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Abstract 
 

The interactions between managers and employees may support and facilitate employees’ attitudes and 

behaviors in the workplace, especially in service industry.Managerial coaching has gained considerable 

popularity as evidenced by the escalating number of practitioner-oriented books and articles on the 

topic.However, the influence of managerial coaching, as a means of creating and managing service 

quality has been largely overlooked in existing research.In addition, despite the growing interest in 

managerial coaching and the apparent benefits associated with managerial coaching for both individual 

employees and for their organizations, managerial coaching remains an area on which little has 

beenwritten from an empirical or theoretical perspective. Within the context of work organizations, 

limited research has explored factors in shaping successful managerial coaching behaviors.Therefore, 

the purpose of this study is to develop a comprehensive model in investigating the antecedents shaping 

successful managerial coaching behaviorsand the influence of managerial coaching behaviors on the 

service employee’s behaviors and performance, including commitment to service quality and job 

performance. 

 

A quantitative survey design approach was used to as the research method for data collection.This 

study will collect samples from both Taiwan and U.S.A. In Taiwan, three to five front-line service 

employees and theirmanagers in each service organization listed in 2013 Taiwan Association of Service 

Industries Directory will be invited to participate in this study. In U.S.A., a convenience sample from 

full-time service employees and their managers in one university town in a middle-west state of the 

U.S.A. were identified.For both Taiwanese and American samples, the managers will be asked to rate 

everyfront-line service employee’s commitment to service quality and job performance. The service 

employee was asked to rate the manager’s managerial coaching behaviors. Prior to the data collection, 

interviews and pilot study was conducted to review the construct validity and reliability of the 

instrument.  
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