Impact of Flexible Work Arrangements and Job-Related Resources on Work
Engagement among Service Sector Employees of Georgia

Guram Akopashvili

A project/thesis submitted to the Faculty of Ilia State University Business, Technology and
Education Business School in fulfillment of the requirements for the degree of

Master of Business Administration

Master’s Programme of Business Administration

Academic Supervisor: Nino Pataraia, PhD

Ilia State University

Thilisi, 2023



Declaration

As the author of this paper, | declare that this thesis presented for the degree of Master of
Business Administration is the original report of my research and has been written by me.
Due references have been provided on all supporting literatures and resources. | also confirm
that this work has not been submitted for any other degree or professional qualification.
Some of the work described in this thesis was previously written and submitted as
assignments in the course Research Methods (October 2021 — February 2022) at llia State

University Business School.

Guram Akopashvili

j S
(R S Y
/\ (\ ) o X

Date: January 20, 2023)

S



Contents

FY o 1Y 4 - [ ST P PSP PPUPPPUPPPRP 6
INEFOAUCTION Lttt st e st e et ae e st e et e sabeeesbeeeeneeeeneens 7
Background and ProbIem ...............eueeeeeiiecciieeeie ettt ee e e e s ae e e e e e et br e e e e e e ae e as 7
The Gap in EXIStING RESEAICHR ..........cccoccuueieieieee ettt e e et ae e e e e s ctr e e e e e e s staraaaeeeaeenen 9
TheoretiCal FrAmMEWOIK .........cccui ettt ettt st e s 10
AIM Of TRE STUAY ...ttt te e e e e e et aeae e e e e et beaeaeae e e e nnsanaeeas 11
RESEAICH ODJECLIVES.........oveveeeei ettt e e e et e e e e e e s e e ae e e e e e e snaraneeeas 11
RESEAICH QUESTIONS ...ttt ettt ettt ettt e st e st e e sbb e e s sbeeeneeeeneeeeas 12
RESEAICH HYPOTRESES......oveeeeeee ettt e e e et ae e e e e e e e st aeae e e e e e eananaeeas 13
11V, L=11 g Lo e o] Lo Yo | VAU UURTR 13
SErUCEUIE Of TNE TRABSIS .......vvveeeeee e eeeeteeeeeee ettt ee e e e e et ae e e e ee e e et beaeaeaeeeseasasseseaaaeeesnsens 13
LIterature REVIEW .....eiiii et ee e e e s s s ee e e e s e snneeee 15
(0 Lo e 10=d Gl OV L [ TR 15
WOk ENGAGEMENT...........uoeeeeeeaeeeeeieee ettt e ettt tte e e e e e et aeae e e e e e e ebanaeaeaaeeeeenasaeeaeas 16
Outcomes Of WOrk ENGAGEMENT ..........ccccueeeeeeiueeeeieiiieeeeeeeeeeieaeeestirae e saeee e e earaeeessssaeens 17
Factors Affecting Work ENGAGEMENTt..............ceeccueeeeeeiieeeeeeiiiieeeeiiiieeeeeiraeeeseiaeaesevaeeaeenaes 19
o G =3 o o [ ol - OSSR 19
Flexible WOrk Arrangements ...............eeeeeeeeciiueeeee e eeeectieee e e e e eeetteee e e e e eeesraeaeae e e e e e ennnneeeeas 22

B [o] /I Yo (1 Ky o (o1 1 o] £ T T T TR 26

W Y0 0] oo 1) VAP 29
Performance FEEADACK ...ttt ee e e e et ae e e e e e e r e aeeas 30
Participation in DECISION-MGAKING ..............cccccueuieeieieeiiiiiie et ee et ae e e e e e erae e 32
Review Of the MEtNOAOIOGY ..........oueeecueeieeeieee ettt et ee e e e et e et arae e e eaaeae s 34
ThE GAP iN ThE LItEIALUIE .........oueeeeeeeeeiieee e ettt e e ettt e e e e e e ae e e e e e e nasaeaeaeaeean 35
TheoretiCal FrAMEWOIK .........cccui ettt ettt st 37

Y 1= g oY [o] Lo =Y APPSR UPRRRt 41
INtrodUucCtion t0 the CRGPLEN...........uueeeeeie ettt e e st ae e e e e e e e eraeeees 41
RESEAICH PRITOSOPRY ........eeveeeeeaeeeeeteeeee ettt ettt e e e ae e e e e e e e et beaeae e e e e eeennraeeeeas 41
XY =do Tl o I D=2y o I RURS 42
Population AN SAMPIING ..........c..uueeeeeeeee ettt e e e e et ae e e e e e e er e eeeas 42
Data Collection and Ethical CONSIiderations ...............cccoccoeeiveiiiiiniie ettt 43
INSEFUMENTATION ..ot e e e e re e s e s s ee s 45



[0 =T gg oo [de o) ] ol ol T ST U SPRPN: 45

WOIk ENGAGEMENT .......c.evteeeeeie e eeeeeeee e e e ettt ee e e e e ee et e aeae e e e asasaeaeeeae e nasaaaeaeaeaeean 45
Flexible WOrk Arrangements .............ueeeeeeeeeeccueeeeeeeeeeeeicireeeeeeeeeeeettaaeeeaeaessessseaeaeaeeeeennns 45
Perceived SOCIAl ISOIQLION ..........c..oocvuiiiiiiiiiiiiiie ettt 46

W Y0 0o ¢ o ¢ )V AU 46
Performance FEEADACK .............cooueueeeieee ettt ee e et ae e e e e e e erateae e e e e eeeanens 46
Participation in DecCiSioN-MGAKING.............cccccecuiiieiiiiiiiciiiiieie e e eescctieae e e e e e eesrteae e e e e e eeenns 47
WOIK-Life BAIONCE ...ttt ettt e e e ettt ee e e e e et aa e ee e e e enanaaaeaeaeaeenn 47

JOD SAUISFACTION ...ttt ettt e et ee e e et e e s s tr e e e e et ae e e saasaeessnsaeaeenrees 47
Data ANGIYSIS MELROUS...........ccuueieiiie ettt e e e ae e e e e e et ae e e e e e e e raasaeeeas a7
Justification of Selected MEtNOAOIOGY ...........ccccueeeeeeieieeiiieieeccieee et eecte e et e e sraaae e 48
RESUIES .ttt ettt et e s a e e et b e e bt e eaabeeeabe e e b be e et be et e e et e sabeeann 49
Flexible Work Arrangements, Work-Life Balance, and Engagement ................cccccoueeeeunen... 49
HYPDOTRESIS T ..ottt ettt ee e e e e e et teae e e e e ee et e aeeeaeaeeeesasssaeaeaeeesannraeeeeas 51
HYPDOTRESIS 2 ..ottt ettt ee e e e e ettt teae e e e e ee et braeeeaeeeeeeaassaaeaeaeeesnnnnraeaeeas 52
HYPDOTRESIS 3 ..ottt ettt e e e e e e et teae e e e e ee et beaeeeaeeeeesaassaaeaeaeeeennnraeeeans 54

L2 Yo ToTd o =X L U PRUR 54
HYPDOTRESIS 5 ..ottt ettt e e e e e e et te e e e e e e ee et beaeeeaeeeeeeaasbsaeaeaeeeennnnraeeeeas 54
HYPOLRESIS 6 ..ottt ee e e e e e et e e e e e e e ee st beaeeeeeeeeasaatbaaeeeaeeesannraeeeeas 55
HYPOLRESIS 7 ..ttt et ee e e e e e et te e e e e e e ee st beaeeeaeeeeesaatbaaeaeaeee s nnraneeeas 55
D11y ol U113 o PP PP PPPPPPTPT 59
Conclusion and ReCOMMENALIONS ......eeiiiiiiiiiieeie ettt s 66
o Tt ol I [T ] ole 14 (o) ¢ X R PRURR 69
Limitations and Recommendations for future ReSearch..............ccceeeeeeeeeeiiiveeeeeeeeeecieneen. 69
21 oY [ToT=4 =] o] V2RSSR SUUPRURRURPNt 71
F Yoo 1] oo L TP UUPPRR PP 85
Appendix A - Relevant Correlation Matrix and Regression Tables.............cccccveeeeeeeeeccnnnnnn. 85
Appendix B - QUESTIONNQIIE .............ueeeeeeeeeeiiiiieeeeeeeeeeeeeae e aeeeeeeiitraeeeeeeeeeeasaeaeaeaeeeennnnneeees -87



List of Tables and Figures

List of Figures

Figure 1. ConCeptUal MOAEI ......oeereeeeeeee ettt ettt st sresren e
Figure 2. Respondents bY INAUSEIY ... ettt st
Figure 3. Portion of REMOTE WOTKELS ......ccocueeeeeeeeeietiettiee ettt st aeve s

Table 1. Demographic DAta ......ccccceieciiciieeieice ettt st st st s e e aean
Table 2. Descriptive Statistics of Key Variables ..........oucvecveeeie e
Table 3. Regression Results: Effect of JD-Rs of FWAs and Work Hours per Week on
WOIK-IIf& BAlANCE ..uoueeeieeee ettt et ettt et st st st st s e et s s en s s ann s
Table 4. Results of Regression Analyses between Work-Specific Job Resources and
ENBAZEMENT ..ottt ettt e et te s e et e e saee s eatessbees saeaes saesesaesensnesesnesasneeens
Table 5. Correlation Matrix between Engagement, Job Satisfaction, Hybrid Work
and Work-specific JOD RESOUICES .....ccceoueeeiieeeetietet ettt ettt r e et et seesaenens
Table 6. Results of Regression Analysis with Job Satisfaction Combined Individually
with Hybrid Work and Each of the Work-specific Job Resources .........cccceeueevecueeeennnee.
Table 7. Results of Regression Analysis with Job Satisfaction, Performance
Feedback and Participation in Decision-making (Predictors) and Work Engagement
(PPEAICTEA) ettt ettt ettt ettt ete st st e et s et e bseseseseteebestesteeteetesrennansans



Abstract

Work engagement is an important concept that influences the success of organizations. Low
engagement is linked to reduced employee performance and high turnover intention. The
purpose of this quantitative study was to determine the impact of flexible work arrangements
(FWAs) on work engagement among the service sector employees of Georgia. The study also
aimed to examine the effect of job resources, namely, autonomy, performance feedback and
participation in decision-making, on work engagement. Current research considered work-life
balance and job satisfaction as mediating factors affecting the relationship between work
engagement and its potential enablers. The theoretical framework of this study was Job
Demands-Resources theory. Responses of 191 participants from fifteen organizations
representing seven different industries were collected through an online survey. Correlation
and regression analyses were conducted to measure the relationships between work
engagement and its potential enablers. The study did not detect any causal relationship
between FWAs and work engagement. The results, however, confirmed that autonomy,
performance feedback and participation in decision-making positively impact work
engagement, while job satisfaction strongly mediates the positive effect. Work-life balance
was also found to improve engagement, but the effect was weaker compared to job
satisfaction. The study detected a minor impact of job demands associated with FWAs,
namely, perceived social isolation and expectation of availability, on work engagement. The
main limitations of this research are convenience sampling, mono-method design, self-
administered survey strategy, and cross-sectional timeframe. Current research recommends
future studies to utilize probability sampling and mixed methods, perform longitudinal
research and expand the focus to additional work-related and personal factors that may affect

the level of work engagement.

Keywords: Work engagement, flexible work arrangements, autonomy, performance
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