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Customers’ Perception of Service Quality of
Islamic Bank in Bangladesh: An Empirical
Analysis of Shahjalal Islami Bank Limited

S M Feroj Mahmood * & Mohammad Wasiu Osman °

Absiract- After Indonesia and Pakistan, Bangladesh is
considered to be the third large Muslim populated country.
The banking consumers now prefer Islamic Banking to
conventional banking. In order to fulfil the higher demand of
products and services of Islamic banking requires not only
superior quality service but also prompt response to customer.
In addition economical in operating system, strict compliance
to Islamic Shari'ah and satisfactory community service
through job creation and guaranteeing consistency in service
provisions are also required. The study finds that consumers in
Bangladesh really interested in Islamic banking and alongside
they want superior customer value and satisfaction.
SERVQUAL perception is fully used to find the service quality
of Islamic banking in Bangladesh and also followed the five
important instruments to identify the customers’ observation of
Shari*ah banking. Through this banking system most of the
Muslim priest have shown interest to prevent the interest given
by other commercial banks and earning an unknown amount
of profit or loss. Most of the Muslim have also diverted to this
system as it is ensured as Halal. The study revealed alongside
the regional, depositor desire, banking system, employee'’s
superior customer value and services. The report mainly
recommended that employees are really very important factor
for increasing the service quality of Islamic banking.
Keywords: islamic banking, service quality, customer
perception.

I. [NTRODUCTION

t present we can say that Bangladesh is now
developing from their previous financial situation.

Now a day we can't think a single transaction
without banking transaction and we can’t deny the
necessity of Bank as a financial institution. Bangladesh
economy is mainly depending of foreign remittance and
the growth of banking industry is making the
Bangladesh economy more strong. Investment is the
main responsibility for any bank to earn profit, whatever
it is conventional bank or an Islamic bank. The operation
of Islamic bank is regulated by monotheism principles,
whereas the activities of standard banks are controlled
by general banking rules and regulation. The main
activities of bank refer to the organization providing
deposit to the investors and giving withdrawal facilities
to the general people. According to Woelfel (1993, p.

Author o Senior Lecturer, Department of Business Administration,
Notre Dame University Bangladesh, Bangladesh.
e-mail: rifatdumkt@gmail.com

Author o:  Department of Business Administration,
University Bangladesh, Bangladesh.

Notre Dame

69), “a modern bank is an institution responsible for
receiving, collecting, transferring, paying, lending,
investing, dealing, exchanging and serving money and
claim to money both locally and internationally. The
main purpose of bank is to earn maximum return from
the investors and lender”.

The functioning system of Islamic bank is much
similar of other tradition bank from the long period. They
also organize deposits and invest the money as a loans
based on Islamic Law (Shari’ah), which are different
from the other traditional or commercial banks. In that
sense Islamic banking is different from traditional
banking in many other ways. Such as, the injunction of
dealings based on interest rate and the constraint that
banking procedures are carried out according to definite
processes through the wuse of certain financial
instruments (Abdul Qawi & Lynn, 2001). Islamic bank
also offer various product and services to the consumer,
what the other conventional and traditional banks offer.
But there are some different from the traditional bank to
Islamic bank and that is, Islamic bank always follow the
Islamic Shari'ah for offering any kind of product or
services to the consumer.

In trendy competitive atmosphere, the pursuit of
service quality is taken into account to be a necessary
strategy. There are a very important issue arise when
marketers try to provide service to the consumer,
because marketer always need to think from the
customer point of view about the service quality that is
given to the consumer and then the marketer try to
provide the best service to the general people. To
archive the consumer attention, marketers conduct a
very extensive research to get some ideas of customer
ultimate expectation and then they use the research
finding for the betterment of the customer. After that the
bank can develop their service quality dimension to
satisfy the customer expectation and their need.

Over the last few decades, Islamic banking
industries have qualified an outstanding progress into
the banking sector and develop the new ideas for the
Islamic banking sector. Approximations suggest that
global Islamic financial services grew at a rate of 10%-
15% during 1995 to 2005 (Khan et al, 2008). Now a
day’s non-Muslims consumers are very interested about
Islamic banking because of their Islamic financial
services (Knight, 2007). Because of the increasing

© 2015 Global Journals Inc. (US)
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demand of Islamic banking, renowned tradition bank are
now opening Islamic banking wings to provide interest

free service widely to the mass consumer those who are
very interested in islamic banking (Hassan and Ahmed,
2001, Huda et al, 2007).

Today banking has become the most essential
parts of our life and the central driving force of every
economy. It tuns as the heart of the economy of each
country. Most of the financial transactions are now being

made through the bank. Worldwide banks have become
the center points of the economy and Bangladesh is not
an exception. The consumer are more aware of the
service quality of the Islamic bank, because
conventional banking system and Islamic banking are
similar but some differentiation is linked with this two
banking system. Below shows few notable milestones of
Islamic bank services in Bangladesh

Table 07 : Number of Branches of Islamic Banks

Factors June 2014
Total Numbers of Bank 8

Traditional Banks providing Islamic Banking 9

Full-fledged Islamic Banks branches in Bangladesh 843

Islamic banking branches of Traditional banks 19

Islamic banking windows of Traditional banks 25

Employees in Islamic Banking with Private Commercial Banks 39.63
Employees in Islamic Banking in Banking Industry 17.73

Total deposits in Islamic banking industry in Bangladesh Tk. 133560.69*
Total investments in Islamic banking sector in Bangladesh Tk. 113795.99*
Investment-Deposit ratio (percentageage) 0.85

Surplus liquidity of Islamic banks in Bangladesh Tk. 10575.31%*

Source: Developments of Islamic Banking in Bangladesh, April-June, 2014, Bangladesh Bank

*TK = Taka, In Crore Taka
** 1 Crore= 10 Million

Table 02 : Statistics of Islamic Banking in Bangladesh
Below charts are brief reports of deposit of Islamic banks that are operating in Bangladesh as on June 2014.

Category of Islamic Bank Urban Area Rural Area Total
Full-fledged Islamic Banks 535 308 843
Islami Bank Bangladesh Limited 208 78 286
ICB Islamic Bank Limited 28 5 33
Social Islami Bank Limited 51 43 94
Al-Arafahlslami Bank Limited 70 45 115
EXIM Bank Limited 46 36 82
Shahijalal Islami Bank Limited 59 33 92
First Security Islami Bank Limited 64 59 123
Union Bank Limited 9 9 18
Islamic banking branches of Traditional banks 18 1 19
The City bank Limited 1 0 1
AB Bank Limited 1 0 1
Dhaka Bank Limited 2 0 2
Premier Bank Limited 2 0 2
Prime Bank Limited 5 0 5
Southeast Bank Limited 4 1 5
Jamuna Bank Limited 2 0 2
Bank Alfalah Limited 1 0 1
HSBC Limited 0 0 0
Islamic banking windows of Traditional banks 24 1 25
Sonali Bank Limited 5 0 5
Agrani Bank Limited 5 0 5
Pubali Bank Limited 2 0 2

© 2015 Global Journals Inc. (US)
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Chart 01 : Share of Deposits of all Islamic Banks in Bangladesh (June, 2014)

Chart 1: Share of Deposits of all Islamic Banks (June 2014)
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Chart 02 : Types of Deposits held by Islamic Banks (June 2014)

Chart 2: Types of Deposits held by Islamic Banks (June 2014)

Al-Wadeea

Cash Wagf Quard-e-Hassan
current Account it special Scheme Baposits
Deposits P Deposits 0.03% Mudaraba
4.55% pqudaraba Savings Deposits

9.94%
: 18.03%

Savings Bond Mudaraba
1.30% Special Notice
Mudaraba Deposits
Special Savings 2.75%
(Pension/Profit
Deposits)
10.04%

Mudaraba Hajj
Deposits
0.19%

Mudaraba Term
Deposits
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Source: Developments of Islamic Banking in Bangladesh, April-June, 2014, Bangladesh Bank

The report is designed in five parts: Starting with  researches in service quality, test of perception and

introduction

Part one focuses on the previous basic information of Islamic banking, Part two presents
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finance and economic information, Part three points out
the data, variables and methodology, Part four shows
the analysis of results and Finally, part five finishes with
concluding the study.

I1. LITERATURE REVIEW

At the beginning of 21st century Islamic banks
have started their operations. There is a growing rivalry
among Islamic banks and conventional banks to attain
new customers as well as to retain existing customers.
Banks providing standard service quality to today’s
universe and also efficaciously existing (Wang et al.,
2003).

Financial inter mediation, consultancy, agency
services and more other financial problems are solved
by banks from past time. Four differences are shown
between services and goods, those are as follows,

1. Intangibility,

2. Perishability,

3. Inseparability and

4. Heterogeneity (Parasuraman et al., 1985; Hoffman
and Bateson, 2002).

Quality brings customer acquisition and
retaining power (Galloway and Ho, 1996). Evaluating
service quality is more difficult than substaintial goods.
Customers feel comfortable buying goods having
physical existence (Parasuraman et al., 1985). Service
quality ensures the competitive position of the
organization for long term benefits and leads to
differentiation for leading any industry and ensuring
competitive position of the organization for long term
benefits service quality is essential (Morre, 1987).

Service quality is very important indicator
towards customer satisfaction at any time Customer
satisfaction is a major fact for any business and service
quality plays a significant role for customer satisfaction.
Customer satisfaction is a major issue for any business
where service quality plays a significant role to satisfy
customer (Spreng and Machoy, 1996).Service quality is
a bunch of the answers to some queries like; what is
customers real needs? What type of service is being
provided? Finally, Is there any kind of deficiency?
(Woodside et al.,, 1989) Hanson (2000) revealed that
organizations should improve the quality of their
services to fulfil the customers' wants and requirements.
Modern technology and machines as well as automated
banking system have improved the speed of processing
information and transaction to satisfy customers saving
their valuable time (Johnston, 1997). In competitive
market the professionals are getting more popular for
their quality services. Their professionalism favours to
have a good relationship with customers (Zeithmal et al.,
2000). Leeds (1992) showed that bank personnel are
the main element of service quality.

However, the banking industry has combined
service quality and customer satisfaction (Avkiran,
1994). In Greek banking industry private banks are more

© 2015 Global Journals Inc. (US)

popular than public banks to the customers only
because of service quality (Kangis and Voukeates,
1997). Global and integrated banks are facing many
problems as legislation, technological and structural
changes (Angur et al, 1999). An aware manager
improves quality to gain a competitive position in the
market to get customer attention and satisfaction. This
effort is a slower but little bit effective process also
(Longo, 2000). Banking and financial services are the
integrated part of services industry; its contribution is
increasing day by day (Mishkin, 2001).

Now-a-days, service quality has been attracted
for researching (Fist et al., 1993 cited in Thakur, 2011).
Service providers have to have knowledge about how
customers are estimating the quality of service values,
choosing banks and finding long term protection.
Customers always think about their demanded product
while buying and compare by experience. (Swan and
Comb, 1976 cited in Thakur, 2011), will the product be
satisfactory or not. Therefore services marketing
researchers based their work on developing a service
quality concept focused on consumer behaviour instead
of using manufacturing quality concepts. After that,
service providers follow and develop service quality
concept according to consumer behaviour researched
by service marketing researchers (Brown et al., 1992
cited in Dhandabani, 2010). Thus customer compares
the service quality with his/her expectation for
judgement (Thakur, 2011). Levesque and McDougall
(1996) investigated customer is satisfied with the service
quality of financial organizations. They found a core
impact of service problems on customer satisfaction
and their thinking was to switch. Service quality is an
essential definitive of customer satisfaction (Yavasetal.,
1997).

Mishkin (2001) reported that banking and
financial services are undisputed part of service industry
and being popular day by day. However, Global and
integrated banks are facing many challenges as
legislation, technological and structural changes
(Anguret al. 1999). There is a relationship between
service quality and customer satisfaction is investigated
by a number of researchers across the world. There is
strong combination between dimensions of service
quality and customer satisfaction (Anderson and
Sullivan, 1993). It is found that the banking industry has
a connection between service quality and customer
satisfaction (Avkiran, 1994). Islamic banking plays a role
for increasing supply of loan. It is found that funds and
other economic factors in the economy are managed by
government interference (Makiyan, 2003).

Oppewal and Vriens (2000) empirically
investigated the relationship between service quality and
customer satisfaction by using original SERVQUAL
instrument  with 10 dimensions as devised by
Parasuramanet al. (1985). This study gave a direction to
describe service quality and customer satisfaction. Due



to increased competition among service firms, service
quality gained significance with the process of time.
Customer satisfaction affects the customers' behavioural
consequences. The study found customers have a
strong impact to stay with the existing service provider
instead of their negative behavioural intentions
(Athanassopoulos, Gounaris and  Stathakopoulos,
2001). It varies from one country to another due to
demographics, cultural, religious, and geographical or
other attributes. Parasuraman et al. (1988, 1991a,b)
developed service quality to measure the dimensions of
service quality that is frequently used by researchers to
examine service quality. It consists of 22 items that are
compiled into five dimensions

1. Reliability,

2. Tangibility,

3. Responsiveness,
4. Assurance and
5. Empathy.

[1I.  RESEARCH OBJECTIVE

The principal objective of this research is to
have an overall idea about the perception Consumers’

and the Services Quality of Shahjalal Islami Bank Limited.

To support this objective, the study has focused
on some secondary objectives like:

e To analyze the customers’
Shahjalal Islami Bank

e To have an idea about the overall service of
Shahjalal Islami Bank Ltd

e To explore the condition of service quality in
Shahjalal Islami Bank.

perception  of

[V.  RESEARCH DESIGN (METHODOLOGY)

The study type is expository. Primary and
secondary sources are used for data collecting.
SERVQUAL Scale for measuring customers’ perception

a) Age of Respondents

format is used for preparing questionnaire for the study.
These five measures were Reliability, Tangibility,
Responsiveness, Assurance and Empathy. Population
for research was 500 people and all of them were
Bangladeshi but 50 peoples who have bank accounts in
different private banks in Dhaka are been selected for
sample. The respondents include- students, employees
and business personnel. The average age of the
respondents was 15-60 years. 48% of respondents were
male and 52% were female.

A structured closed-ended questionnaire with
21 questions fewer than 5 variables have been
developed based on SERVQUAL model. Answers of the
questions have been examined by collecting data
through face to face interviews of a different population
on five point Likert scale. Targeted respondents come
from the general open public (from different genders,
races, age groups, marital status, education
backgrounds, designations and professionalisms) and
then the data have been measured by fitted statistical
tools. A sample of the questionnaire has been given in
Appendix.

V. ANALYSIS AND INTERPRETATION

A descriptive analysis and  frequency
distribution  technique is wused to analyse the
respondents’ answer for the study purpose.

Descriptive Analysis: It refers the transformation of raw
data written into a form that will make them easy to
understand and interpret; rearranging, ordering,
manipulating data to provide descriptive information.

Frequency Distribution: It refers a set of data organized
by summarizing the number of times a particular value
of a variable occurs.

Valid Cumulative
Age Frequency | Percentage Percentage Percentage
15-30 years 13 26.0 26.0 26.0
31-45 years 16 32.0 32.0 58.0
46-60 years 15 30.0 30.0 88.0
more than 60 years 6 12.0 12.0 100.0
Total 50 100.0 100.0
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18 £ i
. 16 A ndents
e
§ 14
€ 12
=3 10
] 8
s 6
o 4
< 2
0
W 15-30years 13
W 31-45 years 16
[0 46-60 years 15
W more than 60 years 6

The age group divination of the respondent’'s  years old were 15 persons. More than 60 years old were
into four different classes. Among them 15-30 years old 6 persons. So the available clients are between 31-45
were 13 people. 31-45 years old were 16 persons. 46-60  years old.

b) Occupation of the Respondents

25 ) 1
Chart litle
20
2 15
E
0
% 10
5
0
M Service Holder 12
M Business Person 18
i Others 20

W Service Holder
W Business Person

b Others
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Total sample size was 50. Among them the
study found that there is 12 Service holder and 18
Business persons & 20 others occupation holder. We
can also see that 24% Service holder and 36% Business
persons & 40% others occupation holder includes
Student, Housewife, Retried person etc.

Assumption: We can assume that business persons are
many in number as consumer.

According to the study purpose we selected five
popular schemes in the general banking of
Shahjalal Islami Bank. Among them Mudaraba Term
Deposit (MTD) & Mudaraba Lakhopoti Deposit are more
popular. The ratio of different schemes is given bellow in
the chart.

Account Frequency Percentage Valid Cumulative
type Percentage Percentage
Mudaraba 9 18.0 18.0 18.0
savings/Alwadiah
current
Mudaraba term 13 26.0 26.0 44.0
deposite(MTD)
Mudarabal.akhopo 13 26.0 26.0 70.0
tiDeposite scheme
Visa debit 9 18.0 18.0 88.0
card/visa prepaid
card(local/internati
onal)
pay order 6 12.0 12.0 100.0
Total 50 100.0 100.0
(" )
ba savings/alwadiah current
term deposite(MTD)
a lakhopoti deposite
t card/visa prepaid card
der
N J

There are some effective questions under the
dimensions of Assurance, responsiveness, reliability,
empathy & tangibility. Under the dimension there are
some questions. The analysis of those questions are
described the next part of the study.
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c) Assurance Dimensions

Statement 1 : Employee in Shahjalal Islami Bank has the knowledge to answer your question

M easuring The Assurance Dimensions
I =
20
E‘ 15
= 10
5 5
= 0
strongly | disagree | agree | strongly
disages agee
mFrequency| 10 2 25 13

Measuring The Assurance Dimensions

= strongly disagree

‘; 4%

= disagree

= agree

= strongly agree

Depending on the customer's participation on
the question on the first chart most of the respondent
was agree with this comment. 25 respondents were
agreed with this statement. Here strongly agree was 13
and disagree was 2 & strongly disagree was 10. In the
next pie chart we can see about half of the total

respondent were agreed an 26% were strongly agreed
where 20% strongly disagreed and 4% disagreed.
Assumption: So the statistics show that majority are
supporting that the Shahjalal Islami bank have appointed
qualified employees to answer any question to earn
maximum customer satisfaction.

Statement 2 : Feel safe in transaction with Shahjalal Islami Bank

Measuring The Assurance Dimensions

Mo of respondent

disagre | uncertai | agres | strongly
g | mnty agres
|- Frequency| 12 4 29 | 13

Measuring The Assurance Dimensions

m disagree
m uncertainty
= agree

m strongly agree

In the 1st bar chart we find out 21 respondents
were agreed with the comment and 13 were strongly
agreed. 4 respondents were uncertain and 12
respondents were disagreed. But there were no strongly
disagreed respondents. In the next pie chart we can see
42% of the respondents were agreed and 26% were

strongly agreed where 24% strongly disagreed and 8%
were in uncertainty.

Assumption: In this case most of the customer feels safe

to transact with the bank which means the bank has
reliability.

Statement 3 : Employees in Shahjalal Islami Bank is consistently courteous

Measuring The Assurance Dimensions Measuring The Assurance Dimensions
g2 m strong|
@ 15 12% strongly
s 10 disagree
@ m disagree
: o
g 0 | B uncertainty
=z ztlrong Y disagre | uncertai strongly

isagre agree
A e nty agree Hagree
| @ Frequency 8 12 8 16 6
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Employees in Shahjalal bank are consistently
courteous with their customers. 16 respondents were
agreed with the comment and 12 respondents were
disagreed with the comment. 8 respondents were
uncertain and 6 respondents were strongly agreed.In
the next pie chart we can see 32% respondents were
agreed and 12%were strongly agreed where 16%

strongly disagreed and 24% disagreed and 16% were in
uncertainty.

Assumption: From the analysis we can easily find out
that the employees of the bank are not too much friendly
to achieve the customer satisfaction as a result the bank
must suffer in future due to employee behavior.

Statement 4 : The behavior of employees in Shahjalal Islami Bank instills confidence

M easuring The Assurance Dimensions

%E f;i;i! — — il [

strongl | disagr | uncert | agree | strongl

Ho. of respondent

¥ == ainty ¥
disagr agres
| mFraquency E: | 8 | E | 23 | 13 |

Measuring The Assurance Dimensions

12% )

m strongly disagres

12% gy disag
m disagres

4% )
uncerntainty
magres
m strongly agres

The Behaviour of employees in Shahjalal Islami
Bank instil confidence in all the customers. 23
respondents were agreed & 13 respondents were
strongly agreed.6 respondents were  strongly
disagreed.6 respondents were disagreed. The rest of
respondents were uncertain.

In the next pie chart we can see 46%
respondents were agreed and 26%were strongly agreed

d) Responsiveness Dimensions

where 12% strongly disagreed and 12% disagreed and
4% were in uncertainty.

Assumption: The most of the customer
employees of bank are reliant and motivational.

thinks

Staterment 1 . Employees of Shahjalal Islami Bank shows sincere interest in problem solving

Measuring the Responsiveness Dimensions Measuring the Responsiveness
‘S‘ Dimensions
Z i | stronghy
g. . ' . x disagres
o e LB . B | disagres
= strongl | disagre | uncena| agree | strongl
& ¥ e inty ¥ agres W uncerainty
= disagre
&

[wFrequency| 12 2 2 ot | 13 o agyee

Employees of Shahjalal Islami bank show  Assumption: The majority shows green signal on

sincere interest in problem solving. 21 respondents were
agreed & 12 respondents were strongly disagreed. 13
respondents were strongly agreed with this comment. 2
respondents were disagreed. The rest of respondents
were uncertain with this comment.

In the next pie chart we can see 42%
respondents were agreed and 26%were strongly agreed
where 24% strongly disagreed and 4% disagreed and
4% were in uncertainty.

account of helpful behavior of employees. That means
the bank has the employees for solving any problem.
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Statement 2 : Employees in Shahjalal Islami Bank give prompt service

Measuring the Responsiveness
Dimensions

m strongly
disagree
m disagree

B

Mo, of respondent

= uncertainty

® agree

o

strongly | disagre | uncertai| agres | stronghy
dizagre e nty agres
e

|- Frequency| 4 20 5 | 14 | 7 |

Employees in Shahjalal Islami Bank give prompt
services. Disagreed respondents were 20 and agreed
respondents were 14. 7 respondents were strongly
agreed and 4 were strongly disagreed and 5
respondents were uncertain with this comment.In the
next pie chart we can see 28% respondents were

agreed and 14%were strongly agreed where 8% strongly
disagreed and 40% disagreed and 10% were in
uncertainty.

Assumption: Employees are slow in service which can
earn infamy for the bank.

Statement 3 : Employees in Shahjalal Islami Bank are willing to help

Measuring the Responsiveness Dimensions

Measuring the Responsiveness
Dimensions

25
20

15
10
5
h]

no of respanichent

m strongly disagree
m disagree
u uncertainty

magree

mFrequency | 4 5 | 10 22 F

m strongly agree

Depending on the customers’ participation on
the question agreed respondents were 22 and uncertain
respondents were10. 8 respondents were strongly
agreed and 4 were strongly disagreed.

In the next pie chart we can see 44%
respondents were agreed and 16%were strongly agreed

where 8% strongly disagreed and 12% disagreed and
20% were in uncertainty.

Assumption: the analysis says some employees are
humble at the same time some are not which is not
acceptable for earning customer value for the bank.

Statement 4 : Shahjalal Islami Bank keeps customers informed, when services will be performed

Measuring the Responsiveness Dimensions
30

Measuring the Responsiveness
Dimensions

20

Ho. of respondent

W strongly disagree

"

10 i W disagree
0 | i p— Euncertainty
s_tmngly disagree uncenai agree strongly Wagree
disagres nty agree
mstrongly agree
|nFrequen.{'.y 4 g 3 13 24
Shahjalal Islami  Bank  keeps  customers respondents 24 were strongly agreed and. 13

informed, when services will be performed. Among all
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disagreed and 4 were strongly disagreed.In the next pie
chart we can see 26% respondents were agreed and
48%were strongly agreed where 8% strongly disagreed
and 12% disagreed.

e) Reliability Dimensions

Assumption: The bank has a very good relationship with
customers. It also share much information with the
customers.

Statement 1 Shahjalal Islami Bank promises to do something by a certain time

Measuring the Relability Dimensions
R ——
13 ;l'jﬁ»T. ——
strongl |uncena| agree | strongl
¥ inty ¥ agres
disagrs
£
|-Frequency 2 1 25 18

Measuring the Reliability Dimensions

2%

5%

m strongly disagree

m uncertainty
= agree

m strongly agree

When Shahjalal IslamiBank promises to do
something by a certain time, it does so. Agreed
respondents were 25 and strongly agreed respondents
were 16. 8 respondents were strongly disagreed. The
number or uncertain respondent were 1.In the next pie
chart we can see 50% respondents were agreed and

32%were strongly agreed where 16% strongly disagreed
and 2% were in uncertainty.

Assumption: The statistics indicates that the bank keeps
promises at its best level as most of the respondent
answered positive.

Statement 2 Shahjalal Islami Bank delivers their services on time

Measuring the Reliability Dimensions

M easuring the Relabilty Dimensions
30
20
10
0
strongly | disagres | agree | strongly
disagres agres
|IFquuen-:y 8 ) 22 12

® strongly
disagree
H disagree

W agree

24%

@ strongly agree

Shahjalal Islami Bank delivers their services on
time. Agreed respondents were 22 & strongly agreed
respondents were 12.The number of both strongly
disagreed &disagreed respondents were 8 for each. In
the next pie chart we can see 44% respondents were
agreed and 24%were strongly agreed where 16%
strongly disagreed and 16% disagreed.

Assumption: Though majority says employees are
punctual but vast number of respondents says some are
not. In this case we can say if the employees have not
been more careful about time the bank must suffer a lot
to earn customer satisfaction.
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Statement 3 : Shahjalal Islami Bank insists on error free records

Measuring the Reliability Dimensions

B strongly disagree
309m disagree

Euncertainty
36%. agree

m strongly agree

Measuring the Reliability Dimensions
20
15
10
; j
0 [
strongly d uncertai strongly
dis isagree ; agree
agree nty agree
|wFrequency | 10 4 3 15 18

Shahjalal Islami Bank insists on error free
records.18 respondents were strongly agreed & 15 were
agreed.10 respondents were strongly disagreed & 4
were disagreed .The number of uncertain respondents
were 3. In the next pie chart we can see 30%

) Empathy Dimensions

respondents were agreed and 36%were strongly agreed
where 20% strongly disagreed and 8% disagreed and
6% were in uncertainty.

Assumption: In this experiment we found that the bank
works firmly and also does some mistakes.

Statement 1 : Employees of Shahjalal Islami Bank understand your specific needs

Measuring the Empathy Dimensions Measuring the Empathy Dimensions
_ a0
é 25 = strongly
5 20 disagree
% 15 m disagree
% 10
g magree
A 9
strongly disagree agree strongly m strongly agree
disagree agree
m Frequency 8 8 10

Employees of Shahjalal Islami Bank understand
your specific needs. Strongly agreed respondents were
24 and agreed respondents were 10. The numbers of
both strongly disagreed & disagreed respondents were
8 for each.In the next pie chart we can see 20%

respondents were agreed and 48%were strongly agreed
where 16% strongly disagreed and 16% disagreed.
Assumption: The information says that the bank
provides services as customers’ demand to achieve
customer satisfaction.

Statement 2 : Employees who give personal attention

Measuring the Empathy Dimensions

Eoar '

E 10

8- 9 '/ -~
a 0

- strongl | disagr | uncert | agree | strongl
IE! ¥ &2 ainty ¥

= disagr agrss
< B

mFrequency| 6 10 5 19 10

Measuring the Empathy Dimensions

10%

'\

m agree

| strongly agree

m strongly disagree
m disagree

v,

® uncertainity
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Shahjalal Islami Bank has employees who give
personal attention. Agreed respondents were 19 and
strongly agreed respondents were 10. 6 were strongly
disagreed & disagreed respondents were 10.

In the next pie chart we can see 38%
respondents were agreed and 20% were strongly agreed

where 12% strongly disagreed and 20% disagreed and
10% were in uncertainty.

Assumption: The employees are cordial according to
58% of respondents where 42% says they are not. In this
case we can assume that the bank is neutral to give
personal attention to the customer.

Statement 3 : Shahjalal Islami Bank has your best interest at heart

M easuring the Empathy Dimensions

g a0

: o

= 10

=]

g 0

= disagree | uncerai | agres | strongly
nty agree

|WFrequency| 8 [ 24 13 |

Measuring the Empathy Dimensions
16%

16%

m disagree
m uncertainty
W agree

m strongly agree

Shahjalal Islami Bank has your best interest at
heart. Agreed respondents were 21 and Disagreed
respondents were 8. 13 were strongly agreed &
uncertain respondents were 8.In the next pie chart we
can see 42% respondents were agreed and 26%were

strongly agreed where 16% disagreed and 6% were in
uncertainty.
Assumption: The analysis shows that the bank thinks
about customers a lot to achieve great customer
satisfaction.

Statement 4 : Employees of Shahjalal Islami Bank have friendly manner to serve

Measuring the Empathy Dimensions Measuring the Empathy Dimensions
8% m strongly

= 30 disagree
[}
% 20 m disagree
o mm 1
g 0 magree
© strongly i strongly 9
o} disagree 1sagree agree agree
z g g
| m Frequency 4 12 25 9 m strongly agree

Employees of Shahjalal Islami Bank have friendly
manner to serve you. Agreed respondents were 25 and
Disagreed respondents were 12. 9 were strongly agreed
& 4 were strongly disagreed. There were no uncertain
respondent with this comment.

In the next pie chart we can see 50%
respondents were agreed and 18%were strongly agreed
where 8% strongly disagreed and 24% disagreed.

Assumption: the statistics shows that the employees of
the bank show a friendly manner to the customer in
most cases.

Statement 5 : Employees of Shahjalal Islami Bank have operating hours that are convenient to all customers

Measuring the Empathy Dimensions Measuring the Empathy Dimensions
. 30 10% 49
C .
) W strongly disagree
g 20 6% i

isagree
% 10 l a taint
b uncertain
© 0 . — || Y
§ s.trongly disagree uncertai agree strongly Wagree
disagree nty agree mstrongly agree
m Frequency 5 2 3 14 26
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Employees of Shahjalal Islami Bank have
operating hours that are convenient to all customers.
Strongly agreed respondents were 26 and Disagreed
respondents were 2.5 were strongly disagreed &
agreed respondents were 14,

In the next pie chart we can see 28%
respondents were agreed and 52%were strongly agreed

g) Tangibles Dimensions

where 10% strongly disagreed and 4% disagreed and
6% were in uncertainty.

Assumption: That means the employees spend enough
time with customer for providing service. By this manner
they can earn the most customer satisfaction.

Statement 1 : Physical facilities of Shahjalal Islami Bank are visually appealing

Measuring the Tangibles Dimension

Measuring the Tangibles Dimension

50 ® strongly disagree
— .i_J @ disagree
0 — 14 — mr-—
u uncertainty
® agree

u strongly agree

Physical facilities of Shahjalal Islami Bank are
visually appealing. Agreed respondents were 24 and
Disagreed respondents were 4. 13 were strongly agreed
& 8 were strongly disagreed. The number of uncertain
respondent was 1 with this comment. In the next pie
chart we can see 48% respondents were agreed and
26% were strongly agreed where 16% strongly

disagreed and 8% were in

uncertainty.

Assumption: Most of the respondents think the bank
provides appealing facilities. This may earn such
customer satisfaction.

disagreed and 2%

Statement 2 : Information and documents are available here which needed

M easuring the Tangibles Dimension

20

1

2 P » o >
strongl | disagr | uncer | agree | strongl
¥ ee ainty ¥
disagr agres
es

[mFrequency| 2 [ 4 19 | 19

Measuring the Tangibles Dimension

"

m strongly disagree
m disagree

= uncertainty

= agree

m strongly agree

Information and documents are available here
which you need. . Agreed respondents were 19 and
strongly agreed respondents were 19. 6 were disagreed
& 2 were strongly disagreed. The numbers of uncertain
respondents were 4 with this comment.

In the next pie chart we can see 38%
respondents were agreed and 38%were strongly agreed
where 4% strongly disagreed and 12% disagreed and
8% were in uncertainty.

Assumption: The experiment shows that customers are
happy with the documents and information given by the
bank which states the bank provide important
information and documents toward the customers.
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Statement 3 : Environment of Shahjalal Islami Bank is neat and clean

Measuring the Tangibles Dimension

20
20 7
i e

0
dizagree | uncertal | agree | strongly
nty agres
|IFrequen-:::.f 2 4 27 | 11

Measuring the Tangibles Dimension

m disagree
m uncertainty
agree

| strongly agree

54%

Environment of Shahjalal Islami Bank is neat and
clean. With this comment agreed respondents were 27
and strongly agreed respondents were 11. 8 were
disagreed. The numbers of uncertain respondents were
4 with this comment. In the next pie chart we can see
54% respondents were agreed and 22%were strongly

agreed where 16% were in

uncertainty.

Assumption: The majority of the respondents found the
bank environment neat and clean which is another
indicator towards customer satisfaction.

disagreed and 8%

Statement 4 : Shahjalal Islami Bank use modern equipment

M easuring the Tangibles Dimension

0

10 e D - (B
strongl | disagr | uncert | agree | strongl
¥ es ainty ¥
disagr agrees
es

|=Frequen-::.=| 4 8 | 3 24 | 14 |

Measuring the Tangibles Dimension
m strongly
disagree
m disagree
4%
uncertainty
magree

Shahjalal Islami Bank use modern equipment.

With this comment agreed respondents were 24 and
strongly agreed respondents were 14. 6 were disagreed.
The numbers of uncertain respondents were 2 with this
comment.

In the next pie chart we can see 48%
respondents were agreed and 28%were strongly agreed
where 8% strongly disagreed and 12% disagreed and
4% were in uncertainty.

Assumption. The statistics shows that the bank uses
modern technology to avoid errors and mistakes.

Final Assumption: The performance of the bank is good
to gain customer satisfaction. We also find the
customers are confused in some mutual related
question

VI. CONCLUSION

Today the performance of a bank in competitive
business is important. Just few years ago the number of
banks was very few. So the competition was not as
strong as today. Things have changed as many new
banks have entered into the market. Now the customers
have option to take the one which is the best. So the

current banking business scenario is highly competitive
in financial service providers.

After doing this descriptive study we learnt
many things about banking activities and its effects on
client perception. From this research and analysis we
got lot of results about the Customers’ Perception of
Service Quality of Shahjalal Islami Bank Limited. We
identified that many of the respondents from my sample
aware about the service quality of banking activities. But
in case of client retaining it has no significant effect on
clients. On the other hand, in some case it affects clients
to choose different schemes of banking services.
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APPENDIX 01

Questionnaire
Customers’ Perception of Service Quality of Islamic Bank in Bangladesh: An Empirical Analysis of Shahjalal Islami
Bank Limited.

Please put the tick (V) marks in the appropriate box.

1.1Gender
2. Age
3. Occupation

- Male
: 15-30 years
. Service holder

TFemale

TBusiness person

131-45 years] 46-60 years

Tmore than 60
fothers................

4. Among Different schemes of Shahjalal Islami bank Dhaka Main Branch Which one you prefer most?

fAccount opening:Mudaraba Savings / Alwadiah Current
Mudaraba Term Deposit (MTD)

Mudarabal.akhopoti Deposit Scheme

Visa Debit Card/ Visa Prepaid Card (Local/ International)
fPay Order
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5. Why the scheme is chosen by you?
................................ (Please Specify)

Now | would like to give you some questions from several dimensions. The answers mark will be marked as follows:

Strongly Disagree= 1
Disagree= 2
Uncertainty= 3
Agree= 4

Strongly agree= 5

Perception statements in the assurance dimensions

1. Employees in Shahjalal bank have the knowledge to answer your questions.
2. You feel safe in your transaction with Shahjalal Bank.

3. Employees in Shahjalal Bank are consistently courtious with you.

4. The behavior of employees in Shahjalal Bank instills  confidence in you.
Perception statements in the responsiveness dimensions

1. Employeees of Shahjalal bank show sincere interest in problem solving

2. Employees in Shahjalal Bank give you prompt service.

3. Employees in Shahjalal Bank are willing to help you.

4. Shahjalal Bank keeps customers informed, when services will be performed
Perception statements in the reliability dimensions

1. When Shahjalal Bank promises to do something by a certain time, it does so.

2. Shahjalal Bank delivers their service on time.

3. Shahjalal Bank provides its services at the time it promises to do so.
4. Shahjalal Bank insists on error-free records.

Perception statements in the empathy dimensions

1. Employees of Shahjalal Bank understand your specific needs.

2. Shahjalal Bank has employees who give your personal attention.

3. Shahjalal Bank has your best interests at heart.

4. Employees of Shahjalal Bank has friendly manner to serve you

5. Employees of Shahjalal Bank has operating hours that are convenient to all
customer.

Perception statements in the tangibles dimensions

1. Physical facilities of Shahjalal Bank are visually appealing.
2. Information, documents are available here which you need
3. Environment of Shahjalal Bank is neat and clean

4. Shajalal Bank use modern equipment
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Prospects of Human Resources Development
Initiative in National Budget-A Bangladesh
Perspective

Mohammad Shariful Islam ¢ & Md. Mohabbat Hossain °

Absiract- Every government has been earnestly focusing and
spent a lot of money for Road and infrastructure, developing
establishment in national budget as prime concern since the
historic inception of Bangladesh. Human resources
development initiatives was always in back-end thought
provocation that never get a strong focus instead some
monetary allocations.

The national budget FY'2015-16 have been
extensively focused on investing in developing human
resources of the country as one of the most important
elements towards future. This is the first time ever in the
budget history of Bangladesh where the government
conceptualize the need and priorify of developing human
resources to align with millennium development goal ( MDG),
make the country economically sound through creating,
retaining the dynamic, productive human resources as key
emphasis. The government has stressed new hopes on
investing in nation’s people development through Auman
resources development goproach. This fime, human resource
developrment and social sector will get more priorily and greater
emphasis,” (the finance minister at NEC on June 04, 15).

This article evaluates and discusses the prospects of
the new initiative and exhibits some guideline to cater all new
avenues towards human resources development initiatives in
more real and relevant way by the government and all
stakeholders.

I.  CONCEPTUAL DISCUSSIONS

iterally, budget on human resources development
Lindicates a numerical statement of plan that
exhibits  through financial forecasting and
implications to create & build, nurture, acquisition and
retain human resources in any establishment to achieve
its business goal for greater productivity and utilization.
It is micro stands from owner, organizational view point.
On the other hand, National budget on human
resources development is comprised with macro-
economic dimensions, that defines human resource
development through developing education sectors
enabling policies and procedures, information science &
technology, health and family, women welfare, planning,
manpower and employment, youth sports and culture,
social safety factors to achieve long term goals of the
nations.

Author a:  Ex-Faculty, Department of Business Administration,
International Islamic University, Chittagong, Bangladesh.

e-mail: sharif.coursematerials@gmail.com

Author o: Assistant Professor, Department of Management, Islamic
University, Kushtia, Bangladesh.

[I. RATIONALE BEHIND THE INITIATIVE IN
BANGLADESH

It's optimistic for the nation that, the executive
decision makers got feeling of inevitability to put real
time attention towards human resources development
though, the country passed number of years from
getting independence. This tone from the top showing
the light of hope to direct and develop human resources
as very important in achieving economic growth for long
run sustainability and to meet global competitive edge.

At present, it is become a great tool where
entrepreneurs, corporate leaders in most countries
focusing their investment in human resources as a rule.
Such principle concluded as depending on wealth is not
feasible because it will run out a day if it's not been
nurtured by right people, right system, right place off-
course. Neighboring countries in South Asia region has
enormously focusing the development of human
resources since one and half decade back. Apart from
incorporating a big head in national budget, the
government as well as regulators of the countries had
patronized so many formal, informal, government, non-
government aids to build human resources in all sectors
i.e. educations, training, science and technology, health,
sanitation, self-employment, youth development. Most
of the countries in South Asian region i.e India, Malaysia,
Indonesia, Pakistan, has got separate ministry in the
name of Human Resources Development. Most of the
countries already turned into high, medium human
development score with the marginal GDP standard
increasing per capita income. We have seen how
Bhutan excelled in human development index (UNDP
reports). The experience from the development analyst
suggests that, the focus of human resource
development has been on promoting knowledge and
skills through education and training and enhancing the
employability; improving access and equality of
opportunity to all to live and work in a knowledge and
information based society (ILO, 2001) for the nations by
producing economies of scale through human
resources utilization (HRU).

Seemingly, in this increasingly globalized and

interdependent world economy the knowledge and skills
based workforce will be the key competitive weapon
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based workforce will be the key competitive weapon
(Thurow, 1994). In an integrated sense, it also
encompasses health care, nutrition, population welfare
and employment and poverty (Mugtada & Hildeman).

In Bangladesh, this has become an urge when
economy facing dearth of human capital having huge
density (Khatun, 2015). In most sectors there is
inadequate quality people and absence of promising
and productive work attributes. This legged the country
far behind in the race of global development challenges,
poor indexing and meet the development charter in
national, multilateral, non-governmental, International
alliances particularly UNDP, OECD, DFID, USAID, JICA(
Devex 2014).

Finally, fixing the national goal of graduating
Bangladesh into a middle income country by 2021, the
government has fixed a number of priorities in national
budget FY15-16 where overall human resource
development with special emphasis on Education and
Health has given key attention amongst.

11I. WHY HUMAN RESOURCES DEVELOPMENT
[NITIATIVE NEED GREATER EMPHASIS?

Over the passage of time, entrepreneur of large
and medium corporations in Bangladesh has now
realized the need of retaining and creating a talent pool
of human resources. Most of the local conglomerates,
manufacturing houses, service providers, joint venture
firms has set up human resources department to give
special focus on this development.

Indeed, at macro level this focus is necessary to
transform Bangladesh economy into a knowledge
economy. A knowledge-based economy would intensify
collective efforts towards innovation and technology-led
development to develop a competitive edge at the
global level (Planning Commission, 2005) of all national
initiative to get right human capital. Hence, greater

coverage of all resources and better quality education,
training, skill developments at every levels from basic
literacy cutting-edge technology is an essential
prerequisite for raising per capita income and GDP ratio
(SAARC journal of HRD, 2005). The country having 7.7
core of human labor force where 4.3 percent are still
unemployed (World Bank, 2015) that uttering towards
right work forces.

In the year 2015-16, the government put Greater
emphasis in human resources development. It meant
that, the government will give some extra efforts for
further development of education, health and other
social sector. From analyst views, these extra efforts
means there would be more monitoring, bigger
patronization in projects, effective affiliation of relevant
organs of governmental system to flourish the area,
infusion new policies as catalyst. Achieving higher
growth in future on these indicators does certainly
hinges human resources development.

At the outset, key driving force to turned GDP
from 7.2 to 7.3 percent for the FY 2015-16 is extensive
attention on human resource development that will also
for driving economy to a higher growth trajectory future.
In the ADP (FY 2015-16), it is proposed to allocate 22.0
per cent of development outlay to the human resource
sector (education, health and other related sectors). In
view of that, it also reveals there would be no more
poverty in Bangladesh by 2030. Currently, the country’s
poverty rate is 24% and the extreme poverty rate only 9-
11% (GoB statistics).

Human resources will have a great effect on the
success of the country, because it is basic element to
the nations. In national level plan the government has to
consider below necessities to put immediate attentions
instead of only putting any qualitative objectives using
the term greater emphasis.

The Identical outcome

Macroeconomic Needs/National Level

Micro economic needs/Individual level

e Success of small- medium sized projects, and assists in

diagnosing the effectiveness of national objectives.

e  Ensure quality performance in local and international territory

that enable in GDP and NNP growth.

e A strength to bit globalization platforms, cross country

competition, international exposures.

e Advanced countries i.e Japan, china depended on human
human

wealth, directed all investments

resources.

to empower

e The global economy is moving toward knowledge economy
which depends basically on developing human resources

model.
e Putting specific focus on development of
empowerment

e Achieving the millennium development goals ( MDG)

e Achieving the government charter in UN and ILO conventions.

women

oGet employees to guarantee best production

eFamiliarize the human resources to performance.

oA right work description, preparing employees, and
training to get right unit of output.

e|ntensifying the level of technical knowledge and skills.

oA continuous focus on total quality to achieves quicker
progress frontiers.

eAligning adequate scope to generate quality resources
for high tech and technical corps.

eDevelop vocational skill enhancement to lower-mid job

eEnsure the employment security, safety in all levels.

eRetain best resources instead brain-drain persuasion.
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allocation in national budget. Budgetary allocation in this
sector has been increased every year from FY11-12,
where total allocation doubled to BDT. 22492 crore from
BDT. 12810 crore.

IV.  PROSPECT ANALYSIS OF HUMAN
RESOURCES DEVELOPMENT INITIATIVES IN
NATIONAL LEVEL
a) Through ADP allocations

If we look the future prospects we can see there
is a growth trend in government initiative through ADP

Year 2015

N
s

Human Resources Development FY: 11-12 FY: 12-13 FY: 13-14 FY: 14-15 FY:. 15-16
Sector
(in National Budget)
Educations 5657 6936 8378 9425 9739
Science and Technology 215 366 693 3185 2374
Health 3562 3825 3602 4349 5331
Youth, Sports and Culture 688 518 560 705 834
Labour and Manpower 176 332 370 413 466
Social Security, Welfare (women & 2512 2513 3174 3710 3748
child)
Total Allocation in ADP (Fig in crore) 12810 14490 16777 21787 22492

Source: Allocation of ADP expenditures by Mof, GoB

Total Allocation in ADP (Fig in crore)

'/./'_-‘

FY:11-12 FY:12-13 FY:13-14 FY:14-15 FY:15-16
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b) Through HDI and HDR comparison among South
Asian countries
The human development rating is composed

light of new horizon, we can see a good prospects of
Bangladesh in human development index (HDI) and
human development ranking (HDR) which is upward

average of education and knowledge level country trend.
human resources, a decent standard of productive
human living, a healthy life through safety and welfare. In
Country Human Development Ranking Human Development Index
2010 2011 | 2012 | 2013 2010 2011 2012 2013
Bangladesh 129 146 146 142 469 (Low) 500 (Low) 515 (Low) .558 (Medium)
Pakistan 125 145 146 146 | .490 (Medium) 504 (Low) 515 (Low) .537 (Low)
Srilanka 91 97 92 73 | .658 (Medium) | .691 (Medium) | .715 (High) .750 (High)
India 119 134 136 135 | 519 (Medium) | .547 (Medium) .554 .586(Medium)
(Medium)
Nepal 138 157 157 145 .428 (Low) 458 (Low) 463 (Low) .540 (Low)
Bhutan No 141 140 136 No value .522(Medium) .538 .584 (Medium)
position (Medium)

Sources: Human Development Report (yearly), UNDP
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The analysis depicts that, in the year 2013
Bangladesh reach to medium level from low level. The
point competitive to India. In four years trend Pakistan
degraded the position and there no change in India and
Nepal. The data exhibits a positive prospects towards
Bangladesh in future days, if all variable got right focus
and action-oriented emphasis.

V. SUGGESTED MODEL TO BE IMPLEMENTED
FOR SUCCESS OF INITIATIVE

At the end, the emphasis of Human Resources
development initiative in  national macroeconomic

Human Development Index
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budget is to be more vigorous in the development of
education, health, science and technology, welfare,
youth development and other social sectors. Below
model can be a guide to secure optimum result from
governmental initiative in accordance to the extra focus
and greater emphasis.

Educations ]
( all associated sectors)

( all associated sectors)

Health

Science & Tech
( All associated sectors)

o l

Youth development
( All associated sectors)

Separate
| monitoring cell

Labour & Employment
— (all associated sectors) —

Social services
( All associated sectors)

| Implementation model suggested by the author, |

In particular, a) immediate steps of the
government to follow up implementation of all allocated
budget b) Specific monitoring cell to be formed who will
be held accountable to check each ministries and make
periodic  evaluations ¢) continue suggesting the
government on any review and new focus by the
commissions.

VI. CHALLENGES NEED TO BE ADDRESSED

v" Absence of developing human capital vis-a vis
social-physical infrastructure  with  supportive
business environment.

v" Despite avowed commitments to human capital
development by governments, still difficulties to
increase the level of public expenditure significantly
as a proportion of GDP in National Budget.

© 2015 Global Journals Inc. (US)

v" Consequently, growth of these investments in real
terms, has shown little or no visible improvement
from allocations.

v Insufficient allocation of funds has translated into
poor, irregular maintenance of human capital. ADP
cut in fiscal years.

v' Public Investment in human capital development to
raise the level of technical knowledge and skills
should ensure universal access to basic education,
emphasis to women, disadvantaged groups to cater
quality score card.

v' Absence of proper understanding in salute-mass
level on importance of efficient human resources
development.

v" Human resources development still merely a
bookish term and confined in some vocational
recipe only.



v’ Patronization only vocational skill kept far away from
global e-knowledge, cutting edge tools and
technologies.

v FY 2015-16 has imposed10% VAT on private
universities which creates negative notion instead of
inspirations.

v FY 2015-16 has imposed 7.5% VAT on English
medium schools which gave extra tensed instead of
inspirations.

v Institutional complications, partisan preferences got
non-professional trainers, teachers to guide skill
development.

v" The window of digitalization process is just in infant
stage that need a high voltage implementation
understanding.

VII.  CONCLUDING THOUGHTS

At the eve of global competition on quality and
talents human resources, there is no alternative to more
investment on human development in a country like
Bangladesh. Eventually, the role of human capital in
economic growth is appreciated by policymakers, as is
reflected in national policies. But the responsibility does
not end with the allocation of a few thousand crores in
national budget and qualitatively objectivize the term.
This is high time to go inside, work with set outcome
substantially from opportunities created by the
globalization.

Over the years, one of the major factors
effecting the integration with world markets and
economic battle to steering up- warded economy of
Bangladesh is lack of potential human resources and
having weak skill base. Interaction of professionals,
intellectuals, political scientists, technological experts,
trade and industry circles, writers and policy makers
would definitely strengthen integration process in macro
level. We confident that, the acceleration of human
resources development activities and translating the
gains achieved in terms of macroeconomic stability as a
whole would help to enrich sustainable living, to
overcome the problem of poverty, weak social indicators
and barriers of global trade policies as mutual
comparative advantages. The relationship between
human resource development, productivity and
competitiveness is clear. The knowledge-driven society
requires significant increase of highly trained people in
managing technical, professional, and managerial
positions. The development of human resources is
fundamental, but by itself it is insufficient to ensure
sustainable economic and social development, or
resolve the aggregate employment challenge without
the long term smart objectives of the government.
Apparently, this smart objectives and action would be
guided and played by putting specific attention and
concentration in our national budget as well as all macro
initiative in coming days ahead.

10.
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Introduction of Managerialism into University
Administration: Erosion of the Collegial Model,
Shared Governance, and Academic Tenure

Iman Rabah

Abstract- The purpose of this paper is to highlight the erosion
of traditional management systems in universities including
collegiality, academic freedom, shared governance, and
academic tenure and to illustrate how those unique features of
higher education were substituted by new management
concepts like productivity, revenues, employment flexibility,
moderate evaluation of students, pedagogical issues and
many others. This paper identifies the characteristics of
traditional management university systems, then and based on
secondary data illustrates the changes in the higher education
context, which were caused by the increase in the number of
students and the decrease of public funds that had a great
impact on the management systems of the university and led
to the erosion of the collegial model including the loss of some
if not a large part of academic freedom, professional
autonomy, and academic tenure in many cases. This paper
finds a number of issues that are caused when any particular
form of new public management is embedded in relation to
higher education, including neoliberalism, the market model,
commercialisation of education, corporatisation of the
university, academic labour and capitalism in addition to
globalization and the university. Attempts to marketise and
privatise the public sector are facing a lot of resistance, and
this suggests that the outcomes do not match what neo-liberal
assumptions imagine the world to be like.

Keywords: university management systems, academic
freedom, collegial model, shared governance, academic
tenure, business management.

[. [NTRODUCTION

his paper reviews the traditional management
university systems, and especially the collegial

model that was in place before the new public
management and before many other business
management models crept into university governance.
This governance gave the universities a unique context
based on academic freedom and shared governance
discussed by Birnbaum (1988) and Giamatti (1988), and
academic tenure in its relationship to collegiality as
discussed by Brewster (1972), and their impact on
teaching and research. This paper also highlights the
changes that happened to the structure and
administration of the university in the last few decades
and which led to a great impact on the management
systems, and consequently on teaching and research. It
highlights the positive and negative influences in the

Author: Management, Leadership, and Policy.
e-mail: imanbf@hotmail.com

university context. The main changes are represented by
the loss of the universities for their academic freedom,
shared governance, collegiality, academic tenure, and
professional autonomy (Deem, 1998; Shils, 1997).
Within those changes the universities have witnessed
the birth of new concepts which are basically derived
from neoliberalism and a business management model
including productivity, revenue gains, employment
flexibility, and which focuses on students' choices and
many other new concepts (Rochford, 2003). The
changes that happened in higher education had both a

direct and indirect impact on the morale of the
academic profession (Deem, 1998; Shils, 1997,
Rochford, 2003).The concepts of New Public

Management that proliferated into the public sectors in a
number of countries based on a business management
model shifted the social and conservative government
principles (Aucoin, 1995; Boston, 1991). According to
Samier, "Since the late 1970s, public bureaucracies in a
number of industrialized countries, predominantly the
UK, New Zealand, Canada, Australia and, to a lesser
extent the US, have undergone a number of structural
and managerial changes inspired by private-sector
practices, generally referred to as the New Public
Management (NPM)" (2001, p. 235). The new public
management concept is an administrative ideology that
was applied from the private sector to the public sector,
thus changing public organizations that adopt it
including higher education to allow them to be run on
market theories (Samier, 2001; Savoie, 1994). According
to Wright, Manigault, and Black (2004), some social
phenomena in public administration are ambiguous
such as employee motivation and organizational
effectiveness, while other phenomena are contentious
such as measuring the quality of outcomes in education
and the effectiveness of the programs. Using a case
study of an academic department in a public university
in New Zealand, Houston, Robertson and Prebble
(2008) demonstrated that audit processes and other
quality models do not give enough attention to
processes, educational theories, and student learning.
These issues and other problems caused by new public
management such as teaching overload and
administrative tasks that prevent the faculty from
researching and applying their scholarly activities are
explored in this paper.
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II. TRADITIONAL UNIVERSITY MANAGEMENT
SYSTEMS

Traditional management systems in universities
and the unique features of higher education which are
classified by Giamatti (1988) as one of the 'Helping
Professions' like healthcare and social services is the
focus of discussion in this section. The purpose of this
section is to trace back the traditional form of university
management in relation to faculty members’ teaching
and scholarship in order to determine what changes are
brought to management in higher education.

This section is divided into four subsections.
Firstly, it illustrates the university uniqueness that makes
management systems very different from any other kind
of organizations due to the uniqueness of the university
context and the unique features of the faculty members'
profession. Shils (1997) argues that the academic
profession is unique and different from any other
professions like law, medicine, or engineering.
Secondly, this section reviews the collegial model that is
based on academic freedom in teaching and research
and consensual decision-making. According to
Birnbaum (1988), the collegial model is based on trust
between all members of higher education including not
only faculty members and top administrators but also
students and administrative staff. Thirdly, this section
reviews another model of traditional management
university systems: the shared governance model where
differences are put aside for the sake of creating a
common vision and where subordinates may be just as
experienced and expert as, or even more, than their
leaders. Giamatti (1988) focuses on the importance of
shared governance within a university management
system and explains that leaders in higher education
should sacrifice authority for the sake of the university's
culture and academic quality. Finally, this section
reviews the literature of academic tenure that has had
an impact on academic freedom and is part of the
collegial model. According to Brewster (1972),
academic tenure is an unexceptional tool that keeps
faculty members in their positions until retirement, which
adds a lot of value to the higher education quality and
improvement since it increases commitment to the
university community that faculty members belong to.

a) Uniqueness of the  Traditional  University
Management Systems
The literature of traditional management

systems in higher education is based mostly on the
Humboldt model from Berlin and in parts of North
America and the Scottish model at the University of
Edinburgh and reveals a common argument between
scholars that the systems are unique due to the
uniqueness of the university context in general and the
faculty members' profession specifically. Shils (1997, p.
3) argues that the main task of universities is 'the

© 2015 Global Journals Inc. (US)

methodical discovery and the teaching of truths about
serious and important things. Part of the task is to
enhance the students' understanding and to train them
in the attitudes and methods of critical assessment and
testing of beliefs so that they can make what they
believe as free from error as possible". Similarly, Crebert
(2000) explains that the distinctive task of the academic
profession is to discover and transmit the truth, where
the truth of a proposition is independent of the political
orientation and the social position of the person
affirming it. Shils (1997, p.10) states that the occupation
of academics is called a profession because it has
distinctive privileges, but also special obligations. He
explains that some occupations like engineering,
medicine, and law are also considered professions,
however those professions apply knowledge whereas
the academic profession 'receives, assimilates, and
discovers knowledge by methodical study and then
interprets and transmits that knowledge; it transmits
knowledge about the methods of discovery and
especially of the validation of knowledge" (Shils, 1997, p.
10).

Research gives a unique nature to the
profession of academics since it is the foundation of the
academic profession, and therefore faculty members
should base their teaching on what they find in their
research or in research done by other scholars in their
field (Jary and Parker, 1994; Maringe and Foskett,
2010;Rosovsky, 1990; Shils, 1997; Whitehead, 1950).
According to Whitehead (1950, p. 139-140), "[t]he
justification for a university is that it preserves the
connection between knowledge and the zest of life, by
uniting the young and old in the imaginative
consideration of learning...the task of a university is to
weld together imagination and experience". Boyer (1990,
p. 43) states that the quality of scholarship is
dependent, above all else, on the vitality of each
professor. Traditional university management systems
are called governance in most circumstances instead of
management as traditional systems in universities are
based on the collegial relationship between deans and
top administrators from one side and faculty members
from the other side instead of a management
relationship (Abbott-Chapman, 2005; Birnbaum, 1988;
Boyer, 1990; Brewster, 1972; Campbell, 2000; Crebert,
2000; Giamatti, 1988).

b) The Collegial Model

Until the 1980s the collegial model was the
prominent university management model in western
countries, in which the role of deans was to advocate
academics and represent their interests within a self-
governance organizational structure (Abbott-Chapman,
2005; Crebert 2000). According to Birnbaum (1988), the
collegial model is based on slow deliberate change and
consensual decision-making where responsibility is
common between academics and administrators. There



are three issues in higher education management that
make it unique and suitable for the collegial model:
understanding what academic freedom is, the
relationship between universities and the government,
and the appointing criteria of faculty to academic
positions (Crebert, 2000). The first, according to Shils
(1997, p. 11), is a privilege of academic freedom and
university autonomy in the academic profession. This
includes autonomy of decision-making in hiring and
promotion, in teaching methods, in designing courses
syllabi, and examination criteria in addition to the
freedom in research initiatives and topics. Many
scholars like Aucoin (1995), Boston (1991), and Savoie
(1994) argue that academic freedom is the essential
principle of the collegial model. In the early 19" century
and with the rise of the research from Humboldtian
University, the definition of academic freedom was
modified to include professional autonomy in teaching
and research (Altbach, 2001). According to Menand
(1996), "academic freedoms are socially engineered
spaces in which parties engaged in specified pursuits
enjoy protection from parties who would naturally seek
to interfere in those pursuits" (p.3). The term 'academic
freedom' has been defined since medieval times as the
freedom of academics to teach in their area of expertise
according to the criteria of their discipline, and it
includes the obligations and responsibilities of
academics (Altbach, 2001). According to Landler
(2000), academic freedom is the major legitimating
concept of the whole university, and it lies at the core of
political battles in the future of higher education to
defend non interference in the academics' search for
knowledge. Consequently, this concept justifies the
preservation of universities' autonomy and academics'
autonomy within their universities (Rochford, 2003). As a
result, this "embodies an acceptance by academics of
the need to encourage openness and flexibility in
academic work, and of their accountability to each other
and to society in general" (Tight, 1988, p. 132).

Through the collegial model faculty members
hire other faculty members through representative
committees. The purpose of self-referential hiring is to
preserve the values and vision of higher education
(Birnbaum, 1988). This model is based on trust -as a
major value of the institutional culture- among all parties
of higher education, including faculty members,
administrators,  students and bargaining  units
(Birnbaum, 1988).Trust is the essential component of
the higher education culture in order to lead to the
success of self-governance, and this differs from
bureaucratic models where administrative agendas and
careers are more important than institutional life
(Campbell, 2000). Collegial governance still operates to
varying degrees in major universities, in Canada, the
U.S, and European countries under the universities
legislation at either the national, state or provincial level
where senior administrators play the role of agents for

faculties with a shared power between governors,
administrators, and faculty by creating a rich academic
community that has same values which are purely
serving academia in opposition to management
(Birnbaum, 1988; Giamatti, 1988; Jary and Parker, 1994;
Maringe and Foskett, 2010; Rosovsky, 1990; Shils,
1997; Whitehead, 1950).

c) The Shared Governance Model

The shared governance model is another
traditional university management system. Giamatti
(1988) argues that in a shared governance model there
is an effective decision making process due to
motivation and power and the need to attain
communality that makes all members focus on the
university's benefits in decision making instead of
individual benefits, even though there is always politics
in a university and conflict among academic members.
Differences are put aside that help in creating a
common vision for the institution with a broad-based
level of acceptance focusing on collectivism as a main

source of effective responsibility and authority
(Birnbaum, 1988; Boyer, 1990; Brewster, 1972;
Campbell, 2000; Crebert, 2000; Giamatti, 1988).

Practicing democracy and commitment to it is essential
in the shared governance model, and it is understood
by seniors and all decision makers who "work to create,
promote, and live democratic ideals and values, such as
equality, common goals, respect, and participatory
decision-making" (Miller and Katz, 2004, p. 85). Miller
and Katz (2004) explain that the belief system governing
the culture of the university is based on this fundamental
assumption in which "shared governance assumes that
legally protected rights and responsibilities are brokered
among decision-making bodies, and that one body
might voluntarily share a legally granted right for the
welfare of an institution" (p. 86). For example, even
curricular content is the responsibility of the academic
administrative bodies like the senate in some
universities; they collaborate with faculty to determine
the content. Academic administrators within the shared
governance model are aware that sacrificing authority
and adopting a consensual decision making process to
achieve clearly defined outcomes leads to quality
improvement of the university culture (Giamatti, 1988).
This model is not based on silos decision-making by
academic administrators and doesn’t focus on single
criterion like efficiency, productivity, effectiveness, and
cost (Giamatti, 1988). However, in a shared governance
model "all college and university employees-top tenured
faculty, junior faculty, temporary and part-time/adjunct
faculty, graduate teaching and research assistants,
professional staff with and without faculty rank, the
classified and support staff who keep the educational
enterprise going- should have a guaranteed voice in
decision-making, a role in shaping policy in the areas of
their expertise..."(American Federation of Teachers,
2002, p. 3).

© 2015 Global Journals Inc. (US)

Year 2015

N
~

Global Journal of Management and Business Research (A) Volume XV Issue XII Version I



Year 2015

N
[0

Global Journal of Management and Business Research ( A) Volume XV Issue XII Version I

d) Academic Tenure

The traditional university governance systems
focus on academic tenure, which is not necessarily
available or applied for faculty members in
contemporary universities or at least not in all
universities. Brewster (1972) defines academic tenure as
"[tihe practical fact in most places, and the
unexceptional rule .... A guarantee of appointment until
retirement age" (p. 12). Another definition from Van
Alstyne (1971) is: " Tenure, accurately and unequivocally
defined, lays no claim whatever to a guarantee of
lifetime employment. Rather, tenure provides only that
no person continuously retained as a full-time faculty
member beyond a specified lengthy period of
probationary service may thereafter be dismissed
without adequate cause" (p: 329). Therefore academic
tenure, whether it is defined from a realistic observer
point of view or from a cautious scholar perspective, is
one of the main characteristics of traditional academic
governance in universities that existed for decades. The
declaration of principles of the American Association of
University Professors (AAUP) committee on academic
tenure and academic freedom declared in its practical
proposal in 1915 that:

[i]n every institution there should be an unequivocal
understanding as to the term of each appointment;
and the tenure of professorships and associate
professorships, and of all positions above the grade
of instructor after ten years of service, should be
permanent subject to the provisions hereinafter
given for removal upon charges. (AAUP, 1915, p.
405)

Academic tenure was then developed in 1940
when the statement of principles on academic tenure
and freedom included that:

[tlenure is a means to certain ends; specifically: (1)
Freedom of teaching and research and of
extramural activities and (2) a sufficient degree of
economic security to make the profession attractive
to men and women of ability. Freedom and
economic security, hence, are indispensable to the
success of an institution in fulfilling its obligations to
its students and to society. (AAUP, 1940, p. 407)

In comparison, the 1915 declaration was the
result of a committee of professors, however the 1940
declaration was the result of a committee including
professors together with presidents from colleges and
universities. This brings to our attention the fact that the
1940 declaration that focuses on academic freedom
whether in teaching and research and also gender
among faculty members was introduced with the
committee including presidents or top academic
administrators who were supporting academic freedom
and academic tenure which may not be the case
nowadays. It can be deduced that academic tenure is
part of the collegial model where senior academic
administrators  like deans and presidents who
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represented faculty or were agents for them as
mentioned above used to stay in their positions for a few
years and then go back to their academic positions.
This is an important factor that may have encouraged
presidents to defend academic freedom in teaching and
research, such as in the 1940 declaration of principles of
the American Association of University Professors
(AAUP). As Rosovsky (1990) argues, tenure includes
less interference with one's work, a learning environment
of professors from the two genders, a guarantee from
age discrimination, and a social contract.

It can be recognized that the characteristics of
traditional management university systems are all
interrelated: academic tenure came out not to guarantee
a job for life, but it means that the political or religious
realm cannot get rid of a professor for holding a critical
view, and this is linked with academic freedom because
tenure as a social contract makes a favourable climate
of academic freedom in addition to a commitment to
long term plans. Tenure also has a major positive
impact on shared governance because senior
professors do not feel threatened by bringing able
faculty members to the university. Carmichael (1988, p.
453) argues 'tenure is necessary, because without it
incumbents would never be willing to hire people who
might turn out to be better than themselves". Rosovsky
(1990) also links tenure with collegiality by arguing that
collegiality develops gradually and requires time to
build, and tenure is one of the major reasons to build
collegiality where people belong to one community that
they care about, and therefore commitment needs a
powerful tool, which in this case is tenure.

[11. CHANGES IN TRADITIONAL UNIVERSITY
MANAGEMENT SYSTEMS

This section discusses the changes that have
taken place in the university system within the
proliferation of business management models to its
context. All of the traditional management university
characteristics that are discussed in the first section are
reviewed in terms of the changes that they encountered
within the increase of the university's size, the dwindling
of public funds, and the application of business
management models in a higher educational context.
The purpose of this section is to show what traditional
management characteristics were eroded and what new
management characteristics emerged when the
university gave its collegial model up. In the 1980s and
1990s the expansion of university systems to
accommodate a larger percentage of the population
going to university and the increase in technology
expenses accompanied with the financial constrictions
and the confused relationship between universities and
governments all reduced the self-confidence of the
academic profession in its dedication to its calling (Shils,
1997, p.7). Those changes had a great impact on the



management systems in the universities, thus leading to
the erosion of the collegial model including shared
governance, academic freedom, professional
autonomy, and academic tenure. Suddenly, new
management concepts emerged like productivity,
revenues, employment flexibility, moderate evaluation of
students, pedagogical issues and many others
(Richford, 2003). The change from a collegial model to
business models was not the choice of higher
education. When public funds were restricted,
universities had to use marketing strategies to attract
funds. Accordingly the collegial model was gradually
ignored, and business models took place.

This section is divided into two subsections.
Firstly, it illustrates the introduction of managerialism into
university administration and presents the literature that
considers managerialism as an effective model within
the new context of the university. For example, Rochford
(2003) considers that some terms like productivity,
revenue gain, and employment flexibility are now very
familiar in the university context as it shifts from a unique
governance system into an organization that applies
many of the business management models that would
be considered most appropriate to serve its financial
objectives. Secondly, this section presents the opposite
view of the literature, which considers that the erosion of
the collegial model had a negative impact on higher
education. For instance and according to Deem (1988),
bureaucratic consistency erodes professional autonomy
and replaces collegiality with regulations and contraol.

a) Introduction into
Administration

In 1970, and as a response to stagflation or
inflation accompanied by the rise of unemployment,
former U.S. President Ronald Reagan and former UK
Prime Minister Margaret Thatcher were the first to
advocate the neoliberalism creed (Friedman, 2002;
Harvey, 2005). Neoliberalism rapidly spread across the
seven wealthiest countries on earth: Japan, Canada,
ltaly, Germany, France, the UK, and the US, and then
continued to developing countries including most of
South America, Poland, and Irag (Harvey, 2005; Taylor
and Jordan, 2009). Neoliberalism involved political-
economic practices of deregulation and privatization
besides the promotion of free trade and free markets
(Friedman, 2002; Harvey, 2005; Schumpeter, 1996;
Taylor and Jordan, 2009). It had a great impact on
higher education due to minimal interference of
governments as this ideology states restraining public
funds (Harvey, 2005; Schumpeter, 1996). For example,
in 1992 in Australia, in order to reduce future
government liability for old age pensions and to increase
national savings the financing of universities was
deregulated (Harvey, 2005). Students were required to
contribute to university fees through the Higher
Education Contribution Scheme (HECS), which is a
repayable loan system, and universities were

of  Managerialism University

encouraged to increase income by admitting full-fee-
paying students including foreign students (Harvey,
2005). Consequently, this led to increase in the number
of students and therefore university expansion and the
increasing diversity of students due to international
student mobility from less developed and poor countries
to developed and richer countries (Maringe and Foskett,
2010). Maringe and Foskett (2010) discuss changes in
universities due to the increase in the international
mobility of graduates and academic staff within the
graduate labour market. Currently, heterogeneous
global systems have a great impact on universities
where higher education is subject to international laws
and covenants, and intermnational organizations like
UNESCO and the World Bank are exporting practices
from the west to the east where political validity of this
perspective is questioned (Menand, 1996). Universities
are facing an increasing competition for funding, staff
resources, and student tuition resources as a result of
the decline in public funding, and this is causing
universities to focus on global citizenship (Menand,
1996). For example, in order to encourage a more
educated workforce, the UK government has increased
the competition between institutions in order to expand
the number of participants, and this has led to the
marketisation of higher education and redefined
students as consumers (Molesworth, Scullion, and
Nixon, 2011). The new environment of higher education
forces universities to set marketing and investing
strategies (Rochford, 2003). The new corporate style of
university governance also has a great influence on the
relationship of universities with their students, staff, and
faculty members.

According to some scholars (Bastedo, 2012; De
Bary, 2010; Maringe and Foskett, 2010; Menand, 1996;
Molesworth, Scullion and Nixon, 2011; Schrecker, 2010;
Wildavsky, 2012), the relationship between the university
and the society and between the university and students
had to take a new form along with the changes affecting
the university by shifting from the collegial model to a
more managerial model. According to Rochford (20083,
p. 257), "it appears likely that the responsibility to society
to educate its students is to be mediated and measured
by the concepts of the market, which requires the
mechanism of contract law to facilitate its transactions”.
Davis, Sullivan, and Yeatman (1997, p. 2) explainthat
“[t]he development of contract law has been important
in the economic world because of its capacity to
support complex market exchanges”. Nonetheless,
“‘contracts are a device, sometimes useful, sometimes
not, in promoting mutually beneficial relations” (Davis,
Sullivan, and Yeatman, 1997, p. 27). The idea of
contractualism is a direct reason for a new management
system in the university known as ‘New Public
Management’ (Davis, Sullivan, and Yeatman, 1997). The
main characteristics of ‘New Public Management’ are:
determination to manage, defined criteria  of
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performance  assessment, lack of resources
accompanied with cost-cutting strategies,
disaggregation of public sector departments leading to
competition within the public sector, and stress placed
on industry management models (Davis, Sullivan, and
Yeatman, 1997).

Alford and O’Neill (1994) explain that “some
form of organizational hierarchy is governed by
contracts (or quasi-contracts) between buyers and
sellers, either inside or outside the public sector”.
Rochford (2003, p. 252) explains that " pressures to
move to fixed term contracts rather than to maintain the
idea of tenure, change the language used to describe
the university, allowing presumptions of strict market
conditions and contract based relationships to be
normalized". Meek and Wood (1997) considers that
when higher education organizations shifted from a few
elite universities into a mass system of universities the
collegial model of universities was challenged to
manage more effectively. According to Meek and Wood
(1997), along with the developing environment of
universities, traditional governance forms may no longer
be effective. Accordingly, many universities considered
the collegial model to be constraining to their
development and success. Alford and O’Neill (1994)
argue that participatory decision-making and the
collegial model was incompatible with the increased
focus on student choice and the need to keep pace with
business and industrial development. Inevitably, many
universities were not able to ignore those suggestions
and the criticism of their collegial model, especially with
the pressures to attract non-government funding
sources; consequently they shifted to management
systems that are adopted from industry.

Some scholars created the concept of 'soft
managerialism' like Trow (1994, p. 11) who views "higher
education as an autonomous activity, governed by its
own norms and traditions, with a more effective and
rationalized management still serving functions defined
by the academic community itself'. Contrary to, the '
hard managerialism that was especially adopted in
Australia and the UK according to Trow (1994, p. 12),
"the activities of [the academic] community through
funding formulas and other mechanisms of
accountability imposed from outside the academic
community, management mechanisms created and
largely shaped for application to large commercial
enterprises".

b) Changes in the Nature of the Professoriate

Funding restraints and massification are the
major characteristics that changed the traditional
universities, causing a great pressure on its traditional
methods of academic governance (Bargh, Scott, and
Smith, 1996; Kelsey, 1998). During the last two decades
a critical debate was raised among scholars about a
suitable management system for higher education. The
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combat is mainly between managerialism and
academia. Many scholars like Aucoin (1995), Boston
(1991), Samier (2001); and Savoie (1994) agree that
when business management models were used in
public organizations under the administrative ideology
that is known as new public management the collegial
model was eroded and the universities lost some of their
traditional principles like professional autonomy and
scholarly values in teaching and research. Shils (1997,
p. 13) explains how the academic ethos developed from
old Medieval traditions and early modern European
practices that were influenced by the main Arab
universities. He traces back its origins to the time before
the establishment of official universities, when there
were educated people who enquired about fundamental
and reliable knowledge. Academic ethics representing
academic professionalism was viewed as being self-
evident to academics until the first quarter of the
twentieth century, but universities are changing with the
changes to the societies they are situated in.
Universities are larger now, more administrative duties
are required from academics, and administrators have
more financial demand, and this has affected the morale
of the academic profession (Agovino, 2000; Altbach,
2001; Landler, 2000; Sachs, 2000).

Although the central value of higher education
in traditional management systems is academic
freedom as analysed in the first section, this is ignored
by many universities and governments in western
countries and the Middle East and is attacked in many
instances. For example, many Siberian academics were
arrested for publications that criticize the regime
(Agovino, 2000), an academic researcher was warned
by his university's president in Hong Kong not to
conduct studies against the region's chief executive
(Landler, 2000), and a well-known scholar was arrested
in Egypt for 'defaming' the country (Sachs, 2000). Some
topics are taboo for publications and research in
Malaysia and Singapore because of government
pressure (Altbach, 2001).

At the beginning of the current century Russia
and Eastern and Central Europe  countries
accomplished reasonable levels but not the full range of
academic freedom (Altbach, 2001). In fact, many
countries recognize academic freedom and convey a
commitment to it, but this is not enough because
academic freedom is the core value of the university's
mission, and it is by no means secure in the whole
world. According to those beliefs, academics have a
duty to speak out on the governance of their universities
and of their communities, however universities are
worried about research and especially political research
conducted by their academics and therefore establish
and implement policies to control what they say since it
may have counter effects on their reputation and thus
hinders their marketing strategies. Rochford (2003,



p.252) states "the temptation to exercise that control
grows with the growing value of the university name as a
reputational asset".

One of the major principles of academic
freedom is the participation of academics in university
governance. According to the Development in the Law-
Academic Freedom (1968, p. 1049), "By obtaining a
voice in decisions of academic policy, faculty members
are able to secure an area in which scholarship can
thrive free from administrative restraint". Nevertheless,
those traditional methods of academic governance have
changed dramatically in many western and eastern
universities. According to the American Federation of
Teachers(AFT, 2002, p. 9), " [ilncreased workloads,
restrictive tenure standards, pressures to incorporate
new technologies in teaching and demoralization
resulting from top-level assertions of power have had
the predictable, if perverse, effect of decreasing the
willingness of faculty and staff to participate in the
shared governance of their institutions".

By adopting business management models,
universities created a new type of relationship with
academics, it is now and in most circumstances an
employment relationship between higher education
institutes as a corporate entity more than the collegial
community of academics. This new relationship created
hierarchical structures where faculty members have a
subordinate role that is clearly identified based on
'contractualism' in which universities are employers
looking after their investments (Rochford, 2003, p. 254).
Many universities now apply more control over faculty
members about the topics and the release of research
results and research material through intellectual
property policies (Monotti, 2000). Even the curriculum
and course syllabus can be constrained by legal
regimes that have control over universities and their
'employees’. For example '"if the administrative
requirements of the university necessitate the
publication of the subject syllabus in promotional
documentation the academic is constrained by
consumer protection statutes governing misleading and
deceptive conduct to teach to that syllabus" (Rochford,
2003, p. 256). Consequently, universities implement
further constraints on students' assessment levels like
moderate evaluation and make all information available
to students, which then hinder students' scepticism,
critical thinking, and knowledge searching. According to
the American Federation of Teachers(AFT, 2002, p. 10),
university systems are changing curriculum from'a
broad-based liberal arts curriculum intended to help
students develop and mature intellectually into critically
thinking democratic citizens" to a curriculum that places
students as trainees for the real world. National and
international accreditation bodies forced academics to
teach content, "[i]f the course or subject has been
accredited, and this fact is promoted to students or
employers, an additional constraint applies to the

academic teaching the subject... [t]hese restrictions are
a far cry from the German concept of Lehrfreiheit—
freedom to teach—by which the professor was free in
his or her choice of what to discuss in the classroom"
(Rochford, 2003, p. 256). As a result of this and due to
the proliferation of commercial principles in university
administration, the academics' role has changed and
was identified by their value as instructors in courses
that generate income, scholars who publish research
that attracts funds and serve the reputation of the
university, and maybe nothing more than being a
consultant in university services (Menand, 1996). The
contemporary relationship between the university and
students experienced a new form so that:
[iIn the light of these changes, it is evident that a
rational theory of the legal relationship between the
student and the university can only develop within
the context of the university as an instrument of
society. In  this concept, student-university
relationships cease to be the private affairs the
university has long considered them. The
university’s responsibility to its students is a
responsibility to society. (Furay, 1970, p. 245)
According to Deem (1998), professional
autonomy is being eroded since business plans and
hard data have replaced trust between staff for the sake
of bureaucratic consistency and the form-filling of
processes in higher education. In his view
administrators put pressure on faculty such as
curriculum managers who force faculty to teach a large
number of students with few resources, thus creating
pedagogical issues. This is also seen among some
faculty themselves who have administrative roles like
department chairs or deans where they need to follow
specific policies and procedures that make them put
pressure on other faculty and on themselves for the
purpose of better quality in teaching and research as
they assume. As a result, academic collegiality is
replaced by regulations and control (Ainley& Bailey
1997; Prichard et al, 1998; Randle & Brady, 1997).
Indisputably, there is a great contradiction
between the new bureaucratic techniques and
establishing professionalism in higher education (Jary&
Parker, 1994). Therefore, faculty members who usually
work autonomously cannot accept the erosion of their
professional autonomy and work for the quantity of their
publications in order to pass research evaluations
(Kogan and Henkel, 1983). Research, which was once a
symbol of freedom, is now exploited to assess
academic performance for the sake of retaining
credibility (Morgan, 2006).According to the American
Federation of Teachers (AFT, 2002), the corporatized
model of college governance is threatening the meaning
of research and higher education through outsourcing
teaching jobs, graduate research and teaching
assistants, and adjunct faculty with no academic
freedom, low pay, and little security instead of dedicated
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full-time professionals. As a result, research and
teaching have changed their meanings among
academics in some cases where faculty members
accepted the erosion of collegiality, and in other cases
these changes and the increase of control is faced with
resistance (Schrecker, 2010).

Those changes in the higher education context,
which were caused by the increase in the number of
students and the decrease of public funds, had a great

impact on the management systems in the university
and led to the erosion of the collegial model including
the loss of some if not a large part of academic
freedom, professional autonomy, and academic tenure
in many cases (see Figure 1). New management
concepts emerged like productivity, revenues,
employment flexibility, moderate evaluation of students,
pedagogical issues and many others (see Figure 2).
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Figure 1 . Changes in higher education eroding traditional management concepts and negatively impacting
research
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Figure 2 : Changes in higher education emerging new management concepts and negatively impacting teaching

In conclusion, this paper identifies the impact
that many scholars have found along with the changes
of traditional ~management university  systems
characterized mainly by academic freedom, collegiality,
shared governance, and academic tenure, when
universities became huge and public funds were
constrained. This negative impact urges the need for
future research to be done on how to go back to
traditional management systems like the collegial model
in today's universities. This can be done through
creating a new management model that takes into
consideration the issues caused by new public
management, including overload in teaching,
administrative tasks, faculty turnover and the reasons
behind this along with the quality of teaching and
research.
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Success Factors in Greenhouses of
Guanajuato, México

Victor Hugo Robles Francia ¢, Judith Banda Guzman ° & Robert N. Lussier °

Abstract- The purpose of this research was to analyze the
success factors of greenhouses in the Guanajuato State,
Mexico. Data was collected through survey research with a
questionnaire completed by owner/managers of greenhouses.
Greenhouses are successful because they have survived four
years or more. The results indicate that success was based on
five of the seven tested variables. Success factors included
owner/manager commitment, effective human resources
management, use of technology, having financial resources,
and effective channel of distribution. This paper discusses the
theoretical framework, results and conclusions.

Keywords: greenhouse, mexico, Success factors.

[.  INTRODUCTION

mall and Medium Enterprises (SMEs) in Mexico
Sare important, according to data provided by the

Secretaria de Economia (2011), because they
represent 99% of the companies, they generate 72% of
employment, and they contribute 52% of the Gross
National Product (GNP). SMEs in the State of
Guanajuato represent 54.58% of the companies and
contribute 3.9% of GNP as part of the national total
(Secretaria de Economia, 2014).

The agricultural sector is important to the
economy of Mexico, agricultural Industry produce most
of the food, they contribute to the cost of living, and to
the real income of the population. They also contribute
to industrial and commercial activities. Globally, there is
concern for climate change and the conservation of our
natural resources, and the ability to feed the world’s
growing population (FAO, 2009). Although agriculture is
essential, there are problems in Mexico, particularly in
the Guanajuato state, including climate-change, the
high cost of supplies and services, the loss of sail
fertility, difficult access to credit, and major infrastructure
problems (INEGI, 2007). Another problem is the fact that
many agricultural SMEs are not profitable and the failure
rate is high, like in other sectors of the economy. These
survival rates recorded by the Secretaria de Economia
(2011) reported that 70% of businesses do not survive
for more than 24 months. With such a high failure rate,
clearly research is needed to help improve the survival
rate.
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Entrepreneurs can do well by doing better in
helping with sustainability (Parhankangas, McWilliams,
& Sharder, 2014) through developing green goals and
environmentally friendly strategies (Becherer & Helms,
2014). Thus, in order to protect crops, preserve natural
resources, make an efficient use of water and supplies,
and meet the food needs of an increasing population, it
is necessary, especially those in Guanajuato, to use new
agriculture production systems. Mexican farmers need
to better manage their SMEs to improve the chances of
success for long-term survival (FAO, 2002). To improve
the success rate, it is important to understand the
factors that contribute to success vs. failure. Although
there have been prior success factor studies (Aragon,
Ballina, Calvo-Flores, Garcia, & Madrid, 2004; Aragon &
Rubio, 2005; Lussier et al. 2000, 2001, 2010; Mahmood,
Asif, Imran, Aziz, & |-Azam, 2011), none of the prior
research found in the literature search studied
agricultural success factors.

The contribution of SMEs in the development of
a country is very important. However, there are few
studies involving agriculture SMEs, mostly focusing on
technical aspects of production in irrigation systems
(Gallardo, 2005; Ortega, et al,, 2010) and on pepper
plants (Gémez, Rodriguez, Enrique, Miranda, &
Gonzélez, 2009; Urrestarazu, Castillo, & Salas, 2002).
Sustained,  productivity-enhancing  research, and
favorable market incentives for farmers and
agribusiness (Haggblade & Hazell 2010). This is the first
study to focus on success factors in agriculture, and
more specifically greenhouses.

The greenhouse is an efficient technology to
avoid the restrictions imposed environmentally for the
best plant growth (Bastida, 2006). Thus, the focus of this
study is on greenhouse farming. The purpose of this
article was to analyze the success factors of
greenhouses in the state of Guanajuato, Mexico. This
research had implications as it can benefit current and
would be agricultural entrepreneurs, as well as a variety
of other stakeholders including: parties who assist and
advise them, investors and institutions who provide
them with capital, communities and society by and large
(Dennis & Fernald, 2001).

II. LITERATURE REVIEW

In this study, a greenhouse is an agricultural
building used for cultivation and protection of plants.
The greenhouse has a steel structure, a translucent
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plastic film covering that does not permit the passage of
rain inside, and which aims to reproduce or simulate the
most suitable climatic conditions for the growth and
development of plants established inside, with some
independence from the external environment and whose
dimensions allow employees to work indoor.
Greenhouses can have a plastic total enclosure at the
top and mesh on the sides (Asociaciéon Mexicana de
Constructores de Invernaderos AC, 2008).

As suggested above, is necessary that Mexican
farmers identify those factors that will improve their
chances of success, for which Rockart (1982: 2) defined
success factors as "those few key areas of activity in
which positive results are absolutely necessary for
owners’ manager to reach his or her goals" The
success factors are means to achieve success, which
can be conceptualized in different forms such as
survival, growth, profitability, as well as customer
satisfaction and personal satisfaction (Gorgievski,
Ascalon, & Stephan, 2011).

However, survival is considered as the most
essential measure for the success of a company
measure (Cowling, 2007, quoted in Toledo, Jiménez, &
Sanchez, 2012) measure. In México, the survival of
SMEs depends on a 24 months period (Gémez &
Fernandez, 2007).

Gonzélez, Correa & Acosta (2002) suggests
improving profitability and anticipating the insolvency to
better predict business success. This depends of
external finance, inability to pay debts with the resources
generated by operating, having a low profit margin,
among others (Gonzalez, Correa & Acosta, 2002). Thus,
from an economic and financial perspective, profitability
is necessary, but not sufficient, for the success of f the
company, as one that does not get a return at least
equally to that of their competitors may not attract the
necessary funds to finance its expansion. Brown (2013)
suggested preferentially to promote economic growth in
the agricultural and rural sectors instead of the non-
agricultural sectors to effectively reduce poverty in
developing countries.

In the present study, and in order to obtain a
more appropriate measure, three elements that support
business success were considered: 1) years of the
return of investment ROI, 2) growth C and 3)
permanence or survival in Markets.

To better understand success factors that
contribute to the success of SMEs in Pakistan,
Mahmood, Asif, Imran, Aziz, & I-Azam, (2011) found that
the financial, technological, government support, market
strategies and business skills such as leadership and
decision make resources have a positive and significant
impact on business success, financial resources being
the most important. In the USA, Nadim and Lussier
(2012) also studied SMEs success factors related to
sustainability.

© 2015 Global Journals Inc. (US)

Additionally, Lussier and Halabi (2010) studied
success versus failure prediction in three countries in
different parts of the world: United States, Croatia and
Chile. The model included 15 variables determinants of
success or failure. Small businesses that start with
adequate capital in good economic times, that keep
updated and accurate records and adequate financial
controls, develop specific plans, received professional
advice, can attract and retain quality employees, select
good products or services and also with owners that
have a higher level of education, age, marketing skills,
the parents that owned a business, and the number of
years of management experience and industry are
factors that increase their chances of success.

Estrada, Garcia and Sanchez (2009) analyzed
the relationship among five success factors from the
internal  environment of Mexican SMEs: human
resources, strategic planning, innovation, technology,
and quality certification. Haggblade and Hazell (2010)
suggested two key determinants for outstanding
performance for farmers and agribusinesses: the
agricultural research to increment productivity and to
provide incentives for favorable markets, are required.
Also, these authors say that the credit systems help
farmers to access supplies and to get enough
infrastructure to access markets.

Also, for accelerating agricultural growth in
Africa, Noble (et al., 2004) identified a number of
opportunities into four major categories: to harmonize
trade regulations (export — import bans, safety
standards, customs procedures), an agricultural market
information system, to invest on domestic horticulture
and to expand the productivity of dairy cattle, including
feed systems.

The Secretaria de Agricultura, Ganaderia,
Pescay Alimentacion (2002) (Department of Animal
Farming, Rural Development, Fishing, and Food) quoted
by Food and Agriculture Organization of the United
Nations [FAQ] (2002), they identified as success factors
in agriculture, financial support, technical support and
consultancy academic, organization and the interests of
the producers through partnerships, capacity to
innovation and improvement of existing proposals,
constant communication, continuity and commitment to
the project, commercialization and agriculture climate
conditions as factors that have a positive influence in the
success of agriculture SMEs.

The previous studies, reveal a number of factors
that positively influence the success of SMEs. Among
the key success factors identified in Mexico and other
countries, there is the importance of good management
of financial resources (Aragén, et al, 2004; FAO, 2002;
Lussier & Halabi, 2010; Mahmood et al., 2011) staff
training (Aragon et al, 2004;. Estrada, et al., 2009;
Lussier & Halabi, 2010); technological resources
(Aragon, et al., 2004; Estrada, et al., 2009; Haggblade &
Hazell, 2010; Mahmood et al., 2011) and quality of



products and services (Aragén et al., 2004; Estrada, et
al., 2009) and the importance of the profile associated
with the employer (Lussier & Halabi, 2010; Mahmood et
al., 2011). However, there are specific complexities
related to agriculture, which has to do with the problems
associated with weather conditions, making it necessary
to rethink whether these factors are aligned to the
specific problems of agricultural SMEs.

[11. PREPOSITIONS

Having reviewed the literature, with further
references and in order to have a more comprehensive
characterization of the success factors, seven factors
that determine greenhouses success were selected for
this study: 1) Business person profile, 2) Human
Resource Management, 3) Quality Certification, 4)
Technology, 5) Financial Resources, 6i) Subsidies, and
7) Channel of Distribution.

a) Business Person Profile

The first success factor is related to the
identification of the characteristics or skills that
owner/managers must possess to achieve their goals.
According to studies conducted, the level of education
and training (Lussier & Halabi, 2010; Lussier & Pfeifer,
2001; Simpson, Tuck, & Bellamy, 2004), dedication and
perseverance at work (Garcia, Crespo, Marti, &
Crecente, 2007; lIslam, Aktaruzzaman, Muhammad, &
Alam, 2011) and those owned by men SMEs positively
influence success.

P1: A positive business profile is a contributing factor
to greenhouses success.

b) Human Resource Management

The second success factor refers to the efficient
management of human resources, mainly having the
ability to recruit and retain skilled labor (Chiavenato,
2007; Lussier et al., 1996, 2000, 2001, 2010). Effective
human resource management has been found to
decrease absenteeism and turnover, reduce the level
stress, and increase commitment to the company,
which results in increased productivity (Carnicer,
Martinez, Pérez & Vela, 2002; Cervantes, 2005; Mafas &
Garrido, 2013; Devyani, 2015). Having flexible work
hours is important to Mexican workers, and thus, helps
in the attraction and retention of employees (Cervantes,
2005). Companies that can attract and retain quality
employees have a greater chance of success.

P2: Positive human resource management is a
contributing factor to greenhouses success.

c) Quality Certification

The third success factor is the feature set and
attributes that a product must possess to meet the
buyer's needs and expectations (lvancevich, Lorenzi,
Skinner, & Crosby, 1997). These features are enhanced
through the use of quality systems, as Irechukwu (2010)
found that three out of four companies in Nigeria were

successful  with the implementation of quality
management systems. Also, SMEs must engage in
continuous quality improvements (Harris, Gibson,
McDowell & Simpson, 2012), and improve their quality
processes and food safety, in order to be competitive in
domestic and foreign markets. Thus, quality
management improves production process and
increases the level of customer satisfaction (Agus &
Hassan, 2011), which contribute to entrepreneurial
success. Although quality is important, it is measured by
the greenhouse getting a quality certification like ISO but
specifically for agriculture including the Global Good
Agricultural  Practices (GAP) and Primus Lab
certification.

P3: Having quality certification is a positive
contributing factor to greenhouses SUCCESS.

d) Technology

The fourth success factor refers to technology,
that is a package of techniques whose elements cannot
be separated or used individually, but together they can
lead to optimum performance (Stewart, 1977). Adopting
one technology or another depends on the employer's
own economic conditions, the evolution of markets and
consumer behavior, as well as the gradual introduction
of various innovations that allows acquiring sufficient
knowledge about managing different equipment
(Hernandez & Castilla, 2000). The use and the adoption
of new technologies have a positive relationship with the
development of the enterprises (Bressler, Bressler &
Edward, 2011; Mahmood, et al., 2011).

P4: Technology s a contributing
greenhouses success.

factor to

e) Financial Resources

The fifth factor of success is to maintain
solvency function to meet the obligations of the
company. Lussier & Halabi (2010) and Liao, Welsch,
and Moutray (2008/2009) found an important factor of
success is to start with adequate capital. Entrepreneurs
should also avoid excessive debt and generate
sufficient internal resources to pay debts (Aragéon &
Rubio, 2005; Silva & Santos, 2012; Vivanco, Aguilera, &
Gonzalez, 2011), while maximizing profitability and
growth, thus contributing positively to the success of
SMEs.

P5: Having financial resources is a contributing
factor to greenhouses success.

) Subsidies

The sixth factor of success is constituted by
incentives or subsidies that reduce the effective cost of
investment (Danielova & Sarkar, 2011). The government
exemptions play an important role in the economies of
developed and developing countries where the political
support includes a firm positive growth because it
stimulates the investment in infrastructure and the
technological development (Cotti & Skidmore, 2010;
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Resvani, Gilaninia, Mousavian, &  Shahraki, 2011;
Manikonda, 2015) that allows the enterprises to be more
productive and generate regional development.

P6: Getting subsidies is a contributing factor to
greenhouses success.

g) Chanel of Distribution

The seventh factor of success is the channel of
distribution. The selection of the channel the
greenhouse owners use to distribute their produce
affects their success. Channels of distribution can
include exporting, as companies can seek to expand
their activities beyond national markets (Chelliah,
Sulaiman, & Mohd, 2010). Companies that export
increase their knowledge of foreign markets that can
contribute to their success as the enterprises are able to
gain market position to survive and grow (Islam, et al.,
2011; Ojeda, 2009; Spence, 2003).

P7: Channel of distribution is a contributing factor to
greenhouses Success.

IV.  METHOD

The objective of this research was to explore the
success factors of greenhouses based on seven
factors: 1) Businessperson Profile, 2) Human Resource
Management, 3) Quality Certification, 4) Technology, 5)
Financial Resources, 6) Subsidies, and 7) Channel of
Distribution. The methodology was survey research with
personal interviews.

a) Sampling and Data Collection

The population was defined as all greenhouses
of Guanajuato state and sampling was used for
exploring relationships between success and seven
success factors. There is no list of greenhouse owners
and managers to use as a sample frame. Therefore,
owners or managers of greenhouses were selected by
interviewing known owner/managers and through
professional references to greenhouse
owner/managers. To increase the sample size, snowball
sampling was used to recruit more general managers or
owners of greenhouses by asking interviewed
owner/mangers for additional contact information. . The
total sample size consisted of 88 questionnaires
completed by the owner/managers of greenhouses

operating in the municipalities of Apaseo el Alto,
Acambaro and San Felipe, plus 12 other municipalities
in the State of Guanajuato, Mexico.

b) Instrument

The questionnaire included seven success
factors: (1) the businessperson profile, (2) human
resource management, (3) quality certification, (4)
technology, (5) financial resources, (6) subsidies, (7)
channel of distribution/exporting. This questionnaire
incorporates 39 items: seven items measured (1) the
profile of the entrepreneur, recording career at the
company, training, education and demographics; eight
items measured (2) humans resources, as employment
practices including temporary staff, permanent and
flextime; six items measured (3) quality certification; four
items measured (4) innovation and technology; five
itemms measured (5) financial aspects, such as initial
investment, budgeting, finance and controls; two items
measured (6) subsidies and VAT returns; and seven
items measured (7) channel of distribution. Each of the
variables and their measures are discussed with the
results. Success was measured with one item for years
of survival, one to identify number of years to return the
investment (RQI), and one item to measure growth.

c) Statistical Analysis

SPSS software was used for data analysis,
descriptive statistics were run for each of the seven
variables measuring the success factors of the 88
agricultural greenhouses.

V.  RESULTS AND DISCUSSION

a) Overall Success in Greenhouses

The results showed overall that the 88
greenhouses are successful, because more than 80%
(83.9%) survived 4 years or more and have a mean of
almost 9 years (8.9) in business. Also, 45 (51.1%) of the
88 already recovered their initial investment in a little
more than one (1.39) year. Also, all of them reported
having growth in production capacity, only 9.1% had
very low growth, the rest had low to very high growth
(see Table 1 and 2). These survival rates are far greater
than that recorded by the Secretaria de Economia
(2014), where 70% of businesses do not survive for
more than 24 months.

Table 1 : Survival and years for ROI

Mean
Standard Deviation

Years in

Business- Years to
Survival recover ROI
8.8506 1.3929
8.32659 1.88857
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Table 2 . Growth in production capacity

Frequency Percent
Very Low 8 9.1
Under 18 20.5
Regular 25 28.4
High 27 30.7
Very High 10 11.4
b) Business Person Profile (34.1%) with educational level of "Primary" and

Results of Proposition 1, A positive business
person profile is a contributing factor to greenhouses
success, has partial support. Age and education are not
contributing  factors, but commitment of the
owner/manager is a contributing factor to success.

The educational level of the general manager or
the owner of the greenhouse is a bimodal distribution

Bachelor," so the educational level did not imply that it is
a success factor of greenhouses (see Table 3). Age,
also, does not seem to be a success factor with the
mean age of 48.27 years. In the sample, the majority of
owner/managers 57 (64.8 %) are male (see Table 4).

Table 3 : Education

Frequency Percent Percent Acumulative
Elementary 30 34.1 34.1
Secondary 12 13.6 47.7
High School 11 125 60.2
Bachelor 30 34.1 94.3
Master 5 5.7 100.0
Table 4 : Age, gender work commitment of the agricultural manager
Dedication Dedication
Age Hours Days
Mean 48.26 7.41 5.85
Gender Frequency Percentage
Female 31 35%
Male 57 65%
However, the dedication of working in the agricultural activities that are not just vegetable

business does imply that it is a success factor.
Owner/mangers worked more than 43 hours per week,
averaging 7.41 hours per day for almost 6 days (m
=5.85) a week. This complements the findings of Islam,
et al. (2011) and Garcia et. al. (2007) who found the
importance of constant willingness to personally
participate in the work, but does not mean that the
amount of hours worked must be excessive, as
suggested in this present investigation.

c) Human Resource Management

Results of Proposition 2: Positive human
resource management is a contributing factor to
greenhouses success, was supported. Participating
successful companies managed their human resources
effectively indicating that HRM is a success factor (see
Table 5). Permanent work and flexible working hours are
important to employees. Permanent workers have

harvesting. By contrast, temporary workers are hired just
for the vegetable harvest. Flexible working hours refers
to employees’ ability to select the time they work and
they can change their day off.
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Table 5 : Human Resources

Permanfe Perman
Permanent male male
Mean 13.95 6.51 7.49
Standard 38.91 17.42 23.39
deviation

The mean results are the followings: 14
permanent employees by 7 temporary, a 2:1 ratio,
proportionally distributed among both genders and
counted with flexible working hours in most companies
(50/88). The scheduling flexibility benefits mainly the
females to combine household activities, so they
contribute to family income and are recognized by their
social activities (Rodriguez, 2012; Shmite, 2009). This
reinforces the findings of Manzano & Garcia (2009), who
consider that the maintenance of the agricultural sector
depends largely on labor.

d) Quality Certification

Results of Proposition 3, Having quality
certification is a contributing factor to greenhouses
success, was not supported. In the sample, 90% of the
88 companies did not have any quality certification,
Global Good Agricultural Practices (GAP) and Primus
Lab, implying that certification is not a success factor of
greenhouses (see Table 6). The results coincide with
those found by Aragon et al., (2004), where quality was
not a factor for success of SMEs in the state of
Veracruz, Mexico.

Table 6 : Quality Certification

N= 88 Percentage
Neither 79 90%
Global GAP 5 6%
Primus LAB 4 4%

e) Technology

Results of Proposition 4, Technology is a
contributing factor to greenhouses success, was
supported. The greenhouses use technology but most
regular farms do not. The successful agricultural
enterprises involved technological innovations, the
mean results show more than 2 innovations, the majority

(56/88), with some improvement in irrigation system (see
Table 7) and 39 had more for two general innovations.
The results are consistent with Hernandez & Castilla
(2000), where the introduction of various innovations is
gradual, allowing the owner/manager to acquire
sufficient knowledge about the management of the
different equipment.

Table 7 : Mean of improvements and innovations in irrigation

Technological Amount of irrigation
improvements improvements
Mean 21705 Zero 32
Standard
deviation 6.41518 One 56
) Financial Resources
Results of Proposition 5, Having financial

resources is a contributing factor to greenhouses
success, was supported. Starting with adequate capital
is necessary for success—it takes money to make
money. The greenhouses were successful because the
majority (76.1%) started with capital enough or more
than enough to begin their business, the 20
greenhouses with little and almost zero of their own
capital were practically financed by external funding (see
Table 8). In addition, 28 did not require external
resources, 43 had funding between 20% and 50%, and
only 17 companies financed more than 50% of their
initial investment. The results are consistent with of the
Lussier & Halabi (2010) findings that a business must
start with adequate capital.
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Table 8 : Starting Capital

Frequency Percentage
Almost zero 10 11.4
Little 10 11.4
Regular 30 341
Enough 32 36.4
More than enough 5 57
g) Subsidies partially supported as a success factor in greenhouses

Results of Proposition 6, Getting subsidies is a  Pecause 59 (67%) of the participating companies did
contributing factor to greenhouses success, (subsidies ~NOt export. But almost all of them sell their production
with VAT returns) was not supported as a success factor (80 of 88) via a trader (wholesale), become their own
for greenhouses because more than 70% (n = 63,72%) trader or directly sell retail to customers (see Table 10).
of the business did not receive any government support ~ 11€ lack of participation in other markets may not
in the past five. The results contradict the findings of Hall ~ réquire quality certification that allows them access to
& Jorgenson (1967) that indicated that tax cuts Premium markets and a lack of connection with other

encourage more frequent use of this resource. agricultural enterprises and internationalization strategy
(Islam, et al., 2011; Ojeda, 2009; Spence, 2003).
h) Channel de Distribution

Results of Proposition 7, Channel of distribution
is a contributing factor to greenhouses success was

Table 10 : Exporting and Channel of Distribution

Exporting
No exporting 10 to 100% of products exported
59 29
Channel of Distribution
Direct/ Trader/
Neither Retail wholesale Own trader
8 45 30 5
i) Discussion help  enter new markets. Also, greenhouse

The results indicate that five of the seven oOwner/managers could benefit from getting subsidies
variables do contribute to greenhouses success. and VAT returns. The government could make this
Greenhouses with owner/managers that are dedicated  information available to potential entrepreneurs who may
to working in the business, effectively manage their  not be aware of these benefits.

human resources, are innovative and use technology, VI [MPLICATIONS
start with adequate capital, and have effective channels ’
of distribution are generally more successful than those According to the Mexican government, with the

that do not. Regarding human resources, importance of small business, there is a need for better
owner/mangers can have effective interpersonal education of entrepreneurs (Secretaria de Economia,
relations with their employees, which is an important  2011). This study found the need for training of
feature for organizational success. It is possible to  entrepreneurs in SMEs as many entrepreneurs do not
consider the organizational purpose and profits while at  have any kind of certification, lack a business education,
the same time to be socially responsible to others in the  there is a lack of a quality culture, only a few engage in
community through equitably distribution of work and  exporting, many lack technology to compete, and they

benefits (Giraldo, 2010). are not aware of government programs that can help
Two of the variables were no supported. The  them run a successful SME.
majority of greenhouses do not have quality certification This study has various implications for public

and owner/mangers do not get subsidies and VAT policy. In Mexico, the government does not provide
returns. However, this doesn’t mean that greenhouses ~much assistance for agricultural SMEs. The Support
owner/mangers should not get certified, because if they ~ Fund for Micro, Small and Medium Enterprises (SME
want to grow and sell in other areas, certification would ~ FUND), Secretary of Economy, does not provide
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enough support, as a low percentage of small business
owners receive any help. Similarly, the support of the
Secretaria de Agricultura, Ganaderfa, Pesca vy
Alimentacion (2002) (Department of Animal Farming,
Rural Development, Fishing, and Food) is also
inadequate. Thus, it is suggested that its role should be
enhanced by providing more resources. Moreover, there
is no stated government policy on entrepreneurship. The
provision of such a policy should be the starting point to
coordinate efforts to enhance an entrepreneurial
environment in Mexico. Mexican officials should seek
help and support from the U.S. Small Business
Administration (SBA) and implement some of its policies
and programs that could help Mexican SMEs, the
government could also consider hiring SBA executives
to work for Mexico to develop a new agency to support
SMEs

With the importance of economic growth
coming from small businesses, understanding business
success is a critical issue in Mexico, and globally. With
the high failure rate, research is needed to increase the
odds of SMEs success. The results of this study can
help government agencies and institutions to do a better
job of understanding why some business succeed and
others fail, and teach this to new entrepreneurs. More
importantly, these institutes can help entrepreneurs get
the proper training and resources they need to succeed
and avoid failure. Thus, this study can be used to help
formulate strategies to increase business success and
economic development in Mexico.

VII.  CONCLUSION

This research contributes to the body of
literature because, a set of seven success factors was
discussed and it is the first study to focus on success in
greenhouses in Mexico. We agree with Reij and
Smaling’s (2007) suggestion that establishes the
success is a combination of useful indicators to support
the development projects, the investment in agriculture
and agricultural gestion. It also has implications as it can
benefit current and would be agricultural entrepreneurs,
as well as a variety of other stakeholders including
parties who assist and advise them, investors and
institutions who provide them with capital, communities
and society by and large.
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their research documents through video clips. We can also streamline your conference
videos and display your slides/ online slides and online research video clips at
reasonable charges, on request.
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Journals. The FARSB can decide whether he/she would like to publish his/her research
in a closed manner. In this case, whenever readers purchase that individual research
paper for reading, maximum 60% of its profit earned as royalty by Global Journals, will
be credited to his/her bank account. The entire entitled amount will be credited to
his/her bank account exceeding limit of minimum fixed balance. There is no minimum time limit for
collection. The FARSC member can decide its price and we can help in making the right decision.

The FARSB member is eligible to join as a paid peer reviewer at Global Journals 3
Incorporation (USA) and can get remuneration of 15% of author fees, taken from the L" Lo )
author of a respective paper. After reviewing 5 or more papers you can request to
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5/@/ knowledge of your students as well as it can also be helpful for the concerned faculty

members.
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AUXILIARY MEMBERSHIPS

Institutional Fellow of Open Association of Research Society (USA)-OARS (USA)

Global Journals Incorporation (USA) is accredited by Open Association of Research
Society, U.S.A (OARS) and in turn, affiliates research institutions as “Institutional
Fellow of Open Association of Research Society” (IFOARS).

The “FARSC” is a dignified title which is accorded to a person’s name viz. Dr. John E.
Hall, Ph.D., FARSC or William Walldroff, M.S., FARSC.

The IFOARS institution is entitled to form a Board comprised of one Chairperson and three to five
board members preferably from different streams. The Board will be recognized as “Institutional
Board of Open Association of Research Society”-(IBOARS).

The Institute will be entitled to following benefits:

The IBOARS can initially review research papers of their institute and recommend
them to publish with respective journal of Global Journals. It can also review the
papers of other institutions after obtaining our consent. The second review will be
done by peer reviewer of Global Journals Incorporation  (USA)
The Board is at liberty to appoint a peer reviewer with the approval of chairperson
after consulting us.

The author fees of such paper may be waived off up to 40%.

The Global Journals Incorporation (USA) at its discretion can also refer double blind ——
peer reviewed paper at their end to the board for the verification and to get ‘fafsssa
recommendation for final stage of acceptance of publication. ;
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Global Journals Incorporation (USA)-OARS (USA). The terms and conditions can be
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regarding the Standards of “Open Association of Research Society, U.S.A (OARS)” so VA
that proper amendment can take place for the benefit of entire research community.\/@/
We shall provide details of particular standard only on receipt of request from the{']

Board.

The board members can also join us as Individual Fellow with 40% discount on total

fees applicable to Individual Fellow. They will be entitled to avail all the benefits as

declared. Please visit Individual Fellow-sub menu of Globallournals.org to have more
.1, relevant details.
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time. This may be utilized in your library for the enrichment of knowledge of your students as well as it
can also be helpful for the concerned faculty members.

After nomination of your institution as “Institutional Fellow” and constantly
functioning successfully for one year, we can consider giving recognition to your
ﬁ. meminstitute to function as Regional/Zonal office on our behalf.
“F®The board can also take up the additional allied activities for betterment after our
consultation.

The following entitlements are applicable to individual Fellows:
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proficient in an expertise course covering the professional code of conduct, and """'::Jff;f}“
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In addition to above, if one is single author, then entitled to 40% discount on publishing
research paper and can get 10%discount if one is co-author or main author among group of
authors.

The Fellow can organize symposium/seminar/conference on behalf of Global Journals
Incorporation (USA) and he/she can also attend the same organized by other institutes on
behalf of Global Journals.

The Fellow can become member of Editorial Board Member after completing 3yrs.

The Fellow can earn 60% of sales proceeds from the sale of reference/review
books/literature/publishing of research paper.

Fellow can also join as paid peer reviewer and earn 15% remuneration of author charges and
can also get an opportunity to join as member of the Editorial Board of Global Journals
Incorporation (USA)
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common challenging situations. This individual has further demonstrated an in—depth
understanding of the application of suitable techniques to a particular area of research
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”
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In future, if the board feels the necessity to change any board member, the same can be done with
the consent of the chairperson along with anyone board member without our approval.

In case, the chairperson needs to be replaced then consent of 2/3rd board members are required
and they are also required to jointly pass the resolution copy of which should be sent to us. In such
case, it will be compulsory to obtain our approval before replacement.

In case of “Difference of Opinion [if any]” among the Board members, our decision will be final and
binding to everyone. Z
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PROCESS OF SUBMISSION OF RESEARCH PAPER

The Area or field of specialization may or may not be of any category as mentioned in
‘Scope of Journal’ menu of the Globallournals.org website. There are 37 Research
Journal categorized with Six parental Journals GJCST, GIMR, GJRE, GJMBR, GISFR,
GJHSS. For Authors should prefer the mentioned categories. There are three widely
used systems UDC, DDC and LCC. The details are available as ‘Knowledge Abstract’ at
Home page. The major advantage of this coding is that, the research work will be
exposed to and shared with all over the world as we are being abstracted and indexed
worldwide.

The paper should be in proper format. The format can be downloaded from first page of
‘Author Guideline’ Menu. The Author is expected to follow the general rules as
mentioned in this menu. The paper should be written in MS-Word Format
(*.DOC,*.DOCX).

The Author can submit the paper either online or offline. The authors should prefer
online submission.Online Submission: There are three ways to submit your paper:

(A) (1) First, register yourself using top right corner of Home page then Login. If you
are already registered, then login using your username and password.

(1) Choose corresponding Journal.
(1) Click ‘Submit Manuscript’. Fill required information and Upload the paper.

(B) If you are using Internet Explorer, then Direct Submission through Homepage is
also available.

(C) If these two are not convenient, and then email the paper directly to
dean@globaljournals.org.

Offline Submission: Author can send the typed form of paper by Post. However, online
submission should be preferred.
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PREFERRED AUTHOR GUIDELINES

MANUSCRIPT STYLE INSTRUCTION (Must be strictly followed)

Page Size: 8.27" X 11"

e  Left Margin: 0.65

e  Right Margin: 0.65

e  Top Margin: 0.75

. Bottom Margin: 0.75

e  Font type of all text should be Swis 721 Lt BT.

e  Paper Title should be of Font Size 24 with one Column section.

e Author Name in Font Size of 11 with one column as of Title.

e  Abstract Font size of 9 Bold, “Abstract” word in Italic Bold.

e  Main Text: Font size 10 with justified two columns section

e  Two Column with Equal Column with of 3.38 and Gaping of .2

e  First Character must be three lines Drop capped.

e  Paragraph before Spacing of 1 pt and After of O pt.

e Line Spacing of 1 pt

e large Images must be in One Column

e Numbering of First Main Headings (Heading 1) must be in Roman Letters, Capital Letter, and Font Size of 10.
e Numbering of Second Main Headings (Heading 2) must be in Alphabets, Italic, and Font Size of 10.

You can use your own standard format also.
Author Guidelines:

1. General,

2. Ethical Guidelines,

3. Submission of Manuscripts,

4. Manuscript’s Category,

5. Structure and Format of Manuscript,
6. After Acceptance.

1. GENERAL

Before submitting your research paper, one is advised to go through the details as mentioned in following heads. It will be beneficial,
while peer reviewer justify your paper for publication.

Scope

The Global Journals Inc. (US) welcome the submission of original paper, review paper, survey article relevant to the all the streams of
Philosophy and knowledge. The Global Journals Inc. (US) is parental platform for Global Journal of Computer Science and Technology,
Researches in Engineering, Medical Research, Science Frontier Research, Human Social Science, Management, and Business organization.
The choice of specific field can be done otherwise as following in Abstracting and Indexing Page on this Website. As the all Global
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Journals Inc. (US) are being abstracted and indexed (in process) by most of the reputed organizations. Topics of only narrow interest will
not be accepted unless they have wider potential or consequences.

2. ETHICAL GUIDELINES
Authors should follow the ethical guidelines as mentioned below for publication of research paper and research activities.

Papers are accepted on strict understanding that the material in whole or in part has not been, nor is being, considered for publication
elsewhere. If the paper once accepted by Global Journals Inc. (US) and Editorial Board, will become the copyright of the Global Journals
Inc. (US).

Authorship: The authors and coauthors should have active contribution to conception design, analysis and interpretation of findings.
They should critically review the contents and drafting of the paper. All should approve the final version of the paper before
submission

The Global Journals Inc. (US) follows the definition of authorship set up by the Global Academy of Research and Development. According
to the Global Academy of R&D authorship, criteria must be based on:

1) Substantial contributions to conception and acquisition of data, analysis and interpretation of the findings.
2) Drafting the paper and revising it critically regarding important academic content.
3) Final approval of the version of the paper to be published.

All authors should have been credited according to their appropriate contribution in research activity and preparing paper. Contributors
who do not match the criteria as authors may be mentioned under Acknowledgement.

Acknowledgements: Contributors to the research other than authors credited should be mentioned under acknowledgement. The
specifications of the source of funding for the research if appropriate can be included. Suppliers of resources may be mentioned along
with address.

Appeal of Decision: The Editorial Board’s decision on publication of the paper is final and cannot be appealed elsewhere.

Permissions: It is the author's responsibility to have prior permission if all or parts of earlier published illustrations are used in this
paper.

Please mention proper reference and appropriate acknowledgements wherever expected.

If all or parts of previously published illustrations are used, permission must be taken from the copyright holder concerned. It is the
author's responsibility to take these in writing.

Approval for reproduction/modification of any information (including figures and tables) published elsewhere must be obtained by the
authors/copyright holders before submission of the manuscript. Contributors (Authors) are responsible for any copyright fee involved.

3. SUBMISSION OF MANUSCRIPTS

Manuscripts should be uploaded via this online submission page. The online submission is most efficient method for submission of
papers, as it enables rapid distribution of manuscripts and consequently speeds up the review procedure. It also enables authors to
know the status of their own manuscripts by emailing us. Complete instructions for submitting a paper is available below.

Manuscript submission is a systematic procedure and little preparation is required beyond having all parts of your manuscript in a given
format and a computer with an Internet connection and a Web browser. Full help and instructions are provided on-screen. As an author,
you will be prompted for login and manuscript details as Field of Paper and then to upload your manuscript file(s) according to the
instructions.
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To avoid postal delays, all transaction is preferred by e-mail. A finished manuscript submission is confirmed by e-mail immediately and
your paper enters the editorial process with no postal delays. When a conclusion is made about the publication of your paper by our
Editorial Board, revisions can be submitted online with the same procedure, with an occasion to view and respond to all comments.

Complete support for both authors and co-author is provided.

4. MANUSCRIPT’S CATEGORY

Based on potential and nature, the manuscript can be categorized under the following heads:
Original research paper: Such papers are reports of high-level significant original research work.
Review papers: These are concise, significant but helpful and decisive topics for young researchers.
Research articles: These are handled with small investigation and applications

Research letters: The letters are small and concise comments on previously published matters.

5.STRUCTURE AND FORMAT OF MANUSCRIPT

The recommended size of original research paper is less than seven thousand words, review papers fewer than seven thousands words
also.Preparation of research paper or how to write research paper, are major hurdle, while writing manuscript. The research articles and
research letters should be fewer than three thousand words, the structure original research paper; sometime review paper should be as
follows:

Papers: These are reports of significant research (typically less than 7000 words equivalent, including tables, figures, references), and
comprise:

(a)Title should be relevant and commensurate with the theme of the paper.

(b) A brief Summary, “Abstract” (less than 150 words) containing the major results and conclusions.

(c) Up to ten keywords, that precisely identifies the paper's subject, purpose, and focus.

(d) An Introduction, giving necessary background excluding subheadings; objectives must be clearly declared.

(e) Resources and techniques with sufficient complete experimental details (wherever possible by reference) to permit repetition;
sources of information must be given and numerical methods must be specified by reference, unless non-standard.

(f) Results should be presented concisely, by well-designed tables and/or figures; the same data may not be used in both; suitable
statistical data should be given. All data must be obtained with attention to numerical detail in the planning stage. As reproduced design
has been recognized to be important to experiments for a considerable time, the Editor has decided that any paper that appears not to
have adequate numerical treatments of the data will be returned un-refereed;

(g) Discussion should cover the implications and consequences, not just recapitulating the results; conclusions should be summarizing.
(h) Brief Acknowledgements.
(i) References in the proper form.

Authors should very cautiously consider the preparation of papers to ensure that they communicate efficiently. Papers are much more
likely to be accepted, if they are cautiously designed and laid out, contain few or no errors, are summarizing, and be conventional to the
approach and instructions. They will in addition, be published with much less delays than those that require much technical and editorial
correction.
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The Editorial Board reserves the right to make literary corrections and to make suggestions to improve briefness.
It is vital, that authors take care in submitting a manuscript that is written in simple language and adheres to published guidelines.
Format

Language: The language of publication is UK English. Authors, for whom English is a second language, must have their manuscript
efficiently edited by an English-speaking person before submission to make sure that, the English is of high excellence. It is preferable,
that manuscripts should be professionally edited.

Standard Usage, Abbreviations, and Units: Spelling and hyphenation should be conventional to The Concise Oxford English Dictionary.
Statistics and measurements should at all times be given in figures, e.g. 16 min, except for when the number begins a sentence. When
the number does not refer to a unit of measurement it should be spelt in full unless, it is 160 or greater.

Abbreviations supposed to be used carefully. The abbreviated name or expression is supposed to be cited in full at first usage, followed
by the conventional abbreviation in parentheses.

Metric SI units are supposed to generally be used excluding where they conflict with current practice or are confusing. For illustration,
1.4 | rather than 1.4 x 10-3 m3, or 4 mm somewhat than 4 x 10-3 m. Chemical formula and solutions must identify the form used, e.g.
anhydrous or hydrated, and the concentration must be in clearly defined units. Common species names should be followed by
underlines at the first mention. For following use the generic name should be constricted to a single letter, if it is clear.

Structure
All manuscripts submitted to Global Journals Inc. (US), ought to include:

Title: The title page must carry an instructive title that reflects the content, a running title (less than 45 characters together with spaces),
names of the authors and co-authors, and the place(s) wherever the work was carried out. The full postal address in addition with the e-
mail address of related author must be given. Up to eleven keywords or very brief phrases have to be given to help data retrieval, mining
and indexing.

Abstract, used in Original Papers and Reviews:
Optimizing Abstract for Search Engines

Many researchers searching for information online will use search engines such as Google, Yahoo or similar. By optimizing your paper for
search engines, you will amplify the chance of someone finding it. This in turn will make it more likely to be viewed and/or cited in a
further work. Global Journals Inc. (US) have compiled these guidelines to facilitate you to maximize the web-friendliness of the most
public part of your paper.

Key Words

A major linchpin in research work for the writing research paper is the keyword search, which one will employ to find both library and
Internet resources.

One must be persistent and creative in using keywords. An effective keyword search requires a strategy and planning a list of possible
keywords and phrases to try.

Search engines for most searches, use Boolean searching, which is somewhat different from Internet searches. The Boolean search uses
"operators," words (and, or, not, and near) that enable you to expand or narrow your affords. Tips for research paper while preparing

research paper are very helpful guideline of research paper.

Choice of key words is first tool of tips to write research paper. Research paper writing is an art.A few tips for deciding as strategically as
possible about keyword search:
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e One should start brainstorming lists of possible keywords before even begin searching. Think about the most
important concepts related to research work. Ask, "What words would a source have to include to be truly
valuable in research paper?" Then consider synonyms for the important words.

e It may take the discovery of only one relevant paper to let steer in the right keyword direction because in most
databases, the keywords under which a research paper is abstracted are listed with the paper.

e  One should avoid outdated words.

Keywords are the key that opens a door to research work sources. Keyword searching is an art in which researcher's skills are
bound to improve with experience and time.

Numerical Methods: Numerical methods used should be clear and, where appropriate, supported by references.

Acknowledgements: Please make these as concise as possible.

References

References follow the Harvard scheme of referencing. References in the text should cite the authors' names followed by the time of their
publication, unless there are three or more authors when simply the first author's name is quoted followed by et al. unpublished work
has to only be cited where necessary, and only in the text. Copies of references in press in other journals have to be supplied with
submitted typescripts. It is necessary that all citations and references be carefully checked before submission, as mistakes or omissions
will cause delays.

References to information on the World Wide Web can be given, but only if the information is available without charge to readers on an
official site. Wikipedia and Similar websites are not allowed where anyone can change the information. Authors will be asked to make
available electronic copies of the cited information for inclusion on the Global Journals Inc. (US) homepage at the judgment of the
Editorial Board.

The Editorial Board and Global Journals Inc. (US) recommend that, citation of online-published papers and other material should be done
via a DOI (digital object identifier). If an author cites anything, which does not have a DOI, they run the risk of the cited material not
being noticeable.

The Editorial Board and Global Journals Inc. (US) recommend the use of a tool such as Reference Manager for reference management
and formatting.

Tables, Figures and Figure Legends

Tables: Tables should be few in number, cautiously designed, uncrowned, and include only essential data. Each must have an Arabic
number, e.g. Table 4, a self-explanatory caption and be on a separate sheet. Vertical lines should not be used.

Figures: Figures are supposed to be submitted as separate files. Always take in a citation in the text for each figure using Arabic numbers,
e.g. Fig. 4. Artwork must be submitted online in electronic form by e-mailing them.

Preparation of Electronic Figures for Publication

Even though low quality images are sufficient for review purposes, print publication requires high quality images to prevent the final
product being blurred or fuzzy. Submit (or e-mail) EPS (line art) or TIFF (halftone/photographs) files only. MS PowerPoint and Word
Graphics are unsuitable for printed pictures. Do not use pixel-oriented software. Scans (TIFF only) should have a resolution of at least 350
dpi (halftone) or 700 to 1100 dpi (line drawings) in relation to the imitation size. Please give the data for figures in black and white or
submit a Color Work Agreement Form. EPS files must be saved with fonts embedded (and with a TIFF preview, if possible).

For scanned images, the scanning resolution (at final image size) ought to be as follows to ensure good reproduction: line art: >650 dpi;
halftones (including gel photographs) : >350 dpi; figures containing both halftone and line images: >650 dpi.

Color Charges: It is the rule of the Global Journals Inc. (US) for authors to pay the full cost for the reproduction of their color artwork.
Hence, please note that, if there is color artwork in your manuscript when it is accepted for publication, we would require you to
complete and return a color work agreement form before your paper can be published.
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Figure Legends: Self-explanatory legends of all figures should be incorporated separately under the heading 'Legends to Figures'. In the
full-text online edition of the journal, figure legends may possibly be truncated in abbreviated links to the full screen version. Therefore,
the first 100 characters of any legend should notify the reader, about the key aspects of the figure.

6. AFTER ACCEPTANCE

Upon approval of a paper for publication, the manuscript will be forwarded to the dean, who is responsible for the publication of the
Global Journals Inc. (US).

6.1 Proof Corrections

The corresponding author will receive an e-mail alert containing a link to a website or will be attached. A working e-mail address must
therefore be provided for the related author.

Acrobat Reader will be required in order to read this file. This software can be downloaded
(Free of charge) from the following website:

www.adobe.com/products/acrobat/readstep2.html. This will facilitate the file to be opened, read on screen, and printed out in order for
any corrections to be added. Further instructions will be sent with the proof.

Proofs must be returned to the dean at dean@globaljournals.org within three days of receipt.

As changes to proofs are costly, we inquire that you only correct typesetting errors. All illustrations are retained by the publisher. Please
note that the authors are responsible for all statements made in their work, including changes made by the copy editor.

6.2 Early View of Global Journals Inc. (US) (Publication Prior to Print)

The Global Journals Inc. (US) are enclosed by our publishing's Early View service. Early View articles are complete full-text articles sent in
advance of their publication. Early View articles are absolute and final. They have been completely reviewed, revised and edited for
publication, and the authors' final corrections have been incorporated. Because they are in final form, no changes can be made after
sending them. The nature of Early View articles means that they do not yet have volume, issue or page numbers, so Early View articles
cannot be cited in the conventional way.

6.3 Author Services

Online production tracking is available for your article through Author Services. Author Services enables authors to track their article -
once it has been accepted - through the production process to publication online and in print. Authors can check the status of their
articles online and choose to receive automated e-mails at key stages of production. The authors will receive an e-mail with a unique link
that enables them to register and have their article automatically added to the system. Please ensure that a complete e-mail address is
provided when submitting the manuscript.

6.4 Author Material Archive Policy

Please note that if not specifically requested, publisher will dispose off hardcopy & electronic information submitted, after the two
months of publication. If you require the return of any information submitted, please inform the Editorial Board or dean as soon as
possible.

6.5 Offprint and Extra Copies

A PDF offprint of the online-published article will be provided free of charge to the related author, and may be distributed according to
the Publisher's terms and conditions. Additional paper offprint may be ordered by emailing us at: editor@globaljournals.org .

You must strictly follow above Author Guidelines before submitting your paper or else we will not at all be responsible for any
corrections in future in any of the way.
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Before start writing a good quality Computer Science Research Paper, let us first understand what is Computer Science Research Paper?
So, Computer Science Research Paper is the paper which is written by professionals or scientists who are associated to Computer Science
and Information Technology, or doing research study in these areas. If you are novel to this field then you can consult about this field
from your supervisor or guide.

TECHNIQUES FOR WRITING A GOOD QUALITY RESEARCH PAPER:

1. Choosing the topic: In most cases, the topic is searched by the interest of author but it can be also suggested by the guides. You can
have several topics and then you can judge that in which topic or subject you are finding yourself most comfortable. This can be done by
asking several questions to yourself, like Will | be able to carry our search in this area? Will | find all necessary recourses to accomplish
the search? Will | be able to find all information in this field area? If the answer of these types of questions will be "Yes" then you can
choose that topic. In most of the cases, you may have to conduct the surveys and have to visit several places because this field is related
to Computer Science and Information Technology. Also, you may have to do a lot of work to find all rise and falls regarding the various
data of that subject. Sometimes, detailed information plays a vital role, instead of short information.

2. Evaluators are human: First thing to remember that evaluators are also human being. They are not only meant for rejecting a paper.
They are here to evaluate your paper. So, present your Best.

3. Think Like Evaluators: If you are in a confusion or getting demotivated that your paper will be accepted by evaluators or not, then
think and try to evaluate your paper like an Evaluator. Try to understand that what an evaluator wants in your research paper and
automatically you will have your answer.

4. Make blueprints of paper: The outline is the plan or framework that will help you to arrange your thoughts. It will make your paper
logical. But remember that all points of your outline must be related to the topic you have chosen.

5. Ask your Guides: If you are having any difficulty in your research, then do not hesitate to share your difficulty to your guide (if you
have any). They will surely help you out and resolve your doubts. If you can't clarify what exactly you require for your work then ask the
supervisor to help you with the alternative. He might also provide you the list of essential readings.

6. Use of computer is recommended: As you are doing research in the field of Computer Science, then this point is quite obvious.
7. Use right software: Always use good quality software packages. If you are not capable to judge good software then you can lose

quality of your paper unknowingly. There are various software programs available to help you, which you can get through Internet.

8. Use the Internet for help: An excellent start for your paper can be by using the Google. It is an excellent search engine, where you can
have your doubts resolved. You may also read some answers for the frequent question how to write my research paper or find model
research paper. From the internet library you can download books. If you have all required books make important reading selecting and
analyzing the specified information. Then put together research paper sketch out.

9. Use and get big pictures: Always use encyclopedias, Wikipedia to get pictures so that you can go into the depth.

10. Bookmarks are useful: When you read any book or magazine, you generally use bookmarks, right! It is a good habit, which helps to
not to lose your continuity. You should always use bookmarks while searching on Internet also, which will make your search easier.

11. Revise what you wrote: When you write anything, always read it, summarize it and then finalize it.
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12. Make all efforts: Make all efforts to mention what you are going to write in your paper. That means always have a good start. Try to
mention everything in introduction, that what is the need of a particular research paper. Polish your work by good skill of writing and
always give an evaluator, what he wants.

13. Have backups: When you are going to do any important thing like making research paper, you should always have backup copies of it
either in your computer or in paper. This will help you to not to lose any of your important.

14. Produce good diagrams of your own: Always try to include good charts or diagrams in your paper to improve quality. Using several
and unnecessary diagrams will degrade the quality of your paper by creating "hotchpotch." So always, try to make and include those
diagrams, which are made by your own to improve readability and understandability of your paper.

15. Use of direct quotes: When you do research relevant to literature, history or current affairs then use of quotes become essential but
if study is relevant to science then use of quotes is not preferable.

16. Use proper verb tense: Use proper verb tenses in your paper. Use past tense, to present those events that happened. Use present
tense to indicate events that are going on. Use future tense to indicate future happening events. Use of improper and wrong tenses will
confuse the evaluator. Avoid the sentences that are incomplete.

17. Never use online paper: If you are getting any paper on Internet, then never use it as your research paper because it might be
possible that evaluator has already seen it or maybe it is outdated version.

18. Pick a good study spot: To do your research studies always try to pick a spot, which is quiet. Every spot is not for studies. Spot that
suits you choose it and proceed further.

19. Know what you know: Always try to know, what you know by making objectives. Else, you will be confused and cannot achieve your
target.

20. Use good quality grammar: Always use a good quality grammar and use words that will throw positive impact on evaluator. Use of
good quality grammar does not mean to use tough words, that for each word the evaluator has to go through dictionary. Do not start
sentence with a conjunction. Do not fragment sentences. Eliminate one-word sentences. Ignore passive voice. Do not ever use a big
word when a diminutive one would suffice. Verbs have to be in agreement with their subjects. Prepositions are not expressions to finish
sentences with. It is incorrect to ever divide an infinitive. Avoid clichés like the disease. Also, always shun irritating alliteration. Use
language that is simple and straight forward. put together a neat summary.

21. Arrangement of information: Each section of the main body should start with an opening sentence and there should be a
changeover at the end of the section. Give only valid and powerful arguments to your topic. You may also maintain your arguments with

records.

22. Never start in last minute: Always start at right time and give enough time to research work. Leaving everything to the last minute
will degrade your paper and spoil your work.

23. Multitasking in research is not good: Doing several things at the same time proves bad habit in case of research activity. Research is
an area, where everything has a particular time slot. Divide your research work in parts and do particular part in particular time slot.

24. Never copy others' work: Never copy others' work and give it your name because if evaluator has seen it anywhere you will be in
trouble.

25. Take proper rest and food: No matter how many hours you spend for your research activity, if you are not taking care of your health
then all your efforts will be in vain. For a quality research, study is must, and this can be done by taking proper rest and food.

26. Go for seminars: Attend seminars if the topic is relevant to your research area. Utilize all your resources.
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27. Refresh your mind after intervals: Try to give rest to your mind by listening to soft music or by sleeping in intervals. This will also
improve your memory.

28. Make colleagues: Always try to make colleagues. No matter how sharper or intelligent you are, if you make colleagues you can have
several ideas, which will be helpful for your research.

29. Think technically: Always think technically. If anything happens, then search its reasons, its benefits, and demerits.

30. Think and then print: When you will go to print your paper, notice that tables are not be split, headings are not detached from their
descriptions, and page sequence is maintained.

31. Adding unnecessary information: Do not add unnecessary information, like, | have used MS Excel to draw graph. Do not add
irrelevant and inappropriate material. These all will create superfluous. Foreign terminology and phrases are not apropos. One should
NEVER take a broad view. Analogy in script is like feathers on a snake. Not at all use a large word when a very small one would be
sufficient. Use words properly, regardless of how others use them. Remove quotations. Puns are for kids, not grunt readers.
Amplification is a billion times of inferior quality than sarcasm.

32. Never oversimplify everything: To add material in your research paper, never go for oversimplification. This will definitely irritate the
evaluator. Be more or less specific. Also too, by no means, ever use rhythmic redundancies. Contractions aren't essential and shouldn't
be there used. Comparisons are as terrible as clichés. Give up ampersands and abbreviations, and so on. Remove commas, that are, not
necessary. Parenthetical words however should be together with this in commas. Understatement is all the time the complete best way
to put onward earth-shaking thoughts. Give a detailed literary review.

33. Report concluded results: Use concluded results. From raw data, filter the results and then conclude your studies based on
measurements and observations taken. Significant figures and appropriate number of decimal places should be used. Parenthetical
remarks are prohibitive. Proofread carefully at final stage. In the end give outline to your arguments. Spot out perspectives of further
study of this subject. Justify your conclusion by at the bottom of them with sufficient justifications and examples.

34. After conclusion: Once you have concluded your research, the next most important step is to present your findings. Presentation is
extremely important as it is the definite medium though which your research is going to be in print to the rest of the crowd. Care should
be taken to categorize your thoughts well and present them in a logical and neat manner. A good quality research paper format is
essential because it serves to highlight your research paper and bring to light all necessary aspects in your research.

INFORMAL GUIDELINES OF RESEARCH PAPER WRITING

Key points to remember:

®  Submit all work in its final form.
e Write your paper in the form, which is presented in the guidelines using the template.
e  Please note the criterion for grading the final paper by peer-reviewers.

Final Points:

A purpose of organizing a research paper is to let people to interpret your effort selectively. The journal requires the following sections,
submitted in the order listed, each section to start on a new page.

The introduction will be compiled from reference matter and will reflect the design processes or outline of basis that direct you to make
study. As you will carry out the process of study, the method and process section will be constructed as like that. The result segment will
show related statistics in nearly sequential order and will direct the reviewers next to the similar intellectual paths throughout the data
that you took to carry out your study. The discussion section will provide understanding of the data and projections as to the implication
of the results. The use of good quality references all through the paper will give the effort trustworthiness by representing an alertness
of prior workings.
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Writing a research paper is not an easy job no matter how trouble-free the actual research or concept. Practice, excellent preparation,
and controlled record keeping are the only means to make straightforward the progression.

General style:

Specific editorial column necessities for compliance of a manuscript will always take over from directions in these general guidelines.

To make a paper clear

- Adhere to recommended page limits
Mistakes to evade

® |Insertion a title at the foot of a page with the subsequent text on the next page
e  Separating a table/chart or figure - impound each figure/table to a single page
e  Submitting a manuscript with pages out of sequence

In every sections of your document
- Use standard writing style including articles ("a", "the," etc.)

- Keep on paying attention on the research topic of the paper

- Use paragraphs to split each significant point (excluding for the abstract)

- Align the primary line of each section

- Present your points in sound order

- Use present tense to report well accepted

- Use past tense to describe specific results

- Shun familiar wording, don't address the reviewer directly, and don't use slang, slang language, or superlatives

- Shun use of extra pictures - include only those figures essential to presenting results

Title Page:

Choose a revealing title. It should be short. It should not have non-standard acronyms or abbreviations. It should not exceed two printed
lines. It should include the name(s) and address (es) of all authors.
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Abstract:

The summary should be two hundred words or less. It should briefly and clearly explain the key findings reported in the manuscript--
must have precise statistics. It should not have abnormal acronyms or abbreviations. It should be logical in itself. Shun citing references
at this point.

An abstract is a brief distinct paragraph summary of finished work or work in development. In a minute or less a reviewer can be taught
the foundation behind the study, common approach to the problem, relevant results, and significant conclusions or new questions.

Write your summary when your paper is completed because how can you write the summary of anything which is not yet written?
Wealth of terminology is very essential in abstract. Yet, use comprehensive sentences and do not let go readability for briefness. You can
maintain it succinct by phrasing sentences so that they provide more than lone rationale. The author can at this moment go straight to
shortening the outcome. Sum up the study, with the subsequent elements in any summary. Try to maintain the initial two items to no
more than one ruling each.

®  Reason of the study - theory, overall issue, purpose

®  Fundamental goal

®  To the point depiction of the research

®  Consequences, including definite statistics - if the consequences are quantitative in nature, account quantitative data; results
of any numerical analysis should be reported

e  Significant conclusions or questions that track from the research(es)

Approach:
®  Single section, and succinct
® Asaoutline of job done, it is always written in past tense
® A conceptual should situate on its own, and not submit to any other part of the paper such as a form or table
®  Center on shortening results - bound background information to a verdict or two, if completely necessary
e  What you account in an conceptual must be regular with what you reported in the manuscript

e  Exact spelling, clearness of sentences and phrases, and appropriate reporting of quantities (proper units, important statistics)
are just as significant in an abstract as they are anywhere else

Introduction:

The Introduction should "introduce" the manuscript. The reviewer should be presented with sufficient background information to be
capable to comprehend and calculate the purpose of your study without having to submit to other works. The basis for the study should
be offered. Give most important references but shun difficult to make a comprehensive appraisal of the topic. In the introduction,
describe the problem visibly. If the problem is not acknowledged in a logical, reasonable way, the reviewer will have no attention in your
result. Speak in common terms about techniques used to explain the problem, if needed, but do not present any particulars about the
protocols here. Following approach can create a valuable beginning:

Explain the value (significance) of the study

e  Shield the model - why did you employ this particular system or method? What is its compensation? You strength remark on its
appropriateness from a abstract point of vision as well as point out sensible reasons for using it.

®  Present a justification. Status your particular theory (es) or aim(s), and describe the logic that led you to choose them.

® Very for a short time explain the tentative propose and how it skilled the declared objectives.

Approach:
®  Use past tense except for when referring to recognized facts. After all, the manuscript will be submitted after the entire job is
done.

®  Sort out your thoughts; manufacture one key point with every section. If you make the four points listed above, you will need a
least of four paragraphs.
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®  Present surroundings information only as desirable in order hold up a situation. The reviewer does not desire to read the
whole thing you know about a topic.

e  Shape the theory/purpose specifically - do not take a broad view.

®  Asalways, give awareness to spelling, simplicity and correctness of sentences and phrases.

Procedures (Methods and Materials):

This part is supposed to be the easiest to carve if you have good skills. A sound written Procedures segment allows a capable scientist to
replacement your results. Present precise information about your supplies. The suppliers and clarity of reagents can be helpful bits of
information. Present methods in sequential order but linked methodologies can be grouped as a segment. Be concise when relating the
protocols. Attempt for the least amount of information that would permit another capable scientist to spare your outcome but be
cautious that vital information is integrated. The use of subheadings is suggested and ought to be synchronized with the results section.
When a technique is used that has been well described in another object, mention the specific item describing a way but draw the basic
principle while stating the situation. The purpose is to text all particular resources and broad procedures, so that another person may
use some or all of the methods in one more study or referee the scientific value of your work. It is not to be a step by step report of the
whole thing you did, nor is a methods section a set of orders.

Materials:

®  Explain materials individually only if the study is so complex that it saves liberty this way.
e  Embrace particular materials, and any tools or provisions that are not frequently found in laboratories.
® Do not take in frequently found.

e If use of a definite type of tools.

e  Materials may be reported in a part section or else they may be recognized along with your measures.
Methods:

e  Report the method (not particulars of each process that engaged the same methodology)

®  Describe the method entirely

To be succinct, present methods under headings dedicated to specific dealings or groups of measures

¢ Simplify - details how procedures were completed not how they were exclusively performed on a particular day.
If well known procedures were used, account the procedure by name, possibly with reference, and that's all.

Approach:

® |t is embarrassed or not possible to use vigorous voice when documenting methods with no using first person, which would
focus the reviewer's interest on the researcher rather than the job. As a result when script up the methods most authors use
third person passive voice.

®  Use standard style in this and in every other part of the paper - avoid familiar lists, and use full sentences.

What to keep away from

®  Resources and methods are not a set of information.
®  Skip all descriptive information and surroundings - save it for the argument.
®  |leave out information that is immaterial to a third party.

Results:

The principle of a results segment is to present and demonstrate your conclusion. Create this part a entirely objective details of the
outcome, and save all understanding for the discussion.

The page length of this segment is set by the sum and types of data to be reported. Carry on to be to the point, by means of statistics and
tables, if suitable, to present consequences most efficiently.You must obviously differentiate material that would usually be incorporated

in a study editorial from any unprocessed data or additional appendix matter that would not be available. In fact, such matter should not
be submitted at all except requested by the instructor.
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Content

Sum up your conclusion in text and demonstrate them, if suitable, with figures and tables.
In manuscript, explain each of your consequences, point the reader to remarks that are most appropriate.
Present a background, such as by describing the question that was addressed by creation an exacting study.
Explain results of control experiments and comprise remarks that are not accessible in a prescribed figure or table, if
appropriate.

e  Examine your data, then prepare the analyzed (transformed) data in the form of a figure (graph), table, or in manuscript form.
What to stay away from

® Do not discuss or infer your outcome, report surroundings information, or try to explain anything.
L] Not at all, take in raw data or intermediate calculations in a research manuscript.

® Do not present the similar data more than once.
®  Manuscript should complement any figures or tables, not duplicate the identical information.

®  Never confuse figures with tables - there is a difference.
Approach

e Asforever, use past tense when you submit to your results, and put the whole thing in a reasonable order.
e  Put figures and tables, appropriately numbered, in order at the end of the report

e |f you desire, you may place your figures and tables properly within the text of your results part.
Figures and tables

e |f you put figures and tables at the end of the details, make certain that they are visibly distinguished from any attach appendix
materials, such as raw facts

®  Despite of position, each figure must be numbered one after the other and complete with subtitle
®  |n spite of position, each table must be titled, numbered one after the other and complete with heading

e Allfigure and table must be adequately complete that it could situate on its own, divide from text
Discussion:

The Discussion is expected the trickiest segment to write and describe. A lot of papers submitted for journal are discarded based on
problems with the Discussion. There is no head of state for how long a argument should be. Position your understanding of the outcome
visibly to lead the reviewer through your conclusions, and then finish the paper with a summing up of the implication of the study. The
purpose here is to offer an understanding of your results and hold up for all of your conclusions, using facts from your research and
generally  accepted information, if  suitable.  The implication of  result  should be  visibly  described.
Infer your data in the conversation in suitable depth. This means that when you clarify an observable fact you must explain mechanisms
that may account for the observation. If your results vary from your prospect, make clear why that may have happened. If your results
agree, then explain the theory that the proof supported. It is never suitable to just state that the data approved with prospect, and let it
drop at that.

®  Make a decision if each premise is supported, discarded, or if you cannot make a conclusion with assurance. Do not just dismiss
a study or part of a study as "uncertain."

®  Research papers are not acknowledged if the work is imperfect. Draw what conclusions you can based upon the results that
you have, and take care of the study as a finished work

®  You may propose future guidelines, such as how the experiment might be personalized to accomplish a new idea.

®  Give details all of your remarks as much as possible, focus on mechanisms.

®  Make a decision if the tentative design sufficiently addressed the theory, and whether or not it was correctly restricted.
®  Tryto present substitute explanations if sensible alternatives be present.

®  One research will not counter an overall question, so maintain the large picture in mind, where do you go next? The best
studies unlock new avenues of study. What questions remain?

e  Recommendations for detailed papers will offer supplementary suggestions.
Approach:

®  When you refer to information, differentiate data generated by your own studies from available information
®  Submit to work done by specific persons (including you) in past tense.
= Submit to generally acknowledged facts and main beliefs in present tense.
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THE ADMINISTRATION RULES

Please carefully note down following rules and regulation before submitting your Research Paper to Global Journals Inc. (US):

Segment Draft and Final Research Paper: You have to strictly follow the template of research paper. If it is not done your paper may get

rejected.

. The major constraint is that you must independently make all content, tables, graphs, and facts that are offered in the paper.
You must write each part of the paper wholly on your own. The Peer-reviewers need to identify your own perceptive of the
concepts in your own terms. NEVER extract straight from any foundation, and never rephrase someone else's analysis.

e Do not give permission to anyone else to "PROOFREAD" your manuscript.

®  Methods to avoid Plagiarism is applied by us on every paper, if found guilty, you will be blacklisted by all of our collaborated
research groups, your institution will be informed for this and strict legal actions will be taken immediately.)
®  To guard yourself and others from possible illegal use please do not permit anyone right to use to your paper and files.
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Please note that following table is only a Grading of "Paper Compilation" and not on "Performed/Stated Research" whose grading
solely depends on Individual Assigned Peer Reviewer and Editorial Board Member. These can be available only on request and after

CRITERION FOR GRADING A RESEARCH PAPER (COMPILATION)
BY GLOBAL JOURNALS INC. (US)

decision of Paper. This report will be the property of Global Journals Inc. (US).

Abstract

Introduction

Methods
Procedures

Result

Discussion

References

XXIII

Grades

Clear and concise with
appropriate content, Correct

format. 200 words or below

Containing all background
details with clear goal and
appropriate  details, flow
specification, no grammar
and spelling mistake, well
organized sentence and

paragraph, reference cited

Clear and to the point with
well arranged paragraph,
precision and accuracy of
facts and figures, well

organized subheads

Well organized, Clear and
specific, Correct units with
precision, correct data, well
structuring of paragraph, no
grammar and
mistake

spelling

Well organized, meaningful
specification, sound
conclusion, logical and

concise explanation, highly

structured paragraph
reference cited
Complete and correct

format, well organized

Unclear summary and no
specific data, Incorrect form

Above 200 words

Unclear and confusing data,
appropriate format, grammar
and spelling errors with
unorganized matter

Difficult to comprehend with
embarrassed text, too much
explanation but completed

Complete and embarrassed
text, difficult to comprehend

Wordy, unclear conclusion,
spurious

Beside the point, Incomplete

E-F

No specific data with ambiguous
information

Above 250 words

Out of place depth and content,
hazy format

Incorrect  and unorganized

structure with hazy meaning

Irregular format with wrong facts
and figures

Conclusion is not cited,
unorganized, difficult to

comprehend

Wrong format and structuring
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