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Human resource management factors and service recovery

performance in Malaysian life insurance industry: Exploring the

moderating effects of employment status
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Conclusion

There are various studies regarding SRP in Western countries, such as financial, retail
and lodgings, but not, particularly, in life insurance industry. The results also have been
inconsistent and failed to obtain conclusive findings that can be generalized in the
Malaysian context. We have attempted, in this research, to examine the factors
influencing SRP of customer service employees in life insurances industry setting from
human resource management perspective. The study also examined employment status
(part-time and full-time) as moderators for the relationship between human resource

management and SRP. By doing so, the research makes vital and clearly expressed
contribution, whereby training and empowerment were supported and concerning
moderating role of employment status rewards was supported.
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