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Abstract  

Purpose – The purpose of this paper is to explore the antecedents and consequences of 

management commitment to service quality through exploring the relationship between 

management commitment to service on job satisfaction, job performance and employee 

commitment to organizations on service recovery performance model adapted from Bagozzi’s 

(1992) reformulation of attitude theory and turnover intentions through a case analysis of private 

commercial banks. 

 

 

 

 


