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Abstract
In travel agencies, emplo‘s’ g s a fundamental role in
customer interaction lity, , prmation delivery, and the

creation of desirable Service es. Despite growing research on

leadership and w‘k engage i hotel industry, limited evidence exists
regarding travel a?ies aimed to explain employees’ work
in trav i sed on leadership styles and managers’

ta were collected from 254 employees
working in tra igs in Tehran and were analyzed using structural
i research model included servant leadership,
ip, three dimensions of motivating language—
ge, empathetic language, and meaning-making
language—and work \@ngagement. The results showed that the structural
model had an acceptabl@ fit, and all paths in the research model were positive
and significant. Among the variables affecting work engagement, empathetic
language showed the strongest direct effect. Moreover, servant leadership had
the strongest relationship with empathetic language, whereas transformational
leadership had the strongest relationship with meaning-making language. The
findings indicate that employees’ work engagement in travel agencies is

direction-giving la
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shaped through the interaction between managers’ leadership styles and the
quality of their motivational communication. Accordingly, strengthening
clear, empathetic, and meaning-making communication can effectively
enhance employees’ work engagement in this sector.

Keywords: Work engagement, servant leadership, transformational
leadership, motivating language, travel agencies.

1. Introduction

Travel agencies play an important intermediary r@le in the tourism

customers before and during travel. In such i the quality of
i ariety or price, but

also on employees’ psﬂqo i iveness, and service
orientation. \
Work engagement is Mkey co ctfor understanding how employees

invest their physical, cogn emotional resources in work. This
i i espec%p vel agencies because employees
ce customey anidly, changes in travel plans, time pressure,
I service complaints. Leadership and
re function as organizational resources that
n motivation, focus, and attachment to their
this study examines how servant leadership,
adership, and  managers’  motivational
sociated with work engagement among travel

work. According
transformational

communication are
agency employees.

2. Literature Review

Work engagement refers to a positive work-related psychological state
characterized by energy, dedication, and absorption. In service
organizations, work engagement is closely linked to employees’
willingness to invest effort, interact constructively with customers, and
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contribute to service quality. Servant leadership emphasizes support,
empowerment, growth, and followers’ needs. Transformational
leadership is based on vision articulation, inspiration, intellectual
stimulation, and individualized consideration. Both styles can
strengthen employees’ psychological connection with work.

Managers’ motivational communication was conceptualized based on
motivating language theory. This theory assumes that leaders’ language
is not merely a medium for transferring information; rather, it can shape
employees’ cognition, emotions, motivation, §grust, and meaning-
making. Motivating language consists of three dintegsions. Direction-
giving language clarifies goals, i ndards, and

procedures. Empathetic language commu reciation,
emotional support, and understanding o conditions.
Meaning-making language links dai roader values,

organizational identity, and the social significa ice. Based on
i s among leadership

styles, motivating lang‘e engagement.

3. Methodology \‘

The study used itati design. The population consisted
of trave i ran. The sampling procedure was
stratified r fferent geographical areas of Tehran

were consider g strata, and travel agencies were randomly
selected fr ata. Questionnaires were distributed among
eligible employces, and the final sample included 254 respondents.

Data were collecte@ using a structured questionnaire. All items were
measured on a five-p@int Likert scale. Servant leadership was measured
with seven items addpted from Liden et al. Transformational leadership
was measured with seven items based on Carless et al. Managers’
motivational communication was measured using a 14-item motivating
language scale, including five items for empathetic language, four items
for direction-giving language, and five items for meaning-making
language. Work engagement was measured with nine items based on
Schaufeli et al.
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Reliability was assessed using Cronbach’s alpha and composite
reliability. Construct validity was examined through confirmatory
factor analysis, standardized factor loadings, and t-values. Convergent
validity was evaluated using composite reliability and average variance
extracted. Model fit was assessed using y*df, RMSEA, GFI, and CFI.
The hypotheses were tested using standardized path coefficients and t-
values.

4. Results

The measurement results supported the reliability ang validity of the
research constructs. Cronbach’s alph
exceeded the acceptable threshold, and ¢
were higher than 0.70. Confirmatory f
standardized factor loadings were positive a
Although a few items
minimum acceptable leve
items were retained.
The structural model& sho eptable fit. The ratio of chi-square
to degrees of freedom wa e frecommended threshold, RMSEA

indicated low

ership and transformational leadership
engagement and to the three dimensions
. Servant leadership showed the strongest
relationship w empathetic language, while transformational
leadership showedWthe strongest relationship with meaning-making
language. Moreoverjall three dimensions of motivating language were
positively associat ith work engagement, with empathetic language
having the strongest direct effect.

5. Discussion

The findings indicate that work engagement in travel agencies is shaped
by both leadership styles and managers’ communication patterns. The
positive relationship between servant leadership and work engagement
suggests that employees become more engaged when they perceive
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their managers as supportive, respectful, and concerned with their needs
and growth. The positive relationship between transformational
leadership and work engagement shows that vision, inspiration, and
intellectual stimulation can encourage employees to invest more energy
and attention in work.

The different patterns between leadership styles and motivating
language dimensions are theoretically meaningful. Servant leadership
was most strongly associated with empathetic language, reflecting the
supportive and follower-oriented nature of this stygle. Transformational

vision and connecting daily tasks to bro orga
The strongest direct effect on work engagemengbelo
language. This finding is important in tra eneél cre employees

often face time pressure, customer conc anging travel
conditions, information unigertainty, ¢ innts. In such situations,
respectful and emoti nication can help
employees feel value ﬁ

\

6. Conclusion

dership, motivating language, and
work eng hospitality contexts to travel agencies.
It also show styles and motivational communication
should not i as separate domains, because leadership
behaviors are ressed through managers’ everyday language.
From a practical pigpective, managers of travel agencies should clarify
expectations, showWappreciation, provide emotional support, and
connect employee rk to the broader value of creating reliable and
meaningful travel experiences.

The study has several limitations. The data were cross-sectional, which
limits causal interpretation. The sample was restricted to employees of
travel agencies in Tehran, and the data were collected through self-
report questionnaires. Future research may use longitudinal designs,
multi-source data, and mediating or moderating variables such as
psychological meaningfulness, psychological safety, relational energy,
affective trust, and perceived organizational support.
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