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 Background: today’s customers of Palestinian insurance sector are not satisfied. 55% 
of them changed their companies in 3 years or less. 44% of customers are willing to 

switch and 30% of customers think that the perceived insurance services are below their 

expectations. Objectives: since prior literature paid less attention to internal 
organizational factors contributing to customer satisfaction. This study is aiming to 

examine the impact of career planning and recruitment and selection on customer 

satisfaction. and then test the mediating role of extra-role performance between these 
variables. Results: unlike career planning, recruitment and selection has no direct effect 

on customer satisfaction. Furthermore, extra-role performance plays a partial mediating 

role between career planning and recruitment and selection respectively and customer 
satisfaction. Conclusion: examining the mediation role of extra-role performance 

between career planning and recruitment and selection on a side and customer 

satisfaction on the other side is the major contribution of this paper. According to prior 
literature, it is the first time to examine this effect. Furthermore, the results of the 

present study provided practical suggestions for insurance companies in Palestine to 
enhance the level of customer satisfaction through giving more attention to career and 

planning and recruitment and selection. Absolutely, extra-role performance is affected 

by adopting and implementing the right polices of career and planning and recruitment 
and selection. Implicitly, the level of CS among insurance customer is affected 

positively.  

 

INTRODUCTION 

 

Customer satisfaction is considered as one of the most critical factors in improving and supporting the 

competitive position of a company. Actually, it represents the ways through which a company can differentiate 

its services by improving its intangible offer. A company can be creative not only through providing new 

services but also by innovating in its offered services and thus empowering customer satisfaction. In spite of the 

vital role of customer satisfaction, the current situation of customer satisfaction in the Palestinian insurance 

sector is not as wanted, 55% of insurance customers have changed the insurance company in 3 years or less. 

More than 44% of customers have the intention of switching to other insurance company. 30 % of customers 

assure that the perceived insurance services are below their expectations.; and 30% of in customers are totally 
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dissatisfied (Asad, 2014). Furthermore, Palestinian insurance companies have many problems in terms of 

customer satisfaction, the practices adopted by these companies led to decreasing the level of their service 

quality (El-Jafari et al., 2003); and there is a lack of trust between insurers and customers (Quzat, 2009). 

Traditionally, researchers have focused on different types of service relationships (Besieux et al., 2012; 

Gutek, 1995; Gutek et al., 1999), and paid less attention to internal organizational factors contributing to service 

quality (Besieux et al., 2012; Colgate & Danaher, 2000). In organizations, there are many functional areas apart 

from marketing area that are affecting customer satisfaction, some studies examined the role of some best 

managerial practices such as total quality management and just-in-time in improving the level of customer 

satisfaction and concluded that the role of these practices is very essential in achieving customer satisfaction and 

competitive advantage (Zhang et al., 2003).  

In spite of the role of the best managerial practices in improving customer satisfaction, however, there is a 

lack of researches about the impact of human resource management (HRM) practices in customer satisfaction. 

In fact, a qualified human pool with high level of technical skills and know-how lead to achieving a better 

customer satisfaction, in addition, in prior literature a little attention has been given to understand of how HRM 

practices and customer satisfaction are related (Nishii et al., 2008). According to prior literature, HRM practices 

are considered as a critical part of managerial functions of the firm that help today’s organizations to develop 

the level of customer satisfaction. This can be accomplished by adopting and implementing its policies and 

processes that show the values of customer-oriented and creating customer- oriented employees (Deshpande et 

al., 1993; Slater & Narver, 1995). Furthermore, skills development and learning represent an important source 

of firm’s competitive advantage (Edmondson & Nembhard, 2009). Consequently, improving employees’ skills 

and abilities lead to the generation of higher service performance (Park et al., 2003). Along the same line, this 

paper is aiming to examine the effect of some components of HRM practices on customer satisfaction. 

Specifically, it studies the impact of career planning and recruitment and selection on customer satisfaction. 

Prior literature revealed that, unlike the theoretical flow of resource based view theory, researchers concluded 

that there is a debate in the relationship between career planning and customer satisfaction. Some scholars 

conclude that there is a positive relationship between career planning and customer satisfaction (Kumari et al., 

2013). While others concluded that this relationship is very weak (House, 1996; Rogg et al., 2001). Similarly, 

recruitment and selection has contradictory results in its impact on customer satisfaction. Some previous studies 

concluded that recruitment and selection has a positive relationship with customer satisfaction (Chand, 2010; 

Moynihan et al., 2001). While other studies concluded that recruitment and selection has insignificant effect on 

customer satisfaction (Khatri, 2000). 

To conclude, In addition to the rareness of the researches about the effect of HRM practices generally and 

career planning and recruitment and selection specifically on customer satisfaction, and the gap between 

theories and empirical  studies about the role of and career planning and recruitment and selection in customer 

satisfaction, there is another motivation to conduct this study which refers to use extra-role performance as a 

mediator in the link between career planning and recruitment and selection and customer satisfaction. Prior 

literature review revealed that extra-role performance has not been used in this place before. Thus, this study 

examines the effect of career planning and recruitment and selection on customer satisfaction of Palestinian 

insurance sector through examining the mediating role of extra-role performance between these variables. 

 

1. Literature Review and Hypotheses Development:  

1.1 Customer Satisfaction (CS): 

CS refers to customer’s response to the differences between prior expectations and the actual performance 

of services and goods after consumption (Caruana, 2002; Trasorras et al., 2009; Tse & Wilton, 1988). It 

measures how the company’s services and goods meet the expectations of customers (Guelman et al., 2012). In 

other words, CS is exist when customers’ wishes, needs, and expectations are met (Ray et al., 2005). Customer 

expectations have two major parts. First, the desired service which refers to the features and characteristics the 

service that should be included in the service; second, the adequate service which refers to the minimum 

accepted level of service that customer is looking for. Furthermore, the area between these two parts represent 

the satisfaction zone (Naik et al., 2010; Parasuraman et al., 1994). Consequently, customers are being satisfied 

when they actualize that the value of goods and services is more worthy than what they have paid (Zhang et al., 

2006). This study focuses on insurance sector in Palestine. Moreover, Insurance as a service (Zhang et al., 

2006), requires huge efforts to gain and maintain satisfied customers. Insurance customers rely on external 

evidences to ensure the perceived value of the insurance policy (Khurana, 2013). The growing interest in CS is 

derived from the traditional concept of cost benefit relationship. Actually the cost of acquisition new customers 

is higher than the cost of retention currents (Reichheld & Kenny, 1990). And this is practically applied in 

service sector. Small repairing in customer defection rate produces a significant increasing in market share and 

profits (Rust & Zahorik, 1993). It is Intuitively  argued that customer retention and customer loyalty depend on 

CS (Bitner, 1990). Statistical findings assured the importance of CS to the organization. Fully satisfied 

customers raise the revenue of the firm by 2.6 times more than those customers who are partially satisfied. Also, 
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fully satisfied consumers raise the revenue of the company by 17 times more than those customers who are 

partially dissatisfied. Fully dissatisfied customers affect negatively the revenue of the company by 1.8 times 

more than customers who fully satisfied (Coldwell, 2001). In addition, CS plays vital role in and insurers 

survival and insurance sector (Taylor, 2001; Vazifehdust & Farokhian, 2013).  

 

1.2 Career Planning:  

Career planning can be summarized two major parts; goal setting and self and environmental awareness. 

Self and environmental awareness is represented in the analysis of employees’ abilities and his/her values and 

interests. In other words, self and environmental awareness refers to understanding of some environmental 

components in a good way, such as socio-economic components (Chen et al., 2004; Hall et al., 2004; Zhang & 

Shao, 2012). On the other hand, goal setting is represented in an individual plan that gives the employees the 

directions to determine what, when, and where to achieve (Yean & Yahya, 2011). Furthermore, goal setting is a 

continuous process of exploration. During this process, employees designed their career paths based on their 

interests, personalities, talents, needs, values, work, and so on (Riveros & Tsai, 2011). 

 Career planning enables employees to identify their strengths and weaknesses. Consequently, it allows 

them to draw plans and goals relating to their career. Thus, employees achieve the desired level of career 

development (Obeidat & Abdallah, 2014; Zikic & Klehe, 2006). A good career planning allows companies to 

maximize the benefits from their human pool. This maximization can be achieved by matching employees’ 

skills, ambitions and experiences with the available job vacancies in the firms. This matching is the main is the 

critical step towards taking the decisions and choices in terms of succession planning compensation systems to 

obtain and maintain the human power, which leads to higher levels of  job engagement and productivity (Kapel 

& Shepherd, 2004). Further, the role of career planning in achieving CS has been mentioned in many studies; 

The process of strengthen employees’ contributions in CS either individuals or groups, and increasing the 

employees’ empowerment and responsibility, requires giving more attention to career planning for all 

employees (Ensley et al., 2006). So, career planning modifies employee performance which leads to more 

organizational commitment and achievement organizational goals (Uysal, 2012). However, In spite of the 

important role of career planning it received few attentions in the theoretical and empirical literature (Rogers & 

Creed, 2011).  

According to literature review, previous studies examined the relationship between career planning and CS. 

the findings indicated that there is a significant relationship between career planning and CS (Kumari et al., 

2013). Consequently, career planning was used by many scholars as one of the HRM practices, and examined its 

effect on organizational performance. They outcomes  assured that career planning is linked with organizational 

performance significantly, these studies were performed in insurance sector (Loo & Beh, 2013), and other 

sectors (Fey et al., 2000; Nayyab et al., 2011; Quresh et al., 2010). Furthermore, CS is considered as a critical 

component of firm performance (O'Sullivan & McCallig, 2012; Steven et al., 2012). Also, literature review 

indicated that career planning has a positive relationship with extra-role performance (Yadav & Dabhade, 2013). 

It has a positive effect on employees’ performance (Patricia & Leonina-Emilia, 2013).  

As a result of the above discussion, the present study hypothesizes that: 

H1: there is a significant positive relationship between career planning and CS. 

 

2.3 Recruitment and Selection:  

Recruitment and selection comprise one of the vital functions of human resources HRM practices. Although 

recruitment is considered the first step of the hiring or selection process, each is practically a distinct and 

separate process altogether. Actually, recruitment and selection ultimately determine the quality of the 

employees in an organization. In other words, Securing, motivating, and developing talented people with the 

skills and approaches are crucial. Recruitment process refers to attracting a set of high qualified applicants in 

order to choose the best among them (Abomeh, 2013). It is related to looking for the fit candidates to fill 

organizations’ job vacancies (Dhamija, 2012). Organizations must use different stages to outreach the largest 

possible number of job demanders through online recruiting, advertising, and by using executive recruiters and 

employment agencies (Cenzo & Robbins, 1998; Dessler et al., 2004). Recruitment is considered a very 

important function; it has a huge effect on the commitment of the employees in the future. Candidates have to 

review the requirements of the job and understand their responsibilities. If they still interested, then they can 

participate in organizational goals achievement (Khan et al., 2013; Nehmeh, 2009). Recruitment process 

comprises three steps: collecting the job demanders; maintaining their status; and facilitating choice decisions 

(Breaugh & Starke, 2000; Tremblay et al., 2010). 

Similarly, selection process is a very important for several reasons: choosing distinctive and high skilled 

employees increases organizational productivity. Good selection process excludes undesirable candidates from 

the beginning and keeps the good ones. Choosing inappropriate candidate for job vacancy is very costly, this 

cost came from testing the wrong candidates, interviewing and training them, which means cost. In other words, 

mis-choosing action means that all organizational efforts and plans to developing the wrong candidates is a sunk 



295                                                Mahmoud Salahat and Abdul Halim Abdul Majid, 2016 

Australian Journal of Basic and Applied Sciences, 10(16) November 2016, Pages: 292-304 

 

 

cost. Hiring inappropriate employee has several undesired consequences in terms of reduced productivity, bad 

team morale and interpersonal relationship, and reduced the levels of customer service (Byham, 2001). Selection 

process is also important for transparency and legal purposes (Dessler, 2002). Selection can be implemented 

through several instrument such as: job application; curriculum vitae; interviews; testing the background of the 

applicants and his/her references; and honesty and integrity (Wright et al., 2011). Furthermore, good polices of 

attracting and selecting the right candidates are vital for building and maintaining a successful company. This is 

because the human are at the heart of all organizational, managerial, financial and technological process. Hiring 

processes have a critical impact on organizational climate. The values and culture of the organization are 

influenced by selection decisions (McGraw, 2011).  Nowadays, successful companies are defined more and 

more bye the indicators of service quality and not only their abilities to develop and innovative services. In 

different words, service value is determined at the delivery point in the relationship between employee (service 

provider) and customers. This interaction is the most important part of CS. Thus; getting the right candidates 

becomes more important. High quality and talented employees are very rare that the wars for talent can be used 

to describe recruitment and selection process (Byham, 2001). More importantly, several studies examined the 

effect recruitment and selection on a HRM practice CS as, in insurance sector (Loo & Beh, 2013; Salahat, 

2014); or in other sectors (Cherian & Jacob, 2012; Galang & Osman, 2014; Tsaur & Lin, 2004), the findings 

revealed that recruitment and selection has a positive relationship with the level of CS (Chand, 2010; Moynihan 

et al., 2001). Consequently, recruitment and selection has a positive relationship with extra-role performance 

(Jiang et al., 2012). 

Based on the previous discussion the present study hypothesizes that: 

H2: There is a significant positive relationship between recruitment and selection and CS. 

 

1.3 Extra-role Performance: 

Employees’ performance plays a vital role in the success of an organization’s brand. Also, it causes its 

failure (Wallace & De Chernatony, 2009). The is because of the role of employee’s’ behaviors in achieving 

organizational objectives (Liao & Chuang, 2004; Šikýř, 2013). Employees’ performance refers to the way that 

the employees act to actualize the objectives and goals that determined by the leaders of the organization 

(Abdullah & Rashid, 2013). Service employees play a strategic role. They translate the principle of customer 

orientation into facts through service delivering process and service value (Gountas et al., 2014; Hartline et al., 

2000). Usually, the first point contact of the customers is with the person who provides the service; thus, the 

perception of customer is created after this interaction (Hunt & Davis, 2012). Employees’ performance is 

embodied through the interaction between the employee (service provider) and the customers of the firm. It can 

be seen as a mediator between the process of employment and CS. In other words, customers have assured that 

employees’ performance has a significant impact on customers’ perceptions (Nguyen & Leclerc, 2011); and 

customers’ evaluation of services (Zhang et al., 2011). Thus, employees’ performance is a critical factor in 

determining the perceived value of the service (Gagić et al., 2013; Mittal & Lassar, 1996). In the service sector, 

CS relays on the face-to-face interaction between employees and customers (Bitner et al., 1994; Walsh et al., 

2012); and as a result of the intangible and interactive nature of services, customers often depend on the 

performance of service employees when evaluation the quality of a service (Hennig, 2004). Besides, employees’ 

performance affects the work quality and service (Griffin et al., 2012). Employees’ performance has been 

studied by using several dimensions such as extra-role and in-role performance, this study uses extra-role 

performance as a mediator between career planning and recruitment and selection in one hand and CS on the 

other hand. According to Baron and Kenny, a mediator is used to explain why or how the IVs impact the DV. A 

variable acts as a mediator when it meets three conditions: 

1. Variations in levels of the independent variable significantly account for variations in the mediator; 

2. Variations in the mediator significantly account for variations in the dependent variable; 

3. When conditions 1 and 2 above are controlled, a previously significant relation between the 

independent and dependent variables is no longer significant (Baron & Kenny, 1986). 

Extra-role performance is defined as the performance of employees that go beyond the formal task 

requirements (Lam et al., 2013). Also, it is represented in organizational citizenship behaviors (OCB). In other 

words, it is the  discretionary behaviors of the employee that are thought to directly promote the effective 

functioning of an organization without necessarily directly influencing the  productivity of the employee 

(Bakker et al., 2012). According to prior literature extra-role performance impacts CS, many studies revealed 

that extra-role performance has a positive relationship with CS (Kane et al., 2012; Schaufeli, 2013). This impact 

can be justified because extra‐role performance has a vital role formulating the climate of service companies to 

be in consistent with CS criteria and other aspects of company's performance (Yavas et al., 2013). Similarly, 

career planning and recruitment and selection affect extra-role performance, several studies concluded that 

career planning affects extra-role performance positively (Patricia & Leonina-Emilia, 2013). Along the same 

line recruitment and selection  have a positive relationship with extra-role performance  (Jiang et al., 2012). 
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Theoretically speaking, career planning and recruitment and selection as HRM practices and employees’ 

performance are linked through the conceptual model of Guest, HRM practices formulate HRM outcomes: 

commitment; flexibility and quality; then, these outcomes are translated into behavioral results: motivation; 

involvement cooperation; and citizenship feelings. This will lead performance outcomes: high productivity; 

quality and high innovation, with low level of turnover, absence, conflict and customers’ complaints (Paauwe & 

Boselie, 2005). In other words HRM practices represent one of the most vital internal factors that influence the 

employees’ performance (Garg & Rastogi, 2006). In the same time, the third factor of the Three-Factor theory 

of customer satisfaction is the performance of service employees, and this represents the theoretical link 

between extra-role performance and CS (Füller & Matzler, 2008; Matzler et al., 2003).  

Based on the previous discussion the present study hypothesizes the following: 

H3: Extra-role performance mediates the relationship between career planning and CS. 

H4: Extra-role performance mediates the relationship between recruitment and selection and CS. 

 

3. Research Methodology and Framework: 

3.1 Theoretical Framework: 

The previous discussion clarified the literature review and the hypotheses of the present study. Moreover, 

the proposed framework is illustrated in Fig.1. Bellow: 

 

 
                                                             

Fig. 1: Theoretical framework   

 

3.2 Research Methodology:  

Survey questionnaire with a cover letter was personally distributed to the employees who have direct 

dealing with customers. We chose the encounter employees as a source of information for the present study 

because they are knowledgeable about the CS and this logic was also used by several previous studies 

(Cantarello et al., 2012; Rogg et al., 2001). A total of 358 questionnaires were distributed during the period 

from April to June 2015. A total of 259 questionnaires were returned. 11 of the returned questionnaire included 

major missing answers. Furthermore, a total of 258 completed questionnaires, which represent a response rate of 

75.1%, were used to conduct data analysis. For testing response bias, t-test were performed for early and late 

response as suggested by (Armstrong & Overton, 1977). No statically significant differences were found in the 

mean score on the career planning, recruitment and selection, extra-role performance, and customer satisfaction 

between the early and late respondents. 

 

3.3 Variables Measurements: 

This study is based on the framework that clarified in Figure 1 above, The measure of career planning was 

measured with 5 items scale, which was developed by (Orpen, 1994), and (Gould, 1979). Participants used a 

five point likert scale to respond to each item of scale [1 (strongly disagree), 2 (disagree), 3 (neutral), 4 (agree), 

5 (strongly agree)]. Samples of items included “I know my strengths, weaknesses and abilities” and “I have 

accurate view of the opportunities and constraints that may occur in the work environment which can affect my 

career”. Furthermore, recruitment and selection was examined with 3 items scale, which was developed by 

(Tsaur & Lin, 2004), and used by (Loo & Beh, 2013). Participants used a five point likert scale to respond to 

each item of scale [1 (strongly disagree), 2 (disagree), 3 (neutral), 4 (agree), 5 (strongly agree)]. Samples of 

items included “In the selection of new employees, my company often uses employment tests (e.g. knowledge 

tests, personality tests, language tests, etc.)” and “In the hiring process, potential employees are often provided 

with a realistic picture of the job and the firm, including the negative aspects”.  

Extra-role performance was measured with 15 items scale, which was used by (Demerouti, 2006). 

Participants used a five point likert scale to answer the items of this scale [1 (strongly disagree), 2 (disagree), 3 

(neutral), 4 (agree), 5 (strongly agree)]. Samples of items included “I help other employees with their work 

when they have been absent” and “I take initiative to orient new employees to the department even though not 
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part of his/her job description”. Customer Satisfaction was assessed by already developed 5 items scale, which 

was based on Zhang et al. (2003; 2006). Participants responded to each item of scale by using a five-point likert 

scale [1 (strongly disagree), 2 (disagree), 3 (neutral), 4 (agree), 5 (strongly agree)]. Examples of items included 

“We have high customer retention rate (customers keep doing business with us)” and “Customers perceive their 

money’s worth when the purchase our services” 

 

4. Data Analysis and Research Results: 

In order to analyze the collected data, we used SmartPLS 2. Table 1 illustrates outer convergent validity 

statistics for all items with respect to its variables. All factor loading of the research measurements (, (except 

four items of extra-role performance, and we deleted them) exceed the cut-off 0.70which reflect the consistency 

between construct items (Hair et al., 2010). Consequently , reliability test of the present study was confirmed as 

all value of composite reliability exceed the recommended cut-off 0.70 and range between 0.895 to 0.956 as 

presented in Table 1. In addition, the recommended standard value of average variance extracted (AVE) was 

found to be greater than 0.50, in order to ensure that the latent variable has the ability to explain more than half 

of the variance of its indicator on average (Fornell & Bookstein, 1982). Latent variable correlation which 

examining the correlations between the measures of potentially overlapping constructs appear in Table 2. The 

table clearly shows that the values of all square root of AVE (Bold values) exceed the correlation with other 

constructs (elements in the rows and columns), which manifest the discriminant validity of this study. 

 
Table 1: Outer model, Convergent Validity and Composite Reliability 

Construct Items Loading CR AVE 

CS Customers are satisfied with the service quality.  0.903 

 

0.956 0.785 

Customers are satisfied with service features. 0.917 
 

Customers are loyal. 0.881 

Customers refer new customers to purchase. 0.842 
 

Customers feel we offer high value services. 0.918 

 
Customers perceive the value of their money  0.851 

 

CP I know my strengths, weaknesses and abilities. 0.822 
 

0.904 0.653 

I have accurate information about my organization. 0.810 

 

 

My awareness of career has helped to clarify my plans. 0.827 

 

I have accurate view of the opportunities and constraints. 0.782 

 

I have plan for my career. 0.797 

 

 

 
Table 1: Continued 

RS My company often uses employment tests  0.850 0.895 0.740 

Potential employees are provided with a realistic picture of the job and 

the firm, including the negative aspects. 

0.845 

 

  

My company conducts structured interviews. 0.883   

Extra-role I help other employees with when they have been absent. 0.818 0.949 0.628 

I punctuality arriving at work on time. 0.809   

I volunteer to do things not formally required. 0.789   

I take initiative to orient new employees. 0.753   

 I help others when their work load increases. 0.792   

 I coast toward the end of the day. 0.835   

 I give advance notice if unable to come to work. 0.817   

 I assist my supervisor to accomplish his duties. 0.824   

 I make innovative suggestions to improve the overall quality of the 
department. 

0.828 
 

  

 I do not take extra breaks. 0.712   

 I willingly attend functions not required by the organization, but helps 

in its overall image. 

0.728 
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Table 2: Discriminant Validity- Square Root of AVE 

Constructs 

C
P

 

C
S

 

E
x

tr
a 

R
S

 

CP 0.808       

CS 0.631 0.792     

Extra 0.746 0.636 0.886   

RS 0.611 0.551 0.583 0.860 

 

After assuring the validity and reliability of the measurement of the present study, we performed the 

bootstrapping approach for hypotheses testing purposes. Path coefficient of the research direct hypotheses is 

illustrated in Table 3. The first set of research hypotheses (H1-H2) predicted that career planning and 

recruitment and selection are positively associated with CS. The path coefficient from career planning to CS 

(H1) was accepted as the p-value is less than 0.05. In particular, (P = 0.000). This concludes that career planning 

has a direct effect on CS of Palestinian insurance sector. Furthermore, this result was inconsistent with other 

scholars such as (Kumari et al., 2013; Nayyab et al., 2011) . On the other hand, the path coefficient from 

recruitment and selection to CS (H2) was rejected as the p-value is greater than 0.05. In particular, (P = 0.326). 

This concludes that recruitment and selection has no direct effect on CS of Palestinian insurance sector. This is 

not surprising because this result is in line with the findings a past study entitled: “Managing human resource for 

competitive advantage: a study of companies in Singapore”, the researcher examined the effect of some HRM 

practices including recruitment and selections and he concluded that recruitment and selection has insignificant 

direct effects on non-financial performance of the firms, and CS is one of the vital factors of non-financial 

performance of the firm (Khatri, 2000). 

 
Table 3: Path Coefficient of the Research Hypotheses 

Relationships  Std. Beta Std. Error t-value P-value Decision 

Career planning  CS 
0.312 0.072 

4.358 0.000 

 

Rejected 

Recruitment and selection  CS 
0.035 0.078 

0.452 0.326 

 

Rejected 

Significant at P* <0.01 
 

Consequently, the second set of hypotheses (indirect hypotheses) are represented in (H3, H4) are illustrated 

in Table 4, and Table 6. Bootstrapping was run to examine the mediating role of extra-role performance between 

career planning and CS (H3) and between recruitment and selection and CS (H4). 

 
Table 4: Mediating role of extra-role performance between CP and CS 

Relationships  Std. Beta Std. Error t-value P-value Decision 

CP  Extra-role (Path a) 0.746 0.050 14.984 0.000 Accepted  

Extra-role  CS (Path b) 0.372 0.077 4.846 0.000 Accepted  

CP  CS (Path c`) 0.353 0.071 5.005 0.000 Accepted  

Significant at P* <0.01 
 

As shown in Table 4 above, the three conditions of mediating have been met. Thus, it can be concluded that 

extra-role performance mediates the relationship between career planning and CS at t-value > 1.96. To estimate 

the magnitude of the indirect effect of career planning on CS through extra-role performance, VAF calculations 

were used and the results are illustrated in Table 5. 

 
Table 5: Results of the Indirect Relationship between CP and CS through Extra-role performance (Bootstrapped Confidence Interval)  

Path a Path b Indirect Effect Std.Err t-value p-value VAF Result 

0.746 0.372 0.278 0.061 4.544 0.000 
 

76% Partial 
Mediation 

Based on the value of VAF at Table, extra-role performance mediates the link between RS and CS partially.  
 

Consequently, it can be concluded that extra-role performance mediates the relationship between 

recruitment and selection and CS. at t-value > 1.96 as illustrated in Table6 below: 
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Table 4: Mediating role of extra-role performance between CP and CS 

Relationships  Std. Beta Std. Error t-value P-value Decision 

RS  Extra-role (Path a) 
0.584 0.060 9.734 

0.000 

 Accepted  

Extra-role  CS (Path b) 
 

0.477 0.067 7.132 
0.000 
 Accepted  

RS  CS (Path c`) 
0.272 0.057 

4.769 
 

0.000 
 Accepted  

Significant at P* <0.01 
 

To estimate the magnitude of the indirect effect of recruitment and selection on CS through extra-role 

performance, VAF calculations were used and the results are illustrated in Table 7. 

 
Table 7: Results of the Indirect Relationship between RS and CS through Extra-role performance (Bootstrapped Confidence Interval)  

Path a Path b Indirect Effect Std.Err t-value p-value VAF Result 

0.584 0.477 0.279 0.049 5.727 0.000 

 

79% Partial 

Mediation 

Based on the value of VAF at Table, extra-role performance mediates the link between RS and CS partially.  
 

As mentioned earlier, deploying extra-role performance in this place represent the major contribution of 

present paper. In other words, this link has not been examined earlier in previous studies according to literature 

review. It is worthy to mention that, the results of testing the mediating role of extra-role performance are in 

consistent with prior researches. In different words, career planning and recruitment and selection have a 

positive effect on extra-role performance (Buiter & Harris, 2013; Tremblay et al., 2010), and extra-role 

performance impacts CS positively (Kane et al., 2012; Schaufeli, 2013).   

 

Discussion and Conclusion: 

The results of this study were achieved based on the analysis of empirical gathered data. It show that 

effective career planning and recruitment and selection not only can establish an effective extra-role 

performance but can also enhance directly and indirectly the optimal goal of organizations which is representing 

in achieving a better level of CS. The goal of this paper was to discuss the concept of career planning and 

recruitment and selection in the context of CS and this relationship is also mediated by extra-role performance 

of insurance companies in Palestine. Career planning and recruitment and selection have extremely important 

effect on the functionality of extra-role performance. So, based on the above discussion, it can be conclude that 

career planning and recruitment and selection can contribute significantly in developing and improving extra-

role performance of employees which can help in attaining a superior level of CS. 

Career planning formulates a noteworthy impact on the satisfaction of customers. A successful 

implementation of Career planning policies empowers customer orientation values among employees. This path 

was hypothesized through the first hypothesis of this study: there is a significant positive relationship between 

career planning and CS. The coefficient on this path was accepted at (P = 0.000). This concludes that there is a 

direct relationship between these variable. Definitely, from the understanding of the nature of career planning, it 

can be assured that career planning is linked with CS positively. A good career planning enables organizations 

to maximize the benefits generated from human capital. To achieve the desired contribution of career planning 

in CS in Palestinian insurance sector, insurance companies have to give more attention to career planning for all 

employees through understanding some of environmental components in a good way such as socio-economic 

components and allow the employees to specify their own strengths and weaknesses, to determine the goals and 

the plans of their careers. Thus, the hypothesized role of career planning in achieving organizational objectives 

generally and CS specifically will be actualized.  

On the contrary of the second hypothesis which hypothesized that there is a significant positive relationship 

between recruitment and selection and CS. The path coefficient of this link was rejected at (p = 0.326). This 

finding revealed that there is no direct effect of recruitment and selection on CS. This finding can be justified 

through the following pints: First, the characteristics of the candidates of insurance sector, based on the 2nd 

insurance conference, Insurance sector in Palestine employs about 1100 direct workers, a very small and 

percentage of them have an academic degree in insurance. In different words, the majority of employees at 

Palestine insurance sector do not have an  academic degree in insurance (Federation, 2013b). Thus, insurance 

firms cannot link between recruitment and selection procedures and CS. because the new employees have no pre 

knowledge about insurance industry and the expected duties. Second, “Al- Wasta”, it can be defined as the 

practice of giving the job applicant the advantage among other rivals while he is not qualified and does not 

deserve (Kilani et al., 2015). In Palestine , Wasta is considered as a common manifestation of corruption in the 

country (Oukil, 2016). It causes inequality and inefficiency (Ramady, 2015). So, Wasta create negative 



300                                                Mahmoud Salahat and Abdul Halim Abdul Majid, 2016 

Australian Journal of Basic and Applied Sciences, 10(16) November 2016, Pages: 292-304 

 

 

consequences on firm performance and CS (Salemi, 2015). This result spots the light on a very important issue 

in the insurance sector in Palestine. Against the philosophy of resource-based view theory, recruitment and 

selection as one of HRM practices have no direct effect on CS. the above discussion highlighted the reasons 

behind this finding; insurance leaders in Palestine have to coordinate with Palestinian ministry of education and 

universities to launch an academic program award bachelor's degree in insurance sciences in different 

universities and academic institutes in Palestine. In parallel, insurance companies have to establish external and 

independence comities to execute a very transparent recruitment and selection process to avoid any side effect 

of Wasta.  

Furthermore, this study hypothesized that extra-role performance mediates the relationship between career 

planning and recruitment and selection respectively and CS (H3, H4). This is the major contribution of this 

paper. Since, according to literature review no previous studies used extra-role performance in this place. The 

findings of the present study revealed that extra-role plays a partial mediating role between these variables. In 

other words, career planning and recruitment and selection are considered as a critical key to enhance 

organizational commitment, employee’s job satisfaction and employee’s in-role and extra-role performance 

(Shen, 2010). Through a good adopting of career planning and recruitment and selection by Palestinian 

insurance sector, extra-role performance of insurance employees will be improved. On the other hand, having an 

effective extra-role performance enables the organization to gain a better CS. based on the discussion above, 

insurance companies in Palestine have to adopt and developed career planning and recruitment and selection to 

solve the current CS problems. 

 

6. Recommendations for Future Research:  

Despite the contributions of the present research, this study does leave scope for further improvement. 

There are several recommendations that can be examined and implemented for future research: in other words, 

other variables can be employed as a mediator in order to increase our more understanding regarding the 

association between career planning and recruitment and selection and CS. For example, future research can be 

done to examine the effect of career planning and recruitment and selection on CS through the mediating role 

different variables:  

 In-role performance  

 Employee’s motivation  

 Employee’s  loyalty 
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