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ABSTRACT

Studies on service recovery have been dominated by the investigation on customer’s perceived
value after service recovery in the past. However, not many have taken concerted efforts in
examining the possible factors that influencing employees’ service recovery performance (SRP).
This study examines the role of organizational’s characteristics (reward system, guest focus and
commitment, system, policy and procedures of recovery) and employees’ characteristics
(organizational’s commitment and prejudgment towards customer’s complaint) on employees’
service recovery performance (SRP) in Malaysia luxury hotels. The finding shows that rewarding
system and prejudgement towards complaints has positive influences on employees’ service
recovery performance. The result “is contradicting with the findings from past research in which
prejudgement towards complainers has adversely affect employees’ service recovery performance.
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INTRODUCTION

The service industry makes significant contribution to country’s economic in most
countries (OECD, 2008). In Malaysia, service industry is one of the main economic
pillars which made up 54.6% country’s GDP in year 2012 (Bank Negara Malaysia,
2013). However, the service industry especially the hotel industry, is currently facing a
highly competitive environment worldwide (Chen, 2007). Many hotel lodging have
mushroomed in Malaysia causing competition continues to intensify. According to the
Ng (2013), the cumulative supply of five-star hotel rooms in Malaysia had reached
11,017 rooms and these figures are expected to grow with the opening of more new
international chain hotels especially at Kuala Lumpur areas. As consequences, the
sustainability of the hotel business relies heavily on how well it delivers consistent
services (Webster & Sundaram, 1998; Patterson, Cowley & Prasongsukarn, 2006) to
meet or exceed customers’ expectation in each service transaction in order to gain
customers’ satisfaction (Miller, Craighead & Karwan, 2000).

However, due to the inseparability nature of the hospitality industry
(Parasuraman, Zeithaml & Berry, 1985), service failures are inevitable due to human
frailties (Kau & Loh, 2006). In spite of the efforts and precautions a company may put in
to avoid errors or breakdowns during service delivery, failures are unavoidable especially
in medium and high contact services such as the hospitality industry (Mattila & Cranage,
2005). The consequences of service breakdowns can be alarming to the service providers
as they may lead to customer complaints, bad word-of-mouth communication (Kau &
Loh, 2006), which inevitably reduces loyalty and erodes the company’s reputation (Hart,
Heskett & Sasser, 1990).

Given that quality is notoriously difficult to achieve in service organizations
(Boshoff, 2005), the best practice for hospitality industry to overcome service failures is
preparing for failures by developing a well-planned recovery strategy (Cranage & Sujan,
2004). To do so, employees play a pivotal role in determining the success of the service
recovery process. Owing to the spanning-boundary role played by the employee (Bowen
& Schneider, 1988; Yavas, Karatepe, Avci & Tekinkus, 2003), employee is critical in
ensuring the success and efficiency of the service recovery delievery as they are the first
one that interact directky with the customers. According to Yavas, Karatepe and Babakus
(2010) and Karatepe (2012), employee especially the front-line is critical in returning an
angry customer to a state of satisfaction after service recovery as they have the
opportunity to tailor in real time the manner in which the service recovery is delivered. In
other words, the performance of the employee in handling the service recovery will have
a direct impact on the perceived quality of the customers towards the hospitality
organizations. Meanwhile, the performance of the employees in handling the customer’s
complaints is affected by factors such as motivation and skills that he or she has (Masoud
& Hmeidan, 2013). Thus, it is critical to examine the factors that influence employees’
service recovery performance in order to better manage the employees.



The study on examining factors that contributes to employees’ service recovery
performance starts to gain its popularity in the past decade. Examples of studies are
Babakus et.al. (2003), Boshoff and Allen (2000) in banking industry; Ashill, Carruthers
and Krisjanous (2005; 2006) in healthcare industry; Gonza'lez and Garazo (2006) and
Karatepe, Yavas and Babakus (2007) in hotel industry. Among the all, Boshoff and Allen
(2000) study is one of the pioneer that provides a comprehensive model which outlines
the possible factors that are influential on employees’ service recovery performance.
According to Boshoff and Allen (2000), the two main dimensions that contribute to
employees’ service recovery performance. The first dimension is perceptions of
employees towards managerial attitudes which included customer service orientation and
employee rewards. While the second dimension employees’ perceptions of job or
working environment which included role ambiguity, staff training, teamwork,
empowerment, and organizational commitment. The model proposed is widely adopted
in many studies such as Ashill, Rod & Carruthers (2008); Ardahan (2007); Babakus et.al.
(2003); Masoud & Hmeidan (2013); Rod, et.al.(2006) and Yavas et.al. (2003). From the
all, the most common tested variables are organizational commitment and rewarding
system which are adopted in this study. Besides that, Ekiz (2009) and Ekiz, Ragavan, and
Hussain (2011) has proposed that other dimensions such as system, policies and
procedures of complaint handling, prejudgement towards guest complaints, guest focus
and commitment, HR aspects, general importance to complaints management, complaint
handling and organizational structure has direct impact to organizational responses to
guest complaint. Among the seven factors, the first three factors are adopted in this study
as they has direct impact to the influences of frontline employee service recovery
performance while the latter four are related more towards complaint handling
procedures which is beyond the objective of this study.

Despite the growing interest in the service recovery performance studies, very
few studies were conducted in developing countries (Masoud & Hmeidan, 2013). In fact,
customers in emerging countries are facing service failure more frequently than
customers in developed countries (Boshoff & Allen, 2000). Against this background, this
paper aims to compare on the organization and employee variables that contributing to
employees’ service recovery performance in Malaysia luxury hotels.

LITERATURE REVIEW AND HYPOTHESIS

Service failures can occur anytime and anywhere when the service promised is performed
below customer’s expectation (Bitner, Booms & Tetreault, 1990). Since any service
failure is considered a negative experience by the consumer, it therefore contains a
potential damage to the firm’s long-term profitability if not properly managed (Bitner et
al., 1990; Tax, Brown & Chandrashekaran, 1998).

In the hospitality industry, customer’s experience with zero-defects is hard to
achieve even with top-rated employee training and well-orchestrated policies (Fisk,
Brown & Bitner, 1993). As compared to manufacturing industry, service industry relies
heavily on human component, which in itself is a catalyst for many service-related
problems (Magnini & Karande, 2009). This is even more apparent in the hotel industry
since there is a high degree of interactions between employees and consumers involved
which lead to higher chances for service failures (Lewis & McCann, 2004). The quality



of service is very much depended on the performances of front-line employees, whose
experience, commitment as well as attitudes may vary from one encounter to another
(Lewis & McCann, 2004). As result, study on factors in influencing employees’ service
recovery performance is essential for any organizations to improve the efficiency of
service recovery system.

Employee Service Recovery performance

Employee service recovery performance can be defined as the perception of employee on
their own abilities and actions taken to employees to effectively resolve the service
failures (Babakus, Yavas, Karatepe, & Avci, 2003; Liao, 2007; Lin, 2010). This involved
the evaluation on the extent of efforts that given by the employees to convert the
customers from dissatisfaction to satisfaction (Lin, 2010). Through the evidences from
previous studies, employees’ performance contributes significantly to customer’s post
recovery satisfaction (Blodgett, Hill & Tax, 1997; Kim, Kim & Kim, 2009; Mattila,
2001; Smith, Bolton & Wagner, 1999; Wirtz & Mattila, 2004). In the process of service
recovery, customer will view employees who handle the complaints as the agents of
representatives of the company due to the boundary-spanning role that they played (Liao,
2007). As consequences, customers may base their recovery evaluation heavily on
employees’ performance. The measurement of employee service recovery performance
can be obtained through multiple sources which included assessment of customer
perceived service quality, customer’s satisfaction, peer or supervisory evaluation and
lastly self-assessment. In this study, service recovery performance will be evaluated
based on self-assessment which are widely used in the past researches (Boshoff & Allen,
2000; Guchait, Pasamehmetoglu & Dawson, 2014; Rod, Carruthers & Ashill, 2006;
Yavas et.al., 2003).

Factors Influence Employee Service Recovery Performance

Factors that proposed to have significant impact on employees’ service recovery
performance are illustrated in Figure 1. These factors included organizational
commitment, prejudgement towards complaints, system, policy and procedures of
complaint handling, reward and guest focus and commitment.

Organizational Commitment (OC)

The first factor identified in the conceptual model is organizational commitment.
According to Boshoff and Allen (2000), OC is defined as employees’ identification with
the organization that they are attached to. Past researches (Ashill et.al., 2008; Boshoff &
Allen, 2000; Meyer et.al., 1989; Mowday, Steers & Porter, 1979; Rod et.al., 2006)
indicate that employees who are highly committed and involved to their organization are
likely to work beyond extra miles for the benefit of organization. According to Meyer
and Allen (1997), there are three types of organizational commitment which included
affective, normative, and continuance organizational commitment. Affective commitment
is the commitment based on positive emotional bond the employee towards organization
due to positive working experiences. While normative commitment is the commitment



developed by the employees due to perceived obligation towards the organization and
lastly continuance commitment is the commitment of

perceived costs suffered by the organization due to resignation of the employee.
However, Meyer & Allen (1997) argued that these three types of commitment are
differed in individuals and levels of management in different organizations. Therefore,
the hypothesis constructed is:

H1:There is significant positive relationship between the organisational commitment and
frontline employees’ service recovery performance.

Prejudgement Towards Complainers

According to Bateson & Hoffman (2011), company should encourage complaints as the
complainers are act as free consultant by telling the firms some of their operational or
managerial problems at free costs. However, any service recovery is considered as a
negative experience not only to the customer but to the employees too. Motowidlo,
Packard & Manning (1986) stated that higher frequency of negative experiences will
turns to be a job stressor to the employee which will ultimately lead to depression and
performance decrements. Many service staff feels uncomfortable or scared around
emotional displays because they do not know the way of managing such public displays
(Barlow & Maul, 2000). As consequences, prejudgement towards complainers (i.e.
complainers as adversaries and/or grumblers or low number of complaints proves on
adverse relationship on operation’s efficiency (Ekiz, 2009). With the negative
prejudgement of employees’ perception towards complainers, it may discourage
employee service recovery performance. Hence, the second hypothesis constructed is:

H2: There is significant negative relationship between the prejudgement towards
complainers and frontline employees’ service recovery performance.

System, Policy and Procedures of complaint Handling

Effective service recovery should not be an after-thought, but rather be a designed part of
the service delivery system, that is well planned into the service design in support of the
service concept (Simons, 2004). According to Ekiz (2009) and Ekiz et.al. (2011), an
effective complaint management system should cater to different customer profile,
company mission, industry specifications and etc. Employee behaviour and attitude may
be influenced from the system or policies develop (March & Simon, 1993). Thus, by
having a well written policy and procedures, it serves as guideline to assists employee the
way to response under different failure scenarios (Susskind, Borchgrevink, Brymer, &
Kacmar, 2000). With this, it helps in creating consistency in service recovery practices
(Suh, Barker, Pegg, & Kandampully, 2005) which in turns improves the service quality
of the employees. Hence, the third hypothesis suggest is:

H3: There is significant positive relationship between the clear system, policy and
procedures of complaint handling and frontline employees’ service recovery
performance.



Rewarding Customer Service Orientation

Rewarding customer service orientation relates to the expectation of the reward received
based on the excellent of service performed (Boshoff & Allen, 2000). According to
Lewis and Gabrielsen (1998), the service performance of the employee is highly link
with the compensation or reward system provided in an organization. A good reward
system inserts positive influences on inducing employees to provide better services and
motivates them to deal better with customer’s complaints (Bowen & Johnston, 1999;
Yavas et al., 2003). With the linking of reward system with the service recovery
performance of the employees, it is hypothesized that the employee will be more
motivated in dealing with customer’s complaints and hence, resulted in better service
recovery performance. Thus, the fourth hypothesis in this study is:

H4: There is significant positive relationship between the good rewarding system and
frontline employees’ service recovery performance.

Guest Focus and Commitment

The success of the organization is highly dependent on how well an organization in
satisfying their customers’ needs (Coelho & Augusto, 2010). According to Ekiz (2009),
guest focus and commitment in service recovery is measured based on two dimensions.
Firstly, the priority of the company in solving customer’s problems which may include
the extent of efforts they put on in identifying guests’ problem and needs even before the
guests are aware on that. Secondly, the assistance and ease of complaint channels
supplied to the guests to make the complaining easy for their customers. It is
hypothesized that the organization that are highly guest focus and committed to
customer’s needs will exerts positive influence on employee service recovery
performance as they will strive harder to satisfy customer’s need and wants. Therefore,
the fifth hypothesis constructed is:

H5: There is significant positive relationship between the guest focus and commitment
and employees’ service recovery performance.

METHODOLOGY

The questionnaire in this study consists of 29 items with the following distribution; Guest
Focus & Commitment (4 items), System, Policy and Procedures of Complaints (6 items),
reward (5 items), organizational commitment (5 items), Prejudgement towards
complaints (4 items) and Service Recovery Performance (5 items). The items used in the
research were adapted from few researches which included Boshoff and Allen (2000) and
Ekiz (2009). 7 point-Likert as practiced by the original study was employed in the design
of questionnaire which ranging from 1 represents strongly disagree to 7 strongly agree.
The unit of analysis in this study consists of front-line employees mainly from
two luxury hotels in Malaysia. Judgemental sampling is used in sample recruitment in
this study. According to McMurray, Pace and Scott (2004), judgmental sampling is a
type of convenient sampling method by selecting the sample that can represent a



particular population based on the judgement of researcher. Judgmental sampling is
suitable to be used as there are two specific criteria for the sample recruited in this study.
Firstly, the sample has to work at least 6 months in the selected hotel as this may lead to a
better understanding of the hotel’s systems and procedures in service recovery. Secondly,
the sample is focused only on frontline employee (which below managerial position) that
has direct contact with the customers as they are more familiar with the entire complaint
handling process. Partial Least Squares Structuring Equation Modeling (PLS-SEM)
method and SmartPLS software (Ringle, Wende & Will, 2005) are employed in this
study for hypothesis testing. Due to the small sample size for the sample recruited
(N=90), PLS-SEM is used as it is a soft modelling approach with no strong assumptions
on normal distribution, big sample sizes and the types of measurement scale used (Vinzi,
Trinchera & Amato, 2010).

FINDINGS

The demographic of the 90 front-line employee recruited are presented in Table 1. As
shown in Table 1, majority of the respondents recruited are male (57.8%). Chinese is the
biggest group in this study (38.9%) followed by Malay (32.2%), Indian (17.8%) and the
minority groups is others which made up mostly by foreign workers from neighbouring
countries such as Indonesian, Bangladesh, Vietnam and etc. Additionally, majority of the
respondents selected worked in the selected hotel below 3 years (63.4%) and 36.7% of
the respondents are still considered new to the hotel as their length of services are
between 6 months to less thanl year. These respondents are predicted since majority of
them are waiter/waitress or front desk agent (52.2%) who is at the bottom of the
hierarchy in hotel’s organization structure.

TABLE 1: RESPONDENT’S DEMOGRAPHIC PROFILE

Group Frequency (n) Percentage (%)
Gender
Male 52 57.8
Female 38 42.2
Races
Malay 29 32.2
Chinese 35 38.9
Indian 16 17.8
Others 10 11.1
Years of Service
Less than 1 year 33 36.7
1-3 years 24 26.7
4-6 years 16 17.8
7-9 years 8 8.9
10 years and above 9 10.0
Position
Waiter/waitress/Front Desk Agent 47 52.2

Captain/supervisor 43 47.8



Validity of Measures

The research model developed shown in Figure 1 was tested with SmartPLS. The data
analysis was carried out following two critical steps as proposed by Khosrow-pour
(2006). Firstly, Confirmatory Factor Analysis (CFA) was employed to test on the
reliability, convergent validity and discriminant validity of the measurement items.
According to Brown (2012), CFA is a hypothesis-driven in nature which aims at
investigating the relationship between observed measures or indicators and latent
variables or factors in Structural Equation Modelling. Unlike Exploratory Factor
Analysis (EFA) which aims on investigate whether the indicators are loaded under one
constructs, CFA used to confirm the factor structure identified in EFA (Harrington,
2008). It is more appropriate to be used in this study as the variables tested are adapted
from past researches (Boshoff & Allen, 2000; Ekiz, 2009) which had been tested on their
construct validity in past studies. In CFA, convergent validity of the indicators of each
constructs is tested. According to Hair et.al. (2014, p. 102), convergent validity is ‘the
extent to which a measure correlates positively with alternative measure of the same
construct’. In order to examine the convergent validity of the constructs, the indicator
reliability, Composite Reliability and Average Variance Extracted (AVE) were
examined. The result of the convergent validity in this study is summarised in Table 2.

Indicator reliability is tested to show the level of indicator variance that is
explained by the latent variable. According to Hair et.al. (2014), the higher the outer
loadings on a construct, the higher the similarities or commonality shared by the used
indicators. Chin (1998) proposed that the outer loading as low as 0.5 should be remained
as they are good indicators whereas Hair et.al. (2014) proposed the cut-off line of 0.5.
The composite reliability which used in measuring the reliability of the indicators should
reached 0.7 and above to indicate adequate convergence and internal consistency (Gefen
et.al., 2000). While for AVE, it is the amount of variance that is captured by the latent
variables relative to the amount of variance due to the measurement error (Fornell &
Larker, 1981). AVE value should achieved 0.5 and above to show adequate convergent
validity (Bagozzi & Yi, 1988; Fornell & Larker, 1981).

FIGURE 1: THE RESEARCH MODEL

Source: Computed from Smart-PLS



The composite reliability of the all constructs are above 0.7 showing high internal
consistency (Hair et.al., 2010). In other words, it means that the items used are
consistently measured the constructed latent variables. No indicators are deleted as all
outer loadings are above 0.5 (Hulland, 1999). The Average Variance Extraction (AVE) of
all constructs is above 0.5 which showed convergent validity of the construct is met
(Bagozzi & Yi, 1988; Fornell & Larker, 1981).

Table 2: Measurement Model

Loading AVE Composite

Service Recovery Performance (SRP) Reliability
No guest | deal leaves with problems unresolved. 0.722 0531 0.772
Satisfying complaining guest is a great thrill to me. 0.664

Complaining guest | have dealt with in the past are among 0.794

today's most loyal guest
Prejudgement Towards Complaint Guests (PREJ)

Our customers are satisfied. The low number of incoming 0.676 0.539 0.776
complaints proves it.

The number of complaints should be minimized. 0.668

Customers who complain are adversaries. 0.844

Organizational commitment (COMMIT)

I find that my values and the hotel values are very similar. 0.821 0.516 0.840
I really care about the future of this hotel. 0.798

I am proud to tell others that | work for this hotel. 0.682

I am willing to put in a great deal of effort beyond that normally 0.691

expected in order to help the hotel to be successful.
For me, this is the best of all possible organisations for which to work. 0.572
System policy & procedure (SYSTEM)

Our restaurant has a policy of giving customer what they expect 0.720 0.605 0.859
from us when problem occur.

In our restaurant there is an established structure of compensation 0.851

to resolve complaints.

Our restaurant has procedures for handling different levels of 0.790

complaints.

We actively communicate the existing complaint channel to 0.745

our customers.

Rewarding Customer Service Orientation (REWARD)

I have control over how | solve customer problems 0.720 0.574 0.869
The way our hotel is organized makes it easy for customers to reach ~ 0.651

the right individual or area when they have a complaint or question.

Our customers do not need to make multiple contacts to report 0.725
their complaints.
There is good teamwork between individual employees when 0.898

handling customer complaints.

Guest Focus and Commitment (GF)

The goal of customer satisfaction is the top priority in our restaurant. ~ 0.840 0.693 0.871
It is not at all unusual to spot and solve potential problems before the  0.855

customers are even aware of them.

When a customer complaint is recovered we do our best to 0.802

prevent the reoccurrence.



Cornell-Larker Criterion (1981) and cross loading are two common approach in
assessing discriminant validity of the constructs by using SmartPLS. However, Cornell-
Larker (1981) is more commonly used due to the restrictions in data collection, and a
need for more stringent evaluations of validity (Farrell, 2009). The Cornell-Larcker
(1981) criterion results are presented in Table 3. According to Cornell-Larker Critetion
(1981), the AVE of a latent construct should be higher than the squared correlation
between the latent variable with any other latent construct. As shown in Table 3,
discriminant validity does not present as all square root value of AVE are higher than
other latent constructs.

Table 3: Discriminant Validity
SRP  GF COMMIT PREJ REWARD SYSTEM

SRP 0.729

GF 0.230 0.832

COMMIT 0.228 0.391 0.718

PREJ 0.423 0.267 0.185 0.734

REWARD 0.341 0.265 0479 0.114 0.758
SYSTEM 0.365 0.288 0.449 0.282 0.395 0.778

Note: Values in the diagonal (bolded) represent the square root of the Average Variance Extracted
and the off-diagonals represent the correlations

Hypothesis Testing

Since the PLS-SEM does not assume normality distribution, nonparametric bootstrapping
is procedure is used to test on their coefficients for their significance (Davison &
Hinkley, 1997). According to Hair et.al. (2010), the bootstrapping number observations.
The result of structural model analysis by using PLS method and bootstrapping technique
with 5000 sample are summarized in Table 4. From Table 4, hypothesis 2 and 3 are
supported in above 1.96 with p<= 0.05 (two-sided test). Contradicting to the result of
Ekiz (2009) and Ekiz et.al. (2010), H2 showed positive influence towards employees’
service recovery performance instead of negative as shown in the past studies.
Additionally, organizational commitment (hypothesis 1), system, policies and procedures
(hypothesis 2) and lastly guest focus and commitment show not significant towards
employees’ service recovery performance. As overall, the R-square value of the model is
0.322 which means the five factors used predict 32.2% of the variance in employee
service recovery performance.

Table 4: Direct Effect and Moderating Effect Hypothesis Testing

Hypothesis Standardized Beta Standard Error tvalue Decision

H1  OC->SRP -0.0793 0.1502 0.523 Not Supported
H2 PREJ -> SRP 0.3522 0.1215 2.880**  Supported

H3  SYSTEM ->SRP 0.1344 0.1540 0.896 Not Supported
H4 REWARD ->SRP 0.2763 0.1299 2.140** Supported

H5  GF->SRP 0.1196 0.1223 0.964  Not Supported

Note: SRP-Service Recovery Performance, OC-Organizational Commitment, PREJ-Prejudgement towards
Complaints, SYSTEM-System, Policies and Procedures of Complaint Handling, REWARD-Rewarding
Customer Service Orientation . *, ** indicate statistical significance at the 0.05 and 0.01 levels at 95%
confidence level, t(0.05, 1999) = 1.960 and t(0.01, 1999) = 2.576.



DISCUSSION

The results of the study supported both hypothesis 2 and 4. The finding showed that
prejudgement towards customer’s complaint has positive influence on employees’ service
recovery performance which is opposing to the argument of Ekiz (2009) and Ekiz et.al.
(2011). According to the argument of Ekiz (2009) and Ekiz et.al. (2011), employees who
have prejudgement towards complaints will adversely affect organizational responses to
the service recovery and complaint handling effectiveness. The prejudgment that the
service providers has on the customers will creates barriers for communication which in
turns jeopardising the relationship between the two parties. However, in the real
operation, employees may not view complaints as a positive indicator as illustrated in
Ekiz (2009) and Ekiz et.al. (2011) study. According to Barlow and Maul (2000), each
complaint consider a negative experience to the service provider and many companies
will try to distance themselves from the complaints or trying to minimise complaints as
much as possible. As discussed by Ekehammar, Akrami, Gylje, and Zakrisson (2004),
besides own internal attributes or characteristic, prejudice of oneself is highly relates to
external influences by people around and external environment. For example, an
employee may get influence on their prejudgement towards complainers when their
managers or peers also have these kinds of prejudgments. Thus, possess prejudgment on
complainers may not influence the employees’ own evaluation on their recovery
performance if all employee within the organization or within the departments share the
similar thoughts and behave in the similar ways. Hence, this may explain the findings
from this study as the results show that employees with high prejudice on complainers
are having high perception on their recovery performance.

Similar to the past studies (Ashill et.al., 2005; Boshoff & Allen, 2000; Liao &
Chuang, 2004; Rod & Ashill, 2010; Yavas et.al., 2003), rewarding system are important
in influencing employee recovery performance. Generally, rewards can be divided into
intrinsic (e.g.motivation) and extrinsic (e.g.monetary) categories (Schuler & Rogersky,
1998). According to Schneider (1980) and Schneider, White and Paul (1998), service
climate is likely to create if an organization values service and rewarding employees for
creating excellent service. This service climate will influence or change the behaviour of
the employees to perform better in complaint handling in order to get reward which
ultimately impacting customer’s satisfaction
(Borucki & Burke, 1999; Liao & Chuang, 2004). This is especially true for front-line
employee as money counts a lot for them since frontline service position are generally
lower in pay (Forrester, 2000).

CONCLUSION, LIMITATION AND RECOMMENDATION FOR FUTURE
STUDIES

In this study, this study shows that the reward system and prejudgement towards
complainers has positive influences on employees’ service recovery performance. The
study contributes by extending the knowledge in the examining the factors in influencing
examining employees’ recovery performance in the context of luxury hotel in Malaysia.
With the findings, it provides some interesting implications for the hotel service
providers. Firstly, rewarding system is critical in influencing employees’ recovery



performance. Hence, by developing a well-developed rewarding system that could induce
employees’ motivation to perform is likely to enhance the employees’ recovery
performance. Secondly, front-line employees in Malaysia are still having negative
prejudgement towards complainers as they do not value on complaints received and are
still holding the wrong perception that low complaints representing good performance.
Hence, more interpersonal training should be provided to enhance the skills of front-line
employees in handling customers more effectively.

Due to the small sample size and types of non-random sampling method
adopted, this study failed in generalizing the findings to the whole hotel industry. Besides
that, there are few limitations of the study that worth to be addresses. First and foremost,
only samples from two hotels are selected. Hence, in the future study, it is worth to
extend the samples to include hotels not only in Kuala Lumpur area but also to other
states which can increase the number of received responses. With the increase of the
number of respondents, more advanced statistical analyses can be carried out to confirm
on the proposed research model. Furthermore, it is also interesting to compare on the
findings between luxury hotels between states as different states as different environment
factors may have influences on employees’ behavior too. Secondly, this study did not
consider detailed characteristics of hotels as different types of hotel (such as international
chain, independently owned, local chain) may have significant influence on employee
recovery performance too due to the differences in organizational culture. Hence,
considering this gap by comparing the findings in different types of hotels may an
interesting insight for future studies. Last but not least, this study failed into taking
consideration on other factors such as employees’ emotional intelligence, role ambiguity,
organizational structure, empowerment, teamwork, training and customer’s
characteristics such as profitability of the guest, rapport of the guest with the service
providers in influencing employees’ recovery performance. By taken into consideration
of all aforementioned variables may provide a more holistic pictures to the study of
employee recovery performance which are worth to be considered in the future studies.
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