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Abstract: This research proposal aims to examine and analyze 1) the influence of 

leadership style on competence, 2) the effect of dynamic capability on trust 3) the effect 

of leadership style on trust, 4) the influence of dynamic capability on competence, 5) the 

influence of competence on work behavior innovation, 6) the effect of trust on work 

behavior innovation, 7) the influence of leadership style on work behavior innovation, 

8) the influence of dynamic capabilities on work behavior innovation, 9) the influence of 

leadership style on work behavior innovation with competence as a mediation, 10) the 

influence of dynamic capabilities on work innovation behavior with trust as mediation, 

11) influence of leadership style on work behavior innovation with trust as mediation, 

12) influence of dynamic capability on work behavior innovation with competence as 

mediation. This research was conducted at PT Kereta Api Indonesia with a total sample 

of 323 respondents. The sampling technique used was purposive sampling and the data 

analysis technique used the equation model. Allegedly the results of the study 1) there is 

an influence of leadership style on competence, 2) there is an influence of dynamic 

capability on trust 3) there is an influence of leadership style on trust, 4) there is an 

influence of dynamic capability on competence, 5) there is an influence of competence 

on work behavior innovation, 6 ) there is an influence of trust on work behavior 

innovation, 7) there is an influence of leadership style on work behavior innovation, 8) 

there is an influence of dynamic capability on work behavior innovation, 9) there is an 

influence of leadership style on work behavior innovation with competence as a 

mediation, 10) there is an influence dynamic capability influences work behavior 

innovation with trust as mediation, 11) there is influence of leadership style on work 

behavior innovation with trust as mediation, 12) there is dynamic capability effect on 

work behavior innovation with competence as mediation. 
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1. INTRODUCTION 

 

The condition of a country's infrastructure, as in Indonesia, affects the development process that occurs 

in Indonesia. The development of transportation infrastructure on roads, rivers, seas, air and railways is 

something that needs to be considered, because transportation was originally to meet the basic needs of 

the community in accommodating economic and social activities in the community. Of the several 

existing modes of transportation, the government is trying to develop mass, effective and efficient 

modes of transportation that can meet the needs of many people. One of them is the train mode of 

transportation. 
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The Government of the Republic of Indonesia issued a law that specifically regulates railways. In law 

number 13 of 1992, the government regulates the railways that take place in Indonesia. Railways in 

Indonesia as one of the modes of transportation that cannot be separated from other modes of 

transportation arranged in the national transportation system. The train has characteristics as mass 

transportation and has its own advantages, so that its potential needs to be further developed and its 

role increased as a regional liaison both nationally and internationally. In addition, the train is also 

expected to be a supporter, driver, and driver of national development in order to improve the welfare 

of the people. The law stipulates that the implementing agency for railway activities is a state-owned 

enterprise (BUMN). This regulation confirms that the operation of the railway is managed by PT 

Kereta Api Indonesia (KAI) as the only company that operates the railway business. 

 

The railway organized by KAI as one of the national modes of transportation is organized based on the 

principles of benefit, fairness and equity, balance, integration and in the public interest. Railways are 

operated with the aim of facilitating the mass movement of people and/or goods, supporting equity, 

economic growth and stability as well as driving and driving national development. The issuance of 

this law emphasizes the role of the government which strongly supports every effort to improve 

transportation, especially railways in the territory of the Republic of Indonesia, which in the end is to 

carry out the mandate of national goals based on Pancasila and the 1945 Constitution of the Republic 

of Indonesia. 

 

The government's affirmation is aimed at improving infrastructure in Indonesia, in particular the 

development of a national transportation system that is more efficient, effective, integrated, 

harmonious, and developing dynamically, so that the selection of cheap, safe, comfortable, and 

adequate transportation modes is very much needed. The choice of train as one of the cheap 

transportation that can trigger the cost of population mobility and transportation of goods is more 

efficient and effective so that logistics distribution costs become more competitive, fast, smooth and 

controllable and have a positive impact on the affordability of prices for the wider community. 

 

Trains have an important and inseparable role as part of the transportation of a country. However, 

seeing the advantages of the aviation industry and other modes of transportation, the role of the train 

becomes very small. This is what the rail industry is facing. As a transportation service industry, 

customer satisfaction is an important factor in maintaining the company's business continuity. In 

offering products and services, companies must understand customers and find out what customers 

want in offering these products and services. 

 

Business developments that are synonymous with innovation must continue to be carried out by the 

organization. Facing technological developments that have reached industry 4.0 technology, 

encouraging companies to continue to innovate so that the sustainability of the organization continues. 

Work behavior owned by the organization will reflect the human behavior in it. The relationship 

between each party in the organization will influence each other, between leaders and subordinates, 

between fellow leaders or fellow co-workers. These relationships influence each other directly or 

through intermediaries that encourage existing relationships to be better or vice versa. Intermediate 

variables or variables that mediate between the independent variables on the dependent variable are 

things that need attention and are thought to have an influence. 
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The results of the survey and pre-research questionnaire that were carried out in June 2020 within the 

scope of KAI using the method Parasuraman (1997) using 22 questions to find out the services 

provided by KAI as an operator in the railway industry. This survey aims to measure (1) Appearance, 

(2) Level of Reliability, (3) Responsiveness, (4) Confidence (assurance) and (5) Empathy. Service 

quality according to Parasuraman, Zeithaml and Berry (1997) is the difference between customer 

perceptions of the services expected by customers. From this survey, it can be seen the quality of 

service with the first possibility that the perceived service exceeds customer expectations, the second is 

stated by the perceived service meets customer expectations and the last is stated that the perceived 

service is below customer expectations. 

 

Questionnaires were given to employees and train service users. From the questionnaires sent, 137 

respondents returned. From the data, it is processed related to the appearance, reliability, 

responsiveness, confidence and empathy of KAI to the perception of train service users. 

 

Table 1. Service Quality Survey Results 

No Indicator 
Value 

Gap 
Count Table 

1. Tangible 1,148 30,144 28,996 

2. Reliability 14,205 36,415 22,210 

3. Responsiveness 24,721 30,144 5,423 

4. Assurance 18,609 30,144 11,535 

5. Emphaty 12,387 36,415 24,028 

 

In general, it is found that the services provided by KAI are still below customer expectations, meaning 

that in terms of services that have been provided they have not met customer expectations and need to 

be improved by the company. The services provided can determine the value of customer satisfaction 

using. Customers who experience good quality service are more likely to return and remain customers 

of the organization (Sheila et al., 2012). This level of service will make customers return to enjoy the 

products or services offered by the company. Further studies need to be carried out to find out who will 

become railway customers in the next five or ten years. Identification of potential customers is very 

important in implementing a work plan that needs to be prepared. The Indonesian Central Statistics 

Agency issued demographic data for the Indonesian population in 2019. This population demography 

describes the distribution of the population based on the age of the population in Indonesia. This 

classification tells about the lifestyle of the community, so that the company can focus more on 

determining the community groups that are of concern. The distribution of the population that 

dominates the population will show the living culture of the community which reflects the culture of 

most people. From the results of the following table, it can be seen that the number of young adults in 

Indonesia is very dominant. 

 

Table 2.  Demographics of Indonesia's Population by Age in 2019 

(In thousands) 

Population 
Group 

Male Female Total 

0-4 12.045 11.560 23.605 

5-9 12.234 11.740 23.974 

10-14 11.825 11.323 23.057 
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Population 
Group 

Male Female Total 

15-19 11.406 10.888 22.294 

20-24 11.168 10.750 21.918 

25-29 10.691 10.537 21.228 

30-34 10.320 10.262 20.582 

35-39 10.058 10.208 20.266 

40-44 9.679 9.688 19.367 

45-49 8.877 8.818 17.695 

50-54 7.699 7.739 15.438 

55-59 6.315 6.435 12.750 

60-64 4.895 4.923 9.818 

65-69 3.338 3.394 6.732 

70-74 2.028 2.357 4.385 

70+ 2.081 2.886 4.967 

Total 134.659 133.417 268.076 

Source: Central Bureau of Statistics 2020 

 

Based on the data in Table 2, it describes the number of Indonesian population above the age of 15 

years to 45 years dominating the population in Indonesia. This explains that Indonesians born above 

1980 to 2010 make up the majority of the population in Indonesia. The number of people in this age 

range that the company must pay attention to in order to develop the company by aligning it. This age 

range will make up the majority of customers or users of train services in Indonesia. This age range 

will dominate the culture of people's lives in interacting and being active. Existing habits must be 

observed and need to be considered in providing services. 

 

The term millennial generation was first introduced by two historians from America, namely Strauss 

and Howe (2000) in the book Millennials Rising: The Next Great generation. The book reveals that 

millennials have a better education than the previous generation. According to Palfrey and Gasser 

(2008) major aspects of their lives (millennial) such as social interaction, friendship, civic activities are 

mediated by digital technologies. It was further revealed that in this digital era, the lifestyle of many 

people is changing in relating to one another. In the book entitled Born Digital, Palfrey and Usr (2008) 

say that millennials are the first generation to have grown up with computers and the internet. These 

millennials have thoughts that are difficult to understand, but easy to understand based on experience, 

and hope that technology will continue to develop, so it must continue to be updated. The company's 

continuous innovation to meet the growing living culture is very important to do. The use of 

technology in innovating, the ability of human resources and support from company leaders in making 

it happen are some of the things that must be considered. Innovation is important in maintaining the 

sustainability of the company. 

 

Looking at the age distribution of the population in Indonesia, the potential existing customers are 

customers who know about technology. Companies need to recognize these potential customers so that 

innovation is needed to meet these demands. Services that meet expectations will be the customer's 

choice. 
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The train as an alternative transportation used by the public and also industrial players is cheap and 

mass, when compared to the condition of road transportation which is currently experiencing many 

obstacles, especially congestion caused by the increase in vehicles that is not balanced with the 

addition of available road capacity as well such a high maintenance burden and the air pollution it can 

cause. By using rail transportation, population mobility and freight transportation become more 

effective (fast), efficient (mass), and cheap, so that finally the choice of using rail transportation 

reduces the traffic load on the highway. 

 

Learn from the train industry in Europe, which is already advanced and has technology that makes it 

easier for customers to gain access to enjoy train services. Every country in Europe has more than one 

train operator company. Each country has the same service standards set by the European Railway 

Agency (ERA) which issues the service standards or certificates required for every train operator in 

European countries. Service is important and a concern for every operator. 

 

Community countries in Europe have started the train journey since the Industrial Revolution and 

continues to this day. One thing that has become the standard for the quality of train travel in various 

countries in Europe is timeliness. In addition to punctuality, the ease of obtaining tickets is something 

that needs to be considered. Developing technology requires companies to create access anywhere and 

anytime to meet the needs of passenger tickets. Europe is a not very large group of countries. Over 

time, the rail transportation mode network is connected from between cities to between countries. Rail 

network connectivity in Europe makes it easy for travelers to travel by train even across countries. 

Technology that continues to develop requires companies to continue to innovate in improving 

services. 

 

Kristina and Dean (2005) say that the propose that product innovation may be evaluated in terms of 

differentiated technological characteristics of new products. Innovation will create a new form of 

product or service. As stated by Jain, (2020) states that "in order to win competitors, organizations 

require increasing innovation management competence at the level of entire organization and employee 

across the cadres". The involvement of the entire organization is very important in innovating new 

products and creating good services. In addition to involvement, the competencies and capabilities of 

the organization will affect the company's ability to innovate. 

 

Law number 23 of 2007 promulgated by the government, states that transportation has an important 

role in supporting economic growth, regional development and unifying the territory of the Unitary 

State of the Republic of Indonesia (NKRI) in order to realize the archipelago insight, and strengthen 

national resilience. Furthermore, in law number 23 of 2007, it is emphasized that the railway as one of 

the modes of transportation in the national transportation system which has the characteristics of mass 

transportation and has its own advantages and cannot be separated from other transportation, so it is 

necessary to develop its potential and enhance its role as a liaison regions to support, encourage and 

mobilize national development in order to improve people's welfare. Transportation development and 

changes are felt to be very necessary. The government as the policy holder of a country also innovates 

in launching legal products that aim to improve services to its people. KAI as a government-owned 

company is also guided as an agent of change that helps the development of transportation in 

Indonesia. Agent of Change is the responsibility of KAI in helping the government develop a mass 

transportation system in accordance with the mandate of the law made by the government. If we look 

closely, the mode of transportation in Indonesia is still dominated by road transport. The relatively high 

cost of road maintenance is also a high cost burden that must be incurred by the government.  
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Based on the work plan issued by the Ministry of Public Works and Public Housing (PUPR), the 

budget used for road maintenance costs in the last two years is more than forty trillion rupiahs 

annually. The amount that is not small in spending the budget used for infrastructure development in 

Indonesia. The government has a master railway draft which is stated in the Law of the Republic of 

Indonesia number 23 of 2007, which is a single railway system which is referred to as the national 

railway system. This national railway system regulates, among others: Policy directions and the role of 

national railways in all modes of transportation, estimates of the movement of people and/or goods, 

plans for national railway infrastructure needs, plans for national railway facilities needs and plans for 

human resource needs. 

 

Law number 23 of 2007 also opens opportunities for companies and other investors to be able to 

participate in operating the train. The implementation is not limited to being carried out by State-

Owned Enterprises (BUMN) but to every company and investor to be able to participate in organizing 

train operations. The era of competition in the railroad business began with the enactment of Law No. 

23 of 2007. KAI is required to transform, increase public trust, through service and safety standards 

that must be maintained. Customer convenience will encourage an increase in passengers which has an 

impact on the company's performance. According to Maryanto (2010), leadership is needed, which 

creates dynamic capabilities and trust that drives changes to existing human resources so as to create 

corporate innovation to improve service to customers. 

Leadership is a comprehensive and integrated leadership ability needed for individuals, groups, and 

organizations to produce transformations marked by changes at each stage of activity (Maryanto, 

2010). Changes that occur within the company that cause renewal starts from the leaders and is passed 

on to their subordinates and takes place continuously. Changes in technology used and ease of access 

so that people can take advantage of the services provided by the company. The development of the 

company's business which is marked by changes in technology creates a breakthrough for the 

development of the business world, including KAI in it. 

 

The development of the number of passengers as shown in table 1.4 below which explains the very 

significant increase by people in using the train as the main choice of transportation within the city and 

between cities. The growth of passenger transportation which continues to increase with an average 

annual growth of 12%, shows the level of public trust that continues to increase in the railway industry. 

This growth is also illustrated by the number of train passengers in the last five years reaching 31.22%. 

In 2015, the number of passengers was only 327.13 million people, while in 2019 the train had 

transported 429.26 million people.  

 

The growth of freight transportation also shows an average growth of more than 6% in the last five 

years. In 2019, the number of goods transported was 47.62 million tons. When compared to the 

number of transportation in five years, an increase of 60.24% exceeds the increase in the number of 

passengers. The changes that continue to be made reflect a significant change in the transformation of 

the company carried out by the company's leaders. Various efforts to develop and construct new lines 

are sought to increase revenue. The great efficiency offered by rail transportation compared to other 

land transportation which has a large impact on the environment. Road damage, environmental 

pollution are factors that need to be considered by the government in developing the right mode of 

transportation. 
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Table 3.  Volume of Passenger Transportation and Freight Transportation  

by Train in 2015 – 2019 

Description Units 2015 2016 2017 2018 2019 

Passenger 

transportation 

Million 

People 

327,13 352,31 394,13 423,85 429,26 

Growth % 0% 8% 12% 8% 1,28% 

Freight Million 

Tons 

29,72 32,49 40,06 45,24 47,62 

Growth % 0% 9% 23% 13% 5.26% 

Source: KAI Audited Financial Report 2015-2019 

 

The establishment of service quality standards referring to Ministerial Regulation No. 48 of 2015 

concerning Minimum Service Standards (SPM), which is enforced covering aspects of safety, security, 

reliability/regularity, comfort and convenience. Continuous business changes will result in work 

behavior in the organization. Especially with the implementation of this SPM, there has been a very 

drastic reduction in the incidence of train accidents that occur in the operational area. The dynamic 

capabilities of the organization affect the existing business changes. Dynamic changes in the 

capabilities of the organization will affect the work behavior of members of the organization. This 

influence is expected to have an impact on innovation work behavior (IWB) directly or through 

competence and trust as mediating variables. 

 

The Minimum Service Standards applied at stations and on the way show KAI's seriousness in 

developing and improving services to stakeholders. The involvement of employees in implementing 

organizational commitment is shown by carrying out the notices issued by the company's leadership. 

Leaders can influence employee work behavior in creating a work system according to company work 

standards. Employee trust in these leaders also encourages employees to work in accordance with the 

assigned duties and functions. The commitment of employees in implementing SPM is shown by the 

decrease in the number of accidents in the last five years. The technological innovations developed 

have also helped the company in reducing the number of accidents that occurred in the last five years. 

 

Table 4. Number of Train Accidents 

Location 
Years 

2015 2016 2017 2018 2019 

Daop 1 Jakarta 14 12 6 4 1 

Daop 2 Bandung  4 2 1 2 4 

Daop 3 Cirebon 2 1 0 0 0 

Daop 4 Semarang 1 5 1 3 2 

Daop 5 Purwokerto 1 0 0 2 0 

Daop 6 Yogyakarta 0 4 1 4 0 

Daop 7 Madiun 0 0 1 4 0 

Daop 8 Surabaya 9 4 2 4 0 

Daop 9 Jember 0 1 0 0 0 

Divre 1 Sumut 6 1 2 1 2 

Divre 2 Sumbar 0 0 3 4 1 

Divre 3 Palembang 8 12 1 1 3 

Divre 4 Tanjung Karang 8 14 1 4 6 

Total 53 50 19 24 19 

  Source: KAI Audited Financial Report 2015-2019 
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The involvement of every layer of employees greatly influences the implementation of SPM at the 

station and on the way. The capability of each member of the organization is shown in the competence 

of employees who carry out company goals according to short-term and long-term goals. The strategy 

is made by the company by increasing the ability and building employee confidence in every decision, 

policy and work culture that is built. This work culture forms a work pattern and creates innovation 

within the organization in improving services in order to achieve organizational goals and one of them 

is by reducing the number of accidents that increase public confidence in using trains as a reliable 

alternative mode of transportation. 

The opinion of Robbins (2010) explains the structural relationship that is built in the organization. 

Individual influence between superiors and subordinates will affect behavior in the organization. The 

leadership style emphasizes leader orientation and aligning followers with tasks and goals in the 

organization (Bass, 1990). Leadership is also a factor that affects improving performance and creating 

creativity from leaders (Wibowo, 2016). Changes that occur within the company that cause renewal 

starts from the leaders and is passed on to their subordinates and takes place continuously. Changes in 

technology used and ease of access so that people can take advantage of the services provided by the 

company. Jansen et al, (2006) say that the company must set the right steps for the organization in 

determining the new product to be developed. The innovation can be at the activity, process, product, 

or business level (Gupta, 2006). Utilization of technology is important in creating breakthroughs for 

the development of the business world, including KAI in it. Several technological developments 

carried out by KAI in improving relations with the community are the creation of the KAI ACCESS 

application, which can make it easier for the public to get train tickets from the palm of their hands. 

This technological improvement is continuously updated with features that make it easier for people to 

use the application to get tickets for up to 90 days. Additional features and ease of access with various 

options are developed so that customers can fulfill their needs. The choice of food and beverage 

menus, typical of the various regions that are passed, becomes an option for customers. In addition, a 

Real Time System (RTS) system was developed using a web-based information technology platform. 

RTS provides flexibility and convenience for customers to choose trains with travel routes and seats 

and reservations up to H-90. 

 

Business development through the application of technology in increasing transactions encourages 

increased revenue for the company. Abuse of authority and fraud can be suppressed by the presence of 

technology. Leakage and the brokering system also dropped drastically, thus increasing the company's 

revenue. According to Fadillah et al., (2020) said innovation capability is recognized as one of the 

most internal resources and can produce superior performance. By continuing to innovate by the 

organization, it means utilizing the resources it has for the sustainability of the organization in the face 

of changing business climate. The existing technological innovations are continuously improved in 

order to be able to compete in facing the challenges that always arise. 

 

Work behavior in innovating has been carried out by the organization. The business changes made do 

not stop here, but must continue to be carried out for the sustainability of the organization. Sometimes 

organizations have limitations in innovating (Renkema & M. Janssen, 2017). Therefore, it is necessary 

to build a work culture or behavior that arouses employees to innovate. The capabilities possessed 

must be developed so that it will affect the competencies possessed by each individual. As explained 

by Robbins (2010), in organizational behavior, the relationship between fellow individuals is the first 

thing that is conveyed. The relationship that is built between individuals, can be between superiors and 

subordinates or fellow employees. This relationship will create work behavior in accordance with the 
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goals to be built by the organization. Innovation work behavior or IWB is influenced by the 

relationships created between individuals, groups and structures within the organization. 

 

2. LITERATURE REVIEW 

 

2.1. Inovasi Work Behaviour (IWB) 

An organization is a system, has a conscious structure and planning, in which people work and relate to 

each other in a coordinated, cooperative, and motivated way to achieve the goals that have been set 

(Beach, 1980). ; Champoux, 2003). Organization can also be interpreted as an association or 

association consisting of two or more people who have a common commitment and formal bond to 

achieve organizational goals, and within the association there are relationships between members and 

groups and between leaders and members who are led or subordinates (Beach and Reinhartz, 2007). 

2004; Bush and Middlewood, 2005). The organization is seen as a container, a place where 

administrative and management activities are carried out. Second, as a process that seeks to highlight 

the interactions (relationships) between the people involved in the organization. Furthermore, it is said 

that the relationship is built into a culture or work behavior in an organization to achieve its goals. 

 

Nehles, Renkema M. & M. Janssen (2016) wanted to prove the role of human resources in developing 

innovation work behavior (IWB) in organizations. Furthermore, he said the importance of the 

capabilities and competencies needed in encouraging the IWB. Innovation is important for 

organizational development. Organization capability play a crucial role in successfully developing a 

new product (Brentani & Kleinschmits, 2004). The company must determine the appropriate steps for 

the organization in determining the new product or service to be developed (Jansen et al., 2006). The 

right steps can become an organizational work culture that encourages to keep innovating. 

 

Organizational development is a long-term effort to introduce planned change into the entire 

organization based on a diagnosis shared by its members with the aim of improving organizational 

effectiveness through the application of behavioral science techniques. I often describe organizational 

change as a journey, but not a simple journey from A to B, (Champy, 2017). Often organizations make 

processes and procedures more efficient and establish routines (Ata & Jabeen, 2011). However, it was 

further stated that routine creates continuity that causes work behavior to change or can be called IWB. 

Business change or innovation is very much needed in an organization that continues to grow to 

maintain sustainability. Many definitions of innovation are described by many experts.  

 

The popular term used to classify the degree of new product innovation are radical and incremental 

product innovation (Atuahene-Gima, 2005; Gatignon et al., 2002). Furthermore, it is said that the 

products produced can be in the form of services or goods and have uniqueness, quality that is 

maintained and have multiple functions. Fadillah et al., (2020) say that in innovating, quality is one of 

the necessary factors. The quality is expected to add to the functionality or capabilities offered. Minh et 

al., (2017) say that innovation may be defined as a process that involes the generation, adoption, 

implementation and incorporation of new ideas, practices or artifacts within the organization. 

Furthermore, it is said how to implement new ideas so that they have more functions and are unique. 

Based on the opinions of several experts, uniqueness, quality and multi-function are the indicators 

studied in the IWB variable. However, in measuring innovation in the organization by adopting the 

questions used by the researcher, which is then adjusted to the conditions that exist in the company. 
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Kristina & Dean (2005) in Honsopon (2012) propose that product innovation may be evaluated in 

terms of differentiated technological characteristics of new products. Jain, (2020) states that "in order 

to win competitors, organizations require increasing innovation management competence at the level 

of entire organization and employee across the cadres". Based on the opinions of these experts, it can 

be concluded that IWB is a work behavior that is created within the organization for the development 

of a product or service that is carried out in an extraordinary manner so as to produce uniqueness, 

maintained quality and have more functions and strive to become a work culture built by an 

organization or companies (Atuahene-Gima, 2005; Gatignon et al., 2002; Fadillah et al., 2020; Minh et 

al., 2017; Kristina & Dean, 2005; Jain, 2020). Changes in the existing culture become dynamic in 

accordance with internal and external factors that affect the company's environment. 

 

2.2. Competency 

Companies are expected to be able to identify new needs and opportunities and respond to these 

needs carefully and effectively. The company is also expected to build relationships with potential 

customers through research, surveys and policies from regulators. Ellen et al., (1998) said each 

customer evaluates the quality of service received and decided when (or if) there will be further 

interaction with organization. It is different with the opinion of Sheila et al., (2012) Customers who 

experience good quality service are more likely to return and remain customers of the organization. 

Kottler and Armstrong (1991) more specifically emphasize the importance of recognizing the needs, 

wants and demands of the target market. Knowledge and skills are indicators that are needed to see the 

competencies possessed. If you pay attention to the distribution of the population in Indonesia, 

millennials are the company's target market, so it is necessary to identify the characteristics attached to 

them. Lewis, Mitchell (1990) in Wan Yu, C. (2014) defines service quality as satisfying customer' 

needs. Parasuraman et al., (1995) issued a model with 22 questions that measure the gap or difference 

between evaluations and perceptions of the quality of services provided. Through this survey, the 

company is expected to identify the wants and needs of customers from the services provided by the 

company. 

 

A Competency is a realiably measurable, relatively enduring characteristic (or combination of 

characteristics) of person, team or organization, which causes and statistically predict a criterion level 

of performance (Spencer, 2003). Furthermore, it is said that reliably measurable means two or more 

independent observers or methods that person demonstrated a competency characteristic. The character 

of a person in the organization will show the competencies possessed to achieve organizational goals. 

Subramony et al., (2004) said that service organizations are devoting more attention to front line 

service employees who represent the organization. This explains the importance of the services 

provided by frontline employees to customers. This service represents the performance of the 

leadership in giving awards to customers. Yaeger (2016) said the highest performing teams show up 

with a sense of purpose, they understand the why of what they do and clearly see how it matters. In 

serving and dealing with customers, good social relations are needed so that there is a close 

relationship between the company and the customer. Some members in an organization, instinctively 

know the concept conveyed by the leader and they will appreciate and respect the tradition that has 

been going on. For others, it is necessary to be reminded and motivated intensively in order to create 

emotional conditions to achieve organizational goals. The company must determine the appropriate 

steps for the organization in determining the new product to be developed (Jansen et al, 2006). Service 

products must be packaged in the form of services that are easily accessible, real time and up to date. 
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The competencies possessed by employees can describe the services provided by the organization to be 

very important to note. To achieve organizational success, a strong foundation is needed in the form of 

competencies possessed by leaders, employees and culture to strengthen and maximize competence 

(Wibowo, 2007). Furthermore, it is said that competence can be defined as an ability to carry out a job 

or task based on skills and knowledge characterized by professionalism in a particular field. 

Competence can be described by what a worker does at a certain level in accordance with the tasks and 

responsibilities given. Competence is often portrayed as a combination of components, such as 

knowledge, skills, abilities, capabilities and resources (Athey and Orth, 1999; Teece et al., 1997; 

Sanchez, 2004). From this opinion, the indicators in competence are knowledge, skills, willingness, 

ability and resources. 

 

Competency can be defined as a combination of the nature of the work and the characteristic of the 

worker performing it (Sandberg, 2000). Mulder (2015) further stated that it consists of the integrated 

set of knowledge, skill and attitude of a person, or that an employee possesses (Rowe 1995; Garava n 

& McGuire, 2001). Competency is individual's array of discrete knowledge, skill and 

attitude/abilities/behaviours that enable them to cope with demands and responsibilities of their job 

(Boyatzis, 1982; Lathi, 1999). Spencer (2003) describes competency characteristics are content 

knowledge, behavior skills, cognitive processing, personality traits, values, motives and occasionally 

other perceptual or capabilities. However, it was further stated that knowledge, skill and personality 

characteristics are required to be minimally acceptable. Taking into account the expert's opinion, the 

indicators of competence are knowledge, skills and behavior shown in individual abilities.  

 

Competence is something that is needed by organizations engaged in the service industry. Sheila et al., 

(2012) argues that "Customers who experience good quality service are more likely to return and 

remain customers of the organization". According to Wibowo (2007), competence focuses more on 

results than on effort or on inputs rather than outputs, because it will describe how people behave in 

performing their roles. From some of these definitions of competence, competence can be synthesized 

as an ability possessed by a person in terms of knowledge, skills and behavior that is manifested in the 

form of services to customers that can fulfill customer desires as expected (Athey and Orth, 1999; 

Teece et al., 1997; Sanchez, 2004; Sandberg, 2000; Rowe, 1995; Garava n & McGuire, 2001; 

Boyatzis, 1982; Lathi, 1999; Spencer, 2003; Wibowo, 2007) The population taken in this study will 

affect the competencies possessed by each individual. Therefore, determining the population to be 

studied is important in this study. 

 

2.3. Trust 

Many philosophical writings about a belief. Belief in something that is not visible, trust in a 

person or group of people and much more. Trust is the outcome of a rational and reasonable decision; 

balancing the benefits and risks by the Trustor (Williamson, 1993). In other words, it can be said that 

trust is the result of an action that is rational and and can be trusted by considering the results and risks 

that can arise as a result of the action. Self-confidence is an important indicator in building trust. 

Coleman (1990) and Cummings & Bromiley (1996) argue that in an organizational perspective, trust is 

a certainty over the facts of a leader or group of people who work based on the values and interests of 

the company. Coleman (1990) further explained that trust is obtained by a person or group because 

subordinates or people in the organization see the results of what is done and see sincerity in working 

with heart and mind so that it can provide value in achieving organizational goals. Independence in 

making decisions and self-confidence are used as indicators in the trust variable. 
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According to Davis & Mayer (1997), joint work creates dependence on one another, therefore each 

individual must create various ways to minimize dependence in order to achieve organizational goals. 

Davis and Mayer further said that it is necessary to increase the division of labor within the 

organization. Trust is largely in agreement that it is beneficial for performance (Jeffries & R. Reed, 

2000). Furthermore, it is said that there is intrinsic value in building a working relationship and all 

parties have the same feeling. Organizations is posited to mediate the relationship between 

organization justice components and the organization related outcomes (Aryee. S. & Budhwar, 2002). 

Described by Aryee et al., (2002) the results achieved from the trust built are job satisfaction, 

organizational commitment, turnover intentions and organization citizenship behavior (OCB). Trust 

can be built on the same basis and the same goals according to internal values so that the goals to be 

achieved are achieved. 

 

Trust is the backbone of a tacit knowledge transfer process within an organization (Dirks & Ferrin, 

2002). Further explained by Schoorman et al., (2007) and Robinson (2013), the character of a person in 

an organization is influenced by internal and external factors in forming and building trust within an 

organization. According to Karen Jones (2012), trust has a special concept because it contains three 

basic facts that only humans have, namely as social beings, limited and can influence others. Jones 

(2012) further said, because as social beings, humans have risks that need to be considered, but 

because of their limitations, humans by working together can influence others to achieve the expected 

goals. Dimensionally, trust can be classified in two ways, namely personal trust and organizational or 

group trust (Robinson, 2013). By paying attention to the indicators stated by several researchers (Karen 

Jones, 2012; Dirks & Ferrin, 2002; Schoorman et al., 2007; Robinson, 2013) Trust has indicators of 

believing in oneself, acting independently, and daring to express opinions. Internal factors can be 

obtained by looking at how someone can share their knowledge. As for external factors, it can be seen 

by knowing the plans of the leader or group of an organization in managing the environment around 

the company to achieve its goals. Trust in superiors for the goals to be achieved is important because it 

encourages individuals to carry out individual goals in order to achieve organizational goals. These 

internal and external factors influence the organization in making the right strategy in accordance with 

the capabilities possessed by the organization. From several opinions and definitions submitted by 

several experts, trust is the result of a rational action of a human being and based on several 

considerations by taking into account the benefits and risks that can occur given to a person or group in 

an organization by also paying attention to internal and external factors. Williamson, 1993; Coleman, 

1990; Cummings & Bromiley, 1996; Jeffries & R. Reed, 2000; Dirks & Ferrin, 2002; Schoorman et 

al., 2007; Robinson, 2013; Karen Jones, 2012). 

 

2.4. Leadership Style 

The achievement of company goals is something that must be known and understood by all 

employees. An organization is formed with a common goal, but to achieve goals effectively, good and 

correct management is needed (Wibowo, 2016). Colquitt et al., (2015) suggest that individual 

outcomes are a series of worker behaviors that contribute, both positively and negatively, to 

accomplishing organizational goals. Company leaders determine the vision and mission in accordance 

with the expectations of the capital guides (Stakeholders). In running the business, the company leader 

must determine the right strategy (Lussier, 1990). Further explained by Lussier (1990) and Robbins & 

Sutton (2001) that the changing times that continue to require company leaders to change for the better. 

It was further explained that the provisions in leadership became an important factor in improving the 

company's performance, as well as the capabilities possessed by the organization in achieving its goals. 
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Pfeffer & Sutton (2005) explain that knowledge development in corporate activities must be carried out 

and in the face of increasing changes and developments in the sphere of globalization (Fiedler, 1996; 

Henvessey Jr., 1998). It is different with Amstrong (2006) who argues that leadership is a process of 

influencing and supporting others to work hard. Yulk (1998) also argues that leadership is a process of 

influencing group activities with the aim of achieving company goals. In addition to leadership itself, 

leadership style is also important because leadership has a significant impact on organizational 

performance (Avalio and Bass, 1990). So leadership is a process of influencing or influencing 

followers to achieve organizational or company goals to be achieved through the development of 

knowledge and renewal of company goals in the face of existing challenges. 

 

In contrast to the opinion of Burns (1975), which states that leadership can be one of two existing 

forms, namely transformational leadership and transactional leadership. Of the two leadership styles 

according to Burns (1975), transformational leadership styles that affect change in the company. 

According to Maryanto (2010), transformational leadership is a comprehensive and integrated 

leadership capability needed for individuals, groups, and organizations to produce transformations that 

are marked by changes at each stage of activity. Leadership transformation is also a simultaneous 

organizational governance process, which is a must for organizations that want to improve the 

company (Sisbintara, 2013). Sisbintara (2013) further explained that leadership transformation is a 

process of change carried out by organizational leaders which includes structures and processes in 

order to improve performance in accordance with the dynamics of the development of the 

organizational environment. Colquitt, Lepine & Wesson (2015) argue that Leadership style has often 

been considered as one of the vital factors that can enhance employee's commitment and it is seen as 

the live wire for the attainment of organization goals. In other words, it is said that leaders can 

influence or develop commitment from employees to achieve goals. Leaders communicate with 

employees to hold and explore ideas from employees. Leadership has always been considered as a 

critical element and function of management which helps manage the dedication level of employee 

within the organization and the attainment of organization goals (OD Abasilim, 2018). Every employee 

without exception must be able to improve his abilities, skills and capacities to support the company's 

goals. 

 

The company's mindset to transform is seen as relevant to be applied when an organization or company 

organizes an organizational structure according to its business needs (Wooley, 2006). According to 

Burn (1978) leadership is when a leader or group of leaders and their subordinates agree to improve 

each other's ability to increase motivation to a higher level. There is a communication between 

superiors and subordinates in exploring ideas. According to RT Livingston (1999), Leadership is 

ability to awaken in other the desire to follow common objectives. In other words, the leader must be 

able to build the participation of his subordinates to participate in achieving goals. Christensen et al., 

(2003), said "leadership means to plan, decide, coordinate and control according to a set of formal 

goals and a range of operation leaders want to realize". 

 

The leader has a plan and the ability to decide, so he can assign directly. Leaders also coordinate, 

provide support and clearly participate directly in reaching decisions. From several expert opinions, 

leadership style has three indicators, namely directive, supportive and participatory. These three 

indicators are indicators used in exploring the leadership style that exists in the organization. The 

questionnaire contained in the journal written by Fayyaz, Naheed, Hasan (2014) became the basis for 

making the questionnaire, but adapted to the needs of the organization under study. From several 

expert opinions and journals that become literature material, it can be concluded that leadership style is 
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the ability possessed by a leader in making changes by involving his subordinates to improve human 

resources through stages that have a higher level to support or achieve organizational goals (Colquitt, 

Lepine & Wesson, 2015; Woodley, 2006; OD Abasilim, 2018; Burn, 1978; RT Livingston, 1999; 

Christensen et al., 2003; Fayyaz, Naheed & Hasan, 2014). In achieving that goal, the leader can be 

direct, supportive and participate in carrying out the shared goals that have been set. 

 

This leadership style becomes a variable that is measured in seeing the impact on the services shown 

by individuals in the organization. Initially the companies classified employees as human resources 

(Human Resources). Along with the passage of time, the paradigm of stakeholders began to change 

into Human Capital (Yasin, 2017). Employees are considered as the company's capital in developing 

its business so that the company's goals can be achieved. The term right men in the right place is a 

reference for companies in developing employees through the education and training needed to support 

their performance. The quality of employees/talents supported by a good plan will form Talent 

Management that has the ability to compete (Competitive Advantage) to achieve organizational goals 

(Yasin, 2017). 

 

A good company plan to achieve big goals must also be accompanied by an employee development 

plan so that employee performance supports company performance (Yasin 2017). In compiling 

employee performance indications, the roles of both parties, leaders and subordinates are needed which 

are developed from the company goals set by the stakeholders. The results of these discussions are 

expected to form a good management line that continues to transform in order to increase the 

effectiveness of the company. 

 

2.5.  Dynamic Capabilities 

Leadership is the ability of an individual to influence, motivate and enable others to contribute toward 

the effectiveness and success of the organization (Yulk, 1998). This understanding states that an 

individual as a leader can influence and motivate his subordinates to be able to contribute to the 

success of the company. Bass (1985) states that leadership behavior has a very close effect on 

subordinates in motivating and improving the mindset of their subordinates and showing their 

capabilities in developing the organization. Furthermore, Bass (1985) said that by paying attention to 

the ideals and values of followers such as increasing commitment and motivation to realize company 

goals and increasing mindset and ability to face challenges and problems in a dynamic company. 

According to Fainshmidt & Frazier (2016), dynamic capabilities as the capacity of an organization for 

purposes fully create, extend or modify its resource base. Mousavi et al., (2018) found a positive effect 

from sensing, seizing and reconfiguring dynamic capabilities on innovations for sustainability. These 

three things sensing, seizing and reconfiguring become indicators of dynamic capability variables. The 

changes that occur and the capabilities they have encourage employees to move dynamically. 

Capabilities that are affected by changes and challenges that move dynamically are what are called 

dynamic capabilities. 

 

Strategic management is the process that enables the organization to turn strategic intent into action 

(Truss et al., 2012). In strategic management it is revealed that dynamic capabilities are at the heart of 

corporate strategy, value creation and competitive advantage (Teece, Pisano, & Shuen, 1994). 

Research on dynamic capabilities is mostly based on the concept of a resource-base view (SM Sadegh, 

Chu, 2020; Teece & Pisano, 1994; Helfat & Winter, 2011; Schilke et al., 2017) as well as by paying 

attention to changes in the environment (Capeda & Vera). , 2007; Eduarde A. Inigo & Laura Albareda, 

2018). Dynamic capabilities are said to involve (1) the sensing and shaping of opportunities and 
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threats, (2) seizing opportunities and managing threats and (3) reconfiguring the organization to 

maintain sustainable advantage (Teece, 2007). According to Teece (2007), indicators of dynamic 

capability are sensing, seizing and reconfiguring in line with the opinion of Mousavi et al., (2018). 

These three indicators will be used in examining the dynamic capability variable. In a journal written 

by S. M. Sadegh K., Chu, Sophia R & Slade (2020), the dynamics of capability is shown to increase 

knowledge so as to increase work productivity. A questionnaire about the dynamics of capabilities is 

used as the basis for a questionnaire that is adapted to the conditions of the organization to be studied. 

 

Dynamic capabilities are defined as The Firm's process that use resources to match and even create 

market change (Eisenhardt & Martin, 2000). Furthermore, Teece (1997) said dynamic capabilities 

focus on how the company's resource base is modified, encompassing changes in the organizational 

capabilities as a response to the perception of external changing environments. Dynamic capabilities 

reflect the ability of an organization to create new forms of competitive advantage from innovation as a 

result of (given) path dependencies and market positions (Helfat, 2007). Teece & Pisano (1997) stated 

that there are various factors that determine the dynamic capabilities of the company which are then 

grouped into 3 (three) categories consisting of process, position and flow. 

 

Human resources owned by the company are believed to be very important resources for sustainable 

competitive advantage (Barney, 1991). This is especially true for organizations that offer ongoing 

customer service operating in highly competitive areas. Drucker (1999) defines knowledge workers as 

professional workers who are capable of solving complex problems or developing innovative services 

in complex environments. A complex competitive environment encourages organizations to show 

dynamic capabilities in accordance with changes or demands from internal and external factors. From 

these definitions, it can be synthesized that dynamic capabilities are the organization's ability to create, 

innovate and modify its human resources for certain purposes in a more complex environment which is 

expressed as the company's ability to meet unique customer needs by various demands, difficult to 

imitate by ignoring the presence of competitors (Capeda & Vera, 2007; Eduarde A. Inigo & Laura 

Albareda, 2018; Stav Fainshmidt & M. Lance Frazier, 2016; Mousavi et al., 2018; Eisenhardt & 

Martin, 2000; Helfat , 2007; Teece & Pisano, 1997). 

 

3. RESEARCH METHOD 

 

3.1. Place and Time of Research 

       The research site will be carried out in the operational area of KAI as a company engaged in the 

railway industry which is currently the only existing operator. The research time is planned to be held 

from September 2020 to September 2021 according to the adequacy of the data and if the data is 

considered sufficient for researchers to carry out research activities. 

 

3.2. Research Design 

        Research is a study that is carried out by someone through a careful and perfect investigation of 

the problem, in order to obtain the right solution to the problem (Hillway, 1956). The research uses a 

quantitative design approach. This approach is to answer the formulation and prove the hypothesis of 

this research. This study aims to analyze the influence between exogenous variables, namely leadership 

style and dynamic capability on endogenous variables, namely innovation through mediating variables, 

namely competence and trust. 

         Taking into account the purpose of this research is explanatory through hypothesis testing which 

has the aim of testing the nature of the relationship and influence between variables. This research is a 
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survey research in the form of a questionnaire to employees with Junior Manager Level to Top 

Management Level within the scope of KAI as respondents. This is because with the junior manager 

level and above, the employee is considered to already have a position and can make decisions. 

Sustainable business development is expected to shape innovation work behavior. IWB is expected to 

occur in all members of the organization, but the ability to make decisions is needed, this is owned by 

the top five levels in the organization. 

 

 
Figure 1. Research Model 

 

Note: 

Exogenous variable (X1): Leadership Style 

Endogenous variable (X2): Dynamic Capabilities 

Mediating variable (Z1): Competence 

Mediating variable (Z2): Trust 

Endogenous variable (Y): Innovation Work Behavior 

: Effect line 

: Direct Relationship 

 : Indirect Relationship 

 

3.3. Population and Sample 

KAI's population includes nine operating areas in Java and four regional divisions in Sumatra. 

Each position structure starts from the Board of Directors, Executive Vice President, Vice President, 

Senior Manager, and Manager. This limitation of correspondence is due to the view that company 

innovation can be started from junior managers as a level that can make decisions. At this level, 

employees are given the responsibility to lead and are entrusted with making decisions. The number of 

employees with the rank of junior manager to executive vice president (EVP) is 1688 people. 
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 The sample is part of the population, because the sample is part of the population, of course it 

must have the characteristics possessed by the population. The number of samples taken from the 

population still needs to be calculated using the table for determining the number of population 

samples. According to Siregar (2019) the Slovin technique can be used to determine the sample size 

for a population. Sampling or measurement can be done using a formula that has an error rate of 5%. 

Determination of the number of samples in this study, using the Slovin formula. 

 

Based on the calculation of the formula with a population of 1688 people, a sample of 323 

samples was obtained. From the sample population, the positions of Executive Vice President to junior 

managers are taken. In the opinion of Hair et al., (2010), to measure the sample can use the 

proportional random sampling method, which is a method of selecting samples proportionally 

according to the level of position. 

 

3.4. Sample Collection Technique 

To obtain complete and accurate data and can be scientifically justified, then by using data 

collection techniques as follows: 

1) Questionnaire 

According to Sugiyono (2016), the questionnaire is a data collection technique that is carried out by 

giving a set of questions or written statements to the respondent to answer. 

2) Documentation 

Documentation is the process of collecting necessary data from written sources, in the form of reports 

to help improve the data obtained previously. 

The next process is data processing, which is an activity that aims to systematize research data. The 

data obtained from the results of this study will be processed through the following stages: 

a) Editing 

Editing is an activity in re-examining the data that has been obtained in order to ensure its validity and 

can be immediately prepared for the next process. 

b) Tabulation 

Tabulation is the stage of entering questionnaire data into tables so that they can be read and 

interpreted. 

c) Interpretation Stage 

The data that has been described both through the results of statistical calculations and tables are then 

interpreted so that conclusions can be drawn as research results. 

 

3.5. Data Collection Technique 

Data collection techniques in this study used a questionnaire to 323 respondents, namely the 

executive vice president level to the junior manager level. The appointment of the Junior manager is 

due to the fact that the leader is already able to make decisions. The level of willingness of company 

leaders in creating IWB is measured by question and answer using quantitative methods to determine 

the level of confidence. Questions and answers are carried out according to the level of the existing job 

layer in the company by taking samples according to the representative sampling method. 

Furthermore, respondents are given the opportunity to fill out the statements listed on the 

questionnaire by giving a cross (X) in accordance with the opinions, assessments or perceptions of the 

respondents' observations about the research variables of leadership style, dynamic capabilities, 

competencies, beliefs and work behavior innovation using a Likert scale, then the variables to be 

measured are translated from variables into dimensions, from dimensions to indicators, and from 
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indicators to sub-indicators that can be measured. Sub-indicators can be used as benchmarks to make a 

statement that needs to be answered by the respondent. 

 

3.6. The Data Analysis Technique  

The data analysis technique used to discuss the problems in this research is the Structural 

Equation Model (SEM). Structural Equation Models (SEM) are statistical techniques that allow the 

simultaneous testing of a relatively complex series of relationships. Complex relationships can be built 

between one or several dependent variables with one or more independent variables. There may also be 

a variable that has a dual role, namely as an independent variable in a relationship, but becomes a 

dependent variable in another relationship given the existence of a tiered causality relationship. Each of 

the dependent and independent variables can be in the form of levels or constructs built from several 

indicator variables. Likewise, among the variables, it can be in the form of a single variable that is 

observed or measured directly in a research process. 

 

4. HYPOTHESIS 

 

This study has several hypotheses, namely: 

a. Leadership Style has a significant positive effect on Competence 

H0: βx1z1 ≤ 0 

H1: βx1z1 > 0 

b. Dynamic Capabilities have a significant positive effect on Trust 

H0: βx2z2 ≤ 0 

H2: βx2z2> 0 

c. Competence has a significant positive effect on Innovation Work Behavior 

H0: βz1y ≤ 0 

H3: βz1y >0 

d. Trust has a significant positive effect on Innovation Work Behavior 

H0: βz2y ≤ 0 

H4: βz2y> 0 

e. Leadership style has a significant positive effect on towards Innovation Work BehaviorH0: βx1y ≤ 0 

H5: βx1y> 0 

f. Dynamic Capabilities have a significant positive effect on Innovation Work Behavior 

H0: βx2y ≤ 0 

H6: βx2y> 0 

g. Competence significantly mediates the influence of Leadership Style on Innovation Work Behavior 

H0: βx1z1y ≤ 0 

H7: βx1z1y> 0 

h. Trust significantly mediates the influence of Leadership Style on Innovation Work Behavior 

H0: βx2z2y ≤ 0 

H8: βx2z2y > 0 

i. Leadership style has a significant positive effect on 

Trust 

H0: βx2z2y ≤ 0 

H9: βx2z2y > 0 

j. Dynamic Capabilities have a significant positive effect on Competence 

H0: βx2z2y ≤ 0 

H10: βx2z2y > 0 
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k. Trust significantly mediates the influence of Leadership Style on Innovation Work Behavior 

H0: βx2z2y ≤ 0 

H11: βx2z2y > 0 

l. Competence significantly mediates the effect of Dynamic Capability on Innovation Work Behavior 

H0: βx2z2y ≤ 0 

H12: βx2z2y > 0 

 

REFERENCES 

[1]. Abdolmaleki, J., Amani Ashloublagh, M., Ameri Shahrabi, M., Kazemi Ashlaghi, A., & Safdari, S. 

(2013). A study on effects of leadership style on innovation: A case study from automaker industry. 

Management Science Letters, 3(7), 1977–1982. https://doi.org/10.5267/j.msl.2013.06.028 

[2]. Adeokin, B. S., & Kazeem, O. O. (2017). The Impact of Leadership Style and Sense of Competence on 

the Performance of Post-Primary School Teachers in Oyo State , Nigeria. 11(12), 2606–2612. 

[3]. Ahma, H., & Gelaidan, H. (2011). Organisational Culture, Leadership Styles and Employee’s 

Affective Commitment to Change: A Case of Yemen Public Sector. The Journal of Organizational 

Management Studies, 2011, 1–10. https://doi.org/10.5171/2011.722551 

[4]. Ahteela, R., Blomqvist, K., Puumalainen, K., & Jantunen, A. (2010). HRM practices, innovativeness 

and performance: the mediating role of organisational trust. International Journal of Strategic Change 

Management, 2(2/3), 241. https://doi.org/10.1504/ijscm.2010.034416 

[5]. Al-Daibat, D. B. (2017). Impact of leadership styles in organizational commitment. International 

Journal of Business and Management Review, 5(5), 25–37. 

[6]. Alkahtani, A. H. (2015). The Influence of Leadership Styles on Organizational Commitment: The 

Moderating Effect of Emotional Intelligence. Business and Management Studies, 2(1), 23–34. 

https://doi.org/10.11114/bms.v2i1.1091 

[7]. Allen, B. (1998). Leadership: Theory and practice. In The Journal of Academic Librarianship (Vol. 

24). https://doi.org/10.1016/s0099-1333(98)90189-6 

[8]. Aryee, S., Budhwar, P. S., & Chen, Z. X. (2002). Trust as a mediator of the relationship between 

organizational justice and work outcomes: Test of a social exchange model. Journal of Organizational 

Behavior, 23(3), 267–285. https://doi.org/10.1002/job.138 

[9]. Avolio, B. J., Zhu, W., Koh, W., & Bhatia, P. (2004). Transformational leadership and organizational 

commitment: Mediating role of psychological empowerment and moderating role of structural 

distance. Journal of Organizational Behavior, 25(8), 951–968. https://doi.org/10.1002/job.283 

[10]. Aydin, A., Sarier, Y., & Uysal, Ş. (2013). The effect of school principals’ leadership styles on 

teachers’ organizational commitment and job satisfaction. Kuram ve Uygulamada Egitim Bilimleri, 

13(2), 806–811. 

[11]. Bender, K. A., & Bryson, A. (2013). Performance Pay: Trends and Consequences Introduction. 

National Institute Economic Review, 226(1), 1–4. https://doi.org/10.1177/002795011322600101 

[12]. Berman, E. M., West, J. P., Journal, S., J-part, T., Berman, E. M., & West, J. P. (2020). Public 

Management Research Association TQM in American Cities : Hypotheses regarding Commitment and 

Impact Published by : Oxford University Press on behalf of the Public Management Research 

Association Stable URL : https://www.jstor.org/stable/1181677 TQM. 5(2), 213–230. 

[13]. Brady, M. K., & Cronin, J. J. (2001). Some new thoughts on conceptualizing perceived service quality: 

A hierarchical approach. Journal of Marketing, 65(3), 34–49. 

https://doi.org/10.1509/jmkg.65.3.34.18334 

[14]. Brick, I. E., Palmon, O., & Wald, J. K. (2018). TOO MUCH PAY-PERFORMANCE SENSITIVITY ? 

Author ( s ): Ivan E . Brick , Oded Palmon and John K . Wald Source : The Review of Economics and 

Statistics , Vol . 94 , No . 1 ( February 2012 ), pp . 287-303 Published by : The MIT Press Stable URL : 



SPECIALUSIS UGDYMAS / SPECIAL EDUCATION 2022 1 (43) 

2709 

http://www.js. 94(1), 287–303. 

[15]. Brown, L. (2010). Balancing risk and innovation to improve social work practice. British Journal of 

Social Work, 40(4), 1211–1228. https://doi.org/10.1093/bjsw/bcq013 

[16]. Burke, C. S., Sims, D. E., Lazzara, E. H., & Salas, E. (2007). Trust in leadership: A multi-level review 

and integration. Leadership Quarterly, 18(6), 606–632. https://doi.org/10.1016/j.leaqua.2007.09.006 

[17]. Carmeli, A., Tishler, A., & Edmondson, A. C. (2012). CEO relational leadership and strategic decision 

quality in top management teams: The role of team trust and learning from failure. Strategic 

Organization, 10(1), 31–54. https://doi.org/10.1177/1476127011434797 

[18]. Carrizales, T., & Bennett, L. V. (2013). A Public Service Education: A Review of Undergraduate 

Programs with a Community and Service Focus. Journal of Public Affairs Education, 19(2), 309–323. 

https://doi.org/10.1080/15236803.2013.12001735 

[19]. Catholic Contexts : Competition , Commitment and Innovation Author ( s ): Rodney Stark Published 

by : Springer Stable URL : https://www.jstor.org/stable/3512588. (2020). 39(3), 197–208. 

[20]. CEO COMMITMENT AND ORGANIZATIONAL INNOVATIVENESS : A STUDY OF PAKISTAN ’ S 

EXPORT ORGANIZATIONS Author ( s ): GHALIB ATA and NASIRA JABEEN Source : Pakistan 

Economic and Social Review , Vol . 49 , No . 2 ( Winter 2011 ), pp . 187-210 Published by : Depart. 

(2020). 49(2), 187–210. 

[21]. Chang, C. H. (2011). The Influence of Corporate Environmental Ethics on Competitive Advantage: 

The Mediation Role of Green Innovation. Journal of Business Ethics, 104(3), 361–370. 

https://doi.org/10.1007/s10551-011-0914-x 

[22]. Chang, T.-T., & Lim, J. (2002). Cross-cultural communication and social presence in asynchronous 

learning prosesses. E-Service Journal, 1(3), 83. https://doi.org/10.1353/esj.2002.0009 

[23]. Chang, W. (2014). A STUDY ON THE KEY SUCCESS FACTORS OF SERVICE QUALITY FOR 

INTERNATIONAL HOTELS Author ( s ): Wan-Yu CHANG Source : Acta Oeconomica , 2014 , Vol . 64 

, Special Issue 2 : ORGANIZATIONAL INNOVATION AND ITS DEVELOPMENT SELECTED 

PAPERS OF THE 8TH ANNUAL INTERN. 64(2). https://doi.org/10.1556/A 

[24]. Cho, Y. J., & Ringquist, E. J. (2011). Managerial trustworthiness and organizational outcomes. Journal 

of Public Administration Research and Theory, 21(1), 53–86. https://doi.org/10.1093/jopart/muq015 

[25]. Colquitt,  jason A. (2014). Jason A. Colquitt - Organizational Behavior_ Improving Performance and 

Commitment in the Workplace (2014). 

[26]. Colquitt, J. A., Scott, B. A., & LePine, J. A. (2007). Trust, Trustworthiness, and Trust Propensity: A 

Meta-Analytic Test of Their Unique Relationships With Risk Taking and Job Performance. Journal of 

Applied Psychology, 92(4), 909–927. https://doi.org/10.1037/0021-9010.92.4.909 

[27]. Congleton, A. (2014). Beyond Business Ethics: An Agenda for the Trustworthy Teachers and 

Practitioners of Business. Journal of Business Ethics, 119(2), 151–172. https://doi.org/10.1007/s10551-

012-1591-0 

[28]. Coxen, L., van der Vaart, L., & Stander, M. W. (2016). Authentic leadership and organisational 

citizenship behaviour in the public health care sector: The role of workplace trust. SA Journal of 

Industrial Psychology, 42(1), 1–13. https://doi.org/10.4102/sajip.v42i1.1364 

[29]. Cuore, S., Internazionale, R., & Sociali, S. (2020). ON SOFT INNOVATION : CHANGES IN 

PRODUCT FORM AND THE DEFINITION AND MEASUREMENT OF INNOVATION Author ( s ): 

Paul Stoneman Source : Rivista Internazionale di Scienze Sociali , Anno 124 , No . 2 ( Aprile-Giugno 

2016 ), pp . Published by : Vita e Pensiero – . 2(2), 105–126. 

[30]. D’Ortenzio, C. (2012). Understanding Change and Change Management Processes : A Case Study. 

Doctor of Philosophy at the University of Canberra, (August), 1–332. 

[31]. Dalkir, K. (2007). Knowledge management in theory and practice. https://doi.org/10.1002/asi.21613 

[32]. Damanpour, F., & Schneider, M. (2009). Characteristics of innovation and innovation adoption in 



SPECIALUSIS UGDYMAS / SPECIAL EDUCATION 2022 1 (43) 

2710 

public organizations: Assessing the role of managers. Journal of Public Administration Research and 

Theory, 19(3), 495–522. https://doi.org/10.1093/jopart/mun021 

[33]. Davis, J. H. (2020). An Integrative Model of Organizational Trust Author ( s ): Roger C . Mayer , 

James H . Davis and F . David Schoorman Source : The Academy of Management Review , Vol . 20 , 

No . 3 ( Jul ., 1995 ), pp . 709-734 Published by : Academy of Management Stable UR. 20(3), 709–734. 

[34]. De Hoogh, A. H. B., Den Hartog, D. N., & Koopman, P. L. (2005). Linking the Big Five-Factors of 

personality to charismatic and transactional leadership; perceived dynamic work environment as a 

moderator. Journal of Organizational Behavior, 26(7), 839–865. https://doi.org/10.1002/job.344 

[35]. Dessler, G. (2005). Strategic Human Resource Management and the HR Scorecard After studying this 

chapter , you should be able to : 1–34. 

[36]. Deutch, J. (2018). Is Innovation China’s New Great Leap Forward? Issues in Science and Technology, 

34(4), 37–47. Retrieved from http://web.mit.edu/chemistry/deutch/policy/2018-IsInnovChinaLeap-

Issues.pdf 

[37]. Drucker, P. F. (2018). The Effective Executive. In The Effective Executive. 

https://doi.org/10.4324/9780080549354 

[38]. Elenkov, D. S., Judge, W., & Wright, P. (2005). Strategic leadership and executive innovation 

influence: An international multi-cluster comparative study. Strategic Management Journal, 26(7), 

665–682. https://doi.org/10.1002/smj.469 

[39]. Ellonen, R., Blomqvist, K., & Puumalainen, K. (2008a). The role of trust in organisational 

innovativeness. European Journal of Innovation Management, 11(2), 160–181. 

https://doi.org/10.1108/14601060810869848 

[40]. Ellonen, R., Blomqvist, K., & Puumalainen, K. (2008b). The role of trust in organisational 

innovativeness. European Journal of Innovation Management, 11(2), 160–181. 

https://doi.org/10.1108/14601060810869848 

[41]. Eni, F., & Mattei, E. (2020). Fondazione Eni Enrico Mattei ( FEEM ) Cournot Competition and “ 

Green ” Innovation : An Inverted-U Relationship Author ( s ): Luca Lambertini , Joanna Poyago-

Theotoky and Alessandro Tampieri Fondazione Eni Enrico Mattei ( FEEM ) ( 2015 ) Stable URL : 

http. (2015). 

[42]. European, S., & June, N. (2016). Transferring motivation from educational to extramural contexts : a 

review of the trans- contextual model Author ( s ): Martin S . Hagger and Nikos L . D . Chatzisarantis 

Published by : Springer Stable URL : http://www.jstor.org/stable/43551106 Accessed :27(2), 195–212. 

[43]. Fadillah, R., Surur, M., Elfrianto, Roziqin, A. K., Suhaili, A., Handayani, R. A., … Fahmi, K. (2020). 

the Influence of Leadership Style on Innovation Capabilities of Islamic School Teachers in 

Organizational Learning Perspective During Covid-19 Pandemic. Systematic Reviews in Pharmacy, 

11(7), 589–599. https://doi.org/10.31838/srp.2020.7.83 

[44]. Fainshmidt, S., & Frazier, M. L. (2017). What Facilitates Dynamic Capabilities? The Role of 

Organizational Climate for Trust. Long Range Planning, 50(5), 550–566. 

https://doi.org/10.1016/j.lrp.2016.05.005 

[45]. Fayyaz, H., Naheed, R., & Hasan, A. (2014). Effect of Task Oriented and Relational Leadership Style 

on Employee Performance; Moderating Impact of Communicator Competence. Journal of Marketing 

and Consumer Research, 3, 1–9. 

[46]. Folz, D. H. (2004). Service Quality and Benchmarking the Performance of Municipal Services. Public 

Administration Review, 64(2), 209–220. https://doi.org/10.1111/j.1540-6210.2004.00362.x 

[47]. Fox, M. L. (2008). Leadership Style and Organizational Commitment : Mediating Effect of Role Stress 

Author ( s ): Kathleen Dale and Marilyn L . Fox Published by : Pittsburg State University Stable URL : 

http://www.jstor.org/stable/40604597 REFERENCES Linked references are a. Journal of Managerial 

Issues, 20(1), 109–130. 



SPECIALUSIS UGDYMAS / SPECIAL EDUCATION 2022 1 (43) 

2711 

[48]. Frank L. Jeffries, & Reed, R. (2000). Trust and Adaptation in Relational Contracting Author ( s ): 

Frank L . Jeffries and Richard Reed Source : The Academy of Management Review , Vol . 25 , No . 4 ( 

Oct ., 2000 ), pp . 873-882 Published by : Academy of Management Stable URL : http://www.jstor. 

The Academy of Management Review, 25(4), 873–882. 

[49]. George, J. M., & Jones, G. R. (1991). Towards An Understanding of Customer Service Quality. 

Journal of Managerial Issues, 3(2), 220–238. Retrieved from 

http://www.jstor.org/stable/10.2307/40603911%5Cnpapers2://publication/uuid/3F2993E8-302A-4C41-

A261-6E93327208EA 

[50]. Gupta, P. (2006). Institutionalizing Innovation for Growth and Profitability. The Journal of Private 

Equity, 9(2), 57–62. https://doi.org/10.3905/jpe.2006.628329 

[51]. Güttel, W. H., & Konlechner, S. W. (2007). Dynamic Capabilities and Competence Obsolescence: 

Empirical Data from Research-Intensive Firms. Proceedings of OLKC 2007 – “Learning Fusion", 

(June 2014), 357–374. 

[52]. Handiwibowo, G. A., Nasution, A. H., Arumsari, Y. K., & Astuti, R. P. (2020). Strategic fit 

implication of technological innovation capabilities for SMEs with new product development. 

Management Science Letters, 10(12), 2875–2882. https://doi.org/10.5267/j.msl.2020.4.020 

[53]. Handoyo, T., Kom, M., Priyoatmoko, W., & Kom, S. (2014). “ TRANSFORMASI Jurnal Informasi & 

Pengembangan Iptek.”10(2), 21–37. 

[54]. Hitt, M. A., Hoskisson, R. E., & Ireland, R. D. (1990). Mergers and Acquisitions and Managerial 

Commitment to Innovation in M-Form Firms Author ( s ): Michael A . Hitt , Robert E . Hoskisson and 

R . Duane Ireland Published by : Wiley Stable URL : http://www.jstor.org/stable/2486668 

REFERENCES Linked references. Strategic Management Journal, 11(May), 29–47. 

[55]. Holtz, B. C., & Hu, B. (2017). Passive leadership: relationships with trust and justice perceptions. 

Journal of Managerial Psychology, 32(1), 119–130. https://doi.org/10.1108/JMP-02-2016-0029 

[56]. Hong, A. H., & Sullivan, F. R. (2013). Towards an idea-centered, principle-base design to as creation 

approach support learning knowledge. Educational Technology Research and Development,57(5), 

613–627. https://doi.org/10.1007/sl 

[57]. Hoonsopon, D., & Ruenrom, G. (2012). The Impact of Organizational Capabilities on the 

Development of Radical and Incremental Product Innovation and Product Innovation Performance 

Author ( s ): Danupol Hoonsopon and Guntalee Ruenrom Published by : Pittsburg State University 

Stable URL : http: Journal of Managerial Issues, 24(3), 250–276. 

[58]. Hwang, A. W., Chen, H., Chen, N., Lin, L., Journal, S., April, N., … Chen, J. (2018). International 

Forum of Educational Technology & Society Learning Behavior Analysis of a Ubiquitous Situated 

Reflective Learning System with Application to Life Science and Technology Teaching Linked 

references are available on JSTOR for this article : Lea. (May). 

[59]. İşcan, Ö. F., Ersarı, G., & Naktiyok, A. (2014). Effect of Leadership Style on Perceived Organizational 

Performance and Innovation: The Role of Transformational Leadership Beyond the Impact of 

Transactional Leadership – An Application among Turkish SME’s. Procedia - Social and Behavioral 

Sciences, 150, 881–889. https://doi.org/10.1016/j.sbspro.2014.09.097 

[60]. Jackson, S. E., Renwick, D. W. S., Jabbour, C. J. C., & Muller-Camen, M. (2011). State-of-the-art and 

future directions for green human resource management. German Journal of Research in Human 

Resource Management, 25(2), 99–116. https://doi.org/10.1688/1862-0000 

[61]. Jain, R. (2015). Employee Innovative Behavior: A Conceptual Framework. Indian Journal of 

Industrial Relations, 51(1), 1. 

[62]. Jain, R. (2016). Innovation Management: Conceptualization for Practice & Research. Indian Journal of 

Industrial Relations, 52(2), 203. 

[63]. Ji, H., Sui, Y., & Wang, H. (2019). Sustainable development for shipping companies: A supply chain 



SPECIALUSIS UGDYMAS / SPECIAL EDUCATION 2022 1 (43) 

2712 

integration perspective. Journal of Coastal Research, 98(sp1), 339–343. https://doi.org/10.2112/SI98-

080.1 

[64]. Kandampully, J. (2002). Innovation as the core competency of a service organisation: The role of 

technology, knowledge and networks. European Journal of Innovation Management, 5(1), 18–26. 

https://doi.org/10.1108/14601060210415144 

[65]. Kara, D. (2012). The Effects of Managers Transformational Leadership Style on Employees 

Organizational Commitment. International Journal of Academic Research in Accounting, Finance and 

Management Sciences, 2(1), 16–24. Retrieved from www.hrmars.com/journals 

[66]. Kiessling, T., & Harvey, M. (2004). Global marketing networks and the development of trust: A 

dynamic capabilities perspective. Journal of Marketing Channels, 11(4), 21–41. 

https://doi.org/10.1300/J049v11n04_03 

[67]. Kitenga, G., Kilika, J. M., & Muchemi, A. W. (2020). Dynamic Capabilities and Performance: The 

Mediating Role of Firm Competence. Journal of Economics and Business, 3(1), 450–474. 

https://doi.org/10.31014/aior.1992.03.01.211 

[68]. Kor, Y. Y. (2003). Experience-Based Top Management Team Competence and Sustained Growth. 

Organization Science, 14(6). https://doi.org/10.1287/orsc.14.6.707.24867 

[69]. Kurnianingsih, S., Kurniastuti, I., Fathoni, N. S., & Mada, U. G. (2015). The Role of Inter Ethnic 

Marriage on Trustworthy and Caution. Jurnal Psikologi (Yogyakarta), 38(1), 73–81. 

https://doi.org/10.22146/jpsi.7666 

[70]. Lamba, S., & Mace, R. (2011). Demography and ecology drive variation in cooperation across human 

populations. Proceedings of the National Academy of Sciences, 108(35), 14426–14430. 

https://doi.org/10.1073/pnas.1105186108 

[71]. Liu, H. (2020). EFFECTS OF HUMAN RESOURCE OUTSOURCING ON SERVICE INNOVATION 

IN PUBLIC Author ( s ): Hong-Cheng LIU Source : Acta Oeconomica , Vol . 64 , Special Issue 2 : 

ORGANIZATIONAL INNOVATION AND ITS DEVELOPMENT SELECTED PAPERS OF THE 8TH 

ANNUAL INTERNATIONAL CONFER. 64(2), 12–24. 

[72]. Liu, J. (2019). Customer Satisfaction and Firms’ Innovation Efforts in Marketing: Taking Shipping 

Logistics Companies as An Example. Journal of Coastal Research, 94(sp1), 940–944. 

https://doi.org/10.2112/SI94-185.1 

[73]. Lo, M. C., Ramayah, T., Min, H. W., & Songan, P. (2010). The relationship between leadership styles 

and organizational commitment in Malaysia: Role of leader-member exchange. Asia Pacific Business 

Review, 16(1–2), 79–103. https://doi.org/10.1080/13602380903355676 

[74]. Lo, M., Ramayah, T., & Min, H. W. (2009). Leadership styles and organizational commitment: a test 

on Malaysia manufacturing industry. African Journal of Marketing Management, 1(6), 133–139. 

[75]. Lok, P., & Crawford, J. (2004). The effect of organisational culture and leadership style on job 

satisfaction and organisational commitment: A cross-national comparison. Journal of Management 

Development, 23(4), 321–338. https://doi.org/10.1108/02621710410529785 

[76]. Lu, N. C., Cheng, Y. H., Wang, Y. T., & Cheng, J. (2007). Dynamic propagation problems on mode III 

asymmetrical interface crack. Harbin Gongye Daxue Xuebao/Journal of Harbin Institute of 

Technology, 39(11), 1710–1714. https://doi.org/10.1007/s 

[77]. Luria, G., & Berson, Y. (2013). How do leadership motives affect informal and formal leadership 

emergence? Journal of Organizational Behavior, 34(7), 995–1015. https://doi.org/10.1002/job.1836 

[78]. Maryanto, O. : (2010). Kepemimpinan Transformasi : Gaya Kepemimpinan Masa Depan. Retrieved 

from http://www.bppk.kemenkeu.go.id/images/file/magelang/pemimpintransformasi.pdf 

[79]. Miller, M. (2007). Transformational Leadership and Mutuality. Transformation (02653788), 24(3/4), 

180–192. Retrieved from 

http://ezproxy.library.capella.edu/login?url=http://search.ebscohost.com/login.aspx?direct=true&db=ap



SPECIALUSIS UGDYMAS / SPECIAL EDUCATION 2022 1 (43) 

2713 

h&AN=26069403&site=ehost-live&scope=site 

[80]. Miller, M. (2009). Transformational Leadership Behaviours and Empathy with Action. 

Transformation: An International Journal of Holistic Mission Studies, 26(1), 45–59. 

https://doi.org/10.1177/0265378809102176 

[81]. Minh, N. Van, Badir, Y. F., Quang, N. N., & Afsar, B. (2017). The impact of leaders’ technical 

competence on employees’ innovation and learning. Journal of Engineering and Technology 

Management - JET-M, 44(2016), 44–57. https://doi.org/10.1016/j.jengtecman.2017.03.003 

[82]. Mittal, S., & Dhar, R. L. (2015). Transformational leadership and employee creativity: Mediating role 

of creative self-efficacy and moderating role of knowledge sharing. Management Decision, 53(5), 894–

910. https://doi.org/10.1108/MD-07-2014-0464 

[83]. Nusair, N., Ababneh, R., & Bae, Y. K. (2012). The impact of transformational leadership style on 

innovation as perceived by public employees in jordan. International Journal of Commerce and 

Management, 22(3), 182–201. https://doi.org/10.1108/10569211211260283 

[84]. Panayides, P. M., & Venus Lun, Y. H. (2009). The impact of trust on innovativeness and supply chain 

performance. International Journal of Production Economics, 122(1), 35–46. 

https://doi.org/10.1016/j.ijpe.2008.12.025 

[85]. Paulienė, R. (2012). Transforming Leadership Styles and Knowledge Sharing in a Multicultural 

Context. Business, Management and Education, 10(1), 91–109. https://doi.org/10.3846/bme.2012.08 

[86]. Perry, J. L. (2020). The Public Service of the Future Author ( s ): James L . Perry and Neal D . 

Buckwalter Source : Public Administration Review , December 2010 , Vol . 70 , Supplement to Volume 

70 : The Future of Public Administration in 2020 ( December 2010 ), pp . S238-S2. 70(December 

2010). 

[87]. Pettinger, R. (2013). Organizational Behaviour. Organizational Behaviour. 

https://doi.org/10.4324/9780203857595 

[88]. Pieterse, A. N., van Knippenberg, D., Schippers, M., & Stam, D. (2010). Transformational and 

transactional leadership and innovative behavior: The moderating role of psychological empowerment. 

Journal of Organizational Behavior, 31(4), 609–623. https://doi.org/10.1002/job.650 

[89]. Rahman, M. S., & Hussain, B. (2014). The impact of trust, Motivation and rewards on knowledge 

sharing attitudes among the secondary and higher secondary level students’ evidence from Bangladesh. 

Library Review, 63(8), 637–652. https://doi.org/10.1108/LR-06-2013-0072 

[90]. Resources, H. (2016). Transformational Leadership and Follower ’ s Career Advancement : Role of 

Pygmalion Effect Linked references are available on JSTOR for this article : TRANSFORMATIONAL 

LEADERSHIP AND FOLLOWER ’ S CAREER ADVANCEMENT : ROLE OF. 40(4), 482–499. 

[91]. Ritter, T., & Gemünden, H. G. (2004). The impact of a company’s business strategy on its 

technological competence, network competence and innovation success. Journal of Business Research, 

57(5), 548–556. https://doi.org/10.1016/S0148-2963(02)00320-X 

[92]. Robbins, S. ; Millett, B. ; Cacioppe, R. ; Marsh, T. W. (2001). Organizational behaviour. 

[93]. Ruppel, C. P., & Harrington, S. J. (2000). The relationship of communication, ethical work climate, 

and trust to commitment and innovation. Journal of Business Ethics, 25(4), 313–328. 

https://doi.org/10.1023/A:1006290432594 

[94]. Salman, R., Arshad, D., Bakar, L. J. A., Shabbir, M. S., & Shabbir, M. F. (2018). The effect of 

innovative cultural processes on performance of small and medium size enterprises. Management 

Science Letters, 8(10), 1039–1048. https://doi.org/10.5267/j.msl.2018.7.009 

[95]. Saputra, N., & Saputra, A. M. (2020). Transforming into Digital Organization by Orchestrating 

Culture, Leadership, and Competence in Digital Context. GATR Global Journal of Business Social 

Sciences Review, 8(4), 208–216. https://doi.org/10.35609/gjbssr.2020.8.4(2) 

[96]. Schneider, B., Chung, B., & Yusko, K. P. (1993). Service Climate for Service Quality. Current 



SPECIALUSIS UGDYMAS / SPECIAL EDUCATION 2022 1 (43) 

2714 

Directions in Psychological Science, 2(6), 197–200. https://doi.org/10.1111/1467-8721.ep10769774 

[97]. Sethibe, T., & Steyn, R. (2015). the Relationship Between Leadership Styles , Innovation and 

Organisational P Erformance. South African Journal of Economic and Management Sciences, 18(3), 

325–337. 

[98]. Shanker, M., Sayeed, O. Bin, Shanker, M., & Sayeed, O. Bin. (2018). Role of Transformational 

Leaders as Change Agents : Leveraging Effects on Organizational Climate Published by : Shri Ram 

Centre for Industrial Relations and Human Resources Stable URL : 

http://www.jstor.org/stable/23267338 Role of Transformational Leaders. 47(3), 470–484. 

[99]. Shao, Z., Wang, T., & Feng, Y. (2015). Impact of organizational culture and computer self-efficacy on 

knowledge sharing. Industrial Management and Data Systems, 115(4), 590–611. 

https://doi.org/10.1108/IMDS-12-2014-0377 

[100]. Simsarian, S., Payne, S. C., Taylor, A. B., Journal, S., June, N., Simsarian, S., … Taylor, A. B. (2012). 

Linked references are available on JSTOR for this article : Personality and Trust Fosters Service 

Quality. Journal of Business and Psychology, 27(2), 193–203. Retrieved from 

http://www.jstor.org/stable/41474917 

[101]. Sisbintari, I. (2013). Transformasi Organisasi : Basis Peningkatan Sumber Daya Manusia dalam 

Memperkuat Daya Saing. (2), 119–132. 

[102]. Smes, H., Salavou, G., Baltas, S., & Lioukas. (2004). International Journal of Entrepreneurial Behavior 

& Research. International Journal of Entrepreneurial Behavior & Research European Journal of 

Marketing European Journal of Innovation Management, 1710(1), 380–408. Retrieved from 

http://dx.doi.org/10.1108/13552551111139638%5Cnhttp:// 

[103]. Stander, F. W., De Beer, L. T., & Stander, M. W. (2015). Authentic leadership as a source of 

optimism, trust in the organisation and work engagement in the public health care sector. SA Journal of 

Human Resource Management, 13(1), 1–12. https://doi.org/10.4102/sajhrm.v13i1.675 

[104]. Strønen, F., Hoholm, T., Kværner, K., & Støme, L. N. (2017). Dynamic capabilities and innovation 

capabilities: The case of the ‘Innovation Clinic.’ Journal of Entrepreneurship, Management and 

Innovation, 13(1), 89–116. https://doi.org/10.7341/20171314 

[105]. Tafvelin, S., Hyvönen, U., & Westerberg, K. (2014). Transformational leadership in the social work 

context: The importance of leader continuity and co-worker support. British Journal of Social Work, 

44(4), 886–904. https://doi.org/10.1093/bjsw/bcs174 

[106]. Torres, L. (2005). Service charters: Reshaping trust in government - The case of Spain. Public 

Administration Review, 65(6), 687–699. https://doi.org/10.1111/j.1540-6210.2005.00498.x 

[107]. Tsai, M. T., Chen, K. S., & Chien, J. L. (2012). The factors impact of knowledge sharing intentions: 

The theory of reasoned action perspective. Quality and Quantity, 46(5), 1479–1491. 

https://doi.org/10.1007/s11135-011-9462-9 

[108]. Tyssen, A. K., Wald, A., & Spieth, P. (2014). The challenge of transactional and transformational 

leadership in projects. International Journal of Project Management, 32(3), 365–375. 

https://doi.org/10.1016/j.ijproman.2013.05.010 

[109]. Utomo, S., & Widayati, W. (2013). Jurnal ilmu pemerintahan. 1(1), 1–9. 

[110]. Verweire, K., & Van den Berghe, L. (2004). INTEGRATED PERFORMANCE A Guide to Strategic 

Implementation. 353. 

[111]. Vivian, K. Y. (2013). Transforming Culture through Social Performance : A Longitudinal Case Study 

of a Professional Firm in Great China using Jeffrey Alexander ’ s Cultural Pragmatics Framework. 

(December). 

[112]. Wang, Y., & Shi, X. (2011). Thrive, not just survive: Enhance dynamic capabilities of SMEs through 

IS competence. Journal of Systems and Information Technology, 13(2), 200–222. 

https://doi.org/10.1108/13287261111136016 



SPECIALUSIS UGDYMAS / SPECIAL EDUCATION 2022 1 (43) 

2715 

[113]. Winston, B. E. (1999). Total Quality Management By School of Business. Total Quality Management. 

[114]. Wohlgemuth, V., Wenzel, M., Berger, E. S. C., & Eisend, M. (2019). Dynamic capabilities and 

employee participation: The role of trust and informal control. European Management Journal, 37(6), 

760–771. https://doi.org/10.1016/j.emj.2019.02.005 

[115]. Wollheim, R., Observer, T., Bliven, N., & Yorker, N. (n.d.). The Logic of Scient if ic Discovery. 

[116]. Woodley, P. M. (2006). Culture Management Through the balanced Scorecard: A case study. 871. 

[117]. Yahaya, R., & Ebrahim, F. (2016). Leadership styles and organizational commitment: literature 

review. Journal of Management Development, 35(2), 190–216. https://doi.org/10.1108/JMD-01-2015-

0004 

[118]. Yang, H., & Zhang, A. (2012). Impact of regulation on transport infrastructure capacity and service 

quality. Journal of Transport Economics and Policy, 46(3), 415–430. 

[119]. Yang, Y., & Konrad, A. M. (2011). Diversity and organizational innovation: The role of employee 

involvement. Journal of Organizational Behavior, 32(8), 1062–1083. https://doi.org/10.1002/job.724 

[120]. Yasin, M. (2017). Ijbassnet.com. (November), 1–8. 

[121]. Young, G. J., Beckman, H., & Baker, E. (2012). Financial incentives , professional values and 

performance : A study of pay-for- performance in a professional organization. Journal of 

Organizational Behavior, 33(7), 964–983. https://doi.org/10.1002/job.l770 

[122]. Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1997). The behavioral consequences of service 

quality. Journal of Marketing, 60(2), 31–46. https://doi.org/10.2307/1251929 

 


