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Abstract

Knowledge plays a key role in shaping behavior in human
beings. Leadership knowledge has been extensively studied
for its contribution to productivity at both individual
and organizational levels. With the service industries rooted
as the key to the success of Hong Kong’s economy, an
appropriate service leadership knowledge framework
should be developed based on the demand for leaders in the
modern service economies. This paper introduces the
conceptual background of the Service Leadership Theory,
and how Service Leadership Knowledge Scale was
developed and validated based on the basic knowledge
points under the Service Leadership Theory.
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Introduction

Knowledge refers to one’s awareness of an objective,
related processes, and how to do something (1). It is
widely believed that people’s previous experience and
knowledge shape not only people’s judgement and
attitudes but also the actual behaviors (2). For
example, people’s level of environmental knowledge
including environmental responsibility (3) and eco-
logical awareness (4) was found to be associated with
their ecological consumer behaviors, such as
consumption, reuse and willingness to pay more for
ecological products. In a systematic review (5), the
importance of cardiac patients’ knowledge was
highlighted where patients’ level of knowledge about
cardiac care facilitates the health behavior change
such as participating in physical activities, healthier
dietary habits and smoking cessation. Moreover,
increasing financial knowledge was a means of
increasing people’s responsible credit card use
behavior (6).
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Given the influence of knowledge on human
behaviors in many fields, numerous theorists have
explored the way in which knowledge influences
behavior. For example, the mediated role of attitude
has been emphasized. The Knowledge-Attitude-
Behavior model proposes that accumulation of
knowledge can motivate changes in attitude, thus
further lead to behavioral changes (7). The theory of
planned behavior suggests that subjectively held
information determines certain behavior (8). Besides,
the process of putting knowledge into action is
considered worthy of attention. In the information-
motivation-behavioral skills model, knowledge and
motivation jointly influence behavior to the equivalen
extent throught the mediation of developing
behavioral skills (9). Knowledge-to-action cycle
suggests knowledge phase can influence action phase
at any point, and the process of translating knowledge
to behavior is an iterative cycle in which knowledge
and behavior update themselves anytime through
dynamic interactions (10).

Influence of leadership knowledge on
leadership behavior

As an important form of human behavior, leadership
behavior is affected by leadership knowledge as well.
Leadership knowledge includes three dimensions.
First, leaders have to be equipped with hard leader-
ship knowledge, which can be defined as a series of
basic knowledge concerning managing different
kinds of resources in organizations, including human
resources (11), information resources (12), and
financial resources (13). Second, leaders are expected
to have soft leadership knowledge, which can be
defined as the knowledge used to establish emotional
connections in a team. This form of knowledge
includes how to build relationships with others, how
to construct effective collaboration and how to
improve management environment (14). Third, an
excellent leader needs to accumulate adequate or a
very high level of leadership content knowledge,
which was purposed and conceptualized by Stein and
Nelson (15) as the technical or academic related
knowledge in the industrial field. In other words,
leaders are expected to be equipped with knowledge
and technical skills closely related with industries

before constructing and strengthening
among subordinates.

Leadership knowledge serves as a unique window
to look inside the science of organizational behavior
and has been found to exert influence on leadership
behavior at the individual and organizational levels.
At the individual level, Weitz and colleagues (16)
emphasized the role of leadership content knowledge
and suggested that content knowledge of service
providers in understanding their customers may
change the directions of their behavior towards
a more effective way. Similarly, Yammarino and
colleagues (17) demonstrated that basic manage-
ment knowledge, soft leadership knowledge like
perspective-taking, creative problem solving, and
social judgment skills and leadership content
knowledge related with industries all positively
directed management behaviors, including assessing a
solution, identifying limitations, making action plans,
and organizing supporting resources as input to
management activities. At the behavioral outcome
level, by surveying 102 teams in hotel properties in
the United States, Srivastava and colleagues (18)
showed that leadership content knowledge and self-
efficacy positively predicted service performance.

Several theoretical proposals can be utilized
to explain how leadership knowledge as a complex
management input can be connected to positive
management behavior and outputs at the individual
level. For instance, leadership knowledge as a general
cognitive capability may have positive effect on
leadership behavior through the mediation of
improving positive management attitude, increasing
self-efficacy and  strengthening  administrative
behavioral control, the theoretical foundation of
which is supported by the model of planned behavior
(19). The extended model of the planned behavior
adds another two likely pathways connecting
leadership knowledge to leadership behavior through
self-identity and affective self-beliefs (20). Similarly,
based on the theory of reasoned action, leadership
knowledge can impact on leadership behavior through
shaping the positive attitude and positive subjective
norms (21). The similar technology model also
supports the role of leadership knowledge in directing
positive management behaviors (22). In this model,
leadership content knowledge as an external force
motivates leaders to evaluate the usefulness and

leadership
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feasibility of purposed management plans, which
further promotes positive leadership behavior through
the effect on positive behavioral intentions (22).

At the organizational level, hard leadership
knowledge improves the capacity of transforming
resource into productivity; soft leadership knowledge
spurs the potential of teams and increases the
motivation of its members, while leadership content
knowledge helps leaders to expose organizations into
external opportunities for development (23). These
mechanisms suggest a positive association between
leadership knowledge and favorable organizational
behavior and outcome. In line with this notion, soft
leadership knowledge was proven critical to the
success of organizations in terms of the performance
of workers based on qualitative analysis in the
study of Pearce and Manz (24). In addition, with a
sample of 144 U.S. employees in a network of
university libraries, it was found that leadership
content knowledge positively predicted organizational
citizenship behaviors (25). With a sample of 710
nurses in the South Korea, Lin and Hsiao (26)
found leadership content knowledge and trust to
subordinates were positively related to the organi-
zational citizenship behaviors. Similarly, with a
sample of industrial companies from four innovative
industries in Spain, hard leadership knowledge and
leadership content knowledge were found to promote
organizational behavior and innovation through the
effect of positive management practice (27).

As shown, a majority of pervious empirical
studies connecting different types of leadership
knowledge and leadership behavior (and behavioral
outcomes) actively examined the role of leader-
ship content knowledge, and only a very small part
of them aimed to investigate the importance of
soft leadership knowledge. With the global transfor-
mation in economic structure from the manufacture
economy to the service economy, the framework
of leadership knowledge needs to be redefined. It
needs to be transformed from a framework focusing
on hard leadership knowledge and leadership content
knowledge, which best responded to the production
and cooperative mode in the manufacture economy, to
the one emphasizing on soft leadership knowledge,
which can maximize the effectiveness and quality
of service in the service economy. When specifying
the leadership in modern service economy, Chung

and Elfassy (28) proposed the Service Leader-
ship Theory, which displays twelve dimensions of
positive attributes with which an effective service
leader should be equipped. Under the framework of
the Service Leadership Theory, the basic knowledge
points are summarized and presented in section
below.

Service Leadership Knowledge

Based on Service Leadership Theory, service
leadership knowledge can be summarized in six
domains. These domains are “general description of
Service Leadership Theory,” “three realms of service
leadership,” “everyone can be a leader,” “Principle
E = MC?,” “manufacturing versus service economies
in contemporary world,” and “distinction of Service
Leadership Theory and other leadership theories.”
Knowledge points in these six domains are briefly
outlined below.

General description of service
leadership theory

Unlike the old paradigm of leadership where the
relationship is hierarchical and the leader only places
orders to those who are in lower positions for
self-serving purpose, Service Leadership Theory
emphasizes the importance of satisfying not only the
needs of oneself but also others and the systems such
as community, society, and environments (29). The
traditional concept of “leader” is signified with power
and pride, and the leader is likely to be served by
others instead of the opposite. To an extreme extent,
the leaders might use their power to scarify others’
needs and benefits to fulfill their own needs. Such
action is considered as unethical. In order to be an
ethical service leader, one should work with others
with care, value their wellness and benefits as much
as oneself, and encourage to transcend self-interest to
serve others and the system. According to Shek and
colleagues (30), good service leaders are those who
influence their subordinates with good personal
qualities such as being caring and genuine, rather than
manipulating others.
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Three realms of service leadership

Noteworthy, service leadership emphasizes not only
personal interest and achievement, but also the
intention to fulfill the needs of others and the systems.
The three realms including self, other, and the system
of service leadership indicate the importance for a
person to management himself or herself before
leading others. Chung (31) suggested that before a
person becoming a competent service leader, one
should focus on improving his or her intrapersonal
competence. It is believed that “a leader is unable to
optimize his or her ability to lead others well unless
he or she is healthy in mind, body, and spirit”. In
other words, one’s ability to lead oneself is one of the
best indicators of his or her capacity to lead others
(32). Such concept shares similar value to a
Confucianism thought in Daxue, which points out that
if people are able to regulate the standpoint of
showing love for others, interpersonal harmony and
social stability will follow (33).

Everyone can be a leader

In traditional beliefs, a leader normally carries a
superior, talented, and competent image. Only these
leaders in high positions need to be equipped with
leadership capability (34). Conversely, Service
Leadership Theory believes that everyone has his or
her strengths; hence, has the potential to lead. There
are a wide variety of service transaction, ranging from
self-serving personal achievement at work to complex
service such as managing a team. Everyone has the
potential to utilize their skills and strengths and
becomes a leader in the collaborative process. It is
important to be open-minded to see every person’s
potential. With such beliefs, service leaders will serve
and lead in a humble and respectful manner, which
can help them fully utilize their followers’ skills,
enhance their performance, and nurture the followers
to become service leaders as well.

Principle E = MC?

According to Chung and Elfassy (28), effective
service leadership (E) is a function of one’s moral
character (M), competencies (C), and caring dispo-

sition (C) (i.e., E = MC?). It is believed that effective
service leaders should demonstrate good leadership
competence, interpersonal competence, intrapersonal
competence, as well as domain-specific knowledge in
order to guide their leadership practice (30). Moral
character emphasizes the importance to serve others
with integrity and moral values while taking the lead.
Caring disposition emphasizes one’s sincerity to learn
and to meet the needs of others. It is believed that a
caring leader will not sacrifice the needs and benefits
of others to fulfill one’s own.

Although it is emphasized that the three
determinants are equally important, morality and
integrity appear to be essential features of effective
leaders in the service industry. It is believed that the
subordinates as well as service-receivers have
difficulties trusting a person who lies, breaks promise,
and neglects the feelings and needs of others,
regardless of his or her actual work performance.
These qualities are particularly important in certain
industries such as counseling and nursing, where
the nature of the service relies heavily on the
interpersonal relationship. In addition, effective
leaders serve not only clients but also everyone in life,
including one’s self, peers, subordinates, followers,
and surroundings. Good leaders should always be
“ready,” “willing,” and “able” to serve. They are
continuously being evaluated by superiors, peers,
subordinates, and all other service-receivers. Hence,
instead of merely being skillful and knowledgeable,
service leaders should demonstrate character
strengths, moral character, leadership competency,
and caring social disposition in order to perform
effectively.

Manufacturing versus service economies
in contemporary world

Traditional leadership education emphasizes the
importance of knowledge and skills in the field. Such
concept applies very well in industrialized societies,
when the operation system required hands-on
skills. However, in recent decades, the manufacturing
industry is gradually replaced by the rapidly growing
service industry, especially in Hong Kong. As a
result, skills are no longer the only quality that makes
one a competent leader. It is suggested that the new
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concept of effective leadership focuses on whether
one is moral and caring to followers and service
recipients, as the basic concept is that the person
himself/ herself is considered as the “service” (34).

Distinction of service leadership theory
and other leadership theories

Different from other leadership theories, Service
Leadership Theory puts great emphasis on the
“collaborative service-focused” attitude and behavior.
In addition, Service Leadership Theory purposes
seven core beliefs, including 1) service means serving
“oneself, others, and systems”; 2) “everyone can be a
leader”; 3) “leadership effectiveness is dependent on
possessing relevant situational task competences plus
being judged by superiors, peers, and subordinates as
possessing character and exhibiting care”; 4) “leaders
should ethically improving one’s competences,
abilities, and willingness to help satisfy the needs of
others”; 5) “high quality personal service should be
consistently provided to everyone that one comes
into contact with, including oneself’; 6) “service
leadership is the world’s oldest, most competitive, and
longest surviving business model”; and 7) ‘“high-
paying, high status positions and management
promotions will go to people who have domain
specific knowledge and skills plus service leadership
competences, character, and care” (30,31).

Development of the Service
Leadership Knowledge Scale

A validated service leadership knowledge assessment
tool is indispensable to measure and investigate the
influence of service leadership knowledge. Moreover,
it is also a key to evaluate participants’ knowledge
gain through service leadership education. In view of
the lack of such validated scales, the research team at
The Hong Kong Polytechnic University (PolyU)
conducted a project entitled “Development and
validation of measures based on the service leader-
ship model,” which entailed the construction and
validation of a knowledge scale aimed at “capturing
the essential knowledge points of service leadership in
a format of multiple-choice questions” (30, p. 164).

Accordingly, the Long-Form Service Leader-
ship Knowledge Scale (i.e., SLK-LF-200), which
comprises 200 multiple-choice items covering
fundamental service leadership knowledge points as
outlined above (also see Table 2 for the domains and
several sample items). Each item has a “correct”
answer with one point whereas participants get
zero point if they answer incorrectly. By adopting
an objective method, the Service Leadership
Knowledge Scale could reliably and validly show
one’s knowledge level (35). Through several
validation studies as outlined below, the trimmed
versions of the knowledge scale were also created
which were shown to be valid and reliable.

Content validation

The SLK-LF-200 was subjected to a content
validation study administered by the research team at
PolyU (30). Four experts who were highly familiar
with and involved in the development of the service
leadership curriculum framework rated the 200 items
based on three criteria, namely, i) relevance, ii)
clarity, and iii) representativeness. The individual (I-
CVI) and average scale content validation index (S-
CVI/ave) based on experts’ ratings on the three
abovementioned criteria were employed to reflect the
content validity of the scale. Both the I-CVI and S-
CVl/ave metrics corroborated the meritorious content
validity of the SLK-LF-200 on both the item and the
scale levels (30).

Criterion-related validation

The SLK-LF-200 was administered in the 2014-15
academic year involving 161 PolyU students (36).
The experimental group included 67 students who had
taken credit-bearing training in service leadership
before, while those who received no such training at
the time of testing served as the control (N = 94).
Results of the independent samples t-tests indicated
that the experimental group scored significantly
higher (i.e., all ts > 2.46, ps < .05) in all seven
component scores so as the total score (computed by
summing all 200 items), indicating the criterion-
related validity of the SLK-LF-200. Furthermore,
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analyses on the individual item highlighted that the  the deletion of 13 items after consideration of item
experimental group performed significantly better on  redundancy and face validity. Consequently, 50 items
63 of those items (i.e., all s > 2.46, ps <. 05). These ~ (see Table 2 for the sample items) were retained to
63 items were subjected to a screening procedure ~ form the short version of Service Leadership
conducted by the first author of this paper, leading to ~ Knowledge Scale (i.e., SLK-SF-50).

Table 1. Literature review on measures of leadership and service leadership

Steps Details

Examples of References:

— Chan, D. W. (2007). Leadership competencies among Chinese gifted students in Hong
Kong: The connection with emotional intelligence and successful intelligence. Roeper
Review, 29(3), 183-189.

— Chiaburu, D. S., Huang, J. L., Hutchins, H. M., & Gardner, R. G. (2014). Trainees'
perceived knowledge gain unrelated to the training domain: the joint action of
impression management and motives. International Journal of Training and
Development, 18, 37-52.

— Farh, J.-L., & Cheng, B.-S. (2000). A cultural analysis of Paternalistic Leadership in
Chinese organizations. In J. T. Li, A. S. Tsui, & E. Weldon (Eds.), Management and
organizations in the Chinese Context (pp. 84-127). London: Palgrave.

— Peng, J., Liu, Y., Lu, H., Liu, Y., & Wu, W. (2014). Emotional leadership:
Conceptualization, measurement, development and model construction. Advances in
Psychological Science, 22(11), 1757-1769.

— Sitzmann, T., Ely, K., Brown, K. G., & Bauer, K. N. (2010). Self-assessment of
knowledge: A cognitive learning or affective measure? Academy of Management
Learning & Education, 9, 169-191.

— Stedman, N. L., Rutherford, T. A., Rosser, M. H., & Elbert, C. (2009). When
leadership counts: Engaging youth through the Washington Leadership Conference.
Journal of Agricultural Education, 50, 92-104.

Examples of References:

Step 1: Literature Review
on Leadership Knowledge
Measures, Particularly in
Different Chinese Contexts

— Chung, P. P. Y., & Elfassy, R. (2016). The 12 dimensions of a Service Leader (1st
ed.). New York, NY: Lexingford Publishing.

— Shek, D. T. L., Chung, P.P. Y., Lin, L., Leung, H., & Ng, E. C. W. (2018). Service
Leadership under the Service Economy. In J. L. Chin, J. E. Trimble & J. E. Garcia
(Eds.), Global and culturally diverse leaders and leadership: New dimensions and
challenges for business, education and society (pp. 143-161). Bingley: Emerald
Publishing.

— Shek, D. T. L., & Leung, H. (2015). Service Leadership qualities in university students
through the lens of student well-being. In D. T. L. Shek & P. P. Y. Chung (Eds.),
Promoting Service Leadership qualities in university students (pp. 1-16). Singapore:
Springer.

— Shek, D. T. L., & Lin, L. (2017). Validation of the Service Leadership knowledge
scale: Criterion-related validity. In D. T. L. Shek, P. P. Y. Chung, L. Lin & J. Merrick
(Eds.), Service Leadership education for university students (pp. 189-204). New York,
NY: Nova Sciences.

— Shek,D.T. L., Lin, L., Leung, H., Yu, L., Ma, C. M. S., & Li, X. (2017).
Development and validation of the Service Leadership knowledge scale in a Chinese
context. In D. T. L. Shek, P. P. Y. Chung, L. Lin & J. Merrick (Eds.), Service
Leadership education for university students (pp. 163-188). New York, NY: Nova
Sciences.

— Shek,D. T. L., Sun,R.C.F., &Liu, T. T. (2015). Evolution and realms of Service
Leadership and leadership models. International Journal on Disability and Human
Development, 14(3), 243-254.

Step 2: Literature Review
on Service Leadership
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Table 2. Initial Development of the Long-Form (SLK-LF-200)
and Short-Forms (SLK-SF-50 and SLK-SF-40) Service Leadership Knowledge Scale

Steps Details

[3]Everyone can be a leader;
[4]Principle E= MC?,

Step 3: Development
of the Item Pool (200
items) with
Reference to the
Main Proposed

Seven key domains were conceptualized to be subsumed under the original, 200-item Long-form
Service Leadership Knowledge Scale (SLK-LF-200). These include:

[1]General description of Service Leadership;
[2] Three realms of Service Leadership;

[5]Manufacturing vs. service economies and current societal status;

[6]Distinction of Service Leadership and other leadership theories;

[7]0ther knowledge points in SLAM curriculum framework.
Three sample items are featured in the following:

2. According to the SLAM model, competence, ,and

affect employees’ loyalty and

Validation of the
Original Scale (i.e.,
SLK-LF-200; 200
Items)

Domains commitment. [Domain 1]
A) fame; character; B) intelligence; care; C) intelligence; character; D) character; care (Correct answer:
D);
27. Self-serving effort entails improving one’s in helping to satisfy others’ needs. [Domain 2]
A) fame; B) wealth; C) authority and power; D) competencies, abilities and willingness (Correct
answer: D);
149. Which of the below is typically a desired behavioral attribute of employees in a manufacturing
economy? [Domain 5]
A) Flexible; B) Creative; C) Controllable; D) Unpredictable
(Correct answer: C).
The SLK-LF-200 was tested in a criterion-related validation study involving 161 PolyU students

Step 4: Initial conducted in semester 2 of the 2014/15 academic year. Of those 161 participants 67 took the Service

Leadership course before while the rest (N= 94) did not. Findings revealed that the former significantly
performed better than the latter on 63 items of the SLK-LF-200. The first author of this paper
commissioned a screening procedure on these 63 items, resulting in the removal of 13 items out of
duplicity or face validity concern. Ultimately, a one-factor, 50-item short-form of Service Leadership
Knowledge Scale (SLK-SF-50) was retained for the main study. See below for two sample items.

Step 5: Development
of Scale Used in the
Main Survey (i.e.,

Single-factor, SLK-SF-50

35. The two dimensions of social cognition include and .
A) warmth; talent; B) warmth; competence; C) popularity; talent; D) popularity; competence (Correct

SLK-SF-50; 50 answer: B)
Items) and the Major | 43. The manufacturing economy emphasizes
domains

A) Capital assets; B) Human assets; C) Financial assets; D) Social assets (Correct answer: A)

Note. All sample items were slightly re-worded to avoid familiarity effect.

Large-scale validation

The SLK-SF-50 was administered in a large-scale
validation study involving 4,486 undergraduates
recruited from eight government-funded universities
in Hong Kong. Initial reliability analyses suggested
the removal of ten items with (i.e., < 0.30) item-total
correlations. As a result, a single-factor, shortened
40-item solution (i.e., SLK-SF-40) was subjected to
the Confirmatory Factor Analysis (CFA) using the
robust weighted least squares (WLSMV) estimator.
The goodness-of-fit indices underscored the excellent
fit of this proposed solution with the data (Table 3).

The SLK-SF-40 also showed excellent internal con-
sistency (a=0.94, mean inter-item correlations=0.28)
and robust convergent validity, with the latter evi-
denced by the positive correlation between SLK-SF-
40 and the list of theoretically-relevant constructs
such as Servant Leadership (37) and Moral Self-
concept (38). Taken as a whole, this large-scale, joint-
institution validation study underlined the adequacy
of SLK-SF-40 (Table 3) as a reliable, valid, and
robust measurement tool in examining people’s
mastery of fundamental knowledge points on the
Service Leadership Theory.



402

Daniel TL Shek, Xiaogin Zhu, and Alex YF Zhu

Table 3. Refined scales based on exploratory factor analyses and confirmatory factor analyses

Steps

Details

Step 6: Refined Scale
Based on Exploratory
Factor Analyses

N/A. No EFA was carried out.

The whole working sample (N= 4,486) was utilized to validate the 50-item SLK-SF-50. Initial
reliability analyses informed the deletion of 10 items due to low (i.e., < 0.30) item-total
correlations. The resultant hypothesized one-factor, 40-item solution (i.e., SLK-SF-40) was
accordingly subjected to CFA using the robust weighted least squares (WLSMV) estimator. The
findings revealed the excellent fit of the SLK-SF-40 (i.e., CFI=0.984; NNFI= 0.985; RMSEA=
0.029) to the data. The SLK-SF-40 also demonstrated excellent internal consistency (1 = 0.94,

Step 7: Refined Scale

(i.e., SLK-SF-40)

A) Raw power

B) Attractiveness

C) Sexual Orientation

D) Problem-solving skills
(Correct answer: D)

A) Showing off one’s strength

(Correct answer: A)

mean inter-item correlations = 0.28) as well as strong convergent validity (i.e., positive and
significant correlations with all external criterion scales as well as other Service Leadership
scales under validation). The SLK-SF-40 was accordingly accepted as the finalized solution.
Three sample items are shown as follows:

8. A manager under the service economy wants to hire someone. Based on the Service
Leadership model, which of the following advice would you give him/her?

A) Hire for qualifications, train for character

B) Hire for character, train for skills

C) Hire for attitude, train for character

giﬁ?rr?:;tor Factor | D) Hire for efficiency, train for mindset
y (Correct answer: B);
Analyses

22. In the four options below, which one belongs to an attribute of the intelligent quotient (1Q)?

37. Which of the following statements is inconsistent with the concept of “respect”?

B) Accepting and appreciating differences
C) Accepting and appreciating oneself
D) Serving as a key element in nurturing authentic relationship

Note. All sample items were slightly re-worded to avoid familiarity effect.
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