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ABSTRACT 

Telecom call centres in Pakistan are facing the issue of poor employees' service 
recovery performance. This study was undertaken to investigate the contributing factors 
of internal marketing practices, role stressors, and workplace social support towards 
employee service recovery performance. It also tested the role of affective 
organisational commitment to mediate the link between the factors and service recovery 
performance. Besides, the moderating effect of customer orientation on the relationship 
between affective organisational commitment and service recovery performance was 
also examined. The theories of equity and the reformulation of attitude were integrated 
to explain the relationship between the variables in the research model. Survey data 
were gathered from a sample of 318 telecom call centre employees of five telecom 
companies operating in Pakistan. Using the PLS-SEM to analyse the data and test the 
hypotheses, the present study showed that employee rewards, employee training, role 
ambiguity, organisational support, and supervisor support were significantly related to 
service recovery performance. Moreover, the results revealed that affective 
organizational commitment mediated the relationship between internal marketing 
practices, role ambiguity, organizational support, supervisor support, and service 
recovery performance. Additionally, the results found that customer orientation 
moderated the relationship between affective organisational commitment and service 
recovery performance. The findings suggest that managers of the call centers develop 
internal marketing practices and workplace social support strategies to enhance an 
affective organisational commitment so that service recovery performance of call center 
employees could be improved. Moreover, the management should focus on developing 
a customer-oriented culture to enhance employees' service recovery performance in 
call centers in Pakistan. 

Keywords: service recovery performance, affective organisational commitment, 
internal marketing practices, role stressors, workplace social support, call centres, 
Pakistan 
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ABSTRAK 

Pusat panggilan telekom di Pakistan sedang menghadapi isu prestasi pemulihan 
perkhidmatan yang lemah dalam kalangan pekerjanya. Kajian ini dijalankan untuk 
menyiasat fa.ktor-faktor penyumbang kepada amalan pemasaran dalaman, penyebab 
tekanan peranan, dan sokongan sosial di tempat kerja terhadap prestasi pemulihan 
perkhidmatan pekerja. Kajian turut menguji peranan kornitmen organisasi afektif 
sebagai pengantara yang menghubungkan faktor-fa.ktor dan prestasi pemulihan 
perkhidmatan. Di samping itu, kesan penyederhana orientasi pelanggan terhadap 
hubungan antara kornitmen organisasi afektif dan prestasi pemulihan perkhidmatan 
juga telah dikaji. Teori ekuiti dan teori perumusan semula sikap telah diintegrasikan 
untuk menjelaskan hubungan di antara pemboleh ubah-pemboleh ubah di dalam model 
kajian. Data kajian telah dikumpul daripada sampel yang merangkurni 318 orang 
pekerja pusat panggilan telekom dari lima buah syarikat telekomunikasi yang 
beroperasi di Pakistan. Dengan menggunakan PLS-SEM untuk menganalisis data dan 
menguji hipotesis, kajian ini menunjukkan bahawa ganjaran pekerja, latihan pekerja, 
kekaburan peranan, sokongan organisasi, dan sokongan penyelia adalah signifikan 
dengan prestasi pemulihan perkhidmatan. Selain itu, dapatan kajian mendedahkan 
bahawa komitmen organisasi yang afektif sebagai pengantara yang menghubungkan 
amalan pemasaran dalaman, kekaburan peranan, sokongan organisasi, sokongan 
penyelia, dan prestasi pemulihan perkhidmatan. Tambahan pula, keputusan kajian 
mendapati bahawa orientasi pelanggan menyederhanakan hubungan antara kornitmen 
organisasi afektif dan prestasi pemulihan perkhidmatan. Hasil kajian juga 
mencadangkan agar para pengurus pusat panggilan membangunkan amalan pemasaran 
dalaman dan strategi sokongan sosial di tempat kerja untuk meningkatkan komitmen 
organisasi yang lebih berkesan supaya prestasi pemulihan perkhidmatan pekerja pusat 
panggilan boleh dipertingkatkan. Tambahan lag~ pihak pengurusan perlu memberi 
fokus untuk membangunkao budaya berorientasikan pelanggan bagi meningkatkan 
prestasi pemulihan perkhidmatan pekerja di pusat-pusat panggilan di Pakistan. 

Kata kunci: prestasi pemulihan perkhidmatan, komitmen organisasi afektif, amalan 
pemasaran dalaman, penyebab tekanan peranan, sokongan sosial di tempat kerja, pusat 
panggilan, Pakistan. 
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1.0 Introduction 

CHAPTER ONE 

RESEARCH OVERVIEW 

This chapter presents the background of this research, followed by the problem 

statement that justifies the present study. Next, the research questions, the research 

objectives, the scope of the study, the significance of this research, and the definition 

of key terms are elaborated. 

1.1 Background of Study 

The growth of global businesses and the development of modem technology have 

contributed to the rise of a service-dominated economy all over the world (Nissan, 

Galindo, & Mendez, 2011). The service sector is identified as a crucial contributor to 

accelerating economic growth and furthering economic development in developed and 

developing countries (Gani & Clemes, 2013; L~ Clemes, & Gani, 2015), including the 

Asian countries (Gani & Clemes, 2010). 

Previously, the service sector was considered as a residual tertiary sector after the 

manufacturing sector and the agricultural sector in many developing countries (Gani & 

Clemes, 2013). However, during the last two decades, the importance of the service 

sector to the economy was significantly increased compared to the industrial and 

agriculture sectors in many countries for various reasons, such as lower capital 

requirements, rapid effects on economic growth, and ease ofrelocating the business to 

other places. Also, technological innovations and advancements have aided much in the 

evolution of the service sector (Li et al., 2015). 



In Pakistan, the service sector is also proliferating. The growth rate of this sector is 

higher than that of the industrial and agriculture sectors as shown in Table 1.1 (Pakistan 

Economic Survey, 2017-18). The overall contribution of the service sector to Pakistan's 

gross domestic product (GDP) was 60.23 percent in 2017-18 (Pakistan Economic 

Survey, 2017-18). 

Table 1.1 
Sectoral Contribution in GDP in Pakistan 
No Sector 2013-14 2014-15 2015-16 2016-17 2017-18 

1 Agriculture 21.10% 20.71% 19.84% 19.22% 18.86% 

2 Industrial 20.45% 20.67% 20.90% 20.91% 20.91 % 

3 Services 58.44% 58.61 % 59.26% 59.87% 60.23% 

Source: Pakistan Economic Survey (2017-2018) 

The telecommunication sector is an indispensable part of the economic growth in all 

economies (Danish, Ahmad, Ateeq, Ali, & Humayon, 2015). The global 

telecommunication sector grew rapidly in the last ten years, primarily because of 

technological advancements and the increasing tendency of smartphone usage (Afzal, 

Shabbir, Faisal, & Shabbir, 2016). In Pakistan, the telecom sector has risen mainly due 

to the liberalization of investment and trade, healthy competition, and favorable policies 

of the government (lmtiaz, Khan, & Shakir, 2015) . The number of subscribers increased 

in the last five years from 127 million to l 39 million in 2017 (Pakistan 

Telecommunication Authority, 2017), and the share of the telecom sector in services 

was 13.32% in 2016-17 as shown in Table 1.2 (Pakistan Economic Survey, 2016-17). 

According to the Pakistan Telecommunication Authority (PTA), the revenue of the 
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telecom sector reached an estimated Rs. 467 billion in 2017. The revenue is expected 

to increase in the coming years due to 3G and 4G LTE fraternity (Khan, Abbasi, 

Waseern, Ayaz, & Ijaz, 2016), contributing further to the GDP of Pakistan in the future. 

Table 1.2 

Telecom Sector Growth, Total Subscribers, and Share in Services (2013-2017) 
No Year Share in Services sector Growth Rate Subscribers 

1 2013 13.30% 2.88% 127,737,286 

2 2014 13.34% 3.90% 139,974,754 

3 2015 13.40% 5.07% 114,658,434 

4 2016 13.44% 4.89% 133,489,014 

5 2017 13.32% 4.44% 139,758,1 16 

Sow-ce: Pakistan Economic Survey (2017) 

However, Pakistan's telecommunication industry is growing above average (refer 

Table 1.2) (Ahmad, Hussain, & Rajput, 2015), resulting in fierce competition for new 

customers among telecom service providers (Ali et al., 2010). The telecorn sector in 

Pakistan is also facing difficulties due to national and international competition in the 

market (Shoaib, Noor, Tirm.izi, & Bashir, 2009). In this situation, companies should be 

concerned about delivering excellent service quality to customers and developing a 

policy to develop customer loyalty if the companies are to survive in the competitive 

market (Danish et al., 2015). 

Io addition to the intense competition, the sector also has witnessed a rising number of 

customer complaints registered on the portals or through call centers in the last five 

years (PTA, 2017). For instance, in 2013, PTA received 29,714, complaints from 
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customers against telecom service providers (PT A, 2013). Since the service providers 

failed to resolve these complaints effectively through their customer service 

representatives (CSRs), customers had to go to the higher authority such as PT A to 

complain (PTA, 2017). Table 1.3 shows that the number of registered complaints 

increased from 36,092 in 2014 to 43,621 in 2017 (PTA, 2017), an increase of 18%. 

These complaints, shown in Table 1.4 include poor customer services, billing related 

problems, packages, misuse of service, illegal practices, verification issues, misleading 

statements, refund, and NINP (mobile number portability). All service complaints are 

handled by frontline employees (FLEs) who are called customer service representatives 

(CSRs). The CSRs are responsible for resolving these complaints (Javed, Azarn, Fazai 

& Butt, 2013). 

Table 1.3 
Number of Customer Complaints against Telecom Operators (2013-2017) 
No. Year. Annual Revenue. Subscribers. Complaints. 

1 2013 439 Billion 127 Million 29,714 

2 2014 463 Billion 139 Million 36,092 

3 2015 449 Billion 114 MiJ!ion 40,445 

4 2016 456 Billion 133 Million 34,723 

5 2017 467 Billion 139 Million 43,621 

Source: Pakistan Telecommunication Authority (2017) 

Arslan, Iftikhar, and Zaman (2014) argued that the responsiveness of FLEs in handling 

customer complaints is a dominating factor that contributes to the effective service 

recovery of the organization. Ibrahim, Sadiq, and Sajid (2008) further asserted. that easy 

complaint registration process, quality of repair service, operator promptness and 
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behavior at the time of service recovery are key parameters that determine customer 

service competence. Bhutto and Maqsood (2007) stressed that organizations need to 

improve frontline staff's performance in delivering service recovery and a quick 

resolution of a customer complaint to be seen as effective. 

Table 1.4 
Nature of Complaints Received by Pakistan Telecommunication Authority (PTA) 
(2013-20172 
Nature of Complaint 2013 2014 2015 2016 2017 

Package 743 902 1011 1097 2063 

Billing 921 1155 1173 1236 1705 

Illegal Practices 5141 4800 5298 4321 7012 

Verification issues 624 2743 3923 2787 3370 

Poor customer services 6062 2453 4166 5755 6823 

Misuse of services 12760 18279 18322 15725 19659 

MNP related 862 1083 1294 1138 753 

Misleading statements 605 835 961 603 629 

Refunds of amount 101 I 1288 1633 1034 1564 

Others 17 21 19 27 46 

Total 29714 36092 40445 34723 434621 

Source: Pakistan Telecommunication Authority (2013-17) 

The above statistics on complaints shows that telecom companies are not only facing a 

fierce competition locally and globally in pricing and provision of new technology but 

also in providing high-quality services (Khan et al., 2016). The statistics on complaints 

also indicate a service failure in terms of poor service recovery, resulting in companies 

losing a constant stream of revenues from their customers through their lifetime usage 

value (Ahmad et al., 2015). As a consequence, customers are likely to be dissatisfied 

with the product/service and less loyal towards the company (Masdek, Rozana, Abdul 

Aziz, & Awang, 2011). 

5 



The literature indicates that successful service recovery depends much on the 

performance ofFLEs, which is known as service recovery performance (SRP) (Daskin 

& Yilmaz, 2015). SRP involves the actions taken by FLEs to resolve customer 

complaints effectively and get customers back to the satisfaction state (Oentoro, 

Popaitoon, & Kongchan, 2016), leading to customer's perceptual, intentional, affective, 

and behavioral outcomes such as customer repurchase intention (Piaralal, Mat, Piaralal, 

& Bhatti, 2014). PTA (2017) indicated that FLE's oftelecom call centers are failing to 

resolve these complaints (mentioned in Table 1.4) consequently, customer go to the 

higher authority (e.g., PTA) for the resolution of their complaints. 

FLE performance is the most critical component in service recovery to build a strong 

customer relationship and maintain an organization's image (Karatepe & Vatankhah, 

2015). Because the first contact employees such as those who working as CSR's in call 

centers are the first to receive complaints of dissatisfied customers, these employees are 

expected to deliver the most effective service recovery instantly to restore customer 

satisfaction (Gibbs & Ashill, 2013; Oentoro et al., 2016; Piaralal et al., 2014). That is, 

FLEs' action is highly responsible for a customer's positive or negative service 

experience (Van, Bloemer, & Henseler, 2012). According to Augusto, Trindade, and 

Vargas (2007), poor service incidents cannot be recovered without the efforts of the 

service employees. Daskin and Yilmaz (2015) supported this argument that a successful 

service recovery highly depends on the behavior and efforts of FLEs who handle 

customer complaints. Because FLEs are also the major source to provide information 

and suggestions about customer's complaints or request (Karatepe, 2012b), they are 

likely to make unhappy customers happy again during a service encounter (Babakus, 
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Yavas, Karatepe, & Avci, 2003; Yavas & Babakus, 2010). So companies should focus 

on the FLEs particularly those who interact directly (face-to-face or voice-to-voice) 

with customers during customer service recovery (Piaralal, Bhatti, Piaralal, & Juhari, 

2016) and develop relevant strategies to increase the performance of FLEs to achieve 

customer satisfaction and loyalty that ultimately affect the firm's profit and market 

share (Danish et al., 2015). 

While FLEs are expected to good performance during customer service delivery, the 

reality is that not all FLEs perform as expected. Gross, Caruso, and Conlin (2007) 

revealed that 56% of employees of the service firms in the USA could not correctly 

respond to fix service failures. The US National Customer Rage Survey 2013 showed 

that only 21 % customers who complained about a service failure were satisfied with 

the service recovery efforts of the service employee (Grainer, Noble, Bitner, & 

Broetzmann, 2014; Yang, Lee, & Cheng, 2015). Similarly, in Pakistan, PT A found that, 

on average, more than 1,000 customer complaints were made against rude and non

professional behavior of CSRs during service recovery. That ultimately leads to 

customer dissatisfaction (Masdek et al., 2011). 

In light of the situation telecom companies in Pakistan face, there is a need to prepare 

FLEs for the upcoming challenges and make them ready to face unexpected service 

encounters and enhance the quality of services (Asirn, Waqas, & Cheema, 2012). 

Service providing firms should also formulate appropriate strategies for customer 

service employees to deliver a high level of performance to develop customer 

satisfaction and loyalty (Piaralal et al., 2016). When employees perform well, 
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customers will be satisfied, and the overall performance of the company will be 

increased as a result (Khan et al., 2016). 

1.2 Problem Statement 

Since the 1970s, companies have collectively spent billions of dollars to upgrade their 

corporate complaint-handling practices to improve customer services. Despite the 

establishment of various call centers, enhanced technology, and staff training, 

companies are still not able to provide better customer services, and complainant 

satisfaction is lower today, than in 1976 (Grainer et al., 2014). Service firms that are 

not able to successfully handle customer complaints not only risk losing dissatisfied 

customers due to competition but also an ultimate failure (Kumar, Isa, Hin, & Abdullah, 

2012). 

In the service sector, service recovery mainly depends on FLEs of a call center. These 

employees are also known as CSRs (Johnston & Michel, 2008; Oentoro et al., 2016). 

Because the CSRs are the first port to receive complaints of dissatisfied customers, they 

are supposed to deliver the most effective service recovery immediately (Gibbs & 

Ashill, 2013). Therefore, they are significantly responsible for a customer's positive or 

negative service experience (Van et al., 2012). 

Studies focusing on factors that influence service recovery performance (SRP) of 

frontline employee, such as management commitment to service quality (Rod & Asbill, 

20 l 0), internal marketing practices (Chang & Chang, 2009; Kanyurhl & Bugandwa, 

2016), human resource factors (Piaralal et al., 2016), high performance work practices 

(Gibbs & Ashill, 2013; Karatepe & Vatankhah, 2015), and leadership and service 
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technology (Ashill, Rod, & Canuthers, 2008) are abundant. However, according to 

Daskin and Yilmaz (2015) and Kim and Oh (2012), limited studies have examined the 

possible impact of management factors on FLEs ' ability to effectively recover service 

failures. Furthermore, Kumar et al. (2012) stated that gaps still exist in tenns in the 

literature on the SRP of FLEs in call centers as follows: 

Firstly, several studies have been carried out to evaluate the effects of internal 

marketing practices ( e.g., employee empowerment, employee rewards, internal 

communication, and employee training), employee outcomes (e.g., organizational 

commitment), and marketing-oriented factors ( e.g., customer service orientation) on 

SRP. However, the results of these studies have been mixed. For instance, Ardahan 

(2007) and Kim and Oh (2012) revealed that empowerment, such as authority 

assignment, did not have a significant influence on employee SRP. However, Baron et 

al. (2005); Piaralal et al. (2016); Yavas and Babakus (2010), and Rod, Carruthers, and 

Ashill (2006) found that empowerment was the most significant factor in service 

recovery. On the effect of employee rewards, Piaralal et al. (2014); Rod et al. (2006), 

and Yavas, Karatepe, Avci, and Tekinkus (2003) did not find any significant 

relationship. Such a finding is inconsistent from that reported by Ashill et al. (2008), 

and Masdek et al. (2011). While Yavas et al. (2003) revealed an insignificant link 

between organizational commitment and employee SRP, Ashill et al. (2008) and 

Piaralal et al. (2016) found a positive effect. 

On the influence of customer service orientation, Piaralal et al. (20 l 6), who conducted 

a study in the insurance industry in Malaysia, a positive effect on SRP. Other studies 

also reported a similar effect (e.g., Anaza, Rutherford, & Widdows, 2012; Ardahan, 
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2007; Kim & Ok, 2010; Liang, Tseng, & Lee, 2010). However, few scholars did not 

make a similar observation (Ashill, Baron, Carruthers, & Krisjanous, 2005; Boshoff & 

Allen, 2000; Crawford & Riscinto, 2011; Yavas et al., 2003). On the effect of employee 

training, a mixed result was also reported. While Rod et al. (2006) found that customer 

service training did not influence SRP, Masdek et al. (2011) and Daskin and Yilmaz 

(2015) found a positive impact. 

On the relationship of internal communication, some studies revealed that internal 

communication significantly correlated with the FLE's service quality for instance, 

(Opoku, Atuobi, Chong, & Abratt, 2009), and employee performance (Ieong & Lam, 

2016). On the other hand, Lahap, Said, Rose, Sumarjan, and Mohi (2014); To, Martin, 

and Billy (2015) revealed that internal communication not significantly corelated with 

service quality delivered by the FLE. Therefore, the inconsistent results suggest that 

more research is required to confirm the past findings of the relationship between 

empowerment, employee rewards, organizational commitment, and employee training 

on employee SRP. 

Furthermore, the telecom sector facing the issue of continuously increasing customer 

complaints of poor service recovery (refer table 1.3). These complaints are handled by 

the FLE's because they are the first port to receive the customer complaints and highly 

responsible to resolve the customer complaint on the priority basis to restore the 

customer satisfaction (Ahmad et al., 2015). Unfortunately, FLE's are not able to resolve 

these complaints effectively as identified by (Ahmad et al., 2015; Khan et al., 2016), 

and the complaints statistics of poor service recovery are increasing from last five years 

(PT A, 2017). Consequently, customers are likely to be dissatisfied with the negative 
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service experience and less loyal towards the company (Javed et al., 2013). In the light 

of above discussed issue of poor service recovery of telecom call center employee, this 

study tend to focus on the factors which might effect the perceptions of FLE leading 

toward the effective SRP. 

Moreover, past studies tended to focus on the effect of internal marketing practices on 

the performance of employees (Jeong & Lam, 2016; Lahap et al., 2014; Opoku et al. , 

2009; To et al., 2015). However, few have looked at the influence of internal 

communication on employee SRP. Additionally, only a few internal marketing 

practices were considered in the past, such as employee training and rewards (Benea, 

2008; Boukis, Kaminakis, Siampos, & Kostopoulos, 2015; Ieong & Lam, 2016), 

selection and appointment (Ahmad & Al-Borie, 2012), and internal communication 

(Jeong & Lam, 2016; Opoku et al., 2009). However, tlus study investigated four internal 

marketing practices (namely, internal communication, employee rewards, employee 

training, and employee empowerment), which are postulated as the most relevant 

factors to influence the behavior of service employees (Huang & Rundle-Thiele, 2014; 

Piaralal et al., 2016). 

Secondly, the literature suggests that our theoretical understanding of how FLEs can 

improve their SRP and contribute toward the complaint-handling process is limited 

(Van der Heijden, Schepers, Nijssen, & Ordanini, 2013). According to Kim and Oh 

(2012), limited studies have indicated the important role of attitudinal parameters, such 

as organizational commitment (Ashill et al., 2008; Rod & Ashill, 2010) and job 

satisfaction (Rod et al., 2006) that can link organizational effort with employee SRP. 
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Hence. this study investigated the role of attitudinal responses, i.e., organizational 

commitment to SRP. 

Thirdly, it is widely acknowledged that organizational commitment is a key influencer 

of employee SRP (Piaralal et al., 2016). (Rod & Ashill, 2010) asserted that FLEs who 

are affectively committed (i.e., those who identify and are involved in) to their 

organization tend to demonstrate a high-standard performance and perceive service 

quality highly. However, surprisingly, few studies have looked at the mediating role of 

affective dimension of organizational commitment with employee SRP. Yavas and 

Babakus (2010) revealed that affective organizational commitment partially mediated 

the effect of management commitment on the link between service quality and 

employee SRP. This study investigated the mediation of affective organizational 

commitment in the relationship between internal marketing practices, role stressors, 

workplace social support and employee SRP as suggested by previous research 

(Karatepe & Vatankhah, 2015; Masdek et al., 2011). Affective organizational 

commitment as a mediator will illuminate how affective organizational commitment 

affects employee SRP. 

Fourthly, past literature identified customer service orientation as one of the essential 

factors in affecting SRP in the service sector (Ashill et al., 2008; Cengiz & Kirkbir, 

2007b; Piaralal et al., 2016; Rod & Ashill, 2010). However, past studies tended to 

investigate a direct relationship between customer service orientation and SRP and did 

not consider the moderating role of customer service orientation on the relationship 

between affective organizational commitment and SRP. Since past studies found a 

positive link between customer service orientation and customer satisfaction and 
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service quality (Brady & Cronin, 2001; Hennig-Thurau, 2004), it is reasonable to 

theorize that affective organizational commitment will enhance SRP further when 

employees are high in customer service orientation. Moreover, Rafaeli, Zildik, and 

Doucet (2008) suggested that managers should concentrate on instilling customer 

service orientation in their employees. Also, the inconsistent results presented earlier 

suggest a need to consider a moderator. Baron and Kenny ( 1986) argued that a 

moderator might be introduced in a relationship between an independent and a 

dependent variable that is not fully established as significant or consistent. 

Fifthly, most studies on SRP of frontline employees were carried out in healthcare (Rod 

& Ashill, 20 l 0), banking (Y avas et al., 2003), hospitality ( Ardahan, 2007), and 

insurance (Piaralal et al., 2016) in different countries like New Zealand, Turkey, 

Thailand, and Malaysia. However, the limited investigation was conducted mainly in 

the telecommunication industry in Pakistan. Due to differences in socio-economic 

conditions and culture, the existing results may not be generalizable (Yavas et al., 

2003). 

Finally, in Pakistan, limited studies have been conducted on FLEs. For instance, 

Mehmood, Ahmad, Irum, and Ashfaq (2016) studied turnover intentions of customer 

service representatives in Pakistani banks. Recently, Khan (2014) studied 

organizational cynicism among bank employees. Rehman, Karim, Rafiq, and Mansoor 

(2012) investigated emotional exhaustion and turnover intention among CSRs in call 

centers located in Pakistan. However, studies to investigate the SRP of FLEs 

particularly in the telecom sector in Pakistan are scarce. 
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1.3 Research Questions 

Based on the gaps identified, the present study aims to provide answers to the 

following research questions: 

1. Are there significant relationships between internal marketing practices (namely, 

internal communication, employee rewards, employee training, and employee 

empowerment), role stressors (namely, role ambiguity, role conflict, and emotional 

exhaustion), and workplace social support (namely, organizational support, 

supervisor support, and coworker support) and service recovery performance? 

2. Are there significant relationships between internal marketing practices (namely, 

internal communication, employee rewards, employee training, and employee 

empowerment), role stressors (namely, role ambiguity, role conflict, and emotional 

exhaustion), and workplace social support (namely, organizational support, 

supervisor support, and coworker support) and affective organizational 

commitment? 

3. Does affective organizational commitment mediate the relationship between 

internal marketing practices (namely, internal communication, employee rewards, 

employee training, and employee empowerment), role stressors (namely, role 

ambiguity, role conflict, and emotional exhaustion), and workplace social support 

(namely, organizational support, supervisor support, and coworker support) and 

service recovery performance? 

4. Does customer service orientation moderate the relationship between affective 

organizational commitment and service recovery performance? 
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1.4 Research Objectives 

Consistent with the research questions, the present research aims to addresses the 

following research objectives: 

1. To determine the relationship between internal marketing practices (namely, 

internal communication, employee rewards, employee training, and employee 

empowerment), role stressors (namely, role ambiguity, role conflict, and emotional 

exhaustion), and workplace social support (namely, organizational support, 

supervisor support, and coworker support) and service recovery performance. 

2. To investigate the relationship between internal marketing practices (namely, 

internal communication, employee rewards, employee training, and employee 

empowerment), role stressors (namely, role ambiguity, role conflict, and emotional 

exhaustion), and workplace social support (namely, organizational support, 

supervisor support, and coworker support) and affective organizational 

commitment. 

3. To evaluate the mediating effect of affective organizational commitment between 

internal marketing practices (namely, internal communication, employee rewards, 

employee training, and employee empowerment), role stressors (namely, role 

ambiguity, role conflict, and emotional exhaustion), and workplace social support 

(namely, organizational support, supervisor support, and coworker support) and 

service recovery performance. 

4. To assess the moderating impact of customer service orientation on the relationship 

between affective organizational commitment and service recovery performance. 
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1.5 Significance of Study 

The present study has theoretical and practical significance discussed below. 

1.5.1 Theoretical Contribution 

This study extends the understanding of the influence of internal marketing practices, 

role stressors, and workplace social support on employee SRP at the individual level of 

analysis in Pakistan. To the best of the author's knowledge, there are a few studies that 

simultaneously investigated the relationship between internal marketing practices 

namely, internal communication, employee rewards, employee training, and employee 

empowerment), role stressors (namely, role ambiguity, role conflict, and emotional 

exhaustion), and workplace social support (namely, organizational support, supervisor 

support, and coworker support) and employee SRP and integrated affective 

organizational commitment as a mediating variable and customer service orientation as 

a moderator within a single framework. The simultaneous investigation of the predictor 

variables can give information on the relative usefulness, that could possibly be very 

constructive, of the predictors particularly in enhancing SRP. 

Furthermore, this study explored at the aspects of employee perception regarding the 

internal marketing practices, role stressors, and workplace social support toward 

affective organizational commitment and employee's SRP by using equity theory 

(Adams, 1965) where individuals are motivated to reduce perceived inequity. 

Therefore, this study adds new theoretical linkages and empirical evidences on the 

interaction between predictor variables, such as internal marketing practices, role 

stressors, and workplace social support, toward affective organizational commitment 

and service recovery performance. 
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Moreover, by considering affective organizational commitment as a mediator, this 

study contributes to the scarce literature on employee's service recovery. It also adds 

to the existing literature by introducing emotional parameters (i.e., emotional responses 

of the employee) based on Bagozzi (1992) reformulation of attitude theory in 

understanding the factors that influence SRP of FLEs. This will give a better picture of 

the role of affective organizational commitment in influencing SRP. The study also 

contributes to the theoretical understanding of how customer service orientation affects 

employee SRP as a moderator, allowing researchers to comprehend better the effect of 

each factor on employee SRP. 

1.5.2 Practical Contribution 

The findings of this study are important for the development of the telecom industry in 

the south Asia region in general and specifically .in Pakistan because of limited studies 

in this specific region. Furthermore, this study is useful to the management of the 

telecom call centers in assisting them to develop appropriate service recovery policies 

and customer-driven strategies by addressing employee SRP in Pakistan. This study 

will also help the managers understand better the importance of providing service right 

at the first time. 

1.6 Scope of the Study 

The scope of this study covers the relationship between internal marketing practices, 

role stressors, and workplace social support toward employee's SRP and how they are 

mediated by affective organizational commitment, and how affective organizational 

commitment and service recovery performance moderated by customer service 

orientation. This study limited to the call centers of telecommunication industry in 
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Pakistan because of a high number of service complaints and service failure, that can 

affect firm ' s sales and market share, and customer lifetime value (Ahmad et al., 20 I Sb). 

The unit of analysis will be the frontline call center employees of five telecom 

companies namely Zong, Mobilink, U fone, Telenor, and Warid which are operating in 

Pakistan. 

1.7 Definition of Key Terms 

The following is the definition of the key tenns used in this study: 

• Service recovery performance--Defined as the effective ability of a service 

employee ' s behavior and actions to resolve the service failures and get back 

client' s satisfaction (Boshoff & Allen, 2000; Yavas et al., 2003). 

• Employee rewards--Defined as an inducements employees receive from their 

organization such as compensation, appreciation, position and social identity 

(Boshoff & Allen, 2000). 

• Employee training-- Refers to the programs given by an organization to enhance 

attitude and work-related skills of employees ( (Boshoff & Allen, 2000). 

• Employee empowerment--Refers to authority to make decisions about the work

related activities. By empowering the employees, management demonstrates its 

commitment toward service quality by giving the employees the authority and 

charge to deliver outstanding service delivery (Yavas et al., 2003). 

• Internal communication--Defined as the transmission of information between 

organizational members or parts of the organization. It takes place across all levels 

and organizational units of an organization (Huang & Rundle-Thiele, 2014; Vercic, 

Vercic, & Sriramesh, 2012). 
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• Role ambiguity--Refers to the individual's lack of information regarding his/her 

job responsibilities, and he/she experiences a great amount of ambiguity to perform 

job-related tasks (Ardahan, 2007). 

• Role conflict--Defined as the differences between perceived and expected job 

prospects taken by the multiple management sources. It occurs due to receiving 

different, conflicting directions from more than one authority figures in a 

workplace setting (Rod & Ashill, 2009). 

• Emotional exbaustion--Refers to the lack of force and reduction of emotional 

resources caused by extreme psychological requirements. It usually appears among 

employees who work in boundary-spanning work situations and have high work 

pressure conditions (Rod & Ashill, 2009). 

• Organizational support--Defined as the perception of employees that the 

organization values their contribution and cares about their well-being (Karatepe, 

2012a). 

• Supervisor support--Defined as individual care to every worker through 

coaching, leading, helping subordinates toward fulfillment of their work-related 

responsibilities, and performance valuations (Choi, Cheong, & Feinberg, 2012). 

• Coworker support--Refers to the degree to which employee believes that his/her 

coworkers are available to assist in work-related issues to aid in the execution of 

their service-based duties (Karatepe, 2012a). 

• Affective organizational commitment--Defined as the degree to which 

employee's feel a sense ofobligation, emotional attachment, and feeling the honor 

to work with the organization (Asbill, Carruthers, & Krisjanous, 2006). 
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• Customer service orientation of the firm--Defined as an organizational culture 

that fully implements strong customer service orientation that is necessary for the 

retaining long-term and healthy relationship with customers (Yavas et al., 2003). 

1.8 Organization of Thesis 

This thesis consists of five chapters. In the present chapter, the study background, 

problem statement, research objectives and questions, significance of study, and 

definition of key terms are presented. Chapter 2 provides a comprehensive literature 

review on the predictors of service recovery performance, underpinning theory, 

theoretical framework and research hypothesis. Chapter 3 sets the research 

methodology for this study, which includes the population and sampling design, 

research instruments, data collection procedures and the statistical methods used in this 

study. Chapter 4 presents the results of the study. Finally, Chapter 5 focuses on the 

discussion of the findings, which includes the implications of the study, limitations and 

recommendations for future research. 
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2.0 Introduction 

CHAPTER TWO 

LITERATURE REVIEW 

The purpose of this study was to investigate the SRP of call center employees working 

in Pakistan's telecom industry. This chapter presents an overview of the telecom 

industry and call centers. It then discusses the theories that underpinned the present 

study. Next, it reviews the relevant literature on service recovery performance (SRP), 

internal marketing practices (internal communication, employee rewards, employee 

traming, and employee empowerment), role stressors (role conflict, role ambiguity, and 

emotional exhaustion), workplace social support (supervisor support, organizational 

support, and coworker support), affective organizational commitment, and customer 

service orientation. Grounded on the literature, the theoretical framework and proposed 

hypotheses are presented. 

2.1 Overview of Pakistan Telecommunication Industry 

The telecommunication industry in Pakistan has seen tremendous growth in the last few 

years. In particular, the growth rate of the cellular market has been higher than other 

sectors (Jahanzeb, Fatima, & Khan, 2011) due to an upsurge of users who were using 

mobile services in Pakistan during the last decade (Jahanzeb and Jabeen (2007). 

Furthermore, the mobile services are in use by approximately half of the population of 

Pakistan. According to Ahmad et al. (2015), the service market of mobile 

telecommunication is becoming more attractive with an upsurge in the number of 

customers using mobile phone services; hence, the service providers of mobile phone 
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services are likely to rise. Furthermore, the deregulation policy by the government of 

Pakistan in 2000 further accelerated the growth of the industry. 

Currently, the sector bas a total of five mobile cellular operators. They are Telenor, 

Warid, Mobilink, Zong, and Ufone functioning in wide-range geographical regions of 

Pakistan (Danish et al., 2015). In July-December 2016, the revenues of Pakistan 

telecom sector touched Rs 467 billion, attracting more investment (PT A, 2017). At 

present, 75.2% of the population are using the facilities provided by the telecom 

companies; so, the teledensity (the number of telephone connections for every hundred 

individuals living within an area) has been enhanced, and the country's socio-economic 

progress will be encouraged owing to the institution of 30/40 range (Ahmad et al., 

2015) that received an investment of USO 1790 million. Consequently, the telecom 

sector contributed Rs 161.4 billion contributed to the national taxes during July-Dec 

2016-17 (PT A, 2017). Moreover, in the first quarter of 2017, the subscribers of cellular 

mobiles stretched to 139 1nillion users (Pakistan Economic Survey, 2017-18). 

The telecom and mobile technology are rapidly advancing due to the internet and OSM

supported mobile phones, and tablets devices likely to arise (Imtiaz et al., 2015), 

contributing further to the fierce competition because of innovation, new technology, 

and pricing. At this age of competition, companies of mobile cellular providers should 

be additionally innovative by giving focus on internal quality issues (Iun & Huang, 

2007) and have an efficient workforce (Sultana, lrum, Ahmed, & Mehmood, 2012). 

Moreover, since the competitive service market for mobile telecommunication is 

heading towards maturity, a service organization of a cellular phone should no longer 
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gratify about the superiority of the products or services, but also focus on customer 

retention (Shoaib et al., 2009). 

2.2 Call Centers in Pakistan 

Today, call centers have been accepted as part of our lives as self-service supermarkets, 

ATMs, and internet shopping are using them to deliver services delivery (Shankar 

Mahesb, Wirtz, & Kasturi, 2006). Studies have documented the progressively 

significant role of call centers in today's societies (Anton (2000); (Batt & Moynihan, 

2002; Fielding, 2003; Houlihan, 2004; Malik, Bashir, Khan, & Malik, 2013). Numerous 

organizations have prepared call centers as a core function in their business operations 

(Pittino, Martfnez, Chirico, & GaJvan, 2018; Shankar Mahesh et al., 2006). Several 

businesses, comprising insurance, banking and telecommunication, highlight the 

significance of call centers in their business set-up due to recurrent collaborations with 

their customers (Afzal, Shabbir, & Faisal, 2016). The call centers trend not oniy occur 

in developed nations but have stretched their root in numerous developing and even in 

underdeveloped countries as well (Global Contact Center Benchmarking Report, 2015). 

Recently, with the reduction in the cost of information technology-empowered services, 

information delivery functions, and telecommunications advancement have been 

consolidated, giving rise to the establishment of inbound call centers (M. I. Afzal et al., 

2016). Call centers play an essential role in retaining and attracting customers 

(Nederlof, Anton, & Petouhoff, 2002). The personnel of call centers is called customer 

service representatives (CSRs), and for the majority of service organizations they are 

the personnel that has the most direct information about customers, and they are the 

first port of entry for the customers (Hillmer, Hillmer, & McRoberts, 2004). Holman 
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(2002) described that a CSR in a call center devotes 13% of the day in call-related work, 

58% of the day dealing with customers, 6% of the day not in a situation to receive a call 

logged off, 3% of the day in writing emails, 10% of the day in waiting for a call while 

their l 0% of the day in logging off from the system In this situation, organizations 

should be responsive about the emotional influence and psychological demands the 

working conditions of the call centers have on CSRs (Lewig & Dollard, 2003). 

The call centers of telecommunication companies in Pakistan focus on answering 

customer queries, doing promotion and marketing, and resolving customer complaints 

about the provision of services by the telecommunication organizations (M. I. Afzal et 

al., 2016; Calvert, 2001; Holman, 2003). About 550 inbound call centers are currently 

operating in Pakistan (Pakistan Software Export Board, 2017). The telecom industry of 

Pakistan is one of the fast-developing industries, and the telecom call centers operated 

by telecom companies working in nearly every province of Pakistan. Also other service 

firms of Pakistan operating call centers like software companies, mobile telecom 

companies, IT companies, higher education universities, different banks and stores of 

food chains, such as McDonald's, Pizza Hut and large shopping malls {M. I. Afzal et 

al., 2016). 

The current research focused on the SRP of telecom service providing companies call 

centers (e.g., Mobilink, Ufone, Warid, Zong, & Telenor). 

2.3 Frontline Employees (FLEs) 

The importance of FLE's and their performance are the most critical component in 

service recovery that helps to make a good relation with customer and maintain an 
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organization's image (Karatepe & Vatankhah, 2015). As first contact employees such 

as call centers are the first port to receive complaints of dissatisfied customers, these 

employees are expected to deliver the most effective service recovery instantly to 

restore the customer satisfaction (Gibbs & Asbill, 2013; Oentoro et al., 2016). Piaralal 

et al. (2014) further argued that in customer service setting most of the complaints 

handled by the customer service employee and they play an essential role to make an 

imperative element of firm's reputation and service quality as well. FLE's who face the 

customer complaints are highly responsible for the customer's positive or negative 

service experience (Van et al., 2012). 

Given the importance of 'SRP' of frontline employee (FLE's), there are many studies 

published in the services marketing literature in the services marketing settings and 

applies for the sake of service recovery improvement for instance, (Asbill et al., 2008; 

Cho~ Kim, Lee, & Lee, 2014; Danish et al., 2015; Hocutt & Stone, 1998; Karatepe, 

2012b; Karatepe, 2006; Karatepe & Vatankhah, 2015; Michel, Bowen, & Johnston, 

2009; Tan, Hussain, & Murali, 2014). 

Past research widely acknowledged that the importance of FLE's in the service firms, 

and researchers emphasized that FLE's play an essential role in the service recovery of 

the customer such as, Bitner, Booms, and Mohr (1994) found that 42.9% of dissatisfied 

customer service encounters arose because employees were unable to handle customer 

service failure effectively. Karatepe (2012b) emphasized that FLEs play a key strategic 

role in service organizations' success and survival due to continued face-to-face or 

voice-to-voice contacts with customers. Zeithaml, Bitner, and Gremler (2006) • 

explained that FLEs are the initial port to take a complaint from a complaining 
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customer; hence, service recoveries that are resolved immediately by FLEs are 

considered most effective. According to Lewis and McCann (2004), FLEs are the main 

source of recovering customer service complaints in customer contact situations. 

Effective service recovery of a customer is affected by the struggle of FLEs who are 

dealing with the customer related complaints (Ashill et al., 2005). 

The organization's behavior and attitude towards customers determine the perception 

of customers, affecting service quality (Babakus et al., 2003; Boshoff & Allen, 2000; 

Cunliffe & Johnston, 2008; Hartline, Maxham III, & McKee, 2000; Karatepe & Uludag, 

2007; Tax, Brown, & Chandrashekaran, 1998). FLEs performance while interacting 

with customer service failure is a significantly important issue in service recovery 

literature (Bendall-Lyon and Powers (2001), the focus of this study was to investigate 

the service recovery performance (SRP) ofFLEs in telecom call centers and investigate 

the factors that could have an influence on employee performance toward successful 

service recovery. 

2.4 Service Recovery Performance (SRP) 
2.4.1 Conceptualizing Employee Service Recovery Performance 

Employee SRP refers to the degree of personal assessment of the service an employee 

delivers to customers. It is also defined as the effective ability of a service employee in 

resolving service failures and getting back customer satisfaction (Boshoff & Allen, 

2000; Liao, 2007; Lin, 2010; Yavas et al., 2003). Liao (2007) viewed SRP as the 

attitude of the employee to deal with customer related issues and recover the customer 

satisfaction and faithfulness of the customer afterward a service failure. Gronroos 

( 1988) further explained that service recovery contains a bunch of arrangements by the 
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service organizations and their employees to compensate a customer regarding the 

customer cost, such as physical cost, time cost, monetary cost, and emotional cost the 

customer faces during a service failure. The compensation could be in the form of 

refunds, price discount, reimbursement, free product or services, social resources such 

as acknowledgment of the problem, apology, and management intervention (Smith, 

Bolton, & Wagner, 1999). 

Weun, Beatty, and Jones (2004) proposed that service recovery can be categorized into 

two: (a) service recovery outcome a customer receives by the organization in terms of 

a tangible outcome, and (b) service recovery process that includes the way how a 

service organization deals with a customer service failure during the recovery process. 

Three outcomes or service recovery identified by the Johnston and Michel (2008) are: 

customer recovery, employee recovery, and process recovery. Customer recovery is 

carried out from the customer perspective, i.e., customer experience during service 

recovery and customer satisfaction after service recovery (Smith et al., 1999; Tax et al., 

1998). Process recovery is the delivery process of recovery or delivery system 

improvement to reduce the chances of reoccurring the problem (Michel et al., 2009; 

Yang et al., 2015). Employee recovery, is how employees prepare to respond to a 

service failure better (Bowen & Johnston, 1999; Kumar, Kumar, & Kumar, 2016). The 

three service recovery perspectives represent different facets where a balance of each 

perspective leads to a successful service recovery (Kumar et al., 2016; Michel et al., 

2009). In this study, employee service recovery was the focus to address the issue of 

poor service recovery performance of the telecom call center front line employees (as 

discussed in chapter one). As Arslan et al. (2014) stressed that in Pakistan particularly, 
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in telecom sector fair interactions of FLE's with customer in tenns of responsiveness 

to quick resolution of customer's complaints, during complaint handling is a 

dominating factor which contribute to the effective service recovery of the 

organizations. Since the SRP measurement scale was developed by (Boshoff & Allen, 

2000) based on job performance measuring instruments, including the scale used by 

Behrman and Perrault (1982). Hence, the SRP and job performance in relation to the 

independent variables also discussed in this study. 

2.4.2 Studies on Employee Service Recovery (SRP) 

Research on factors that contribute to employee SRP gained its popularity in the past 

two decades. Boshoff and Allen (2000) conducted an exploratory study in New Zealand 

to investigate management factors that influencing a service organization's ability to 

recover a failure of service successfully and get dissatisfied customer back to the 

satisfaction state. Yavas et al. (2003) replicated Boshoff and Allen (2000) framework 

in Turkish banks. Then, Asbill et al. (2005) investigated the SRP model in the hospital 

industry in New Zealand. In another study, (Asbill et al., 2006) conducted a cross

sectional survey in public hospital frontline employee in New Zealand to identify the 

impact of factors such as training, empowerment, rewards, management support, 

service technology and servant leader on employee SRP. Karatepe (2006) extended the 

SRP model by adding one factor, namely emotional exhaustion. Then, Ardahan (2007) 

identified the potential impact of several management factors on employee SRP in the 

Turkish tourism sector. In 2008, Asbill et al. (2008) examined the influence of role 

overload, role ambiguity, and role conflict on SRP of frontline employees in 

government agencies. 
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Rod and Asbill (2009) conducted a qualitative survey to investigate the direct impact 

of job resourcefulness on SRP from FLEs of call enters in a New Zealand bank. 

Mukherjee, Malhotra, Sawyerr, Srinivas, and Wang (2009) investigated personality 

factors and emotional exhaustion in call centers of insurance and telecom industries. 

Lin (2009) investigated the impact of corporate culture, leadership authority, and self

efficacy on SRP and demonstrated that additional authority of leaders and a strong 

corporate culture negatively affected employee SRP. He also found that employees with 

strong self-efficacy showed good SRP. Yavas and Babakus (2010) examined the effect 

of organization support factors, such as personal psychological, and attitudinal work 

outcomes. Tan et al. (2014) examined the impact of organizational characteristics, 

employee characteristics, and employee SRP in luxury hotels in Malaysia and 

demonstrated that empowerment had a positive influence on the SRP of employees. 

Karatepe (2012b); Karatepe and Vatankhah (2015) investigated organizational support 

dimension toward SRP and individual job performance with the mediation of career 

satisfaction in the hospitality industry in Cameron and airline industry in Iran. They 

found that SRP was positively influenced by perceived organizational support via 

career satisfaction. Kim, Paek, Choi, and Lee (2012) investigated the role of burnout 

and work engagement as mediators between organization's efforts toward employee 

service recovery and performance in the healthcare industry. Kim and Oh (2012) 

studied emotional responses as a moderator in the hospital industry in Korea. Daskin 

and Yilmaz (2015) investigated the impact of different factors such as work self

efficacy, management commitment to service quality, work-family conflict, 

organizational politics, the satisfaction of job on FLE SRP. 
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Recently, Piaralal et al. (2016) investigated the influence of management factors, 

personal factors, and human resource factors in the insurance industry. Oentoro et al. 

(2016) investigated the moderating impact of personality traits, on the relationship 

between supervisor support and employee SRP in call centers in Thailand and showed 

that emotional stability moderated the relationship. 

The literature cited above shows that past studied seemed to have overlooked the 

important role of employee recovery to provide effective service recovery. In this study, 

the researcher focused on how employee recovery plays a role toward effective 

recovery of the customer. This study focused on the role of internal marketing practices, 

role stressors, and workplace social support in influencing the SRP ofFLEs in telecom 

call centers and the response of the employees in servicing such encounters. 

2.4.3 Importance of Service Recovery performance 

Service recovery in the services marketing literature is a strategic issue (Asbill et al., 

2005). Service recovery brings an experience of learning that helps organizations to 

understand how service organizations can provide the excellent quality of services to 

customers (Piaralal et al., 2016). Customer service failure by the organization might 

lead to a 'disconfirmation state' (De & Wetzels, 2000; Oliver, 1980), but successfully 

recovered service can return a customer to the satisfaction state from the dissatisfaction 

state (Ashill et al., 2005). Hence, the expectations of service recovery could be an 

advantage for competitiveness and differentiation for service organizations (Mitchell & 

Critchlow, 1993). 
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Researchers, such as (Boshoffand Allen, 2000; Liao, 2007; Swanson and Hsu, 2011). 

argued that effective service recovery performance of a FLE can lead to several benefits 

for instance, enhanced customer satisfaction, gaining customer loyalty, positive word 

of mouth, long term profitable relationship, repurchase intention and increased 

organizational image. Hence, organizations must focus on the fact that their FLE's are 

able to deal customer service complaints effectively (Magnini and Ford, 2004). 

2.5 Underpinning Theories of the Study 

The relationship between internal marketing practices, role stressors, workplace social 

support, organizational commitment, and service recovery performance has been 

derived from the set of different theories. Previous studies in this domain progressed 

from simple illustration of various theories to a more intricate and logical assessment 

to endorse different hypothetical relationships among these factors. In relation to the 

study under focus, the social exchange and the equity theory have been used as 

theoretical underpinning, to draw inferences from the hypothesized relationships in the 

theorized model. In addition, Bagozzi's reformulation of attitude theory has been used 

to support this perspective and explain the mediated relationships posited in the 

proposed theoretical model. 

The Social exchange theory (SET) explains the relationship between the employer and 

its employees. Introduced by Homan ( 1961 ), SET explains "the exchange of activity, 

tangible or intangible, and rewarding more or less between two persons". SET was 

further advanced to include technical and economic perspectives in the predominant 

work of (Blau, 1964). The scholarly work of Homans (1961) further extended the scope 

of this theory by incorporating other aspects particularly psychological and behavioral 
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characteristics of the individuals. This imperative form of SET explains the 

phenomenon of human relations in relation to the cost and benefit analysis of the 

comparable substitutes (Panaccio & Vandenberghe, 2009). This indicates that all 

human relationships involve social and economic exchanges. 

Applying the underlying principles of the SET, this study proposed that IM practices, 

(such as internal communication, employee rewards, employee training and employee 

empowerment), role stressors (such as role ambiguity, role conflict and emotional 

exhaustion), and workplace social support have the tendencies to influence the affective 

organizational commitment and service recovery performance of the call centers' FLEs. 

Consistent with the postulates of this theory, this study highlights the importance ofIM 

practices and reduced role stressors. Furthermore, it underpins the workplace social 

support as a support mechanism that is acknowledged by the FLEs as an expression of 

the appreciation from their organizations. Consequently, the affective organizational 

commitment encourages their positive behavior toward their performance (Chang & 

Chang, 2009; Yang, 2010). 

In the social exchange context, Adams, (1965)'s equity theory strongly explains the 

proposed relationship in this study, which explains that individuals are concerned with 

maintaining fairness or equity in their social relationships and they view tbese 

relationships '' in terms of exchange transactions involving various kinds of resources'' 

(Tomblom, 1992, p. 179). To detennine the fairness of a situation, the individual 

compares their perceived ratio of inputs to outputs. Inputs and outputs are defined, 

respectively, as what an individual perceives they contribute to and what they perceive 

they receive from a relationship (Lings & Greenley, 2005). 
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In the workplace setting, the examples of employee inputs are knowledge, skills, 

abilities, education, seniority, effort, experience, personality traits, intellectual ability, 

creativity, loyalty to the organization, enthusiasm, commitment, flexibility, personal 

sacrifice, belief in superiors, and skills, in exchange employees always expect a fair 

return in the form outcomes for instance, seniority benefits, fringe benefits, status 

symbols, job security, career advancement, recognition, opportunity for personal 

development, and participation in important decisions, wich constitutes an input or 

reward, and the weight given to them, is subjective (Disley, Hatton, & Dagnan, 2009; 

Piaralal et al., 2016). 

Equity theory has been used in several field of social sciences e.g., psychology, 

economics, marketing science etc. The use of this theory as an exchange process has 

been witnessed in the service marketing literature in general e.g., (Bouk.is & Gounaris, 

2014; Boul<is et al., 2015; Crawford & Riscinto-Kozub, 2010; Karatepe, Yavas, & 

Babakus, 2005; Lings & Greenley, 2005; Petrou, Kouvonen, & Karanika-Murray, 

2011) and service recovery in specific e.g., (Bouk.is et al., 2015; Crawford & Riscinto

Kozub, 2010; Karim & Rehman, 2012; Ok, Back, & Shanklin, 2005; Petrou et al., 2011; 

Piaralal et al., 2016; Sahinidis & Bouris, 2008; Sharma & Dhar, 2016; Wilson & 

Frimpong, 2004). 

As a matter of fact, equity theory has been used as a support of all exchange process 

(Adams, 1965; Disley et al., 2009), where there is always an input and output ratio, 

meaning that employees always evaluate / assess their input to output ratio in relation 

to a certain predefined standard. In this connection, internal marketing practices, role 
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stressors, workplace social support, organizational commitment, and recovery 

performance of employee in the call centers setting is grounded in equity theory. 

Lings and Greenley (2005) argued that the motivation level of workers towards a task 

changes with the change in the level of compensatory benefits. If workers judge the 

conditions as unbalanced and unfair, their motivation to perform a task will change. 

The literature also witnesses the use of the equity theory in examining customer 

satisfaction with recovering them from service failures and complaints (De Ruyter & 

Wetzels, 2000; Kau & Wan-Yiun Loh, 2006). 

Petrou et al. (2011) further substantiated equity theory as one of the most dominant 

theories in psychology field that can be applied to individual as well as organizational 

level. As argued by Boukis et al. (2015) equity theory can be considered for theoretical 

support of the benefits received from the organization, which develop the perceptions 

of employees that firms' management acknowledge the efforts of employees that shall 

consequently increase the job-related value of employees. This enhanced value results 

in increased willingness to reciprocate greater value to the furn through enhanced 

employees' perfonnance outcome (Boukis et al., 2015). 

In relation to this study, the researcher has posited that internal marketing practices, 

role stressors and workplace social support are considered the most important factors 

to be there as outputs which employee expect from the management to reciprocate the 

relationship in exchange of their inputs, leads to an effective service recovery 

performance. Thus, consistent with equity theory, the present study considered internal 

marketing practices (internal communication, employee rewards, employee training, 

34 



and employee empowerment), role stressors (role ambiguity, role conflict, and 

emotional exhaustion), and workplace social support ( organizational support, 

supervisor support, and coworker support) as outputs in response to employee inputs. 

Furthennore, it has been posited that if these factors are fairly resiprocated, the 

employees' inputs in the form of service recovery performance and affective 

organizational commitment of customer service employees will be enhanced in 

exchange. Besides, this study has posited that fairly practicing internal marketing 

practices, enhancing workplace social support, and reducing role stressors can increase 

employee perceptions of job-related equity, encouraging their input as reciprocal 

response in tenns of service recovery performance and affective organizational 

commitment. Major studies underpinned by the equity theory shown in Table 2.1. 
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Table 2.1 

Major Studies Undepinned by Adams, (1965) Equity theory 
Author Title 

(Piaralal et al., 
2016) 

(Crawford & 
Riscinto-Kozub, 
2010) 

(Boukis et al., 
2015) 

(Karim & 
Rehman, 2012) 

(Ok et al., 2005) 

(Sahinidis & 
Bouris, 2008) 

(Sharma & 
Dhar, 2016) 

(Wilson & 
Frimpong, 
2004 

Factors affecting service recovery performance and 
customer service employees. 

The role of the employee: An exploratory study in 
service recovery satisfaction ID the luxury resort 
industry. 

Linking internal marketing with customer outcomes. 

Impact of job satisfaction perceived organizational 
justice and employee empowerment on organizational 
commitment in semi-government organizations of 
Pakistan. 

Modeling roles of service recovery strategy: a 
relationship focused view. 

Employee perceived training effectiveness 
relationship to employee attitudes. 

Factors influencing job perfonnance of nursing staff; 
Mediating role of affective commitment. 

A reconceptualization of the satisfaction-service 
performance. 

Theory DV 

Equity SRP, 

Equity SRP 

Equity SQ 

Equity oc 

Equity cs 

Equity EA 

Equity JP 

Equity SP 

Note: SRP = service recovery performance, SQ = service quality, OC = organizational 
commitment, CS = customer satisfaction, EA, employee attitude, JP = job performance, SP = 
service performance. 

The second theory underpinned this study was Bagozzi's reformulation of attitude 

theory which proposes a course of self-regulating assessment where an individual will 

appraise the outcomes of the past, present, and future. These outcomes will lead to an 

emotional response and subsequently coping response. According to this theory, when 

an individual observes a pleasant event, he/she will experience a pleasant emotion that 

will motivate the individual to take appropriate actions. Thus, an individual 's cognitive 

evaluation of an event, outcome, and situation leads his/her affective reaction, and these 
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affective responses might play a role in determining individual behavior (Bagozzi, 

1992). 

In this study, a mediation model developed using Bagozzi' s (I 992) reformulation of 

attitude theory explain the influence FLE emotional responses on employee SRP. 

According to Bagozzi's (1992) framework, an individual appraisal of management 

factors, role stressors, and workplace social support leads to an emotional response such 

as organizational commitment (feeling toward organization), which then determine 

his/her behaviors such as performance. Table 2.2 shows empirical studies that 

supported the validity of the theory, and the next explains each factor separately. 

Table 2.2 

Studies using Bagozzi's (1992} Reformulation of Attitude Theory 
Source Title Theory 

(Karatepe & High-performance work practices, career Bagozzi's SRP 
Vatankhah, satisfaction, and service recovery performance: a (1992) RAT 
2015) study of flight attendants 

(Rod & Ashill, Management commitment to service quality and Bagozzi's SRP 
2010) service recovery performance: A study of frontl ine (1992) RAT 

employees in public and private hospitals 

(Karatepe & Perceived ethical climate and hotel employee Bagozzi 's JP 
Agbaim, 2012) outcomes: an empirical investigation in Nigeria (1992) RAT 

(Gibbs & The effects of high performance work practices on Bagozzi's JP 
Asbill, 2013) job outcomes (1992) RAT 

(Asbill et al., The effect of management commitment to service Bagozzi's SRP 
2008) quality on frontline employees' job attitudes, (1992) RAT 

turnover intentions and service recovery 
performance public management context 

Note: SRP = service recovery performance, JP = job performance, RAT= reformulation of 
attitude theory. 
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2.6 Internal Marketing Practices 

The concept of internal marketing and its operationalization has roots as far as the 

1970s. Berry (1987) recognized the importance of satisfying the needs of the employees 

first before satisfying customer needs. This is because the ability of a company to 

provide services is only dependent upon the customer centeredoess of the employees 

(Kohli & Jaworski, 1990; Narver & Slater, 1990) In this respect, organizations must 

ensure that employees are satisfied with their job and be customer conscious as well, 

highlighting the need for internal marketing. Even though Felton (1959) was one of the 

first researchers who identify the importance of employees as internal customers to 

deliver high-quality services, it was Berry et al. (1976) who highlighted the need for 

internal marketing for the internal customers. The basic idea is to apply "marketing 

like" techniques by the management of the service providing organization to develop a 

service climate internally to meet the need requirements of the customers, keeping in 

view that customer satisfaction and employee satisfaction are two interrelated 

constructs. Therefore, based on previous theoretical assertions, internal marketing 

practices namely internal communication, employee empowerment, employee training, 

and employee rewards were proposed as predictors of service recovery performance. 

Discussed one by one below. As the pervious researchers derived and classified these 

factors as internal marketing practices for instance, internal communication (Huang & 

Rundle-Thiele, 2014) employee rewards (Ahmad & Al-Borie, 2012) employee 

empowerment (Ferdous & Polonsky, 2014) and employee training (Ahmad & Al-Borie, 

2012). 
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2. 7 Internal Communication 

Researchers defined internal communication as the transmission of information 

between parts of the organization or members of the organization that take place all 

across the units and levels of an organization (Huang & Rundle-Thiele, 2014; Vercic et 

al., 2012). In communication management and public relations, one of the fastest 

growing specializations is internal communication (Austin & Pinkleton, 2006). The 

concept of internal marketing spread to Europe after getting popularity in the US in the 

1990s (Lahap, O'Mahooy, & Dalrymple, 2016). Many factors such as economic 

recession, globalization and de-regularizatjon also brought permanent restructuring, 

acquisition, mergers, downsizing and outsourcing including more or less similar less 

creative destructions (Yercic et al., 2012). As a result, the trust of the employees 

reduced drastically with the management of the organization leading a low level of 

employee loyalty (Austin & Pinkleton, 2006; Proctor & Doukakis, 2003). 

Kalla (2005) identified four communication domains within internal marketing. They 

are organizational communication (addressing more theoretical and philosophical 

oriented issues), corporate communication (formal communication is the focus), 

management communication (focus is on the capabilities and management skills 

regarding communication), and business communication (focus is on the 

communication skills of the employees). Also, Welch and Jackson (2007) identified 

four dimensions of internal communication, namely, internal corporate communication, 

internal project peer communication, internal team peer communication, and internal 

line management communication. This study focus is internal line management 

communication to assess the impact on the call center FLE's SRP. 
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2.7.1 Relationship between Internal Communication, Organizational 
Commitment, and SRP 

The literature in internal communication emphasizes the vital role of communicating 

the values of the organization to the employees (Wieseke, Aheame, Lam, & Dick, 

2009). Past studies have found that internal communication, either informal or formal, 

could influence the attitude of the employees towards their work attitude 

positively (Billy & To, 2013; To et al., 2015). Organizations that give importance to 

communication can enhance their employee's self-efficacy and improve internal 

service quality, leading to job satisfaction (Back, Lee, & Abbott, 2011). According to 

Strachan and Roberts-Lombard (2010), it is vital for the management to institute well

established tactics in communication like newsletters and discussion sessions. The use 

of social media is the most popular internal communication source being used today 

(Gibbs, MacDonald, & MacKay, 2015). 

Past studies found a positive influence of effective communication practices and 

employee's work attitude such as service recovery performance (Billy & To, 2013; 

Olson-Buchanan & Boswell, 2006). Lahap, O'Mahony, and Dalrymple (2013) and 

Gounaris (2006) demonstrated that horizontal as well as vertical communication 

practices played a critical role in improving service recovery performance in Malaysia. 

Likewise, Gounaris (2006) showed that the selection and recruitment of brilliant 

employees, training, and development of employees, working environment, and 

communication flow enhanced the performance of service employees and their job 

satisfaction. 
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Previous studies also revealed a positive correlation between organizational 

commitment and internal communication (Carriere & Bourque, 2009; Ng, Butts, 

Vandenberg, Deloy, & Wilson, 2006; Varona, 1996). However rare investigation has 

been done particularly on the call center employee' s service recovery performance and 

the affective organizational commitment in relation to the internal communication. 

Thus, based on previous literature, the effect of internal communication on 

organizational commitment and SRP was examined. 

2.8 Employee Rewards 

Rewards are defined as the tangible (monetary) or intangible (non-monetary) relation 

of exchange between the organization and the employee. It can be given by the 

organization in the monitory form such as salary, compensation, pension or may be in 

the non-monetary form such as compensation, appreciation, position, and social 

identity (Piaralal et al., 2016; Yavas & Babak:us, 2010; Yavas et al., 2003). Rewards 

can be further explained as individual-development, promotion, and expressive level 

of job that employee can get by the organizations, which help to make employee 

perceptions whether the wants and needs of employee are being satisfied or not 

(Hackman & Oldham, 1980). Wiener, Squillace, Anderson, and K.hatutsky (2009) 

defined rewards as payment for vacation, good salary, and pension availability. Foa 

and Foa (1974) classified rewards in six different types, namely status, money, goods, 

information, services, and love. The management of an organization also provides a 

variety of material goods in terms of rewards other than monetary rewards, such as 

reserved parking spots, desirable office space, and access to company cars (Martin & 

Harder, 1994). 

41 



Rewards categorized into intrinsic and extrinsic. Intrinsic rewards are the intrinsic 

feeling of pleasure and satisfaction, for instance, praise, trophies or appreciation 

(Hackman & Oldham, 1980). Extrinsic rewards are social rewards resulting from the 

interaction with others on the job and organizational rewards that are tangible such as 

wages, promotions, bonuses, and job security (Juran & Gryna, 1993). Rafiq, Javed, 

Khan, and Ahmed (2012) found that intrinsic rewards were less important for 

employees than extrinsic rewards in the telecom sector and government organizations 

in Pakistan. Similarly, Zia ur Rehman, Khan, and Ali Lashari (2008) revealed that 

employees were more concerned with monetary rewards such as salaries and incentives. 

However, in the private banking sector in Pakistan, employees preferred intrinsic 

rewards, such as job significance, job autonomy, appreciation, and job participation 

(Tausif, 2012). 

2.8.1 Relationship between Rewards, SRP, and Organizational Commitment 

Rewards are important in organizations to influence the performance of employees 

toward task fulfillment (Danish & Usman, 2010). Past research has also shown a 

significant link between rewards and SRP (Ashill et al., 2008; Kim, Tavitiyaman, & 

Kim, 2009; Masdek et al., 201 l; Parasuraman, 1987; Piaralal et al., 2014; Yavas & 

Babakus, 2010). The rewards employees receive from the organization encourage them 

to deliver effective service quality and motivate the employee to provide a better 

resolution for customer complaints (Grover & Hui, 2005; Yavas et al., 2003). 

Ash ill et al. (2005) found that rewards exerted a positive effect on the SRP of FLEs in 

a hospital in New Zealand. Forrester (2000) revealed that monetary rewards 

significantly influenced employee service performance in Malaysian life insurance 
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industry. Khalid, Salim, and Loke (2011) observed that compensation had a significant 

relationship with employee's work fulfillment and motivation in private and public 

water utility companies in Malaysia. Similarly, Singh (2004) found that service 

employee's performance was significantly influenced by compensation and 

recommended that organizations pay attention to compensation to gain success and 

high growth in the market. 

The literature also indicates empirical evidence on the positive relationship between 

rewards and affective commitment through employee motivation (Mowday, Steers, & 

Porter, 1979) due to the invisible obligation which employee feel to respond positively 

after their needs are fulfilled by the management (Meyer, Allen, & Allen, 1997). 

Employees who are sufficiently rewarded by the organization feel a strong commitment 

toward it, remain loyal with it for a long time and transfer know ledge to other 

employees (Martin-Perez & Martin-Cruz, 2015). Major studies conducted on employee 

rewards and SRP are shown in Table 2.3. Due to inconsistent results shown in Table 

2.3, more research to confinn the link between rewards, SRP, and organizational 

commitment is needed. 
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Table 2.3 

Ma;or Studies on Emp.Joy__ee Rewards, SRP, and Organizational Commitment 
Author/Year IV DV Mediator/ Country and Sample Results 

Moderator Sector 
Yavas and Babakus Rewards. JP AOC, JS New Zealand 530 Rewards did not influence the SRP only organizational 

(2010) Banking commitment found significant predictor ofFLE's SRP. 

Ashil! et al. (2006) Rewards. SRP AOC, JS New Zealand 152 Rewards affect SRP through the mediating role of 

Healthcare AOC but not the satisfaction. 

Piaralal et al. (2016) Rewards. SRP - Malaysia 350 Rewards did not find any influence on employee's 

insurance SRP. 

Masdek et al. (2011) Rewards. SRP - Malaysia 258 The significant and positive relationship found 

Hospitality between rewards and SRP. 

Ardahan (2007) Rewards. SRP - Turkey 620 In this study, rewards did not found relationship with 

Hospitality SRP. 
Babakus et al. (2003) Rewards. SRP AOC, JS Turkey 415 Rewards found significant link with SRP through the 

Banking mediating role of AOC. 

Piaralal et al. (2014) Rewards. SRP Employment Malaysia Review Reward was not found statistically significant in the 

status Paper presence of employment status. 

Boshoff and Allen Rewards. SRP - New Zealand 262 Rewards exerts a positive influence on SRP. 

(2000) Banking 

Daskin and Yilmaz Rewards. SRP JS Turkey 365 Rewards are positively influence frontline employee's 

(2015) Hotels SRP and JS. 
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2.9 Employee Training 

Employee training is a planned organizational effort to enable employees to get certain 

competencies regarding their job, such as skills, knowledge, and behavior that are 

essential toward effective job performance (Piaralal et al., 2016). It is the process of 

improving the skills, abilities, understanding, and work of employees that relate to 

specifically for carrying out a particular task (Barcus, 2008). The training process molds 

the thoughts of employees and improves their capability, capacity, and performance; it 

is a continuous process and never finishes in life (Pjaralal et al., 2016). 

De Vos, De Hauw, and Willemse (2011) classified training into two types: formal and 

informal training. Formal training refers to systematic learning that follows a planned 

training structure with built-in objectives, resources, and time. In contrast, informal 

training refers to everyday learning process from daily life activities regarding family, 

work, and leisure that is not systematically structured and organized with respect to 

time, objectives, and learning environment (Rabie, Cant, & Wiid, 2016). 

Employee training is the leading strategic resource of an organization that acts as the 

backbone of the service industry (Ahmad & Din, 2009). Khan et al. (2016) emphasized 

that employee training and development programs for employees are essential to 

improve and develop the employees' skills for efficient and effective performance. In 

the case of service failure, employees need to be able to manage the critical stage and 

recommend solutions. Such performance depends on the training given by the 

organization (Piaralal et al., 2014). 
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Furthermore, employee training is carried out to enable the employees to stay ahead in 

the market against the organization rivals through improved competencies and skills 

(Niazi, 2011). Moreover, Boshoff and Allen (2000) emphasized that organizations not 

only focus the specific skilled employee for the specific task but also focus on employee 

training and prepare the employee for handling the unexpected situations and problems 

that may arise unexpectedly. Jones and Dawes Farquhar (2007) stressed that 

management should put effort to expand employee training for effective service 

recovery. Training is also one of the strategic tools in service organizations to provide 

quality services to customers and in return to increase the loyalty of the customer and 

to increase market share of the organization (Magnini & Ford, 2004). Through training, 

service organizations could differentiate themselves from their rival (Schleisinger and 

Heskett (1991). 

2.9.1 Relationship between Employee Training, SRP, and Organizational 
Commitment 

Past studies found that employee training significantly corelated with the SRP 

(Ardahan, 2007; Babakus et al., 2003; Crawford & Riscinto, 2011; Karatepe & 

Vatan.khah, 2015; Kirkbir & Cengiz, 2007; Piaralal et al., 2016; Yavas et al., 2003). 

The services marketing literature indicates that service employees who are lacking the 

necessary job specification and interactive skills cannot deal effectively with customer 

complaints to deliver quality service (Liao & Chuang, 2004; Lytle & Timmerman, 

2006). Bitner et al. (1994) revealed that almost 43% of all dissatisfying service failures 

occurred due to poor complaint handling. 
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On organizational commitment, Owens (2006) observed that employee training played 

a key role in enhancing employee commitment toward the organization, and employees 

who were committed had lower intention to leave. Bartlett (2001) also revealed that 

employee training positively influence the organizational commitment. Other studies 

also demonstrated that service training was an important consideration for a 

commitment toward service quality effort among Russian managers (Elenkov (1998); 

Kuchinke, Ardichvili, Borchert, and Rozanski (2009). Similarly, Babakus et al. (2003) 

revealed that the provision of training and development programs for effective service 

recovery sends a positive signal to develop an organizational commitment of FLEs. In 

a study conducted in the lodging industry in Greece among 134 employees including 

frontline employees and low-level managers, Sahinidis and Bow-is (2008) showed a 

significant relationship between employee commitment and training, as well as 

motivation and work satisfaction. Table 2.4 illustrates some major studies on training, 

SRP, and organizational commitment. 

Due to inconsistent results shown in Table 2.4, more research to confirm the link 

between training, SRP, and organizational commitment is needed. In this study, 

employee training was considered as one of the SRP predictors. Costen and Salazar 

(2011) argued that employees who perceive that their skills are improved through 

training are likely to be more loyal, satisfied, efficient, and emotionally attached to the 

organization. 
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Table 2.4 

Major Studies on Trainin& SR.P, and Org_anizational Commitment 
Author/Year IV DV Mediator/ Country and Sample Results 

Moderator Sector 
Karatepe and Employee SRP Career Iran 184 Training found positive influence on SRP through career 

Vatankhah (2015) training satisfaction Airline satisfaction. 

Yavas et al. (2003) Employee SRP Turkey 180 Employee training did not find any influence on the 

training Banks employee's SRP. 

Ardahan (2007) Employee SRP Turkey 620 This study revealed that training exert positive effect on 

training Hospitality employee's SRP. 

Choo and Bowley Employee JS Australia 135 This study indicated high positive correlation between 

(2007) training Food training and job satisfaction. 

Yavas and Babakus Employee SRP OC and JS New Zealand 530 Training affects SRP through the mediating of OC but 

(2010) training Banking not through JS. 

Ashill et al. (2005) Employee SRP New Zealand 152 Training did not find any effect on employee's SRP. 

training Healthcare 

Owens (2006) Employee oc Organizational USA 218 Training significantly influence OC through 

training justice Local Govt. organizational justice. 

Sahinidis and Bouris Training oc Greek Service 134 This study concludes training influence the 

(2008) Effectiveness firms organizational commitment. 
Crawford and Riscinto Employee SRP Carolina 45 Employee training found significant positive effect on SRP. 
(201 I) training Hospitality 

Rod et al. (2006) Employee SRP New Zealand 232 Results of this study revealed that employee training did 

training Public sector not affect empl<:>yee's SRP. 
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2.10 Employee Empowerment 

Employee empowerment involves the liberty and willingness to take decisions and 

make commitments (Forrester, 2000). When employees are empowered, they are likely 

to use creative gut feelings to take fast and fair actions toward the complaints 

(Namasivayam, Guchait, & Lei, 2014; Yavas & Babakus, 2010). Despite the varied 

definition of employee empowerment in the literature, most scholars agree that 

employee empowerment means giving power to the employee to decide on a specific 

task to be completed (Ashill et al., 2005). Smith and Suchitra Mouly (1998) defined 

employee empowerment as an authority shift from the management to the lower level 

employees, such as FLEs. Furthermore, Ugboro and Obeng (2000) defined 

empowerment as the authority for decision making that affects the organization's 

direction and achievement in a condition where the environment is structured, and that 

will enable the employee to behave with positive attitudes to promote organizational 

effectiveness. Similarly, Brymer (1991) described empowerment as giving more 

discretion and power to frontline employees by executives, hence, reducing the practice 

of centralized decision making in the organization. 

Scholars have also conceptualized empowerment differently. For instance, Thomas and 

Velthouse (1990) defined it as internal task motivation, Conger and Kanungo (1988) as 

a psychological and managerial construct. Researchers further defined that, in the 

psychological context, empowerment is a motivation construct, i.e., it is a set of 

cognitions or a state of mind (Conger & Kanungo, 1988) or belief in self-efficacy 

(Lawler III, 1973), Consistent with this line of thought, Thomas and Velthouse (l 990) 
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asserted that empowerment is the highest state of internal work motivation and internal 

commitment to job fulfillment. 

Employee empowerment is an important element in organizations. It is advantageous 

to the organization since empowered employees will experience a sense of belonging, 

enthusiasm, and pleasure and employ their greatest innovations and thoughts (Piaralal 

et al., 2016). Furthennore, employee empowerment increases organizational 

commitment, task fulfillment, job participation, and profession satisfaction (Karia & 

Hasmi, 2006; Lee, Nam, Park, & Ah Lee, 2006). Moreover, empowerment enhances 

employee job satisfaction and minimizes poor service delivery and intention to leave 

(Heskett & Schlesinger, 1994; Ongori & Shunda, 2008). Employee empowerment 

motivates frontline service employees to provide the best service because it allows the 

employees to make quick decisions (Flohr & Host, 2000; Lovelock, 1992). 

Empowerment also offers flexibility to employees in unforeseen circumstances, 

expands the service quality during the interactions with customers, and enables 

employees to utilize time more fruitfully (Bowen & Lawler, 1992, 1995); Kassim, 

Yusoff, and Fong (2012) found that empowerment has a positive effect on customer 

service orientation. Samat, Ramayah, and Mat Saad (2006) emphasized that employee 

empowerment is an important factor in describing the differences in the quality of 

service provided by service organizations. They suggested that organizations should 

formulate strategies and plans to improve customer focus and workforce empowerment. 
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2.10.1 Relationship between Employee Empowerment, SRP, and Organizational 
Commitment 

Employee empowerment has been shown to be related to SRP in different industries, 

for example hospital, banking, life insurance, and hotel (Ashill et al., 2005; Babakus et 

al., 2003; Kirkbir & Cengiz, 2007; Kumar et al., 2012; Lytle & Timmerman, 2006; 

Masoud & Hmeidan, 2013; Piaralal et al., 2014; Piaralal et al., 2016). Babakus et al. 

(2003); Kirkbir and Cengiz (2007) also demonstrated that employee empowerment 

significantly corelated with the FLEs and SRP. Kumar et al. (2012) argued that that 

autonomy given to employees help them make decisions in dealing with customers, 

hence, improving employee SRP while allowing managers to consider other policy 

related matters. 

Furthermore, the applications of authority for frontline employees in lodging services 

was found to increase customer happiness (Ardahan, 2007). Rod et al. (2006) stated 

that the steps taken to improve empowerment for frontline employees in public sector 

organizations would enable the employees to take fast decisions and have sufficient 

liberty to resolve the problems of customers for better SRP. Also, empowerment of 

employees allows job flexibly and eases the tension of the job (Hartline & Ferrell, 

1996). The attitude and behavior of employees that have been empowered can be 

altered to fulfill customers' requirements (Piaralal et al., 20 I 6), leading to customer 

satisfaction (Boshoff & Allen, 2000). 

Employee empowerment also has been seen as the predictor of different job outcomes 

such as organizational commitment (Karim & Rehman, 2012; Rod & Asbill, 2010; 

Thomas & Tymon, 1994), work fulfillment (Flohr & Host, 2000; Thomas & Tymon, 
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1994), performance (Fernandez & Moldogaziev, 2011; Kirkman & Rosen, 1999; 

Mohrman, Lawler III, & Mohrman Jr, 1992; Nielsen & Pedersen, 2003), and turnover 

intention (Ashil! et al., 2008; Piaralal et al., 2016). A case study conducted by 

Hassanpoor, Mehrabi, Hassanpoor, and Samangooei (2012) demonstrated that more 

empowerment led to more participation, confidence, trust, sincerity, and job skills 

among education employees in Iran. A study in the hotel industry in China involving 

292 service employees found employee empowerment positively influences task 

fulfillment and organizational commitment, leading to a decline in employee' s 

intention to leave (Humborstad & Perry, 2011). Employees in the municipal 

governments in the United States who were empowered in terms of autonomy, 

responsibility, information, and creativity showed enhanced performance (Yang & Ok 

Choi, 2009). Ongori and Shunda (2008) also found employee empowerment to have a 

positive effect on the service delivery of the organization and deal well with 

disappointed customers during service recovery. Ongori and Shunda (2008) further 

argued that service provision improved because employees were in a situation to make 

fast decisions without having to refer to their immediate supervisors. Table 2.5 lists 

some of the major studies on employee empowerment, SRP, and organizational 

commitment. 

52 



Table 2.5 

Major Studies on EmpJoy__ee Em[!_owerment, SRP, and Organizational Commitment 
Author/Year IV DV Mediator/ Country and Sample Results 

Moderator Sector 

Ongori and Shunda Empowerment Service Botswana 88 Employee empowerment exert a positive effect on 

(2008) delivery Service firms employee's service delivery. 

Ashill et al. (2005) Empowerment SRP New Zealand 152 This study shows that empowerment positively affect 

Healthcare employee's SRP. 

Lytle and Empowerment OC&JS Employment USA 252 Empowerment have the positive influence on 

Timmerman (2006) status Banking employee' SRP. 

Piaralal et al. (2014) Empowerment SRP Malaysia 575 Empowerment positively correlated with employee's 

Insurance SRP. 

Ardahan (2007) Empowerment SRP Turkey 620 Empowerment did not find significant influence on 

Hospitality employee's SRP. 

Babakus et al. (2003) Empowerment SRP OC and JS Turkey 415 Empowerment have a positive significant correlation 

Banking with the employee's SRP. 

Piaralal et al. (20 I 6) Empowerment SRP Malaysia 350 Result of this study shows that empowerment have 

insurance positive influence on employee' SRP. 

Yavas and Babakus Empowerment JP AOC and JS New Zealand 530 Empowerment shown in this study is positively 

(20 I 0) Banking impacted to job performance through AOC. 

Karim and Rehman Empowerment oc Pakistan 148 Employee empowerment not related with OC. 

(2012) Airline 

Rod and Ashill Empowerment SRP OC and JS New Zealand 152 This study revealed that empowerment exert a positive 

(2010) Healthcare influence on SRP through the mediating role of OC. 
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2.11 Role Stressors 

Role theory argues that the perceptions of employees regarding conflicting demands by 

the organization during fulfillment of the jobs leads towards the workplace stress. For 

instance role conflict where employee receive instruction more than one source or 

assigning jobs irrelevant to their expertise leads toward role conflict (Addae, Praveen, 

& Velinor, 2008). Also, the role ambiguity which also create negative perception of 

employee when lack of clarity exists on the workplace during fulfilment of job (Rizzo, 

House, & Lirtzman, 1970; Yavas et al., 2003). Besides, emotional exhaustion also leads 

employee toward stress when employee feels psychologically and emotionally depleted 

due to the work nature and complex and conflicting work demands at the workplace 

(Tourigny, Baba, Han, & Wang, 2013). Literature is evident that these role stressors 

leads employee toward negative outcomes such as psychological and emotional strain 

(Cooper, Dewe, & O'DriscolL 2001) and consequently might negatively affect work 

and organizational outcomes such as performance and commitment (Perrewe et al., 

2002; Tourigny et al., 2013). This study investigated the possible impact of these role 

stressors, i.e., role conflict, role ambiguity, and emotional exhaustion on call center 

employee's SRP. 

2.12 Role Ambiguity 

Role ambiguity occurs due to an individual's lack of information regarding his/her job 

responsibilities (Ardahan, 2007; Rod, Ashill, & Carruthers, 2008; Yavas et al., 2003), 

making him/her ensure about the expectations of his/her colleagues to whom the same 

tasks and responsibilities are assigned and about how to meet these expectations and 

how will evaluate his/her final performance (Rizzo et al., 1970). Brown and Peterson 
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(1993) further indicated that role ambiguity normally exists in between the front-line 

employees who are playing the role as boundary spanners. Other scholars offer a similar 

definition where role ambiguity occurs due to lack of information regarding the specific 

task given by the management (Hoffman & Ingram, 1991; Van Sell, Brief, & Schuler, 

1981; Walker, Churchill, & Ford, 1975; Yavas et al., 2003). 

Role ambiguity is a potential stressor that is likely to affect SRP (Piaralal et al., 2016). 

Brown and Peterson (1994) stated that for boundary spanning role employees, role 

ambiguity is a common factor in service recovery encounters. The literature strongly 

suggests that role ambiguity is significantly and positively linked to work stress and 

negatively linked to job performance and recommends that it is necessary for service 

organizations to reduce role ambiguity among employees for their effective 

performance (Bashir & Ismail, 2010; Netemeyer, Brashear-Alejandro, & Boles, 2004; 

Quah & Campbell, 1994; Tang & Chang, 2010). In his longitudinal survey among 

public university academics, Idris (2011) showed that higher ambiguity caused higher 

stress. Role ambiguities also affected work fulfillment and intention to resign (Kemery, 

Bedeian, Mossholder, & Touliatos, 1985). Because role ambiguity was found to 

influence job performance and job satisfaction of employees negatively, researchers 

suggested provision of clear information about role clarity could be an effective 

mechanism to reduce role ambiguity (Asbill, Mukherjee, Rod, Thirkell, & Carruthers, 

2009; Koustelios, Theodorakis, & Goulimaris, 2004; Rigopoulou, Theodosiou, 

Katsikea, & Perdikis, 2012). 

In service organizations, when role ambiguity occurs, efforts put by boundary spanning 

role employee in service recovery process could be inadequate (Boshoff & Allen, 2000; 
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Zeithaml, Berry, & Parasuraman, 1988). Rod et al. (2006) further pomted out that 

communicatmg expectations, adequate mformation regarding roles and tasks, and well

defined authority levels of employees will help to lessen ambiguity which ultimately 

enhance employee's SRP. 

Bashir and Ismail (2010) supports above argument that the mtention of employees to 

perform better in jobs will be reduced when ambiguities are high, which cause 

demoralization of employees. The authors of prior studies stressed that if workers could 

not recognize their functions, having greater level stress experience, will have lower 

levels of work fulfillment, and psychological attachment in the organizations (Boshoff 

& Allen, 2000; Yavas et al., 2003). 

2.12.1 Relationship between Role Ambiguity, SRP, and Organizational 
Commitment 

Past research has found a lmk between role ambiguity and SRP (Boshoff & Allen, 2000) 

in different settings across different countries, such as the financial sector in New 

Zealand (Yavas et al., 2003), in public health sector m western Turkey (Ashill et al., 

2005), in service organizations that were undergoing corporatization (Rod et al., 2006), 

in hospitality industry Turkey (Ardahan, 2007), and recently in life insurance industry 

Malaysia (Piaralal et al., 2016). Yavas et al. (2003) argued that when FLEs are uncertain 

about what is expected from them, they cannot deal with dissatisfied customers 

effectively. 

Ardahan (2007) also observed that role ambiguity affected SRP ofFLE's in the tourism 

industry in that the low quality of service delivered to customers diminished the 

customers' needs fulfillment. According to Ardahan (2007), the level of authority and 
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clear objectives related to the job of FLEs working in a hotel environment must be 

established so that ambiguities about the authority of the employees can be removed. 

The literature indicates an inverse link between organizational commitment and role 

ambiguity (Caykoylu, Egri, Havlovic, & Bradley, 2011). Lopopolo (2002) discovered 

that role ambiguity inversely corelated with work fulfillment and organizational 

commitment. Other studies also found that role ambiguity was indirectly correlated 

with commitment, participation, fulfillment with coworker and promotion (Addae et 

al., 2008; Fisher & Gitelson, 1983). Table 2.6 illustrates some of the major studies on 

role ambiguity, SRP, and organizational commitment. 
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Table 2.6 

Maf or Studies on Role Ambiguity, SRP, and Org_anizational Commitment 
AuthorNear IV DV Mediator/ Country and Sample Results 

Moderator Sector 

Ashill et al. Role SRP Emotional New Zealand 170 Role ambiguity not directly influence the SRP, only 

(2009) ambiguity Exhaustion Call centers through emotional exhaustion is significant. 

Yavas et al. Role SRP Turkey 180 This study found that Role ambiguity have a strong 

(2003) ambiguity Banks negative influence on SRP. 

Rod et al. (2006) Role SRP New Zealand 232 Results ofthis study showed that role ambiguity 
ambiguity Public sector negatively influence SRP. 

Ardahan (2007) Role SRP Turkey 620 This study found a negative effect ofrole ambiguity on 

ambiguity Hospitality employee's SRP. 

Boshoff and Role SRP New Zealand 262 This study did not find any influence of role ambiguity 

Allen (2000) ambiguity Banklng SRP. 
Piaralal et al. Role SRP Malaysia 350 Role ambiguity found negative correlation with 

(2016) ambiguity Insurance employee's SRP. 

Boshoffand Role Service oc New Zealand 140 Role ambiguity not significantly influence OC. 
Meis (1995) ambiguity quality Insurance 

Netemeyer et al. Role Job Job USA 141 Results shown that role ambiguity affect both job 
(2004) ambiguity satisfaction Performance Retail satisfaction and job performance. 

Lopopolo (2002) Role JS and OC USA 273 Role ambiguity negatively affect organizational 

ambiguity Healthcare commitment. 
Addae et al. Role oc USA 226 Role ambiguity fond negatively correlated with the 

(2008) ambiguity Public sector organizational commitment. 
Caykoylu et al. Role SRP Canada 784 Role ambiguity influence OC directly and with the 

(2011) ambiguity Healthcare mediating role played by career satisfaction. 
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2.13 Role Conflict 

Role conflict can be defined as the differences between perceived and expected job 

prospects taken by multiple management sources (Fogarty, Singh, Rhoads, & Moore, 

2000; Rizzo et al., 1970; Rod & Ashil!, 2009). Role conflict occurs when employees 

receive different, conflicting directions from more than one authority figures in a 

workplace setting (Alexander, Rutherford, & Boles, 2011; Brown & Peterson, 1994; 

Yavas et al., 2003). Kahn, Wolfe, Quinn, Snoek, and Rosenthal (1964) explains that an 

immediate appearance of multiple sets of pressure leads toward role conflict. According 

to Slatten (2008), role conflict during the delivery of service usually happens when 

customers or the organization put conflicting pressure on frontline service employees 

to change their behavior toward their job fulfillment. Service employees are likely to 

face more conflict when the pressure is stronger. 

Researchers further argued that role conflict frequently takes place when the 

preferences of one method come in conflict with the preferences of other methods. Role 

conflict has been demonstrated to affect work dissatisfaction, non-attendance, low 

involvement, tension, turnover intentions, and SRP (Babin & Boles, 1996; Behrman & 

Perreault Jr, 1984; Jackson & Schuler, 1985; Koustelios et al., 2004; Kumar et al., 2012; 

Lu, While, & Barriball, 2005; Rod & Ashill, 2009; Schuler, Aldag, & Brief, 1977). 

However, role conflict does not necessarily have a negative effect, but a high degree of 

it is harmful (Dubinsky, Dougherty, & Wunder, 1990). In service setting, role conflict 

appear as the negative predictor of the employee performance because it will impact 

indirectly on the perceptions of the customer regarding service delivery (Boshoff & 

Allen, 2000). 
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Empirical evidence suggests overwhelmingly that role conflict, and stress is strongly 

linked. Alexander et al. (201 I) stressed that the level of an individual's stress is 

increased when role conflict appears because of different sets of directions for the 

employee, who cannot ignore or violate one set of directions to follow another. 

Moreover, employees who have direct interactions with customers usually experience 

contradictory feelings during the fulfillment of job requirements (Boles, Johnston, & 

Hair Jr, 1997). They will experience more role conflict if the anticipation of both 

parties, i.e .. , customers and organization, are not similar, for instance, overlooking the 

customer can be harmful to organization business, and ignoring the management 

instructions can result in a loss of jobs (Piaralal et al, 2016). Such type of conflict may 

cause the negative customer interactions and their satisfaction and loyalty (Alexander 

et al., 2011; Boshoff & Allen, 2000). 

2.13.1 Relationship between Role Conflict, SRP, and Organizational 
Commitment 

Past studies have found an inverse effect of role conflict toward SRP in a service 

context, such as the insurance companies operating in Malaysia, call centers of banks, 

deregulated service organizations, healthcare industry in New Zealand, and Turkish 

banking industry (Asbill et al., 2005; Kumar et al., 2012; Rod & Ashill, 2009; Rod et 

al., 2006; Yavas et al., 2003). For instance, Rod and Asbill (2009) investigated a 

mediation link and found that job demand, such as role ambiguity and role conflict have 

inverse correlation with SRP ofFLEs working in call centers. They further argued that 

where inappropriateness or incompatibility exists in the communication between FLEs 

and their manager/supervisor, FLEs will not be able to perform what is expected of 
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them by the management. Similarly, Singh (2000) found that job demand such as role 

conflict and role ambiguity, negatively linked with employee's job performance. 

Role conflict was indirectly linked with work fulfillment and organizational 

commitment (Lopopolo, 2002). It indirectly influenced organizational commitment 

based on cross-sectional research of workers in a government setting (Addae et al., 

2008). It reduced organizational commitment levels and satisfaction with career 

advancement according to research by Caykoylu et al. (2011). Employees who 

experience a greater level of conflict are less expected to feel a sense of obligation to 

stay in the organization (Boshoff & Mels, 1995; Karim, 2010). Other studies also 

revealed the inverse link between role conflict and job satisfaction (Karim, 201 O; 

Newton & Jimmieson, 2006; Tang & Chang, 2010). Table 2.7 illustrates some of the 

major studies on role conflict, SRP, and organizational commitment. 
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Table 2.7 

Major Studies on Role Conflict, SRP, and Org_anizational Commitment 
AutborNear IV DV Mediator/ Country and Sample Results 

Moderator Sector 
Piaralal et al. (2016) Role conflict SRP Malaysia 350 This study reveals that role conflict negatively 

insurance influence employee's SRP 

Rod and Ashill Role conflict SRP Emotional New Zealand 170 Role conflict in not related to SRP but significant 

(2009) exhaustion Banking positive effect on emotional exhaustion. 

Ashill et al. (2009) Role conflict SRP Emotional New Zealand 170 Role conflict influence SRP through the mediating role 

exhaustion Call centers of emotional exhaustion. 

Yang et al. (2015) Operational SRP Role conflict China 146 Results shows that role conflict weaken the association 

improvement Banking between OIC and SRP. 

competency 

Slatten (2008) Role conflict Perceived Emotional Norway 210 This study reveals that role conflict negatively 

quality satisfaction Post offices correlated with both perceived quality and ES. 

Karim (20 l 0) Role conflict OCand Malaysia 139 Role conflict was found negatively correlated with both 

JS Education OC and JS. 

Caykoylu et al. Role conflict oc Career Canada 784 Role conflict influence OC directly and with mediating 

(2011) satisfaction Healthcare role of career satisfaction. 

Addae et al. (2008) Role conflict oc USA 226 Role conflict fond negatively correlated with the 

Public sector affective organizational commitment 

Lopopolo (2002) Role conflict JS and USA 273 Role conflict negatively affect organizational 

oc Healthcare commitment. 
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2.14 Emotional Exhaustion 

Emotional exhaustion is defined as "the feeling of being emotionally overextended and 

exhausted by one's work" (Maslach & Jackson, 1981). Emotional exhaustion is the 

sense of remain extensively emotional and tiredness of one's psychological resources 

(Schaufeli, Bakker, Van, & Prins, 2009; Wright & Cropanzano, 1998). Recently, 

Karatepe and Zargar (201 l) and Tourigny et al. (2013) explained that emotional 

exhaustion involves the deficiency of energy and reduction of emotional resources 

because of extreme psychological requirements. Emotional exhaustion usually appears 

among employees who are boundary spanners front line employs working in high 

pressure work environment. 

Emotional exhaustion significantly reflected by the work life quality on the workplace 

within the organization (Rod & Ash.ill, 2009). Gaines and Jermier (1983) stated that 

emotional exhaustion outcomes leads toward moments of frustration and depletion 

energy and feelings. As a result, an emotionally exhausted employee lacking to perform 

their jobs effective manners (Piaralal et al., 2016). Furthermore, extreme emotional 

requirements during interpersonal interactions are likely to cause energy fatigue, 

increase turnover intentions, reduce efficiency, and increase unfavorable physical 

symptoms and psychological disorders (Chang & Ju-Mei, 2009). Liang (2012) and 

Chiu and Tsai (2006) argued that exhausted employees would be too fatigued to put in 

time and effort in activities other than regular jobs, causing them to recognize that the 

organization actions as being unreasonable resulting in lower job performance. 

Furthermore, Tourigny et al. (2013) argued that employees who are emotionally 

exhausted become sensitive to its placement their job performance. Alexander et al. 
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(2011) suggested that there is a need to develop strategies to lessen or remove the 

emotional exhaustion for the improvement of work force performance. Particularly, 

when employees feeling psychological strain end emotional depletion, they will reduce 

their SRP (Piaralal et al., 2016). As a result, customer satisfaction will be affected, 

increasing negative word of mouth and potential business losses for the organization 

(Blodgett, Hil~ & Tax, 1997). 

2.14.1 Relationship between Emotional Exhaustion, SRP, and Organizational 
Commitment 

Emotional exhaustion happens intensively for employees who work in bowidary 

spanning and have high work pressure conditions, affecting significantly the 

employees' work-life quality in the organization (Ashill et al., 2009). Past empirical 

studies suppo11ed this argument (Baba, Tourigny, Wang, & Liu, 2009; Chiang & Birtch, 

2007; Keijsers, Schaufeli, Le Blanc, Zwerts, & Miranda, 1995; Sun & Pan, 2008; Taris, 

2006; Wright & Bonett, 1997; Wright & Cropanzano, 1998). 

Asbill et al. (2009) and (Karatepe, Yorganci, & Haktanir, 2009) showed an inverse 

association in between emotional exhaustion and SRP of call centers and hotel 

employees. Kim et al. (2012) reported a similar finding in their study involving 1014 

employees of Korean tourism industry. Despite, Karatepe (2006) found that emotional 

exhaustion did not influence SRP. Furthermore, emotional exhaustion was found to 

mediate between burnout and employee SRP in various insurance and telecom 

companies (Mukherjee et al., 2009). Mukherjee further demonstrated that employees 

who were emotionally stable showed better service performance. Chung, Rutherford, 

and Park (2012) revealed that emotional exhaustion strongly effect the five of the six 
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dimensions of work fulfillment, that is, fulfillment with supervision, overall work, 

promotion, the salary of coworkers, and customers on retail workers in the United 

States. The SRP of frontline employees working in healthcare organizations in Korea 

was also affected significantly by emotional responses namely burnout and work 

engagement (Kim & Oh, 2012). 

Emotional exhaustion was also reported to affect organizational commitment, job 

performance, and service quality. Chung et al. (2012) found that greater emotional 

exhaustion resulted in a reduction of sales people's performance and the organizational 

commitment. Tourigny et al. (2013) further revealed that emotional exhaustion 

negatively correlated with organizational commitment. on the other hand, Cropanzano, 

Rupp, and Byrne (2003) showed affective commitment negatively influenced by 

emotional exhaustion indirectly. Karatepe and Tekinkus (2006b) found that employees 

showed negative performance and lower affective commitment because ofresource loss 

and emotional exhaustion. 

The level of emotional exhaustion was found to be different in different organizations. 

For example, flight attendants experienced a moderate level of emotional exhaustion 

(Chang & Ju-Mei, 2009) while call center workers experienced exhaustion the level 

that is equal to that of police officers and probation or correction officers but less than 

human service employees in government organizations in South Australia (Lewig & 

Dollard, 2003). Despite the level, employees in frontline service jobs who experience 

intense emotional exhaustion will have higher depression (Karatepe & Zargar, 201 I). 

Table 2.8 shows some of the major studies on emotional exhaustion, SRP, and 

organizational commitment. 
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Table 2.8 

Major Studies on EmoNonal Exhaustion, SRP, and Org_an;zational Commitment 
Author/Year IV DV Mediator/ Country and Sample Results 

Moderator Sector 
Ashil! et al. (2009) Emotional SRP Emotional New Zealand 170 EE has a significant effect on employee's SRP. 

exhaustion exhaustion Call centers 

Baba et al. (2009) Proactive EP China 485 EE weakens the relationship between proactive 

personality Airline personality and employee performance. 

Rod and Ashill Emotional SRP Emotional New Zealand 170 EE has negative influence on employee's SRP. 

(2009) exhaustion exhaustion Banking 

Karatepe et al. Customer SRP Emotional Cyprus 204 Customer verbal aggression significantly affect both 

(2009) verbal exhaustion Hospitality SRP and EE while EE also have the strong impact on 

aggression SRP. 

Kim et al. (2012) Emotional SRP Emotional Korea 1014 EE fond significant negative influence on employee's 

exhaustion exhaustion Tourism SRP. 

Mukherjee et al. Personality EP Gender USA 194 EE partially mediated the relationship between 

(2009) factors Call centers personality factors and employee's SRP. 

Chung et al. (2012) Emotional JS USA 352 This study found that EE has a significant influence on 

exhaustion Retail JS while, with gender not supported. 

Karatepe (2006) Emotional SRP AOC Turkey 450 Significant negative relationship found between EE and 

exhaustion Banking employee's SRP. 

Tourigny et al. Emotional TI Canada 222 EE negatively influence AOC and positively related to 

(2013) exhaustion Healthcare turnover intention. 

Cropanz.ano et al. Emotional oc USA 296 Results of th.is study shows that EE influence negatively 

(2003) exhaustion Service sector to organizational commitment. 
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2.15 Workplace Social Support 

Workplace social support generally viewed as a worldwide construct with a variety of 

scopes and definitions which vary in meaning (House, 1981; Kossek, Pichler, Bodner, 

& Hammer, 2011). One of the most cited definitions is the perception of an employees 

regarding thier belief that, they are valued, loved, and cared about their wellbeing and 

valued their suggestions within a particular network/place (Cobb, 1976). Viswesvaran, 

Sanchez, and Fisher (1999) defined social support as person's positive perception that 

he/she has the helping relationships with the easy access, that may vary in value or 

strength and provision of resources Kossek et al. (2011) combines above definitions 

and stated that both of these concepts for instance, caring feelings and having helping 

access, have been explained that this is social support. To operationalize the concept of 

workplace social support, this study investigated three constructs, namely 

organizational support, supervisory support, and coworker support. 

2.16 Organizational Support 

Organizational support is defined as an employee' s belief that the organization values 

their contribution and caring about the employee' s well-being (Eisenberg, Fasolo, & 

Davis-LaMastro, 1990). Other scholars defined it as the degree of employee's belief 

regarding the perception of care and value of employee contribution given by the 

organization (Hee, Hyun, & Seog, 2004; Rhoades & Eisenberger, 2002). Furthermore, 

Erdogan and Enders (2007) stated that organizational support refers to the amount of 

employee's belief that how much the organization is talcing care, values, input, and 

provides help and support to the employee. 
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According to Shen et al. (2014), when an organization offers support to employees by 

providing suitable working conditions and appropriate assignments, employees are 

willing to reciprocate by contributing more to the organization. Organizational support 

is a situational concept where interests of any individual, working in the organization, 

are being respected by the organization's practices (Akgunduz & Sanli, 2017). Blau 

(1964) further stated that in an exchange relationship, individuals reciprocate in 

proportion after receiving support from their organization; hence, the higher the level 

of positive perceptions regarding organizational support, the higher the employee's 

intention to perform the assigned job effectively. Therefore, the application of such type 

of managerial practices to support the accomplishment of employee job performance is 

crucial for the employees to develop positive feelings about the organization 

(Akgunduz & Sanli, 2017). 

Nowadays, the provision of quality services is the top most priority of service firms due 

to the competitive market environment, and the frontline service employees are the 

essential part of this process (Karatepe & Agbaim, 2012; Karatepe & Vatankhah, 2015). 

It is widely acknowledged that FLEs have different job characteristics from other 

employees. Firstly, because of their boundary-spanning role, they are the 

representatives of the whole organization and playing the key role build the image of 

the organization (Rod & Ashill, 2010). Secondly, FLEs are the key information sources 

regarding customers' complaints and requests that help managers to improve the quality 

of service delivery (Kirn et al., 2009). That is, FLEs play a role in return dissatisfy 

customer back to the satisfaction state after occurring service failure (Piaralal et al., 
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2016). In this situation, organizations may be able to recapture customer satisfaction 

and loyalty (Asbill et al., 2008). 

Although the FLE's playing a critical role during provision of services toward 
I 

customers, they are also challenged with several work related problems such as long 

working hours, unnecessary demand ·of job, customer aggression, and inflexible and 

irregular work timings (Poulston, 2008). With this regard, it is necessary for the 

managers to make available sufficient support to employees to enable them to deliver 

high-quality workplace performance (Karatepe, 2012c). consequently, such type of 

support, permit the employees to believe that the efforts they put toward achieving 

organizational goals will be appreciated. In return, these beliefs would increase their 

efforts to meet the organizational goals and provide superior service to customers 

during a service encounter (Hee et al., 2004). Thus, it is expected that the positive 

perceptions of employee regarding organizational support will exert a positive feeling 

toward the organization such as increased job satisfaction, decreased stress, and 

enhanced affective organizational commitment and performance (Akgunduz & San1i, 

2017; Eder & Eisenberger, 2008). 

2.16.1 Relationship between Organizational Support, SRP, and Organizational 
Commitment 

Past studies shows a direct association in between organizational support and FLEs 

service efforts (Hee et al., 2004) and job outcomes of employee, for instance, in-role 

performance, employee service performance, employee satisfaction, employee 

commitment, extra-role performance, and turnover intentions (Akgunduz & Sanli, 

2017; 0. M. Karatepe, 2012b; Rhoades & Eisenberger, 2002). Yavas, Karatepe, and 
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Babakus (2010) found that organizational support positively linked with SRP and 

further demonstrated that organizational support was more effective in differentiating 

between high- and low-performing FLEs in the case of SRP. In a study among 259 

FLE's of hospitality industry in Cameron, 0. M. Karatepe (2012b) found that 

organizational support influenced SRP and employee job performance via career 

satisfaction. 0. M. Karatepe (2012a) also found that organizational support positively 

influenced the SRP of FLEs. In a different study, Hee et al. (2004) revealed that 

organizational support influenced service performance mediated by the job satisfaction 

in the banking industry among FLEs in South Korea. However, Kim et al. (2009) did 

not found the mediating effect of job satisfaction in between organizational support and 

employee performance outcomes. 

Other researchers also foW1d that organizational support and employee performance 

were positively correlated (Casimir, Ngee, Yuan, & Oo~ 2014; Duke, Goodman, 

Treadway, & Breland, 2009; Lynch, Eisenberger, & Armeli, 1999; Muse & Stamper, 

2007; Wayne, Shore, Bommer, & Tetrick, 2002; Wayne, Shore, & Liden, 1997). Hee 

et al. (2004) asserted that organizational support triggers employees' positive 

perceptions regarding appreciation of work efforts for meeting the organizational goals. 

Similarly, Rhoades and Eisenberger (2002) also found in their meta-analysis study that 

in role performance influenced by the organizational support. 

There is overwhelming evidence that indicates the positive link between organizational 

support and employee's emotional/attitudinal outcome such as organizational 

commitment. Makanjee, Hartzer, and Uys (2006) also indicated that organizational 

support positively influences the employee commitment toward organization of 
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radiographers. Similarly, Muse and Stamper (2007) found that organizational support 

was positively linked with organizational commitment in a large manufacturing 

company. Panaccio and Vandenberghe (2009) found the indirect effect of 

organizational support toward employee wellbeing via organizational commitment. 

Recently, Casimir et al. (2014) conducted a study in China involving 428 employees 

and found that organizational support positively enhanced employees' affective 

commitment. 

Researchers also observed that organizational support fulfilled several social and 

emotional needs of employees, such as self-esteem, and self-affiliation, that might help 

the employees to form an psychological attachment with the organization (Eisenberger, 

Armeli, Rexwinkel, Lynch, & Rhoades, 2001). Consequently, an obligation of 

organizational support felt by the employee and in return they feel commitment toward 

organization by demonstrating more affective organizational commitment (Shore & 

Wayne, l993) . In short, strong evidence exists that when an organization willingly 

shows its support towards its employees, they are likely to respond positively by 

showing superior commitment. According to the existing literature, it is that SRP and 

affective organizational commitment are positively linked. Table 2.9 shows some of the 

major studies on organizational support, SRP, and organizational commitment. 
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Table 2.9 

MaLor Studies on Org_anizationa/ Sul!P..ort, SRP, and Organizational Commitment 
Author/Year IV DV Mediator/ Country and Sample 

Moderator Sector 
Yavas and OS SRP New Zealand 530 

Babakus (2010) Banking 

Karatepe (2012a) OS SRP .Job Cameroon 338 

embeddedness Hospitality 
Karatepe (2012b) OS SRP Career Cameroon 212 

satisfaction Hospitality 

Hee et al. (2004) OS SRP JS South Korea 279 
Banking 

Kim et al. (2009) OS Employee JS Thailand 192 

Behavior Hotels 
Duke et al. (2009) Emotional JS and JP POS USA 338 

labor Service firms 

Shen et al. (2014) OS Work Organizational China 238 

outcomes identification Service firms 

Casimir et al. OS In role AOC China 428 

(2014) performance Service firms 

Muse and Stamper OS AOC USA 313 

(2007) Industrial 

Panaccio and OS AOC Employee France 220 

Vandenberghe well-being Service firms 

(2009) 
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Results 

OS effect positively frontline employees' SRP. 

Positive relationship found between OS and SRP. 

OS influences SRP only through CSA T. 

SRP influenced by OS through Job satisfaction. 

No mediation found of JS between OS and performance 

outcomes. 
OS positively affect JP and JS. 

OI mediates the relations of OS and work outcomes. 

AOC fully mediate the relationship between OS and in 

role performance. 

OS have positive effect on the AOC. 

AOC mediates the relationship between POS and well

being. 



2.17 Supervisor Support 

Supervisor support is defined as individual care shown to every worker through 

coaching, leading, helping subordinates toward fulfillment of their work-related 

responsibilities, and performance evaluations (Liaw, Chi, & Chuang, 2010). Michel, 

Kavanagh, and Tracey (2013) and Tracey and Tews (2005) defined supervisor support 

as the attention paid by a supervisor or immediate boss toward an employee's family 

and work-related problems where the former value the employees' concerns, appreciate 

their thoughts and ideas, encourage skill achievement, and behave politely and flexibly 

regarding their work schedules. The existence of appropriate support from a supervisor 

enables employees to become more cooperative and successfully meet the job 

requirements (Karatepe, 2014). Perceived supervisory support is also identified as the 

amount of attention paid by the immediate boss or supervisor (Choi et al., 2012; Kottke 

& Sharafinski, 1988; Maertz, Griffeth, Campbell, & Allen, 2007; Michaels & Spector, 

1982). 

Wayne et al. (I 997) argued that perceived supervisory support is distinguishable from 

organizational support empirically and conceptually. Rhoades and Eisenberger (2002) 

argued that a concerned supervisor must value the contribution of the employees toward 

work and pay attention to the latter's well-being. (Karatepe, 2014) asserted that 

supervisor support is reflected by organizational support because a supervisor is a 

representative of the organization. In this regard, supervisory support is the ability of 

the immediate boss to defend his/her subordinates (Babin & Boles, 1996; Bell, Mengi.iv, 

& Stefani, 2004). 
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Liden and Graen (I 980) stressed that in an organizational context high-quality 

interactions should be friendly and supportive. Dubinsky, Howell, Ingram, and 

Bellenger (1986) further asserted that a supportive supervisor enhances greater 

communication and role definition in a work-related setting. Researchers argued that 

the positive perception of employee regarding the supportive supervision positively 

affect the job outcomes of employee reciprocally, such as commitment at (Yavas & 

Babakus, 2010). Babin and Boles (1996); Ng and Sorensen (2008) identified number 

of supervision strategies that might help employees to make positive perception about 

supervisor, for instance, giving the employees access to main resources, such as 

working training and equipment, and provision of emotional support such as caring, 

sympathy, comfort, and appreciation regarding their job could strengthen the 

attachment of employees to the organization, resulting in positive work outcomes (Ng 

& Sorensen, 2008; Pasamehmetoglu, Guchait, Tracey, Cunningham, & Lei, 2017). 

Because a supervisor is a tangible and salient representative of organizational policies, 

actions, and procedures (Hong, Liao, Hu, & Jiang, 2013; Kottke & Sharafinski, 1988; 

Schneider & Bowen, 1993), the support given by the supervisor is likely to result in 

better employee performance and enhanced innovativeness and creativity in the 

delivery of services (Karatepe, 2014). Supervisor support is also likely to decrease 

work-related stress experienced by employees, improving their self-efficacy. As a 

result, employees will have higher work engagement in delivering service recovery 

(Karatepe & Uludag, 2007; Liaw et al., 2010). 
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2.17.1 Relationship between Supervisor Support, SRP, and Organizational 
Commitment 

The association of supervisor support with SRP has been well established in past 

literatw-e. (Singh, 2000) revealed that support from the supervisor influenced the SRP 

of employees due to the reduction of burnout tendencies in call centers. Guchait, 

Pa~amehmetoglu, and Dawson (2014) also found that supervisor support enhanced 

error management, employee engagement, and SRP. Furthermore, Karatepe and Kilic 

(2007) found an indirect relationship between organizational commitment, employee 

performance, and supervisor support. A recent study by Karatepe (2014) among FLEs 

in hotel industry in Cameron revealed that job embeddedness significantly influenced 

by supervisor support. 

Heskett, Sasser, and Schlesinger ( 1997) proposed a service profit chain model that 

focuses on internal service quality. To extend that concept (Heskett et al., 1997) 

proposed that supervisor support has a positive effect toward employee productivity 

and capability because a supervisor in internal service quality plays an essential role to 

communicate and ensure quality during employee service delivery. Past literature 

supported the SPC model where management support, training, and empowerment were 

found to be the key influencers that enhance employee's effort to recover service failure 

(Ashill et al., 2005; Boshoff & Allen, 2000; Gibbs & Ashill, 2013; Masoud & Hmeidan, 

2013; Rod et al., 2006; Singh, 2000). A recent investigation done by Oentoro et al. 

(2016) in call centers of a service organization revealed that the agents of call centers 

who are strong in the trait of emotional stability has more effectively deal with service 

encounters particularly, when their perception of supervisor support are positive. 
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Supervisor support has been also found to link with enhanced organizational 

commitment (Flaherty & Pappas, 2000; Joiner & Bakalis, 2006; Pepe, 2010). Ng and 

Sorensen (2008) conducted a meta-analysis on support by comparing the effect of 

coworker support and supervisor support on work related employee outcomes like 

employee satisfaction, and organizational commitment, and revealed that supervisor 

support linked significantly and positively with employee's organizational commitment 

and satisfaction. Although the benefits of supervisor support are widely documented, 

its influence on work-related outcomes is yet not to be fully explored, such as 

organizational commitment and SRP (Ng & Sorensen, 2008). It is possible that when 

the supervisor shows care to the employees, the latter will be committed to putting more 

efforts in service recovery in return (Oentoro et al., 2016). Table 2.10 shows some of 

the major studies on supervisor support, SRP, and organizational commitment. 

76 



Table 2.10 

Major Studies on Sup_ervisor SuPJ!.Ort, SRP, and Organizational Commitment 
Author/Year IV DV Mediator/ Country and Sample Results 

Moderator Sector 

Oentoro et al. ss SRP Personality Thailand 533 SS found positively related to employees' SRP while 

(2016) traits Call centers extraversion did not have the effect on the relationship of 

SS and SRP. 

Ouchait et al. ss SRP Psychological Turkey 236 SS is positively effect employee SRP while the 

(2014) Safety Restaurant mediation effect of Psychological Safety was not 

supported 

Karatepe and Kilic ss AOC Job satisfaction Cyprus 312 SS found posit ively related to job satisfaction, and JS 

(2007) Hotels was positively associated with AOC 

Joiner and Bakalis ss AOC Australia 275 SS found positive significant influence on tbe 

(2006) Education employee's AOC 

Choi et al. (2012) Job burnout Intention to PSS USA 287 SS did not have any influence on the re lationship 

resign Call centers between burnout and intention to resign. 

Maertz et al. ss Turnover USA 225 This study found that SS significantly related to turnover 

(2007) intention Social service behavior of employee. 

Karatepe (20 14) ss SRP Job Cameron 212 SS displays a significant positive relationship through 

embeddedness Hotels job embeddedness. 

Pasamehmetoglu ss SRP USA 243 Results of this study shows that SS was not influence the 

et al. (2017) Restaurant employee's SRP 
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2.18 Coworker Support 

Coworker support is defined as the positive perception regarding the amount of believe 

that the coworkers of employee are willing to help and provide assistance at the 

workplace for the resolution of job-oriented issues (Guchait et al., 2014; Susskind, 

Kacmar, & Borchgrevink, 2003). According to Susskind et al. (2003), and Ducharme, 

Knudsen, and Roman (2007), coworker support involves the perceptions and 

confidence of employees toward a coworker's psychological agreement to help them in 

carrying out job-oriented duties to complete. Coworker support includes knowledge 

sharing, providing support to each other, and motivating others during completion of 

assigned tasks (Ducharme et al., 2007; Kim, Hur, Moon, & Jun, 2017). 

The importance of a coworker is magnified in recent years because of job-related 

trends, such as the use of teams and collective work (Chiaburu, 2010). Since the 

majority of us work alongside other employees, coworker support is critical to ensure 

that the job is performed well (Ensher, Thomas, & Murphy, 2001; Fairlie, 2004). When 

there is coworker support, employees can get more access to job resources (Eder & 

Eisenberger, 2008) that enable employees to deal effectively with work-related stress, 

improve their service performance, resolve customer complaints efficiently (Karatepe 

& Agbaim, 2012), expedite customer recovery, and decrease turnover intentions (Cho, 

Johanson, & Guchait, 2009; 0. M. Karatepe, 2012a; Tsai, Chen, & Liu, 2007). 

Coworker support is also paramount in assisting employees deal with work-related 

stress (Duke et al., 2009; Kim et al., 2017), as in a service setting where employees 

experience conflict between their true feelings and their expressed feelings as a result 

of emotional labor (Duke et al., 2009; Kim et al., 2017). To reduce the effect of 
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emotional labor, employees often form a community among the coworkers where they 

can express their feelings, reducing workplace stress related to customers and resolving 

problems related to job as well (Joiner, 2007). 

2.18.1 Relationship between Coworker Support, SRP, and Organizational 
Commitment 

Past literature shows enough evidences regarding the relationship between coworker 

support and outcomes of service employee, for instance, service performance, ability 

to encounter stress, and effective service recovery (Guchait et al., 2014; Joiner, 2007; 

Karatepe, 2012a; Limpanitgul, Boonchoo, & Photiyarac.b, 2014; Tsai et al., 2007; Tsa~ 

Chen, & Cheng, 2009). Authors further asserted that coworker support also buffer the 

employee's negative outcomes, for instance, it reduce the intention to leave the 

organization and intention to resign (Ducharme et al., 2007; Iverson, 2000). 

Furthermore, Liaw et al. (20 l 0) stressed that coworker support as a moderator would 

positively increase the customer orientation of the employee Tsai et al. (2009) also 

demonstrated that coworker support might help to enhance the service prformance of 

innsurans agents. 

Moreover, several recent investigations in service industries have shown that coworker 

support influences the SRP ofFLEs. For instance, a longitudinal survey conducted by 

Nagarni, Tsutsumi, Tsuchiya, and Morimoto (2010) involving 987 full-time employees 

in the healthcare industry revealed that coworker support was positively correlated with 

performance. (Amameh, Abu Al-Rub, & Abu Al-Rub, 2010) also found that job 

performance of nurses working in Jordanian hospitals influenced by the coworker 
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support. Recently, Guchait et al. (2014) found a substantial and positive association 

among coworker support and SRP among FLEs in Turkey. 

Evidence on the link between worker support and organizational commitment has also 

been reported. For instance, (Karatepe, 2012a); 0. M. Karatepe (2012a) revealed that 

positive perceptions of employee regarding the provision of support from the coworkers 

and feeling that they are a part of a workgroup, will help to develop a positive feeling 

toward the organization and remain in the organization. Other studies have also reported 

such positive link (Chiaburu & Harrison, 2008; Joiner & Bakalis, 2006; Limpanitgul et 

al., 2014). Recently, a study done by Rousseau and Aube (2010) among 215 FLE's in 

the healthcare industry and indicated that coworker support was strongly related to 

affective commitment when job resource adequacy was high. Employee engagement in 

social interactions (i.e., coworker support) at the workplace tends to shape their positive 

work experience (Rousseau & Aube, 2010), and coworkers who receive desirable 

support develop positive work experiences. As a result, they are to be expected to 

develop a sense of belongingness and loyalty toward the organization, characteristics 

of affective commitment (Lirnpanitgul et al., 2014). Table 2.11 shows some major 

studies on coworker support, SRP, and organizational commitment. 
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Table 2.11 

Major Studies on Coworker Sul!E.ort, SRP, and Organizational Commitment 
Author/Year IV DV Mediator/ Country and Sample Results 

Moderator Sector 

Pasamehmetoglu Coworker SRP USA 243 CS significantly influence the employee's SRP. 

et al. (2017) support Restaurant 

Joiner and Bakalis Coworker AOC Australia 275 CS found significant influence on the employee's 

(2006) suppo11 Education AOC. 

Karatepe (2012a) Coworker SRP Job Cameroon 338 Not font any relationship between coworker support 

support embeddedness Hospitality and employee's SRP. 

Guchait et al. Coworker SRP Psychological Turkey 236 Positive relationship exists between CS and SRP. 

(201 4) support safety Restaurant 

Nagami et al. Coworker JP Japan 777 High coworker support reported higher JP. 

(2010) support Manufacturing 

Joiner (2007) TQM OP Coworker Australia 88 CS moderates the relationship between TQM and 

practices support Vehicle industry OP. 

Limpanitgul et al. Coworker AOC Organizational Thailand 439 Significant relationships found between CS and 

(2014) support culture Airline AOC. 

Chiaburu and Coworker oc USA 161 In this study, CS positively predicts OC. 

Harrison (2008) support Meta-Analysis 

Rousseau and Coworker AOC Job resource Canada 215 CS strongly related to AOC when job resource 

Aube (2010) support adequacy Healthcare adequacy is high. 
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2.19 Organizational Commitment 

Organizational commitment involves the amount to which an employee feels a sense of 

obligation, emotional attachment, and feeling of honor to work with the organization 

(Allen & Meyer, 1990; Rod & Ashill, 2010). Employees who are committed to identify 

and involve themselves in their organization (Meyer, Paunonen, Gellatly, Goffin, & 

Jackson, 1989; Mowday et al., 1979). As defined by Porter, Steers, Mowday, and 

Boulian (1974), organizational commitment is the desire an individual show in 

identifying himself or herself with the organization he or she works in and involving in 

the activities of the organization. Organizational commitment is also considered as the 

strength of attachment one has to the organization (Sharma & Bajpai, 2010). According 

to (Rod & Ashill, 2010), organizational commitment is a sense of obligation and 

emotional attachment of the employee to organization. 

In defining organizational commitment, Allen and Meyer (1990) distinguished three 

dimensions: affective, continuance, and normative commitment. as defining affective 

commitment refers to the identification and participation in the organization, as well as 

the satisfaction with being a member of the organization. Continuance connnitrnent 

refers to the perceived cost when not staying in the organization and the benefits 

associated with an individual's investments such as close relations worker with 

coworkers, pension advantages, position, and job. Finally, normative commitment 

involves to the obligation that employees believe they have to make by remaining in 

the organization. 
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2.19.1 Affective Organizational Commitment (AOC) as Mediator 

The present study considered affective organizational commitment as an emotional 

response of an employee in a service recovery setting. As literature explains that in the 

service context, where service failures are occurred, frontline employees who are more 

committed toward the organization, can successfully deal with the service failure of the 

customer which in return customers makes happy (Rod & Asbill, 2010). 

Past empirical studies have found an association between affective organizational 

commitment toward employee outcomes for instance, employee performance and 

employee SRP (Kim et al., 2009; Piaralal et al., 2016; Rod & Ashil!, 2010) and positive 

customer's perceptions regarding employee and the organization (Masterson, 2001). 

According to Meyer and Herscovitch (2001), in the service recovery setting employee 

commitment refers to follow a course of action relevant to a goal in service recovery. 

Furthermore, affective organizational commitment has been confirmed to affect the 

SRP of frontline employees across many service organizations such as healthcare 

organizations and banks (Ashill et al., 2005; Ashill et al., 2006; Kirkbir & Cengiz, 2007; 

Rod et al., 2006) directly. Moreover, the direct and significant effect of affective 

commitment also reported toward service quality in the banking industry (Boshoff & 

Tait, I 996) and SRP of employees (Babakus et al., 2003; Boshoff & Allen, 2000). 

Past research also shows the influence of some antecedent variables proposed in this 

study such as internal communication, employee rewards, employee training, employee 

empowerment (Rod & Ashill, 2010), teamwork (Ghorbanhosseini, 2013), role conflict 

and role ambiguity (Michael, Court, & Peta~ 2009), emotional exhaustion (Tourigny et 

al., 2013), supervisor support (Pepe, 2010), coworker support (Limpanitgul et al., 
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2014), and organizational support (Casimir et al., 2014) on organizational commitment. 

Hence, this study proposed affective organizational commitment as a mediating 

variable as suggested by Karatepe and Vatankhah (2015). Specifically, the study in 

hand attempted to explore the mediating role of affective organizational commitment 

in between the relationship of internal marketing practices ( employee rewards, 

employee training, employee empowerment, and internal communication), role 

stressors (role ambiguity, role conflict, and emotional exhaustion), and workplace 

social support (organizational support, supervisor support, and coworker support) and 

SRP. As an emotional attachment of employees to an organization (Allen & Meyer, 

1990), this study examined affective commitment as an emotional response with 

(Bagozzi, 1992) reformulation of attitude theory. 

2.20 Customer Service Orientation of the Firm 

Customer service orientation involves the culture in the organization that supports the 

customer preference behaviors of workforce toward excellent delivery of services 

(Ashill et al., 2005; Babakus, Yavas, & Ash.ill, 2009; Lytle, Hom, & Mokwa, 1998). 

Customer service orientation refers to the organizational culture coupled with the 

customer related practices which enable employees to realize organizational priorities 

regarding customer wich should be adopted by the FLE (Rod & Ash.ill, 2010). For the 

expansion of service quality and to take immediate actions on the unexpected service 

failure in the service organizations, this culture is necessary to implement (Yavas et al., 

2003). It is also suggested by the researchers the services are delivered by the employee 

must be supported uninterruptedly by the management for the fulfillment of customer 

needs and satisfaction (Boshoff & Allen, 2000). According to Lytle et al. (1998), good 
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customer service orientation is needed to formation and improvement of superior 

marketing performance. Therefore, such culture in a service organization has a 

significant impact on the organization's capability to give outstanding service and 

recovering service failure effectively (Bellou, 2007; Parasuraman, 1987; Yoon, Choi, 

& Park, 2007). 

Customer service orientation has been studied from the organizational level and 

individual level perspectives (Gil Saura, Berenguer Contri, Cervera Taulet, & Moliner 

Velazquez, 2005; Homburg, Hoyer, & Fassnacht, 2002). In the service organizations, 

customer service orientation is an essential element of a market orientation focusing on 

organization strategies, practices and systems aimed at appreciating and promoting 

service-oriented behaviors that will generate and provide excellent service quality to 

customers (Chung & Schneider, 2002; Deshpande, Farley, & Webster, 1993; Lytle et 

al., 1998; Yoon et al., 2007). Service providers who regularly change the design of 

service delivery and meet customer needs show customer service oriented behavior 

(Donavan, Brown, & Mowen, 2004). 

On the other hand, an individual level customer service orientation relates to the 

behavior of employees when performing service roles (Gwinner, Bitner, Brown, & 

Kumar, 2005). Customer service orientation refers to a set of thoughts and behaviors 

influencing the quality of relations between employees and the customers (Hogan, 

Hogan, & Busch, l 984). According to Deshpande et al. ( 1993), customer service 

orientation is a collection of believes that gives customers the priority, which means 

that the individual is ready to spend time and effort to satisfy the customers (Kelley, 

1992). Consistently, Brown, Mowen, Donavan, and Licata (2002) explains customer 
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service orientation is the predisposition of employee which enable employee to fulfill 

customer demands. 

2.20.1 Relationship between Customer Service Orientation, Service Recovery 
Performance, and Organizational Commitment 

Past literature found that customer service orientation significantly corelated with the 

SRP of employee in the context of service firms. Evidences are exists in the literature 

in several industries and different regions for instance, in healthcare and service 

organizations in New Zealand, banlcing industry in Turkey, and life insurance industry 

in Malaysia (Asbill et al., 2008; Cengiz & Kirkbir, 2007a; Piaralal et al., 2016; Rod & 

Ashill, 2010). Other studies also showed that customer service orientation had the 

positive association with service quality and customer satisfaction (Brady & Cronin, 

2001; Hennig-Thurau, 2004). According to (Yavas & Babakus, 2010), customer service 

orientation can serve as an internal compass and provides a clear, well-defined 

guideline to reduce uncertainties and ambiguities, reduce effects of conflicts, increase 

more creative ways and more resources from the management to serve customers better. 

Liao and Chuang (2004) revealed a direct influence by customer service orientation on 

frontline employees service performance. Liang et al. (2010) found that customer 

service orientation was directly linked with employee service performance but 

indirectly affected customer faithfulness. Piaralal et al. (2016) found that customer 

service orientation positively influenced the SRP of employees in the insurance 

industry in Malaysia, because, the insurance industry strongly involved long-term 

relationship due to the nature of the services provided by the organization, it is essential 

be align with the customer centric strategies, for instance customer service orientation 

(Noor & Muhamad, 2005). 
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A study conducted by the Ardahan (2007) with the sample of 204 employees, indicated 

that SRP of FLE's strongly influenced by the customer service orientation. He further 

indicated that the customer oriented behavior of employee pay extra attention to resolve 

customers' problems, and fulfill customer needs to develop the intention to repurchase. 

Gil Saura et al. (2005) revealed that customer service orientation elements were directly 

influenced by service orientation, service management, service method, and human 

resources practices. Bellou (2007) found organizational culture predicted customer 

service orientation of FLEs in the healthcare industry in Greek. He argued that FLEs 

who make fast decisions, are competitive, and see the link between goals and rewards 

will improve their customer service. 

Research also shows a direct and significant influence of customer service orientation 

on organizational commitment (Anaza et al., 2012). Kim and Ok (2010) found customer 

service orientation improved customer fulfillment, affective commitment, and intention 

to repwchase in a service industry related to foodstuff. Jaworski and Kohli ( 1993) 

postulated that customer-oriented employees in service firms feels a sense of pride 

because the organizational strategies are developed for customer satisfaction and will 

feel that they are playing a role in contributing something worthwhile. Other studies 

also found that customer service orientation influenced employee's affective 

commitment and SRP (Ashill et al., 2005; Karatepe & Uludag, 2007; Rod & Asbill, 

20 l 0) positively. However, a few investigations revealed that customer service 

orientation did not affect SRP (Asbill et al., 2005; Boshoff & Allen, 2000; Crawford & 

Riscinto, 2011 ; Yavas et al., 2003). Table 2 .12 shows some of the major studies on 

customer service orientation, SRP, and organizational commitment. 
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Table 2.12 

Major Studies on Customer Service Orientation, SRP and Organizational Commitment 
Author/Year IV DV Mediator/ Country and Sample Results 

Moderator Sector 

Piaralal et al. cs SRP Employment Malaysia 350 CS orientation found a positive effect on SRP. 
(2016) orientation status insurance 
Yavas and cs SRP AOC and Job New Zealand 530 CS orientation strongly influences job performance 
Babakus (2010) orientation satisfaction Banking through AOC. 
Rod and Ashill cs SRP AOC and Job New Zealand 152 CS orientation effect SRP only via AOC and not 
(2010) orientation satisfaction Healthcare through the job satisfaction. 
Ardahan (2007) cs SRP Turkey 620 CS orientation directly influence the employee SRP, 

orientation Hospitality 
Liang et al. (2010) cs SP& Taiwan 247 Positive link found between CS orientation, employees' 

orientation consumer Banks service performance and consumer response. 
loyalty 

Asbill et al. (2005) cs SRP New Zealand 152 CS orientation did not found any influence on 
orientation Healthcare employee SRP. 

Rod et al. (2006) cs SRP New Zealand 232 CS orientation have a positive influence on the 
orientation Public sector employee's SRP. 

Yavas et al. (2003) cs SRP Turkey 180 CS orientation did not have any influence on 

orientation Banks employee's SRP. 
Kim and Ok cs oc Customer Kansas 471 CS orientation have positive influence on OC but not 
(2010) orientation satisfaction Restaurant significant. 
(Kim, Leong, & cs Intention to OC&ES Korea 350 CS orientation found positively related to OC. 
Lee, 2005) orientation leave Restaurant 
(Donavan et al., cs OC, JS, and - USA CS orientation positively influences job satisfaction 
2004) orientation OCB Qualitative and commitment. 
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Due to the inconsistent result of customer service orientation, more investigation is 

needed to confirm the literature. Hence, this study investigated the moderating effect of 

customer service orientation on the relationship between AOC and SRP. 

2.20.2 Customer Service Orientation as Moderator 

Customer service orientation is one of the main factors of customer service that can 

help business organizations succeed in a highly competitive market environment by 

fulfilling the needs of customers and responding with superior value of products and 

services (Liang et al., 2010). Service orientation, customer focus, and customer 

excellence focus mainly on realizing customers' interests and needs and providing them 

with appropriate solutions (Korschun, Bhattacharya, & Swain, 2014). 

As Yavas et al. (2003) stated that customer service oriented culture necessarily 

implemented in the service providing organizations for the expansion of service quality, 

and immediate recovery of unexpected and unusual service failures. Moreover, 

Ardahan (2007) further add an argument, as the positive association exists in between 

customer service orientation and SRP, it would be increase the capability of employee 

to communicate with customers in customer oriented way to resolve customer problems 

and achieve successful service recovery attempts. 

Similarly, Yagil, Luria, and Gal (2008) indicated that powerful customer service 

orientations would lead to lower harmful customer behaviors because customers may 

respond favorably to the encouraging attitude and behavior of a service organization. 

Hence, employees in the service organization need to be prepared for the expected 

customer concerns and find personalized resolutions to specific customer requirements 
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as a means of fulfilling customer needs (Babakus et al., 2009). Hence, in this study 

customer service orientation was conceptualized as a moderator that affects the 

relationship between the AOC and SRP of FLEs. 

2.21 Research Framework and Hypotheses 

Based on the discussion on the key concepts, the research model to be tested was 

developed and presented in Figure 2.1. The model includes ten independent variables 

(internal communication, employee rewards, employee training, employee 

empowerment, role ambiguity, role conflict, emotional exhaustion, organizational 

support, supervisor support, and coworker support), one mediating variable (affective 

organizational commitment), one moderating variable ( customer service orientation), 

and one dependent variable (service recovery performance). 

Boshoff and Allen (2000) proposed seven factors (i.e., customer service orientation, 

rewards, training, teamwork, empowerment, role conflict, and organizational 

commitment) that are likely to influence the SRP of an employee directly. This study 

investigated more factors based on past investigations. It added five more factors (i.e., 

internal communication, organizational support, supervisor support, coworker support, 

and emotional exhaustion). This study also examined affective commitment as a 

mediator and customer service orientation as a moderator. 
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Figure 2.1 
Research model of the present study 

2.21.1 Research Hypotheses 

According to the research model in Figure 2. 1, employees who perceive internal 

marketing practices (internal communication, employee rewards, employee training, 

and employee empowerment) favorably are like to perform better and effectively in 

their jobs. Past researchers indicated that employee rewards, employee training, 

employee empowerment (Rod & Ashil!, 2010), role conflict and role ambiguity 

(Michael et al., 2009), emotional exhaustion (Tourigny et al., 2013), supervisor 

Support, (Pepe, 2010), organizational support (Casimir et al. , 2014), and coworker 
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support (Limpanitgul et al., 2014) could influence employee's SRP. Thus, it was 

hypothesized that: 

HJ: Internal communication is positively related to SRP. 

H2: Employee rewards are positively related to SRP. 

HJ: Employee training is positively related to SRP. 

H4: Employee empowerment is positively related to SRP. 

HS: Role ambiguity is negatively related to SRP. 

H6: Role conflict is negatively related to SRP. 

H7: Emotional exhaustion is negatively related to SRP. 

H8: Organizational support is positively related to SRP. 

H9: Supervisor support is positively related to SRP. 

HO: Coworker support is positively related to SRP. 

Hl 1 Affective commitment is positively related to SRP. 

H12: Internal communication is positively related to AOC. 

H13: Employee rewards are positively related AOC. 

H14: Employee training is positively related to AOC. 

H15: Employee empowerment is positively related to AOC. 

H16: Role ambiguity is negatively related to affective AOC. 

H17: Role conflict is negatively related to AOC. 

H18: Emotional exhaustion is negatively related to AOC. 

H19: Organizational support is positively related to AOC. 

H20: Supervisor support is positively related to AOC. 

H21: Coworker support is positively related to AOC. 
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The model also suggests affective commitment as mediator in the relationship between 

internal marketing practices, role stressors, workplace social support, and employee 

SRP. To test the mediation effect, Baron and Kenny (1986) suggested that the 

independent variables need to be significantly related to the mediating variable (i.e., 

affective commitment), and the mediation variable needs to have a significant 

relationship with the dependent variable (i.e., SRP). Thus, to test the mediation effect 

of organizational commitment on SRP, the following hypotheses were formulated: 

H22: AOC mediates the relationship between internal communication and SRP. 

H23: AOC mediates the relationship between employee rewards and SRP. 

H24: AOC mediates the relationship between employee training and SRP. 

H25: AOC mediates the relationship between employee empowerment and SRP. 

H26: AOC mediates the relationship between role ambiguity and SRP. 

H27: AOC mediates the relationship between role conflict and SRP. 

H28: AOC mediates the relationship between emotional exhaustion and SRP. 

H29: AOC mediates the relationship between organizational support and SRP. 

H30: AOC mediates the relationship between supervisor support and SRP. 

H31: AOC mediates the relationship between coworker support and SRP. 

Previous research has shown that customer service orientation is important factor that 

influences the service behavior of an employee (Ardahan, 2007; Korschun et al., 2014; 

Liang et al., 2010). Thus, based on past theoretical and empirical indication, the study 

expected that customer service orientation would explain the variance in employee 

SRP. Hence, to test the moderating effect of customer service orientation on the 

relationship between affective commitment and SRP, it was hypothesized that: 
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H32: Customer service orientation moderates the relationship between AOC and 

SRP. 

Table 2.13 

Summary of Research Objectives and Hypotheses 
No. Objectives and Hypotheses Statement 

Objective 1: 

Hl: 
H2: 
H3: 
H4: 
HS: 
H6: 
H7: 
H8: 
H9: 
HO: 
Hl l 

Objective 2: 

Hl2: 
Hl3: 
HI4: 
HIS: 
H16: 
HI7: 
Hl8: 
Hl9: 
H20: 
H21: 

Objective 3: 

H22: 
H23: 
H24: 
H25: 
H26: 
H27: 
H28: 
H29: 
H30: 
H31: 

Objective 4: 
the 

H32: 

To determine the relationship between i11ternal marketing 
practices, role stressors, Workplace social support and SRP. 
Internal communication positively related to SRP. 
Employee rewards positively related to SRP. 
Employee training positively related to SRP. 
Employee empowerment positively related to SRP. 
Role ambiguity negatively related to SRP. 
Role conflict negatively related to SRP. 
Emotional exhaustion negatively related to SRP. 
Organizational support positively related to SRP. 
Supervisor support positively related to SRP. 
Coworker support positively related to SRP. 
Affective organizational commitment positively related to SRP. 
To determine the relationship between i11temal marketillg practices, 
role stressors, and workplace social support, and AOC 
Internal communication positively related to AOC 
Employee rewards positively related to AOC. 
Employee training positively related to AOC. 
Employee empowerment positively related to AOC. 
Role ambiguity negatively related to AOC. 
Role conflict negatively related to AOC. 
Emotional exhaustion negatively related to AOC. 
Organizational support positively related to AOC. 
Supervisor support positively related to AOC. 
Coworker support positively related to AOC. 
To determine the mediating effect of affective organizational 
commitment between internal marketing practices, role stressors, 
Workplace social support a11d SRP. 
AOC mediate the relationship between internal communication and SRP. 
AOC mediate the relationship between employee rewards and SRP. 
AOC mediate the relationship between employee training and SRP. 
AOC mediate the relationship between employee empowerment and SRP. 
AOC mediate the relationship between role ambiguity and SRP. 
AOC mediate the relationship between role conflict and SRP. 
AOC mediate the relationship between emotional exhaustion and SRP. 
AOC mediate the relationship between organizational support and SRP. 
AOC mediate the relationship between supervisor support and SRP. 
AOC mediate the relationship between coworker support and SRP. 
To determine the moderating impact of customer service orie11tatio11 01t 

relationship betwee11 AOC atid SRP. 
CO moderates the relationship between AOC and SRP. 
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2.21 Summary 

This chapter discussed the relevant literature on SRP and its antecedents. It also 

explained the underlying theory that underpins the relationship between internal 

marketing practices, (namely employee rewards, employee training, employee 

empowerment, and internal communication), role stressors (namely role ambiguity, 

role conflict, and emotional exhaustion), and workplace social support (namely 

perceived organizational support, supervisor support, and perceived coworker support) 

and employee SRP by integrating affective commitment as a mediating variable and 

customer orientation as a moderator. 
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3.0 Introduction 

CHAPTER THREE 

RESEARCH METHODOLOGY 

This chapter discusses the methodology used in this research. It explains how the 

research was conducted and which technique was used for systematic data collection. 

Specifically, this chapter describes the research design, population and sampling 

procedure, research instrumentation and measurement, data collection method and 

procedures, techniques of data analysis, and conclusion. 

3.1 Research Design 

The present study examined the association between internal marketing practices 

(internal communication, employee rewards, employee training, and employee 

empowerment), role stressors (role ambiguity, role conflict, and emotional exhaustion), 

workplace social support (organizational support, supervisory support, and coworker 

support) and employee service recovery performance (SRP) with the mediating role of 

affective commitment. Moreover, this study investigated the moderating effect of 

customer service orientation on the relationship between affective commitment and 

service recovery performance. 

This study was correlational because it investigated the relationships between the 

several factors mentioned above. Fraenkel, Wallen, and Hyun (1993) stated 

correlational research can examine the relationships between variables; thus, such 

design was compatible with the objectives of this study. This study investigated the 

proposed relationships by using a quantitative approach. A quantitative approach 
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permits the researcher to generalize the population of the study, which is the key 

drawback of a qualitative approach (Sekaran, 2000). The nature of this study was cross

sectional in which data were collected once. The present study was also conducted in a 

natural work environment and non-contrived situation without the researcher's 

interference. 

3.2 Sampling Design 

The sampling design covers topics such as the target population, sampling frame, 

sample size, and sampling technique used in this study. 

3.2.l Population and Sampling 

A population of a research study encompasses the information and collection of data 

properties (Cavana, Delahaye, & Sekaran, 2001; Hair, 2010). A sample is refered to a 

particular segment of the whole population of interest, it involves a sub-collection from 

the population of interest (Zikmuod, Babin, Carr, & Griffin, 2013). 

In this study, the population of the study was the call center employees working in 

Pakistan's telecom industry. According to the Pakistan Software Export Board (PSEB, 

2017), about 550 call centers are currently operating in Pakistan with expertise in both 

inbound and outbound calling including technical support and telemarketing, such as 

software companies, mobile telecom companies, IT companies, Pakistan Telecom 

Company Limited (PTCL), higher education universities, different banks and stores of 

food chains that comprises McDonald's, Pizza Hut, and large shopping malls (M. I. 

Afzal et al., 2016). Telecom call centers were selected because it was claimed that they 

were unable to resolve customer complaints effectively (as explained in chapter one) 
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and customers were not satisfied with the service recovery as reported by PT A. Since 

the customer service representatives (CSRs) represent the organization's image during 

the service encounter, their attitude and behavior are critical in the overall customer's 

evaluation of complaint satisfaction (Yavas et al., 2003). If the employees fail to 

respond effectively to a customer service failure, the organization's image and 

reputation will be adversely affected, and consequently, customer dissatisfaction arises 

(Kumar et al., 2012). Hence, this study was conducted on the telecom call centers, and 

the CSRs who were directly dealing with customer complaints are the participants of 

the study. 

3.2.2 Sampling Size Determination 

According to Hair, Black, Babin, and Anderson (2014), it is important to determine an 

accurate and suitable sample size to ensure the statistical reliability and appropriateness 

for fu11her analysis. The acceptable size determined by the number of variables which 

have been studied and also, depends on the statistical method of data analysis. 

According to the Pakistan Software Export Board (2017), a total of 2500 registered as 

permanent employee were working in different telecom call centers. Recently, a study 

conducted by Afzal et al. (2016) among call center employees in Pakistan also revealed 

2500 employees working in telecom call centers particularly in Lahore, Islamabad, and 

Karachi region. According to Afzal et al. (2016), the number of call center employees 

fluctuates due to the increasing number of customers and additional hiring of call center 

employees. Therefore, this study considered the latest number of call center employees 

to determine more accurate sample size. 
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According to a sampling guideline of Krejcie and Morgan (1970), for a population of 

above 2500 employees a sample of 335 participants for this study is considered 

adequate for the hypotheses testing which are proposed at the 95% confidence level 

(resulting in a 5% probability of error). Therefore, a minutest of 335 employees was 

required in this study. Furthermore, the study followed the rule of thumb developed by 

Roscoe (1975) as cited by (Sekaran & Bougie, 2003), who stated that the a suitable 

sample size for research studies should be at least 30 and lower than 500. Thus, a sample 

size of 335 for this research was deemed sufficient. Furthermore, in a multivariate 

analysis, the sample size should be IO or more times larger than the number of predictor 

variables. In this study, there were 13 predictors, and the required sample size should 

be 130 or more. Using the '10 times' rule of thumb, the present study also employed 

the G*Power program version to ensure the sample size was sufficient. The power 

analysis ofG*Power used to estimate the appropriate sample sizes was based on some 

statistical parameters (Faul, Erdfelder, Lang, & Buchner, 2007). Using 12 predictors, 

the study decided the medium effect size convention of 0.15 and a significance level of 

5%. Based on these parameters, a sample size of 127 at the statistical power of 0.80 

was determined shown in Figure 3 .1. 
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Anticipating a low response rate, the researcher distributed more sets of questionnaire 

following the suggestion of (Miller & Salkind, 2002) and Keyton (2015). Following the 

maximum sample of335 determined by Kiejcie and Morgan (1970), the study increased 

the sample size by 40% to 469 to achieve the maximum response rate because of a 

possible low response rate as suggested by Miller and Sal.kind (2002). 

100 



3.2.3 Sampling Procedure 

According to the PSEB (2017), a total of 15 telecom call centers were operating in three 

different regions of Pakistan, i.e., no1thern, southern, and a middle region. This study 

was conducted in three metropolitan cities located in these three regions: Lahore in the 

northern region, Islamabad in the middle region, and Karachi in the southern region. 

These three cities were selected for the following reasons. Furthermore, Islamabad is 

the capital of Pakistan, and the call centers situated there cover three major regions, i.e., 

the upper side of Punjab province, Kashmir, the northern area, and the Khyber 

Pakhtunkhwa province. Lahore is the second largest metropolitan city of Pakistan and 

a major hub of business activities. It is a highly populated area and contains people of 

multiple cultural and ethnic backgrounds. Karachi is the largest and most populous city 

in Pakistan and the capital of Sindh, as well as the 7th largest in the world. This city is 

Pakistan's premier industrial and financial center. Since Pakistan's independence, 

Karachi has been the center of the nation's economy and remains Pakistan' s largest 

urban economy. The size and characteristics of these cities were deemed suitable for 

this study to enable the generalization of the results across the population. 

A total of 15 call centers were selected as inbom1d telecom call centers operating in 

three regions. The list of call centers was retrieved from PSEB (2017) shown in Table 

3 .1. Furthermore, telecom call center employees were considered a homogenous group 

as they had a similar job description; hence, there were minimal variations in their 

formal responsibility. 
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Table 3.1 

List of Call Centers and Size of Employees in Lahore, Islamabad, and Karachi 

No. Company City Call Centers Employees 

I . Mobilink 900 Isb, Lhr, Khi 3 

2. 

3. 

4. 

Ufone 

Telenor 

Zong 

5. Warid 

Total 

Isb, Lhr, Khi 

Isb, Lhr, Khi 

Isb, Lhr, Khi 

Isb, Lhr, Khi 

Source: Pakistan Software Export Board, ·(2017) 
Note: Isb = Islamabad, Lhr = Lahore, Khi = Karach.i 

3.2.4 Sampling Technique 

3 

3 

3 

3 

15 

500 

400 

300 

400 

2500 

For ease of generalizability, th.is study used a simple random sampling technique. 

Simple random sampling is a sampling method that involves giving every member of 

the population an equal chance of being selected from a target population using a 

specified technique such as excel software as the basis of sample selection (Marsh, Hau, 

& Wen, 2004; Sekaran, 2006). A5 explained by Cavana et al. (2001) and Kothari 

(2004), the best way of selecting the members for a target sample population using the 

simple random sampling is by merely giving the total number of units in the total 

population an equal chance of being selected. 

From the sampling frame of 2500 call center employee working in telecom call centers 

469 employees were selected through simple random sampling technique by using the 

excel software. The main purpose of using random sampling in this study was to select 

the sample economically from the whole population while retaining the features of 

probability sampling (Zikmund et al., 2013). The outcome of this selection served as 
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the standard marker for selecting the sample units from within the total population 

(Cavana et al., 2001). 

Moreover, the participants were selected based on the proportion of employees working 

in each company's call center to get a higher generalized response. That is 36% call 

centers in Mobilink, 20% in Ufone, 16% in Telenor, 12% in Zong, and 16% in Warid. 

The proportion of distributed questionnaires are shown in Table 3.2. 

Table 3.2 

List of Proportionately Selected Employees from Call Centers 

No Company City Employees % 

1 Mobilink Isb, Lhr, K.hi 900 36% 

2 Ufone lsb, Lhr, K.hi 500 20% 

3 Telenor Isb, Lhr, K.hi 400 16% 

4 Zong Isb, Lhr, Khi 300 12% 

5 Warid Isb, Lhr, K.hi 400 16% 

6 Total 2500 JOO¾ 

Note: Isb = Islamabad, Lhr = Lahore, Khi == Karachi 

3.3 Unit of Analysis 

Proportion 

168 

93 

76 

56 

76 

469 

Unit of analysis in a given research represents who or what is being studied. In social 

science research the unit of analysis is as follows- a group, individual and the 

organization (Creswell, 2012; Kumar, Talib, & Ramayah, 2013). The participants of 

this study were the customer service representatives (CSRs) working in telecom call 

centers in Lahore, Islamabad, and Karachi. 

3.4 Data Collection Method/Procedure 

A self-administered survey was used in this study because of the practicality of this 

approach. Such a survey is the best method to integrate a large sample for the 
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establishment of a sample representation to generalize the results (May & Williams, 

2002). This method also suited this research due to the low financial cost, time 

constraints, and lower skill requirements (Sekaran, 2000). Proper execution of this 

method can produce a high level of quality in survey data, and 80-85% response rate 

can be achieved through this method (Burns & Bursn, 2000). 

To collect the data, this study used questionnaire. The questionnaire was administered 

personally in 15 call centers and distributed proportionately based on the number of 

employees of every telecom company (see Table 3.2) to increase the possibility of equal 

participation of the target participants. Secondly, the researcher could clarify 

misunderstanding or answer questions about the questions the participants did not 

understand. Thirdly, the researcher could encourage the participants to take part in the 

survey and give their views independently (Saunders, Lewis, & Thornhill, 2009; 

Sekaran & Bougie, 2013). Finally, the hand delivery tended to give a better response 

rate. Moreover, the hand delivery and collection method is efficient in a society where 

the research culture is not weU developed (Jahangir, 2012). Asika (1991) discovered 

the response rate of mailed questionnaires to be within the range of 3% and 4% in 

developing countries like Pakistan. 

3.5 Research Instrument 

The questionnaire of this study was developed to obtain relevant data on employee SRP. 

The questionnaire had four sections. Section A contained demographic questions, such 

as race, age, educational level, experience, job nature, and employment status. Section 

B had questions on 11 independent variables (internal marketing practices, role 

stressors, and workplace social support) and the dependent variable (SRP). Section C 
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had questions on the mediating variable (affective commitment), and section D had 

questions on the moderating variable. 

A cover letter was attached to the questionnaire, explaining the purpose of the study 

and the eligibility of the participants. It also assured confidentiality of their responses. 

3.6 Operationalization and Measurement 

This section describes the research variables and the sources of the instruments chosen 

in this study. The measures were mostly adapted from previous studies with acceptable 

reliability (Cronbach's alpha). These measures have been widely used in several studies 

(Ardahan, 2007; Ashill et al., 2005; Boshoff & Allen, 2000; Choi et al., 2012; Karatepe, 

2012a; Rod & Ashill, 2009; Yavas et al., 2003) shown in Table 3.2. A five-point Likert 

scale ranging from (I) "strongly disagree" to (5) "strongly agree" was employed to 

measure all variables. 
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Table 3.3 

Source and Measures of Study__ Variables 
Section Variable Items Reliability Sources of scale 

A Personal information 6 Se! f-construct 

B Internal communication 5 0.89 (Huang & Rundle-Thiele, 

2014) 

Employee rewards 5 0.83 (Boshoff & Allen, 2000) 

Employee training 6 0.87 (Boshoff & Allen, 2000) 

Employee 4 0.78 (Yavas et al., 2003) 

empowerment 

Role ambiguity 4 0.90 (Ardaban, 2007) 

Role conflict 4 0.75 (Rod & Asbill, 2009) 

Emotional exhaustion 5 0.79 (Rod & Ashill, 2009) 

organizational support 6 0.73 (Karatepe, 20 12a) 

coworker support 5 0.82 (Karatepe, 20 12a) 

supervisory support 4 0.94 (Choi et al., 2012) 

Service recovery performance 5 0.70 (Bosboff & Allen, 2000) 

C Affective organizational 5 0.78 (Asbill et al., 2006) 

commitment 

D Customer service orientation 5 0.82 (Yavas et al., 2003). 

Internal communication was defined as the transmission of information between 

organizational members or parts of the organization (Huang & Rundle-Thiele, 2014; 

Vercic et al., 2012). Internal communication was measured by five items, adapted from 

Huang and Rundle-Thiele (2014). The instrument had reported reliability of 0.89 

(Huang & Rundle-Thiele, 2014). 
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Table 3.4 

Items Representing the Internal Communication Scale 
1. There is an internal communication program for all employees in my organization. 

2. All communication materials reflect a consistent style in my organization. 

3. Messages that I receive are aligned with business wide communication. 

4. My organization communicates a clear brand image to me. 

5. Employees at all levels understand the direction and key priorities of my organization. 

Source: (Huang & Rundle-Thiele, 2014) 

Employee rewards were measured using five items, adapted from Boshoff and Allen 

(2000). The reported Cronbach 's alpha value for employee rewards was 0.83 (Boshoff 

& Allen, 2000). Rewards defined as an inducements employees receive from their 

organization such as compensation, appreciation, position and social identity (Boshoff 

& Allen, 2000). 

Table 3.5 

Items Representing the Employee Rewards Scale 
1. If I improve the level of service I offer customers, I will be rewarded 

2. The rewards I receive are based on customer evaluations of service 

3. Employees in this finn are rewarded for serving customers well 

4. Employees of this firm are rewarded for dealing effectively with customer problems 

5. I am rewarded for satisfying complaining customers. 

Source: (Boshoff & Allen, 2000) 

Employee training was measured using six items, adapted from Boshoff and Allen 

(2000). The reported Cronbach's alpha value for employee training was 0.87 (Boshoff 

& Allen, 2000). Employee training refers to the programs given by an organization to 

enhance attitude and work-related skills of employees ( (Boshoff & Allen, 2000). 
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Table 3.6 

Items Representing the Employee Training Scale 
1. Employees in this firm receive continued training to provide good service 

2. Employees in this firm receive extensive customer service training before they interact 

with customer 

3. Employees of this firm receive training on how to serve customers better. 

4. Employees of this firm are trained to deal with customer complaints. 

5. Employees of this firm receive training on dealing with customer problems 

6. Employees in this firm receive training on how to deal with complaining customers 

Source: (Boshoff & Allen, 2000) 

Employee empowerment refers to the authority to make decisions about work-related 

activities. By empowering the employees, the management demonstrates its 

commitment to service quality delivery (Yavas et al., 2003). Employee empowerment 

was measured using four items, adapted from Yavas et al. (2003). The reported 

Cronbach alpha's value for employee empowerment was 0.78 (Yavas et al., 2003). 

Table 3.7 

Items Representing the Employee empowerment Scale 
1. I am encouraged to handle customer problems by myself. 

2. I do not have to get management's approval before l handle customer problems. 

3. l am allowed to do al.most everything to solve customer problems. 

4. 1 have control over how I solve customer problems 

Source: (Yavas et al., 2003) 

Role ambiguity refers to the individual's lack of information regarding his/her job 

responsibilities, and he/she experiences a great amount of ambiguity to perform job

related tasks (Ardahan, 2007). It was measured using four items, adapted from Ardahan 

(2007). The reported Cronbach alpha's value for role ambiguity was 0.90 (Ardahan, 

2007). 
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Table 3.8 

Items Representing the Role Ambiguity Scale 
1. I have clear, planned goals and objectives for my job. 

2. I know exactly what is expected of me. 

3. I know what my responsibilities are 

4. I feel certain about the level of authority I have 

Source:(Ardahan,2007) 

Role conflict can be defined as the differences between perceived and expected job 

prospects by multiple management sources. It occurs when employees receive different, 

conflicting directions from more than one authority figures in the workplace (Rod & 

Asbill, 2009). Role conflict was measured using four items, adapted from Rod and 

Ashill (2009). The reported Cronbach alpha value for role conflict was 0. 75 (Rod & 

Asbill, 2009). 

Table 3.9 

Items Representing the Role Co71flict Scale 
1. When completing a task, I get conflicting information from two or more people. 

2. Sometimes I need to bend a rule or policy in order to cany out my job. 

3. I do things that are often accepted by one person but not accepted by others 

4. I have to deal with and satisfy too many different people. 

Source: (Rod & Asbill, 2009) 

Emotional exhaustion refers to the lack of force and reduction of emotional resources 

caused by extreme psychological requirements. It usually appears among employees 

who work in boundary-spanning work situations and have high work pressure 

conditions (Rod & Ashill, 2009). Emotional exhaustion was measured using five items, 

adapted from Rod and Ashill (2009). The reported Cronbach alpha value for emotional 

exhaustion was 0.79 (Rod et al., 2008). 
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Table 3.10 

Items Representing the Emotional Exhaustion Scale 
1. I feel exhausted at the end of the workday. 

2. My work requires a lot of emotional energy. 

3. When I get up in the morning I look forward to coming into work. 

4. Working with people all day is hard for me. 

S. I feel emotionally drained by my work. 

Source: (Rod et al., 2008) 

Organizational support was defined as the perception of employees that the 

organization values their contribution and cares about their weJI-being (Karatepe, 

2012a). It was measured using six items, adapted from Karatepe (2012a). The reported 

Cronbach alpha value for organizational support was 0. 73 (Karatepe, 2012a). 

Table 3.11 

Items Representing the Organizational Support Sea.le 
1. My finn values my contributions to its well-being. 

2. My firm strongly considers my goals and values. 

3. My finn is willing to help me when I need a special favor. 

4. My firm shows very little concern for me. 

S. My finn care about my opinions. 

6. My finn takes pride in my accomplishments at work. 

Source: (Karatepe, 2012a) 

Supervisor support was defined as individual care to every worker through coaching, 

leading, and helping subordinates toward the fulfilhnent of their work-related 

responsibilities and performance evaluations (Choi et al., 2012). It was measured using 

four items, adapted from Choi et al. (2012). The reported Cronbach alpha value for 

supervisory support was 0.94 (Choi et al., 2012). 
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Table 3.12 

Items Representing the Supervisor Support Scale 
1. My supervisor helps CSR's do their job well. 

2. My supervisor helps CSR's to handle their jobs smoothly in conjunction with others 

3. My supervisor helps CSR's to achieve high job performance. 

4. My supervisor is interested in CSR's welfare. 

Source: (Choi et al., 2012) 

Coworker support refers to the degree to which employee believes that his/her 

coworkers are available to assist in work-related issues to aid in the execution of their 

service-based duties (Karatepe, 2012a). Coworker support was measured using five 

items, adapted from Karatepe (2012a). The reported Cronbach alpha value for coworker 

support was 0.82 (Karatepe, 2012a). 

Table3.13 

Items Representing the Coworker Support Scale 
1. I receive help and support from my coworkers. 

2. I feel I am accepted in my work group. 

3. My coworkers are understanding if I have a bad day. 

4. My coworkers back me up when I need it. 

5. I feel comfortable with my coworkers. 

Source: (Karatepe, 2012a) 

Service recovery performance was defined as the effective ability of a service 

employee's behavior and actions to resolve the service failures and get back customer 

satisfaction (Boshoff & Allen, 2000; Yavas et al., 2003). It was measured using five 

items, adapted from Boshoff and Allen (2000). The reported Cronbach alpha value for 

SRP was 0.70 (Boshoff & Allen, 2000). 
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Table 3.14 

Items Representing the Service Recovery Pe,formance Scale 
1. Considering all the things I do, I handle dissatisfied customers quite well. 

2. I don't mind dealing with complaining customers. 

3. No customer I deal with leaves with problems unresolved. 

4. Satisfying complaining customers is a great thrill to me. 

5. Complaining customers, I have dealt with in the past are among today's most loyal 

customers 

Source: (Boshoff & Allen, 2000) 

Affective organizational commitment was defined as defined as the degree to which 

employee's feel a sense of obligation, emotional attachment, and feeling the honor to 

work with the organization (Ashill et al., 2006). It was measured using five items, 

adapted from Ashill et al. (2006). The reported Cronbach alpha value for affective 

commitment was 0.78 (Ashil! et al., 2006). 

Table 3.15 

Items Representing the Affective Organizational Commitment Scale 
1. I find that my values and the firm's values are very similar. 

2. I really care about the future of this firm. 

3. I am proud to tell others that I work for this firm. 

4. I am willing to put in a great deal of effort beyond that normally expected in order to 

help the firm to be successful 

5. For me, this is the best of all possible organizations for which to work 

Source: (Ashill et al., 2006) 

Customer service orientation of the firm was defined as an organizational culture 

that has a strong service orientation that is necessary to retain a long-term and healthy 

relationship with customers (Yavas et al., 2003). It was measured using five items, 
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adapted from Yavas et al. (2003). The reported Cronbach alpha value for customer 

service orientation was 0.82 (Yavas et al., 2003). 

Table 3.16 

Items Representing the Customer Service Orientation of the Firm Scale 
1. My firm measures customer satisfaction on a regular basis 

2. My firm understands its customers' needs. 

3. My finn sets objectives in terms of customer satisfaction. 

4. My firm is totally committed to serving its customers well. 

5. My firm attempts to create value for the customers 

Source: (Y avas et al., 2003) 

3.8 Techniques of Data Analysis 

In line with Hair (2007), the data obtained were subject to a preliminary analysis on the 

population sample with the use of the Statistical Package for Social Science (SPSS) 

version 21. Partial Least Squares Structural Equation Modeling (PLS-SEM) was also 

used to assess both the measurement and structural models (Hair, Hult, Ringle, & 

Sarstedt, 2016; Wong, 2013) 

SEM is a second-generation multivariate data analysis technique that has overcome the 

limitations of the prior or so-called first-generation method. According to Hair et al. 

(2016) SEM is considered more powerful to test multiple relationships among several 

variables simultaneously. It has the power to assess the structural inter-relationships 

presented by a series of statistical equations in comparison to a series of multiple 

regression equations. SEM is most often used in research as it has the capability of 

evaluating both linear and additive causal relationships in a model (Chin, 1998; 
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Haenlein & Kaplan, 2004; Hair et al., 2016) because it has an inbuilt ability to perform 

a factor analysis and multiple regression. 

Hair, Sarstedt, Ringle, Smith, and ReaIDS (2014) classified two types of SEM, i.e., 

covariance-based (CB-SEM) and variance-based (VB-SEM). CB-SEM is aimed at 

reproducing the theoretical covariance matrix without focusing on the explained 

variance, and hence, confirming or disconfirming the theoretical modeled relationships. 

In contrast, VB-SEM (also called as PLS-SEM) is aimed at maximizing the explained 

variance or intended prediction regarding an endogenous latent variable. Thus, the main 

use of PLS-SEM is more appropriate when research is mainly focused on developing 

theories in exploratory research by elaborating the variance observed in the dependent 

construct/variables. 

Though both approaches originate from the same roots, yet CB-SEM caught greater 

attention in previous studies (Hair, Ringle, & Sarstedt, 2012). PLS-SEM has also grown 

exponentially recently and is predicted to be widely adopted as a more powerful tool of 

statistical analysis due to its distinctive features and progressive work on its 

methodological side (Hair et al., 2012; Henseler et al., 2014; Sarstedt, Henseler, & 

Ringle, 2011). Hair, Ringle, and Sarstedt (2011) further stated that PLS-SEM, both 

theoretically and practically, perfomis the same operations of multiple regression. 

However, it performs a quality evaluation of the data along with explaining the variance 

in the dependent constructs through the use of both measurement and structural models. 

Since the present study was predictive rather than confirmatory of an existing theory, 

this study adopted PLS-SEM as the appropriate tool to be used for data analysis. This 
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selection conformed to the rules of thumb defined in the literature (Hair et al., 2011). 

One of the main reasons to adopt PLS-SEM was the non-normality of the data. 

According to several authors for instance, (Henseler et al., 2014; Henseler, Ringle, & 

Sinkovics, 2009; Reinartz, Haenlein, & Henseler, 2009) PLS-SEM has the statistical 

properties ofrobust estimation of a model with non-normal data and/or distribution of 

the data i.e., skewness and kurtosis. Moreover, it has an inbuilt quality of handling the 

measurement error in the variable scores and reflecting it in the path coefficients used 

in the estimation. Reinartz et al. (2009) argued that the error results in the biased 

estimates of a model, termed as PLS-SEM bias, are often very small and not 

substantially significant. Besides, several researchers (Hair, Sarstedt, Ringle, et al., 

2014; Reinartz et al., 2009) are of the opinion that PLS-SEM has more statistical power 

in testing or confirmation of a theory in contrast to CB-SEM. PLS-SEM has been 

considered a 'silver bullet' ifused properly for the estimation of causal models (Hair et 

al., 2011). 

3.8.1 Partial Least Squares Structural Equation Modeling (PLS-SEM) 

PLS-SEM has two main components, i.e., a measurement model and a structural model 

(Hair et al., 2011). The measurement model is also termed as an 'outer-model' as it 

consists of the items of the respective indicators or variables that describe the 

relationship of the items with their respective indicators. The main purpose of holding 

a measurement model in the PLS-SEM is to assess the reliability and validity of the 

individual item level. To assess the reliability and validity of the constructs used in the 

proposed model, a measurement model is used. 
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Since this study adopted established scales, confirmatory factor analysis was performed 

to confirm the use of all these constructs. To be considered reliable, the constructs must 

meet specified thresholds of different criteria, i.e., Cronbach's alpha (CA), composite 

reliability (CR), and average variance extracted (A VE). The internal consistency 

reliability also needs to be met to proceed with further analysis. By definition, internal 

consistency reliability is the extent to which all items on a particular sub-scale measure 

the same concept (McCrae, Kurtz, Yamagata, & Terracciano, 2011). 

Before proceeding, the study must carefully examine the outer loading. According to 

Vinzi, Trinchera, and Amato (2010), any outer loading below 0.6 must be removed. 

(Hair, Black, et al., 2014), also advocated the removal of such loadings to improve the 

quality of the data. However, the removal must be restricted to a percentage of20% to 

be valid for further analysis. 

Furthermore, the discriminant validity must also be checked before assessing the 

structural relationships. Three criteria following Fornell and Larcker ( 1981) were used 

in addition to a more stringent criterion of Heterotrait-Monotrait Ratio (HTMT). 

According to Fornell and Larcker (1981 ), the cross loading of the construct must be 

greater than the loading of any other construct both horizontally and vertically. A more 

stringent and recent criterion ofHTMT at the threshold value of 0.9 (Henseler, Hubona, 

& Ray, 2016) should be net; however, 0.85 is considered a more careful evaluation for 

this criterion. 

Once the measurement model produces satisfactory results, the analysis can be taken to 

assess the structural paths/model. The structural model presents the inner modeling, and 
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the recommended bootstrap procedure (Hair, Black, et al., 2014) which enables the 

researchers to assess the structural paths or hypothesized relationships through the 

resultant path coefficients, t-values, and the confidence intervals/significance values (p

values). Henseler et al. (2009) argued that the coefficients of the structural path in PLS

SEM are similar to the Beta coefficients in regression models. The resultant t-values 

and p-values are used for the significance of the relationship between the variables of 

interest. The rule of thumb defined by Haenlein and Kaplan (2004) is as follows: t

values greater than 1.645 ( I-tail) and 1.967 (2-tail) are considered significant. 

In addition to the direct effects in the proposed model, the study tested a number of 

indirect relationships through mediated and moderated structural paths. The literature 

mentions different techniques for mediation, such as the Baron and Kenny (1986) 

approach, the Sobel test (Sobel, 1982), and the bootstrapping procedure for PLS-SEM 

(Hayes, 2009; Preacher & Hayes, 2004). Several researchers for instance (Hayes & 

Matthes, 2009; Zhao, Lynch Jr, & Chen, 2010) pay attention to bootstrapping as it is a 

non-parametric resampling procedure that is more suitable for assessing the mediation 

effects. According to Hair, Black, et al. (2014), the resampling through bootstrapping 

for mediation analysis through PLS-SEM makes it more suitable for a minimum sample 

size. In alignment to this recommendation of Hair, Black, et al. (2014), this study 

followed the Preacher and Hayes (2004, 2008) approach to complete the mediation 

analysis that works for both simple and multiple mediations. 

Likewise, the literature also witnesses different approaches to treating the moderated 

structural paths. For instance, the hierarchical regression procedure involves three steps 

to calculate the moderated effects by calculating the interaction terms with the use of 
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functions, transforming and computing by talcing the product of each pair. Chin, 

Marcolin, and Newsted (2003) further proposed a technique of defining an additional 

variable/construct that uses the product of the indicators of the independent and 

moderating variable/construct. However, in this study, the product indicator approach 

was employed, which was introduced by Ringle (2005) and embedded in PLS-SEM. 

This technique assesses the interactive term of the independent and moderating variable 

and regresses the effects on the dependent variable. This technique of modeling is 

termed as the main effect model as the R-squared values are noted before introducing 

the interaction term. 

3.9 Summary 

This chapter explained the methodological approach adopted to implement the present 

study. Topics including sampling, instrumentation, data collection, and data analysis 

using PEL-SEM were discussed. 
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4.1 Introduction 

CHAPTER FOUR 

ANALYSIS 

This chapter presents the results of the analysis performed with the use of SPSS and 

Partial Least Square (PLS) 3.2.8 path modeling. Besides, initial data screening and 

preliminary analysis are discussed that includes missing value analysis and common 

method bias/variance test. Subsequently, the results of the current study are presented 

in three different forms: the descriptive statistics, results obtained from the 

measurement model, and the results of structural model which represents the 

hypothesized structural paths. Lastly, the result of complementary PLS-SEM analysis, 

meant to examine the moderating effects in the structural model, are also elaborated. 

4.2 Response Rate 

A total of 469 sets of questionnaires were distributed to the employees of 15 telecom 

call centers of five telecom companies in three metropolitan cities. The cities were 

selected from three regions: Lahore from the northern region, Islamabad from the 

middle region, and Karachi from the southern region. Table 4.1 shows the response rate 

of the sampled call centers by region and city. The questionnaires returned were 332. 

However, only 318 were valid while 14 were omitted because of incomplete response, 

representing a valid response rate of 67%. The response rate was relatively high because 

of the use of a self-administered questionnaire (Farouk, Abu Elanain, Obeidat, & Al

Nahyan, 2016). 
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Table 4.1 
Response Rate 

Response 

Distributed Questionnaires 

Returned Questionnaires 

Usable Questionnaires 

Excluded Questionnaires 

Not returned Questionnaires 

Response Rate 

Valid Response Rate 

4.3 Data Screening and Preliminary Analysis 

Frequency/Rate 

469 

332 

318 

14 

137 

70% 

67% 

Before proceeding to PLS-SEM analyses, a preliminary examination of the collected 

data is essential (Hair, 2007), to avoid any possible violation of the key underlying 

assumptions of the application of multivariate techniques. This study proceeded with 

the first step of preliminary screening by coding and ente1ing the responses followed 

by missing values via SPSS. 

4.3.1 Missing Value Analysis 

The first step in the analysis was the use of estimation maximization (EM) to check and 

treat missing values (see Table 4.2 for the statistics of missing values in this study). EM 

is a tool that optimizes the accuracy of the overall analysis so that more valid inferences 

could be drawn from the data (Schlomer, Bauman, & Card, 2010). Missing values are 

derived from the probability of parameter estimates. Following Schlomer et al. (2010), 

the researcher selected EM imputation for a number of reasons. Firstly, the EM 
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algorithm does not change the nature of the association between the variables (Honaker, 

King, & Blackwell, 201 I). Secondly, EM maintains the sample size and provides a 

more powerful and accurate statistical test. In addition, substituting the missing values 

with mean-centered values is also useful in modelling the interactive effects in a model. 

The treatment ofreplacing the missing values with centered means also help in reducing 

the multicol1inearity when working with interactive models in specific (Grewal, Cote, 

& Baumgartner, 2004; Wong, 2013). EM algorithm has been frequently used in studies 

in the field of social sciences and other domains (Baraldi & Enders, 201 O; Enders, 2010, 

p. 103). 

Table 4.2 

Total and Percentage of Missing Values 

Constructs 

Internal communication (IC) 

Employee training (ET) 

Emotional exhaustion (EX) 

Organizational support (OS) 

Customer service orientation (CO) 

Total 

Percentage 

4.3.2 Common Method Variance Test 

Number of Missing Values 

8 

5 

4 

7 

9 

33 (out of 2034 data points) 

0.016% 

Common method variance (CMV) refers to the variance "attributable to measurement 

method" instead to the construct of interest (Podsakoff, 2003; Podsakoff: MacKenzie, 

Lee, & Podsakoff). Variations most often remain a potential problem when the same 
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respondent is asked to evaluate items of the survey for both the dependent and 

independent constructs (Podsakoff et al.; Richardson, Simmering, & Sturman, 2009). 

Hence, the possibility of common method variance could not be ruled out without 

properly addressing the issue. In line with the recommendation of scholarly authors 

(e.g., Chang, Van Witteloostuijn, & Eden, 2010; Lindell & Whitney, 2001; Podsakoff, 

2003), ex-ante and ex-post remedies were adopted to reduce the effect of CMV, if any. 

All the survey items of this study were subject to a principal component factor analysis, 

following (Podsakoff & Organ, 1986). Twelve factors were yielded by the results of 

the analysis, explaining 66.774% with the first factor variance of 30.752 % of the 

cumulative variance explained. Hence, it shows that the highest variance explained by 

the single factor is not more than 50%, Lindell and Whitney (2001) implying that not 

any individual variable is accounted for maximum of the covariance in the criterion and 

predictor variables (Podsakoff, MacKenzie, & Podsakoff, 2012). This suggests that 

CMV may not be a major concern or problem carrying no risk of inflating the structural 

relationships among the different variable constructs in this study. 

4.3.3 Non-Response Bias 

Because of the way the data were collected personally by the researcher, testing 

nonresponse bias could not be carried out because all participants were given two weeks 

to fill in the questionnaires after which the researcher personally collected them. In this 

manner, the difference between those who responded earlier and later was a non-issue. 
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4.4 Demographic Profile of Participants 

Table 4.3 describes the profile of the participants. The majority of the participants fell 

within the age 25-30 years (63.2%), about 28.6% fell within the age of 31-40 years, 

6.6% were less than 25 years, and the remaining 1.6% were between 41 and 50 years 

old. Male participants dominated the response rate (78.6%) as compared to 21.4% 

female counterparts. In Pakistani culture, men have a dominant position over women, 

especially in private sector jobs. Concerning marital status, most participants were 

married. More than (52.8%) of participants master's degree holders, 44% a bachelor's 

degree, 3.1 % had a diploma or equivalent degree. 

On job tenure, 48.4% of the participants had between 3 years to 5 years of work 

experience in the organization, 38.4% of 5 years to 7 years, and 7.9% between 7 to 10 

years of work experience within the same organization. Only 5.3% respondents had 

work experience of l year to 2 years. 

Table 4.3 

Profile of Participants 
Demographic variables 

Gender 

Marital Status 

Age Group 

Category 

Male 

Female 

Married 

Bachelor 

Below 25 

26-30 

31- 40 

123 

Frequency 

249 

69 

185 

133 

21 

201 

91 

%age 

78.3% 

21.7% 

58.2 

41.8% 

6.6% 

63.2% 

28.6% 



Demographic variables 

Education 

Salary 

Job Tenure 

Category 

41-50 

Diploma 

Bachelors 

Masters 

Rs, 16,000- 25,000 

Rs, 26,000- 35,000 

Rs, 36,000 and + 

1 year- 2 year 

3 year- 5 year 

6 year- 7 years 

8 year- 10 years 

Frequency 

05 

140 

168 

20 

140 

158 

17 

154 

122 

25 

4.5 Descriptive Analysis of the Latent Constructs 

%age 

1.6% 

3.1% 

44% 

52.8% 

6.3% 

44% 

49.7% 

5.3% 

48.4% 

38.4% 

7.9% 

Descriptive analysis was run to obtain the descriptive scores where the maxi.mum and 

minimum scores, standard deviation, and the mean of all variables were assessed. 

As mentioned earlier in chapter three, a five-point Li.kert scale was used that ranged 

from "I == strongly disagree to 5= strongly agree" Table 4.4 exhibits the mean scores of 

the variables ranging from 2.205 to 3.695 and the standard deviation scores are ranging 

from 2.205 to 3.695 as shown in Table 4.4 below. 
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Table 4.4 
Descrie.tive Statistics 

Variable N Minimum Maximum Mean Std. Deviation 

JC 318 1.00 5.00 3.314 1.005 

ER 318 1.00 5.00 3.695 0.947 

ET 318 1.00 5.00 3.093 0.945 

EE 318 1.00 5.00 3.632 0.959 

RA 318 1.00 5.00 3.378 1.168 

RC 318 1.00 5.00 2.664 1.037 

EX 318 1.00 5.00 3.261 1.010 

OS 318 1.00 5.00 3.172 0.774 

ss 318 1.00 5.00 3.287 1.107 

cs 318 1.00 5.00 2.205 0.825 

SRP 318 1.00 5.00 3.238 1.061 

AOC 318 1.00 5.00 3.174 1.102 

co 318 1.00 5.00 3.369 1.125 

Note: IC= internal communication; ER= Employee rewards; ET= Employee training; EE= Employee 
empowerment; RA = Role ambiguity; RC = Role conflict; EX = Emotional exhaustion; OS = 
Organizational support; SS = Supervisor support; CS - Coworker support; AOC = Affective 
organizational commitment; SRP = Service recovery performance. 

4.6 Assessment of PLS-SEM Path Model 

Henseler and Sarstedt (2013) postulated that the goodness of fit index is not an 

appropriate tool to validate a research model. Henseler and Sarstedt (2013)) also 

opposed the goodness of fit index as an appropriate tool to validate a research model. 

Based on the recent progress about PLS path modeling in model validation 

unsuitability, a two-step process was adopted in this study as suggested by Henseler et 
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al. (2009), Chin (1998), and Henseler et al. (2009) to evaluate the PLS-SEM path (see 

Figure 4.1 ). The first step was to assess the measurement model for reliability and 

validity of the constructs used in this study. In the second step, the structural model was 

assessed for the hypothesized structural relationships. Confirmatory factor analysis 

(CFA) was performed to validate the measurement model (outer model) by examining 

the relationship between items/indicators and their respective underlying constructs, 

using PLS-SEM by using software known as Smart PLS 3.2.8 developed by Ringle, 

Wende, and Will (2005). 

Figure 4.1 

Assessment of 
Measurement 

Model 

Assessment of 
Structural 

Model 

• Examining individual item reliability 
• Aseertaining Internal consistency reliability 
• Ascertaining convergent validity 
• Ascertaining discriminant validity 

• Accessing the significance of path coefficients 
• Evaluating the level of R-squared values 
• Ascertaining the predictive relevance 
• Examining the mediating & moderating effeet 

Two-step process of PLS path model assessment 

4.7 Assessment of Measurement Model 

According to Hair et al. (2011); Hair, Ringle, and Sarstedt (2013), when determining 

the internal consistency reliability, the individual item's reliability content validity, 

discriminant validity, and convergent validity must be ascertained. To ensure the 

vaLidity and reliability of the model, the study in hand following the recommendations 

ofVinzi et al. (2010), who stressed that outer loadings of the individual items and the 
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average variance extracted value should be at least. Hence, the items that had lower 

loading were deleted to improve the data quality (Hair et al., 2011, 2013). 

4.7.1 Individual Items Reliability 

To determine the convergent validity, loading and cross-loadings of the variables were 

examined first, as pre-requisite for assessing the outer model. In line with the criteria 

suggested by the Hair, Anderson, Babin, and Black (2010); Hair, Sarstedt, Hopkins, 

and Kuppelwieser (2014), convergent validity is attained by meeting the criteria that 

factor loading of each item is above 0.6 and no single loading of an item from other 

construct is higher than the construct being measured. The result revealed that three 

items had a value ofless than 0.6 (i.e. , ER5, ET6, and OS6) and were deleted, retaining 

60 items. Table 4.5 shows that these items had loading between 0.664 and 0.887. 

4.7.2 Internal Consistency Reliability 

Internal consistency reliability is the extent to which all items on a particular subscale 

measure the same concept (McCrae, Kurtz, Yamagata, & Terracciano, 2011). The 

acceptable value for composite reliability defined in the literature (Hair et al., 2011) 

should not be lower than the threshold value of 0.7, and the average variance extracted 

(A VE) acceptable value should be at least 0.5. The Table 4.5 shows that all the variables 

were highly reliable, and the A VE value of each variable was above than the cutoff 

point of 0.50, which shows that the measurement model was reliable for further 

analyses. The Cronbach's alpha (a) was also calculated to validate the internal 

consistency of the constructs. As per the rule of thumb given by George and Mallery 

(2003), the value of greater than 0.9, 0.8 and 0.7 were classified as excellent, good and 
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acceptable respectively. Table 4.5 below shows the A VE, Cronbach's alpha, and 

composite reliability scores of all variables. 

Table 4.5 

Construct Reliability, Cronbach 's Alpha, Composite Reliability, and AVE of Latent 
Variables 
Construct Items Loading Cronbacb's CR AVE 

Alpha 

Internal Communication (IC) 0.790 0.856 0.543 

!Cl 0.779 

IC2 0.745 

IC3 0.724 

IC4 0.703 

IC5 0.731 

Employee Rewards (ER) 0.874 0.914 0.726 

ERi 0.848 

ER2 0.839 

ER3 0.851 

ER4 0.869 

Employee Training (ET) 0.896 0.923 0.707 

ETl 0.790 

ET2 0.856 

ET3 0.840 

ET4 0.856 

ET5 0.861 

Employee Empowerment (EE) 0.758 0.846 0.580 

EE! 0.799 
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Construct Items Loading Croobacb's CR AVE 

Alpha 

EE2 0.737 

EE3 0.761 

EE4 0.747 

Role Ambiguity (RA) 0.884 0.920 0.742 

RAJ 0.838 

RA2 0.873 

RA3 0.869 

RA4 0.865 

Role Conllict (RC) 0.850 0.898 0.688 

RCI 0.853 

RC2 0.867 

RC3 0.850 

RC4 0.742 

Emotional Exhaustion (EX) 0.829 0.879 0.593 

EXl 0.799 

EX2 0.775 

EX3 0.770 

EX4 0.748 

EX5 0.757 

Organizational Support (OS) 0.802 0.863 0.559 

OSI 0.721 

OS2 0.725 
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Construct Items Loading Cronbacb's CR AVE 

Alpha 

OS3 0.767 

OS4 0.779 

OS5 0.744 

Supervisor Support (SS) 0.871 0.912 0.720 

SSl 0.854 

SS2 0.843 

SS3 0.840 

SS4 0.857 

Coworker Support (CS) 0.856 0.883 0.604 

CS! 0.720 

CS2 0.697 

CS3 0.866 

CS4 0.796 

CS5 0.795 

Affective Organizational 0.885 0.916 0.686 

Commitment (AOC) AOCl 0.847 

AOC2 0.840 

AOC3 0.847 

AOC4 0.857 

AOCS 0.746 

Service Recovery 0.866 0.904 0.654 

Performance (SRP) SRPl 0.847 
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Construct Items Loading Cronbacb's 

Alpha 

SRP2 0.826 

SRP3 0.839 

SRP4 0.852 

SR.PS 0.664 

Customer service orientation (CO) 

0.684 

COi 0.787 

CO2 0.887 

CO3 0.871 

C04 0.876 

cos 0.699 

4.7.3 Discriminant Validity 

CR AVE 

0.882 0.915 

According to Farrell and Rudd (2009), discriminant validity is the extent to which a 

particular latent variable is different from other latent variables. In this study, 

discriminant validity was predicted by the A VE values, the criteria proposed by Fornell 

and Larcker ( 1981 ). Discriminant validity was obtained by evaluating the correlation 

between the latent variables along with the square root of A VE (Fornell & Larcker, 

1981). Fornell and Larcker (1981) recommended the use of AVE of0.50 or greater to 

assess discriminant validity. They also recommended that the square root of A VE 

should be above the value of the latent variables. To examine discriminant validity, this 

study examined the model's external consistency and compared the value of A VE of 

all latent variables. The Table 4.6 shows that the ' square root' of A VE was greater than 
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the correlation among the latent variables, indicating adequate discriminant validity 

(Fornell & Larcker, 1981). After performing CF A, none of the variables were dropped 

even the deletion of some items. However, Hair et al. (2013), argued that a variable 

with two items should not be subject to removal. 

Table 4.6 

Discriminant ValidUy Matrix (Fomell-Larcker Criterion) 
AOC CO CS EE ER ET EX IC OS RA RC SRP SS 

AOC 0.828 

co 0.675 0.827 

cs 0.053 0.062 0.777 

EE 0.531 0.408 0.038 0.761 

ER 0.651 0.568 0.1 I I 0.445 0.852 

ET 0.639 0.690 0.047 0.529 0.584 0.841 

EX 0.250 0.29 1 0.159 0.058 0.206 0.247 0.770 

IC 0.329 0.457 0.027 0 .087 0268 0.258 0.220 0.737 

OS 0.581 0.500 0.003 0.438 0.525 0.545 0.161 0.114 0.747 

RA 0.658 0.582 0.004 0.487 0.620 0.576 0.287 0.294 0.505 0.861 

RC 0.366 0.445 0.033 0.297 0.326 0.463 0.447 0.289 0.259 0.419 0.829 

SRP 0.774 0.704 0.070 0.525 0.686 0.702 0.267 0.318 0.641 0.702 0.403 0.809 

ss 0.641 0.583 0.053 0.511 0.533 0.628 0.291 0.227 0.482 0.647 0.454 0.703 0.849 

Note: IC = internal communication; ER= Employee rewards; ET= Employee training; EE = Employee 
empowerment; RA = Role ambiguity; RC = Role conflict; EX = Emotional exhaustion; OS "" 
Organizational support; SS = Supervisor support; CS = Coworker support; AOC = Affective 
organizational commitment; SRP = Service recovery performance. 

Additionally, the heterotrait-monotrait ratio of correlations (HTMT), which is the 

estimation tool to estimate the factors correlation, was used (Henseler, Ringle, & 

Sarstedt, 2015; Pittino et al., 2018). The HTMT is a newly developed method for the 

PLS-SEM to evaluate discriminant validity. The HTMT criterion approach 

significantly outclasses the old approaches to determine the discriminant validity for 

instance, the Fornell and Larcker (I 981) criterion and also (partial) cross-loadings, that 

are generally incompetent to notice the lack of discriminant validity. The discrimination 

among the latent constructs and the HTMT values were less than one as shown in Table 
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4. 7. Therefore, following the HTMT criteria, all variables achieved discriminant 

validity. 

In addition to HTMT ratios' evaluation, the HTMT values were assessed via the PLS 

algorithm procedure. The results obtained were significantly lower than 1, signifying 

that all the latent constructs attained discriminant validity (Henseler et al., 2015). The 

results suggested that discriminant validity was established at HTMT 0.90, which 

means that the values for :inter-construct ratio were below 0.90 and that the confidence 

intervals did not contain the value of 1.0 (Henseler et al. , 2015). 

Table 4.7 

Discriminant Validity Matrix, Heterotrait-Monotrait Ratio (HTMT) 
AOC CO CS EE ER ET EX IC OS RA RC SRP SS 

AOC 

co 0.763 

cs 0.055 0.082 

EE 0.645 0.492 0.059 

ER 0.736 0.647 0.119 0.545 

ET 0.712 0 .771 0.087 0.639 0.660 

EX 0.284 0.337 0.143 0.112 0.240 0.285 

IC 0.385 0.544 0.095 0.116 0.319 0.305 0.277 

OS 0.682 0.588 0.107 0.559 0.625 0.643 0.197 0.153 

RA 0.739 0.660 0.038 0.592 0.705 0.646 0.336 0.346 0.596 

RC 0.408 0.507 0.065 0.360 0.367 0.525 0.530 0.350 0.305 0.481 

SRP 0.881 0.804 0.086 0.637 0.783 0.790 0.304 0.382 0.755 0.797 0.448 

ss 0.724 0.664 0.053 0.625 0.610 0.710 0.343 0.269 0.576 0.735 0.517 0.799 

Note: IC= internal communication; ER= Employee rewards; ET= Employee training; EE= Employee 
empowerment; RA = Role ambiguity; RC = Role conflict; EX = Emotional exhaustion; OS = 
Organizational support; SS = Supervisor support; CS = Coworker support; AOC = Affective 
organizational commitment; SRP = Service recovery performance. 
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4.8 Assessment of Significance of the Structural Model 

Once the goodness of the path model had been established, the next step was to examine 

the hypotheses. By running PLS-SEM (PLS algorithm and bootstrapping), structural 

model was assessed (Chin, 2010). First, the predictive power of the structural model 

was evaluated by the coefficient of determination (R2 values) of the endogenous 

construct (Chin, 2010; Henseler et al., 2009) and the significance level of the path 

coefficients was determined (Henseler et al., 2014). The R2 value is the representation 

of the proportionate variation that can be explained by one or more predictor variables 

(Elliott & Woodward, 2007; Hair et al. , 20 l 0). Falk and Miller (1992), and Hair et al. 

(2010) recommended a minimum acceptable threshold of an R2 value of 0.10. Chm 

( 1998) suggested the R2 values assessment criteria 0.19 as weak 0.33 as moderate and 

0.67 as substantial respectively. Table 4.8 illustrates the R2 of each endogenous latent 

variable where R2 of the service recovery performance was 0.774 and R2 of affective 

organizational commitment was 0.640. 

Table 4.8 

R2 of Endogenous Latent Constructs 
Construct 

Service Recovery Performance 

Affective organizational commitment 

R Square 

0.774 

0.640 

4.8.1 Direct Relationships in the Structural Model 

Result 

Substantial 

Substantial 

According to Hair et al. (2013), the paths with non-significant or signs of opposite 

direction to the hypothesized relationships do not accept the hypotheses, while 

significant paths empirically provide statistical evidence of causality of the 
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relationships in the model. Before the mediating effect was tested, bootstrapping with 

a resample of 500 was run to get the t-vaJue to assess if direct relationships exist. 

This segment deals with the results obtained from the analysis of the structural mode~ 

once the measurement model was established for reliability and validity. According to 

Hair, Black, Babin, Anderson, and Tatham (2006), a structural model addresses the 

hypothesized structural relationships in a research model. PLS - structural equation 

modeling estimates the inner model for the direct hypothesized structural relationships 

among the constructs by exhibiting the t-values of each structural path as coefficients. 

The path coefficients are same like beta values in regression line analysis, where the 

value of the beta represents the coefficients of regressions and t-values decide the 

significance level of the relationship path (Henseler et al., 2009). The t-value of 1.645 

for one-tailed and 1.967 or greater for 2-tailed are considered as significant (Hair, 

Sarstedt, Hopkins, et al., 2014). 

The basic purpose of the study under focus was to examine the direct relationships 

between the dependent variable (service recovery performance) and mediating variable 

(affective organizational commitment), and secondly, to assess the hypothesized 

relationships among the constructs through a structural model. A total of 11 direct 

relationships with service recovery performance (dependent variable) were tested in 

this study. Only six (06) of the total hypotheses were supported. Further, a total number 

of ten (10) direct relationships with affective organizational commitment (mediating 

variable) were tested in which seven hypotheses supported, and three were not (see 

Table 4.9 and Table 4.10). 
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Figure 4.3 displays the path coefficients, t-values, p-values along with the standard 

deviation values. Based on these results, decision was made to support or reject a 

hypothesis. The t-values were obtained from bootstrapped procedure (with 500 

sampling iterations for 318 cases observations). Hair et al. (2013) argued that 

bootstrapping serves as a proxy of parameters for standard error. As Hair et al. (2013) 

explained, the paths that are non-significant or showing signs the opposite direction to 

the hypothesized do not support prior hypotheses while significant paths empirically 

support the proposed causal relationship. Before the mediating effect was tested, 

bootstrapping with a resample of 500 was run to get the t-value to assess if the direct 

relationships were significant. The path coefficients are shown in figure 4.3. Figure 4.4 

and Table 4.11 show the bootstrapping results. The detailed results are as follows: 

4.8.1.1 Direct relationships with service recovery performance (SRP) 

Hypothesis l: Internal communication is positively related to SRP. 

The result from the output of the PLS algorithm and bootstrapping showed a positive 

but not significant association between internal communication and SRP (P = 0.027, t 

= 0.756). Therefore, Hypothesis 1 was not supported. 

Hypothesis 2: Employee rewards are positively related to SRP. 

A significant and positive relationship between employee rewards and SRP was found 

(P = 0.127, t = 2.886). Hence, Hypothesis 2 was supported. 

Hypothesis 3: Employee training is positively related to SRP. 

A positive and significant association between employee training and SRP (P = 0.120, 

t = 2.468) was found. Hence, hypothesis 3 was supported. 
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Hypothesis 4: Employee empowerment is positively related to SRP. 

The result did not find a positive association between employee empowerment and 

service recovery performance (P = 0.016, t = 0.362. Therefore, Hypothesis 4 was not 

supported. 

Hypothesis 5: Role ambiguity is negatively related to SRP. 

A negative and significant association between role ambiguity and SRP (P = -0.132, t 

= 2.438) was found. Hence, hypothesis 5 was supported. 

Hypothesis 6: Role conflict is negatively related to SRP. 

As the t-value 0. 727 was lower than the cutoff value of 1.645, statistically insignificant 

relationship was found between role conflict and SRP (P = 0.024, t = 0.727). Based on 

the result, Hypothesis 6 failed to receive empirical support and was rejected. 

Hypothesis 7: Emotional exhaustion is negatively related to SRP. 

A negative and insignificant association between emotional exhaustion and SRP (P = 

0.002, t = 0.079) was found. Hence, hypothesis 7 was not supported. 

Hypothesis 8: Organizational support is positively related to SRP. 

Organizational support was found to be positively and significantly correlated with SRP 

(P = 0.159, t = 3.872). Hence, hypothesis 8 was supported. 

Hypothesis 9: Supervisor support is positively related to SRP. 

Hypothesis 9 was also supported as a positive and significant association between 

supervisor support and SRP (P = 0.171, t = 3.644) was observed. 
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Hypothesis 10: Coworker support is positively related to SRP. 

Hypothesis 10 was rejected because a positive and significant association between 

coworker support and the SRP (~ = 0.032, t = 1.066) was not found. 

Hypothesis 11: Affective organizational commitment is positively related to SRP. 

A significant and significant association between affective organizational commitment 

and SRP (~ = 0.229, t = 3.505) was found. Hence, hypothesis 11 was supported. Table 

4.9 shows the summary of direct relationship hypothesis below. 

Table 4.9 

Results o[_ H·xe_othesis Testing_: Direct Relationship__ with SRP 
Hypotheses Relationship Beta SE t-value P-value Decision 

H1 IC-> SRP 0.027 0.036 0.756 0.450 Not supported 

H2 ER-> SRP 0.127 0.044 2.886 0.004 Supported 

H3 ET-> SRP 0.120 0.049 2.468 0.014 Supported 

H4 EE-> SRP 0.016 0.043 0.362 0.717 Not supported 

HS RA-> SRP -0.132 0.054 2.438 0.015 Supported 

H6 RC-> SRP 0.024 0.033 0.727 0.468 Not supported 

H7 EX-> SRP 0.002 0.032 0.079 0.937 Not supported 

H8 OS-> SRP 0.159 0.041 3.872 0.000 Supported 

H9 SS -> SRP 0.171 0.047 3.644 0.000 Supported 

HlO CS-> SRP 0.032 0.030 1.066 0.287 Not supported 

HI 1 AOC-> SRP 0.229 0.065 3.505 0.000 Supported 

Note: IC = internal communication; ER = Employee rewards; ET= Employee training; EE= Employee 
empowerment; RA = Role ambiguity; RC = Role conflict; EX = Emotional exhaustion; OS = 
Organizational support; SS = Supervisor support; CS = Coworker support; AOC = Affective 
organizational commitment; SRP = Service recovery perfonnance. 
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4.8.1.2 Direct relationships with affective organizational commitment (AOC) 

Hypothesis 12: Internal communication is positively related to AOC. 

The result from the PLS algorithm and bootstrapping showed a positive and significant 

association between internal communication and AOC (P = 0.126, t = 3.259). 

Therefore, Hypothesis 12 was supported. 

Hypothesis 13: Employee rewards are positively related to AOC. 

A significant and positive relationship was found between employee rewards and AOC 

(P = 0.201, t = 3.371). Hence, Hypothesis 13 was supported. 

Hypothesis 14: Employee training is positively related to AOC. 

Hypothesis 14 was also supported as a positive and significant association between 

employee training and AOC (P = 0.141, t = 2.481) was found. 

Hypothesis 15: Employee empowerment is positively related to AOC. 

A positive and significant association between employee empowerment and AOC (P = 

0.124, t = 2.578) was observed. Therefore, Hypothesis 15 was supported. 

Hypothesis 16: Role ambiguity is negatively related to AOC. 

Hypothesis 16 was supported as a negative and significant association between role 

ambiguity and AOC (P = -0.167, t = 2.694) was found. 

Hypothesis 17: Role conflict is negatively related to AOC. 

As the t-value 1.098 was lower than the cutoff value of 1.645, statistically insignificant 

relationship was found between role conflict and AOC(~= 0.045, t = 1.098). Based on 

the result, Hypothesis 17 failed to receive empirical support and was not supported. 
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Hypothesis 18: Emotional exhaustion is negatively related to AOC. 

Hypothesis 18 was also not supported as a negative and significant association between 

the emotional exhaustion and AOC (~ = 0.029, t = 0.682) was not found. 

Hypothesis 19: Organizational support is positively related to AOC. 

Organizational support was found to be positively and significantly correlated with 

AOC (P = 0.169, t = 2.683). Hence, hypothesis 19 was supported. 

Hypothesis 20: Supervisor support is positively related to AOC. 

Hypothesis 9 was also confinned as a positive and significant association between 

supervisor support and the AOC (P = 0.174, t = 3.066) was observed. 

Hypothesis 21: Coworker support is positively related to AOC. 

Hypothesis 21 was rejected because a positive and significant association between 

coworker support and AOC (P = 0.026, t = 0.686) was not found. Table 4.9 shows the 

summary of direct relationship hypothesis below. 
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Table 4.10 

Results o[_ HJP._othesis Testing_: Direct Relations hi[!__ with AOC 
Hypotheses Relationship Beta SE t-value P-value Decision 

Hl2 JC-> AOC 0.126 0.039 3.259 0.001 Supported 

H13 ER-> AOC 0.201 0.060 3.371 0.001 Supported 

H14 ET->AOC 0.141 0.057 2.481 0.013 Supported 

HIS EE-> AOC 0.124 0.048 2.578 0.010 Supported 

Hl6 RA->AOC -0.167 0.062 2.694 0.007 Supported 

Hl7 RC->AOC 0.045 0.041 1.098 0.273 Not supported 

Hl8 EX-> AOC 0.029 0.043 0.682 0.496 Not supported 

Hl9 OS ->AOC 0.169 0.063 2.683 0.008 Supported 

H20 SS -> AOC 0.174 0.057 3.066 0.002 Supported 

H21 CS->AOC 0.026 0.037 0.686 0.493 Not supported 

Note: [C = internal communication; ER= Employee rewards; ET= Employee training; EE= Employee 
empowennent; RA = Role ambiguity; RC = Role conflict; EX = Emotional exhaustion; OS = 
Organizational support; SS = Supervisor support; CS = Coworker support; AOC = Affective 
organizational commitment; SRP = Service recovery performance. 
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4.8.2 Assessment of Effect Size if) 

Effect size refers to the amount of the comparative effect on a particular endogenous 

variable exerted by the exogenous latent variables by means of indicating a change in 

R2 value ( Chin, 1998). The change in R2 of the latent variable is relative to the latent 

variable' s proportion of the unexplained variance (Chin, 1998). Cohen (1988) 

explained the criteria which explains the/ values of 0.02 classified as the small, 0.15 

as medium, and 0.35 as strong effect respectively. Table 4.11 demonstrates the effect 

sizes of the latent variables assessed from the structural model. 

Table 4.11 

Effect Size o[ Latent Van·ables 
Latent variable AOC Effect size SRP Effect 

Internal communication 0.037 Small 0.002 None 

Employee rewards 0.055 Small 0.031 Small 

Employee training 0.024 Small 0.023 Small 

Employee empowerment 0.026 Small 0.001 None 

Role ambiguity 0.033 Small 0.031 Small 

Role conflict 0.004 None 0.001 None 

Emotional exhaustion 0.002 None 0.000 None 

Organizational support 0.047 Small 0.060 Small 

Supervisor support 0.037 Small 0.052 Small 

Coworker support 0.002 None 0.004 None 

Affective organizational commitment 0.076 Small 

Table 4.11 shows that the effect size of internal communication on affective 

commitment was 0.037, 0.055 employee rewards, 0.024 employee training, 0.026 

employee empowerment, 0.033 role ambiguity, 0.004 role conflict, 0.002 emotional 
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exhaustion, 0.047 organizational support, 0.037 supervisor support, and 0.002 

coworker support. Hence, by following the Cohen (1988) criterion, the effect size of 

seven exogenous latent variables on affective organizational commitment (AOC) were 

small. 

On the other hand, the effect size of the latent constructs on service recovery 

performance (SRP) was comparatively lower than AOC. For instance, employee 

rewards, employee training, role ambiguity, organizational support, supervisor support, 

arid affective commitment had a small effect size with a value of0.031, 0.023, 0.031, 

0.060, 0.052, and 0.076 respectively. Other remaining latent variables showed a much 

smaller effect size. However, Chin et al (2003) further emphasized that however the 

lowest strength of/ should be reorted since it can still affect the dependent variable. 

Thus, as concern with this study, the range of effect sizes was reasonable to estimate 

that the model fitted the data very well. 

4.8.3 Structural Model with Mediation 

As Hair et al (2014) stated that a mediation test is done to know whatever a mediating 

variable enhance the impact of an independent variable on a dependent variable. Several 

techniques can be used for mediation test such as Baron and Kermy (Baron & Kenny, 

1986), Sobel test (Sobel, 1982), and bootstrapping (Preacher & Hayes, 2004, 2008). 

The re-sampling mediation technique (bootstrapping) was used in this study to test the 

indirect effect of each potential variable because this is one of the most rigorous and 

powerful procedures for testing the mediation effect (Hayes, 2009; Zhao et al., 2010). 

According to Hair et al (2014), bootstrapping for mediation analysis is best suited for 

PLS-SEM because it can be applied to small sample size. 
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To perform bootstrapping, the path coefficients were determined first followed by the 

t-values to assess the direct relationships between the independent variables and the 

dependent variable before testing the mediation effect. 

4.8.4 Testing the Mediating Effect of Affective Organizational Commitment 
(AOC) 

Once the direct relationships had been tested, the test of the mediation effect was 

performed. According to (Hayes, 2009), there are several steps in assessing the 

relationship. First, a researcher needs to fit a model through SEM to estimate the 

relationship between the predictor and the mediator variables where path "a" is the 

relationship between the mediator and the criterion variable and path "b" is the 

relationship of the three variables. Then, the t-values were identified. Third, the 

standard errors (SE) of all indirect effects were determined. 

From the structural model assessment of this study, it was found that all seven variables 

were significantly related to affective corrunitment and service recovery performance 

(see Table 4.12). The detailed results are as follows: 

Hypothesis 22: AOC mediates the relationship between Internal communication 
and SRP. 

As shown in Table 4.12, the result revealed the mediation of AOC in the relationship 

between internal communication and SRP was statistically significant (P = 0.029, t 

=2.027, p = 0.043). For that reason, Hypothesis 22 was supported. 
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Hypothesis 23: AOC mediates the relationship between employee rewards and 
SRP. 

The result revealed that the mediation of AOC in the relationship between employee 

rewards and SRP was statistically significant (13 = 0.046, t =2.3 76, p = 0.018). For that 

reason, Hypothesis 23 was supported. 

Hypothesis 24: AOC mediates the relationship between employee training and 
SRP. 

The result revealed that the mediation of AOC in the relationship between employee 

training and SRP was statistically significant (13 = 0.032, t =2.085, p = 0.038). For that 

reason, Hypothesis 24 was supported. 

Hypothesis 25: AOC mediates the relationship between employee empowerment 
and SRP. 

The result revealed that the mediation of AOC in the relationship between employee 

empowerment and SRP was statistically significant (13 = 0.028, t =2.126, p = 0.034). 

For that reason, Hypothesis 25 was supported. 

Hypothesis 26: AOC mediates the relationship between role ambiguity and SRP. 

The result revealed that the mediation of affective AOC in the relationship between role 

ambiguity and SRP was statistically significant (13 = -0.038, t =2.020, p = 0.044). For 

that reason, Hypothesis 26 was supported. 

Hypothesis 27: AOC mediates the relationship between role conflict and SRP. 

The result revealed that the mediation effect of AOC in the relationship between role 

conflict and SRP was not statistically significant (13 = 0.010, t =1.022, p = 0.307). For 

that reason, Hypothesis 27 was not supported. 
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Hypothesis 28: AOC mediates the relationship between emotional exhaustion and 
SRP. 

The result revealed that the mediation of AOC in the relationship between emotional 

exhaustion and SRP was not statistically significant (P = 0.007, t =0.655, p = 0.513). 

For that reason, Hypothesis 28 was not supported. 

Hypothesis 29: AOC mediates the relationship between organizational support 
and SRP. 

The result revealed that the mediation effect of AOC in the relationship between 

organizational support and SRP was statistically significant (P = 0.039, t =2.168, p = 

0.031 ). For that reason, Hypothesis 29 was supported. 

Hypothesis 30: AOC mediates the relationship between supervisor support and 
SRP. 

The result revealed that the mediation of AOC in the relationship between supervisor 

support and SRP was statistically significant (P = 0.040, t =2.166, p = 0.031). For that 

reason, Hypothesis 30 was supported. 

Hypothesis 31: AOC mediates the relationship between coworker support and 
SRP. 

The result revealed that the mediation of AOC in the relationship between coworker 

support and SRP was not statistically significant (P = 0.006, t =0.648, p = 0.517). For 

that reason, Hypothesis 31 was not supported. As shown in Table 4.12, affective 

commitment fully mediated the relationship between internal communication and 

employee empowerment and SRP. A summary of the mediation results shown in Table 

4.12. 
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Table 4.12 

Bootstra12. Results (Confidence Interval, t-Value, 12.-Value, and Standard Deviationl 
Hypotheses Relationship Beta SE t-value P-value Decision 

H22 IC -> AOC -> SRP 0.029 0.014 2.027 0.043 Supported 

H23 ER -> AOC -> SRP 0.046 0.019 2.376 0.018 Supported 

H24 ET -> AOC -> SRP 0.032 0.015 2.085 0.038 Supported 

H25 EE -> AOC -> SRP 0.028 0.013 2.126 0.034 Supported 

H26 RA -> AOC -> SRP -0.038 0.019 2.020 0.044 Supported 

H27 RC -> AOC -> SRP 0.010 0.010 1.022 0.307 Not supported 

H28 EX -> AOC -> SRP 0.007 0.010 0.655 0.513 Not supported 

H29 OS -> AOC -> SRP 0.039 0.018 2.168 0.031 Supported 

H30 SS -> AOC -> SRP 0.040 0.018 2.166 0.031 Supported 

H31 CS -> AOC -> SRP 0.006 0.009 0.648 0.517 Not supported 

Note: IC = internal communication; ER= Employee rewards; ET = Employee training; EE= Employee 
empowerment; RA = Role ambiguity; RC = Role conflict; EX = Emotional exhaustion; OS = 

Organizational support; SS = Supervisor support; CS = Coworker support; AOC = Affective 
organizational commitment; SRP = Service recovery performance. 

149 



IC-1 ~L309 
IC2_ ......_,a.591 :--,... 
IC3 -1a.040 --.:, 

(CA -1B...S79 
ICS +-15..14,: 

ER 1 -•s.'4& 
ER2 '+-•1..C1 I :::::::::. 
ER3 -45.z1, ::::;:::l 
ER4 -s7.S75 u, ,.__,,.070 

eu ·-u.010 
E~ -21.07) 

Figure 4.4 

·-~ , -,6.1H 
RA2.. r+--52..74, 
RA.3 . .._61, 792: 
RA4?-M.ZJS 
Ffd . ....._,,_.., 
RC2.-r-5'.)9S 

RO .-,T.894 ::::::;:;1 
~:-17-ZA7 
,-~)(, ..,+-24.720 

-EX2 ..,._ll,61• 

cs 

Direct and indirect path coefficient of the structural model (bootstrapping) 

Al A'f- A,- A'f- . A'il--
se. ,es I I I 
~\ 

4 
50.&50 27.975 

~4'-9~ 

0.12ai.J80) 

_,2.01, ➔-SAP~. :I 
. S5,57S .. :SRP2 

52.twS -+:SRPl 

·s♦.J'3 •3.RP°l.~ 

1S.A70 .. SRP5 · I 

a,,.~un 

1 •sr l 511 l 
• co, "CO2• Cb3 COol COS 

Note. IC - Internal communication; ER - Employee rewards; ET - Employee training; EE - Employee empowerment; RA - Role 
ambiguity; RC - Role conflict; EX- Emotional exhaustion; OS - Organizational support; SS - Supervisor support; CS - Coworker 
support; AOC - Affective organizational commitment; SRP - Service recovery performance. 

150 



4.8.5 Structural Model with Moderator 

A test of moderation, as pointed out by Ramayah, Lee, and In (2011), is done to know 

whatever the moderating variable affects the relationship between the dependent and 

independent variable in tenns of strength and/or direction of the relationship. According 

to Ramayah et al. (2011), a moderator variable is typically introduced when there is an 

inconsistent relationship or weak relationship between the independent variable and 

dependent variable. 

There are a series of techniques to test the moderation effects such as hierarchal 

regression procedure that has three steps. However, the drawback of this technique is 

that researchers have to calculate the interaction terms manually by using functions, 

transformation, computation, and taking the product of each pair. Another technique is 

the cross products of the indicator of the independent variable and the moderator (Chin 

et al., 2003; Dawson, 2014). In this study, the researcher applied the moderating 

variable as an additional construct using the cross product of the indicator of the 

predictor variable and the moderator (Chin et al., 2003). This method of testing is called 

a product indicator approach. Subsequently, an interaction model was tested by creating 

an interaction term between AOC and SRP. This model included the moderating effect 

of customer service orientation on the relationship between AOC and SRP. This product 

indicator approach involved determining the path coefficients and t-values. Figure 4.5 

illustrates the moderating effect of the customer service orientation. 

Based on Hair et al. (2013) analysis of the moderation effect, the result suggests that 

the relationship between affective AOC and SRP would be strengthened by customer 
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service orientation. Figure 4.5 shows the customer service orientation-affective 

organizational commitment plot (Dawson, 2014) where the line tagged high customer 

service orientation had a steeper gradient against low customer service orientation. This 

result signifies that positive nexuses between AOC and SRP were stronger for firms 

with high customer service orientation. 
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Figure 4.5 
CO-AOC interaction effect on SRP 

Hypothesis 32: Customer service orientation Moderates the Relationship between 
AOC andSRP. 

As shown in Table 4.13 and Figure 4.6, customer service orientation (moderating 

variable) showed a t-value of 3.687, which was more than the cutoff value of 1.967, 

indicating that the result was statistically significant. Thus, the result showed credible 

evidence of the moderating effect of customer service orientation on the relationship 

between AOC and SRP (~ = 0.128, t = 3.687, p = 0.000). Hence, hypothesis 32 was 

supported. 
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Table 4.13 
Summary of Result for Moderating Effect 
Hypothesis Relationship Beta SE t-value p-value Result 

H32 AOC * CO -> SRP 0.128 0.035 3.687 0.000 Supported 

Note. *p < 0.05 (t = 1.96) 

4.8.5.1 Evaluation of Strength of the Moderating Effects 

To explain the strength of the effect size of the moderator variable this study also 

follows the criteria given by the Cohen (1988) where auth?r classify the effect sizes 

0.02 as low, 0.15 as medium, and 0.35 as strong effect size. However, Chin et al. (2003) 

expla:ins that it is not necessarily means that a low effect size shows the insignificance 

of the moderating relationship. "Even a small interaction effect can be meaningful 

under extreme moderating conditions, if the resulting beta changes are meaningful, then 

it is important to take these conditions into account" (Chin et al., 2003). 

Table 4.14 

Effect Size of Moderating Variable 
Moderating variable 

Customer service orientation 

SRP Effect size 

0.050 Small 

As presented in Table 4.14, the result indicated that the effect size of the moderating 

effect of customer service orientation on the relationship between affective 

organizational commitment and service recovery performance was 0. 50, signifying that 

the moderating effect size of the moderating variable was small (Henseler, Wilson, 

Gotz, & Hautvast, 2007). 
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4.9 Analyzing Predictive Relevance (Q2) 

To evaluate the criterion of predictive accuracy, the Stone-Geisser's Q2 value was 

utilized (Geisser, I 974) cited in (Henseler et al., 2014). The blindfolding procedure was 

performed to obtain the value of Q2. Generally, there are two different approaches to 

calculate Q2. They are the cross-validated redundancy and cross-validated 

communality. The cross-validated redundancy approach develops the path model 

estimate of both the structural model (scores of the predictor constructs) and the 

measurement model (the endogenous construct) of data prediction. Alternatively, the 

cross-validated communality approach presents only the construct scores estimated for 

the target endogenous construct (excluding the information about the structural model) 

to anticipate the eliminated data points. 

Table 4.15 
Summary of the Predictive Relevance of the Endogenous Latent Constructs (Q2

) 

Constructs Q2 Predictive Relevance 
AOC 0.407 Yes 
SRP 0.467 Yes 

As recommended by Henseler et al. (2014), this study employed the cross-validated 

redundancy to measure Q2 as it comprises the main component of the path model, i.e., 

the structural model to predict omitted data points. Table 4.15 shows a summary of 

predictive relevance of the model in this study. 
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Table 4.16 
Summary of HYPotheses 
Hypothesis Statement 
HI: Internal communication positively related to SRP. 

H2: Employee rewards positively related to SRP. 

H3: 

H4: 

H5: 

H6: 

H7: 

H8: 

H9: 

HO: 

Hll 

Hl2: 

Hl3: 

Hl4: 

Hl5: 

Hl6: 

Hl7: 

Hl8: 

Hl9: 

H20: 

H21: 

H22: 

H23: 

H24: 

H25: 

H26: 

H27: 

H28: 

H29: 

H30: 

H31: 

H32: 

Employee training positively related to SRP. 

Employee empowerment positively related to SRP. 

Role ambiguity negatively related to SRP. 

Role conflict negatively related to SRP. 

Emotional exhaustion negatively related to SRP. 

Organizational support positively related to SRP. 

Supervisor support positively related to SRP. 

Coworker support positively related to SRP. 

AOC positively related to SRP. 

Internal communication positively related to AOC 

Employee rewards positively related to AOC. 

Employee training positively related to AOC. 

Employee empowerment positively related to AOC. 

Role ambiguity negatively related to AOC. 

Role conflict negatively related to AOC. 

Emotional exhaustion negatively related to AOC. 

Organizational support positively related to AOC. 

Supervisor support positively related to AOC. 

Coworker support positively related to AOC. 

AOC mediate the relationship between internal communication and SRP. 

AOC mediate the relationship between employee rewards and SRP. 

AOC mediate the relationship between employee training and SRP. 

AOC mediate the relationship between employee empowerment and SRP. 

AOC mediate the relationship between role ambiguity and SRP. 

AOC mediate the relationship between role conflict and SRP. 

AOC mediate the relationship between emotional exhaustion and SRP. 

AOC mediate the relationship between organizational support and SRP. 

AOC mediate the relationship between supervisor support and SRP. 

AOC mediate the relationship between coworker support and SRP. 

CO moderates the relationship between AOC and SRP. 
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4.10 Summary 

This chapter reported the findings of the study. SPSS was used to describe the 

participants' profile. However, PLS-SEM analysis was employed to test the reliability 

and validity of the measures. The technique of bootstrapping in PLS-SEM analysis was 

used to test the research hypotheses. In general, the result indicated that the 

measurement model was deemed acceptable based on sufficient evidence of reliability, 

convergent validity, and discriminant validity. After the measurement model was 

assessed, and the structural model was tested. The following chapter discusses the 

findings, accompanied by implications to practice, future research, and limitations of 

the study. 
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5.1 Introduction 

CHAPTER FIVE 

DISCUSSION AND CONCLUSION 

This chapter discusses the results presented in the previous chapter. This chapter begins 

by recapitulating the research questions and objectives. Further, the contributions of the 

study to the existing literature as well as managers and practitioners are expounded. 

This chapter also presents the limitations and highlights the potential direction(s) for 

future research. Finally, this chapter ends with some concluding remarks. 

5.2 Recapitulation of the study 

This study was designed to examine the theoretical relationships between internal 

marketing practices (i.e., internal communication (IC), employee rewards (ER), 

employee training (ET)), employee empowerment (EE), role stressors (i.e., role 

ambiguity (RA), role conflict (RC), and emotional exhaustion (EX)), workplace social 

support (i.e., organizational support (OS), supervisory support (SS), and coworker 

support (CS)), and employee service recovery performance (SRP). It also examined the 

mediating role of affective organizational commitment (AOC) in the relationships 

between internal marketing practices, role stressors, workplace social support, and SRP. 

Besides, the moderating effect of customer service orientation on the relationship 

between AOC and SRP was investigated. 

In line with the objectives above, data were collected from the employees of 

telecommunication call centers operating in the three regions of Pakistan. A total 

response of318 was obtained from 469 questionnaires, representing 67% response rate, 
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distributed to employees working in the telecommunication call centers. Data were and 

analyzed using SPSS and PLS-SEM. Critical levels of 0.05 and 0.01 of significance 

were used to test the hypotheses. Of 32 hypotheses, 21 were supported. On the direct 

relationships between internal marketing practices, role stressors, workplace social 

support, and AOC, three hypotheses were insignificant. On the direct relationship 

between internal marketing practices, role stressors, workplace social support, and SRP, 

six hypotheses were supported, and five hypotheses rejected. Of l O hypotheses on the 

mediation between internal marketing practices, role stressors, workplace social 

support, and SRP, seven were supported and three rejected. The moderated effect of 

customer service orientation on the relationship between AOC and the SRP was 

supported. 

The finding of this study substantiates the equity theory (Adams, 1965) with the direct 

effect of internal marketing practices, role stressors, and workplace social support 

factors on SRP was found. The reformulation of attitude theory (Bagozzi, 1992) was 

also validated when AOC was found to mediate the relationship between internal 

marketing practices, role stressors, workplace social support, and SRP. 

The following section discusses the findings in greater detail. In doing so, the first 

section discusses the direct relationship between internal marketing practices, role, 

stressors, workplace social support, SRP and AOC, while the second section is devoted 

to explicating the mediation and moderation results. 

5.3 Discussion 

This section elaborates the findings of the relationship between internal marketing 

practices (IC, ER, ET, and EE), role stressors (RA, RC, and EX), and workplace social 
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support (OS, SS, and CS) to predict employee service recovery performance by using 

equity and reformulation of attitude theory. 

5.3.1 Direct Relationships Between Internal Marketing Practices and Service 
Recovery Performance (SRP) 

The current study predicted that internal marketing practices such as IC, ER, ET, and 

EE (Hl to H4) are correlated with the SRP of an employee. However, only H2 and H3 

were supported. Taken together, the finding provides evidence that internal marketing 

practices have a significant influence on the SRP, aligned with the equity theory that 

explains that "employees evaluate their jobs by comparing what they put into their work 

with what they get out of it" (Lings & Greenley, 2005). Thus, organizations that invest 

in their employees through specific practices (e.g., IC, ER, ET, and EE) will have a 

positive impact on employees. Consequently, they remain supportive, accommodative, 

and acceptable to both customers and coworkers (Alan & Frimpong, 2004), and 

eventually show superior SRP to the customers. Internal marketing practices play a 

great role in organizations by aligning employees and managers through the 

organizations' objectives by offering good communication channels and establishing a 

good enterprise culture (Chang & Chang, 2009; Kanyurhi & Bugandwa, 2016). 

On internal communication (IC), the relationship between IC and SRP did not receive 

empirical support. Such finding is consistent with that reported by (Lahap et al., 2014; 

To et al., 2015). In the context of service recovery, it might be possible that an intra

communication system at the time of service delivery might increase the delay in the 

dissemination of information and increase dependability and responsiveness of service 

recovery provided by the call center employees. Another possible reason for this finding 

could be that the employees could not communicate with their supervisors or managers 
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infonnally, which might cause to overlook the importance of communication factor by 

employee while providing response. 

On employee rewards (ER), The result showed that ER had a significant influence on 

SRP (Babakus et al., 2003). The result suggests that call center employees working 

telecom call centers in Pakistan prefer a fair and standarclized rewarding system. When 

call center employees perceived they are rewarded in a fair and standardized manner, 

they are likely to respond more effectively to the customer in delivering service 

recovery. The current findings in line with previous studies (Babakus et al., 2003; 

Boshoff & Allen, 2000; Daskin & Yilmaz, 2015; Masdek et al., 2011; Rod & Asbill, 

2010). Also, such finding supported the equity theory. According to Masdek et al. 

(2011), employees most often, in any workplace, expect a reward for the work or job 

they perform. Once a job or activity backed with appropriate and expected reward, only 

then will an employee feel contended and motivated to give a high-level performance. 

The rewards may be monetary and non-monetary. For instance, praising or recognizing 

the efforts from the management, trust in immediate supervisors and respect from 

colleagues may be considered important aspects of the reward system to improve the 

job performance of the frontline employees (Daskin & Yilmaz, 2015). 

The current study also found empirical support for the influence of employee training 

(ET) on SRP of call center employees. Khan et al. (2016) emphasized that employee 

training and development programs could improve and develop the skills of staff for 

efficient and effective employee performance. In the case of service failure, employees 

have to be quick in handling the situation and recommending solutions. Such service, 

however, depends on the type and degree of training given by the organization (Piaralal 

161 



et al., 2014). The finding is consistent with past literanrre (Karatepe & Vatankhah, 

2015; Piaralal et al., 2016; Yavas & Babakus, 2010). 

The present study failed to find empirical support for the influence of employee 

empowerment (EE) on SRP. The result corroborates past studies (Ardahan, 2007; Rod 

& Ashill, 2010). The insignificant finding could be attributed to the presence of distrust 

between employees and their managers. Employees might also overlook the effect of 

empowerment due to the fear of losing power and the worry and anxiety they might 

face because of possible mistakes. Besides, call center employees to work in bounded 

conditions, and their interactions with customers are likely to be pre-defined by the 

management. In other words, the influence of employee empowerment on SRP was not 

found because employees might not feel that they were being empowered in this work 

condition. 

5.3.2 Direct Relationship between Role Stressors and Service Recovery 
Performance (SRP) 

Hypotheses 5, 6, and 7 proposed a significant negative relationship between role 

stressors (i.e., RA, RC, and EX) and SRP. As proposed, role ambiguity (RA) was found 

to have a negative relationship with SRP. That is when employees are not sure what 

their role is; they are not likely to perform in delivering service recovery. The finding 

is parallel with past results (Ashill et al., 2005; Piaralal et al., 2016; Yavas et al. , 2003). 

The result supports equity theory which stresses that when an employee feels fair inputs 

in terms of their role clarity, they will perform better toward service recovery of the 

customer. The result further supports a recent study by Piaralal et al. (2016) in 

Malaysia. They showed that the contribution made by employees in a relational 

exchange is viewed as reciprocal relationship that enable them to perform. 
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Unexpectedly, role conflict (RC) was not found to have a significant relationship with 

SRP, contradicting past reports (Ashil! et al., 2009; Piaralal et al., 2016; Rod et al., 

2006). A possible explanation of this finding that the call centers operating in Pakistan 

have a team-based structure Jed by a supervisor who reports to a manager. In this case, 

roles would be clearly defined. That is, as the employees of call centers have a 

boundary-spanning role, they only perform assigned tasks repetitively defined by the 

management, experiencing no apparent role conflict. 

Emotional exhaustion (EX) also did not find show a significant effect on SRP, 

contradicting the past results (Ashil] et al., 2009; Karatepe, 2006). However, the result 

is consistent with previous research (Karatepe & Tekinkus, 2006b; Tourigny et al., 

2013) who also did not found the influence of emotional exhaustion influence on 

employee performance. There are several possible reasons for this insignificant result. 

Firstly, most of the participants were young and hence more likely to be more stable in 

emotions, and have more energy and a higher enthusiasm level than the older 

counterparts to perform service recovery (Mukherjee et al., 2009). Mukherjee et al. 

(2009) contended that employees who have personality traits such as emotional stability 

and extraversion are more competent to deal with stress than those without such traits. 

5.3.3 Direct Relationship between Workplace Social Support and Service 
Recovery Performance (SRP) 

Hypotheses 8 to 10 proposed a positive relationship between organizational support 

(OS), supervisor support (SS), coworker support (CS), and SRP respectively. As 

expected, organizational support (OS) demonstrated a significant positive influence on 

SRP. The result indicates that when call center employees receive higher support from 

the organization, they will perform better in handling service recovery. The finding is 

consistent with previous studies which reported a similar result (Hee et al., 2004; 
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Karatepe, 2012a, 2012b; Yavas & Babakus, 2010). Hee et al. (2004) argued that OS 

triggers to increase employees' belief that the efforts they put toward achieving 

organizational goals will be appreciated, resulting in better service given to customers. 

Akgunduz and Sanli (2017); Eder and Eisenberger (2008) postulated that favorable 

perception of OS ( e.g., increase job satisfaction, positive spiritual status, decrease 

stress) would generate positive feelings toward the organizations they serve. These 

positive feelings will lead them to contribute more to their organizations in terms of 

effective performance. Moreover, the result of this study supports the equity theory that 

postulates that employees evaluate their jobs by comparing what they put into their 

work with and what they get out of it. 

The present study also demonstrated a positive and significant link between supervisor 

support (SS) and SRP as hypothesized. The finding corroborates equity theory and is 

consistent with previous research (Guchait et al., 2014; Karatepe, 2014; Oentoro et al., 

2016) that indicated that SS positively linked with SRP. The critical role of call center 

employees in the service delivery process in the service organizations are challenged 

with several problems such as long working hours, excessive job demands, customer 

aggression, and inflexible and irregular work timings (Poulston, 2008). However, in 

such a work environment, supervisor support is key to enable employees to perform as 

expected. 

However, unexpectedly, no significant influence was found of coworker support (CS) 

on SRP. The result is inconsistent with other studies (Guchait et al., 2014; Karatepe, 

2012a). The lack of support for the association between CS and SRP may be explained 

by the culture of the organization. That is, the informal support and communication 

between workers may not be encouraged on the workplace might not allow the workers 
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to perform their tasks collectively (Schneider, 1988), and this could be the reason why 

employees did not perceive that they had received coworker support. 

5.3.4 Direct Relationship between Affective Organizational Commitment 
(AOC) and Service Recovery Performance (SRP) 

One of the objectives of the current study was to investigate the relationship between 

affective commitment (AOC) and SRP. Hypothesis 11 proposed that AOC has a 

positive effect on SRP. As expected, such effect was found. The result confirms past 

findings (Kim et al., 2009; Piaralal et al., 2016; Rod & Ashill, 2010). The finding 

indicates that AOC is a significant predictor of SRP. Scholars argue that affective 

commitment motivates employee to deliver effective service recovery because the more 

attached the employees to the organization., the more willing are they to perform to the 

benefit of the organization (Ashill et al., 2005; Ashill et al., 2006; Kirkbir & Cengiz, 

2007; Rod et al., 2006). Rod and Ashill (2010) further stated that more committed the 

employee is, the more successful the employee in dealing with a customer service 

failure, resulting in customer satisfaction. 

5.3.5 Direct Relationship between Internal Marketing and Affective 
Organizational Commitment (AOC) 

Hypothesis 12 until hypothesis 15 proposed a positive association between IC, ER, ET, 

EE, and AOC. 

The current study found a positive and significant effect of internal communication (IC) 

on AOC. When employees perceive that internal communication is fair and well 

designed, they are likely to be emotionally attached to the organization. A possible 

explanation for this result is that in developing Asian countries, specifically in the 

context of private organizations such as telecom call centers, employees concentrate on 

the fair internal communication system because of the effective and efficient 
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dissemination of information is able to assist day to day routine which makes employee 

more conunitted (Lahap et al., 2014). The finding concurs past result (Carriere & 

Bourque, 2009; Ng et al., 2006; Varona, 1996). The result also supports equity theory 

(Adams, 1963) which states that employees evaluate their work by comparing their 

inputs and associated outputs (Huseman & Hatfield, 1990). Consequently, employee's 

positive perceptions of inputs (i.e., IC) and their outputs (i.e., AOC) in the workplace 

enhance various aspects of their behavior (Boukis et al. , 2014). 

Employee rewards (ER) were also found to be significantly and positively Jinked with 

AOC. An employee's AOC will be high when he or she is well rewarded. The finding 

confirms previous studies (Ashill et al., 2006; Babakus et al., 2003; Martin-Perez & 

Martin-Cruz, 2015; Yavas & Babakus, 2010). Mowday, Steers, and Porter (1979) 

argued that rewards enhance AOC of employees because employees are motivated to 

expend their energy and time for the organization. Employees who are sufficiently 

rewarded by the organization show strong commitment to their jobs, remain loyal and 

keep on sharing knowledge with other employees (Martin-Perez et al., 2012). 

In call centers in Pakistan, employees' commitment to the organization directly related 

with rewards of the employees. Researcher argued that AOC refers to the psychological 

attachment with the organization or a certain state of mind that keeps the individual 

loyal to the organization. When employees feel satisfied with their organization, they 

tend to be more committed and loyal to it. Rewards are expected by the employees as a 

return for their achievements. If their expectations are not met, they will feel dissatisfied 

and less committed to the organization. 

Employee training (ET) was also examined as a practice of internal marketing. This 

study observed a significant and positive relationship between ET and employee's 
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AOC. This finding of the study is aligned with previous research findings (Babakus et 

al. , 2003; Elenkov, l998; Kuchin.ke et al., 2009; Owens, 2006; Sahinidis & Bouris, 

2008; Yavas & Babakus, 2010) which also reported a positive influence of ET on AOC. 

Training is significant for the commitment of call center employees because training is 

considered highly important for a front desk job. In terms of telecom-related 

complaints, the employees have to know and learn about the latest technological 

knowledge to resolve customer problems. When they can assist in service recovery, the 

employees are likely to be rewarded wich indirectly effect the AOC of the service 

employee. 

Employee empowerment (EE) was also found to enhance the AOC of telecom call 

center employees working in Pakistan. This result is similar to that obtained by past 

studies (Babakus et al., 2003; Kuokkanen, Leino-l(jlp~ & Katajisto, 2003; Rod & 

Ashill, 2010). Empowering employees in the organization is a sign of support or 

encouragement for the employees to make decisions effectively. (Ugboro, 2006) argued 

that such a practice could elevate employees' AOC, leading to better performance. 

According to Thomas and Velthouse (1990), empowerment enhances internal task 

motivation and develop psychological attachment of the employees to the organization. 

The findings of this study indicate that when call center employees are empowered at 

work, they are likely to be emotionally attached to the organization. As a result, the 

employees' capability for problem-solving is enhanced. Employees with empowered 

responsibility and authority could decide fast without moving through a long chain of 

authority (Yavas & Babakus, 2010). According to equity theory, empowerment given 

to the employees is considered as perception of positive outputgiven by the organization 

in exchange of employee input such as employee commitment. If they feel their inputs 
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are equal to the outputs, they will feel satisfied and more committed with the 

organization. 

5.3.6 Direct Relationship between Role Stressors and Affective Organizational 
Commitment (AOC) 

Hypotheses 16 to 18 proposed that there exists a significant and negative relationship 

between role ambiguity, role conflict, emotional exhaustion, and organizational 

commitment. However, only role ambiguity (RA) was significantly correlated with 

AOC but not the other two role stressors. 

On role ambiguity (RA), the present study showed a significant and negative correlation 

between role ambiguity and affective commitment. This finding is consistent with 

previous research (Addae et al., 2008; Boshoff & Meis, 1995; Caykoylu et al., 2011; 

Lopopolo, 2002). According to past works, if employees are not able to recognize their 

functions, they are more likely to experience stress and consequently have a low level 

of work fulfilment and psychological attachment (AOC) in the organization (Boshoff 

& Allen, 2000; Yavas et al., 2003). On the grounds of equity theory (Adams, 1963), 

employee's negative perceptions of output (i.e., RA) and their inputs (i.e., AOC in the 

workplace) negatively affect their behavior such as SRP. 

Contrary to expectation, no evidence of relationship was found between role conflict 

(RC) and AOC. This finding contradicts previous assertions that role conflict can affect 

employees' work experience, AOC, and SRP (Addae et al., 2008; Fogarty et al., 2000; 

Rizzo et al., 1970; Rod & Ashill, 2009). Lopopolo (2002) further supported the claim 

and argued that if frontline staff receives instructions from various sources they may be 

incapable of fulfilling the conflicting requirement, which will affect the psychological 

attachment to their work. However, the present result is consistent with past studies 
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(Babakus, Cravens, Johnston, & Moncrief, 1999; Caykoylu et al., 2011) who also did 

not found statistical evidence of a significant relationship. 

A possible explanation of the finding could be that the call centers in Pakistan have a 

strong hierarchal structure whereby in a team-based structure the employees receive 

instructions from a single source. In this situation, role conflict is not likely to happen; 

hence, affective commitment could not have been affected. Secondly, since the call 

center employees perform the boundary spanning role, they are likely to perform their 

tasks repetitively as defined by the management. As a result, they develop the necessary 

expertise and do not face any ambiguity in their job (as ambiguity was found to be 

significantly correlated). 

Emotional exhaustion (EX) was also proposed to influence AOC negatively. However, 

unexpectedly, no significant association was found, contradicting previous research 

(Chung et al., 2012; Cropanzano et al., 2003; Tourigny et al., 2013), which found that 

emotional exhaustion was inversely correlated with AOC. However, the result is in line 

with that reported by Karatepe and Tek.inkus (2006a), who found no statistical evidence 

of the proposed relationship. A possible explanation could be the support the employees 

received in the course of performing service recovery. When the organization and 

supervisor are supportive of the employees, the latter is less likely to experience 

emotional exhaustion during service recovery. 

5.3.7 Direct Relationship between Workplace Social Support with Affective 
Organizational Commitment (AOC) 

This study also aimed at predicting the association between workplace social support 

and AOC. Hypotheses 19 until 21 proposed a positive relationship between 

organizational support (OS), supervisor support (SS), and coworker support (CS). 
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Organizational support (OS) was found to be correlated with AOC, supporting 

hypothesis 19. The finding is in line with previous findings which support the positive 

role of OS in AOC (Casimir et al. , 2014; Makanjee et al., 2006; Muse & Stamper, 2007; 

Panaccio & Vandenberghe, 2009). The result confirms equity theory in that OS 

enhances the employees' beliefs about the efforts they put towards achieving 

organizational goals, and in return, these beliefs would increase their emotional 

attachment (AOC) to the organization (Hee et al. (2004). Other researchers further 

asserted that OS perceived by the employees is likely to produce favorable outcomes, 

such as increased job satisfaction, decreased stress levels, positive spiritual status, 

affective commitment, and performance (Akgunduz & Sanli, 2017; Eder & 

Eisenberger, 2008). 

Supervisor support (SS) was also found to significantly and positively influence AOC, 

supporting past findings (Joiner & Bakalis, 2006; Karatepe & Kilic, 2007). A recent 

study by Oentoro et al. (2016) demonstrated that supervisory support enhanced the 

feelings of commitment to the organization, resulting in better service recovery 

performance. In Pakistan, supervisor support is one of the key factors that enhances 

their commitment toward the organization. This result also supports equity theory 

where fair support by a supervisor leads the employee to be more affectively committed 

to the organization. 

Contrary to expectation, coworker support (CS) did not found any significant influence 

on AOC, failing to support previous research finding (Chiaburu & Harrison, 2008; 

Joiner & Bakalis, 2006; Rousseau & Aube, 2010). Nonetheless, the result ofthis study 

is consistent with other findings reported elsewhere (Limpanitgul et al., 2014). The 

culture of the organization could explain the insignificant relationship between 
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coworker support and organizational commitment. Because of the individualistic 

culture at work, the employees could not perform their tasks collectively (Schneider, 

1988). 

5.4 The Mediation Effects of Affective Organizational Commitment (AOC) 

The findings of this study showed that AOC mediated the relationship between all 

factors of internal marketing practices (namely IC, ER, ET, and EE) and two out of 

three factors of workplace social support (namely OS and SS) and SRP. Unfortunately, 

this study was unable to find enough support for the claim that AOC mediates the 

relationship between role stressors (namely RC and EX) and SRP; however, the 

mediation was found between RA and SRP. 

5.4.1 The Mediation of Affective Organizational Commitment (AOC) in 
Internal Marketing Practices and Service Recovery Performance (SRP) 

In this study, internal marketing practices were observed to improve SRP through AOC. 

The mediated role of organizational commitment explained via reformulation of 

attitude theory (Bagozz~ 1992) where an individual may assess the outcomes of the 

past, present, and future. These outcomes lead to emotions and consequently a coping 

response or behaviour (Bagozzi, 1992). This study supports the reformulation of 

attitude theory and previous research (Ashill et al., 2006; Ashil! et al., 2008; Babakus 

et al. , 2003; Gibbs & Ashill, 2013; Karatepe & Vatankhah, 2015), which observed the 

full mediation effect of affective responses on individual appraisal on behaviour 

(Bagozzi, 1992). 

Specifically, the result of the current study revealed that the impact of internal 

marketing (namely IC, ER, ET, and EE) on SRP was mediated by AOC. This finding 

indicates that if call center employees perceive no barrier of communication between 
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them and the supervisors, that the reward system in the organization is fair, that training 

and development programs are provided for employee development, and that the 

employees in call centers are empowered enough to take their own decisions, they are 

likely to be committed to the organization, resulting in good SRP. That is, the findings 

of this research indicated that the relationship between all four internal marketing 

practices ( e.g., IC, ER, ET, and EE) and SRP were mediated by affective commitment. 

However, when analyzing the direct relationship between different internal marketing 

practices and SRP, this study found that two practices (IC and EE) did not show any 

effect on SRP, which suggests that AOC fully mediated the effect of these two practices 

on SRP. Rod and Ashil! (2010) postulated that a high level of employee commitment 

leads to more successful handling of customer service failure and hence increased 

customer satisfaction. The mediation of AOC in the link between internal marketing 

practices and SRP supports past findings (Ashill et al., 2006; Asbill et al., 2008; 

Babakus et al., 2003; Gibbs & Ashill, 2013; Karatepe & Vatankhah, 2015). 

5.4.2 The Mediation Effects of Affective Organizational Commitment (AOC) 
on Role Stressors and Service Recovery Performance (SRP) 

Of three role stressors, namely role ambiguity (RA), role conflict (RC), and emotional 

exhaustion (EX) postulated to impact on SRP through AOC; only RA showed a 

significant result. RC and EX were not found significant in affecting the SRP of 

employees working in call centers. The mediating effect of AOC on the association 

between role stressors and SRP is consistent with the reformulation of attitude theory 

presented by Bagozzi (1992) which proposes that an individual appraises the outcomes 

of the past, present, and future. Consequently, such assessment causes emotions to 

develop, resulting in coping responses or behaviours. Aligned with the reformulation 

of attitude theory, individual appraisal of role stressors leads to an emotional response, 
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that is, AOC (feeling towards the organization), leading to behaviours such as SRP. 

AOC was observed to have a mediating effect on the relationship between RA and SRP. 

This result is in line with previous studies (Boshoff & Mels, 1995; Low, Cravens, Grant, 

& Moncrief, 2001). That is, only RA could impact SRP indirectly through AOC. This 

finding confirms the findings by (Boshoff & Mels, 1995). 

This study was unable to fmd enough evidence to support the claim that AOC mediates 

the relationship between RC, EX, and SRP. The lack of significance of this relationship 

might be explained by the results of the direct relationships found. It was observed that 

RC and EX did not show a direct relationship with AOC and SRP. This result is 

consistent with previous studies (Babakus et al., 1999; Caykoylu et al., 2011). 

Despite the mixed result found, the present study provides empirical evidence on the 

contribution of AOC as a mediator between role stressors and SRP of employees 

working in telecom call centers in Pakistan. Since that the majority of the literature 

reported a negative effect of RC and EX on SRP (Addae et al., 2008; Chung et al., 2012; 

Cropanzano et al., 2003; Fogarty et al., 2000; Rizzo et al., 1970; Rod & Asbill, 2009; 

Tourigny et al., 2013), the results of this study can be said to partially support previous 

findings. 

5.4.3 The Mediation Effects of Affective Organizational Commitment (AOC) 
on Workplace Social Support and Service Recovery Performance (SRP) 

This research also examined the mediating role of AOC between workplace social 

support factors, i.e., organizational support (OS), supervisor support (SS) and coworker 

support (CS), and SRP of call center employee working in telecom call centers. The 

results obtained showed that AOC mediated the relationship between OS and SS and 
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SRP. However, the mediating effect of AOC on the relationship between CS and SRP 

was found to be insignificant. 

The mediating role of AOC between workplace social support and SRP supports the 

reformulation of attitude theory proposed by Bagozzi (1992) in that individual appraisal 

of workplace social support leads to an emotional response such as organizational 

commitment (feeling toward the organization), which leads to SRP. 

The result that showed the mediation of AOC in explaining why OS and SS could 

improve SRP is consistent with previous research (Casimir et al., 2014; Fazio, Gong, 

Sims, & Yurova, 2017; Garg & Dhar, 2014; Panaccio & Vandenberghe, 2009). These 

studies reported that organizational commitment played a significant role to enhance 

the effect of OS and SS on SRP. However, CS was found to be insignificant in 

explaining SRP through AOC. The insignificant result can be explained by the direct 

relationship of CS with SRP and AOC. In both instances, CS was not significantly 

correlated with AOC and SRP. 

The results further support Rod and Ashill (2010) argument that in service recovery, 

committed employees are more successful to coup the situation of a customer service 

failure. Hence in the light of the above findings, it can be concluded that workplace 

social support positively influences the SRP of call center employees because such 

support enhances their commitment to the organization. 

5.5 The Moderating Effects of Customer service orientation 

Finally, the last objective of this study was to investigate the moderating effect of 

customer service orientation on AOC and SRP. As expected, the present study 

demonstrated that customer service orientation further enhanced the effect of AOC on 
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SRP. A possible explanation of this finding could be the reducing effect of customer 

anger. For instance, when a customer-oriented employee is handling a customer 

request, the employee could reduce the anger of dissatisfaction of the customer, leading 

to effective SRP. Yagil et al. (2008) indicated that powerful customer service 

orientations would reduce conflicts with customers, which enable the latter to respond 

positively to the encouraging attitude and behavior of a service organization. Yavas et 

al. (2003) further emphasized a strong customer service culture extends the quality of 

the services and take actions on current, unanticipated and even unusual situations. 

Moreover, Ardahan (2007) argued that customer service orientation has a strong link 

with SRP and that customer service orientation enables employees to enhance their 

communication capability which is crucial for understanding the customers' problems 

and recovery by the identification of the sources of problems and coping behavior, i.e., 

recovery performance. 

In line with the equity theory, customer service orientation of call center employees can 

be considered as positive perception regarding organizations good reputation and 

customer oriented policies that is likely to increase their work-related motivation 

(Piaralal et al., 2016). As Piaralal et al. (2016) stated that the positive reputation of the 

organization is perceived as positive output resulting in greater employee outputs 

performing service-related tasks, leading to favorable outcomes (Singh & VenugopaL 

2015), such as AOC and SRP. Thus, the findings suggest that customer service 

orientation should be developed because it helps achieve effective service recovery. 

Korschun et al. (2014) stressed that customer focus and excellence refer to attitudes, 

values, feelings, and preferred forms of responsive and active behaviors that are 

reflected by the employees in providing excellent customer service. That is, customer 
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service orientation focuses mainly on realizing customers' interests and needs and 

providing appropriate solutions. 

5.6 Contributions of the Study 

This study has significant theoretical, methodological, and managerial implications 

discussed below. 

5.6.l Theoretical Contributions 

The conceptual framework for this research was established from previous findings and 

theoretical gaps discovered in the literature. It was also underpinned by equity theory 

(Adams, 1965; Pritchard, 1969) and reformulation of attitude theory (Bagozzi, 1992). 

The value of this research is that it has established the relevance of equity theory in 

explaining the direct relationships between internal marketing practices, role stressors, 

workplace social support, AOC, and SRP. By investigating the mediation effect of AOC 

in the relationship between internal marketing practices, role stressors, and workplace 

social support, the research has also provided support for the reformulation of attitude 

theory. This research has also established the role of customer service orientation in 

moderating the relationship between AOC and SRP. In short, the results provide a new 

direction for the studies on SRP and its predictors in telecom call centers in Pakistan. 

This study narrows the gap in the marketing literature regarding the role of a mediator 

and moderator. As discussed in Chapter 1, examining the indirect relationship has been 

widely accepted as an investigative approach (Karatepe, 2012b; Y avas & Babakus, 

20 l 0). The results of this study showed that the relationships between internal 

marketing practices (IC, ER, ET, and EE), workplace social support (OS, SS, and CS) 

and SRP should be indirect. Studying a direct influence of internal marketing practices 

on SRP provides an incomplete understanding such practices affect SRP. Moreover, 
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the current research incorporated customer service orientation as a moderating variable 

to have better insight into the association between AOC and SRP. 

In the past, many studies investigated internal marketing practices, role stressors, and 

workplace social support as predictors of SRP and AOC (Asbill et al., 2009; Babakus 

et al., 2003; Boshoff & Allen, 2000; Crawford & Riscinto, 2011; Daskin & Yilmaz, 

2015; Hee et al., 2004; Karatepe, 2012a, 2012b; Karatepe, 2006; Lahap et al., 2014; 

Piaralal et al., 2014; Piaralal et al., 2016; Rod & Asbill, 2010; Rod et al., 2006; To et 

al., 2015; Yavas & Babakus, 2010). However, to the best of the researcher's knowledge, 

the literature lacks studies that simultaneously investigated internal marketing 

practices, role stressors, and workplace social support in call centers. This study, 

therefore, adds to the existing literature on the drivers of SRP and AOC of call center 

employees. 

This study also contributes to expanding internal marketing practices, role stressors, 

and workplace social support research in the context of call centers, particularly in the 

telecom sector. Most studies on internal marketing practices, role stressors, and 

workplace social support were conducted in healthcare (Rod & Ashill, 2010), banking 

(Yavas et al., 2003 ), hospitality (Ardahan, 2007), and insurance (Piaralal et al., 20 I 6). 

But, call enters particularly telecom call centers somehow were neglected in the past. 

This study provides empirical evidence that internal marketing practices, role stressors, 

and workplace social support affect the SRP of call center employees directly and 

indirectly. 

AOC, as a mediator, is one of the main contributions of this study. It offers a nuanced 

understanding of how internal marketing practices and workplace social support 

enhance SRP, and how role stressors decrease the perfonnance of call center 

177 



employees. As a significant factor, it is necessary to develop emotional attachment of 

employees (AOC) toward the organization, which is possible with the effective 

implementation of good internal marketing practices and workplace social support. The 

mediation of AOC also supports the refonnulation of attitude theory. Based on the 

results, it can be drawn that AOC of call center employees plays an important role to 

enhance the SRP of employees, particularly among telecom call center employees in 

Pakistan. 

This research also contributes to the existing literature by integrating customer service 

orientation as the moderating variable to better improve the understanding of the effect 

of AOC on SRP. It was found that customer service orientation in interaction with AOC 

positively affected SRP. The literature shows a direct and positive relationship between 

customer service orientation and SRP (Asbill et al. , 2005; Babakus et al., 2009; Lytle 

et al., 1998) and AOC (Piaralal et al., 2016; Rod & Ashill, 2010). However, the 

moderating effect of customer service orientation was not widely examined. 

5.6.2 Methodological Contribution 

This study also makes methodological contributions. Preceding studies relied on 

traditional instrument validation such as factor analysis and Cronbach's alpha 

coefficient to check for reliability. However, such analyses are insufficient to fulfil the 

current needs of increasingly complex analysis. This research used a relatively new tool 

ofanalysis (i.e., PLS 3.2.8) to explicate the hypothesized relationships (structural paths) 

among the different constructs of the study. The PLS tool constitutes a canonical 

correlation, multiple regression, principal components techniques, multivariate analysis 

of variance. 
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Another methodological contribution is associated with the use of PLS structural path 

modelling to measure each latent variable. Precisely, the present research has become 

possible by measuring the properties of the latent variables such as convergent and 

discriminant validity. Moreover, the properties studied were the individual items 

reliabilities (alpha symbol), average variance explained (A VE) and composite 

reliability (CR) for each latent variable. Convergent validity was measured by checking 

the value of A VE for the latent variables. Likewise, the discriminant validity was 

assessed by making a comparison to the correlations between the latent variables and 

the square roots of A VE and assessing the HTMT, which is a newly developed tool to 

assess discriminant validity. The outputs for the cross-loadings matrix were also 

assessed to support the discriminant validity in the conceptual model. 

Moreover, to assess the moderation, orthogonalization (a PLS moderation technique) 

approach was used in this study, which is more advanced than the product indicator 

approach. Orthogonalization approach uses residuals that are calculated by regressing 

all possible pairwise product tenns of the indicators of the latent predictor and the latent 

moderator variable (i.e., product indicators) on all indicators of the latent predictor and 

the latent moderator variable. Therefore, overall this research had used rigorous 

approaches (PLS path modelling) to determine the properties of the latent variables 

demonstrated in the conceptual model of this research. 

5.7 Managerial Implications 

The finding of this research provides several practical implications for telecom call 

center managers about the internal marketing practices (IC, ER, ET, and EE), role 

stressors (RA, RC, and EX), and workplace social support (OS, SS, and CS) which 

were found to affect SRP. Based on the findings, it is recommended that the 
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management of telecom call centers implement internal marketing practices and 

provide workplace social support to accommodate employee's workplace needs and 

help establish a stress-free environment to enable the employees to improve their SRP. 

It is evident from the findings of this research that the management of telecom call 

centers concerned with employee SRP needs to implement proper internal marketing 

practices pertaining to IC, ER, ET, and EE and provide workplace social support, i.e., 

OS, SS and CS which were found to be significant predictors of SRP, which help to 

reduce the increasing complaints of the customer leads toward customer satisfaction. It 

is also important for the management to develop the policies to reduce the role stressors 

impact which could negatively affect employee SRP. 

Moreover, as AOC was found to enhance SRP of call center employees, this means that 

good internal marketing practices (IC, ER, ET, and EE) and workplace social support 

(OS, SS and CS) should be in place for the development of AOC. That is, the 

management of call centers in Pakistan needs to realize the potential effect of internal 

marketing practices and workplace social support in improving the SRP of call center 

employees. Based on the findings, it is concluded that the management must recognize 

the strategic importance of internal marketing practices and workplace social support 

because these could develop employee AOC, which could lead to improved SRP. 

As indicated by findings of the study, customer service orientation positively moderates 

the relationship between AOC and SRP of call center employees. It implies that 

customer-oriented culture in the telecom call centers plays a significant role to enhance 

employees SRP. Thus, the management should develop a customer-oriented culture and 

strategies that will improve the SRP of employees working in telecom call centers in 

Pakistan. 
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5.8 Limitations and Future Research Directions 

The interpretation of the findings should consider some limitations of the study. Firstly, 

the present employed a survey questionnaire research design involving cross-sectional 

data was gathered at a point of time to test the hypothesized relationships. Future study 

may consider longitudinal design to expand the research finding. In addition, this study 

considered inbound call centers only. Future research may examine outbound call 

centers and other sectors call centers such as hospitality, banking, and transportation. 

Secondly, this study was conducted in telecom call centers in Pakistan. As such, the 

findings of this research may not be generalized to call centers outside of Pakistan 

because of some potential differences in culture, the characteristics of call centers in 

other countries. Thus, future studies may consider investigating call center employees 

in other countries for wider generalizability 

Thirdly, this study was quantitative, and the researcher relied on questionnaire data only 

for statistical analysis. Future research may consider using qualitative or mixed mode 

methods to examine SRP in Pakistan. Fourthly, this study was based on self-reported 

data; hence, the probability of common method variance might exist because all the 

variables were measured by using a 'single survey instrument'. According to Avolio et 

al. (1991), common method variance is more inconvenient in analyzing attitudinal or 

psychological data obtained from a single respondent at one point in time. In this study, 

the data of both independent and dependent variables were perceptions based. Hence, 

future research may include a method to decrease the common method variance, for 

example, by using objective measures. 

Lastly, this study identified organizational commitment as a mediator variable. Other 

mediator variables such as organizational citizenship behaviour, organizational culture, 
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and employee well-being should also be considered to help us understand other 

mechanisms at work that may explain how internal marketing practices, role stressors, 

and workplace social support affect SRP. Besides customer service orientation, other 

moderator variables such as personality traits, type of sector, and job timings, may help 

understand how SRP is better enhanced. 

5.9 Conclusion 

This study investigated the relationship between internal marketing practices, role 

stressors, workplace social support, and SRP of call center employees working in 

telecom call centers in Pakistan. It also examined the mediating role of AOC between 

internal marketing practices, role stressors, workplace social support, and SRP. 

Furthermore, the moderating role of customer service orientation on the relationship 

between AOC and SRP was investigated. Equity theory and the reformulation of 

attitude theory were used as a basis to study the proposed theoretical relationships. 

Of 32 research hypotheses, 21 were supported, giving much empirical support to the 

research model. Internal marketing and workplace support were found to enhance SRP 

and AOC, and AOC was found to have a significant role as a mediator. Additionally, 

the moderating effect of customer service orientation was also found significant. Based 

on the findings, it is concluded that managers of the call center need to develop internal 

marketing practices and workplace social support strategies for the improvement of the 

SRP of call center employees. Moreover, the management should also focus on 

developing a customer-oriented culture to enhance the SRP of employees working in 

call centers in the telecom sector in Pakistan. 
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Appendixes 

Appendix A: Proposed Questionnaire 

Dear Sir/Madam, 

Pusat Pengajian 
Pengurusan Perniagaan 
SCHOOL OF BUSINESS MANAGEMENT 

Universiti Utara Malaysia 

My name is Munawar Javed Ahmad, a PhD candidate in the School of Business 

Management, University Utara Malaysia. I am conducting an academic research study 

as part of my PhD studies. I shall be thankful for your contribution in the treasury of 

knowledge through responding to this questionnaire. 

The information provided will be strictly kept confidential and used for academic 

purpose only, by the researcher. 

Thank you for your cooperation. 

Munawar Javed Ahmad 

Matric: 900823 

School of Business Management 

University Utara Malaysia 
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SECTION A: 

Demographic information 

The following information is strictly confidential and will only be used for research 
purpose. I will be grateful if you could kindly fill the required information. 

1. Gender 

a. Male D b. Female D 

2. Marital status 

a. Married D b. Single D 

3. Age group 

a. Below 25 D b. 26-30 D 
C. 31- 40 D d. 41-50 D 
e. Above 50 D 

4. Highest level of education 

a. Diploma D b. Bachelors D 
C. Masters D d. PhD D 

s. Salary/pay in Rs. (Monthly) 

a. 10,000- 15,000 D b. 16,000- 25,000 D 
C. 26,000- 35,000 D d. 36,000 and above D 

6. Job tenure 

a. 1 year- 2 years D b. 3 year- 5 years D 
C. 6 year- 7 years D d. 8 year- IO years D 
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SECTION B: 

Please read the following statements and TICK ( ✓) the response that closely represents 
your opinion. The statements are anchored on the following 5-point Likert Scale: 

1 2 3 4 5 

Strongly Disagree Disagree Neutral Agree Strongly Agree 

1 = Strongly Disagree 
2 = Disagree 
3 = Neutral 
4 = Agree 
5 = Strongly Agree 

Internal communication 

1. There is an internal communication program for all employees in my 
organization. 

2. All communication materials reflect a consistent style in my 
organization. 

3. Messages that I receive are aligned with business wide 
communication. 

4. My organization communicates a clear brand image to me. 
5. Employees at all levels understand the direction and key priorities of 

my organization. 

Employee rewards 

6. If I improve the level of service I offer customers, I will be rewarded 

7. The rewards I receive are based on customer evaluations of service 

8. Employees in this firm are rewarded for serving customers well 

9. Employees of this firm are rewarded for dealing effectively with 
customer problems 

10. I am rewarded for satisfying complaining customers. 
Employee training 

11. Employees in this firm receive continued training to provide good 
service 

12. Employees in this firm receive extensive customer service training 
before they interact with customer 

13. Employees of this firm receive training on how to serve customers 
better. 

14. Employees of this firm are trained to deal with customer complaints. 
15. Employees of this firm receive training on dealing with customer 

problems 
16. Employees in this firm receive training on how to deal with 

complaining customers 
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Employee Empowerment I 2 3 4 5 

17. I am encouraged to handle customer problems by myself. 

18. I do not have to get management's approval before I handle 

customer problems. 

19. 1 am allowed to do almost everything to solve customer problems. 

20. I have control over how I solve customer problems 

Role ambiguity I 2 3 4 5 

21. I have clear, planned goals and objectives for my job. 

22. I know exactly what is expected of me. 

23. I know what my responsibilities are 

24. I feel certain about the level of authority I have 

Role Conflict I 2 3 4 5 

25. When completing a task, I get conflicting information from two or 

more people. 

26. Sometimes I need to bend a rule or policy in order to carry out my job. 

27. I do things that are often accepted by one person but not accepted by 

others 

28. I have to deal with and satisfy too many different people. 

Emotional exhaustion I 2 3 4 5 

29. I feel exhausted at the end of the workday. 

30. My work requires a lot of emotional energy. 

31. When I get up in the morning I look forward to coming into work. 

32. Working with people all day is hard for me. 

33. I feel emotionally drained by my work. 

Organizational support 1 2 3 4 5 

34. My finn values my contributions to its well-being. 

35. My firm strongly considers my goals and values. 

36. My firm is willing to help me when I need a special favor. 

37. My finn shows very little concern for me. 

38. My firm care about my opinions. 

39. My finn takes pride in my accomplishments at work 
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Coworker support 1 2 3 4 5 

40. I receive help and support from my coworkers. 

41. I feel I am accepted in my work group. 

42. My coworkers are understanding ifl have a bad day. 

43. My coworkers back me up when I need it. 

44. I feel comfortable with my coworkers. 

Supervisor support 1 2 3 4 5 

45. My supervisor helps CSR's do their job well. 

46. My supervisor helps CSR's to handle their jobs smoothly in 

conjunction with others 

47. My supervisor helps CSR's to achieve high job perfonnance. 

48. My supervisor is interested in CSR's welfare. 

Service recovery performance 1 2 3 4 5 

49. Considering all the things I do, I handle dissatisfied customers quite 

well. 

50. I don't mind dealing with complaining customers. 

51. No customer I deal with leaves with problems unresolved. 

52. Satisfying complaining customers is a great thrill to me. 

53. Complaining customers, I have dealt with in the past are among today's 

most loyal customers 

SECTION C: 

Affective organizational commitment 1 2 3 4 5 

54. I find that my values and tbe firm's values are very similar. 

55. I really care about the future of this firm. 

56. I am proud to tell others that I work for this firm. 

57. I am willing to put in a great deal of effort beyond that nonna1Iy 

expected in order to help the firm to be successful 

58. For me, this is the best of all possible organizations for which to work 
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SECTION D: 

Customer service orientation of the firm 1 2 3 4 

59. My firm measures customer satisfaction on a regular basis 

60. My firm understands its customers' needs. 

61. My firm sets objectives in terms ofcustomer satisfaction. 

62. My firm is totally committed to serving its customers well. 

63. My firm attempts to create value for the customers 

THANK YOU VERY MUCH FOR YOUR TIME AND EFFORT, IT IS 
GREATLY APPRECIATED. 

223 

5 



Appendix B: Descriptive Statistics for Demographic Variables 

Frequency Percent Valid Percent Cumulative Percent 

male 249 78.3 78.3 78.3 

Valid Female 69 21.7 21.7 100.0 

Total 318 100.0 100.0 

M-status 

Freauency Percent Valid Percent Cumulative Percent 

Maried 185 58.2 58.2 58.2 

Valid Single 133 41.8 41.8 100.0 

Total 318 100.0 100.0 

A G ,fe roup 

Frequency Percent Valid Percent Cumulative Percent 

Below 25 21 6.6 6.6 6.6 

25-30 201 63.2 63.2 69.8 

Valid 31 - 40 91 28.6 28.6 98.4 

41 -50 5 1.6 1.6 100.0 

Total 318 100.0 100.0 

Education 

Freauency Percent Valid Percent Cumulative Percent 

Diploma IO 3.1 3. 1 3.1 

Bachelors 140 
Valid 

44.0 44.0 47.2 

Masters 168 52.8 52.8 100.0 

T otal 318 100.0 100.0 

S l a ary 

Frequency Percent Valid Percent Cumulative Percent 

16,000- 25,000 20 6.3 6.3 6.3 

26,000- 35,000 140 44.0 44.0 50.3 
Valid 

36,000 and above 158 49.7 49.7 100.0 

Total 318 100.0 100.0 
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E xpenence 

Freauencv Percent Valid Percent Cumulative Percent 

1-2 17 5.3 5.3 5.3 

3-5 154 48.4 48.4 53.8 

Valid 5-7 122 38.4 38.4 92.1 

7-10 25 7.9 7.9 100.0 

Total 318 100.0 100.0 
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Appendix C: Common method Variance. 

T oral Variance Explained 

Component Initial Eigenvalues Extraction Sums of Squared Rotation Sums of Squared 

Loadin:[S Loadin s 

Total %of Cumulative Total %of Cwnulative Total %of Cumulative 

Variance % Variance % Variance % 

I 19.374 30.752 30.752 19.374 30.752 30.752 5.374 8.530 8.530 

2 3.807 6.043 36.795 3.807 6.043 36.795 4 .780 7.587 16.1 17 

3 3.596 5.708 42.503 3.596 5.708 42.503 3.638 5.775 21.892 

4 2.902 4.606 47.109 2.902 4.606 47.109 3.567 5.662 27.554 

5 2.472 3.924 51.033 2.472 3.924 51.033 3.361 5.335 32.889 

6 1.735 2.755 53.788 1.735 2.755 53.788 3.304 5.244 38. 132 

7 1.703 2.704 56.492 1.703 2.704 56.492 3.290 5.223 43.355 

8 1.477 2.344 58.836 1.477 2.344 58.836 3.284 5.213 48.568 

9 1.348 2.140 60.976 1.348 2.140 60.976 3.058 4.854 53.422 

10 1.291 2.049 63.024 1.291 2.049 63.024 2.948 4.679 58.102 

II 1.232 1.956 64.980 1.232 1.956 64.980 2.928 4.647 62.749 

12 1.130 1.793 66.774 1.130 1.793 66.774 2.536 4.025 66.774 

13 .987 1.566 68.340 

14 .902 1.432 69.772 

15 .873 1.386 7!.158 

16 .853 1.354 72.512 

17 .823 1.307 73.819 

18 .787 1.249 75.068 

19 .739 1.173 76.241 

20 .724 1.149 77.390 

21 .669 1.063 78.453 

22 .650 1.031 79.484 

23 .629 .998 80.482 

24 .605 .961 81.443 

25 .561 .891 82.334 

26 .545 .865 83.199 

27 .5 18 .822 84.021 

28 .499 .792 84.814 

29 .486 .771 85.585 

30 .472 .749 86.334 

3 1 .455 .723 87.057 

32 .445 .706 87.763 

33 .437 .694 88.457 

34 .410 .651 89.)08 
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35 .394 .625 89.734 

36 .379 .601 90 335 

37 .368 .585 90.920 

38 .349 .554 91.473 

39 .333 .529 92.002 

40 .328 .521 92.523 

41 .318 .505 93.028 

42 .312 .496 93.524 

43 .304 .482 94.006 

44 .287 .456 94.462 

45 .275 .437 94.899 

46 .271 .429 95.328 

47 .267 .423 95.752 

48 .24 1 .383 96. 135 

49 .237 .376 96.51 1 

50 .236 .374 96.886 

51 .222 .353 97.238 

52 2 13 .338 97.577 

53 .205 .325 97.902 

54 .193 .306 98.208 

55 .1 76 .279 98.487 

56 . 170 .270 98.757 

57 .159 .252 99.008 

58 . I 5 I .240 99.249 

59 . 143 .227 99.476 

60 . l 18 .188 99.664 

61 .113 180 99.843 

62 .075 .119 99.962 

63 .024 .038 100.000 

Extraction Method: Principal Component Analysis. 
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Appendix D: Cross loadings 

Discriminant Validi()!_ (cross loading_s2 
AOC co cs EE ER ET EX re OS RA RC SRP ss 

AOC 
I 0.847 0.569 0.035 0.478 0.578 0.599 0.203 0.304 O.S32 0.S99 0.318 0.663 0.572 
AOC 
2 0.84 0.578 0.046 0.453 0.563 0.565 0.252 0.253 0.489 0.557 0.354 0.648 0.573 
AOC 
3 0.847 0.576 0.04 0.435 0.52S 0.503 0.216 0.323 0.5 16 0.534 0.292 0.665 0.505 
AOC 
4 0.857 0.58 0.061 0.439 0.567 0.531 0.218 0.281 0.5 12 0.567 0.332 0.687 0.572 
AOC 
5 0.746 0.486 0.036 0.387 0.455 0.434 0. 135 0.186 0.33 1 0.455 --0.2 0.528 0.4 11 

COi 0.484 0.787 0.028 0.287 0.4 0.497 0.24 0.395 0.33 0.408 -0.32 0.53 1 0.368 

CO2 0.598 0.887 0.071 0.39 0.532 0.657 0.252 0.375 0.453 0.5 12 0.432 0.66 0.523 

COJ 0.56 0.871 0.035 0.366 0.476 0.622 0.22 1 0.369 0.489 0.5 0.364 0.596 0.537 

CO4 0.606 0.876 0.061 0.369 0.487 0.623 0.293 0.42 0.457 0.514 0.432 0.596 0.526 

cos 0.537 0.699 0.057 0.259 0.444 0.426 0.192 0.332 0.319 0 .466 0.274 0.5 15 0.443 

CSI 0.024 0.084 0.72 0.046 0.063 0.066 0.057 0.046 0.082 0.01 0.017 0.03 0.012 

CS2 0.01 I 0.044 0.697 0.041 O.Q7 0.044 0.008 0.042 0.085 0.023 0.03.2 0.02 0.002 

CS3 0.045 0.072 0.866 0.052 0.094 0.034 0. 139 0.007 0.028 0 .015 0.032 0.066 0.035 

CS4 0.044 0.015 0.796 0.023 0.082 0.105 0.019 0.007 0.042 0 .021 0.039 0.016 0 

css 0.053 0.044 0.795 0.007 0.101 0.001 0.2 15 0.031 0.052 0.004 0.079 0.082 0.087 

EEi 0.443 0.365 0.033 0.799 0.386 0.437 0.066 0.124 0.36 0.379 0.253 0.441 0.413 

EE2 0.392 0.325 0.003 0.737 0.324 0.425 0.035 0.056 0.347 0.41 0.217 0.412 0.403 

EE3 0.391 0.279 0.041 0.761 0.318 0.375 0.084 0.019 0.315 0.34 0.23 1 0.39 0.396 

EE4 0.386 0.264 0.047 0.747 0.324 0.369 0.016 0.06 1 0.309 0.351 --0.2 0.346 0.341 

ERi 0.543 0.451 0.138 0.309 0.848 0.469 0 .166 0.248 0.469 0.462 0.242 0.6 0.415 

ER2 0.511 0.494 0.08 0.405 0.839 0.497 0.182 0.229 0.422 0.509 0.266 0.565 0.443 

ER3 0.546 0.494 0.08 1 0.373 0.851 0.554 0.157 0.208 0.438 0.563 --0.28 0.574 0.467 

ER4 0.614 0.498 0.08 0.43 0.869 0.474 0 .196 0.226 0.457 0 .578 -0.32 0.597 0.491 

ETJ 0.466 0.55 0.034 0.406 0.439 0.79 0.193 0.287 0.424 0 .448 0.326 0.549 0.481 

ET2 0.575 0.602 0.087 0.43 0.522 0.856 0.211 0.233 0.492 0.491 0.385 0.609 0.533 

ET3 0.537 0.559 0.053 0.46 0.474 0.84 0.267 0.193 0.455 0 .52 0.423 0.576 0.59 

ET4 0.54 l 0.589 0.061 0.492 0.515 0.856 0.17 0.185 0.487 0.482 0.398 0.614 0.498 

ETS 0.56 1 0.599 --0.02 0.434 0.503 0.861 0.199 0.194 0.433 0.479 0.411 0.602 0.539 

EXl 0.226 0.234 0.13 0.086 0.149 0.183 0.799 0.149 0.132 0.193 0.366 0.202 0.208 

EX2 0.216 0.255 0.104 0.085 0.17 0.211 0.775 0.103 0.156 0.234 0.328 0.243 0 .214 

EX3 0.173 0.22 0.126 --0.02 0.121 0.177 0.77 0.212 0.084 0. 167 0.344 0.168 0.265 

EX4 0.146 0.191 0.113 0.052 0.162 0.165 0.748 0.186 0.132 0.275 0.315 0.198 0.195 

EXS 0.188 0.209 0.141 0 0.186 0.208 0.757 0.219 0.107 0.237 0.366 0.208 0.245 

ICI 0.272 0.364 0.034 0.116 0.252 0.2 0.201 0.779 0.092 0.199 0.278 0.247 0.189 

IC2 0.264 0.342 0.08 0.082 0.185 0.18 0.16 0.745 0.076 0.286 0. 176 0.27 1 0.206 
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1C3 0.23 0.406 0.025 O.Q38 0.192 0.252 0.148 0.724 0.123 0.213 0.212 0.251 0.164 

IC4 0.247 0.291 0.027 0.046 0.189 0.172 0.13 0.703 0.059 0.197 0.209 0.181 0.124 

ICS 0.186 0.263 0.057 0.024 0.158 0.l 35 0.169 0.731 0.066 0.172 0.)84 0.207 0.)39 

OSI 0.427 0.347 0.045 0.326 0.382 0.359 0.146 0.08 0.721 0.371 0.155 0.454 0.339 

OS2 0.406 0.317 0.006 0.323 0.347 0.445 0.175 0.007 0.725 0.334 0.215 0.441 0.344 

OS3 0.437 0.424 0.015 0.356 0.422 0.391 0.118 0.125 0.767 0.416 0.196 0.534 0.377 

OS4 0.471 0.408 0.015 0.33 0.417 0.45 0.06 0.101 0.779 0.391 0.185 0.483 0.372 

OS5 0.428 0.364 0.062 0.3 0.387 0.394 0.112 0.105 0.744 0.37 0.217 0.477 0.368 

RAI 0.534 0.502 0.013 0.363 0.527 0.462 0.271 0.305 0.388 0.838 0.406 0.59 0.53 

RA2 0.551 0.478 0.012 0.398 0.543 0.491 0.207 0.209 0.406 0.873 0.325 0.599 0.552 

RA3 0.567 0.518 0.013 0.453 0.517 0.506 0.265 0.225 0.437 0.869 0.387 0.589 0.572 

RA4 0.61 0.508 0.024 0.457 0.55 0.522 0.247 0.273 0.502 0.865 0.328 0.639 0.574 

RCl 0.309 0.411 0.025 0.276 0.307 0.425 0.387 0.221 0.259 0.367 0.853 0.365 0.411 

RC2 0.342 0.365 0.058 0.269 0.298 0.426 0.393 0278 0.235 0.383 0.867 0.369 0.454 

RC3 0.322 0.383 0.027 0.253 0.279 0.354 -0.37 0.239 0.21 I 0.336 0.8S 0.352 0.339 

RC4 0.216 0.309 0.018 0.166 0.168 -0.32 0.328 0.219 -0.13 0.293 0.742 0.217 0.272 

SRPI 0.648 0.638 0.075 0.462 0.607 0.618 0.222 0.274 0.578 0.57 I 0.363 0.847 0.57 

SRP2 0.627 0.541 0.065 0.463 0.584 0.587 0.201 0.21 0.535 0.599 0.319 0.826 0.577 

SRP3 0.64 0.591 0.054 0.479 0.562 0.614 0.25 0.231 0.567 0.588 0.343 0.839 0.645 

SRP4 0.674 0.594 0.034 0.419 0.584 0.59 0.283 0.322 0.564 0.633 0.393 0.852 0.635 

SRPS 0.534 0.475 0.056 0.267 0.415 0.399 0.096 0.253 0.3 0.425 0.174 0.664 0.378 

SSI 0.571 0.497 O.Q3 0.491 0.48 0.562 0.287 0.198 0.41 I 0.61 I 0.356 0.63 0.854 

8S2 0.528 0.486 0.038 0.392 0.412 0.51 0.223 0.204 0.388 0.49 0.373 0.564 0.843 

SS3 0.53 0.522 0.059 0.422 0.463 0.514 0.248 0.194 D.411 0.52 0.397 0.565 0.840 

SS4 0.544 0.477 0.055 0.425 0.454 0.544 0.228 0.176 0.425 0.57 0.416 0.623 0.857 
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