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resource development to be used for testing and improving the performance of employees in the
Indian travel and tourism sector. An integrated model was developed highlighting the relationship
between the training and development and employee performance. Using the sample of 146 em-
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sions used in this paper. The present study provides an empirical and theoretical explanation of
different dimensions associated with training and development and employee performance, espe-
cially in the Indian tourism industry.

1. Introduction

Human capital is the engine of organisational growth and a catalyst for economic development for every country. Human
resource development has a vital role in stimulating human capital within an organisation (Manresa et al., 2019). Training and
development mainly constitute the broader realm of human resource development practices, which is considered the most
influential factor in improving employee performance (Mcdowall & Saunders, 2010). Training and development programs
are prominent activities within organisations to make employees competent, boost motivation, retention, awareness from
emerging tools and techniques, and market's ebbs and flow. Training is a source of learning; learning is the act of approaching
new things which were not explored earlier and enrich existing skills to achieve targeted organisational goals (Luntley, 2008).
According to (Aguinis & Kraiger, 2009), “Training activities can also be beneficial regarding other outcomes at both the
individual and team level (e.g., attitudes, motivation, and empowerment)”. According to Swanson and Holton (2001) connoted
training and development as “a process of systematically developing work-related knowledge and expertise in people for the
purpose of improving performance”. Besides that, various authors also described the training to acquire and improve skills,
knowledge, behaviour, and attitude by employees to perform their assigned work effectively (Goldstein, 1980; Tannenbaum,
1992; Latham, 2011; Noe, 2018). Employees are the backbone of an organisation, and organisational performance depends
upon their expertise. Employee performance is not a static phenomenon; instead, it fluctuates by external factors, i.e., training
and education. In addition to that, “training may enable consistency in performance across conditions” (Aguinis & Kraiger,
2009); performance consistency may result in the form of upgrading trainees' self-efficacy or self-management abilities. In
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this regard, human capital theory, developed by Becker (1964), asserts that human resource is the key determinant of socio-
economic development in all perspectives. Furthermore, this theory propounds that education and training are significant
instruments to enhance employees' productivity and profitability through imparting required knowledge and skills (Nafukho
et al., 2004; Sweetland, 1996). Employee performance considered as a result of an individual's effort towards organisational
goals, satisfaction with the job (Hanaysha & Tahir, 2016), affective commitment (Ocen et al., 2017; Hanaysha & Tahir, 2016)
and reduced turnover intention (Rawashdeh & Tamimi, 2019). Such factors highly influence the performance of an individual
and facilitate them to reach determined goals. Moreover, training transforms employees' behaviour, attitude, and perception
from negativity to positivity, which also improves their performance level. This changing behavioural phenomenon enhances
employees' energy and involvement level and simultaneously eliminates exhaustion and inefficacy (Macey & Schneider,
2008; Saks, 2006). Furthermore, engaged employees exert great effort to attain organisational objectives that elevate employ-
ees' overall performance (Rubel & Kee, 2013; Praida & Sundaray, 2020). Therefore, this paper investigates the influence of
training and development on employee performance through different dimensions with special reference to the Indian tourism
industry. The tourism industry is associated with the service sector, one of India's largest sectors. According to the World
Travel and Tourism Council (WTTC), India placed 10" in terms of GDP. The Indian travel and tourism industry provides 8%
of the total employment of the Indian economy (WTTC, 2020). Moreover, after China, India is the second-largest contributor
in generating employment through the tourism sector. The tourism industry is an emerging and growing sector that has a
significant contribution to the Indian economy directly or indirectly and provides a huge number of employment. Training
and development play a vital role in producing skilled and proficient workforce. Therefore, the foremost aim of the present
study is to analyse how training and development influence employee performance by considering different dimensions.
Moreover, this study proposes a model in the area of human resource development to be used for testing and improving the
performance of employees in the Indian travel and tourism sector.

2. Literature Review and Hypotheses Development
2.1 Training-development

To deal with globalisation and gain a competitive advantage, Noe and Kodwani (2018) suggested that employees must be
well trained, knowledgeable and learn multiple skills. Training and development are components of human resource devel-
opment that the organization uses as a strategic mechanism to propel the employees towards predetermined goals (Otoo &
Mishra, 2018a). The training program is the key determinant to improve individual and organisational performance (Bell et
al., 2017; Khan et al., 2016). These programs positively influence individual performance and play a crucial role in the bet-
terment of team, organization, and society's perspective (Aguinis & Kraiger, 2009; Salas et al., 2012). In the absence of
effective and adequate training, employees could not exert full effort regarding their job expectations (Dhar, 2015) and were
unable to achieve desired goals. In this study, training and development were measured through different dimensions, i.e.,
motivation for training (Bulut & Culha, 2010; Dias & Silva, 2016; Bartlett, 2001). These studies mention that employees are
motivated to participate in training programs because their motivation encourages them to learn maximum and make training
effective. According to Orpen (1999), a high level of motivation towards training enables a positive attitude among trainees
and creates a competitive environment within the organisation. Empirical evidence from the studies of Bartlett (2001) and
Newman (2011) states that motivation for training is an important precursor to enhance the level of interest in organising
training programs within the organisation. The benefits of training are also an essential aspect; according to Dhar (2015),
whenever employees perceive that participation in a training program would be beneficial for the organisation and themselves,
they show a high level of interest. Bulut and Culha (2010) also endorse that if employees feel that skills and knowledge they
have learnt through training would assist them in performing their job, they willingly participate. According to studies con-
ducted by Bartlett (2001) and Dhar (2015), if employees receive support from the organisation, they feel interested in partic-
ipating in training and exerting likely effort for the success of the organisation.

2.2 Employee Performance

Positive execution of an individual in higher productivity and profitability after exerting required effort during the job period
considers employee performance (Pradhan & Jena, 2017). Mathis and Jackson (2009) validated that employee performance
consists of work efficiency done, the effectiveness of work done, the quality of work, the quantity of work, and the promptitude
of work. Moreover, within an organisation, an individual's cognitive, physical and behavioural efforts to achieve determined
goals for organisational success and continuous growth contemplate employee performance (Anitha, 2014; Pradhan & Jena,
2017). Different elements affect employee's performance, i.e., training programs, supervisor support, organisational support
for career development and capacity development programs. However, most organisations organise capacity building/devel-
opment programs to enhance employees' performance (Ahmad et al., 2015). Employee performance can be improved through
exclusive measures that contain job-related skills, knowledge, leading role, promotion, authorization, training and develop-
ment programs based on skills, evaluation, and reward on their achievements (Wassem et al., 2019). An individual's perfor-
mance depends on the organisation's policies, practices, design, and features; such factors prompt the employee towards the
determined organisation's goals (Anitha, 2014). In the present study, employee's performance was measured through different
dimensions, i.e., Task performance, Adaptive performance and Contextual performance, which are taken from the studies of
Pradhan and Jena (2017) and Koopmans et al. (2013). According to Borman (1997) and Griffin (2000), task performance is
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the part of individual work performance, and it refers to core technical activities performed by an individual in an organisation.
Furthermore, task performance can be differentiated on the basis of behavioural aspects such as work quality, work quantity,
job skills and job knowledge. Pradhan and Jena (2017) address the contextual performance as a pro social behaviour of an
individual to support in the work environment. Generic instances of contextual performance described by Griffin (2000) such
as volunteering for tasks, assisting co-workers and protecting organisations from external elements. Koopmans et al. (2013)
and Pradhan and Jena (2017) refer that adaptive performance ensures the ability of an individual to acclimatize effectively
with uncertain circumstances in working environment.

2.3 Training and development to employee performance

Training and development programs are considered a very influential factor for improving employee's performance and or-
ganizational development (Aguinis & Kraiger, 2009; Otoo & Mishra, 2018b). Several studies have been carried out to inves-
tigate the relationship between training and development and employees performance (Aguinis & Kraiger, 2009; Bell et al.,
2017; Hafeez & Akbar, 2015; Hanaysha & Tahir, 2016). It was found that training is a significant instrument to enhance
employees' abilities and capabilities. According to human capital theory, companies usually invest in developing the efficiency
of employees with the help of training to make them compatible with the market needs (Nafukho et al., 2004). By investing
in human resources, companies can reap the benefits at the individual and organisational level in the form of higher produc-
tivity and profitability. Moreover, training can update job-related knowledge and skills to handle rapidly changing market
demands and emerging technology (Saira et al., 2020). The indictment by Salas et al. (2012) "Training and development
activities allow organizations to adapt, compete, excel, innovate, produce, safety, improve service, and reach goals". Overall,
training has improved the innovative work behaviour of employees which is helpful to achieve organisational goals (Manresa
et al., 2019; Susomrith et al., 2019).

2.4 Motivation for training and employee performance

Motivation is an internal force that enables individuals to attain specific goals and objectives (Shahzadi et al., 2014). Motiva-
tion for training is the extent in which employees willingly push themselves towards exerting much effort to improve their
abilities and efficiency through training to do their tasks effectively (Bulut & Culha, 2010). The magnitude of learning skills
and acquiring knowledge from training programs depend upon how much an employee is motivated to participate in training
programs (Ocen & Francis, 2017). Employees who have great motivation to attend training programs reflect a positive impact
on their job performance. According to Newman et al. (2011), employee's performance is highly influenced by motivation for
training. Motivation is the key factor in learning unexplored things, obtaining new skills, and enhancing effective performance
within an organisation (Uzonna, 2013). Therefore, the following hypotheses have been formulated based on the above dis-
cussion:

Hai: There is a significant influence of motivation for training on employee performance.
H1a: There is a significant influence of motivation for training on contextual performance.
Huv: There is a significant influence of motivation for training on task performance.

Hic: There is a significant influence of motivation for training on adaptive performance.

2.5 Benefits from training and employee performance

Human tendency is insatiable; any activity done by humans is for the sake of gaining benefits. The nature of the training
program is reciprocal within an organisation. Employees who believe that the training program shall benefit them in enriching
their skills and personal development; willingly participate in the training program. Consequently, such training programs
yield high performing workforce (Factea et al., 1995; Dhar, 2015). Neo and Wilk (1993) described three different benefits
from the training program, i.e., personal, job-related and career benefits. Whenever employees participate in the training
program, they are expected to improve their personal growth to improve their capabilities and cultivate their behavior and
psychological development. Job-related benefits refer to employee expectations to promote from the existing position and
enhance the strong relationship with colleagues and seniors within the organization. Lastly, career-related benefits motivate
employees to learn new skills for future perspectives, which are helpful to achieve career objectives (Bulut & Culha, 2010;
Washington et al., 2003; Dhar, 2015). Such factors enhance employees' ability and job performance. Therefore, the following
hypotheses have been formulated based on the above discussion:

Hz: There is a significant influence of benefits of training on employee performance.
Hza: There is a significant influence of benefits from training on contextual performance.
Hon: There is a significant influence of benefits from training on task performance.

Hazc: There is a significant influence of benefits from training on adaptive performance.
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2.6 Support for training and employee performance

Firms where employees receive moral and psychological support feel motivated and enhance their performance level to
achieve organizational objectives. When organizational support is absent, employees tend to decline their performance graph
(Robinson & Morrison, 1995). To solve work-related problems and upgrading skills, organizational support for training is an
essential factor for employees (Dardar et al., 2012). Support for participation in training programs may be vertical or horizon-
tal; vertical support refers to the support from seniors or co-workers, and horizontal support is the extent to which colleagues
help each other and solve problems at the same working level (Bulut & Culha, 2010; Dhar, 2015). Employees perceive that
vertical and horizontal support of training programs enhances positive attitudes towards their colleagues and an effective
source of improving performance (Bulut & Culha, 2010). Therefore, the following hypotheses have been formulated based
on the above discussion:

Hs: There is a significant influence of support for training on employee performance.
Hia: There is a significant influence of support for training on contextual performance.
Hiv: There is a significant influence of support for training on task performance.

Hac: There is a significant influence of support for training on adaptive performance.

Training and Development Employee Performance
il

I Motivation for Training E Zl Task Performance I
| Benefits for Training % Adaptive Performance |
| Support for Training | Contextual Performance |

Fig. 1. Hypothesized Model

3. Methodology
3.1 Sample and Data collection

The sample for this study was contracted from the employees working in selected Indian travel agencies. Researchers ap-
proached many travel agencies, but few agencies showed interest to take part in this survey. Data were collected through a
well-structured questionnaire using both online and offline survey methods. In the online method, a Google form designed
and sent to employees individually and in the offline mode, researchers approached physically to get the responses. The time
range of the survey started from mid-January to the first week of March 2021. A total of 225 questionnaires were distributed
through both methods; after adjusting, 146 responses were considered for further analysis. A cross-sectional study design was
employed for the study.

3.2 Measures

All the items used in the measurement scale of this study were extracted from highly cited literature of top-quality journals.
A well-structured questionnaire using with the five-point Likert-scale for the data collection, in which “1” represents “strongly
disagree” to “5” represents “strongly agree”.

Training and Development

“Training and Development” is used as a single term in this study. It was measured from different dimensions such as moti-
vation for training, benefits of training and support for training using with items developed by Bulut and Culha (2010) and
Bartlett (2001, 2004). Six items were adopted for motivation for training, five items for benefits for training and four items
have been taken for support for training.

Employee performance

Employee performance was measured through different dimensions, i.e., Task performance, Adaptive performance and con-
textual performance on a five-point rating scale and adapted from Pradhan and Jena (2017) and Koopmans et al. (2013). A
total of 12 items have been taken, 4 each for task performance, contextual performance and adaptive performance.

4. Findings

This study was carried-out on middle-level employees of the selected travel agencies in India. A total of 146 responses were
extracted for the final study; out of 146 respondents, 69.9 per cent were male while 30.1 per cent were female (mean=1.30,
s.d. =46). As many as 67.8 per cent of respondents come from the 25-34 age group (mean=1.87, s.d. =.60). A total of 61.6
per cent of the respondents were postgraduate (mean=1.69, s.d. =.54), and 43.2 per cent of respondents held 3 -6 years' work
experience (mean=1.89, s.d. =.85).
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Variable Sub-Variable Per cent Mean Standard de
Male 69.9
Gender Female 301 1.3014 46043
Below 25 233
25-34 67.8 1.8767
Age 3544 6.8 .60902
Above 44 2.1
Graduate 342
Qualification Postgraduate 61.6 Lt SN
Others 42
0-02 years 36.2
Work Experience 03-06 years 432 1.8973 .85282
07-10 years 15.1
Above 10 years 5.5
Source: Primary data
Table 2
Correlational Statistics
N Mean Std. Deviation MT BT ST TP AP CcP
MT 146 3.9195 .93446 1
BT 146 3.7425 93542 .666** 1
ST 146 3.7233 .80559 .530%** .634%* 1
TP 146 4.0411 1.14877 A419%* A442%* 445%* 1
A P 146 3.9288 72578 .596%* ST .592%* 495%* 1
CcP 146 3.8767 76063 575 538** 579** S11** J155%* 1

Source: Primary data
**p<0.01

The correlation coefficient is stated, liner relationship among variables (Taylor, 1990). Its recommended rage is +1 to -1. This
study seen to be significant (p<0.01) and positive association among the variable. Moderate coefficient of correlation was
seen among the study variables. See Table IV for additional information. Confirmatory Factor Analysis is interdepended
technique that is employed to determine factor structure. In the CFA, factor structure is confirmed that is extracted from EFA
(Thompson, 2004). Basically, it is the special type of SEM that dealing with measurement models (Brown, 2015).

Table 3
Confirmatory factor Analysis Statistics

Label

MFT

BOT

SFT

AP

CcP

TP

AVE

MSV

CR

MFT5
MFT4
MFT3
MFT2
MFT1
MFT6
BOT6
BOTS
BOT4
BOT3
BOT2
SFT4
SFT3
SFT2
SFT1
AP4
AP3
AP2
API
CP5
CP4
CP3
CP6
TPS
TP3
TP2
TP1

0.777
0.836
0.729
0.788
0.833
0.736

0.725
0.745
0.771
0.777
0.792

0.724
0.740
0.773
0.615

0.611
0.651
0.686
0.660

0.711
0.723
0.717
0.631

0.651
0.601
0.672
0.629

0.617

0.681

0.512

0.526

0.585

0.508

0.607

0.648

0.448

0.424

0.424

0.424

0.889

0.874

0.806

0.747

0.790

0.696

Source: Primary data
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CFA was performed using AMOS 20.0 version to justify the factor structure and validation of scale (Brown, 2015). Concep-
tually, CFA was performed to check two types of validity; convergent and discriminant validity. The convergent validity
establishes how closely several ways of estimating a construct yield expected results. The convergent validity assessed through
the Average Variance Extracted is determined the same as the mean variance extracted for the loading on the construct; the
AVE should be more than 0.5. Another determinant considers composite reliability (CR), that is calculated with the square of
sum of the loadings for each latent variable and sum of the error variance which terms for a construct (Fornell & Larcker,
1981; Hair et al., 1998). The threshold limit of the CR should be higher than 0.7 (Cronbach, 1951; Field, 2005; Hair, 2011,
N. K. Malhotra, 2004). Finally, the value of composite reliability (CR) seems to be more than the benchmark. Hence, all the
aforementioned criteria of convergent validity are satisfactory. Nonetheless, the discriminant validity was assessed through,
average variance extracted (AVE) which should be more than maximum shared variance (MSV), therefore in the present
study, the values for AVE noted to be greater than MSV for all the latent variables. With a factor correlation of more than 0.6,
each construct was found to be more closely and strongly associated to its measurement and other constructs in the study
(Brown, 2015). Additionally, for each construct, the square root of AVE is found to be more than its co-relational value. The
measuring model is used to assess the reliability and validity of the studies constructed qualitatively (Henseler et al., 2009).
The early CFA findings demonstrated that the model was a good fit by way of the following indices.

Table 4
SEM Fit Indices
Fit Indices Cut off Values Model Study References
Absolute Fit Measure Byrne (1994); Raykov & Marcoulides (2000);
CMIN/DF 1-3 2.164 Tabachnic & Fidell (2007);
RMR <0.05, <0.08 0.015 Arbukle (2008); Harrington (2009); Schumacker & Lomax (2010)
RMSEA <0.05, <0.08 0.09
Incremental Fit Measure
CFI >0.90 0.820
TLI >0.90 0.811
GFI >0.90 0.863
NFI >0.90 0.815
IFI >0.90 0.823

Source: Primary data

CFA statistics produces several indices. The amount of observed and expected covariance matrices was revealed us-
ing Chisquare (CMIN/DF=2.164). The incremental fit measure was assess using CFI=.820, GFI=.868, TLI=.811, NFI=.815
the recommended value of such indices should be more than 0.90, but some more than 0.80 is also acceptable (Benson &
Fleishman, 1994; Curran, West & Finch, 1996; Moutinho & Hutcheson, 2014; Ansari & Khan, 2020).

5. Hypotheses testing

Figure 2 shows the path coefficient, which shows how one hypothesis is linked to the others. Surprisingly, six out of nine
hypotheses were found to be supported, with 85.8% variance explained in task performance, 71.8 percent variance explained
in contextual performance, and 75.1 percent variance explained in adaptive performance. Significant influence of motivation
for training was seen on contextual performance (5=0.277, p<0.001, CR=3.86, SE =0.075), meaning thereby that motivation
for training directly influencing contextual performance. Similarly, a direct impact was seen between motivation for training
and contextual performance ($=0.373, p<0.001, CR =4.877, SE =.076). Additionally, motivation for training has a significant
impact on adaptive performance (=.37, p<0.001, CR=4.78, SE=.077), meaning thereby there is a direct effect of motivation
for training on adaptive performance. Although, there is an insignificant influence of benefits for training was seen on task
performance (8=-.034, p>0.001, CR =-.601, SE =.057).
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Similarly, benefits for training have an insignificant impact on contextual performance (8=.-.011, p>0.001, CR=-.168, SE
=.065). In addition to this, the benefit for training was seen to be insignificantly influencing adaptive performance among the
students (f=-.039, p>0.001, CR=-.705, SE =.055).

Table 5

Summarized hypotheses
Variable Estimate SE CR P Decision?
CP — MFT 0.277 0.075 3.68 g Significant
TP — MFT 0.373 0.076 4.877 HAK Significant
AP — MFT 0.37 0.077 4.785 SR Significant
CP — BOT -0.011 0.065 -0.168 0.867 Insignificant
TP — BOT -0.034 0.057 -0.601 0.548 Insignificant
AP — BOT -0.039 0.055 -0.705 0.481 Insignificant
CP — SFT 0.694 0.112 6.221 SR Significant
TP — SFT 0.596 0.103 5.804 *E* Significant
AP — SET 0.507 0.095 5.311 SR Significant

Source: Primary data

Interestingly, supports for training seen to be a significant influence on adaptive performance (5=.507, p<0.001, CR=5.311,
SE =.095), meaning thereby that a 1 unit increase in support for training enhances .507 unit increase in an adaptive perfor-
mance. Additionally, a significant relationship was seen between supports for training and contextual performance (8=.694,
p<0.001, CR=6.22, SE =.112). Lastly, supports for training significantly influence task performance (£=.596, p<0.001,
CR=5.804, SE =.103) refers that a 1 unit increase in supports for training enhances a .596 unit increase in task performance
among employees.

6. Discussions and conclusion

The prime motive of this study was to assess the influence of training and development on employee’s performance in the
context of the Indian tourism industry. The majority of the employees, who participated in the survey, are male (69.9 %) and
predominantly come from the 25-35 age group (67.8 %). 61.6 percent of employees possess a postgraduate degree with 3-6
years of work experience (43.2%). Training and development were used as one and a whole independent variable in the
present study and were measured through three dimensions motivation for training, benefits of training and support for train-
ing. These measures are in continuation with Bulut and Culha (2010), Dias and Silva (2016), Bartlett (2001). Its influence
was measured on employee performance through three dimensions 7ask performance, Adaptive performance and contextual
performance. The measures of employee performance are in continuation with Pradhan (2017) and Koopmans (2013). It is
evident from the results that out of the nine hypotheses, six hypotheses supported the evidence, while three hypotheses were
found not to be supported. A significant and positive influence was found of contextual performance, task performance and
adaptive performance on motivation for training and support for training, while an insignificant influence was reported of
contextual performance, task performance and adaptive performance on benefits of training. The findings of this study demon-
strate that employee participation in training and development activities increased their performance. The outcomes are in
continuation with the principles of Cole (2002). Training and development (independent variable) were computed with em-
ployee performance (dependent variable), and the relationship was found positively correlated and statistically significant.
The findings of the study confirm that training and development have a significant and positive influence on employee per-
formance and are extremely important for employee's overall development and organization's growth. Human capital is the
most valuable asset for any organisation; thus, investing in training and development always leads to higher and long-term
returns in terms of profitability, sustainability, development and growth. The performance of an employee is influenced by
factors such as knowledge, skill, and abilities. Training and development fill this gap by providing the required knowledge,
skill and abilities to perform the job. In the tourism industry, which is one of the key sources for the economic growth of a
nation (Cravo, 2010; Cunningham, 2011), employees' performance can be improved through training and development (Chi,
Wu & Lin, 2008; Yi-Chun & Jacobs, 2008). In this regard, researchers have tested that training and development influence
employee performance. Employees would yield benefit to participating with training and development programs since it
would also help them to advance in their life-long careers and avail a supreme position within the firm. As a result, the
efficiency of the organisation would improve. Employees are the asset of an organization; if they are skilled and trained (Tahir
et al., 2014), they will outperform those who are unskilled and untrained. Therefore, the aim of this study was to validate the
relationship between training-development and employee performance.

7. Theoretical and practical implications

The most successful method of motivating and retaining human resources within a business is through training and develop-
ment. Importantly, training has been identified as a critical component of the bundles of practises that have emerged from
research on high-performance work systems. In conclusion, this study explored the influence of training-development on
employee performance in the context of the Indian tourism industry. This study has advanced the literature on employee
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performance in the Indian tourism industry by assessing the significance of various dimensions of training and development
discussed in the study. Business organisations, marketers and industry practitioners have been spending a lot of money on
training their employees' abilities. Thus, the findings of this study would be fruitful for them in designing appropriate training
programs for enhancing employee performance. Because better employee performance leads to organisational growth and
development in terms of profitability, sustainability and goodwill. The organisations that can learn faster than their competi-
tors will be the winners in the twenty-first century. Thus, on the basis of the findings of this study better and improved training
initiatives and quality programs could be formulated by the concerned organisations to gain the competitive advantage over
their counterparts.

8. Limitations and future research directions

Similar to other studies, present study also has multiple limitations. First, this study is based on survey and cross-sectional in
nature. Therefore, it is difficult to determine whether the connections discovered among the various components are causal.
As aresult, it is suggested that future studies could be experimental and longitudinal to conclusively establish the correlations
discovered in this study. Second, India is a collectivist country with distinct cultural beliefs, unlike western countries (Dhar,
2012; Paul, Roy & Mukhopadhyay, 2006; Tu, Lin & Chang, 2011). Therefore, the cultural aspect should be given considera-
tion in future studies while assessing employee performance. Third, due to time constraints the sample chosen for the study
was small. Future researchers could adopt a large sample size for better results. Fourth, the survey respondents were employees
working in travel agencies. Therefore, the findings of this study cannot be generalised to other industries. For generalising the
findings, future researchers should collect data from various organisations, including MNC:s, airlines, banks and contact cen-
tres. Finally, this study's findings were based on a survey method. As a result, future research could be using a qualitative
approach to gain a more in-depth understanding of the elements analysed in present study.
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