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A Multilevel Study of Factors Influence Employee Service Quality from
Perspective of Reciprocity Principle

——the moderating role of perceived organizational support

Ling-li WANG
(School of Management, Hunan University, Changsha / Hunan, 410012)

Abstract: Good service quality is very important to the survival and development of service enterprises,
previous research mainly focus on the influence of individual factors on service quality, the research of
individual factors and organizational factors on service quality is not much. According to the social
exchange theory, this article proposes a theoretical model in which perceived organizational support is
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included to the relationship of normative commitment, agreeableness and service quality. Based on the
paired data of 155 service employees and supervisors, we have, used Hierarchical Linear Model,
researched the influence of normative commitment, agreeableness on service quality, and explored the
cross-level moderating role of perceived organizational support among the above mentioned
relationships. The results show that normative commitment, agreeableness and service quality are
significantly positively correlated, and perceived organizational support moderates the relationship of
normative commitment and service quality, while it has no moderated effects in the relationship between
agreeableness and service quality. Finally, this paper provides some suggestions for the managers to
improve service efficiency and select service personnel.

Keywords: normative commitment; agreeableness; perceived organizational support; service quality;
Hierarchical Linear Model
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