





Table 8 Descriptive statistic (suite)

Complaints or grievances 2.5211 1.08046 71
Productivity 3.3944 0.88606 71
Customer satisfaction 3.6338 0.76044 71
ROA or ROI 3.0423 0.91709 71

4.2.2 Correlation analysis

The correlation analysis (cf. table 8) have shown the existence of relationships
between all the HR practices and different indicators of firm performance. From the
matrix of correlation, we could see a significant relationship between the presence of
incentive compensation and employee satisfaction (r = 0.526; p-value<0.01),
turnover (r = -0.406; p-value<0.01), customer satisfaction (r = 0.251; p-value<0.05)
and ROA or ROI (r = 0.371; p-value<0.01). Training also significantly influenced
employee satisfaction (r = 0.458, p-value<0.01), turnover (r = -0.242; p-value<0.05),
productivity (r = 0.34; p-value<0.01), customer satisfaction (r = 0.296; p-value<0.05)
and ROA or ROI (r = 0.396; p-value<0.01). The presence of selective hiring
significantly influenced the same indicators of firm performance like training, which
are employee satisfaction (r = 0.502; p-value<0.01), turnover (r = -0.236;
p-value<0.05), productivity (r = 0.241; p-value<0.05), customer satisfaction (r=0.384;

p-value<0.01) and ROA or ROl (r = 0.313; p-value<0.01).

The matrix of correlation also shows a positive relationship between the index of
performance appraisal and employee satisfaction (r = 0.521; p-value<0.01),
productivity (r = 0.222; p-value<0.1) and ROA or ROI (r = 0.369; p-value<0.01). A
similar situation is also observed between work organization and employee

satisfaction (r = 0.501; p-value<0.01), productivity (r = 0.336; p-value<0.01),
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customer satisfaction (r = 0.279; p-value<0.05) and ROA or ROI (r = 0.389;
p-value<0.01). The relationship is also significant between information sharing and
employee satisfaction (r = 0.488; p-value<0.01), turnover (r = -0.365; p-value<0.01),
absenteeism (r = -0.281; p-value<0.05), productivity (r = 0.352; p-value<0.01),
customer satisfaction (r = 0.267; p-value<0.05) and ROA or ROI (=0.413;

p-value<0.01).

The remaining two HR practices also show a significant relationship with firm
performance. The presence of job security i1s positively and significantly related to
employee satisfaction (r = 0.403; p-value<0.01), productivity (r = 0.315;
p-value<0.01), ROA or ROI (r = 0.4; p-value<0.01) and negatively and significantly
related to turnover (r = -0.248; p-value<0.05), absenteeism (r = 0.285; p-value<0.05).
Social activities and sports are also significantly related to employee satisfaction
(r=0.583; p-value<0.01), turnover (r = -0.283; p-value<0.05), productivity (r = 0.306;
p-value<0.01), customer satisfaction (r = 0.267; p-value<0.05) and ROA or ROI
(r=0.446; p-value<0.01).

From the correlation analysis, the hypothesis of this study has been proved. There is

a positive relationship between SHRM practices and firm performance. For further

discussion, the results of regression analysis will be presented in the next secion.
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Table 9 Matrix of correlations among different variables studied

Train- Selec. | Perfor. Info Job Acti, E. Turn- C.
Comp. ing hiring | Appr. Organ. sharing | Sec. sports Satis. over | Absen. | Compl. | Prod. Satis. ROA
Comp. 1
Train- S10 ]
ing .000 -
Selec. 453 533 1
hiring 000 000 ;
Perfor. 653 521 406 |
Appr. 000 .000 000 -
Organ, S18 551 .509 .609 1
.000 .000 .000 .000 -
Info .599 575 525 .649 652 1
Sharing .000 .000 .000 .000 .000 -
Job 467 332 254 419 .454 523 |
Sec. .000 .005 033 .000 .000 .000 -
Actl. 666 .594 468 578 538 565 385 1
sports .000 .000 .000 .000 .000 .000 .001 -
E. S26%%* | 458¥Hk | S02%kx | S2FAk | SQ*RR | 4BBFNE | 4(3kk* | SBIFHR 1
Satis. .000 .000 .000 .000 .000 .00 .000 .000 -
Tumn- | - 406" | -.242%x | - 236%* | - 161 -162 [ -.3657 [ -.248%* | - 283** | - 329 1
over .000 .042 .047 18] 177 .002 .037 017 .005 -
Absen -.106 -.172 -.233 -.148 -.195 - 281%*% | - 285%** -.046 -.276 322 1
' 378 152 .051 217 103 018 016 .702 .020 .006 -
Compl -.165 -.053 -.001 027 -.160 -.176 -.186 -.143 -.187 .498 214 1
) 170 .661 .994 826 181 141 21 237 119 .000 .074 -
Prod 137 340%** 241** 222% 336%** | 352%x* | 3SHkx | 306*** 290 -.042 -.151 .081 1
) 255 .004 .043 062 .004 .003 .007 .009 014 726 210 .503 -
C. 251 296** L bl 193 279 267%* 068 267%* 276 -.254 -.248 -.043 387 1
Satis. .03 012 .001 .107 .019 .025 S71 .024 .020 .033 .037 724 .001 -
ROA BT Rkx 1 306k | B3Rk | 3EONKK | 3ROFKE | 4I3HkE | 4O0*R* | 446%%* .380 -.156 -.217 . 035 419 412 1
.001 .001 .008 .002 .001 .000 .001 .000 .001 195 .070 771 .000 .000 -
Legend:

- N=71. Each cell contains: First row: correlation;

- *p-value < 0.1, **p-value <0.05;

**#p-value <0.01.

Second row: p-value.
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4.2.3 Regression analysis

The correlation analysis is the basis of the regression analysis. But in the correlation
analysis, variables are not distinguished into independent variables or dependent
variables. We cannot find out the causal relationship of variables and determine the
dependence of firm performance upon the HR variables. Therefore, the regression
analysis were undertaken to validate the hypothesis. The results turn out that the
regression analysis (cf. table 9) strongly supports the correlation analysis. In fact, it
seems that all the HR variables we proposed can influence the firm performance of

Chinese SMEs in service sector.

An analysis of each of the HR variables shows that the investment on incentive
compensation can strongly increase the level of employee satisfaction (B = 0.508;
AR’ = 0.24; p-value<0.01), reduce the turnover rate (B = -0.423; AR? = 0.166;
p<0.01) and marginally positively relate to customer satisfaction (B = 0.202; AR? =
0.038; p-value<0.1). Different from the study of Berg (1999) which hasn’t found the
positively significant relationship between compensation and employee satisfaction,
in this study, the incentive compensation explains significant variations in employee
satisfaction and also in turnover (24% and 16.6% respectively). Similar to many
studies (Gerhart & Milkovich, 1990; Abowd, 1990; Huselid & Becker, 1997; Barette
& Simeus, 1997), this HR practice can also strongly influence the ROA or ROI (B =
0.321; AR? = 0.096; p-value<0.01). But we don’t find the significant relationship
between incentive compensation and productivity which is opposite to the findings of

the studies of Likewise et al. (1994) and Chang & Chen (2002).

As mentioned previously, training is also a strategic practice for SMEs. The presence
of training strongly influences employee satisfaction (B = 0.437; AR? = 0.174;
p-value<0.01), productivity (B = 0.312; AR’ = 0.089; p-value<0.05) and ROA or
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ROI (B = 0.345; AR? = 0.108; p-value<0.01). It also relates to turnover (B = -0.25;
AR? = 0.057; p-value<0.05) and customer satisfaction (B = 0.247; AR” = 0.055;
p-value<0.05). The results are against to those of the studies of Delery & Doty (1996)
and Arcand, Bayad & Fabi (2002) which haven’t found the relationship between

training and any indicators of firm performance.

Similar to the incentive compensation, the HR practice of selective hiring has no
significant effect on absenteeism, complaints and productivity. The results are in
opposition to the study of Holzer (1987) which proved the extensive recruiting
efforts increased productivity. However, the presence of this practice significantly
increases the level of employee satisfaction (B = 0.491; AR? = 0.212; p-value<0.01),
customer satisfaction (B = 0.342; AR? = 0.103; p-value<0.01) and marginally affects
the turnover (B = -0.249; AR? = 0.055; p-value<0.1) and ROA or ROI (B = 0.249;
AR” = 0.054; p-value<0.05). These results correspond to the theoretical assumptions

and empirical findings ( Terpstra & Rozell, 1993; Barrette & Simeus, 1997).

Compared to the other HR practices, the HR practice of performance appraisal
relates to the fewest indicators of firm performance. In line with the findings of the
empirical researches of Delery & Doty (1996) , Delaney & al. (1989) and Barette &
Simeus (1997), performance appraisal is significantly related to ROA or ROI
(B=0.343; AR’ = 0.116; p-value<0.01). This practice also strongly improves
employee satisfaction (B = 0.504; AR” = 0.251; p-value<0.01) and marginally
improves productivity (B = 0.203; AR?=0.041; p-value<0.1).

The regression analysis also states the conclusions in regard to work organization.
Work organization, alone, explains 21.8% variations in employee satisfaction of
Chinese SMEs in service sector (B = 0.48; AR? =0.218; p-value<0.01), but also
about 10% variations in productivity (B = 0.310; AR” = 0.091; p-value<0.05) and
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11% variations in ROA or ROI (B = 0.345; AR?=0.112; p-value<0.01). It also has
a positively significant effect on customer satisfaction (B = 0.236; AR? = 0.053;
p-value<0.05). In accordance with the empirical studies of Guerin, Wils & Lemire
(1997) and Huselid (1995), this study also indicates the positive relationship between

participation and employee satisfaction as well as productivity.

The results more eloquent are got from the analysis on information sharing. The
presence of information sharing has a significant effect on all the indicators except
the complaints. It strongly influences employee satisfaction (B = 0.467; AR?=0.205;
p-value<0.01), turnover (B = -0.375; AR? = 0.132; p-value<0.01), productivity
(B =0.326; AR*=0.1; p-value<0.01) and ROA or ROI (B = 0.369; AR? =0.128;
p-value<0.01). Its effect on absenteeism (B = -0.259; AR? = 0.063; p-value<0.05)
and customer satisfaction (B = 0.222; AR? = 0.046; p-value<0.1) is less intensive

but also significant.

Like the previous HR practices, employment security is also reflected in the
regression analysis. Delery & Doty (1996), Stephen & Verma (1995) and Arcand &
al. (2002) have got the positive relationship between employment security and
financial performance. In our study, we have got the same conclusion. Employment
security significantly influences ROA or ROI (B = 0.383; A R*=0.146;
p-value<0.01), employee satisfaction (B = 0.391; A R*=0.152; p-value<0.01),
turnover (B = -0.245; AR*=0.06; p-value<0.05), absenteeism (B = -0.275; A
R’=0.075; p-value<0.05) and productivity (B = 0.303; AR*=0.091; p-value<0.05).
More precisely, the higher level of employment security SMEs provides to
employees, the better their social performance, economic performance and financial

performance will be.

The results related to social activities and sports shows that this HR practice explains
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0.603; /A R*=0.301;

significant variations in employee satisfaction (B
p-value<0.01) and ROA or ROI (B = 0.403; AR*=0.135; p-value<0.01) (30% and
13.5% respectively). In addition, it has a significant effect on turnover (B = -0.317,
A R’=0.083; p-value<0.05) and productivity (B = 0277, A R’=0.063;
p-value<0.05).

We have also taken some complementary analysis which entered all the HR practices
simultaneously into all the hierarchical regression equations predicting all the
indicators of firm performance. We can see that the set of HR practices significantly
influence the index of employee satisfaction (AR?*=0.463; p-value<0.01), turnover
(AR*=0.265; p-value<0.05), productivity (AR?=0.236; p-value<0.05) and ROA or
ROI (AR?*=0.297; p-value<0.01).
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Table 10 Results of the regression related to the universalistic perspective of HR

E. satisfaction Turnover Absenteeism Complaints Productivity C. satisfaction ROA or ROI
Variables B’std. AR? | B'std. AR® | B'std. AR’ | B%std. AR’ | B'std.  AR? | B'std.  AR? | B'stdd. AR’
Control 0.041 002 024 .003 035 057 073
HR practices:
Compensation | 508" | 240 | -423"" | .166 | 070 | 005 | -161 | .024 | .094 | 008 | 202* | .038 | 321" | .09
Training 43777 174 | -250" | 057 | -138 | 007 | 039 | 001 | 3127 | .08 | 2477 | 055 | 345" | .108
Selec. hiring | 491" | 212 | -249" | 055 | -204 | .037 | .022 | .000 | 200 | .035 | 342" | .103 | 249" | .054
Perfor. Appr. | 504" | 251 | -157 | 024 | -132 | 017 | .034 | .001 | 203" | .04l | .167 | .028 | 3437 | .116
Work organ. | 480" | 218 | -.159 024 | -169 | .027 | -156 | .023 | 3107 | .091 | 2367 | 053 | 3457 | 112
Info. sharing | 467 | 205 | -375"7 | 132 |-259"| 063 | -173 | 028 | 326 | 100 | 222" | 046 | 369 | .128
Job security 3917 152 | -245™ | 060 | -2757 | 075 | -182 | 033 | 3037 | 091 | -051 | .003 | 383" | .146
Social activity | 603 | 301 | -317 | .083 | .022 | .000 | -144 | 017 | 277 | 063 | 203 | .034 | 403" | .135
Total model’ 4637 265" 178 142 236%* 183 29777

Legend:

a: B standard ( i.e. individual effect of each HR variable)

b: the total AR? takes into account all the HR variables.

*: p-value<0.10;

**: p-value<0.05;

*¥%: p-value<0.01
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4.3 Discussion and conclusion

The primary purpose of this study was to demonstrate that, in line with the findings
of the most empirical studies conducted in western context (Huselid, 1995; Delery &
Doty, 1996; Arcand, Bayad & Fabi, 2002), the relationship between strategic human
resource management and firm performance is also valid in China context. The
results reported in this study indicate that the HR-firm performance link is viable in
China. This finding increases the empirical evidences for the researches in this

domain.

In light of the results we got, can we say that the strategic universalistic model of
human resource management is appropriate for Chinese SMEs in service sector? In
some respect, the current study differs from previous studies (Jiang & Zhao, 2004;
Liu, Zhou & Chao, 2005; Zhang, Zhang & Liu, 2008) because our results provide us
a strong evidence of the relationship between SHRM practices and organizational
performance in Chinese SMEs in service sector. All individual HR practices,
including incentive compensation, training, selective hiring, performance appraisal,
work organization, information sharing, employment security and social activities
and sports, had strong universalistic relationships with employee satisfaction and
important accounting measures of performance. Also, each of the HR practice had
independently affected other different indicators of performance. But no HR practice
had significant effect on complaints. Furthermore, the regression analysis have
eloquently proved that these HR practices are high performance regardless of the
strategic orientation followed by the 71 Chinese SMEs in service sector. In other
words, from the statistical analysis, it is clearly shown that there is strong support for

the universalistic perspective in China context.
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The incentive compensation had a significant relationship with employee satisfaction
(B = 0.508, P<0.01) and turnover (B = -0.423, p<0.01). It seems that the incentive
compensation has played an important role in attracting and retaining employees.
This might be due to the characteristic of service sector. In fact, compared to
agricultural sector and industrial sector, the service sector is relatively new in China.
Its vigorous development results in the lack of skilled employees. The high turnover
rate 1s always a problem in service sector. Besides, the average basic salary in this
sector 1s low. Thus, the enterprises which offer better incentive compensation become
more attractive. As a result, this HR practice 1s seen as a best practice for improving

employee satisfaction and retaining talents.

The universalistic support for the effectiveness of training and selective hiring is
consistent with human capital theory (Duncan & Hoffman, 1981; Tsang 1987;
Rumberger, 1987). This theory implies that organizations that use rigorous selective
hiring and effective training to get and develop valuable knowledge, skills and
abilities present better performance (Delaney & Huselid, 1996). From the descriptive
analysis, we can see that these two HR practices were widely used in Chinese SMEs
in service sector. The results turned out that they both had significant effect on
customer satisfaction. Training also significantly affected productivity. Because of
their proximity to customers, employees in service enterprises are better able to
influence customer satisfaction. Therefore, the qualities of employees should be
taken seriously. As we mentioned above, in Chinese service sector, skilled workers
are sought-after. Compared to large firms, SMEs seem much less attractive.
Therefore, it seems that training programs could be an alternative choice. Through

training employees, SMEs can create their own skilled human capital base.

The universalistic relationship between the presence of performance appraisal and

organizational performance supports an agency theory (Delery & Doty, 1996). In the
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current study, we considered both results-oriented appraisal and behavior-oriented
appraisal. The results showed that performance appraisal was a practice widely
adopted in Chinese SMEs in service sector. The periodical appraisal pushed
employees to improve their productivity and devote themselves to the amelioration
of financial performance. Besides, this HR practice supports the performance-based
compensation system. Therefore, a periodical appraisal system helps employee get
the pay they deserve, which can significantly improve the level of employee
satisfaction. Once the employees are well motivated, the agency problems will

decrease.

As a not widespread HR practice, information sharing has given us a surprise in the
current study. It seems that these Chinese SMEs had shown greater interest in sharing
private business information with employees. This HR practice has significantly
influenced the most indicators of firm performance compared to the other HR
practices in this study. We believe that the limited size and the trend of enterprise
informatization give SMEs a chance to pass on information more quickly and less
costly. The routine communication on important dimensions of performance
improves the sense of belonging and productivity of employees, which finally

contributes to enhancing firm performance.

Overall, the findings of the current study strongly support the positive effect of
SHRM practices on firm performance as put forward in universalistic perspective.
That is to say, in accordance with the resource-based theory and the models in
SHRM, human resources indeed play an important role in the development of firm
performance. Especially for SMEs which have limited available resources, they
should know well what resources to invest and how to take advantage of them. In
consideration of the limited quantity of empirical researches in China, our study has

provided guidance for Chinese SMEs in service sector to plan their future. We also
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filled a theoretical gap in this domain.

4.4 Limitations and suggestions

In spite of the contributions of this research, a few limitations which influence the
generalizability and availability of the findings should be pointed out. First of all, the
HR practices tested in this study took up a small set of the population of those used
by organizations. According to Becker and Gerhart (1996), there is no unified view
for the composition of high performance work systems. Although we have chosen the
HR practices which are universally considered to be strategic and proposed by many
researchers, other HR practices might as well constitute components of high
performance work systems. Thus, future studies are needed to find out other possible

best practices.

Second, the sample size of this study was relatively small. Being limited by the
budget and long distance issues, we have used e-mail survey to collect necessary data.
But because of the nature of e-mail survey, we had only 71 responses. Compared to
the existing empirical studies (Huselid, 1995; Delery & Doty, 1996; Gerhart &
Trevor, 1996), our sample size may be insufficient. In addition, we limited the study
to a single sector (i.e. the service sector). The findings may not be valid in other
sectors. Therefore, a cross industry study is needed to find out whether industry is an

important influencing factor.

Third, this study was limited to a single respondent who is the HR manager or senior
manager of an enterprise. The measurement was based on the subjective perspective
of the respondents, so potential bias may occur. Hence, future studies should consider

using subjective evaluation and objective data simultaneously. Also, evaluations from
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multiple respondents are preferred.

Fourth, there are plenty of factors which would influence the firm performance and
the presence of HR practices. However, subject to the time and budget, we couldn’t
integrate all of them (e.g. firm age, industry, firm characteristic, etc.) into our control
variables. Furthermore, the moderating effect of firm strategy and the synergistic
effect of HR practices were not tested in this study. Future study should take these

factors into account.

Fifth, the use of cross-sectional research design is another limitation of this study.
The current study relates to the information on HR practices and organizational
effectiveness over a given period. However, the causal ambiguity problem cannot be
well addressed in cross-sectional designs. Therefore, future studies should consider
using longitudinal designs to better find out the causal relationship between the HR

practices and firm performance.
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Appendix 1: Questionnaire

This questionnaire includes 34 questions which divided into three distinct sections.
These three sections are respectively: General information of enterprise, the human
resource practices in the enterprise and the different index of organizational

performances.

Section ] : General information

I. Name of the enterprise:

2. Number of employees:

A. fewer than or equal to 100 B. between 101 and 300  C. more than 300

3. Services provided?

Section I : Human resource management practices

Instructions: Please find a list of human resource management practices which could
be part of your enterprise. For each of these selected practices, a statement will be
suggested. Please assess your opinions on the five-point Likert scale concerning the

extent to which your company implements these HR practices.

1= not at all established

5= Very extensively established

For each statement, please circle the figure which best describes the level of

implementation of this particular human resource practice within your organizaiton.
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If you answer this questionnaire in e-format, you can also change the color of the
chosen number into red.

Example: In our company, gain sharing based on the employee’s efficiency is an

activity:

1 2 3 4 @
Not at all Moderately Very extensively
established established established

If you think gain sharing is a HR practice that intensively established in your
company, you should select the figure “5”; Conversely, you should select the figure

“1” 1f it 1s not at all established.

Nota Bene: The actual questionnaire is related to human resources practices intended

for the non-management employees.

1. Incentive compensation
In our company,

1.1 Gain sharing based on the employee’s efficiency is an activity:

1 2 3 4 E
Not at all Moderately Very extensively
established established established

1.2 Sharing a part of the profits among employees is an activity:

1 2 3 4 IE
Not at all Moderately Very extensively
established established established
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1.3 Granting individual bonuses to the best performing employees is an activity:

I 2 3 4 E |
Not at all Moderately Very extensively
established established established

1.4 Ownership sharing is an activity:

1 2 3 4 5
Not at all Moderately Very extensively
established established established
2. Training

In our company,

2.1 Using specific training programs allowing employees to fulfill the requirements
of their position (e.g. financial courses for accountants) is an activity:

1 | 2 3 | 4 |5
Not at all Moderately Very extensively
established established established

2.2 Using general training program allowing employees to fulfill the future needs of
the organization (e.g. Leadership or communication classes) is an activity:

I | 2 3 4 E |
Not at all Moderately Very extensively
established established established

3. Selective Hiring
In our company,

3.1 Looking at external recruitment is an activity:

E |2 3 | 4 5
Not at all Moderately Very extensively
established established established
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3.2 Using structured tests to properly evaluate the selected candidates (abilities, skills,
personality, etc) is an activity:

1 E | 3 4 E
Not at all Moderately Very extensively
established established established

3.3 Using structured interviews to properly evaluate the selected candidates (abilities,
skills, personality, etc) is an activity:

! 2 3 4 E |
Not at all Moderately Very extensively
established established established

4. Performance appraisal
In our company,

4.1 A periodic appraisal of the employee’s performance based on measurable
objectives (e.g. individual sales volume of salesmen) is an activity:

I 2 3 | 4 5
Not at all Moderately Very extensively
established established established

4.2 A periodic appraisal of the employee’s performance based on observable
behavior is an activity:

1 | 2 3 4 5
Not at all Moderately Very extensively
established established established
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5. Work organization
In our company,

5.1 Employee’s involvement in work teams is an activity:

1 2 3 | 4 5
Not at all Moderately Very extensively
established established established

5.2 Regular consultations with the employees by means of different commitees is an
activity:

E |2 3 4 5
Not at all Moderately Very extensively
established established established

5.3 Solving problems through project teams led by employees is an activity:

1 2 3 4 5
Not at all Moderately Very extensively
established established established

5.4 A regular job rotation at the similar level is an activity:

1 2 3 | 4 5
Not at all Moderately Very extensively
established established established

6. Information sharing
In our company, sharing with the employees...

6.1 information related to strategic decisions (e.g. strategic planning, technology
implementation, etc.) is an activity:

1 |2 |3 E 5
Not at all Moderately Very extenstvely
established established established
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6.2 information related to financial information (e.g.annual reports, etc.) is ar
activity:

! E 3 4 5 |
Not at all Moderately Very extensively
established established established

6.3 information related to the new products or services offered by the company is an
activity:

1 2 3 4 5
Not at all Moderately Very extensively
established established established

6.4 information related to the competition (e.g. competitive products, market share,
etc.) is an activity:

E E 3 [ 4 5
Not at all Moderately Very extensively
established established established

7. Employment security
In our company,

7.1 to commit to protect employee’s job, despite foreseeable changes, is an activity:

1 2 3 4 5
Not at all Moderately Very extensively
established established established

8. Social activities and sports

In our company,
8.1 organizing social activities (e.g. dinner parties, new year parties, teambuilding
activities, etc.) 1S an activity:

1 2 | 3 4 5
Not at all Moderately Very extensively
established established established
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8.2 providing employees with opportunities to participate in various social activities
(e.g. tickets to cinema, admission to exhibitions, etc.) is an activity:

E 2 3 | 4 5
Not at all Moderately Very extensively
established established established

8.3 organizing or providing with opportunities for spbﬁ activities (e.g. offering gifts
or monetary reward to the winners of sport activities, organizing badminton
competition, etc.) 1S an activity:

1 |2 3 4 5
Not at all Moderately Very extensively
established established established

Section III: Organizational performance

Here is a list of performance criterias regaring to your organization. For each
statement, you will be asked to assess your opinions on the five-point Likert scale
concerning the level of your organizational performance. These criterias are divided

into three parts: social performance factors, economic factors and financial factors.

1. Social performance factors

In your opinion, how do you evaluate...

1.1 your employee’s level of satisfaction towards working environment?

1 2 3 4 5
Not at all Average Strongly
Satisfied Satisfied
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1.2 your employee’s level of satisfaction towards their work entrusted?

l 2 3 4 5
Not at all Average Strongly
Satisfied Satisfied

1.3 your employee’s turnover rate? (Calculation: Divide the number of voluntary
departures in a year by the total number of employees in that year.)

E 2 | 3 4 E |
Very low Average Very high
(<5%) (15%) (>25%)

1.4 your employee’s absenteeism rate? (Calculation: Divide the number of absences
in a year by the total number of days worked by employees in that year.)

1 |2 3 4 IE |
Very low Average Very high
(<1%) (3%) (>5%)

1.5 the number of employee’s complaints (or grievances) in a year?

! 2 |3 4 5 |
Very low Average Very high

2. Economic performance factors

In comparison with your competitors, how do you rate...

2.1 your employee’s productivity?

l 2 3 4 5
Very low Average Very high

2.2 your customer’s level of satisfaction?

1 2 3 4 5
Very low Average Very high
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3. Financial performance factors

In comparison with your competitors, how do you evaluate...

3.1 your return on assets (ROA) or return on investment(ROI)? (ROA= net profit
(after tax and before extraordinary items)/total assets; ROI= net profit (after tax
and before extraordinary items)/total investments.)

1 2 3 | 4 5 |
Very low Average Very high

Thank you very much for your participation!
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Appendix 2: Questionnaire (in Chinese)
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