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Abstract 

In the service industry, effective service recovery is essential element to maintain customer 

satisfaction. Service firms can maintain good long-term relationships with customers to gain 

their loyalty, commitment, and product acceptance through providing effective service 

recovery. Because customer’s strong relationships with organizations and brands are 

underpinned by customer satisfaction. Regrettably, in the last two decades, the problem of 

poor service recovery was not handled adequately by service firms, consequently customers 

are not satisfied with the company’s effort toward service recovery, and complainant 

satisfaction is decreasing. To address   this issue this paper synthesizes existing theory 

through a comprehensive literature review published on the topic by drawing general 

characteristics of the service recovery performance along with theoretical underpinning. 

Next, this study recognizes specific factors associated with service recovery performance. In 

addition, this article put light on theoretical methods that describes how/ why these factors 

work. finally, this article proposes four fruitful dimensions for further research. Additionally, 

this paper make contribution to the area of service recovery performance literature by 

critically analyzing and synthesizing existing research on factors associated with service 

recovery performance, by showing why and how these factors work. 

Keywords:  Service recovery performance, Service recovery, Literature review 

 

I. Introduction 

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

corporate complaint-handling practices for the improvement of customer services such as, call 

centers, technology and staff training to provide better service to customer, however, 

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

is lower today than in 1976 (Grainer, Noble, Bitner, & Broetzmann, 2014). Most of the of 

complaining customers are not satisfied with the company’s effort toward complaint handling 
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(Gruber, 2011; Naylor, 2003). That shows that the problem of effective complaint handling is 

still not resolved adequately by service firms (Gruber, 2011; Munawar et al., 2013). 

Past studies identify that the service recovery in the services management literature 

considered as a strategic issue (Ashill, Baron, Carruthers, & Krisjanous, 2005). It carried out a 

learning experience to services organizations that will help to assure excellent service quality 

is provided to customers (Piaralal, Bhatti, Piaralal, & Juhari, 2016). The customer service 

failure by the firm might lead to ‘disconfirmation state’ as identified by (De Ruyter & 

Wetzels, 2000; Oliver, 1980), but successfully recovered service can return a customer back 

to the satisfaction state from the dissatisfaction (Ashill et al., 2005).  

Service recovery is mainly based on three functions, namely customer recovery, 

process recovery, and employee recovery (Michel, Bowen, & Johnston, 2009). Customer 

recovery is carry out from the customer perspective i.e. customer experience during service 

recovery and customer satisfaction after service recovery (Smith, Bolton, & Wagner, 1999; 

Tax, Brown, & Chandrashekaran, 1998). process recovery consist on the processes or system 

advancement to reduce problems from reoccurring (Michel et al., 2009; Yang, Lee, & Cheng, 

2015), and employee recovery derived from the management point of view that how 

employees prepare better to respond a service failures (Bowen & Johnston, 1999; Kumar, 

Kumar, & Kumar, 2016). The study in hand will be focus on the employee recovery as 

service recovery performance (SRP) and strategies associated with SRP will discussed with 

the employees’ perspective that how firm increase the service recovery through their 

employees and what are the factors that might enhance the performance of employees during 

service encounter.  

A. Service Recovery Performance (SRP) 

SRP of an employee, refers to the degree of personal assessment of the service that 

employee delivering to the customers. SRP 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; Liao, 2007; Lin, 2010; Yavas, Karatepe, Avci, & 

Tekinkus, 2003). Previous literature is evident that successful service recovery is depends on 

the efforts of FLE’s performance that is known as service recovery performance (SRP) 

(Daskin & Yilmaz, 2015). SRP involves the actions taken by FLE to resolve customer 

complaints effectively and get customer back to satisfaction state (Oentoro, Popaitoon, & 

Kongchan, 2016). Consequently, SRP resulted as customer’s perceptual, intentional, 

affective, and behavioral outcomes such as customer repurchase intention and satisfaction that 
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may be influenced by SRP of an employee (Ahmad, Ahmad, & Zakaria, 2018; Piaralal, Mat, 

Piaralal, & Bhatti, 2014).    

The research on examining factors that contributes to employees’ SRP starts to gain 

its popularity in the past two decades. Examples of studies are Boshoff and Allen (2000) who 

conduct an exploratory study in New Zealand to investigate the several management factors 

that have significant influence on service firm's ability to recover a failure of service 

successfully and get back a dissatisfied customer to state of satisfaction. Similarly Yavas et al. 

(2003) examine the SRP of FLE’s in Turkish Banks, had replicated Boshoff and Allen (2000) 

framework but removing the role conflict and top management commitment in banking 

industry turkey. Furthermore, Ashill et al. (2005) investigated SRP model in hospital industry 

in New Zealand, in another study (Ashill, Carruthers, & Krisjanous, 2006) also conduct a 

cross sectional survey identify the impact of factors (namely, training, empowerment, 

rewards, management support, service technology and servant leader) to the employee’s SRP. 

Similarly, Karatepe (2006) extend SRP model with the addition of one factor, (namely 

emotional exhaustion) with SRP. Ardahan (2007) conduct an empirical base study to identify 

the potential impact of several management factors on boundary spanning role employees' 

perception of SRP in the Turkish hospitality industry. In addition, Ashill, Rod, and Carruthers 

(2008)  have examine the role overload, role ambiguity, and role conflict, relationship with 

the SRP of frontline employee on governmental staff.  

In addition, Tan, Hussain, and Murali (2014) examined the impact of organization’s 

characteristics, employee’s characteristics, and employee’s SRP in Malaysia. Karatepe 

(2012); Karatepe and Vatankhah (2015) investigates perceived organizational support on SRP 

and job performance with the mediation role of carrier satisfaction in hospitality industry 

Cameron and airline industry Iran. Kim, Paek, Choi, and Lee (2012) investigate the role of 

work engagement and burnout as mediator in terms of emotional responses between 

organizational efforts toward service recovery and FLE’s performance in healthcare industry. 

While Kim and Oh (2012) also study the emotional responses as moderator in hospital 

industry Korea. Daskin and Yilmaz (2015) conducted an empirical investigation in the 

context of Turkey to investigate the impact of different factors likewise work self-efficacy, 

management commitment to service quality, work family conflict, organizational politics, and 

satisfaction of job on FLE’s SRP. Recently, Piaralal et al. (2016) investigate management 

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

(2016) investigate moderating impact of personality traits namely extraversion and emotional 
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stability on the relationship between perceived supervisory support (PSS) and employees SRP 

in call centers in the context of Thailand. From the early-2000 to date, a growing number of 

studies have been investigated on SRP. There are number of settings devoted to the theme in 

past, e.g., reviews, issues, and calls for future research. However, most of the studies put 

focus on the topic within organizational context. (Kim & Oh, 2012; Van der Heijden, 

Schepers, Nijssen, & Ordanini, 2013). 

Due to number of reasons it is adequate to address this research gap. First, several 

studies have been carried out to evaluate the effects of different management factors such as 

empowerment, employee rewards, organizational commitment, and employee training on 

employee’s SRP. The results from these studies are reported mixed and contradictory 

findings. For instance, in a study to investigate employee’s SRP, Ardahan (2007) and Kim 

and Oh (2012) revealed that empowerment, such as authority assignment, did not have 

sufficient influence on employee’s SRP. However, Baron et al. (2005); Piaralal et al. (2016); 

Yavas and Babakus (2010) and Rod, Carruthers, and Ashill (2006) found that empowerment 

is the most important factor that plays essential role in service recovery. Furthermore, Piaralal 

et al. (2014); Rod et al. (2006) and Yavas et al. (2003) did not find any relationship between 

employee rewards and employee’s SRP. The findings of their studies were contrary from the 

results of Ashill et al. (2008) and Masdek, Rozana, Abdul Aziz, and Awang (2011)’s studies. 

Moreover, Yavas et al. (2003) mentioned that organizational commitment does not influence 

employee’s SRP. On the other hand Ashill et al. (2008) and Piaralal et al. (2016) found that 

organizational commitment has a positive effect on employee’s SRP. In addition, Rod et al. 

(2006) found that customer service training did not influence the employee’s SRP. In 

contrary, Masdek et al. (2011) and Daskin and Yilmaz (2015) found that training have an 

impact on employee’s SRP. Second, past literatures revealed that there is scarce information 

about how FLE’s can improve their SRP and contribute more to the complaint-handling 

process (Van der Heijden et al., 2013). According to Kim and Oh (2012), limited studies have 

indicated the important role of emotional parameters such as, organizational commitment 

(Ashill et al., 2008; Rod & Ashill, 2010) and job satisfaction (Rod et al., 2006), which can 

link organizational effort with employee’s SRP. Third, most of the researchers studied 

selected organizational factors that can influence the SRP of employee for instance, customer 

service orientation, Rewards, Training, Teamwork, organizational commitment, and 

empowerment. But do not integrate the social factors within organizations for instance, 
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workplace social support (supervisor support, coworker support) and personal factors of 

service employee such as personality traits.  

The above-mentioned studies reveal that the research on consumer SRP is a 

comparatively new phenomenon. The existing research on SRP is mainly underpinned by 

some specific theories such as, Social exchange theory (Ardahan, 2007; Boshoff & Allen, 

2000; Rod et al., 2006; Yavas et al., 2003) and equity theory (Masdek et al., 2011; Piaralal et 

al., 2014; Piaralal et al., 2016). which comprises on deductive method of investigation and 

mainly with quantitative methods such as, experimental and survey methods? Second, author 

identifies several factors that are associated with SRP and synthesize them as factors of SRP 

namely customer service orientation, Rewards, Training, Teamwork, organizational 

commitment, and empowerment. Second, building on above preceding analysis, author 

propose four other areas for future research that are important for knowledge advancement on 

the topic: Process perspective, theoretical underpinnings SRP, a non-positivist paradigm to 

studying SRP, and the extension of factors that lead toward SRP. 

2. Definitions of key variables 

A. SRP  

If of an employee, refers to the degree of personal assessment of the service that 

employee delivering to the customers. SRP 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; Liao, 2007; Lin, 2010; Yavas et al., 2003) 

B. Customer service orientation  

It is defined as a culture in the organization stanching with the policies and 

procedures to support behaviors of employees toward excellent service delivery (Ashill et al., 

2005; Lytle, Hom, & Mokwa, 1998; Rod & Ashill, 2010). 

C. Rewards  

These are received as an exchange of services between employee and employer such 

as compensation, appreciation, position, and social identity (Piaralal et al., 2016; Yavas & 

Babakus, 2010; Yavas et al., 2003). 

D. Employee training  

It is defined by researchers simply as a systematic technique of learning, for the 

effectiveness of team and organization, individual development in terms of improving the 

knowledge of employee, bringing about behavioral and attitude changes, and skills 
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development to perform efficiently and effectively (Aguinis & Kraiger, 2009; Barcus, 2008; 

Ongori & Nzonzo, 2011; Yavas et al., 2003). 

E. Teams  

These are defined in previous literature as “a distinguishable set of two or more 

people who interact, dynamically, interdependently, and adaptively toward a common and 

valued goal, objective, or mission” (Salas, Dickinson, Converse, & Tannenbaum, 1992) 

(Baker, Day, & Salas, 2006; Marks, Mathieu, & Zaccaro, 2001; Morgan Jr, Glickman, 

Woodard, Blaiwes, & Salas, 1986; Salas, Shuffler, Thayer, Bedwell, & Lazzara, 2015). 

F. Employee empowerment  

This involves the liberty and willingness to take decisions and make commitments 

(Boshoff & Allen, 2000; Forrester, 2000). Employee empowerment, empower the employees 

toward fulfillment of tasks, use creative gut feelings to take fast and fair actions toward the 

complaints (Namasivayam, Guchait, & Lei, 2014; Yavas & Babakus, 2010) (Rod & Ashill, 

2010).   

 3. Methodology  

This study will follow the systematic literature review principles, along with 

procedure of literature review (Fink, 2005; Greenland, 1987; Jesson, Matheson, & Lacey, 

2011) by collecting and critically analyzing the literature on the topic. For the comprehensive 

and critical analysis, author develop a critical review form to analyze several key points of the 

previous studies namely emphasis of the paper, bibliographic details, underpinned theory, 

research philosophy (Creswell, 2013; Denzin & Lincoln, 2011; Zikmund, Babin, Carr, & 

Griffin, 2013), key findings, methodology, definition of SRP, SRP domain, type of service 

recovery, research context, geographical location of the study, practical or theoretical 

contribution, and future recommendations of the study. These points enable the author to 

comprehensive and systematic review of the literature. 

The author starts searching literature on the topic from December 2017 to May 2018. 

For the purpose of identification of most relevant papers, after that, done a cross search to 

comprehend literature within the downloaded papers. In this study number of sources are used 

to search the literature on the topic, (1) marketing and management journals mostly listed in 

the clarivate analytics (The Master Journal List 2017 and JCR report 2016), (2) 

comprehensive research databases such as, Ebsco and Scopus, and most relevant disciplines 

that are listed as social sciences disciplines, (3) wide inter-disciplinary bibliography on SRP  

published in the several journals, and (4) Google Scholar as well.  
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Additionally, to search the literature on SRP, Author developed number of keywords, 

extending from specific to general terms, such as additional broad words within the context of 

study were employed to search related information with some studies, while, particular 

keywords more frequently utilized for the informational indexes as a part of information 

source. Author searched the keyword ‘service recovery’ to identify most related studies from 

management and marketing journals. Author mainly focused on the article’s keywords, 

subject, abstract, and title. The main keywords that are used to search the literature from 

Google scholar are ‘service recovery performance and marketing’, ‘service recovery and 

marketing’, ‘service recovery and management factors’, ‘factors of service recovery’, ‘service 

performance’, ‘service restoration’, ‘frontline employee service recovery’, ‘employee 

recovery’ and ‘service encounters’. 

Author established literature selection criteria based on following characteristics, 

paper omitted that not dealing with SRP, and not are empirical or conceptual within the 

context of SRP, such as books, conference summaries, keywords and abstracts, editorials, 

literature reviews and newspaper/magazine articles). In total, after duplication author 

identified almost 600 articles. To set up each paper's significance, author evaluated its 

abstract, title, and, complete contents, and identified 41 studies that are fully relevant to SRP. 

4. Findings 

This section will present the findings that are concluding after the comprehensive 

literature review. The findings of this article These are systematized about three themes, 

namely general theoretical characteristics involved in the research of the SRP, coupled with 

the research philosophy of research and the research methodology, particular factors that may 

lead to SRP, and theoretical mechanism that explains that why or how improve employee’s 

SRP. 

Table 1: Breakdown of SRP studies in various publication outlets 

Journal publication outlet Number of studies 

Journal of service management 

Previosly- International Journal of Service Industry Management 

 

5 

Journal of the Academy of marketing Science 2 

International Journal of Bank Marketing 2 

Journal of Services Marketing 3 

International Journal of Nonprofit and Voluntary Sector Marketing 1 

The Service Industries Journal 2 

Innovative Marketing 2 
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International Journal of Production Economics 1 

Journal of Strategic Marketing 1 

European Business Review 1 

International Journal of Management Practice 1 

International Journal of Pharmaceutical and Healthcare Marketing 1 

Journal of service research 2 

Journal of management 1 

International Journal of Contemporary Hospitality Management 2 

Tourism Review 1 

Journal of Hospitality & Tourism Research 1 

Service Business 2 

International Journal of Productivity and Performance Management 1 

Supply Chain Management: An International Journal 1 

Asia-Pacific Journal of Business Administration 1 

European Journal of Training and Development 1 

Journal for Global Business Advancement 1 

Journal of Applied Psychology 1 

Academy of Management Journal 2 

Pertanika Journal of Social Sciences & Humanities 1 

Managing Service Quality: An International Journal 1 

Total 41 

 

A. General characteristics 

SRP is emerging research area. This topic gained its popularity in the start of 2000’s 

e.g. (Ashill et al., 2005; Babakus, Yavas, Karatepe, & Avci, 2003; Boshoff & Allen, 2000; 

Yavas et al., 2003). The author of this article, recognized the outlets and journals where 

utmost related studies have been published. The list of journal outlets (mentioned above) 

shows the most relevant research papers on the area of SRP that have been have been 

published in high rank business, marketing, and management journals namely Journal of 

Service Management, Journal of the Academy of Marketing Science, Journal of Services 

Marketing, and other highly rated business management journals. Table.1 also showcase that 

literature on the SRP have been published not only in the marketing related journals, but also 

published over many other disciplines interlinked with the SRP. 

Before further discussion on the findings of this literature review, a number of 

clarifications in needed. First, some of the studies that are included in this literature review 

are not full-scale SRP studies. However, these studies indirectly relevant to the SRP. Second, 
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some of the studies do not discriminate in terms of conceptual differences among frontline 

employees and service employees and use both terms in exchange. 

Researchers have been studied SRP to address the issue of increasing customer 

dissatisfaction because of poor quality of service recovery. Furthermore, SRP was 

investigated to carry out the question that how service employees deliver excellent service 

quality during recovery in various service setting such as the health care sector (Ashill et al., 

2005; Ashill et al., 2006; Rod & Ashill, 2010), banking sector (Babakus et al., 2003; Boshoff 

& Allen, 2000; Karatepe, 2006; Yavas et al., 2003), public sector service organization (Ashill 

et al., 2008; Rod, Ashill, & Carruthers, 2008; Rod et al., 2006; Slåtten, 2008), Hospitality 

sector (Ardahan, 2007; Karatepe, 2012; Kim, Tavitiyaman, & Kim, 2009), call centers 

(Ashill, Mukherjee, Rod, Thirkell, & Carruthers, 2009; Rod & Ashill, 2009), educational 

institutes (Yavas, Karatepe, & Babakus, 2010), insurance industry (Piaralal et al., 2014; 

Piaralal et al., 2016), and airline industry (Karatepe & Vatankhah, 2015). All of above 

mentioned studies similar with the objective to investigate the SRP of employees that what 

factors that could influence the employee’s SRP. 

B. Research Philosophy and Methodology 

On the philosophical grounds, most of the reviewed studies investigated  SRP with 

positivistic or post positivistic approach. For instance, (Ardahan, 2007; Ashill et al., 2005; 

Ashill et al., 2009; Ashill et al., 2008; Karatepe, 2006; Karatepe & Vatankhah, 2015; 

Karatepe, Yorganci, & Haktanir, 2009; Kau & Wan, 2006; Kim et al., 2009; Masdek et al., 

2011; Oentoro et al., 2016; Piaralal et al., 2014; Rod & Ashill, 2009; Rod & Ashill, 2010; 

Rod et al., 2008; Rod et al., 2006; Tan et al., 2014; Yavas et al., 2003). For instance,  on the 

basis of ontological reasoning, these studies construe the SRP objective coupled with the 

scientific method and a ‘hypothetico-deductive reasoning’ (Ashill et al., 2005; Ashill et al., 

2009; Karatepe & Vatankhah, 2015; Karatepe et al., 2009; Rod & Ashill, 2009; Rod et al., 

2006), ‘theory-testing’ (Ashill et al., 2005; Ashill et al., 2009; Ashill et al., 2008; Karatepe & 

Vatankhah, 2015; Karatepe et al., 2009; Kau & Wan, 2006; Kim et al., 2009; Piaralal et al., 

2014; Rod & Ashill, 2009; Rod & Ashill, 2010; Rod et al., 2006), experimental (Kau & Wan, 

2006), and survey (Ardahan, 2007; Boshoff & Allen, 2000; Karatepe, 2006; Masdek et al., 

2011; Oentoro et al., 2016; Piaralal et al., 2016; Rod et al., 2008; Rod et al., 2006; Tan et al., 

2014; Yavas et al., 2003). 

On the theoretical conception, few of these studies underpinned by Bagoozi’s 1992 

reformulation of attitude theory (Ashill et al., 2008; Kim et al., 2009; Rod & Ashill, 2010), 
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equity theory (Piaralal et al., 2014). And other studies follow the mixed theoretical 

conceptions likewise, conservation of resources (COR) (Karatepe et al., 2009; Rod & Ashill, 

2009), role stress theory (Ashill et al., 2009), theory of causality (Ashill et al., 2005; Rod et 

al., 2006), justice theory (Kau & Wan, 2006), social information processing (SIP) theory 

(Karatepe & Vatankhah, 2015) research methodologies are dominant. 

C. Factors associated with Employee’s SRP 

This section will synthesize and further discus about the indicators that have an 

evident in past literature to predict SRP. Fig.1 shows an integrative framework that includes 

the factors of SRP strategies. This section further shows the specific SRP factors and links 

each specific SRP factor with the topic. In the remaining part of this section, author will 

discuss in detail on factors of SRP.  

Figure 1: Factors associated with SRP 

 

 

 

 

 

 

 

 

 

Customer service orientation 

Service orientation has been studied by researchers from the organizational level and 

individual level perspectives (Gazzoli, Hancer, & Kim, 2013; Gil Saura, Berenguer Contrí, 

Cervera Taulet, & Moliner Velázquez, 2005; Homburg, Hoyer, & Fassnacht, 2002). At an 

organizational level, service orientation is an essential element of a market orientation 

focusing on firm strategies, practices and systems aimed to appreciate and promote service 

oriented behaviors that will generate and providing excellence service quality to the customer 

(Chung & Schneider, 2002; Deshpandé, Farley, & Webster Jr, 1993; Lytle et al., 1998; Yoon, 

Choi, & Park, 2007). Authors emphasized that the progress from selling products to providing 

services and a more service-oriented culture will prompt better than expected execution 

(Gebauer, Edvardsson, & Bjurko, 2010). An organizational culture with a strong and effective 

customer service orientation lets the employees know that what are the priorities of the 
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organization associated to the frontline employee’s priorities (Ashill et al., 2005; Lytle et al., 

1998; Rod & Ashill, 2010). Furthermore, customer orientation is also related to desirable 

employee outcomes and business success (Hennig-Thurau, 2004; Jaworski & Kohli, 1993). In 

addition, service orientations linked to revenue, expansion, client satisfaction, staff 

satisfaction and faithfulness (Doyle & Wong, 1998; Harris, Mowen, & Brown, 2005; 

Johnson, 1996; Sasser, Schlesinger, & Heskett, 1997).  

Past literature identified that the customer service orientation is one of the essential 

factor related to the SRP by FLE’s in the services sector, for instance  studies conducted in 

public healthcare and service organization in New Zealand, banking segment in Turkey, and 

life insurance industry in Malaysia indicate that customer service orientation linked to SRP of 

an employee such s, (Ashill et al., 2008; Cengiz & Kirkbir, 2007; Piaralal et al., 2016; Rod & 

Ashill, 2010). Other studies also shows customer orientation positively related toward 

customer satisfaction and service quality (Brady & Cronin, 2001; Hennig-Thurau, 2004). In 

addition, Piaralal et al. (2016) and Ardahan (2007) found strong influence of customer service 

orientation toward employee’s SRP. 

Employee Rewards 

Rewards are important in the organizations to shape and enhance the performance of 

employee toward the task fulfillment, and linked directly toward with the motivation process 

Babakus et al. (2003); (Danish & Usman, 2010). rewards are critical element in service 

quality for the staff encouragement to provide excellent services, and to motivate the 

employees in customer complaint handling (Lewis & Gabrielsen, 1998; Yavas & Babakus, 

2010; Yavas et al., 2003). Rewards and SRP has a significant relationship shown in past 

literature, for instance, (Ashill et al., 2008; Kim et al., 2009; Masdek et al., 2011; 

Parasuraman, 1987; Piaralal et al., 2014; Yavas & Babakus, 2010). Prior studies, that are 

conducted in New Zealand banking industry, and in private bank of Turkey found that 

employee rewards have a positive relationship with SRP (Ashill et al., 2005; Babakus et al., 

2003; Boshoff & Allen, 2000; Kirkbir & Cengiz, 2007). Furthermore, monetary rewards 

significantly influence employee performance in Malaysian life insurance industry (Forrester, 

2000). Although the number of studies shows that rewards do not have impact on employee’s 

SRP such as (Ardahan, 2007; Ashill et al., 2005; Rod et al., 2006; Yavas et al., 2003), but 

giving rewards to employee’s are necessary for service organizations to deliver an excellent 

quality services and to improve the service performance of employee (Frimpong & Wilson, 

2013; Parasuraman, Berry, & Zeithaml, 1991; Piaralal et al., 2016). 
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Employee Training 

Employee training is the foremost strategic resource of the organization it acts as the 

backbone of the services industry (Ahmad & Din, 2009). Khan, Abbasi, Waseem, Ayaz, and 

Ijaz (2016) emphasized that employee training and development programs for the employees 

are essential to improve and develop the skills of staff. For the efficient and effective 

employee performance (Piaralal et al., 2014). Several past studies carried out by different 

authors for instance, (Yavas & Babakus, 2010) in banking sector in New Zealand, (Crawford 

& Riscinto-Kozub, 2011) in the luxury resort setting, (Ardahan, 2007) among FLE’s in 

Turkey, (Babakus et al., 2003; Kirkbir & Cengiz, 2007; Yavas et al., 2003) in Turkish retail 

banks, and (Piaralal et al., 2016) life insurance industry in Malaysia, and (Karatepe & 

Vatankhah, 2015) in airline industry identified that employee training have a  relationship 

with SRP. In the services marketing literature, it is widely described that service employees 

who don’t have the necessary job and interactive skills, cannot deal effectively with customer 

complaints to deliver quality service (Liao & Chuang, 2004; Lytle & Timmerman, 2006). 

However, the results of some studies show that there is no significant relationship between 

employee training and SRP, such as  (Ashill et al., 2005; Ashill et al., 2006; Boshoff & Allen, 

2000; Rod et al., 2006; Yavas et al., 2003). 

Teamwork 

It is widely acknowledged that in previous literature, teamwork is an important factor 

of successful service recovery and play a significant role to deliver quality service (Shemwell, 

Yavas, & Bilgin, 1998; Yavas et al., 2003). As team, people enables to collaborate, improve 

individual skills, greater participation, feelings of accomplishment, offer constructive 

feedback, knowledge, and abilities between individuals (Conti & Kleiner, 1997; Fröbel & 

Marchington, 2005; Jones, Richard, Paul, Sloane, & Peter, 2007). Past studies evident that 

teamwork is linked with employee’s SRP and that is conceptualized as a key factor to 

enhance the performance of employee toward service recovery rather than an individual in 

organizational setting, for instance, (Ardahan, 2007; Ashill et al., 2005; Babakus et al., 2003; 

Boshoff & Allen, 2000; Crawford & Riscinto-Kozub, 2011; Karatepe, 2006; Kirkbir & 

Cengiz, 2007; Kumar, Isa, Hin, & Abdullah, 2012; Piaralal et al., 2014; Piaralal et al., 2016; 

Rod & Ashill, 2010; Yavas et al., 2003). Even though, few studies found that teamwork has 

no significant relationship with SRP (Boshoff & Allen, 2000; Yavas et al., 2003), but when 

refer to the past service marketing literature, it shows that teamwork can enhance SRP (Ashill 

et al., 2005; Kirkbir & Cengiz, 2007). 
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Employee Empowerment 

Studies that have done in services marketing literature, shows that employee 

empowerment have a relationship with SRP, such studies conducted in the different industries 

for example hospital, banking, life insurance industry and hotel industry (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). According to 

Babakus et al. (2003); Kirkbir and Cengiz (2007) Ashill et al. (2005) there is significant 

relationship between employee empowerment of FLE’s and their SRP. The researchers 

argued that autonomy to customer help and the authority to make decisions will improve 

employee’s SRP and allows managers to consider other policy related matters (Kumar et al., 

2012). in the context of hospitality, and Kumar et al. (2012) in insurance industry reveals that 

empowerment of FLE’s has been linked with SRP. The firm decentralized management and 

flatted structure more empower the customer service staffs (Yavas et al., 2003). Furthermore, 

the applications of authority for front line staffs in lodging services have increase client 

happiness (Ardahan, 2007). Moreover, employee empowerment has been linked to different 

variables according to past literature such as organizational commitment (Karim & Rehman, 

2012; Rod & Ashill, 2010; Thomas & Tymon, 1994), work fulfillment (Flohr Nielsen & Høst, 

2000; Thomas & Tymon, 1994), performance (Fernandez & Moldogaziev, 2011; Kirkman & 

Rosen, 1999; Mohrman, Lawler III, & Mohrman Jr, 1992; Nielsen & Pedersen, 2003), and 

intention to leave the organization (Ashill et al., 2008; Piaralal et al., 2016). 

5. Agenda for future research 

The next part of this paper of this paper recognizes four further research dimensions 

that can guide researchers for future research on the topic, thus, it will be an attempt to make 

significant contribution to literature to advance the knowledge SRP.  

A. Process perspective 

Employee impact on customer satisfaction is not constrained just to their conduct 

amid the other-client disappointment episode. How they deal with the affected customers may 

likewise significantly effect on satisfaction (Huang, 2010). Learning from failures might be 

more imperative than just recuperating individual clients, Because when improved processes 

influence customer satisfaction, it creates the most important means of making frontline 

impacts via service recovery (Michel et al., 2009). process management is one of the major 

aspect of SRP, because frontline service employee adopts process management tools and 

typical recovery routines, which render the recovery efforts more effective by reducing their 
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repetitive and ineffective processes (Yang et al., 2015). Above discussed studies could 

explain much about how SRP of employee contribute more to recover service failure. Process 

of SRP is further  useful to study the improvement behavior of employee in SRP and 

exploring how improvement behavior shapes the efficiency and willingness of frontline 

employee (Yang et al., 2015). 

B. Positivist/post-positivist approaches to SRP 

Surprisingly, studies that have been conducted in the past are supported by a 

positivist or post-positivist research approach (Blaikie, 2007; Denzin & Lincoln, 2011; 

Scotland, 2012). However, that philosophy of research is general, important and valuable too 

(Blaikie, 2007; Gioia, Corley, & Hamilton, 2013), but drawback of this approach is that it 

limits what can be found (Gioia & Pitre, 1990; Locke, 2011; Pietkiewicz & Smith, 2014) 

about SRP. Therefore, there are still great possibility to explore new dimensions of 

employee’s SRP if researchers put focus on the interpretivism approach, critical theory 

method. Above discussed philosophies of research can change the assumptions regarding 

current theories underlined in the past literature regarding SRP and provide insights from a 

different dimension (Bozic, 2017). 

C. Other factors of SRP 

Researchers have been explored several factors associated with employee’s SRP; 

however, there is still need to investigate further this topic. although customer service 

orientation, employee Reward, training, teamwork, and empowerment are received the 

enough attention in previous research, but limited studies explore emotional factor that might 

influence the SRP such as, role stressors (e.g. role ambiguity, role conflict, and emotional 

exhaustion), organizational factors such as workplace social support (e.g. organizational, 

supervisor, coworker support), and internal marketing factors. Therefore, future investigation 

can be done on the additional SRP determinants if there are any. This is highly recommended 

in the past literature, researchers should focus more on internal exogenous factors of SRP. For 

example, internal marketing factors (e.g. internal communication, training and development, 

empowerment, and internal market research) that received little attention to predict the SRP 

within organizational settings in the marketing context. In the area of SRP, future 

investigation could examine factors at different levels such as individual and organizational 

level and particularly when service firms facing diverse service failures. 

 

D. Theoretical mechanism of SRP 
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This study of SRP literature explores that researchers use several theoretical 

mechanisms for theorizing SRP. However, this work is a long way from finish. More research 

is required to set up additional theoretical mechanisms integral to SRP. Researchers should 

develop or borrow the theoretical mechanism from additional theoretical viewpoints that are 

not implemented in past to address SRP. particularly the inductive and abductive methods 

might be valuable here. Those additional theoretical methods might help to dig out potential 

additional procedures linked with SRP. Additionally, researchers can investigate the 

emotional aspect of the frontline employees in SRP process (e.g. (Bagozzi, 1992) that how 

emotional responses lead employees toward effective SRP. 

6. Conclusion 

This literature review study combines theory and research central to SRP. SRP is 

relatively emerging research field and existing research offer significant initial insights into 

methods and processes that are linked to SRP. However, findings of this study led the author 

to suggest that there is a need for more investigation because of the scares existing knowledge 

on the topic, and secondly, a large portion of the investigations shares similar philosophical 

and methodological assumptions, prompting on a very basic level comparative discovery. To 

further enhance the knowledge on the SRP researchers could choose any of four areas 

regarding SRP identified in this study, for further research. This study might be an effort to 

attract marketing, business, and management scholars to contribute in emerging research topic 

and offers a solid foundation to conduct further research on SRP. 

 

  



Pakistan Journal of Humanities and Social Sciences, 6(3), 2018 

405   

 

References 

Aguinis, H., & Kraiger, K. (2009). Benefits of training and development for individuals and 

teams, organizations, and society. Annual review of psychology, 60, 451-474.  

Ahmad, I., & Din, S. (2009). Evaluating training and development. Gomal Journal of Medical 

Sciences, 7(2), 165-166.  

Ahmad, M. J., Ahmad, N. b., & Zakaria, N. (2018). AN INTEGRATED FRAMEWORK ON 

SERVICE RECOVERY PERFORMANCE: THE MEDIATING ROLE OF 

ORGANIZATIONAL COMMITMENT. PJHSS, 6(2).  

Ardahan, M. G. (2007). The Influence of Selected Antecedents of Frontline Employee's 

Perceptions of Service Recovery Performance. Hospitality Review, 25(2), 10-32.  

Ashill, N. J., Baron, S., Carruthers, J., & Krisjanous, J. (2005). Antecedents and outcomes of 

service recovery performance in a public health‐care environment. Journal of 

Services Marketing, 19(5), 293-308. doi: 10.1108/08876040510609916 

Ashill, N. J., Carruthers, J., & Krisjanous, J. (2006). The effect of management commitment 

to service quality on frontline employees' affective and performance outcomes: An 

empirical investigation of the New Zealand public healthcare sector. International 

Journal of Nonprofit and Voluntary Sector Marketing, 11(4), 271-287.  

Ashill, N. J., Mukherjee, A., Rod, M., Thirkell, P., & Carruthers, J. (2009). Job 

resourcefulness, symptoms of burnout and service recovery performance: an 

examination of call centre frontline employees. Journal of Services Marketing, 23(5), 

338-350. doi: 10.1108/08876040910973440 

Ashill, N. J., Rod, M., & Carruthers, J. (2008). The Effect of Management Commitment to 

Service Quality on Frontline Employees' Job Attitudes, Turnover Intentions and 

Service Recovery Performance in a New Public Management Context. Journal of 

Strategic Marketing, 16(5), 437-462. doi: 10.1080/09652540802480944 

Babakus, E., Yavas, U., Karatepe, O. M., & Avci, T. (2003). The effect of management 

commitment to service quality on employees' affective and performance outcomes. 

Journal of the Academy of marketing Science, 31(3), 272-286.  

Bagozzi, R. P. (1992). The self-regulation of attitudes, intentions, and behavior. Social 

psychology quarterly, 55(Special Issue), 178-204.  

Baker, D. P., Day, R., & Salas, E. (2006). Teamwork as an essential component of 

high‐reliability organizations. Health services research, 41(4p2), 1576-1598.  

Barcus, S. A. (2008). The impact of training and learning on three employee retention 

factors: Job satisfaction, commitment and turnover intent in technical professionals. 

University of North Texas, Sydney ProQuest database.  

Baron, S., Harris, K., Elliott, D., Ashill, N. J., Carruthers, J., & Krisjanous, J. (2005). 

Antecedents and outcomes of service recovery performance in a public health-care 

environment. Journal of Services Marketing, 19(5), 293-308.  

Blaikie, N. (2007). Approaches to social enquiry: Advancing knowledge. USA: Polity. 

Boshoff, C., & Allen, J. (2000). The influence of selected antecedents on frontline staff's 

perceptions of service recovery performance. International Journal of Service 

Industry Management, 11(1), 63-90.  

Bowen, D. E., & Johnston, R. (1999). Internal service recovery: developing a new construct. 

International Journal of Service Industry Management, 10(2), 118-131.  

Bozic, B. (2017). Consumer trust repair: A critical literature review. European Management 

Journal, 35(4), 538-547.  

Brady, M. K., & Cronin, J. J. (2001). Customer orientation effects on customer service 

perceptions and outcome behaviors. Journal of service research, 3(3), 241-251.  



Munawar Javed Ahmad, Dr. Norzieirani bt. Ahmad, Nazlina Zakaria 

 
406   

 

Cengiz, E., & Kirkbir, F. (2007). Customer perceived value: the development of a multiple 

item scale in hospitals. Problems and Perspectives in Management, 5(3 (continued)), 

252.  

Chung, B. G., & Schneider, B. (2002). Serving multiple masters: Role conflict experienced by 

service employees. Journal of Services Marketing, 16(1), 70-87.  

Conti, B., & Kleiner, B. H. (1997). How to increase teamwork in organizations. Training for 

quality, 5(1), 26-29.  

Crawford, A., & Riscinto-Kozub, K. (2011). The role of the employee: An exploratory study 

in service recovery satisfaction in the luxury resort industry. Journal of Tourism 

Insights, 1(1), 4.  

Creswell, J. W. (2013). Research design: Qualitative, quantitative, and mixed methods 

approaches: Sage publications. 

Danish, R. Q., & Usman, A. (2010). Impact of reward and recognition on job satisfaction and 

motivation: An empirical study from Pakistan. International journal of business and 

management, 5(2), 159.  

Daskin, M., & Yilmaz, O. D. (2015). Critical antecedents to service recovery performance: 

some evidences and implications for service industry. International Journal of 

Management Practice, 8(1), 70-97.  

De Ruyter, K., & Wetzels, M. (2000). Customer equity considerations in service recovery: a 

cross-industry perspective. International Journal of Service Industry Management, 

11(1), 91-108.  

Denzin, N. K., & Lincoln, Y. S. (2011). The Sage handbook of qualitative research: Sage. 

Deshpandé, R., Farley, J. U., & Webster Jr, F. E. (1993). Corporate culture, customer 

orientation, and innovativeness in Japanese firms: a quadrad analysis. The Journal of 

Marketing, 23-37.  

Doyle, P., & Wong, V. (1998). Marketing and competitive performance: an empirical study. 

European Journal of Marketing, 32(5/6), 514-535.  

Fernandez, S., & Moldogaziev, T. (2011). A Causal Model of the Empowerment Process: 

Exploring the Links between Empowerment Practices, Employee Cognitions, and 

Behavioral Outcomes. Paper presented at the Prepared for the National Public 

Management Research Conference. 

Fink, A. (2005). Conducting research literature reviews: From the internet to paper: Sage. 

Flohr Nielsen, J., & Høst, V. (2000). The path to service encounter performance in public and 

private ‘bureaucracies’. Service Industries Journal, 20(1), 40-60.  

Forrester, R. (2000). Empowerment: Rejuvenating a potent idea. The Academy of 

Management Executive, 14(3), 67-80.  

Frimpong, K., & Wilson, A. (2013). Relative importance of satisfaction dimensions on 

service performance: A developing country context. Journal of Service Management, 

24(4), 401-419.  

Fröbel, P., & Marchington, M. (2005). Teamworking structures and worker perceptions: a 

cross-national study in pharmaceuticals. The International Journal of Human 

Resource Management, 16(2), 256-276.  

Gazzoli, G., Hancer, M., & Kim, B. (2013). Explaining why employee-customer orientation 

influences customers' perceptions of the service encounter. Journal of Service 

Management, 24(4), 382-400.  

Gebauer, H., Edvardsson, B., & Bjurko, M. (2010). The impact of service orientation in 

corporate culture on business performance in manufacturing companies. Journal of 

Service Management, 21(2), 237-259.  



Pakistan Journal of Humanities and Social Sciences, 6(3), 2018 

407   

 

Gil Saura, I., Berenguer Contrí, G., Cervera Taulet, A., & Moliner Velázquez, B. (2005). 

Relationships among customer orientation, service orientation and job satisfaction in 

financial services. International Journal of Service Industry Management, 16(5), 497-

525.  

Gioia, D. A., Corley, K. G., & Hamilton, A. L. (2013). Seeking qualitative rigor in inductive 

research: Notes on the Gioia methodology. Organizational Research Methods, 16(1), 

15-31.  

Gioia, D. A., & Pitre, E. (1990). Multiparadigm perspectives on theory building. Academy of 

management review, 15(4), 584-602.  

Grainer, M., Noble, C. H., Bitner, M. J., & Broetzmann, S. M. (2014). What unhappy 

customers want. MIT Sloan Management Review, 55(3), 31.  

Greenland, S. (1987). Quantitative methods in the review of epidemiologic literature. 

Epidemiologic reviews, 9(1), 1-30.  

Gruber, T. (2011). I want to believe they really care: How complaining customers want to be 

treated by frontline employees. Journal of Service Management, 22(1), 85-110.  

Harris, E. G., Mowen, J. C., & Brown, T. J. (2005). Re-examining salesperson goal 

orientations: personality influencers, customer orientation, and work satisfaction. 

Journal of the Academy of marketing Science, 33(1), 19-35.  

Hennig-Thurau, T. (2004). Customer orientation of service employees: Its impact on 

customer satisfaction, commitment, and retention. International Journal of Service 

Industry Management, 15(5), 460-478.  

Homburg, C., Hoyer, W. D., & Fassnacht, M. (2002). Service orientation of a retailer’s 

business strategy: Dimensions, antecedents, and performance outcomes. Journal of 

Marketing, 66(4), 86-101.  

Huang, W.-H. (2010). Other-customer failure: Effects of perceived employee effort and 

compensation on complainer and non-complainer service evaluations. Journal of 

Service Management, 21(2), 191-211.  

Jaworski, B. J., & Kohli, A. K. (1993). Market orientation: antecedents and consequences. 

The Journal of Marketing, 53-70.  

Jesson, J., Matheson, L., & Lacey, F. M. (2011). Doing your literature review: Traditional 

and systematic techniques: Sage. 

Johnson, J. W. (1996). Linking employee perceptions of service climate to customer 

satisfaction. Personnel psychology, 49(4), 831-851.  

Jones, A., Richard, B., Paul, D., Sloane, K., & Peter, F. (2007). Effectiveness of teambuilding 

in organization. Journal of management, 5(3), 35-37.  

Karatepe. (2012). Perceived organizational support, career satisfaction, and performance 

outcomes. International Journal of Contemporary Hospitality Management, 24(5), 

735-752. doi: 10.1108/09596111211237273 

Karatepe, O. M. (2006). The effects of selected antecedents on the service recovery 

performance of frontline employees. The Service Industries Journal, 26(1), 39-57. 

doi: 10.1080/02642060500358795 

Karatepe, O. M., & Vatankhah, S. (2015). High-performance work practices, career 

satisfaction, and service recovery performance: a study of flight attendants. Tourism 

Review, 70(1), 56-71. doi: 10.1108/tr-01-2014-0004 

Karatepe, O. M., Yorganci, I., & Haktanir, M. (2009). Outcomes of customer verbal 

aggression among hotel employees. International Journal of Contemporary 

Hospitality Management, 21(6), 713-733.  



Munawar Javed Ahmad, Dr. Norzieirani bt. Ahmad, Nazlina Zakaria 

 
408   

 

Karim, F., & Rehman, O. (2012). Impact of job satisfaction, perceived organizational justice 

and employee empowerment on organizational commitment in semi-government 

organizations of Pakistan. Journal of Business Studies Quarterly, 3(4), 92.  

Kau, A.-K., & Wan, Y. L., Elizabeth. (2006). The effects of service recovery on consumer 

satisfaction: a comparison between complainants and non‐complainants. Journal of 

Services Marketing, 20(2), 101-111. doi: 10.1108/08876040610657039 

Khan, A. A., Abbasi, S. O. B. H., Waseem, R. M., Ayaz, M., & Ijaz, M. (2016). Impact of 

Training and Development of Employees on Employee Performance through Job 

Satisfaction: A Study of Telecom Sector of Pakistan. Business Management and 

Strategy, 7(1), 29-46.  

Kim, H. J., Tavitiyaman, P., & Kim, W. G. (2009). The effect of management commitment to 

service on employee service behaviors: The mediating role of job satisfaction. 

Journal of Hospitality & Tourism Research, 33(3), 369-390.  

Kim, S.-M., & Oh, J.-Y. (2012). Employee emotional response toward healthcare 

organization’s service recovery efforts and its influences on service recovery 

performance. Service Business, 6(3), 297-321. doi: 10.1007/s11628-012-0137-y 

Kim, T. T., Paek, S., Choi, C. H., & Lee, G. (2012). Frontline service employees’ customer-

related social stressors, emotional exhaustion, and service recovery performance: 

customer orientation as a moderator. Service Business, 6(4), 503-526. doi: 

10.1007/s11628-012-0164-8 

Kirkbir, F., & Cengiz, E. (2007). Do frontline staff's psychographic attributes and perception 

of organizational factors affect service recovery performance? Innovative Marketing, 

3(4), 21.  

Kirkman, B. L., & Rosen, B. (1999). Beyond self-management: Antecedents and 

consequences of team empowerment. Academy of Management Journal, 42(1), 58-

74.  

Kumar, M. A., Arijit Bhattacharya, Jose Arturo Garza-Reyes, Vikas, Kumar, M., & Kumar, 

N. (2016). Three dimensions of service recovery: examining relationship and impact. 

Supply Chain Management: An International Journal, 21(2), 273-286.  

Kumar, N., Isa, F. M., Hin, C. W., & Abdullah, H. H. (2012). Development of a framework 

for services recovery for service industries. Journal for Global Business 

Advancement, 5(2), 89-102.  

Lewis, B. R., & Gabrielsen, G. O. (1998). Intra-organisational aspects of service quality 

management: the employees’ perspective. Service Industries Journal, 18(2), 64-89.  

Liao, H. (2007). Do it right this time: the role of employee service recovery performance in 

customer-perceived justice and customer loyalty after service failures. Journal of 

Applied Psychology, 92(2), 475.  

Liao, H., & Chuang, A. (2004). A multilevel investigation of factors influencing employee 

service performance and customer outcomes. Academy of Management Journal, 

47(1), 41-58.  

Lin, W.-B. (2010). Service recovery expectation model–from the perspectives of consumers. 

The Service Industries Journal, 30(6), 873-889.  

Locke, K. (2011). Field research practice in management and organization studies: 

Reclaiming its tradition of discovery. Academy of Management Annals, 5(1), 613-

652.  

Lytle, R. S., Hom, P. W., & Mokwa, M. P. (1998). SERV∗ OR: A managerial measure of 

organizational service-orientation. Journal of Retailing, 74(4), 455-489.  

Lytle, R. S., & Timmerman, J. E. (2006). Service orientation and performance: an 

organizational perspective. Journal of Services Marketing, 20(2), 136-147.  



Pakistan Journal of Humanities and Social Sciences, 6(3), 2018 

409   

 

Marks, M. A., Mathieu, J. E., & Zaccaro, S. J. (2001). A temporally based framework and 

taxonomy of team processes. Academy of management review, 26(3), 356-376.  

Masdek, N. M., Rozana, N., Abdul Aziz, Y., & Awang, K. W. (2011). Impact of selected 

organizational characteristics on psychological and behavioural outcomes of hotel 

frontline employees. Pertanika Journal of Social Sciences & Humanities, 19(2), 369-

383.  

Masoud, E. Y., & Hmeidan, T. A. (2013). THE EFFECT OF PERCEIVED WORK 

ENVIRONMENT ON FRONTLINE EMPLOYEES'SERVICE RECOVERY 

PERFORMANCE: THE CASE OF FOUR AND FIVE STAR HOTELS IN 

JORDAN. European Scientific Journal, 9(11).  

Michel, S., Bowen, D., & Johnston, R. (2009). Why service recovery fails: Tensions among 

customer, employee, and process perspectives. Journal of Service Management, 

20(3), 253-273.  

Mohrman, S. A., Lawler III, E. E., & Mohrman Jr, A. M. (1992). Applying employee 

involvement in schools. Educational Evaluation and Policy Analysis, 14(4), 347-360.  

Morgan Jr, B. B., Glickman, A. S., Woodard, E. A., Blaiwes, A. S., & Salas, E. (1986). 

Measurement of team behaviors in a Navy environment: DTIC Document. 

Munawar, J., Azam, K., Arif, S., Rukhsar, N., Muzaffar, S., Kanjoo, A. M., . . . Ali, M. A. 

(2013). Determinants affecting customer’s complaint intention. International Journal 

of Learning and Development, 3(6), 139-152.  

Namasivayam, K., Guchait, P., & Lei, P. (2014). The influence of leader empowering 

behaviors and employee psychological empowerment on customer satisfaction. 

International Journal of Contemporary Hospitality Management, 26(1), 69-84.  

Naylor, G. (2003). The complaining customer: A service provider's best friend? Journal of 

Consumer Satisfaction, Dissatisfaction and Complaining Behavior, 16, 241.  

Nielsen, J. F., & Pedersen, C. P. (2003). The consequences and limits of empowerment in 

financial services. Scandinavian Journal of management, 19(1), 63-83.  

Oentoro, W., Popaitoon, P., & Kongchan, A. (2016). Perceived supervisory support and 

service recovery performance. Asia-Pacific Journal of Business Administration, 8(3), 

298-316. doi: 10.1108/apjba-11-2015-0094 

Oliver, R. L. (1980). A cognitive model of the antecedents and consequences of satisfaction 

decisions. Journal of marketing research, 17(04), 460-469. doi: DOI: 

10.2307/3150499 

Ongori, H., & Nzonzo, J. C. (2011). Training and development practices in an organisation: 

an intervention to enhance organisational effectiveness. International Journal of 

Engineering and management sciences, 2(4), 187-198.  

Parasuraman, A. (1987). Customer-oriented corporate cultures are crucial to services 

marketing success. Journal of Services Marketing, 1(1), 39-46.  

Parasuraman, A., Berry, L. L., & Zeithaml, V. A. (1991). Understanding customer 

expectations of service. MIT Sloan Management Review, 32(3), 39.  

Piaralal, N. K., Mat, N., Piaralal, S. K., & Bhatti, M. A. (2014). Human resource management 

factors and service recovery performance in Malaysian life insurance industry: 

Exploring the moderating effects of employment status. European Journal of 

Training and Development, 38(6), 524-552.  

Piaralal, S. K., Bhatti, M. A., Piaralal, N. K., & Juhari, A. S. (2016). Factors affecting service 

recovery performance and customer service employees. International Journal of 

Productivity and Performance Management, 65(7), 898-924. doi: 10.1108/ijppm-04-

2014-0060 



Munawar Javed Ahmad, Dr. Norzieirani bt. Ahmad, Nazlina Zakaria 

 
410   

 

Pietkiewicz, I., & Smith, J. A. (2014). A practical guide to using interpretative 

phenomenological analysis in qualitative research psychology. Psychological 

Journal, 20(1), 7-14.  

Rod, M., & Ashill, N. J. (2009). Symptoms of burnout and service recovery performance. 

Managing Service Quality: An International Journal, 19(1), 60-84. doi: 

10.1108/09604520910926818 

Rod, M., & Ashill, N. J. (2010). Management commitment to service quality and service 

recovery performance: A study of frontline employees in public and private hospitals. 

International Journal of Pharmaceutical and Healthcare Marketing, 4(1), 84-103.  

Rod, M., Ashill, N. J., & Carruthers, J. (2008). The relationship between job demand 

stressors, service recovery performance and job outcomes in a state-owned enterprise. 

Journal of Retailing and Consumer Services, 15(1), 22-31.  

Rod, M., Carruthers, J., & Ashill, N. (2006). Antecedents and outcomes of service recovery 

performance: Insights from an organisation post-corporatisation and post-

deregulation. Innovative Marketing, 2(2), 20-31.  

Salas, E., Dickinson, T. L., Converse, S. A., & Tannenbaum, S. I. (1992). Toward an 

understanding of team performance and training.  

Salas, E., Shuffler, M. L., Thayer, A. L., Bedwell, W. L., & Lazzara, E. H. (2015). 

Understanding and Improving Teamwork in Organizations: A Scientifically Based 

Practical Guide. Human Resource Management, 54(4), 599-622. doi: 

10.1002/hrm.21628 

Sasser, W. E., Schlesinger, L. A., & Heskett, J. L. (1997). Service profit chain: Simon and 

Schuster. 

Scotland, J. (2012). Exploring the philosophical underpinnings of research: Relating ontology 

and epistemology to the methodology and methods of the scientific, interpretive, and 

critical research paradigms. English Language Teaching, 5(9), 9.  

Shemwell, D. J., Yavas, U., & Bilgin, Z. (1998). Customer-service provider relationships: an 

empirical test of a model of service quality, satisfaction and relationship-oriented 

outcomes. International Journal of Service Industry Management, 9(2), 155-168.  

Slåtten, T. (2008). Antecedents and effects of emotional satisfaction on employee‐perceived 

service quality. Managing Service Quality: An International Journal, 18(4), 370-386. 

doi: 10.1108/09604520810885617 

Smith, A. K., Bolton, R. N., & Wagner, J. (1999). A model of customer satisfaction with 

service encounters involving failure and recovery. Journal of marketing research, 

356-372.  

Tan, A. L., Hussain, K., & Murali, S. (2014). Antecedents affecting employee service 

recovery performance in five star hotel.  

Tax, S. S., Brown, S. W., & Chandrashekaran, M. (1998). Customer evaluations of service 

complaint experiences: implications for relationship marketing. The Journal of 

Marketing, 60-76.  

Thomas, K. W., & Tymon, W. G. (1994). Does empowerment always work: Understanding 

the role of intrinsic motivation and personal interpretation. Journal of Management 

Systems, 6(2), 1-13.  

Van der Heijden, G. A., Schepers, J. J., Nijssen, E. J., & Ordanini, A. (2013). Don’t just fix it, 

make it better! Using frontline service employees to improve recovery performance. 

Journal of the Academy of marketing Science, 41(5), 515-530.  

Yang, Y., Lee, P. K., & Cheng, T. (2015). Operational improvement competence and service 

recovery performance: The moderating effects of role stress and job resources. 

International Journal of Production Economics, 164, 134-145.  



Pakistan Journal of Humanities and Social Sciences, 6(3), 2018 

411   

 

Yavas, U., & Babakus, E. (2010). Relationships between organizational support, customer 

orientation, and work outcomes: A study of frontline bank employees. International 

Journal of Bank Marketing, 28(3), 222-238.  

Yavas, U., Karatepe, O. M., Avci, T., & Tekinkus, M. (2003). Antecedents and outcomes of 

service recovery performance: an empirical study of frontline employees in Turkish 

banks. International Journal of Bank Marketing, 21(5), 255-265. doi: 

10.1108/02652320310488439 

Yavas, U., Karatepe, O. M., & Babakus, E. (2010). Relative efficacy of organizational 

support and personality traits in predicting service recovery and job performances: a 

study of frontline employees in Turkey. Tourism Review, 65(3), 70-83.  

Yoon, S.-J., Choi, D.-C., & Park, J.-W. (2007). Service orientation: Its impact on business 

performance in the medical service industry. The Service Industries Journal, 27(4), 

371-388.  

Zikmund, W. G., Babin, B. J., Carr, J. C., & Griffin, M. (2013). Business research methods: 

Cengage Learning. 

 

 


