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ABSTRACT

Thisempiricalarticleaimstoascertaintheimpact&relationshipofSHRMpracticeswithservice
behavioramongemployeesofSME’s inPakistan.Datawascollected from32small&medium
enterprises including Manufacturing, Consultants, Automotive, Fashion, Handicrafts, Surgical,
SportsGoods&CustomerServicesectorsof8majorcitiesofPakistanbyusingstratifiedrandom
samplingtechnique.Theresponseratewas76%as180questionnairesweredistributedamongfront
lineemployees,middlemanagers&executivemanagersand38questionnaireswerereturnedback
with76%responserateand118questionnaireswerefounduseable.Pearson’srcorrelation&linear
regressionanalysistechniqueswereusedtoanalyzethedataonSPSS,PSAWversion22.According
toresults,theRegressionmodelisweaklyparsimonious&accountsfor33.3%ofthevariance.SHRM
practicesonthewholehavepositivemoderatesignificantrelationship(.337*)&positiveimpact(β
=.787)onservicebehavior.Indepth,traininghaspositiveweaksignificantrelationship(.219*)&
positiveimpact(β=.147),participationhaspositivemoderatesignificantrelationship(.499**)&
positiveimpact(β=.432),jobdescriptionhaspositivemoderatesignificantrelationship(.340**)&
positiveimpact(β=.352),result-orientedappraisalhaspositiveweaksignificantrelationship(.222*)
&positiveimpact(β=.015),internalcareeropportunitieshaspositiveweaksignificantrelationship
(.292**)&positiveimpact(β=.295)onservicebehavior.Employmentsecurity(.131)&profit
sharing(-.054)havenon-significantrelationshipswithservicebehavior.Thisstudyfacilitatesthe
policymakerstoadoptappropriateSHRMpracticestofosterservicebehavioramongemployees.
ThisstudywasconductedineightcitiesofPakistanbyusingcrosssectionalresearchdesign.Future
researchdirectionistoexpandthestudybyusinglongitudinalresearchdesign.
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INTRodUCTIoN

Everyorganisationkeepstheintentionforhavinganedgeoveritscompetitorsinordertosustain
andgaincompetitiveadvantage.Organisations,nowadays,aregraduallymovingfastbringingalong
severalchangesintheirstrategiesandculture.Tosustaininthemarket,managementponderupon
differentaspectsliketechnology,finance,marketingorhumanresources(Kianto,Saenz,&Aramburu,
2017;Carlson,Carlson,Zivnuska,Harris,&Harris,2017;Erina,Ozolina,&Gaile-Sarkane,2015).
Althoughorganisationsmaypursuemanypaths,onethatisfrequentlynotrecognizedisinvesting
inhumanresources.Humanresourcesarethesourceofachievingcompetitiveadvantagebecause
ofitscapabilitytoconverttheotherresources(money,machine,methodsandmaterial)intooutput
(product/service).Theotherthingscanbeimitatedbythecompetitorsliketechnologyandcapital
butthehumanresourcesareuniqueassetsofanorganisation.

Human resources should be used in an effective way in order to enhance organisational
performance.Eventhough,somecompaniesrecognizethegrowingimportanceofhumanresources,
butfewconceptualizetheminstrategicterms.Asaresult,manycompaniesforegotheopportunityto
seizecompetitiveadvantagethroughtheinitiativeofstrategichumanresourcemanagement(SHRM)
practices.SHRMpracticesrefertoorganisationalactivitiesaimedatmanagingthepoolofhuman
resourcesandensuringthattheresourcesareemployedtowardsthefulfilmentoforganisationalgoals
(Schuler&Jackson,2005and1987;Schuler&MacMillan1984;Wright&SnellS,1991).Strategic
Humanresourcemanagementpracticesarethoseactivitiesofmanagementwhicharedirectedtowards
ensuringemployeecommitmentandproductivitytoachievesustainablecompetitiveadvantagefor
thefirm(Shahnawaz&Juyal,2006).DeleryandDotydefinedSHRMpracticesasasetofinternally
consistentpoliciesandpracticesdesignedandimplementedtoensurethatafirm’shumancapital
contributestotheachievementofitsbusinessobjectives(Delery&Doty,1996).SHRMpractices
includerecruitmentandselectionprocedures,traininganddevelopmentactivities,compensationand
rewardsystemsandperformanceappraisalprocesses.TraditionalHRMemphasizedonlyspecific
activityortaskbutmodernHRMemphasizes(Stone,Deadrick,Lukaszewski,&Johnson,2015)on
theirtotalcontributioninthefirm,concerningforoveralleffectivenessandsynergyofthesepractices.

SHRMpracticesofanorganisationhaveasignificantinfluenceinmakingemployeescommittedto
exhibitthekindofattitudesandbehavioursthatareneededtodevelopgoodimageoftheorganisation.
Thesepracticestogetherplayanimportantroleinthedevelopmentofrelationswithinoroutside
oftheorganisationandarebasedonhighleveloftrust.TheoutcomesofeffectiveHRMpractices
aregenerationandsustenanceofacommittedworkforcetowardstheorganisation,jobandservice
behaviour. SHRM practices bring change of attitudes and behaviours of employees that lead to
customersatisfactionespeciallyinserviceorganisations.Thesepracticesfosteremployees’shared
perceptionsofasupportiveorganisationalenvironmentthatmotivatesbehavioursthatcontributeto
theorganisationalperformance.Thus,humanresourcepracticeswouldbecapableofestablishing
servicebehavioursignalingthatSHRMpracticescouldstimulatepositivereactionsoftheemployees.
Nomatterhowwellconstructedareorganisationalplans,eventhenemployeebehaviourandattitudes
candetermine the successor failureof anorganisation.SHRMpracticesplayan important role
infosteringservicedeliveryandsubsequentlyorganisationalperformance.Thus,aneffectiveHR
managementinorganisationsisaprerequisiteforqualityservice.

SHRMhasreceivedagreatdealofattentioninrecentyears,especiallyinthefieldsofhuman
resourcemanagement,organisationalbehaviourandindustrialrelation(Kim,Ryu,Kimetal.,2017;
McDonnell,Boyle,Stantonetal.,2016;Delery&Roumpi,2017;Senia&Ying,2015;Tang,Chen,
&Jin,2015).DifferentresearchersdevelopedstrategicmodeltointegratebetweenHRMandbusiness
strategy(Lloyd&Meshoulam,1998;Boxall&Purcell,2000;Torrington,Hall,&Taylor,2005)while
otherresearcherstestedtherelationshipbetweenHRMpracticesandemployeeoutcomes(Edgar&
Geare,2005;Gould-Williams,2007)and(Kuvaas,2008;Boxall&Macky,2009;Gellatly,Hunter,
Currie,& Irving, 2009).Other studiesweredone in finding the relationshipof strategichuman
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