CHAPTER 2

LITERATURE REVIEW
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2.1 Introduction ‘\d
@

This chapter provides the literature revie man reso ‘nané‘@ment

(HRM) practices and service quality. The cha gin ﬂ'h oncep{‘gf human

resource management and its practices. T Ive p'chtlce of H include in this

study known as recruitment and SGM, training de\@)ment, employee

participation, performance appral com I x @ng this, the chapter
0)

review five theories of HRM i the uma aﬁl ory, resource-based view

1/

theory, ability motivation

j(
exchange theory. Ther%w pter r'g ew f uences of HRM particularly on

theo ttribution theory and social

work attitude and M)ur Sl‘Ch anlza aI commitment, job satisfaction and
job involveme eg rd|n 'qan?;chls chapter has provided a discussion
about the ep f se I|{y, @9 model of service quality, the significant of
service |t on ovﬁ ion a mployee and the factors that influence service

quaA the end, the chapte@plaln the summary of proposed hypotheses and the

0‘@

al framework of this study.



2.2 The Concept of Human Resource Management (HRM)

MacMillan (1984) defined HRM as the functions and activities necessary for@;ng
the human resources of an organization effectively. Similarly, Wright an G@(l%l)
defined HRM as the activities for managing the human resources of org%ation and
ensuring that those resources are employed for the fulfilm tam]anizational

objectives (Wright & Snell, 1991). In addition, Watson (2010 egarded HRM as
the managerial employment of the efforts, knowledgeI §pb| iti s,and ommitted
behaviours that people contribute to an authoritatively coordinhate hM&r{@e as
part of an employment exchange (or more temponwéntractual rr em’e‘zn'ﬁ carry

4
out tasks in a way that enables an enterprise to continue i tYN.be\ ure. Recently, HRM

was defined by Armstrong (2016) as aew, int(:.arat nd ﬁive approach

towards the employment, development well-bein the ;@Ie working in an

organization. According to Arm 2%1 is @'e comprehensive than
L4
traditional personnel managements, It emphasize theﬁn that people should be

¥

considered as assets rather t iableicost thg@nt study, HRM practices refer
[
to all the activities that are canducte rqu'L\l/ersity to manage its academic staff

\

and to ensure tha@e em}flloye or the f%ﬁlment of the university’s objective of

N
deliveringad M level (p‘?lcdquel'()ryto their students.
Q? *
? <
Y-v
2.2.mRimensions of HRM P@ées
‘éiuman resource management practices considered as an important role to

O/elop human resource in organization. Therefore, organization must have the

appropriate mix of HRM practices, which is condition for the maximal effectiveness of

4
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the human resource capital (i.e., work attitude and behaviour) (Wright, McMahan &
McWilliams, 1994). A systematic review of HRM practices from 1991 to 2017 has
AN
found that recruitment and selection, training and development, pg_r't'i?)ation,
performance appraisal, and compensation are the highest practices that have been used

in the previous studies (Boon, Hartog & Lepak, 2019). The five prachs of HRM are

presented below: Y}’
The recruitment and selection process play ntial roles in hi we_’gc;rce
=\
planning process. Although, this process is one o difficult tasks to psﬁerm, this
W Y
process has a major influence on employee productivi izatio erformance

; 19 i ALDamoe et al.,
2012). In addition, the recruitment td sele ioge bfqrganization to recruit
the right employees that have desira eristi kno@ge and skills, able to fit

aract '
]
well in the organizational cultM cli can iééﬁéase the employees training

and development cost (Huang,,2012). | 0
&

2.2.1.1. Recruitment and Selection

and will contribute in reducing employe over

2 s

Moreover, ;Quent a|1 ion thﬂs&i@ht employees with the appropriate
aviour

al istics@ét‘f{e starting point for produce and deliver

attitudinal and t‘K
[
quality servi dman & e{vs 1998). Narayana (2012) found that there is a

"
positivedelatiofiship B ecruftment and selection and performance of employee

Y-v
in ttﬁ.Nersity. More specifj@\e’lective high-quality staff will enable the university

\te better quality graduate and that will enhance university reputation and market

to ?é
@w& as well as financial power (Owlia & Aspinwall, 1997).



Pfeffer and Veiga (1999) suggest several things to make sure that organizations
can recruit the right during the recruitment and selection process. First, the orga
must select from large applicant pool. For example, in 1994, Southwest Air%\ived
more than 125,000 job applications and hired 4000 people. Second. ﬂ‘Aganization

need to determents what are the most critical skills and attributeWed from its

applicant pool. Third, organization needs to research carefully for the'skills and abilities

and consistent with the job requirements and organizati I'0311 to its market.

therefore. according to this study, Recruitment and sele are the uni ty process
"y

of attracting and choosing individuals that best s@a particula s’tio d the
’ b 4§

organization.
N Y‘y
\‘; S

2.2.1.2 Training and development (

Training is the use of systen‘%} p%
learning (Armstrong & Taylor, 20 4)qlt co;tr'qutes @e social knowledge and

enhance the skills necessary tcN rrld c rolrﬁ‘ﬁfhe organization (Chevalier

N
etal., 2019a). It also encles t% emplo yepr@tion to obtain new knowledge,
skills and attitudes, \@i m m& enha'r'léjsheir ability to use various behaviour
| *&g LN

to apply their trai utco to t rJob@ rah, 2014). The employee’s ability to

@

apply to the \ce e'kn gd'g%jsbills and attitudes that they have learned in

training wi etgp b.to} ns@e quality of service to their customers (Zumrah,

4
2013). "According to this stud@gining and development are a continuous effort

N
W to improve academic staff competency and organizational performance (in this
i

0 IS service quality).
Training and development can enhance the employee productivity and

performance (Bartel, 1994). Narayana (2012) found that, there is positive relationship

rugtion, activities to promote

25



between training and development and employee performance in his study among
employees at Indira Gandhi National University. Similarly, Shaheen, Nagvi, anw
(2013) conducted a study among 197 teacher’s school in Pakistan. They fou% itive
impact of employee training on the teacher’s performance. The study ar e training

programs has improve teachers’ understanding, capacities, skills, carger journey, and

efficiencies at work. . \,

In addition, training and development can enhance the ye.es,\l?of service
quality. Liao and Chuang (2004) indicated that servige trainthg has in e err@eyee
service knowledge and skills and as a result im%ployee service [’erﬁ?wance.

in acf@'lng quality

Other researchers also argue that the training pro

service and customer satisfaction (twr et

Shirmohammadi (2011) in their study ameng employe

I S
public-sector bank in Iran, conc at‘t\r ini S s@h to be significant for

o
overall service quality. AItho% tUdM’ Rﬁ&h and Saad (2006) found
no significant impact of traw'bn se’vice lity it is due to the measurement
1 l

used to measure the service uality\.m ore qus on the skills not on the service

N

Byl O
2.2.1.3Emp|®rtl pdtiop » )
O

\
G%; colle& *995)Y@‘l_%hned employee participation as a conscious and

inte ffort by individual\éy higher level in an organization to provide visible

%

quality delivery it N i

-role or role-expanding opportunities for individuals or groups at lower level in the
nization to have a greater voice in one or more areas of organizational performance.
ther scholars defined employee participation as a process for empowering employees

in the organization to participate in managerial decision-making and improvement

26



activities appropriate to their levels in the organization (Zakuan et al., 2012). according
to this study employee participation defined as university system that wme

opportunity for academic staff to participate in decision-making related t(m\shwork
and delivering service quality. *

Employee’s participation will give employee opportunity,to saztheir opinions
about some issues and they can avoid and solve some probler’?bwever, enhancing
employee participation in the organization is a long- term process, whidh required more

attention from management of the organization and in the Other side re d.ini(?.tive
N
) g
’ \,Y“
}&a positiye influence on

Quréshi (2007) among

from the organization’s employee (Bhatti & Qureshiy20

The implementation of employees’ participz'on wi

employees’ attitudes and behaviour. @ B

employees from 15 different organizations (&g\Y in,g,\ Oil and Gas and
&A >ﬂ A

Telecommunication) shows th;at% eey partici tionﬁ positive influence on

4]

employees’ commitment, jobw ction ductmgy Slatten (2011) also argue
N

that employee who haﬁee%rovidedlan qrtl@mo involve in decision making
manee, an

shows better job perfor 9‘3 ntib'lé'fvleave organization.
(..)

/%ving
1'5 e_n}e-way organizations can improve service
NN

participate egision/ maki

perfom@%\'povﬂr one@an meet a wide range of customer demands and

are share the informat'ob}ﬁey collect about customer behaviours, thus serving

c%xrs better and help to improve service quality. When employees were involve in
robl

em-solving idea generation, that will enhanced service quality and customer

'es b)@}%’lng them freehand and inviting them to

atisfaction (Schneider et al., 1980). Similarly, a study by Slatten (2011) and Catanzaro



(1992) also found that empowered employee to make decision related to their work can

enhance the employee’s level of service quality. YV
2.2.1.4 Performance Appraisal :%

According to Brown, Hyatt, and Benson (2010), performance isals are the
basic element of HRM. Many decisions of human resource are y based on the
performance appraisal results. Armstrong (2006) defined fogance appraisal as the

formal assessment and rating of individuals by their ers at, Wn annual
L ]

is a formal mea i?g SZ%&;' to
=\

ik, job, b‘oh iours, ouuzemes and
Y

productivity (Konobear, 2002). From the vie poi%f e \ee:perf@:e appraisal

can provide information to employeeb\%hat organization v@(g from him, how
well employee has done it, help etploye touimprove’ hi§ pexformance and reward
&
ac

employee for doing well (Mahesh e 002). according to @ent study, performance

review meeting. In other word, performance apprais

evaluate the employee’s attributes that related to t

2
appraisal defined as all univer roce alu&alé(%ademic staff performance
(delivering service qu ). 2 ] I §
4 ’ &

Performance isal velry

in their study nQ ar

service co niesground p

en th;g((;anization. Kundu and Arora (2012)

D
>
(]
@D

aisal in manufacturing companies and
e@;))raisal in manufacturing companies different
then pe% e appr n ser\z‘!g";companies. Similarly, Arif and Ameer (2013)
con&&comparative study i ee public universities and three private universities
fo ignificant different between performance appraisal practices in public
Qm ersities then performance appraisal practices in private universities. In addition, the
tudy concluded that private universities are performing better in their performance
appraisal practices as compared to public universities, so the public universities should

28



make more focus in the area of performance appraisal practices to enhance quality of

higher education. YV

The performance appraisal activity has influence on both org r&@n and
individual performance. Boohene (2011) found a positive relationship between
effective performance appraisal practices and corporate performance. Similarly, other
researchers (e.g., ALDamoe et al., 2011; Katou, 2008; Tesse eters, 2006) also
found a positive and direct effect of performan(@l Qﬁnizaﬂonal
performance. In addition, Tsaur and Lin (2004) conclude ‘that perfor evapwa-isal

| _ N S 3 O
has direct effect on employees’ service behaviour ervice quality® A

T\" 4

2.2.1.5 Compensation

Employees are the most importawam any or ati@ne of the roles of

organizational management is to ‘absure tha\hgoy @e always motivated.

O .
gan @on motivate employee to

omp ~\tion according to this study,

Compensation is the primary t

produce good performance% a Ol
refers to total rewards % to academi

% L}# ihb'turn for their services.

\

In general, @lationlcan bé categorized into two categories. First, financial

N
incentives. S Won financ "illceugds. In specific, there are three types of
compensa@ First, basg- com u%dtion (it is fixed pay to the employee). Second,
; S
motiv, w (profit arirﬁ qn\d}bonuses). Third, indirect compensation (vacation,

hew rance and unemplo%:gnt compensation) (Lee, Lee & Wu, 2010).

An attractive compensation package can enhance the employees’ performance
a

rkin, Pierce & Gino, 2012). More specific, Hshiung and Lin (2004) found that

compensation has direct effect on service quality and service behaviour. Chand (2010)
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also found positive influence of compensation on the improvement of service quality
and organization performance. In addition, a good compensation package a?m

decrease rates of accidents on organizations as well as improving organizational

2006). Although, the previous studies have provided empirical evidence on the link
between compensation and organizational performance, how: marchers such as
Tabiu and Nura (2013) encourage more investigation on t KOne' of the reason is

due to there are few studies (e.g., Boohene, 2011; Tabi ura, ZWnot gather

X
sufficient evidence to conclude that compensatio@wnﬂuen et orba@ional
4 r

performance. N
\‘,r N
_ NS
2.3 Theories of HRM Cf) 0 \T '\K'-\

There are many theories tha roley'of! H@-in the effectiveness of

L

organizations. The theorie aveI) n_mentio more frequently in previous
0

—X

reviews are the resour view theory. h‘yinmb'apital theory, ability, motivation
d &
and opportunity (weory iso\h}xchan eory, and attribution theory (Miao &
iled’be

Cao, 2019), as

low: N
L
2.3.1Hu ital Theor,
AR

’
ﬁ& introduction in %603 by Mincer (1958) and Schultz (1959, 1960,

\
1; d its development by Gary Becker (1964), the human capital theory has

Q tituted a rich research in the field of management (Marginson, 2019).

The human capital theory emphasizes the fact that an organization determines the

amount it has invested in human resources by comparing or meeting them with potential

30



future returns (e.g., improvement in productivity or services). In other words, this theory
emphasizes that investments must be focused carefully on the training of emplo?&b
provide them with the specific skills required for their work, while avoidin@eﬂ or
taking over of those skills by other companies (Mubyadhin & Al-Aklabi;*2@18). It also
assumes that human capital has two distinct characteristics, namely, the acquisition of
specialized skills as intellectual and knowledge assets. These skills"are not easy to
obtain or transfer to other companies. Human capital can ye.th

,e capabilities of

owners to discover and take advantage of business opportunitie awtain other
L ]

R - \§
resources such as physical capital, finances, and to h gaining ne nﬁw‘@ and
skills (Mui et al., 2019). 4 .\,"("

X

2 \
2.3.2 Resource-Based View Theory %\/ 0\ Q
O

rganization can play a major
A

The resource-based view theory claims that HR a

-

role in ensuring that the human res ofithe or aqzatio eet the criteria for a
sustained competitive advantaM stro onr\,ZQQI'Al).
Based on this, the skill :oyees are vit 3slseb} the company, as are the tangible
4 &
assets of machiner&*ipmenl, a\noney.ga'means that employees with the core
skills are the mw tant al soeicgthat increases the company's capabilities
¢

(Armstron %a/n, 2019 ré?ore,;?e company must develop its internal staff on
% NN
its own% ective i r'aent if'I%\uman capital (Almbyadheen & Al Aklabi, 2016).
N
-,

2. ty, Motivation, O@srtunity (AMO) theory

&:MO theory, which is related to the behavioural perspective, was put forward in
e late 1990s by Boxall and Purcell (2003). According to this theory, performance

depends on the individual’s ability, motivation and opportunity (Armstrong & Brown,



2019). It states that employees will perform well in a job when they have the
necessary knowledge and skills (ability), are adequately and intensively encourT
(motivation), and are provided with the required support and avenues for \n

(opportunity). When these three elements are improved, the job performAgwill

increase (Sobaih et al., 2019). ?

In addition, the AMO theory provides guidance on HRMWes that must be

integrated into a high-performance work system (HPWS on&?/n, 2019).

An HPWS is a systems approach that consists of different practic ensu\lQ-that

ppgr ity) are

by
force%r!rformance
E%pabilities and

ugh Qntive systems that
AN

match the wishes and aspiratio cﬂ)m%l(a;ynx e@wering employees by
t%e

4]
delegating appropriate power\ m, Mng@to participate in making
strategic decisions.
N
L 3 &
2.3.4 Attribution theory (_/
A I 2

Fritz Heider (1958) developed the foundations for the attribution theory, and created a

> e O &7

scientific interest in these causal inferences. The attribution theory attempts to explain

all three components of the AMO model (abili otivation, fan

' 4

strengthened and will ultimately lead to incre

(Delery & Roumpi, 2017), for instance, éwng

skills through continuous training, enh%mo vation

e

s

/

i
; NS
how people arrive at the causal inferences of the events they encounter, i.e., how they
v * Y
assign causes for the events thely encounter, and the attitudinal and behavioral

\""" ~

consequences of those inferences. This theory emphasizes that people are continuously
\seeking to explain events that they may encounter in life, and it makes a distinction
\between the actions that are taken because of personal causes and the actions that are

taken due to environmental causes (Hewett, Shantz, Mundy & Alfes, 2018). This means
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that the attributions individuals make are based on whether the locus of causality is

personal (internal) for an event or behaviour or that causality is environmental

AN

(external), or both. Internal and external loci consist of both motivation anq_a'bility.
HR attributions investigate illustrations by employees as to why practices are used.
These are referred to as ‘attributions of intent' (Hewett et al., 201%1686 attributions

can be viewed as a fusion of the attribution theories of Heider (1958) and Weiner (1979)

1
(Hewett et al., 2018). Attributions in this area are distin%uished by internal intent (that

which is controlled by the organization; the aim of HR practices is to attract and r\etain

) >
employees) and external intent (that which is not controlled by the organization; the aim

-_—N ' J .

of HR practices is to comply with external forces such as laws and Iegisiations), with

AN N

specific subdivisions for both internal and external intents (Hewett et al., 2018).

Aa™ NJ A
Therefore, the attribution theory is based on how emplo&ees understand the intention of

r_ \\ £

the organization in implementing HRM practices. If the employees perceive that the

€
> d Q.
organization is implementing HRM practices to meet external requirements, then those

il ~

practices will not influence their attitude and behaviour.”

A\ B RN
. 4 &
2.3.5 Social Excharw{h ry (_/
The socia@nge hict(l‘s. considered to be the most appropriate

theory, vie (@feeli gs.f mﬁlo@s toward the organization such as loyalty,
commilﬂe{j discfe reffqi?_r'g\s forms of social reciprocation by the employees
tow:%ood organization (S{(‘g\,’ 2006). Social exchanges tend to entail unspecified
obh ns. They are voluntary actions between two or more parties. When a person

oltunteers to do a favour for another, he expects to receive some return in the future.

he form of this return is often unclear and it is not known when it will occur. The
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return is up to the discretion of the one who makes it (Blau, 1964; Wayne, Shore &

Liden, 1997; Gould-Williams & Davies, 2005). Y~

Obligations take a long time to be fulfilled and are generated throgﬁ@rles of

interactions between the parties who are in a reciprocal, interdependent state. According
at c

to Saks (2006), the fundamental principle of a social exchange % e relationship

between the parties develops over time into a trusting and loya al commitment as
long as these parties abide by certain rules of exchange@v, ar'n (1990) argued
that when employees receive economic and socioemotional’exchange urcge‘-rom

their organization, they feel obliged to reciproc h greater lev

of'enée.?ement
4

with the organization, and to repay the organization wit 0 perfor@’ke for the

<<

employees perceive that their orgam values t effo@ recognizes their

t, a a outéeir wellbeing, they will
f 4]
feel obligated to reciprocate \K ositi e an&@iviour, and with superior

efforts to help their organiz hieve i j ctlv@isenberger etal., 2001).
(? N
enhance
m to icipate in decisions, and motivate them

HRM practice\ n edg'; lls and abilities of employees to
perform, provideMuniti

or
by valuing an@isi thei gr{séin'u employees reciprocate in a positive manner

by exerti &feffc}t or orl@'harder to benefit their organization (Takeuchi,
b 4

resources they have received. Eisenbergcwuntir?éto 986), argued that when

contributions, commitment and i

2003; Lepaket al., 2006; Tak%u_fﬁi. et al., 2007; Wu & Chaturvedi, 2009). In other
N

:’G\HRM practices play a key role in the creation of positive social exchanges. When
r

organization offers practices and efforts to develop the knowledge, skills and

Olities of employees, the latter will be motivated to reciprocate by making an equal or

greater effort to benefit that organization.
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Moreover, HRM practices can influence the perception of employees with regard

to their relationship with their organization. That relationship (organization-em )

positively influences employee attitudes such as organizational comr@ jo

satisfaction, job involvement, performance, and citizenship behaviours; duces the

(ox

intention to leave (Eisenberger et al., 1990; Wang, 1996; Allen et R 5003; Boon,
Arumugam, Safa & Abu Bakar, 2007; KO & Smith-Walter, 2013%Takeuchi, 2013;

Gould-Williams, 2003; Chew &Chan, 2008). z '

2.3.6 Discussion about HRM theories \do V‘n

! _@
The previous section mentioned the five m ommen ‘theofies, mely, the
w

human capital theory, resource-based view h%

(AMO) theory, attribution theory, and %c‘\zac
ao,

Jiang & Messersmith, 2017; Miao

i

and resource-based view theories

obtain and preserve a compeN

theories suggest that gorganizations

t organizati ns c@ successful when they

\la ougtktfh'éfr human resources. These

an hiev@her levels of organizational

performance, whichqbe o) Cﬁ.& mpe't'iegvadvantage, through their system of

human resource Ms. Aceardi , the éﬁories can be applied to study the effect

N ke b5 orgariza i
of HRM prao@) the per gnce(J Sf)an organization at the organizational level

(Paauwe aauyeb}k, 2015:13).
P
nwhile, the ability,@'ﬁvation and opportunity (AMO) theory argue that

th HRM practices that improve the skills, abilities, motivation, and participation
Q ployees in decision making, organizations can shape the attitude and behaviour of
eir employees and their organizational citizenship behaviour (OCB), reduce turnover,

and the intention to leave at the individual level. In this regard, Almutawa, Muenjohn,
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& Zhang (2015), and Almutawa (2016) found through the AMO theory that HRM
practices affect organizational commitment and OCB, but have no direct e
service quality. In addition, the attribution theory is dependent on the@
understanding of why organizations implement HRM practices. Is aﬂ'%aruzatlonal
strategy being implemented to fulfil external or internal requirementsw employees’
understanding of why organizations implement HRM practiceﬁﬁymir attitude and

behaviour at the individual level (Wright and Nishii, 2007

However, the previous studies that examined the relationship een\ w{zl-RM
practices and organizational performance or servi uality throu he’foﬁi’)earlier
theories did not explain how HRM practices inflignce or M al per@ﬁance such

as service quality, and by which mecWRM S a é\organlzatlonal

performance (e.g., Worsfold, 1999; Bro , 2 06, Chand, 2010;Ueno, 2008; 2012;
2014; Tomar & Dhiman, 2013; M 0 19 he@ural, & Musa, 2012). In
general, this limits the unders of howsHIRMipra ctl re associated with service
quality or organizational p ance' (Colti : & , 2003; Shore et al., 2004;

Takeuchi et al., 2007, %Law{ K@OQ, Paauwe, 2009; Guest, 2011,

Ko and Walter, 2@# Tan(lung 16; K iniotis & Mihail, 2018; Armstrong &

N
Brown, 2019; ?ﬁw& 9). (_;
'
(.z
F% e, p}e ous/'st dleé%lth regard to the relationship between HRM
pract 5 service quallty

idual level (micro-level) or organizational level (macro-level) (Shen et al., 2018).

conducted on simplistic models such as at the

JZ;'

his regard, Wright and Boswell (2002) strongly asserted that the Tandang barriers
Qﬂween the micro- and macro- levels in HR researches need to be broken down, and

instead, researchers have to go for multilevel theorizing to investigate the relationship



between HRM practices and organizational performance. Accordingly, there is still a
lot of work to be done with regard to the theorizing of the relationship betweew
practices and service quality, and to the testing of complex theoretic \wnts

utilizing appropriate multilevel methodologies (Paauwe & Blok, Zo%en et al.,

2018). \)Y"

Therefore, the objectives of the current study were to in e the relationship

between HRM practices and service quality at the organ ior{'l(:? and the

relationship between HRM practices and organizational commitment, j atisfaQt-ion,

and job involvement at the individual level, and, 4 n to investigate the rel&ionship

: { .
satlsfa.@ﬂn, and job
ever Tﬁ‘;]uman capital

&

between individual outcomes of organizational itmw

involvement and service quality at the orgi%}doﬁal I

and resource-based view theories are ap riate for in

practices at the organizational lev %&Mﬂ@iipp@ime for examining the
Vi

4]
effects of HRM practices at

ividuaMlevel (Paau Blok, 2015; Almutawa,

\amining the effects of HRM

2016); while the attributiorw is ’ppro iate f
(

practices on the attitud(%havMygg at the individual level (Wright and
@;

Nishii, 2007). Thi hhsthat ‘hese ur theo@ were not used in the current study.
o
Howev&;}ela o%gﬂkzﬁr}lRM practices and service quality can be

explaine W th}s cialfexchan \theory by investigating the social mechanisms

that camyuncever that re ations@c;&?]d make the relationship between HRM practices

vice quality more understandable. In that regard, scholars (e.g. Morrison, 1996;

Id-Williams, 2014; Takeuchi, Lepak, Wang, & Takeuchi, 2007; Gould-Williams &
meamed, 2010; Tzafrir & Gur, 2007; Paauwe & Blok, 2015; Gong, Chang, & Cheung,

2010; Ko and Walter, Piening et al., 2013; Kloutsiniotis & Mihail, 2018) have argued



that the connection between HRM practices and organizational performance or service

quality at the organizational and individual levels can be analysed through th?ﬁul

exchange theory. (’}

Furthermore, the role of employee organizational commitment, job saﬁsfaction,
and job involvement as mediators in the relationship betwee% practices and

organizational outcomes can be explained through the social e e theory (Ko and
Walter, 2013; Kloutsiniotis & Mihail, 2018). Based @vio s'argu ents, this
study proposed that HRM practices influence service quality thr the Qacial
. _ e
mechanisms of social exchange and employ anizational ltn%.nt, job
4

b4
satisfaction and job involvement. Accordingly, Wdy déuel{ severalhypotheses
to explain the direct and indirect r@Wips k?atw H @practices and

organizational commitment, job satisfactiom,,job involvermient, n@rvice quality.

o
2.4 Consequences of HRM \ Aj \SQ
The HRM practi%\;nflue?!e

\a* &
HRM practices c eate s'ru and édational efficiencies which impact

o))

th c:;gar’ﬁ;ﬁonal outcomes. It is due to the

organization pe‘qqa ce ( '& B@?&ava, 2009). The HRM practices also are
¢

likely to ha @d conseque esf' o@loyees’ attitudes and behaviours (Bowen &
Ostroﬁ,é&shii’e@l%). erefore, organization can use HRM practices to
shaAdesirable employee@l‘fude and behaviour (Huselid, 1995; Arthur, 1994;
‘% hang, & Cheung, 2010; Gould-Williams, 2003). A possible reason is due to the
practices represent the way which organization manages their employee. The

RM practices also is regarded as the organization initiative to establish conditions and

harmony in employee organization relationship (Hemdi, 2009). In addition, the HRM
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practices enhance employee knowledge, skills and ability to perform and provides
opportunities to participate in decisions and motivates them by value and recogni i

efforts (Takeuchi, 2003; Lepak et al., 2006; Takeuchi et al., 2007; Wu &@?\/edi,

2009). *

The following section will specifically explain the relationship between the HRM

practices with individual and organization outcomes. At the orw!mional level, HRM

practices influence service quality. While at the individual®lev ,'HRM practices
isf

influences the employee organizational commitment, ti -anQ-job
| &
involvement. A
P 4
\ \/‘z~
N ‘o
2.4.1 HRM Practices and Service QJ\Q)
HRM practices is relevant ftcﬁoloyee ibie \xce @}gs (Liao & Chuang,

2004). It is due to the HRM p%suc %s tramning a@velopment will provide

employees the skills and k@e tTM@ to meet customer demands

(deliver high quality ol%e and sa 'Jﬁi’r CYQ'Jmer) (George, 1990). The HRM

practices also can &@ praclic ina servi C!91‘iented method that enable employee
r

to be aware of% ess H? i F del@éfng and service quality (Tzafrir & Gur,
¢
t

2007). In addition,/'the ées@_‘l;a'u as career development, compensation and
NN

benefit% empﬂ' gtisfac n and wellbeing (Guest, 2002). Furthermore, the

imph&ation of HRM practiée}’send a signal to employees that they are viewed as

va;ﬁ , and expected to deliver high quality of service (Sanders, Yang, & Li, 2019).

Q The link between HRM practices and service quality has empirically justified in

previous studies. For instance, a study by Wickramasinghe (2015) among 402



employees of services offshore outsourcing firms in Sri Lanka reveal that the HRM
practices (talent engagement and job-related training) have significant and w
effect on the service quality. Similarly, Ueno (2012) also in his study@ 371
managers who were responsible for the promotion of service quali e United
Kingdom businesses reveal that there is a strong relationship betweeme six HRM
practices (recruitment and selection, training, performance le and reward,
communication, teamwork and empowerment) and servic §:T e results of the
study suggest that the development of service culture nds erw‘on these

Yw
HRM practices. J _\‘-}

4
an. Thespopulation was

b
In addition, Tsaur and Lin (2004) empiWst dl‘edt\h elatio@(p between
HRM practices and service quality in the Notels‘ﬁp Tai %

from the front-line employee and custom e result ofthis stu dicates that HRM

practices (recruitment and selec '(@in}\n%ﬁe elo

. o

performance appraisal) has dir& acto vice quali &rthermore, Chand (2010)

studied the influence of HR ices (recruitment election, manpower planning,
e

job design, training and dev pm& i mrqlfland pay system) on service quality

at the hotel indus@n studl/ found a po&e influence of HRM practices on the

improvement Nice uality: Qreczv‘gb Baik, Kim and Patel (2019) found that
employee' ice-proyidin pability positively influenced by HRM practices.
Rec:&#a, Rah%mmgv; Yu?ﬁ (2021) found that HRM practices has significant
po& ect on employee p‘e%mance service quality among owners/managers of
%cturing SMEs in West Malaysia. The relationship between HRM practices and

0 employees service providing capability was stronger when the environmental

dynamism and complexity was at higher levels.

’%nt compensation and
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2.4.2 HRM Practices and Organizational Commitment

Becker (1960) defined organizational commitment as an individual’s t&%’o
continue in a course of action. It reflects the individual’s willingness t e as a
member of an organization. Other researchers (e.g., Porter, Steers, Mowday & Boulian,
1974; Mowday et al., 1979; Meyer & Allen, 1997) defined orga@ | commitment
as the relative strength of an individual’s identification wit mvolvement ina
particular organization. According to this definition, or 10 I'com itment is

strength relationship and belief of employees with their orgafization d reswd of

employee and organization goal, and willingnes rt|C|pate nt org!a nization to
exchange his effort by some benefits, and stro esire toeantinue as r@ﬂ)er in this
organization either due to cost if Ieavm@n! of a : Si&ﬁy, the recent

researchers (e.g., Robbins & Judge, 20 efln d organization mmitment as the

degree of employee identify with n atign;?
4]

member in this organizationl\ ditior,

gIaIs and wishes to continue as

commitment as a psychologt atiof tha crib employee’s relationship with

their organization and apro nsitg i e’t@tlonshlp with the organization.

Meyer and 199 ed t é$ncept of a three-component model of
organlzatlona mtnf%y IS Qﬂjl the most popular model being used in
research 0 he lier 24@1) These components are known as affective
comm| e contlnuance com ent and normative commitment.

\

ective commitment refers to the emotional attachment of employees to the
nization, which can influence organizational performance (Meyer & Allen, 1991,
attnaik & Sahoo, 2019). Employees will enhance their emotional attachment to the

organization because they want to achieve their needs (social, physical) and goals
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(Mowday et al. (1979). Socially, individual wants to be gotten acceptance respect as
member in the group (organization), and physically by exchange his efforts WI
benefits such as salary and rewards. When employee get that, he will feel |@aﬂon
with that organization (Pattnaik & Sahoo, 2019). In addition, Chevalﬂ&l ., (2019)
argued that when employees show emotional attachment with their Wzation, they

will be more motivated and willing to make extra effort on th ation.

Continuance commitment refers to a commltme@ bn the, costs that
an employee will incur in leaving the organizatiop or in¥deciding in a@her

a

N

o _ haS
organization (Meyer & Allen, 1991; Alshanti, 2 ttnalk & $ahog, 2 97¥In other
word, continuance commitment results from employ ni possib\ke\.{'osses (e.q.

leav Thxe\organization.

When employees have a high awarene su h losse the@cide to leave the

salary, seniority, promotions, other bene Ney

organization, then they will bec C mml ir @en, 1991; Sayadi &
Hayati, 2014). The associatl een employees an ir organization are based
primarily on the benefit tha ECEI,E fr e o zatlon If the benefits offered
by organization is not we, the La s may leave the organization if they

found better benefi hﬁ othe‘ orga zatlo

\
Normat \m Zlveﬁt e rrto tﬁ'&mployee s feelings of obligation to remain
f

with the r |onf)r loyal organlzatlon (Meyer & Allen, 1991). It means

that& yees who stay in eo;g‘hlzatlon because they feel that they should do so,

ve a strong normative commltment Normative Commitment is often reinforced

he good of organizational support, allowing employees to participate and to interact
NS

itively not only in work procedures or work implementation, but also contributing

in the goals and plans development, and policy-making for the organization. In addition,
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an individual's commitment and obligation to remain with the organization may stem
from the personal values and principles held by the individual before or after eW'H!q

the organization (Alshanti, 2017). (,}

The influences of HRM practices on organizational commitment has received
support from previous studies (e.g. Wayne, Shore & Liden, 1997; %rsfold, 1999;

Meyer & Smith, 2000; Gardner Moynihan, Park, & Wri ht,?!t, Gould-Williams,

2004; Gould-Williams & Davies, 2005; Chew & Chan, 2008; Kooij eilal., 2010; Boon

study among 206 public sector employees
departments has found that HRM practices SIVR
organizational commitment. In specific, tIchract;aes

positive predictor of organizational cWen is trustlt me@that if employees

x S
show confident that the organizati nag v trtg)@n them, they will more
aé’ E In

4]
likely to show a committed b\ anether udy@ context of public sector,
the specific HRM practices fluence o izati@ commitment are training and
(@ ? | O
i

the relationship between employees & rsQQgrvisor (Gould-Williams, 2004). In

N O

8) I their(z@y among 457 employees from nine

addition, Chew %an (2d0

Australian or Non reve
affected b)@wacti s ashlo
opgpcaion v

the negds) ectation efereqees. In other word, employees may be tending to
N
exa\ organizational cmitment when they perceive that their values and

1hat( &ganlzatlonal commitment was positively
'

asé»ployees and the organization are satisfied with

éaﬁon’s values are more compatible. Therefore, the organization should carefully

Otch the employee’s personality and values with the organization’s values and culture,

and not only match the job requirements with the knowledge, skills, and abilities of the
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employee. Moreover, another specific HRM practices that affect the employees’ level

of organizational commitment is known as the socially responsible human resource

management (Qablan & Farmanesh, 2019). ('}

The nature and strength of HRM practices influence on orggnizational
commitment may be determined by how these employees pe%cese practices

(Meyer & Smith, 2000). Therefore, an organization can use afF?u M practices to

HR
enhance employee commitment. A possible reason is dueE h H I\'I practices have
critical influence on organizational commitment due to it provide nﬁo\dan\ ills
that employees need to perform their tasks, o@portu ty pr!icﬁsg their

s b3
abilities and skills in the workplace, improve mrf

rmanc rougl@frformance
appraisal, and reward them to increase tht levelof them lif

ad%i(ﬁ, commitment
is a mutual between organization and%pyee . W

AN
their commitment to their employ: g@emﬁhéyil feec')l@-ligated to commitment
h%— Iter

to that organization (Ko & Srr'\
Z I N
D is

2.4.3 HRM Practi ésqu JobySatisfaction S
& &
Two ap N c % tolde@%—fob satisfaction. The first approach defines

e or@zation has shown

=
D

job satisfa m the/perspective eds. This approach defines job satisfaction as
’

the di: etween divfﬁugl\T;eeds or what an individual expects, and how fairly

he% s he is being treatehcﬂon comparison to other employees in the organization

s & Higgins, 1998; Kisk, 2003). This approach has been used in many studies

Qinvestigate the factors that influence job satisfaction (Karatepe et al., 2004; Ahmed

et al.,, 2010; Ali, 2009; Smerek & Peterson, 2007;). The second approach is the
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attitudinal perspective. This approach defines job satisfaction as a reflection of the
employees’ feelings and attitude toward their work (Spector, 1985; Spector, :
Rogers, Clow, & Kash, 1994; Pool, 1997; Armstrong, 2006; Robbins & J@% 13).
Researchers have argued that the attitudinal perspective is more pr (Spector,
1997). Recently, the job satisfaction of an employee has been defi as a positive

feeling about a job resulting from an evaluation of its character.i:itics obbins & Judge,

2018). '
Organization can use two approaches to get,a complete ir:m\d empleyee

! N
satisfaction (Spector, 1997; Robbins & Judge, 2 018; Scandura; 20 Q)A;I?e first
b4

! 4
approach is overall job satisfaction or global feWon ew e job. Q‘B}é approach
can be used to determine the attitude of % bottom li bou&@ job, or what
e,0

the effect of employee likes their jobml ,

their job. The second approach is %hi%h%d er Aethe part of the job that
'%r

o
can produce employee satisfa& dissatisfaction. T&i‘&proach is very useful for

the organization because determin e a@ of dissatisfaction, and the
[

organization can imphis area,y S0 @e the organization big picture of

employee’s job &&ion rllore an glgy@’ approach. Furthermore, global job

satisfaction is Nlat to measures je_l%performancethan the job satisfaction facets

(Judge et . \(J
%é toty
& faction has been fexgd; to be a multidimensional construct describing the

e Nal evaluations of employees regarding their expectations and how they well

isfie(Qe employee about

(D

. Spector (1994; 1997) view job satisfaction in nine dimensions (pay, promaotion,
S

ervision, fringe benefits, contingent rewards, operating conditions, co-workers,

nature of work, and communication). Other scholar view job satisfaction in two
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dimensions, which is intrinsic and extrinsic satisfaction (Locke 1996; Kim & Han,
2013). While Schnake (1983) conceptualized job satisfaction as three dlmw

representing intrinsic, extrinsic, and social satisfaction. (’}

Intrinsic dimension of job satisfaction emphasized psychological and‘emotional

aspects. Sources of intrinsic satisfaction depend on the person aracteristics such as

attitudes towards specific aspects (Petrescu & Slmmons entley, Coates,
Dobson, Goedegebuure & Meek, 2013; Hohle & Teichle r example, the
ability to use skills to achieve the task, work itself suchas nature \ ng,
difficulty and importance of the work, and t ployee chan to’a&?npllsh

b3
\ \;f

depend onecthe environment,

something worthwhile. Y'

Extrinsic satisfaction sources ar Sl%n&ﬂ, whi

oré based by economists

such as organizational climate. T xtrm c %
(Petrescu & Simmons, 2008) due ringic dimension @a&zed reward aspects.

Therefore, Bentley and colleag 13) e andngchler (2013) view extrinsic
satisfaction as an em ee tlsfactl wi wronment the amount of pay
employee got from rganl |o fr ge employee receive, and additional

$

benefits that em et fr izati

Sougd ctio is aéjn individual channel of assessment of the

psycho ects/of-hi glatlon‘%\ps in which interactions with other partners are
eas fylng, fulfilling and@factory (Geyskens & Steenkamp, 2000). According
‘% efinition, one member of the channel is satisfied with the results of social

ionships, appreciates and respects communication with his partner on a personal

evel, and loves to work together as a teamwork, because he believes this partner has

the interest, respect and willing to interact and exchange ideas with others. Furthermore,
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social satisfaction refers to the extent of social relations in the workplace, such as the
friendly treatment of individuals, the warmth and liking from management -
workers, and the importance of respect and appreciation necessary in the(%lﬁ and
professional interactions with each other (Cammann, Fichman, Jenkin sh, 1983;
Venkataramani, Labianca & Grosser, 2013). When an individua@pies central
position in the network of the workgroup, this indicates that the perSon has received
more attention and appreciation from other members Y:vo[kgroup and is

appreciated and respected for his or her experience kn I.e\dga‘d personal

X
characteristics. As being (or the target) of netwc@from an th}r _@bers,
r b ¥

central positions are also associated with great ial'p % N
; e
Many scholar noted that employe Natis i n in& ced by HRM
practice (e.g. Eisenberger et al., 1990; Al ore & Gri

Lim & Ling, 2010; Petrescu & Si %a, 2'?@.%
h%u i ;

4]
Al-Shuaibi, Subramaniam &\ din, neiz&ﬁ@ al, 2021). For example,

Pungnirund, TecharattanaseWutafalin 0). @ucted study to investigate the
D l

effect of HRM practices b satis ﬁa{@ ok, and found that, HRM practices

such as recruitm(@select n, training ggdevelopment, and compensation have

positive effectsomvjob satisfac thro&&)n)somal exchange. In addition, Wang and
'
Hwang (2 fouiye I%ﬂerception of HRM practices is significant and
ati

ILH)Q s & Mohamed, 2010;

4

positiv, Wed to Jjo sfactiagr.- hey concluded that the HRM practices such as
: ; N

nt management, co?hcﬁénsation management and maintenance management

de&
‘é key factors in job satisfaction. Khushk (2019) also found that HRM practices

Ompensation and performance evaluation) influence employee job satisfaction. The

study recommends the organizational management to provide fair and equitable
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compensation and performance appraisal system to enhance job satisfaction among
employees. Recently, Eneizan et al. (2021) found that, job satisfaction of emW!!s
who were working as an online call centre on Jordan was influenced by hur@})urce

management practices, training, rewards and compensations found ignificant

influence on job satisfaction. ?

The possible explanation is that the HRM practice luence employee

perception of their relationship with their organization. Thatire

ion h}p (organization-
employee) can influence employee attitude such as job“Satis cMg‘am@ &

1.
Bhargava, 2009). Furthermore, Berg (1999) not t the HR tices-enable to

' 4

generate a positive employee-organization relaWp. VN poneﬁ\_Helieve that
organization helps them to balance their rewilitie‘sﬂo

t

thei rk and family,

=

they will relatively high likely being ver sfied wit

organization provide specific HR ;% itﬂ

their employee, viewed emplog&

care about their wellbeing, Wking’o es
relationship with empl%

[ ?
Eisenb al, 12/8 ; Allen, Shore & Griffeth, 2003).

job.@addition, when the
A

Q
2

te'}%rganization is support

q
asset empl ’s contribution and taking

N

ish ntinue with a social exchange

to g'u%back to their organization in form of

As a result, the (@v moule
attitude such ztmacti nto

it th@)@ganization (Eisenberger et al., 1990).
N ¢
& VS
Yv
2.4, Practices and Jot@éolvement

N

aleh and Hosek (1976) defined job involvement as the degree to which the

Oployee identifies with his job and participates actively in it. Organizations realize

that high involvement helps employees to perform well and increases organizational

L
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productivity (Lawler & Benson, 2010). High levels of job involvement also reduce
employee turnover (Huselid & Day, 1991), tardiness and absenteeism to the?!m

levels (Blau, 1986). (q\

involvement. For example, Boon and colleagues (2007) found a signi

There is evidence to show that HRM practices influen e%poyee job

mnd positive
relationship between HRM practices and job involvement. Tvspeciﬁcally, they
found that empowerment, teamwork, reward, recognitio C n‘muni ation are

important HRM elements that predict the job involvement'ef employeeS.¥insaddition,
g e

KO and Smith-Walter (2013) applied the social ge theoryian ur’d‘tﬁa HRM
4

practices have a positive impact on job iannt. M scover@fhat HRM
practices such as participation in decisior%qﬁ, emp;ave

are powerful predictors of job involvh

involving 578 lecturers from 3 um;i'%iesh i%lit

o
HRM practices was significa positively related é&) involvement. The study

nt, ommunication

kparQOlZ), in his study
AN

lat;&‘ecturers’ perception of

urthermor

noted that factors such as Slwl!stafflgoo diti@of service, taking care of staff

o
problems and solving t%mkl@ a‘te% encourage lecturers to high levels

O

ivityyThe stu%*also noted that the high levels of job
N

involvement Nod tiyi lhec')lﬁoturers depended on the ability of the
managem perly manage th
univeri& 3 b 4 Yg\

T

an, material and financial resources of the
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2.4.5 Discussion of the literature review about the consequences of HRM practices

In the literature review regarding the social mechanisms between HRM%Z;'ces

and service quality, there was one study that was conducted to ixesi te the
perceptions of managers and employees of the effect of HRM practices on service

quality in healthcare in one of the developing countries (Tzafrig & Gur, 2007). This

?ﬁan the customer’s

perspective. Another study by Morrison (1996) pre a onanmework
underlining social exchange as the link for organizational“citizen b iotr (QE:B)
| o | &
between HRM practices and service quality: S con::.ep al ramewbrk was
empirically tested by Husin, Chelladurai, and I\WO

effect of each aspect of HRM practices {%&(e q

through organizational citizen behaviour B)%er

practices on service quality. Oth ;udi)s v*h-% on d underlined different
]
theories such as the resource-%sie a M the&& was identified that many

W
of the previous studies ereWcted "\ the'Gonte t@e private sector such as hotels
§n S
an

(e.g., Worsfold, 1999, ) 20% ca?ed&g., Tzafrir & Gur, 2007; Tomar &

study measured the employee’s perspective of service quali

,\\c@ xamin@ﬁhe indirect

olf ¢ ﬁ% in Malaysia

Dhiman, 2013),ﬁd\ er differen sectoQ/ ch as car rental, hospitality, retail
N

(Browning 2 Medi mg,an arde-s@%d service businesses (Ueno, 2008; 2012;
2014), an@urse (Husiny C durai, & Musa, 2012). Those studies were
condu We devﬁl&%unt , but less attention was paid to the undeveloped
co %

e Furthermore, the literature added another important discussion, which focused on

e effect of HRM practices on employee organizational commitment, job satisfaction,

4y
‘5

and job involvement, and it was identified that the previous studies argued that under
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the resource-based view, the successful implementation of business strategies require a
unique set of HRM practices that will produce a unique set of employee attltuw
behaviours as employees respond to those HRM practices (Cappelli & \992,
Huselid, 1995; Arthur, 1994; Wright, Dunford & Snell, 2001, Karaﬂ‘Nalom, &
Cusworth, 2004; Katou, 2008; Oluwatayo, 2015; Cristiani, & Pelro 19). However,
these studies did not explain how HRM practices produce e attitudes and
behaviours or rather, by which mechanisms HRM pr %‘

IL'ence employee

attitudes and behaviours.

Furthermore, many studies have been carri to examl et m;‘actsz? HRM

Y

practices on the attitude and behaviour of erWes s a Job sa@éctlon and

organizational commitment. However, OQQ/& of ents, s h as employee

Lﬁ

commitment to the job and job |nvolve : d| not r e T\ attention in those
studies (Mowday, Steers, & Po t , o 9 2000;“Takeuchi & Takeuchi,
2013), even though both tlon%jlt e:i&d job involvement are
considered as key factors lin RM iractl lto p mance (Meyer & Allen, 1997;

Shore, 1989; Wegge h 007, AruQJlgam Safa, & Abu Bakar, 2007,
@
Takeuchi & Tak 3) (ﬁ

O
Nevert evi u%?y Xa ed the relationship between HRM practices

and emp |tudf pa F xample some studies examined the effect of

“

HRM ac es on organlzatlocne;[;:)mmltment (e.g. Aladwan et al., 2015; Chew &
N

008; Gellatly, Hunter, Currie, & Irving, 2009; Khatri & Gupta, 2015; Smeenk,

nga, Teelken, & Doorewaard, 2006), and the effect of HRM practices on job
lefactlon (e.g. Chow, Haddad, & Singh, 2007; Lim & Ling, 2010; Petrescu et al.,

2008; Gould-Williams & Mohamed, 2010; Al-Shuaibi, Subramaniam & Shamsudin,



2014). Other scholars, such as Boon et al. (2007) studied the effect of HRM practices
on job involvement, and some studies investigated the effect of HRM practices

job satisfaction and organizational commitment (e.g. Gould-Williams, 2@6\ishii,
Lepak, & Schneider, 2008; Boon , Hartog , Boselie & Paauwe, 2011; Morris,
2013), while a few studies examined the effect of HRM practices oanolvement

and organizational commitment (Ko and Smith-Walter; 2013'l Ta hi & Takeuchi,

l

However, the three attitudinal variables have rarely Been nc.lu\d%dthe?ame

2013).

N
o .S
study or within a single sample (Boon, Arumu wa, 2005); whi e‘émployee
’ b 3
attitudes such as job satisfaction, job involveme organizational commitment have

.49 %oke, Russell,

eha\@r at the workplace

to be studied together within a single sanﬂ%\ﬁrrow, 98
& Price, 1988, p. 144; Wegge et al., ZMw em\pl
results from a combination of a '&Q(Blﬁtévl?l ~Employees with high
organizational commitment a@bwn‘t‘ &é&re likely to be motivated
at work because they valueweir j,b an lIonoge}co the organization (Wegge et

al., 2007). In addition,weesw igh job gzt)sfaction and high job involvement
@

are more motivatﬁq forn‘thew job per&,@Iy (Wegge et al., 2007). Furthermore,
N

scholars such Ml A u%, Shfacg_Bakar (2007) have suggested that there is a
'
cto

great nee the effe HRB&-p’ractices on employee attitudes in the service
% VAR
sector X
N
2

\xloreover, previous studies that investigated the effects of HRM practices on the

o

nizational commitment, job satisfaction, and job involvement of employees were
O

ducted in the private sector in developed countries, while less attention was paid to

the public sector, for example, in higher education in the context of undeveloped



countries such as Yemen. According to Rabl et al. (2014) and Zhang, McNeil, Bartram,
Dowling, Cavanagh, Halteh, & Bonias (2016), the effects of HRM pract?'un
employee attitude and behaviour differ according to the country, since the aul aries
from one country to another, as well as the managerial discretion in undd!&ing HRM
practices. Therefore, based on the previous discussion, the followingghypothesis was

proposed:

Hypothesis 1. HRM practices is positively related to SM '
o — AN
ypothesis 2. HRM practices is positively related @lzatlo I co ,tmea)t\
=\
Hypothesis 3. HRM practices is positively rela j s%' \Y
z {\T
Hypothesis 4. HRM practices is positivel%\ito j an ement

2.5 The Concept of Service (K

Services are eco i&ﬁmties ﬂ:‘fveld by 0ne party to another. Often time-

based, these performa;%in sb{ néﬁ fewlts to recipients, objects, or other

assets. In exchan@on |ti nd e\ , Service customers expect value from

access to Iab@lls, x% ﬁéo cilities, networks, and systems (Wirtz &
h

Loveloc %' H(}W er d&'\(n'(})t normally take ownership of the physical

elemes inyolved. Rec ntIy’Z@ml, Bitner, and Gremler, (2017) proposed that
C.)

S:Q'Qare deeds, processes,a\ni performances provided, coproduced or cocreated by

tity or person for and/or with another entity or person.

Q On the other hand, the definition of quality has developed from “quality is

excellence”, to “quality is value”, to “quality is conformance to specifications”, to
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“conformance to requirements”, to “fitness for use” to “quality is meeting and/or
exceeding customers’ expectations” (Reeves & Bednar, 1994; Pariseau & MCW’
1997). The definitions “quality is excellence” and “quality is value” give ao@ and
practitioners little help in the assessment of quality. While the defini “quality is
conformance to specifications”, “conformance to requirements”, ancmss for use”

IS more appropriately used in assessing product quality. In_additien, the definition
szhas

“quality is meeting and/or exceeding customers’ expect 'been argued as

appropriate for use in the service arena (Pariseau & McDaniel (1 7.).\4
L ]
In service organizations, the implementati ervice is acc Ii!heé&ﬁrough

the frontline employees. Because the deliveryWrwce\sc\ during,Jnteractions

between frontline employees and cost \vfe serv ce oun£< the attitudes,

behaviours, skills, and personality oft tI| pI S ca luence customer’
perceptions of service quality (S T ere s@* service organizations
have been seeking ways to ef ma th fro&ﬂ.& employees to ensure that
employee’s attitudes, beha 5 an person hty.éset or exceed the customers’
expectation of service It (Sarke lQbQ.

Service qu@\e I
perception of%\wc eXp

een c@‘?ners’ expectation of service and their

éFia‘msuraman et al., 1985). In other word, the

ql@y is formed by an internal comparison of

custom% f)f se
perfor nce¥ with expectatlonc;s;},ﬂlrasuraman, Zeithaml & Berry, 1988). Other
\

r e ers also defined service quality as the customer’s perception of service
ormance meets or exceeds their expectation of what the service firm should do. The
y to service quality then is to meet or exceed consumer expectations (Pariseau &

McDaniel, 1997).
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Service quality is more complicated and difficult for customers to evaluate as
compare to tangible goods quality. It is due to the service quality perceptions
only based on the outcomes from comparison the actual service perfo@}with

consumer expectations, but it is also involved evaluations of the pr f service

delivery (Parasuraman et al., 1985). ?
2.5.1 Service Quality Models Yv
There are two models the most widely accepted@; rWS (Samat,
L ]

Ramayah & Saad, 2006; Ooi, Lin, Tan, & Chong, 2 . The firgtis t %ER AL
=\

whil‘e he 4'seco is the
N3

}9@). é\‘?

model by Parasuraman and colleagues

(19
technical/functional quality framework by %x (12\

Parasuraman and colleagues WJQSS) in r reh proposed the
SERVQUAL model based on the%oretation\f*qﬁsal' ﬁzza\data from extensive

f . .
explanatory research performea% seryice bu el33ez§+% objective of this model
is to measure customer exp \ofT ceq alit@ different sides and customer

perceptions of the ser\% received fr t’he*&vice organization (Lassar et al.,

4 ¢ &

2000). According’@ mOdIe ’\suston%'will consider five elements in their
assessment of iceVFirst, i i,-s w(wﬁ’(include goods facilities, conditions of

9&

¢
equipment,ﬁ appearance of p scfrm hobadian & Jones, 1994). Second, empathy,
which r% r

nee e costumer. Third, @énsiveness, which refer to the employee willingness
%customers when they face any problem in provide prompt service. Fourth,
ility, which refer to employee ability to perform the promised service on time,

ependably and accurately. Fifth, assurance, which refer to knowledge and courtesy of

NN
ingp' ?entiofé?the interest of the costumer, and understand the

employees, and their ability to convey trust and confidence.
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On the other hand, the technical/functional model of service quality is focused on
two aspects. First, the technical quality which involves what is provided. ?ﬂd
functional quality which measures how it is provided (Gronroos, 1983, @001).
The two dimensions of service performance (technical and functioﬂEMality) are
compared to the customers’ expectations and eventually the customs their own
service quality perceptions, which consists of service culture nMice process. the
Gronroos model has received a lot of attention recently Y:gh'it has not been
utilized or tested to the extent of the SERVQUAL mod nder nW994). For

.
f a carjrepair thé o@iness

example, technical quality might include the effective

g oses dical procedures

at a hospital. To the contrary, functional t ght!i?clu the caé}%:i manner of
the personnel involved in service deli\@sses (Lassaret aI@OO).
NP
In this study, the SERVQU cﬁ))el Ry%a ané.;&d’colleagues (1988) has
been used as an underpinning @deﬂ%r}eqq@ﬁis model has been also
used by many studies tovrk\e sfvice alit \g Chand, 2010; Beigi &
Shirmohammadi, 2011%%, 201};@:;@%%3, 2010, Bashir, 2011).

252 Significa@wce ali <$
¢

e
Service, Industries are pl 'ng'a increasingly important role to the economy of
%, NN
many c ies” The felbij;ecto‘i_ share in both production and employment. It has

beenghing in the last 20 ye@l’n most of Organisation for Economic Co-operation

an?&elopment countries (OECD). For example, services sectors now account for
h

of a hotel room, and the effectiveness and quali

S

& irds of United Kingdom (UK) Gross Domestic Product (GDP), and three out four
femployees are engaged in providing services (Bank of England, 2014). Similarly, the

services sector in the United State is the most important for employment. In specific,
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the Professional and Business Services, and Education and Health Services is accounted

the highest growing rate of employment in 2015 (Bureau of Labor Statistics, 204/):

2.5.2.1 Significant of Service Quality for an Organization :(0

Service quality has been linked with increased profitability?nan help an
organization to differentiate itself from other organizations. Ms an important
competitive advantage by generating repeat sales, custo Q Ity and competitive

l

loya
product differentiation (Abdullah, 2006; Ghobadia 3 1994%mics and

L ]
Practitioners alike have found that providing a h level of service 'qua&y' can
=\
, anat

protected the organization and potential to earn higheruarket gha he ugportunity
Y
M. ?‘i‘
- _
twe@erwce quality and
AN

amqn, Zeithaml and Berry

to attain a competitive price premium (Para uramz et al.

Many scholars discussed the signtficantrelationshi

customer satisfaction (e.g. Parasuraﬁajt al. 19'§_\Pa§$s R
Q

1988; Chand, 2010). This is U%th customer“sati (?ion is one of the most

important elements that ha benefits fo busig organizations. For example,
service'qu

customer who is satisfi%l
and maybe not owhase 1er
about the orgam’@) (Mi i
tcf;I .\o?%ttracting new customers (Horovitz, 1990;

., 1994 ‘&he 0 hand, dissatisfied customers with a service will

ali }Aayg)ecome loyal to the organization,

4
| £

also passed positive word-of-mouth
Ch@%’ZOOZ; Chand, 2010). Positive word of

mouth can

reveﬂm'r experiences to othe.@\géple. Negative word of mouth can have a devastating

‘@n the credibility and effectiveness of organizations’ efforts to attract new
u

0 mers (Horovitz, 1990; Ghobadian et al., 1994).
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Furthermore, Chand (2010) found that, service quality has significant relationship
with organizational performance such as sales growth, market share, profitabilit?l!s

volume, overall assessment, and market share within industry. ('}
2.5.2.2 Significant of Service Quality for an Employee v

Armstrong (2006) argued that employees will be satisfiedw reached a goal

through a positive performance. Therefore, when employ deRer the desire level of

service quality, they will be satisfied in their work, in turnw their life
L ]
satisfaction (Rice, Near & Hunt, 1980; Judge, et al., ). ' o}
=\

In addition, when employee deliver th

Ie% ice qu;?ty, their
of E?mpe ation.@?s:, the base-

organization will provide them with th@
compensation (it is fixed pay to the oyee). Secon e m@gation pays (profit

sharing and bonuses). Third, an ind‘aajompens\oh&a '\UQTS,\heaIth insurance and
[} 5
N

unemployment compensation).‘% q
_io
X S
N
$ &
2.6 Factors InfluenQr ce W ()
There am%factor
fq i
Ming and@ 01) conducted empirical study to examine the relationship between
job stan% ion aAd e qu@rom service contact- employee and customer at
35 ice-oriented firms in T@\/an. The results reveal that standardisation of job is

go\?y related to the perception of service quality, and customers who does not have
I

J

addition, Zumrah, Boyle and Fein (2013) carried out an empirical study aimed to

r]ﬂuer@}service quality. For instance, Hsieh, Yih-

iarity with a service believe standardisation of job influences service quality. In

explore the relationship between transfer of training on service quality in Malaysian
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public sector. The findings reveal that transfer of training is positively and significantly
associated with service quality. However, Dean (2004) reviewed the empirical ewﬂm
of links between organizational features, employee work attitude and beha\@rvice
quality, customer outcomes and financial outcomes. Based on the r the study
found that the main factor that influence service quality is the employge work attitude
and behaviour. Therefore, this study includes the specific work attitde and behaviour

such as organizational commitment, job satisfaction and e]ment as details

below. .\d‘ v

2.6.1 Organizational Commitment \3 \ ?T

Service organization such aswa, hotels,
giving more attention to employee%chieve t\Mo‘ni

0
ivery level ofév?lce quality is determined

A

ation’s goals (i.e., desired
S

profit and market share). It is de

by interaction between em d c!s mer throughsservice encounter (Malhotra &

Mukherjee, 2004; Ferr tline, 1996) l 0’
4 ¢ &

Therefore, @agemlént of)servic anizations should take care of their

s
employees anghghe as str 3‘& pa_rée‘(s. For instance, empowered them to help

customers aproblem (Karate Karadas, 2012; Congram & Friedman, 1991).
’
In add: w managemntent ﬁ'lso 'i,liyuld improve the employee’s willingness to involve

in i{ nary effort (Zeitharﬁc?et al., 1990) and their willingness to accept, value and

%n organizational goals, which can influence the level of quality of service

Oivered to the customer (Boshoff & Tait, 1996). It will be more difficult to delivering

" IN7

the desirable level of service quality when the employees unwilling (not motivated) to
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exert any additional effort or not have the required skills and knowledge (not trained)

to contribute to improve service quality. Yv

Furthermore, the commitment of customer contact employees is wortam
and organization should exert great emphasis on this aspect because it will"positively
effects behaviour that related to work and practices desired 40f sefvice encounter

(Gonzalez & Garazo, 2006; Mathieu & Zajac, 1990). Yv

l

Iverson, McLeod and Erwin (1996) found that zationWment has

L ]
significant and positive influence on employee p tion of acc ?isl‘@’g{ of
service. In specific, they found that organizati commitment’ and \Qﬁust have
\m >4

; accegaﬂfe of change
carﬁbance the service

t some employees stay in

significant impact on organizational acceptance of chan

can reflect employee willingness to a FL’ racti

quality delivery. lverson and colleagues (1996 }pcrkt

their organization or stay in the pro n lsecause their i@st in the service quality

o
_ . &
they provide to their customer. N
N LAJ S
Malhotra and Mx%e;zom} VJ

commitment on s;%wualityla
banking industrysTheyPused i
\ ¢ (..)
i ith gust of'th(_Fjour banks in United Kingdom over the phone.
NN
&oﬂzmz

pai ree';(éollect the data from 342 employees who

contacting

(@]

aﬂ'ml?al commitment of bank’s employees have a

Yv
signﬁ influence on delix@é service quality. The results also found that the

component affective commitment more important in determining service quality than
be satisfaction of customer contact employees. In the early study, Malhotra and
ukherjee (2003) found that continuance commitment and affective commitment of
branches employees have positive and significant impact on service quality. While in

60



call centre employees, affective commitment only found have significantly influence
on service quality. While in both branches and call centre do not found any sig
impact of normative commitment on service quality. The study conclude each

component of organizational commitment has different impact on serv@%lity.

Furthermore, Kansal (2012) studied the influence of orgar%ZI commitment

of employees who daily contact organization’s customer on de?n quality of service

ve w@nt show

there i signifieant
Wy

relationship between normative commitment ervice quality:” K nsah, 2012)

4
suggested that normative commitment of customt ct loyees Wi@rhprove the

service quality level delivering to the CUS%N Q\ &

Chu, Tseng and Tsai (2014t®t&§?a ization elements such as

affective organizational commit of drontlin ., emp @es and organizational

to the customer. The study indicate that continuance and

insignificant relationship with service quality. Howev

communication have significaN positi ct on.ééﬁ&ice quality through service
i !

delivery. Q)Y. §

4 "%

Wong and Qg (ZP \crsnducte\§-§tudy to measure the impact of

organizational w ent Pice@é&f ity which provided by customer contact
' &
. T s@'d

staff in Ho ong ban r@)tlple regression analysis to analyse data from

3
N
109 em% heyf ouit th@ affective commitment is more contributing to

Ashill, Rod and Carruthers (2008) in their study on service organization in public

sector in New Zealand found that commitment of management to service quality has



beneficial influence on organizational commitment of frontline employees. They also

found that organizational commitment significantly influences service w

performance. cq\

Little and Dean (2006) found that employee’s organizational commitment has
positive correlation to employee capability to deliver service qu@uggest that
increasing employee’s organizational commitment is likely ntribute to value
feeling of employees and as consequently delivering high Iiehlf se v'ce quality to the
customer. They also found that global service climate,has diréct p siM’mr@p to
service quality capability through employee commitment. The stud ncqu at the

X
way employee treated by their organization WWJQ cethe attitude @Yfeeling of
employees, which in turn can improve tIeMIit 8?. e yee ﬂtﬁeliver service

quality. \ O
: A
\ 2
Furthermore, Thornhill an aleagues 1q8) @d that organizational

commitment of higher educati p sig{Eﬁ ant relationship to achieve

high level of quality. 2 | 0,%
4 ¢ &
Tsai and W&%) stuTy ediat@dfect of organizational commitment
between internw ting ice }ﬁﬁ’y in sample 288 employees from three
¢

!
regional hgspitals’ in [Taiwa Iﬁte@l marketing plays critical role on both
NN

7.

organiz al comnit ‘and s‘é“nwce quality. The authors argued that internal

marketing is great tools to @ce organizational commitment and consequences

d service quality.

Q Recently, Heydari and Lai (2019) investigate the direct effect of employee

commitment and organizational politics on service quality on sample of 223 employees



in Guangdong hospitality industry. They found that employee commitment has a direct

effect on service quality. A possible reason is due to the employee’s organi 1
commitment is likely to contribute to value feeling of employees and as ntly
delivering high level of service quality to the customer. A

2.6.2 Job Satisfaction .i '

Employees can have thousands of attitudes that ca oc rw‘ork‘%@ce.
en & S n&kﬁggs).

HiiveAttitudey indicat
ne\ és.s; cate

Some of these attitudes may be positive or negati

=

Positive attitudes indicate job satisfaction

dissatisfaction (Armstrong, 2006; Robbin SW

Kski (2003) states that when mes e satj Wi hqpelr job, concordant

with supervisor and satisfied wit || aw 0%’7 V\@;k in, they will be more
m

productivity. In other Words, plo S sfledﬂu their job, they will take

care about their performan Wdo ’eryt th5. I benefit the organization. On
la'

the other hand, when emp ees disSati dﬂ(hg, will not take care about their job

\

performance, or caLlse in dama any businesses and that will cost

organizations ew t of slev ay (Deng & King, 2013).

jOl}S isf t| n b@sme very important element, particularly to the

orgamﬁ%{hat based on servd_) riented. It is due to the service organizations will

iculty to deliver good service quality to their customer when their employees
‘%

isfied or not happy (Zeithaml, Berry & Parasuraman, 1996). Therefore, increasing

q satisfaction for employee will lead to enhance service quality to the customer

(Rogers et al., 1994; Malhotra & Mukherjee, 2004; Trivellas & Dargenidou, 2009;



Wagas et al., 2012). Yee and colleagues (2008) and Tahernejad and colleagues (2013)
empirically examined the effect of job satisfaction on service quality, satisfa
customer and profitability of the organization. Both studies found that jot@s tion

strongly correlated to service quality, customer satisfaction, a anization

profitability. ?
Wong and Cheung (2014) found that intrinsic job satisfac?i!more contributing

to service quality than extrinsic job satisfaction. A study by Kimtand eln (2013) among

283 subway station employees and users of DMTC in Korea has d-th\%job
satisfaction has partly influence on service quali s due to ree’el'é:é’nts of
’ b3

and rformance

ork genvironment,

nt ef@s. In another study

by Trivellas and Dargenidou (20 C en&iﬁv imsctf)( n staff at the Larissa

4]
Universityshownthattheeler& job satisfacti n(j@chment, human relations,

job outcomes and environmwﬂmrk’wg) h sign‘@nt and positively relation with
[
administration quality.ww

o ele '&szli isfaction, which are job outcomes

and environment@ﬂing@niﬁca&%ﬂd positive association with quality of
teaching. c\ 5 | (-)O

job satisfaction (pay and benefits, co-workes’s Trelati

appraisal) have significant influence on sﬁNalit

relationship with supervisor and job cont ad n@ni

4

O
Th &'\% re}s Dﬂlst @’ink between job satisfaction and service quality
b4

is because “the job satisfacti@;ill lead to increase employee efficiency and
N

effectiveness on the job (Bontis et al., 2011). Job satisfaction also is a positive reflection

mployees toward their organizational practices and procedures (e.g., compensation,
S

ard, work life balance). Such positive reflection will motivate employees to achieve

the organizational goal (i.e., providing good service quality to the customer) (Schneider,
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Parkington & Buxton, 1980). In addition, when frontline employee satisfied in their job,

the level of role conflict will be least, or disappeared, and the employee are Iwﬂo

&
N3

engage in deliver better service quality (Karatepe et al., 2004).

2.6.3 Job Involvement

Job involvement is one of the positive work attitude ;hav'our Autonomy

given to employee to make decision, management s rt, mult naI team

structure, a sense of strong culture and reward ris@vehaw ur elhaﬁﬂectlve
instruments role to involved employee in organ?eg (A\% 0149\‘,Z~

T~
Dundon and colleagues (2004) c% hat eapl job involvement can

provide beneficial influence on the %andw _Qannization While
Keller (1997) in his study among 0 esgﬁ%"r nd %Iopment organizations

(chemicals, energy, electronl\ scientific i trunﬁ{z industry) found that job
involvement is a good redww?f qufity : g@ quantity of performance and
total performance. In e%, Babi 0&&@996) found that increasing the job

O

involvement can i rea jOb slatlsfa ion. E@byee who are highly involved to their
N

job is likely b ore) satisfi thd]gs#her job. A possible reason is due to the

employee@)lvel n ke some problem that otherwise might explode.
’

Empl e exert m eff?)rt |ﬁgr're|rjob involvement is increasing by more control

an% in their work and g\ct?nore responsibility in work (Pfeffer & Veiga, 1999).

%more Tipu (2014) noted that employee job involvement plays a critical role in

O/eloplng service product innovations.
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Job involvement also is essential for service quality. A study among 380

employees from Railway Company in Iran shown that the customers perceptio
service quality influenced by management commitment to service quality a(dj\sﬂoyee
involvement (Babaeiahari et al., 2012). The study concluded that ging job
involvement (e.g., value employee, increase their participation, and¢establish good
relationship with them) can increase customer's perception o quuality. On the
other hand, if organizations failed to enhance job involve mir'employees, this

could lead to dissatisfaction and unwillingness to exert eces arWo provide

“ax
the desired level of quality of service to the custo@ehesh far E'm@khsh,
4
%

2015). Y' A

In the review of the literature regardin factors t ﬁec&g?ice quality, it

effec@the organizational

was found that there was a lack of studies considered

commitment, job satisfaction, and4 Gﬁ)ylvgm%yrllo A&on service quality. For

L] <§
example, some studies exam ffe f or nlzafqp I commitment on service

quality (e.g. Thornhill et al. i M’Ihot d !\@erjee, 2003; Little and Dean,
[ Q
2006; Tsai & Wu, 2011%I, qué sai, 2014; Hadian, 2017; Heydari

& Lai; 2019), and h&examilwed t eﬁec@ob satisfaction on service quality (e.g.
N

Trivellas & D Mou, 009;"Wagqas eé‘gl.JZOlZ; Kim and Han, 2013), while it was
? '

found tha ere few studies i literature that examined the effects of both

%

=

M , 2004; Ashill et al., 8; Wong & Cheung, 2014).

organi ewcommlt t and juj‘v-satisfaction on service quality (e.g. Malhotra &
0& Nevertheless, most of these studies were conducted in different sectors such as in

e banking, healthcare, and hotel industries, and in developing countries such as Korea

(e.g. Kim and Han, 2013; Wong and Cheung, 2014), the United Kingdom (e.g.



Thornhill et al., 1998; Malhotra and Mukherjee, 2003, 2004), Australia (e.g. Little and
Dean, 2006), New Zealand (e.g. Ashill et al., 2008), Malaysia (e.g. Zumrah et al., A
Taiwan, China (e.g. Tsai & Wu, 2011; Chu, Tseng & Tsai, 2014; Heydari %\019),
Greece (e.g. Trivellas and Dargenidou, 2009), Pakistan (e.g. Waqgas et&l&,ﬂ), India
(e.g. Kansal, 2012), and Indonesia (e.g. Hadian, 2017). Moreover, mWhese studies
measured service quality from the employee's perspectiv Mthan from the
customer’s perspective, thereby still leaving unclear the eff: Yplol'ee attitude such
as organizational commitment, job satisfaction and job Ive nwill service
vious studigs/did n&f-&‘glain
ct serti Iity,@'s, giving
rise to an incomplete understanding of the relationship etw\ emp@;{attitude and

service quality. Based on the previ diaussion, t Ilo@ hypothesis was
proposed: \Y ,<\

) o y >
Hypothesis 5: Organizational 'tmer%msj/elygl&d to service quality

N
Hypothesis 6: Job satis% s positively related t\bj%vice quality
4

&
Hypothesis 7: Job i eme@ﬁvely re to service quality
¢

quality that performed by employees. Furthermore, th

how and by which mechanism employee attit

by

%

&
7 ")O
O

au@ional Commitment, Job Satisfaction and Job

S/

2.7 The Me

K-

gE
’ b
Involvﬁe in the relationshjp-between HRM Practices and Service Quality

\
?holars (e.g. Ostroff & Bowen, 2000; Collins & Smith, 2006; Tzafrir & Gur,
@ ; Takeuchi, Chen & Lepak, 2009) proposed that the HRM practices will influence

individual or organizational performance through different social mechanisms

Lp

(employee work attitudes and behaviors). Based on this argument, this study proposed
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organizational commitment, job satisfaction and job involvement will mediate the

relationship between HRM practices and individual performance (in this studyw

as service quality) as details below. (‘}

2.7.1 Mediating effect of Organizational Commitment in the Mnship between

HRM Practices and Service Quality .i '

As discussed earlier in Section 2.4.1, HRM pract infl enc qYJlty
through social exchange (Tzafrir and Gur, 2007), a tous studie r‘j @IC&IM

impact of HRM practices on service quality (e. et\ ; eno@iZ UEN
h an ;

etal., 2012; Tzafrir and Gur, 2007; Tomar j etal. 8; Browning,

2006; Tsaur and Lin, 2002; Zerbe et aN orsfold, 1999; @son, 1996; Husin

et al., 2012; Tzafrir and Gur, 200 and D %O AE%Ssable reason is that,
organization offered HRM pr gate |ﬁve<§?al exchanges, by offers
practices to develop empl owr e, skills a ablllty, and take care about
employee's wellbeing, one? bec ‘g% ated to exchange that by expend

equal or more effor enef tlha |zat| ch as delivering high level of quality

ha |

Service. &
! (.z
As earlkjs ;&ﬁ 2, HRM practices can enhance employees’
nt

orgamStl commit "It jS\‘}me to the HRM practices represent organization

in |ve o0 establish harmon\relatlonshlp with employee (Hemdi, 2009). A good

Shlp between employees and organization can influence the employee

Oanizaﬂonal commitment (Aggarwal & Bhargava, 2009). In addition, the HRM

practices is perceived by employees as commitment from their organization to cares



about their wellbeing, and recognition of their contribution. As a result, employee will
feel obligated to offer great commitment to their organization (Kooij et al., 201?@

Walter, 2013). (,}

On the other hand, as discussed previously in section 2.6.1, there are m?ny studies
have provided evidence about the significant impact of organiza,% mmitment on

service quality (Wong &Cheung, 2014; Hadian, 2017 wui & Lai, 2019).
Organizational commitment of employees influencess%ual't)‘\b?se it will
positively effects behaviour that related to work and practices desi of s?vice
| &
encounter (Gonzalez & Garazo, 2006). In g employee orga‘éizational
4 Y

commitment also is likely to contribute to feﬁnq\ empngeés and as

consequently delivering high level of sercwlity t?)\th sto eﬁl_ittle & Dean,
2006; Ashill et al., 2008). O

\ A
A
The discussion on previous aphs hav 2 id%?\ytification about the link
between HRM practices and?N‘i e quali Iin\lg‘he ween HRM practices and
organizational commitent, d the iink tvye@anizational commitment and
service quality. The%rte scenari il tﬁ(ﬁdcessary conditions to establish the
mediating effect (&‘n K 6; Ke&ﬁet al., 1998; Noor, 2011; Villanueva &

Djurkovic, 2009ZUmrah, 2012). iTherefore, this study assumes that organizational

commit %ﬂate}t e refationship:between HRM practices and service quality in
% s
c

higher education sector. This assumption also is based on the evidence that recognized

<

0 Mtional commitment can play the role as a mediator (Tsai & Wu, 2011). For

Omple, Ko and Smith-Walter (2013) found that employee’s organizational

mmitment mediates the relationship between HRM practices and public



organizational outcomes that stem from a positive social exchange. Thus, the following

hypothesis is proposed: Y'

Hypothesis 8: Organizational commitment mediates the relationship 55@ HRM

practices and service quality

2.7.2 Mediating effect of Job Satisfaction in the Relati ;ip Petween HRM

Practices and Service Quality .\d Y'
S

L ]
As discussed earlier in Section 2.4.1, for th@)f HRM p tic!s ‘O}Prservice
4 b 4§
quality through social exchange (Tzafrir and GW? M ormed;t\h(s effect by

previous studies (e.g. Wirtz et al., 2008; k{r%@b‘ ., 2012; izafrir and Gur,

2007; Tomar and Dhiman, 2013; Li ethDS; ownj 00 ;Qaur and Lin, 2002;

Nt

Zerbe et al., 1998; Worsfold, 1999%Morriso sne[,%l..,, 012; Tzafrir and Gur,

9 Q—
rocﬁd,he initiative of organization

ts to benefit that organization,

2007; Jago and Deery, 2002). K mplo

by offered HRM practices bwgnd eiual
:evei>3

such as delivering high fq%

cel
&

Based on pre di Sea.tf}\dd 2.4.3, HRM practices have significant
and positive i ceo jot:s aEt'icaj‘TRooij etal., 2010; Boon et al., 2012; Khushk,
2019). @ang-a bqj"/ang @1\1) concluded that HRM practices are the key
factors

job satisfaction. The@;?s?ble reason is due to when employees feel HRM
\

N provided to support them and recognize their effort and increase their

%eing, then employees reciprocate that by positive attitude such as job satisfaction

Qardner et al., 2001; Gould-Williams, 2003).
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The previous section 2.6.2 also documented that employee’s job satisfaction is
very important element to delivering required level of service quality (Helkw
Aarikka-Stenroos, 2015; Oh & Kim, 2017). It means that when employee(%ked in
their organization, is become very simple for organizations to deli d service
quality to their customer. On the contrary, when employees dlSS&tISfW\Ot happy in
their work, delivering desirable level of service quality be alm sible (Zeithaml,
1996). A possible reason is due to employee's perception Oy;z'ltional practices
and procedures reflected the customer's perception tow. ervi M‘chnelder

_@Y
’ b &
ationship k{%ﬁﬁeen HRM
enj ‘5'{?

tisfaction and

Parkington, & Buxton, 1980).

The previous discussion provide evidencelabo t

practices and employees job satisfaction, ewlonshi

service quality. Those perspectives Nces ary an

139

uffic@ to establish the

mediation effect (Baron & Kenny e c&)k r, 2011; Villanueva &
Djurkovic, 2009; Zumrah, Therefere, u <#study assume that job
satisfaction mediate the rela ip be’w M @lces and service quality. This

)
assumption also is base VI e@nized job satisfaction can play the

C

role as a mediato é&elaha et 2012,$Faotao & Bingxiang, 2020). Thus, the

following hyp@m or;o\s? "l (j_)o

Hypothesis says cti d@ the relationship between HRM practices and
§

service'gua S
S

S



2.7.3 Mediating effect of Job Involvement in the Relationship between HRM

Practices and Service Quality YV

previous section 2.4.1, shows the effect of HRM practices on S@uality
through social exchange (Tzafrir and Gur, 2007), due to employess reciprocate the

initiative of organization by offered HRM practices by expend ew ore efforts to

benefit that organization, such as delivering high level of service. and this

e‘o, 2012: Tomar

usmthvaI.,
| &

relationship conformed by previous studies (e.g. Wirtz et al
b4

and Dhiman, 2013; Li et al., 2008; Browning, 2006; Isaur
2012).
4
Y

Pervious section 2.4.4 shows thatjob% me \enced %&M practices
(Akpan, 2012; Huang et al, 2016). A Ksﬂeason I Whéﬁrganizations take

care about employee well-being (threugh traini d ,@Qt and compensation),
employee will reciprocate that_t poSitive attitude @ behaviour such as job
involvement (Eisenberger & I—Mgto %j \i‘l

On the other han%ivious',s stlj g,é.ézk'o argue that job involvement has

important role ir&?@ce serw ality eshtifar & Emambakhsh, 2015). A

possible reasonige\t
G | 2g O

involveme feffer & Veiga, é)@other reason is because job involvement can
I );

emp (irt mQé%ffort when they have high level of job

ee Ie&e

to quality service to o@ners (Babaeiahari et al., 2012).

R

he previous discussions have shown direct influence of HRM practices on job

O/OIvement, and job involvement on service quality. Such scenarios are necessary

conditions to establish the mediating variable (Baron & Kenny, 1986; Kenny et al.,

enhanc gtisfa@ toward the organization and consequently able
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1998; Noor, 2011; Villanueva & Djurkovic, 2009; Zumrah, 2012). Therefore, this study
assume that job involvement could mediate the relationship between HRM p
and service quality. This assumption also is based on the evidence that re ized job

involvement can play the role as a mediator (Cheung & To, 2010; B

2012). Thus, the following hypothesis is proposed: ?

Hypothesis 10: Job involvement mediates the relationship bet\wMRM practices and

ari et al.,

service quality

2.8 Summary of Hypotheses N
Based on previous discussions in @%‘n 6 :& 7 ghelow irge e summary of

proposed hypotheses in this study (see Tal 2.1)\ _\O
& >, &
Table%wn;ﬁloiy ‘pthe&?)
N RN
Hypothesis Statement
H1 HR ract‘lgesl\mﬁﬂ\gl-y r@ to service quality
& “NJ ,i"
i ositively.related to organizational commitment

O

% iges is positively related to job satisfaction
b
AA \Y.

HRM practices iS)positively related to job involvement
S

@45 Organizational commitment is positively related to service quality
\T H6 Job satisfaction is positively related to service quality
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H7 Job involvement is positively related to service quality

A v o~ {
Organizational commitment mediates the relationship betwe\‘

HRM practices and service quality .\. :' ,

H8

Job satisfaction mediates the relationship between chtices
H9

and service quality \/

Job involvement mediates the relationship M practices

H10
and service quality I

2.9 Conceptual Framework of the Study z

Figure 2.1 shows the concepNR.ework forythis s . The framework
connected the variables of HRM :&@ org@ : r@tment job satisfaction

together ba d‘bnA ﬂ&)roposed hypotheses (see

job involvement, and service

Table 2.1). The framework S thal HR actic \ould influence organizational
commitment, job satis , job |gy Iv ef Qserwce quality. In addition, the
framework also thatlorg i tlona.ééfnmltment job satisfaction and job

mvolvement n u nce ce q&()_py Finally, the framework assumes that
s

organlzatl c mitment;yjo sakﬁf_actlon job involvement could mediate the

relatio b tween“:| pﬁctl nd service quality.

= S
§
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Organizational
Commitment

Job
Involvement

Service
Quality

HRM
Practices

Job
Satisfaction

2.10. Chapter Summary S
‘% @ =,
" &
on amera'n\h@ review for human resource
JrefbigS

vice qal% egarding HRM practices, the

chapter has reviewed the cofice O&Q n res@é management and its practices, the

theories of HRMNe cQ l ue
| Ny ) O .
this chapter h% ded a Gis sion aﬁmjt the concept of service quality, the model

This chapter has provided a dis

management (HRM) practiceés and

s of practices. Regarding service quality,

@,

of servi@ the’c,i nifigant’of sérvice quality and the factors that influence service
n

4

quality: end, the chapterc%gl.;lin the summary of proposed hypotheses and the

C Wal framework of this study. The next Chapter Three will provide a discussion

0 ut the methodological aspect of this study.
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