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Abstract

The purpose of this study is to explore the effect of commitment human resource
management practices on customer satisfaction, and the mediating effects of affective
commitment and service-oriented organizational citizenship behavior. This study collected
387 valid samples from employees and 1161 valid samples from customers for analysis.
After the SEM analysis, the study results are as follow. First of all, commitment human
resource management practices will cause positive effects on affective commitment.
Second, affective commitment will cause positive effects on service-oriented
organizational citizenship behavior. Third, service-oriented organizational citizenship
behavior will cause positive effects on customer satisfaction. Besides, affective
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commitment has mediating effects in commitment human resource management
practices effectively influence commitment human resource management practices.
Final, service-oriented organizational citizenship behavior has mediating effects in
affective commitment and customer satisfaction.

Keywords: Commitment human resource management practices, Affective commitment,
Service-oriented organizational citizenship behavior, Customer satisfaction.
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