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95 B! This study integrates Employer Branding (EB) into Organizational Frontlines (OF)

using the Service Profit Chain (SPC) framework to explore how EB shapes internal
service quality (ISQ), employee intention to stay, and customer satisfaction. To test
our hypotheses, we employed a two-step empirical design: first, an online survey of
frontline hotel employees worldwide assessed the links between EB perceptions,
ISQ, and employee intention to stay. Second, customer satisfaction was measured
through online review ratings from Expedia, TripAdvisor, Booking, and Agoda,
resulting in 352 matched employee—customer data pairs. Structural Equation
Modeling results indicate that employees’ perceptions of application values and
social values, which are core components of the employer brand, are significantly
and positively associated with ISQ. ISQ positively affects employees’ intention to
stay, which in turn enhances customer satisfaction. Additionally, application and
social values have indirect effects on customer satisfaction through ISQ and
employee retention. We also demonstrate the moderating role of collaborative
culture for some of the employer brand internal service quality relationships. Our



findings highlight EB’s role as a key internal driver within the SPC model,
particularly in the hospitality sector. From a managerial perspective, strengthening
the EB dimensions that emphasize application and social values can enhance
internal service quality, improve employee retention, and ultimately lead to better
customer experiences. Our study contributes both theoretically and empirically to
understanding EB’s impact on frontline service environments.

Keywords: employer branding, service profit chain, internal service quality, employee retention,
customer satisfaction, collaborative organizational culture
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