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ABSTRACT 

This study explored the relationship between high performance work system 

(HPWS) and its impact on job performance with the moderating role of three socio-

demographic variables, i.e. employee age, gender and job tenure, in the context of the 

Pakistani airline industry. These moderations were proposed in response to recent 

strategic HRM literature calling for the examination of new intermediary variables in an 

attempt to unlock the “black box” of the HPWS and performance relationship. Seven 

high performance work practices (HPWPs) i.e. selective staffing, job security, training, 

empowerment, rewards, teamwork, and career opportunities were used to compute 

HPWS. Survey data was collected from 319 flight attendants working in three Pakistani 

public and private sector airlines. The proposed moderations of age and gender were 

supported, and a significant positive relationship was found between HPWS and job 

performance. Implications of study findings and future research directions are discussed. 

Keywords:   high performance work system; job performance; age; gender; job tenure; 

hpws; flight attendants; pakistan
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CHAPTER I 

INTRODUCTION 

Service firms constitute a majorshare of the business world. They are likely to 

hold a major chunk of the industry in the twenty-first century (Bowen & Schneider, 1985). 

Over the last century, the global workforce has evolved from its conventional physical 

labor orientation to more of a service delivery orientation(Chambers II, 2016). Majority 

of Strategic human resource management (SHRM) studies have been conducted in the 

manufacturing industry, thus neglecting the service industry (Chuang & Liao, 2010), 

which constitutes nearly 70% of the world GDP and 56% of Pakistan’s GDP (World Bank, 

2016). 


