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Abstract

The age of communication ushered in the very first non-physical transfer of assets and just as
the bartering system saw its demise at the hands of cash and coins, the public today have a
front row seat in witnessing the infancy of digital transactions, and perhaps more ominously,
the death of physical ones. The UAE is a tech savvy nation that strives to be in the forefront of
technological change, and this has resulted in the country being one of the first nations to
declare an official movement into paperless transactions after 2020. Changing systems often
result in a ‘shudder’ or a very noticeable shift in the public’s attitude. There is a distinct lack
of available literature that documents this phenomenon. This paper offers insight into public
views about the security of a potentially upcoming cashless society during this transitional
period. This is accomplished by comparing between the UAE Nationals and expatriates whilst
utilizing a mixed approach. A non- parametric test called Wilcoxon Mann-Whitney U test is
further performed on data collected from 500 respondents residing in Dubai to determine the
statistical significance in perception of the differences between UAE Nationals and expats.
Since security is reliant on the public’s perception of its strength, this paper offers a rare
glimpse into the public’s opinion about security in a cashless society by conducting an in-depth
analysis of public surveys and expert interviews. Moreover, it examines the public’s awareness
and perception of crypto currency and recommends solutions to alleviate the public’s concern
related to the intrusions of digital currency. The case of the UAE, however, suggests a clear
disparity in the usage of cashless transactions between locals and expats. The paper draws
parallels with Singapore’s cashless system whose growth in cashless instruments usage have
been stunted by factors that the UAE is on the cusp of encountering, henceforth setting some
institutional and policy implications.

Key words: Cashless Society, Crypto Currency, Digital Transactions, Mixed Approach, Mann-
Whitney U Test

1. INTRODUCTION

Contrary to widespread belief, the concept of a cashless society is not novel to this century.
Archaeological estimates place the first known instance of cashless transactions in



Mesopotamian tribes as early as 6000 BC where people exchanged commodities with
commaodities of unequal value known as barter system (Anderson, 2013). This system had a
myriad of problems including, people having double coincidence of wants, complexities in
pricing, and challenges in saving future exigencies. Later the humans started using simple metal
coins that became the cash exchange as we know today.

The shift in the paradigm from barter to currency was formulated with a lot of trial and error.

Some of the features that made cash popular over the barter system includes the fact that they
could be assigned values and were easier to carry, however the key factor that truly defined its
existence was the continued acceptance of the public of this method of transactions.

Today, we are witnessing the next stage of evolution as we move away from cash and towards
digital currencies. Crypto Currency is the latest method of making transactions that do not
involve cash. The fact that it is a decentralized peer to peer digital currency makes it a unique
mode of transaction. Despite its immense potential, the fact that it is very new technology
meant that very little is known about it and major government departments such as the US
Department of the Treasury only undertook exploratory studies as late as 2013 (Brito and
Castillo, 2013).

The fact that cash is being used less than ever before and that they have almost completely
disappeared in countries such as China and Sweden (Leary and Gohd, 2017) provide for some
clear early signs of this trend. This is also supported by the fact that the key industry
professionals such as managing director of the International Monetary Fund (IMF) have started
openly talking about digital currencies. This shows an international movement towards a more
cashless society which indicates that the cashless societies are of significant rising importance
and requires addressing by academia.

The sentiment that public perception plays an integral role in the evolution of acceptable modes
of transaction has been echoed throughout history. With the announcement of the UAE’s intent
to shift to a cashless society by 2020 (Hameed, 2018) and the prevalent usage of supporting
technologies that lends to this vision means that this study allows for a glimpse into public
opinion during this stage of transition making it a potentially significant historical document.
The motivation behind the study stems from the fact that it is the first document of its kind that
to analyse the trends in the UAE during this transitional period.

Objectives
e Examining the world trends towards a concept of a cashless society.

e Determining the perceived security threats and risks in a society that is trending towards
cashless methods of transaction.

e Assessing customers perception towards cashless society in the UAE.

e Documenting the benefits and threats related to the cashless system in the UAE.



e Examining the use of Crypto currency as a new medium for investment and cashless
transactions in the UAE.

e Recommending the viability of Crypto currency that has been proposed across Dubai
by evaluating the knowledge and opinion of the public on the subject.

2. LITERATURE REVIEW

A review of prior research suggests several strands of studies have evolved from various
economic settings focusing on the influence of cashless economies, a few of them which are
enumerated below:

AUTHOR,

REGION

FINDIN METHODOLOGY
YEAR STUDIED GS ODOLOG
The author concluded that the internet is
Salam and considered a complete medium of transaction as
USA . .\ SEM Methodolo
Rao, 1998 it shares several elements of a traditional 9y
marketplace.
Older users tend to be shoppers but those
between the age of 11-20 tended to be browsers
and men make internet purchases more often
Forsythe and . . . .
Shi. 2002 USA than women. This tied into the fact that with|Regression Analysis
' greater internet knowledge and experience came
a greater likelihood to engage in internet
shopping.
The cost-benefit of electronic payment
Swartz et al, instruments are higher than that of paper e .
USA . g . . P p' Sensitivity Analysis
2004 payment instruments as indicated by this paper's
analysis.
. Simple percentage,
Cashless economic system could be a powerful| . P P g
- . . chi-square and
Mieseighaand| .. . tool in transparency and will reduce fraudulent .
Nigeria . . ANOVA-Accidental
Ogbodo, 2013 activity thereby paving the road for strong samplin
economic growth. Piing
methodology
_ The increased penetration of cashless
Al-Khouri, | o transaction in the UAE is set to widen due to|Case Study
2014 rising cost associated with cash-based|Methodology

transactions with the UAE government set to




play a significant role in the push for a move
towards a cashless-society.

Infrastructure plays a crucial role on both

Reliability Test and

Bayero, 2015 |Nigeria  |financial and business institution in a cashless . .
. . . Regression Analysis
economy in low income areas of Nigeria.
Although the use of cashless instruments
. . provides several advantages such as ease of use, |Factor Analysis with
Jain and Jain, . . i
Oman heightened security/safety. The speed of|Extraction Method
2017 . , :
cashless and cash-based instruments was 'not|and Rotation Method
significantly different’,
Liu and There is significant evidence to suggest that it is .
L USA and . g L . 99 . Empirical Asset
Tsyvinski, . slowly integrating itself into the mainstream|_ . .
China . . i Pricing
2018 market as a viable means of digital transaction.

An analysis of the available literature reveals a clear gap in the exploration of the perceived
benefits or threats of the cashless society in the GCC and the UAE in particular. The literature
review clearly indicates a strong need for an analysis of the cashless society in the UAE.




3. THEORETICAL MODEL

Fig.1: A Priori Theoretical Model (Salam and Rao, 1998)

Institutional
Trust Consumer —
\ Perceived Risk of
Transactions
Economic / Over the Internet
Incentive

While consumer perceptions lack a commonly accepted pattern or any accepted theoretical
base the current paper attributes Consumer Perceived Risk as a significant element in this study
and bases its findings from the a priori theoretical model (Fig.1) advocated by Salam and Rao
which places institutional trust and economic incentives as key characteristics that helps
determine the consumer’s perceived risk of transaction over the internet. Institutional trust in
this instance is defined as the public’s trust of security in technological infrastructure
implemented by financial institutions such as banks, stock market, etc. Economic incentive on
the other hand, may refer to cost benefits brought about by online transactions such as
economical products, increased availability of online products, etc. This model proves via
structural equation modelling tests that increase in institutional trust inadvertently results in a
decrease in consumer-perceived risk of transaction over the World Wide Web while, increase
in economic incentive has an inverse effect on consumer-perceived risk

4. DATA AND METHODOLOGY

The Exploratory nature of the study necessitates the adoption of a qualitative and quantitative
design to arrive at the results. An inductive approach was adopted to observe survey results
and make inferences. For the interviews, open-ended questions were asked to three senior bank
managers working in reputed public and private banks in the UAE. Concurrently, 550
questionnaires were administered by random sampling technique to working individuals
(Emiratis and Expats) in Dubai to decipher their perception on cashless society. However,
responses were received from 500 respondents of which consisted of 315 expats and 185 locals.
The questionnaire consists of 20 questions across 5 sections namely demographics, frequency
of transactions types used, perceived security of types of transaction, type of purchase and
crypto currency. To test the reliability of the questionnaire a Cronbach’s alpha test was
performed to judge the extent of dependability with which the instrument is successful in
measuring ‘what it is intended to measure or to infer’ (University of Virginia Library, 2015).
Results reveal a score of 0.70, which further attests the reliability of the construct. To further
estimate the results a non-parametric test namely the Wilcoxon-Mann-Whitney (or rank sum)
test is used to statistically examine the significance of results obtained with respect to the
frequency of engaging in cashless transactions as well as the perception of security of cashless



transactions. The test is suggested as an alternative to the t-test which does not rely on
distributional assumptions.

5. RESULTS AND FINDINGS

5.1.Survey findings

The findings of the survey revealed that the demographics of the respondents to the survey
varied in age and average monthly income which indicates the capture of the perceptions of a
rich diversity in the sample. The job description of the captured demographics also indicates a
skew towards people either salaried employees or self-employed respondents such as
entrepreneurs, etc. accounting for 77.7% of the people surveyed. This is especially important
to the survey as it indicates a majority of the respondents have the spending power to make
regular transactions thereby serving the purpose of the survey. To achieve the goals set by the
study, 96.8% of respondents are based in the UAE (holding either a resident visa or are local
Emiratis) whilst only 3.2% consists of tourists or those on short term stay. This statistic satisfies
a crucial element of the paper which was to test the opinion of the public that resides in the
UAE and having more than 95% of the respondents be resident visa holders and Emiratis
satisfies this criterion.

For the next set of questions, the Wilcoxon test reveal that there is a statistically significant
difference at 1% level (z-stat = -2.6) on the frequency of engaging in cashless transactions
between expats and Emirati respondents. This could be attributed to the fact that expats in the
UAE tend to use cashless instruments to send money back home making it a necessary part of
their lives. Emiratis, on the other hand, especially older ones, may have religious sentiments
that dissuade them from utilizing cashless instruments in their lives.

Additionally, there is a statistically significant difference at 5% level (z stat=-2.19) between
perceptual differences in the security of cashless transactions between Expats and Emirati
respondents. As our theoretical model portrays economic incentive and institutional trust as
key factors that helps to determine the perception of security, economic and the structural
framework of cashless instruments within the UAE. In the case of the UAE, institutions within
the country are well trusted and respected amongst both locals and expatriates. The significant
statistical difference, however, stems from the fact that the economic incentives provided by
banks in the form of cash back, discounts and other monetary benefits appeal more to
expatriates. This means that expatriates are more willing to overlook security features as a
result of the economic incentives afforded to them. This is not the case for Emiratis who may
be much more conscious of the security of these cashless instruments and thereby drive
economic institutions to develop safer, more secure means of cashless transactions.



Fig. 2: Reasons to switch to a cashless system

Shortage of currency notes/coins

Easy tracking of Expenses 40%%

Discounts/Cashback Rewards anoe

Convenience 56.80%

The study also analysed factors that were responsible in convincing the general public in the
UAE to switch to a cashless system. Amongst those surveyed, 99% of people believed that
features such as convenience, tracking expense, discounts/cash backs and shortage of currency
notes or coins led to the switch in type of transactions used (Fig. 2). The features indicated
share a common characteristic of having high benefits and low costs. For instance, in a cash
instrument system tracking expenses may involve physical collection of bills and/or manual
counting of notes and coins, whereas in a cashless system, all transaction details are easily
tracked online. This tie in with the research conducted by Swartz and his team (2004) which
concluded that the cost benefit analysis of cashless instruments was greater than that of cash-
based instruments

Tablel: Crypto currency

Cryptocurrency Yes \Maybe No

Steep learning curve 29.40% (45.20% [ 25.40%
No tangible form 29% |46.20%24.80%
High exchange rate 8.40% |29.40%62.20%
Highly volatile & unstable 27.60% |42.60%29.80%
Average 23.60% [40.85%]35.55%
Government regulated 28.60% [49.80% | 21.60%
UAE government recommended | 28.40% | 54% |17.60%
Average 28.50% [51.90%]19.60%

Finally, the last set of questions reveals two lines of questioning posed by the survey in regard
to cryptocurrency (Table 1). The first line of questioning mentioned negative aspects of crypto
currency such as the fact that crypto currency has a steep learning curve, has no tangible form,
and was highly volatile and unstable. The later question highlighted positive aspects of the
proposed emCash crypto currency, such as the fact that it could be government regulated and
that it was recommended by government officials. The negative line of questioning fostered
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stronger opinions which corresponded to the negativity cognitive bias phenomenon observed
when people attach greater significance to negative features over positive ones.

5.2.Interview findings

For the qualitative approach of the study, the participating interviewees were asked a set of five
questions.

The three industry experts being interviewed all agreed that the chosen field of study is set to
make a significant impact on UAE’s society in the foreseeable future when discussing the
significance of cashless society in the lives of the people living in the UAE. Regarding the
differences of usage of cashless transactions between locals and expats, two out of the three
experts indicated that they believed that expats and locals displayed differing attitudes
regarding usage and perceptions of cashless instruments between the two sets of people. The
experts defended their position by inferring that the difference in culture is what contributed to
the gap. This line of thinking is supported by Hofstede’s cultural dimensions theory which
provides a platform for empirical analysis of differences in culture.

Despite the differences in perception, the government and financial institutions are doing their
best to initiate and develop cashless instruments was the argument put forth by the experts
when discussing the government's involvement in pushing for such a cashless society. They
went on to elaborate this principle by demonstrating the availability of online fine payment
systems and various e-government payment options available to the public which further
strengthens the idea that the UAE government is inclined towards the cashless movement. As
with most initiatives the government’s deliberate act of taking point in such an endeavour will
only serve to push the usage of the cashless economy onto the public soon.

Threats are expected in such a cashless system and the experts concluded that the possible
threats to this future had to do with not hackers, or credit card fraud, but with people who were
unfamiliar with the proper methods of usage with the technology. A vast majority of failures
in cashless systems stems from errors by the end user and all three experts concluded that an
educated public is instrumental in a success cashless economy.

A clear disparity exists in the opinions of looming threats to the cashless system between
industry experts and the public. Whilst the surveyed public expressed concerns over factors
such as fake online stores, credit card fraud and hacker’s activity, industry experts opted for a
more pragmatic look into issues brought about cashless system. Upon being interviewed, these
experts argued that cases of credit card fraud, fake online stores and hackers’ activity were too
far and in between to cause any significant damage. The low frequency of such incidents
combined with the ever-increasing security implementations by financial institutions may
indicate that public fears may be exaggerated and misguided. Some of the concerns addressed
by the experts included lack of knowledge by the average consumer which may lead to
overspending and consequential debt. The ideas presented by the experts were consistent with
the findings of Mieseigha and Ogbodo, 2013 who concurred in their study that cashless
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instrument resulted in less fraudulent activities and has even shown to be more secure than
cash-based instruments.

6. LIMITATION AND RECOMMENDATIONS FOR FUTURE STUDY

Although the study has taken several measures to ensure valid and reliable results that are free
from bias, limitations are an inevitable part of the study conducted. Some of the limitations
include the fact that it only covered the Emirate of Dubai and only examined differences
between Emiratis and expats. Furthermore, the sample size of 500 may not give a full picture
of the perception of the entire nation.

To improve, future researchers can broaden the survey distribution to include all seven
Emirates. This will enable the understanding of a more diverse spectrum of views.
Furthermore, future researchers could examine perception in areas of dense population to
beliefs held by those in more rural settings.

Crypto currency is another area of study that could be further developed. In addition to its
volatility crypto currency is yet to be considered a mainstream cashless currency. This presents
an opportunity for future studies to conduct an in-depth exploration of society’s opinion on this
new form of transaction once it gets better established into the economy.

7. IMPLICATIONS

7.1.Banking Implications

The banking sector provides serves two types of markets. The business to business market is
where businesses serve organizations from SMEs to large corporations. This segment of the
bank’s business is not predicted to be impacted by the emergence of a cashless society. Retail,
Business to Consumer banking however is predicted to see major closures in physical locations
as well as downsizing in staff across the banking sector as a direct consequence of consumers
preferring online banking along with the fact that a majority of the banks processes that once
required people could now be automated.

7.2.Policy Implications

As established, the UAE is at a pivotal junction in its history where a cashless society may be
achieved in the foreseeable future. Before this dream is achieved, it is crucial to understand the
political implications that affects the regulatory authorities in such an economy. Singapore
provides for the closest comparison being another Asian nation with a strong economy which
is politically inclined towards developing a cashless economy. Singapore’s problems at the
present stem from the lack of a centralized cashless payment system which means that the
process of transitioning locals from checks and credit cards to NFC and mobile payment
systems is taking a longer time than anticipated.
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7.3.Recommendations

e To survive in the finance sector, it is vital that bank managers integrate and develop a
multitude of cashless instruments for public consumption. This could involve bringing
cryptocurrency into the umbrella of currently used cashless instruments.

e The UAE government should seek to create a platform through which the various e-
payment companies may consolidate their services to make payment more convenient for
the public. This would curb the issues faced in Singapore where the various platforms lead
to different instruments which may not be compatible with each other.

e Education is key should the UAE hope to realise its vision of becoming full cashless and
enacting digital banking literacy campaigns across the nation is one such education scheme
which would encourage people to use cashless instruments as it will also help alleviate the
unwarranted apprehensions that older people may have as the nation moves towards a
cashless future.

CONCLUSION

The emergence of a fully cashless society in the UAE seems almost inevitable. Existing
literature suggests that if done right, a cashless economy has several benefits and has been
shown to reflect strong economic growth in nations where such a system is implemented. The
case of the UAE, however, suggests that a clear disparity exists in the difference in usage of
cashless transactions between locals and expats. This disparity could be attributed to the fact
that most expats residing in UAE remit their income to their families and relatives in their home
country. This gives the expats an upper hand in terms of usage of cashless instruments thereby
proving the resulting findings. The paper draws parallels with Singapore’s cashless system
whose growth in the usage of cashless instruments have been stunted by factors that the UAE
is on the cusp of encountering. Ultimately, it is the consolidated efforts of the banking sector
and UAE government that would help realize the vision of a fully cashless society. The strong
government involvement in this endeavour will be the deciding factor if the nation were to
bridge the divide in usage of cashless instruments between Emiratis and expats and to continue
to encourage both demographic groups to become completely cashless. Barring any
catastrophic changes, the UAE is destined to realizing this vision.
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Evaluating the Impact of Healthcare Accreditation Programs on
Improvements in Hospital Performance: Challenges and
Managerial Implications
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Background

Accreditation is arguably one of the most influential approaches for improving the quality of
patient care and for assessing an organization’s progress toward meeting patients’ needs and
expectations (El-Jardali et al., 2014; Mate et al., 2014). Among healthcare managers,
accreditation is considered a way of benchmarking standards, as it relates to numerous
operations, including facilities, services, and infrastructure. While accreditation is intrinsically
thought to encourage standardized health services, promote clinical and organizational
changes, and support best quality management practices (Pomey et al., 2010), previous
research has reported mixed and ambiguous results about the role of accreditation program
uptake in improving hospital performance (Almasabi et al., 2014; Hinchcliff et al, 2013). In
mid-2007, Jordan launched a national accreditation strategy with the aim of improving the
quality and safety of healthcare services for all Jordanians. Consequently, an increasing number
of hospitals in the country have sought accreditation, despite lacking evidence of its
effectiveness in enhancing the delivery of high-quality health services.

Objectives

This study aims to explore a number of dimensions relating to the impact of accreditation
programs on improving the performance of Jordanian public hospitals as well as the main
challenges facing accreditation programs in these hospitals.

Methods

Using an exploratory multiple-case study approach, semi-structured interviews were conducted
with 59 department directors working at four accredited public hospitals in Jordan. All of the
targeted directors had significant knowledge of the accreditation process and were directly
involved in this process. Following their approval, the respondents were asked to answer a
number of open-ended questions at a convenient time and setting. These questions covered
several areas, including accreditation benefits, quality management, quality outcomes, patient

! Department of Health Management and Policy, Faculty of Medicine, Jordan University of Science and
Technology, P.O. Box 3030, Irbid 22110, Jordan

2 Correspondence: hhhijazi0@just.edu.jo

3 Department of Health Management and Policy, Faculty of Medicine, Jordan University of Science and
Technology, P.O. Box 3030, Irbid 22110, Jordan
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focus and satisfaction, and management and leadership. All interviews were digitally
audiotaped and fully transcribed, with each lasting between 45 and 60 minutes. The data were
thematically analyzed, whereby several themes were identified based on the number of times
each theme was cited during the interviews.

Results

The findings from the thematic content analysis of the interviewee narratives revolved around
numerous themes. These include the benefits of accreditation in achieving better
documentation of hospital policies and procedures (56%); increasing responsiveness to patient
needs and expectations (40%); enhancing leadership commitment to quality improvement
(36%); improving workflow to become more systematic and organized (35%); and introducing
new quality standards and reinforcing existing ones, such as incident reporting, infection
control, and waste management (28%). The directors also emphasized the role of accreditation
in translating the notions of quality into action by showing steady, measurable improvements
in patient satisfaction. For example, they reported that the number of patient concerns and
complaints had decreased following the introduction of accreditation into their hospital setting
(25%).

Conclusion

The results revealed that the accreditation programs in Jordan continue to be marred by
significant challenges, including staff resistance to change, particularly from physicians and
older employees; heavy paper workload associated with the accreditation process; and the
incurrence of additional financial burdens.

Managerial implications

Directors and quality managers are responsible for enhancing employee awareness of the
importance of accreditation in building a culture of positives change within healthcare
organizations. This implies a style of leadership that prioritizes the strengthening of a sense of
shared ownership for employees and actively engages them in decision making, thereby
helping to reduce resistance to change.

Conducting fundamental hospital financing reforms that depend on reviewing existing
financial strategies and investing in resource management would better enable finance
participation in accreditation programs. Ongoing and stable financial support from government
or donor funding agencies is also necessary to ensure the effective implementation and
sustainability of accreditation programs.

Limitations

The potential limitation of this research was that only public hospitals affiliated to the Jordanian
Ministry of Health were targeted. Thus, we cannot generalize our findings to other hospitals in
the country (i.e., private and university hospitals). Further, the sample was not randomized. All
of the targeted participants were purposively selected by the study team, and the results are
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based on the perspectives of department directors, with no further analysis of patient outcome
data.
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Abstract

The role of training on employee, organizational performance and service quality is a major
area of interest within the field of human resources and quality management; however, few
studies have been conducted to determine the possible effects of induction training on service
quality. Therefore, the aim of this study was to examine the role of induction training on service
quality with Reference to Services Providers’ Performance. Three dependent variables were
defined (accuracy of service, responsiveness of service, and flexibility of service).

This study adopted the descriptive method to investigate the role of induction training on
service quality. Combination of a convenience sampling technique of non-probability sampling
method and stratified random sampling technique was used to examine the effect of the training
programs on the accuracy, responsiveness and flexibility of the provided service.

The study population consisted of (10) locations under the operation of Grosvenor services Itd
company and REDCO services Itd company in Sudan. Data was gathered via 200
questionnaire distributed to participant. The questionnaire consisted of (15) items of close
ended response type. The study used the software package of statistical analysis SPSS for
testing the hypotheses through chi-square analysis.

Results showed that, the quality of provided services is at a very good level at median scale for
all the three service dimensions, which are accuracy, responsiveness, and flexibility of
provided services. In addition, findings demonstrate that there is significant effect of induction
training on the quality of provided services. It is evidently clear from the findings that , the
implementation of induction training programs in services providers companies in Sudan is
high, which indicates that, there is awareness of the importance of induction training and its
role on the quality of provided services . This study should, therefore, be of value to managers
wishing to improve the quality of their services. The Study only examined one type of training
that is induction training and the service quality dimensions only focused accuracy,
responsiveness and flexibility of services.

The findings of this study have a number of practical implications for future practices as
delivering induction training programs is necessary for organizations to improve quality of
provided services, coupled with using variety of training methods that fit with the core
objectives of the training plan. Moreover, the study results suggest that services provider
companies’ managers need to focus on Delivering induction training programs in order to
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improve the effectiveness and efficiency of the provided services due its functional role on the
employee learning processes and adaptation with the work environment. Further research
could be undertaken in different sectors such as production organizations and public sector
organizations or incorporating different service quality dimensions that may affect service
quality. Another possible area of future research would be to examine the mediating role of
induction training between employees’ awareness and service quality.

Keywords: Induction Training; service providers; service quality; accuracy of service;
responsiveness of service; flexibility of service.

Introduction

Services providers companies is one of the most growing business sectors in Sudan. For a
firm’s performance, innovation and competitiveness, the most vital factor is its workforce’s
knowledge and skills. If an organization wants to remain competitive in the market, it has to
maintain continuous improvements and workplace education. Fast pace technological
advancement and organizational change help employers to realize that success demands the
development of employee skills and abilities and it requires never-ending investment in
training and development.

Problem Statements and Study Questions

Every organization needs to have well trained and experienced employees to perform their
duties efficiently. Every employee regardless of his or her educational level need a well-
planned training program, however, now a days, in some of Sudanese services providers
organizations, it is noticed that there is no such structured approach of training, which may
affect the service quality.

Bearing in mind the competitive nature of the Facilities management services market, there is
a need to implement effective training program to equip staff with the needed competence to
work effectively and efficiently.

Based on the problem statement, the study aimed to find answers for the following specific
research questions:

1. What is the level of the following service quality dimensions:

a. Accuracy of provided services.

b. Responsiveness of provided services.

c. Flexibility of provided services.

2. What is the relationship between induction training and service quality?

3. In what training areas does the services provider organizations need improvement?
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These prompted the researchers to try identifying the level of accuracy, responsiveness and
flexibility of the provided services and to assess the current training programs looking for a
relationship between induction training and service quality.

Objectives of the Study
There are three primary objectives of this study:

1. To determine the level of quality of the provided services for each of the following
service quality dimensions:

a. Accuracy of provided services.

b. Responsiveness of provided services.

c. Flexibility of provided services.

2. To identify the role of induction training on service quality.

3. Torecommend area(s) in current training programs that need to be improved.

Hypotheses of the Study
This study set to examine the four following hypotheses.

1. There are statistically significant differences between the received induction training
and the accuracy of provided services.

2. There are statistically significant differences between the received induction training
and the responsiveness of provided services.

3. There are statistically significant differences between the received induction training
and the flexibility of provided services.

4. There is a relation between the received induction training and the quality of provided
services.

Significance of the Study

The role of training on employee and organizational performance is a major area of interest
within the field of human resources and quality management; however, few studies have been
conducted to determine the possible effects of induction training on service quality of the
facilities management organizations. The importance and originality of this study is that it
explores the relationship between induction training and the level of quality of the service the
providers’ organizations. In addition, the present study provides the Management of Grosvenor
and REDCO Companies in Sudan with the current level of quality of their service and the
relationship between induction training and the level of quality of the service they provides.
Finally, the results of the study highlight areas for future researches in this field.
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Literature review and Previous Studies
Training

According to Kreitner (1995), employees that receive regular scheduled training, along with
an increase in expectations; actually have a higher level of worker output. The hope is that
employees who receive training in line with their individual or organizational goals will
become more efficient in providing high quality service. McManus, et al (2004) points out that
Training will empower the employees to meet sophisticated abilities for performing qualified
assistances such as the workers struggle to increase greater characters with greater advantage.
McGhee et al (1996) concludes that a recognized training platform is the approach through
which manager have a chances to provide job-related abilities, assertiveness and awareness to
their workers. Armstrong (1996) argues that expressing an understanding of training
emphasizes that training should be developed and operated within an organization by
appreciating learning theories and approaches if the training is to be well understood. The main
purpose of training and development is to improve the employee competencies so that
organizations can maximize efficiency and effectiveness of their human assets. As argued by
Armstrong (2009), organizations could benefit from training and development through winning
the loyalty of their employees to get them to understand the organization, to exert themselves
more on its behalf and to remain with the organization. Pride & Ferell (2011) state that the way
to ensure that employees perform well is to train them effectively so they understand how to
do their jobs.

Induction Training

Induction training is the process of delivering information to new employees in order to assist
them to adapt to their new job tasks and familiarize them to their new work and teammates.
This type of training will also outline the basic overview of the business and its services as well
as the new employee's role in the environment.

The induction provides a good opportunity to socialize and brief the newcomer on the
company's overall strategy, performance standards, etc. Induction training should, according
to TPI-theory, include development of theoretical and practical skills, but also meet interaction
needs that exist among the new employees. This training is done systematically and is often
the responsibility of the direct supervisor to make sure that it done smoothly. If carefully done,
it will save time and cost. It is imperative that managers use their authority and power to make
sure that the new employee is prudently helped to cope with the new work environment and
culture.Induction training shall cover the following:

« General information about the daily work routine.

« Foundation, history, objectives, mission, vision, products, services, etc. of the
organization.
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e How workers are required to perform their jobs, which will contribute to the
organization’s objectives.

o Detailed presentation of company’s policies, work rules and employee benefits.

The purpose of induction training program is to make the new employees feel “at home” and
work comfortably and efficiently in the organization. Normally, when a new worker enters into
the organization, he suffers from an intense anxiety about the work he would be handling,
therefore this training program intended to calm him and make him relaxed.

Service Quality

The construct of service quality was first articulated by Berry et al (1985) and popularized in
their article “Quality Counts in Services, Too”. For decades, many researchers (Abdullah,
2005; Cronin & Taylor 1992; Parasuraman, Zeithaml & Berry, 1988, pp 12-40; Ramsaran &
Fowdar, 2007, pp 19-27) have developed a service perspective. Chang (2008) argues that the
concept of service quality should be generally approached from the customer®s point of view
because they may have different values, different ground of assessment, and different
circumstances. Parasuraman, Zeithaml & Berry (1991) point out that service quality is an
extrinsically perceived attribution based on the customer’s experience about the service that
the customer perceived through the service encounter. Kumra (2008) concludes that service
quality is not only involved in the final product and service, but also involved in the production
and delivery process, thus employee involvement in process redesign and commitment is
important to produce final tourism products or services. Gronroos (1994, pp. 36—44) proposes
a model in which he defines service quality as the comparison between customer expectations
of the service and their experience of the service they have received. This model is named “total
perceived service quality”, as he emphasizes on what customer is really looking for and what
they evaluate. The service quality is based on two dimensions; the first dimension is the
technical quality, which is, refers to the outcome, what is delivered or what the customer gets
from the service; the next dimension is the functional quality, which refers to the manner in
which the service is delivered or how it is delivered. Both dimensions affect the corporate
image and the perception of quality in various ways. According to total perceived service
quality model, perceived quality of a service is not only affected by the experiences of the
quality dimensions that the consumer used for evaluating whether quality is perceived as good,
neutral, or bad. It is also influenced by the perceived quality of given service as well as the
outcome of the evaluation process.

Service Quality Dimensions

A variety of approaches has been applied to describe the multidimensional nature of service
quality. Evans and Lindsay (1996) propose a list of eight service dimensions (time, timeliness,
completeness, courtesy, consistency, accessibility, accuracy and responsiveness) that are
drawn from the work of several other researchers. Parasuraman, Zeithaml & Berry (1988,
pp.12-40) provide a list of five service dimensions (tangibles, reliability, responsiveness,
assurance and empathy) that are empirically derived and are called the SERVQUAL
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Dimensions. Though, Mowen (1995) argues that neither the five dimensions of Parasuraman's
research team nor Garvin's eight dimensions of product quality are adequate and proposes eight
dimensions model of service quality (Performance, Number of attributes, Courtesy, Reliability,
Durability, Timeliness, Aesthetics, and Brand Equity) as being more appropriate and able to
demonstrate both service quality and product quality. However, none of the studies reviewed
appear to consider flexibility as one of service quality dimensions. Recent developments in
facility service providers’ business sector have heightened the need for investigating the impact
of cervices flexibility on the quality of service provided by those organizations. Therefore, this
study explore three service quality dimensions:

Accuracy of service: Accuracy is the extent of being correct and without mistake; it is the
degree of correctness; and it is the condition or quality of being true, correct, or exact. Accuracy
has two definitions:

a. More commonly, it is a description of systematic errors, a measure of statistical bias;
as these cause a difference between a result and a "true™ value, 1SO calls this trueness.

b. Alternatively, ISO defines accuracy as describing a combination of both types of
observational error above (random and systematic), so high accuracy requires both high
precision and high trueness.

Responsiveness of service: Responsiveness is the willingness or readiness of employees to
provide service, timeliness of service such as mailing a transaction slip immediately, calling
the customer back quickly, and giving prompt service. Parasuraman, Zeithaml & Berry (1985,
p.41-50).

Flexibility of service: Flexibility is the ability to adapt easily to different scenarios to make
whatever internal changes are necessary to respond effectively to the changing outward
environment, as quickly as possible.

Review of Previous Studies

Khan (2012, pp.84-95) investigated the impact of Training and Motivation on Performance of
Employees. The Objectives of the study was to examine the impact of training and motivation
in enhancement of employee's performance. This study highlighted two element, training and
motivation. A sample of 100 employee were randomly selected from Habib bank and Federal
Urdu University for Art science and technology Islamabad, Pakistan. The sample has been
taken from both males and female employees. The research is descriptive study and it is
quantitative in nature. Primary data was collected and although secondary data also using
questionnaire. This study shows that training and motivation have expected positive impact on
performance of employees in the organizations. All the organizations that wants to improve
their employee performance should focus on training and motivate its people to achieve higher
performance levels.

Nassazi (2013) analyzed the effects of training on employee performance in Uganda. The
purpose of this thesis was to evaluate the effects of training on employee performance, using
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the telecommunication industry in Uganda as case study. The sample of the study is based on
the three biggest telecommunication companies operating in Uganda. A qualitative research
approach of the data collection was adopted using a questionnaire comprising of 18 questions
distributed to 120 respondents. The main findings of the study shown that Training and
development have a role on the performance of employees concerning their jobs. In addition,
the results from the questions on employee participation in training and selection for training
indicate that, these companies have good and clear policies regarding training and
development.

Githinji (2014) investigated the effects of training on employee performance: A case study of
United Nations support office for the African union mission in Somalia. The study aim to
explore the effects of training on employee performance among the international civil servants.
The study population included the 144 UNSOA'’s staff members based in Kenya. A sample of
45 was drawn using random stratified sampling approach from a list of sample frame provided
by the employee register at UNSOA. The research is descriptive study and the data was
collected by use of a questionnaire. The main findings of the study showed that, training
enhances employee engagement in change processes (affirmed by 74%). As a measure of
engaging in change process,_Training enhances their motivation as it allows for their
recognition within the organization (the majority of the respondents at 77%).

Al-Mzary, Al-rifai, & Al-Momany (2015, pp.128-140) examined Training and its impact on
the Performance of Employees at Jordanian Universities from the Perspective of Employees:
The Case of Yarmouk University. This study aimed at investigating the attitudes of
administrative leaders and administrative employees towards the components of training
programs and the impact of training on the performance of employees at Yarmouk University.
A sample of 80 employees, consisted of two groups taken from the population of the study
which incorporated the administrative leaders and employees at Yarmouk University. The
sample has been taken from both males and female employees. The research is descriptive
study and it is quantitative in nature. The principal data collection instrument is structured
questionnaire. The results in general showed positive attitudes towards the identification of
training needs through the developers of training programs, the selection of employees and the
design of training programs.

Alshuwairekh (2016) examined The Effectiveness of the Training Programs on Employees
Performance: An Empirical Study at Private Sector Companies in Saudi Arabia. This study aim
to investigate the effectiveness of the training programs on employee’s performance at Saudi
Arabia's private sector. The study is an analytical study in order to find out the effectiveness of
the training programs on employee performance. The researcher designed and distributed 250
questionnaire forms where he retrieved 230 forms and excluded 30 forms due to the lack of
information, which means overall sample is 200. The secondary data collection instrument is
reviewing studies, reports, periodicals and books related to the topic of study. The main results
of the study indicated a positive significant relationship between the training programs and
employee’s performance in private sector companies at KSA.
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Distinctive Features of the Current Study

Most of studies in the field of training have only focused on the effect of training on employee
and organizational performance. Although extensive research has been carried out on training,
none of the studies reviewed (Al-Mzary, Al-rifai, & Al-Momany (2015); Alshuwairekh 2016;
Githinji 2014; Khan 2012 & Nassazi 2013) appear to have examined the effect of induction
training on service quality and have not evaluated the flexibility dimension.

Conceptual Framework

In order to examine the role of induction training on service quality. The current study, based
on a thorough review of literature developed a conceptual framework that exhibitions the
relation between induction training and the accuracy, responsiveness and flexibility of the
provided services as shown in figure 1.

Figure 1: A Conceptual Framework for the Role of Induction Training

[ Accuracy ]

A

Induction
Training

[Responsiveness I [>Flexibility ]

Source: Developed by the researcher, 2017

Research Methodology and Data Collection

The Research Design

This study adopted the descriptive method to investigate the role of induction training on
service quality. The research methodology outlines the approach used to collect data from
respondents such as target population, main variables from questionnaire administered as well
as the limitations of the data collection used as basis for inference and interpretation, for
explanation.

The method used for data collection for the purpose of this study was questionnaire that is
consistent with the nature of the study problem and its questions. Employing a questionnaire
enables the current study to reach and collect primary data of the current study population.
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Population of the Research

The targeted population for this Study was the direct service providers’ staff who are the first
level of operational staff at ten locations. Nine of them operated under Grosvenor Company
these are three banks, two hospitals, one Student dorm, one NGO company and two
manufactures, while only one location is under the operation of REDCO Company that is
Asawer Oil& Gas Company. This cut across the various departments in the organizations such
as cleaning, maintenance, reception and catering departments.

Sample of the Research

A Combination of a convenience sampling technique of non-probability sampling method and
stratified random sampling technique was used to examine the effect of induction training
program on the accuracy, responsiveness and flexibility of the provided service. The study
employed a stratified random sampling technique that categorized according to the type of
service that are Maintenance, Cleaning and Other service. Auka, Bosire , & Matern (2013,p.45)
posit that stratified random sampling ensures that all the groups (categories) are adequately
sampled and this facilitates comparison among the groups. Grosvenor Company currently
operates (11) locations with (300) direct service providers’ staff, whereas REDCO Company
currently has (7) locations with (190) direct service providers’ staff.

For this study, a sample of 200 employees (40.8% of the population) were recruited to represent
the sample.

Data Collection Method
For this study, both primary and secondary sources of data are used to collection information.
Primary sources

The study focused on collecting the primary data about the researched companies through a
structured questionnaire for the purposes of the study. The questionnaires were hand-delivered
with a covering letter by the researcher to the Supervision staff in order to complete the primary
data required for the study. Hand-delivery of the questionnaire is beneficial, as the researcher
may be asked to clarify or answer some questions, or otherwise listen to suggestions that may
be raised by the respondents.

Secondary sources

The study used the available secondary data sources including books, research articles and
former studies. Many of the electronic websites are used to collect study related data, for the
sake of identifying the study problem, formulating its questions, identifying its variables, and
supporting its theoretical framework. Data was gathered via 200 questionnaire distributed to
the participant.
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The Research Instrument

Two-hundred (200) questionnaires were administered to assess the role of induction training o
service quality. One-hundred sixty (160) administrated to Grosvenor Company Staff and forty
(40) questionnaires administrated to REDCO Company Staff. The questionnaire consisted of
five sections; the first section is an introduction about the questionnaire purpose; the second
section involve general information about the respondent; the third section is on personal
background of the employee; the fourth section presents information on job training. Finally,
the fifth section is about the service quality dimensions, which include accuracy,
responsiveness and flexibility of service. The questionnaire used five point Likert scale
measurement ranging between one=poor, two =average, three=good, four=very good and
five=Excellent

Validity and Reliability Analysis
Validity

Auka, Bosire , & Matern (2013,p.47) define validity as the extent to which the test-items
measure what they purport to do. Validity means that, the instrument should contain items
related to the study variables, and that it measures them accurately and clearly. To make sure
of this, the questionnaire had been sent to a number of specialist reviewers whose notes were
taken into consideration to improve some of the questionnaire items in a manner that fits the
study variables measurements.

Reliability

After validity was established, the items of the study’s questionnaire were tested for reliability.
Reliability is the consistence of a score from one occasion to the next (Auka, Bosire , & Matern
, 2013,p.47). Reliability is an indication of stability and internal consistency with which the
instrument measures the concept and helps assess the goodness of a measure (Zikmund, 2000,p.
280).The responses of the participant were scored and the reliability of the tool was determined
using Cronbach’s Alpha. According to the alpha value more than 0.6. Table 4 shows that
reliability coefficients for all dimensions were above the cutoff point of 60% used in the current
study. The reliability coefficients for all the items ranged from 0.872 to 0.899. Hence, the
current study’s questionnaire items were all of reasonable satisfactory reliability.

Table 1: Instrument Reliability

. ) No. of | Reliability
Item | Dimensions Item no. . ..
items Coefficients
1 Accuracy 1-5 5 0.897
2 Responsiveness 6-10 5 0.899
3 Flexibility 11-15 5 0.872
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Source: Primary data (Developed by the researchers, 2017)

As can be seen from the table above (1), Cronbach’s Alpha Reliability coefficients values for
all the study variables are high and suitable for the current study objectives.

Data Analysis and Statistical Techniques

Of the study population, 156 subjects completed and returned the questionnaire. Data
management and analysis were performed using SPSS (version 11.5) for windows. The first
step in this process was to check for bias before starting the analysis. Missing or extreme data
was omitted from the analysis process. Then the data was transform-computed, and was
recorded with new names, especially nominal scale data as used according to the study
variables. Additionally, statistical analysis techniques were conducted by analyzing descriptive
statistics and chai square analysis in order to test the hypotheses developed in the current study
concerning the relationship amongst study variables.

Findings and discussion
Study Results

The Demographic variables and profile of the respondents

The primary purpose of this analysis is to describe the 156 participants in this study who
completed the survey with respects to the following demographic variables:

(1)Gender, (2) Age, (3) Educational level, (4) Service type, (5) Years of Experience in the
current company, (6) Previous experience in similar field and (7) Number of years of
experience in similar field. The descriptive information, which involved simple descriptive
statistics, Frequencies measures of central tendency and measures of dispersion, is presented
in table 2.

Table 2: Demographic variables and profile of the respondents

\Eizr:zglr:phic Category Frequency Valid Percent
Male 66 42.3 %

Gender Female 90 57.7%
Less than 30 years | 79 50.6 %
5:;‘;;'99” 30-401 61 39.1%

Age 40 years or more 16 10.3%
Primary level 35 22.4 %
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Secondary level 70 44.9 %
Educational level University level 51 32.7%
Maintenance 11 7.1%
Cleaning 116 74.4%
Service type
Other service 29 18.6 %
Less than 1 year 57 36.5 %
_Years of experience 1 less than 5 years | 67 42.9 %
in the current
company 5 years and above | 32 20.5 %
Previous experience | Yes 86 55.1 %
in similar field
No 70 44.9 %
Less than 3 year 35 40.7 %
Numt?er of years ?f 5 - 3 years o5 9.1 %
experience in
similar field 5years and above | 26 30.2 %

Source: Primary data (Developed by the researchers, 2017)

Inferences of demographic profile

The table above (2) illustrates the proportion of different categories of the demographic
variables and profile of the respondents that analyzed below:

Gender

The percentage of female participants (57.7%)) is slightly greater than that of male participants,
featuring 42.3%.

Age

Majority of the respondents (50.6 %) was in the age group “Less than 30 Years”, while the
minority (10.3%) in the age group “40 years or more”. that means young employees are the
majority.

Educational level
The highest percentage of respondents (44.9%) was for “Secondary level”, while the lowest

was (22.4%) for “primary level”.
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Service provision type

Vast majority of the respondents (74.4%) was for “cleaning services”, while maintenance
services (7.1%) was the minor one.

Years of experience in the current company

The highest percentage of respondents (42.9%) was for “1 less than 5 years”, while the lowest
was (20.5%) for “5 years and above”.

Previous experience in similar field

Most respondents do not have previous experience in similar field (55.1%) while others
(44.9%) have it.

Number of years of experience in similar field

Majority of respondents are less experienced in similar field (40.7%) was “less than 3 years”
and (29.1 %) was 5 - 3 years, while others (30.2 %) are more experienced in similar field.

Independent variables for the training programs

The primary purpose of this analysis is to describe the independent variable attributes of
induction training received for the current job.

Induction training received for the current job

Table 3: Distribution of the Sample according to induction training received

Induction training received Frequency Valid Percent
Yes 150 96.2 %

No 6 3.8%

Total 156 100.0 %

Source: Primary data (Developed by the researchers, 2017)

From the table above (Table 3), we can see that all most all employees (96.2%) received
induction training when recruited while (3.8%) did not trained.

Descriptive Analysis of Study Variables

The first objective of the study was to determine the level of service quality in the provided
services. In this study, service quality was measured using 15 quantitative questions in which
respondents were required to indicate the extent to which they agree or disagree with each
statement by indicating the number that best describe their perceptions. The fifteen item is
divided into three groups representing the predefined dimensions of service quality as follows:

1. Accuracy of provided services
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2. Responsiveness of provided services
3. Flexibility of provided services

All the 15 items on service quality were scaled on five points Likert scale. the responses was
analyzed using Medians as summarized in Table: 4 below.

Level of the accuracy, responsiveness and flexibility of the provided
Services

Table 4: The Overall median and chi-square value for the dimensions services quality.

Dimension Median (Plia;-rss‘,zzare df. Sig. Level of quality
Accuracy 4 226.3 4 .000 | Very Good
Responsiveness 4 254.6 4 .000 | Very Good
Flexibility 4 150.7 4 .000 | Very Good
Overall Service Quality level 4 616.7 4 .000 | Very Good

Source: Primary data (Developed by the researchers, 2017)

From the Table above (4) we can see that the overall median was (4) with Sig. of (.000) for the
three service quality dimensions withe chi-square value of (226.3, 254.6 and 150.7) for the
accuracy, responsiveness and flexibility, respectively, with a very good level for all
dimensions. It can be seen from the data in Table 4 that the chi-square value is (616.7) for the
overall service quality with Sig. of (.000). The most obvious finding to emerge from this these
results is that the level of quality of the provided services in services providers’ companies was
very good regarding the accuracy, responsiveness, and flexibility, that means the overall
service quality level of the provided service was very good for the facility management
organizations.

Hypotheses Testing

Chi square test were used to test the hypothesis of the study. Further, the study Hypotheses
were tested as per the role of thumb that provides to rejects the alternative hypotheses if the
value of the level of significance is less than or equal to 0.05 (a < 0.05).these hypotheses are:

H1 There is statistically significant differences between the received induction training and the
accuracy of provided services.

H2 There is statistically significant differences between the received induction training and the
responsiveness of provided services.

H3 There is statistically significant differences between the received induction training and the
flexibility of provided services.
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H4 There is a relation between the received induction training and the quality of provided
Services.

Table 5: Hypotheses Testing Results.

H no
. Pearson Asymp. Sig.
Variables . df . isi
I Chi-Square (2-sided) Decision on
Hypothesis
H1 Induction traini f Accepted
n u.c ion training vs accuracy 0 953 4 049 ccepte
service
H2 | i ini Rej
nducthn tramm_g Vs 6.23 4 182 ejected
responsiveness of service
H3 Inductlpn training vs flexibility 16.43 4 002 Accepted
of service
H4 Induction training vs The quality Accepted
of provided services. 9.53 4 049

Source: Primary data (Developed by the researchers, 2017)

The results of chi-square test, as shown in Table 5, indicate that the value of the significance
level for the accuracy and flexibility is (Sig. =.049, .002, a < 0.05) respectively which is less
than the value of the confidence level (a < 0.05). Thus, a positive relation was found between
the received induction training and the accuracy and flexibility of provided services. One
unanticipated finding was that The results of chi-square test as shown in Table 5 indicated that
the value of the significance level for the responsiveness is (Sig. =.182,) which is more than
the value of the confidence level (a > 0.05). Hence, no significant relation was found between
the received induction training and the responsiveness of provided services. That means the
observed relation between the received induction training and the responsiveness of the
provided services in this study was not significant. The reason for this is not clear but it may
have something to do with the possible sources of error associated with the use of convenience
sampling method.

The results of chi-square test in table 5 also shown that the value of significance level is (Sig.
=.049, a <0.05) for quality of provided services which is less than the value of the confidence
level (a < 0.05). Thus, there was a significant positive relation between the received induction
training and the quality of provided services, which means there is significant role of induction
training on the quality of the provided services. Therefore, the results supported the proposed
hypotheses H1, H3, and H4 and offered no support for H2 as developed in this study. The study
used the convenience sampling method in order to gain insights into induction training and its
role on service quality. However, there are certain drawbacks associated with the use of this
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sampling technique, because it is highly vulnerable to selection bias and influences beyond the
control of the researchers coupled with high level of sampling error therefore Studies that use
convenience sampling have little credibility due to mentioned reasons. Therefore, the study
employed the stratified random sampling method because it has better accuracy in results in
comparison to other sampling methods and smaller sample sizes can salvage highly useful
results for a research.

Conclusion and Recommendations

Concluding remarks

The present study was designed to examine the role of induction training on service quality
with Reference to Performance of facilities management organizations. The results of this
investigation show that the majority of the respondents received induction training when
recruited that means the services providers companies are aware of the importance of induction
training and its role on the quality of the provided services. The second major finding was that
the level of quality of provided services in the facilities management organizations in Sudan
was very good, meaning that there is a positive relation between induction training and the
performance of these organizations with respect to the accuracy and flexibility of the provided
service. This study appears to be one of the first attempts to examine the role of induction
training on service quality of the Services Providers Organizations.

Practical Implications

Taken together, these results suggest that delivering induction training programs is necessary
for organizations to improve quality of the provided services due its crucial role on the
employee learning processes and adaptation with the work environment that necessary for the
operation of its processes to achieve conformity of products and services. Finally, enhancing
information and communication technology tools is important in services providers companies
to improve individual employees’ performance in terms of quality of provided services.

Limitations and Future Research

This Study has only examined one type of training that is induction training and the service
quality dimensions only focused on accuracy, responsiveness and flexibility of services. Using
convenience sampling method is a possible limitation of the study because of it is vulnerable
to selection bias and influences beyond the control of the researcher coupled with high level of
sampling error, which restrict the generalizability of its results. Therefore, it is important to
bear in mind the possible bias in these responses.

The evidence from this study suggests that further research could be undertaken in different
sectors such as production organizations and public sector organizations or incorporating
different service quality dimensions that may have effect on service quality. Another possible
area of future research would be to examine the mediating role of induction training between
employees’ awareness and service quality
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Happiness and overall life satisfaction are linked to individuals’ ability to appraise situations
as less stressful and their capacity to understand and control their feelings. Arguably, happiness
is linked to the more consumeristic notion of satisfaction from services received and to the
sense of achievement or enjoyment associated with learning. Tertiary students in UAE are less
ecstatic compared to students developed nations as UAE is placed number 14" in the World
Happiness Report 2013. ‘Happier’ students are more contented with how they engaged with
the edifying experiences which are highly imperative for the growth of the nation. However,
there is lack of consideration empirically on students’ happiness that transpires from
contemporary policy in the UAE indicating the need for a more developed understanding of
happiness in higher education of UAE. The aim of the present study was to evaluate happiness
among Tertiary students & its correlates following four dimensions out of five in PERMA
in explaining the factors that determine students’ happiness in higher education of
UAE.

Materials and Methodology

This study was conducted among 55 students of a management college in Dubai, UAE.
The information was gathered following PERMA constructs (positive emotion, engagement,
relationships, accomplishment, depression and anxiety) to form Happiness Questionnaire
which was distributed randomly among the private management college students in Dubai,
UAE. Descriptive statistics and AVONA test were used for the analysis.

Findings

This study concludes that the existence of notable levels of depression and anxiety among
students would reduce their performance in the school thus limiting the amount of quality
human capital availability to achieve sustainable growth in the country. Students’ life is indeed
stressful, and they need something about the satisfaction of the service rendered by their school.
In addition, we found that engagement, the relationship among their peers and staffs and
accomplishment improve students' happiness. We, therefore, suggest that Private Higher
Education Institutions (PHEIS) in the United Arab Emirates should extend their services
beyond satisfaction and focus on students’ happiness. In addition, student support offices and
integration units and orientation need to acknowledge specific risks of depression among
students and provide a psychological assessment and intervention to improve their mental
health of the students.
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Originality

This study fills the vacuum of the limited research on students’ happiness in higher education
institutions and provide a valuable recommendation for the policymakers on the importance of
students' happiness in improving students' performance and thus increase the propensity of
human capital development in order to achieve Sustainable growth in the Arab world more
especially in the UAE.

Keynotes: Happiness, Higher Education Institutions, PERMA, UAE.

1. Background.

Societies and individuals during the time of rising level of depression have preferred to achieve
happiness than merely achieving an increase in gross domestic product. Regrettably, research
on happiness as a discipline is still not advanced. Hence, various disciplines have considered
the term happiness differently, and so far, scholars have adopted various techniques in
measuring happiness. According to Easterlin (2003), happiness is the same as life satisfaction,
well-being, welfare and utility. An additional terms such as, positive emotions, pleasure,
meaningful life, life satisfaction and feeling, were added by other researchers that can be
synonymous with happiness (Diener, Scollon, & Lucas, 2003, p. 188).

In addition, appropriate finance, good health, housing, security, employment opportunities and
education make up the circumstances that determine happiness (Diener and Biswas-Diener,
2002; Tay and Diener, 2011; Lyubomirsky et al., 2005). Similarly, according to Lee (2008)
happiness can be obtained effectively through wisdom by enhancing the quality of life (p.8).
Hence, policymakers should consider happiness in policy-making. However, the contemporary
UAE education policy lack of consideration of student happiness which indicates the need for
higher education to include student happiness in its policy. The entire Arab World higher
education suffers from this situation as well.

The UAE government achieves an excellent educational standard and enhance students’
happiness through the provision of the modern education system in the way of enhancing
technology, curriculum and conducive environment for learning. It has launched an initiative
to revamp the education system by strengthening the development of teachers professionally,
employing qualified teachers and adoption of smart learning programs through the means of
allocating 21.2 per cent the country's budget to education (KHDA Annual Report, 2016).
Moreover, in order to enhance students’ learning and to improve the way teachers teach, an
ambitious five-year plan was designed by the U.A.E education ministry. To promote respect,
tolerance, national loyalty and ethics, a new moral subject and a new school curriculum were
introduced by 2017/2018 academic year. The goal is to promote sustainability, community
growth, ethics, culture, happiness and heritage among students (KHDA Annual Report, 2016).

The 2015 United Nation Happiness Report ranked U.A.E 28th in World with all the
investments. Miss Uhoud Khalfan Al Roumi was appointed as the first UAE Minister for
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happiness in 2018, she highlights that communities and institutions have been urged to
prioritize happiness. To engage and challenge students and put a high emphasis on their mental
and physical well-being, there is a need to reform the curriculum. Moreover, school premises
need to be improved to provide a conducive environment for learning (Gulf news on Education
26" September 2018).

1.1. Happiness and Higher Education

It can be argued that universally, safety, moral development of youth, educational progress and
health opportunities are desired by all nations. (Cohen, 2006; Martens and Watt, 2004; Land,
Lamb and Mustillo, 2001). Nevertheless, Peterson (2006) believes that the focus of academic
institutions should be expanded beyond considering the well-being and the promotion of good
character, and this can be done through an educational institution. Meanwhile, with high
emphasis on changes in higher education structurally, it is pondered on the effect of such
changes that will be on the emotions that come with learning and the student learning itself.
Moreover, to achieve life happiness, educational participation is considered a way to achieve
that, it can be predicted, on how the reforms will influence student happiness. According to
Lee (2008), an effective means to achieve happiness and improve the quality of life can be
achieved through wisdom, learning and practice of knowledge. Hence, more emphasis on
happiness is considered by policy-makers. However, when critically analyzed, the idea of
happiness in the policy is only hastily assumed. The department of business, innovation and
skills (2016) points out that the changing of the institution is only possible in theory but not
practicable, whenever a student is not happy with the system, it is difficult to change their
funding to other institutions (p. 53). Therefore, the happiness of students should be made a
priority in all institutions to ensure it is sustainable in the specified environment.

1.2. Overview of Students’ Happiness in Higher Education of the UAE

Scholars have found a gap with how happiness is considered within the Arabs despite the
increase in the attentiveness on the link between happiness and culture (George, 2009; Brannan
et al., 2013; Suh and Oishi, 2004). The U.A.E as a young country experience growth in their
economic and social aspect for the last one-decade reason on its tourism, oil, sea trade and real
estate. Oil revenue has helped improve the quality of life through the building and supporting
generous employment and pension's scheme, which fund education, health, finance, housing
and recreation centres, etc. The country is described as a traditional and modern society within
47 years of its existence (Lambert, 2008; Findlow, 2000), the country jointly relies on religious
and cultural strengths and sometimes adopts the western system where suitable. It is secure and
stable with a high number of expatriates; according to the U.A.E statistics (2015) 84% of the
resident are non-citizens of the UAE. The Gulf News (2013) ranked the UAE as the first
country in the Arab World in which young Arabs prefer to live, and also as a country which is
a good example that they like their countries to imitate. U.A.E was placed in 17th placed by
the First World Happiness Report, which measures social relations, wealth, public welfare and
economic activity (Khawaja, 2012). It was able to move to 14th place recently (Helliwell et al,
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2012). The happiness score of UAE was found to be 8.3 while for other Arab countries was 7.9
by the Community Development Authority and Dubai Statistics Center (Libo, 2012). 91 per
cent of UAE citizens were found to be ok or very satisfied with the country's quality of life by
a poll consist of 5000 Emiratis (Olson, 2012).

According to Veenhoven (2012), citizens tend to be happier when they live in a country that
has greater equality, industrialization, urbanization, and freedom. Al-Othman (2012) argues
that married couples with a great level of self-reported health, religiosity, communication and
education are more likely to be happier than couples with lower education, communication and
religiosity in a marital happiness study in UAE. Simadi and Kamali (2004) state that unlike
expatriates who place emphasis on economic value, Emirati students put emphasis on the
religion value. The literature discussion and extent of emphasis on happiness may provide
insight into the conceptualization of Emiratis and other Arabs in UAE, and the economic and
social growth in the country and the influence of international population culturally. Thus, the
current study will address the gap in the literature by focusing on the concept of happiness
among Emiratis and other Arabs living in the UAE.

1.3. Happiness and Satisfaction

The individuals’ ability to assess less stressful situations and their capacity to
influence and understand their feelings are linked with overall life satisfaction
and happiness. Among other factors, depressive, conversely, symptoms challenge
well-being; the ability of the individual to cope with bad or negative situations
can influence happiness and foster emotional health positively. A study on
students show that psychological well-being and happiness are directly linked;
that is to say, individuals who enjoy the good interpersonal relationship with
family, community and friends tend to have a better health and mental well-being.
The student who lives a happy and pleased life tend to have good academic
records.

Happiness is more associated with exceeding satisfaction from received services enjoyed or
received than enjoyment or achievement related to learning. Dean and Gibbs (2015) report
their empirical study on satisfaction and happiness of UK university students: “the Edifying
experience of the student and their engagement determine their happiness, how things are
done to and for them were delivered make them more satisfied, rather than the process” (p.
16). According to Dean and Gibbs, the distinction between satisfaction and happiness is clear
enough and it enables a line to be drawn between the two concepts, and particularly between
satisfaction and happiness derived from engagement in an edifying experience and
philosophical notions of happiness (Ryff, 2016). More importantly, the measurability makes
satisfaction a more desirable pursuit for those that need to demonstrate its impact either to
prospective students or to those funding their operation. However, Dean and Gibbs (2015, p.
7) argue that the ‘idea of quality in higher education should be extended beyond satisfaction
and a notion of student happiness should be developed as one of the attributes by which
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educational provision should be judged, if not measured’. In the light of the gap between
satisfaction and happiness, this present study proposes a more complete understanding
of the key influences the students’ learning experience and their influence on both
satisfaction and happiness following four dimensions out of five in PERMA, in
explaining the factors that determine students’ happiness in the higher education of
the UAE. The sample of the students of one of the Management Colleges in Dubai
was investigated in establishing the connection between students' happiness in higher
education of the UAE.

2. Literature Review

The researchers with the option that higher education’s service qualities should be extended
beyond satisfaction are Benjamin, Heffetz, & Szembort, 2014; Demir & Ozdemir, 2010; Spiers
& Walker, 2008. They stress that the academic institution should develop a notion of students'
happiness in order to get the best out of their students. Furthermore, evidence to backing the
notion of well-being as happiness is supported by (Frey & Stutzer, 2010; George, 2009;
McDowell, 2010; Seligman, 2012). Also, (Sheldon & Lyubomirsky, 2006; Shiota, Keltner, &
John, 2006; Tugade & Fredrickson, 2007) see a new agenda of positive emotion/psychology.
Moreover, Zimbardo and Boyd (1999), Drake et al. (2008) and, in particular, Simsek (2009, p.
502) made subjective well-being as a construct to evaluate one’s life in the past and future time.
In present, the projection of life is created and maintained within a temporary perspective
(Wright, 2009) In addition, modelling happiness has been linked with hedonism theory see
(Hollis-Walker & Colosimo, 2011; Ryan & Deci, 2001). According to Deci and Ryan (2008),
eudaimonic well-being is naturally from hedonistic happiness. Meanwhile, Simsek (2009)
opines that temporal emotion form can be defined as a hope, nothingness, regret and activation,
and furtherly conclude that happiness can be interchangeable with wellbeing.

Nevertheless, studies have offered numerous reasons for the adoption of a positive education
approach. Meanwhile, positive education offers an answer to youth depression, aids as a
pathway to improved life satisfaction, encourage learning and creativity, endorses civic
citizenship and boosts social cohesion, (Seligman et al., 2009; Waters, 2011). Positive
education announces and normalizes self-inquiry and personal management of one's mental
health from an early age, which may result to long-term benefits as youth move into adulthood
with greater emotional intelligence and self-awareness (Waters, 2014).In order to establish the
linkage between students and higher education we, therefore, summarize the precious studies
below.

Table 1.0

Empirical Literature on Students’ Happiness and Higher education

Author/Year Dependent Scope/ Unit of Findings
Variable Analysis
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Elwick and
Cannizzaro (2017)
United Kingdom
institutions

Michalos (2017)

Cuflado and de
Gracia (2012)Spain

Kern, Waters, Adler,
and White (2015)

Leskisenoja and

Uusiautti (2015)

Frey and Stutzer
(2000)/ Switzerland

Higher
education

Higher
education

Higher
education

Higher
education

Children
sixth-
graders
Finlands

Higher
Institution

Survey

international well-

being/ Survey

Ordinal Logit Models

516 Australian male
students (age 13-
18)/four of the five
PERMA  elements,
and two ill-being
factors. / Survey.

Theory of well-being
(PERMA)/ Northern-
Finnish school/
student  Interviews/
Questionnaires.

Data from interviews
of more than 6,000
Swiss resident

Flourishing(+), contentment
(+) and well-being(+)

Ethnicity(+), Income(+), Self-
Esteem(+), Social Support(+),
Current
Mood(+),Community(+),
Natural Environment(+), Life
Events/Issues(+).

Income And Labour Status(-)
Self-Confidence(+)

Labour Status (+)

Life Satisfaction(+), Hope(+),

Gratitude(+), School
Engagement(+), Growth
Mindset(+),  Spirituality(+),
Physical Vitality(+), Physical
Activity(+), Somatic
Symptoms(-), and Stressful

Life Events(-).

Achievement(+), Positive
feelings(+), Engagement(+),
Relationships(+).

(1)Happiness index
citizenship (+)

Self-employment(+)

41



/Anova/Sensitivity (2)Economics Variable

Analysis. .
y Individual unemployment(-)
Income Level (+)
(3)Political institutions
Direct democracy (+)
Chen (2012)/ Four Higher Survey personal income(+)
East Asian Institution : .
. wider social world(+),
Countries/Japan,
Taiwan and South education(+)
Korea.
Xiao, Tang, and Higher undergraduate Expense management(+)
Shim (2009) Institution  students at a major
. Balance control(+)
state university in the
U.S./ Survey Overall life satisfaction(+)

Source: Author’s Computation

From table 1.1 above, it can be observed that very little has been done with regards to Students
Happiness and higher education in Arab countries, and UAE as well. Therefore, this study
closes the vacuum by establishing the association between students' happiness and higher
education in the UAE.

2.1. PERMA model and Higher Education in the UAE

Empirical evidence on the connection between education and happiness can be traced to
Sabatini (2014), Cufiado and de Gracia (2012), Ford, Shallcross, Mauss, Floerke, and Gruber
(2014) and Hu (2013). They conclude that happiness’ includes positive education to induce
customers performance. Seligman (2011) in his work introduced the PERMA model, in which
he defines the psychological well-being in terms of positive emotions (P), engagement (E),
relationships (R), meaning (M), and accomplishment (A), i.e the five domains. Following the
PERMA model, the current study organizes its framework for measuring students’ well-being
with a sample of selected private management college in Dubai, UAE. PERMA well-being is
a multidimensional construct related to positive education. Seligman’s (2011) PERMA model
designs a framework which fits and assesses dimensions that are valued by youth (e.g.
relationships and positive emotions) in line with the existing institutions structures and
strategies (Cunha, Martinho, Xavier, & Espirito-Santo, 2014; Kern et al., 2015; Kok et al.,
2013; Norrish, Williams, O'Connor, & Robinson, 2013; Waters, Barsky, & McQuaid, 2012).
Moreover, Hedonic feelings of happiness are the forms of cheerful, feeling of joyful, and
content. There are many aspects of the psychological connection between academic
organizations and activities e.g. feeling absorbed, interested, and engaged in life. Furthermore,
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feeling socially integrated means caring about, supporting are connecting to positive emotion,
making progress towards the goal, and doing assigned duty on a daily basis and achievement
sense.

In recent times, there are few studies examine the interconnectivity between qualities and
students’ happiness. Especially, in combining the PERMA model with depression. The aim of
this current research is to adopt the PERMA constructs to test the students in a private
management college in Dubai. As mentioned above, the UAE government has prioritized the
delivery of students' happiness in its agenda in the country and has tried its best in supporting
this concept in all aspects of life. In order to achieve the national goal, the private institution
needs to join the government in providing first class service beyond satisfaction but rather the
everlasting happiness for the students.

3. Methods

3.1. Instruments

The study uses the questionnaire as an instrument which was developed to
measure the association between happiness and its dimensions among a private
management college students in the UAE. Socio-demographic characteristics in
section A questionnaire originally developed for this study was used to determine
respondents’ age, gender, education, marital status, residence, changes in
residence, and family status. On the other hand, section B represents the aspects
of the questionnaire that comprise four constructs using a 5-point Likert-type
scale. All the questions were based on the scientific literature and expert opinions
that have been previously used in other studies.

Additionally, participants were recruited from a private management college in Dubai,
UAE. The current investigation includes 43 students, male and female students within
the age (20-45). Students were relatively evenly distributed across four majors. The
selected sample can represent the entire population of the college (Gandomi & Haider,
2015; Meyers, Gamst, & Guarino, 2016; Musibau, Mahmood, & Hammed, 2017).

3.2. Ethical considerations

This study was approved by the Board of Trustees of a selected management college in Dubali,
UAE. Participants received written information about the study procedures and aims, and they
signed informed consent forms. Confidentiality and anonymity were assured through
codification of the collected data.
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4. ANALYSIS AND FINDINGS

4.1. Descriptive Analysis for Demographic Profile

In the descriptive analysis, the study evaluates the distribution of the data across some
demographic characteristics of the respondents. Based on this study, the respondents were
asked to indicate their gender, nationality, year in college, and major area of specialization.
Table 4.1 below show the distribution of 43 respondents according to the selected demographic
characteristics of the students in a private management College in Dubai, UAE.

Table 4.1

Profile of the Respondents

Respondents

_ Frequency(n=43 Percentage (9
Characteristics q y( ) ge (%)

Gender

Male 30 70
Female 13 30
Total 43 100
Nationality

UAE 32 74
Other Arab 8 19
Asian 3 7
Total 43 100

Year_in_College

Freshman 23 54
Junior 5 12
Senior 6 13
Sophomore 9 21
Total 43 100
Major Area of

Specialization

Health Informatics
Management 2 5
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Hospital Administration 2 5

Hospitality Management 4 10
Human Resource

Management 35 80
Total 43 100

N=43 and Percent=100 Stata 15.1 2018

Table 4.1 above shows the gender of the students in a private management college in Dubali,
UAE. The table reveals that majority of the respondents are male representing 30(70 per cent)
out of 43. While the remaining 13 around (30 per cent) are female respondents. Most
respondents are from UAE amounted to 32 out of 43 students exactly 74% of the total
respondents, 8 respondents (19%) are from other Arabs countries, while only 3 respondents
(7%) are from Asia. In terms of the year in the college, the majority are freshman followed by
junior, Senior and Sophomore respectively. Freshman accounted for 23 (54 per cent of the total
number of respondents while the second largest is Sophomore 21 per cent exactly 9 respondents
out of 43. Finally, based on their major area of specialization, 35 students are management
students of the Human Resource Department in which they represent 80 per cent of our
respondents. Hospitality Management, Health Informatics Management and Hospital
Administration Management represent 10, 5 and 5 per cent respectively of the selected private
management college in Dubai, UAE.

4.2. Descriptive of Happiness Index Factors

Following the PERMA happiness index with a little modification, the study modifies PERMA
items on UAE students for Happiness constructs (Cheerful, Pride, Relief, Honour, Growth
mindset, Physical vitality, Enjoyment, and Anxiety). Other factors that induced happiness are
modified construct of PERMA. Happiness = F (Students’ Engagement, Relationship,
Accomplishment, Depression and Anxiety. i.e. Student Happiness is determined by these 5
factors. Moreover, we expect Students’ Engagement, Relationship, and Accomplishment to
positively and significantly influence students' happiness in terms of positive emotion.
However, Depression and Anxiety are designed to test for the negative emotion of the students
in the selected college in Dubai, UAE.

Table 4.1

The Descriptive Analysis and Internal Consistency Reliability for Happiness Items

Happiness Stand. Dev.  Skewness Mean Alpha
Cheerful 0.626 -0.593 4.42 0.815
Pride 0.754 -0.577 431 0.828
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Relief 0.678 -0.79 4.35 0.880

Honour 0.77 -0.97 4.33 0.830
Growth mindset 0.67 -0.45 4.30 0.885
Physical vitality 0.63 -0.84 4.48 0.763
Enjoyment 0.67 -0.77 4.30 0.963
Anxiety. 0.93 0.77 -3.93 0.815

N=43 and Percent=100 Stata 15.1 Output
2018

Internal consistency reliability refers to the extent to which all items on a particular scale are
measuring the same concept (Sun et al., 2007). Cronbach’s alpha coefficient and composite
reliability coefficient are the most commonly used estimators of the internal consistency
reliability of an instrument in organizational research (Peterson & Kim, 2013). The composite
reliability takes into account that indicators have different loadings and can be interpreted in
the same way as Cronbach’s a (that is, no matter which particular reliability coefficient is
used, an internal consistency reliability value above 0.70 is regarded as satisfactory for an
adequate model, whereas a value below 0.60 indicates a lack of reliability). We, therefore,
confirmed that all the items used for the study are consistent and reliable. However, with
regards to the response of the students on the items used for happiness construct ranging from
1to 5, it can be observed from figure 4.1 below that the responses of the students are positive
and satisfactorily agreed that cheerfulness, being proud of their institution, relief from
lecturers, physical vitality, student growth mindset and enjoying the service delivery from
their school positively influenced student positive emotion (Happiness). 4.30 out 5 agreed
with these facts. Meanwhile, 3.99 out 5 also agreed with the fact that anxiety decreases
students’ happiness. These findings in line with the studies of (Kern, Benson, Steinberg, &
Steinberg, 2016; Kern et al., 2015; Pekrun, Goetz, Frenzel, Barchfeld, & Perry, 2011) holding
the wellbeing theory.
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Figure 4.1: Happiness and determinants in UAE.
Happiness, Engagement, Relationship, Accomplishment, Depression and Anxiety

In the total sample, for happiness, a Happ. mean score of 4.27 (SD 0.76) was found.
Significantly higher scores (Alpha=0.85) were observed that factor loading is higher than 0.70
which evince that happiness construct is consistent and reliable. Also, the engagement was
assessed and the mean score of 4.241 (SD 0.833) revealed with Alpha 0.86; the result is
similar to that of happiness. Relationship with peers and teachers have also shown a mean
score of 4.38 a bit higher than happiness and engagement with a standard deviation of 0.71
and Alpha of 0.90 which is also reliable and significant. Accomplishment presents a mean
score of 4.308 (SD 0.759) with statistically significant and Alpha of 0.81 for both male and
female students. However, the result of depression and anxiety showed a mean of 3.703 and
3.38 respectively. The standard deviation of 1.149 and 1.33 with Alpha of 0.78 and 0.84
respectively. All the constructs are reliable and consistent as shown in table 4.2.

Table 4.2

Descriptive Statistics/confirmatory factor analysis.

Engagemen  Relationshi ~ Accomplish Depressio Anxiet

Constructs  Happ. t p ment n y
Mean 4.27 4.241 4.38 4.308 3.703 3.38
Stand.Err 0.12 0.127 0.107 0.115 0.175 0.20
or

Median 4.36 4.2 4.44 4.5 4.125 3.71
Mode 4.73 4.8 4.67 4.625 4.25 3.57
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Stand.Dev  0.76 0.833 0.71 0.759 1.149 1.33

Variance 0.59 0.705 0.52 0.614 1.339 1.791
Kurtosis -0.13 0.099 0.53 -0.442 -0.101 -0.819
Skewness -0.73 -0.83 -0.91 -0.774 -0.751 -0.435
Range 2.45 3 2.44 2.375 3.88 4
Minimum 2.55 2 2.56 2.63 1.13 1
Maximum 5 5 5 5 5 5

Sum 183.4 182.4 188.4 185.25 159.25 145.71
Alpha .85 .86 .92 81 .78 .84

n=sample size.** p<0.01. Mean (standard deviation). t-test. Author’s Computation 2018

4.3. Coefficient of Estimation

As expected, table 4.3 shows a positive and statistically significant relationship between
engagement and happiness index, the coefficient of 0.036 at one per cent significant level. This
result shows a 4 per cent explanation of engagement on students’ happiness of the selected
college in Dubai, UAE. This indicates that if the management of the selected college increases
students’ engagement, it will influence the students’ happiness by 4 per cent. Students’
accomplishment is also statistically significant and positively influences happiness by 0.05 at
1 per cent significance level. The increase in the students’ accomplishment improves their
happiness by 5 per cent. Meanwhile, relationship influences the students' happiness in the
college by 4 per cent at 1 per cent significance level. However, anxiety negatively influences
students’ happiness but not statistically significant. The depression shows -0.001146 decreases
on students' happiness of the college if depression is increased by one unit. These findings
support the conclusions of (Kern et al., 2016; Kern et al., 2015; Pekrun et al., 2011) holding
the wellbeing theory. The wellbeing theory argues that people chase achievement, capability,
success, as well as mastery for their own sake in a variety of areas, which include the
workplace, school, and home. Meanwhile, people need support, positive relationship,
recognition, accomplishment, engagement and social belonging to sustain well-being (Diener
& Seligman, 2004; Adler & Seligman, 2016). If the goal of a society is to assess the well-being
of the residents, then all organisations whether public or private will concentrate more on the
well-being of their staffs and customer, thus the performance of both staffs and customer
increase and nation moves towards achieving a sustainable growth.

Table 4.3

Correlation among the engagement, relationship, accomplishment, depression, anxiety,
and happiness.
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Dependent Variable : Students' Happiness

Constructs Coefficient Std. Error  z-Stat. Prob.

Engagement 0.036482 0.01365 2672738 0.0111
Accomplishment  0.05265 0.010781 4.883785  0.0000

Anxiety -0.00684  0.008855 -0.77284  0.0445
Depression -0.001146  0.007039 -0.16277  0.8716
Relationship 0.040259 0.011802 3.411253 0.0016
R-squared 0.405857

Prob. Stat 0.0000

Durbin Watson 2.2421

Stata 15.1 Output

Based on the results shown of the coefficient of estimation in table 4.3, engagement,
relationship, accomplishment, depression, and anxiety were included in the model as predictor
variables (Table 4.3). Linear regression analysis showed that engagement, relationship,
accomplishment, depression, and anxiety are predictors for students’ happiness. All these
predictors sum together explained 40 per cent influence on students’ happiness in the UAE.
This indicates that engagement, relationship, accomplishment, depression, and anxiety are
good determinants of students’ happiness in the UAE and, therefore, we have established
PERMA's theory of Well-Being in the United Arabs Emirates that any policy regarding
improving wellbeing of students in the higher institutions of the UAE and other Arabs countries
should be targeted towards improving students’ engagement, relationship and accomplishment.
However, caution should be taken in assisting with depression and anxiety.

4.4. Summary of Findings

Having presented all the results for each construct and the entire model in the preceding
sections, we, therefore, summarize the hypothesis in Table 4.4.

Table 4.4

Summary of Hypotheses Testing

Hyp.  Relationship Decision

H1 There is a positive significant relationship between engagement and Supported
happiness

H2 There is a positive significant relationship between relationship and Supported
happiness.
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Hs There is a positive significant relationship between accomplishment Supported
and happiness.

Ha There is a negative significant relationship between depression and Not Supported
happiness.

Hs There is a negative significant relationship between anxiety and Supported
happiness.

Out of the five direct relationships that were tested, all the alternate hypotheses were accepted.
The direct relationship between the independent variables (engagement, relationship,
accomplishment, depression, and anxiety) and the dependent variable (students’ happiness) are

statistically significant. However, anxiety is not significant in determining students’ happiness
in the UAE.

5. Conclusion

This study was conducted among 43 students of a private Management College in Dubai,
UAE. The information was gathered following PERMA constructs (positive emotion,
engagement, relationships, accomplishment, depression and anxiety) to form Happiness
Questionnaire which was distributed randomly among a private management college student
in Dubai, UAE. This study concludes that existence of notable levels of depression and
anxiety among students would reduce their performance in the college, thus limiting the
amount of quality of human capital availability to achieve sustainable growth in the country.
Students’ life is indeed stressful, and they need something beyond the satisfaction of the service
rendered by their academic institutions. In addition, the study finds that engagement, the
relationship among their peers and staffs and accomplishment improve students' happiness.
We, therefore, suggest that PHEIs in the United Arab Emirates should extend their services
beyond satisfaction and focus on students’ happiness. In addition, student support offices and
integration units and orientation need to acknowledge specific risks of depression among
students and provide a psychological assessment and intervention to improve students’ mental
health. Furthermore, physical activity and sports have a positive connection with happiness, so
the promotion of sports and cultural activities among students will help them to find their
hobbies and be happy in a stressful environment. Finally, qualified staffs and university images
in term of ranking make students secure of the certificate to be obtained from an academic
institution.
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ABSTRACT

Social entrepreneurship is a two-decade-old concept that has become a discussion topic in
academia but in reality, it has very few publications. In order to have a broad prospect of social
entrepreneurship, research is required both conceptually and empirically.

From literature, it can be observed that small level investigations have been carried out by
different researchers such as the one undertaken by the Mid Sweden University in 2011. It
highlighted the student demand for depth of knowledge of social entrepreneurship. It can
indicate that education and research is needed to contribute to developing a comprehensive
knowledge of social entrepreneurism. Therefore, ample studies are needed to be undertaken
starting from the inception of the social enterprises to the development processes and the social
enterprise. The use of total quality management perception in the processes of social enterprises
may likely give an understanding of processes of social entrepreneurship from the quality
perspective. Hence, the main two objectives of this study are to implement Total Quality
Mangement (TQM) from the first stage of knowledge gathering to the last stage of output of
social entrepreneurship and to describe the process of implementation of TQM on the identified
processes of social entrepreneurship.

TQM concentrates on the processes and their coordination. A process may be defined as a set
of actions that have a frequent and identical repetition every time, responsible to generate
values for the internal and external clientele. Enhancements are possible in the activities of an
identified process at its different levels and on the holistic view of the process simultaneously.
Hence, it is effective to ascertain the process to achieve the societal values through TQM.

Literature on societal entrepreneurship was the focus of this study in the context of total quality
management applicable on the process of social entrepreneurship. After studying the literature,
a conceptual theme of the process of social entrepreneurship has been designed. The process
will be tested and discussed with experts of both fields of social entrepreneurship and TQM.
The Survey method will also be used for collecting the data through interviews and
questionnaires. It is necessary to have UAE based research focused on the description of the
cases locally.

This research will be a contribution towards understanding the social entrepreneurship benefits
and needs in the region. It is time to focus on this aspect so that the needs are visualized in a
better way to create high social value in the UAE. If the information about the existence of
social needs is not fully or wrongly identified in the inception of the social entrepreneurship
process, then it will deliver the unwanted or wrong values to the society. It is also important to
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have research that investigates how to build TQM practices in the social entrepreneurship in
this region.

Keywords: Social Entrepreneurship, Total Quality Management
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Abstract

In order to understand how successful change been implemented,, a change management case
study at ABC courts is analyzed. The research mainly focuses on meeting the new general
manager as well as three other employees. The questions during the interview were targeting
the change that was implemented from many aspects. It has discussed that ABC courts used a
change model that ensures high quality, more productivity and sustainability by providing a
smart and online law services. Therefore, the strategy of the change has pre-planned very
carefully to assure alignment of all sections of the organization towards its goals and
objectives. This study is an analytical descriptive study that focuses on the management of
change, the reasons, and the results in one of the government sectors in United Arab Emirates.
The researchers conducted semi-structure interviews. The main reason behind this change was
that the previous general manager did not achieve the desired results. The leaders have been
changed and the whole culture did change within a very short time that took 6 months only.
Because of the change, the new general manager has taken employees’ resistance very
carefully with all its considerations. The research paper, also, discussed the critical success
factors of the change as well as how to change the culture of the organization and, therefore,
sustain the change. It was also very important to study how the change planned in order to
avoid resistance from employees, in other word, efficient and effective change implementation
and management. Many critical success factors help the new general manager in his success
to implement change during the first mini plan, the research showed seven critical factors and
how the new general manager did execute them. Therefore, we can learn from the ABC courts
case-study that even if we are in a comfortable zone and the daily work is done, without a
future oriented management, many organizations will sink when the future waves of change
are high.

Introduction

“The goals are clear, the road is paved and the clock ticks; there is no place for hesitation. There
are many who talk; we accomplish.” said Sheikh Mohammed bin Rashid Al Maktoum, the
Vice President and Prime Minister of the United Arab Emirates and Ruler of The Emirate of
Dubai (Meah, 2017). This summarizes the current situation of UAE organizations. In this
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environment, companies depend on their ability to creating, developing and managing teams
to leverage their leadership capabilities and creativity. This helps in having an agile, innovative
and a more responsive organization. Despite the teams’ power, the majority fails to achieve
their goals and objectives. The main reason that makes employees do fear change and resist it,
is that they keep thinking that their jobs are threatened, thinking about the hidden agenda behind
this change and what risks could be involved. Naturally, employees’ sickness levels rise and
they continuously try to delay executing the change projects by creating unrelated tasks.
Management should not neglect employees’ behaviors in order to sustain operations at the
organization and ensure implementing the change project successfully (Lam, 2009). The main
reason behind change is using the traditional models in building and creating the teams.

Spencer explained change management as “the negotiation or the renegotiation of shared
meaning about what is to be valued, believed in and aimed for” It is about changing people
behaviors and getting a new cultural shape ( Kilkelly , 2014).

Thus, many organizations have changed their way of thinking, adopted new work styles and
required more technological professionals ( El Baroudi, , et al., 2018). Organizations are
enforced to develop and change their strategies because of continuous, quick and high
competitiveness in the current environment. It requires management to quickly rethink and
analyze how difficult and dynamic the current market is. (Smith , et al., 2011).

This research reflects on the changes initiated at ABC Company, a government entity in UAE,
and explains how they have introduced, justified, communicated, managed and implemented
them. It also discusses the perception and interoperation of change initiatives among the
organization.

ABC organization is a government organization based in UAE with more than 473 employees,
4 departments, 21 sections and 4 offices. The organization has a Chairman who has three
sections under his administration and three other specialist offices.

Research Methodology

This study is an analytical descriptive study that focuses on the management of change, the
reasons, and results in one of the government sectors in the United Arab Emirates. The
researchers conducted semi-structured interviews with four employees during October 2018 in
the organization itself. The first interview was with the new general manager, which lasted for
54 minutes in his office. The second interview was with the department manager (Employee
A) which lasted for 43 minutes in her office. The third interview was with a specialist, which
lasted 25 minutes in the department. The last interview was with a section manager, which
lasted for 32 minutes in his office too. All interviews were conducted in ABC offices in Arabic
Language except for the interview with the general manager which was in English. All of the
interviews where recorded in the researchers’ mobile phones.
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The Organization’s Reason for Implementing the Change

The most important change that occurred in ABC courts was a change in leadership. A decree
was issued by His Highness Shaikh Mohammed which stated that ABC organization has a new
General Manager. There are several reasons for this change, and we are going to address the
reasons that were mentioned in the interviews. During the interview with the new general
manager he mentioned that the organization which was established in 1978, was established
before the invention of computers. This change was not easy especially that we went through
an old management style who wear not able to adopt the right technology in an effective and
efficient way. At the same time, the top management in the UAE have high ambitions and goals
that need to be achieved and they cannot afford to waste time any more. The General Manager
of ABC pointed out that even after 40 years; people in the organization were still using the
same old methods in providing their services (GM, 2018). On the other hand, Employee (A)
mentioned that the main reason for this change was from the desire of stakeholders to reposition
the organization, in order to meet and cross the world standards, to be more effective and
efficient. Many KPI’s were not up to desired standards in customer happiness, employees’
happiness and even revenue growth rate (A, 2018). In addition, employee B mentioned that
although the government did provide every required resource for the organization, there were
no desired positive results achieved in the past couple of years (B, 2018). Moreover, employee
C gave almost the same declaration but he insisted that the main reason for change that the
department’s expenses were exaggerated and there was no development in the operational
processes (C, 2018).

The Change Model

ABC courts started immediately to develop and change the roadmap of the organization upon
the old General Manager. According to the new General Manager, the change was planned and
well prepared, many research and analysis done before re-structuring and implementing the
new strategy in the organization. The organization general manager met with the directors and
managers to circulate the new changes and motivate them to execute. Moreover, the Head of
each department assembled with their team members and announce the initiated change trying
to comfort them and answer their concerns. In addition, the interviewees agree that the new
change structure was compatible and aligned with the new strategy and the vision of the
Emirates. According to Employee (A), the previous manager has limited his focus on the
strategic goals, quality and excellence awards only. Whereas, the new manager has different
direction and he focuses more on strategic objective, business excellence and financial results.
He started to reduce expenses and increase profits. In addition, the new General Manager
highlighted the importance of the behavioral guidance during the change process, worked to
involve people in the change process and provide them with accurate information. He also took
the staff's habits into consideration, ignited employees' enthusiasm and used various methods
in solving any raised issues and problems while implementing the new vision.
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The change model used is transformational, which affected the structure, culture and modified
the services process of the organization. Transformational change is defined as improving
organizational current level to their next level by developing new capacity to match the needs
of their customers (Marin, 2016). The implemented change process in the organization is
necessary to help organizations to move forward and provide high level of services and to add
new technologies in order to match the new strategy. In addition, the change process will ensure
effective results, long-term production efficiency and sustainability of the initiated change.

According to the new GM, organizational culture is important in order to analyze and change
the culture in addition to the evaluation of management and leadership values and beliefs.
Nowadays people prefer using online services and smart applications to finish their work, the
behavior of the consumer has changed, online services became more critical and subjective to
the society. Moreover, the organization is developing new laws to suit the new development of
the society (GM, 2018). According to Employee (A), the implemented changes showed
positive responses in the employees’ behavior. The hierarchy has become more appropriate in
the organization and employees are committed to the department structure. For example,
supervisors used to monitor employees’ attendance and departure, after implementing the
change they are only responsible of their perspective departments (A, 2018). Also, employee
(B) mentioned that the implemented changes in core business have helped employees to
improves their performance and the way they deal with problems and come up with the best
solutions (B, 2018)

Being in an organization that is service oriented, the top priority of the new GM was his people
because they are the one who serve the society. The first challenge was to understand the
community wants and desires and start to develop new initiatives. The focus in ABC courts
was to provide law rights to society in easy and fast way while maintaining the quality. They
wanted to be the number one in the world and they did understand exactly what they had to do,
when and how to do it with the available resources that they had.

After developing the new strategy, the GM shared it with his employees. He mentioned that
the biggest factor of failure in any management transformation is communication (GM, 2018).
So he insisted on creating a strong dual communication channels between the front-line
employees and the top management. Communication was done in various ways, in formal
settings, meeting with top managers in an official and non-official way, and videos. He also
had some meetings with small teams to make sure that everybody’s mindset in the same
direction and they are sharing the same values and believes. Beside all of that, they had a social
lab to maintain the smooth communication between the top managements and the front-line
employees.

Understanding the local challenges of society barriers in this part of the world is also very
important. First, the general manager analyzed the current capabilities so that he could
understand and define what are the available resources? What are the current laws of the
country? What are the current social values in this country? Who is the competitor’s and what
is the status in this country? The new general manager re-organized employees after
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redesigning all processes and procedures to assign them with the proper tasks based on their
capabilities.

Because the new general manager expected to have some challenges. He knew that people have
different capabilities and skills. Thus, this kind of transformation went under a very intensive
training model. He believed in his lovely employees as he mentioned in the interview, the first
priority was to shape, support, guide and protect them. The technological file, employees file,
process and procedure file were all under development to meet the expectations of the
employees and society as well. Areas of change were: objectives and policies of the institution
to be public and detailed, the means and tools which used to fulfill objectives (working methods
- the structure of organization - responsibilities - equipment rehabilitation) and change in both
cases involves the rehabilitation of HR and improve work conditions.

Literature Review:

Organizations should have a well prepared business plan to drive a successful organizational
change. In addition, a complete assessment of the current situation in an organization is needed
at the beginning of any change process as Brisson-Banks, C.V., 2010. Kurt Lewin came up
with a change model consisting of three steps or stages, which are unfreezing, changing, and
refreezing.

Armstrong, M., 2014 provides valuable details at each stage as follows:

1. Unfreezing — altering the existing situation, which supports existing behaviors and
attitudes. Taking into consideration the inherent threats that change presents to people
and the need to motivate those affected to achieve the natural state of equilibrium by
accepting change.

2. Changing — a stage within which the development of new responses are based on new
information.

3. Followed by Refreezing — a stage within which the new change conditions are
stabilizing, supporting and reinforcing.

Resistance

According to the new general manager, resistance is always there. It is not something you fight
against, it is how you manage it in a smart way. In any organization, any change, pulls the
employees from their comfort zone, hence, creates resistance. Especially the organization that
is going towards a different direction, a very advance stage with high ambitions. The GM
mentioned that they will not fight the resistance but rather they will manage it and show them
the benefits behind these changes (GM, 2018)

The GM believes that resistance is not always negative, sometimes it helps to achieve more
accurate and flexible change and helps to detect imbalances, weaknesses and activates
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communications. Data showed that employees' level of resistance for the new management was
moderate. However, According to Employees (A) employees with many years of experience
showed high resistance because they expected to have more work as result of the change, they
do not show flexibility to obtain new technology and new directions (A, 2018). According to
the new general manager, resistance to change is very natural. Some people do not believe in
change and some take time to adopt it. It is varied based in values and believes that affect their
attitudes and behaviors (GM, 2018).

Literature Review:

According to Waddell, D. and Sohal, A.S., 1998, the causes of the failure of many change
efforts can be found in resistance to change. Palmer, B., 2004 argued that humans cause fail in
implementing change because of their resistance to change even if the desired change is totally
logical and necessary. Thus, a key topic in change management is resistance to change and this
should be seriously considered to support the organization to attain the desired results of change
as Pardo del Val, M. and Martinez Fuentes, C., 2003 mentioned.

In many studies, many reasons of why an employee may resist change were expressed. Reasons
such as fear of the unknown, fear of new technologies, and overloading of tasks Fuioaga, C.P.
and Rusu, C., 2018. Similarly, Afshana, P., Arshada, P., M.S. Hasan, 2013 argued that
employees may resist change for different reasons like shock of new, fear of competence,
inconvenience, and uncertainty.

In contrast, having a good leader will help to diagnose the reasons of resistance as well as
focusing on reducing or removing the obstacles of change according to Afshana, P., Arshada,
P., M.S. Hasan, 2013.

Critical Success Factors of Change
There are many success factors that were obvious in this case study:

1. Employees focus: The new general manager believed that the most important success
factor for any change is people. He understands and analyzes the nature and behavior of his
employees by considering their ages, work map, experience, education and the promotion
criteria. The new GM clearly understands the human factor and how to satisfy people and
make them happy. He knows that some of the staff were sad and he did not blame them
because previously they were not treated fairly. He also keeps those people who are hard
workers and deserve promotion in mind. His priority was to focus on those who love their
jobs, hard workers, smart, and care about the organization.

2. Management commitment: The new general manager always tracks the outcomes, they
have a 5 years direction with a minimum of six-month plan, and they have some points in
which they want to achieve in their performance. The new general manager mentioned that
his employee should learn by doing. Understanding his people, designing solutions
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according to that, having the ability to implement those solutions and tracking the
outcomes, is a challenge that requires a skilled manager.

According to Abbas, W. and Asghar, 1., 2010, leaders have to have the needed power of
decision making and implementation to handle and manage the organizational issues with
confidence. In fact, as a basic need for organizations, the strategic leadership is fully
capable to predict the essential changes earlier in an organization, to form the desired
commitment and the proper environment for employees and teams in order to understand
and adopt these changes successfully. Also, Al-Khaffaf, M., 2012 argued that the top
management members are responsible to create a clear vision, analyze the current situation,
plan the future, and motivate the skilled employees. Finally, the involvement of senior
executives in the project of change attains the management commitment to change as
Oakland, J.S. and Tanner, S., 2007 mentioned. Moreover, success of change starts from the
top management commitment according to Appelbaum, S.H., Habashy, S., Malo, J.L. and
Shafig, H., 2012.

. Team work: The new GM believes in trusting his teams. He creates focus groups that
consist of high experienced and educated employees to help other employees and other
teams as mentors to create a sharing knowledge culture.

As a critical success factor influencing the implementation of any change process (Kotter,
1996), forming a cross-functional team throughout the change process is very critical.

Leadership: The interview with the general manager showed strength in his personality.
He has the ability to provide advice, guidance, training and communication skills, and has
developed consulting skills. He can identify the weaknesses, analyze data, plan and
supervise and implement.

Nowadays, the role of leadership became more crucial (Abbas, W. and Asghar, 1., 2010) as
leadership is the foundation on which change is built and the primary driver of change as
Sofat K, Kiran R, Kaushik S. 2015 mentioned. In addition, leaders have the proper
capabilities, characteristics, and competencies to lead the organizational change according
to Abbas, W. and Asghar, 1., (2010). Leaders of change need to follow the whole
organizational change process from initiation, implementation to success (DE SILVA, J.
D. and CASTRO, E. A. G,, 2016). In addition, Kotter, 1996 argued that leaders are
responsible to prepare a suitable environment at organizations for change and assist them
cope as they struggle through it. Moreover, they must have a clear vision of the future
(Abbas, W. and Asghar, 1., 2010) and clearly communicate the vision (Malek, R. and
Yazdanifard, R., 2012). Likewise, Kotter, 1995 argued that leaders are responsible to
communicate the vision of the change to avoid the failure of the change. Communicating
the change minimizes the uncertainty (Klein, 1996), ensures employee commitment to
change and overcomes the causes of resistance (Kotter, 1995).

Communicating: Communicating the change is necessary and should be structured in the
organization before implementing the change. Based on the finding, there was a clear
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communication between management and employees and that helped to control the
unnecessary crowd and scream.

Communication within organizations is regarded as the catalyst for success (Dolphin, R.R.,
2005). According to Barrett, D. J. 2002, at all levels, meaningful communication informs
and educates employees as well as motivates them to support the strategy. As it overcomes
their resistance to change as well it ensures employee commitment to change, involvement
and participation (Husain, Z., 2013). In fact, such positive attitudes to change are important
in successful change initiatives as it overcomes one of the biggest berries to change which
is resistance to change (Husain, Z., 2013).

Planning: It is a very important step before undertaking any change. The organization
needs to have a clear vision and a valid reason for changing the process. The organization
performed proper analytics to cover all aspect before applying the changes (GM, 2018).
Throughout the change process, there should be a clear business plan and vision to steer
the direction of the project, as the business plan would facilitate the work and impact on
work (Rosario, 2000). In addition, a clear business model is needed for the organization to
operate on (Holland et al., 1999). Furthermore, any changes should be consistent with the
direction of the organization as Falkowski et al., 1998 mentioned. In addition, the mission
of the project should be related to business needs and should be clearly stated (Roberts and
Barrar, 199)2.

Motivation: The biggest challenge in implementing the change is to motivate your
employees to adopt the new strategy and be creative. According to the new GM, bringing
happiness at the organization is important to motivate the employees. For example, he
considers each one is different, and he uses different motivational tools for each one. If he
has a fresh graduate with zero experiences and send him abroad for a training, this action
will motivate him. However, if he sends a new mom abroad for the same training it will not
motivate her.

According to Kroth, M. 2007, motivation is the reason of our behavior in a specific manner
and has been illustrated as it consists of energy, direction, and sustainability. An effective
tool such as communication is used to motivate employees to join the process of change
according to Luecke, 2003. Therefore, “Without motivation people won’t help and efforts
go nowhere” (Kotter, 1995).

Sustain the Change

The success of change can be sustained by continuous monitoring of the results of change and
the discussion of deviations, continuous training of staff, maintaining the necessary means of
communication and information, building an incentive system, encouraging participants in the
process of change, distributing people and groups, and the preparation and implementation of
changes.
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To sustain change, preparation and implementation of change should consider using 5 key
elements: definition of elements of change, analysis of the impact of change, evaluation of the
status of the institution, risk assessment of change and identification of special strategies.

Summary

In order to understand how successful change is implemented, a change management case
study at ABC organization was developed and analyzed. The research mainly focuses on
meeting the new GM, as well as three other employees. The questions during the interviews
were targeting the change that implemented from many aspects. It discussed that ABC
organization used a change model that ensures high quality, more productivity and
sustainability by providing a smart and online law services. Therefore, the strategy of the
change was pre-planned very carefully to ensure the alignment of all sections of the
organization towards its goals and objectives.

This research paper discussed the critical success factors of change as well as how to change
the culture of the organization and, therefore, sustain the change. It also reflected on how to
plan change properly to avoid resistance from employees and achieve efficient and effective
change implementation and management.
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Appendices

Interview Question with GM:

1. Isthe new position being in your objectives and | 12. How you encourage your

goals? employees to work with you in change
initiatives?

2. When did you have your new position as a | 13. Do you think you are aware of each

general manager? employee who work with you?

3. Inyour opinion, what was the reason behind this | 14. What are the characteristics of your

change in leadership? change agents? Do you look at their
educational level? Do you look at
experience?

4. What was your first steps as a new general | 15. Did you face any resistance?

manager in the department?

5. What is your process that you follow in order to | 16. Who do you think are the change

make corporate change? enemies?

6. What tools you are going to use? 17. What is your role in sustain the
results of change?

7. Did you develop a new strategy? 18. Do you have change forecast
studies?

8. Did you share it with your employees? 19. In your opinion, what is the
difference between manager and
leader?

9. How you do your communications? 20. How many years of experience you
have?

10. The changes that you are dealing with now, are | 21.  What is your educational

they all were planned or change pull another | background?

change?
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11. What is the need for those changes?

Interview guestions with other employees:

1. When the change in general manager
occur, did you feel any change in
corporate culture?

8.

What do you think the main reason that
the change in managers occurred?

2. Why do you think the direction has been
changed?

Do you the current manager is a leader or
a manager?

3. What do you think the difference in
characteristics between the previous and
the new manager?

10.

The changes that occurs now in
operations, results and in culture, do you
think the previous manager could did the
same changes that happen now?

4. Do you think the difference in their
character based one the difference in their
educational level?

11.

Do you think the previous and the current
manager have a vision?

5. What changes has been done in core
business since the new manager come?

12.

Who do you think will have the
resistance to any change in the
department?

6. Do you think all the changes that has been
done are positive or negative?

13.

What kind of change that happens to you
after the new manager come?

7. Do you think there is a change in
governance and auditing and inspecting
more than before?

14.

How many years of experience and your
educational level?
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