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ABSTRACT

Purpose—This study aims to examine the effects of Perceived Organisational
Support (POS) and Leader-Member Exchange (LMX) on employee
performance, with work engagement serving as a mediating variable among
health workers in public health facilities in Medan.

Method — This study employed a quantitative approach. The population
consisted of health workers from 41 public health facilities in Medan. A total
of 180 respondents were selected using a convenience sampling technique.
Data were collected through questionnaires, interviews, and documentation.
The data were analysed using Structural Equation Modelling (SEM) with
SmartPLS 3.0.

Results — The findings reveal that Perceived Organisational Support (POS)
has a significant positive effect on employee performance and work
engagement. Likewise, Leader-Member Exchange (LMX) significantly
influences employee performance and work engagement. In addition, work
engagement has a significant positive effect on employee performance. The
mediation analysis further indicates that work engagement significantly
mediates the relationships between POS and employee performance, and
between LMX and employee performance.

Originality/Novelty — This study offers a research model that integrates POS,
LMX, work engagement, and employee performance in the context of public
health services. It also highlights the mediating role of work engagement in
explaining how organisational support and leader-member relationships
contribute to better employee performance.

Implications — theoretically, this study contributes to the employee
performance literature by highlighting work engagement as a mediating
mechanism linking perceived organisational support and leader-member
exchange to employee performance. Practically, the findings suggest that
public health institutions can improve human resource effectiveness and
service quality by strengthening organisational support and fostering high-
quality leader-employee relationships.
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INTRODUCTION

Community Health Centres play a highly strategic role in accelerating improvements
in public health. Therefore, Puskesmas are required to provide quality and satisfactory
services to their patients in accordance with established standards, while also being
accessible to all levels of society (Limato et al., 2023; Juliansyah et al., 2024). To create
quality and satisfactory health services, the implementation of healthcare delivery requires
adequate health human resources, both in terms of quantity, type, and quality (Juliansyah et
al., 2024).

Organizations and human resources are now faced with rapid changes and high
challenges, where performance is defined as the results achieved by an individual, both
qualitatively and quantitatively, in carrying out their tasks and responsibilities (Garengo et
al., 2022; Muslih & Hardani, 2022). The performance of individual employees influences
organisational success; thus, every organisation strives to manage its human resources
effectively. Performance reflects the output of employee work, both in terms of quantity
and quality (Awan et al., 2020; Muslih & Pratama, 2022). Performance is observable
behaviour, in which individuals act in ways that are relevant to organisational goals
(Cabrera & Estacio, 2022). Good performance is one of the main objectives of
organisations seeking to achieve high work productivity. Achieving optimal performance
cannot be separated from the quality of human resources (Elrehail et al., 2020). Therefore,
organisations need to understand the factors that may influence employee performance,
one of which is perceived organisational support (POS) (Maan et al., 2020).

In the current public health context, community health centres are required to deliver
accessible, responsive, and high-quality primary health services while facing increasingly
complex organisational demands. Recent evidence shows that community health centers
still need stronger institutional readiness to implement integrated primary health care
services (Dhynianti et al., 2025). At the national level, Indonesia also faces a health
workforce gap, with the health worker ratio estimated at 3.84 per 1,000 population, below
the World Health Organisation threshold of 4.45 (Muharram et al., 2024). These conditions
indicate that improving employee performance in public health institutions requires not
only technical competence but also organisational support, effective leadership
relationships, and psychological attachment to work.

Perceived organisational support (POS) is a key factor because employees tend to
perform better when they believe that the organisation values their contributions and cares
about their well-being (Eisenberger et al., 2020). Organisational support theory, rooted in
social exchange logic, explains that employees reciprocate favorable organizational
treatment through positive attitudes and stronger work behaviours (Caesens &
Stinglhamber, 2020). Empirically, POS has been found to enhance psychological
empowerment and job satisfaction (Maan et al., 2020), and to strengthen work engagement
through thriving and flourishing at work (Imran et al., 2020). However, previous findings
remain inconsistent. Some studies support a direct relationship between POS and
performance, whereas others indicate that POS influences performance indirectly through
psychological mechanisms such as job satisfaction, empowerment, differential treatment,
or work engagement (Jeong & Kim, 2022; Maan et al., 2020). This inconsistency suggests
the need to clarify how POS contributes to employee performance in public health
institutions.

Leader-member exchange (LMX) is also relevant because performance in health
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service organisations depends on daily coordination, trust, communication, and support
between leaders and staff. High-quality LMX provides employees with access to
information, recognition, and socio-emotional support, which may encourage commitment
and discretionary contributions. In hospital settings, Che et al., (2021) found that LMX
improves task performance through organisational -citizenship behaviour. Santalla-
Banderali & Alvarado (2022) Further showed that LMX quality affects work performance
through communication satisfaction and work engagement. Nevertheless, the LMX-
performance relationship is not always direct. Mulligan et al., (2021) and Jufrizen et al.,
(2024) indicate that work engagement can mediate the relationships between leadership
and work outcomes.

Work engagement is therefore positioned as the core psychological mechanism in
this study. Engaged employees demonstrate vigour, dedication, and absorption, which help
them invest more energy in serving patients and achieving organisational goals. Meta-
analytic evidence confirms that work engagement is positively related to behavioural and
performance outcomes across sectors (Borst et al., 2020; Corbeanu & Iliescu, 2023). Thus,
the novelty of this study lies in integrating POS, LMX, work engagement, and employee
performance in the context of public health institutions. This study aims to examine the
effects of POS and LMX on employee performance and to analyse the mediating role of
work engagement in these relationships.

Hypothesis Development
The Relationship between Perceived Organisational Support and Work Engagement
Perceived Organisational Support (POS) plays a central role in enhancing employee
work engagement. POS refers to employees’ belief that the organisation values their
contributions and cares about their well-being. Employees who perceive strong support
typically show greater energy, motivation, and dedication, which directly increases their
engagement with both their tasks and the organisation. Research consistently confirms the
significant influence of POS on work engagement, especially in healthcare, where workers
face heavy workloads and emotional strain (Sanlioz et al., 2023). During crises such as the
COVID-19 pandemic, POS also functioned as a protective factor, fostering engagement
among healthcare workers across public service facilities (Ashfaq et al., 2023). Similar
results were that organisational support promoted engagement by improving psychological
safety and intrinsic motivation (Schuh et al., 2021), and in Mexico, where POS showed
positive effects across cultural contexts (Ortiz-Isabeles & Garcia-Avitia, 2021). The
mechanism of this relationship has been further explored. Musenze et al., (2021)
demonstrated that self-efficacy mediates the link between POS and engagement,
underscoring the role of psychological resources. POS also facilitates the fulfilment of
basic psychological needs, autonomy, competence, and relatedness, which strengthen
engagement (Ni et al., 2023). Beyond engagement, organisational support has been shown
to enhance employees’ creativity and innovation through engagement as a mediator
(Aldabbas et al., 2025). Moreover, positive psychological capital was found to amplify the
impact of POS on engagement, suggesting that supportive organisations foster a more
resilient and productive workforce (Kirilmaz, 2022). Overall, the literature highlights that
higher perceptions of organisational support consistently predict stronger employee
engagement, forming the basis for the proposed hypothesis.
H1: Perceived Organisational Support Affects Work Engagement
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The Relationship between Perceived Organisational Support and Healthcare
Workers' Performance

Perceived Organisational Support (POS) not only enhances work engagement but
also directly relates to healthcare workers' performance. POS reflects the extent to which
employees feel that their contributions are valued and their well-being is cared for by the
organisation. In the healthcare context, the perception of organisational support is
particularly important due to the high workload, health risks, and psychological pressures
experienced by healthcare professionals. Research shows that healthcare workers who
perceive strong organisational support tend to demonstrate better job performance in terms
of productivity, service quality, and organisational citizenship behaviour (Sanlioz et al.,
2023). Similar findings were reported by (Chatzittofis et al., 2021), who revealed that POS
contributes to the formation of positive psychological states that promote performance
even under high-pressure conditions, such as during the COVID-19 pandemic. In China, a
study by (Song et al., 2023) found that POS positively correlates with the performance of
primary healthcare workers, particularly through enhanced individual resilience and
workplace social support.

Meanwhile, a study in Jordan indicated that POS strengthens organisational
commitment, which ultimately impacts healthcare workers' performance (Saadeh & Suifan,
2019). Furthermore, research by Ma et al., (2023) demonstrated that POS significantly
influences nurses' performance through the mediation of psychological capital and
organisational identification. This suggests that supportive organisations not only provide
direct benefits to performance but also shape psychological factors and professional
identity that reinforce healthcare workers' contributions. Another study conducted in
Turkey confirmed that job satisfaction and affective commitment-both influenced by POS-
are strong predictors of improved performance and reduced turnover intentions (Giin et al.,
2021). Thus, the literature consistently emphasises that POS positively impacts healthcare
workers' performance, both directly and through mediating psychological factors. Based on
this review, the following hypothesis is proposed:

H?2: Perceived Organisational Support Affects Performance

The Relationship between Leader-Member Exchange and Work Engagement
Leader-Member Exchange (LMX) is a theory that emphasises the quality of dyadic
relationships between leaders and subordinates, characterised by trust, respect, and
reciprocal obligations. High-quality LMX relationships are believed to enhance work
engagement, as leaders function not only as providers of instructions but also as sources of
support, inspiration, and motivation. Recent studies indicate that LMX has a significant
influence on work engagement, particularly through improvements in communication, job
satisfaction, and psychological empowerment (Santalla-Banderali & Alvarado, 2022 ;
Wagner & Koob, 2022). Research by Kapil & Rastogi, (2020) further confirms that LMX
is positively correlated with communication satisfaction and engagement, which in turn
contributes to enhanced individual performance. Aggarwal et al., (2020) found that
psychological empowerment mediates the relationship between LMX and work
engagement, suggesting that employees who feel empowered tend to be more engaged in
their work. In addition, Liu et al., (2023) confirmed that specific resources, such as task
support and job mastery, explain the mechanism through which LMX improves
engagement. On a broader scale, Kananu et al., (2020) highlighted that LMX fosters
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innovative work behavior through enhanced employee engagement. More recent research
revealed that the trajectory of work engagement develops significantly in line with the
consistency of positive interactions between leaders and subordinates, emphasising the
importance of long-term relationship quality in LMX (T6th-Kirdly et al., 2023).
Furthermore, Du et al., (2022) underscored the role of LMX in sustainable work
environments, showing that social relations (mogqi) facilitated by LMX strengthen
employee engagement in organisations adopting green management practices. Thus, the
literature consistently emphasises that the higher the quality of leader-subordinate
relationships, the greater the level of employee work engagement. Based on this
discussion, the following hypothesis is proposed:
H3: Leader—Member Exchange Affects Work Engagement.

The Relationship between Leader-Member Exchange and Healthcare Workers'
Performance

Leader-Member Exchange (LMX) is a theory that emphasises the quality of
interactions between leaders and subordinates, encompassing mutual trust, loyalty, and
reciprocal support. In the context of healthcare organisations, the quality of LMX strongly
influences healthcare workers' performance, as leaders play a critical role in providing
guidance, emotional support, and opportunities for development. Recent studies
demonstrate that LMX is positively correlated with individual performance, including
innovative and proactive behaviours among healthcare professionals. For example, Cheng
et al., (2024) found that high-quality LMX enhances nurses' innovative behaviour, thereby
directly improving the quality of patient care. Similarly, Bennouna et al., (2023)In their
study of healthcare workers in Algeria, they found that LMX significantly affects safety
behaviour through the mediating role of job satisfaction, ultimately increasing their
effectiveness. This finding highlights that leaders who build strong relationships with their
staff not only foster engagement but also create a safer and more productive work climate.

Furthermore, Saygili et al., (2025) emphasised that high-quality LMX reduces
healthcare workers' turnover intentions by enhancing job satisfaction and organisational
commitment, which in turn contributes to long-term performance improvement. Bas et al.,
(2024) also confirmed that LMX strengthens work integration through knowledge-sharing
behaviours, thereby supporting the effectiveness of collaboration among medical staff.
These consistent findings indicate that high-quality leader-member relationships can
enhance healthcare workers' performance both directly and indirectly, through increased
satisfaction, commitment, and innovative behaviour. Based on this reasoning, the
following hypothesis is proposed:
H4: Leader—Member Exchange Affects Workforce Performance

The Relationship between Work Engagement and Healthcare Workers' Performance

Work engagement has been widely recognised as a key factor driving healthcare
workers' performance. This concept comprises three main dimensions-vigour, dedication,
and absorption-which collectively influence work behaviour and individual outcomes.
Evidence shows that healthcare professionals with high levels of work engagement tend to
be more proactive, enthusiastic, and committed to delivering healthcare services, thereby
improving the quality of patient care. A study conducted in the United Arab Emirates
confirmed that work engagement is significantly related to nurses' performance in the
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public health sector, where high engagement strengthens the relationship between job
characteristics and work outcomes (Al Badi et al., 2023). Furthermore, cross-national
research demonstrated that work engagement serves as an important mediator in the
relationships among burnout, professional self-efficacy, life satisfaction and healthcare
workers' performance. In other words, engagement helps buffer the negative effects of job
stress on performance (Bernales-Turpo et al., 2022). Similarly, Hasan et al., (2023) found
that transformational leadership enhances nurses' performance through work engagement
as the main mediating mechanism. In the European context, research has confirmed that
engagement among primary healthcare workers is crucial to preventing excessive referrals
to secondary hospitals, as engaged staff are better able to resolve health issues at the first
level of care (Szilvassy & Sirok, 2022).

Additionally, Sadovyy et al., (2021) revealed that emotional intelligence strengthens
the relationship between work engagement and professional performance among
healthcare workers during the COVID-19 pandemic, underscoring the role of psychosocial
factors in times of crisis. Taken together, these consistent findings across diverse contexts
indicate that work engagement is a critical predictor of healthcare workers' performance,
both under normal circumstances and during crises. Based on this reasoning, the following
hypothesis is proposed:

H5: Work Engagement Affects Performance.

Work Engagement as a Mediator in the Relationship between Perceived
Organisational Support and Healthcare Workers' Performance

Perceived Organisational Support (POS) is believed to exert a direct influence on
healthcare workers' performance and to operate indirectly through work engagement as a
mediating variable. According to the Job Demands-Resources (JD-R) theory,
organisational resources such as perceived support enhance employees' engagement, which
in turn improves individual performance. Recent evidence supports this perspective.
Sanlioz et al., (2023) Research findings showed that perceived organisational support
(POS) plays an important mediating role in the relationship between work engagement and
healthcare workers' performance, highlighting that organisational support strengthens the
positive impact of engagement on job outcomes. Similarly, research on healthcare workers
has found consistent results, indicating that organisational support enhances the positive
relationship between work engagement and employee performance. Ashfaq et al., (2023)
demonstrated that POS boosted nurses' engagement in hospitals, which subsequently
contributed to service quality improvements even under highly stressful conditions. In the
same vein, Li et al., (2022) emphasised that work engagement mediates the relationship
between POS and both turnover intention and performance, particularly among frontline
hospital staff.

Furthermore, (2023) found that the fulfilment of basic psychological needs
(autonomy, competence, and relatedness) mediates the effect of POS on engagement,
thereby enhancing healthcare workers' performance. Other studies also confirm that self-
efficacy serves as an essential mechanism linking POS to engagement, thereby indirectly
supporting performance (Musenze et al., 2021). Taken together, these consistent findings
indicate that POS contributes to healthcare workers' performance primarily by fostering
greater work engagement. In other words, organisational support not only nurtures a sense
of security and job satisfaction but also cultivates healthcare professionals who are more
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energetic, dedicated, and focused. Based on this reasoning, the following hypothesis is
proposed:

H6:  Perceived Organisational Support Influences Performance Through Work
Engagement.

Work Engagement as a Mediator in the Relationship between Leader-Member
Exchange and Healthcare Workers' Performance

Leader-Member Exchange (LMX) plays a crucial role in establishing high-quality
relationships between leaders and subordinates, which ultimately influence performance.
However, this effect often does not occur directly but rather through psychological
mechanisms such as work engagement. Based on social exchange theory, leaders who
foster trust, support, and open communication encourage subordinates to feel valued and
involved. This sense of inclusion enhances their work engagement, which subsequently
contributes to higher performance. Recent studies confirm that engagement serves as a key
mediator in the relationship between LMX and performance. Research on healthcare
workers in Europe demonstrated that strong LMX relationships enrich the work
environment by providing resources such as social support and development opportunities.
These resources strengthen work engagement, which in turn drives healthcare workers'
performance in delivering quality services (Eshete & Kassahun, 2025). Similarly, studies
in Asia have shown that higher-quality leader—member exchange (LMX) relationships
reduce turnover intention through enhanced work engagement, indicating that engagement
not only boosts performance but also supports retention of human resources in healthcare
settings (Kim & Han, 2022). Consistent findings have also been reported by Aggarwal et
al., (2020), who identified psychological empowerment as an additional mechanism
reinforcing the mediating role of engagement in the LM X-performance relationship.

Furthermore, the Job Demands-Resources (JD-R) model supports this view,
emphasising that LMX provides essential job resources to enhance employees' energy and
dedication. Engaged employees are more proactive, intrinsically motivated, and likely to
exhibit organisational citizenship behaviours (OCB), all of which are strongly associated
with improved healthcare performance (Wagner & Koob, 2022). Overall, the literature
consistently affirms that high-quality LMX fosters greater work engagement, which in turn
enhances healthcare workers' performance. Thus, the following hypothesis is proposed:
H7: Leader—Member Exchange Influences Performance Through Work Engagement.

The conceptual framework developed in this study illustrates the relationships
among Leader-Member Exchange, Perceived Organisational Support, Work Engagement,
and Performance. It also highlights the mediating role of work engagement in
strengthening the link between leadership quality and employee outcomes. The proposed
research model is presented in Figure 1 below.
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Figure 1. Research Model

METHODS

Research Design; This study employed an explanatory quantitative research design to
examine the causal relationships among Perceived Organisational Support (POS), Leader-
Member Exchange (LMX), work engagement, and employee performance. A quantitative
design was considered appropriate because the study tested a theoretically developed model
using numerical data, structured measurement, and hypothesis testing. The model was
analysed using Partial Least Squares Structural Equation Modelling (PLS-SEM), which is
suitable for examining complex relationships among latent variables and mediation effects
(Hair Jr. et al., 2020).

Population and Sample: The population comprised administrative health workers employed
at 41 public health facilities in Medan. The sampling technique used was convenience
sampling because respondents were selected based on accessibility, willingness to participate,
and relevance to the research criteria. The final sample consisted of 180 respondents. This
sample size was considered adequate for PLS-SEM because the method can be applied to
prediction-oriented models with latent constructs and multiple indicators, provided that the
sample meets the minimum requirements for model estimation and hypothesis testing.

Data Collection Procedure: Data were collected through a structured questionnaire
distributed to public health workers who met the respondent criteria. Before completing the
questionnaire, respondents were informed about the purpose of the study, voluntary
participation, confidentiality of responses, and the use of data for academic purposes only. In
addition to questionnaires, interviews and document review were used to support contextual
understanding of the research object.

Measurement of Variables; All constructs were measured using a Likert scale ranging from
strongly disagree to strongly agree. The operational indicators were adapted from recent
empirical studies and adjusted to the public health service context.
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Tabel 1. Measurement Indicators of Research Variables
No Variable Indicators Sources
Organizational concern for employee well-
Perceived being, recognition of contribution, fairness,
Organizational Support  supervisor support, availability of work
resources

Eisenberger et  al.
(2020); Sanliéz et al.
(2023)

Che et al. (2021);
Santalla-Banderali and
Alvarado (2022)

Bakker et al. (2023);
Corbeanu and Iliescu
(2023)

Sanliéz et al. (2023);

Leader-Member Mutual trust, respect, open communication,
Exchange loyalty, reciprocal support, leader attention

Vigor, dedication, absorption, enthusiasm,

3 Work Engagement willingness to invest effort

Task effectiveness, service quality, work

accurac timeliness administrative )
4 Employee Performance Y o . Corbeanu and Iliescu
responsiveness,  contribution to  service
(2023)
outcomes

Validity and Reliability Assessment; The measurement model was evaluated through
convergent validity, discriminant validity, and reliability. Convergent validity was assessed
using outer loading and Average Variance Extracted (AVE). Reliability was examined using
Cronbach's alpha and Composite Reliability. Discriminant validity was assessed using the
Heterotrait-Monotrait Ratio (HTMT). These procedures ensure that each construct is
measured consistently and is empirically distinct from other constructs in the model.

Data Analysis Technique: Data analysis was conducted using SmartPLS version 3.0. The
analysis included descriptive statistics, measurement model assessment, and structural model
testing. The structural model was evaluated using path coefficients, t-statistics, p-values, R-
squared, and mediation testing through bootstrapping. This technique allowed the study to
examine both direct and indirect effects among POS, LMX, work engagement, and employee
performance.

RESULTS

The respondents in this study are public healthcare workers employed across various
healthcare facilities in Medan, including government hospitals, private hospitals, community
health centres, and clinics or independent practices. The total number of respondents involved
in this study is 180. To provide a clearer picture of the respondents' profile, the distribution of
their characteristics is presented based on gender, age, highest educational attainment,
healthcare profession, years of service, and employment status.

Table 2. Respondent Characteristics

Characteristic Category Number (n) Percentage (%)
Gender Male 60 333
Female 120 66.7
Age (Years) <25 20 11.1
25-34 70 38.9

35-44 55 30.6
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Characteristic Category Number (n) Percentage (%)
>45 35 19.4
Educational Level Diploma in Health (D3) 40 22.2
Bachelor in Health Sciences (S1) 75 41.7
Professional Degree (Nurse/Doctor/Midwife) 45 25.0
Postgraduate (Master/PhD) 20 11.1
Healthcare Profession Doctor 25 13.9
Nurse 70 38.9
Midwife 35 19.4
Public Health Worker 20 11.1
Pharmacist/Analyst/Nutritionist 30 16.7
Years of Service <1 year 15 8.3
1-5 years 60 333
6-10 years 55 30.6
> 10 years 50 27.8
Employment Status Civil Servant (ASN) 80 44.4
Non-ASN/Contract 70 38.9
Volunteer Worker 30 16.7
Total 180 100

Table 2 presents the demographic and professional characteristics of the 180 public
healthcare workers who participated in this study. The majority of respondents are female
(66.7%), while male respondents account for 33.3%. In terms of age distribution, the largest
group of respondents is in the 25-34-year age range (38.9%), followed by those aged 35-44
years (30.6%), >45 years (19.4%), and those under 25 years old (11.1%). Regarding
educational attainment, most respondents held a bachelor's degree in health sciences (41.7%),
followed by those with a professional qualification (nurse, doctor, or midwife) (25.0%), a
diploma in health (22.2%), and postgraduate education (11.1%). Among healthcare
professions, nurses constitute the largest group (38.9%), followed by midwives (19.4%),
doctors (13.9%), pharmacists/analysts/nutritionists (16.7%), and public health workers
(11.1%). For years of service, about one-third of respondents have worked for 1-5 years
(33.3%), while 30.6% have worked for 6-10 years. Additionally, 27.8% of respondents
reported more than 10 years of experience, and 8.3% had less than 1 year of service. In terms
of employment status, civil servants (ASN) comprise the largest share of respondents
(44.4%), followed by non-ASN/contract workers (38.9%), and volunteer workers (16.7%).
Overall, the data indicate that the respondents are predominantly female, within the
productive age group of 25-34 years, hold a bachelor's degree in health sciences, and most
commonly work as nurses. In addition, many respondents have between 1-10 years of work
experience and are employed as civil servants in public healthcare institutions.

These demographic patterns provide an important context for interpreting the main
study variables. The predominance of respondents in the productive age group and with
formal health-related education suggests a workforce likely to exhibit higher levels of work
engagement, as younger, professionally trained workers often show greater energy,
dedication, and adaptability. The dominance of nurses in the sample highlights a group that is

10
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particularly sensitive to perceived organisational support (POS), as nurses often rely on
institutional recognition, fairness, and resource allocation to sustain performance. Similarly,
employment status shapes leader-member exchange (LMX): Civil servants, who constitute the
majority, may experience more formalised leader-member interactions, whereas contract and
volunteer workers may rely more heavily on interpersonal trust and supervisory support.
Finally, the combination of age, education, tenure, and profession influences overall
performance, with mid-career healthcare workers and those with professional qualifications
typically demonstrating stronger task effectiveness and service quality.

The evaluation of the measurement model indicators includes an examination of
individual item reliability, internal consistency (composite reliability), average variance
extracted (AVE), and discriminant validity. The first three measures (item reliability,
composite reliability, and AVE) are combined under the concept of convergent validity,
which assesses the extent to which the indicators consistently measure the same construct.
This approach ensures that each indicator is valid with respect to convergence before further
analysis of the relationships among variables in the model is conducted.

Convergent validity consists of three types of testing: item reliability (validity of each
indicator), composite reliability, and average variance extracted (AVE). The purpose of
convergent validity is to evaluate the extent to which the indicators explain the dimension
they represent. In other words, the higher the value of convergent validity, the stronger the
ability of a dimension to represent the latent variable being measured. This approach helps
ensure that each indicator accurately reflects the intended construct before analysing the
relationships among variables.

Item reliability, often referred to as indicator validity, can be assessed using
standardised factor loadings. The loading factor reflects the strength of the correlation
between each indicator and the construct it represents. According to Hair et al., (2024)A
loading factor value above 0.70 is considered ideal, indicating that the indicator is valid in
measuring the intended construct. However, a loading factor value above 0.50 is still
acceptable. Conversely, indicators with a loading factor value below 0.50 should be
considered for removal from the model. The item reliability values can be observed in the
outer loading column.

Table 3. Outer Loading

LMX POS Performance Work Engagement
LMX1 0.735
LMX10 0.714
LMX2 0.781
LMX3 0.851
LMX4 0.743
LMXS5 0.746
LMX6 0.814
LMX7 0.849
LMX8 0.730
LMX9 0.736
Pl 0.836
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LMX POS Performance Work Engagement

P2 0.714

P3 0.726

P4 0.798

P5 0.808

P6 0.701

P7 0.830

P8 0.771
POSI1 0.739
POS2 0.718
POS3 0.745
POS4 0.707
POS5 0.716
POS6 0.744
POS7 0.760
POS8 0.756
WE1 0.864
WE2 0.702
WE3 0.739
WE4 0.783
WES5S 0.864
WE6 0.723
WE7 0.855
WES8 0.707
WE9 0.725

Based on Table 3, the outer loading values for all indicators are above 0.50. This shows
that each indicator adequately represents the variable it measures. Thus, the variables and
indicators used in this study are valid and suitable for further analysis, supporting the
reliability of the research model.

Statistics used to measure composite reliability or construct reliability include
Cronbach's alpha and D.G. rho (PCA). Cronbach's alpha estimates the lower bound of a
construct's reliability, while composite reliability assesses its actual reliability. According to
Hair et al., (2024), composite reliability and Cronbach's alpha values greater than 0.60
indicate that the construct has a high level of reliability. Cho, (2020) also emphasized that this
reliability value shows the internal consistency of indicators in measuring the construct in
question. (2021) emphasised that evaluating the reliability value is an important part of
ensuring the validity of measuring instruments in research. Thus, constructs that meet these
criteria can be considered valid and suitable for further analysis.

Table 4. Composite Reliability

Cronbach's Alpha rho A Composite Reliability
LMX 0.924 0.925 0.936
POS 0.880 0.887 0.904
Performance 0.904 0.906 0.923
Work Engagement 0.917 0.920 0.931
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Based on Table 4, the composite reliability values for each construct are as follows:
Leader-Member Exchange (0.936), Perceived Organisational Support (0.904), Performance
(0.923), and Work Engagement (0.931). Meanwhile, the Cronbach's alpha values are 0.924
for Leader-Member Exchange, 0.880 for Perceived Organisational Support, 0.904 for
Performance, and 0.917 for Work Engagement. All Cronbach's alpha and composite
reliability values are above the 0.60 threshold, indicating that the four variables have good
reliability and can be relied upon as measurement instruments in this study.

Furthermore, Average Variance Extracted (AVE) represents the proportion of a
construct's variance explained by its items relative to the variance attributable to measurement
error. The commonly used standard states that if the AVE value is greater than 0.50, the
construct has good convergent validity. In other words, the latent variable explains more than
half of the variance in its indicators, indicating that the indicators adequately represent the
construct being measured and are suitable for further analysis within the research model.

Table 5. Average Variance Extracted (AVE) Results
Average Variance Extracted (AVE)

LMX 0.595

POS 0.541
Performance 0.600
Work Engagement 0.603

Based on Table 5, the Average Variance Extracted (AVE) value for each construct is as
follows: Leader-Member Exchange 0.595, Perceived Organisational Support 0.541,
Performance 0.600, and Work Engagement 0.603. All AVE values are above the 0.50
threshold, which indicates that the constructs have good convergent validity. This means that
the latent variable explains, on average, more than half of the variance of its indicators, so that
each indicator adequately represents the construct being measured and can be used reliably in
the analysis of the research model.

Checking discriminant validity in the reflective measurement model involves assessing
cross-loadings and comparing the AVE with the square of the correlations between constructs.
Cross-loading measures the extent to which indicators correlate with their constructs
compared to other constructs in the model. A construct is said to have good discriminant
validity if its indicators are better able to explain the variance in its construct than the variance
in other constructs. Thus, valid indicators show a strong attachment to the latent variable
being measured (Henseler et al., 2023; Voorhees et al., 2020)). The following table presents
the discriminant validity value for each indicator in this study.

Table 6. Discriminant Validity

LMX POS Performance Work

Engagement
LMX1 0.735 0.500 0.498 0.355
LMX10 0.714 0.485 0.620 0.451
LMX2 0.781 0.499 0.505 0.399
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LMX3 0.851 0.492 0.509 0.381
LMX4 0.743 0.522 0.583 0.459
LMXS5 0.746 0.454 0.497 0.342
LMX6 0.814 0.497 0.548 0.450
LMX7 0.849 0.520 0.515 0.361
LMX8 0.730 0.500 0.522 0.414
LMX9 0.736 0.487 0.540 0.371

P1 0.561 0.569 0.836 0.649

P2 0.420 0.558 0.714 0.518

P3 0.460 0.471 0.726 0.613

P4 0.607 0.603 0.798 0.570

P5 0.582 0.607 0.808 0.573

P6 0.529 0.561 0.701 0.538

P7 0.578 0.582 0.830 0.627

P8 0.569 0.569 0.771 0.534
POSI1 0.495 0.739 0.486 0.413
POS2 0.471 0.718 0.473 0.446
POS3 0.556 0.745 0.678 0.595
POS4 0.457 0.707 0.626 0.418
POS5 0.433 0.716 0.516 0.361
POS6 0.431 0.744 0.464 0.317
POS7 0.431 0.760 0.482 0.310
POS8 0.479 0.756 0.468 0.307
WEI1 0.374 0.404 0.576 0.864
WE2 0.315 0.421 0.509 0.702
WE3 0.356 0.310 0.472 0.739
WE4 0.471 0.416 0.614 0.783
WES5S 0.399 0.446 0.575 0.864
WE6 0.294 0.383 0.469 0.723
WE7 0.418 0.456 0.536 0.855
WES 0.484 0.513 0.703 0.707

WE9 0.457 0.481 0.659 0.725
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Based on Table 6, the discriminant validity value and loading factor for each variable show
a higher correlation with its own variable than with other variables. This also applies to the
indicators in each variable, which show the consistency and accuracy of the placement of
indicators on relevant constructs. In other words, each indicator successfully measures the
intended concept and is not mixed with other variables. These findings confirm that the structure
of the research model is appropriate, supporting the reliability and validity of the measurements
used in data analysis.

Another measurement criterion is using the Heterotrait-Monotrait Ratio (HTMT) value,
which is a modern method for assessing discriminant validity in Structural Equation Modelling
(SEM) models. Discriminant validity ensures that each construct is significantly different from
the others and measures the intended concept. According to Henseler et al., (2023), if the HTMT
value is <0.90, the construct has good discriminant validity. HTMT is more sensitive than
traditional methods such as the Fornell-Larcker Criterion because it can detect overlapping
constructs that are often missed. Therefore, HTMT testing is essential to ensure research
indicators are specific and accurate.

Table 7. Heretroit-Monotoroit Ratio (HTMT)

Leader Member Perceived

Exchange Organizational Support Performance
LMX
POS 0.704
Performance 0.756 0.799
Work Engagement 0.551 0.589 0.807

Based on Table 7, the discriminant validity values measured using the Research findings
showed that perceived organisational support (POS) plays an important mediating role in the
relationship between work engagement and healthcare workers' performance, highlighting that
organisational support strengthens the positive impact of engagement on job outcomes.
Similarly, research on healthcare workers has found consistent results, indicating that
organisational support enhances the positive relationship between work engagement and
employee performance.(HTMT) for each variable are below the 0.90 threshold. This indicates
that each variable has a lower correlation with other variables than with itself, thereby ensuring
its discriminant validity. Similarly, the indicators for each variable show the same pattern,
confirming that their placement is appropriate. These findings ensure that each indicator
specifically measures the intended construct and does not overlap with other variables, thus
supporting the reliability and accuracy of the research model.

R-squared measures the proportion of variation in endogenous variables explained by
exogenous variables, so it is useful for assessing how well the model can predict the data. A high
R-squared value indicates that the model has good predictive ability. In general, an R-square
value of 0.75 indicates a substantial model (good), 0.50 indicates a moderate model (medium),
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and 0.25 indicates a weak model (bad) (Hair et al., 2021). Based on data processing using
SmartPLS 3.0, the R-square value for each endogenous latent variable can be seen in the
following figure and table:

Table 8. R-Square Test Results

R Square R Square Adjusted
Performance 0.740 0.735
Work Engagement 0.356 0.348

Based on Table 8, the effect of Work Engagement, Leader-Member Exchange, and
Perceived Organisational Support on Performance shows an R-square value of 0.740. This
indicates that 74% of the variation in performance can be explained by the three variables, while
other factors outside the model account for the remaining 26%. In other words, this model is
substantial or has good predictive ability. Furthermore, the effect of Leader-Member Exchange
and Perceived Organisational Support on Work Engagement shows an R-square value of 0.256,
indicating that 25.6% of the variation in Work Engagement is explained by these two variables.
In comparison, 74.4% is influenced by other factors, indicating a moderate model in explaining
Work Engagement.

Hypothesis Testing

The structural model assessment was conducted to examine the direction, magnitude, and
significance of both direct and indirect relationships among the research variables. The path
coefficient results are used not only to determine whether the hypotheses are supported but also
to understand how Leader-Member Exchange, Perceived Organisational Support, and Work
Engagement jointly explain employee Performance. The results of the direct and indirect effect
testing using SmartPLS 3.0 are summarised in Table 9.

Table 9. Summary of Hypothesis Testing for Direct and Indirect Effects

Original Sample Mean T Statistics

Sample (0) M) (O/STDEV)) P Values Decision

LMX - Performance 0.270 0.266 3.938 0.000 Accepted

LMX > Work Engagement 0.277 0.285 3.151 0.002 Accepted

POS - Performance 0.316 0.322 3.922 0.000 Accepted

POS > Work Engagement 0.379 0.379 4.159 0.000 Accepted

Work Engagement > 0.429 0.427 6.149 0.000 Accepted
Performance

LMX > Work Engagement = 0.119 0.121 2.885 0.004 Accepted
Performance

POS > Work Engagement > 0.163 0.163 3.284 0.001 Accepted
Performance

Table 9 indicates that all direct and indirect relationships in the structural model are
positive and significant. Work Engagement has the strongest direct effect on Performance,
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showing that engaged employees tend to achieve better outcomes. POS has a stronger influence
than LMX on Work Engagement and Performance, emphasising the importance of organisational
support. The significant indirect effects confirm that Work Engagement mediates the
relationships between LMX and Performance and between POS and Performance. Since the
direct effects are also significant, the mediation is partial. Overall, these findings highlight the
combined role of leadership, support, and engagement in improving employee performance.

DISCUSSION
The Effect of Perceived Organisational Support (POS) on Performance.

The finding that POS strengthens the performance of public health workers in Medan
should be interpreted not merely as statistical confirmation, but as evidence of a social exchange
process in which employees respond to valued treatment with stronger work contribution.
According to organisational support theory, employees who perceive that their institution
appreciates their contribution and cares about their well-being develop obligation, trust, and
identification with the organisation (Eisenberger et al., 2020). This mechanism explains why
organisational support can improve performance: support provides emotional security, access to
resources, fair treatment, and confidence that employees are not working alone in demanding
service conditions. This result is consistent with Imran et al (2020), who showed that POS
promotes work engagement through thriving and flourishing, and with Rubel et al. (2021), who
found that POS links high-performance work practices to better outcomes among medical
professionals. In the health sector, Ashfaq et al., (2023) also demonstrated that POS supports
work engagement through well-being, particularly when employees have resilience. Similarly,
Sanlioz et al. (2023) found that POS mediates the relationship between work engagement and job
performance among healthcare professionals. However, the present finding also responds to
inconsistencies in prior studies. Liu et al., (2023) reported that POS may affect performance
directly in office-based work, but indirectly through job satisfaction and work engagement in
remote work settings. Thus, the POS-performance relationship is not always uniform; it depends
on work context, socioemotional needs, and organisational resources. Theoretically, this study
strengthens organisational support theory by confirming that POS remains a relevant antecedent
of employee performance in public health institutions. Managerially, leaders should
institutionalise support through fair workload distribution, responsive supervision, recognition,
career development, psychological safety, and adequate facilities. Such practices can make
employees feel valued and encourage them to reciprocate through better service performance.

The Effect of Perceived Organisational Support (POS) on Work Engagement.

The positive association between POS and work engagement should be understood as a
psychological and social exchange mechanism, not merely as a statistical effect. Organisational
support theory explains that employees who feel valued, respected, and cared for by their
institution develop an obligation to reciprocate through greater involvement, energy, and
dedication (Eisenberger et al., 2020). From the job demands-resources perspective, POS also
functions as a job resource that helps employees manage workload pressure, maintain emotional
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stability, and remain absorbed in service activities. Thus, public health workers who receive
recognition, fair treatment, adequate facilities, and responsive supervision are more likely to
demonstrate vigor, dedication, and absorption. This finding is consistent with Imran et al (2020),
who found that POS enhances work engagement through thriving and flourishing, and with
Ashfaq et al (2023), who showed that POS strengthens engagement among clinical hospital staff
through well-being, particularly when resilience is high. Similar evidence was reported by Li et
al. (2022), who found that POS increases work engagement among frontline healthcare
personnel, and by Jankelova et al., (2021), who demonstrated that POS promotes engagement
among first-line healthcare managers through feedback-seeking behavior. However, previous
studies also indicate that the POS-engagement relationship is not always direct. Sanliéz et al.
(2023) positioned POS as a mediating mechanism between engagement and performance, while
Bonaiuto et al. (2022) emphasized broader psychosocial variables. These differences suggest that
POS may operate either as a direct organizational resource or as part of a wider motivational
process. Theoretically, this study strengthens organizational support theory by confirming that
perceived support is an important antecedent of engagement in public health institutions.
Managerially, leaders should translate support into visible practices, such as fair workload
allocation, appreciation, psychological safety, feedback, career development, and adequate
facilities, so employees feel valued and remain engaged in public health services.

The Effect of Leader-Member Exchange (LMX) on the Performance.

The positive relationship between Leader-Member Exchange (LMX) and the performance
of public health workers in Medan can be understood through LMX theory, which explains that
the quality of reciprocal relationships between leaders and subordinates shapes employee
attitudes and work behavior. When employees experience trust, respect, open communication,
and socioemotional support from their leaders, they are more likely to feel psychologically
secure, receive clearer work guidance, and show stronger responsibility in delivering public
services. Thus, LMX improves performance because high-quality leader-member relationships
provide employees with access to information, recognition, feedback, and support needed to
complete work effectively. This finding is consistent with Che et al. (2021), who found that
LMX improves task performance among hospital knowledge workers through organisational
citizenship behaviour. Santalla-Banderali & Alvarado (2022) also showed that LMX quality
strengthens communication satisfaction and work engagement, which in turn support self-
evaluated work performance. In addition, Khan et al. (2022) demonstrated that LMX and trust
serve as important relational mechanisms linking leadership to individual performance in the
health sector. However, previous studies also show that the effect of LMX on work outcomes is
not always direct. Mitchell et al. (2024) found that LMX quality and differentiation influence
citizenship behaviour and counterproductive work behaviour in healthcare teams, while Saygili
et al. (2025) emphasised that LMX can reduce turnover intention among healthcare employees.
These findings indicate that LMX affects performance through multiple pathways, including
trust, communication, engagement, citizenship behaviour, and retention. Theoretically, this study
strengthens LMX theory by confirming its relevance in public health institutions. Managerially,
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leaders should improve the quality of relationships through fair treatment, regular feedback,
participative communication, recognition, and emotional support, thereby motivating employees
to provide reliable, high-quality health services.

The Effect of Leader—Member Exchange (LMX) on Work Engagement.

The relationship between Leader-Member Exchange (LMX) and work engagement among
public health workers in Medan can be explained by LMX and social exchange theories. High-
quality leader-member relationships create trust, respect, open communication, and mutual
obligation, which encourage employees to respond with stronger energy, dedication, and
involvement in their work. In public health institutions, this relationship becomes important
because employees often face high service demands, emotional pressure, and the need for fast
coordination. When leaders provide guidance, recognition, autonomy, and socioemotional
support, employees are more likely to feel psychologically safe and motivated to invest
themselves fully in patient-oriented services. This finding is in line with Aggarwal et al. (2020),
who found that LMX increases work engagement directly and indirectly through psychological
empowerment. It also supports Santalla-Banderali & Alvarado (2022), who showed that LMX
improves work engagement through communication satisfaction, and Ji et al. (2023), who found
that LMX strengthens flow at work among medical workers through job crafting. Broader meta-
analytic evidence by Li et al. (2021) confirms that leadership is positively associated with
employee engagement, although the strength of this relationship may vary across national and
organizational contexts. However, prior findings are not entirely uniform. Al Otaibi et al. (2023)
found that empowering leadership did not directly affect nurses' work engagement, but operated
through psychological empowerment and affective commitment. This suggests that leadership
relationships may influence engagement directly or through motivational and psychological
mechanisms. Theoretically, this study strengthens LMX theory by confirming that relational
leadership is a relevant antecedent of work engagement in public health institutions.
Managerially, health service leaders should build fair, supportive, and participative relationships
with employees through feedback, recognition, autonomy, and emotional support to maintain
engagement and service quality.

The Effect of Work Engagement on Performance.

The positive influence of work engagement on the performance of public health workers in
Medan can be explained through Job Demands-Resources theory. This theory views engagement
as a motivational state that translates job resources, personal resources, and meaningful work
experiences into better work outcomes (Bakker et al., 2023). Engaged employees show vigor,
dedication, and absorption; therefore, they are more willing to invest energy, maintain service
focus, solve work problems, and perform beyond minimum requirements. In health services,
these behaviors are important because performance is reflected not only in task completion, but
also in responsiveness, accuracy, empathy, teamwork, and service continuity. This finding is
consistent with (Corbeanu & Iliescu, 2023), who confirmed that work engagement is positively
related to task and contextual performance. It also supports Al Badi et al. (2023), who found that


http://jurnal.umsu.ac.id/index.php/ijbe

International Journal of Business Economics (IJBE), Sept 2026 — Feb 2027, 8(1): 124-139

bW

QAN

International Journal of Business Economics (IJBE)‘M E
Jurnal homepage: http://jurnal.umsu.ac.id/index.php/ijbe ‘““
E-ISSN 2686-472X

«

engaged nurses in the public healthcare sector demonstrated better job performance when
supported by appropriate job characteristics and organizational factors. Similar evidence was
reported by (Bernales-Turpo et al., 2022), who showed that engagement mediates the effects of
burnout, professional self-efficacy, and life satisfaction on healthcare worker performance. In
primary healthcare, Szilvassy & Sirok (2022) emphasized that engagement is crucial for quality
care and service sustainability. However, prior findings are not entirely uniform. Sahin & Yozgat
(2024) showed that engagement mediates only certain forms of work-family conflict and
performance relationships, while Mazzetti et al. (2023) found that engagement outcomes vary
across occupational and cultural contexts. Theoretically, this study strengthens the JD-R
perspective by confirming engagement as a key motivational mechanism in public health
institutions. Managerially, leaders should improve engagement through manageable workloads,
adequate resources, fair recognition, supervisor support, career development, and psychological
safety, because engaged employees are more likely to deliver consistent and high-quality health
services.

The Effect of Perceived Organizational Support (POS) on Performance Through Work
Engagement.

The mediating role of work engagement in the relationship between POS and employee
performance can be explained through the integration of organizational support theory and Job
Demands-Resources theory. Organizational support theory argues that employees who perceive
organizational concern, fairness, and appreciation tend to reciprocate through positive attitudes
and stronger work contribution (Eisenberger et al., 2020). Meanwhile, Job Demands-Resources
theory positions organizational support as a job resource that stimulates engagement and enables
employees to convert available resources into better performance (Bakker et al., 2023).
Therefore, POS does not only influence performance directly, but also works through employees'
psychological attachment to their work. This finding is consistent with Imran et al. (2020), who
showed that POS increases work engagement through thriving and flourishing, and with Ashfaq
et al. (2023), who found that POS strengthens engagement among health sector workers through
well-being and resilience. It also complements Sanliéz et al. (2023), who confirmed the
interconnected role of POS, work engagement, and job performance in healthcare settings.
Corbeanu & lliescu (2023) further demonstrated that engaged employees tend to show better task
and contextual performance. However, prior studies show that the POS-performance relationship
is not always direct. Rubel et al., (2021) found that POS functions as a mediating mechanism
between high-performance work practices and medical professionals' outcomes, suggesting that
organizational support may operate through different psychological pathways depending on
context. Theoretically, this study contributes by clarifying work engagement as a motivational
mechanism linking POS to employee performance in public health institutions. Managerially,
institutions should translate support into fair workload distribution, recognition, responsive
supervision, psychological safety, career development, and adequate work facilities to strengthen
engagement and improve service performance.
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The Effect of Leader—Member Exchange (LMX) on Performance Through Work
Engagement.

The mediating role of work engagement in the relationship between Leader-Member
Exchange (LMX) and employee performance can be explained through the integration of LMX
theory and Job Demands-Resources theory. LMX theory emphasizes that high-quality
relationships between leaders and employees create trust, respect, support, and reciprocal
obligation. These relational resources make employees feel valued and psychologically secure,
which encourages them to become more energetic, dedicated, and absorbed in their work. From
the Job Demands-Resources perspective, supportive leadership functions as a job resource that
stimulates engagement and helps employees transform relational support into better service
performance (Bakker et al., 2023). This finding is consistent with Jufrizen et al. (2024), who
found that work engagement mediates the relationship between LMX and employee
performance. Santalla-Banderali and Alvarado (2022) also showed that LMX quality improves
work performance through communication satisfaction and work engagement. Similarly,
Aggarwal et al. (2020) demonstrated that high-quality LMX increases work engagement through
psychological empowerment, while Che et al. (2021) found that LMX enhances task
performance among hospital knowledge workers through organizational citizenship behavior.
However, prior studies also indicate that the LMX-performance relationship does not always
occur through a single pathway. Mitchell et al. (2024) emphasized that LMX quality and
differentiation can influence both citizenship behavior and counterproductive behavior in
healthcare teams. This suggests that the effect of LMX on performance depends on whether
leadership relationships generate engagement, fairness, and positive work behavior.
Theoretically, this study strengthens LMX theory by confirming work engagement as a
motivational mechanism linking leader-member relationships to performance. Managerially,
leaders should build supportive, fair, and communicative relationships through feedback,
recognition, autonomy, and emotional support to maintain employee engagement and improve
public health service performance.

CONCLUSION

Based on the results of the study, it can be concluded that Perceived Organizational
Support (POS), Leader-Member Exchange (LMX), and work engagement significantly affect the
performance of public health workers in Medan. POS contributes positively to work engagement,
which further improves performance. Similarly, the quality of the leader-member relationship
through LMX was shown to influence work engagement and health worker performance.
Furthermore, work engagement acts as a mediator that strengthens the influence of POS and
LMX on individual performance. These findings confirm the importance of organizational
support and quality leader-member relationships in shaping a work environment conducive to
improved health worker performance.

This study provides important contributions by explaining how Perceived Organizational
Support (POS), Leader-Member Exchange (LMX), and work engagement jointly shape the
performance of public health workers in Medan. The main contribution of this research lies in
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demonstrating that work engagement is not only an outcome of organizational support and
leader-member relationships, but also a psychological mechanism that connects POS and LMX
with employee performance. Theoretically, this study strengthens Organizational Support
Theory, LMX Theory, and the Job Demands-Resources perspective by confirming that
organizational resources and relational leadership can increase employee engagement and
encourage better individual performance in public health institutions.

Practically, the findings suggest that public health organizations should not focus only on
technical competence, but also on creating a supportive and motivating work environment.
Managers and unit leaders are encouraged to provide fair workload distribution, adequate work
facilities, recognition, emotional support, career development opportunities, and responsive
supervision. In addition, leaders need to build open, respectful, and communicative relationships
with employees so that staff feel trusted, valued, and more engaged in delivering quality public
health services. However, this study has several limitations. First, the research was conducted
only among public health workers in Medan, so the findings may not fully represent other
regions or types of health institutions. Second, the study used a quantitative cross-sectional
design, which limits the ability to explain causal relationships over time. Third, the data were
collected through self-reported questionnaires, which may create response bias.

Future research is recommended to involve broader samples from different cities,
provinces, or health service institutions. Further studies may also use longitudinal or mixed-
method approaches and include other variables such as job satisfaction, organizational
commitment, psychological empowerment, burnout, and service quality to provide a more
comprehensive understanding of employee performance.
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