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Abstract
Context and Purpose: This research aims to examine the moderating role of
sustainable human resource management in the impact of incremental service
innovation and service liking on the customer brand community.
Methodology: The research is applied in terms of objective and descriptive
surveys in terms of nature and method. The statistical population consisted of
employees (100) and customers (284) of five-star hotels in Kermanshah
province, who were selected through simple random sampling using the
Cochran formula (384 samples). The data collection tool was a questionnaire,
which had good validity and reliability.
Findings: The results of hypothesis testing using the SMART-PLS software,
along with t-test statistics and path coefficients (), demonstrated that service
innovation has an impact on customer brand community, service innovation
affects service liking among employees, service liking among employees has
an impact on customer brand community, and service liking among employees
mediates the relationship between service innovation and customer brand
community. Finally, sustainable human resource management moderates the
relationship between service innovation and the customer brand community.
Conclusion: Despite the designed model of the mentioned device, it should
be able to pay attention to the role of incremental service innovation and
service liking in order to better shape the customer brand association in the
work environment, but if it wants to show more effectiveness of these
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variables, it should think less about adjusting sustainable human resource
management..
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Extended Abstract

Abstract

Context and Purpose: This research aims to examine the moderating
role of sustainable human resource management in the impact of
incremental service innovation and service liking on the customer brand
community.

Methodology: The research is applied in terms of objective and
descriptive surveys in terms of nature and method. The statistical
population consisted of employees (100) and customers (284) of five-
star hotels in Kermanshah province, who were selected through simple
random sampling using the Cochran formula (384 samples). The data
collection tool was a questionnaire, which had good validity and
reliability.

Findings: The results of hypothesis testing using the SMART-PLS
software, along with t-test statistics and path coefficients (p),
demonstrated that service innovation has an impact on customer brand
community, service innovation affects service liking among employees,
service liking among employees has an impact on customer brand
community, and service liking among employees mediates the
relationship between service innovation and customer brand
community. Finally, sustainable human resource management
moderates the relationship between service innovation and the customer
brand community.

Conclusion: Despite the designed model of the mentioned device, it
should be able to pay attention to the role of incremental service
innovation and service liking in order to better shape the customer brand
association in the work environment, but if it wants to show more
effectiveness of these variables, it should think less about adjusting
sustainable human resource management..

Keywords: Incremental service innovation, customer brand
community, service liking, sustainable human resource management.
Customer understanding of the business environment is one of the
fundamental topics examined by Cutious et al (2022). Service
businesses should pursue superior customer communication strategies
and positive brand-customer relationships. Managers should strive to
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provide customer-centric services to understand and meet customer
needs, as stated by Gizaw et al (2021). One common approach to
achieving this goal is examining brand communities, which relate to a
category of related products or services and indicate the criteria
customers use to evaluate a product or service. Brand communities are
crucial for customers to directly engage with and evaluate products and
services, as emphasized by Mardaitin and Ardereen (2022).

Past studies (Zhu et al., 2022; Mi, 2022) have shown that service
innovation can facilitate the creation of customer brand communities.
However, Price Waterhouse Coopers believes that service innovation
refers to new or improved services. Customer communication channels,
service delivery systems, or technical concepts can bring one or more
new service functions to businesses and consequently change the
market. Achieving this type of service innovation requires new
technology, human resources, and organizational capabilities, as stated
by Omurini (2020). Brennen et al. (2019) also define service innovation
as a meaningful structure that refers to the development of new service
processes and concepts. Since instant services require changes in the
service delivery process at any time, businesses need to have a deep
understanding of their customers' needs and desires in order to provide
customer-centric services. Customer understanding refers to the
gathered understanding of customers' experiences, needs, desires, and
expectations, and based on this, appropriate communication and
marketing strategies are designed.

To achieve customer understanding, various methods can be used, one
of which is brand community research. A brand community refers to a
group of products or services related to a specific brand that is perceived
as a single entity in the minds of consumers. This brand community
embodies the criteria and features that customers use to evaluate a
product or service. For example, the "Apple” brand is a brand
community that includes products such as the iPhone, iPad, and
MacBook. Customers of this brand evaluate it based on features such
as build quality, design, performance, and operating system.

Service innovation can contribute to the development of customer
brand communities. By offering new or improved services, businesses
can create more added value for customers, leading to increased
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customer satisfaction and loyalty. To achieve service innovation, new
technologies, skilled human resources, and appropriate organizational
capabilities are required.Ultimately, to achieve customer understanding
and service innovation, it is necessary to gain a proper understanding of
customers' needs and desires through appropriate market research and
direct communication with them. Based on this understanding,
customer-centric strategies and service innovation can be designed.
Additionally, attention should be given to organizational capabilities
and available resources, continuously improving service innovation.
Research Method:

This research is considered "applied” in terms of its objective and
"descriptive-correlational” in terms of data collection method. The
statistical population consisted of 100 employees and 284 customers of
five-star hotels in Kermanshah province, who were selected using
simple random sampling with a sample size of 384 based on Cochran's
formula. The data were collected using the following questionnaires:
the Service Innovation Priority questionnaire by Ulrich and colleagues
(2001), consisting of 4 questions; the Likability of Employee and
Colleague Services questionnaire by Braddy and colleagues (2012),
consisting of 4 questions; the Sustainable Human Resource
Management questionnaire by Fernandez and colleagues (2003),
Guevara-Arce and Davila (2004), Tang and colleagues (2018),
consisting of 15 questions; and finally, the Customer Brand Community
questionnaire by Muniz and O'Guinn (1993), consisting of 9 questions.
The Likert scale with five options was used as the measurement scale
for the questions. To confirm the validity, three types of validity were
employed: content validity, convergent validity, and discriminant
validity. To confirm reliability, three criteria were used: factor loadings,
Cronbach's alpha coefficient, and composite reliability coefficient.
Research Findings

In this research, the partial least squares (PLS) method was employed
using SMART-PLS software. The t-value can indicate the significance
of the variables' effects. If the t-value is greater than 1.96, it indicates a
positive and significant effect. If the t-value falls between 1.96+ and
1.96-, it indicates the absence of any significant effect between the
variables. Additionally, if the t-value is less than 1.96-, it signifies the
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presence of a negative and significant effect between the variables. Path
coefficients also represent the strength of the relationship between
variables. If the path coefficients are greater than 0.60, it indicates a
strong relationship between the variables. If the path coefficients range
from 0.30 to 0.60, it indicates a moderate relationship between the
variables. Finally, if the path coefficients are less than 0.30, it signifies
a weak relationship between the variables.
Conclusion
This research demonstrates that innovation in service provision has a
positive impact on customer brand community and customer liking for
employee services. Based on these findings, it is recommended that
businesses focus on innovation and the delivery of attractive and
improved services to strengthen customer brand communities and
enhance liking for employee services. This action can lead to attracting
new customers, increasing customer satisfaction, and fostering loyalty
to the brand. Additionally, training and developing the skills of
employees in providing innovative services can also have a significant
impact on their liking for the services. Therefore, to enhance innovation
and improve services, managers are advised to hold feedback sessions
and solicit employee opinions to encourage them to offer new and
innovative ideas in service delivery. Moreover, incentive mechanisms
can be employed to motivate employees to present new ideas.
Furthermore, conducting training courses on innovation and service
improvement can support employees in enhancing their capabilities and
facilitate the improvement of service quality. These actions can
ultimately lead to organizational performance improvement, customer
satisfaction, and the strengthening of customer brand communities.
According to the research results, liking for employee services has a
direct and indirect impact on customer brand communities. This implies
that employees who provide services to customers with enthusiasm and
motivation can contribute to strengthening customer loyalty and
increasing business revenue. Additionally, liking for employee services
can mediate the impact of innovation in service provision on customer
brand communities. Therefore, it is recommended that businesses
create an environment where their employees are capable of providing
services with enthusiasm and innovation. These measures can help
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improve customer satisfaction, increase loyalty, and strengthen
customer brand communities. The study indicates that sustainable
human resource management can have a positive impact on innovation
and organizational services. By creating suitable working conditions
and fostering motivation among employees, it is possible to contribute
to the development of innovative services and service quality
improvement. Additionally, sustainable human resource management
can aid in the development of innovative services by attracting skilled
and experienced workforce. These factors can lead to the strengthening
of customer brand communities, increased loyalty, and customer
satisfaction with organizational services. However, certain limitations
may have a negative impact on the accuracy of employee responses.
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