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Abstract

This study investigates the distinctive impact of empathetic and executive leadership paradigms on
employee engagement and performance in the service economies of select South Asian countries—India,
Malaysia, Indonesia, and the Philippines. Using a quantitative research design with data collected from
400 employees across multiple service sectors, the research evaluates how leadership attributes such as
time management, communication, feedback- seeking behavior, goal consistency, and flexibility influence
engagement and productivity. The findings reveal that both empathetic and executive leadership
significantly contribute to improved employee outcomes when integrated effectively: empathetic
leadership fosters trust, emotional commitment, and resilience, while executive leadership provides
strategic direction, operational structure, and innovation alignment. Hypothesis testing through ANOVA
confirmed that time management, effective communication, proactive feedback, goal consistency, and
adaptability each have a significant positive effect on organizational and individual performance. The
study concludes that a blended leadership model—balancing empathy with strategic execution—is crucial
to sustaining engagement, enhancing service quality, and ensuring competitive advantage in culturally
diverse service environments.
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1. Introduction

1.1 Background of the Study

The paper starts by highlighting the essential role of leadership in service industry. Active listening,
emotional intelligence, compassion, and adaptability are some of the qualities of empathetic leadership.
No empathetic leaders consider the emotional and professional health of workers and this forms inclusive
work environments, and builds trust. This practice alleviates stress, encourages morale, and productive
performance. During crisis or change in the organization, empathy enables leaders to be transparent and
supportive and thus make employees go through the unknown uncertain times with confidence (Zivkovic,
2022). In contrast to the traditional leadership where the focus is mostly on efficiency, empathetic
leadership is a skill that is developed with the help of communication and emotional intelligence training
programs, and that is why it is a progressive leadership style that bridges the gap between the goals of the
organization and the well-being of the employees.

N E L E O E L E L E L E L EE L E L EE L EE L EE N EE EEEE N EEEEEE L EEE L EEEF

Quarterly Journal Peer Reviewed Journal ISSN No. 2394-8426 Page 26
Indexed Journal Referred Journal http://www.gurukuljournal.com/



Gurukul International Multidisciplinary
Research Journal (GIMR])with
International Impact Factor 8.357

Peer Reviewed Journal
https://doi.org/10.69758/GIMRJ/2510S01V13P003

R L LR LR R L, L L L L L L L L L e L L L L L L Lt LA et L N L N L L AL L L L L L Lt ]

e-ISSN No. 2394-8426

Special Issue on
Scientific Research Oct’25
Issue-X(I), Volume-XIII

In contrast, executive leadership is strategy vision oriented, decision-making, and innovative. Executive
leaders develop definite long-term visions, forecast the market trends, and develop systems to enhance the
growth of the organization. They have the role of balancing between short-term operation requirements
and long-term strategies, ethical decision-making, and facilitating innovation (Zivkovic, 2022). Whereas
empathy leadership fosters people, executive leadership makes sure that the company is geared towards
larger aspirations. The two types of leadership combined offer a balanced model that focuses on the
emotional and strategic needs of service organizations in the modern world.
1.2 Employee Engagement and Performance in the Service Sector
Engagement of employees is critical in defining success of the organization especially in the service
sector where human interaction determines the results to a great extent. Engagement is the emotional
commitment to work as well as the cognitive commitment to work by the employees. The motivation
factors are effective communication, good leadership, reward system, career growth, and work-life
balance (Haricharan, 2022). Some of the challenges are cultural difference, employee turnover as well as
the disruption caused by technological change. However, high involvement brings about innovation,
flexibility, and customer satisfaction, which are very vital in the growth of an organization in the long run.
On the same note, employee performance is the vital area of consideration which does not only involve
task performance but also emotional labour, flexibility, and providing customer relationship management.
Supportive leadership, inclusive organizational cultures and strong feedback systems are important to
performance. Although factors like burnout and high mobility of labor tend to jeopardize the consistency
of performance, organizations that are robust in supporting employees, and in the pursuit of continuous
learning provide better standards of service. A high-performing employee will make customers loyal,
organizational profits, and strong crisis resistance (Sahi et al., 2022). The effective ways of maintaining
performance in competitive service environments are leadership development, performance-based
incentives, and open communication.
1.3 Research Problem
The research problem noted here is that there is no research on the effect of empathetic and executive
leadership used concurrently on employee engagement and performance within various cultural service
contexts. Conventional leadership styles do not pay much heed to relationship and emotional aspects,
which are crucial in service organizations. Emotional support, empathetic leadership offers, is limited
unless supported by the strategic alignment given by executive leadership (Bani-Melhem et al., 2021).
This paper is aimed at filling this gap by looking at the interactions between the two styles.
The rationale behind the study is to address the question of whether empathetic and executive leadership
helps to improve the level of engagement and performance within the service industry. The purpose will
be the analysis of the relationship between leadership characteristics and performance, the importance of
communication and adaptation in the workplace, and the relationship between the leadership style,
professional development, and the resilience of the organization.
2. Research Aim And Objectives
To investigate how Empathetic and Executive leadership might improve worker performance and
engagement in the service industry.
2.1 Research Objectives

1. To examine the connection between good time management and the capacity to fulfil deadlines.

2. To evaluate how effective communication affects teamwork and overall organisational

effectiveness.
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3. To investigate how proactive feedback-seeking behaviour affects job performance and the
enhancement of skills.
4. To look into how career advancement and professional accomplishment are shaped by goal
achievement dependability.
5. To assess the impact of flexibility on the ability to solve problems and respond to obstacles at
work.
2.2 Research Questions
1. How does efficient time management relate to the capacity to fulfil deadlines?
2. What effects does effective communication have on teamwork and productivity?
3. How much does proactive feedback-seeking behaviour affect job performance and skill
development?
4. What impact does goal achievement consistency have on career advancement and academic
achievement?
5. How does flexibility affect the ability to solve problems and respond to obstacles at work?
3. Literature Review
The importance of leadership in the service industry has been traditionally viewed as the key to
organizational performance especially since any service work is always person-oriented, and is built on
human relations, customers, and feelings. The literature review always demonstrates that one of the
biggest drivers of influence on employee motivation, satisfaction, and performance is leadership.
Continuing the discussion, I would also like to discuss not just the role of empathetic and executive
leadership but the manner in which different theories, mechanisms, and contextual factors combine to
influence outcomes.
The in-depth knowledge of the leadership theories provides the insights of how leaders can influence the
engagement and performance. Transformational leadership is one of the most popular methods of
leadership, which is concemed with the qualities of a leader to inspire his followers and generate
significant vision and intellectual and personal development. Transformational leaders offer the personal
attention through individualized consideration, which bears the direct similarity to empathetic leadership
qualities. Transactional leadership on the other hand focuses on transactions, like performance rewards or
performance sanctions. Though it may be able to produce the results in the short run, the impact it has on
the engagement in the long run is constrained since employees tend not to feel personally valued and
involved to larger organizational objectives (Santoso et al., 2022). Servant leadership emphasizes making
ethical choices and focusing on the needs of employees rather than his/her position of power, establishing
good relationships of trust and belonging. True leadership also emphasizes on transparency, moral clarity,
and consistency where employees feel that there is fairness and integrity in leadership practices. Both
these theories help to comprehend the direct or indirect role of leadership styles in the engagement,
innovation, and productivity.
Communication is one of the most critical leadership processes that impact engagement. Effective leaders
that provide vision clarity, clear expectations, and consistent feedback develop a sense of purpose and role
clarity in the employees. Poor communication on the other hand encourages confusion, disengagement
and mistrust. Of the same importance is the role of trust itself. Effective leader-follower relationships are
based on the idea of trust, which will help employees feel safe when taking risks, expressing their worries,
and devotion to organizational goals (Southgate et al., 2023). One more factor in this is emotional
intelligence; leaders who are able to control themselves, as well as employees, during their reactions,
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develop climates of psychological safety. These climates are known to prompt the employees to work
more than the stipulated job conditions, leading to more discretionary effort, creativity, and cooperation.
The literature on empathetic leadership indicates the positive correlation between empathetic leadership
and employee outcomes through empirical research. Employees who are engaged, and have a sympathetic
leadership, are more enthusiastic, committed emotionally, and innovative. Indicatively, job environments
that are under the leadership of empathetic leaders are usually characterized by low cases of absenteeism,
low turnover, and improved customer satisfaction. The given results are achieved since the employees feel
truly appreciated, nurtured, and heard, which encourages them to play a bigger role (Kanwal et al., 2025).
Furthermore, sensitive leadership can assist workers to balance the emotional aspects of service work,
which protects against burnout and stress (Haryanto et al., 2023). This especially applies to industries like
healthcare, hospitality and education where emotional labor is heavy. Flexible and understanding leaders
assist their employees in coping with such pressures and remain motivated and productive.

These dynamics are complemented by the executive leadership which works on the level of strategies and
structure. Executive leaders can support engagement and performance by enshrining recognition systems,
performance measures, and growth opportunities into organizational policies. They provide the
consistency of the leadership practices on the frontline with the overall vision and organizational
objectives. Once such an organizational culture is reinforced at the executive level, focusing on being
inclusive, fair, and mindful of the employees, it will be transmitted all the way down the hierarchy and
shape into daily habits of middle managers and supervisors (Mohanty & Kulkarni, 2023). Therefore, a
two-sided method of empathetic and executive leadership is insured to make sure that the employees
receive interpersonal support along with the systems and structures that support their endeavors.

Another dimension that is critical in leadership performance is cultural influences. The literature has
proved that leadership practices are not universal and can not be used in various cultural environments. As
an example, there are high power-distance cultures where employees might want their leaders to be
directive and make decisions top-down, and low power-distance cultures where employees might
appreciate their participative and collaborative styles. Servant and empathetic leadership styles are very
appealing in collectivist cultures, where harmony and loyalty to the group is valued above all (Thanh &
Quang, 2022). On the other hand, in individualistic societies, the leaders who compensate individual
accomplishment and promote independence can be more successful. These cultural differences is a
demonstration that leadership success is relative, and leaders must exercise cultural intelligence that will
help them change their style according to the situation (Jindain & Gilitwala, 2024). This flexibility is
particularly important in the service industry, where cultural differences among both employees and
customers may be a key characteristic.

The role of leadership in times of crisis and change also emerges out in the literature. Around the time of
global pandemic, all studies were conducted indicated that the organizations whose leaders showed
empathy, flexibility, and openness were more successful in keeping the spirit and work morale of
employees. Leaders that cared about the well-being of their employees, shared the uncertainty openly, and
engaged employees in the decision-making procedures developed resiliency among their teams. The
executive leaders who both used empathy and strategic foresight provided the environment in which the
employees felt supported and at the same time ensured of the survival of the organization in the long-term
(Thanh et al., 2022). These findings support the thesis that leadership in the services industry should
incorporate both human-oriented empathy and outcome-focused executive leadership direction. The last
pillar of this discussion is the leadership development programs. Organizations are becoming more aware
that good leaders are not born, rather they are developed through intentional training and professional
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growth. Leaders are empowered to deal with diverse workforces and the multifaceted environment
through programs which focus on improving emotional intelligence, ethical decision-making,
communication and cultural awareness. Moreover, mentoring and coaching programs offer aspiring
leaders with practical leadership and role modeling. The leadership capacity is further strengthened
through development programs so that these qualities are maintained and become institutionalized (Vladi¢
et al., 2021). Finally, there is the idea of empathetic and executive leadership integration that produces a
way to balance organizational long-term and employee needs and therefore is deemed essential to the
future of the service industry.
4. Research methodology
A research methodology is a methodical, controlled procedure for activities that guides the researcher's
actions and plans to carry out the research investigation consistently, on schedule, and to produce accurate
findings and detailed recommendations. As stated by Ghanad (2023), a research strategy helps researchers
save both time and funds, in addition to helping them stay focused and become more productive. To make
certain the study is carried out correctly, it is crucial to understand the presumptions, ideas, and
motivations behind the particular research techniques that are crucial to the effectiveness of the research
(Taherdoost, 2022). The purpose of this study is to examine the distinctive impacts of executive and
empathic leadership paradigms on worker engagement and productivity in a few South Asian service
economies. To achieve this, a quantitative study approach has been employed, whereby a quantitative
questionnaire method has been used to collect data through a survey given to various stakeholders, such as
managers, employees, and leaders. According to Bauer et al. (2021), a quantitative research methodology
is more practical in this context when it comes to processing the data using statistical, logical, or scientific
methods. Instead of concentrating on particular results, a quantitative method aims to collect
comprehensive data about the subject being studied (Dehalwar & Sharma, 2023). Since the current study
uses a quantitative research technique, it also uses a positivism perspective and a descriptive research
methodology. Providing a description of current or relevant events as they occur is aided by descriptive
analysis. Statistics can occasionally be viewed as an account of occurrences as they happen, and it also
aids in elucidating the pertinent characteristics of the study's population (Muzari et al., 2022).
Investigators who adhere to the positivist paradigm for investigation also critically examine problems
without getting involved. Thus, positivism philosophy requires quantifiable outcomes, positive-structured
methodology, and analysis. As a result, positivism researchers evaluate and critically analyse the data they
have gathered (Maksimovic & Evtimov, 2023). Further, the study involves 400 employees, who include
contract workers, trainees, full-time workers, and part-time workers, and have extensive expertise in the
customer service industry. Professionals from a variety of nations are included in the investigation,
namely Indonesia, Malaysia, the Philippines, and India. The study uses purposive sampling which aimed
at those who have direct leadership experience in the service sector (Michulek et al., 2023). The
demographics of the respondents are given below
e The majority of the respondents, that is 27.5% belong to the age group of 55-64 years, followed
by 25.3 per cent of the respondents belonging to the age group of 25-34 years and 25.8 per cent
belonging to the age group of 18-24 years.
e 54.3% of the respondents are males, while 45.8 per cent of the respondents are females.
e 27.3 per cent of the respondents held a bachelor's degree, 25.8 per cent were professional degree
holders, and 25 per cent held a bachelor's degree.
¢ The majority of the respondents, that is 28.2 per cent, were customer service representatives, 24.8
per cent were senior executives, and 28.3 per cent were managers.
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e The majority of the respondents, that is 27.5 percent, have more than 10 years of experience,
followed by 25.8 percent of the respondents having 1-3 years of experience and 25.3 percent of
the respondents having 4-6 years of experience.

e 27.5% of the respondents are part-time Employees, while 25.8 per cent are interns and 25.3 per
cent are contract workers.

e 28.5% of the respondents are Indians, 25.3 per cent are Malaysians, 24.3 per cent of the
respondents belong from Philippines, and 22 per cent are Indonesians.

4.1 Statistical Analysis

Frequency tables have been used in the current study to identify factors pertaining to gender, age,
education, experience, and the nature of employment. Additionally, correlations were used to establish
relationships between time management, fulfilling deadlines, communication, teamwork, organisational
effectiveness, feedback-seeking behaviour, job performance, skill enhancement, career advancement,
professional accomplishment, and flexibility for solving problems. Lastly, the proposed research
hypothesis was addressed and examined through the use of ANOVA testing.

5. Findings and Discussion:

5.1 Hypothesis Testing

Objective Proposed Hypothesis P- Accepted/
Value Rejected
To examine the connection | HO: There is no significant relationship between time | p<0.05 | Null
between good time | management skills and the ability to meet deadlines Rejected
management and  the | effectively. Alternate
capacity to fulfil deadlines. | H1: There is a significant positive relationship between time Accepted
management skills and the ability to meet deadlines
effectively.
To evaluate how effective | HO: Communication Proficiency has no significant impact on | p<0.05 | Null
communication affects | Team Collaboration and Overall Organisational Performance. Rejected
teamwork and overall | Hl: Communication Proficiency has a significant positive Alternate
organisational impact on Team Collaboration and Overall Organisational Accepted
effectiveness. Performance.
To investigate how | HO: Proactive Feedback-seeking Behavior has no significant | p<0.05 | Null
proactive feedback-seeking | influence on Skill Development and Job Performance. Rejected
behaviour  affects job | Hl: Proactive Feedback-seeking Behavior has a significant Alternate
performance  and  the | positive influence on Skill Development and Job Accepted
enhancement of skills. Performance.
To look into how career | HO: Consistency in Goal Achievement has no significant role | p<0.05 | Null
advancement and | in shaping Professional Success and Career Growth. Rejected
professional H1: Consistency in Goal Achievement has a significant role in Alternate
accomplishment are shaped | shaping Professional Success and Career Growth. Accepted
by goal  achievement
dependability.
To assess the impact of | HO: Adaptability has no significant effect on Problem-solving | p<0.05 | Null
flexibility on the ability to | Effectiveness and Responses to Workplace Challenges. Rejected
solve problems and respond | H1: Adaptability has a significant positive effect on Problem- Alternate
to obstacles at work. solving Effectiveness and Responses to Workplace Accepted
Challenges.
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5.2 Discussions

The study examined the connection between good time management and the capacity to fulfil deadlines.
The results of the research showed a significant relationship between flexibility and planning in terms of
output. The findings suggest that effective planning directly increases worker productivity by removing
uncertainty and optimising time use. Meanwhile, flexibility helps employees better adjust to changing
consumer demands and work environments. Since operational requirements and customer interactions are
unpredictable in the constantly changing service business, flexibility and planning combine to provide
structure and adaptability, qualities that are essential. Therefore, in order to boost productivity, businesses
in the service industry should attempt to strike a balance between planning and flexibility. The company
should concentrate on creating procedures and timetables with flexibility in mind.

The second goal analysed how effective communication affects teamwork and overall organisational
effectiveness. The results showed that teamwork and overall organisation are moderately impacted by
communication skills. Although it may not be the strongest motivator, the results show that effective
communication is a critical enabler of productivity and cohesion in the service sector. Clear and efficient
communication reduces misconceptions, streamlines processes, and fosters stronger teamwork. This
highlights the need for companies to invest in communication instruction, encourage broad avenues of
feedback, and leverage digital collaboration tools to enable seamless communication. Even if planning
and adaptability may have a bigger effect on efficiency, these characteristics can be amplified by
strengthening interpersonal abilities, which ensure alignment, reduce conflict, and promote a culture of
cooperation.

The third goal investigated how proactive feedback-seeking behaviour affects job performance and the
enhancement of skills. According to the research's findings, proactive feedback-seeking is a highly
reliable indicator of skill improvement and worker performance. According to the research, workers in the
hospitality industry who ask for helpful criticism from their managers, other employees, supervisor, or
customers are more likely to develop their abilities, which will enhance their job performance. According
to this research, initiative, receptivity to new information, and flexibility are essential in the service
industry. The employee may improve their abilities, define shortcomings in performance, and clarify
expectations with the help of the feedback they receive. This enhances individual job efficiency and
fosters long-term career progress. Therefore, by fostering a culture that values feedback, businesses can
maximize employee potential and improve the overall service.

The investigation’s fourth goal examined how career advancement and professional accomplishment are
shaped by goal achievement dependability. The results showed that professional achievement and career
advancement can be positively and significantly impacted by consistent goal attainment. These results
emphasise how important consistent performance over time is. Professionals in the service industry who
regularly reach or surpass their objectives exhibit dependability, self-control, and sustained dedication.
These attributes hold great significance for the businesses. A track record of accomplishment is built by
this constant behavior, which opens the door to career progression, promotions, and recognition for the
staff. Additionally, this increases the employees' reputation and self-confidence, which encourages them
to take on greater responsibility. Because accomplishment is closely related to customer satisfaction and
corporate results, attaining consistent goals becomes crucial for personal success and corporate growth in
the service sector.

Finally, the study assessed the impact of flexibility on the ability to solve problems and respond to
obstacles at work. The results showed that workplace problem-solving and responsiveness to problems are
significantly impacted by adaptability. These results highlight how important flexibility is, particularly
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when considering the service industry. Since they can quickly adjust their plans, adopt new perspectives,
and remain composed in times of uncertainty, workers who are adaptable can produce effective solutions.
This ability not only boosts individual productivity but also strengthens team resilience to unanticipated
setbacks. By fostering flexibility, companies can foster creativity, reduce resistance to shifts, and improve
comprehensive responsiveness. Being flexible becomes essential for sustaining output and organizational
competitiveness in a service-oriented setting when client demands and market dynamics fluctuate
frequently.
6. Significance of the Study
The purpose of this investigation is to investigate the ways in which time management abilities and
deadline compliance are related, how effective communication impacts teamwork and overall
organisational performance, how proactive feedback-seeking behaviour influences improvement in skills
and job performance, how reliability in goal achievement shapes professional achievement and career
advancement, and how adaptability influences problem-solving efficiency and reaction to workplace
obstacles. The study is important since it illuminates the association between emotional and strategic
aspects of leadership. Inclusion, loyalty, and collaboration at workplace require empathetic leadership,
whereas the executive leadership is required to establish strategic directions and operational success. The
study of the two will inform on how organizations can improve the alignment of leadership practices and
strategic objectives (Godbless, 2021). These findings will also be used to drive leadership development
initiatives and workable solutions that will not only benefit the employees but also the organization.
From a managerial perspective, this study is essential for managers, leaders, policymakers, and other
stakeholders because it provides recommendations on how employee engagement and performance can be
improved by implementing extensive leadership paradigms and determinants, like feedback-seeking
behaviours, goal achievement, and how adaptability influences employee performance and overall
organisational performance. Furthermore, the stakeholders may be able to improve employee performance
and engagement and address the issues pertaining to obstacles at work by implementing the
recommendations provided in the next segment of this paper.
Concerning the implications of the study’s theoretical framework, it is important to note that the study
adds to the literature pertaining to leadership paradigms, employee engagement, and performance within
the Service Economy. This study will establish the foundation for the less explored topic of leadership
paradigms in selected South Asian countries, as well as assist future researchers in doing similar studies
and adding to the existing body of research in this area.
7. Conclusion and Recommendation:
Conclusively, the study found that the capacity to efficiently meet deadlines and time management skills
were revealed to be significantly positively correlated. Additionally, team collaboration and overall
organisational performance are significantly improved by communication proficiency. Additionally, the
study discovered that proactive feedback-seeking behaviour significantly improves job performance and
skill development. It was discovered that professional success and career growth are significantly shaped
by consistency in goal achievement. Lastly, effective problem-solving and responses to workplace
challenges are significantly improved by flexibility. Based on the study findings, the following
recommendations have been proposed
e The study suggests that the service organisations must incorporate both empathetic leadership that

focuses on flexibility, understanding, and support, and executive leadership that focuses on

performance targets, structure, and planning. This blended approach helps the leaders in meeting

both the operational performance with employee engagement.
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¢ By employing empathetic leadership, adaptability can be enhanced, which helps in understanding
employee challenges, while executive leadership paradigm implementation can assist in aligning
the procedures in order to meet the project deadlines.

e Additionally implementation of a balanced executive and empathetic leadership approach can
assist in facilitating communication, emotional comprehension, and safety, along with improving
information flow. Therefore, the service organisations must invest in training initiatives for
fostering communication, cultural awareness, and clarity.
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