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ABSTRACT

This study is set to analyse the role of high-performance work systems which is
mainly aimed to boost knowledge, skills, and abilities of human resources in
the form of effective communication and better coordination termed as
relational coordination and subsequently improving performance. Using the
theory of relational coordination that explains the relational aspects of
coordination along with effective communication to influence performance
outcomes, the study obtained data from 218 branches through survey focusing
on employees’ perspectives regarding high-performance work system in
anticipating relational coordination among employees in performing focal
work process of branch banking functions. The data obtained from officers was
analysed through the Data Envelopment Analysis approach to identify efficient
bank branches pivotal in formulating optimal policy measures. Results
indicated that high-performance work systems envisaged relational
coordination via the intervention of deposits and profitability. The findings
contribute to the literature of high-performance work systems by indicating
what interventions in high-performance work systems and the relational
coordination may lead to bringing down operations cost or making
improvements in the delivery of banking services. The study also implies that
compared with managerial perspectives in the field, employees’ perspectives
provide significant insights about the relational process in explaining how a
well-coordinated approach towards HR systems establish the social context for
better HRM practices, enhancing.
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1. Introduction

Over the last few decades, there has been an increasing interest within management
research in recognising the human factor in organizational performance. Organizations rely on
various forms of resources to accomplish desired objectives, among other resources; human
resources can accomplish a significant impact on firm performance. It is based on the premise
that enhanced performance is mainly realized through the effective use of human resources in
the organization (Nien-Chi & Lin, 2019). The relationship between HRM and performance has
been widely reported in the last few decades (e.g. Russell, et al., 2018; Ogbonnaya & Valizade,
2018) as a large number of studies have reported significant associations between HR practices
and performance (Delery & Doty, 1996).

Recently, the focus is to examine not only the linkage between HR practices but also to
explore the process through which human resource management influence performance.
Researchers have suggested that to understand the relationship between human resource
management practices and firm performance, there is a need to distinguish what constitutes as
high-performance work systems (HPWS), the impact HRM practices as a system make on
performance, and most importantly exploring the mechanism and process through which HRM
practices make such impact on organizational performance.

The HPWS is generally understood to mean a set of HRM practices in the HRM literature
(Methot, Rosado, & Allen, 2018). Extensive research (e.g., Kehoe & Collins, 2017; Zacharatos
et al., 2005) has shown that studies have mostly adopted Pfeffer (1998) set of practices. These
practices have received greater attention in the HPWS literature. These include practices that
can improve the skills, knowledge, and abilities of employees, enhance their motivation, and
can be helpful in the retention of competent employees while advocating poor performers to
leave organization. The HR-performance link has been investigated from various perspectives
rooted in organizational psychology, industrial relations, sociology and economics. Theories
such as human capital, RBV of the firm, and the AMO framework provided support for
understanding the HRM-performance link (Boselie, Dietz, & Boon, 2005).

There is a large volume of studies describing the multidimensional nature of organizational
performance (Boxall, 2012). The seminal work of Huselid’ (1995) established empirical HRM-
performance link, inspired a series of studies analysing the various form of performance such
as economic gains, accounting income, customer satisfaction, and productivity (Paauwe,
Wright, & Guest, 2012). Across various sectors, there are different measures of organizational
performance. The rationale for selecting certain indicators of performance largely depends on
the objectives of the specific organization under study (Methot, Milwani, & Rothman, 2017).
Dyer and Reeves (1995) labelled performance outcomes into 4 categories including employee,
financial, organizational, and market outcomes.
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Despite studies have reported that HPWS are positively associated with performance
outcomes (e.g., Chao, & Chih-Ting, 2018; Liao, Toya, Lepak, & Hong, 2009), researchers have
identified that earlier studies have paid little attention to the process linking HR practices to
organizational performance (Boon, Den Hartog, & Lepak, 2019; Malhotra & Singh, 2016; Han,
Bartol, & Kim, 2015)

Previous studies have taken up different theories in examining the relationship between
HRM practices with performance (Boselie et al., 2005). Using the concept of social capital, the
relationships between employees have been theorised to act an important part in accomplishing
high levels of performance (Havens, Gittell, & Vasey, 2018). The theory of relational
coordination as one of these relational perspectives describes specific dimensions of
relationships that are essential to the coordination of work.

Relational coordination is considered a developing theory for distinguishing the dynamics
of coordination work. The term relational coordination is generally understood to mean
coordination of group members in the context of relationships in interdependent work setup
(Gittell, 2001). According to Gittell (2002, p. 301) “relational coordination is a mutually
reinforcing process of interaction between communication and relationship carried out for task
integration”. Relational coordination is an organised process that consists of communication
and relationships. In addition to theoretical understanding, scholars have also suggested
methodological gaps such as considering both managers’ and employees’ perceptions about
HR practices will result in a better understanding of the HR-performance relationship (Wright
&Ulrich, 2017; Bowen & Ostroff, 2004;). These issues imply that the process of linking high-
performance work systems and performance is distant from complete hence, indicating a
research gap (Fu, Bosak, Flood, & Ma, 2019; Gerhart, 2012). Therefore, based in the theory of
relational coordination, this study focuses on examining the links through which HPWS fosters
relational coordination among employees and consequently influences organizational
performance. The research questions are:

1. To what extent HPWS can influence the efficiency of unit-level performance in
predicting relational coordination among employees.

2. To what degree the linkages between HPWS, Relational coordination, and performance
is related to the ranking of efficient units.

This study used the above arguments to develop a research framework that incorporated
the RC theory in HPWS-performance nexus, identifying relational coordination might help
explain the process linking HPWS in positively influencing the efficiency of unit-level
performance.

This study contributes to the multiple facets of HPWS and RC literature (concerning
Pakistan). Firstly, the study used Data Envelopment Analysis (DEA) approach based on input
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and output models in which efficiency scores were calculated for three combinations. Firstly,
to estimate the effects of HPWS in predicting relational coordination among employees
(HPWS as input and relational coordination as output), secondly, to assess the relationship of
HPWS with branch level performance outcomes (HPWS as inputs and performance outcomes
as outputs), and thirdly, the effects of relational coordination on performance outcomes (RC as
inputs and performance as outputs). Thus, inputs for DMU's are divided into two main groups,
i.e., HPWS & Relational coordination. The variables under the umbrella of HPWS are JS,
T&D, employee participation, information sharing, job description, compensation, and
appraisal.

The variables concerning Relational coordination are timely, frequent, accurate, problem-
solving, communication, shared knowledge, shared goals, and mutual respect. In terms of
output for each decision-making unit (branches as DMU’s) are Deposits, advances, and
profitability of 120 bank branches (see Table 1). The findings of DEA suggest that based on
the combination of input-output models, certain branches were more efficient on HPWS in
predicting relational coordination among employees. Secondly, some branches were highly
efficient on HPWS concerning performance outcomes of deposits, advances, and profitability
and many branches were efficient in terms of relational coordination and its influence on
performance outcomes, which is in line with the literature (Gittell, Seidner & Wimbush, 2010).
Thirdly, it provides practical implications for policymakers suggesting the importance of
employees’ perspectives. Fourthly, the empirical evidence supports an important role of key
stakeholders in designing HPWS frameworks, and increasing the input of relational
coordination will further improve performance outcomes in terms of higher levels of deposits,
performing loans, and profitability.

2. Literature review

HRM literature carries a consistent message that HR practices positively influence
organizational performance (Murphy, Torres, Ingram, & Hutchinson, 2018). In recent years,
researchers have aimed at several other issues in HPWS. One of the major issues is related to
the “black box” in HR literature (Sun, Xing, Yin, & Yang, 2018; Boselie et al., 2005). To
examine the black box, studies have focused on the role of HRM systems in affecting the
attitude and behavior of employees (Minggiong, Cherrie, Dowling, & Bartram, 2013; Karadas
& Osman, 2019). For instance, Ostroff and Bowen (2000) viewed HR practices as critical
elements in encouraging employees to behave in manners beneficial to organizational goals.
Guest (1997) proposed that appropriate HR practices entice the commitment and motivation of
employees that have a direct relationship with business results. In doing so, researchers have
mainly relied on the resource-based view and AMO framework as theoretical foundations of
the HPWS-performance relationship (Paauwe et al., 2012).
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Resource-Based View: The RBV approach proposes that firms pay greater attention to their
resources for competitive advantage. Researchers have suggested that the RBV has
significantly influenced the field of HRM and considered that a system of HR practices that
are valuable in nature, rare, unique, and non-substitutable will lead to competitive advantage
(Romanow, Rai, & Keil, 2018). However, a number of studies have found that each HR practice
prevailing in the organization cannot be a source of sustained competitive advantage (Meuer,
2017; Guest, 1997).

The AMO Framework: The AMO model (Appelbaum, Bailey, Berg, & Kalleberg, 2000)
has received more attention from the scholars for several reasons including its main
components that enable employees to develop better skills, knowledge, and abilities along with
motivation and get better opportunities about involvement in decision making.

2.1 Relevance of relational coordination theory

Several models explain the link between HPWS and performance (e.g. Guest, 1997;
Appelbaum et al., 2000; Lee, Pak, Kim, & Li, 2019). In view of Ostroff and Bowen (2000),
most models are based on the assumption that superior HR practices are considered to result in
more committed, motivated, and better-skilled employees, who, in turn, can be more productive
to affect firm performance. So far, the most predominant arguments about causal mechanisms
are based on employees’ skills, abilities, motivation, human capital, and commitment. In
addition to these arguments, there is a developing view that focuses on relationships between
employees and considers it as an essential causal mechanism through which HPWS influence
performance (Collins & Smith, 2006). Therefore, in this study, a relational view is adopted and
a model of HPWS has proposed in which each HR practice applies to multiple functions in an
interdependent work setting.

Relational coordination distinguishes the relational dynamics of coordination work, which
comprises communication and relationship aspects in the performance of the interdependent
task (Siddique, Procter, & Gittell, 2019; Gittell, 2002). Relational coordination theory assumes
that HPWS is due to influence the performance outcomes through their effects on the degree
of relational coordination. It suggests that because of social relationships and better information
processing capacity, relational coordination is expected to result in better communication ties
among employees with different expertise across functions. Relational coordination brings
more consistency in communication that enables employees to reduce the number of errors and
time wasted in searching misplaced information, carrying out unnecessary communication, and
waiting for a response from other workers (Gittell et al., 2010).

Based on social capital, the relationships between employees have been understood to act
an important role in accomplishing performance (Faraj & Sproull, 2000; Adler, Kwon, &
Heckscher, 2008). In general, RC theory is exclusive in determining explicit dimensions of
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relationships that are essential to the coordination of job, precisely going ahead of shared
knowledge to encompass mutual respect and shared goals, while concentrating on the
improvement of these relationships between roles instead of between specific individuals.
Relational coordination theory offers a particular approach to conceptualize the relational
dynamics of coordination, their anticipated effects, and basic predictors. Therefore, this theory
is applicable to work processes with a high level of interdependence involving multiple
employees to carry out the tasks under uncertain circumstances and time restrictions (Gittell et
al., 2010).

2.2 Conceptual framework

In this model, relationships among employees are considered as a link between HPWS and
performance. This study recommends that HPWS is set for improving relational coordination,
which is expected to build up branch-level performance. Based on the theory of relational
coordination, HPWS affects relational coordination at the unit level, and relational coordination
in turn is linked with the impact of HPWS on overall branch performance, indicating a
relational process through which HPWS work.

HPWS - —
IS Relational Coordination

Unit Performance

T&D Denosi
TR posits
Employee Participation ‘ Communication ties ‘

- : Relationship ties Advances
Information sharing profitability

JD
Contingent Comp
Appraisal

Figure 1: Conceptual framework

Source: The above theoretical framework is adopted form Gittell, Seidner & Wimbush (2010).

3. Methods

3.1 Research approach

The study used a predictive research design. For this purpose, in the first stage, the
information related to HPWS and RC was obtained from managerial and officer cadre
employees working in various functions including operations, cash, and credit departments
from 218 branches (Babbie, 2004). Secondly, data regarding branch-level performance
outcomes including deposits advances, and profitability was gathered subsequently after the
survey on completion of the financial year. Thirdly, based on the inputs and outputs of
Decision-making Units (DMU’s) efficiency and super-efficiency of DMU’s were determined
via Data Envelopment Analysis (DEA) analysis. These efficiency scores were computed using
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the variable returns to scale (VRS) approach. The VRS approach allows for the computation
eliminating calculation of technical efficiency (TE) further, using input-oriented BCC models,
super efficiency scores were computed for 120 branches and were ranked according to
efficiency scores.

3.2 Measurement of variables
High-Performance Work Systems and unitary index

There has been little agreement as to what constitutes HPWS (Lepak, Liao, Chung, &
Harden, 2006). Organizations have specific objectives and connecting them to the design of
HPWS might present better insights into the effectiveness of HPWS (Lepak et al., 2006).
Therefore, for this study, influential studies and its relevance to the study settings were
identified which have focused on the effects of high-performance work practices on
performance as an inclusion criterion in HPWS. These practices include JS, T&D, employee
participation, JD, information sharing, contingent compensation, and appraisal. These practices
were measured with validated scales (Delery & Doty, 1996; Zacharatos et al., 2005; Scott &
James, 1992) on a 5-point Likert scale.

The study adopted a widely used additive approach, which is consistent with one of the
main principles of strategic human resource management that the effects of practices is better
understood by testing the system of high-performance work practices (Huselid, 1995; Ostroff
& Bowen, 2000; Lepak et al., 2006). Following the subscale aggregation additive approach,
seven HR practices were aggregated into a unitary index that measures HPWS (Macky &
Boxall, 2007). An additive approach is also more appropriate for the present study model that
assumes each practice is equally important within the HPWS index (Gittell et al., 2010).
Relational Coordination: A seven items RC survey, developed by Gittell et al. (2010) was
adapted for measuring relational coordination. The RC survey has been used to determine
cross-functional as well as cross-organizational coordination among employees working in
highly interdependent work settings.

Branch performance measures

To measure the branch performance of a bank, Paradi et al. (2011) proposed a production,
intermediation, and profitability approach. Using Paradi’s approach, selected branches are
analysed about efficiency, liquidity, capital adequacy, and profitability. An identical set of unit-
level performance measures comprising deposits, lending, and profit were gathered across one
hundred and twenty bank branches.

Sampling and data collection procedure

This study has been conducted in one of the largest and pioneer banks in Pakistan with a nationwide
branch network of more than 1300 branches. Considering the distinct geographical location of the bank,
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the study considered 755 branches operating and located in the major provinces of Punjab, Khyber, and
federal capital.

Table 1: Sampled bank branches

The Punjab  Federal capital KP Total
Branches 360 190 205 755
Surveyed 155 78 107 340
HPWS and RC 58 68 92 218
Matched Branches 38 49 33 120

In total, 3400 questionnaires were personally administered in the survey in 218 branches.
The survey was sponsored by research funding. Participants completed 1830, of which only
1560 were usable. The sample characteristics of the respondents suggested that most of the
employees are young professionals in the range of 31 to 40 years and mostly holding master’s
in business administration (MBA) qualifications with 5 to10 years of experience in the banking
sector.

Instrument reliability and validity

This study used validated scales with minor modifications and was evaluated and assessed
in the context of reliability and validity. In the first step, an exploratory factor analysis (EFA)
was conducted for HPWS and relational coordination. The factor loading of the items indicated
the presence of strong loadings of all variables on only one component. Reliability was
estimated using a common technique of Cronbach alpha coefficient and interrater reliability
coefficients of ICC1 and ICC2 (LeBreton & Senter, 2008). Validity is assessed in terms of
interrater agreement (IRA) (see table 2). The alpha coefficient values for each scale, ICC1 and
ICC2 were more than the recommended value justifying aggregation of HPWS and RC at a
branch level. In terms of validity, the average values of interrater agreement rwg(j) of HPWS
relational coordination for all functions exceed the recommended value of 0.70 (LeBreton et
al., 2003).

Table 2: Reliability and validity analysis for HPWS and RC

Departments Icc1 IcC2 '”"(alc)'ass '””E"ZC)'aSS Agigﬂg;t
rwgj
Two-way One-way HPWS
Manager 0.265 0.904 0.273 0.912 0.93
Operations 0.260 0.901 0.281 0.914 0.90
Credit 0.238 0.890 0.241 0.902 0.94
Cash 0.185 0.855 0.191 0.864 0.91
Survey Items Alpha Survey Items Alpha
ES 4 0.612 IS 3 0.702
Training 4 0.739 CcC 3 0.602
Participation 4 0.813 PA 5 0.853
JD 3 0.835 HPWS 26 0.895
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Table 2a: Rotated component matrix for HPWS

Components
Practices Items 1 2 3 4 5 6 7
Q25 787
Performance 85; ;Sj
appraisal Q28 :700
Q29 .651
Q10 .813
Employee Q9 .738
participation Q11 722
Q12 .651
Q7 779
Extensive Q5 712
training Q8 .704
Q6 .609
Q14 .804
Role clarity Q15 172
Q13 770
Information 813 ?gg
sharing Q20 :624
Q2 .729
. Q3 722
Job security Q4 569
Q1 .520
Performance Q21 751
based Q22 .645
compensation Q23 .606

Table 2b: Component matrix for relational coordination

Component
Items Factor Loading
Accurately .785
Timely 746
Problem Solving 132
Shared Goals 726
Frequently 713
Respect .703
Shared Knowledge .688

4. Results and discussion

The study is determined to measure the extent to which HPWS can predict the degree of
relational coordination; to examine whether there is a positive relationship between the HPWS
and firm performance in the banking sector of Pakistan. Data is analyzed using data
envelopment analysis (DEA) technique to identify the most efficient branches in terms of their
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inputs and output efficiencies for 120 branches. These branches were analyzed through a
widely used DEA for the financial efficiency of decision-making units (DMU). DEA is set up
to measure the financial efficiency of units with several inputs and outputs (Gutierrez &
Goitisolo Lezama, 2011).

To examine the effects of HPWS on relational coordination and performance outcomes,
DEA efficiency scores were calculated through HPWS as input for relational coordination and
performance outcomes using BCC (Banker, Charnes, & Cooper, 1984) input-based models.
These inputs and outputs serve an exclusive combination to report the causes of either
efficiency or inefficiency for each branch.

Tables 3, 4, and 5 provide efficiency scores for 120 branches among the inputs and outputs.
Based on the model of Cinca and Molinero (2004), this study calculated DEA efficiency scores
for three combinations. Firstly, to estimate the effects of HPWS in predicting relational
coordination among employees (HPWS as input and relational coordination as output),
secondly, to assess the relationship of HPWS with branch level performance outcomes (HPWS
as inputs and performance outcomes as outputs), and thirdly, the effects of relational
coordination on performance outcomes (RC as inputs and performance as outputs). Finally, for
all three combinations, DEA super efficiency scores were computed to rank the efficient
branches (Lovell & Rouse, 2003). Table 6 presents the ranking of branches in terms of super-
efficiency scores. The maximum score of an efficient branch is 1suggesting that the branch is
fully efficient to convert inputs into outputs. Branches that are less than 1 are considered
inefficient branches on transforming inputs into outputs (Charnes, Cooper, & Rhodes, 1978).
Concerning the effects of HPWS in predicting relational coordination among employees,
shown in Table 3, 4 out of 120 branches were 100 percent efficient. These branches include
DMU number 58, 109, 102, and 116. Similarly, in terms of HPWs and its effects on
performance, shown in Table 4, 6 out of 120 branches were fully efficient. A group of these
100 percent efficient branches comprises DMU 115, 101, 38, 103, and 33 respectively. Besides,
regarding the effects of relational coordination on performance outcomes, shown in table 5, a
total of 6 out of 120 branches were found 100 percent efficient in terms of RC as inputs and
performance as outputs. Among full efficient branches, include DMU number 115, 103, 101,
38, 33, 45, 3, 109, and 15.

Results shown in Tables suggest that DEA efficiency scores of branches vary across a
combination of inputs and outputs. Several branches were efficient in several combinations.
For instance, DMU such as 33, 38, 101, 105, and 109 are efficient branches in terms of using
HPWS-performance relationships and relational coordination to performance relationships.
These findings are consistent with numerous previous studies that examined the linkages and
found that HPWS is positively related to firm performance (e.g. Siddique et al., 2019; Liao et
al., 2009; Gittell et al., 2010). Together, these results contribute to the current understating of
the linkages between HPWS and organizational performance in the service context. This study

172



Journal of Applied Economics and Business Studies, Volume. 4, Issue 2 (2020) 163-180 https://doi.org/10.34260/jaebs.428

emphasizes the central role of relational coordination among employees as a meaningful
element in the relationships between HPWS and performance.

Table 3: Super efficiency of branches on BCC input oriented models HPWS-RC
VRS Efficiency DMU VRS Efficiency DMU VRS Efficiency DMU VRS Efficiency

DMU Score Score Score Score
1 0.56 31 0.32 61 0.46 91 0.67
2 0.41 32 0.49 62 0.53 92 0.56
3 0.45 33 0.58 63 0.62 93 0.73
4 0.43 34 0.54 64 0.72 94 0.68
5 0.71 35 0.55 65 0.58 95 0.62
6 0.58 36 0.63 66 0.61 96 0.51
7 0.42 37 0.42 67 0.56 97 0.84
8 0.67 38 0.50 68 0.34 98 0.55
9 0.48 39 0.43 69 0.39 99 0.72
10 0.45 40 0.46 70 0.55 100 0.37
11 0.57 41 0.36 71 0.52 101 0.39
12 0.47 42 0.32 72 0.52 102 1.00
13 0.47 43 0.42 73 0.57 103 0.83
14 0.57 44 0.49 74 0.45 104 0.56
15 0.63 45 0.52 75 0.70 105 0.49
16 0.42 46 0.35 76 0.73 106 0.63
17 0.50 47 0.52 77 0.57 107 0.63
18 0.48 48 0.54 78 0.52 108 0.70
19 0.44 49 0.63 79 0.62 109 1.00
20 0.61 50 0.52 80 0.44 110 0.60
21 0.47 51 0.60 81 0.44 111 0.74
22 0.52 52 0.69 82 0.57 112 0.53
23 0.57 53 0.56 83 0.42 113 0.56
24 0.67 54 0.44 84 0.44 114 0.51
25 0.58 55 0.62 85 0.49 115 0.71
26 0.50 56 0.66 86 0.52 116 1.00
27 0.40 57 0.50 87 0.56 117 0.43
28 0.65 58 1.00 88 0.58 118 0.58
29 0.60 59 0.44 89 0.54 119 0.83
30 0.44 60 0.67 90 0.58 120 0.96

Table 4. Super efficiency of branches on BCC input oriented models HPWS-
performance

DMU Efficiency DMU Efficiency DMU Efficiency DMU Efficiency

Score Score Score Score
1 0.45 31 0.29 61 0.34 91 0.76
2 0.35 32 0.47 62 0.37 92 0.43
3 0.46 33 1.00 63 0.53 93 0.46
4 0.38 34 0.40 64 0.78 94 0.46
5 0.61 35 0.38 65 0.45 95 0.83
6 0.66 36 0.69 66 0.52 96 0.37
7 0.27 37 0.33 67 0.45 97 0.89
8 0.63 38 1.00 68 0.28 98 0.49
9 0.56 39 0.40 69 0.34 99 0.58
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10 0.34 40 0.42 70 0.41 100 0.29
11 0.68 41 0.27 71 0.40 101 1.00
12 0.33 42 0.32 72 0.51 102 0.53
13 0.41 43 0.36 73 0.38 103 1.00
14 0.44 44 0.51 74 0.38 104 0.43
15 0.69 45 0.96 75 0.40 105 0.45
16 0.40 46 0.30 76 0.55 106 0.48
17 0.46 47 0.43 77 0.56 107 0.43
18 0.34 48 0.34 78 0.37 108 0.59
19 0.38 49 0.39 79 0.43 109 1.00
20 0.47 50 0.32 80 0.31 110 0.57
21 0.33 51 0.39 81 0.31 111 0.59
22 0.38 52 0.46 82 0.39 112 0.34
23 0.37 53 0.43 83 0.42 113 0.43
24 0.52 54 0.31 84 0.38 114 0.42
25 0.41 55 0.70 85 0.46 115 1.00
26 0.38 56 0.37 86 0.50 116 0.56
27 0.32 57 0.34 87 0.32 117 0.35
28 0.54 58 0.46 88 0.27 118 0.48
29 0.75 59 0.29 89 0.27 119 0.58
30 0.35 60 0.44 90 0.36 120 0.86
Table 5: Super efficiency of branches on BCC input oriented models for RC-performance
DMU Eff\if:?e?wcy DMU VRS Efficiency DMU VRS Efficiency DMU VRS Efficiency
Score Score Score
Score
1 0.68 31 0.55 61 0.28 91 0.53
2 0.51 32 0.54 62 0.25 92 0.40
3 1.00 33 1.00 63 0.43 93 0.24
4 0.36 34 0.30 64 0.63 94 0.26
5 0.72 35 0.27 65 0.40 95 0.55
6 0.44 36 0.45 66 0.38 96 0.28
7 0.25 37 0.33 67 0.43 97 0.40
8 0.36 38 1.00 68 0.41 98 0.36
9 0.45 39 0.51 69 0.44 99 0.44
10 0.31 40 0.80 70 0.37 100 0.39
11 0.59 41 0.40 71 0.39 101 1.00
12 0.28 42 0.90 72 0.55 102 0.16
13 0.54 43 0.52 73 0.27 103 1.00
14 0.57 44 0.59 74 0.50 104 0.37
15 1.00 45 1.00 75 0.21 105 0.60
16 0.77 46 0.47 76 0.28 106 0.33
17 0.62 47 0.29 77 0.66 107 0.29
18 0.28 48 0.26 78 0.34 108 0.35
19 0.52 49 0.27 79 0.27 109 1.00
20 0.38 50 0.22 80 0.32 110 0.39
21 0.27 51 0.24 81 0.29 111 0.38
22 0.32 52 0.22 82 0.23 112 0.36
23 0.28 53 0.30 83 0.94 113 0.33
24 0.34 54 0.29 84 0.63 114 0.41
25 0.26 55 0.46 85 0.68 115 1.00
26 0.30 56 0.22 86 0.43 116 0.22
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27 0.46 57 0.27 87 0.18 117 0.39
28 0.47 58 0.12 88 0.13 118 0.45
29 0.48 59 0.28 89 0.15 119 0.27
30 0.39 60 0.22 90 0.24 120 0.54
Table 6: Ranking of efficient branches based on super efficiency
HPWS-RC HPWS-Performance RC-Performance
DMU Efficiency Rank DMU Efficiency Rank DMU Efficiency Rank
Score Score Score

58 1.30 1 115 1.52 1 115 1.88 1

109 1.23 2 101 1.47 2 103 1.86 2

102 1.08 3 38 143 3 101 1.84 3

116 1.00 4 103 1.40 4 38 1.80 4

33 1.38 5 33 1.71 5

109 1.26 6 45 1.61 6

3 151 7

109 1.18 8

15 1.05 9

5. Conclusion and implications

This study was aimed to assess the effects of HPWS in predicting the degree of relational
coordination among employees and improving the efficiency of unit-level performance in the
banking service sector of Pakistan. The data obtained from officer cadre employees of 218
branches about HPWS and relational coordination and branch performance outcomes including
deposits, advances, and profitability was analysed using DEA techniques for efficiency scores
of bank branches in terms of the use of inputs in generating efficient output. The super-
efficiency scores were computed for analysing the effect of HPWS and relational coordination
in improving the efficiency of branches. Using input-oriented BCC data envelopment analysis
models, super efficiency scores were computed for 120 branches and the most efficient
branches were ranked in terms of three combinations of input-output models including HPWS-
RC; HPWS-performance; and RC-performance.

The findings suggested that based on the combination of input-output, certain branches
were more efficient on HPWS in predicting relational coordination among employees, while
some branches were highly efficient on HPWS and relational coordination concerning
performance outcomes of deposits, advances, and profitability. These results suggest that
HPWS designed to foster relational coordination among employees will positively influence
unit-level performance.

The study provides a new understanding of the linkages between HPWS and performance.
It provides practical implications for policymakers suggesting the importance of employees’
perspectives as the findings present an important indication that there was a relational process,
whereby relational coordination was related to an extent of HPWS and its impact on unit-level
performance outcomes.
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