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Abstract: This study is aimed to explore the relationship between Human Resources Management (HRM) and innovation in services 
and whether such a relationship is mediated by human capital. The data was gathered from the hospitality sector in Jordan. To evaluate 
the proposed hypotheses, Structural Equation Modeling (SEM) was used via partial modeling of least squares. The research findings 

provide clear evidence that the Service Innovation of Jordan's hospitality was positively influenced by HRM activities and human 
resources. The results show many practical and theoretical effects. Results will help the hospitality sector grow creativity in their services 
by HRM practices and establish proper use of human capital in their employees through innovation cults. This is one of the few studies 
that studied the relationship between HRM activities and the sufficient of human capital on hospitality in a developing country, Jordan. 
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*  *  *  *  *  *  

 

INTRODUCTION 

The tourism and hospitality sector plays a crucial role in any country's economy (Gorochnaya et al., 2021; Akbari and 

Monzavi, 2015). The tourism industry is one of the most industrial sectors driving the global economy at the present time 

(Bazazo and Alananzeh, 2020). Many service organizations have recently focused on how to improve their employees' 

operation, enhance quality services, and increase their market share through encouraging initiatives and innovation 

activities (Alosani et al., 2020; Chen, 2018; Chen and Peng, 2017). One of the bases on which institutions depend is an 

investment in innovation because the demand for goods and services is constantly fluctuating and there are horizontal and 

vertical implications for organizations and changing the patterns of the target market and the economic situation of 

societies, so the economic returns of innovation exceed the fixed returns in traditional management (Chang and Lee, 2020; 
Stojcic et al., 2020). The research points out that there are some challenges facing these organizations in providing 

sufficient human capital that supports innovation activities (Nieves and Agustı, 2016), which negatively reflects the 

tendency of employees to innovate (Rodríguez-Pose et al., 2020; Waheed et al., 2019). Organizations need innovation in 

order to survive and prosper (Bonfanti et al., 2018). Innovation is the main factor that shapes performance and leads to 

competitive advantage (Rodríguez-Pose et al., 2020), in which creativity in products and services are crucial to the rivalry 

between organizations and competitors (Porter and Stern, 2001). Service Innovation offers a valuable approach to 

breakthrough change (Anderson et al., 2014), which results in outstanding results (Reynoso et al., 2015).  

 Despite recognizing the importance and urgent need for innovation in service sector organizations, innovation 

management in the service sector is little understood (Ardito et al., 2017), and it often fails to produce significant results 

(Gannon et al., 2015). Where intellectual resources allow workers to take approaches to innovative work (Jaiswal and Dhar, 

2015). In order to allow innovation, resources are required to be used in innovation activities (AlMarzouqi, 2019; Buller 
and McEvoy, 2012), also human resource factors are included too (Ling et al., 2018; Liu et al., 2017). Therefore, the value 

of creating a community that promotes employees' creative practices is emphasized. Such values will play a role in 

improving employee habits, which will positively impact their activities and contribute to innovation, where employee 

behaviors influence service innovation (Kozioł-Nadolna, 2020; Battistelli et al., 2014). Earlier research has acknowledged 
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that human capital is a vital resource for realizing a set of capacities on which the distinctive attributes of an organization 

are focused (Rodríguez-Pose et al., 2020; AlMarzouqi, 2019; Bonfanti et al., 2018). These fundamental issues, in theoretical 

literature, remain limited, poor, and inadequate in developing countries (Knies and Leisink, 2018), including Arab countries 

(Kraśnicka et al., 2018; Akbari and Monzavi, 2015), especially in the public sector (Favoreu et al., 2019; Ardito and 

Messeni, 2017). However, few research has explored the relationship between HRM activities and service innovation. It can 

therefore be said that this aspect of the service industry investigation remains constrained. 
Studies show that HRM activities play a critical role in enhancing the efficiency of companies, increasing their market 

share, personal initiatives, and service innovation (Ardito and Messeni, 2017; Anderson et al., 2014; Chen and Huang, 

2009). Human capital is also one of the most significant factors shaping the success and competitive advantage of 

companies and service innovation. Studies, however, scarcely concentrate on service innovation and strategies to improve it 

(AlMarzouqi, 2019). It is also called a burning problem and has the right to address the research void that needs to be 

addressed. For that, the current study investigates the role of human capital as a mediator in the hospitality of Jordan 

between HRM practices and service innovation. Several theories have been used in literature to explain the interactions 

between these variables in hospitality, such as the resource-based view (Waheed et al., 2019), the knowledge-based view 

(Stojcic et al., 2020), and the theory of human resources (Gannon et al., 2015).  

This analysis follows the following measures and procedures in order to achieve this objective. First of all, the study on 

HRM, human capital, and innovation in services was reviewed. Secondly, the hypotheses were evaluated utilizing 

quantitative methods involving structure equation modeling (SEM). In this respect, a questionnaire was used to collect data 
from 280 respondents in Jordan from the hospitality industry. By expanding the current findings of results that comes from 

the model that describes the relationship between HRM practices and service innovation, the paper will contribute to 

awareness. Human capital will also make use of the aforementioned partnership as a mediator. In the past, little consideration 

was paid to the combination of all these variables into a single model. This study is a groundbreaking study that has explored 

these variables in the hospitality industry. Therefore, it contributes to the body of knowledge by responding to the need to 

explore the relationship between HRM practices and service innovation, which particularly in the public sector, is 

characterized as complex and volatile. In addition, the results of the paper will make valuable contributions to the value of 

Human capital and HRM activities to positively impact service innovation for regulators, managers, and practitioners. 

 

LITERATURE REVIEW 

A significant source of competitive advantage is creativity (Sanz-Valle et al., 2018; Anderson et al., 2014; Dreu et al., 
2008). The main drivers of the creativity of organizations have been defined by literature. Recent studies have highlighted 

the role of human resources in creating creativity and the value of creating new services. The main channels by which 

organizations can influence their human resources are HRM activities. The influence of HRM practices on service 

innovation has been examined in several studies (Alosani et al., 2020; Chen, 2018; Ardito et al., 2017; Bamber et al., 2017; 

Engelman et al., 2017; Escriboa-Carda et al., 2017; Chang et al., 2011) and the direct relation between HRM practices and 

service innovation (Waheed et al., 2019; Ardito and Messeni, 2017; Akbari and Monzavi, 2015). Research on this subject, 

however, remains immature (Tajeddini et al., 2020; Ardito et al., 2017) and empirical studies focusing on this subject 

remain scarce (Bonfanti et al., 2018; Losey, 2012) in the government sector in particular (AlMarzouqi, 2019; Battistelli et 

al., 2014). Studies have stressed the need for such organizations to investigate this relationship (Stojcic et al., 2020; Carmeli 

and Schaubroeck, 2013), given the lack of academic attention (Chang and Lee, 2020) and the weak interest of government 

organizations in this subject (Carmeli and Schaubroeck, 2013). In addition, studies have suggested conducting research on 
service innovation in various countries and different service industries (Bonfanti et al., 2018).  

 

1. Service Innovation  

Innovation is a new method of producing new products. In service industry, innovation refers to the process of significant 

improvement in goods or services and how they are marketed and organized inside or outside the organization (Ganzer et al., 

217). It is the creation of new products, processes, and services, resulting in substantial improvements in the effectiveness, 

competence, regions’ development, and quality of services (Ebersberger et al., 2021; Trusova et al., 2020; Mulgan and Albury,  

2003). Alosani et al. (2019), however, argued that this definition of the innovation of an organization still needs to be extended 

by other factors related to HR. The organization's human resources reflect the knowledge base that can influence innovation 

and achieve success (Bonfanti et al., 2018); therefore, the culture of innovation is highly linked to HRM for the attraction and 

retention of talent (Ardito et al., 2017). Various authors have various conceptualizations of creativity in operation.  

Some writers approached it from the point of view of market development systems, while others addressed it from the 
perspective of resource growth and culture (Chang and Lee, 2020; Booyens and Rogerson, 2016). It was presented by some 

from positive and interactive perspectives (Akbari and Monzavi, 2015). The development of the value of services is carried out 

by interactive innovation, according to Salunke et al. (2013), whereas supportive innovation implies indirect value generated at 

the back end to help a new value proposition. Along these lines, Akbari and Monzavi (2015) argued, classifying service 

innovation into process innovation, service product modifications, architectural innovation, and product innovation. Buller and 

McEvoy (2012) indicated that innovation in services contributes to the enhancement of systems and services by improvements 

in the business theater. Chang et al. (2011) concluded that service innovation requires not just the improvement of new service 

products and processes, but also the adoption of them by target customers. 

Service innovation is, therefore, defined as developing new or enhancing existing services and processes for the purposes 

of this report. Innovation is very critical in building public organizations’ credibility and reputation, as people tend to assume 
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that hospitality sector services tend to be less quality-based than private service providers. With service innovation in the 

hospitality industry, there are substantial opportunities to increase the quality of services offered, boost economic growth, and 

draw more investors (Gorochnaya et al., 2021; Favoreu et al., 2019; Waheed et al., 2019). 
 

2. Human Resource Management Practices 

The Department of Human Management is the backbone of managing institutions, especially service industries, as the 

implementation of this section includes techniques and procedures for the effective implementation of its human resource 

management policies (Deeb et al., 2020; Boxal et al., 2007). This description is consistent with Wright et al. (1999), who 

describes HRM practices as organizational activities aimed at managing the human capital pool and ensuring that capital is 
used to achieve organizational objectives. They explain that the activities of human resources management are the 

procedures through which organizations can effectively exploit the ability of employees and provide them with 

opportunities for creativity. HRM practices is the key component of development and growth, it supports organizations in 

their decision-making, teamwork, empowerment, collaboration (Alosani et al., 2020), and organizational trust (Chang and Lee, 

2020; Chivandi and Maziriri, 2018). This issue will be positively reflected in the promotion of knowledge and employee 

awareness behaviors, which in turn lead to improving their capacity to innovate (Favoreu et al., 2019). Nevertheless, despite 

studies examining the importance of HRM procedures and policies in innovation, these contributions remain minimal and poor 

in theory and empirical evidence. Furthermore, little study has explored how HRM activities impact creativity in the hospitality 

sector (Favoreu et al., 2019; Chowhan, 2016). Therefore, this portion of the hospitality sector survey remains small. 
 

3. Human Capital  

Human capital refers to the collection of expertise, abilities, and skills embedded in the human resources of the 

company' (Lepak and Snell, 2002). The connection with human behavior is one basic element of awareness. Thus, 
information production would be intrinsically related to the number of human resources in the organization. People with 

high levels of expertise, skills, and experience, on the one hand, are a source of innovative ideas for organizations. 

Organizations will find a wide variety of expertise in these types of workers, greater versatility in learning new information, 

and increased capacity to challenge existing organizational expectations and build new methods of thinking (Bonfanti et al., 

2018; Subramaniam and Youndt, 2005). Human capital is one of the most significant factors affecting innovation (Bonfanti 

et al., 2018; Nieves and Agustı, 2016; Yamao et al., 2009; Subramaniam and Youndt, 2005) and is one of the key pillars of 

the functioning of a company (Yang and Lin, 2009). A company that incorporates technology into its human capital is more 

likely to achieve its goals (Elsharnouby and Elbanna, 2021; Nieves and Agustı, 2016; Salem, 2014). 

 It can also be said that human capital is mean to handling creativity in the enterprise since it produces new ideas 

(Nieves and Agustı, 2016). As a consequence, the greater the Human capital stock, the greater the possibilities for these 

forms of information sharing and combination processes to take place (Escriboa-Carda et al., 2017). Nieves and Agustı 

(2016) evaluated a large group of industries, in the field of biotechnology organizations and proposed that this could present 
some negative implications, considering the various features involved in providing high levels of human resources. These 

considerations lead one to conclude that there may be significant variations between various economic activities. The role 

of innovating in physical products and technology companies is usually allocated to one specific unit, such as research and 

improvement or product improvement (Waheed et al., 2019; Nieves and Agustı, 2016).  
 

4. HRM Practices and Service Innovation 

While innovation has historically been seen by science or technological experts, it is now understood that companies can 

rely on the perspectives, skills, and motives of employees to produce innovation (Shipton et al., 2017). Studies show that 

human-related factors help organizations improve service innovation behaviors and improve business performance (Alosani 

et al., 2020; Tajeddini et al., 2020). In other words, creativity results from workers' interactive activities. This view indicates 

that HRM determines the propensity of workers to work in that direction. Therefore, the paper proposed that when handled 

on the basis of HRM standards based on a community, internal human capital is optimized to promote creativity. Studies 

have shown empirically that HRM is the most important in achieving innovation (Tsou and Chen, 2020; AlMarzouqi, 2019; 

Nieves and Agustı, 2016). Research by Tsou and Chen, (2020) concluded that service creativity is positively affected by 
HRM activities. A company's success is measured by the ability to deal with different skills in its human resources, which is  

a fundamental factor in achieving high innovation rates and creating continuous new service innovations (Chang and Lee, 

2020). The following hypothesis is hence proposed: 
 

H1. HRM activities have an impact on the innovation of services. 
 

5. HRM Practices and Human Capital 

In the 21st century, "the most valuable corporate asset is seen by distinguished professors as the knowledge worker" 

(Macduffie, 1995). Human capital is the collection of skills, knowledge, social and personality characteristics, including 

creativity, embodied in the ability to perform labor in order to generate economic value (Becker, 1975). Accounting for 

management often deals with questions about how to model human beings as a capital asset. Human capital, however, 

broken down or defined, is vital for the success of an organization (Nieves and Agustı, 2016); human capital increases 

through education and experience. Recognizing the recruitment mode for human capital that contributes to the competitive 

advantage of the organization allows all HR-related managers to reconfigure, based on their potential, the entire current 
workforce. HRM practices that enhance the commitment of employees at all levels are shown to involve the development of 



Rami MAHMOUD, Ahmad A. AL-MKHADMEH, Omar A. ALANANZEH, Ra’ed MASA’DEH 

 

 510 

human capital, but there are more chances of generating commitment through internal improvement. This shows that the 

most important consideration for increasing human capital is the effectiveness of HRM practices (Tsou and Chen, 2020; 

Ardito and Messeni, 2017). This discussion leads, therefore, to the following hypothesis:  
 

H2. HRM practices have an impact on human capital. 
 

6. Human Capital and Service Innovation 

The definition of human capital relates to the expertise and skills of individuals that enable changes in behavior and economic 

growth (Becker, 1975). In order to do well in society, human resources can be built through structured training and education 
aimed at upgrading and renewing one's capabilities (Jawabreh et al., 2020). Previous researchers have differentiated between 

various forms of human capital (Chen and Huang, 2009). The literature, however, emphasizes human capital's primary function 

in creativity and success (Tsou and Chen, 2020). Research by Nieves and Agustı (2016), for instance, concluded that human 

capital is a source of organizational creativity. This is in line with Nieves and Quintana's recent research (2016), which stated 

that human capital has a positive effect on the potential for organizational innovation. The integration of creativity into 

organizations’ human capital and their management structure results in excellent efficiency (Nieves and Agustı, 2016; Chen 

and Huang, 2009). The unanimous consensus of successful management that creativity is one of the main factors for success, 

performance, and productivity (Rodríguez-Pose et al., 2020). It also positively impacts earnings, growth, and market shares of 

organizations (Ardito et al., 2017; Akbari and Monzavi, 2015) growth of jobs (Bonfanti et al., 2018; Chen and Peng, 2017); 

return on assets and growth of sales (Chang and Lee, 2020; Mulgan and Albury, 2003). Innovation is also pushing 

organizations to retain their strategic place and excellence in a turbulent and competitive world (Gaynor, 2002; Leal- 
Rodríguez et al., 2015). In order to confront organizations with competitors, it is important to produce new goods, services, and 

processes (Carmeli and Schaubroeck, 2013). Effective innovation in services includes the development of adequate human 

resources in line with the organization's goals (Tajeddini et al., 2020). The following hypothesis is proposed: 
 

H3. HRM practices has an impact on innovation in services. 
 

7. Mediating Role of Human Capital 

Providing theoretical support in the literature for human capital as a mediator. Previous research showed that several 

studies have used the mediation of human resources (Tsou and Chen, 2020; Chowhan, 2016; Nieves and Agustı, 2016). There 

is few research, however, that explores the relationships between HRM practices and innovation of services. This study, 

therefore, proposes, in the light of previous studies, that human capital acts as a mediating role between HRM activities and 

innovation in services. The following hypothesis is, therefore, proposed: 
 

H4. The relationship between HRM practices and service innovation is mediated by human capital. Figure 1 presents the 

research model of the current study.  
 

METHODOLOGY 

This study seeks to demonstrate the relationship between human resource management practices and innovation in service 

in the hospitality sector, an area not well understood in the literature, as noted in the previous discussion. To conduct such a 

pilot study, which is based on the conceptual model described above, two basic steps were followed. First, reviewing the 

literature that dealt with the variables of this study, and then developing the study model and questionnaire. Second, the 

hypotheses of the model were tested via SEM, which in management studies was considered an acceptable process. 
 

 
Figure 1. Research model 

Table 1. Measurement of the study’s variables 

Variable 
No.  

of items 
References 

HRM 
practices 

7 
Alosani et al. (2020); 

Andreassi et al. (2014); 

Human 
capital 

5 
Madera et al. (2016); 

Nieves and Agustı (2016) 

Service 
innovation 

7 
Gorochnaya et al., (2021); Alosani 
et al. (2019); Chen et al. (2011), 

 

 

1. Research design and sample 

The data from this study was obtained from respondents once. A cross-sectional survey was, therefore, used. From 

December 2019 to February 2020, the survey was distributed among employees of the hospitality sector in Jordan. The 

convenient method of sampling was used to pick respondents in Jordan from the hospitality authorities. Despite the fact that 

the practical approach still lacks supporting studies that allow it to generalize its outcome (Okoe et al., 2018). Furthermore, 
SEM was used to evaluate the study data using the SmartPLS program. 

 

2. Measurement of variables and instrumentation 
The contingent and independent variables were, respectively, service creativity and HRM activities. As the mediating 
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element, human capital was used. Numerous things extracted from previous studies were used to calculate the variables. In 

order to match the sample and local environment, these items were updated. In this research, a five-point Likert-scale used 

had possible responses ranging from "1" (strongly disagree) to "5" (strongly agree). Importantly, all variables were 

evaluated unidimensional and reflectively in this analysis. A unidimensional and reflective construct implies that there is a  

close relationship between the items measuring the constructs.  

Deleting any of the objects during measurement model evaluations would not inherently impede their material validity 
when structures are evaluated unidimensional and reflectively (Hair et al., 2014). Given this result, with consideration of i ts 

dependent, independent, and mediating variables, the variables of this study are operationalized below. Table 1 displays the 

research variables and objects used for calculating them and their literature references.  

 

ANALYSIS 

The structural model was estimated using the SmartPLS program via the partial least square (PLS) path model. Earlier, the 

evaluation of the measured model is required in order to analyze the relationships between the different paths of the model (Sanz-

Valle et al., 2018; Barclay et al., 1995). This analysis is carried out in relation to the characteristics of individual item reliability, 

construct reliability, Extracted Average Variance (AVE), and the discriminant validity of the reflective scale indicators. The 

reliability of the measurement scales was checked by the Cronbach alpha coefficient and in all cases, a value greater than 0.7 was 

returned, which is considered acceptable in the literature. The composite reliability index was above the recommended threshold 

of 0.7, ranging from 0.955 to 0977 (Nunnally, 1978). The mean-variance extracted (AVE) ranged from 0.732 to 0.871 and showed 
that all reflective constructs exceeded the limit of 050 (Fornell and Larcker, 1981). The R2 value for the endogenous constructs, 

on the other hand, ranged from 0.465to 0.605 and exceeded the recommended minimum value of 0.1, which shows that the 

model is suitable for hypothesis testing (Table 3). It then assessed the discriminating validity of the reflective measures. 

 

Table 2. Properties and 
correlations of the constructs 

Variable HRM 
Human 
Capital 

Service 
Innovation 

HRM practices 0.909   

Human capital 0.873 0.933  

Service innovation 0.815 0.883 0.855 

Mean 4.029 3.767 4.130 

SD 0.683 0.540 0.628 

AVE 0.828 0. 871 0.732 

Cronbach’s α 0.955 0.965 0.977 

R2
 0.605 0.465 0.507 

 

R2 = 0.201 for Support for Tourism 

Table 3. Results of direct hypothesis testing 
 

Hypothesis β t-values p-values Supported 

H1. HRM                Service innovation 0.882 15.8 0.003 Yes 

H2. HRM                Human capital 0.709 17.7 0.001 Yes 

H3. Human capital                     Service innovation 0.771 22.3 0.001 Yes 
 

Table 4. Results of indirect hypothesis testing 
 

Hypothesis β t-values p-values Supported 

H4. HRM           Human capital             Service innovation 0.811 19.7 0.000 Yes 
 

Table 5. Results of the mediating role of human capital 
 

    Indirect effect 95% CI 

H a b C’ SE Lower Upper Mediation role 

H4 0.689 0.695 0.761 0.054 0.756 0.884 Partial 
 

 

The values of the square of the mean-variance extracted for construction is greater than the corresponding correlations (see 

Table 2). Therefore, all factors had adequate discriminant validity. The model has good convergent validity, reliability, and 

discriminant validity in summary. The next move was to evaluate the hypothesized relationships in PLS-SEM route modeling. 

The route coefficient values and the bootstrapping results are shown in Table 3, which describes the direct hypothesized 

relationships between the study variables. All direct hypotheses are optimistic and are extremely necessary. The findings 
indicate that HRM has a positive and important influence on the service innovation of services (β = 0.882, t = 15.868, p < 

0.003) and on human resources (β = 0.709, t = 17.711, p < 0.001), thus promoting H1 and H2. Human capital has a positive 

and important effect on the innovation of services (β = 0.771, t = 22.322, p < 0.001), thus endorsing H3. 

In line with Preacher and Hayes (2008) and suggested by Hair et al. (2014), and Hayes (2013) the bootstrapping approach 

is also used to assess the mediation effect. Specifically, in estimating the indirect effects, the bootstrapping approach with 

5,000 samples and 95% confidence intervals (CI) was used. The CI values of the indirect effect a*b are given by the PLS 

outputs. In addition, when a 95 % CI excludes 0, it is obvious that an indirect effect connects X and Y with 95 % trust through 

the mediator. Table 4 reveals the bootstrapping results of the mediating effect of human capital on the relationship between 

HRM practices and service innovation. Table 5 presents that the confidence interval of the indirect effects of HRM practices on 

hospitality (β = 0.811, CI = 0.756 to 0.884) did not straddle a 0. The direct path c’ was significant and the signs of the paths a, 

b and c’ were positive, indicating that human capital partially mediates (complimentary) the effect on the relationship between 
HRM practice and service innovation. Thus, the mediation effect of human capital on the relationship between HRM practices 

and service innovation was statistically significant (b = 0.811, t = 19.7, p <0.000), thereby supporting H4. 

 

DISCUSSION 

The aim of this study was to explore the relationship between human resource management and innovation in services 

and whether this relationship is mediated by human capital. In line with previous research (Tsou and Chen, 2020; Bonfanti 

et al., 2018; Gannon et al., 2015), this study found that there is a strong and positive association with service innovation to 

pursue high-performance HRM practices. Although this finding is interesting, the main contribution of this study to the 

literature is that it provides evidence supporting the idea that the positive relationship between human resource management 

and service innovation is mediated by human capital. While it has been suggested by some authors (Chang and Lee, 2020; 
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Favoreu et al., 2019), research on this mediation is very scarce thus far (Buller and McEvoy, 2012; Mulgan and Albury, 

2003). Second, this study also demonstrates that the policies and procedures that human resource management creates are a 

tool that can be used to inspire workers. In particular, according to the findings of this paper, human capital will benefit 

from adopting HR directives and strategies as service innovation or commitment-oriented framework by bringing together 

many of these activities that involve practices such as empowerment, continuous training, or motivation through the use of 

rewards for new ideas. In the context of this analysis, since human resource management practices are designed to enhance 
the service creativity of their departments, hostility also reduces the optimal use of human capital because the effect on 

innovation results in a weakness in the quality of the service provided and a negative impact on the internal customer which 

is reflected in his relationship with the customer. There is a strong correlation between human resource management and 

service innovation, and a positive relationship between human capital and service innovation.  

The results of these articles go beyond contributions to the literature, but they also have important consequences for 

practitioners. One of the most important contributions made by this study is that it tells companies trying to encourage 

service innovation that engaging workers in creative work is an essential element in achieving this goal. This means that it 

is important for employees who are pursuing ways to reinforce exciting actions, reinvent existing concepts, discard old 

practices, and propose new ideas to implement those ideas. Also, when the degree of radicalization of inventions is greater, 

this form of human capital is more important (Chen, 2018). Current research shows common influences on service 

innovation for human resource management and human capital activities. In terms of the influence and role of human 

capital as a mediator in the relationship between human resource management activities and service innovation. The result 
of this study helps fill the void in the literature, especially in developing countries, and provides advice to service company 

owners in Jordan in particular on the alignment between human resource activities and human capital that It mediates the 

relationship between human resource management and innovation. It addresses the lack of studies that have examined 

human resource and human resource management practices as an approach to improving creativity in services.  

There are some drawbacks to this analysis that need to be considered. The cross-sectional architecture of this research is 

first a limitation. Second, for all constructs, only subjective indicators were used, without using knowledge derived from 

other sources. Ultimately, data was obtained from the same respondent, the HRM director. While both of them usually 

participate in the board of management and are well educated about all the variables examined in this paper, it would have 

been more fitting to have responses from various managers. The limitations underlined in this paper must be resolved by 

future research. Longitudinal research, for example, could help to better understand the causal relationships between HRM, 

human capital, and innovation in services, and it would be useful to involve informants from various hotel levels. 
Furthermore, the analysis finds it important to look more closely into the relationships suggested by the inclusion of other 

variables in the model. In particular, the study suggests exploring how organizational learning influences HRM and SI 

relationships. In addition, the latest research by Waheed et al., (2019) shows that exploratory learning mediates the relationship 

between the understanding of HRM implementation by employees and their creativity in operation. This paper explores this 

relationship at the level of a person. Analyzing this connection at the organizational level will also be important, and in 

addition, the relationship between exploitative learning, HRM, and innovation in services is also examined. Finally, in an open 

innovation approach, another research line that can add to the literature is to review the model this paper proposes.  

 
CONCLUSION 
Qualified and trained human resources are the real assets of the company, and the human resources department must 

motivate and develop the skills and talents of employees. This study showed that there is a positive relationship between 

innovation and the high performance of human resources. Therefore, the success or failure of any service project depends 

on human capital, which is the link between the management of human resources and innovation in service.  

 Diverse human resource activities are the means to inspire and motivate workers. Empowerment, continuous training, 

and the use of rewards for new ideas also play a major role in preserving human capital and creating service. Therefore, 

modern human resources departments realize that the satisfaction of the internal customer (the employee) leads to the 

satisfaction of the external customer (the customer). Providing the appropriate internal environment is the responsibility of 

human resources management, and it is an environment for innovation and creativity in service provision. 
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