ISSN 2162-3058

\\ Macrothi“k International Journal of Human Resource Studies
A I“Stitute " 2019, Vol. 9, No. 3

Mediating Role of Work Engagement on the Impact of
High Performance Work Practices, Service Recovery
Performance and Life Satisfaction in Selected
Restaurants in Turkish Republic of North Cyprus

Madgaline Enow Mbi Tarkang Mary (Corresponding Author)

Eastern Mediterranean University, Northern Cyprus, E-mail: tarkange86@gmail.com

Ruth Nange yunji
Eastern Mediterranean University, Northern Cyprus,

E-mail: achiriruth@yahoo.com

Rawan Alafeshat
Eastern Mediterranean University, Northern Cyprus,

E-mail: rawan.alafeshat@emu.tr.edu

Received: July 7,2019  Accepted: August 2, 2019  Online published: August 12, 2019
d0i:10.5296/ijhrs.v9i3.15256 URL.: https://doi.org/10.5296/ijhrs.v9i3.15256

Abstract

Purpose — Drawing from social exchange theory, our study examine Work Engagement as a
mediator of the impact of High Performance Work Practices on Service Recovery
Performance and Life Satisfaction.

Design/methodology/approach — Data obtained from the employees in restaurants in
Famagusta region in Turkish Republic of Northern Cyprus. Structural Equation Modeling
was used as the main instrument analysis to test the propose relationships.

Findings — Work Engagement is one of the immediate outcomes of High performance work
practices that engenders the performance of employee and effect on Service Recovery
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Performance and Life Satisfaction. The findings highlight the influence Work Engagement in
the intermediate linkage between High performance work practices, Service Recovery
Performance and Life Satisfaction.

Practical implications — Work Engagement is a critical variable activating customer-contact
employees and performance outcomes. As a suggestion, management need to attract and
retain customer-contact employees who are energetic, dedicated, and are absorbed by their
work.

Originality/value — Most studies on service recovery has been done in Western countries,
such as Asiaand Australia but little known is in the Middle East, so North Cyprus
was selected to be surveyed. Furthermore a comprehensive study of High performance work
practices, Work Engagement, Service Recovery Performance and Life Satisfaction is yet to
be investigated simultaneously in three cities in Turkish Republic of North Cyprus.

Keywords: High performance work practices (HPWP), Work engagement (WE), Service
recovery performance (SRP), and Life satisfaction (LS)

1. Introduction

Today’s effort ofall organizations is to develop firm-level performance and their human
capital via using high-performance work practices (Huselid, 1995). The target of High
Performance Work Prentices is to enhance firm performance and beneficial individual
outcomes (Jiang et al., 2012). According to the literature High Performance Work Practices is
very useful. Based on the findings of karatepe and Vatankhah (2015), on flight attendance, it
is stated that the organization can exhibit their predisposition to improve on the abilities and
the awareness of their employees through High Performance Work Practices. It is cited that
employees who are satisfied with their career will be able to respond to the changing
demands of their various customers, thus solve their problem successfully. Also it is by
stressing on the importance of employers focus on High performance work practices
practice that leads to the motivation of employees to deliver quality services and show a
successful service recovery performance. Service recovery performance is resolving a service
failure to satisfy and meet customer expectations (Babakus et al., 2003).

The present study makes employed Work Engagement as a mediator between High
Performance Work Prentices and some other work related outcomes particularly Service
Recovery Performance and Life Satisfaction. There is just a handful of empirical research on
Work Engagement in frontline service jobs in the hospitality management industry (Karatepe,
2014). For this reason Work Engagement is now treated as a top topic in every successful
business and organizations of which the hospitality industry is not left out (Barkhuizen et al.,
2014). Ascombs et al., (2006) stated, employee can be able to improve on their abilities,
acquaintance, talents through High Performance Work Prentice and also this will help to
motivate employees to be very confident in their performances during service delivery.
Results from previous studies on Work Engagement have shown that employees who
receive training, rewards and empowerment through High Performance Work Prentices will
perform their tasks with lots of energy, vigor and dedication and they will be immersed or
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absorbed in their jobs (Karatepe, 2011).

Furthermore, it is obvious that the role service recovery play as strategy in service marketing
IS substantial. Silber, et al (2009) thoroughly examined the efficiency of recovery strategies
and found that recovery strategy was the most dominant strategy over other strategies in
restaurant industry (Boshoff, 2000). An efficient Service Recovery Performance will result to
increase customer satisfaction which will lead to positive word of mouth and loyalty. Till
present, only a little is known with respect to the way frontline employees can improve on the
performance of service recovery and also to contribute to the process of handling complaint
brought by customers in a diligent manner. (Bal, et al., 2013). The present study associates
High Performance Work practices, Service Recovery Performance and life satisfaction
considering the mediating effect of Work Engagement. Employees who are interested and
involve themselves in their job with pleasure are supposed to be very pleased with their job in
particular and their life as a whole (Karatepe, 2010). Although some empirical research
showed that employee’s behavioral outcome (e.g., life satisfaction) are affected by Work
Engagement, further empirical research needs to be carry out. The current studies make
several contributions to the body of the literature. This study tries to test the effect of High
Performance Work Practice on Service Recovery Performance and Life Satisfaction with
Work Engagement as a mediator in these relationships. Most significantly, the present study
seeks to test the indirect relationship between High Performance Work Prentice and Service
Recovery Performance and Life Satisfaction through Work Engagement as a mediator.
Studies have been done on service recovery in different parts of the globe, Asia and Australia
(Wu et al 2018) and different sub- sectors in the service industry like flight attendants in Iran,
(Karatepe and Vatankhay 2015), social media on customers in USA, (Jeong and Lee 2017) so
far there have not been any study about employee service recovery in the above tree major
cities in North Cyprus. Therefore this study will contribute to the literature on Service
Recovery Performance in this part of Middle East. The definition of service recovery
performance emphasizes two elements: whether employees are able to effectively resolve
service failures (Boshoff and Allen, 2000) and how hard employees try to convert the
negative emotions of customers into satisfaction. The latter comes with own capabilities and
the actions they take (Babakus et al., 2003)It is important in Service Recovery Performance
that frontline employees be capable to resolve a failure in service to gain satisfaction of their
customers (Babakus et al., 2003). Regarding to literature this study used the Service
Recovery Performance and Life Satisfaction for restaurants frontline employees who are
dealing directly with customers and these employees are expected to fulfill the needs of these
customers in order to retain them. The purpose of the present study is to examine the effect of
high performance work practices on Service Recovery Practice and Life Satisfaction and the
mediating role of Work Engagement in the above relationship. Service Recovery Prentice and
Life Satisfaction is studied as performance outcome. In addition this study proposes a
conceptual model to investigate the effect of High Performance Work Prentice on Service
Recovery Performance and Life Satisfaction, on frontline employees in restaurants around the
Famagusta Girne and Lefkosa cities in North Cyprus.

300 http://ijhrs.macrothink.org



ISSN 2162-3058

\ Macrothi“k International Journal of Human Resource Studies
A I“Stitute " 2019, Vol. 9, No. 3

2. Theoretical Background and Hypotheses Development, and Research Model
2.1 Theoretical Background

Every business organizations are involved in Social exchange relationships with their
employees characterized as "subjective, in relationship-arrangement. Positive social exchange
relationship, will enhance the employees work engagement and commitment (Lavell et al.,
2007). There are many studies showing the relationships that exist in real life work
environment and it implications to manager (Bass, 1990). It is believed that these
relationships, with the manager or the organization will either have a positive or negative
impact on the employees’ attitudes to their work, the level of their engagement and
performance Mowday et al (1982).

Evidence shows that all things being equal when employees perceived their employer to be
committed in delivering High Performance Work Prentices, like: employees mentoring,
current and flexible job description, employees’ suggestion and flexible job description,
regular performance appraisal, employees reward and award program, these employees will
in-turn repay the employer back through hard work and improved performance (Karatepe,
2011 and Saks, 2006). Employees who do not feel motivated always have the tendency to
leave their present organizations to a better one. Employees’ involvement without any doubt
leads to business success, through a well-managed process. Work Engagement is a positive,
fulfilling work related state of mind which reflects how the employees approach their work
with vigor, dedication and commitment, with a sign of inspiration and pride (Schaufeli et al.,
2002). The research work will anchor on social exchange theory, which philosophically
showed the relationship between employer and employees as a reciprocity in nature,
embracing the economic and social implication of every organizational relationships either
contractual or verbal (Gouldner,1960)  These relationships  reflects possibly the
employees’ life satisfaction which is personal evaluation of one’s life presently and in the
future.

2.2 High Performance Work Prentices and Work Engagement

High Performance Work Prentices involve job characteristics, which according to the AMO
model, enhance employees’ workplace abilities, improve employees’ motivation to utilize
their abilities, and provide opportunities for employees’ to exercise discretionary effort. There
is evidence to suggest a direct positive relationship between High Performance Work
Prentices and employees’ job satisfaction (Barling et al., 2003 ;) and work engagement (Bal
et al., 2013). Rigorous selection practices enable current employees to understand how
management pays attention to the acquisition of talented individuals and enhancement of
service quality (Sun et al., 2007). Such employees receive continuous training to foster their
technical and behavioral skills and learn how to use empowerment and work in teams
successfully (Boshoff and Allen, 2000). Food service sector is a very unique one that can
cause burn out and turn-off intention if workers are not engaged due to lack of High
Performance Work Prentices, happy employees will make a happy customer, good
relationship has been recognized as a vital key to developing customers’ loyalty in any form
of business of which food service is part. We therefore hypothesized:
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H1: High performance work practice is positively related to Work Engagement

2.3 High Performance Work Practices and Life Satisfaction

High performance work practices have a unique reflection on Life Satisfaction of employees.
Life Satisfaction is affected by many factors and out of which the High performance work
practices at the place of work is not left out. Employees spend most of the active hours of the
day at the place of their jobs. The stress and the task of the job can make life unbearable if the
employers refuse to carry out High performance work practices. In line with self-determinant
theory, which informed that when employees’ needs are met psychologically, it will enhance
personal growth, organizational growth and citizenship (Deci and Ryan 2000). Employers
should try as much as possible to enhance the employees life satisfaction through High
Performance Work Practices which can also include both body and employment security,
with the timely payment of their wages to meet their needs, if these are in place the workers
will be happy, they will perform better, improve the profitability as revealed by Deaton (2008)
that employment as one of the major domain of life satisfaction. The following hypothesis is
proposed:

H2a: High performance work practice is positively related to Life satisfaction
2.3.1 High Performance Work Practices and Service Recovery Performance

High performance work practices are a group of separate but interconnected human resource
practices which is use in business organizations to show the employers commitment to the
welfare and carrier progression of the employees and to enhance their job engagement and
performance High Performance Work Prentices ranges from employees training, performance
appraisal compensation, good social relationship, all these without doubt are germane to
employees perception of the employer and supervisor which is directly related to job outcome
(Boselie et al., 2005 and). When these are in line Service Recovery Performance will be
easier to carry out with the joint effort of the employees, since they are the one that attend to
the customers and they know when the customers are happy or unhappy with the service they
provide. It is important to have good high performance work practice, in order to improve
attitudes, behaviors, performance of the employees (Messersmith et al., 2011). This is
expected to bring a good and fast Service Recovery Performance to the business, the
following hypothesis is proposed:

H2b: High performance work practice is positively related to Service Recovery Performance.
2.3.2 Work Engagement and Life Satisfaction

The thought of well-being can be analyzed in two angles, those being subjective or personal
and mental. The personal wholeness among these thoughts somewhat compares to the
decadent perspective foreseeing the person's avoidance away from torment and way to deal
with delight, mental prosperity relates to guaranteeing the individual's self-improvement and
understanding one's on possibilities (Sahrang 2007). The idea of subjective prosperity, which
investigates the people's good usage of each person’s livelihood, comprises two portions, the
people which have passionate and those with intellect (Diener in1984). Life Satisfaction
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indicate a psychological evaluation with respect to fulfillment by one's decision to stay in life,
which indicates key pointer of personal prosperity and wellness (Linley et al., 2009 Positive
feelings associated with work engagement may have spillover effects on general well-being,
which affect life satisfaction (Hakanen & Schaufeli, 2012) When people meet their goals in
life, they feel very fulfilled and they become more inspired to go ahead with their lives
notwithstanding adversities, hold back from intuition negative and disturbing musings, place
themselves in others' shoes and never permit their intentions, hope, dreams in life to die , they
will have high self-esteem in their lives which will guarantee them to feel self-sufficient Life
satisfaction can be influenced by the working environment and the working conditions of
employees, which can be enhanced by good High Performance Work Practices.

Work Engagement is a critical issue in the welfare of employees identified with their job, for
example, laborers' stress, fulfillment alongside exhaustion. Several studies have reported that
Work Engagement to have positive results for the employees, their family and the
environment where they carry out their tasks, are identified with life fulfillment and predict
the last in an emphatically significant way are consideration (De Cuyper et al., 2009).
Research has shown that employees who are more engaged in their work have higher
satisfaction levels (Caesens et al, 2014; Hakanen & Schaufeli, 2012). An employee who is
not satisfied will always find it hard to do anything meaningful Full engagement to job tasks
for these types of employees will definitely be a fallacy. Food service organizations need
workers that are committed and engaged in their work due to the nature of the enterprise. We
therefore hypothesized that:

H3a: work engagement is directly link to Life Satisfaction.
2.3.3 Work Engagement and Service Recovery Performance

Administration recuperation alludes to the moves an organization makes because of an
administrative disappointment with regards to customers’ expectations (Gronroos, 1988).
Enthusiasm for administration recuperation has developed on the grounds that terrible
administration encounters regularly prompt customer dis-satisfaction (Keaveney, 1995).
Service recovery is a crucial part of service in the hospitality industry. Meanwhile service
failure is an inevitable reality and hospitality industry; employees must maintain customer
satisfaction and loyalty after service failures (Liao, 2007). The behaviors of service employees
often influence the relationship between service recovery performance and customer outcomes
(Liao, 2007). For customers to be satisfied, employees must be engaged in the jobs so as to
know what to do when to do and how to do it. Engagement is a motivational construct defined
as a “positive, fulfilling, work-related state of mind that is characterized by vigor, dedication,
and absorption” (Schaufeli et al., 2002). Work Engagement has been connected with
occupation fulfillment, authoritative responsibility, individual activity, proactive conduct,
learning inspiration, execution, administration quality, and specialty unit execution (Salanova
et al., 2005). In the light of the given results, the current hypothesis is proposed:

H3b: work engagement is directly link to Service Recovery Prentice
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2.3.4 Work Engagement as a Mediator Between High Performance Work Practices, Life
Satisfaction and Service Recovery Performance

Our study proposes that High performance work practice is related to Service Recovery
Prentice and Life Satisfaction via Employee Engagement. In line with the attribution-based
framework by Nishii et al., 2008, employees exhibit or demonstrate a positive result when
they perceive  managerial  investments in human resources to promote service quality
and care about their employees’ well-being. As also put forward by the pathway of
motivation in job demands-resources theory, High performance work practice plays a very
significant role to motivate and enhance employees’ work engagement (Bakker and
Demerouti, 2017). These employees, successively, report affective and interactive
consequences such as lower tendency to turn over and high levels of resourceful and
extra-role performances. Also, Social exchange theory which is the basic theory of this study,
presents a feasible hypothetical background for the mediation of High performance work
practice and organizational performance relationships (Takeuchi et al., 2007). It has been
confirmed in many studies, that Employee Engagement mediate many relationships. For
example, a research on the banking sector in UK, Yalabik et al. (2013) showed that Employee
Engagement mediated the relationship between job satisfaction and employee performance.
Furthermore, Karatepe and Aga (2016) established that Employee Engagement fully
mediated the relationships of organizational mission fulfillment and perceived organizational
support with job performance among front employees in banks in Northern Cyprus.
Additionally, an experimental investigation has showed Employee Engagement as a
mediating factor in the relationship between High Prentice Work System practices and
organizational performance. For example, Karatepe and Olugbade (2016) contended that
High performance work practices, such as selective staffing, job security, teamwork, and
career opportunities, impact job outcomes through Employee Engagement. Similarly,
Karatepe (2013) found that Employee Engagement (i.e., vigor, dedication, and absorption)
fully mediates the relationship between High Prentice Work System practices (i.e., training,
empowerment, and rewards) and job and extra-role performance. There are many evidences
on Employee Engagement as a mediator of the impact of High Prentice Work System or job
resources on employee outcomes. For instance, Karatepe (2013) demonstrated that work
engagement was a mediator between High Practice Work System and employees’ task
performance and extra-role customer service. In another study, it was reported that the impact
of High Practice Work System on absence intentions, creative and service recovery
performances was mediated again by Employee Engagement (Karatepe and Olugbade, 2016).
Since many past studies as mentioned above investigated and confirmed Employee
Engagement as a mediator in the above relationships, we can propose the following
hypotheses:

H4a. Employee Engagement mediated the relationship between High performance work
practices and Service Recovery Performance.

H4b. Employee Engagement mediated the relationship between High performance work
practices and Life Satisfaction.

304 http://ijhrs.macrothink.org



ISSN 2162-3058

\\ Macrothi“k International Journal of Human Resource Studies
A I“Stitute " 2019, Vol. 9, No. 3

2.4 Conceptual Research Model

The conceptual model of the current study as show in Diagram 1 explained the following
proposed hypothesis. It supposed that the practices of high performance work practices have
effect on Work Engagement. At the same time, the model displays that Work Engagement
linked directly with Service recovery Performance and Life satisfaction as indicators of
organization performance. Also; it proposes that work engagement mediate the effect of High
performance work practice on both Service Recovery Performance and Life Satisfaction

SERVICE
RECOVERY
H2b PERFORMANCE
H3a
High performance
work practices H1 3 WORK
ENGAGEMENT
H4a,H4b
LIFE
SATISFACTION

3. Methodology
3.1 Sample and Procedure

The present study developed four hypotheses, as we seen in the literature above. These
hypotheses will be tested using data collected from the employees in restaurants of three
regions; Famagusta, Girne and Lefkosa in Turkish Republic of Northern Cyprus (TRNC).
The management or owners of these restaurants were contacted verbally, since most of them
were available almost every day. Some were contacted through letters. These letters
contained informations explaining the purpose of the study and to ask for permission to
collect data from their employees, including frontline employees. This study selected the
participants on basis of convenience sampling method, which is a non-probability sampling
method. The questionnaires are designed in a way that identification of employees is not
revealed in any way. Common method bias is a very essential problem in most quantitative
studies and it gives high level measurements errors and this bias increases or decreases the
actual correlation of the measurement constructs (Podsakoff et al,. 2003). The questionnaires
were divided in to three parts; I, 11 and 111 and were collected in three different times, Time I,
Time Il and Time I, with an interval of one week. Time | questionnaires consists of
demographic questionnaire such as age, education, marital status gender etc., and items for
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High performance work practice. Time Il consist of items of work engagement and Time Il
consists of item measurements of both service recovery performance and life satisfaction.

3.2 Measurements

In agreement with back translation method (Brislin’s, 1986), the questionnaire items for the
three different times, Time I, Time Il and Time were first written in English, then later
translated to Turkish and then back translated to English by to make sure that both English
and Turkish questionnaires were exactly comparable to each other theoretically. This
translation and back-translation were done by native speakers who are perfect in both
languages. A pretest was carried out on twenty frontline employees of these different
restaurants to make sure the questionnaire items are easy to understand and also to test
reliable before the final data collection. 300 questionnaires were distributed to the restaurants
in the above mentioned regions

The current study selected several items to measure the study variables. For instance, to
measure the High performance work practice practices the fifteen items were taken from
Amin et al. (2014). Three indicators, namely vigor, deduction, and absorption, measured
work engagement using nine items adapted from Schaufeli et al. (2006). Further, the study
used seven items from Diener et al. (1985) to examine life satisfaction. Five items adapted
from Boshoff and Allen (2000) was employed to measure service recovery performance. The
responses to items related to high performance workpractices, SL and service recovery
performance were rated on a 5-point scale ranging from strongly agree (5) to strongly
disagree (1). Work engagement items were measured using a 7-point frequency rating ranging
from always (7) to never (1).

4. Results

Table 1. Respondent’s Profile

Construct Frequency Parentage %
Gender
Male 168 60.6
Female 109 39.4
Age
18-27 95 34.3
28-37 116 41.9
38-47 53 19.1
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47-above 13 4.7
Education level
Secondary and high school 20 11.3
Two-year college degree 60 33.9
Four-year college degree 80 45.2
Graduate 17 9.6
Marital status
Single 94 53.1
Married 70 39.6
Divorced 13 7.3
Tenure

Under 1 year 45 254
1-5 years 100 56.5
6-10 years 25 141

11-15 years 7 4

4.1 Data Analysis

This study employed Structural Equation Modeling (SEM) to test the hypothesis. According
to (Hair et al., 2010), in the chi-square (y?) test, the chi-square to degrees of freedom ratio
(x*/df) must be less than three and the root mean square error of approximation (RMSEA)
should be less than 0.08. The comparative fit index (CFI) should be more than 0.90 (Kline,
2015). Also, the current study used the Cronbach's alpha to confirm the reliability of all
variables of the study (Nunnally and Bernstein, 1994).
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4.2 Measurement Results

Table 2. Results of Validity and Reliability Test

Scale items loading AVE Alpha CR
LS .62 91 97

-item1 .80

-item2 .81

-item3 .92

-item4 .80

-item5 .75

-item6 .65

-item?7 .78

SRP .54 15 91

-item8 74

-item9 .70

-item10 .83

-item11 .68

-item12 .70

WE .60 .90 .97
-item13 .75

-item14 .83

-item15 .85

-item16 .73

-item17 .72

-item18 ekl

-item19 .73

-item20 .84

-item21 .65

HPWS practices .51 .95 .89
-HPWS22 o
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-HPWS24 .65
-HPWS25 il
-HPWS26 72
-HPWS27 73
-HPWS28 74
-HPWS29 72
-HPWS30 74
-HPWS31 .70
-HPWS32 .70
-HPWS33 71
-HPWS34 12
-HPWS35 74
-HPWS36 .60

The constructs of the proposed research model were analyzed using Confirmatory Factor
Analysis (CFA). Furthermore, we also assessed the reliability and validity of the constructs.
This study assessed the reliability using Cronbach's alpha and composite reliability (CR),
(Bagozzi and Yi, 1988; Nunnally & Bernstein 1994). Table 2 shows finding of factors
loadings, Cronbach's alpha, composite reliability and AVE According to results above,
coefficient alpha for each indicator was larger than the threshold of 0.70, ranging from 0.75
to 0.95. Composite reliability for each latent variable was also above 0.60. Therefore
measures were reliable, (Bagozzi and Yi, 1988; Nunnally, 1978) Then, the study assessed the
convergent validity and discriminant validity by utilizing the average variance extracted
(AVE) technique. Since none of the shared variances between pairs of constructs was larger
than the average variance extracted by each latent variable, all variables were distinct from
discriminant validity (Anderson & Gerbing, 1988; Fornell & Larcker, 1981. Three items from
High performance work practices, and one from work engagement were dropped due to low
loading. Therefore the results provided evidence for convergent and discriminant validity.
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Table 3. Correlation Results

Mean SD 12 3 4
1.LS 3.90 .869
2. SRP 3.68 .541 513** _
3. WE 41 810 .540** .501**
4. HPWS practices 5.80 .923 480** A440** 520** -

Note: SD = Standard deviation. *p < 0.05; ** p < 0.01

Table 3 presents the results of the means, standard deviations and correlations for life
stisfaction, Service recovery performance, work engagement, and High performance work
practices. The results display that Life satisfaction is positively related to Service recovery

performance (r=0.513, p<0.001),

work engagement (r=0.540, p<0.001), and High

performance work practices (r=0.480, p<0.001). Whereas service recovery performance was
significant linked to work engagement (r=0.501, p<0.001), and High performance work
practice (r=0.440, p<0.001). Also, High performance work practice was significant with work
engagement (r=0.520, p<0.001). All values of correlation were less the cut-off of 0.70.

4.3 Structural Equation Model

Hypotheses Testing

P

Results

Std.Est S.E

CR

Hla: HPWS — SL
Supported

H1b: HPWS — SRP
Supported

H2 HPWS — WE
Supported

H3a: WE—SL
Supported

H3b: WE—SRP

Supported

0.130

0.150

0.400 0.0456.22

0.530 0.060 8.11

0.402 0.054 4.50

0.061

0.091 210

0.001

0.001

0.001

3.00 0.001

0.001

Note: Std. Est = Standardized estimate, S.E = Standard Error, C.R = Critical Ratio.
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The current study employed structural equation modeling to test the hypotheses. There were
four-factor measurement model shown an acceptable data in the model analysis as follows (y?
= 986.857, df =478, y?/df = 2.03, CFI = 0.902, RMSEA = 0.066). The y?/df value of 2.03 is
less than three, CFI was 0.902 which is more than 0.90, and the value of RMSEA is less than
0.08, all these results indicating an acceptable fit.

Table 4 presents the standardized estimates (Std.Est), standard errors (S.E) and significance
levels (p). Hypotheses Hla and H1b, which proposed that High performance work practice
was significant effects on life stisfaction and service recovery performance, =0.400
(p<0.001) and P=0.530 (p<0.001), respectively. High performance work practice also
positively affected work engagement ($=0.402, p<0.001), supporting H2. Whereas, work
engagement was significant impact on both life satisfaction (=0.130, p<0.001) and service
recovery performance (=0.150, p<0.001). Therefore, H3a and H3b are supported.

Table 5. Path Estimates of Direct Effect Models

Standardized regression weights P
Direct effect without mediation
HPWS— SRP 0.40 0.001
HPWS — LS 0.60 0.001
Direct effect with mediation
HPWS — SRP 0.30 0.001
HPWS — LS 0.54 0.001

Table 5 provides path estimates of the direct impact models. The results illustrate that work
engagement entered the model; the effect of High performance work practice on service
recovery performance was reduced from standard estimate. 0.40 (p=0.001) to 0.30 (p=0.001),
and the influence of High performance work practice on life satisfaction was decreased from
standard estimate of 0.60 (p=0.001) to 0.54 (p=0.001). Thus, work engagement play a partial
mediator role, and H4a and H4b are supported.

5. Discussion and Conclusion

Our study proposed and tested the empirical model that examined EE as a mediator of the
impact of High performance work practices on Service recovery performance, and life
satisfaction. Data obtained from the employees in restaurants in Famagusta, Girne and
Lefkosa regions in North Cyprus.

We found evidence as shown in the results above that High performance work practice are
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directly and positively related work engagement, This evidence corroborates reports that a
coherent bundle of human resource management practices might encourage positive
employee attitudes behaviors and possible performances, (Macky & Boxall, 2007; Bal et al.,
2013) When an extensive range of human resource management practices are used together in
combination, they generate mutually supportive effects that shape the quality of employees’
functioning at work (Van De Voorde et al., 2012)

The results suggest that High performance work practice is an immediate consequence of
Service recovery performance. Thus, it is important to have a good High performance work
practices, in order to improve attitudes, behaviors, performance of the employees
(Messersmith et al., 2011). In additional, the High performance work spractices foster the life
satisfaction. High performance work practice is of the immediate factor effect on employee
performance and their satisfaction when the employee perceive the practices of High
performance work practices such as training and development practice to increase the level of
their skills and performance effect on life satisfaction. Thus, management should try as
much as possible to enhance the employees life satisfaction through High performance work
practice which can also include both body and employment security, with the timely payment
of their wages to meet their needs, if these are in place the workers will be happy, they will
perform better, improve the profitability as revealed by Deaton (2008) that employment as
one of the major domain of life satisfaction.

Our study proposes that High performance work practice is related to service recovery
performance and life satisfaction via work engagement. The results suggest that significant
positive impacts of High performance work practices on service recovery performance, and
life satisfaction. Furthermore, results show a positive effect between work engagement and
service recovery performance and life satisfaction. According to (Hakanen et al. 2012), work
engagement positively predicted positive work—family enrichment, suggesting positive
excitements and assertiveness related to work engagement which in turn spill over to personal
life contributing to general well-being. More concisely engaged employees draw upon many
resources, easily caught in a gain spiral, which also produces context-free, general well-being.
Satisfying complaining customers is challenging, especially when dealing with the increasing
number of customers with culturally diverse backgrounds.

The results supports a positive effect of work engagement on service recovery performance.
This implies that culturally intelligent employees provide better service recovery, because
they are more engaged. We also provide empirical support for the framework of Van
Vaerenbergh and Orsingher’s (2016), which posits that personal resources influence service
recovery performance through work engagement.

Our findings indicate that work engagement partially mediates the relationships of both High
performance work practices with service recovery performance, and Life satisfaction. As
hypothesized, work engagement mediates the impact of High performance work practices on
service recovery performance and life satisfaction. Many past researches have confirmed the
mediating effect of work engagement in many relationships. For example, from the viewpoint
of mediation, work engagement may be a crucial mediator in the link between High
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performance work practices and service recovery performance and Life satisfaction. This is
concurrent with past studies that treated and confirmed work engagement as a mediator and
examined its antecedents and outcomes (Arasli et al., 2017; Cain et al., 2018). The presence
of High performance work practices, practices improves work engagement that in turn
engenders high levels of performance of employees and Life satisfaction. The presence of
work engagement in the model decreases the effect of high performance work practice on
service recovery performance and Life satisfaction. This indicate that E work engagement
acts as a partial mediator between the above relationship

5.1 Conclusions

This present study which aimed to examine the effect of High performance work practices on
work engagement, and work engagement effect on service recovery performance and Life
satisfaction in restaurants in north Cyprus, has shown that High performance work practices,,
which can be seen as a coherent package human resource practices, influence employee
outcomes, like work engagement as the case of this study. The study also shows that work
engagement also influences service recovery performance and Life satisfaction. High
performance work practice reduce the levels of staff absenteeism, which is seen in the way
they engage in their tasks. The study also confirmed that work engagement is positively
related to service recovery performance. Employees that are engaged show high level of
dedication and they are always physically and mentally absorbed to their jobs. These type of
employees are very sensitive to negative feedbacks that customers can express and as such
they are always prompt and on time to amend recover these types of situations to the
satisfaction of the guests.

Work-related states of mind such as work engagement, will predict life satisfaction in the
long-term. Basically, workplace interventions and investments in High performance work
practice will foster work engagement which extend their influence beyond work and build
general well-being among employees leading to Life satisfaction. Therefore we can conclude
that when service organizations invest in High performance work practices, schemes they
foster engaged employees who are knowledgeable when it comes to recovering from a poor
service. Their engagement in their job will also make them comfortable and happy which
spills over to their personal lives.

5.2 Implications

According to our study and many past literature, work engagement is a critical variable
activating customer-contact employees and performance outcomes As a suggestion
management need to attract and retain customer-contact employees who are energetic,
dedicated, and are absorbed by their work. Work-engaged employees are ready to learn more
and contribute to the organization. To do this, management can take advantage of high human
resources practices such as continuous training, empowerment, rewards, and work-life
balance. Employer is able to carry out High performance work practices relevant to their
operations. The employer among other things should be involve in good compensation
system, embracing of suggestion from employees through adequate communication,
calibrated job classification system and training (Noe et al.,, 2007). Creating a work
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environment where front employees can come up with fresh perspectives for service
improvement and give suggestions about the solution of fresh problems in service delivery
process will be helpful. The presence of such an environment is likely to foster their service
recovery.

5.3 Limitations

The present study highlighted a number of limitations that can be considered for future
research purposes. First, data that collected from the employees in restaurants of three regions
Famagusta, Girne and Lefkosa in Turkish Republic of Northern Cyprus might limit the
generalizability of the findings. Therefore, future research should collect data from different
service industries in the region. (e.g., airline and banks) in different countries.
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