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An Examination of Florida Hospices: Does For-Profit or 
Nonprofit Status Impact the Quality of Patient Care?   

 By Dr. Bettina M. Mrusek 
 Embry Riddle Aeronautical University, United States 

Abstract- When the Medicare Hospice Benefit program was initially introduced, the market was 
dominated by non-profit hospices. Today, however, this is no longer the case. Although 
nonprofits are often associated with a higher quality of care, the financial incentives created by 
the Medicare Hospice Benefit program have resulted with a for-profit dominated market. The 
specific problem examined was the impact of organizational constructs on the quality of patient 
care in the state of Florida. The purpose of this study was to determine whether any significant 
differences were present in the quality of hospice patient care resulting from differing ownership 
types utilizing a Contingency Theory approach. A quantitative comparative analysis was 
conducted utilizing descriptive statistics and ANOVA analyses. The participants for the study 
included all licensed Florida hospices that submitted the State of Florida Department of Elder 
Affairs Hospice Demographic and Outcome Measures Report between 2010 and 2015. The 
findings indicated an underrepresentation of for-profit hospices in the state of Florida, with no 
statistically significant differences between the quality of care in for-profit and nonprofit hospices. 
Both of these findings are inconsistent with previous research.  
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An Examination of Florida Hospices: Does             
For-Profit or Nonprofit Status Impact the Quality 

of Patient Care? 
 

Abstract- When the Medicare Hospice Benefit program was 
initially introduced, the market was dominated by non-profit 
hospices. Today, however, this is no longer the case.  
Although nonprofits are often associated with a higher quality 
of care, the financial incentives created by the Medicare 
Hospice Benefit program have resulted with a for-profit 
dominated market. The specific problem examined was the 
impact of organizational constructs on the quality of patient 
care in the state of Florida.  The purpose of this study was to 
determine whether any significant differences were present in 
the quality of hospice patient care resulting from differing 
ownership types utilizing a Contingency Theory approach.      
A quantitative comparative analysis was conducted utilizing 
descriptive statistics and ANOVA analyses. The participants 
for the study included all licensed Florida hospices that 
submitted the State of Florida Department of Elder Affairs 
Hospice Demographic and Outcome Measures Report 
between 2010 and 2015. The findings indicated an 
underrepresentation of for-profit hospices in the state of 
Florida, with no statistically significant differences between the 
quality of care in for-profit and nonprofit hospices. Both of 
these findings are inconsistent with previous research.   

    
   

he Medicare Hospice Benefit program arose out of 
necessity in 1982; the cost of end-of-life care was 
steadily rising to a point which compromised the 

financial stability of the US healthcare industry (Centers 
for Medicare & Medicaid Services [CMS], 2015; Hughes 
& Smith, 2014; Medicare Payment Advisory Commission 
[MEDPAC], 2015). As a result, the government, via 
Medicare, introduced the Hospice Benefit program, 
which diverted the patients from expensive, curative 
treatments to those centered on pain management and 
quality of life (MEDPAC, 2015; Taylor, 2013).  Since the 
inception of the Medicare Hospice Benefit program, the 
US hospice industry has seen significant changes. Over 
the last several decades, there has been a shift in the 
organizational status (Thompson, Carlson, & Bradley, 
2012), a substantial growth in both cost and demand 
(MEDPAC, 2016), and an overall examination of the 
quality of hospice care (Gandhi, 2012;  MEDPAC, 2016). 
As a result, each of these areas have become a field of 
academic   interest   and   research  (Canavan,  Carlson, 
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Sipsma, & Bradley 2013; Noe & Forgione, 2014; 
Thompson et al., 2012).     
  When the hospice program was first 
introduced, the market was comprised mainly of 
nonprofits (MEDPAC, 2015; Noe & Forgione, 2014; 
Thompson et al., 2012).  The tax advantages of the non-
profit organizational status (Internal Revenue Service, 
2015), combined with Medicare reimbursements for 
qualified hospices (MEDPAC, 2015), created an industry 
that originally consisted mainly of non-profit hospices 
(Noe & Forgione, 2014). However, since the turn of the 
century, for-profit hospices have grown to represent 
nearly 61% of the total market share (MEDPAC, 2015; 
Thompson et al., 2012). Much of this growth is attributed 
to the profit-driven nature of for-profit hospices, as they 
seek to maximize the financial incentives of the 
Medicare Hospice Benefit (Gandhi, 2012; Noe & 
Forgione, 2014; Wachterman et al., 2011). Yet, as for-
profits entered the marketplace and sought patients who 
allowed for maximum reimbursements from Medicare 
(Gandhi, 2012; Noe & Forgione, 2014), questions 
concerning the resulting impact of this shift on the 
quality of hospice patient care arose (Gandhi, 2012; 
Noe & Forgione, 2014; Wachterman et al., 2011).  

Overall, hospice organizations, both for-profit 
and nonprofit, seek to provide terminally ill patients the 
opportunity for medical treatment centered on pain 
management, as opposed to conventional treatment 
methods (MEDPAC, 2016). The economic benefits of 
this program are evident (Kelley et al., 2013; Meier, 
2011), and despite operational differences in for-profit 
and nonprofit hospices, the emphasis placed on 
providing high quality end-of-life care remains in the 
forefront of the industry (Cabin et al., 2014; Dy et al., 
2016; Perry & Stone, 2011). As for-profit hospices seek 
to maximize the financial incentives created by the 
Medicare Hospice benefit program, thus, solidifying 
profit sustainability (Noe & Forgione, 2014), nonprofit 
hospices may be left with a disproportionate amount of 
the most-costly patients.  Those who register for hospice 
late in the course of their illness are often associated 
with shorter stays and fewer Medicare reimbursements 
(Aldridge et al., 2014), consequently increasing the 
likelihood of financial obstacles that potentially hinder 
these hospices from providing appropriate care 
(Wachterman et al., 2011). Possible reasons for the 
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decline in the quality of for-profit healthcare services 
may be due to the disproportionate number of for-profit 
hospices (Noe & Forgione, 2014), due to the financial 
incentives created by the Medicare Hospice benefit 
program (Gandhi, 2012, p. 123). According to the 
contingency theory, differences in organizational 
constructs, result with varying levels of organizational 
output (Luthans & Stewart, 1977), in this case, the 
quality of hospice patient care. Future research is 
needed to examine the impact of these constructs on 
the quality of hospice patient care, in order to ensure 
patient needs are adequately met (Dy et al., 2015; Noe 
& Forgione, 2014; Thompson et al., 2012).  The absence 
of academic research in this area may result in a for-
profit dominated industry, which fails to support the 
intent of the Medicare Hospice Benefit program 
(Thompson et al., 2012); to minimize costs while 
maintaining quality end-of-life care (Cabin et al., 2014; 
MEDPAC, 2015). 

II. Theoretical Framework 

 The theoretical framework for the study was 
based on the Contingency theory, a traditional, situation-
dependent theory of management. The Contingency 
theory holds that organizational performance is a 
function of the interactions between a firm’s internal and 
external constructs (Luthans & Stewart, 1977).  Luthans 
and Stewart (1977) categorize these constructs as 
environmental, resource, and management practices.  A 
mathematical illustration of the Contingency Theory is 
reported as such; P = f (ERM) (Longnecker & Pringle, 
1978). 

One noted construct utilized in the Contingency 
theory is the impact of management constructs, such as 
personnel who have authority to make decisions related 
to organizational performance (Longnecker & Pringle, 
1978).  For example, those with the ability to alter 
processes, schedules, or objectives are considered 
management constructs (Longnecker & Pringle, 1978). 
The differences in organizational operations of for-profit 
and nonprofit hospices, make ownership type an 
appropriate management construct. The ability to 
include specific, research-based constructs, 
demonstrates the versatility of the theory. Given that 
performance is a function of individual constructs, the 
researcher has the ability to manipulate certain 
elements, in an effort to explore the potential differences 
in organizational performance. 

III.
 Research Questions 

The different operating environments of for-
profit and nonprofit organizations provided the basis for 
this examination. Below is the stated research question, 
with accompanying hypotheses. No prior assumptions 
were made regarding the directionality of potential 

differences in the quality of hospice patient care 
between for-profit and nonprofits. 

Q1. What is the difference, if any, between the quality of 
hospice patient care in for-profit hospices and nonprofit 
hospices in the state of Florida? 
H10

H1

. There is no statistically significant difference 
between the quality of hospice patient care in for-profit 
hospices and nonprofit hospices in the state of Florida.  

a

IV. Research Methods and Data 

. There is a statistically significant difference 
between the quality of hospice patient care in for-profit 
hospices and nonprofit hospices in the state of Florida. 

Quantitative studies are used to test the 
objective theories, by examining the potential 
relationships between identified variables (Black, 1999).  
The theory that was tested in this study was the 
Contingency theory, which states that organizational 
performance is a function of the interactions between a 
firm’s internal and external constructs (Luthans & 
Stewart, 1977). The independent variables that were 
used to test this theory were ownership status (either 
for-profit or nonprofit).  The dependent variable was the 
quality of hospice patient care. The quality of care was 
derived from a state-developed and validated survey 
instrument, the State of Florida Department of Elder 
Affairs Hospice Demographic, and Outcome Measure 
Report, the results of which are published annually 
(http://elderaffairs.state.fl.us/doea/reports_eval_hr.php).  
The percentage of each of the three hospice quality of 
patient care outcome measures served as the 
dependent variables, each of which was examined 
separately. The survey was developed by the Agency for 
Healthcare Administration (AHCA), the chief health 
policy, and planning entity for the state (AHCA, 2016).  
The agency also worked closely with the Department of 
Elder Affairs, Florida’s official State Unit on Aging 
(DOEA, 2016), to develop and publish the survey 
results.  The use of a survey in a research study allows a 
sample to be examined, utilizing a validated instrument, 
so that inferences can be made regarding specific 
characteristics or behaviors of the population (Vogt, 
2007). The Affordable Care Act now requires all 
hospices to submit annual reports, which illustrate the 
quality of patient care, to the Centers for Medicare and 
Medicaid Services, or risk financial penalties. The report 
contains seven outcome measures to track the quality of 
patient care. However, this data is not separated by 
hospice, only by state. While a comparison of quality 
measures across states may be useful in other studies, 
the focus of this study is the hospice population of 
Florida, given the potential for Florida residents to seek 
hospice care in the foreseeable future. The number of 
people that choose to retire in Florida is steadily 
increasing, and is projected to continue as the Baby 
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Boomer generation nears and enters into retirement 
age, as determined by the Social Security Act (Ricketts, 
2011; Sharma, 2015). The data solicited in the AHCA 
survey included hospice name, ownership type, patient 
demographic data, and the three quality of hospice 
patient care outcome measures, making its use in the 
study appropriate.    

a) Population 
The target population for this study consisted of 

Medicare-certified hospices located in the state of 
Florida. The state of Florida requires all licensed 
hospices to submit annual demographic and quality 
data, as outlined in Florida Statute section 400.60501 
(AHCA, 2016; DOEA, 2016). The required demographic 
data includes the hospice name, ownership type, 
hospice and patient demographic data, and each of the 
three, quality of hospice patient care outcome measures 
for the reporting period.  This is information is outlined in 
the Hospice and Demographic annual report; DOEA 
form H-002. In order to ensure a robust sample, 
information from the last six reports was used to 
determine the population; 2010 through 2015.  The total 
number of hospices ranged from 41 to 44 for each 
report.  The number of for-profit hospices ranged from 7 
to 13, and nonprofits from 30 to 34, for each report.   

b) Sample 
Random sampling techniques can improve the 

validity of the study results, thus decreasing the 
likelihood of a Type I or a Type II error. In order to 

achieve the minimum sample size requirement of 54 
hospices, a random sample of all hospices, which 
submitted data to the survey, for years 2011, 2012, 
2013, 2014, and 2015 report was used for the study.  
The total number of hospices that completed and 
submitted the state-mandated survey to the Department 
of Elder Affairs for all reports used in the study was 214 
(41 in 2011, 42 in 2012, 43 in 2013, 43 in 2014, and 44 in 
2015).  Out of this population, 59 were identified as for-
profit and 155 as nonprofit.   

c) Data Processing 
ANOVA analyses were conducted using the 

Hospice and Demographic Outcome Measures reports 
(Appendix A). In order to ensure the validity of the 
statistical analyses and verify that critical assumptions of 
the data groups were not violated, hospice 
demographics were documented using descriptive 
statistics.  The mean, standard deviation, variance, and 
range were illustrated for each variable to determine 
whether or not the distributions are normally distributed, 
as assumed with ANOVA testing (Field, 2009).  A visual 
description of the sampled data illustrated that the data 
was normally distributed and had a common variance.  
Any outliers were identified prior to hypothesis testing.  
The below table depicts the descriptive statistics related 
to the research question. The mean, standard deviation, 
and ranges of all for-profit and nonprofit hospices in the 
sample were included in the description.   

Table 1:  For-profit and Nonprofit Descriptive Statistics 

  N Mean Std. Deviation Minimum Maximum 
OM1* FP 54 .8546 .13564 .33 1.00 

 NP 54 .8291 .11412 .32 1.00 
       

OM2* FP 54 .9344 .06294 .64 1.00 
 NP 54 .9593 .01882 .93 1.00 
       

OM3* FP 54 .9548 .04971 .77 1.00 
 NP 54 .9759 .02514 .87 1.00 

                       *OM1 (Outcome Measure 1); OM2 (Outcome Measure 2); OM3 (Outcome Measure 3) 

In addition to descriptive statistics, visual 
descriptions of the data were used to validate the 
assumption of normally distributed data.  In order to 
ensure that the data was normally distributed for each of 
the thee quality of hospice patient care outcome 
measures, for both for-profit and nonprofit hospices, a 
total of six graphs were needed.  While there were no 
outliers identified in the sampled data, it was noted that 
some hospices had missing or incomplete quality 
information, and were therefore excluded from the 
population. After examining the data visually, the 
assumption was validated. 

After verifying that the data was normally 
distributed, ANOVA analyses were conducted, including 
Welch’s and the Brown-Forsythe equality of means test, 
in the event that Levene’s test was significant.  After 
running the analysis, Levene’s test was found to be 
significant for the dependent variables, OM2 and OM3, 
validating the need for Welch’s and Brown-Forsythe’s 
equality of means test.  In order to reduce the likelihood 
of a Type I statistical error, an α level of .05 was used.  
To reject each null hypothesis with an accuracy of 95%, 
a minimum sample size of 324 was utilized and a priori 
effect size of .25, that is, a medium effect size for          
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F-based ANOVA models. These measures minimized 
the potential for statistical errors. A separate ANOVA 
analysis was conducted for each of the three quality 
outcome measures, which compared the mean quality 

data for all independent groups in the study (for-profit 
and nonprofit). The below tables are the result of the 
ANOVA and equality of means analyses.  

Table 2:  ANOVA Results 

  Sum of Squares df Mean Square F Sig. 
OM1 Between Groups .232 5 .046 3.464 .005 
 Within Groups 4.267 318 .013   
 Total 4.499 323    
       
OM2 Between Groups .081 5 .016 4.545 .001 
 Within Groups 1.132 318 .004   
 Total 1.213 323    
       
OM3 Between Groups .017 5 .003 1.681 .139 
 Within Groups .636 318 .002   
 Total .653 323    

Table 3:  Equality of Means Results for OM1 

   Statistic df1 df2 Sig. 
OM1 Welch 3.932 5 147.688 .002 
 Brown-Forsythe 3.464 5 290.667 .005 
      
OM2 Welch 4.313 5 143.093 .001 
 Brown-Forsythe 4.545 5 169.475 .001 
      
OM3 Welch 3.120 5 145.990 .010 
 Brown-Forsythe 1.681 5 261.952 .139 

d) Limitations 
This study employed a cross-sectional, 

correlational, quantitative research design. While an 
experimental study may have been more statistically 
powerful, it was not within the ethical boundaries of the 
study to alter the quality of care for the hospice patients.  
While associations among the constructs were present, 
causation, however, between the variables was not 
concluded.   

V. Conclusions and Implications 

Regarding the stated research question, no 
statistically significant differences were found between 
the quality of hospice patient care in for-profit and 
nonprofit hospices in the state of Florida. The mean 
quality of hospice patient care was examined in both for-
profit and nonprofit Florida hospices. No specific 
hypotheses were identified regarding which ownership 
type would result in a higher quality of hospice care, 
only that the Contingency Theory should result with 
varying output, given the organizational differences 
across ownership type. In terms of the conceptual 
framework for the study, these findings are inconsistent 
with both previous literature and the expectations set 
forth by the Contingency Theory regarding the potential 
for differences in the quality of hospice patient care 
across ownership type. Gandhi (2012) noted that in 
certain conditions, for-profit hospices were associated 
with lower levels of hospice patient quality, when 

compared to nonprofit hospices.  In this study, there 
were no statistically significant differences in the quality 
of hospice patient care across ownership type, for each 
quality outcome measure. If the holdings of the 
Contingency Theory held true, given the differences in 
the operating environments of for-profit and nonprofit 
hospices, it should have resulted with varying levels of 
organizational output, in this case, the quality of hospice 
patient care. This may be due to the nature of the quality 
outcome measures or the unique environment of the 
Florida hospice industry. These findings provide 
revelatory insight to the hospice industry as it illustrates 
a segment of the industry which may not be hindered by 
organizational constraints, specifically, ownership type.     

The implications of these findings are two-fold.  
The first element to consider is the representation of 
both hospice ownership types in the US hospice 

industry as a whole.  In the 2015 report, MEDPAC (2016) 
stated that for-profit hospices represented 63% of the 
total US hospice industry. In the state of Florida, the 
most recent DOEA report indicated that for-profit 
hospices represented 30% of the total hospice market, 
up from 17% in 2009 (DEOA, 2015). This indicates that 
the results found in the MEDPAC report are inconsistent 
with the findings in this research study, suggesting that 
the state of Florida is either underrepresented in the for-
profit market, or overrepresented in the nonprofit market.  
The concerns with a for-profit dominated hospice 
industry lie in previous research by Gandhi (2012) and 
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Noe and Forgione (2014), which found that in some 
circumstances, nonprofit hospices were associated with 
a higher quality of hospice patient care, compared to 
for-profits. However, the findings in this study indicated 
no significant differences in the overall quality of hospice 
patient care, which is the second element to consider 
regarding the stated research question. Therefore, in the 
state of Florida, differing organizational constructs, 
specifically hospice ownership type, is not associated 
with varying levels of service output, in this case, the 
quality of hospice patient care across three, different 
quality of care outcome measures. This is significant 
due to the fact that these findings are inconsistent with 
previous research on the representation of for-profit 
hospices in the US hospice industry, and any 
differences in the quality of hospice patient care related 
to hospice ownership type. This study contributes to 
current literature through the identification of a sample of 
the US hospice industry, which is not representative of 
the population, according to recent research by 
MEDPAC (2016). It also indicates that although the for-
profit industry has grown in the state of Florida, it has 
not impacted the quality of hospice patient care, when 
compared to nonprofits, according to the three quality of 
care outcome measures identified by the State of 
Florida.  

Overall, the implications of the study include, 
most importantly, the underrepresentation of for-profit 
hospices in the state of Florida.  While MEDPAC (2015) 
reported a for-profit market-dominated industry, this 
could not be validated in the state of Florida. Given that 
for-profit hospices have been associated with a lower 
quality of patient care, when compared to nonprofits, 
this growth was a cause for concern. This study, 
however, noted no significant differences between the 
quality of hospice patient care for both for-profit and 
nonprofit hospices. The state of Florida, therefore, 
presents a unique segment of this industry. 
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Management and Finance of Jordanian Housing 
Market (2000-2016) 

Dr. Mohammad Abdulmajeed Saho α & Samer Suleiman Shukair 

Abstract- Study objectives: Outlining the situation of the 
Jordanian housing market. Outlining the government effort in 
the housing market. Evaluating the Jordanian commercial 
banks in financing the housing market.  

σ 

The study problem: What is the role that Jordanian commercial 
banks play in the financing the sectors of construction and 
housing markets.  

 
Keywords: commercial banks, role, finance, jordanian, 
housing. 

I. INTRODUCTION 

ordan is a small country with a growing and stable 
economy among its neighbouring countries in the 
region. Thanks Allah the merciful of stability in 

comparison with other unstable economies in the 
region, due to the political turmoil. Jordan natural 
resources are scarce, Jordan mostly rely on business 
services sectors such as, education, insurance, finance 
and banking, tourism, and of-course a booming real-
estate and construction sectors. Housing is a core issue 
that governments have to meet its obligation, in offering 
suitable homes with reasonable prices and costs to its 
citizens. Governments have to find alternatives of 
financing in all fronts. By encouraging local and foreign 
investors, commercial banks and financial institutions, 
by offering the incentives needed such as, legislatives, 
regulations, and tax cuts. etc. Housing and construction 
sectors in Jordan. Government have spent numerous 
efforts in enhancing residential housing market in the 
face of growing demographic factors. The peak of the 
demand reached the highest level ever in 2004 with 
Iraqi’s war refugees and continued until now with Syrian 
crises. Therefore the government had to restructure its 
real-estate of residential and rental regulations and 
strategic planning in 2010, to keep with local and non-
local demand. This kind of huge demand to buy and 
rent real-estate have hiked up the prices and costs to a 
very high; and expensive levels that made it very hard 
for poor, low, limited, and middle incomes; of Jordanian 
families to rent, own, or even finance suitable housing. 
Having suitable housing is a dream now days. This 
study will discuss some of Jordanian macroeconomic  
factors  in  relation  to its  housing, and construction 
market.  An  overview  of Jordanian commercial banking  
 
Author α σ: Researcher 2017 Jordan. e-mail: mm.saho@yahoo.com 

sector, definition, and system is a necessary to be 
cleared out, before start discussing the Jordanian 
housing and construction segments. Outlining other 
limitations and financing in the market; Then this study 
will also discuss the role of commercial banks, and the 
measures that have been taken to help enhance and 
emphasis the commercial banking role, by establishing 
the public companies of Jordan Mortgage Refinance 
(JMRC). In addition the government local agency of 
Housing and Urban Development Corporation (HUDC) 
will be in the heart of the discussion of the housing 
market. 
The study problem: What is the role that Jordanian 
commercial banks play in the financing of both sectors of 
construction and housing in the Jordanian markets? 

In answering this study problem from every 
angle and aspect another questions are required: 
1. What are the laws and principles that control 

commercial bank loans and what are its objectives? 
2. What are the process and procedures in 

commercial banks, in order to give housing loans to 
individuals and investors? 

3. What are the alternative of housing finance that can 
enhance the help for low, limited, and middle 
income of Jordanian individuals? 

II. THE IMPORTANCE OF STUDY 

Housing market and construction considered 
both of the highest importance sectors. To the 
stabilization of Jordanian economy, as well as, to the 
social fabric of the society. As whole. Therefore the 
investment in construction and housing market will 
activate the Investment in other related industries. 
Measuring and assessing banking finance role in the 
market, will help enhance their role, in order to identify 
other ways of Financing, through the help of public and 
government finance institutions; and increase. The 
people awareness of the housing market. 

a) Study objectives 
1. Outline the housing market situation in Jordan. 
2. Outline the government effort in housing market. 
3. Outlining the role of commercial banks in housing 

market finance. 

b) Study hypotheses 
Answering the main problem of banks role in 

financing the housing market, there is still a large gap 
that needs to be fulfilled. 

J 
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First hypotheses: CBJis normally the one 
controls the laws and Principles, by the authority of the 
government. Commercial banks objectives are motely 
Profitability. Second hypotheses: most of the process 
are consist of examining the borrower’s reputation and 
character regardless if its businesses, or individuals, 
acknowledge the intended use of the loans, and what is 
the primary, as Well as, secondary sources of 
repayments. Third hypotheses: HUDC gives some 
incentives that might help. JMRC offer commercial 
banks alternative through refinancing mortgage loans. 

c) Previous studies 
Commercial banks role in financing the housing 

Sector in Algeria; has been offered in the University of 
(Muhammad keder) In Bskera-Algeria. The Objectives 
were: introducing the banks role and support for 
mortgages, Showing the housing situation in Algeria, 
state policies that been implemented to revive The 
sector, and how the national box for saving and reserve 
finance the housing sector. The statistical methods have 
been used are the description, inductive, and case 
study. The results were that there are strong interlink 
between the banking sector and housing Sector, the 
absent of financial market will result on letting the banks 
to charge higher Interest rate on housing mortgages. 
Identify study methodology & Statistical methods. 
Descriptive statistical methods of tables that required 
percentiles, Deciles, and a measure of location of the 
averages the ‘Mean’; will be used.  

d) Study location and Time periods 

This study would assess the role of commercial 
banks in financing the housing Sector in Jordan From 
the year 2000 to the year 2015. 

e) Study parts 

In order to examine the study from every 
aspect, test the accuracy of hypotheses and Reach to 
the final results this study has been divided into four 
parts as follows: 

1.
 

Jordanian macroeconomic.
 

2.
 

Jordanian commercial banks.
 

3.
 

Jordanian housing market.
 

4.
 

The role of commercial banks in financing the 
Jordanian housing sector.

 

f)
 

Jordanian macroeconomic
 

Jordan is a small country with limited resources 
that has its share of high inflation and unemployment 
rates. Jordan also has the lowest household incomes in 
the world with high population growth. Despite all of 
those bad macroeconomics indicators Jordan has 
managed to stabilize its economy mainly, because Allah 
has blessed Jordan with good leadership that has a 
good relationship with its own citizens that led to stable

 

political and social environment. This kind of 
environment has been backed up with authority to the 

government to set up laws, and regulations into all and 
major core economic sectors that has been contributed 
to This kind of economic stability, of which those laws 
and regulations are not founded in a lot of the 
neighbouring Countries in the region. Two of those 
major sectors that have contributed a great deal to the 
economic indicator of the gross domestic product are; 
banking system, and Real-State market especially the 
residential of housing and construction segments (EL-
Quqa, et al., 2008) 

g) Jordanian government 
Government has made some reforms and 

initiatives, to sustain the stability of both Sectors, in 
order for banking sector to get more involve in financing 
the residential, and housing market for all types of 
households’ income and individuals, and for investors of 
those residential construction, in order to meet the 
grater and increasing demand in this market. Those 
reforms have been focused on finding, and creating 
alternative ways of financing, by helping banks to extend 
their credit Facilities in one hand, and to encourage 
local and non-local investors on the other. Jordanian 
government have also tried to control public debt, by 
decreasing some of its own and public expenditures; 
opening the economy and encouraging foreign direct 
investment, by implementing privatization plans and 
policies. Over all Jordan has succeeded in staying away 
from  Political conflicts thanks all to Allah the merciful 
and magnificent of his own people, of Which this 
blessing has contributed to the stabilization of the 
economy, regardless of The limited resources and the 
economic challenges, pressures, and all those bad 
economic indicators. Speaking of indicators here are 
some figures and numbers of Jordanian microeconomic 
factors of the current situation, of which Jordan has 
improved regardless of the huge population growth 
since 2000 of more than 75% to 80% in 2015 table one 
(EL-Quqa, et al., 2008). 

General Microeconomic of Jordan indicators for (2016) 

Indicators 2016 
Population  9,683,793 m 
Average income 7000 JOD 
Inflation rate 0.8% 
Unemployment rate 14.8% 
GDP 2.6% 

          Source: Jordanian Department of statistics  

III. Jordanian Commercial Banks 

a) Definition 
Banks in general have so many definitions 

according to laws and regulations that control and own 
those type of institutions. The historical Islamic definition 
of the banking system is the responsible individuals that 
people can trust, in order to leave their valuables within 
their hands safely in one condition of taking back their 
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valuables whenever they want. Those individuals can be 
a firm, or a business of which they can charge a fixed 
fee for people depositing their valuables; and 
withdrawing them again whatever and whenever they 
chooses. Those valuables will include money, gold, 
silver, and valuable belonging. Therefore banks 
definition for the last century has developed, to be the 
understanding of an establishment of money 
exchangers’ place that they would accepts people 
money and deposits; in return people would take 
deposit receipts to guarantee their ownership, and pay 
fixed fees to keep their money with them. Later those 
exchangers’ have learned that depositors, don’t 
withdrawn their entire deposits completely. Therefore 
they have started lending some of those deposits back 
to others with interests. The definition of commercial 
banks, as of those establishments that have been 
licensed to do an exchange and monetary operations, of 
which include but not limited to accepting deposits, of 
all types, and use them with other resources in 
investments partially, or completely in any ways that the 
laws would allowed them to. The main purpose for 
commercial banks is profitability (Abdallah and      
Altrad, 2011). 

Jordan has recognized the importance of the 
banking system to its economy, and what can add to it, 
in terms of economic stability and growth early on in the 
century. The banking sector can influence, and help its 
economic factors such as, employment, foreign financial 
investments, deflation, education, foreign currency 
reserves, and be the core of producing and reproducing 
other related sectors and industries, such as insurance 
companies, real-state, and construction projects. 
Therefor Jordanian government had worked hard in 
establishing their solid, and well experienced central 
bank CBJ in 1964. in order to ease and control the 
country monetary policies, and monitor the banking 
sectors of; local and privet commercial banks, 
regulating the size and types of credit facilities, issuing 
the national currency, reserve of gold and foreign 
currency, and be the only source authorized by the 
government to issue banking licenses. The core 
purpose of the CBJ is keeping and protecting the 
monetary stability in the country; by ensuring and 
guaranteeing the exchange of the Jordanian national 
currency the DINAR (JOD). CBJ has to do that, in order 
to encourage the economic growth that would be in 
agreements with the general economic policy of the 
Jordanian government. Now Jordan has more than 
thirteen local commercial banks with three Islamic 
banks, and nine foreign commercial banks. The total 
account of twenty five banks with over 550 branches of 
those commercial banks scattered all over Jordan. The 
majority of them are in the big cities, such as the capital 
Amman, Irbid, Zarqa, and the port city of Aqaba. In 
addition to a bunch of specialized credit institutions of 
public and privet sectors, such as The Arabic Egyptian 

Real-Estate bank, and government agency of Housing 
and Urban Development Corporation HUDC (Abdallah 
and Altrad, 2011). 

IV. Jordanian Housing Market 

a) Housing segment general overview 
Housing market segment plays a vital role in 

any country national macro, as well as, micro political, 
economic, and social stability and growth. Housing is 
the basic need and right for every citizen that occupied 
the land that they live at. Government have the 
obligation to provide, offer, and meet those basic need 
and right of every one of its own citizen. Housing is the 
core issue, of which any government housing policy has 
to be the centre of its general political development, in 
order to be successful in providing and helping every 
type of poor, low, limited, as well as, middle and high 
household income citizens. Housing is important for the 
health and well-being that it reflects the family structure, 
quality of life, and national economic prosperity. 
Housing segment has an effect on most interrelated 
industries such as, real-estate, construction, and 
finance. Therefore finding suitable housing require the 
combining effort of the public and privet sectors. It is 
worth noting that capital average income and extended 
capital credit are major factors in housing market 
segment (Al-Homoud, et al. 2009) 

b) Jordanian housing 
Housing market in Jordan has developed a 

great deal within the period of (2000-2015). The main 
challenges for Jordanian government are determining 
the best practices in dealing with the high demand; for 
housing that can fit their own policy of providing suitable 
housing that meet every form, and shape of household 
incomes in the society. The housing market since 2000 
has witnessed un presented increase in demand with 
numbers of housing units. The main and major reasons 
for the housing and residential higher demand were; the 
high demographic and population growth of over than 
75 to 80% on one hand, and on the other the migration 
of huge numbers of first wave of Iraqis, as result of the 
2ed gulf war and American invasion on Iraq in 2003, and 
now with 2ed wave of Syrian refugees migrating also on 
huge numbers, due to the Syrian crisis. In addition to a 
huge number of Egyptian workers are already been 
here, before the influxes of Iraqis and Syrian refugees. 
The total influxes of people migrating to Jordan has 
reached a number of more than three millions, and its 
taking a toe on the Jordanian economy. Those reasons 
have driven prices of lands, houses, apartments, and all 
the suitable flats and dwellings to a very high and 
expensive prices. As results of this high demand on 
housing obviously have increased the demand also on 
the other related industries of real-estate in general, 
construction projects and construction materials; and 
thus have risen also the costs and prices of all the 
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circulation and flow of related, as well as, unrelated 
businesses. Those high and expensive price as impact 
of higher demand have also cause a higher rate of 
inflation, of which had been added to other economic 
problems of low-income average, and high rate of 
unemployment that came, as result of competitive 
foreigner expats from Egyptian and Syrian workers. Now 
it became very hard for poor, low, limited, and middle 
Jordanian household income to buy, finance, or even 
rent a suitable place to live in Jordan (Alnsour, 2015).  

c) Jordanian government effort in the housing market 
Real estate and construction considered to be 

among the highest contributors to Jordanian economic 
growth, of which the residential and housing segment 
market consist of over than 70% of them according to a 
study, by Alnsour (2015). The study has also stated that 
Jordanian government has increased, and extended 
credit facilities by licensed banks for construction 
economic activities. They have increased from 11% in 
2001 to more than 17% in 2008. The main reason for 
extending credit facilities by government, through central 
bank of Jordan CBJto commercial banks, in order to be 
more competitive, and involve in the housing market by 
allowing them to offer attractive mortgage packages, 
with lower interest rates, and longer payment schedules. 
The CBJ has decreased interest rates for commercial 
banks from 10% in 2003 to 8 and sometime 7% of 
mortgages and residential loans for extended period of 
20 years according to another study of AL-Hmoud, et al. 
(2009). The study also stated that Jordanian 
government, in order to improve the housing mortgage 
market have partner, and cooperated with the 
International Bank for; reconstruction and development 
of the establishment of Jordanian Mortgage Refinance 
Company JMRC, as a public shareholding in 1996 for 
the purpose of providing medium, and long term 
financing allowing the commercial banks to penetrate 
more strongly into the housing market; and make it 
more affordable for poor, low, and limited household 
incomes. In addition the government has launched a 
housing program through its agency of Housing and 
Urban Development Company HUDC in 2008; in the 
name of ‘A Decent Home for A Decent Living’ that seeks 
to build more than 100.000 homes that fit poor, low, and 
limited income Jordanian citizens cross the country. 
Alnsour (2015) stated also that government effort in 
amended the investment promotion law; in 2001 to 
encourage foreign direct investment (FDI) especially for 
housing segment, through tax exemptions and easier 
licensing and registration of businesses. But with all the 
government and CBJ effort and incentives for the privet 
sector, and commercial banks to be involve still cannot 
keep up with higher residential and housing market 
demands on one hand; and on the other cannot control 
the souring prices and expensive costs. Alnsour (2015) 
shows a souring increased prices of residential lands, 

constructions, and building material of more than 45% in 
the last ten years. Having and owning a place to live is a 
dream for most of the Jordanian now that cannot be, 
and is very hard to accomplish now days. It seems that 
all the effort to buy, or finance the houses, apartments, 
flats, and dwellings have been designed only for high 
income households. According to many researchers 
and studies Jordan considered one of the most, and top 
expensive countries in the region of the Middle-East, as 
well as, internationally with high rates of unemployment, 
inflation, and frequent problems of deficits. Poor, low, 
and limited household’s income with an increasing 
family size constitutes the majority of the population, of 
which their basic need of housing hasn’t been met, as a 
result of rapid growth of housing prices compared with 
low income growth in the country. 

d) Housing market limitations and finance in Jordan 
The increased demand of housing that led to 

the souring prices and costs, as result of increased 
demographic factors of migration by Egyptian work-
force, Iraqis refugees in 2003, and especially the 
continuous migration of Syrian refugees until now; 
considered to be the biggest obstacles that face 
Jordanian housing market. Nevertheless there has been 
other factors at play; to limit the housing market such 
as, low income growth, social and cultural values, and 
finance. Average income in Jordan is so ridiculous 
compared with the average cost of living, therefore 
government have to work in balancing such 
predicament, in every way possible. In addition free 
supply and demand market is favourable to be in 
developed countries, but in developing countries such 
as, Jordan with limited resources, and reliance on others 
by importing its goods, and services; with limited 
effective production industries is a totally different story. 
What is happing here in Jordan; has nothing to do with 
free housing and residential market; it is becoming more 
of a crazy out of control housing market. Social and 
cultural values that limit lots of Jordanian to accept 
different kind of Jobs in different type of sectors is 
influencing the influxes, and increasing the loads of 
foreigner work-force. Cooperation between the privet 
and public sectors hasn’t reached ideal situation, 
because of the old fashion ways of doing things, a 
higher charges and fees with ‘Wastaa’ abusing the 
system, and increased the sickness of bureaucracy, on 
the part of government on one hand, and on the other 
the out of control, in terms of prices and costs, and 
unorganized privet sectors especially the housing 
market is, increasing day by day. Abusing the system of 
free market, by greedy traders and investors, of all kinds 
and types of Allah- fearless conscious people seems the 
norm now days in Amman-Jordan. Taking advantage of 
the normal people and their needs. Poor, low, limited, 
and even middle income Jordanian have no place in 
Jordan; especially in the big cities such, Amman, Irbid, 

10

G
lo
ba

l 
Jo

ur
na

l 
of
 M

an
ag

em
en

t 
an

d 
Bu

sin
es
s 
R
es
ea

rc
h 

  
  
  
V
ol
um

e 
X
V
II 

Is
su

e 
V
I 
V
er

sio
n 

I
Ye

ar
  

 (
)

A
20

17

© 2017   Global Journals Inc.  (US)1

Management and Finance of Jordanian Housing Market (2000-2016)



and Zarqa. Banking and real estate financing of 
residential market will be next in this study, but briefly 
banking has developed a lot, since 2000 until now with 
longer terms mortgage loans, and less interest rates, 
despite the effort that has been made by the 
government and CBJ in reducing the interest rates and 
establishing JMRC that allowed, and facilitate 
commercial banks to give attractive mortgage packages 
for both construction investors, and personal residential 
loans for individuals, but those loans are not adequate 
to finance buying a house for limited and middle 
incomes on one hand, and on the other hand the annual 
average interest rates even with the reduction that has 
been made it does not fit the limited and middle income 
Jordanian with monthly payments that leave almost 
nothing to live on for the average Jordanian family size. 
Next will examine the role of Jordanian commercial 
banks for both construction and individuals’ mortgages 
statistically to improve that those type of loans and its 
interest rates are adequate only for high income 
households that consist of small percentages of the 
society; and leave the majority of Jordanian needs of 
housing not answered and met with inadequate financial 
resources, of which those Jordanian are in a serious 
need of help for alternative ways of financing. 

  
 

 
 

a) Credit facilities 
Commercial-Banks in Jordan have developed a 

lot since the year of 2000.  According to CBJ website, 
(2016) CBJ has extended the credit facilities through its 
commercial banks, of which one of its major extended 
credit facilities, according to economic activity is the 
construction sector. This sector is a part of Jordanian 
real-estate market. The statistic correlation factor with 
commercial banks is a positive one. In other words the 
more credit has been facilitated to construction sector 
the more of positive impact would be in real-estate. 
Nevertheless most of the real-estate in Jordan are 
residential and housing projects. Therefore the positive 
increased of credit increased towards; construction 
sector indicates that would be more of housing projects, 
and thus would be more residential units are being 
build. Now the statistical method that is required to 
measure the extended and increased credit facilities, to 
construction sector for the period of (2000-2015) is a 
simple statistical table of credit facilities, according to 
construction economic activity for the period, as in table 
two (CBJ.gov.jo, 2016). Then I have applied the 
descriptive statistical method of a simple calculation of 
dividing the mount of credit facilitated to the sector of 
construction in year 2000 over the a mount of credit 
been facilitated in year 2015 than multiplying them by 

one hundred, in order to find out the either increased or 
decreased percentage and ratio. The sample statistical 
mathematical equation is Ratio of increased, or 
decreased construction credit facilitated = (the amount 
of year 2000 ÷ the amount of year 2015) × 100 = 

Table  2: Credit Facilities According to 
Economic Activity 

Year Month Construction (million JD) 

2000 12 744.9 
2001 12 728.9 
2002 12 764.9 
2003 12 804.5 
2004 12 953.2 
2005 12 1162.1 
2006 12 1560.8 
2007 12 1942.1 
2008 12 2293.1 
2009 12 2582.5 
2010 12 3167.7 
2011 12 3463.6 
2012 12 3682.6 
2013 12 4086.4 
2014 12 4552.8 
2015 12 4904.5 

      Source: CBJ 

Now we can calculate according to the equation:  
Ratio = (7449000 ÷ 49045000) ×100 

Ratio = 15% increased of construction credit facilities 
from year to 2000 to 2015. 

Fifteen percentage increased ratio for 
construction credit facilitate amount; for the period of 
(2000-2015) would indicate a positive and more 
residential units are being build, in order to meet the 
higher demand for housing. In turns that would also 
indicate a positive role for commercial banks in the 
housing market. According to a study had been done by 
HUDC for the period of (2005-2012) stated that the 
contribution of commercial banks, towards Housing 
loans to individuals was about 36.5% out of the total 
credit facilities.  If this percentage of 36.5% accounted 
for a base of the housing loans for the period of (2005-
2012) to individuals; all we need to measure, and 
evaluate the role of financing the housing market, by 
commercial banks is a table of total credit facilitation for 
each year of the period, than multiplying the base 
percentage by each year of the total credit: Total credit 
for each year of the period × 36.5% = the amount of 
total housing loans contribution by commercial banks to 
individuals to finance their housing needs. Now from the 
CBJ Data website we can get the whole table of the total 
credit for the period of (2000-2015) as in table three. 
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V. Jordanian Commercial Banks Role in
Financing Thehousing Market for 

the Period of (2000-215)



Table 3: Total Credit Facilities 

Year Month Total ( million JD)   

2000 12 4546.5   
2001 12 4948.9   
2002 12 5130.   
2003 12 5262.4   
2004 12 6189.2   
2005 12 7744.3   
2006 12 9761.9   
2007 12 11295.6   
2008 12 13044.3   
2009 12 13317.2   
2010 12 14451.4   
2011 12 15851.2   
2012 12 17829.8   
2013 12 18939.7   
2014 12 19274.5   
2015 12 21103.5   

      Source: CBJ website 

Now applying the statistical equation of 
multiplying each year of the total credit by the base % of 
36.5 for the period of (2005-2012) as follow in table four: 

Table 4: The Amounts of Total housing loans for each 
year for the period of (2005-2012) contributed by the 
commercial banks; according to the base % of 36.5 of 
the statistical equation 

Year
 Total credit in 

million 
Base % of 

36.5 
Total housing 

loans 

2005 77443000 36.5% 28266695 

2006 97619000 36.5% 35630935 

2007 112956000 36.5% 41228940 

2008 130443000 36.5% 47611695 

2009 133172000 36.5% 48607780 

2010 144514000 36.5% 52747610 

2011 158512000 36.5% 57856880 

2012 178298000 36.5% 65078770 

It’s obvious from table four that there is a 
positive increased in the total commercial banks loans 
for the period of (2005-2012) and if we go further and 
calculate the increase of housing loans by dividing 
(28266695 ÷ 65078770) × 100 = 43% increased of the 
total housing market loans for individuals from year 2005 
to 2012. This off-course would indicate a very positive 
role on the behalf of commercial banks in financing the 
housing market, but the questions here are those credit 
facilities for both sectors of construction, and individual 
hosing financing adequate enough, to meet the higher 
demand in the housing and residential market? And 
Have those positive indications of the increasing and 
extending credit facilities on the behalf of CBJ through 
commercial banks for the period (2000-2015) towards 

both sectors played a positive role in assisting, helping 
and designing those loans to fit the poor, low, limited, 
and middle income of Jordanian households’ in likes, or 
as for the high income individuals’ of affordability of 
financing suitable housing? 

b) Addressing the first question 
According to the previous descriptive statistical 

method of percentile both the credit loans for 
constructions and housing market for the period of 
(2000-2015) came up positive to the role of commercial 
banks in financing both interrelated sectors to meet the 
higher demand for residential housing units. But to 
examine if the commercial banks were providing 
adequate financing to meet the higher demand first it 
required to know two major housing averages factors. 
First how many dwellings required to meet the demand, 
and what it has been permitted, by the government? 
What is the average price of averaged welling unit in 
Jordan? According to annually book for 2013 of HUDC 
website the average price, and not cost for an average 
dwelling is about 40000 JD, and the average annual 
dwelling permitted, to build is about 30000 units. It’s 
worth noting that the demand for dwellings’ are higher 
than 30000. Any how a simple calculation by multiplying 
40000 JD×30000 Units = 1200000000 million JD, which 
is about abillion and two hundred million JD. The 
commercial banks loans for housing market is worth 
65078770 out of the total credit of year 2012, as sample 
of the highest offered loans for individuals to finance 
their housing units; now a simple percentile statistical 
calculation of dividing:(65078770 ÷ 1200000000) × 
100= 5.4% that means the total housing loans that been 
offered by commercial banks to finance the housing 
market is about 5.4% of the total average of residential 
units prices.  Now we will do the same thing to the 
construction sector by dividing the sample construction 
credit of 2015, by the total amounts of the prices of total 
housing units demanded built: (49045000 ÷ 
1200000000) × 100 = 4.09% that means the banks 
loans that directed towards financing construction 
investors and projects are about 4.09% out of the total 
prices of the total demanded residential units. The 
results for both sectors indicate a big gap, between 
what been offered by commercial banks,  in term of 
credit facilitations and loans; and what been the 
averaged requirements, in order to meet the minimum 
demand of housing unit in the construction and housing 
market. Therefore those figures, and percentiles indicate 
that the role of commercial banks in financing both 
sectors are inadequate, and ineffective in the face of 
meeting the higher demand of those markets in all 
levels.  

c) Addressing the second question 
To address and answer the 2ed question three 

major themes, and attributes of factors have to be 
known, or acknowledged. First important attributes is 
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the interest rates on those loans, therefore going back to 
CBJ website to get the data for interest rates of the 
period of (2000-2015) as showing in table five: 

Table 5:  Interest Rates Structure 

Year
 

Month
 

Weighted Average Interest Rates 
on Loans and Advances

 
  

2000
 

12
 

11.38%
   

2001
 

12
 

10.45%
   

2002
 

12
 

9.85%
   

2003
 

12
 

8.92%
   

2004
 

12
 

7.59%
   

2005
 

12
 

8.1%
   

2006
 

12
 

8.56%
   

2007
 

12
 

8.86%
   

2008
 

12
 

9.48%
   

2009
 

12
 

9.07%
   

2010
 

12
 

9.01%
   

2011
 

12
 

8.67%
   

2012
 

12
 

8.95%
   

2013
 

12
 

9.03%
   

2014
 

12
 

8.84%
   

2015
 

12
 

8.24%
   

Source: CBJ website
 

As we can observe from the statistical table five 
that CBJ has reduced interest rates, over the years of 
the period quit significantly from high interest rate of 
11.38% in year 2000 to a low of 7.59% in 2004. Then 
claimed back up again, and start to fluctuate between 
high of 9.48% in year 2008 and low of 8.1% in 2005 for 
the period after. Nevertheless the required interest rate 
is The average of the period of (2000-2015) therefore the 
suitable statistical method here is the descriptive 
measure of location of finding the sample ‘Mean’ which 
is defined as adding together all the numbers of the 
data at hand, in table five then the total of the added 
data is divided by the numbers of the data

 
items, the 

statistical equation is:
 

𝑥𝑥 = 𝑥𝑥1 + 𝑥𝑥2 + ⋯+ 𝑥𝑥𝑥𝑥 ÷ 𝑥𝑥.  All the interest rates in table 
5 been added together and they equal 145. The mean, 
or average interest rate for the period = 145 ÷ 16 = 
9.06%.The 2ed and 3ed attributes are the average 
dwelling price of which its known before from HUDC 
website of the latest yearly book of 2013; and the 
average Jordanian annually household income, of which 
is known also before from table one, in the study that 
have been produced from information from Jordanian 
department of statistics website. Now all we have to do 
is some simple statistical calculations but first organize 
the info:

 

The average annual income = 7000 JD.
 

The cost of average dwelling unit = 40000 JD.
 

The average annual interest rate for the period = 9.06%.
 

Now let us assume that the housing loan of 40000JD 
been approved for individual at simple annual fixed 
interest rate of 9.06% for 20 years. What is the average 
monthly payment? 
First simple interest rate formula: 
SI= Principle loan amount × interest rate × number of 
the time periods. 
SI=40000 × 9.06% × 20 = 72480𝐽𝐽𝐽𝐽. Worth of interest 
rate for the period of 20 years. 
Now we add the principle a mount to the total of interest 
rate for 20 years: 
40000 + 72480 = 112480 the price of the same unit of 
40000 after 20 years. 
Divided it by 20 years: 112480 ÷ 20 = 5624 JD The 
individual borrower have to pay annually for 20years. 
Divided by 12 month: 5624 ÷ 12 = 468.67 JD The 
individual borrower have to pay every month for 20 
years. 

Now the average income is 7000JD a year. 
Therefor divide 7000 ÷12 = 583.33 JD is the monthly 
average income for Jordanian. Do you see the 
predicament?! No wonder that the average household 
income in Jordan is so ridiculous compare to the cost of 
living especially in Amman! Thanks Allah on all terms of 
good and bad conditions. Getting back to the source of 
HUDC the latest study of annually book of 2013 stated 
that the adequate annual interest rate has to 6.8%, and 
the adequate monthly payments must be third of the 
average monthly income; that means about 33% of the 
average monthly income. We’ll examine the statistical 
percentile of the mortgage monthly payments by 
dividing it on the monthly income then multiply it by one 
hundred: 

(468.67JD÷ 583.33) × 100 = 80.3%. The 
results clearly shows that those housing loans and 
increased credit facilities to individuals has nothing to do 
with real harsh reality on the ground of the housing 
market in Jordan on one hand, on the other those 
housing loans do not help, or assist neither the low and 
limited income households, or even the middle income 
households. It is safe to say that those loans are strictly 
design for high income individuals that can offered an 
average payment of 469JD give or take depend on the 
average interest rate. Middle incomes Jordanian can’t 
offered to spend 80% of their monthly income even on 
necessary and important social need, such as housing. 
This kind of percentage will leave almost nothing to 
satisfy the other basic needs of food, clothes, and 
transportation for one individual let alone for the whole 
family to stay alive in Jordan. Affordable housing in 
Jordan with those souring and accelerating speed of 
high prices of almost everything in Jordan; especially 
the price of residential lands that is the fundamental 
components of the housing market, of over then 40 to 
45% and more, due to a very high and large demand of 
residential housing have made it almost impossible for 
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an average income Jordanians and their families; in 
addition to others even todream of owning a small place 
to live.  

VI. Recommendations 

1. Government intervention: leaving the construction 
and hosing markets to free market and supply and 
demand is a good thing in control environment with 
controllable legislation laws, rules, and regulation 
such as, the developed countries. Those 
controllable issues will limit corruptions, bribes, and 
embezzlements in the free market society. 
Nevertheless what is happing in the housing market 
and others, as well in Jordan in regards to the over 
the top prices of everything, and especially in the 
real-estate industry in all fronts of higher residential 
lands, dwelling, and higher construction cost of 
materials, is not just because of higher demand in 
the housing market; but also in developing country 
like Jordan there are lots of corruptions, bribes, and 
embezzlements in just about every industry, sector, 
and public and privet agencies and companies, as 
result of low income, uneven social justice, poverty, 
and lots of wrong and shortcoming of habits, 
traditions, and social and cultural mischiefs that had 
been accumulated over the years. The free market 
of supply and demand in housing market is best 
described as out of control market. Therefore 
immediate government intervention is needed, not 
to set up rules, laws, and regulations; but also to 
control and reduces those ridiculous higher prices 
of lands and costs on one hand, and on the other  
to work hard in increasing the averages of those 
types of ridiculous low incomes.  

2. Encouraging innovation in creating other 
alternatives and ways of financing that have nothing 
to do with interest, such as innovating secondary 
markets of stocks and bonds, in which the 
transactions of this secondary real-estate market of  
buying and selling those bonds and stocks would 
be; by, or through the ‘Marabahh’ and other Islamic 
tools. Therefore Islamic banking has to be 
encourage more to get involve in the industry, and 
innovating more tools and ways of Islamic financing. 
After all we are in the society of the over-whelming 
majority of Muslims; and our faith and Allah tell us to 
work, build, and be effective in any society and 
country that we live and operate at. And that’s what 
constitutes the meaning of good citizen.  
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Progression of Service Quality Concepts 
Abdul Khader D. α & Dr. C. Madhavi 

Abstract- The main objective of this paper is to review various 
service quality concepts and identify its implications to past 
and future business situations based on the review of 
literature. Few of quality models reported between 1982 and 
2001 and their significances are analyzed in this paper. Each 
of them has its own characteristics and reservations when it 
comes to service implementation. It varies from service to 
service, business to business, organization to organization 
and management to management. The

σ 

 

I. Introduction 

models are compared 
in terms of its competitive advantage. The development of 
literature in the field of service quality has been improving and 
given an insight to managers, researchers and practitioners to 
take it to next level. It gives a new direction and dimension to 
make it rich and even more superior. This paper finally 
explores new ways in the service quality research and practical 
effectiveness of delivering quality service to increase customer 
satisfaction, customer retention and profitability of a firm. 
Keywords: service quality, customer satisfaction, 
SERVQUAL, service delivery, SERVPERF, dimensions, 
and concepts.  

ervice quality is probably one of the most talked 
subjects in the area of research and business. The 
service quality has been an emerging issue for 

many firms to focus and major area of attention to gain 
a distinct advantage in the market. Only few companies 
realize the importance of service quality in the business 
and many are not. Recent research reveals that about 
20 to 25 percent of customers deflect after experiencing 
just one bad service quality. Quality service is the need 
of the hour and there is no alternative or short-cut for it. 

Service quality concepts have been developing 
since late 1970s, as a result of numerous studies and 
practical approaches proposed many practitioners, 
managers, and researchers owing to its significant 
impact on business performance, customer satisfaction, 
loyalty, and most importantly the profitability of the firms 
(Leonard and Sasser, 1982; Parasuraman et al., 1984; 
Cronin and Taylor, 1992; Teas, 1993; Griffin, 1995; 
Zeithaml and Bitner, 1996; Gitomer, 1998; Lasser et el., 
2000). Enormous research and field-set activities on the 
service quality and its structure led to the development 
of strong base for the researchers, practitioners and 
business managers alike to make it further enriching. 
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The service quality can be defined as an overall 
judgment of a customer towards difference between 
expectations of service and perceived service (Zeithaml 
et al., 1988). The service quality models have been 
developed and discussed by many researchers. In fact, 
an inherent difficulty in the implementation service 
quality strategy was observed by many researchers; 
service quality is an elusive construct that is difficult to 
define and measure (Rathmell, 1966; Crosby, 1979; 
Garvin, 1983; Parasuraman et al., 1985, 1988; Brown 
and Swartz, 1989; Carman, 1990). Development of first 
service quality model could be traced way back in 1982, 
developed by Grönroos. The Grönroos service quality 
model or the Nordic Model has been adopted and 
applied by many researchers since then to develop the 
service quality concepts in various service industries 
and it is termed to be the base for subsequent research 
developments. This paper makes an attempt to identify 
a new way and integration of previous service quality 
concepts into futuristic research base. Notably, the 
importance relationships between service quality, 
customer satisfaction, customer retention, and re-
purchasing behaviors of customers remain largely 
untapped to date. This will be critically assessed at the 
later part in the paper. 

II. Conceptual Background 

a) The origins of service quality theory: The strong base 
for research 

According to business practices in Japan, word 
‘Kaizen’ means change for better. Masaaki Imai (1986) 
opinioned that Kaizen strategy is the single most 
improvement concept in Japanese management – the 
key to improvement. Kaizen means improvement and in 
the context of service quality it is ongoing improvement 
involving everyone – top management, managers, and 
workers. It was first practiced in Japanese businesses 
after the World War II. The practice of utilizing quality 
improvement found to be traced in Japan even before 
1970s and Second World War led to industrial revolution 
in Japan. The foundation of service quality concept 
bases around perceived service, expected service, and 
service delivery. This paper will attempt to discuss the 
possibilities beyond these three constructs. Early 
development of service quality theories (Grönroos, 
1982; Parasuraman et al., 1984) are based on the 
disconfirmation paradigm applied in the physical goods 
literature (Cardozo, 1965; Howard and Seth, 1969; 
Olshavsky, Miller 1972; Oliver, 1977, and Crosby 1979). 
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This proves that quality service results from a 
comparison of perceived with expected performance, as 
it is reflected in Grönroos service quality model      
(1982, 1984). Grönroos identifies two service quality 
dimensions, functional service quality – how the service 
delivered and technical service quality – outcome of the 
service transaction, or what the customer gets in the 
service encounter. 

The disconfirmation paradigm is also the basis 
for Parasuraman, Berry and Zeithaml (1988) SERVQUAL 
model which explains service quality as the difference 
between the perceived and expected service. Whereas 
as SERVQUAL model has five dimensions – Tangibles, 
Reliability, Responsiveness, Assurance, and Empathy, 
Grönroos (1982) proposes two dimensions – Technical 
service quality and Functional service quality, some 
argue that it has three dimensions, i.e. image. Brown 
and Swartz (1991) service quality model views the 
service quality as difference between expected and 
delivered service (Qi = Ei –Di) and uses ten quality 
dimensions defined by Parasuraman et al., (1985) – they 
are Tangibles, Reliability, Responsiveness, 
Competence, Courtesy, Credibility, Security, Access, 
Communication, and Understanding the customer. The 
Three-component model suggested by Rust and Oliver 
(1994), proposes three dimensions – service product, 
service delivery, and service environment. Subsequently, 
Cronin and Taylor (1992) suggests SERVPERF model 
which uses Parasuraman et al., (1988) five dimensions 
of SERVQUAL model. Cronin and Taylor argued the 
SERVPERF scale can measure customers’ perception of 
service and firm’s performance, hence it is found to be 
useful on the performance-based measures of service 
quality. 

III. Need for the Present Study 

In today’s complex market situations, service 
quality has become more important than ever before 
and many companies focusing to find new ways and 
approaches to improve service quality. The focus areas 
for the firms changing rapidly from service to service, 
business to business, and business is no more product 
or service-centric rather it is becoming customer-centric. 
During past three or four decades business scenarios 
changed drastically with the levels of customer 
expectations are also going up. Some of the key 
aspects that affect the service quality in business are: 

• Easy accessible and comfortable customer 
environment 

• Active digital presence and engagement 
• Professional and personalized customer attention 
• Committed management – setting standards, goals, 

and controls 
• Hiring right people, coaching, guiding, developing, 

and rewarding 

• Integrated and customer oriented service processes 
• Buy-in: Clear understanding of customer 

perceptions and expectations 
• Easy access of information 
• Two-way communication 
• Empowering and engaging people 

Educating being like well-wisher rather than 
typical seller, increasing active use of IT in business 
transactions, making more information available for 
customers, identifying bottlenecks that hindering 
customer satisfaction and fixing them spontaneously are 
some of the factors for business managers to develop in 
order to keep them at the competitive advantage to 
make service quality more phenomenal. 

IV. Basis for Better Service Quality 

a)
 

The managing only is not enough
 

Measuring is essential to manage; it is difficult 
to manage if performance is not appraised. 
Performance appraisal, acknowledgement, recognition, 
and rewarding are the best tools to keep the staff 
energized. Whereas hiring right people at right job are 
foremost important, providing training and development 
opportunities

 
to enhance skills and knowledge also 

equally important.
 

b)
 

Setting goals and objectives
 

Performance can be easily assessed when 
there are goals and objectives put in place. Providing 
time to time feedback on the progress of achievement 
will alert to make corrective measures.

 

c)
 

Empowering with limits of authority
 

Empowerment is given with the levels of 
responsibilities; everyone will not have a same level of 
empowerment across the organization and it depends 
on the role of what each individual does.

 

d)
 

Know your customers well
 

Understanding each customer’s specific needs, 
his preferences, and expectations are essential in 
delivering customized and personalized service.

 

e)
 

Know your competitors’ activities and factors as well
 

Factors such as market research, knowing 
competitors activities and their distinction to customers

 

to be studied and firm should keep its position on the 
top in order to be competitive and successful.
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f) Lead from front
In order to be a leader in the business, one 

must take initiative and lead from the front and everyone 
will follow.

g) Team work makes big difference
Working together is way better than working 

alone. Make team members work with team-spirit and it 
gives fruitful results.



 
 

h) Motivate to be innovative 
Motivation leads to innovation and innovation 

brings quality. Creating such culture makes everybody’s 
life easier and good.  

i) Think long-term, outside the box a big picture 
Thinking long-term perhaps outside the box 

brings changes and changes inevitably create new 
ideas and success.  

V. Framework for Literature Review 

Sasser et al. (1978) defined the factors that 
raise the level of service quality such as security, 
consistency, attitude, completeness, condition, 
availability, and training of service providers. Besides 
this, physical quality, interactive quality, and corporate 
quality also affected the service quality level (Lehtinen 
and Lehtinen, 1982). Grönroos (1984) was first to 
develop service quality model and measured perceived 
service quality based on the test of qualitative methods. 
Technical quality, functional quality, and corporate 
image were used in the model as the dimensions of 
service quality. Service quality is one of the broader 
subjects in the context of its definitions, dimensions, 
models and measurement methods.  

Service quality has been one of the frequently 
studied topics in the field of service marketing literature. 
Following the introduction of the SERVQUAL model 
(Parasuraman et al., 1985), many researchers have 
attempted to develop and refine its structure and 

conceptualizations (Carman, 1990; Cronin and Taylor, 
1992; Teas, 1993; Rust and Oliver, 1994; Dabholkar, 
Thorpe, and Rentz, 1996; Brady and Cronin, 2001). 
Much of the research studies to date have focused on 
measuring service quality using either SERVQUAL 

model (Parasuraman et al., 1985) or The Nordic Model 
(Grönroos, 1984). Subsequent service quality 
conceptualizations and generalizations proved to be 
that service quality is a multi-dimensional or multi-
attribute construct (Cronin and Taylor, 1992; Grönroos, 
1990; Parasuraman et al., 1985, 1988). However, there 
was no common conclusion that of general agreement 
as to the nature and content of the service quality 
dimensions or attributes. 

Several researchers studied this at various 
levels, on different perspectives, and using different 
methodologies. Author of this paper adopts analytical 
review of literature for the few service quality service 
models proposed. There are various aspects that affect 
overall service quality, this paper attempts to cover and 
review following perspectives identified in six service 
quality models: 

•
 

Measuring customer satisfaction
 

•
 

Suitability of application of service models to various 
services

 

• Possibility of integration of automated system for the 
service quality measurement  

• Limitations of measurement of service quality and 
dimensions  

• Proposal of modification for the future research 
studies 

• Suggestion for the improvement of service quality 
concepts and dimensions 

• Identification of factors affecting service quality 

VI. Service Quality Models 

There have been few dozen of service quality 
models produced so far and only handful models are 
discussed in detail by practitioners and researchers on 
how they are effective and their significance in service 
implications. The present study is an attempt to review 
few service quality models in the context of changed 
business conditions, appraise the models for the 
present conditions and propose future modifications in 
the anticipation of changing business conditions. The 
models are presented in a sequential order; it is 
covering title, brief discussion, model structure and 
critical observations of the model. The next part 
examines findings and evaluation of these and models 
and proposals for the future studies are outline in the 
later part. 

a) The Nordic Model (Grönroos, 1984) 
Grönroos model, also known as The Nordic 

model (1982, 1984) explains the perceived service 
quality is “the outcome of an evaluation process where 
the customers compare their expectations with service 
they have received”. The author identified three 
components, namely: technical quality, functional 
quality, and the image (Figure 1). Functional quality 
represents how the service is delivered; that is, it defines 
customer’s perceptions of the encounters that take 
place during service delivery. Technical quality reflects 
the outcome of the service transaction, or what 
customer receives in service experience. Image is an 
important part for the service firms to adopt and link 
between technical quality and functional quality of 
service, such as traditional marketing activities, external 
influence by traditions, ideology, and word-of-mouth 
activities. 
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Progression of Service Quality Concepts



 
 

Figure 1: Grönroos service quality model 

Source: Grönroos (1984) 

b) SERVQUAL model (Parasuraman et al., 1985, 1988) 
Parasuraman, Zeithaml and Berry’s (1985, 

1988) GAP and SERVQUAL propose that service quality 
is an overall judgment of a customer towards difference 
between expected and perceived service. They 
developed a SERVQUAL model based on 5 gap 
analysis and 5 service quality dimensions. The gap 
analysis outlined as detailed below (Figure 2): 
Gap 1–Knowledge Gap: Customer’s expectation and 
Management perception Gap 
Gap 2–Standards Gap: 

Gap 3–Delivery Gap: 

Management’s perception and 
Service quality specifications Gap 

Service quality specificationsand 
Service delivery Gap 

Gap 4–Communications Gap: Service delivery of service 
and External communications 
Gap 5–Expectation & Perceived Gap: 

 

Perceived service 
and expected service Gap 

Gap model then further refined in their 
SERVQUAL model, Parasuraman et al., (1988) that 
devised 5 dimensions and each dimension has certain 
scaled items in the questionnaire (Table 1) and it has 
total 22 items in the questionnaire to identify the 
difference between perceived and expected service. 

 

Table 1 

Dimension
 No. of Items in 

Questionnaire
 Definition

 

Tangibles
 

4 
The appearance of physical facilities, equipment, personnel, 
and communication materials

 

Reliability
 

5 
The ability to perform the promised service dependably and 
accurately

 

Responsiveness
 

4 
The willingness to help customers and to provide prompt 
service

 

Assurance
 

4 
The knowledge and courtesy of employees and their ability to 
convey trust and confidence

 

Empathy
 

5 The provision of caring, individualized attention to customer
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Expected 
Service

Perceived Service Quality Perceived 
Service

Image

Technical 
Quality

Functional
Quality

What? How?

Traditional marketing 
activities(advertising, 
field selling, PR, Pricing);
And external influence by 
traditions, ideology and 
word-of-mouth



 
 

According to SERVQUAL model, the service 
quality is a function of perception and expecation and 
can be formulated as: 

Qi = Pi – Ei 
 
 

Where: 
Q = Overall service quality 
P = Perceived service quality, and 
E = Expected service quality 
 

Figure 2:
 
Gap analysis model

 

Source: Parasuraman et al. (1985)  

Whereas as SERVQUAL model widely known as 
an American service quality model, Grönroos model 
known to be as a European service quality model. 

 

c)
 

Performance only model, SERVPERF (Cronin and 
Taylor, 1992)

 

Cronin and Taylor (1992) argued that that the 
conceptualization and operationalization of service 

quality model, SERVQUAL (Parasuraman et al.,
 
1985, 

1988) are inadequate measure of the relationship 
between service quality, customer’s satisfaction, and 
purchase intensions. In addition, Brow and Swartz 
(1989), Crosby (1979), Garvin (1983), and Rathmell 
(1966) confirmed that service quality is abstract and 
difficult to measure.
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Words of mouth 
Communication

Personal needs Past Experience

Expected Services

Perceived Service

Service delivery (including 
pre and post contacts)

Translation of perceptions 
into service quality 

specifications

Management perceptions of 
the consumer expectations

External 
Communi-
cations to 

the consumer

Consumer

Marketer

GAP 1

GAP 2

GAP 3

GAP 4

GAP 5



 
 

  
 

perceptions of service firm’s performance. Statistical test 
conducted by Cronin and Taylor (1992) proves the 
significance of SERVQUAL affects in two industries 
(banking and fast food) out of four but SERVPERF 
(Figure 3) was effective in all four industries chosen 
(banking, pest control, dry cleaning, and fast food). 
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Figure 3: Performance only model (SERVPERF)

Cronin and Taylor (1992) reviewed and 
analyzed a performance model based on the 
SERVQUAL (Parasuraman et al., 1985, 1988) 
measurement which was supported by Mariz et al.,
(1975), Churchill and Surprenant (1982). Findings of 
Hawes and Rao (1985) supported SERVPERF construct 
and they argue that it can measure customers’ 

Source: Cronin and Taylor (1992)

d) Evaluated performance and normative quality model 
(Teas, 1993)

Teas (1993) pointed out that the SERVQUAL 
expectations measure and normative expectations are 
similar to the ideal standard in the literature. He argued 
that the ideal standard can be interpreted in two views; 
the ideal point specified in classic ideal point models 
and a feasible ideal point. However, he argued that the 
SERVQUAL P-E measurement specification is not 
compatible with either the classic ideal point or a 
feasible ideal point. In addition, he identified problems 
concerning the operationalization of the service 
expectation concept. 

In his paper, he proposed evaluated 
performance model (EP model) and normative quality 
model (NQ model). The EP model incorporates the 
classic ideal point concept into a perceived quality 
model while the NQ model integrates the classic ideal 
point concept with the SERVQUAL revised expectation 
concept. The results of an empirical study indicated that 
the criterion and construct validity of the EP model was 
higher than the concurrent and construct validity of both 
the SERVQUAL and NQ model.

conceptualization, but evidence was found in supporting 
similar models in retail banking (McDougall and 
Levesque, 1994) and healthcare service quality samples 
(McAlexanderet al., 1994).

Rust and Oliver's (1994) view that the overall 
perception of service quality is based on the customer's 
evaluation of three dimensions of the service encounter: 
(1) the customer-employee interaction (i.e., functional 
quality; see Grönroos 1982, 1984), (2) the service 
environment (see Bitner 1992), and (3) the outcome (i.e., 
technical quality; see Grönroos 1982, 1984). Given the 
growing support for revisiting Grönroos seminal 
conceptualization (e.g., Bitner 1990; Lassar, Manolis, 
and Winsor 2000; Mohr and Bitner 1995; Oliver 1997; 
Rust and Oliver 1994) and the recent evidence that the 
service environment affects service quality perceptions 
(e.g., Baker 1986; Bitner 1990, 1992; Spangenberg, 
Crowley, and Henderson 1996; Wakefield, Blodgett, and 

e) The three-component model (Rust and Oliver, 1994)
Rust and Oliver (1994) offer three component 

model which was comprised of three components, 
namely, service product (technical quality), service 
delivery (functional quality), and service environment as 
shown in figure 4. This model did not provide 

Sloan 1996), a framework that incorporates these three 
dimensions was justified.

Overall Service 
Quality

Perceived Service 
Performance

Perceived Service
Quality

Tangibles 
Reliability 

Responsiveness 
Assurance 
Empathy
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Figure 4: The Three-component model

Source: Rust and Oliver (1994)

f) The multi-level model (Dabholkar, Thorpe, and 
Rentz, 1996)

Dabholkar, Thorpe, and Rentz (1996) identify 
and test a hierarchical conceptualization of retail service 
quality that proposes three levels: (1) customers' overall 
perceptions of service quality, (2) primary dimensions, 
and (3) sub-dimensions (Figure 5). This multi-level 
model recognizes the many facets and dimensions of 
service quality perceptions. In other words, retail service 
quality is viewed as a higher-order factor that is defined 
by two additional levels of attributes. 

Dabholkar et al., (1996) view that service quality 
perceptions are multilevel and multi-dimensional. 
Carman (1990) was perhaps the first to note that 
customers tend to break service quality dimensions into 
various sub-dimensions. Dabholkar et al., (1996) argued 
that the SERVQUAL model has not been fully applied to 
measure the service quality of retail stores. The authors 
developed a 28-item scale (Customer perception – p1 to 
p28, as shown in figure 5), retaining 17 items from 
SERVQUAL model and developed another 11 items to 
measure customer’s perception of retail service quality. 
The retail service quality model consists five main 
dimensions, namely, physical aspects, reliability, 
personal interaction, problem solving, and policy. 
Further, there are six sub-dimensions under physical 
aspects, reliability, and personal interactions. Sub-
dimensions such as appearance and convenience fall 
under physical aspects; reliability includes promises and 
doing it right, and inspiring confidence and courteous 
help are under interactions.

Service Quality

Service Product Service Delivery
Service Environment



 
 

  

Source: Dabholkar, Thorpe, and Rentz (1996) 

(Note: p1, p2…p28 are customer perception level in 28-item scale to measure customer’s perception of retail service 
quality). 

g)
 

Third-order factor model (Brady and Cronin, 2001)
 

Brady and Cronin (2001) developed third-order 
factor model which comprises three primary 
dimensions, namely, interaction quality, physical 
environment quality, and outcome quality. Each has 
three sub-dimensions each and nine in total; attitude, 
behavior, and expertise from the first sub-dimension 
group under interaction quality. Ambient conditions, 
design, and social factors

 
from the second sub-

dimension group physical environment quality. The last 
sub-dimension group under outcome quality is waiting 
time, tangibles, and valence (Figure 6). They used a 
seven-point Likert scale from to measure the 
consumers’ attitudes towards the items under the 
dimensions. All variables were analyzed and tested by 
factor analysis.

 

This model is similar to the three-component 
model of service quality which was developed by Rust 
and Oliver (1994). The interaction quality component 
and the outcome quality component are similar to the 
functional quality and the technical quality of Nordic 
model developed by Grönroos (1982, 1984). According 
to Bitner’s (1990) study, perception of service quality is 
affected by the service environment which is one of

 
the 

crucial dimensions of Brady and Cronin’s (2001) model. 
Similarly,

 
Martinez C. et al.,(2007) used this model in 

their empirical research for measuring perceived service 
quality in the transport service industry and they 

emphasized this hierarchical conceptualized and 
multidimensional model was a combining of Rust and 
Oliver model (1994) and Dabholkar et al.’s hierarchical 
multi-level model (1996). 
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Figure 5: The multi-level model

Retail Service 
Quality

Physical 
Aspect Reliability Personal

Interaction
Problem 
Solving

Policy

Appearance Convenience Promises Doing-it-right Inspiring 
confidence

Courteous/
Helpfulness



 
 

  

Source: Brady and Cronin, 2001 

(Note: R = a reliability item, SP = a responsiveness item, E = an empathy item).  

VII. Research Findings 

 Analysis of the service quality models, their key 
findings, and limitations are provided in the table 2. The 
Nordic model, SERVQUAL model and SERPERF model 

can be tested in different types of services whereas 
other four are limited to certain service industries only 
and need to be generalized for different service 
environments. 

Table 2 

S N Service Quality Model Key Findings Applications Observations 

1 The Nordic Model 
(Grönroos)

 
Service quality bases on 
technical quality, functional 
quality, and corporate image 
of the firm under consideration 

Different types of 
services

 
The model does not 
explain on how to measure 
technical and functional 
quality 

2 SERVQUAL Model

 The model is an analytical tool 
and capable to assist a firm to 
identify service quality factors 
from the customer perception 
and expectation point by using 
five service quality dimensions 

Different types of 
services

 The model does explain on 
how to measure perceived 
and expected service

 

quality level of customer
 

3 SERVPERF (Performance 
only model)

 
This model uses quality 
dimensions of SERVQUAL

 
Different types of 
services

 
This model is revised 
version of SERVQUAL and 
authors claim that it can 
even measure performance 
of a firm as well 

4 
Teas Model (Evaluated 
performance and 
normative quality model)

 This model uses quality 
dimensions of SERVQUAL

 
Retail stores

 Quantitative relationship 
between evaluated 
performance model (EP 
model) and normative 
quality model (NQ model) 
need to be established 

© 2017   Global Journals Inc.  (US)
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Figure 6: Third-order factor model

5 The three-component 
model

This model comprised of three 
service quality components, 
namely, service product,  
service delivery, and service 
environment

Applicable to few 
service industries

Overall perception of 
service quality is based on 
the customer's evaluation 
of three dimensions of the 
service encounter: the 
customer-employee 
interaction, the service 
environment, and the 
outcome



 
 

 

 

 

 
 

 

 

 
 

 

 

 

VIII.

 

Research Conclusions

 

In summary, researchers

 

generally have 
adopted one of two service quality conceptualizations. 
The first is the “Nordic” perspective (Grönroos, 1982, 
1984)

 

which defines the dimensions of service quality 
comprising functional and technical quality. The second, 
the “American” perspective (Parasuraman et al.,

 

1985, 
1988), uses the terms that describe service encounter 
characteristics. That is, service quality is defined by 
either or all of a customer's perception regarding (1) an 
organization's technical and functional quality; (2) the 
service product, service

 

delivery, and service 
environment; or (3) the reliability, responsiveness, 
empathy, assurances, and tangibles associated with a 
service experience. When assessed collectively, the 
SERVQUAL model appears to be distinct from the 
others because it uses terms

 

that describe one or more 
determinants of a quality service encounter. Although 
the SERVQUAL dominates the literature, a consensus 
has not evolved as to which, if either, is the more 
appropriate approach. However, implications of 
SERVQUAL and Nordic constructs do not give clarity 
across the service industries and results are limited 
when applying either five or three

 

service quality 
dimensions. 

Cronin and Taylor (1992) argued that service 
quality is antecedent of customer satisfaction which has 
significance on purchase intensions. They further state 
that customers don’t always buy best quality service, 
they might instead purchase on the basis of their 
assessment of value of service. Beside this, they 
pointed out that their research has two objectives. First, 
the conceptualization and operationalization of service 
quality (SERVQUAL) is inadequate. The SERVQUAL 
scale is based on Parasuraman et al.,

 

(1985, 1988) gap 
theory which suggests that the difference between 
customers’ expectations about the performance of types 
of service providers and their assessment of the actual 
performance of a specific firm within that type drives 
perception of service quality. Their second objective was 
to examine the relationships between service quality, 
customer satisfaction, and purchase intensions.

 

IX.

 

Some New thoughts for Future 
Research

 

Service quality and customer loyalty are widely 
recognized as key influence factors in formation of 

customers’ purchase intensions in the service business 
environments. In recent research on service quality, 
scholars have argued that the relationship between 
service quality and customer loyalty is an issue which 
requires both conceptual and empirical elaboration 
through replication and advancement of current 
knowledge. Focus on the enrichment of a scale for 
measuring service quality by linking with service loyalty 
dimensions is essential for researchers to develop base 
for future studies.

 

Owing to the importance of service quality that 
can lead to customer loyalty and re-buy intensions 
(stressing purely service side of business – intangible 
goods), author proposes an extension of SERVQUAL 
(Parasuraman et al.) service quality model with six 
service dimensions instead of five. Retaining 5 
dimensions of SERVQUAL as it is and adding sixth, Buy-
in dimension that will enable to meet customer 
perception, expectations and bond to the brand, service 
or to firm (Table 3). Each service dimension will have 
corresponding 4 questions in a 24-item scale 
questionnaire. Firms need to focus on a more 
systematic way to satisfy customers’ needs and 
manage post-purchase phase so as to create customer 
loyalty and an effective tool of word-of-mouth marketing 
approach to gain competitive advantage.
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6 The multi-level model

This model devised on the 
basis of multi-level and multi-
dimensional service quality 
perceptions

Retail stores

This model uses 28-item 
scale and need to be 
customized for different 
types of service 

7 Third-order factor model 

This model has three primary 
dimensions and each 
dimension is followed by three 
sub-dimension group

Retail stores

Variables were analyzed 
and tested by factor 
analysis. Qualitative factors 
to be established



 
 

Table 3 

Dimension 
No. of Items in 
Questionnaire  

Definition  

Tangibles
 

4 
The appearance of physical facilities, equipment, personnel, 
and communication materials

 
Reliability
 

4 
The ability to perform the promised service dependably and 
accurately

 
Responsiveness

 
4 

The willingness to help customers and to provide prompt 
service

 
Assurance
 

4 
The knowledge and courtesy of employees and their ability to 
convey trust and confidence

 
Empathy

 
4 The provision of caring, individualized attention to customer

 
Buy-in

 
4 

The willingness of customer to use the service repeatedly and 
recommend to family and friends

 
The importance of developing and maintaining 

enduring relationships with customers of service 
business between service quality delivery, customer 
loyalty, and re-buy intensions of customers’ is ongoing 
study in the marketing literature. A key challenge for 
researchers is to identify and understand how 
managerially controlled antecedent variables affect 
important relationships between service quality, 
customer loyalty, and re-buy intensions of customers. 
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Green HRM Practices as a Means of Promoting 
CSR: Suggestions for Garments Industry in 

Bangladesh 
Shah Ridwan Chowdhury α, Nehad Laila Sanju σ & A. K. M. Asaduzzaman 

Abstract- For performing CSR an organization can focus on 
different areas like stakeholders’ interest, general social 
welfare and environmental concern. Stakeholders’ interests 
and environment obligations can be ensured through GHRM. 
GHRM implies eco-friendly human resource management 
practices like video recruitment, electronic file maintenance, 
online interview and test, using shared cars, environmental 
training, and green initiative based reward etc. In short, there is 
a scope for green practice in every function of HRM. Green 
HRM practices results in developing sustainability because it 
focuses on reservation and preservation of natural resources, 
minimization of wastage. So, a very strong correlation exists 
among CSR, GHRM and sustainability. But the practice of 
CSR in garments industry of Bangladesh is very poor although 
organizations in global market are trying for improving their 
performance in CSR since it increases positive images in the 
society. Garments organizations in Bangladesh are not 
interested in CSR as it involves sacrifices of some profits. 
GHRM is the way that an organization can practices that will 
facilitate CSR of the organizations without sacrificing profit. 
Because GHRM initiates environment friendly HR practices 
that minimizes environmental pollution with maximization of 
profit by reducing cost and wastage. So, GHRM can result in 
win-win situation for the firms and the society. To clarify this 
truth this paper tried to provide conceptual model to visualize 
the relationship among CSR, GHRM and sustainability. To do 
that it was tried to accumulate different works on GHRM and 
CSR. Some expert opinions were also taken from different 
academicians and practitioner informally.  

ρ 

Keywords: GHRM, CSR, sustainability, eco-friendly, 
conceptual model, garments industry, profit 
maximization. 

I. Introduction 

reen Human Resource Management (HRM) as a 
process is the combination of environmental 
management and Human resource 

management. Today’s organizations are paying more 
attention on implementation of green HRM as it is the 
growing concern of society as well as all stakeholders. It 
can  create   a   positive   image   &   bring   competitive 
advantages for the organization which will help the  
organization  to  survive  in  long run successfully. It can 
 
Author α: Assistant Professor, Department of Management, University of 
Dhaka. e-mail: du.ridwan@gmail.com 
Author σ: Lecturer, Department of Management Information Systems, 
University of Dhaka. 
Author ρ: MBA, Major in HRM, Department of Management, University 
of Dhaka. e-mail: asad_infor@yahoo.com 

organization to survive in long run successfully. It can 
also enhance the capability of an organization to reach 
its missions & visions in effective & efficient manner. 

Corporate Social Responsibility (CSR) is a 
practice of the organizations of taking care of society 
(area) in which it is operating. Though it is bound by law 
in some cases but it is actually the good manner of 
humanity. Of course, when one doing something with 
the support (Tacit or Explicit) of a community or bringing 
any harmfulness to those people who are not the part of 
one’s profit then it is that one’s responsibility to take 
care of that community or those people. 

When organizations must have to take 
responsibility of the society & its people then why not by 
making it green through CSR practice? Now it is time to 
lock both of them in one Box. 

Growing concern of the world about 
environment is forcing business to move towards 
sustainable operations & make green policies (Mehta & 
Chugan, 2015). That means practicing green HRM as a 
part of CSR is now on emerging issue. Now it is time to 
develop the existing situation & carry it to the ultimate 
destination. 

II. Literature Review on Green HRM 

a)
 

Definition
 

Green Human Resource Management is a 
process of ensuring that the management system 
practicing in an organization is ecologically balanced 
and environmentally affable (Kapil, 2015). It considers 
Human Resource Management policies as a factor of 
using resources in sustainable manner (Deshwal, 2015). 
Some environment friendly practices to stay green are- 
Green manufacturing and disposal system, 
Teleconferencing and virtual interviews, Online training, 
Electronic filing, Green payroll, Company transport, Flexi

 

work and Recycling (Bangwal & Tiwari, 2015).
 

Green Human Resource Management is 
emerging as an important thrust area for management 
which can have an extensive impact on people issues in 
an organization. The term ‘green HR’ is often used to 
refer to the contribution of

 
HR policies and practices 

towards the broader corporate environmental agenda of 
sustainable use of

 
natural resources (Prasad, 2013). It 

involves human resource practice to enhance 

G 
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awareness and commitment of employees toward the 
sustainability issues (Sharma & Gupta, 2015). 

Green HR is the contribution of people 
management policies and activities towards the 
organizations goals. As it is an important consideration 
for all employees, customers and stakeholders, it’s an 
important issue for HRM (Kumari, 2012).Green HRM 
refers to all works involved in evolving, pursuing and 
prolongation of a system those making employees 
environment conscious in their private and profession 
allives (Aggarwal &Sharma, 2015). 

b) Functions 
The environmental management initiatives deals 

with some new job positions and specific set of skills 
(Arulrajah, Opatha, & Nawaratne, 2015). Green Human 
Resource Management includes sourcing and 
acquisition with green job description, induction with 
green consciousness, performance management and 
appraisal system with ‘green’ targets, learning and 
development with environment related aspect, 
compensation and reward considering green skill and 
achievement, employee relation through developing 
green workplace (Deshwal, 2015) green recruitment, 
green selection, green training and development, green 
employee discipline management, and green health and 
safety management (Arulrajah et al., 2015). 

Organizations and Industries can be forced to 
practice green values by setting rules and regulations at 
international level (Yusoff et al., 2015). 

c) Importance 
Green HRM practice facilitates an organization 

as well as its employees through improvement rate of 
retention in employees, improved public image, 
improvement in attracting better employees, 
improvement in productivity, improvement in sustainable 
use of resources, reduction of practices that cause the 
environmental degradation, reduced utility cost, save 
environmental impact, rebates and tax benefits and 
increased business opportunities (Bangwal & Tiwari, 
2015). Green thinking is a path to gather pace within the 
HR space (Mehta & Chugan, 2015). 

Greening of HRM functions will decreasethe 
negative environmental impacts of the organization and 
increase the positive environmental impacts of the 
organization. The green HRM practices are more 
powerful tools in making organizations and their 
operations green. The green performance, green 
behaviours, green attitude, and green competencies of 
human resources can be used through adaptation of 
green HRM practices. (Arulrajah et al., 2015). 

Green HR initiatives help organizations to 
discover alternative ways to reduce cost without losing 
their top talent. It ensures more inspired problem 
solving, Increased desirability as an employer, less 

growth, improvement in quality and enhancement of 
procedures and methods, helps in proper use of 
resources, manages risks more efficiently and develops 
green learning culture in the organization (Aggarwal &  
Sharma, 2015). 

Green practice can lead the consumers to buy 
those product or service which are safe and not harmful 
to the environment and society (Yusoff et al., 2015). 
Organization should organize several seminar and 
symposiums to make their clients aware of Green 
practice as well as to introduce their Green Products or 
services and advantages therein. This can lead the 
clients to be habituated to the Green organizational 
activities (Rahman, Ahsan, Hossain, & Hoq). 

d) Challenges 

The main challenge in front of HR professionals 
is to understand the scope and depth of green HRM in 
transforming their organizations as green entities. To 
create, practice and nurse environmental related 
innovative behaviours of employees with right attitude of 
being green, green HRM practices are critical and 
without proper green HRM practices, it is difficult to 
create and maintain sustainable environmental 
performance. (Arulrajah et al., 2015). Challenges for 
adopting green HRM policy are that it is very tough to 
change employee behaviour in short time, all employees 
will not be motivated easily, developing green culture is 
a long process, require high investment primarily, 
recruitment is challenging, difficult to measure green 
performance and so on (Aggarwal &Sharma, 2015). 

e)
 

Outcomes
 

Green Human Resource Management 
promotes environment friendly activities by engaging 
employees in greener activities (Kapil, 2015). 
Environment friendly HR policies resulting in greater 
efficiencies, lower costs and create an atmosphere of 
better employee relationship, which in turn helps 
organizations to operate in an environmentally 
sustainable fashion (Dutta, 2012). It increases employee 
morale, reduces labour turnover, attract human talent, 
builds company image, improves external and internal 
quality of an organization, improves relationship with 
stakeholders, reduces cost, facilitates growth 
improvement and provides competitive advantages 
(Deshwal, 2015). Environmental practices help an 
organization to save money, discover new sources of 
business and avoid problems (Mehta & Chugan, 2015).

 

 

 

30

G
lo
ba

l 
Jo

ur
na

l 
of
 M

an
ag

em
en

t 
an

d 
Bu

sin
es
s 
R
es
ea

rc
h 

  
  
  
V
ol
um

e 
X
V
II 

Is
su

e 
V
I 
V
er

sio
n 

I
Ye

ar
  

 (
)

A
20

17

© 2017   Global Journals Inc.  (US)1

Green HRM Practices as a Means of Promoting CSR: Suggestions for Garments Industry in Bangladesh

Companies are being competentenough to 
boost up their image, gear up employee morale and 
drastically reduce costs and green HRM is helping them 
in those sectors (Aggarwal & Sharma, 2015). 
Workforces of present age are realizing the social and 
environmental consciousness by gearing up employers 
to follow green values and practices in the organization 
(Nijhawan, 2014).

stressed budget and Improved employee retention. 
(Kumari, 2012). It encourages innovation facilitating 
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Green HRM provides a set of policies to the 
organization to fulfil its environmental objetives and 
better control on the environmental impacts (Singh & 
Shikha, 2015). Organizations now feel that they have to 
build a powerful social ethics and green sense of 
responsibility where corporate responsibility will be used 
as an essential factor for business development. 
Organizations taking a greener approach inside are 
experiencing a positive and expected effect on the 
patterns of employee relations in the organization 
(Ruchismita, Shitij, Pallavi, & Vivek).

III. RELATIONSHIP BETWEEN CSR & 
GHRM

Green programs helps the organization to 
promote HR social responsibility among workers (Mehta 
& Chugan, 2015). To improve organization’s 
environmental performance, people factor is one of the 
prime factors (Arulrajah et al., 2015). Human Resources 
Management plays animportant role in promoting and 
enhancing corporate social responsibility as it has 
contribution to the development of the coordination 
between economic and social goals and performance of 
the organization (Buciuniene & Kazlauskaite, 2012).

CSR policy emerges from thecorporate vision, 
mission and objectives. Corporate does not operate in 
Vacuum, they arepart of society and environment and 
responsible to different stakeholders. Business has 
totake responsibility forthe impact of their activities on 
the environment (Shaikh, 2012).

Objectives of the paper

• To provide a comprehensive overview of GHRM
• To examine and show the relationship between 

GHRM and CSR
• To illustrate CSR practices in apparel industry of 

Bangladesh
• To suggest a conceptual model for improving CSR 

practices through GHRM

a) Methodology of the paper
It is a qualitative as well as descriptive study. So 

qualitative data were collected and analyzed. 

(i) Data collection
Both primary and secondary data had been 

used to this study with a greater focus on secondary 
data.

Primary sources: Several discussion and interviews had 
been conducted with the experts (both academicians 
and practitioners) of the related field.

Secondary sources: Different articles on Green HRM, 
CSR and Sustainability, reviews and business 
magazines, websites of different organization practicing 
green HRM, books as reference.

(ii) Data organization
After collecting data it had been organized or 

classified to make them more useful and easy to use. It 
is actually giving a shape to the data as needed for 
further analysis. First of all, data had been categorized 
on basis of needed sectors, then it had been identified 
with same information and stored in the same file and 
finally it had been arranged on the basis of importance. 
All files named according to its content to make it easier 
to find when relevant and where needed. 

(iii) Data analysis
Data had been analyzed through Focus Group 

Discussions (FGD) and Brainstorming with different 
experts in related field. 

i. Limitations
As the combined scenario of green HRM and 

CSR is not a widely discussed topic there were some 
variation among expert’s opinions. Data resources to the 
point were limited. For this reason findings of this study 
may have lighter focus on relating Green HRM and CSR. 
If a focus group discussion could be arranged with the 
renowned experts worldwide it could be avoided. 

ii. CSR practices of garments industry in Bangladesh
Most of the garments industries in Bangladesh 

is a part of a large group of companies. That’s why CSR 
practices in this industry is headed by the mother 
company and from group perspective rather than 
separate industry perspective. Some of CSR practices in 
garments industries of Bangladesh in brief as follows-

iii. Ananta group
This group is now the best CSR practicing 

factory of Bangladesh. It has several CSR program like-
Tree plantation program, Environmental and eco-friendly 
activities, Innovative approaches for women 
empowerment, Transport facilities for the workers and 
staff, Mosque for prayer, 14. Festival gift & greetings for 
staff of all religions, Patronization of merit, Annual eye & 
dental camp, Relief aid in natural disasters and so on.

iv. Ha-Meem group
They are very much conscious about 

environment, that’s why every washing plant they use 
have ETP to purify water. Exhausted heat from 
generators are converted to generate steam. LED lights 
and solar power system are used. Carbon emission 
measuring meters are installed.

v. Beximco group
They have charity contributions through the 

Gono Sahajjo Songstha (GSS) for the educational sector 
for the unprivileged group. They are highly focused on 
the Child care system and their education. They also 
sponsor different national event and cricket teams.

vi. Epyllion group
This group practicing CSR by behaving ethically 

with its stakeholders and contributing to the economic 
development. It has a large focus on developing the life 
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of its workforces and their families. They invest in 
different motivational and skill development programs.

vii. Asian apparels
The Asian apparels mainly focus on 

sustainability of the factories safety environment and the 
health of the manpower working there. To ensure this 
goal they continuously provide training on fire fighting, 
as a result of recent occurrences of fire incidents. Their 
team regarding this area is pretty much concerned 
about regular care of the “Health and Safety” program.

viii. Shasha Denims
As one of the big company in Bangladesh they 

are aware of social responsibility. They help poor and 
unprivileged people through ‘Shasha Foundation’. This 
foundation provides scholarship to poor and meritorious 
students of different areas in the country.

ix. Mahmud jeans ltd.
Mahmud jeans ltd. is building its new green 

factory to ensure the least impact on environment. It has 
a large focus on energy saving and reduction of 
greenhouse gas emission.

IV. Suggestions

 Use energy efficient bulbs & install timer to switch 
off the light automatically after a definite time.

 Reduce Paper–work to make your organization 
dust-free.

 Use online system in most of the procedures of the 
organizational activities to make your organization 
eco-friendly.

 Develop or Enhance waste management system to 
reduce atmospheric (air, water, soil) pollution.

 Encourage suppliers to provide environmentally 
sustainable product to make the outer world green.

 Highly care about uses of water & leakage of 
drainage system to ensure efficient use of water & 
to reduce water pollution.

 Use less harmful chemical where possible
 Consider alternative energy sources which are more 

environment friendly such as- wind power, solar 
energy etc.

 Install more energy efficient equipment to reduce 
energy consumption as well as emission of 
greenhouse gases.

 Reduce business travel & Focus on 
teleconferencing to minimize the emission of 
carbon-di-oxide.

 Focus on recycling where possible, that will reduce 
the amount of wastage as well as pollution.

 Spreads green thinking among employees & 
stakeholders to make them green psychologically.

 Reward employees on the basis of green activities 
to motivate them to be more aware about 
environment.

 Use organization’s transport in group rather than 
privately to ensure less emission of different harmful 
gases to the atmosphere.

 Make everyone concern about the green benefits 
(even cash value of greening)to create their 
willingness towards green.

 Create a green identity through green activities,  that 
will create a Brand image.

 Encourage employees to share new ideas regarding 
environmental issues.

 Get your surround community known about your 
greening practice that will make them loyal to your 
brand.

 Install heat management system to ensure 
comfortable temperature in the organization& 
surrounds.

 Try to integrate green HR practices with corporate 
social responsibilities.

 Get all level managers involved in greening practice
 Conduct annual survey on measuring the level of 

green practice adopted by the organization.
 Conduct an energy audit to ensure effective and 

efficient use of energy.
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Proactive actions

Recruiting and Selecting
environmentally aware talent

Making the whole 
organization environmentally 

aware

Implementation of green HRM programs

Awareness of the internal 
environment

Awareness of the external 
environment

CSR

Initiating GHRM practices at all 
level of the organization

Building positive image in the 
society and customer

Sustainability of the organization

Leaving a good environment for 
the future generation Source of competitive advantages



V. Conclusion 

Today, Organizations are trying to focus on 
profit maximization and environmental obligation at a 
time. In today’s world which organization has more 
focus on environment has higher acceptance in society. 
Due to this rising awareness of the society about 
environment organization are being pushed to pay more 
attention on the environment. Now, it may seem that 
more investment on environmental issues will cause 
profit minimization. In that case, non-financial practice 
like green human resource management can be 
implemented in the organization. Financial help to a part 
of the total population of a country may get less focus 
than being green through green HRM. Higher focus will 
create higher acceptance. Higher focus will facilitate an 
organization to maximize their profit in long run. In this 
way CSR can be performed through green HRM. 

In garments industry of Bangladesh goodwill 
regarding HRM practice is not remarkable. So practicing 
green HRM as a means of promoting CSR in this 
industry will have a positive impact over the industry 
which will facilitate them to achieve higher social 
acceptance as well as higher profit making in the long 
run. 
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The Effect of Social Networks and Google on 
Consumers’ Buying Behavior in Dhaka 

City, Bangladesh
Md. Abu Jafar α, Md. Aminul Islam σ & Arifur Rahman Khan ρ

Abstract- Social network is a buzzword which contributes in 
increasing number of customers and consumers thus 
companies are getting huge response from the market. 
Comparing with the traditional business, modern business is 
booming too fast but in some cases they can’t sustain for the 
longer period of time because competitors are not limited to 
the local areas only so do the consumers. Once a customer 
moves from one site to another site, it is difficult to back 
him/her to the previous track. In the analysis, Principal Axis 
Factoring has been used for variation explained and Principal 
Components Factoring for rotated component matrix. To 
justify the appropriateness of the study we run KMO and 
Bartlett's Test. Result showed that, positive word of mouth, 
branding, search engine category, product customization, 
interaction with the customers, effective SEO, trust play 
significant roles in this case. In fact, this paper aims at 
identifying the effect of Social Networks (SNs) and Google on 
the buying behavior of the consumers.

I. Introduction

he global online business environment, in recent 
years, is seen commercially. The development 
along with the emergence of online stores has 

made it possible to turn users into consumers. Social 
media creates a platform for the consumers and 
marketers to make communication. (Hennig-Thurau et 
al., 2004). (Kozinets, 1999) said that social media 
creates a new podium to collect product information by 
peer communication. Consumers can motivate other 
buyers by reviewing of products and services they use. 
There are several factors on which consumers can be 
influenced to buy the products and services such as 
income, brand’s value, purchase motivation (on social 
networks), age, sex (Demographic), payment method, 
stores type (online or physical).Companies are trying to 
use modern marketing tools and techniques to get the 
competitive advantage. Modern users use Google to 
find the list of suggestions for their desired goods and
services. They compare the goods and  services  among 

Author α: Assistant Professor, Department of Business Administration 
The International University of Scholars. e-mail: jafar.du@gmail.com
Author σ: Senior Lecturer, MIS Green Business School, Green University 
of Bangladesh. e-mail: aminul.research@gmail.com
Author ρ: Lecturer, MIS School of Business, Independent University, 
Bangladesh. e-mail: wms.arif@gmail.com

multiple sellers, shoppers. Those companies are listed 
top in the search results and have positive viewers’ 
feedback sustain in the market.

People purchase consistently with their 
requirements both from online and in their physical 
presence. They consider several issues while making 
their purchase decision especially in case of online 
shop. (Mersey et. al. 2010) mentioned that due to the 
development along with quick growth of social networks, 
customers do several activities including blogging, 
chatting, and entertainment and messaging. (Ross et al. 
2009) found that Facebook has been recognized as the 
top most popular as well as widely used social media 
networks. Social relationship, dealings with people have 
a great impact on consumers’ buying decisions.

II. Literature Review

Internet has created a platform on which 
organizations of all sizes and categories can compete. 
Businesses using modern marketing techniques such 
as Internet marketing, Facebook marketing, viral 
marketing, search engine marketing, and e-mail 
marketing has become more successful in meeting the 
competition (Dwyer, Schurr & Oh, 2015). Flint and 
Woodruff (2015) reviewed the advantages related to new 
technology, such as shortening the product life cycle 
and altering standards. Social network has given scope 
to the marketers for product customization and targeting 
customers in a better way (Crosby & Johnson, 2015). 

Initially starting out as a means for people to 
stay connected worldwide, social networking has now 
grown into a crucial business tool for both social as well 
as commercial needs. Social media provides an 
opportunity for businesses to involve and interact with 
potential consumers, inspire an increased sense of 
intimacy with consumers, and make all important 
relationships with potential consumers. (Mersey, et al., 
2010). With the increasing impact of social networking 
on daily lives, its impact spans beyond global 
boundaries, transcending even social and cultural 
limitations (Dwyer, Schurr & Oh, 2015). Many 
researchers thinks that social media plays the role of a 
special touch point for today’s consumer decision 
process, from the stage of consideration to the stage of 
post purchase. Similarly, companies are also 

T

Keywords: social networks, google, consumer, buying 
behavior, dhaka city, bangladesh.
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endeavoring to boost customer engagement, create 
brand awareness, drive traffic for marketing properties, 
and also raise the number of communication channels 
(Zarrella & Zarrella, 2010). Many companies today have 
pages on social networks to reveal the information 
about products. By using social media, consumers have 
the power to influence other buyers through reviews of 
products or services used (Kozinets, 2014). 

Consumers are using several online formats to 
communicate to share ideas about a given product, 
service, or brand and contact other consumers, who are 
seen as more objective information sources (Kozinets, 
2014). The distinctive features of social media along with 
its popularity have given revolutionized platform for 
marketing practices like advertising, promotion (Hanna, 
Rohn and Crittenden, 2011). (Mangold and Faulds, 
2009) mentioned that social media has also effect on 
consumer behavior (information acquisition to post-
purchase behavior) such as dissatisfaction statements 
or behaviors about a product or a company. The 
advanced level of efficiency of social media comparing 
to other traditional channels has impelled industry 
leaders to participate in Facebook, and others sorts of 
social media in order to be successful in online 
environments (Kaplan and Haenlein, 2010). A study 
done by Deloitte Touche´ in USA found that 62% of US 
consumers read consumer generated online reviews 
where 98% of them found these reviews trustworthy; 
80% of these consumers said that reading reviews has 
influenced them to buy products and services. 
(Pookulangaran, et al., 2011). Prior research has shown 
that negative information from a few posts can have 
significant effects on consumer attitudes (Schlosser, 
2005). 

Researchers from social psychology have 
identified the sheer presence of observers who have the 
power to change behaviors. At the same time, in online 
social media there are options for subscribing contents 
permitted by sites and user subscriptions allow some 
content generators to keep record their audience size 
which indicate levels of trust for the content developers 
who allow them to push in an easier manner when it 
comes to their followers' pages or walls. The presence 
or absence of a captive audience can influence behavior 
(Trusov et al., 2009). Hoand Wu (1999) stated that 
consumers are much more likely to post reviews when 
they are highly content with the offerings of the product. 
However, in earlier times, consumers of a product 
tended to be more enthusiastic about it, and thus with 
the span of time average ratings tend to be decreased 
in the end. Along with all this it has seen that the 
uniqueness of consumers may be effective their 
decision of providing important reviews or their 
feedback about products or services. Social relations 
and dealings with individuals play a great role in 
changing people’s mind sets regarding their purchasing 
decisions. Merseyet al. (2010) noted that the 

development and quick growth of online social networks 
enables customers to do several kinds of activities that 
include blogging, chatting and interaction, gaming and 
entertainment, as well as messaging.

III. Methodologyof the Study

This is a descriptive research where both 
quantitative and qualitative data have been used. 
Quantitative data was used as primary source and for 
this reason a survey with structured questionnaire, 
containing the 5-points Likert Scale statements, has 
been conducted and qualitative data was collected 
through secondary sources like journals, periodicals, 
articles, books etc. 160 respondents who are 
experienced with online buying and search their 
products to find the desired online business or e-
commerce sites on using goggle and social networks. 
Out of 160 respondents, 30% was male and 70% was 
female. The average age of the sample was 25. 66% of 
respondents had undergraduate or graduate level of 
education. We have conducted Exploratory Factor 
Analysis (EFA) to decide if multiple variables comprise 
single dimension. And to do the analysis, we used
Statistical package SPSS 20.0.

IV. Analysis and Findings

For this study, we have identified10 variables 
which are consequent of reviewing the literature review. 
These variables are included: 
V1 Product customization, V2 Interaction with 
customers, V3 Intimacy with customer
V4 Brand awareness, V5 Update content, V6 Effective 
SEO, V7 Positive word of mouth 
V8 Key word search, V9 Type of Search engine, V10 
Trust

We have used Bartlett’s sphericity test to assess 
the null hypotheses which states that the population 
correlation matrix is an identity matrix where all diagonal 
terms are 1 and all off-diagonal terms are 0. Test 
statistic with large value will favor the null hypotheses 
rejection. The factors’ appropriateness will be 
questioned if this hypothesis is not rejected. On the 
other hand, the Kaiser-Meyer-Olkin (KMO) measure of 
sampling adequacy is termed to be useful to compare 
the magnitudes of the observed correlation coefficients
with the magnitudes of the partial correlation 
coefficients. Small values (below 0.5) of the KMO 
statistic, in case of larger number of factors, indicate 
that the correlations between pairs of variables cannot 
be explained by other sort of variables thus factor 
analysis may not be appropriate.

Table 1: KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .634

Bartlett's Test of Sphericity
Approx. Chi-Square 198.776
df 45
Sig. .000



Consequently, from the above table, it is 
apparent that factor analysis is appropriate. Here, the 
KMO value is .634, which is between 0.5 and 1.0, and 
the approximate chi-square statistic is 198.776 with 45 
degrees of freedom, which is significant at the 0.05 
levels. Therefore, the null hypotheses can be rejected 
and the alternative hypotheses that all variables are 
correlated to each other can be accepted. To analyze 
the variables ranging from V1 to V10, factor analysis has 

been used for data reduction. This analysis divulges the 
most important factors that have influence on customer 
loyalty From the above table, only 4 factors have been 
extracted, as cumulative percentage is greater than 63% 
at the very next cell and Eigen value is greater than 1.0 
(it is recommended that factors with eigenvalues greater 
than 1.0 should be retained) that indicates the adequacy 
of the analysis using derived factors.

Table 2: Total Variance Explained 

Factor

 Initial Eigenvalues Extraction Sums of Squared 
Loadings 

Rotation Sums of Squared 
Loadings 

Total % of 
Variance 

Cumulative % Total % of Variance Cumulative % Total % of Variance Cumulative % 

1 2.496 24.962 24.962 1.934 19.340 19.340 1.276 12.758 12.758 
2 1.346 13.462 38.424 .807 8.067 27.407 1.258 12.584 25.342 
3 1.247 12.465 50.889 .591 5.908 33.315 .736 7.359 32.701 
4 1.064 10.642 61.531 .428 4.276 37.591 .489 4.890 37.591 
5 .851 8.510 70.041       
6 .768 7.678 77.719       
7 .721 7.212 84.931       
8 .584 5.837 90.767       
9 .541 5.413 96.180       

10 .382 3.820 100.000       

Extraction Method: Principal Axis Factoring. 

From the above table, only 4 factors have been 
extracted, as cumulative percentage is greater than 
61.53% at the very next cell and Eigen value is greater 
than 1.0 (it is recommended that factors with 

eigenvalues greater than 1.0 should be retained) that 
indicates the adequacy of the analysis using derived 
factors.  

Table 3: Rotated Component Matrix 

 

ITEMS
 FACTOR  

Searching 
Attributes

 Product/Content
Attributes

 Customer Behavior
 

Attributes
 Customer 

 Attributes
Relationship 

Effective SEO 
 

Key Word
 
Search 

 

Type of Search Engine 
 

Brand Awareness 
 

Update Content 
 

Product Customization
 

Positive Word of Mouth 
 

Interaction with Customers 
 

Trust
 

Intimacy with Customer
 

.732
 

.517
 

.434
 

 
 
 

.612
 

.412
 

.401
 

 
 
 
 
 
 

.444
 

.415
 

 
 
 
 
 
 
 
 

.567
 

.455
 

 
 

The extracted 4 factors can be interpreted on 
the basis of variables that load high coefficients. From 
the rotated component matrix table, factor 1 includes 
high coefficients for Effective SEO (.732), Key Word 
Search (.517), and Type of Search Engine (.434). Thus, 
factor 1 can be named as “Searching Attributes”. Factor 

2 has high coefficients for Brand Awareness (.612), 
Update Content (.412) and Product Customization 
(.401). Hence, this can be entitled as “Product/Content 
Attribute”. Factor 3 generates high coefficient for 
Positive Word of Mouth (.444), Interaction with 
Customers (.415).Therefore, this factor can be titled as 
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             Extraction Method: Principal Components Factoring.

a. Attempted to extract 4 factors. More than 30 iterations required. (Convergence=.003). Extraction was terminated.



“Customer Behavior Attribute”. We termed factor 4 as 
Customer Relationship Attributes which generate high 
coefficients for Trust (.567) and Intimacy with Customer 
(.455). 

V. Conclusion 

This study tried to identify the effect of Social 
Networks and Google on consumers’ buying behavior 

by investigating various related attributes and factors 
originated from both literature review and feedback of 
the questionnaire. According to the analysis of the data 
generated by SPSS 20, four components together 
explain 61.53% of the variety. But this explanation is not 
enough rather there are different components also and 
further research can be possible to find out the other 

factors. Moreover, city or country-wise research can also 
be done based on this topic. 
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Impact of Information Security Initiatives on 
Supply Chain Performance 

Hossam Ahmed Hanafy α & Abd`Elazez Hashem 

Abstract- Purpose: Study aims to: 

σ 

1. Develop a comprehensive framework for the effective 
application of information security encompassing the 
internal and external technical environment, formal and 
informal management, and includes several aspects from 
an organizational perspective and between organizations 
in the context of the supply chain. 

2. Exploring the potential outcomes and outcomes of the 
effective application of internal and external information 
security initiatives to supply chain performance. 

3. Study the impact of effective application of internal and 
external information security initiatives on supply chain 
operations from the internal and inter-organizational 
perspective. 

4. Study the impact of supply chain operations on supply 
chain performance.Design/Methodology/ Approach - 
Based on extant information security management and 
supply chain security management literature, a 
conceptual model was developed and validated. A 
questionnaire survey instrument was developed and 
administered among supply chain managers to collect 
data. Data was collected from 90 organizations belonging 
to different nodes of Egyptian automotive industry. Study 
employed exploratory and confirmatory factor analysis for 
data analysis. Further, to test the hypotheses and to fit the 
theoretical model, Structural equation modeling 
techniques were employed. 

Research Findings: Results of this study indicates that: 

1. Effective application of information security initiatives has 
a positive impact on supply chain operations. The 
explanatory power of supply chain operations from the 
effective implementation of information security initiatives 
is 65.3%. 

i. Effective application of internal information security 
initiatives has a positive impact on supply chain 
operations. The explanatory power of supply chain 
operations from the effective implementation of internal 
information security initiatives is 64%. 

ii. Effective application of external information security 
initiatives has a positive impact on supply chain 
operations as the interpretive capacity of supply chain 
operations from the effective implementation of external 
information security initiatives is 61.8%. 

2. Supply chain processes have a positive impact on supply 
chain performance. Where the explanatory capacity of 
supply chain performance of supply chain operations is 
61.5%. 

 
 

  
 
 

 

3. There is no statistically significant relationship between 
the dimensions of effective application of internal and 
external information security initiatives and supply chain 
performance. 

Problem of study: Here are many gaps highlighted by previous 
studies and the current study attempts to fill them will be 
clarified as follows: 

1. Despite the importance of the exchange of information 
and its benefits, there are some obstacles and challenges 
to its success and persistence, including the concerns of 
the supply chain partners regarding the confidentiality and 
privacy of information, so a reliable network must be 
established so that partners share information through 
them . There is therefore a great need for an information 
security structure, where the information exchanged by 
organizations with the supply chain partners is one of the 
most important assets to them. (Kollurum and Meredith 
2005; Chang et al., 2008; Qingxiong et al., 2008; Merete 
et al., 2008; Douglas et al., 2009; Ramesh et al., 2010; 
Kelly et al., 2010: Suhazimah and Ali 2012; Zahra et al 
2013; Metalidou et al., 2014; Sindhuja 2014). 

2. Effective application of information security initiatives 
includes standards, procedures, practices, culture, and 
information security policies and awareness creation 
among all employees of the Organization. And a closer 
look at most of the studies undertaken in the field of 
information security (Ashton, 2008; Werlinger et al., 2009; 
Douglas et al., 2009; et al., 2014; Sindhuja, 2014) we find 
that they have incorporated those variables within their 
organizational framework. However, most studies have 
proposed expanding research and study in the external 
environment of the organization as in the supply chain. 
(Sarathy, 2006; Voss et al., 2008; Jouini et al., 2014; 
Metalidou et al., 2014; Sindhuja, 2014) 

3. Douglas et al. (2009) study showed that internal 
information security initiatives are easier to implement 
than external initiatives because they do not require 
coordination among partners. In addition, there is likely to 
be a learning curve for security initiatives that allows 
companies to start from the inside out. Where internal 
security is first implemented (for example, physical 
security initiatives are initiated) and hence the direction of 
external security initiatives throughout the supply chain. 
However, there is a major weakness in the 
implementation of security initiatives, which focus only on 
internal processes. Many researchers have mentioned 
that cooperation between supply chain partners is key to 
security success. 

4. Jouini et al. (2014) study shows that nearly 71% of fraud 
and information fraud is committed by individuals within 
the organization, although 91% of security controls focus 
on external threats. We need to examine the effective 
application of both internal and external information 
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security initiatives. Most studies on information security 
have focused on technological, formal or informal controls 
(Dhillon, 2007). However, there is a need to develop a 
comprehensive and integrated framework for the effective 
application of information security initiatives that include 
all security controls within and between organizations 
(Sindhuja, 2014). 

5. Ernst and Young Survey showed that the number of 
security incidents reported only in 2016 in the United 
States is only 3,720,529 security incidents, and each 
security incident costs the organizations $ 17-28 million. 
There is also an increase in the number of small and large 
organizations that suffer from security breaches. The 
number of large organizations that have been hit by 
security breaches reached 90%. The number of small 
organizations reached 74%. There is also an increase in 
the cost of security breaches against large organizations. 
Million pounds in 2014 to 3.14 million pounds in 2015, 
and for small organizations, the cost of security breaches 
increased from 115 thousand pounds in 2014 to 311 
thousand pounds in 2015 (Information security beaches 
survey, 2015). In spite of the increased attacks and 
security breaches against organizations, managers often 
do not view the issue of information security with sufficient 
attention and many allow their corporate information 
systems to have little protection or are not protected at all. 
Management of information security is still insufficient. 
(Kelly et al., 2010). 

6. Elwan and Ogunyemi (2012) study of the Egyptian 
garment and textile industry indicated that there are very 
few studies on management change in supply chain 
management by focusing on studying the impact of 
supply chain management practices on the performance 
of various industries. Relations between suppliers and 
buyers need to be further improved and developed by 
organizations so that they can be globally competitive, 
and this will be achieved by maintaining the security and 
confidentiality of information. The study will therefore 
address the effective application of internal and external 
information security initiatives. 

7. Sindhuja study (2014) adds that there is a severe lack of 
scarcity in previous studies on the effective application of 
internal and external information security initiatives, which 
include the three disciplines of information security 
management in supply chains, and their impact on supply 
chain operations and performance., 2014).  The study 
aims to examine the impact of the effective application of 
internal and external information security initiatives on the 
operations and performance of the supply chain.  

The study focuses on bridging these gaps by 
conducting a quantitative study to study the effective 
application of internal and external information security 
initiatives and their impact on both supply chain operations 
and performance by applying to the chain of all the partners in 
the supply chain of the Egyptian automotive industry. 

Originality/Value:  

1. Strong competition among supply chains prevails under 
globalization. This study is linked to the organization's 
ability to effectively implement internal and external 
information security initiatives. In this context, study 
provides knowledge and quantitative analysis on how to 
effectively implement organizational information security 

 
 

 

 
 

 
 

 

  

he issue of information exchange among supply 
chain partners in the business environment has 
been a major concern in previous studies 

(Sindhuja, 2014). 
In recent years, the environment has become 

more competitive than in the past. Integrated supply 
chain relationships are important and necessary and 
integral to the organization's successful structure. 
Supply chain management can be defined as processes 
and practices aimed at efficient and efficient flow of both 
material and information between the company, 
suppliers and customers (Lancaster et al., 2006). The 
exchange of information and communication between 
partners, and the potential for feedback from clients and 
the search for solutions to their problems, will 
undoubtedly have a positive impact on the 
organization's performance and outputs. 

As Lancaster et al. (2006) note, it is necessary 
to adopt the supply chain for material control and 
information flow, and to undertake both infrastructure 
and infrastructure processes related to the conversion of 
raw materials to value-added products, and delivery of 
end products to customers and markets from Through 
appropriate distribution channels. 

The common feature of supply chains today is 
the replacement of inventory with information provided 
that it is accurate and modern. Inventory management is 

T 

42

G
lo
ba

l 
Jo

ur
na

l 
of
 M

an
ag

em
en

t 
an

d 
Bu

sin
es
s 
R
es
ea

rc
h 

  
  
  
V
ol
um

e 
X
V
II 

Is
su

e 
V
I 
V
er

sio
n 

I
Ye

ar
  

 (
)

A
20

17

© 2017   Global Journals Inc.  (US)1

Impact of Information Security Initiatives on Supply Chain Performance

management initiatives through a combination of formal 
and informal technical security aspects (Sindhuja, 2014).

I. Introduction

2. The importance of study is due to the importance of its 
subject matter, especially in light of the lack of internal 
and external information security initiatives. The 
implementation of information security initiatives has 
become an urgent necessity for all business 
organizations. The concept of information security is now 
an important concept for information preservation and is 
the most valuable and important asset of the organization 
along supply chains (Akram, 2013; Sindhuja, 2014).

3. There is a lack of previous studies on internal and external 
information security initiatives, which include the three 
technical, formal and informal controls of information 
security management in supply chains (Sindhuja, 2014).

4. There is a great need to develop a security structure for 
information, where information exchanged by 
organizations with supply chain partners is one of the 
most important assets, and until the exchange of 
information requires organizations to make security 
arrangements on both sides of the transmission and 
reception. (Kollurum and Meredith 2005; Chang et al., 
2008; Qingxiong et al., 2008; Merete et al., 2008; Douglas 
et al., 2009; Ramesh et al., 2010; Kelly et al., 2010; 
Suhazimah and Ali 2012 ; Zahra et al 2013; Metalidou et 
al., 2014; Sindhuja 2014).

Keywords: information security initiatives, supply chain 
operations, supply chain performance, egyptian 
automotive industry.



the most difficult part of the company's operations, due 
to the dynamic and changing nature of the market, 
making stock retention more likely to result in loss to 
companies as a result of the shift to idle capital, which 
increases the cost of the final product. When stock is 
replaced with information, there is a need for both 
planning and forecasting. Today, IT technologies have 
evolved and become more innovative, increasing the 
ability of companies to integrate supply chain parts so 
that products can be produced in the right quantities 
and distributed in a timely and cost-effective manner. 
This requires the need to collect the necessary 
information about customer preferences and to identify 
quantities required early for each supply chain partner 
so that uncertainty can be minimized (Faisal et al., 
2006). Supply chain management is a complex and 
important issue for organizations, compete in the global 
market and increase customer expectations, leading to 
huge investment by companies in supply chain 
management. 

With regard to the expected benefits of supply 
chain collaboration, the findings of Soonhong et al. 
(2005) show several benefits for this collaboration, 
including increasing supply chain capabilities, including 
accurate demand assessment, new skills and 
knowledge, there is no excess stock and no inventory at 
the same time. The effectiveness of the supply chain is 
achieved by improving responsiveness to customer 
requirements and improving access to targeted market 
segments. Companies also benefit from cooperation in 
developing supply chain capabilities that contribute to 
enhancing organizational performance, ultimately 
achieving competitive advantage, reducing inventory 
retention costs, improving customer service, increasing 
the quality of demand forecasting, reducing unexpected 
demand volume, and developing long-term 
relationships with Supply chain partners, contribute to 
the stability of operations, improve delivery and delivery 
of orders to customers, and make corporate systems 
open to enable information exchange. By doing so, 
supply chains become more end-user oriented. Long-
term relationships achieve stability in operations, make 
companies more focused on their core competencies 
while outsourcing to meet their remaining needs, and 
improve customer relationships by providing the ability 
to anticipate, track customer demand and respond to 
their reactions. Customers are encouraged to identify 
their needs and requests, to provide efficiency and to 
track delivery through the ability to provide better 
customer service. Lancaster et al. (2006) noted that 
supply chain collaboration is a significant means of 
increasing sales, reducing supply time, achieving 
smaller batches, reducing stock levels, rapidly 
designing new products, and collaborating and 
coordinating supply chain members, improve corporate 
performance and shorten the cycle of satisfaction 
(Fawcett et al., 2007). The results of the Ramesh et al. 

(2010) study indicate that collaboration among supply 
chain partners has many benefits, including meeting 
customer needs more effectively than each company 
has done on its own. The Elwan and Ogunyemi study 
(2012) shows that the indicator that illustrates the power 
of communication among supply chain partners is the 
level of confidence, collaboration, communication and 
adaptation among supply chain partners. Study also 
examined the impact of communication and exchange 
of information with partners on supply chain 
performance in textile and garment companies in Egypt, 
pointing out that these companies should establish 
long-term partnership relations with their suppliers and 
customers and invest in business processes that 
provide them with the highest level and quality of 
information exchange. 

The lack of awareness about the existence of 
obstacles prevents the achievement of the desired 
benefits of cooperation and information exchange. Thus, 
barriers to achieving cooperation in the supply chain 
must be identified so that decision makers can 
overcome these obstacles and achieve the desired 
benefits of cooperation in the supply chain (Ramesh et 
al., 2010). The information exchange across the supply 
chain faces many challenges, including a lack of 
confidence among supply chain partners. Lack of trust 
is the most important reason for difficulties in achieving 
cooperation between supply chain partners. Trust can 
be considered as the key factor in establishing 
relationships with supply chain partners, confidentiality 
of information exchanged, lack of strategic and 
cooperative planning, lack of senior management 
commitment, lack of clear vision and understanding of 
the supply chain, divergence of technological capacity 
among partners, inadequate exchange of information, 
The desire to share risks and returns, the lack of 
appropriate or consistent performance measures, the 
inaccuracy of information exchanged and the 
development of capabilities that allow companies to 
benefit from the exchange of information in a more 
effective manner. These constraints also have several 
consequences, such as lack of a clear supply chain 
vision, lack of competitive advantage, supply chain 
inflexibility, inadequate operational objectives and 
concerns about the privacy and confidentiality of 
information. A reliable network of information partners 
must be established. There is a great need for an 
information security structure. Information exchanged by 
organizations with supply chain partners is one of the 
most important assets for organizations. Until 
information is shared, organizations need to make 
security arrangements. (Kollurum and Meredith 2005; 
Chang et al., 2008; Qingxiong et al., 2008; Merete et al., 
2008; Douglas et al., 2009; Ramesh et al., 2010; 
Suhazimah and Ali 2012; Zahra et al., 2013; Metalidou et 
al., 2014; Sindhuja 2014). 
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The risk of security incidents and breaches 
increases as a result of increased reliance on 
information technology, and organizations are 
increasingly vulnerable to various types of cyber-attacks 
(Jouini et al., 2014). Security breaches can cause 
significant financial losses, disrupt and stop operations 
The internalization of organizations and communications 
with supply chain partners, the low sales potential, the 
lack of competitive advantage as well as the impact on 
the organization's reputation. As a result, Information 
Security Management (ISM) has become an important 
and required function for all organizations. Today it is 
virtually impossible or impossible for organizations to 
operate without the effective implementation of internal 
and external information security initiatives with supply 
chain partners (Qingxiong et al., 2008). From a supply 
chain perspective, information exchanged between 
organizations and supply chain partners is among its 
most important assets. This calls for the need to ensure 
the exchange of information, communication and 
facilitating the flow of information. In this context, the 
issue of information security is a very important issue 
that has attracted the attention of research and practice 
communities in the context of current business. 
Information security practices have evolved from simply 
addressing violations and simple security breaches to 
managing situations facing major security threats, 
Organizational Perspective with a broader and more 
comprehensive focus, an increasing number of 
organizations have begun to recognize the importance 
of maintaining information security, identifying the 
relationship between security, the presence of a brand 
and maintaining the reputation of the organization 
(Sindhuja, 2014). 
  The information security system has evolved to 
serve as a wake-up call for modern organizations. The 
Akram (2013) study aimed to explore the impact of 
information security rules and regulations, management 
support for security awareness, security culture of work, 
securing internal and external communication of work, 
and high security efforts in organizations to maintain 
effective information security, Decision in organizations. 
Information security rules and regulations are the 
highest priority for effective information security. The 
effectiveness of information security also increases the 
confidentiality and integrity of partners and makes more 
informed decisions by managers. The John (2012) study 
shows that the Information Security Department 
enhances the protection and security of information and 
the continued work within and between organizations 
and with its partners. Business Continuity Management 
(BCM) also relies on recovery from technical crises and 
failures. IT enhances business continuity. From an 
economic point of view, IT reduces IT downtime and 
thus contributes to better financial results. Every minute 
of downtime has its price.

 

In this context, it is clear that the use of 
information technology to maintain information security 
is a prerequisite for business continuity. The term 
business continuity refers to the ability of the 
organization to perform its operations continuously even 
after a technical malfunction in the system, and uses 
many technologies and technological tools to maintain 
the system and prevent its failure. Therefore, many 
organizations seek to be more e-business oriented to 
select the operating systems that provide the highest 
levels of availability, reliability, sophistication and 
security of information. (Nijaz, 2006). 

In today's information-based business world, all 
businesses rely on information technology, and 
business technology has become the organizational 
engine that drives organizations to achieve strong 
competitive advantages. Even if organizations can 
compete realistically, business must continue, not be 
disrupted, and more flexible. To continue business 
requires that, the use of information technology 
continuously and permanently making information 
constantly available. The business interruption results in 
lost revenues, loss of customers and loss of 
employment. In today's business world, a few minutes of 
downtime causes thousands to lose millions of dollars, 
so stopping the job is an unacceptable choice, 
underscoring the need for highly reliable information 
systems, availability, sophistication and security (Nijaz, 
2006). The recovery from security breaches and 
malfunctions, and fast and reliable data access, are just 
a few of the demands of current business organizations. 
Every hour that stops working costs about $ 44,000. 
Graham and sharman (2003) explained that it is 
impossible to stop working even for one minute because 
the cessation of work generates bad financial effects. 

Information security has become increasingly 
important and has become the most important issue 
that organizations deal with in the information age. 
Information has become the most important and most 
valuable assets owned by organizations, but at the 
same time it is more likely to be stolen or altered and 
modified, thus disrupting the information security system 
and negatively affecting the continuity of information. the 
work. Effective implementation of supply chain 
information security initiatives is in the coordination of 
personnel, processes and technology and the 
development of both technical, formal and informal 
controls of the information security system (Akram, 
2013). Information security issues should be viewed 
from both internal and external perspectives. It is 
therefore necessary to examine the impact of the 
effective application of information security initiatives on 
supply chain processes from an internal and inter-
organizational perspective (Sindhuja, 2014). 

This study will take into account the effective 
application of information security initiatives across the 
three levels of technical, formal and informal information 
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systems proposed by Dhillon (2008) from the internal 
and external perspectives of the organization and its 
impact on supply chain operations and performance. 
The impact of supply chain operations on supply chain 
performance. 

The objective of study is to examine the impact 
of information security initiatives on supply chain 
operations from an intra- and inter-organizational 
perspective. Study has taken into account the 
information security dimensions along the three levels of 
information systems -Technical, Formal and Informal, as 
suggested by Dhillon (2007), from an internal and 
external perspective of an organization. Further study 
will also examine the impact of security-enabled supply 
chain operations on supply chain performance. 

Given the overarching importance of information 
security initiatives in the supply chain, the research tried 
to provide a better understanding of the related issues in 
a systematic manner. The literature review section 
explores the past researches in the area and identifies 
significant gaps that prompted to frame relevant 
research questions. Based on the research questions, a 
research model and associated hypotheses were 
developed. Further the research methodology section 
details on questionnaire development employing Q-sort 
methodology, data collection process and data 
analyses, using structural equation modeling techniques 
and interpretations thereafter. Further, the manuscript 
discusses the expected managerial and theoretical 
implications of this study. 

II. Literature Review 

The following are the most important previous 
studies related to the subject of study. Studies related to 
supply chain management, operations, supply chain 
performance and effective application of information 
security initiatives will be presented from the perspective 
of both the organization and the supply chain. 

a) Information Security 
Kaskanhali et al., (2003) Study presented an 

integrated model that regulates the relationships 
between organizational factors, information system, 
security practices, and security effectiveness of the 
information system. Study also explained the information 
security practices and the standards used in this. 
Analysis of the data collected from sixty-three IT 
managers shows that organizational factors have a 
significant and positive impact on security initiatives and 
procedures. 

Study (Kaskanhali et al., 2003) agreed with the 
present study that it aims to maintain the security of 
information through the effective application of 
information security initiatives within organizations. 
Study examined the organizational factors affecting the 
application of information security initiatives within 
organizations and did not address study of the 

application of external information security initiatives 
through cooperation with the supply chain partners. The 
current study concerned the effective application of 
information security initiatives within and between the 
organizations and the supply chain partners both 
internally and externally, in addition to examining the 
impact of those initiatives on supply chain operations 
and performance. 

Dhillon, (2007) Study classified information 
security into three levels: technical, formal and informal, 
as follows: 
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- First, the technical level: The information security 
controls consist of several defense mechanisms, 
including voice analysis, application of firewalls, 
digital signatures and other authentication 
protocols aimed at protecting the applications of 
software, devices and data that are present in 
computer systems.

- Second, the formal level, official controls are based 
on rules that determine how the technical controls 
that have been published are to be formed.

- Finally, the informal level of how to manage 
information security within the organization.

In addition to technical and formal controls, 
informal controls play an important role in shaping the 
organization's security structure. Informal controls 
consist of training and awareness programs aimed at 
making employees' behavior more conducive to 
maintaining information security.

The researcher has benefited from study 
(Dhillon, 2007) in developing a comprehensive and 
integrated framework for the effective application of 
information security initiatives incorporating all controls 
in a comprehensive manner within and between 
organizations.

Ma et al., (2008) Study presents a set of 
information security objectives and practices that have 
been derived from previous studies. The survey revealed 
a number of security practices to maintain information 
security. A questionnaire was developed to measure the 
extent to which information security management 
practices are understood. Analysis of data obtained 
from a security information list revealed that 
confidentiality, accountability, integration and availability 
of information Specific factors for information security 
objectives.

Study (Ma et al., 2008) helped the researcher to 
learn about the goals behind maintaining information 
security as well as highlighting the role of organizational 
culture and the awareness of employees in maintaining 
information security.

Ashenden (2008) Study provided an in-depth 
understanding of the human challenges facing the 
Information Security Department from an organizational 
perspective, linking all departments of the organization 



to information security management. Study also showed 
that human challenges lie in the management of human, 
social and organizational elements in order to ensure 
that the Organization maximizes the benefit by 
combining several different resources, including 
organizational structure, processes and management of 
relations within the organization. 

Ashenden (2008) highlighted the importance of 
the human element in maintaining the security of 
information. She explained that the good dealing with 
the human element and its awareness of the 
seriousness of the security breaches helps to achieve 
information security within the organizations and 
reduces the disruption of work resulting from penetration 
and electronic attacks. Study found that the failure of the 
organization to implement information security initiatives 
affects the organization's reputation and presents it with 
legal accountability. 

Merete et al., (2008) Study aimed to provide an 
effective way to effectively implement organizational 
information security initiatives by combining both 
technical and administrative methods and methods, as 
well as evaluating the effectiveness of these initiatives. 
She explained that information security encompasses 
both organizational and legal aspects. Study pointed to 
the interest of traditional research on information 
security in technological aspects, so there is a great 
need for further studies on non-technical aspects. The 
aim of study is to contribute to the knowledge of 
organizational aspects of information security by 
conducting research focused on the effective 
implementation of organizational security initiatives. 

Study found that technical and administrative 
security initiatives such as security policies, information 
security procedures and methods are the most common 
for the implementation of organizational information 
security initiatives, and that there is little interest on the 
part of organizations to implement information security 
awareness programs. More effective regulatory and 
operational initiatives. As a result, study showed an 
inverse relationship between the implementation of 
organizational information security initiatives and the 
evaluation of the effectiveness of organizational 
information security initiatives. Information security 
initiatives are implemented by initiating an information 
security policy, defining information security controls 
and controls, End creation of awareness and security. 
However, in terms of the effectiveness of information 
security measures, the creation of security awareness is 
more effective, followed by the identification of 
administrative tools and methods, the definition of 
procedures and controls, and finally the development of 
an information security policy. 

Werlinger et al., (2009) Study provides a 
comprehensive view of the challenges faced by IT 
practitioners in their organizations from a human, 
technological and regulatory perspective. 

- Human challenges are due to several reasons, 
including the lack of security training, security 
culture and lack of communication with staff on 
security issues. 

- Regulatory challenges included risk assessment, 
open environments and lack of sufficient budget to 
maintain information security, consider security as 
a secondary priority, narrow schedules, business 
relationships with other organizations, exchange 
important information among supply chain 
partners, and support senior management. 

- Technological challenges include complex 
systems, weak systems and applications, and lack 
of effective tools. 

The researcher benefited from the 
comprehensive theory presented by study in dealing 
with the challenges faced by IT practitioners in order to 
maintain the security of information. 

Metalidou et al., (2014) Study showed that 
awareness of information security is a key tool used to 
overcome security vulnerabilities. Study added that the 
human element and workers are often the weakest loop 
of information assets protection, and this vulnerability is 
caused by the characteristics and behavior of 
individual’s wrong. Study showed the lack of interest in 
previous studies to know the impact of the human 
element on information security, although this element 
plays an important role in maintaining the security of the 
information of the organization. The increasing threats to 
information technology have made us think of new 
solutions that focus more on technology than human-
based solutions, study said. Study pointed out that the 
human factor is one of the most important reasons for 
the weak implementation of information security 
initiatives by 86% followed by technological reasons. 

b) Supply Chain Operations 
Russell and Saldanhe, (2006) Study showed 

several principles for security operations - supply chain 
awareness, integration of supply chain information, 
supply chain operation with the same efficiency under 
different circumstances and making supply chain 
operational decisions, and a comprehensive review of 
the problems facing the global supply chain. Problems 
planning for disasters and crises. 

Li et al., (2006) Study sought to identify the 
impact of supply chain management processes on 
achieving competitive advantage and improving 
organizational performance. Study aimed to develop five 
dimensions related to supply chain management 
practices (strategic partnership with suppliers- customer 
relationship - level of information exchange - quality 
exchange - delay) and test the relationship between 
supply chain management practice and competitive 
advantage and to improve the performance of the 
organization turned competition from competition 
between organizations to Competition between supply 
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chains. Data were collected from (196) organizations 
and the relationship was tested. The results indicated 
that a high level of supply chain management practice 
improves competitive advantage and improves the 
performance of the organization. 

Zhou and Jr (2007) Study described both 
information exchange and integration as an effective 
supply chain operation through their positive impact on 
improving supply chain performance. The objective of 
this study is to study the impact of the exchange and 
integration of information on supply chain performance. 
The questionnaire list data was collected from (125) 
industrial companies in North America. 
The results of study showed that: 
- Exchange of information improves the effective 

practice of the supply chain. 
- Dynamic supply chain has a significant positive 

impact on effective information exchange as well 
as effective practice of supply chain operations. 

- The process of supply chain integration becomes 
more important when the level of information 
exchange rises. 

- Both information exchange as an independent 
variable and supply chain integration as an 
intermediary variable contribute to improving 
supply chain performance. 

By comparing Zhou and Jr (2007) with the 
current study, it is clear that the similarities are in trying 
to reach an integrated supply chain management model 
in industrial organizations by developing relationships 
among supply chain members. However, Information 
and knowledge of their impact on supply chain 
integration, and knowledge of the impact of supply 
chain integration on supply chain performance While the 
current study classified the supply chain information 
security initiatives into internal and external security 
initiatives and then identified their impact on more than 
one supply chain operations, Supply chain, then see the 
impact of those processes on supply chain 
performance. 

Richey, (2009) Study showed that crisis 
management research in the supply chain is still in its 
early stages. Study aimed to encourage researchers to 
continue their research on disasters and supply chain 
crises. 

The results of study indicated that a large part 
of supply chain disaster management can be done by 
combining three perspectives: 
1. Theory of Relationship Management (Cooperation). 
2. Communication theory (communication). 
3. The theory of competitive values (position planning). 

The researcher benefited from study in 
strengthening supply chain operations (supply chain 
disaster management) and determining the impact on 
supply chain performance. 

Study aimed at presenting previous studies of 
supply chain crisis management and assisting supply 
chain managers in dealing with supply chain crises 
through a comprehensive presentation of the ways of 
addressing crisis situations in the supply chain. 

Natarajarathinam et al., (2009) Studyhas 
reached a comprehensive five-dimensional framework 
for managing supply chain crises: sources, phases of 
supply chain crises, rapid response to supply chain 
crises, and study methods that previous studies have 
addressed in supply chain crises and the latter. 

The researcher benefited from Natarajarathinam 
et al. (2009) in identifying ways to deal with supply chain 
crises as one of the supply chain processes that the 
current study is concerned with and how to deal with 
these crises and reduce their impact by dealing with 
them in a proactive approach. 

Sindhuja (2014) this pilot study aimed to explore 
the impact of information security initiatives within the 
organization (internal) and between FAO and other 
organizations (external) on supply chain operations and 
performance. Study developed a conceptual model 
based on previous studies of supply chain management 
and information security management. To validate the 
model, a questionnaire list was developed and 
distributed to supply chain managers. Data were 
collected from 197 organizations belonging to different 
sectors. 

The results of study indicated that information 
security initiatives are positively related to supply chain 
operations which positively affect supply chain 
performance. 

The researcher benefited from Sindhuja (2014) 
in identifying the most security-oriented supply chain 
processes to integrate supply chain information, supply 
chain capacity to work efficiently in different conditions 
and operational decision-making, and measure the 
impact of these processes on supply chain 
performance.

 

c)
 

Supply Chain Performance
 

Gunasekaran, (2004) Study
 

divided supply 
chain management performance measures into financial 
measures and non-financial measures. Senior 
management needs financial measures to make 
management decisions, while minimum management 
and employees need operational standards for day-to-
day operations.

 

Study provides a framework for measuring the 
performance of the supply chain called process and 
management based metrics. This framework includes 
the following:

 

-
 

Supplier evaluation - Supply chain performance 
metrics at the strategic, tactical and operational 
levels.
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- Measures at the production level: a range of 
products and services, utilization of production 
capacity and effectiveness of scheduling methods. 

- Delivery performance evaluation, delivery 
performance evaluation metrics, total cost of 
distribution. 

- Service and customer satisfaction metrics: 
Flexibility, the time it takes for a customer to inquire 
about the product. 

- Logistics costs and supply chain costs: asset-
related costs - return on investment. 

Copra and Meind, (2004) Study presented a 
balanced approach between: 
- Strategic, tactical and operational levels. 
- Financial and non-financial measures. 

Supply chain performance can be measured at 
different administrative levels as follows: 

- Strategic level measures affect senior management 
decisions, and often reflect policy verification and 
level of compliance with regulatory objectives. 

- The tactical level addresses the allocation of 
resources, the measurement of actual performance 
and the comparison of planned performance, in 
order to achieve the specific results at the strategic 
level. These decisions affect middle managers. 

- Operational level standards require more detailed 
data and include decisions taken by lower level 
managers. 

The most important dimension in measuring the 
performance of the supply chain is the flexibility. As the 
uncertainty and constant change in contemporary 
manufacturing environments are increasing, 
organizations tend to improve flexibility by studying four 
dimensions: 

1. Flexibility of service provided to the customer: Refers 
to the ability to provide services to the customer 
according to his requests. 

2. Flexibility of the command: Refers to the ability to 
adjust the size of the command and its components 
during the procurement process. 

3.
 

Site flexibility:
 
The ability to serve customers from 

alternative locations or multiple outlets.
 

4.
 

Flexible delivery time: Means the ability to deliver 
delivery times consistent with the time of the client.

 

In order to achieve the objectives of study, the 
SCOR model, which describes the performance of the 
supply chain as efficient in the use of resources, will be 
used effectively to achieve the objectives of the supply 
chain. The Supply Chain Operations Reference (SCOR) 
model, developed by Supply Chain Council in 1996,

 
is 

among the most widely used supply chain performance 
metrics among all models developed to measure the

 

performance of the supply chain, as it (Mentzer and 
Konrad, 1999; Theeranuphattana, 2008; Ren, 2008; 

Theeranuphattana and Tag, 2008; Kurien and Qureshi, 
2011; Sindhuja, 2014). 

1. Provide a scientific framework that takes into 
consideration the performance requirements of the 
member organizations in the supply chain. 

2. The model considers supply chain activities as a set 
of joint and inter-organizational processes. 

3. Interested in integration and communication 
between the members of the supply chain. 

4. The model provides management practices that 
produce the best performance. 

5. The model is concerned with measuring the 
performance of the supply chain through the use of 
multiple dimensions including: 

a. Reliability on the supply chain SC Reliability: 
Produced by providing the right product in place 
and at the right time, packaged and packaged in 
the correct quantity and delivered to the right 
customer. 

b. Supply Chain Response SC Responsiveness: 
means the rapid delivery of products to customers. 

c. Flexibility Supply Chain SC Flexibility: The supply 
chain response to market changes in order to 
achieve competitive advantage and maintain. 

d. Cost of Supply Chain SC costs: Include the costs 
associated with the work of the supply chain. 

e. Efficient Assets: Means the effectiveness of 
organizations in asset management to achieve 
customer satisfaction. 

6. The model considers the performance of the supply 
chain as efficient in terms of optimal utilization of 
resources, and effective in terms of achieving 
supply chain objectives. 

In the next section, the theoretical foundation for 
the development of comprehensive framework for 
information security in supply chain is discussed. 

III. Theoretical Framework and 
Hypotheses Development 

Benefitting from the Russell & Saldanha (2003), 
study has considered supply chain operations 
dimensions which include operational decision-making, 
SC robustness and SC information integration. This 
study used the framework developed by SCOR 
(Stephan, 2001; Stewart, 1995) for measuring supply 
chain performance as it is found more relevant for study. 
The conceptual model is represented in Figure: 1.
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Figure 1: The conceptual model 

a) Study hypothesis 
In the light of study model described in Figure 

1, it was possible to identify many of the relationships to 
be tested, which were formulated in the following 
assumptions: 

The first main hypothesis: Effective application 
of information security initiatives has a positive impact 
on supply chain operations. 

The first main assumptions is divided into two 
subsections: 

i.
 

Effective implementation of internal information 
security initiatives has a positive impact on supply 
chain operations.

 

ii.
 

Effective application of external information 
security initiatives has a positive impact on supply 
chain operations.

 

Second main hypothesis:
 
The integration of supply chain 

operations has a positive impact on supply chain 
performance.

 

The third main assumption:

 

Effective application of information security 
initiatives has a positive impact on supply chain 
performance.

 

The third main assumption

 

is divided into two 
subsections: 

i.

 

Effective application of internal information security 
initiatives has a positive impact on supply chain 
performance.

 

ii. 3.2 Effective application of external information 
security initiatives has a positive impact on supply 
chain performance. 

IV. Study Determinants and 
Applications 

The limits of study include both the scientific 
boundaries "which are related to the methodology of 
study and its variants" and the practical limits "which are 
specific to the practical field of study," as can be seen in 
the following detail: 

a) Scientific Limits of study 

a. Study dealt with the effective implementation of 
internal and external information security initiatives 
including (physical and technical security, 
information security culture, information security 
policy, exchange of information). 

b. Study focused on study of the effective 
application of the Egyptian automotive supply 
chain to internal and external information security 
initiatives and the impact of this on the supply 
chain operations which include (decision making - 
supply chain ability to work with the same 
efficiency in different circumstances - integration 
of supply chain information) (Which includes the 
most responsive supply chain - supply chain 
reliability - supply chain costs - supply chain 
response - supplier performance). As well as the 
impact of supply chain operations on their 
performance. 

© 2017   Global Journals Inc.  (US)

49

G
lo
ba

l 
Jo

ur
na

l 
of
 M

an
ag

em
en

t 
an

d 
Bu

sin
es
s 
R
es
ea

rc
h 

  
  
  
V
ol
um

e 
X
V
II 

Is
su

e 
V
I 
V
er

sio
n 

I
Ye

ar
  

 (
)

A
20

17

Impact of Information Security Initiatives on Supply Chain Performance



b) Practical Limits of study 
Study was limited to companies that are located 

in a different contract along the supply chain of the 
Egyptian automobile industry. These companies are 
represented in: 
- Manufacturers and assemblers of automotive. 
- First and second tier suppliers. 
- Distributors (agents ie: sales - aftermarket - spare 

parts). 

V. Research Methodology 

a) Research Sampling 
The target population of this research was: All 

organizations in the automotive industry –throughout its 
three main sub-sectors– in Egypt (i.e., an example of a 
manufacturing industry); namely manufacturers/ 
assemblers of the auto feeding and automotive 
industries and CBU importers and distributors. A total of 
101automotive firms were contacted –through email 
and/or phone– of which 90 accepted to participate,  

b) Unit of Analysis 
All the auto-feeding and automotive companies 

–that are operating in Egypt and implementing or 
partially implementing SCM practices– represented by 
individuals (e.g., leaders, managers and specialists) that 
are empowered/responsible in the area of study (e.g., 
SCM, ICT, and research and development (R&D) 
activities in these companies). 

With respect to the first sector (i.e., automotive 
industry), probability simple random sampling technique 
was used as this study targeted the entire population 
(i.e., 101 automotive firms were contacted through email 
and/or phone) of which 84 accepted to participate 
through face-to-face depth interviews, resulting in a 
response rate of 89.16%. Despite being characterized 
by a small population size, the companies of this 
industry are physically dispersed at various 
governorates in Egypt and virtually located at different 
positions (i.e., multiple nodes/heterogeneous) across 
the same SC, which made the data collection process 
an extremely difficult yet value-adding one. 

c) Data Collection 
Primary data collected (using triangulation 

design) was mainly based in part ondirect/personal 
semi-structured in-depth interviews (qualitative data) 
and in part on questionnaires (quantitative data).           
A mixed methods approach was used in the data-
collection phase to understand, map out and investigate 
from different standpoints (a) the research problem and 
proposed relationships, (b) the nature of the Egyptian 
automotive industry. 

Study combines qualitative and quantitative 
approaches: 

First, the researcher began to follow the 
qualitative approach, which depends on study and 

reading of data and events in a non-quantitative 
manner, where the data is not converted to numbers as 
in the case of quantitative research, but the results are 
obtained from the observation and analysis of events 
and attitudes and documents and verbal and nonverbal 
communication in the search, The qualitative research 
depends on the use of the inductive method, which is 
based on starting or thinking of the finished part to the 
whole, where the researcher starts from the data 
collected or observations that he observed to reach 
certain results (Zikmund, 2000). This means that 
hypotheses and theories are derived from the data set 
Praised the process of data collection and after analysis, 
the researcher examines the data here for the purpose 
of description and knowledge of virtual relationships 
between phenomena, and then returns to the 
community of study or place their application to collect 
data to test hypotheses. The qualitative research was 
carried out through five in-depth interviews, which 
helped the researcher to gain an in-depth understanding 
of the underlying causes of the research problem and to 
discover the nature of the automotive industry in the 
Arab Republic of Egypt. 

Secondly, the quantitative part of the survey 
was conducted in order to measure the data collected 
through the questionnaire lists and then to perform 
quantitative statistical analysis in order to analyze and 
interpret quantitative data and prepare 
recommendations. Quantitative research aims to test 
the theories in a standard way, through the identification 
of the theory already existing in the previous literature, 
obtaining the necessary concepts and definitions, and 
then assuming the relationships between variables and 
data collection and analysis statistically, and in the light 
of the results reached by the researcher is accepted or 
Refusal or modification of the theory. 

d) Questionnaire Development 
The questionnaire list, which includes a set of 

terms that measure the variables of study based on the 
five-dimensional Likert scale, is designed to identify the 
impact of effective application of information security 
initiatives on both supply chain operations and 
performance. The required data have been translated 
into questions that help answer them in providing the 
necessary data for study 

Measurement items used in this study were 
either developed from literature or adopted from 
previous studies. Identification and validation of newly 
generated items were done in two stages: 
Item generation through literature review 
Pilot testing using Q-sort methodology 

In the first stage, potential items were generated 
through an extensive literature review which helped in 
identifying the content domain of the major constructs. 
This also helped in the generation of initial items and the 
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definition of the constructs. The initial pool of items was 
reviewed by academic and industry experts. 

During the second phase, the items were pilot 
tested using Q-sort methodology (Nahm et al., 2002). 
The pool of items was subjected to three sorting rounds 
to ensure that each item was placed under right 
constructs.  

e) Survey Administration and Sample Demographics 

 

i. Results of stability and validity tests for the 
dimensions of effective application of information 
security initiatives  

The results of the following table indicate the following: 

The validity of all items at the level of the total 
dimensions (effective application of information security 
initiatives), where the internal consistency coefficients at 
the level of (0.01) These ranged between (0.52 to 0.91), 
which reflects the strength of the values of the 
transactions and their proximity to the correct one, The 
relationship between the different dimensions and the 
extent to which they represent the dimensions of the 
effective application of information security initiatives, 
which greatly reflects the degree of credibility of these 
dimensions. 

With regard to sub-dimensions, the results indicate: 

1.
 

The validity of all items at the level of the total sub-
dimension (effective implementation of internal 
information security initiatives), where the internal 
consistency coefficients were at the level of (0.01) 
and ranged between (0.52 to 0.88), which reflects 
the strength of the values of the transactions and 
their proximity to Which reflects the relationship 
between the different dimensions and their 
representation of the sub-dimension (the effective 
application of internal information security 
initiatives), which greatly reflects the degree of 
credibility of these dimensions.

 

2.
 

The validity of all items at the level of the total sub-
dimension (effective application of external 
information security initiatives), where the internal 
consistency coefficients were at the level of (0.05) 
and less, these ranged between (0.57 to 0.91) 
Approach to the correct one, reflecting the 
relationship between the different dimensions and 
the extent to which they represent the sub-
dimension (the effective application of external 
information security initiatives), which greatly reflects 
the degree of credibility of these dimensions.

 

Based on 90 responses, all the constructs were 
tested for reliability, unidimensionality, convergent and 
divergent validity. 

Information Security Initiatives (ISI), Supply Chain 
Operations and Supply Chain Performance Construct 

 
 

 

 Results of Hypothesis 
From the results, hypothesis H1 was found to 

be positive and significant. The impact of internal 
information security initiatives is greater than that of 
external information security initiatives on supply chain 
operations. This is because the Douglas, et al. (2009) 
study shows that internal security initiatives are easier to 
implement than external security initiatives because they 
do not require Make great efforts in coordination among 
supply chain partners. In addition, there is likely to be a 
learning curve for security initiatives, allowing companies 
to start from the inside out. Internal security is first 
implemented, for example, initiating physical security 
initiatives, and then progressing towards the 
implementation of external security initiatives throughout 
the supply chain. However, there is a major weakness in 
the implementation of security initiatives, which focus 
only on internal processes. Cooperation between supply 
chain partners is key to security success. Companies 
must communicate with both suppliers and customers, 
and cooperate with them to improve security efficiency. 
To achieve a competitive advantage, companies must 
coordinate their relationships with supply chain partners. 
Develop and continuously improve best security 
practices and share organizational knowledge through 
collaboration with supply chain partners. Companies 
that are given a low strategic security priority feel that 
their responsibilities will end when the product is 
delivered and delivered to supply chain partners. As 
such, companies that are given a high strategic security 
priority are more aware of the need for external security 
initiatives than companies that are given a low strategic 
security priority, focusing primarily on internal security 
measures. 

Results of hypothesis 2 was also found to be 
significant. This is because improved supply chain 
management practices improve supply chain 
performance. In addition, this finding confirms the fact 
that a well-secured supply chain directly leads to 
enhanced and improved supply chain performance. 

Results of hypothesis 3 was found to be 
insignificant. This indicated that information security 
initiatives directly cannot impact the performance of a 
supply chain. This indicates that direct application of 
information security initiatives and supply chain 
performance is not directly affected. 
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ii.

ISI construct has two dimensions: Internal ISI and 
external ISISupply Chain Operations and Supply Chain 
Performance. To ensure divergent validity, a construct 
level exploratory factor analysis was done. All factor 
loading scores were above 0.7 (Hair et al., 1998).

Transactions of credibility and consistency: The 
Cronbach alpha coefficient was used to measure the 
stability coefficient (reliability score) at the level of all 
variables related to the impact of the effective 
application of information security initiatives on the 
performance of the supply chain. The internal 
consistency coefficient of the data was also measured.



The result of this hypothesis is consistent with 
the results of some previous studies such as: (Sindhuja, 
2014), which concluded that information security 
initiatives cannot directly affect the performance of the 
supply chain, and that there are other factors such as 
supply chain operations, Help improve supply chain 
performance. 

Another logical reason for this finding is that 
information security initiatives are only part of the 
solution for the effective implementation of supply chain 
operations, which in turn affects the performance of the 
supply chain. 

VI. Recommendations 

In light of the researcher's compilation of the 
data of study and its statistical analysis and its findings, 
the researcher makes a number of recommendations to 
the managers of the supply chain of each node of the 
contract of the Egyptian automobile industry and the 
industries feeding them are as follows: 
- It is possible for the managers of the Egyptian 

automotive supply chain to benefit from the 
proposed model by the researcher in trying to work 
on the effective implementation of internal and 
external information security initiatives, which 
improves the performance of the supply chain in 
general. 

- Egyptian automotive supply chain managers can 
take care of implementing an integrated portal that 
combines physical and technical security to protect 
information assets from unauthorized access, 
disclosure, data modification or destruction by 
setting up the correct password mechanisms and 
keeping copies Additional and maintain network 
security. 

- Car manufacturers and their industries should be 
interested in the effective application of external 
information security initiatives with the same degree 
of interest in internal information security initiatives. 

- The researcher recommends the importance of 
maintaining security and becoming the first priority 
for all employees of the Egyptian automobile 
industry. 

- The researcher is encouraged to use notices, 
posters and corporate newsletters to promote 
awareness of the information security policy. 

- The interest of the Egyptian automakers in 
exchanging information that helps to plan business 
between their departments in order to maintain their 
competitiveness and profitability in the long term. 

- The researcher recommends that the formulation of 
the information security policy should be 
characterized by an understanding of the 
employees and their applicability through the 
organization of organizations for workshops aimed 
at increasing the security knowledge of their 

employees and ensuring that all are aware of 
security policies and procedures. 

- Need to share information among the supply chain 
partners about each partner's core and important 
processes. 

- The need for each manager of the supply chain 
managers to be interested in integrating with other 
supply chain partners. 

- The need for a written and documented plan for the 
recovery of systems, data and communications 
after the security problems experienced by the 
supply chain and its return to work normally as soon 
as possible. 

- The supply chain needs to benefit from the different 
competencies of partners in order to achieve rapid 
response to changes in the market. 

- The researcher is recommended to take care of the 
supply chain managers by increasing the rate of 
saturation of applications. 

- The importance of supplying the automotive 
industry partners with high quality delivery. 

- The need to reduce the supply chain system for 
both incoming and outgoing costs. 

VII. Future Scope 

The researcher proposes the following axes to 
guide them as areas for future research: 

- Study the impact and interaction of several variables 
such as the size of the organization, the structure of 
the organization and the complexity of information 
technology in the application of information security 
practices between organizations. 

- Study the impact of the educational level and the 
age of supply chain managers on the extent to 
which they accept the application of internal and 
external information security initiatives. 

- Study the impact of the effective application of 
internal and external information security initiatives 
in various industries and supply chains to reach 
more reliable results. 

- Study the impact of the effective application of 
internal and external information security initiatives 
to companies working in other industrial sectors and 
companies that have worked in the service sector 
and to know the impact on supply chain 
performance. 
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Abstract- A conflict is a disagreement between two or more parties (people/group). Within organizations, 
conflicts are inevitable. The growth in organizational interdependence, shift to collaborative team-based 
structures, increased diversity, and environmental uncertainty are all factors that can lead to higher 
degrees of organizational conflict (Callanan & Perri, 2006). Managers today are challenged to minimize 
the friction caused by multigenerational workforce and maximize the assets of distinct sets of work values 
and styles simultaneously. (Deyoe, R. H., & Fox, T. L. (2012). In response to growing demands for 
workplace harmony and productivity, effective conflict management is becoming paramount (Chan et al., 
2006, 289). This paper takes a look at the conflict management styles of the next generation, Generation 
Y, who are in midst of their education and ready to enter the workforce. It focuses on their preferred 
conflict management style and also explores relationship between their socio-demographic 
characteristics and preferred conflict management style. Thomas kilman’s questionnaire was used to 
measure the conflict management styles of the students. A better understanding of the dominant conflict 
management style amongst Gen Y and the contribution of individual differences to conflict management 
has implications for managing employees effectively, especially for their recruitment and selection, 
training and development, as well as motivating and rewarding (Meier, J, & Crocker, M. (2010). The 
findings, implications, directions for further research and the limitations are discussed in the paper.



Are Conflict Management Styles of Gen Y 
Related to their Socio-Demographic 

Characteristics? 
Dr. Smruti Rahul Patre 

Abstract- A conflict is a disagreement between two or more 
parties (people/group). Within organizations, conflicts are 
inevitable. The growth in organizational interdependence, shift 
to collaborative team-based structures, increased diversity, 
and environmental uncertainty are all factors that can lead to 
higher degrees of organizational conflict (Callanan & Perri, 
2006).  Managers today are challenged to minimize the friction 
caused by multigenerational workforce and maximize the 
assets of distinct sets of work values and styles 
simultaneously. (Deyoe, R. H., & Fox, T. L. (2012). In response 
to growing demands for workplace harmony and productivity, 
effective conflict management is becoming paramount (Chan 
et al., 2006, 289). This paper takes a look at the conflict 
management styles of the next generation, Generation Y, who 
are in midst of their education and ready to enter the 
workforce. It focuses on their preferred conflict management 
style and also explores relationship between their socio-
demographic characteristics and preferred conflict 
management style. Thomas kilman’s questionnaire was used 
to measure the conflict management styles of the students. A 
better understanding of the dominant conflict management 
style amongst Gen Y and the contribution of individual 
differences to conflict management has implications for 
managing employees effectively, especially for their 
recruitment and selection, training and development, as well 
as motivating and rewarding (Meier, J, & Crocker, M. (2010). 
The findings, implications, directions for further research and 
the limitations are discussed in the paper. 
Keywords: conflict management styles, gen Y, socio-
demographic variables, workforce management. 

I. Introduction 

auta & Kluwer (2004) contended that conflict is 
an important theme to study, both in 
organizations and in close relationships. In 

organizations, conflict may hinder productivity and job 
satisfaction. In close relationships it can also be a threat 
to relationship satisfaction and endurance of 
relationship. Such situations necessitates conflict to be 
studied empirically by gathering data on its appearance, 
causes and consequences, and on emotional, 
cognitive, motivational and behavioural aspects (Nauta 
& Kluwer, 2004). 
 
 
 
 

 
 

Today Workplace is populated by different 
generational cohorts—specifically Baby Boomers, 
Generation X, and Millennials (Gen Y). With these 
diverse generations now in the workplace, obstacles 
involving respect, communication, and work styles are 
cropping up faster than some managers can handle 
them. If you're prepared, you can foster a respectful, 
collaborative work environment among these 
employees. It's now crucial and critical that 
management understands each generation's unique 
core values so they can effectively manage and lead 
those generations. When managers come to the point of 
understanding generational differences, conflicts will be 
resolved effectively and productivity of the organization 
will increase.  

Gen Y is increasingly important now because of 
the fact that they are becoming part of workforce. Since 
workplace diversity in   terms of multigenerations  would 
be an inevitable  phenomenon in the future, empirical 
studies are needed to establish the differences and to 
study how these generations interact while at work and 
how organisations can be responsive enough to 
understand these styles to make workplaces ready for 
these generations. (Mukundan et.al, , 2013). This paper 
therefore is an attempt to identify the styles that Gen y 
adopts while confronting a conflict and the influence of 
their characteristics on their  conflict management style. 
The study focuses on conflict management syles of Gen 
Y who are in the midst of their education. The findings 
will provide a better understanding of the dominant 
conflict management style amongst gen Y and the 
contribution of individual differences to conflict 
management which has implications for managing 
human resources in organizational contexts, especially 
for their recruitment and selection, training and 
development, as well as motivating and rewarding. 
Organization development practitioners, likewise, would 
benefit from knowing where they are most likely to 
encounter different patterns of conflict styles. 

II. Conflict and Conflict Management 
Styles 

Conflict is understood differently by different 
people and hence there exists a number of definitions of 
conflict. It is an inevitable component of human activity 

N 
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(Brahnam et al, 2005) that may be viewed as a situation 
in which the concerns of two or more individuals appear 
to be incompatible (Darling & Fogliasso, 1999), and 
which tends to occur when individuals or groups 
perceive that others are preventing them from attaining 
their goals (Antonioni, 1998). Rahim looks it as, “An 
interactive process manifested in incompatibility, 
disagreement, or dissonance within or between social 
entities (i.e., individual, group, organization, etc)”.  Poole 
and Putnam (1997) define conflict as the process of 
interaction by interdependent individuals who perceive 
incompatible goals. According to Augsburger (1992), 
“conflict is a crisis that forces us to recognize explicitly 
that we live with multiple realities and must negotiate a 
common reality; that we bring with a role for each and 
for both”. 

During the past number of decades researchers 
have taken a keen interest in conflict and its impact on 
organizations. Researchers have focussed on a number 
of factors e.g. such as styles of handling conflict (Jehn, 
1997; Jehn, Northcraft & Neale, 1999), resolution 
strategies (Van de Vliert & Euwema, 1994), conflict and 
justice (Ohbuchi, Suzuki & Hayashi, 2001), theories of 
managing conflict (Rahim, 2002), conflict of interest and 
objectives (Vilaseca, 2002) and conflict management 
techniques (Fillbeck & Smith, 1997).   

Conflict styles can be defined as the style that 
an individual chooses to satisfy one or others (Womack, 
1988).  Some of the styles of the persons involved in a 
conflict can play a critical role (either be individuals, or 
as groups). Certain styles promote a search for 
solutions while some lead to a deadlock and result in 
strained relations. Several styles have been identified by 
theorist – one of the early theories of conflict style 
resolution was one-dimensional proposed by Mary P 
Follet (1924) where three styles were proposed – 
domination compromise and integration and added two 
more secondary styles namely avoidance and 
suppression. Later, Blake and Mouton (1964) developed 
the managerial grid, which included two dimensions: 
concern for production and concern for people with four 
styles–forcing (low-low for both, smoothing, 
compromising and problem solving (high- high for 
both). Thomas and Kilmann (1974, 1977) based on the 
work of Blake and Mouton labelled two components of 
conflict behavior as assertiveness and cooperativeness. 
Assertiveness was a behavior that satisfies one’s own 
concern, and cooperativeness was a behavior that 
satisfies another person’s concerns. These two 
dimensions yield the five conflict management styles of 
competitiveness, accommodation, compromise, 
avoiding and collaboration. This model has been one of 
the popular models. Rahim & Bonomo (1979, 1983) 
came with a differentiation with two dimensions namely 
– concern for self and concern for others which basically 
portrays the motivational orientation of an individual at 
the time of conflict. Rahim’s model is based on five 

conflict handling approaches namely integrating, 
obliging, dominating, avoiding and compromising.       
All the styles however converge into the perceptions of 
the conflicting parties when conflicts arise between two 
parties it may either lead to resignation to fate or a 
power struggle. Pareekh & purohit (2010) proposed that 
the perception of the conflicting groups should be used 
to understand the modes of conflict management. They 
suggested two modes of conflict management – 
approach and avoidance. Avoidance is based on fear 
and dysfunctional while approach is based on hope and 
functional. Avoidance is typified by  a tendency to deny, 
rationalise or avoid the problem, to displace anger or 
aggression or to use emotional appeals while approach 
orientation is characterised by making efforts to find a 
solution by one’s own efforts or with  the help of others. 
This  dimension has been used in understanding conflict 
styles of managers (Pareek 1987). Establishing research 
findings on multigenerational conflict styles is relatively 
at an early stage. Since workplace diversity in   terms of 
multigenerations  would be an inevitable  phenomenon 
in the future, empirical studies are needed to establish 
the differences and to study how these generations 
interact while at work and how organisations can be 
responsive enough to understand these styles to make 
workplaces ready for these generations. This paper 
therefore is an attempt to identify the styles that Gen y 
adopts while in conflict with others.
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Figure 1 

a) Generation defined: The four generations 
One of the most accepted definitions refers a 

generation as “a group of people or cohorts who share 
birth years and experiences as they move through time 
together" (Kupperschmidt, 2000, p. 66). This definition, 
as well as other definitions defines generation as a 
group of people with similar views, values, and attitudes, 
as a result of common life experiences (Edmunds & 
Turner, 2005; Ryder, 1965). The effects of these life 
experiences are seen as fairly stable over their lives 
(Smola & Sutton, 2002) and can be used to distinguish 
one generation from another (Jurkiewicz &            
Brown, 1998).   

b) The four generations  
Macon, M., & Artley, J. (2009) has categorized 

four generations as below. 
1. Veterans – Born in years prior to 1945, this 

generation is generally referred to as Veterans, 
Silent’s, Traditionalists, Matures or Pre-Boomers 

2. Baby Boomers – Born between the years 1945 and 
1964, this generation is typically called Baby 
Boomers 

3. Generation X – Born between 1965 and 1979 
4. Generation Y – Born in between 1980 and 2000. It is 

typically called as Millenials. 

c) Gen Y (Millenials) characteristics 
This enormously powerful group in terms of 

sheer size brought up during the times of economic 
prosperity believes in empowerment, are networked, 
collaborative ,highly social and team focused,            
(UN report 2010) need they demand workplace 
relationships that cater to the their needs of social 
networking, work life balance and civic engagement. 
loyalty does not have the same meaning as their earlier 
cohorts had as these millennial’s seek for instant 
gratification (Wynn 2012). Financial rewards and 

motivators cannot lure this generation. They seek 
advancement in their career and hence don’t mind 
switching their jobs for the sake of career. They look for 
participation in intelligent talks and decisions which 
aeefct them directly. They are highly team oriented and 
like empowerment in their job. Hence, they do not 
believe in hierarchies and rather expect a mentoring role 
from the seniors than a supervisory role.  To this 
generation, work is seen as an elective activity to further 
one's personal goals rather than a necessity (Saxena & 
Jain 2012). Some researchers connote them in negative 
manner as the "generation me" as they are sometimes 
described with negative connotations such as being 
self-centered and unmotivated .However, this cohort has 
emerged as the most educated, technology savvy 
generation ever. They have also been quoted as ones 
who have strong work ethics when they have landed in 
the right job. (Mukundan, S et al, 2013). 

d) Multi generations and role of conflict 
Present workplace face the biggest challenge of 

managing diverse workforce in terms of generations. 
Today, organizations have four generations working 
together. This brings in a lot of complexities as each 
generation have their own expectations of the workplace 
and hence perspectives differ which brings in scope for 
conflicts at workplace. While several generations are at 
the workplace they should be encouraged to deal with 
generational differences and adopt the right conflict 
styles too. Failure to do so may cause 
misunderstandings, miscommunications and mixed 
signals (Smola & Sutton, 2002). Conflicts are likely to 
arise between the baby boomers /Gen x and the Gen y 
as they would comprise a major portion of the 
workforce. (Mukundan, S., Dhanya, M., & 
Saraswathyamma, K. P. (2013). 
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Conflict management styles of Gen Y were 
assessed using the Thomas-Kilman instrument. The TKI 
(Thomas and Kilmann, 1974, 2002) is an established 
measure of conflict styles that is widely used in 
managerial training and organization development 
interventions.  The measure contains 30 forced-choice 
items, each of which asks subjects to choose one of two 
statements as most characteristic of their behavior. The 
study sample consisted of 270 college students of 
Jamshedpur.  A cross section of the sample was done

 

in terms of the background of the students. 

 

IV.

 

Data Analysis

 

This qualitative study explored the most 
preferred conflict management styles of gen Y 
(students) and its association with the socio-
demographic variables of them. There are very few 
studies that seek to ascertain the association between 
these two. Among the 300 students to whom the 
questionnaire was distributed, 227 filled the 
questionnaires completely. Chi-square test and Cramers 
test was used to test the association between conflict 
management styles and the socio demographic 
variables. The data was analysed using SPSS software.

 

a)

 

Socio-Demographic analysis

 

The demographic statistics of these 227 
respondents are briefly discussed below.

  

Chart 1:

 

Frequency distribution of demographic variables
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III. Research Methodology Gender: 87% of respondents were males whereas 13% 
females. Age: 72.24% rerspondents were aged in 
between 20-22 years, 24.23% in between 23-25 years 
and 3.52% were aged above 25 years. Since most of the 
students were pursuing final year B-tech, maximum 
were aged in between 20-22 years. Course level:  
32.16% students were pursuing their PG course (MCA), 
while 67.84% were pursuing their graduation in B-tech. 
Students from only three disciplines of study were 
studied. Academic discipline: 37.89% students were 
from Civil engineering discipline, 31.72% from computer 
science and engineering and remaining 31.72% from 
MCA. Family structure: 65% respondents belonged to 
nuclear family whereas 35% to joint family. Fathers 
occupation: 57% students father were in service class, 
39% in business class, 2% were farmers, 1% retired and 
0.44% students father were expired. Mothers 
occupation: 92% of students mother were house wife, 
while 8% belonged to working class. No. of siblings: 3% 
students were single child in their family, 33% had one 
sibling, 29% had two siblings and 35% students had 
more than 2 siblings. Placement amongst siblings: 32% 
respondents were eldest among their siblings, 45% were 
youngest, 19% were placed in middle and 3% were the 
single child in their family. Family income level: 89% 
respondents belonged to a family with average income, 
while 11% belonged to low income family. None of the 
student belonged to high income family background.

                             



 

b)

 

Conflict Management Style in Gen Y

 

Table 1:

 

Frequency distribution of conflict management styles of Gen Y (students)

 

Variable
 

Style
 

N % 

Style

 
 
 
 
 

Avoidance

 

14

 

6.16

 

Accommodation

 

85

 

37.44

 

Competition

 

37

 

16.29

 

Collaboration

 

82

 

36.12

 

Compromise

 

9

 

3.96

 
 

 It is seen from the table----
 

that the 37% 
students accommodate to manage their conflicts while 
36% collaborate. These are the most preferred conflict 
management styles. The least preferred style is 
avoidance (3.96%), followed by compromise (6.16%). It 
is seen that the Gen Y students prefer giving importance 
to others first and then themselves in managing 
conflicts, which is a good sign of maintaining cordial 
relations in their personal and professional life. This is 
similar to the finding that in India the

 
most preferred 

style to resolve the conflict is accommodating followed 
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(2010) but contrasts another finding which says most 
preferred style of Gen Y is negotiation followed by 
compromise (Mukundan, S., Dhanya, M., & 
Saraswathyamma, K. P. (2013)). It is assumed that 
collaborating, or integrating, styles is a better method for 
responding to conflict, and individuals should be trained 
to strive for collaboration when confronted by a 
conflicting situation (Weingar t & Jehn, 2000). So it can 

by Avoiding (Lather, A. S., Jain, S., & Shukla, A. D. 

be said that Gen Y students are naturally trained to 
collaborate in conflicts.

6%

38%

16%

36%

4%

Conflict management style 
distributon

Avoidance

Accomodation

Competition
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c) Conflict management styles of Gen Y across various socio-demographic variables

Table 2: Conflict management styles and socio-demographic variables

Variables
Avoidance

(%)
Accomodation

(%)
Competition 

(%)
Collaboration

(%)
Compromise

(%)
Chi P Cramers P

Gender

Males 10.3 39.08 17.76 33.5 4.56
10.12

0.0
3

0.21
0.
03Females 13.33 26.66 6.66 53.33 0

Age

< 20 yrs 0 0 0 0 0

14.58
0.0
5

0.17
0.
06

20-22 yrs 6.21 41.61 19.87 29.81 4.34

23-25 yrs 7.27 27.27 7.27 54.54 3.63

above 25
yrs 0 37.5 12.5 50 0

Course level 

MCA 5.47 26.02 6.84 58.9 2.73
25.5 0 0.33 0

Btech 6.49 42.85 20.77 25.32 4.54

Discipline of study

MCA 5.47 26.02 6.84 58.9 2.73

25.6 0.01 0.24
0.
00CSE 7.24 37.68 17.39 33.33 4.34

CE 5.81 46.51 23.25 19.76 4.65

Family Structure

Nuclear 7.48 34.01 14.96 38.77 4.76
4.418 0.35

Joint 3.75 43.75 18.75 31.25 2.5

No. of siblings

Zero 8.47 42.37 21.05 25.42 3.38

28.14 0.05 0.2
0.
00

One 6.6 31.13 16.03 43.39 2.83

Two 1.88 47.16 9.43 35.84 5.66

>two 11.11 22.22 33.33 22.22 11.11

Placement amongst siblings

Eldest 5.55 43.05 19.4 27.77 4.16

12.12 0.42
Youngest 7.76 36.89 14.56 36.89 3.88

Middle 4.54 36.36 15.9 40.9 2.27

Only child 0 0 12.5 75 12.5

Fathers occupation

Service 7.69 40 20 30.76 1.53

32.56
0.0
08

0.189
0.
00

Bus 4.49 37.07 12.3                 40.44  5.61

Farmer 0 0 0 60 40

Retired 0 0 0 100 0

Expired 0 0 0 100 0

Mothers occupation

Housewife 5.26 38.75 16.26 35.4 4.3

5.85 0.21Service 16.6 22.22 16.6 44.44 0

Retired 0 0 0 0 0

Expired 0 0 0 0 0



 

 

      
       

 
Graph 1:

 
Socio-demographic variables and conflict management styles of Gen Y
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Family Income

Low 3.84 46.15 26.92 15.38 7.69

7.4 0.11Medium 36.31    14.92 38.8 3.48

High 0 0 0 0 0

6.4



This study attempted to explore the association 
between conflict management style of Gen y and  their 
ten different socio-demographic factors like gender, 
age, their course level of study, academic discipline, 
family structure, no. of siblings, placement amongst 
siblings, fathers occupation, mothers occupation and 
family income level. Table 1 shows the relationship 
between socio-demographic variables of the 
respondents and their conflict management styles.  

Gender:
 
Gender plays a strong and significant role in 

influencing Gen Y’s conflict management style (Chi-
sq=10.25, p=03; Cramers V=0.21, p=0.03). It was 
found that 53% females distinctively preferred 
collaboration (approach) style and 26% preferred 
accommodation style when confronted with a conflict, 
whereas 39% male preferred accommodation and 33% 
prefer collaboration style. It can be said that males 
prefer avoidance-approach, whereas females prefer 
approach-avoidance style of managing conflict. This 
difference could be attributed partly to the growing 
acceptance of women empowerment in the society and 
partly to the collectivist culture that Indians have. This 
finding partially supports the literature that male 
students prefer the approach modes of conflict

 
and the 

females have a mixed preference of both approach and 
avoidance (Mukundan S., Dhanya, M., & 
Saraswathyamma, K. P. (2013), but contrasts to another 
finding which says Males tended to use the forcing or  
competing conflict management styles compared with 
their female counterparts (Lindeman et al., 1997; 
Polkinghorn & Byme, 2001; Osisioma, 2009). 
Inconsistency in the literature indicates the need for 

more larger scale studies on the role of gender in 
predicting conflict management styles.  (Al Wekhian, J. 
(2015).  

Age: Age plays a strong and significant role in 
determining conflict management styles.(Chi-sq=14.58, 
p=00.04; Cramers V=0.17, p=0.04).  Gen Y students 
aged 20-22 years preferred Accommodation 
(avoidance), whereas those aged in between 23-25 
years and above 25 years preferred to collaborate 
(approach) when confronted with a conflict. Older 
students were discovered to have concern for both self 
and the opponent in conflicting situation, whereas 
younger students preferred to lose against their 
opponent to maintain relationship. This difference 
across the age could be attributed partly to the maturity 
that develops with age and hence students look for 
collaborative ways to resolve a conflict. This contrasts 
the literature which states that  the older students were 
discovered to use more avoiding, while younger 
students are more likely to be competitive in nature 
(Gbadamosi, O., Ghanbari Baghestan, A., & Al-
Mabrouk, K. (2014).  

Academic discipline and Level of course: Gen Y 
students conflict management style is strongly and 
significantly influenced by their academic discipline 
(Chi-sq=27.63, p=0.01; Cramers V=0.24, p=0.001. 
and level of course (Chi-sq=25.59, p=00; Cramers 
V=0.33, p=00). It was found that PG (MCA) students 
preferred collaboration whereas UG (B-Tech ) both Civil 
and Computer Science engineering students preferred 
to accommodate in conflicting situation. This difference 
in conflict management style can be partly attributed to 
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their age and maturity level which gives them an 
understanding of handling conflict in better ways. There 
is no available literature to study the academic influence 
on conflict management.  
Family structure: The family structure whether joint or 
nuclear Gen Y does not significantly determine their 
conflict management style .(Chi-sq=4.41, p=0.35). It 
was found that the respondents from nuclear family 
preferred to collaborate (38.77%) whereas those from 
joint family preferred to accommodate (43.75%). This 
finding partially supports the literature that both men and 
women, living in joint family were found to have better 
adjustment than individuals living in nuclear families 
(Ramamurti & Jamuna, 1984).  Indian joint families are 
considered to be strong, stable, close, resilient and 
enduring with focus on family integrity, family loyalty, 
and family unity at expense of individuality, freedom of 
choice, privacy and personal space (Chekki D, 1996).  

No. of siblings: It was found that number of siblings 
plays a strong and significant role in determining Gen 
Y’s conflict management style. This study found that 
both the groups of students who were single child and 
also who had two siblings accommodate, whereas 
those having one sibling preferred to collaborate in 
conflicts.  It was also found that those having more than 
2 siblings compete to resolve their conflicts. Research 
says siblings serve as companions, confidants, and role 
models in childhood and adolescence (e.g., 

Hence they prefer to accommodate when confronted by 
conflict.  

Dunn, 
2007) and as sources of support throughout adulthood 
(e.g., Connidis & Campbell, 1995) which directly affect 
the family environment. This difference in conflict 
management styles with varying number of siblings can 
be attributed to the fact that lone child may not enjoy 
such environment, hence prefers to give up in conflicts, 
whereas those having siblings learn to manage conflicts 
in different ways. Like those having one sibling, may 
initially have more insecurity which later may develop 
into strong bonding and hence they may prefer to 
collaborate. While those having two siblings, may have 
to adjust a lot, resulting in accommodation style to 
manage their conflicts. Finally, more than two siblings is 
a big family, where every individual may have to fight to 
get their needs and wants fulfilled, hence they prefer to 
compete in conflicting situations. 
Placement amongst siblings: The order of birth or 
placement amongst siblings does not significantly 
influence Gen Y’s conflict managing style. But, it was 
found that the only child and those born in middle 
preferred to collaborate, eldest preferred to 
accommodate, whreas youngest preferred collaborating 
or accommodating. This finding is partially consistent 
with the literature that those born in middle are 
considered peacemakers, and a good resource to turn 
to when it comes to conflict resolution. (Robin 

Throckmorton, 2013). Those who are Only children 
never have to compete with siblings for personal 
attention, which makes them more confident and 
articulate, whereas those who are youngest are 
manipulative, charming, blames others, attention 
seekers. Eldest amongst siblings are practical, 
confident, and able to delegate and make rapid 
decisions. (Bernardo Tirado, 2011). All these 
characteristics influence the preferred style to manage 
conflict. 
Parents occupation: This study explored a strong and 
significant relationship between students fathers 
occupation and their conflict management style            
(Chi-sq=32.56, p=0; cramers=0.189, p=.008), but 
mothers did not (chi-sq=5.85, p=0.21). It was found 
that students whose father were in service preferred to 
accommodate, while those in business, farming, retired 
and expired preferred to collaborate when confronted 
with a conflict. Also students whose mother was 
housewife preferred to accommodate whereas whose 
mother was working preferred to collaborate. Working 
women are more empowered and they give equal 
concerns to others as well as self while resolving 
conflict. 

V. Conclusion 

Specifically, non-employed mothers' 
homemaker role experiences indirectly affects their 
toddlers behaviors (Barling, MacEwen and Nolte, 1993).  
Family income: The study discovered no significant 
association between Family income level of Gen Y and 
their conflict management style (chi-sq=7.4, p=0.11). It 
was found that students with low family income 
background preferred to accommodate, whereas those 
with average level preferred to collaborate. This may be 
due to the fact that low access to resources results in 
giving up things and high concern for others in family. 
Whereas, high access to resources, may result in high 
concern for others as well as self. This contrasts the 
literature finding that low income families tend to have 
more acts of violence compared to others (Gelles, 1992, 
1997, Straus, Gelles, & Steinmetz, 1980). This means 
low income level should compete to resolve conflict, 
which is not the case here. 

An understanding of the conflict management 
styles that Gen Y is likely to use while confronting 
conflict situations would be of enormous use for the 
superiors and human resource professionals, as they 
can examine the background variables of Gen Y and 
can seek to identify their preferred style of conflict 
handling at work. The purpose of this paper is to 
investigate the most preferred conflict resolution styles 
used by Gen Y and to determine the effects (if any) of 
demographic variables on how they respond to 
conflicts. The present study found that the most 
preferred conflict management style of Gen Y is 
accommodation, followed by collaboration. This shows 
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that while having high concern for self, they have 
concern for others as well in conflicts, which is a good 
sign for healthy competitions and peace at large. The 
background of the individuals seems to be a factor in 
deciding the conflict style adopted as it is seen in the 
study.  The study explored a strong and significant 
association between gender, age, course, discipline, 
academic year and fathers occupation with the preferred 
style of conflict management of Gen Y. While, a weak 
association was discovered between their family 
structure, family income level, no of siblings, placement 
amongst siblings and their mothers occupation with 
their conflict management style. This study was cross-
sectional in nature and does not found whether 
individuals‟ conflict handling styles change over time 
when they join the workplace. Hence, it is 
recommended to conduct a future research with a 
longitudinal survey, with an objective to determine 
whether a conflict handling style used changes 
overtime.  

VI. Future Implications 

The area researched  is extremely relevant in 
the coming years anywhere across the globe and this  
study was done in one country and in a small city 
,therefore more empirical research needs to be done on 
a wider population. This paper studied the conflict 
management styles of a homogenoous group of young 
students only, therefore it cannot be generalized to a 
non student sample. (Smarty Mukundan et al, 2013).  
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Abstract- Financial sector of Bangladesh is playing a 
fundamental role in the economic development of any of the 
country like Bangladesh. But, mostly the employees of this 
sector are not left attended about the satisfaction of their job. 
That’s why, this paper aims at finding the present job 
satisfaction factors of the employees’ of bank for the sake of 
the steady development of the economy of Bangladesh and 
suggesting the regulatory authorities to progress their 
satisfaction level. A total number of 220 employees from bank 
of Bangladesh were randomly selected as sample for this 
study. A structured questionnaire has been used to conduct 
the study. For analyzing demographic information SPSS 
software has been used. Also, for analyzing data multivariate 
analysis techniques such as Structural Equation Modeling 
(SEM) has been used to identify influential factors for the job 
satisfaction of the bank employees by using SmartPLS 
software. This study reveals that performance appraisal, salary 
& benefits have significant influence on the job satisfaction of 
banking employees in Bangladesh. This paper suggests that 
both the management and the regulatory bodies should 
ensure on performance appraisal, and salary & benefits from 
the regulatory bodies of this sector. 

¥ 

Keywords: structural equation modeling (SEM), job 
security, performance appraisal, salary & benefits, 
relation, working environment, job satisfaction. 

I. Introduction 

ith dew to the opening up of the economy of 
Bangladesh, a remarkable change has been 
observed both in manufacturing and in service 

sectors. This has brought higher employment 
opportunities, increases in income level, and changes in 
consumption pattern and consequently there emerges a 
competitive environment in the country. Exclusively, the 
development of the private banking business, for 
customized  services,   has   created  a  severe  implied 
 
 

  
 

   
 

   
 

  
 

 
 

 

competition in this sector. This competition has made 
the service gap wider as private banks offer better 
services to their internal and external customers. The 
scenario has produced an advise to the bank policy 
makers to identify the underlying reasons and brought 
them into consideration the job satisfaction issue. It has 
been further envisaged that officers in banking sector 
play the key role in manipulating their services through 
implementing policy that has appealed to their 
customers. In such situation, the employees job 
satisfaction of bank and non bank becomes an 
important issue that has to be taken care of in order to 
achieve the ultimate goals of the banking sector in 
Bangladesh. Sarker, A. R., & Afroze, R., 2014 have said 
that financial factors like salary, bonus, incentives’ and 
other financial benefit, like heath care, sick leaves, etc. 
has improved the bank employee job satisfaction, but 
other nonfinancial factors like work description, work 
orientation, unbiased evaluation of work performance, 
training, job security, efficient and supportive 
supervision, good working environment etc. can 
facilitate it further. So, to balance salary & benefits, 
employers should concentrate on friends and family 
related benefits like annual picnic, transportation 
facilities for employees, daycare facilities, and so on. 

II. Literature Review 

Job Satisfaction of workers helps to determine 
the sense of achievement and success of workers and it 
is directly related to their productivity and personal well-
being (Miller & Rosse, 2002). Spector (1997) has 
reviewed the most popular job satisfaction instruments 
and summarized the following facets of job satisfaction: 
appreciation, communication, co-workers, fringe 
benefits, job conditions, the nature of the work itself, the 
nature of the organization itself, an organization’s 
policies and procedures, pay, personal growth, promo 
promotion opportunities, recognition, security and 
supervision, Job satisfaction and its relating factors. 

It may be the evaluation between the workers’ 
wants and their real gain. The contentment of the 
employees can be defended as worker’s all 
assessments of work as favorable or unfavorable 
(Locke, 1976). 
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Ambrose et al. (2005) conducted a qualitative 
study to investigate faculty satisfaction and retention. 
The study focused on the faculty of a private university 
over a period of 2 years. Findings suggested sources of 
satisfaction or dissatisfaction clustered into areas such 
as salaries, collegiality, mentoring, and the 
reappointment, promotion, and tenure process of 
departmental heads. It is often related to employees’ 
needs and workers’ conditions also. Numerous classes 
of needs are concerned with the job satisfaction of the 
workers, including physical, social and egoistic needs 
(Dubrin 2007). 

Employee satisfaction is an expression which is 
sometimes used to explain the attitude a worker towards 
the job and roles and responsibilities. Satisfied worker 
shows a positive attitude towards the work on the other 
hand dissatisfied worker does not (Pushpakumari 2008). 
Nature of work and overall comfort is very important for 
job satisfaction of the employees. If employees’ find the 
work interesting, promotion process is smooth, his or 
her supervisor is cooperative, and co-workers are 
helpful, then a situational approach leads to predict 
employees’ satisfaction at work (Taylor, 2008). It can 
also be defined as the workers overall effectiveness of 
mind attaining from the consent of all areas of their work 
(Hossan, et. al. 2012). Satisfaction phase of workers 
toward their work differs with specific dimension of the 
work. It sometimes relies mostly on payment of their job 
(Shabnam and Sarker, 2012). Satisfaction towards their 
job can also be taken care of through the maternity 
benefit with full payment and healthcare facilities of the 
workers.  

Improvement in the banking and non-banking 
sector is not a single man's task. Therefore, all the 
stakeholders, including the government, the 
international community should work together for 
improving working conditions in the financial sector like 
bank and non bank institutions in Bangladesh by 
establishing a HRM unit or Personnel Management unit 
in each financial sector (Ahamed, F., 2014). From above 
study, we want to consider some factors like job 
security, performance appraisal, relationship, salary & 
benefits, and working environment those related to job 
satisfaction of bank employees in Bangladesh and we 
want to decide which factors actually influential factors 
for the job satisfaction. 

III. Objectives of the Study 

The objectives of this study are:  


 

To
 
identify the factors of job satisfaction of bank 

employees in Bangladesh. 
 


 

To
 
give some suggestions for the improvement of 

the satisfaction level of the bank employees in 
Bangladesh.

 

IV. Hypothesis of the Study 

To fulfill the objectives of this study the following 
hypothesis have been constructed comprising the five 
important factors of job satisfaction of bank employees 
in Bangladesh including job security, performance 
appraisal, relationship, salary & benefits, and working 
environment.  
H1: Job Security has no significant impact on Job 
Satisfaction of bank employees. 
H2: Performance Appraisal has no significant impact on 
Job Satisfaction of bank employees. 
H3: Relationship has no significant impact on Job 
Satisfaction of bank employees. 
H4: Salary & Benefits have no significant impact on Job 
Satisfaction of bank employees. 
H5:

V. Conceptual Framework 

 Working Environment has no significant impact on 
Job Satisfaction of bank employees. 

The objective of this study is to investigate the 
job satisfaction of the bank employees of Bangladesh, 
on the basis of different functions like to include job 
security, performance appraisal, relationship, salary & 
benefits, and working environment. In the literature, the 
related studies suggest that the different types of factors 
in path model applications in six different private 
commercial banks, including job security, performance 
appraisal, relationship, salary & benefits, and working 
environment. The theoretical model is presented in 
figure 1. We will look at the theoretical model for each of 
the hypotheses in the following bellow. 
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Figure 01: The conceptual framework of human resources practices factors and job satisfaction of the private 
commercial bank employees in Bangladesh 
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VI. Methodology of the Study

This study attempts to identify the influential 
factors concerned with the use of a service quality 
model of job satisfaction of private commercial bank 
employees in Bangladesh. To conduct the study, the 
data have been collected from primary sources. Primary 
data were collected from the six different private 
commercial banks in Bangladesh.

a) Determination of Sample Size
The respondents selected for this study 

heterogeneous in terms of their subjects. From the 
previous study, we have shown that there are more than 
10 Lac bank employees working in different banks of 
Bangladesh. But, we have collected this sample from six 
different private commercial banks in Bangladesh. Prior 
research suggested that a sample size of 100-200 is 
usually a good starting point in carrying out path 
modeling (Hoyle, 1995). That’s why the sampled 
respondents can be determined by using the following 
formula which is discovered by Yamane (1967). The 
formula used in this study is shown below:

n= 𝑁𝑁
(1+𝑁𝑁𝑒𝑒2)

Where,

n=Sample Size
N= Population
e=Level of Precision

In calculating sample size the following 
assumptions were made to determine, n=204. That is 
why the data were collected from six different banks in 
Bangladesh which amount was more than 204 by using 
above sampling technique. 

Population size is > 1000000 workers
Level of precision is 7%

b) Questionnaire Design and Test of Reliability
A structured questionnaire with the 5-point 

Likert scale was developed for the items related to the 
impact of human resource factors on job satisfaction of 
private commercial banks in Bangladesh. A 5-point 
scale ranging from 1 to 5 with 1 indicating strongly
disagrees and 5 indicating strongly agree was used in 
the questionnaire. Table-2 shows that the reliability 
coefficient of the questionnaire. It shows that the 
cronbach’s alpha, composite reliability, the average 
variance extracted of the questionnaire are shown table-
2 which is at the acceptable limit as per Nunnally and 
Berstein (1994), Hair et al. 1998, Fornell & Larcker, 
(1981); Henseler, Ringle, & Sinkovics, (2009) 
respectively.

c) Data Collection and Data Analysis
A survey has been conducted six private

commercial banks in Bangladesh with the assistance of 
BBA students of Uttara University. The interviewers were 
properly trained on the items representing the 
questionnaire for data collection before resuming the 
interview. Along with descriptive statistics, inferential 
statistical techniques such as Factor analysis, and 
structural equation modeling were used to analysis the 
data by using SPSS (Statistical Package for Social 
Science) and SmartPLS (statistical software). Structural 
equation modeling was conducted to identify the 
influential factors; those factors have been affected by 
the service quality of those banks in this study.

d) Data Analysis Procedures
Data analyses were undertaken in three stages: 

data screening, validation of the measurement model 
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i. Step One: Evaluation of Measurement model 
(Outer model)

a. Assessment of reflective measurement model
The measurement model, also known as the 

outer model specifies how the latent variables and their 
observed indicators are related (Hair, Ringle & Sarstedt  
2011; Henseler, Ringle & Sarstedt 2012). In the first step 
of the evaluation process, reliability and validity of the 
item measures are examined before testing the 
structural model in order to ensure that the measures 
are representing the constructs of interest (Chin 2010; 
Hair, Ringle & Sarstedt 2011). 

b. Step Two: Evaluation of Structural model     
(Inner model)
In the second step of the evaluation process, 

the assessment involves the examination of the 
structural relationships. The structural model is also 
referred to as the inner model that reflects the 
relationships between the latent variables (Hair, Ringle & 
Sarstedt 2011; Henseler, Ringle & Sarstedt 2012). The 
main focus in the structural model evaluation is 
maximizing the variance explained or the R2

i) Convergent Validity 

for the 
endogenous latent construct as well as determining the 
size and significance of all path coefficients.  

When multiple items are used to measure an 
individual construct, the item (indicator) convergent 
validity should be one of the main concerns to the 
researcher. The measurement model was tested for 
convergent validity, which is the extent to which multiple 
items to determine the same concepts are in agreement 
(MacKinnon, 2008). According to Hair et al. (1998) 
convergent validity could be accessed through factor 
loadings, composite reliability and the average variance 
extracted. The results of the measurement model    
(Table 3) show that the loadings for all items exceeded 
the recommended value of 0.50 (Hair et al. 1998). 
Composite reliability (CR) values ranged from 0.73 to 
0.86 which exceeded the recommended value of 0.70 
(Hair et al. 1998).

j) Discriminant Validity  
This study also validated the discriminant 

validity of the instrument. The discriminant validity 
represents the extent to which measures of a given 
construct differ from measures of other constructs in the 
same model. In a partial least squares, the most 
important criteria for adequate discriminant validity is 
that a construct shares more variance with its items than 
it is shared with other constructs in a given model 
(Hulland, 1999). It was assessed by examining the 
correlations between the measures of potentially 
overlapping constructs. Items loads more strongly on 
their own constructs in the model, and the square root 
of the average variance extracted for each construct is 
greater than the levels of correlations involving the 

and evaluation of the structural model (Hair, Ringle & 
Sarstedt 2011). As a preliminary step, the data 
screening process included visual inspection of the data 
for identifying and correcting errors in the data set as 
well as identification of missing data and tests for 
violations of statistical assumptions such as normality 
(Hair, Money, Samouel & Page 2007; Marcoulides & 
Saunders 2006; Pallant 2011). IBM SPSS Statistics 
version 16 was used in the data screening process. 
Data screening showed no missing data. Partial Least 
Squares structural equation modeling (PLS) and 
SmartPLS 3.0 (Ringle, Wende & Will 2005) were 
employed as analytical tools for the assessment of 
measurement and structural models.

e) Structural Equation Modeling (SEM)
SEM has the ability to evaluate latent variables 

in the measurement model and simultaneously test 
multiple relationships of latent variables in the structural 
model (Hair, Sarstedt, Ringle & Mena 2012b). Factor 
analysis and hypotheses are tested in the same 
analysis, hence providing a more rigorous analysis of 
the proposed research model (Gefen, Straub & 
Boudreau 2000). 

f) Partial Least Squares (PLS)
PLS is an appropriate method for a research 

that aims at the application and prediction rather than 
confirmation of structural relationships (Hair, Ringle & 
Sarstedt 2011). PLS is generally applicable under the 
condition of small sample size and is able to estimate 
very complex models (Hair et al. 2012b; Henseler, 
Ringle & Sinkovics 2009).

g) Reasons for using Partial Least Squares
Partial Least square has been used to perform 

data analyses in this research for several reasons. First, 
the focus of this study is to examine the impact of 
service quality factors like working environment, Salary & 
benefits, relationship, performance appraisal, & job
security and job satisfaction. PLS is used to maximize 
the explained variance in the dependent constructs and 
evaluate the data quality of the measurement model 
characteristics (Hair, Ringle & Sarstedt 2011). As 
stressed by Anderson and Gerbing (1988), PLS is 
primarily intended for causal-predictive analysis. Given 
that the purpose of this study is to predict the 
significance of the relationships among service quality 
factors like working environment, salary & benefits, 
relationship, performance appraisal, and job security of 
the bank employees in Bangladesh and the causal 
impact on job satisfaction, PLS is deemed appropriate. 

h) Model Evaluation
A partial least squares model comprises two 

interrelated models: a measurement model and a 
structural model. The model are assessed separately in 
a two-step process (Hair, Ringle & Sarstedt 2011). The 
following section discusses the two-step process.



construct (Fornell and Larcker, 1981). As shown in Table 
3, the square root of the average variance extracted for 
each construct is greater than the items on off-diagonal 
in their corresponding row and column, thus, indicating 
the adequate discriminant validity. The inter-construct 
correlations show that each construct shares larger 
variance values with its own measures than with other 
measures. In sum, the measurement model 
demonstrated adequate convergent validity and 
discriminant validity.  

k) Average variance extracted  
All values of the average variance extracted 

(AVE) that measures the variance captured by the 
indicators about measurement error were greater than 
0.50 to indicate acceptability of the constructs (Fornell & 
Larcker, 1981; Henseler, Ringle, & Sinkovics, 2009). The 

table 3 shows that these indicators satisfied the 
convergent validity of the constructs. 

l) Test of Reliability  
To analyze the reliability (internal consistency) of 

the variables, this study used the Cronbach’s alpha 
coefficient and composite reliability (CR) value. Table 3 
shows all Cronbach’s alpha values are above 0.60 cutoff 
values as suggested by Nunnally and Berstein (1994). 
The Standardized Cronbach's alpha formula is given 
below.  

 
Here, N is the number of items, c-bar is average inter-
item covariance among the items and v-bar equals the 
average variance.   

Table 01: Test of validity of different factors of bank employee  job satisfaction in Bangladesh 

  Mean
 

SD
 

1
 

2 3 4 5 
1. Job Security

 
3.16

 
0.77

 
0.78

 
    

2. Performance Appraisal 
 

3.09
 

0.82
 

0.45
 

0.79
 

   
3. Relationship

 
3.12

 
0.84

 
0.46

 
0.57

 
0.75

 
  

4. Salary & Benefits
 

2.95
 

0.74
 

0.16
 

0.43
 

0.37
 

0.84
 

 
5. Working Environment 

 
3.32

 
0.94

 
0.28

 
0.53

 
0.61

 
0.17

 
0.75

 

m)
 

The Coefficient of determination 
 

The reliability also finds that the coefficient of 
determination R square is 0.509 for the dependent 
variable, i.e., the job satisfaction of Bank employees. 
(Table3). This means that the five independent variables 
are working environment, salary & benefits, relationship, 
performance appraisal, and job security

 
highly explain 

50.9% of the variance in job satisfaction of private 
commercial Bank employees of Bangladesh. 

 

n)
 

Preliminary Evaluation
 

Preliminary evaluation was conducted to 
prepare the data for the assessment of measurement 
and structural models. Data screening processes were 
undertaken, including visual inspection of the data for 
identifying and correcting errors in the data set, 
identification of missing data and tests for violations of 
statistical assumptions such as normality and outliers 
(Hair et al. 2007; Pallant 2011).

 

o)

 

Data Screening

 

When checking for errors, values that fell 
outside the range of possible values due to error in data 
entry were identified. Descriptive statistics including 
frequencies, minimum and maximum values are used to 
determine the errors. The errors were then corrected by 
checking against the questionnaire set of the particular 
cases involved. No missing data were found in the data 
set by checking the N (Number of cases) values in the 
descriptive statistics table, where N = 220 for all 
variables.

 
 

p)
 

Skewness and Kurtosis
 

Next, the data were assessed for normality by 
obtaining the skewness and kurtosis values. The 
skewness value relates to the symmetry of the data 
distribution, whereas the kurtosis value indicates the 
‘peakedness’ of the distribution (Pallant 2011). 
According to Tabachnick and Fidell (2001), a skewness 
and kurtosis statistic between -4 to +4 is deemed 
acceptable. Table 3 shows that all data met the 
acceptable range indicating normal distribution.
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𝛼𝛼 =
𝑁𝑁 . 𝑐𝑐

𝑣𝑣 + (𝑁𝑁 − 1). 𝑐𝑐



Table 02:  Skewness and Kurtosis 

  Dimensions N Skewness Kurtosis 

Job Security  

After certain periods of time our jobs become permanent. 220 -0.52 -0.35 
My job is highly secured. 220 0.22 -0.04 
I never feel vulnerable at my job 220 0.70 0.11 
The company has a faster career growth opportunity. 220 0.50 0.18 

Performance 
Appraisal  

My employer values the contributions I make to my department. 220 1.09 0.48 
My organization has a fair system of rewarding employee 
performance. 

220 1.00 0.13 

My company offers promotion based on performance.  220 0.93 -0.17 
My company gives promotions fairly.  220 0.99 0.10 
Performance feedback is communicated properly in my 
company.  

220 1.00 0.23 

My company is concerned with an employee’s well-being.  220 1.04 0.23 

Relationship 

I enjoy working with my coworkers. 220 0.66 -0.31 
My co-workers respect each other’s opinions.  220 0.98 0.16 
My supervisor is fair and reasonable. 220 1.10 0.72 
I have a good working relationship with my supervisor 220 1.01 0.08 

  
Benefits 

I am provided with adequate salary by the company. 220 0.74 -0.12 
My salary has a match with my experience. 220 0.98 0.18 
My salary has a match with my training, skill I received. 220 1.05 0.21 

Working 
Environment  

There is no gender discrimination in my company 220 1.01 0.16 
The fire protection facilities are modern in our company.  220 0.93 -0.07 
My company does not force me to stay after the office time.   220 1.06 0.22 
The rules and regulations are convenient with me. 220 1.01 0.15 

VII. Data Analysis, Findings  and Discussion of the Bank Employees in Bangladesh 
Table 03: Personal Information of the respondents of bank employees in Bangladesh 

Private commercial Bank 

 
Frequency Percent 

Gender 

Male 150 68 
Female 70 32 
Total 220 100 

Age of the respondents 

18-30 years  90 41 
31-45 years 65 30 
45 years and above 65 29 
Total 220 100 

Name of the bank 

Basic Bank Limited 37 17 
Brac Bank Limited 36 16

 
Islamic Bank Limited 37 17 
Prime Bank Limited 37 17 
NCC Bank Limited 36 16 
DBBL 37 17 
Total 220 100 

Table 02 shows that near about 68% of the 
respondents were males and confirms the fact that the 
bank employees of that sector are male dominated. The 
age distribution of respondents as shown in table 02 
indicates that the majority of employees 90 (41%) out of 
a total of 220 were aged between 18-30 years, On the 
other hand 30% and 29% of the bank employees whose 
age 31-45 years  and 45 years & above  of the 
respondent respectively. For the collection of the data 

we have chosen six Private commercial Banks in 
Bangladesh by using all most equal basis. 

VIII. Exploratory Factor Analysis 

EFA is a widely utilized and broadly applied 
statistical technique in social science. A total 220 usable 
survey responses were analyzed in this section. The 
factor analysis technique has been applied to examine 
the relationship between different factors in job 
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satisfaction of bank employees in Bangladesh. The five 
factors those have found from the rotated factor matrix. 
Those factors have been discussed in the following 
paragraph.   

Factor-1 (Job Security): This includes four variables like 
‘our jobs become permanent after certain periods of 
time’, ‘my job is highly secured’, ‘I do not feel vulnerable 
at my job’, and ‘the company has faster career growth 
opportunity’ which are the principal factors. So, it 
provides a basis for conceptualizing of a dimension 
which may be identified as a job security factor. 
Factor-2 (Performance Appraisal): This includes four 
variables like my organization has a fair system of 
rewarding employee performance, my company gives 
promotions fairly, and performance feedback is 
communicated properly in my company which are the 
principal factors. So, it provides a basis for 
conceptualizing of a dimension which may be identified 
as a performance appraisal factor. 

Factor-3 (Relationship): This includes four variables like 
‘My co-workers respect each other’s opinions’, and ‘I 

have a good working relationship with my supervisor’ 
which are the principal factors. So, it provides a basis for 
conceptualizing of a dimension which may be identified 
as relating factor. 
Factor-4 (Salary & Benefits): This includes four variables 
like ‘my salary has a match with my experience, my 
salary has a match with my training,  skill I received, my 
salary and payments are made timely’ which is the 
principal factors. So, it provides a basis for 
conceptualizing of a dimension which may be identified 
as salary & benefit factor. 
Factor-5 (Working Environment): This includes four 
variables like ‘there is no gender discrimination in my 
company’, ‘my company does not force me to stay after 
the office time’, and ‘the rules and regulations are 
convenient to me’ which are the principal factors. So, it 
provides a basis for conceptualizing of a dimension 
which may be identified as working environment factor. 
 
  

Table 04: Factor Analysis of the job satisfaction of the private commercial bank employees in Bangladesh 

  
Variables Factor 

Loading 
Sample 
Mean SD t-value Alpha CR AVE Q2 

Value 

Job 
Security  

Permanent after certain 
periods of time 0.85 0.85 0.04 

20.80 

0.79 0.86 0.61 0.35 
Secured job 0.76 0.74 0.10 7.91 
Not feel vulnerable 0.72 0.69 0.13 5.73 
Faster career growth 
opportunity 0.78 0.78 0.07 

10.93 

Performance
Appraisal 

 

Fairly rewarding system  0.71 0.71 0.07 9.58 

0.69 0.83 0.62 0.25 Fairly promotions  0.85 0.85 0.04 21.30 

Performance feedback 0.79 0.78 0.05 16.08 

Relationship

Respect from the co-
workers  0.69 0.68 0.09 

8.12 

0.62 0.80 0.57 0.20 
Relationship with 
supervisor 0.66 0.66 0.08 

7.96 

I have a good working 
relationship with my 
supervisor 

0.89
 

0.88
 

0.04
 

21.66 

Benefits 

My salary has a match 
with my experience 0.79 0.77 0.08 10.10 

0.79 0.87 0.70 0.38 

My salary has a match 
with my training skill i 
received my salary has a 
match with my training 
skill I received  

0.89

 

0.89

 

0.04

 

21.61 

My salary and payments 
are made timely 0.83 0.82 0.07 11.53 

Working 
Environment

 

Gender discrimination 0.74 0.74 0.07 11.24 

0.63 0.80 0.57 0.17 
Stay oblige  0.72 0.70 0.11 6.35 
Convenient rules and 
regulations 0.79 0.78 0.07 11.27 

AVE=Average Variance Extracted, C.R=Composite Reliability, Cronbach’s alpha, VIF=Multicollinearity Statistic 
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Note: AVE>0.50 (Fornell & Larcker, 1981); 
Henseler, Ringle, & Sinkovics, 2009), Composite 
Reliability>0.70 (Hair et al. 1998), Cronbach’s alpha>= 
0.60, (Nunnally and Berstein (1994)), Indicator 
Reliability>=0.4 (Hulland, 1999), Q2 

Generally, A global fit measure (GOF) was 
conducted for path modeling; it is defined as the 

geometric mean of average commonality and average 
𝑅𝑅2 (especially endogenous variables) (Chin, 2010) (see 
the formula). In this study, GOF value was 0.78        
(𝑅𝑅2= 0.509, average AVE = 0.614 for job satisfaction of 
the bank employee). So, the value of GOF exceeded the 
largest cutoff value (0.36), and it was indicated that the 
proposed model of this study had better explaining 
power than that based on the recommended value of 
GOF 

Value>0 
(Stone1974, Geisser’s, 1974) 

From table 04 also show that all of the T-
Statistic are larger than 2.33 at the 1 % level of 
significance, we can say that the outer model loadings 
are highly significant. So, our SEM model is accepted 
for above evidence in this study.  

small = 0.1, GOF medium = 0.25, and GOF large

GOF=√𝐴𝐴𝐴𝐴𝐴𝐴 × 𝑅𝑅2 

 = 0.36 
(Akter et al., 2011). 

Figure 2: Relative Importance of the human resource practices factors and their Relationship with job satisfaction of 
bank employees in Bangladesh 

IX. Results of Multivariate Analysis - 
Partial Least Square (PLS) 

A multivariate analysis technique like ‘Partial 
Least Square (PLS)’ was used to identify the significant 
job satisfaction factors from the factors identified 
through factor analysis. By using SEM, path diagram of  
job satisfaction of bank employees in Bangladesh 
suggested that the salary & benefits, performance 
appraisal have the strongest effect on employee job 
satisfaction. The hypothesized path relationship among 
independent variables like salary & benefits, 
performance appraisal and job satisfaction are positive 
relationship between them at 1% level of significance. 
That means if performance appraisal will be increased 1 
unit, the job satisfaction of the bank employees will be 
increased 0.492 and if salary & benefits will be 
increased 1 unit, the job satisfaction of the bank 
employees will be increased 0.167. But job security, 
relationship, and working environment has no significant 
impact on job satisfaction because the p-value of those 
factors are higher than 5%. The every values of VIF have 

been shown that there is no multicollinearity effect 
among those factors. This study also suggests that in 
the banking sector of Bangladesh the policy makers and 
concerned authorities should focus more on the factors 
like salary & benefits, performance appraisal. (Figure 3). 
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Table 05: Summary Results of the Model Constructs 

  
Original 
Sample 

Sample 
Mean SD T Statistic P-value VIF 

Job Security-->Job Satisfaction 0.046 0.059 0.087 0.531 0.59 1.386 
Performance Appraisal --> Job 
Satisfaction 0.492 0.479 0.108 4.535 0.00 1.95 
Relationship--> Job Satisfaction 0.01 0.015 0.106 0.097 0.92 2.143 
Salary & Benefits --> Job 
Satisfaction 0.167 0.186 0.079 2.113 0.04 1.31 
Working Environment--> Job 
Satisfaction  0.172 0.175 0.108 1.59 0.11 1.788 
R 0.509 2 
R2

  0.483 Adjusted 

Collinearity Statistic (VIF) The rules of thumb for the VIF is as follows: VIF < 3; no problem, VIF > 3; potential problem, 
VIF > 5; very likely problem, VIF > 10; definitely problem 

X. Hypothesis Testing 

The hypothesis testing was carried out by 
examining the path coefficients (beta) between latent 
constructs and their significance. To justify the 
significance of the path coefficients the bootstrapping 
method was used with a re-sampling of 500. The R2 
value of endogenous latent construct illustrates the 
predictive relevance of the model. Table 03 presents the 
results and hypothesis testing. The findings show that 

the hypotheses H2, and H4 were rejected because the 
value of it is higher than 2.33 at the 1 % level of 
significance. That means performance appraisal, and 
salary & benefits have significant impact on job 
satisfaction, but H1, H3, and H5 

 

were not statistically 
significant at the 5 % level of significance because the 
value of it is not higher than 1.96. That means job 
security;

 
relationship and working environment have no 

significant impact on job satisfaction of bank employees 
in Bangladesh.

 

Null Hypothesis Accepted/ Rejected 
H Job Security has no significant impact on Job Satisfaction of bank employees. 1 Accepted 
H Performance Appraisal has no significant impact on Job Satisfaction of bank 

employees. 2 Rejected 

H Relationship has no significant impact on Job Satisfaction of bank employees. 3 Accepted 
H Salary & Benefits has no significant impact on Job Satisfaction of bank employees. 4 Rejected 
H Working Environment has no significant impact on Job Satisfaction of bank 

employees. 5 Accepted 

XI. Conclusion 
This study focused on the factors that affected 

job satisfaction of the private commercial bank 
employees in Bangladesh; the main objective of this 
study was to identify the influential factors those are: job 
security, performance appraisal, relationship, salary & 
benefits, and working environment and their 
relationships on employee job satisfaction in Banks. 
Sarker et al. (2014) have suggested that nonfinancial 
factors like work description, work orientation, unbiased 
evaluation of work performance, training, job security, 
efficient and supportive supervision, good working 
environment those are related to job satisfaction of the 
bank employees and other factors salary & benefits, 
employers should concentrate on friends and family 
related benefits like annual picnic, transportation 
facilities for employees, daycare facilities, and so on. 
From the above finding has been said that only three 
factors like performance appraisal, and salary & benefits 
actually those related to job satisfaction of bank 
employees in

 

Bangladesh which are supported by 
previous work.
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I. Introduction 

eadership has been always a crucial issue and 
function of management since organizations and 
companies are permanently in a constant struggle 

to be increasingly competitive which helps to maximize 
efficiency and to achieve organizational goals (Keskes, 
2014). Nursing leadership is pivotal because nurses 
represent the most extensive discipline in health care 
(Marquis & Huston, 2015). Nursing leaders currently 
face many challenges (new roles, new technology, 
financial constraints, greater emphasis on participation, 
cultural diversity, and education). In every health care 
institution, the leadership must act to encourage 
effecting changes and achieving high standards of the 
patient care (Sullivan & Garland, 2010). Huber (2014) 
defined leadership as the process of working with 
individuals, groups, and other resources in order to 
achieve the objectives of the organization (Lorber et al., 
2016). Leadership style is the most prevalent factors that 
influence employees’ attitudes and behaviors including 
organizational commitment (Alkahtani, 2016). It is the 
approach of providing direction, implementing plans, 
and motivating people (Northouse, 2015). 

Leaders can influence the behavior of their 
followers through the use of different styles, or 
approaches, to manage others. For the past three 
decades, a pair of predominant leadership styles 
(transactional and transformational leadership) has 
received a significant amount of attention (Keskes, 
2014). Transformational leadership is a process in which 
“leaders and followers raise one another to higher levels 
of motivation and morality”. This motivation is supposed 
to stimulate people to accomplish beyond expectancy 
by generating belongingness in achieving the vision 
(Foon, 2016). Transformational leadership embraced the 
assumption that people have immerse potential and can 
be successful if they are given the vision and support 
from highly engaging, positive and inspiring leaders 
(Gates, 2009). Through motivation, a change process 
happens and subordinates become encouraged and 

L 

© 2017   Global Journals Inc.  (US)

77

G
lo
ba

l 
Jo

ur
na

l 
of
 M

an
ag

em
en

t 
an

d 
Bu

sin
es
s 
R
es
ea

rc
h 

  
  
  
V
ol
um

e 
X
V
II 

Is
su

e 
V
I 
V
er

sio
n 

I
Ye

ar
  

 (
)

A
20

17

Abstract- Leadership is the foundation of organizational 
commitment and has been recognized in researches to 
promote organizational commitment, employee job 
satisfaction and improved individual productivity which in turn 
lead to organizational success. By using appropriate 
leadership style, leaders can influence their employees' 
organizational commitment positively. 

Aim: To explore and describe nurse managers' leadership 
styles and its effect on nurses' organizational commitment at 
Taif governmental hospitals in Kingdom of Saudi Arabia. 

Subjects and methods:  A cross sectional descriptive survey 
study was conducted in two selected hospitals, King Abdul 
Aziz and King Faisal hospitals. Leadership Styles and 
Organization Commitment Questionnaires were used and 
distributed to 570 nurses.

Results: The present study's findings revealed that most 
leaders in the two selected hospitals use both transformational 
and transactional leadership styles from nurses perspectives. 
The great majority of studied nurses had commitment to their 
organization, whereas, only small percentage of them didn't 
have commitment to their organization in the two selected 
hospitals. 

Conclusion: Transformational leadership style was rated 
higher than transactional leadership style in both hospitals, 
and there were statistically significant positive correlations 
between the perceived leadership styles and organizational 
commitment. 

Recommendations: Designing and implementing a 
comprehensive training program to managers and leaders to 
encourage behaviors such as trust creation, encouragement 
of creativity, and induction of a common vision. Such 
managers can play a key role in the development of 
organizational commitment of their employees.
Keywords: transformational leadership, transactional 
leadership, organizational commitment.



are enthusiastic in achieving organizational goals and 
objectives (Foon, 2016). 

From another point of view, transformational 
leadership is generally defined as a process whereby 
leaders take conscious action to develop followers into 
leaders, exhibit behaviors that elicit trust, display self-
sacrificial perspectives to build commitment and 
influence, and demonstrate a moral compass towards 
mission and purpose (Porter, 2015). Transformational 
leaders are often highly visible and known for their 
passion and energy in all aspects of their work. They 
spend most of their time communicating with others and 
looking for initiatives that add value to their teams’ 
future. Transformational leaders motivate and empower 
their followers, often transcending short-term goals by 
focusing on higher order intrinsic needs (Kuria et al., 
2016). In this leadership style, the leaders tend to place 
followers' needs over their own needs. Transformational 
leaders influence the beliefs and attitudes of followers to 
align with theirs and then direct followers towards the 
attainment of greater organizational success (Alshahrani 
and Baig, 2016). 

Transformational leadership can be divided into 
four components, which are idealized influence, 
Individualized Consideration, Inspirational Motivation 
and Intellectual Stimulation. Idealized Influence is the 
behavior that encourages the followers to use their 
leaders as role models. Idealized influence leaders have 
high moral and ethical values and are able to provide 
their followers with a sense of vision and mission. In 
most situations, followers greatly respect the idealized 
influence leader (Northouse, 2015). Individualized 
Consideration is shown by the transformational leader 
by creating a supportive climate, listening to their 
employees, and acts as a coach and mentor which the 
leaders show consideration for their employees’ needs. 
Leaders pay close attention to individual differences and 
treat their employees in the most caring way. They also 
help individuals to achieve goals and personal 
development. This type of leaders also uses delegation 
to get their employee to grow through personal 
challenges (Alkahtani, 2016). 

Inspirational Motivation is about raising the 
consciousness of the employees by motivating and 
inspiring them to demonstrate commitment to the vision 
and mission of the group in the organization. The 
inspirational motivational leaders engage in clearly 
communicating high expectations to followers and 
increase team spirit and enthusiasm (Northouse, 2015). 
Intellectual Stimulation is demonstrated by the leaders 
when they support their employees to be creative and 
innovative and to try new approaches and challenge 
their own beliefs and values. This type of leaders 
promotes problem solving to find creative solutions 
(Alkahtani, 2016). 

Transactional leadership which is also known as 
associate leadership requires establishment of relations 

between the leader and those employees who work 
under the leader supervision. These employees will 
receive their desired rewards in return for 
implementation of their missions (Ahmadi et al., 2012). 
Transactional leadership can be described as "keeping 
the ship afloat." Transactional leaders use disciplinary 
power and an array of incentives to motivate employees 
to perform at their best. The term "transactional" refers to 
the fact that this type of leader essentially motivates 
subordinates by exchanging rewards for performance. A 
transactional leader generally does not look ahead in 
strategically guiding an organization to a position of 
market leadership; instead, these managers are solely 
concerned with making sure everything flows smoothly 
today (Ingram, 2016). 

Transactional leadership refers to a dynamic 
exchange between leaders and their subordinates, in 
which the leader establishes specific goals, monitors 
progress, and identifies rewards that can be expected 
upon goal achievement. It involves an exchange 
process between the leader and the followers, intended 
to increase followers’ compliance to the leader and to 
the organizational rules (Keskes, 2014). The 
transactional leadership is based on the exchange 
process that involves fulfilling contractual obligations, 
setting objectives and monitoring and controlling 
outcomes. This leadership style is made up of three 
main factors: contingent reward and management by 
exception (active) and management by exception 
(passive) (Foon, 2016). 

Contingent Reward Managers who use the 
contingent reward leadership show the standards, and 
encourage their employees to perform well because the 
leaders will let their employees know the rewards they 
will receive if their performance level is high. 
Subordinates are promised rewards for good 
performance but if the performance is bad they will 
receive the punishment. Management by Exception 
(Active) occurs when leaders make corrective criticisms 
or use negative reinforcement. This leadership behavior 
monitors employees closely in order to identify mistakes 
and errors. Leaders with Management-by- Exception 
“active” behaviors are characterized as monitoring 
followers' performances and taking corrective action if 
deviations from the set standards occur. These leaders 
enforce rules to avoid mistakes (Alkahtani, 2016). 

Management by Exception (Passive), in this 
leadership style, leaders use Management-by-Exception 
(passive), only intervene when goals have not been met 
or a problem arises. This leader with a “passive” 
behavior would not get involved until problems become 
serious. The Management-by-Exception (passive) 
leaders wait to take action until mistakes are brought to 
their attention (Northouse, 2015). Transactional 
leadership concerns the power to perform certain tasks 
and reward or punish for employees’ performance. It 
gives the opportunity to leaders to lead the employees 
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and they agree to follow their leaders to accomplish the 
goals. Power is given to the leaders to evaluate, train, 
correct and handle the employees when productivity is 
below the expectation level and reward appropriately 
when the expected outcome is reached (Alkahtani, 
2016). 

Abualrub and Alghamdi (2012) examined the 
impact of leadership styles of nurse managers on Saudi 
nurses’ job satisfaction and intention to stay on the job. 
The results indicated that Saudi nurses perceived their 
managers as transformational rather than transactional 
leaders. Another study conducted by Malloy and 
Penpras (2010) suggested that leaders using the 
components of transformational leadership more likely 
contribute to a positive work environment, increased job 
satisfaction, commitment and motivation. 

Organizational commitment is a common 
phenomenon which has been extensively addressed by 
many researchers worldwide due to its importance to 
the organization (Alkahtani, 2016). In the meantime, over 
the past two decades, organizational commitment was 
the dominant job attitude that has been the center of 
attention of researchers and the subject of so many 
meta-analyses (Haghighy et al., 2016). Today, 
healthcare organizations are challenged by the lack of 
commitment from nurses and doctors due to their 
choices to leave the organization (Fabiene and 
Kachchhap, 2016). Committed employees are expected 
to perform at a greater level than their uncommitted 
counterparts. The lack of commitment among 
employees of an organization results in interruptions in 
normal operations, loss of efficiency and increase 
customer dissatisfaction while high levels of 
commitment to the organization are likely to reduce staff 
absenteeism, and increase levels of job performance 
(Soha et al., 2016). 

Commitment is defined as the psychological 
bond that is characterized by the members’ feeling of 
attachment, obligation, and loyalty to a given 
organization. Commitment also describes the level of 
employees’ acceptance of the organization’s goals and 
the willingness they have to work towards these goals 
(Manetje and Martins, 2009 & Fabiene and Kachchhap, 
2016). Organizational commitment is categorized into 
three components; affective, continuance and normative 
commitments. Affective commitment concerns the 
employee’s emotional attachment to, identification with 
and involvement in the organization (Kimura, 2013). 
Continuance commitment, on the other hand, refers to 
employees’ assessment of whether the costs of leaving 
the organization are greater than the costs of staying. 
Employees who perceive that the costs of leaving the 
organization are greater than the costs of staying will 
remain with the organization (Rego et al., 2016). 
Normative commitment refers to employees’ feelings of 
responsibility to the organization. Employees with high 
levels of normative commitment stay with the 

organization because they feel that they have to 
(Alkahtani, 2016 and Sow et al., 2016). 

In arguing for this framework, Allen and Meyer 
(1997) contended that affective, continuance, and 
normative commitment were components rather than 
types because employees could have varying degrees 
of all three. They exemplified the three types of 
commitment by saying that one employee might feel 
both a strong attachment to an organization and a 
sense of responsibility to remain. A second employee 
might enjoy working for the organization but also 
recognize that leaving would be very difficult from an 
economic perspective. Finally, a third employee might 
experience a considerable degree of desire, need, and 
responsibility to remain with the current employer 
(Alkahtani, 2016). 

Nurses are the backbone of medical care, 
hence the nursing leaders should build and maintain a 
healthy work environment that motivates and supports 
the nurses to reduce nurses turnover and increase 
organizational commitment. It has been found that the 
nurses prefer to work in an environment which promotes 
social relationship and encourages participation in 
decision-making (Alshahrani and Baig, 2016). By 
implementing transformational leadership styles, 
subordinates feel empowered leading to organizational 
commitment and solving of employee morale problems 
which in turn lead to job satisfaction (Foon, 2016). 

Over the years, there has been increasing 
interest in the relationship between leadership and 
organizational commitment. In a study of Kenyan and 
US financial firms, Walumbwa et al., (2005) found that 
transformational leadership not only had a positive effect 
on organizational commitment but on job satisfaction as 
well. Transformational leaders influence followers’ 
organizational commitment by encouraging followers to 
think critically by using novel approaches, involving 
followers in decision-making processes, inspiring 
loyalty, while recognizing and appreciating the different 
needs of each follower to develop his or her personal 
potential (Keskes, 2014). Lee (2004) found out that 
transformational leadership correlates significantly with 
organizational commitment with samples of research 
and development professional in Singapore. Contrary, 
transactional leadership does not have significant 
relationship with organizational commitment. 

II. Significance of the Study 

In the recent years organizations have gone 
through dramatic changes, including flatter and looser 
structures, downsizing, and horizontal approaches to 
information flow, these changes are due to rapid 
technological developments, global competition, and 
the

 
changing nature of the workforce that triggered by 

interventions such as total quality management and 
business process reengineering. Leadership is regarded 
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as a critical factor in the initiation and implementation of 
the transformations in the organizations. The leadership 
should be broadened if it wants to engender a positive 
impact on individuals, teams, and organizations (Raja & 
Alanichamy, 2011). 

Healthcare organizations are systems where 
human resources are the most important assets for the 
delivery of quality healthcare; nursing is the largest 
workforce within the healthcare organization. They are 
the front line healthcare providers who spend more time 
with patients than any other healthcare professional. 
Therefore achieving optimal healthcare delivery is 
difficult, if not impossible without the efforts and 
commitment of staff nurses. Nursing leadership has a 
significant impact on creating practice environments that 
support and motivate staff nurses to provide the highest 
level of care to healthcare consumers (Fugate, 2014). 
Therefore, the current study will enhance our 
understanding of the relationship between leadership 
styles and organizational commitment that affect work 
behaviors and attitudes of nurses which would ultimately 
be linked with the achievement of organizational goals. 

a) Aim of the Study 

The main aim of the present study was to: 
Explore and describe nurse managers' leadership styles 
and its effect on nurses' organizational commitment at 
Taif governmental hospitals in Kingdom of Saudi Arabia. 

b) Research questions 

1.
 

What is the nurse managers' leadership style as 
perceived by their subordinates?

 

2.
 

What is nurses' organizational commitment?
 

3.
 

What is the correlation between nurse managers' 
leadership styles and nurses' organizational 
commitment?

 

III.
 

Subjects and Methods
 

a)
 

Research design
 

Non-experimental cross sectional correlational 
study for exploring and describing nurse managers' 
leadership styles and its effect on nurses' organizational 
commitment at Taif governmental hospitals in Kingdom 
of Saudi Arabia was conducted.

 

b)
 

Settings
 

The study was conducted in two different 
hospitals (King Faisal Specialized Hospital {KFSH} & 
King Abdul-Aziz Specialized Hospital {KASH}).

 

c)

 

Subjects of the study

 

A random sample of 570 nurses worked in the 
previously mentioned settings (King Faisal Specialized 
Hospital {KFSH} & King Abdul-Aziz Specialized 
Hospital {KASH}) were selected.

 
 
 
 

d) Inclusion criteria 
Staff nurses who have at least one year of 

experience and working at study settings, and as well as 
agreed to participate in this study. 

e) Instrumentation 
In order to fulfill the aim of the study, three 

modified questionnaires were used to measure the 
variables in this study from nurses' point of view, which 
include: 
1. Assessment Sheet: This sheet was designed by the 

researchers to collect the socio- demographic data 
(such as; age, gender, qualification, total years of 
experiences, hospital, nationality and marital status). 

2. Leadership Style Questionnaire: This tool was used 
to measure transactional and transformational 
leadership styles from nurses' point of view. It was 
developed by Vera and Crossan, (2004). It is 
modified and translated into Arabic by the 
researchers. The questionnaire included 18 
statements concerning transformational and 
transactional leadership styles. Twelve statements 
concerning transformational leadership style and six 
statements measuring transactional leadership 
style. Each item was measured on a 5- point Likert 
scale. The possible responses ranged from 1 
(strongly disagree) to 5 (strongly agree) on all items. 
The higher the scores, the higher the leadership is. 

3. Organization Commitment Questionnaire: This is a 
self-reporting 18 items scale developed by Meyer 
(2004) used to measure nurses' commitment toward 
their organizations. It included statements reflecting 
nurses' perception of three types of commitment 
namely; affective commitment (6 statements), 
continuance commitment (6 statements); and 
normative commitment (6 statements). The 
responses were made on a 5 point Likert scale 
ranging from 1 (strongly disagree) to 5 (strongly 
agree). The higher the scores, the higher the 
commitment is. There were four items on the 
commitment scales had been worded such that 
strong agreement actually reflects a lower level of 
commitment. These are referred to as “reverse-
keyed” items (identified by “R” after the statement). 

f) Pilot study 
A pilot study was performed on twenty nurses 

(not included in the full-scale study) to test the 
practicability and applicability of the study tool, identify 
any difficulties, estimate the time needed to fill in the 
questionnaire. Based on the results of the pilot study, 
the necessary modification and clarification of some 
questions were done. Validity and reliability of the study 
tool was tested using Cronbach’s coefficient alpha 
(0.84).  
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IV. Method of Data Collection 

Approval of institutional review board (IRB) at 
the selected hospitals was obtained. After that, once the 
subjects were asked to sign the designed consent form, 
then the researchers gave the questionnaire for filling it 
out, each participant was spent 20-30 minutes to 
complete the questionnaire. The researcher told the 
participants that all information gathered will be used 
only for the purpose of research, and results of the study 
will be published in aggregates. The data collection 
phase of the study was carried out in three months from 
1/10/2016 to 30/12/2016.  

a) Ethics and human rights 
An informed consent was obtained from all the 

participants before collecting any data. Explanation of 
the study aim in a simple and clear manner was done to 
each participant. All data was considered confidential. 
Participants were informed about their rights to withdraw 
from the study at any time without giving any reason. 

b) Data Analysis Plan 
Data were revised, coded, entered, analyzed 

and tabulated using SPSS version 19. Both descriptive 
statistics (frequency, percentage, mean and standard 
deviation) and inferential statistics (Pearson correlation 
and chi-square tests) were used according to type of 
variables. P value less than 0.05 was considered 
significant.  

c) Limitation of the study 
The most remarkable limitation of the present 

study was that all data in this study was obtained 
through cross-sectional, self-report surveys, which could 
lead to common method variance between predictor 
variables and outcome variables. Therefore, it is 
suggested that these results be used cautiously. 

V. Results 

The current challenges facing healthcare 
systems, in relation to the shortage of health 
professionals, necessitates mangers and leaders to 
learn from different leadership styles and staff 
empowerment strategies, so as to create a work 
environment that encourages nursing staff commitment 
to patients and their organization. This study intends to 
explore and describe nurse managers' leadership styles 
and its effect on nurses' organizational commitment at 
Taif governmental hospitals in Kingdom of Saudi Arabia. 
Figure 1 illustrated distribution of studied nurses by type 
of hospital. (51.6%) of participant nurses, were from 
King Faisal hospital while (48.4%) from King Abdul Aziz 
hospital.  

Table (1: A and B) demonstrated socio- 
demographic characteristics of participant nurses, the 
mean age of participant nurses were (28.7±2.9 and 
30.1±5.2 years) in King Abdul Aziz and King Faisal 

hospital respectively and most of them (72.6%) were 
female. Regarding occupation (82.8%) of participant 
nurses were staff nurses while (17.2%) of them were 
nurse managers. The mean years of experience of 
participant nurses, were (7.2±4.8 and 6.0±2.) in King 
Faisal hospital and King Abdul Aziz respectively. One 
fifth (20.4 %) of participant nurses had a diploma 
degree, while (71.9%) of them were bachelor degree. 
Above half of participant nurses (51.2 %) were Non-
Saudi and married (56.8%). There is statistically 
significant difference between the two hospitals 
regarding all socio- demographic characteristics.  

Table 2 showed leadership styles of nurse 
managers distributed by type of hospital. As noticed 
from the table, most of participant nurses (74.4%) 
perceived their leaders as transformational leaders in 
both hospitals and the difference between the two 
hospitals were statistically significant, P=0.000. 
Regarding transactional leadership style, (65.6%) of 
participant nurses perceived their leaders as 
transactional leaders in both hospitals and there is no 
statistically significant difference between the two 
hospitals P=0.10.  

As shown in the table 3, nurses' affective 
organizational commitment, the majority of them (78.6%) 
had affective commitment to their organization, while 
nearly about one fifth of them (21.4%) didn't have 
commitment to their organization in both hospitals. 
Moreover, affective commitment was higher in King 
Faisal hospital than King Abdul Aziz hospital and 
differences between them were statistically significant, 
P=0.001.  

Continuance organizational commitment of 
nurses is illustrated in table 4. It is clear that the highest 
percentage (84.2%) of participant nurses had 
continuance commitment to their organization and 
about (15.8%) of them didn't have in both hospitals. 
Regarding hospitals, continuance commitment was 
higher in King Faisal hospital (89.8%) compared to King 
Abdul Aziz hospital (78.3%) and the differences between 
them were statistically significant, P=0.000.  

Table 5 represented nurses' normative 
organizational commitment. (71.6%) of participant 
nurses had normative commitment to their organization, 
while only (28.4%) of them didn't have normative 
commitment to their organization in both hospitals. 
Concerning hospital, normative commitment was higher 
in King Abdul Aziz than King Faisal hospital and there 
were statistically significant differences between the two 
hospitals P=0.000.  

Figure 2 showed nurses' total organizational 
commitment distributed by types of hospital. As evident 
from this figure, the great majority (87.1%) of participant 
nurses had commitment to their organization. Moreover, 
only (12.9%) didn't have commitment to their 
organization in King Faisal hospital. On the other hand, 
in King Abdul Aziz hospital, the majority (76.8%) of 
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participant nurses had commitment to their organization. 
Meanwhile, nearly about one fourth (23.2 %) of them 
didn't have commitment to their organization and 
differences between the two hospitals were statistically 
significant, P=0.001. 

Transformational leadership styles and its effect 
on nurses' organizational commitment in the two studied 
hospital are displayed in table 6. There were statistically 
significant positive correlation between transformational 
leadership style and organizational commitment in each 
hospital (King Abdul Aziz and King Faisal hospitals) and 
a positive correlation in the comparison of two hospitals, 
P=0.000.  

Lastly, table 7 revealed transactional leadership 
style and its effect on nurses' organizational 
commitment in the two studied hospital. There were 
positive correlation between transactional leadership 
style and organizational commitment in King Abdul Aziz 
hospital. On the other hand, there were statistically 
significant positive correlation between transactional 
leadership style and organizational commitment in King 
Faisal hospital. For comparison between the two 
hospitals, also there were statistically significant positive 
correlation between transactional leadership style and 
organizational commitment, P=0.03. 

 
 
 
 
 
 
 
 
 
 
 
 
 

Ditribution of Sytudied Nurses by Type of Hospital N= 570.
 

 
Table 1 (A): Socio- demographic Characteristics of Participant Nurses Distributed by Type of Hospital (N=570). 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Table 1 (B): Socio- demographic Characteristics of Participant Nurses Distributed by Type of Hospital (N=570). 
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Figure 1:

Socio- demographic data

Hospitals
Total P valueKing Abdul 

Aziz Hospital
King  Faisal 

Hospital
N0. % N0. % N0. %

Age groups of 
studied   nurses

20 - 30 years 228 82.6% 206 70.1% 434 76.1% Х2=17.4, 
P=0.000 HS31 - 40 years 44 15.9% 66 22.4% 110 19.3%

41 - 50 years 4 1.4% 22 7.5% 26 4.6%

Mean ± SD 28.7±2.9 years 30.1±5.2 t=3.8,
P=0.000 HS

Gender Male 30 10.9% 126 42.9% 156 27.4% Х2=73.7, 
P=0.000 HSFemale 246 89.1% 168 57.1% 414 72.6%

Occupation
Staff nurse 210 76.1% 262 89.1% 472 82.8% Х2=16.9, 

P=0.000 HSNurse
manager 66 23.9% 32 10.9% 98 17.2%

Experience groups of 
nurses' participants

<=5 years 126 45.7% 110 37.4% 236 41.4% Х2=9.5, 
P=0.008 Sig6 - 10 years 136 49.3% 150 51.0% 286 50.2%

11 - 25 years 14 5.1% 34 11.6% 48 8.4%

Mean ± SD 6.0±2.4 years 7.2±4.8years t=3.6,
P=0.000HS

Education
Diploma 20 7.2% 96 32.7% 116 20.4% Х2=59, 

P=0.000 H SBachelor 236 85.5% 174 59.2% 410 71.9%
Master 20 7.2% 24 8.2% 44 7.7%

Socio -demographic data
Hospitals

Total P valueKing Abdul Aziz 
Hospital King Faisal Hospital

N0. % N0. % N0. %
Nationality Saudi 154 55.8% 124 42.2% 278 48.8% Х2=10.6,

P=0.001 SigNon Saudi 122 44.2% 170 57.8% 292 51.2%
Marital Status Married 180 65.2% 144 49.0% 324 56.8% Х2=15.3,

P=0.000 HSSingle 96 34.8% 150 51.0% 246 43.2%
Total 276 100.0% 294 100.0% 570 100.0%



 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 

Table 3: Nurses' Affective Organizational Commitment Distributed by Type of Hospital (N=570).

 
 
 
 
 
 
 
 
 

Table 4: Nurses' Continuance Organizational Commitment Distributed by Type of Hospital (N=570).

 
 
 
 
 
 
 
 
 
 
 
 

Table 5:

 

Nurses' Normative Organizational Commitment Distributed by Type

 

of Hospital (N=570).
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Table 2: Leadership Styles of Nurse Managers Distributed by Type of Hospital (N=570).

Leadership Styles

Hospitals Total

P value
King Abdul 

Aziz Hospital
King Faisal 

Hospital N0.          %                

N0. % N0. % N0. %

Non transformational leadership style (12-35) 90 32.6% 56 19% 146 25.6% X2=13.7,
P=0.000 HS

Transformational leadership style (36 -60) 186 67.4% 238 81% 424 74.4%
Non transactional leadership style (6 -17) 104 37.7% 92 31.3% 196 34.4% X2=2.6,

P=0.10 NSTransactional leadership style (18 -30) 172 62.3% 202 68.7% 374 65.6%
Total 276 100% 294 100% 570 100%

Affective Commitment
Hospitals Total

P valueKing Abdul Aziz Hospital King Faisal Hospital
N0. % N0. % N0. %

Non affective commitment (6-17) 76 27.5% 46 15.6% 122 21.4% X2=11.9, 
P=0.001 

Sig.Affective  commitment (18 - 30) 200 72.5% 248 84.4% 448 78.6%
Total 276 100.0% 294 100.0% 570 100.0%

Continuance Commitment
Hospitals 

Total P valueKing Abdul Aziz Hospital King Faisal 
Hospital

N0. % N0. % N0. %
Non Continuance Commitment 
(6-17)

60 21.7% 30 10.2% 90 15.8% Х2=14.2, 
P=0.000  

HSContinuance Commitment (18-30) 216 78.3% 264 89.8% 480 84.2%

Total 276 100.0% 294 100.0% 570 100.0%  

Normative commitment

Hospitals
Total P valueKing Abdul Aziz 

Hospital
King Faisal 

Hospital
N0. % N0. % N0. %

Non normative Commitment
(6-17) 64 23.2% 98 33.3% 162 28.4% X2=7.2, 

P=0.001 
Sig.Normative Commitment (18-30) 212 76.8% 196 66.7% 408 71.6%

Total 276 100.0% 294 100.0% 570 100.0%

Nurses' Total Organizational Commitment Distributed by Type of Hospital (N=570).Figure 2:



 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
  

 
 

Table 7: Transactional Leadership Style and its Effect on Nurses' Organizational Commitment in the Two Studied 
Hospitals (N=570).
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Table 6: Transformational Leadership Styles and its Effect on Nurses' Organizational Commitment in the Two Studied 
Hospitals (N=570).

Transformational 
Leadership Style

Hospitals
King Abdul Aziz Hospital King Faisal Hospital

Commitment  Total Score Commitment  Total Score
No 

commitment 
(18 -54)

Commitment 
(55 - 90) Total

No 
commitment

(18 – 54)

Commitment
(55 - 90) Total

N0. % N0. % N0. % N0. % N0. % N0. %

Non 
transformational 
leadership style 
(12-35)

64 71.1% 26 28.9% 90 100% 32 57.1% 24 42.9% 56 100%

Transformational 
leadership style 
(36-60)

0 0% 186 100% 186 100% 6 2.5% 232 97.5% 238 100%

Total 64 23.2% 212 76.8% 276 100% 38 12.9% 256 87.1% 294 100%

Transactional 
Leadership 

Style

Hospitals

King Abdul Aziz Hospital King Faisal Hospital

Commitment total score

Total

Commitment total score

TotalNo 
commitment 

(18 - 54 )

Commitment
(55 - 90)

No 
commitment 

(18 - 54 )

Commitment 
(55 - 90)

N0. % N0. % N0. % N0. % N0. % N0. %

Non transactional  
leadership style 
(6-17)

18 17.3% 86 82.7% 104 100% 2 2.2% 90 97.8% 92 100%

Transactional 
leadership style 
(18-30)

46 26.7% 126 73.3% 172 100% 36 17.8% 166 82.2% 202 100%

Total 64 23.2% 212 76.8% 276 100% 38 12.9% 256 87.1% 294 100%

VI. Discussion

As a priority, the role of the nurse manager, in 
continually and effectively empowering staff in the care 
process, is to ensure a work environment and culture 
that encourages and sustains quality of healthcare and 
patient safety. Effective leadership comprises enabling 
ordinary people to produce extraordinary performance in 
face of challenge and change, and maintenance of 
constant performance and benefits. Furthermore, 
leadership in healthcare organizations is considered an 
important element for assuring quality health care 
services, patient satisfaction, and employee 
performance (Aboshaiqah et al., 2014). However, the 
relationship between leadership style and employee 
commitment has not been investigated enough in Saudi 

Arabian health care context. This cross-sectional 
descriptive study included 570 nurses, with the aim of 
exploring and describing nurse managers' leadership 
styles and its effect on nurses' organizational 
commitment at Taif governmental hospitals in Kingdom 
of Saudi Arabia tried to. 

The present study's findings revealed that 
transformational leadership style was rated higher than 
transactional leadership styles in both hospitals, and 
there were statistically significant positive correlations 
between the perceived transformational and 
transactional leadership styles from nurses' point of 
view. This result was consistent with Omer (2005) who 
reported that the transformational leadership style has 
been ranked higher by the nurses compared to 
transactional leadership style, and there were significant 

For King Abdul Aziz hospital: X2 = 172.0, P=0.000 High Significant.
For King Faisal hospital: X2 =120.0, P=0.000 High Significant.
For comparison between King Abdul Aziz and King Faisal hospitals: X2=18.2, P=0.000 High Significant.

For King Abdul Aziz hospital: X2 = 3.2, P=0.07 Not Significant.
For King Faisal hospital: X2 =13.8, P=0.000 High Significant.
For comparison between King Abdul Aziz and King Faisal hospitals: X2=6.5, P=0.03 Significant.
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correlations between the perceived leadership style and 
organization outcomes. Moreover, this finding was 
congruent with Moussa et al., (2016) who revealed that 
Saudi nurses perceived their managers as 
transformational rather than transactional leaders. The 
results further showed that transformational leadership 
was associated with job satisfaction. Transactional 
leadership on the other hand was found to be 
associated with job dissatisfaction. Also, the result 
suggested that leaders using the components of 
transformational leadership more likely contribute to a 
positive work environment, increased job satisfaction, 
commitment and motivation. 

Likewise, Ahmad et al., (2013) mentioned that 
transformational leadership have higher mean 
compared to transactional leadership which means that 
transformational leadership style is more acceptable for 
nurses compared to transactional leadership style. In 
addition, the result of this study revealed that 
transformational leadership style is more effective than 
transactional leadership style in producing 
organizational commitment. This result was supported 
by Ahmad et al., (2015) who found that transformational 
leadership style is more valuable than transactional, 
β=0.6381, t-value=10.874 and p-value<0.01. It is also 
evident from the finding that the relationship between 
transactional leadership style and organizational 
commitment is positive, but less effective than 
transformational leadership style on organizational 
commitment in public Tertiary Institutions in Pakistan.

Furthermore, Limsila and Ogunlana (2007) 
found that the leadership style mostly adopted and 
proving to be most suitable for that people is the 
transformational leadership. Meanwhile, the result was in 
the same line with Abualrub and Alghamdi (2012) who 
stated that Saudi nurses perceived their managers as 
transformational rather than transactional leaders. The 
results further showed that transformational leadership 
was associated with job satisfaction. Transactional 
leadership on the other hand was found to be 
associated with job dissatisfaction. Nurses who were 
satisfied with their jobs intended to stay longer. In 
addition, Alshahrani and Baig (2016) indicated that 
nurses working under leaders with higher 
transformational style of leadership had more job 
satisfaction compared to nurses working under leaders 
with higher scores on transactional style of leadership. 
Organizational outcomes were better with 
transformational style of leadership. Also, it is found that 
transformational leadership is playing a positive role in 
Pakistani companies and employees in those 
organizations where transformational leaders seem to 
be more satisfied with their jobs than those of 
transactional leadership (Mahmood, 2015). 

Moreover, Jain and Duggal (2015) reported a 
strong and positive relationship between 
transformational leadership and organizational 

commitment. Conversely, these results were in contrast 
with Alshahrani and Baig ( 2016) who mentioned that 
most of the head nurses demonstrated transactional 
leadership style compared to the transformational style 
of leadership, also, the result was reinforced by the 
findings of previous studies (Bass and Avolio 2004). 
Likewise, the findings of this study were on contrary with 
Lorber et al., (2016) who revealed that leaders most 
widely use the transactional leadership style. They also 
identified statistically significant differences in the 
assessment of the transactional leadership style 
between leaders and other employees in nursing.

Leadership is a very important variable which 
enhances organizational commitment of the employees 
(Aabdeen et al., 2016). Effective leaders should engage 
in both transformational and transactional behaviors 
(Keskes, 2014). The results of this study demonstrated 
that, there were a statistically significant positive 
correlation between both (transactional and 
transformational) leadership styles and organizational 
commitment. These findings were similar with Dariush et 
al., (2016) who stated that there is a positive relationship 
between transformational leadership style consisting of 
the creation of the trust, induction of a common vision, 
encouragement of creation and emphasis on progress, 
and organizational commitment. Also, there has often 
been a significant relationship between leadership styles 
and a variety of organizational commitments. In 
accordance with the study result, Rehman et al., (2012) 
showed that both transformational and transactional 
leadership have positive relationship with organizational 
commitment. The second important finding is that 
transformational leadership is used mostly than 
transactional leadership. 

Likewise, Njoroge, et al.,(2015) conducted an 
empirical study on 343 respondents of technical 
institution, Kenya to determine the effect of 
transformational leadership style on organizational 
commitment as moderated by employee participation. 
The result revealed that transformational leadership is a 
significant predictor of affective, continuance and 
normative commitment. In addition, Hill et al., (2012) 
found that there was a positive relationship between 
leader’s behavior and employees’ commitment. In 
agreement with the findings of other studies, Aghashahi, 
et al., (2013) examined the statistical relationship 
between leadership styles and organizational 
commitment components and found a positive direct 
relationship of transformational leadership style with 
affective and normative commitment in the context of 
service industry.

Moreover, these results were congruent with 
Marmaya et al., (2011) who showed that 
transformational and transactional leadership have 
positive relationship with employees' organizational 
commitment while employees of Malaysian organization 
are more influenced by transformational than 
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transactional. Also, the results were in the same line with 
Asiri et al., (2016) who revealed that transformational, 
transactional and laissez-faire styles positively affect 
commitment levels, with the transformational style
having a marginal effect. In the same context, Lee 
(2010) asserted that transformational leadership and 
transactional leadership both have a positive and 
significant effect on organizational commitment. 
Moreover, organizational commitment will significantly 
and positively affect to job performance. Also, 
Ramezaninezhad et al., (2011) pointed out that 
transformational and transactional leadership styles 
have significant positive effects on the organizational 
commitment of school sports teachers. Similar findings 
were reported by Lotfi et al., (2012), when they found 
that there is positive relationship between 
transformational and transactional leadership styles and 
organizational commitment; the only difference was that 
their study was concerned with faculty members.

In addition, these finding was consistent with 
Othman et al., (2013) who concluded that there is a 
positive correlation between leadership styles and 
organizational commitment. Researchers contended 
that leaders can be both transformational and 
transactional and that leader’s actions within 
organization contribute significantly to employee’s 
organizational commitment. The finding was also 
congruent with Rao and Gorfie (2017) who indicated 
that transformational and transactional leadership styles 
are positively and significantly correlated with 
organizational commitment. However, the correlation 
among these constructs is very weak; indicating that all 
the components of transformational leadership, and 
transactional leadership could not as such strongly 
promote the increment of organizational commitment of 
faculties. The result showed that transformational 
leadership style explained the variance on organizational 
commitment better than transactional and laissez faire 
leadership behaviors demonstrated by heads and 
deans.

In the same line, the results from this study were 
supported by Lee (2004) who found out that 
transformational leadership correlates significantly with 
organizational commitment with samples of research 
and development professional in Singapore. Likewise, 
Porter (2015) reported that transformational leadership 
was significantly correlated with organizational 
commitment. In this respect, Stacey (2007) also drew 
the conclusion that both transformational and 
transactional leadership styles have positive effects on 
the affective and normative commitments. Moreover, 
Hayward et al., (2004) noted that transformational 
leadership has moderate positive correlation with 
affective commitment. In addition, their result reveals 
that transformational leadership style is likely to generate 
commitment from subordinates while transactional and 
laissez-faire are not. Meanwhile, Dargahi et al., (2017) 

pointed out that there was a positive relationship 
between spiritual leadership with organizational 
commitment (P=0.000).

Likewise, Lai et al., (2014) probed the 
relationship between school teacher commitment and 
principle leadership styles in Perak, Malaysia. The result 
found that the relationship between commitment and 
transformational leadership style is significant. Another 
research conducted by Shin (2013) also investigated the 
association between organizational outcome, 
organizational commitment and leadership style in fire 
department. The findings showed that both styles of 
leadership (transformational and transactional 
leadership) have significant relationship with 
organizational commitment. Moreover, Chiun et al., 
(2009) highlighted that both styles of leadership 
(transformational and transactional) have effect on 
organizational commitment. However, transactional 
leadership style helps in some positions but less 
effective than transformational leadership style.

In addition, the result was similar with Ahmad et 
al., (2015) who stated that the relation between 
transformational leadership style and organizational 
commitment is significant. This finding is consistent with 
results of previous research (Cemaloglu, et al., 2012). 
The finding also revealed that the relationship between 
transactional leadership and organizational commitment 
is significant. The finding is also supported by the 
previous researches results (Yavirach, 2012 and 
Madanipour, 2013).

In contradiction with the present study' findings, 
Lee (2004) pointed out that transactional leadership 
does not have significant relationship with organizational 
commitment. Moreover, Hayward et al., (2004) indicated 
that no correlation was found between transactional 
leadership and affective, normative and continuance 
commitment. However, disagreement arises as 
Epitropaki and Martin (2005) and Wu (2009) declared
that transactional leadership is more effective than 
transformational leadership style to achieve 
organizational goals and enhance employee 
commitment. Similarly, Marmaya et al., (2011) also 
argued that the relationship between employee 
commitment and transactional leadership is more 
significant than transformational leadership style.

Finally, and away from the strong emphasis on 
transformational leadership style and organizational 
commitment, and the weak emphasis on transactional 
leadership style, one positive thing was certain from the 
present study' findings. The majority of participant 
nurses appreciated the importance of leadership styles 
of nurse managers to produce organizational 
commitment, improve and upgrade the effectiveness of 
the delivered services. Nursing leaders need to utilize a 
leadership style that best suit the environment and their 
subordinates. The leader should be able to recognize 
and analyze their subordinates as well as the 



 

 

 

 

 

  

 
 

  

 
 

 

 
 

 
 

 

 

  

 

 

 

 
 

 

© 2017   Global Journals Inc.  (US)

87

G
lo
ba

l 
Jo

ur
na

l 
of
 M

an
ag

em
en

t 
an

d 
Bu

sin
es
s 
R
es
ea

rc
h 

  
  
  
V
ol
um

e 
X
V
II 

Is
su

e 
V
I 
V
er

sio
n 

I
Ye

ar
  

 (
)

A
20

17

Effect of Nurse Managers' Leadership Styles on Organizational Commitment of Nurses Working at Taif 
Governmental Hospitals in Kingdom of Saudi Arabia

environment where they worked. Leaders’ behavior is 
reflected through their employees in the care they give 
to their patients each day, regardless of the leadership 
style used. Also, healthcare organizations need nursing 
leaders who can improve nursing care, are an advocate 
for the nursing profession, and have a positive effect on 
health care.

VII. Conclusion

Generally, nurses working under 
transformational and transactional leaders tend to be 
more loyal to their organizations. The present study's 
findings revealed that transformational leadership style 
was rated higher than transactional leadership style in 
both hospitals, and there were statistically significant 
positive correlations between the perceived leadership 
styles and organizational commitment. The great 
majority of studied nurses had commitment to their 
organization. Moreover, only small percentage of them 
didn't have commitment to their organization. Managers 
should use more principles of these styles of leadership 
to increase the level of organizational commitment of 
their employees.

VIII. Recommendations

In the light of study findings, the following 
recommendations are proposed:
1. Designing and implementing a comprehensive 

training program to managers and leaders to 
encourage behaviors such as trust creation, 
induction of a common vision, encouragement of 
creativity, emphasis on personal development, and 
achieving organizational and individual 
achievements and benefits. Such managers can 
play a key role in the development of organizational 
commitment of their employees.

2. Nursing leaders in hospitals can enhance the 
nursing work environment by practicing appropriate 
leadership styles and empowering strategies, 
including greater participation of nursing staff in the 
decision making process. Ultimately, more effective 
nursing management should result in improved 
nursing staff retention, job satisfaction, and work 
commitment.

3. Replication of this study in different health care 
sectors with other healthcare professionals and in 
critical care units will be beneficial, variables such 
as empowerment, job satisfaction, turnover, and 
retention can be considered in future research to 
increase organizational commitment of employees.
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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)

 • This individual has learned the basic methods of applying those concepts and techniques to 
common challenging situations. This individual has further demonstrated an in–depth 
understanding of the application of suitable techniques to a particular area of research 
practice.

 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.                                                                                                                                             
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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 GlobalJournals.org website. There are 37 Research 
Journal categorized with Six parental Journals GJCST, GJMR, GJRE, GJMBR, GJSFR, 
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) (I) First, register yourself using top right corner of Home page then Login. If you 
are already registered, then login using your username and password. 

      (II) Choose corresponding Journal.

      (III) 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'"

• Left Margin: 0.65
• Right Margin: 0.65
• Top Margin: 0.75
• Bottom Margin: 0.75
• Font type of all text should be Swis 721 Lt BT.
• Paper Title should be of Font Size 24 with one Column section.
• Author Name in Font Size of 11 with one column as of Title.
• Abstract Font size of 9 Bold, “Abstract” word in Italic Bold.
• Main Text: Font size 10 with justified two columns section
• Two Column with Equal Column with of 3.38 and Gaping of .2
• First Character must be three lines Drop capped.
• Paragraph before Spacing of 1 pt and After of 0 pt.
• Line Spacing of 1 pt
• Large Images must be in One Column
• Numbering of First Main Headings (Heading 1) must be in Roman Letters, Capital Letter, and Font Size of 10.
• 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 l rather than 1.4 × 10-3 m3, or 4 mm somewhat than 4 × 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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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. 
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. 
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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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. 

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 I be able to carry our search in this area? Will I find all necessary recourses to accomplish 
the search? Will I 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.

11. Revise what you wrote: When you write anything, always read it, summarize it and then finalize it. 
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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. 

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.  
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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.

Key points to remember:  

Submit all work in its final form.
Write your paper in the form, which is presented in the guidelines using the template. 
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. 

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. 

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, I 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                    

29.
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Separating a table/chart or figure - impound each figure/table to a single page 
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. 

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

Approach: 

Single section, and succinct
As a outline 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 
What you account in an conceptual must be regular with what you reported in the manuscript 
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  
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. 

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 
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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. 
Embrace particular materials, and any tools or provisions that are not frequently found in laboratories. 
Do not take in frequently found. 
If use of a definite type of tools. 
Materials may be reported in a part section or else they may be recognized along with your measures.

Methods:  

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:  

It 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. 

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.
Shape the theory/purpose specifically - do not take a broad view. 
As always, 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 
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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 
As forever, use past tense when you submit to your results, and put the whole thing in a reasonable order.
Put figures and tables, appropriately numbered, in order at the end of the report  
If you desire, you may place your figures and tables properly within the text of your results part. 

Figures and tables 
If 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  
In spite of position, each table must be titled, numbered one after the other and complete with heading 
All figure 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. 
Try to 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? 
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.  

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. 
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. 
Not at all, take in raw data or intermediate calculations in a research manuscript.                    
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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. 

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. 

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

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 

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

Topics Grades

A-B C-D E-F

Abstract

Clear and concise with 

appropriate content, Correct 

format. 200 words or below 

Unclear summary and no 

specific data, Incorrect form

Above 200 words 

No specific data with ambiguous 

information

Above 250 words

Introduction

Containing all background

details with clear goal and 

appropriate details, flow 

specification, no grammar

and spelling mistake, well 

organized sentence and 

paragraph, reference cited

Unclear and confusing data, 

appropriate format, grammar 

and spelling errors with

unorganized matter

Out of place depth and content, 

hazy format

Methods and 

Procedures

Clear and to the point with 

well arranged paragraph, 

precision and accuracy of 

facts and figures, well 

organized subheads

Difficult to comprehend with 

embarrassed text, too much 

explanation but completed 

Incorrect and unorganized 

structure with hazy meaning

Result

Well organized, Clear and 

specific, Correct units with 

precision, correct data, well 

structuring of paragraph, no 

grammar and spelling 

mistake

Complete and embarrassed 

text, difficult to comprehend

Irregular format with wrong facts 

and figures

Discussion

Well organized, meaningful

specification, sound 

conclusion, logical and 

concise explanation, highly 

structured paragraph 

reference cited 

Wordy, unclear conclusion, 

spurious

Conclusion is not cited, 

unorganized, difficult to 

comprehend 

References

Complete and correct 

format, well organized

Beside the point, Incomplete Wrong format and structuring
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