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Abstract

The aim of this study is to investigate the role of employee engagement as a mediator between the High-Performance Work System and
the Service-Oriented Organizational Citizenship Behavior (Service-Oriented OCB). Furthermore, work-life balance as a moderator, the
impact Service-Oriented OCB on customer satisfaction will be investigated. This study employs a quantitative methodology for which
questionnaires were distributed to sixty restaurants in Karachi, and a sample of 418 responses was collected for structural equation
modeling analysis. Smart PLS software was used to analyze the structure model. The results show that HPWS has a positive impact
on Service-Oriented OCB. It is assumed that the role of work engagement as a mediator between HPWS and Service-Oriented OCB
is significant. This study found that Service-Oriented OCB has a positive impact on customer satisfaction. Work-life balance was also
found to have a moderating influence. The findings confirmed the black box mechanism and the HPWS procedures in restaurants. This
study suggests implementing effective HPWS practices to influence employees’ work engagement, which leads to Service-Oriented
OCB and employees being able to optimize their performance to influence customer satisfaction. The study contributes to the existing

body of knowledge in human resource management.
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1. Introduction

During the last three decades, a significant number
of studies in the Human Resource Management (HRM)
discipline have focused on human resource (HR) practices
and organizational performance, with the goal of identifying
the most effective HRM practices that contribute to positive
organizational performance. In this realm, High-Performance
Work Systems (HPWS) emerges as a central concept that
refers to a set of interrelated systems of HR practices
considered to enhance employees’ skills, motivation,
engagement, dedication, and productivity. It is worth noting
that businesses must optimize organizational performance
by motivating employees to have a positive attitude toward
their jobs and improve their performance. A review of HRM
literature suggests that the manufacturing sector has been the
subject of the majority of studies examining the influence
of HPWS on employee productivity and organizational
performance. However, given the significant contribution
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of the service industry to “Gross Domestic Product” (GDP),
which accounts for 60% of GDP in most countries, HRM
researchers argue that attention should be focused on the
service sector. This need for the shift is further emphasized
by referring to the fact that the service sector tremendously
differs from the manufacturing sector in its characteristics,
for example, perishability of services, difficulty in
measuring the service quality due to intangibility, and the
direct involvement of customers via social media (Bichler
et al.,, 2020). Therefore, it is argued that the findings of
manufacturing studies cannot be extended and generalized
to the service sector.

As aresult, there has been a substantial body of empirical
study concentrating on the service industry during the
previous decade. However, the majority of the studies were
conducted in Western culture. There have been few studies
that look at HRM methods and their effects on employee
attitudes and performance in the service sector in Pakistan.
Furthermore, despite the importance of the Pakistani fast-
food industry in terms of economic significance, the number
of studies focusing on this industry is limited.

Fast food is Pakistan’s second-largest industry, and it
ranks eighth globally (Naru & Rehman, 2020). Fast food
restaurants constitute a significant part of the retail business of
Pakistan (Government of Pakistan, 2017). It represents 27%
of Pakistan’s value-added production and 16% of the total
employment in the manufacturing sector with an estimated
180 million customers. The industry is rapidly expanding
each year “with a pace of twenty percent”. However, more
recent studies indicate high employee turnover in Pakistan’s
fast food industry. Pakistan’s food industry employees tend
to switch jobs more quickly because of emotional exhaustion,
work environment, low pay, and other factors. The significant
employee turnover in such a service-oriented company,
where people play such an important role, is a concern for its
future success, that is, it may pose a risk to its future success.
Facts such as the industry’s rapid growth and increased
consumer demand, on the one hand, and high employee
turnover, on the other, necessitate a scientific investigation
into high-performance human resource practices that can aid
in retaining employees and improving their motivation, job
commitment, engagement, and productivity in Pakistan’s
fast-food industry (Cross, 2017).

This study significantly contributes to the existing
literature on the relationship between HPWS and
organizational performance in several ways. First, this is one
of the initial studies which examine employee’s work-life
balance as a moderating process that impacts the relationship
between HPWS and service-oriented OCB. Second, as stated
earlier, most of the studies on HPWS have been conducted
in the West, calling for a need to conduct similar studies in
the South Asian context including Pakistan. Third, sufficient
studies are available on the link between HPWS and work

engagement but this study presents a unique contribution
by extending this relation with service-oriented OCB and
customer satisfaction (Nadeem et al., 2019). In Pakistan’s
fast-food sector, this present study empirically investigates
the relationship between high-performance work systems
(HPWS) and service-oriented organizational citizenship
behavior (service-oriented OCB) of employees in the fast-
food industry of Pakistan by exploring the mediating role
of employees’ work engagement and the moderating effect
of work-life balance of employees in this relationship.
Further, the impact of the service-oriented OCB on customer
satisfaction is examined to determine the extended effects of
HPWS on organizational performance.

2. Literature Review and
Hypotheses Development

The dynamic approaches of HPWS and its encouraging
influence on the behavior and attitudes of the employees
is highlighted across the literature of HRM by numerous
models and theories (e.g. social exchange). The current
model is grounded on a model namely the social exchange
theory (Blau, 1964); these theories are rooted in the norm
of reciprocity. This idea suggests that when one receives
benefits from others, one positively responds by providing
some kind of favor to them in return. In an organization, when
the employees see and feel that their management values
them, rewards them by acknowledging their efforts for the
organization, and cares about their wellbeing, the employees
reciprocate by showing a high level of dedication and
affective commitment towards their organization. They are
highly engaged in their work and willing to go beyond their
job (Bruck & Garthwaite, 2020) and customer satisfaction is
attained consequently. The present study analyses the impact
of HPWS on the OCB by drawing on the social exchange
theory. Figure 1 displays the conceptual framework and
identifies the corresponding hypothesis.

2.1. High-Performance Work Systems (HPWS)
and Service-Oriented Organizational
Citizenship Behavior (Service-Oriented OCB)

Throughout HRM literature, the term ‘High-
performance work system (HPWS)’ has been defined
differently. It is an umbrella term for a bundle of HR
practices and processes devised to maximize employees’
knowledge, skills, motivation, and engagement. The
first studies of HPWS were developed in the year 1995.
The concept models which were developed in past were
simple (Delery & Doty, 1996). Recent studies emerged
by considering the limitation of the earlier studies which
emphasized processes that operate as a key mechanism
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behind the relationship which was direct and is referred
to as the black box (Kloutsiniotis & Mihail, 2020).
Often referred to as the ‘black box’, the intervening or
intermediary linkages that exist between the input of best
practice HRM and the subsequent output of good firm
performance have, to date, not been clearly established.
The “black box” refers to the unclear processes that occur
when inputs are converted into useful output. The “black
box”isalso described as “gap”, “largely unexplained facet”,
or “remaining void”, in terms of explaining the processes
and mechanisms by which the HRM-performance impact
operates. Kloutsiniotis and Mihail (2020) explained the
concept of a black box, established the positive impact
of HPWS on employees’ behavior and attitude which
ultimately drives Organizational Citizenship Behaviors
(OCB).

According to Organ (1988, p. 4) OCB is defined as
“individual behavior that is discretionary, not directly or
explicitly recognized by the formal reward system, and
that in aggregate promotes the effective functioning of the
organization”. He identified five dimensions of citizenship
behavior; however, later researchers contextualized this
phenomenon to the different types of organizations. Scholars
argued that depending on the nature of the organization,
some dimensions of OCB become more suitable in contrast
to others. Consequently, considering the structure and
nature of service organizations, Bettencourt and Brown
(1997) coined the term ‘service-oriented OCB’. They
describe it as an extra-role behavior the employees display
in providing services to the customer that go beyond their
formal job roles. Enhanced OCBs are generally considered
to improve employees’ productivity and increase customer
satisfaction.

The studies show that the implementation of HPWS
is interpreted by employees as justice (for example)
through the practices of recruitment and selection,
acknowledgment, practices of performance management,
and authorization (for example, through personnel
autonomy and decision practices of participation). These
practices reflect that the management is dedicated to the
welfare of the employees (Kloutsiniotis & Mihail, 2018).
Thus, the employees in return voluntarily display extra-role
behavior and discretionary efforts to satisfy customers. So
far, researchers have emphasized the importance of HPWS
deployment in generating a supportive environment that
enables OCB (Singh et al., 2020). A significant number
of researchers have demonstrated the positive relationship
between HPWS and OCBs in general and service-oriented
OCBs, in particular. However, despite the high significance
of HPWS and service-oriented OCB in the fast-food
industry, the literature examining the relationship between
HPWS and service-oriented OCB in the fast-food industry,
particularly in the Pakistani context is scant. Thus, the

present study aims at adding to the existing literature
on “HPWS-Service-Oriented OCB” by examining the
relationship between HPWS and service-oriented OCB in
the fast-food industry. Hence, our first proposed hypothesis
is as follows:

H1: HPWS perception of fast-food restaurant employees
is positively related to Service-Oriented OCB.

2.2. High-Performance Work Systems (HPWS)
and Work Engagement

When employees associate themselves with the job role
to give their best performance, they are engaged physically,
emotionally, and cognitively (Hackman & Oldham, 1980).
Olugbade and Karatepe (2019) claimed that employee
engagement is a psychological condition that intrinsically
motivates employees and increases their involvement
which makes employees become more physically and
cognitively involved in their work. Effective managerial
practices have a positive impact on employee’s work
engagement. Additionally, it also increases satisfaction
with work because when the employees are given the
freedom to make decisions then their engagement also
increases (Nguyen et al., 2020). Empirical studies show
that employee engagement is now crucial for every industry
where employees face a stressful environment that results
in service delays, ultimately leading to communication
gaps due to workload (Saleem et al., 2020).

H2: High-Performance Work Systems (HPWS) have a
positive relationship with work engagement.

2.3. Work Engagement Has a Positive
Relationship with Service-Oriented OCB

Many organizations recognize the important role
of employees’ work engagement in creating effective
performance by their employees. Employee involvement
helps to increase employee loyalty and participation
while also motivating them to give excellent service (Kim
& Gatling, 2019). Employee engagement depends on
fair human resource practices (Pham, 2021). Thus high-
performance work systems assist managers in achieving this
goal by promoting employee well-being, which encourages
employees to engage in extra-role behavior. According to
a study by Aboramadan and Dahleez (2020), the research
findings confirmed the positive effect of employee
engagement on employee commitment and organizational
citizenship behavior.

H3: Work Engagement has a positive relationship with
Service-Oriented OCB.
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2.4. Mediating Role of Work Engagement
in the Relationship between the HPWS
and Services Oriented OCB

Engagement in work is viewed as an optimistic work-
associated mind state of an employee that is categorized by
dedication, absorption, and vigor (Ghlichlee & Bayat, 2021).
Empirical research has acknowledged the HPWS’s positive
effect on the work engagement of personnel (Nadeem et al.,
2019). The conditions created by HPWS will motivate
employees, making them more engaged. Employees will
demonstrate a better level of work engagement and job
satisfaction as a result of these ongoing positive mutual
interactions. HPWS increases the engagement in the work
of the employees which results in a behavioral outcome that
is performed beyond the job duties (Luu, 2019). Hence, this
results in seeking solutions to their problems which occur
every day, and supporting their fellows when they face a
complaint by the customers (Aryee et al., 2016). There are
very few studies that have focused on examining service-
oriented OCB antecedents in the fast-food industry. The
findings of research by Nadeem et al. (2019) confirmed that
Pakistan service organizations must implement HPWS to
increase the service-oriented OCB and work engagement.
Based on the earlier discussion, we propose the following
hypothesis:

HA4: Work engagement mediates the relationship between
HPWS and Service-Oriented OCB.

2.5. Service-Oriented OCB and
Customer Satisfaction

The future behavior of a customer depends on customer
satisfaction (Torlak et al., 2019). It is the positive outcome
of service quality received and the expectations of a
customer. According to researchers, the satisfaction of
customer antecedents is observed quality, disconfirmation,
and expectations (Anderson & Sullivan, 1993), customer
relationships, and handling of conflict (Budur, 2018).
Satisfaction results in revisit behaviors, future repurchases,
positive endorsements, and loyalty (Torlak et al., 2019;
Budur et al., 2019; Poturak & Softic, 2019; Poturak &
Turkyilmaz, 2018). Murad and Ali (2015) documented about
Pakistani fast-food restaurants that customer satisfaction is
significantly linked with service quality. Many researchers
have analyzed the impact of service-oriented OCB on
customer satisfaction (Bilgin et al.,, 2015; Palouzian &
Hosseini, 2016). According to Palouzian and Hosseini
(2016), customer satisfaction generates loyal customers. If
organizations want to gain more loyal customers, they must
first train managers to focus on the organization’s internal
effectiveness, which supports employee performance and,

in turn, increases employee citizenship behavior. Customer
satisfaction determines a customer’s future behavior (Budur,
2018). A study by Murad and Ali (2015) of Pakistani fast-
food restaurants confirmed the significance of service
quality on customer satisfaction. A study was conducted on
the employees of Pizza hut in Pakistan, and results showed
that employee loyalty has a significant impact on customer
satisfaction (Gardezi, 2015). Based on the earlier discussion,
we propose the following hypothesis:

H5: Service-oriented OCB has a positive relationship
with customer satisfaction.

2.6. Work-Life Balance (WLB) as a Moderator

The concept of work-life balance of an employee is
divided into two parts; work and life. In which the life part is
mostly affected. There is a need to develop policies and adopt
practices in the workplace that recognize the employees’ need
for a work-life balance. According to Dhamija et al. (2019),
in the service industry, the quality of work-life creates job
satisfaction and thus has a direct impact on employees’ job
performance. The emotional regulations and emotions that
make up the inseparable work-life are lauded by practitioners
and scholars of organizational behavior literature, but it is
observed that human resource management is lagging in
addressing the emotional dimensions of the work-life to
keep employees motivated (Ashkanasy et al., 2017). In the
fast-food industry because of long working hours, work-life
balance is a key concern (Naru & Rehman, 2020). Naru and
Rehman (2020) investigated the impact of work overload on
employee performance in the fast-food industry of Pakistan.
The results showed that when employees are overburdened
with work then they face stress and because of this, it affects
not only their work but also their life. Based on the earlier
discussion, we propose the following hypothesis:

H6: Work-Life Balance moderates the relationship
between HPWS and Service-oriented OCB.

The theoretical framework of this study is displayed in
Figure 1.

3. Methodology

3.1. Scale and Measurement

This research aims to investigate how HPWS influences
OCB and the impact of OCB on customer satisfaction in
the context of the fast-food industry of Karachi (Pakistan).
The mediating effect of work engagement on the impact of
HPWS on OCB is investigated. The moderating effect of
work-life balance is also investigated.
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Figure 1: Theoretical Framework

For this purpose, a questionnaire was used, which
entails two sections. In the first section, respondents
were asked for demographic details, while the second
section consists of scaling questions, used to measure
the conceptual frame construct. A 5-level Likert scale
was used for data collection. Likert scale is a type of
psychometric response scale in which responders specify
their level of agreement to a statement typically in five
points: (1) Strongly disagree; (2) Disagree; (3) Neither
agree nor disagree; (4) Agree; (5) Strongly agree.

The questionnaire was adapted from previous research,
for example, customer satisfaction (Yildiz & Amin, 2020),
family-based work-life balance (Matthews & Barnes-
Farrell, 2010), and remaining constructs from Kloutsiniotis
and Mihail (2020), and selected items concerning the
fast-food industry were modified. The two key constructs
HPWS and service-oriented OCB are measured with a
repeated measured indicators approach (Hair et al., 2017).
Repeated indicator approach is depicted when the second-
order construct, is directly assessed by the corresponding
first-order constructs and in turn, the first-order constructs
are directly estimated by its underlying formative measures.
The questionnaire was translated from English to Urdu
and reviewed by an expert, and the final Urdu version was
re-translated to English with the help of an expert.

3.2. Sampling and Data Collection

Data was collected from first-line employees and
customers using intercept sampling. According to Hair et al.

(2017), a sample size of 300 is good for PLS to conclude
results. In this study, data was collected from 60 restaurants in
Karachi. The customer satisfaction construct was measured
on a customer base. The questionnaires were distributed
among 500 employees and customers and 418 responses
were selected for further analysis.

3.3. Data Analysis

The model was tested using structural equation
modeling (SEM), because of its ability to estimate several
connected dependent relationships, as in our model.
Smart PLS software was used to analyze the structural
model. Hair et al. (2017) suggested that PLS is a powerful
technique for regression and confirmatory factor analysis.
In this study, the data was analyzed with Smart PLS
software version 3.3.3.

4. Results
4.1. Measurement Model

The measurement model is tested by calculating the
conceptual model using a statistical test. The construct
reliability and validity, collinearity statistics, model fit,
discriminant, and convergent validity, and factor loading
were the primary focus of the test. Statistical results meet
all the minimum criteria of threshold values. Table 1 and
Figure 2 show that the factor loading values of all items are
greater than 0.7 and the AVE value is also greater than 0.05.
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. I Average Variance
Construct Cronbach Alpha Composite Reliability Extracted
Work Engagement (WE) 0.805 0.885 0.719
Service-oriented OCB 0.917 0.931 0.785
Work-Life Balance (WLB) 0.938 0.956 0.844
Customer Satisfaction (CS) 0.785 0.874 0.698
Recruitment & selection (R&S) 0.892 0.925 0.756
Training & Development (T&D) 0.902 0.940 0.840
Employment Security (ES) 0.815 0890 0.729
Pre-Management (PM) 0.907 0.942 0.845
Decision Making (DM) 0.745 0.886 0.795
Job Design (JD) 0.990 0.990 0.980
Reward & Benefit (R&B) 0.796 0.907 0.829
Service Delivery (SD) 0.848 0.908 0.768
Participation (P) 0.818 0.892 0.733
Loyalty (L) 0.847 0.898 0.688
\9008: 5891: o0.800 SD1 soz 503
= n.055 [wET] [wez] |w53| 0903820899 | P1 | | PZ | | P3|
Tz 0.830 \ T
0.959 Training & cruitmen 08 0865 841 0840890854
OR&RDeVEIO Eﬂent ction
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Employr_hent 0.191 0718 Work 0.84p0 Participation Cs1
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Figure 2: Measurement Model Assessment

So, all items meet threshold values (Tabachnick et al., 2007).
This indicates that there is no issue of convergent validity.
The conceptual model is a reflective formative first-order
construct, for which the HPWS do not need to show their
factor loading. Meanwhile, the service-oriented OCB is

reflectively measured, for which the path coefficients of the
three dimensions of OCB are taken into account (Matthews
etal., 2018).

The construct’s discriminant reliability was evaluated
by using Fornell and Larcker criteria. Table 2 shows that
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the all-diagonal values (the square root of AVE) are greater
than the other values (correlations) of the respective rows
and columns. With higher factor loading, the items present
more to their parents’ constructs in the cross-loading column
(Hair et al., 2017). This means that there is no problem with
discriminant validity. The moderating impact, HPWS, and
OCB were not shown in table 2 since they are based on
repeated measurable indications.

Table 2: Fornell-Larcker Criteria

4.2. Structural Model

Table 3 and Figure 3 depict the association between
several variables. When the “#” value is larger than 1.96
and the “P” value is less than 0.05, it is proposed that the
independent construct has a significant influence on the
dependent variable (Hair et al., 2017). All constructs are
positively and significantly related, as indicated in the table

Cs DM ES JD L P PM | R& | R&B | SD | T&D | WE | WLB
Customer 0.836
Satisfaction
Decision Making 0.676 | 0.892
Employment Security | 0.461 | 0.484 | 0.854
Job Design 0.294 | 0.262 | 0.349 | 0.990
Loyalty 0.714 | 0.812 | 0.607 | 0.473 | 0.830
Participation 0.561 | 0.625 | 0.436 | 0.311 | 0.708 | 0.856
Per. Management 0.423 | 0.460 | 0.410 | 0.315| 0.537 | 0.369 | 0.919
Recruitment & 0.351 | 0.469 | 0.277 | 0.280 | 0.566 | 0.353 | 0.273 | 0.869
Selection
Rewards & Benefits | 0.407 | 0.557 | 0.399 | 0.418 | 0.597 | 0.445 | 0.404 | 0.317 | 0.911
Service Delivery 0.535 | 0.664 | 0.431 [ 0.218 | 0.755 | 0.576 | 0.342 | 0.433 | 0.418 | 0.876
Training & 0.527 | 0.603 | 0.448 | 0.434 | 0.699 | 0.484 | 0.427 | 0.438 | 0.428 | 0.559 | 0.917
Development
Work Engagement 0.574 | 0.707 | 0.472 | 0.429 | 0.816 | 0.554 | 0.411 | 0.430 | 0.469 | 0.583 | 0.576 | 0.848
Firm Size 0.423 | 0.404 | 0.339 | 0.194 | 0.467 | 0.445 | 0.327 | 0.309 | 0.305 | 0.427 | 0.375 | 0.366 | 0.912
Table 3: Path Model
Coefficient T-statistics P-values Acczgtpe ‘:Ir:esjzscte d
Direct Effect
HPWS — Service-oriented OCB 0.718 16.853 0.000*** Accepted
0.491 7.492 0.000*** Accepted
0.366 5.966 0.000*** Accepted
Service-oriented OCB — Customer Satisfaction 0.692 16.808 0.000*** Accepted
Mediating Effect
HPWS Work Engagement — Service-oriented OCB |  0.263 | 5007 | 0.000** | Accepted
Moderating Effect
Moderating Effect! — Service-oriented OCB | 0099 | 2653 | 0.008** | Accepted

Note: ***p-value are significant at 0.05 level.
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Figure 3: Structural Model Assessment

below. The moderating impact, as shown in Figure 4, has a
minimum “#” value 0f 2.652, and HPWS to work engagement
has a higher “#” value of 16.853, indicating that all constructs
are within acceptable critical regions. The four primary direct
impacts, as well as the mediating and moderating effects, are
well established.

5. Discussion

This study has made a significant contribution to
the practice of human resource management. From a
theoretical point of view, the results of the study support
the previous work by Kloutsiniotis and Mihail (2020) and
confirm the relationship between high-performance work
systems (HPWS) and service-oriented OCB. Further, the
mediation role of employee engagement on the impact
of service-oriented OCB on customer satisfaction is also
empirically proved to be valid, while work-life balance
act as a moderator between the relationship of HPWS and
service-oriented OCB. These results are consistent with the
findings of Dhamija et al. (2019). This study contributes to a
better knowledge of the examined relationships in Pakistan’s
fast-food industry. By investigating the mechanism of how
practices and policies of human resource management
function, this research has improved understanding of the
black box mechanism and contributed to the need for future
studies in the Pakistani fast-food industry.

These findings of the study shed light on the process of
the black box by unfolding the mechanism by which the high-
performance work systems affect the service-oriented OCB.
The ‘black box’, the intervening or intermediary linkages

that exist between the input of best practice HRM and the
subsequent output of good firm performance have, to date, not
been clearly established. The research findings validate the
relationships, especially when implementing HPWS fairly
because employees create an extra-role behavior that assists
them in serving customers proficiently (Singh et al., 2020).
This study shows that when a lot of effort is put into finding
the appropriate candidate (employee), a restaurant can take
advantage of that employee’s long-term potential. Workers
in customer interaction or front-line jobs will benefit from
extensive training programs, which will increase promotion
opportunities within the organization, which in turn ensures
service-oriented OCB.

Furthermore, fair decision-making and rewards (HR
practices) given to the employees strengthen their service-
oriented OCB. Because of the busy nature of jobs in the
fast-food business, this study suggests that job designs are
especially important when up-to-date job descriptions are
employed. The findings of this study show that HPWS has
a chain effect on service-oriented OCB, with employee
engagement acting as a mediator between the two in
Pakistan’s fast-food industry. These results are aligned with
Kloutsiniotis and Mihail (2020), who demonstrated the
valuable contribution of HPWS towards the development
of a justice and service climate, which in turn influence
positively employees’ work engagement. As a consequence,
employees respond by exhibiting extra-role behaviors and
by engaging in service-oriented OCB. Overall, the findings
clarify the mechanism behind the HPWS process, known as
the “black-box”, and valuable knowledge for professionals
practicing Human Resource Management (HRM).
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This study indicated that work engagement helps
employees in gaining resilience which makes them feel
strong and mentally vigorous which helps them in delivering
terrific performance. The fast-food industry is a hectic place
where managers have to keep on initiating and deploying
the most effective mix of HPWS to keep their employees
engaged. The results of this study confirm that HPWS
encompasses effective recruitment and selection, training
and development, employment security, performance
management, decision making, rewards and benefits, and
job design which is also supported by a previous study by
Kloutsiniotis and Mihail (2020).

The findings of this research support the notion that
work-life balance influences the performance of employees
in the fast-food industry of Pakistan. This result aligns with
the findings of Ashkanasy et al. (2017). According to this
study, striking a balance between work and life helps people
increase their focus on work, which motivates them to give
their best effort. This research has empirically provided
evidence from the fast-food industry in Pakistan that the
frontline employees are creating more customer satisfaction
through their extra-role behavior-driven due to the
implementation of effective HPWS. The positive findings
suggested that service-oriented OCB is vital in developing
customer satisfaction. Service-oriented OCB behavior and
service quality, relate positively to customer satisfaction.

Moreover, this study suggests that employees must
follow up on customer requests and problems promptly
for customer satisfaction. Additionally, this study suggests
that employee participation can be endorsed by seeking
ideas from employees for customer promotions. Employee
communications are highly appreciable especially when
employees make constructive suggestions for service
improvement and frequently present their creative solutions
to customer problems. This study indicates that employees
exhibit loyalty to their company when employees observe
fair practices which makes employees perceive positively
about their companies and generate favorable goodwill of
the restaurant as well. Positive perception on part of the
employees will force them actively promote the firm’s
products and services in their social circle. There are few
studies in this subject that focus on the adoption of HPWS in
the fast-food industry, with only a few addressing the black
box in Pakistan’s fast-food industry. Furthermore, rather
than looking at the HPWS as a single unit, this study looked
at it as a set of practices.

6. Conclusion

This study fills in the gaps by demonstrating that
successful HPWS have a major impact on service-oriented
OCB when staff engagement is boosted through proper
HPWS implementation. Service-oriented OCB also boosts

customer satisfaction because when employees engage
in extra-role behavior, they tend to go above and beyond
their responsibilities, meeting customers’ demands and
increasing customer satisfaction. The highly demanding
working environment of Pakistan’s fast-food industry may
cause an unbalance in the lives of employees, affecting
their performance (Naru & Rehman, 2020). Therefore, it is
suggested that effective HPWS should be implemented to
achieve employee engagement, service-oriented OCB, and
ultimately customer satisfaction.

The findings of this research paper have highlighted the
positive significance of HPWS on service-oriented OCB
whileexplainingemployee engagement as amediator between
the relationship. This finding provides empirical support to
Singh et al. (2020) who indicated that HPWS influences
OCB. Most of the dimensions of HPWS and service-oriented
OCB were found to be positively associated. The findings
reported a broad view of the relationship between HPWS
and OCB in the Indian manufacturing context. The study
offered the practical insights that HPWS is a universally
accepted framework and that organizations should focus on
the effective implementation of HPWS. In particular, our
study findings have highlighted the importance of employee
engagement on service-oriented OCB, and previous research
related to this topic is limited. The findings also correspond
with the research by Luu (2019) who demonstrated the role
of employee work engagement in mediating the relationships
between service-oriented HPWS and service-oriented in role
performance as well as service-oriented OCB. Hence, our
study proclaims that employee participation, loyalty, and
service delivery increase when employees perceive that their
efforts are rewarded accordingly. In the light of established
theories, the findings provide several theoretical insights. For
example, Murad and Ali (2015) stated that service-oriented
OCB is an extra role that is needed by organizations and it
cannot be forced on employees but can only be developed
through fair and effective HPWS. The results of our study
underline the impact of service-oriented OCB on customer
satisfaction and confirm this to findings of Palouzian and
Hosseini (2016). The paper renders an important contribution
in understanding that the fast-food industry employees in
Pakistan suffer from workload because of the demanding
nature of the industry and thus employees’ wellbeing is
affected, therefore, employees’ well-being should be taken
care of by implementing appropriate HPWS.

The managerial implications of this study confirm that
the managers must make employee-friendly work-life
policies that will help the managers in creating a work-
life balance (Naru & Rehman, 2020). According to a study
by Olugbade and Karatepe (2019), employees’ emotional
needs must be supervised by the managers by giving the
freedom to employees to make their own schedules. Flexible
work schedules and psychological empowerment will
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increase employee engagement since employees will not
feel stressed because of rigid schedules which adversely
affect their work and life. Managers should reward their
employees according to their performance and provide
benefits to employees to increase service-oriented OCB. Job
security must be provided by the managers to retain talented
employees because these employees are human capital to the
company. Fairness must be observed while taking rewards
and promotion-related decisions. This study provides a
guideline to managers and supervisors who handle the day-
to-day matters of the employees in the fast-food industry of
Pakistan. It will help them to make effective policies that
are matched with employee’s work and life requirements.
The role of managers in developing service-oriented OCB
is crucial in the service industry, and hence the findings of
this study can be applied to other service industries where
employees are having problems managing their work-life
and have weak engagement in their jobs.

Like other studies, this research is also not free from
limitations but these limitations may render innovative ideas
for future research. The first limitation of this study is that it
is a cross-sectional study, which means that causality issues
were not addressed. Second, this study focused on the front-
line employees only who are customer service providers.
Generally, organizations use different practices using
employee groups (Kloutsiniotis & Mihail, 2020). Third, this
study is limited to the only fast-food industry of Pakistan.
Thus, this study has opened up new research avenues for
applying the same model to diverse industries to better
generalize the findings.
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