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ABSTRACT

This study aims to explore the relevance among service climate, employee
engagement, service commitment and service performance for first-line employees of
service companies. This study conducted a sample survey to investigate the financial,
retail and catering service companies from Survey of Taiwan's Top 2000 Enterprises of
CommonWealth Magazine. 1000 questionnaires were distributed and a total of 615
questionnaires were obtained. The research results found (1) service climate had a
significant positive impact on employee engagement and service commitment; (2)
employee engagement and service commitment had a significant positive impact on
service performance; (3) service climate had a significant positive impact on service
performance; (4) employee engagement and service commitment had mediating effect on
the relationship between service climate and service performance. Finally, this study
presents conclusions and managerial implications providing reference for service

companies to enhance service management.
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