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ABSTRACT

The employee is one of the company’s most significant assets, which decides the
success or failure of an industry. As a result, the service sector heavily relies on front-line
employees. Since every country and region has distinct cultures and situations, cross-border
and cross-cultural research is increasingly becoming crucial. Improving work skills, service
attitude, performance, and other factors have always been an issue of concern for both
industry and academia. Hence, this study investigates the relationship between social
support, leadership behavior, job satisfaction, and job performance of front-line workers in
the service industry in Vietnam and Taiwan. This study adopts a questionnaire survey
method, referring to the scales by domestic and international scholars, and gradually revised
to a questionnaire for this study. This study used an online survey method, a total of 282
questionnaires were sent, and 190 valid questionnaires were returned. The results found that
social support has a positive impact on job satisfaction; leadership behavior has a positive
impact on job satisfaction; job satisfaction has a positive impact on job performance; job
satisfaction has a mediating effect of social support and leadership behavior on job
performance. Based on the findings mentioned above, this study concludes and makes
recommendations beneficial to the practice of human resource management and future

relevant research.
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