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Abstract : As customers increasingly pursue personalized services, providing non-standardized, appropriate and creative services

is a key factor for enterprises to establish long-term relationships with customers. Seeking service innovation is gradually becom-

ing the trend of the service industry. How to satisfy the increasingly diversified and personalized consumption demand of our resi-

dents through service innovation is not only constantly explored by the theoretical scholars, but also concerned by Chinese service

organizations.

Based on organizational support theory, the current study adopted perceived organizational support as a mediator to examine
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the relationship between service-oriented high-performance work system and service employee innovative behavior, as well as the
moderating effect of CEQ's attitude toward service change on the relationship between service employee perceived organizational
support and service innovative. A sample with 1 021 service employees from 54 star-hotels was used. Mplus 7.4 was conducted
to analysis the data.

The results showed that service-oriented high-performance work system has a significant positive effect on employee per-
ceived organizational support, service employee perceived organizational support was positively related with employee innovative
behavior; and service-oriented high-performance work system had significant effect on service innovative through service employee
perceived organizational support. CEQO's attitude toward service change moderated the relationship between service employee per-
ceived organizational support and employee service innovative. When CEO showed positive attitude toward service change in or-
ganization, the positive relationship between service employee perceived organizational support and service innovative would be
much stronger. When CEO showed negative attitude toward service change in organization, the positive relationship between serv-
ice employee perceived organizational support and service innovative would be much weaker.

This research not only deepens the understanding of service innovative and service-oriented high performance work system,
but also enriches the exploration of mechanism and boundary between service-oriented high-performance work system and employ-
ee service innovative. Meanwhile, the research also provides useful theoretical guidance and practical implications for service en-
terprises to stimulate service employee innovative behavior by applying service-oriented high performance work systems.
Keywords . service-oriented high-performance work system;employee service innovative ; perceived organizational support ; attitude

toward service change ;service industry
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