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Abstract

The purpose of this research was to investigate the relationship between employee engagement and individual performance outcomes
(including growth, achievement, contribution, and customer satisfaction) in large firms in Thailand, which is rapidly growing as an
international business hub. The study took place in Thai offices of multinational corporations, whose performance is both very important
for Thailand’s overall economy and for the firm’s continued presence in Thailand. The study was conducted using a survey methodology.
A convenience sample of employees of multinational corporations (n = 423) completed a survey on employee engagement and individual
performance outcomes. The data were analyzed using linear regression analysis. The results showed that there was a significant, positive
relationship between employee engagement and all four performance outcomes that were targeted. The strongest effect was observed
for achievement (8 = 0.899), followed by growth (f = 0.887), contribution (f = 0.872), and customer satisfaction (f = .867). These
findings indicate that employee engagement is a significant and strong factor that determines the individual performance of employees
of multinational corporations. This implies that companies do need to consider how to promote employee engagement. There were some

limitations, especially social response bias and the self-reported nature of performance, that limit these findings.
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1. Introduction

Multinational companies (MNCs) have proliferated
in the era of globalization, and Thailand’s government
has been implementing regulatory changes and offering
business incentives to attract them (TMF Group, 2018).
These policies have been highly effective thus far, both for
retaining emerging MNCs that originated in Thailand and
encouraging foreign MNCs to choose Thailand, as evidenced
by the fact that Japanese MNCs accounted for more than
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half of Thailand’s manufacturing by 2016 (Janssen, 2016).
In addition to supporting Thailand’s economic development,
MNC:s create and diffuse new knowledge and technologies
by engaging in local research and development (Worasinchai
etal., 2010).

Although MNCs can provide major benefits for Thailand
in terms of economic growth, job creation, and innovation,
their ability to support economic development varies based on
their effectiveness, which in turn depends on the performance
of their employees. There is evidence that employee
engagement contributes to all aspects of performance,
including growth as indicated by profitability (Harter
et al., 2002; Sorenson, 2013), achievement of divisional or
organisational goals due to good task performance (Alsafadi
& Altahat, 2021; Anitha, 2014), individual goal achievement
(Alsafadi & Altahat, 2021), innovation (Bedarkar & Pandita,
2014), contribution in terms of effort (Anitha, 2014),
productivity (Bedarkar & Pandita, 2014; Harter et al., 2002;
Sorenson, 2013), and the ability to satisfy customers (Chi &
Gursoy, 2009; Harter et al., 2002; Sorenson, 2013).

The aim of this research was to investigate the effects
of employee engagement on four employee performance
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outcomes (growth, achievement, contribution, and customer
satisfaction) for MNCs operating in Thailand. This topic
has not been investigated by other researchers despite the
increasingly important role MNCs are playing in Thailand’s
national economy and evidence that employee engagement
predicts performance in other contexts. Therefore, this study
addresses a gap in the literature and provides insights into
how the performance of employees at Thailand-based MNC
divisions could be enhanced by increasing engagement.

2. Literature Review

2.1. Employee Engagement

Employee engagement has been defined in various ways.
One definition emphasizes “the level of commitment and
involvement an employee has towards their organization
and its values (Anitha, 2014, p. 308).” Another highlights
the emotional components of engagement, describing it in
terms of the “passion and commitment,” and “willingness
to invest oneself and expand one’s discretionary effort to
help the employer succeed (AbuKhalifeh & Som, 2013,
p. 41).” Some definitions include additional elements such
as employee enthusiasm and satisfaction as subfactors of
engagement (Harter et al., 2002; Nguyen & Pham, 2020).

Many workplace variables may contribute to employee
engagement, including leadership (Anitha, 2014; Bedarkar &
Pandita, 2014; Nguyen & Pham, 2020), work environment,
co-workers and work teams, compensation, organisational
policies, general workplace well-being (Alsafadi &
Altahat, 2021; Anitha, 2014; Nguyen & Pham, 2020),
communication (AbuKhalifeh & Som, 2013; Bedarkar &
Pandita, 2014), rewards and recognition, extended employee
care (AbuKhalifeh & Som, 2013), training and career
development opportunities (AbuKhalifeh & Som, 2013;
Alsafadi & Altahat, 2021; Anitha, 2014; Nguyen & Pham,
2020), and work-life balance (Bedarkar & Pandita, 2014;
Nguyen & Pham, 2020; Vu, 2020). Additional factors that
may affect employee engagement include career optimism,
organizational fairness, and organizational entrepreneurship
commitment (Mappamiring etal., 2021), as well as religiosity
or the overall level of religious belief (Vu, 2020). However,
these factors have been less studied in general than the others
mentioned. There are also individual-level factors that may
influence employee engagement, such as organizational
citizenship behavior (OCB) (Hermawan et al., 2020).

2.2. Employee Performance

Employee performance can be defined based on the
behaviors and effort exerted to achieve particular workplace
goals or the outcomes of those behaviors and efforts
(Pradhan & Jena, 2017). Input-based definitions focus on
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what employees contribute to their organizations, so they
conceptualize performance as arising from ability and effort
(Obisi, 2011), the latter of which is related to engagement
(Anitha, 2014). Outcome-based definitions focus on results,
defining performance as the financial and non-financial
consequences of employee behaviors that affect the success
of their organizations (Anitha, 2014). Pradhan and Jena
have argued for a three-factor definition of performance
that differentiates task-related, adaptive, and contextual
behaviors and outcomes.

Growth: Actual growth and growth potential have
typically been defined and measured based on the profitability
of a division or organization (Harter et al., 2002; Sorenson,
2013). There is evidence that growth depends on employee
performance (Obisi, 2011).

Achievement: Achievement can be defined in terms of
results, such as meeting specified goals (Dugguh & Ayaga,
2014). Thus, achievement is the degree to which employees
help their divisions, work teams, or organizations achieve
their objectives. Measures such as revenues per employee
or customer within a particular division have been used to
assess achievement (Harter et al., 2002).

Contribution: Contribution encompasses all employee
competencies and behaviors that help organizations or
divisions achieve particular goals. It can be defined based
on various inputs such as ability, effort, time, commitment,
flexibility, enthusiasm, tolerance, determination, personal
sacrifice, supportiveness (Dugguh & Ayaga, 2014),
productivity, quality of work, and (low) rate of absenteeism
(Sorenson, 2013).

Customer satisfaction: Customer satisfaction, an
indicator of customer service performance, arises from the
customer’s post-purchase evaluation of the quality of a
service or product (Cengiz, 2010) and it can be assessed with
customer ratings (Sorenson, 2013). Customer satisfaction
contributes to business success by promoting customer
loyalty in the form of repeat business and recommendations
(Chi & Gursoy, 2009). When companies take good care of
their employees, employees tend to be more satisfied and
engaged, so they take better care of their customers (Chi &
Gursoy, 2009).

2.3. Impact of Employee Engagement on
Employee Performance

The positive effects of employee engagement on
the performance of both individual workers and the
organizations where they work are well established in
the literature (AbuKhalifeh & Som, 2013; Anitha, 2014;
Bedarkar & Pandita, 2014; Harter et al., 2002; Sorenson,
2013; Tonvongval, 2013). Sorenson (2013) reports the
findings of a multinational meta-analysis that included
263 studies encompassing nearly 1.4 million employees
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Performance indicators for companies in the top quartile for employee
engagement compared to the bottom quartile
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Figure 1: Performance of Work Units in the Top Quartile for Employee Engagement Compared to the Bottom Quartile

(Sorenson, 2013)

at 49,928 work units in 192 organizations spanning
49 differentindustries. This research provided strong evidence
for the performance benefits of employee engagement (see
Figure 1). Collectively, the studies demonstrate that growth
indicators such as profitability improve in conjunction with
employee engagement scores. Companies that averaged
9.3 engaged employees per disengaged employee reported
147% higher earnings per share (EPS) compared to their
competitors, whereas those with only 2.6 engaged employees
per disengaged employee had EPS 2% below competing
companies, on average. Moreover, companies with a higher
percentage of engaged employees were able to grow their
EPS more rapidly. The collective findings of the studies
included in this meta-analysis also indicate that engagement
scores predict aspects of achievement and contribution such
as quality and productivity, and that customer satisfaction
ratings improve in conjunction with employee engagement
scores as well.

Another large-scale study that examined engagement
effects on performance at the business unit level yielded
similar results. Meta-analytical evidence from the research
of Harter et al. (2002), which included 7,939 business units
within 36 companies, indicates that employee productivity,
customer satisfaction, and overall profits increase in
conjunction with employee engagement. However, as in
many other studies of this nature, engagement was examined
in conjunction with employee satisfaction rather than
independently.

Engagement effects on performance are probably
attributable to the ways in which engagement influences

employee behavior. Engaged employees tend to be more
committed, motivated, and creative, thereby making their
organizations more innovative and competitive (Bedarkar
& Pandita, 2014). Engaged employees also receive higher
ratings in the areas of task performance, effort, and
organizational citizenship behavior (Anitha, 2014). These
employees are more productive overall (Anitha, 2014;
Bedarkar & Pandita, 2014; Harter et al., 2002). They also tend
to be more aware of the context in which their organizations
operate and willing to work effectively with their teams to
improve performance (AbuKhalifeh & Som, 2013), and
they do a better job of satisfying customers (Anitha, 2014;
Chi & Gursoy, 2009; Harter et al., 2002).

2.4. Framework and Hypotheses

A conceptual model for the effects of employee
engagement on performance outcomes was developed
based on the literature review (see Figure 2). This model
proposes that employee engagement is an independent
variable that directly influences four performance outcome
variables: growth, contribution, achievement, and customer
satisfaction.

Other researchers have found relationships between
employee  engagement and growth, achievement,
contribution, customer satisfaction, or outcomes related to
these performance indicators (AbuKhalifeh & Som, 2013;
Anitha, 2014; Bedarkar & Pandita, 2014; Harter et al., 2002;
Sorenson, 2013). Based on the findings of these studies, four
hypotheses were developed and tested for this research:
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Figure 2: Conceptual Model

HI1: Employee engagement can lead
performance in terms of growth.

H2: Employee engagement can lead
performance in terms of achievement.

H3: Employee engagement can lead
performance in terms of contribution.

H4: Employee engagement can lead
performance in terms of satisfying customers.
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3. Methodology

This research was conducted as a quantitative survey
study. A self-administered questionnaire was used to
make participation convenient for respondents and allow
for rapid data collection from a large sample. Using this
method also enabled participants to respond anonymously,
thereby protecting their privacy. This was an important
ethical consideration because the respondents were asked
about their engagement and work performance, and this
information could have negative consequences for them if
they were identified,

The questionnaire was a new instrument developed
for this study based on a literature review of employee
engagement effects on workplace performance. Survey
items included basic demographic questions (gender, age,
education level, and marital status), a question designed
to assess engagement, and a series of questions regarding

the four performance outcomes: growth, achievement,
contribution, and customer satisfaction.

The sample included 423 employees of MNCs that have
divisions in Thailand, recruited via a convenience sampling
approach. The sample size was based on the calculation for a
population of unknown size (Lind et al., 2012), which gives
a sample of 384. However, additional participants were
recruited to provide extra surveys that would compensate if
any were submitted with incorrect or incomplete responses.

The data were analyzed using SPSS software to produce
descriptive statistics (frequencies and percentages for
demographics, engagement rates, and performance factor
ratings) and inferential statistics. Multiple regression
analysis was used to test the hypotheses regarding the effects
of employee engagement on the four performance outcomes.

4. Results

Table 1 summarizes the demographic characteristics
of the sample. Female respondents comprised nearly two-
thirds (65.2%) of the participants, most of whom were young
and middle-aged adults. Those between 21 and 50 made up
90.5% of the sample, while those under 20 and over 50 years
of age were minimally represented. Most of the respondents
had post-secondary degrees, with more than half (53.9%)
holding bachelor’s degrees, 18% with master’s degrees,
0.7% with doctoral degrees, and 12.1% having unspecified
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diplomas or vocational degrees, while only 15.4% reported
no higher qualifications. Many of the respondents were
single (61.2%), just over one-third were married (35.7%),
and only 3.1% reported their status as widowed, divorced,
or separated.

Table 1: Respondent Demographics

Demographic Information F{:Zu:;;)y %

Gender Male 147 34.8

Female 276 65.2

Age 20 and under 26 6.1

21to0 30 140 33.1
31to40 146 34.5
41 to 50 97 22.9
51 to 60 11 2.6
61 and over 3 0.7
Educational | Lower than Diploma 65 154
Level degree
Diploma/Vocational 51 121
degree
Bachelor’s degree 228 53.9
Master’s degree 76 18.0
Doctoral degree 3 0.7
Marital Single 259 61.2
Status Married 151 35.7
Widow/Divorce/ 13 3.1
Separated
Table 2: Employee Engagement

Level of Employee Frequency %

Engagement (n =423)

Level | Disengaged 8 1.9
Neither engaged nor 154 36.4
disengaged
Engaged 261 61.7

Table 3: Hypothesis Test Results
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The study participants were asked whether they
considered themselves to be engaged, disengaged, or neither
at work (see Table 2). The majority (61.7%) described
themselves as engaged, whereas only 1.9% said they were
disengaged and just over one-third (36.4%) fell within the
neutral range, saying they were neither fully engaged nor
disengaged. Representation of disengaged employees was
very low overall. However, it is possible that some of those
who felt disengaged from their work chose not to identify
themselves as such because they thought this would be
perceived negatively.

Employee performance was assessed in terms of growth,
achievement, contribution, and satisfying customers (see
Table 3). Regression analysis confirmed all four hypotheses
by determining that there were statistically significant,
positive relationships between engagement and each of the
employee performance outcomes (p = 0.000 in all cases).
The effects of engagement on performance were very strong
for all four outcome factors (£ > 0.8 in all cases). The largest
effect was seen for achievement (f = 0.899), followed by
growth (8 = 0.887), contribution (5 = 0.872), and satisfying
customers (f = 0.867). However, the scores were close for
all four performance outcomes. The R? values (>0.7 in all
cases, and >0.8 for achievement) indicate that the model
explained much of the variance in performance outcomes,
thereby demonstrating strong predictive power. The findings
support the overall proposition that employee engagement is
critical to performance.

5. Discussion and Conclusion

The findings of this study add to the evidence for a
relationship between employee engagement and performance
provided by other researchers who have examined this
relationship in Thailand (Tonvongval, 2013) and in other
cultural contexts (AbuKhalifeh & Som, 2013; Anitha, 2014;
Bedarkar & Pandita, 2014; Harter et al., 2002; Sorenson,
2013). Individual engagement effects on all performance
outcomes were strong, particularly for achievement. This
accords with the findings of other research that engaged
employees are more committed to their work (Bedarkar &
Pandita, 2014), perform better at required tasks (Anitha,
2014), and are more motivated and creative overall, thereby

Independent Variable Dependent Variables B value P value R? Results

Employee Engagement Growth 0.887 0.000 0.787 Accepted
Achievement 0.899 0.000 0.808 Accepted
Contribution 0.872 0.000 0.761 Accepted
Satisfying customers 0.867 0.000 0.752 Accepted
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supporting the fulfillment of organizational goals such as
greater innovation and enhanced competitiveness (Bedarkar
& Pandita, 2014).

A similarly strong engagement effect was found for
growth, which was expected based on the findings of other
research linking growth (as indicated by profitability) to
employee engagement (Harter et al., 2002; Sorenson, 2013).
Employee engagement also influenced the contribution
employees made to their divisions, in line with other research
that has found a positive relationship between engagement
and productivity (Anitha, 2014; Bedarkar & Pandita, 2014;
Harter et al., 2002; Sorenson, 2013). Engagement predicted
customer satisfaction as well, in accordance with prior
research, which has demonstrated that engaged employees
offer higher quality customer service (Anitha, 2014)and
that customer satisfaction ratings rise in conjunction with
employee engagement scores (Chi & Gursoy, 2009; Harter
et al., 2002; Sorenson, 2013). Overall, the findings support
the conceptual model for this research and indicate that
the engagement-performance relationship is strong for
employees working at Thailand-based MNC divisions.

It should be noted that the low representation of
unengaged employees in the sample may have affected the
results. Because the rate of disengagement was minimal,
it may have been difficult to detect disengagement effects
on performance outcomes. It is also possible that the rate
of disengagement was actually higher than indicated by
participants, only appearing to be low because some study
participants were unwilling to identify themselves as
disengaged or underperforming, given the sensitivity of
these issues. Social desirability bias can affect the results of
survey research in cases where respondents will not admit
to certain feelings, attitudes, or behaviors they perceive as
negative (Krumpal, 2013). Thus, it is possible that certain
study participants felt uneasy about describing themselves as
unengaged or low-performing even on an anonymous survey,
which caused them to provide inaccurate self-assessments.

6. Conclusion and Recommendations

This research was conducted to determine whether
employee engagement predicts four performance outcomes:
growth, achievement, contribution, and customer
satisfaction (an indicator of customer service). Employees
working at Thailand-based MNC divisions were surveyed to
determine their levels of engagement and performance, and
regression analysis was used to assess engagement effects
on performance. This analysis indicated that engagement
affects all four aspects of employee performance.

Two conclusions can be drawn from the findings of this
study. First, the key to improving employee performance (and
by extension, overall organisational performance) is increasing
employee engagement. Second, engagement has particularly
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powerful effects on the achievement of organisational goals
and overall growth, which indicates that MNCs can improve
their competitiveness and profitability by developing
strategies to increase engagement. These findings have several
implications for MNCs with divisions in Thailand.

First, MNCs should develop strategies and programs for
increasing employee engagement. Unfortunately, there is little
information available to guide these efforts in Thailand, though
the findings of research conducted by Tonvongval (2013) suggest
that at the managerial level, engagement can be increased with
interventions designed to promote transformational leadership
approaches at foreign-owned companies with Thailand-based
divisions. However, more studies are needed to identify best
practices for increasing engagement among Thai MNC employees.

Second, MNCs should conduct research with their
employees to determine how they could improve engagement.
This research could be undertaken with focus groups or by
administering anonymous surveys, though the latter approach
may be more effective given the sensitive subject matter, as
many employees may be unwilling to speak candidly about
workplace issues if they can be personally identified. After
conducting this research, MNCs could develop appropriate
interventions and follow their implementation with
longitudinal assessments to evaluate long-term performance
effects in the areas of growth, achievement, contribution,
and customer satisfaction ratings.

Third, MNCs that have low levels of employee
engagement should conduct additional research to determine
why their staff is largely disengaged, as disengagement is
likely to reduce profits, productivity, innovation capability,
and overall competitiveness. Issues that are negatively
affecting engagement should then be addressed with
appropriate corrective measures.

Recommendations can also be made for additional academic
research to further investigate the effects of engagement
on performance and address the limitations of this study. A
multinational study of engagement effects on performance would
indicate whether the relationship is stronger or weaker in various
cultural contexts. However, an additional advantage of conducting
a larger and more comprehensive study would be the use of a
much larger sample, as this would increase the representation
of disengaged employees, thereby providing a more accurate
assessment of disengagement effects on performance. Including
survey questions on the reasons for disengagement and the ways in
which engagement could be increased would also be useful, as this
would provide guidance for developing effective interventions.
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