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ABSTRACT ARTICLE INFO 

Purpose- Organizations that enforce effective supervisory 
support through their cultural traits see their employees 
reciprocating through positive outcomes. The study explored the 
impact of supervisory support on employee engagement in 
Ghana’s telecommunications sector and the moderating effect of 
supportive organizational culture on the relationship. 
Design/Methodology- A correlational descriptive research 
design was adopted. A sample of three hundred and fifty-three 
(353) employees was drawn randomly from a top selected 
telecommunication company in the Accra Metropolis of Ghana. 
Information collated were analyzed using Statistical Package for 
Social Sciences (SPSS version 26) and partial least square based on 
Structural Equation Modeling (SEM) 
Findings- The findings indicate that supervisory support 
significantly influences employee engagement. Again it was 
revealed that supportive organizational culture influences 
employee engagement and substantially moderates the 
relationship between supervisory support and employee 
engagement. 
Practical Implications- The findings provide valuable 
suggestions for organizations, managers, and supervisors to 
emphasize on measures such as a robust feedback system, training 
of supervisors, and enhancing employees' freedom to operate 
within the organization, which increases employee engagement 
and optimizing the organization’s competitive advantage.  
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Introduction   

Employee engagement continues to be a significant area of interest among researchers and 
organizations as engaged employees are highly involved, emotionally devoted, and exceedingly enthused about 
going beyond the call of duty whiles executing their tasks with excellence (Anitha, 2014). In situations whereby 
employees are intensely engaged in an organization, a highly positive and passionate feeling is stirred up to strive 
harder for the organization's success (Othman et al., 2017). Previous research has revealed that highly engaged 
employees are regarded as assets to the organization and serve as a reference point for retaining a talented and 
experienced workforce. In contrast, disengaged employees are considered ones who burden the organization, 
bringing about training costs, lower profitability, and absenteeism (Al Shehri et al., 2017). An engaged employee 
is considered emotionally attached to the organization, passionate about their work, and prioritizes the 
organization’s success (Seijts & Crim, 2006). Research on employee engagement has identified numerous 
predictors, work or personal-related factors, to induce changes in employee behaviors by increasing engagement 
(Bakker, 2011). Availability and productive use of a type of work-related factor such as supervisory support 
have been proven to be a significant determinant in improving employee engagement (Hallberg et al., 2007). 
According to Masterson et al. (2000), an employee comes across two essential social exchange relationships in 
their workplace; one is the relationship with their direct supervisor. The other is the relationship with the 
organization. In an operational environment, supervisory support is considered to be a critical job-related 
resource because it contributes to the achievement of employee goals while reducing stress and workload, 
which, in turn, translates into better-engaged employees (Bakker et al., 2004). Supervisory support can be 
expressed as the rate at which supervisors provide help and support to employees in all aspects of business 
within the working environment through continuous interaction between the supervisor and employees (Aksoy 
& Yalçınsoy, 2017). 

One of the largest and most efficient sectors in Ghana is undoubtedly the telecommunication sector. 
This highly competitive sector is experiencing tremendous rapid development with an enormous contribution 
to the Ghanaian economy’s growth (Kumi et al., 2020). Employees' high involvement in their work roles in this 
industry will see it as a tremendous force to reckon with. Several researchers have asserted that engaged 
employees enable an organization to harness opportunities, aiming to intensify its competitive advantage, which 
translates into an improvement in organizational performance by retaining their talents (Rabiul & Rubel, 2013). 
It is argued by Rabiul and Rubel (2013) that supervisor’s role acts as a contributing factor in affecting employee’s 
attitudes and behavior toward the organization, which may constitute a turnaround in the employee’s 
performance within the organization. 

Numerous studies on supervisory support and employee engagement have been conducted all over the 
world. Examples of such studies include supervisory support as a determinant of employee engagement in 
Information Technology and enabled service sector of India (Dapke & Patole, 2014). Results revealed 
supervisory support as a factor that impacts employee engagement positively. Vera et al. (2016) examined the 
influence of supervisory support on employee engagement of nurses in Portugal. Results reported indicated 
effective support from supervisors as a promoter of engagement in employees. Holland et al. (2017) investigated 
the association between supervisory support and employee engagement of Australian nurses where supervisory 
support was positively associated with employee engagement. Likewise, another study explored the effect of 
supervisory support on employee engagement among business process outsourcing employees in Metro Manila, 
Philippines (Ocampo et al., 2018). The findings revealed a significant effect of supervisory support on employee 
engagement. Sawasdee et al. (2020) also determined supervisory support and its role on employee engagement 
among employees of pharmaceutical companies of Thailand. Employee engagement was influenced by effective 
supervisory support, causing employees to reciprocate through job performance. In the Ghanaian context,  
Ashley (2018) investigated the association between employee engagement and organizational commitment 
within the banking sector. Ohemeng et al. (2020) also investigated employee engagement and its association 
with task performance. However, studies about employee engagement and supervisory support are lacking in 
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the Ghanaian context. Few studies conducted are mainly focused on sectors such as the banking, hospitals and 
education to the detriment of the telecommunication sector in Ghana. This research aims to fill a gap in studies 
within the telecommunications industry in Ghana, as well as add to the existing literature. 

Even though most studies have looked at the relationship between supervisory support and employee 
engagement, none have incorporated supportive organizational culture as a moderating factor in the 
relationship between supervisory support and employee engagement. Therefore, this study fills the gap by 
introducing supportive organizational culture as a moderating variable amid the two variables in the Ghanaian 
Context. The study used more modern techniques in the analytical process through partial least squares (PLS) 
based on structural equation modeling (SEM). The study employed the new techniques of assessing the 
predictive relevance of the model “PLS predict,” as proposed by (Shmueli et al., 2019)  

The study outcome would help organizations to be well placed in creating a solid and appealing brand 
image. Again, the study's findings will inform the decision of policymakers within organizations to come out 
with effective strategies aimed at strengthening the existing and development of new support policies within 
the organization. Moreover, the results will help service providers conform to the National Communication 
Authority (NCA). Finally, more modernized scientific data regarding the study constructs are provided by the 
research to current human resource management literature in Ghana. This contributes significantly to the body 
of knowledge and will serve as an essential reference material for academicians interested in diving deeper into 
the study area. 

Literature Review 

Supervisory Support 

The relationship between supervisors and subordinates is referred to as supervisory support, where 
subordinates view such relationship as being a significant contributing factor to their career development 
(Sattavorn, 2018). Provision of help in that manner is essential for inspiring, retaining, and developing workers 
with skills and knowledge (Barbara et al., 2005). According to Powell (2011), Supervisory support means that 
managers observe employee’s contributions and care about their well-being. It is the perception of employees 
that organizational managers empathize with them, support and inspire them (Burke et al., 1992). A piece of 
helpful information in the form of performance feedback provided by supervisors to their subordinates 
contributes heavily to the organization’s career advancement opportunities. If employees receive adequate 
support from their managers, such employees will show positive behavior towards their organization (Ahmad 
et al., 2016). 

Research has indicated that when employees perceive an environment that is reassuring in every fold 
from their supervisors, the possibility of lending a supporting hand to their supervisors and contributing to the 
realization of organizational goals is inevitable (Eisenberger et al., 2002). As Jernigan & Beggs (2005) stated, a 
supervisor’s behaviors and actions strengthen a subordinate’s positive attitudes and spirit, which should 
summon a sense of ethical commitment in subordinates. They further asserted that employee satisfaction with 
their supervisors could be an essential facet of a personal commitment to the organization. Employees highly 
value supervisory support with a strong desire to be respected, loved by their executives, and cherished for their 
contributions. People's behavior becomes magnified following their environs and the people they interact with 
(Aksoy & Yalçınsoy, 2017).  

Employee Engagement 

Employee engagement is still a vital issue for organizations, with leaders facing the urgency of seeing to 
it that engagement of their staff is maintained (Kapoor & Meachem, 2012). The definition of employee 
engagement continues to evolve, having received significant attention in academic research (Macey & Schneider, 
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2008). The concept was first postulated by  Kahn (1990), defining employee engagement as “organizational 
members utilization of themselves to assigned duties.” The researcher further emphasized that engagement can 
be characterized as being expressed emotionally, physically, and cognitively during the execution of an assigned 
task. Schaufeli & Bakker (2004) described employee engagement as a progressive and self-fulfilling work-related 
facet, denoted by dedication, vigor, and absorption. Dedication is defined as the traits of enthusiasm, pride and 
inspiration demonstrated whiles working; Vigor showcases the extra push and resilience to withstand 
hindrances in the face of work and absorption is characterized by strong attachments with ones work in a 
manner where time flies swiftly and one has troubles parting away from work. 

According to Gallup (2002), employees can be described in three facets: non-engaged employees, 
engaged employees and actively disengaged employees. Non-engaged employees place emphasis only on 
designated duties rather than organizational goals. Engaged employees are dedicated builders who pursue 
excellence in their positions. Actively disengaged employees are treacherous individuals who struggle to perform 
well and discourage the performer in the organization. An engaged employee is very instrumental in achieving 
essential business performance outcomes as considerable evidence proves that engaged employees showcase a 
high degree of customer satisfaction and loyalty to the organization, highly productive and more profitable 
compared to less involved employees (Chalofsky, 2010; Saks, 2006; Shuck & Reio, 2014). 

Supportive Organizational Culture 

The idea of organizational culture has been acknowledged as an essential component of organizational 
behavior and a valuable concept to explain better how organizations work (Kristof, 1996). Organizational 
culture is referred to as the collection of beliefs, norms, values, and the identification of organizational members 
with core claims, which includes the organization's goals, missions, practices, and policies (Hofstede et al., 1990; 
Khazanchi et al., 2007). It was defined by (Schein 1996) “as basic assumptions conceived, created or unearthed 
by a specific group as it looks out to manage its internal integration and external adaptation issues.” 

Supportive organizational cultures support open relationships among employees, acting as a 
contributing factor to a friendly working environment and employees that stay on the lookout for themselves 
(O’Reilly et al., 1991). According to Wallach (1983), supportive culture is reflected when employees work with 
the team, and they trust and encourage each other. He further postulates that supportive organizational culture 
is characterized by an environment that is safe, equitable, friendly, encouraging, trusting, relationship-oriented, 
and collaborative. Berson et al. (2008) assert that a supportive culture fosters a collaborative, accommodating, 
and welcoming environment in general.  

Supervisory Support and Employee Engagement 

Employee’s perceptions constitute one of the essential factors that contribute to behavior and attitudes 
and, therefore, engagement (Shusha, 2013). Supervisors within an organization play a crucial role in ensuring 
that employee’s perceptions about the organization are developed due to employees perceiving their supervisors 
as representatives (Deconinck & Johnson, 2009). Theoretically, the relationship between supervisory support 
and employee engagement is explained by the social exchange theory. The social exchange theory postulates 
that when a consistently indulged employee by a key actor in the place of work assesses the relationship as one 
that is unbiased and satisfactory, that employee is likely to reciprocate through a better performance on the job 
and voluntary positive work demeanors and behaviors (Ladebo, 2008). According to Blau (1964), the 
foundation of a social exchange relationship stems from a circumstance whereby one party contributes to the 
other party. 

Investigations undertaken by Otken and  Erben (2010) revealed that employees in an organization who 
are constantly receiving positive feedback from their supervisors become more engaged as such interactions 
bring about employee behavior changes. It was further shown that in situations where employees are valued 
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and cared for by their supervisors, it strengthens their sense of oneness with the firm, which influences 
employee dedication, energy levels, and sense of joy at work, creating an ambiance where detachment from 
work becomes challenging. 

Swanberg et al. (2011) examined the mediating role of supervisory support and schedule satisfaction on 
schedule control and employee engagement. The study outcome revealed that supervisory support is 
significantly related to employee engagement as it was found to be an essential element in the engagement 
process. The authors further suggested that firms concerned with improving engagement in their employees 
will need to introduce successful techniques to train supervisors on ensuring adequate-time limit management 
for front-line workers. 

A similar study conducted by Rabiul and Rubel (2013) revealed that supervisory support significantly 
influences employee engagement as support from both the supervisors and the organization in addressing 
employee needs was instrumental in affecting employee engagement. These discoveries are backed by past 
studies (Holland et al., 2017; Mohamed & Ali, 2016). From the above literature, this study, therefore, proposes 
that; 
 

H1: Supervisory support positively influences employee engagement. 

Supportive Organizational Culture, Supervisory Support, and Employee Engagement 

Numerous world-renowned researchers agree that the connection between employees and the 
prevailing culture within an organization is crucial to the organization’s success (Cameron & Quinn, 2011). 
Between and within organizations exist different cultures, where such cultures may bring forth good or 
despicable behaviors of employees (Warrick et al., 2016). A study conducted by Asiedu (2015) in connection to 
how supportive organizational culture affects job satisfaction within the Oxford banking company revealed that 
the employees of the organization were not inspired enough to put in their best efforts due to the non-existence 
of a rewarding culture, communication culture, developmental opportunities culture, and culture of supervisory 
support. Findings further revealed that the non-existence of supportive organizational culture brought about 
less committed and less engaged employees. Most of them switched to other companies where conditions were 
perceived to be conducive. 

According to Brenyah & Darko (2017), supportive organizational culture involves relationships 
described by trust and mutuality. They further asserted that organizations with supportive cultures exist 
primarily to attend to the needs of their members. As such, individuals within the organization are expected to 
influence one another through examples and assistance. Study outcome of the researcher’s connection to the 
influence of organizational culture on employee engagement revealed that a supportive culture has a positive 
and substantial impact on employee engagement. The findings implied that an organization with supportive 
culture indicates mutual trust among individuals and organization leaders, which causes employees to be 
engaged. This is consistent with previous research results (Macey & Schneider, 2008; Njuguna, 2016). On the 
back of the above evidence, the study suggests that; 

H2: Supportive organizational culture positively affects employee engagement. 

H3: Supportive organizational culture moderates the relationship between supervisory support and employee 
engagement. 
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The Conceptual Framework 

Figure: 1 Conceptual framework 

Methodology 

Research Design  

A research design is a structured approach harnessed by a researcher to carry out a study. The study 
adopted a survey-based research design where a correlational descriptive research design was adopted to 
examine the association among the study constructs. 

Research Population 

 The population of research refers to the whole group of objects or individuals essential to the research 
project. The population considered by the study were employees from top established telecommunications 
companies in the Accra metropolis of Ghana (MTN, AirtelTigo, and Vodafone). 

Research Sampling and Sample Size 

The study capitalized on the usage of both probability and non-probability sampling techniques. A 
judgmental sampling technique was used to select branches of each established top telecommunications 
company within the Accra metropolis of Ghana from which the employees were selected. Judgmental sampling 
enables researchers to select units to be sampled according to their existing knowledge or professional 
judgment. To ensure that employees have a fair chance of being chosen from the target population, the study 
adopted a simple random sampling technique to choose the needed number of employees from the branches 
of each established top telecommunications company (MTN, AirtelTigo, and Vodafone). Simple random 
sampling is reported to be a method that showcases a larger population’s precise representation and is 
characterized by a less tedious technique. The study’s sample size was three hundred and fifty-three (353) 
respondents, representing employees from the telecommunications company’s selected branches. A hundred 
and fifty (150) employees were selected from branches of MTN, followed by one hundred and three (103) from 
branches of Vodafone and one hundred (100) from branches of AirtelTigo within the Accra Metropolis of 
Ghana.  

Research Instrument, Data collection, and Measurement Variables 

The study adopted a primary data source, enabling researchers to gather immediate information 
concerning specific issues regarding the study scope. A questionnaire was the research tool adopted by the 
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study. A close-ended online questionnaire survey tool was created and distributed through various online 
platforms to the target respondents (employees from branches of the top established telecommunications 
company). A total of three hundred and seventy (370) questionnaires were sent through online applications to 
the selected target respondents. Out of the total, three hundred and fifty-three (353), representing a response 
rate of 94%, were retrieved and subsequently used for the analysis. The remaining seventeen (17) were rejected 
due to missing values found in the responses. 

For the variables presented in the study’s conceptual framework to be operationalized, 16 items drawn 
and modified from previous research were subsequently used to measure the study constructs. Employee 
engagement was measured using six (6) items by  (Schaufeli & Bakker, 2003). The study also measured 
supervisory support using four (4) items from (London 1993) and six (6) items from Wallach (1983) that were 
used to measure supportive organizational culture. A 5-points Likert scale was used to measure all items, with 
1 indicating strongly disagree and 5 indicating strongly agree. 

Data Analysis 

Data retrieved from the online survey questionnaire portal were exported into Microsoft Excel for ease 
of transferability and accessibility to various analysis tools. SPSS version 26.0 and smart PLS 3.0 were utilized 
to analyze the data where the study’s demographic features were generated and the study model analyzed. 
Measurement models for the reliability and validity of measures were checked to ensure the adequate fit of data 
for the structural model. Loadings and significance of the path coefficients were analyzed and tested using the 
bootstrapping method (5000 resamples). The hypothesis formulated in the study were tested by assessing the 
structural model. 

Results and Discussions 

Demographic Features of Respondents 

Presented below are the gender, age, educational level, and work experience of respondents. 

Table 1: Demographic distribution of respondents. 

Demographic characteristics  Percentage (%) 

Gender Male 54.6 
Female 45.4 

Age 18-25 years 34.7 
26-39 years 54.1 

40 years and above 11.2 

Educational level Diploma 20.6 
HND 26.2 

Bachelor degree 44.8 
Post-graduate degree 8.4 

Work Experience  Below 1 year 7.1 
1-5 years 32.2 
6-10 years 60.7 

Out of three hundred and fifty-three (353) participants, 54.6% were males, whiles 45.4% represented 
females. It was ascertained that 34.7% fell within the age range of 18-25 years, followed by a majority of 54.1% 
representing those within the age category of 26-39 years and 11.2% making up those of age 40 years and above. 
Again, 20.6%, 26.2%, 44.8%, and 8.4% constituted the level of education attained by respondents being 
Diploma, HND, Bachelor degree, and Post-graduate degree. Finally, it was discovered that 7.1% of respondents 



  

 

2
2
 

have worked with their respective companies for a duration of half a year, 1-5 years, and the majority 
representing 6-10 years. 

Evaluation of the Measurement Model 

The relationship between the study constructs was established using Smart Pls Algorithm, 
bootstrapping, and blindfolding technique. Data retrieved were analyzed for internal consistency reliability, 
convergent, and discriminant validity (refer to Table 2). 
 

Table 2: Model reliability and validity  

Construct Notations Loadings Cronbach 
Alpha α 

AVE Composite 
reliability 

Employee Engagement EE1 0.892 0.980 0.912 0.984 
EE2 0.988 
EE3 0.987 
EE4 0.980 
EE5 0.980 
EE6 0.900 

Supervisory Support SP1 0.686 0.765 0.581 0.847 
SP2 0.783 
SP3 0.754 
SP4 0.821 

Supportive organizational culture SOC1 0.975 0.981 0.912 0.984 
SOC2 0.974 
SOC3 0.982 
SOC4 0.954 
SOC5 0.929 
SOC6 0.914 

Note: EE, (Employee Engagement); SP, (Supervisory Support); SOC, (Supportive Organizational Culture);  

 
Figure 2: Structural model (direct relationship) 
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Table 2 showcases the values of Factor loadings, Cronbach α, average variance extracted (AVE), and 
composite reliability. Factor loadings of all the indicators were more significant than the threshold value of 0.6 
as recommended by (Chin et al., 2008). The validity of the measurement model was established by both 
convergent validity and discriminant validity. Composite reliability (CR) and average variance extracted (AVE) 
recommended values were used in determining convergent validity. The convergent validity for the 
measurement model was found to be sufficient as all the constructs of the measurement model’s value for 
Composite reliability (CR) and average variance extracted (AVE) exceeded the values of 0.70 and 0.50, 
respectively, as suggested by (Hair jr et al., 2016). The measure of internal consistency of all item sets, 
determined by the Cronbach alpha, surpassed the suggested value of 0.70 (Hair jr et al., 2016) (refer to Table 
2).  

Table 3: Collinearity values evaluated by VIF 

Construct’s VIF 

EE1 1.823 
EE2 1.879 
EE3 1.645 
EE4 1.957 
EE5 1.931 
EE6 1.826 
SOC1 1.523 
SOC2 1.801 
SOC3 1.826 
SOC4 1.556 
SOC5 1.673 
SOC6 1.612 
SP1 1.631 
SP2 1.499 
SP3 1.805 
SP4 1.755 

Table 3 showcases the various constructs' collinearity values, evaluated by a variance inflation factor 
(VIF) to assess collinearity issues. Evaluations revealed no collinearity problems in the model (Ahakwa et al., 
2021), as VIF values for all constructs were below the threshold of 5 (Kim, 2019).   

Table 4: Fornell /Larcker’s criterion for Discriminant Validity 

Constructs EE SP SOC 

Employee Engagement 0.955   

Supervisory Support 0.552 0.762  

Supportive Organizational Culture 0.504 0.506 0.955 

The degree to which measures are not a duplication of other variables constitutes discriminant validity. 
It is accomplished by examining the low correlations between measures of interest and other latent construct 
measures. In accordance with the criterion of Fornell & Larcker (1981), it is indicated that each construct’s 
AVE square root (bolded diagonal values) is greater than its corresponding correlation coefficients, confirming 
a sufficient discriminant validity (refer to Table 4). 
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Table 5: Heterotrait-Monotrait Ratio (HTMT) criterion for Discriminant Validity 

Constructs 1 2 3 

Employee Engagement    

Supervisory Support 0.611   
Supportive Organizational Culture 0.509 0.556  

Particular contemporary objection to the criteria of Fornell & Larcker (1981) is of the view that the 
latter criteria do not identify the absence of discriminant validity in an effective manner (Henseler et al., 2015). 
Henseler et al. (2015) suggest another approach to measure the discriminant validity on the HTMT ratio 
criterion. The study used this approach to test for the model’s discriminant validity, of which findings revealed 
values of  HTMT ratio to be below 0.85 as suggested by (Kline 2011) (refer to Table 5). According to Kline 
(2011), values of the HTMT ratio more significant than the threshold of 0.85 indicate a problem of a model's 
discriminant validity. 

Hypothesis Testing and Structural Model Analysis   

 
 

Figure 3: Structural model (Moderating effect) 

 
Table 6: Hypotheses Testing. 

Hypotheses Path 
Coefficient (β) 

t-statistics p-value 
(p) 

Decision 

H1: SP -> EE 
 

0.490 6.371 0.000 Supported 

H2: SOC-> EE 
 

0.282 4.566 0.000 Supported 

H3: SOC*SS-> EE 0.147 2.086 0.037 Supported 

The study used path coefficient, t-statistics, and the corresponding P-values to provide empirical 
support for the study construct’s proposed hypothesis. In assessing the structural model, the relationships 
between the study constructs were examined using the bootstrapping technique. Findings revealed that 
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supervisory support positively and significantly affected employee engagement (β=0.490; t-value= 6.371; p < 
0.000). Findings again revealed that Supportive organizational culture positively and significantly affected 
employee engagement with a path coefficient of (β=0.282; t-value= 4.566; p < 0.000). 

Again, the study made use of a product indicator approach to assess the moderating effect of supportive 
organizational culture on the association between supervisory support and employee engagement. Findings 
revealed that Supportive organizational culture positively and significantly moderates the relationship between 
supervisory support and employee engagement (β=0.147; t-value= 2.086; p < 0.037). All the hypotheses 
formulated in the study (H1, H2, H3) were thus supported (refer to Table 6). 

Table 7: Effects Size 

Relationships f square (f²) Effect size 
SS -> EE 0.189 Medium 
SOC->EE 0.108 medium 
Predictive Relevance 
Constructs R square (R²) Adjusted (R²) Q square (Q²) 
EE 0.373 0.369 0.313 

Furthermore, to measure each construct’s effect on another, the study used Cohen’s (1988) guidelines, 
suggesting that values of 0.02, 0.15, and 0.35 represent small, medium, and large effects. Table 7 indicates that 
all effect size values (f²) of relationships on employee engagement had a significant positive medium effect. 
Moreover, supervisory support and supportive organizational culture explain 37.3% of the variance in employee 
engagement. The R² value of 0.373 is higher than the value of 0.26 that Cohen (1988) would showcase a 
substantial model. 

            Regarding the effect size of f² and R²,  the predictive sample reuse technique (Q²) can also 
effectively illustrate predictive relevance (Chin et al., 2008). Based on the blindfolding procedure, Q² shows 
how well data can be reconstructed empirically using the PLS parameters model.  Q² was obtained using cross-
validated redundancy procedures. A Q² greater than 0 implies that the model has predictive relevance, whereas 
a Q² less than 0 indicates that it lacks predictive relevance. Q² for all endogenous variables demonstrate 
acceptable predictive relevance (refer to Table 7). 

Table 8: Assessment of Manifest Variable 

PLS RMSE Q2 predict LM RMSE (PLS RMSE)-(LM 
RMSE) 

EE1 0.420 0.407 EE1 0.423 -0.003 
EE2 0.459 0.319 EE2 0.461 -0.002 
EE3 0.445 0.322 EE3 0.450 -0.005 
EE4 0.445 0.334 EE4 0.451 -0.006 
EE5 0.478 0.306 EE5 0.486 -0.008 
EE6 0.536 0.259 EE6 0.538 -0.002 

*RMSE: Root Mean Squared Error; *LM: Linear Regression Model, EE, (Employee Engagement). 

Evaluation of the PLS-SEM Q² predicts values for all the indicators of the measurement model were 
conducted about the recommended guidelines of  (Shmueli et al., 2019) in assessing the prediction error degree. 
Table 8 reveals that all the Q² predict values are greater than zero (0), demonstrating a highly symmetrical 
distribution of prediction errors. The naïve LM benchmark (refer to table 10) was compared with the PLS- 
RMSE values, whereby the PLS-RMSE values produce a less forecast error for all indicators. The model 
estimation using PLS-RMSE values of EE1-EE2 are 0.420, 0.459, 0.445, 0.445, 0.478, and 0.536 respectively, 
whereas, in relation to these indicators, RMSE values produced by LM are 0.423, 0.461, 0.450, 0.451, 0.486 and 
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0.538. The model, therefore, has a high predictive power since negative figures, as presented in table 8, indicate 
that all indicators of PLS-RMSE are less than the values of naïve LM-RMSE.  

Discussion 

The goal of the study was to look into the impact of supervisory support on employee engagement in 
Ghana's telecommunications sector and the role of supportive organizational culture as a moderator between 
the two. Results arrived at, disclosed that supervisory support had a significant and positive impact on employee 
engagement levels. This result backed past studies where supervisory support was proved to be a substantial 
determinant of employee engagement (Holland et al., 2017; Mohamed & Ali, 2016; Swanberg et al., 2011). 
Otken and Erben (2010) postulate that a healthy relationship between supervisors and employees is essential 
for employees to attain higher performance levels and cultivate positive attitudes. Therefore, it is deserving of 
employees that supervisors will provide the needed support necessary to help employees execute their activities 
to make them more engaged and enhance their belongingness with the organization. (Rabiul & Rubel, 2013). 
The constant effort of supervisors to indulge employees, such as asking how they can help employees with 
duties assigned them without assuming that they know it all and showing personal consideration, helps in 
shaping and enhancing employees involvement in their work roles which in the long run allows organizations 
to cut down cost and channel their energy into providing and ensuring high-quality service. A cost reduction 
will also result in fewer service charges, thus freeing customers from outrageous charges of network operators. 

The study findings again revealed that supportive organizational culture significantly and positively 
influences employee engagement. This result falls in line with previous studies where supportive organizational 
culture greatly impacted employee engagement (Brenyah & Darko, 2017; Njuguna, 2016). Moreover, the study 
findings revealed that supportive organizational culture positively moderates the relationship between 
supervisory support and employee engagement.  Results further indicated that an organization with a cultural 
trait of trust encourages open relationships where employees can communicate freely with their co-workers 
and, most notably, their supervisors. Such genuine relationships are vital to empowering employees to offer 
more ideas and solutions, which helps an organization in its competitive advantage. Mutual trust between 
employees and individuals within an organization serves as a positive mind shifter of employees, which causes 
them to become attached to the organization and thus becoming engaged (Njuguna, 2016). An essential factor 
contributing to employee engagement stems from a trusting and supportive work environment (Macey & 
Schneider, 2008). Organizations that create an ambiance where employees perceive themselves as significant 
contributors to the organizations' image and brand empower their workforce to always go above and beyond 
what is expected of them while performing their duties. Such behaviors make an organization and its human 
resource attractive to customers and potential candidates who wish for their services to be engaged by such 
firms. 

Conclusion  

Conclusively, because supervisors are considered as representatives of the organization, attitudes, and 
behaviors of employees can be influenced positively when employees perceive a high level of support from the 
supervisors, which in turn reflects organizational support. Again a supportive culture that encourages open 
relationships brings about a positive turnaround in employee’s overall performance, which causes employees 
to become engaged, thus supporting the social exchange theory. 

Practical Implication 

The study findings supporting and adding up to previous studies assert that supervisory support has a 
significant influence on employee engagement with a supportive organizational culture, strengthening the 
association between the phenomenon under study. Given this, the findings suggest that management must 
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make deliberate efforts to improve communication networks within the organization. With that being said, two-
way communication that gives room to employees to make essential inputs and voice out an issue of concern 
freely without them being ignored or queried must be encouraged.   

Again, since employees are usually in constant interaction with their supervisors, efforts must be put 
into conducting training programs to enhance their interpersonal skills. This will promote positive interaction 
between employees and supervisors, leading to changes in employee attitudes. Supervisors must also learn to 
give employees room for personal growth and development by allowing employees to use approaches as 
deemed fit to carry out activities as long as the desired result is being met. Different approaches to supervision 
must be adopted by supervisors when dealing with employees due to the differences in demographic 
characteristics of employees. Management must ensure that a robust feedback system is instilled among 
organizational members, whereby employees get equipped with the necessary information and support needed 
to undertake their task. Again, managers can consider the development of different support policies with the 
needs of employees in mind. Furthermore, a strong culture that promotes mutual respect among organizational 
members must be promoted as this catalyzes increasing employee engagement.  

Limitation and Future Direction   

Like any other research, the study has constraints of its own. The study focused only on three top 
established telecommunications companies within the Accra metropolis of Ghana. Again the study adopted 
only quantitative research method. Researchers recommend that further studies consider expanding the study 
scope to cover other regions and other telecommunication companies within the country to make the findings 
generalizable. Future studies can use a mixed method of research to gain new insights into the study's 
association. A similar analysis can be conducted using the same constructs in other sectors other than that of 
this study to arrive at different outcomes. 
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