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ABSTRACT

1.INTRODUCTION

The hotel industry stands out from other service sectors due to the
frequent and extensive interaction between staff and guests. Hotel
employees are assessed based on their efficiency and performance
quality while juggling multiple responsibilities, and they are usually
young and inexperienced. As a result, brand citizenship behavior in a
hotel should be recognized as a crucial factor that influences the
customer's perception of the brand (Kim et al., 2020).

Branding requires high levels of employee motivation, innovation, and
collaboration with colleagues as well as customers (Zhang & Bai,
2018), so self-leadership is highly compatible with internal branding
requirements.
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Self-leadership promotes employees' intrinsic motivation and
stimulates their role identity as brand champions. Another issue to be
investigated in this research is the factors that mediate the
relationship between role identity and self-leadership with brand
citizenship behavior. One of these factors is brand trust. Zhang and
Bai (2018) concluded that for employees to become brand
champions, they must understand the brand, develop emotional
commitment to the brand, and display brand-consistent behavior. In
other words, the cognitive, emotional, and solidarity relationships of
employees with the brand collectively contribute to the successful
outcomes of internal branding. The research findings on employee
typology indicate that if employees lack appropriate brand
knowledge, high-level brand commitment, and positive brand
behaviors, they may become brand disruptors with low performance
and brand-inconsistent behaviors, or even brand saboteurs that
actively work against the brand. It is important to note that the hotel
industry differs from other service industries due to the regular and
extensive interaction between employees and customers. Therefore,
in a hotel setting, brand citizenship behavior should be considered as
a crucial factor in the customer's brand experience. Thus, this
research aims to explore the impact of self-leadership and role
identity on brand citizenship behavior by emphasizing knowledge,
commitment, and brand trust.
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Figure 1. Conceptual model of research



2. MATERIALS AND METHODS

The current research is applied for the purpose and descriptive-
correlation in terms of method. The statistical population of this
study includes the employees of three and four-star hotels in
Tehran, which totals 384 individuals. The sampling method
employed in this study is systematic random.

Since this research is descriptive, a questionnaire, like many similar
studies, was utilized to gather the necessary information for
hypothesis testing. The questionnaires utilized in this study consist
of Zhang et al.'s standard self-leadership questionnaire (2021) with
14 items, Zhang et al.'s standard role identity questionnaire (2021)
with 3 items, Zhang et al's standard citizenship behavior
guestionnaire (2021) with 9 items, and the standard questionnaire
of brand knowledge, brand commitment, and brand trust by Erkman
and Hanser (2015) with 4, 4, and 6 items, respectively. The
relationships between variables were examined using SMART PLS
software and structural equation modeling. Unlike other available
software, normal distribution is not required (Klein, 2014).

3. RESULTS AND DISCUSSION

Table 1. Descriptive analysis

Standard

Al 4.206 4 1 5 1.011 2.835 -1.534
A2 4.206 5 1 5 1.078 1.228 -2.396
A3 4.206 5 1 5 0.962 2.237 -1.552
A4 4.206 5 1 5 1.036 2.01 -1.566
Ab 4.206 5 1 5 1.03 2.632 -1.47
A6 4.206 5 1 5 1.012 1.946 -2.536
A7 4.206 5 1 5 1.008 1.987 -2.54
A8 4.206 5 1 5 0.931 2.214 -1.54
A9 4.206 5 1 5 0.976 2.151 -1.56
Al10 4.206 4 1 5 1.02 1.652 -1.47
All 4.206 5 1 5 1.066 1.283 -2.386
Al2 4.206 4 1 5 1.067 2.132 -1.434
Al3 4.206 4 1 5 1.045 2.125 -1.44
Al4 4.206 4 1 5 1.096 2.003 -1.39




Table 2. Convergent validity

. . Cronbach’ Composite | Average Variance

(IR sAlpha | MO-A | Reliablity | Extracted (AVE)
self-leadership 0.826 0.836 0.898 0.746
Role identity 0.859 0.908 0.927 0.679
Citizenship behavior 0.776 0.808 0.887 0.761
Brand knowledge 0.86 0.887 0.913 0.779
brand commitment 0.748 0.791 0.898 0.669
Brand trust 0.795 0.863 0.881 0.739

b2 0.794

b3

et

Figure 2.

Partial least squares test




Table 3. internal model index results VIF
Citizens
uestionnaire Brand brand Brand Role hip
q trust commitment knowledge identity behavi
or
Brand trust 1.443
brand 1.011 1.837
commitment
self- 2.009 2.008 1.032
leadership
Brand 1.003 1.223
knowledge
Role identity 2.010 2.008 1.128

Figure 3. Fitting the structural part



Table 4. Summary of path coefficients and structural fit

Relation a0 el;fa}tct} . t value Apferjoe\éf or
ﬁ?a{;_éeligg\r;rei ggkéés a significant effect on 309/0 113/3 Approve
rSOeIIg-ilgggtei;;hip has a significant effect on 709/0 05/24 Approve
greélla-éeggg]r:mﬁq gﬁ? no significant effect on 087/0 2111 reject
Eélﬁdi%g%i%tﬁ:nat 'significant effect on 233/0 91/3 Approve
bRr(?iIr?di?(%r(‘)t\i/\tXeggsé .no significant effect on 04/0 59/0 reject
Er:at?rir?grt?&itt.ment has a significant effect 51/0 84/10 Approve
Er:acni(tji chﬂrgm;)trg:#;vl}??sr:a significant effect 425/0 815 Approve
B e e | a0 | s | o

4. Conclusion

Self-leadership has a significant positive impact on brand
knowledge. Self-leadership also has a significant positive impact on
role identity. However, self-leadership does not have a significant
impact on brand commitment. On the other hand, role identity has
a significant positive impact on brand commitment. Role identity,
however, does not have a significant impact on brand knowledge
or citizenship behavior. Moving on, brand knowledge has a
significant positive impact on brand commitment but no significant
impact on citizenship behavior. Furthermore, brand commitment
has a significant positive impact on both brand trust and
citizenship behavior. Lastly, brand trust has a significant positive
impact on citizenship behavior.

Keywords: Self-Leadership, Role Identity, Brand Citizenship
Behavior, Brand Knowledge And Commitment, Brand Trust.
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