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Abstract: In this competitive environment, organizations in service sector and industrial sector are trying their
best to win the loyalty of their customers by providing the superior quality services and innovative products
to remain competitive in the market. The objective of this study is to focus on the concept that organizational
well structured HRM policies and top management commitment for quality services play a positive role for
satisfaction of employees and customer. In well structured organizations where HRM and quality practices are
implemented, a healthy culture and a competitive working environment develops, which creates motivation and
commitment among employees for achieving quality and financial objectives of the organization. This study
is focused on the banking sector of Pakistan. It is concluded that quality in service sectors strongly depends
on employees’ commitment with the organization for providing superior services to the customers to enhance
customers’ satisfaction based on training and development to enhance employees’ skills and leaning abilities
to perform their tasks efficiently and effectively.
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INTRODUCTION process. As product quality is tangible in nature, so the

During the last 50 years the study of quality before purchasing but the service quality is intangible in
management as a subject or as an organizational change nature, so it is difficult for the customer to assess its
initiative was pictured in different ways but the soul of quality standards [3].
this concept “prevention rather than inspection” focuses Success of any organization depends on its valuable
on   customer    satisfaction   remains   unchanged   [1]. human resource. Achieving service quality through
For the last two decades there is a growing trend in valuable human resource strongly depends upon the
adopting this philosophy of quality management in organizational culture and working environment. To deal
Pakistani organizations mostly in industrial sectors and a with the attitude and behavior of the human resource,
little attention was given in service sector. Recently in HRM best practices and quality principles play an
Pakistan we have a number of local companies which important role to motivate, train, develop, retain and
adopted a quality standard to improve their process to satisfy their valuable human resource. According to Philip
provide superior quality products and services to their Worsfold [4], a number of studies show that there is a
customers. Meeting customers’ needs, demands and positive relationship between HRM practices and service
providing them quality services is a challenging task in quality and it is assumed that competitive advantages can
this competitive environment due to its intangible nature. be achieved through superior service quality.

Providing quality services to attract, retain and win This study is conducted in well structured
the customer loyalty are the objectives of every organizations where HRM and Quality system are
organization either it is from service or industrial sector. implemented and participants in this study are employees
According to Gursoy and Swanger [2], the goal to win the working at officer rank. Chi and Gursoy [5] stated that
customer loyalty and satisfaction can be achieved by success of the organizations depends upon the
providing quality services to their customers timely and employees’ satisfaction by providing them with better
effectively. Assuring quality in services is much difficult working environment, training and development, better
task as compare to achieving quality in the manufacturing compensation packages as compared to market and

customer has option to assess the quality of the product
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superior quality services to their customers as compared Service Quality: Services are intangible and it is more
to their competitors. In different studies, it is recognized difficult to measure it physically as compared to the
that organizational practices play an important role in products.  Service  quality  is  delivery  of  superior
customer satisfaction [6]. Employees’ attitude and services to their customers according to their desire and
behavior for superior services to their customers strongly expectations [16]. In literature on service quality the first
depends  upon  the supportive working environment of and foremost objective of the service quality focuses on
the organization and its aspiration for superior quality customer values [17,18,19] and it is perceived as the
services to their customers [7]. A satisfied and motivated principal driver of customers satisfaction [20] which is
employee, when interacted with the customer, creates a ultimately a key determinant to win customers’ loyalty
positive impact on customer’s perception about high [21]. Service quality has become a key to success for the
quality services [8]. Positive relation between employee’s service organizations and a motivated human resource
satisfaction and customer’s satisfaction has been played and important role for delivering superior quality
explored in a number of studies [5, 9-12]. services by identifying the needs and wants of their

In most of the studies, service quality is measured in customers [22]. A satisfied, motivated and committed
five key dimensions: tangibles, reliability, responsiveness, employee in the organization are more dedicated and
assurance and empathy which are termed as SERVQUAL involved in delivering high level of quality services to the
[13]. This study highlights the employees’ role for customers [23].
effective services delivered to the customers. The In different studies, it is found that service quality is
objective of this study is to focus on the concept that a multi-dimensional construct and different type of its
organizational well structured policies related to human dimensions were discussed in literature [3]. European
resource management and top management commitment school of thought explained service quality in two
play a positive role for employees’ and customers’ dimensions: technical quality and functional quality [24]
satisfaction for quality services. where as US school of thought has five dimensions:

In well structured organizations where HRM and reliability, responsiveness, assurance, empathy and
quality  practices  are  implemented,  a  healthy  culture tangibles [25].
and competitive working environment develop, which
cause  motivation  and  commitment  among  employees Employees’ Commitment for Service Quality: Superior
for  achieving  quality  objectives  of the organization. It services strongly depend on the organizational culture
is concluded that quality in service sectors strongly that facilitates their human resource by implementing and
depends on employees’ commitment with the practicing those policies that cause employees’
organization, training and development to enhance motivation,  satisfaction  with  the  job,  commitment  with
employees’ skills, leaning abilities to perform their tasks the organization and customers as well. Commitment
efficiently and effectively and the employees’ role for represents a strong association and loyalty with the
providing superior services to the customers to enhance organization. Commitment is defined as attachment and
customer satisfaction. loyalty [26]. Purcell et al. [27] stated that HR best

Literature Review: In this competitive environment leadership role of the mangers, challenging jobs,
organizations believe that they have to maintain the compensation  and  reward  system  are  the  key  factors
quality of products or services to sustain, survive, leading that  influence  commitment.  Commeiras  and  Fournier
the market and achieving the competitive advantages [28] pointed out that the concept of organizational
which depend on organizations’ valuable asset i.e. commitment that is relationship between an individual and
employees. The quality of the services or products can be organization is a key factor and this concept was emerged
judged by its customers’ perception and expectation between 1970’s and 1980’s. Delivering superior quality
about that services or products [14]. External Customer services to the customers, is strongly dependent on it
loyalty and satisfaction strongly depends upon he highly motivated and committed human resource. Most of
internal customers i.e. employees. Employees’ satisfaction the theorists in the field of motivation, agree that there
is directly related to superior services. According to exist a strong association between motivation, job
Schneider and Bowen [15], the strong relationship satisfaction and employees’ commitment with the
between  an   organization    and   employee   leads to a organization [29,30,31,32]. Meyer and Smith [33] explored
real improvement  in  the  services  provided  to  the that employees’ organizational commitment is strongly
customers. associated with their HR policies and practices. The

practices and policies like training and development,
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quality of service is shaped up through valuable human Methodology: This research was conducted in the major
resource by utilizing their abilities through empowerment, service sector of Pakistan economy. The target population
motivation  and   the   best   use  of  their  talent  through was the employees working at managerial cadre in the
organizational practices. Empowerment enhances national and multinational banks of Pakistan. Due to
employees’ abilities, motivation and constructive use of limited resources, data was collected from local level
their  expertise   [34,35].   HR   practices   strongly  affect through questionnaire from the target organizations in
the service quality in three different channels, firstly this sector. A simple random sampling technique was
control based channel is used to enhance productivity used to select the organizations for the responses. This
and efficiency, secondly knowledge base channel to study was based on survey technique and the survey was
accustomed service delivery process and thirdly conducted on the well established organizations from the
motivational based to increase employees’ satisfaction local level. One hundred and seventy-five questionnaires
and well being through best HR and organizational were sent to these organizations. Only eighty nine
policies and practices [7]. HRM practices related to questionnaires were received and response rate is fifty
employees’ well being such as job security, compensation one percent. Questionnaire contained twenty factors
and reward system, employees’ recognition create regarding employees’ loyalty with the organization,
employees’ commitment for better services with the employees’ commitment with customer for superior
customers [36]. A climate developed by organization for service quality, training and development and other
employees’ well being creates an environment for superior factors effecting service quality. The results of the
services as its output and empirically there exists a questionnaire were analyzed using SPSS 15.0 and Chi-
relationship between HR practices and service climate square test was used to verify our hypothesis. Chi-square
[16], [36]. The competency models in human resource test is a statistical tool that is commonly used in most of
development literature suggest that HR best practices the empirical studies to analyze the qualitative data. This
regarding recruitment and selection, training and study was three folded comprised of employees’ loyalty
development, compensation and rewards system is the with the organization, employees’ commitment with the
important ingredient for effective service quality [37]. customers and training programs for the development of

Training  and Development: In service sector the instrument used was a five-point Likert Scale from
objective is to meet the customers’ satisfaction and their strongly disagrees to the strongly agrees. The coding of
expectations through best services both the functional the Likert scale was made as [1 = strongly disagree], [2 =
and operational. To enhance employees’ skills required disagree],  [3  =  neither  agree nor disagree], [4 = agree],
for a particular job, organizations train their human [5 = strongly agree]. For the data analysis each question
resources to utilize their optimal potentials but the was coded as:
outcomes of this training on employees in the form of
motivation, job satisfaction and commitment, receive a
little attention [38]. A knowledgeable and skilled human
resource through training and development programs on
current trends of superior services as compared to their
competitors can lead the organization to gain competitive
advantages [39,40,41]. Employees’ training and
development increase employees’ satisfaction,
commitment and loyalty with the organization and it
strengthen organizational competitiveness [42], [39], [43].
Organizations are investing to attract and retain the
talented people to develop a human resource to gain
competitive advantages against their competitors.
According to Sahinidis and Bouris [38] organizations are
investing to train their workforce and develop it for future
so that they can perform their jobs efficiently and
effectively and therefore, it is expected that training has a
positive impact on both employees’ motivation and
commitment.

human resource for superior service quality. The

CFO Customer focused organization
QPS Quality policy is communicated
ERR Employees understand their role and responsibility
SQS Structured quality system
CIM Continual improvement in quality services 
EUS Leader in quality services in the market
PMR Preventive measures to avoid problems
CCP Listen customer complaints with patience
FPQ Employees know how to fix the problems
CSF Objective of my duty is Customer satisfaction
TEK Training to enhance employees knowledge and skills
ICE Information are communicated to enhance service quality
EKS Knowledge sharing
TEP Training supports for better services
RCS Record customer complaints
LCC Customer care
ERL Employees commitment with the organization 
EMN Employees are highly motivated to achieve service  goals 
CFB Customer feedback mechanism 
ESF Employee commitment to customers for superior services



World Appl. Sci. J., 7 (10): 1222-1230, 2009

1225

Table 1: Demographic Statistics

Experience
-------------------------------------------------------------------
Less than Less than More than

Count 3 years 6 years 6 years Total

Gender Male 21 26 19 66
Female 6 12 5 23

Total 27 38 24 89

Table 2: Descriptive Statstics

N Mean Std. Devation

CFO 89 4.33 0.876
QPS 89 4.10 0.853
ERR 89 3.99 0.911
SQS 89 4.13 0.786
CIM 89 3.93 0.890
EUS 89 4.03 0.832
PMR 89 3.85 0.995
CCP 89 3.76 1.056
FPQ 89 4.06 0.946
CSF 89 4.29 0.772
TEK 89 4.11 0.959
ICE 89 3.99 0.971
EKS 89 4.00 0.853
TEP 89 4.17 0.843
RCS 89 4.27 0.750
LCC 89 3.72 0.879
ERL 89 3.85 0.747
EMIN 89 4.18 0.847
CFB 89 4.22 0.794
ESF 89 4.27 0.719
Valid N (listwise) 89

Table 1 shows the demographic Statistics of sample
comprised of gender and work experience in the studied
organizations. Out of 89 participants 66 were male
participants and twenty three were female participants.
Most of the respondents were less than six years of
experience.

Statistical  Analysis: Descriptive  Statistics  comprising
of mean  and  standard  deviation  that  are explained in
Table  2, mean  of  Likert  scale  questions could vary
from minimum 1 and maximum 5. Tale 2 describes the
descriptive statistics of the studied variables by following
the rule as: if for the studied variables 1= mean< 2, the
respondent perceived that factors effecting for superior
quality does not exist, for 2= mean< 3, the respondents
perceived that factors effecting for superior quality is
adopted by a level below than average, for 3= mean< 4,
the respondents perceived that that factors effecting for

superior quality at average level, for 4= mean< 5, the
factors effecting for superior quality is adopted at high
level. In Table 2 most of the factors representing the
superior quality is adopted at high level. 

Testing of Hypothesis: To analyze the data and measure
the association between the employees’ loyalty with the
organization and employees’ commitment with the
customers for superior quality, Chi-square Test is used for
this study by using SPSS 15.0.Chi-square test is the most
commonly used method to test whether the observed
frequency distribution consistent with the theoretical
distribution or not. In this paper the research was
conducted in three dimensions: employees’ loyalty with
the organization and its impact on service quality,
employee’s commitment and training and development for
customer satisfaction and its relation with the service
quality. A null hypothesis (H ) of no association between0

the pair of variables is rejected if asymptotical significant
value (p-value) is less than 0.05, otherwise it is not
rejected. A contingency coefficient value shows a
percentage of association between the pair of factors
affecting service quality and outcomes, higher value of
contingency coefficient depicts a stronger association
between the variables.

To investigate the above stated problem the
following hypothesis are formed:

H : There is no association between employees’01

commitment with the organization (ERL) and CFO, QPS,
ERR, SQS, CIM, EUS, PMR, CCP, FPQ, CSF, ICE, EKS,
TEP, RCS, LCC, EMN and CFB.

Table 3 provides the values of the Chi-square Test
with the observed probability to assess whether
employees’ loyalty with the organization has any impact
on service quality or not. Since this study was conducted
in well established organizations. HR and quality systems
are implemented and a competitive environment is created
for employees to achieve organizational goals through
quality services. A satisfied and motivated employee will
be loyal with the organization and hence provide superior
quality services to the customers winning their loyalty.

Tables 3 shows that there is a strong association
among employees’ commitment (ERL) and QPS, CIM,
PMR, FPQ and EMN as there p-values are less than 0.05.
Employee’s commitment with the organization advocates
that  employee  is  satisfied with the organizational
policies  related  to  HRM  and he is committed to serve
the organization to achieve its goals and objectives.
Compensation    and    reward     system,     training   and
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Table 3: Employee Commitment with the Organization
Pearson Chi-Square Value Contingency Coefficient Decision
--------------------------------------------------------- ----------------------------------------------------- -----------------------

Pair wise Association Value p-value Value p-value Decision about Ho
ERL * CFO 25.399 0.063 0.471 0.063 Accepted
ERL * QPS 34.964 0.000 0.531 0.000 Rejected
ERL * ERR 10.796 0.822 0.329 0.822 Accepted
ERL * SQS 10.242 0.595 0.321 0.595 Accepted
ERL * CIM 30.573 0.002 0.506 0.002 Rejected
ERL * EUS 17.320 0.365 0.404 0.365 Accepted
ERL * PMR 50.579 0.000 0.602 0.000 Rejected
ERL * CCP 19.101 0.263 0.420 0.263 Accepted
ERL * FPQ 28.487 0.028 0.492 0.028 Rejected
ERL * CSF 19.881 0.069 0.427 0.069 Accepted
ERL * TEK 18.018 0.323 0.410 0.323 Accepted
ERL * ICE 23.614 0.098 0.458 0.098 Accepted
ERL * EKS 15.083 0.519 0.381 0.519 Accepted
ERL * TEP 7.598 0.816 0.280 0.816 Accepted
ERL * RCS 4.659 0.793 0.223 0.793 Accepted
ERL * LCC 10.729 0.826 0.328 0.826 Accepted
ERL * EMN 28.284 0.029 0.491 0.029 Rejected
ERL * CFB 12.920 0.375 0.356 0.375 Accepted

development and career growth are the key factors to SQS, CIM, EUS, PMR, CCP, FPQ, CSF, ICE, EKS, TEP,
enhance employee’s motivation and commitment for RCS, LCC, EMN and CFB
organization. Quality culture enables the employee to Table 4 provides the values of the Chi-square Test
improve each process of the system continuously and along with p-value to assess that whether employees’
quality circles, employees’ empowerment also create commitment for service quality has any association
motivation and satisfaction among employees. Satisfied between the service quality or not. Employees’
and committed employees are well aware of the commitment with the customer and a continuous
organization policies for service quality and they improvement in service quality cause satisfaction of the
continually evaluate the needs and demands of their potential customers and is also helpful to target the new
customers and deliver services according to their desire customers. Table 4 shows that there is an association
to win loyalty for their organization. Organizational between employees’ commitment for service quality (ESF)
commitment advocates a strong relationship between and factors effecting service quality QPS, ERR, CIM,
employees and organization; therefore, employees believe PMR, FPQ and RCS as there p-values are less than 0.05.
that superior quality services to the customers’ will Statistical results show that employees’ commitment for
helpful to gain competitive advantages. However, there is service quality leads the organization to be a market leader
no significant association between employees’ loyalty in the service industry. Results show that employees are
with the organization and the factors affecting service well trained and educated and know their role and
quality CFO, ERR, SQS, EUS, CCP, CSF, ICE, EKS, TEP, responsibility to perform the tasks individually and as a
RCS, LCC  and CFB as there p-values are greater than team. On the basis of customers’ satisfaction surveys,
0.05. Therefore, it is concluded that the employees’ complaints and suggestions are helpful to make
commitment with the organization creates a healthy and continuous improvement in the service quality and
competitive environment among the employees. They providing better and innovative services to their
share their problems related to the improvement of the customers. There is no significant relationship between
quality system of the organization and make their best employees’ commitment with the customers for superior
efforts to provide better services to their customers as services and the factors effecting service quality CFO,
compared to the competitors. SQS, EUS, CCP, CSF, ICE, EKS, TEP, LCC, EMN and CFB

Hypothesis 2 From the above results we observe that employees’
H : There is no association between employees’ commitment with customers reflects that service delivery02

commitment with customers (ESF) and CFO, QPS, ERR, to the customer beyond the  customers’ expectations and

as there p-values are greater than 0.05.
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Table 4: Employees Commitment for Service Quality

Pearson Chi-Square Value Contingency Coefficient Decision
--------------------------------------------- --------------------------------------------- ----------------------

Pair wise Association Value p-value Value p-value Decision about Ho

ESF * CFO 19.851 0.070 0.427 0.070 Accepted
ESF * QPS 20.254 0.016 0.431 0.016 Rejected
ESF * ERR 31.738 0.002 0.513 0.002 Rejected
ESF * SQS 16.393 0.059 0.394 0.059 Accepted
ESF * CIM 26.794 0.002 0.481 0.002 Rejected
ESF * EUS 15.716 0.205 0.387 0.205 Accepted
ESF * PMR 27.146 0.007 0.483 0.007 Rejected
ESF * CCP 9.746 0.638 0.314 0.638 Accepted
ESF * FPQ 25.499 0.013 0.472 0.013 Rejected
ERL * CSF 15.203 0.086 0.382 0.086 Accepted
ESF * TEK 15.760 0.202 0.388 0.202 Accepted
ESF * ICE 17.357 0.137 0.404 0.137 Accepted
ESF * EKS 10.956 0.533 0.331 0.533 Accepted
ESF * TEP 11.859 0.321 0.343 0.321 Accepted
ESF * RCS 14.538 0.024 0.375 0.024 Rejected
ESF * LCC 23.894 0.21 0.406 0.21 Accepted
ESF * EMN 18.594 0.099 0.416 0.099 Accepted
ESF * CFB 13.217 0.153 0.360 0.153 Accepted

Table 5: Training and Development

Pearson Chi-Square Value Contingency Coefficient Decision
--------------------------------------------- --------------------------------------------- ----------------------

Pair wise Association Value p-value Value p-value Decision about Ho

TEK * CFO 12.394 0.716 0.350 0.716 Accepted
TEK * QPS 14.937 0.245 0.379 0.245 Accepted
TEK * ERR 24.684 0.076 0.466 0.076 Accepted
TEK * SQS 23.577 0.023 0.458 0.023 Rejected
TEK * CIM 16.723 0.160 0.398 0.160 Accepted
TEK * EUS 40.292 0.001 0.558 0.001 Rejected
TEK * PMR 26.973 0.042 0.482 0.042 Rejected
TEK * CCP 36.829 0.002 0.541 0.002 Rejected
TEK * FPQ 52.511 0.000 0.609 0.000 Rejected
TEK * CSF 23.027 0.027 0.606 0.027 Rejected
TEK * ICE 51.578 0.000 0.573 0.000 Rejected
TEK * EKS 43.546 0.000 0.564 0.000 Rejected
TEK * TEP 41.575 0.000 0.564 0.000 Rejected
TEK * RCS 17.598 0.024 0.406 0.024 Rejected
TEK * LCC 24.350 0.082 0.463 0.082 Accepted
TEK * EMN 21.730 0.152 0.443 0.152 Accepted
ERL * CFB 20.504 0.058 0.433 0.058 Accepted

they are continually improve the service quality system Hypothesis 3
through customers’ complaints and suggestions. H : There is no association between Training and
Secondly, employees are well aware of their job development of employees (TEK) and CFO, QPS, ERR,
responsibilities and making the customers satisfied by SQS, CIM, EUS, PMR, CCP, FPQ, CSF, ICE, EKS, TEP,
putting their best efforts to provide superior services RCS, LCC, EMN and CFB.
according to the customers’ desire. Therefore, it is In literature and different studies, it is proved that
concluded that employees’ commitment with service
quality plays an important role in the organization’s
success for superior services.

03

training and development have significant impact on
employee’s performance. It creates learning environment
in the organization, enhances knowledge and skills of the
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employees and as a result employees perform their duties growth paths create motivation and commitment among
and responsibilities efficiently and effectively. employees for the organization and ultimately helps to

Table 5 show statistical Chi-square test, to assess the achieve organization’s objectives for quality services. The
relation between training and development and factors results of this study cannot be generalized as data is
effecting service quality. To enhance employees’ skills collected form the banks located in one city of Pakistan.
and abilities for better performance in delivering quality
services, training and development play an important role. Limitations, Future Research and Implications: First
The statistical results show that there is a strong limitation of this study is the poor response from the
association between training and development (TEK) and target population due to the organizational policies and
the factors affecting service quality SQS, EUS, PMR, CCP, the data is collected on personal efforts. The participants
FPQ, CSF, ICE, EKS, TEP and RCS as there p-values are in the study are the employees working on managerial
less than 0.05. It shows that a well trained employee can positions and questionnaire was distributed to almost all
perform his duties more effectively and efficiently as branches of national and multinational banks branches
compared to untrained employees. A trained and located in one major city of Pakistan. Banking sector is
educated employee knows about his responsibilities and one of the growing sectors during the last one decay and
is well aware of the organizational expectations form him. now a number of multinational banks are also operational
He puts his best efforts by utilizing the knowledge and in Pakistan and creating a healthy and competitive
skills acquired through training and development working environment. It is suggested that organizations
programs to win the customers’ loyalty through service should develop a liaison with the academic institutions to
quality to the customers. Training and development is the promote research activities in Pakistan and it will be
most important ingredient of quality system, so helpful for better response and results. Secondly, other
employees have deep understanding of improving the HR practices should be investigated in a proper way to
system on continual basis. Training and development utilize their human capital for better services delivery to
promotes knowledge sharing in the organization and their customers.
employees share their knowledge and experience with
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