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Abstract—With the development of information technology, the Internet and informatization have brought 
huge changes in tourism management. As the pillar industry of the tourism, the hospitality industry, are 
facing new requirements for transformation and optimization. How to retain talents and how to make talents 
willing to work are two important issues that hotels need to pay attention to in practice. Through a self-
report questionnaire survey of 325 employees from hospitality industry, this paper use SPSS and AMOS 
tools to analyze the influencing factors of performance evaluation fairness (emloyee voice) and the 
employees’s work engagement, and constructs the impact mechanism model of them, meanwhile aim to 
give some helpful suggestions on indigenous research, and can probably enrich the informatization 
application in tourism management and innovation. 

1 INTRODUCTION 

With the stable development of industrialization and 
social economy, the tourism industry is gradually 
entering the era of tourism 4.0, and technological 
innovation has become the fundamental driving force for 
the industry transformation. Technological innovation 
has improved the technological content of tourism 
products, established a new tourism management model 
centered on tourist satisfaction, and realized the 
intelligence, automation and specialization of service 
facilities for tourism enterprises and promoted the 
networking and branding of tourism enterprise marketing. 
Especially in recent years, the rise of smart tourism 
represented by the widespread application of information 
technology has brought more convenience and comfort to 
tourists. 

Facing the requirements of transformation and 
optimization in the new era of tourism, for the hospitality 
industry, the most fundamental thing is the optimization 
of human resource management based on the Internet 
technology background, so as to consolidate its core 
competitiveness. Performance evaluation, as a core 
content of human resource management activities, has a 
pivotal impact on the development of the organization 
and employees (Pichler, Varma and Michel, 2016) [1]. 
However, the effectiveness of performance evaluation in 
corporate practice has not been fully reflected. Many 
employees are dissatisfied with the evaluation system, or 

even repulsive.  If things go on like this, it will also have 
a negative impact on the employees' future work 
performance (Sweetman and Luthans, 2010) [2]. Gallup's 
recent survey results show that most employees in all 
types of organizations around the world are not fully 
engaged in their work (Bakker, Demerouti and Sanz-
Vergel, 2014) [3]. 

Employee voice in performance evaluation is a 
specific manifestation of organization procedural justice, 
which largely affects employees’ recognition and 
satisfaction with the performance evaluation process and 
superiors, and also plays an important role in predicting 
the subsequent work status and behavior of employees. 
Therefore, this study starts from the employee voice in 
the context of performance evaluation, and discuss the 
relationship among employee voice, performance 
evaluation satisfaction and employee work engagement. 
Through the research, we hope to provide some feasible 
suggestions on the improvement of the hospitality 
enterprises performance evaluation system and the 
enhancement of employee work engagement. 

2 THEORETICAL BACKGROUND AND 

HYPOTHESES 

Procedural justice theory. Employee voice in 
performance evaluation is actually a specific 
manifestation of procedural fairness and an attempt by 
the organization to improve employees' sense of fairness. 
Procedural fairness is considered by many scholars as the 
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most core value of organizational fairness (Vermunt and 
Steensma, 2016)[4]. The group value model proposed by 
Lind and Tyler (1988)[5] , and they believe that 
employees pay more attention to whether their 
membership in the organization is respected. Based on 
this, employee voice is considered a way to improve the 
satisfaction of the evaluation process. As a free way of 
communication, employees can express their opinions 
and suggestions to directly or indirectly improve the 
function of themselves or the organization (Feldman, 
2012) [6]. The implicit premise is that the organization or 
manager will have reference and feedback on the content 
of employees' speeches, rather than just providing 
opportunities to speak (Jiao L, Zou Z and Wu H, 2016)[7]. 
By summarizing and sorting out the literature, in this 
study, the definition of employee voice in performance 
evaluation is defined as: In the process of performance 
evaluation, employees explain their work behaviors to 
the evaluator and provide performance facts, can discuss 
performance face-to-face with the evaluator, can question 
the results of the evaluation or make suggestions on the 
performance evaluation process, and can express 
opinions on issues during the optimization and upgrade 
process. 

Social exchange theory. As a relatively mature 
theory in the field of social psychology and management, 
social exchange theory provides the most basic 
perspective for organizational behavior research 
(Cropanzano, Anthony and Daniels, 2017) [8]. Based on 
this theory, this study believes that employees' evaluation 
satisfaction during the performance evaluation process 
and subsequent work input are based on social exchange 
theory. Employees perceive the affirmation of 
performance and themselves, they will reward and 
exchange with more positive attitudes and behaviors. 

2.1 Employee voice and work engagement 

The theory of organizational justice points out that when 
employees have a higher sense of organizational justice, 
they will be more motivated to work. This enthusiasm 
will be significantly reflected in work performance. Only 
when they feel fair can individuals be more willing to 
contribute to the organization. Strom, Sears and Kelly 
(2014) [9] pointed out that organizational justice has a 
significant positive impact on employee work 
engagement in their research on employee work 
engagement. Liu Jinbo and Wang Lanyun pointed out in 
their research on the fairness effect of performance 
appraisal can significantly predict the behavior of 
employees, and has a significant positive impact on 
employees’s work engagement. 

Magner and Staley (2014) [10] believe that employee 
voice reflects the organization’s respect for the assessees, 
which will enable employees to generate more 
organizational recognition and value recognition, thus 
combining personal development with organizational 
development as a reward for respect for the organization, 
they will be more dedicated to work. In addition, in the 
current hospitality industry, young employees have 
gradually become the main force. They have a stronger 

sense of participation in the organization and have higher 
enthusiasm. The value expression carried by the right to 
speak is the embodiment of this demand, which satisfies 
the need to realize employee respect and self-worth 
(Robbins, Summers and Miller, 2000)[11]. Therefore, this 
research proposes hypotheses: 

Hypothesis 1: Employee voice in performance 
evaluation positively affects employees' work 
engagement. 

2.2 The mediating role of performance 
evaluation satisfaction 

The empirical research of Lira (2014) [12] pointed out that 
fairness in the performance evaluation process will 
significantly affect employees' evaluation satisfaction. 
Employee voice in the performance evaluation process is 
a concrete manifestation of fairness. Employees can 
express their opinions and ideas during the performance 
evaluation process, making the evaluation actions have a 
respectful and friendly atmosphere, which will 
significantly affect the direct evaluation experience of 
employees. Therefore, this research proposes hypotheses: 

Hypothesis 2: Employee voice in performance 
evaluation positively affects employees’ evaluation 
satisfaction. 

Employees’ evaluation satisfaction is an important 
indicator in human resource management activities. It 
can effectively predict employee behavior and which is a 
direct response of employees to performance evaluation. 
An indirect response is that they will be more willing to 
pay in the organization, which is also a manifestation of 
social exchange. Therefore, this study believes employee 
voice directly affects evaluation satisfaction, and 
evaluation satisfaction as an attitude variable will have an 
impact on the employee’s work engagement. 
Consequently, this research makes reasonable inferences: 

Hypothesis 3: Performance evaluation satisfaction 
mediates the relationship between employee voice and 
employee work engagement. 

3 RESEARCH METHODS 

3.1 Sample and Procedure 

We collected survey data from hotel employees in 
Nanjing, Changsha, and Huangshan, a total of 430 
questionnaires were distributed, 368 copies were 
recovered, and 325 unqualified questionnaires were 
screened out and the effective recovery rate was 75.6%.  
Among them, 147 were males (45.2%) and 178 women 
(54.8%). There are 120 employees (36.9%) aged 18-25, 
128 employees (39.4%) aged 26-35, 60 employees 
(18.5%) aged 36-45, and 17 employees aged 46 and over 
(5.2%).  According to the education division, level of 
education are more concentrated in undergraduate, there 
are 173 employees, 53.2% of the total. According to the 
length of service division, 1-5 accounted for 22.3%, and 
it is the majority part. The Likert 6 point scale 
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questionnaire used to reduce the tendency to fill in a 
questionnaire answered by the intermediate set of values.  

3.2 Measures 

 Employee voice scale. Using Korsgaard & Roberson 
(1995)[13] employee voice Scale. A total of eight key 
questions (e.g., "have the opportunity to the competent 
recommend different ways to complete their work." "I 
had the opportunity to state their thoughts and feelings to 
the competent performance evaluation in the meeting.")  

 Work Engagement Scale. Using Schaufeli (2017) 
streamlined 17-items work engagement scale that they 
had previously developed and got a simplified version of 
the scale with only 9-items[14], mainly including energy, 
dedication, focus on three dimensions. There are three 
items in the vitality dimension, three items in the 
dedication dimension, and three items in the focused 
dimension. (e.g., "At work, I can feel that I am very 
energetic," "I am very keen to work and full of passion," 
"When I work, I will forget everything around me.")  

 Performance Evaluation Satisfaction Scale. 
Using the employee performance evaluation satisfaction 
scale compiled by Liao Jianqiao (2010)[15], there are four 
key questions. (e.g., "I'm accepted and satisfied with the 
results of my recent performance evaluation," "My 
objectives are clear," "Performance evaluation is built 
around my work the core to carry out.")  

4 EMPIRICAL ANALYSIS  

4.1 Reliability and Validity Analysis  

In order to ensure compliance with the standard data 
analysis, we used SPSS19.0, AMOS21.0 to do reliability 
and validity analysis before implementing the statistical 
analysis of the date in this study. From the results of 
confirmatory factor analysis, the fitting index of the main 
variable measurement model is as follows: χ2/df=2.459, 
RMSEA=0.069, TLI=0.884, CFI=0.902, IFI=0.903. The 
goodness of fit is within the critical range, indicating that 
the fitting relationship between the measured model and 
the data is better. The Cronbach alpha coefficient and the 
comprehensive reliability coefficient were all greater 
than the minimum critical standard 0.7(Cronbach’s α of 
Employee voice is 0.939, Cronbach’s α of Performance 
evaluation satisfaction is 0.784, Cronbach’s α of 
Employee voice Work engagement is 0.890), and the 
measurement reliability was test.   

4.2  Descriptive statistics and correlation 
coefficients  

This study uses Pearson correlation analysis method to 
perform correlation analysis on each variable. In this 
survey, the average number of employee voice, 
satisfaction with performance evaluation, and work 
engagement is above 4. Research data show that there is 
a significant correlation (p < 0.01) between the employee 

voice, satisfaction with performance evaluation, and 
work engagement. The specific analysis results are 
shown in Table 1. 

TABLE Ⅰ. Descriptive Statistics And Correlation Coefficients 

 
Notes: * p < 0.05, ** p < 0.01, *** p < 0.001 

4.3  Regression analysis 

For the research hypothesis, this study uses the 
hierarchical regression method to test, and the results of 
the test are summarized as shown in Table 2. 

In Table 2, model 1b, assessment of satisfaction of 
voice has a significant positive effect (β = 0.475, p 
<0.001), and the results support the hypothesis 2. Model 
2b shows that the employee voice has a significant 
positive impact on the work engagement (β = 0.582, p 
<0.001). The results support the hypothesis 1.  

A method according to Baron and Kenny, there are 
three main conditions for testing the mediating effect. In 
Model 2c, after adding the mediating variables, the 
emplyee voice still has a significant predictive effect on 
work engagement, but the predicted value is reduced (in 
model2b, β = 0.582, p < 0.001, in model 2c, the β= 0.443, 
p <0.001). Therefore, the evaluation satisfaction part 
mediates the relationship between voice and work 
engagement, Hypothesis 3 is supported. 

TABLE Ⅱ. Results Of Hierarchical Regression 

 
Notes: * p < 0.05, ** p < 0.01, *** p < 0.001 
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5 RESEARCH CONCLUSIONS 

This study examines the relationship among employee 
voice, evaluation satisfaction, and work engagement, and 
the results show that: (1) Employee voice in PE process 
is significantly positive for work engagement and 
individual’s satisfaction with performance evaluation; (2) 
Performance evaluation satisfaction has a partially 
mediating role in the relationship between the employee 
voice and work engagement. This study is discussed from 
both theoretical and practical significance based on the 
findings.  

The theoretical level is mainly reflected in two 
aspects: (1) Enriches the research on the effect of voice 
in the field of organizational justice. There are few 
literatures on the impact of this form of procedural justice 
on employments’ attitudes and behaviors from the 
perspective of voice, especially in the discussion of 
human resources in the hospitality industry (Moon, 2017) 
[16]. (2) The indicator of employee response was refined. 
Among the social context factors of performance 
evaluation, the effectiveness of performance evaluation 
includes three aspects: the error and bias of the assessor, 
the accuracy of the assessment result, and the 
respondent’s response (Harari and Rudolph, 2016) [17]. 
Among them, the respondent’s response includes 
satisfaction with performance evaluation. This study 
explores the satisfaction of performance as an 
intermediary variable, and the study is more specific. 

The practical level mainly in the following three 
aspects: (1) Adhere to fair procedures, broaden the 
channels for employees to speak, and pay attention to 
hotel employees' participation. For the hospitality 
industry in the tourism 4.0 era, it is no longer a standard 
service, but the service design. In the highly competitive 
tourism industry, they can make full use of various 
communication methods or channels, unblock the 
employee voice mechanism, treat the employee in a 
respectful and friendly manner, and encourage employees 
actively participate in the practice of human resource 
management. (2) Pay more attention to performance 
evaluation, focus on employee satisfaction assessment, 
really make good use of talents, and encourage talents. 
Employees’ performance evaluation satisfaction is an 
important indicator in human resource management 
activities, which can effectively predict employee 
behavior (Yoshitaka and Jeewhan, 2016) [18]. The higher 
the employee’s satisfaction, the higher their job 
performance. Employees are satisfied with performance 
appraisal, which means that the evidence provided by the 
organization’s performance appraisal system for a series 
of activities, such as salary, promotion and training is 
reasonable, and the satisfaction of performance appraisal 
is the direct response of the staff to the performance 
appraisal, and then the staff will be more willing working 
in the organization brings higher performance to the 
organization.  

So as managers, they should apply the voice effect in 
specific situations (such as performance evaluation, 
services training), to allow employees to participate more 
in organizational construction and attach importance to 
emotional support for employees. At the same time, the 

organization needs to take the evaluation environmental 
into consideration, and focus on the truly service-oriented 
design. 
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