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ABSTRACT

Quality of work life, the terﬁinology which evaluate employees psychological and
physical feeling at work ( Boxall & Macky, 2007; Evans & Davis, 2005 ) , is perceived by
more and more people. Employees hope to be respected at their work besides adequate pay
and security. More broadly, quality of work life means the sum of tangible and intangible
value during employees’ career. Quality of work life, which includes all aspects of work:
Skill discretion, task control, work and time pressure, job insecurity, supervisor support and
coworker support, relates to employees satisfaction and motivation. Quality of work life is
one of important HR definition in workplace, it is also an important indicator of harmony
labor relations ( Tulasi Das V. &Vijayalakshmi Ch., 2013 ) , a factor of improve employees
performance and organizational performance ( Carter et al. 1990;Donavan et al. 2004;Efraty
&Sirgy 1990;Efraty et al. 1991;Hombury & Stock 2004;Lewellyn & Wibker 1990 ) .

As the world economy accelerates the pace of structural adjustment, global industrial
structure has shifted from manufacturing to services due to economic globalization. Service
industry upgrades its position each country. In recent years, service industry develop rapidly
in China, upgrading its competitiveness, promoting its quality, increasing its revenue, are
enterprises’ eternal topics. Different with manufacture, service has many characteristics
such as production and consumption simultaneously, intangibility, customers involvement in
production process. Employees are part of production actually in face to face service. They
represent their organization, what they said and what they did represent organization’ s
_image ( Bitner, Booms &Tetreault, 1990; Hartline & Jones, 1996 ) . Capable and reliable
employees bring enterprises’ more revenue ( Hinkin and Tracy,2000) . High—tech
service can not replace high—touch service thoroughly although more and more information

technology applied in service industry. Therefore, front line employees feeling to work,




attitude and behavior determine their service quality, customer satisfaction, organization’ s
core competence and organizational performance ( Bitner, Booms &Tetreault, 1990;
Delaney &Huselid, 1996;Nickson et., 2002; Schneider 2003; Bowen &Ostroff, 2004;
Evans & Davis, 2005; Boxall&Macky, 2007 ) .

Based on above research background, on the one hand, how do we promote high—
touch employees performance to increase enterprises competitiveness, organization satisfy
front line employees demand of their quality of work life in order to improve employees
performance theoretically on the other. In particular, it is important for high—touch
employees to study the internal mechanism and path dependency which influenced by their
quality of work life. The purpose of the research is to explore the conceptual model and
mechanism which quality of work life impact on employee’ s performance.

The creativity of this thesis is as follows:

1. The concept of customer oriented organizational citizenship behavior (CO—OCB)
is applied to the performance field.

Broadly speaking, work performance is nothing but work standard ( Campbell,
Oswald & Gasser,1996 ) , it is employees’ behavior and presentation for organizational
target ( Rotundo & Sackett, 2002 ) . Borman and Motow idlo put forward to binary
performance model which composed of contextual performance and task performance in
1993, contextual performance pay more researchers’ attention from then on. In modern
enterprises, working according to job instruction only is far from reaching organizational
target, which needs more cooperation and support among employees. Managers are hard
to evaluate employees’ contribution from task performance only (Conway, 1999).
Fortunately, contextual performance reflect employees’ coordination each other, and the
work beyond job instruction.

In high—touch service industry, employees represent organization to contact customers
directly, and produce the service ( Zeithaml & Bitner, 1996 ) . Customer—oriented OCB
is much more important besides OCB to coworkers ( Dunlap, 1988 ) . It not only set
up long—term and stable relationship between customers and company, but gain mutual

benefits ( Kelly, 1992) .In view of the object of the research, we apply customer—oriented
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OCB, CO-OCB as contextual performance, construct a dual—dimension performance
model which is suitable for high touch employees in service industry, fill the gap in the
field of research.

2. Reveal the mechanism of quality of work life on employees’ performance.

In terms of quality of work life, HR management has started its study on individual
performance for many years. Researchers agree with its positive effect on employees’
performance. But how does it work? Is it direct effect or indirect effect? What factors
and degree do it effect? All these questions still lack theoretical and empirical testing.
Simultaneously, there are also a great number of studies discussing the effect between work
engagement and job performance, or affective commitment and job performance. Is it
one question explaining from different views? Does it exist relations among theories? Can
we integrate them? In this thesis, we use standardize, rigorous empirical method, test the
three path mechanism of quality of work life on employees performance, integrate related
theories. We verify the effect of quality of work life on employees performance directly, and
its effect via work engagement and affective commitment indirectly, reveal its mechanism
psychologically, improve the chain of quality of work life and employees performance more
clearly, explain what happens between them vividly. It not only has theoretical significance,
but provides practical experience also.

3. Reveal the moderation of mastery orientation between quality of work life and
employees performance.

Mastery orientation is regarded as a stable personality trait when individual present
his capability in work. As an important part of goal orientation, mastery orientation is an
independent variable which affect individual performance directly, or a moderating variable
which affect the relationship among variables, researchers’ findings vary. In the thesis, we
prove mastery orientation is a moderator, and different degree of mastery orientation, has
different direction to variables. That is, high mastery orientation moderates the relations
between quality of work life and work engagement, affective commitment positively, but
low mastery orientation moderates the relations between quality of work life and work

engagement, affective commitment negatively. The findings of the thesis, analysis the




mechanism of mastery orientation, express the views clearly in different argument, clarify
the bias to mastery orientation, and propose different incentives to different degree of

mastery orientation, which has practical significance.

KEY WORDS: Quality of Work Life, Employee’ s Performance, Work Engagement,

Affective Commitment, Goal Orientation
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