend to focus on differ-
ent elements when speaking up. For example, nonverbal behavior is an important part of
communication in high power-distance cultures; in comparison, the articulated message
is more emphasized in low power-distance cultures [39]. As such, when individuals are
engaged in voice behavior, the lack of understanding of other cultures may engender
discomfort and errors while speaking up [40]. Individuals feel uncertainty about whether
or not they can communicate effectively to produce desired changes because their voice
may be misinterpreted as unsolicited interference, incurring even punishment [41].

Theoretically, CQ is a relevant capability for individual behavior in culturally diverse
contexts. Although limited, management academics have begun to realize the important
role of CQ in organizations, partly due to a large influx of foreign workers into today’s
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organizations. Jiang et al. demonstrated that the quality of leader-member exchange (LMX)
facilitates migrant workers’ voice behavior [42]. Afsar et al. reported that non-national
workers who have a high level of CQ feel more trust in superiors with transformational
leadership, and this leadership style helps non-national workers express their ideas more
freely [43].

However, exploration in this topical area is insufficient because the effect of CQ on
voice may not be limited to migrant or expatriate workers who are unfamiliar with the local
culture and/or are far away from home. As globalization is making society more culturally
diverse [44], domestic workers meet people from other cultures or countries. After the
COVID-19 pandemic, due to travel restrictions being loosened, there has been a dramatic
surge in hospitality sales, and hospitality businesses have begun welcoming a significant
number of travelers [45]. Because of customers from all over the US or globe, CQ is likely to
be essential for hospitality employees to better communicate and interact with these diverse
customers as well as co-workers. During interactions, culturally intelligent employees can
behave appropriately and minimize the misunderstanding of other parties coming from
different cultural backgrounds, developing a good rapport with them. Thus, employees
with high levels of CQ would be less reluctant to exchange their ideas with others and
provide suggestions to management. In summary, we put forth the first hypothesis that:

Hypothesis 1. Hospitality employees” CQ is positively related to voice.

Job satisfaction is a positive attitude or emotional state that employees may gain from
their work or work aspects [46]. Based on demands-abilities fit theory [19], prior studies
have shown that individuals who have better ability to meet the work requirements achieve
greater job satisfaction [20]. As CQ enables employees to meet the demands of working in
the intercultural work environment, CQ is expected to increase their job satisfaction.

Hypothesis 2. Hospitality employees” CQ is positively related to job satisfaction.

In addition, if hospitality employees successfully achieve the desired results through
their voice, changes in the status quo help solve dissatisfying situations and improve
employee or organizational wellbeing [29]. Upward communication triggers employees’
sense of being valued by the management [29]. In other words, active employee voice is
likely to improve job satisfaction when management listens to them. Putting together the
links from CQ to voice (shown in H1) and from voice to satisfaction, we propose that:

Hypothesis 3. Hospitality employees’” CQ is positively related to job satisfaction through voice. That
is, voice mediates the positive relationship between hospitality employees” CQ and job satisfaction.

2.5. The Mediation Role of Self-Efficacy

From a psychological perspective, self-efficacy indicates individuals’ belief in their
ability to perform a certain behavior in a given situation [47]. Individuals with a high level
of self-efficacy are inclined to take initiative, and individuals with a low level of self-efficacy
have a tendency to withdraw [47]. Individuals’ self-efficacy has been described as one of
the most prominent, common predictors of work outcomes in organizations, including
proactive [48] and innovative behaviors [49]. It also determines employees’ expended
efforts and persistence in the face of challenges [47].

The salient role of self-efficacy in voice has been reported in the literature, e.g., in [50].
Employees low in self-efficacy doubt their capability to fulfil a task and therefore are
reluctant to speak out; in contrast, employees high in self-efficacy are confident in the
validity of their opinions and therefore speak their voice more effectively [51]. Additionally,
because of the intention to change the current situation, voice is perceived as a risky
behavior [41]. Self-efficacy empowers individuals to bear the risk [52].

Culturally intelligent employees, while interacting with people from diverse cultures,
realize the appropriateness of their communication and behavior, easily overcome cultural
barriers, and smoothly adapt to a particular role expectation [53]. Thus, their high-level of
CQ is likely to help them to fit the job demands in the multicultural work setting, which
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enhances their general self-efficacy. Based on the results of prior research on the link
between self-efficacy and voice, and demands-abilities fit theory, we consider that CQ
allows hospitality employees to excel in the workplace, increasing their confidence in what
they are doing. This sense of confidence subsequently encourages hospitality employees
to actively express their thoughts. Thus, we theorize that self-efficacy is an underlying
mechanism through which the favorable effect of CQ on voice occurs.

Hypothesis 4. Hospitality employees” CQ is positively related to voice through self-efficacy. That
is, hospitality employees’ self-efficacy mediates the relationship between CQ and voice.

Moreover, given H3 (CQ — voice — satisfaction) and the relationship just mentioned
(CQ — self-efficacy — voice), we theorize a sequential mediation path from CQ to satisfaction
via, first, self-efficacy and, then, voice (CQ — self-efficacy — voice — satisfaction) as follows:

Hypothesis 5. Hospitality employees’ self-efficacy and voice sequentially mediate the relationship
between CQ and job satisfaction.

3. Methodology
3.1. Data

We collected data from employees working for restaurants in three cities (Los An-
geles, Honolulu, and Seattle) in the western United States. The participating restaurants
are full-service restaurants where customers are seated and the wait staff take orders
and bring food and drinks to the customers at tables. The type of restaurants ranged
from casual dining to fine dining. Quick service restaurants were excluded from the
sample. Given that the focus of this study is on CQ and voice, establishments provid-
ing employees with an opportunity to make longer interactions with a variety of diners
and in a more complex work environment, including colleagues from other cultures, are
deemed more appropriate. Restaurant owners or managers who approved the data col-
lection are familiar with the authors” hospitality programs or alumni of the programs.
In the cover letter of the survey, we explained the purpose of the study and guaranteed
respondents’” anonymity. The respondents who were born and raised or have lived in
the US for an extensive time as a citizen (without any language barrier) were qualified
for this study. After distributing 500 questionnaires, we collected 285 usable ones (re-
sponse rate: 57%). Most of the respondents were either servers or bartenders. Of the
285 respondents, 53% (N = 151) were women and 41% (N = 118) were men. They ranged in
age from 18 to 63 years with a mean of 29.2. On average, respondents worked for 4 years in
the restaurant industry and 2.1 years at their current restaurant.

3.2. Measures

We adopted Ang et al.’s scale to assess CQ. It comprises four sub-dimensions of
CQ: metacognitive (4 items) (e.g., “I am conscious of the cultural knowledge I use when
interacting with people of different cultural backgrounds”), cognitive (6 items) (e.g., “I
know the cultural values and religious beliefs of other cultures”), motivational (5 items)
(e.g., “I enjoy interacting with people from different cultures”), and behavioral (5 items)
(e.g., “I change my nonverbal behavior when a cross-cultural situation requires it”) [13].
To assess voice, we utilized the scale (6 items) developed by [25]. Their scale focuses on
voice as an extra-role behavior while in-role behaviors are expected or required behaviors.
As this study concerns voluntary expressions that may promote the efficient operation of
hospitality businesses (e.g., “I speak up in the group with ideas for new projects or changes
in procedures”), the extra-role attribute of voice suits better for the proposed model.

We assessed employees’ self-efficacy (10 items), as suggested by Schwarzer and
Jerusalem (e.g., “I am confident that I could deal efficiently with unexpected events”) [54].
Job satisfaction was assessed with the scale (3 items) (e.g., “In general, I like working at
my organization”) developed by Lawler et al. [55]. All measurement items were rated on
a 5-point Likert-type response scale: 1 = strongly disagree; 5 = strongly agree. Lastly, we
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inquired into respondents” demographic and job characteristics: gender, age, job position,
and job tenure with the current employer, and industry tenure.

3.3. Statistical Analysis

The hypotheses were tested with partial least squares structural equation modeling
(PLS-SEM). Unlike covariance-based SEM (CB-SEM) that aims to minimize the difference
between the estimated theoretical covariance matrix and the observed sample, PLS-SEM
focuses on maximizing explained variance in dependent variables, thereby increasing
predictability of the model [56]. In addition, PLS-SEM is desired for this study because: (1)
the sample size is relatively small and (2) the data show non-normal distribution, which is
typical of most social science studies [56].

4. Results
4.1. Descriptive Statistics and Correlations of Study Constructs

Before testing the hypotheses, we examined the descriptive statistics of study variables
and correlations among them. Table 1 shows means, standard deviations, correlations, and
coefficient alphas. The mean of CQ represents the average score of four sub-facets (as a
higher-order construct). The mean values of CQ, self-efficacy, voice, and job satisfaction are
3.54, 4.00, 3.64, and 3.91, respectively. CQ has a positive correlation with self-efficacy (r = 0.42,
p <0.01), voice (r = 0.44, p < 0.01), and job satisfaction (r = 0.39, p < 0.01). Self-efficacy has a
positive association with voice (r = 0.49, p < 0.01) and job satisfaction (r = 0.45, p < 0.01). Voice
has a positive correlation with job satisfaction (r = 0.39, p < 0.01).

Table 1. Descriptive statistics and correlations among the study variables.

Mean SD 1 2 3 4
1.CQ 3.54 0.66 (0.93)
2. Self-efficacy 4.00 0.68 0.42* (0.92)
3. Voice 3.64 0.88 0.44 * 0.49 ** (0.93)
4. Job satisfaction 391 0.94 0.39* 0.45 ** 0.39 ** (0.82)
5. Gender 1.22 0.63 0.08 0.14 * 0.03 0.07
6. Industry tenure 47.78 63.79 0.02 —0.02 0.18 ** 0.09

Notes: N = 285. CQ, cultural intelligence. Coefficient alphas are shown in parentheses along the diagonal. Gender:
1, male; 2, female. Industry tenure: Months working in the restaurant industry. ** p < 0.01, * p < 0.05.

4.2. Measurement Model

CQ, self-efficacy, voice, and job satisfaction are latent constructs with reflective indica-
tors. Factor loading values for each latent construct were assessed to establish convergent
validity. All item loadings showed acceptable values ranging from 0.61 to 0.95 [57] (Table 2).
Average variance extracted (AVE) is another barometer for convergent validity. It was
shown to be greater than the recommended value of 0.5 for all latent constructs except for
CQ. CQ is a second-order construct with four sub-facets. Although the AVE of CQ (0.45) is
slightly below 0.5, this score is acceptable to support convergent validity [57].

To test the psychometric properties of these constructs, we evaluated reliability and
validity values in the measurement model [56]. As for reliability, we checked Cronbach’s
alpha as well as composite reliability. All latent constructs in the model demonstrated
a value greater than the threshold of 0.7 [57,58], ensuring their internal consistency. In
addition to convergent validity, discriminant validity was evaluated with the heterotrait-
monotrait ratio (HTMT). All latent constructs showed HTMT values of less than 0.85,
confirming discriminant validity [59]. Reliability values and HTMT ratios are presented in
Table 3.
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Table 2. Measurement items and standardized factor loadings.

Average
. Variance
Loadings Extracted
(AVE)
Cultural intelligence (CQ) 0.45
Meta cognitive CQ
1. Tam conscious of the cultural knowledge I use when interacting with 073
people with different cultural backgrounds. :
2. I adjust my cultural knowledge as I interact with people from a culture 072
that is unfamiliar to me. :
3. Iam conscious of the cultural knowledge I apply to cross-cultural 077
interactions. :
4. I check the accuracy of my cultural knowledge as I interact with people 0.66
from different cultures. ’
Cognitive CQ
1. T know the legal and economic systems of other cultures. 0.73
2. I know the rules (e.g., vocabulary, grammar) of other languages. 0.69
3. I know the cultural values and religious beliefs of other cultures. 0.81
4. T know the marriage systems of other cultures. 0.80
5. I know the arts and crafts of other cultures. 0.83
6. I know the rules for expressing nonverbal behaviors in other cultures. 0.79
Motivational CQ
1. T enjoy interacting with people from different cultures. 0.71
2. I am confident that I can socialize with locals in a culture that is 077
unfamiliar to me. :
3. I am sure I can deal with the stresses of adjusting to a culture that is 0.79
new to me. :
4. I enjoy living in cultures that are unfamiliar to me. 0.85
5. I am confident that I can get accustomed to the shopping conditions in 0.81
a different culture. :
Behavioral CQ
1. I change my verbal behavior (e.g., accent, tone) when a cross-cultural 081
interaction requires it. :
2. Tuse pause and silence differently to suit different cross-cultural situations. ~ 0.80
3.Ivary the rate of my speaking when a cross-cultural situation requires it. 0.85
4. I change my nonverbal behavior when a cross-cultural situation 0.88
requires it. :
5. T alter my facial expressions when a cross-cultural interaction requires it. 0.77
Self-efficacy 0.59
1. I can always manage to solve difficult problems if I try hard enough. 0.81
2. Tam confident that I could deal efficiently with unexpected events. 0.63
3. Thanks to my resourcefulness, I know how to handle unforeseen 0.61
situations. :
4. I can solve most problems if I invest the necessary effort. 0.81
5. I can remain calm when facing difficulties because I can rely on my 0.84
coping abilities. ’
6. When I am confronted with a problem, I can usually find several solutions. ~ 0.79
7. If Tam in trouble, I can usually think of a solution. 0.77
8. I can usually handle whatever comes my way. 0.79
9. If someone opposes me, I can find the means and ways to get what I want. 0.81
10. It is easy for me to stick to my aims and accomplish my goals. 0.78
Voice 0.74
1. I develop and make recommendations concerning issues that affect my 0.85
work group. i
2. I speak up and encourages others in my group to get involved in issues 0.86
that affect my work group. ’
3. I communicate my opinions about work issues to others in my work
group even if my opinion is different and others in my group disagree 0.85
with me.
4. Tkeep well informed about issues where my opinion might be useful to 086
my workgroup. ’
5. I get involved in issues that affect the quality of work life here in my 0.87
work group. :
6. I speak up in the group with ideas for new projects or changes in 0.87
procedures. i
Job satisfaction 0.74
1. Allin all, I am satisfied with my job. 0.95
2. In general, I like working at my organization. 0.94
3. In general, I don’t like my job. 0.65
Note: All factor loading values are significant (p < 0.05).
Table 3. Reliability and validity of the study variables.
Latent Construct (s) Composite Reliability rho_A 1 2 3
1.CQ 0.93 0.93
2. Self-efficacy 0.94 0.93 0.47
3. Voice 0.95 0.93 0.48 0.53
4. Job satisfaction 0.89 0.94 0.45 0.52 0.45

Note: The values under the diagonal show the HTMT ratio.
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4.3. Common Method Bias

This study used a self-administered survey and collected data at one point in time.
This method may introduce systematic error variance, known as common method bias,
in the cross-sectional research design [60], such as in this study. Min et al. recommended
procedural remedy and statistical control for hospitality scholars to avoid the detrimental
effect of common method bias [60]. During data collection, participants were guaranteed
anonymity and informed of the use of their data solely for academic research purposes.
This procedural remedy often mitigates the concerns about common method bias [60].
Moreover, following Kock’s logic, we adopted a full collinearity test to detect potential
common method bias in a PLS-SEM model; when a variance inflation factor (VIF) shows a
value greater than 3.3, common method bias is judged to exist [61]. Our results showed
estimations of VIF ranging from 0.08 to 1.51, revealing that common method bias is not an
issue in the proposed relationships.

4.4. Structural Model and Hypotheses Testing

We assessed the structural model after the measurement model. In SmartPLS 3, boot-
strapping 2000 subsamples were applied to test the proposed hypotheses. Figure 2 shows
the results of parameter estimates and corresponding significance levels. CQ appears to be
a salient predictor of hospitality employees’ voice (8 = 0.27, p < 0.01) and job satisfaction
(8 =0.31,p <0.01). Thus, H1 and H2 are supported. Next, we tested the significance of a series
of indirect paths: (1) from CQ to job satisfaction via voice (CQ — voice — job satisfaction),
(2) from CQ to employee voice via self-efficacy (CQ — self-efficacy — voice), and 3) a se-
quential mediation path (CQ — self-efficacy — voice — job satisfaction). Mediation tests
confirmed that CQ has a significant, positive indirect effect on job satisfaction via voice
(B8 =0.08, p < 0.01) and a significant, positive indirect effect on voice via self-efficacy (8 = 0.17,
p < 0.01). The sequential mediation effect of CQ on job satisfaction through self-efficacy and
then voice was also significant (8 = 0.05, p < 0.01). In summary, CQ improves self-efficacy,
which leads to a greater chance to voice and ultimately increases job satisfaction. H4, H5 and
H6 are, therefore, supported.

Job satisfaction

CQ—>\oice 0.27%*
CQ—= Job satisfaction 0.3]1%*
CQ—>"Voice —> Job sansfaction 0.08%*
CQ——> Self-efhicacy —>Voice 0.17#%=
CQ—> Self-efficacy—=> Volce—=> Job satisfaction 0.05%%

Figure 2. Parameter estimates of the research model. Notes: MetaCQ, meta-cognitive CQ; CogCQ,
cognitive CQ; MotiCQ, motivational CQ; BehCQ, behavioral CQ. ** p < 0.01.
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Some scholars argue the usefulness of analyzing the effect of each sub-facet of CQ,
e.g., [62]. In line with this view, we conducted additional analyses to see if there are any
major differential effects of CQ sub-facets on three outcomes—self-efficacy, voice, and
satisfaction (see the results of regression in Table 4). Of the four sub-facets, three (meta,
cognitive, and motivational) were generally found to be related to these outcomes. In
addition, note that the direct effect of CQ on voice remains significant even after the
inclusion of the mediator, self-efficacy. This indicates a partial mediation rather than
full [63]. All other indirect paths showed similar results, indicating partial mediations.

Table 4. Effects of CQ sub-facets on self, efficacy, voice, and job satisfaction.

CQ Sub-Facets Self-Efficacy Voice Job Satisfaction
B B B

MetaCQ 0.08 0.09 0.00

CogCQ 0.06 0.22 ** 0.20 *

MotiCQ 0.51 ** 0.28 ** 0.24 **

BehCQ 0.02 -0.05 0.04

F 25.96 ** 19.41 ** 13.63 **

Total R? 0.27 0.22 0.16

Adjusted R? 0.26 0.21 0.15

Note: B, standardized beta coefficient; MetaCQ, meta-cognitive CQ; CogCQ, cognitive CQ; MotiCQ, motivational
CQ; BehCQ, behavioral CQ. ** p < 0.01. * p < 0.05. * p < 0.10.

5. Discussion
5.1. Theoretical Contribution

Based on person-environment fit, specifically demands-abilities fit, this study demon-
strates that domestic contact employees” CQ helps to express work-related opinions and
make employees feel happier about their jobs in a diverse work environment. This desir-
able function of CQ works directly, as well as indirectly, through improved employees’
self-efficacy. The results of this study make the following theoretical contributions. First,
it contributes to the voice literature. Prior studies have examined the factors that can
influence employees’ voice behavior and have suggested a few personal (e.g., Big Five)
and environmental/situational factors, e.g., [31,32]. In recent years, thanks to the growing
interest in CQ, a couple of studies have revealed a glimpse of the relationship between CQ
and voice through a mediation process different from this study [42,43]. These prior studies
targeted non-national employees working in other countries or migrant employees who
had just moved to other countries without proper language skills; given their challenging
position in a foreign land, it makes perfect sense that their leaders play critical roles in
promoting their voice [42,43].

Limiting the sample to a particular group of people impairs the generalizability of
extant research [64], because it is questionable whether or not the results may be applicable
to a wide range of subjects. Unlike prior studies, we focused on domestic employees that are
fully comfortable in their own countries and examined their qualifications for the job rather
than the leaders’ role. The findings of this study add to the body of person-environment fit
theory by conceptualizing CQ as a critical ability that contact employees should possess to
be successful voicers in domestic work environments such as hospitality. This relationship
occurs through increased self-efficacy. To the best of our knowledge, this study is the first
to explore the relationship between CQ and self-efficacy, more specifically, self-efficacy as a
(partial) mediating mechanism between CQ and voice.

Broadly speaking, this study notes CQ as another intelligence just like EO or 1Q
that may serve as a source of workers’ self-efficacy in today’s environments. Because
of globalization necessitating encounters with guests from other parts of the world, not
to mention an increasingly diverse workforce, CQ is expected to play a more and more
important role in employee confidence to perform their job better. CQ sub-facets that are
mental activities-related contribute to the increase in employees’ self-efficacy (motivational
CQ) and voice (meta, cognitive, and motivational CQs) rather than behavioral CQ. These
results seem to suggest that mental sensitivity to feel the cultural difference from their own



Sustainability 2023, 15, 8851

110f15

and willingness to learn about other cultures are true drivers of employee self-efficacy and
voice behavior, as opposed to merely mimicking cultural behaviors. In other words, only
when employees can comprehend and enjoy other cultures in service encounters does their
perception of being capable at work increase. Overall, the result of this study serves as
added evidence to support long-lasting, versatile person-environment fit theory.

5.2. Managerial Implications

This study has several practical implications for hospitality operators. The practition-
ers should strive to increase the organizational level of CQ because hospitality employees
often encounter customers from other cultures and countries and work with multicultural
or diverse co-workers. The organization may acquire CQ by recruiting employees with
high levels of CQ. Recruiters could ask job applicants questions pertaining to direct (e.g.,
international trips) or indirect (e.g., reference groups such as friends or family members)
cultural experiences and then ask what actions they have taken or will take in a variety of
cultural scenarios.

It may not always be feasible to find such qualified applicants. The recent study by
Min et al. argues that CQ can be developed through education [64]. It will be wise for
hospitality practitioners to provide regular cultural training to their contact employees to
enhance their CQ. Some alternative options are available to improve employees’ cultural
awareness and knowledge at minimal cost. For example, the organization can celebrate the
major holidays of other countries (e.g., Lunar New Year, common to many Asian countries)
through socials, or invite employees to collaborate with colleagues from other cultures on
short-term group assignments or projects.

Although employee voice is recognized as a critical resource for a successful busi-
ness [43], business owners or practitioners are often ignorant of how to advocate employee
voice. Managers, perceived as the embodiment of the organization [65], should sincerely
welcome and appreciate contact employees’ voice behavior. It may be great for superiors
to share employee ideas adopted by the organization in the past. It sends an optimistic
message to contact employees that their voice is least likely to be dismissed or neglected by
their superiors.

In addition, any novel ideas should be frequently recognized—perhaps nominated
for the “idea of the month” or the “idea of the year”—through internal company sites
or newsletters. If possible, a small reward can be given to the employee who proposed
the idea. It is also imperative to respond to employee opinions that are not accepted
by the organization so that employees learn that the organization gives a fair amount
of consideration to all of their suggestions. Just as hospitality practitioners tirelessly
seek customer voice to improve the operation, employee voice should be taken just as
seriously. The practitioners must keep in mind that self-efficacy is a key to encourage contact
employees’ voice behavior. Employees’ self-efficacy is likely to increase through diligent,
sincere responses. In conclusion, if hospitality companies wish to gain a competitive edge
in a fast-changing global market, they must understand that the voice of employees with
high levels of CQ deserves to be heard.

5.3. Limitations and Directions for Future Research

Given that this study was conducted in casual or fine dining restaurants, it is rec-
ommended to validate the findings in other hospitality or service sectors. It will also be
interesting to conduct comparative studies to reveal which intelligence plays a more sub-
stantial role in voice behavior (e.g., IQ vs. EQ vs. CQ) in a variety of hospitality or service
sectors. IQ may serve as basic intelligence for all types of work performance, including
voice behavior, whereas CQ or EQ may be required for career success in certain job envi-
ronments such as hospitality. In addition, it is plausible to examine interactions between
different kinds of intelligence. Cote et al. argue that EQ compensates for IQ [66]. They
reveal that employees with low IQ are able to perform their tasks if they are emotionally
intelligent. We predict similar results among employees with high CQ, especially in a
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multicultural work environment. CQ and IQ become compensatory; in other words, CQ
becomes a stronger determinant of job performance as IQ decreases.

CQ enables people to perceive and understand cultures that are different from their
own. Through interactions with customers of other ethnicities or from foreign countries,
employees absorb new knowledge. This accumulated new knowledge may help them to
see issues with fresh eyes. Employee voice can be promotive or prohibitive [52]. Promotive
voice offers suggestions to improve work practices; prohibitive voice is intended to prevent
harmful events from occurring. Researchers may want to examine the relationships between
CQ and these two types of voice. It is predicted that a CQ that is more receptive to a new
culture encourages promotive voice rather than prohibitive, possibly stimulating innovative
thoughts, which is critical in an increasingly volatile economic climate we experience.

6. Concluding Remarks

This study provides compelling evidence of the positive influence of CQ on employees’
voice behavior and job satisfaction, with self-efficacy serving as a mediator between CQ
and voice behavior. Drawing upon the theoretical framework of demands-abilities fit,
this study makes a valuable contribution to the extant literature by highlighting CQ as an
essential individual capability in the hospitality industry. This study generally underscores
the importance of hospitality employees” knowledge and understanding of other cultures
and the necessity of cultivating employees” CQ. Thanks to CQ, hospitality employees
are likely to feel more confident in daily operations. The organization, filled with highly
culturally intelligent employees, can create a more conducive work environment, furthering
each and everyone’s work engagement and job satisfaction. It is our hope that hospitality
practitioners make the best use of employee voice for their organizations’ sustainable
success in today’s fast-changing business environment, particularly while going through
the COVID-19 pandemic.
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