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Customer Satisfaction on Supply Chain Management Practices: A
Study of Toyota and Tata Motors in Kingdom of Saudi Arabia

Dr. Maqgsood Husain Junaidi
College of Business Adminsitration, University of Business & Technology, Jeddah, Saudi Arabia

Abstract

Automobile industry has been a major driver growth of a nation’s economy and is a significant contributor to the
global economy. The Automobile has been described as both a form and function based product involving high
level of engineering as well as being positioned as a fashion product. Supply chain management is typically
viewed to lie between fully vertically integrated firms where the entire material flow is owned by a single firm,
and those where each channel members operates independently. For the automobile industry the crucial element
in the supply chain management is its ability to forecast demand accurately. The objective of the current study
was to find out the level of customer satisfaction on supply chain management practices of Toyota and Tata
motors in KSA. A total of 250 randomly drawn respondents were taken for the survey using questionnaire
method. It was found that the customer having Toyota are more satisfied on the dimension of time taken for
delivery, promised time delivery, accessories and spare parts, after sales services, grievances handling and
supply chain management as compare to Tata motors. It was also found that young generations are more
satisfied with Toyota while old customer are more satisfied with Tata motors. Majority of the customers of both
the companies are also showing satisfaction with Dealership network.

Keywords: Customer Satsifaction, Supply Chain Management, Promised Time Delivery, Grievance Handling
Mechanism

INTRODUCTION

Universally, the automobile industry has been a major driver of growth of a nation’s economy and is a
significant contributor to the global economy. The automobile has been described as ‘both a form and function
based product’ involving high level of engineering as well as being positioned as a fashion product. There have
been significant changes taking place in the automotive industry. Worldwide, average margins have fallen from
20% to 5%, with many companies losing the game. The profitability performance is reflected in the industry’s
market capitalization; despite its huge revenues and employment, the automotive industry accounts for only 1.6%
of the stock market in Europe, and 0.6% in the U.S. These facts make a wide range of operational and financial
performance.

The changing business conditions of the 21st century has led to companies facing issues ranging from
globalization, economic uncertainty to new technologies and increasing consumer demands. In the automobile
industry, as manufacturers design and build vehicles globally, their supply chains become increasingly complex
with challenges that often stand in the way of profitability and higher shareholder value such as long order-to-
delivery lead times, unreliable production schedules, excess inventory across the supply chain, lengthy demand
planning cycles and lack of visibility of suppliers. The effect of the global economic meltdown increased the
pressure on automotive executives to make right decisions about their supply chain for better performance. In a
highly challenging and competitive environment, where supply chain is a popular tool for improving the
organizational competitiveness, an efficient and effective supply chain strategy is a must for automotive
manufacturers and their component manufacturers so as to meet changing consumer demands.

Supply Chain Management is typically viewed to lie between fully vertically integrated firms, where
the entire material flow is owned by a single firm and those where each channel member operates independently.
Therefore coordination between the various players in the chain is key in its effective management.

According to Christopher (1992), leading-edge companies have realized the real competition is not
company against company, but rather supply chain against supply chain. Cooper, Lambert, and Pagh argue that
organizational relationships tie firms to each other and may tie their success to the supply chain as a whole. In
this context, a supply chain as a whole may have its own identity and function like an independent firm.
However, to accomplish this ultimate supply chain, all companies’ in the supply chain must have a supply chain
orientation. The result is a fully managed supply chain.

According to Lambert, Stock, and Ellram (1998), however, there exist important differences between
the definition of supply chain management and the Council of Logistics Management’s (1985) definition of
logistics: “Logistics is the process of planning, implementing and controlling the efficient flow and storage of
raw materials, in-process inventory, finished goods, services, and related information from point of origin to
point of consumption (including inbound, outbound, internal and external movements) for the purpose of
conforming to customer requirements.” CLM (1998) apparently agreed, since its new definition states,
“Logistics is that part of the supply chain process that plans, implements, and controls the efficient flow and
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storage of goods, services, and related information from the point of origin to the point of consumption in order
to meet customers’ requirements” (emphasis added). Thus, CLM has also distinguished between logistics and
supply chain management, and acknowledged that logistics is one of the functions contained within supply chain
management.

Charan (2012), defines Supply Chain Management is the integration of key business processes across
the supply chain for the purpose of creating value for customers and stakeholders.

Literature Review:

Jamehshooran (2015) found that in recent years, supply chain performance measurement has received much
attention from researchers and practitioners. Effective supply chain performance through supply chain
antecedents such as business analytics has become a potentially valuable way of securing competitive advantage
and improving supply chain performance. This study addressed the lack of the empirical studies by developing a
comprehensive model to examine the effect of business analytics on supply chain performance. A quantitative
methodology using a cross-sectional survey method was used to investigate the relationship between variables.
Data were collected from automotive companies in Iran. The relationships between variables were examined
using structural equation modeling (SEM) technique and partial least squares (PLS) software was used. The
results revealed there is a significant positive relationship between business analytics and supply chain
performance. The study combined resource- based theory, resource dependence theories to develop a new
theoretical framework to demonstrate the importance of businesses analytics; in improving supply chain
performance. Kumar et al (2015) found that Supply chain structure, characteristics, and applicable policies
differ between developing and developed countries. Lack of effective supply chain management practices and
supply chain disruptions. Devarajan (2015) observed that Supply chain processes and challenges in India have
been so dynamic and are going through rapid changes. To understand where these changes stem from and also to
determine the current status with respect to challenges in supply chain management, a two pronged approach is
adopted and executed. The results of the approach are presented in this paper. The first step is to review current
status based on literature review of available-published research (articles, journals, magazines, interview, etc.)
between the years2011 and 2015. The second step is to get industry perspective (interviews, surveys, meetings
with business executives in India) to understand pressing issues that they face in handling their supply chain.
Based on these two steps, a solution framework (supply chain challenges grouped under 15 categories),list of
key best practices, and two specific action items (processes) are provided to help companies set a plan (short
term, medium and long terms)and navigate through their supply chain challenges. Stefanovic (2014) identified
that Today's business climate requires supply chains to be proactive rather than reactive, which demands a new
approach that incorporates data mining predictive analytics. This paper introduces a predictive supply chain
performance management model which combines process modeling, performance measurement, data mining
models, and web portal technologies into a unique model. It presents the supply chain modeling approach based
on the specialized Meta model which allows modeling of any supply chain configuration and at different level of
details. It was also found that the supply chain semantic business intelligence (BI) model which encapsulates
data sources and business rules and includes the data warehouse model with specific supply chain dimensions,
measures, and KPIs (key performance indicators). Next, the paper describes two generic approaches for
designing the KPI predictive data mining models based on the BI semantic model. KPI predictive models were
trained and tested with a real-world data set. Finally, a specialized analytical web portal which offers
collaborative performance monitoring and decision making is presented. The result also shows that these models
give very accurate KPI projections and provide valuable insights into newly emerging trends, opportunities, and
problems. This should lead to more intelligent, predictive, and responsive supply chains capable of adapting to
future business environment.

Wankea (2014) In his study aims to investigate whether, and the means by which, supply chain
managers of large manufacturing companies adopt a context-dependent approach (also called it empirically
explores the correlation between logistics complexity-related contextual conditions and supply chain
management (SCM) objectives and decision areas. The study adopted survey data (based on a sample of 108
large manufacturing companies in Brazil), using cluster analysis, factor analysis and binary logistic regression
and investigated the major effects of supply chain objectives and decision areas as predictors of the logistics
complexity of manufacturing but also investigate their second order interactions. Statistically significant
relationships were found between logistics complexity-related contextual conditions and objectives and decision
areas involving the supply chain. Varsei et al., (2014) observed that each key supply chain member can achieve
economic advantage only when they make a long-term dedication to sustainable development. Based on the
studies of three dimensions, it can be said that implementation of TBL provides economic advantage As a result
of increasing trend to sustainable practices; many firms have been implemented to a wide-scale adoption that
they collaborate with their suppliers and customers. They improve their efficiency for operation and environment.
These improvements help firms gain customer satisfaction and profitability and competitive advantage. Fabbe-

74




(CBA) International Journals

European Journal of Business and Management Www.iiste.org
ISSN 2222-1905 (Paper) ISSN 2222-2839 (Online) (Lo
Vol.9, No.2, 2017 |

Costes et al., (2014) identified that financial performance is the first priority for the economical aspect of SSCM.
For the environmental performance, environmental responsibility holds minimum environmental standard
regulated by government that is important. The social performance stresses social fairness, which should be
considered as minimum standard of social objectivity and justice. Some of the benefits of SSCM are enhanced
through corporate reputation, improved operational and financial performance (As a performance side, the
pursuit of SSCM targets leads to consciousness within corporations of the environmental and social changes of
their operations and forces to reduce environmental footprint. With SSCM implementation as a model it could
continue and improve economic results, but tighten from environmental laws. When social and environmental
friendly corporations produce any output, they are most likely chosen by stakeholders. As a result, these
corporations could get a higher margin by marketing considerable quantity at a higher price to compensate any
deviation expense. Reddy and Raja (2013) in his study presented a number of characteristics, that are found in
effective performance measurement system for SCM and categorizes performances measures in two groups:
qualitative performance measures and quantitative performance measures, Qualitative performance measures are
those for which there is no single direct numerical measurement. Customer satisfaction, flexibility, information
and material flow integration, effective risk management, and supplier performance are presented as qualitative
performance measures. Chen et al. (2013) examined three types of risks, namely supply risk, demand risk and
process risk in relation to three types of collaboration, namely supplier collaboration, customer collaboration and
internal collaboration, as a mechanism to mitigate those risks. They defined that the supply risk and demand risk
arise from external operations, while process risks from internal operations. Also, process risk increases from the
unexpected changes in the supply or orders changes from customer. The survey was carried out and resulted that
supply chain risk can be better mitigated and managed through supply chain collaboration. Rao, R (2012)
measure supply chain management in Automobile Industry — A Study of Select Companies of variables that
capture the impact of SCM on Hero Honda and Bajaj wide revenues and costs. They draw on responses to a
survey of 20 extended supply chains across two industry groups. He defines six variables that reflect different
approaches to measure supply chain performance. These variables are inventory, time, order fulfillment, quality,
customer focus, and customer satisfaction.

Hypothesis

In the above backdrop, an attempt has been made in the present study to examine the Supply Chain

Management Practices in Automobile Industry with special reference to Select Automobile Companies in

Kingdom of Saudi Arabia viz., Toyota Motors and Tata Motors and decided to not formulate any hypothesis

rather make the study exploratory in nature and thus framed following objectives

1) To study the Supply Chain Management practices adopted by Toyota Motors and Tata Motors.

2) To evaluate Supply Chain Management Practices satisfaction among the customers of Toyota and Tata
Motors.

3) To offer suggestions to make the Supply Chain Management Practices more satisfying to Customers.

Methodology

Sample:

In K.S.A almost every house owns a car. It has got highest percentage of car ownership with more than 80
percent of the population owning a car. Most of the families had more than one car to be used by different family
members for different purposes. The researcher approached the dealers of the concerned companies to get the list
of the customers. 200 car owners of Toyota Motors and 120 car owners of Tata Motors were selected randomly
as sample.

Tools Used:

A Customer Satisfaction Questionnaire on Supply Chain Management practices has been used to collect the data.
The questionnaire revealed satisfaction on five dimensions of supply chain management practices i.e. Time
Taken for Delivery, Satisfaction level of Customer on Promised Time delivery, Availability of Accessories
Spare Parts and Components, Quality of Service Center Facilities and Grievances Handling Mechanism.

Tools of Analysis

An appropriate statistical tool has been used to analyze the data and put it in the tabular form for the analysis of
results and discussions.
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Result and Discussions
Table - 1 Showing Satisfaction level of Customer on Time Taken for Delivery by Toyota and Tata Motors

No. of Respondents
Time taken for delivery Toyota Tata Total
Frequency % Frequency % Frequency %
One day 2 1 2 2 4 1
One day to week 100 50 80 66 180 57
Week to one month 90 45 30 25 120 37
One month to one year 8 4 8 7 16 5
Total 200 100 120 100 320 100
(Source: compiled from the questionnaire data)
350
300
250
200
200
150
100
100
57
5045 7
50
0 K=
Frequency % Frequency % Frequency %
Toyota Tata Total
No. of Respondents
EOneday MOnedaytoweek = Weektoonemonth B Onemonthtooneyear mTotal

It is shown in Table 1 that a majority of the respondents stated that the dealers are taking about a
week’s time for delivering the vehicle after placing the order, while it was a period ranging from one week to
one month by the 37 percent of sample respondents reporting it. It is very interesting to state that 5 percent of the
respondents revealed that, in some cases the dealers are taking almost a year, when enquired into reasons for the
delay the customers admitted that it was because of their choice, preference for a particular variant, color and
style etc. The dealer is taking such a long time, this is happening only with Tata Motor. Intercompany analysis
reveals that it was 66 percent of the sample customer stated that order delivery lead time was one week. While it
was 50 percent in case of Toyota. In case of those who stated the lead time as one week to one month reverse
was the case. It was 45 percent in case of Toyota while it was 25 percent with Tata. Delivery lead time is on
another important dimension of customer service. Delivery reliability essentially captures the degree to which a
firm is able to service its customers within the promised delivery time. Delivery reliability measures the fraction
of customer’s order that is satisfied within promised delivery lead time.

Order delivery lead time is the time taken by supply chain to complete all the activities from customer
order to product delivery to the customer. This dimension of customer service has significant impact on
responsiveness of supply chain. Customers always expect much shortened delivery lead time. Shorter lead time,
higher responsiveness and higher reliability will lead to better customer service.

76




(CBA) International Journals

European Journal of Business and Management Www.iiste.org
ISSN 2222-1905 (Paper) ISSN 2222-2839 (Online) lﬂ-li
Vol.9, No.2, 2017

Table -2: Showing Satisfaction level of Customer on Promised Time delivery

Time taken for No. of Respondents
delivery Toyota Tata Total
Frequency % Frequency % Frequency %
Delivered 160 80 100 83 260 82
Not Delivered 40 20 20 17 60 18
Total 200 100 120 100 320 100
(Source: compiled from the questionnaire data)
350 320
300
250
200
200 160
150
100
0
50
0
Frequency % Frequency % Frequency %
Toyota Tata Total
No. of Respondents
M Delivered ® Not Delivered m Total

Delivery of Cars on Promised Time:

Table 2 reveals heartening result to note that, the dealers of both the select companies are able to keep up the
promise to deliver the vehicles on promised time as more than 80 percent of the customer of the dealers of both
the companies reporting it. Remaining 18 percent of the respondents stated that the dealers failed to deliver the
vehicles on time. This speaks of the successful delivery reliability metrics of the dealer of both the select
companies and thus majority of the customers are highly satisfied.

Delivery lead time is as another important dimension of customer service. Delivery reliability
essentially captures the degree to which a firm is able to service its customers within the promised delivery time.
Delivery reliability measures the fraction of customer’s order that is satisfied within promised delivery lead time.

Table-3: Availability of Accessories, Spare Parts and Components

Availability of No. of Respondents
Accessories, Spare Toyota Tata Total
C};;r;soizg ts Frequency % Frequency % Frequency %
Available 160 80 80 67 240 75
Not Available 40 20 40 33 80 25
Total 200 100 120 100 320 100

(Source: compiled from the questionnaire data)
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Availability of Accessories, Genuine Spare Parts and Components

Table-3 shows the opinion of customers on the availability of accessories genuine spare and components. About
80 and 67 percent of customers from Toyota and Tata Motors respectively revealed that, the spare parts and
components are available in the market. At the same time 20 percent and 33 percent of customer said spare parts
are not available at their location. This indicates that, the dealers are providing with accessories and spare part
components to their customers at their centers, ensuring a very positive supply of supply chain management
practice. On the whole a great majority of 75 percent respondents states that accessories and spare parts are
available at different point of purchase, while a significant portion of 25 percent respondents reported that the
desired accessories and spare parts are not available.

The repair and maintenance of a vehicle involves a complex chain of various actors, it is called as
automotive after-market. Each stage within this aftermarket supply chain has its importance, each operator
fulfilling a special role to keep replacement parts, repair and maintenance competitive and efficient. A truly
competitive automotive market is the prerequisite to keep mobility affordable throughout the entire life of a
vehicle. That’s is the reason, why vehicle manufacturers supply their dealers and authorized service centers and
repairs of their distribution network the full range of genuine spare parts and components to ensure that spare
parts and components are easily available in market to customers.

Table-4: Quality of Service Center Facilities of Select Motor Companies

Rating from No. of Respondents
Service Center Toyota Tata Total

facilities Frequency % Frequency % Frequency %

Excellent 100 50 60 50 160 50
Good 60 30 40 33 100 31

Average 40 20 20 17 60 19
Poor 0 0 0 0 0 0
Total 200 100 120 100 320 100

(Source: compiled from the questionnaire data)
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Quality of Service Center Facilities

Table-4 shows that, 50 percent of respondents from the Toyota and Tata Motors said that, service center facility
was excellent while 30 and 33 Percent respondents each stated that service center facility was good. 20 and 17
percent respondents each from these two companies open that it was average in the Quality of service centers of
Toyota and Tata Motors Very interestingly no customers reported that quality of Service Centre as poor front
both the companies. The overall analysis also reveals a similar trend.

The service centers play a key role in making after sales service effective and supply chain efficiency. It
is responsibility of the companies in automobile sector to not only provide service center in all the locations, but
also to have trained and skilled manpower (mechanics) and advanced automated machines for quick and
effective servicing of vehicles. The service center requires infrastructure, spare parts, components and
accessories for replacement at the time of vehicle servicing and repairing. All these factors and facilities will
have strong impact on maintaining customer satisfaction.

Table-5: Grievances Handling Mechanism

. No. of Respondents
Grievances
addressed on Time Toyota Tata Total
Frequency % Frequency % Frequency %
Prompt Handling 160 80 100 83 260 82
Irrelevant handling 40 20 20 17 60 18
Total 200 100 120 100 320 100

(Source: compiled from the questionnaire data)

79




(CBA) International Journals

European Journal of Business and Management Www.iiste.org
ISSN 2222-1905 (Paper) ISSN 2222-2839 (Online) il il
Vol.9, No.2, 2017

350 320

300 260

200 160

120
150 50 82 100
100 0
0
50 3
0 e -~
Frequency % Frequency % Frequency %
Toyota Tata Total
No. of Respondents
B Prompt Handling  ®Irrelevant handling Total

Grievances Handling Mechanism by the Dealers of Select Companies:

Table 5 shows the data related to addressing of grievances on time. About 80 percent of customers from Toyota
Motors and 83 percent of customers from Tata Motors reported that their grievances were addressed on time,
while 20 and 17 percent of respondents from Toyota and Tata stated that their grievance with vehicles were not
addressed by Company on time.

When it comes to automobile performance of the vehicle and after sales service are the top most
priorities to the customers, if dealer/company fails to provide these, customer will start complaining. Complain
handling not only helps vehicle manufacturers to manage product performance, but also provides direct product
feedback that companies can use to improve their products and services. Efficient customer grievances handling
system addresses the grievances on time and improves the customer loyalty, retention and has a positive impact
on company’s reputation. The grievances of customers with vehicle have to be attended quickly and complaints
of customers on service should be address on time so that customer gets satisfied with grievance handling
mechanism of the company.

Conclusion and Suggestions:

It can be concluded that the customer having Toyota Motors are more satisfied supply chain management
practices on the dimension of time taken for delivery, promised time delivery, accessories and spare parts, after
sales services, and grievances handling mechanism as compare to Tata motors. It was also found that young
generations are more satisfied with Toyota motors while old customer are more satisfied with Tata motors this
may attributed to outer look of the vehicle and may be the image of the company in the mind of new generations.
While old aged customers believe in durability and cost involved hence getting attracted towards Tata motors.

It is suggested that the grievance handling system of Tata and Toyota has to integrate dealers’ manufacturers,
employees and customers to improve the performance of supply chain in resolving customer grievances/
complaints on product performance, product quality and after sales service etc. The companies are advised to
standardize a complain management system, which increase responsiveness of supply chain and also to provide
direct product feedback that companies can use to improve their products and services. Both the Tata and Toyota
are advised to concentrate on automation of its service centres at dealer’s point. Tata and Toyota companies are
advised to arrange for fully automated service centres at their dealers point, and the employees in the service
centres must be trained, so that vehicle can be serviced quickly and effectively. Spare parts availability in the
market at customer proximity is one of the key indicators of aftermarket performance of automobile supply chain.
The Tata Company is advised to streamline its spare parts supply chain and it has to supply spare parts to all the
dealers with required levels of stocks. Further, Tata has to supply spare parts not only to dealers to ensure the
genuine spare parts to customers, it should supply spare parts to sub-dealers, authorized service centres and local
automobile spare parts retail shops for easy availability of spare parts to customers at their proximity.
Infrastructure development in Saudi Arabia must keep pace with the growth of automobile on the road.
Impediments to the construction of the Golden Quadrilateral, the highway connecting the country’s major
metropolitan cities in a giant ring, would directly affect the sale of these two companies in specific and motor
vehicles in general.
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Abstract

Benefits reaped from implementing Enterprise Resource Planning (ERP) systems have made them a critical part
of organisations. These systems, which are developed on best business practices, are sometimes unable to satisfy
unique organisational needs, such as those specific to the construction industry which present a unique set of
challenges different from those of manufacturing and service industries. This paper aims to study the
development of in-house ERP system in an organisation in a developing country, and seek to explore and
understand the development of ERP system designed exclusively around the needs of an organisation. This study
adopts a case study based qualitative research methodology. Primary data is collected through a series of
interviews, discussions with the project manager, development staff and end users. The outcome of the study
shows that through proper planning coupled with detailed needs analysis, suitable change management strategy,
an experienced project team and selecting the appropriate software development process, any organisation can
design and develop ERP system that caters for the organisation specific needs. Therefore, eliminating the need of
complex software customisation or altering business processes. Further, by developing an in-house system, the
probability of a failed implementation is greatly reduced thus allowing the organisation to focus on its core
business while benefitting from the new system.

Keywords: ERP system, human resources, in-house ERP, construction industry
1. Introduction

Enterprise Resources Planning (ERP) system enhances organisational performance of companies across the
globe. ERP system are sets of packaged application software modules with integrated architectures used by
organisations integrating data and processing information in real time across their supply chain. The results
derived from implementing ERP system have made them essential part of today’s organisation, making them the
most popular new business software for past decade (Ehie & Madsen, 2005; Beheshti, 2006; Wagner et al., 2006;
Kamhawi, 2008; Baiyere, 2012).

ERP system implementing organisations have experienced substantial increase in productivity (Davenport, 1998);
improved operational performance (McAfee, 2002; Shatat & Uddin, 2012); better integration and process
enhancement (Davenport et al., 2004); increased firm’s market value (Meng & Lee, 2007) with improved
financial performance (Hendricks et al., 2007). In addition to these benefits, ERP system enables organisation to
achieve competitive advantages through cost reduction, integration of operations and departments, business
process improvement, and increased effectiveness (Vlachos, 2006; Mukti & Priyanka, 2014). Whilst Huang and
Handfield (2015) suggest that ERP users are proficient in strategic sourcing, category management and supplier
relationship management. Indeed, according to Lucintel research report (2012), the global ERP software industry
reached an estimated $47.5 billion in 2011, with a 7.9 percent Compound Annual Growth Rate (CAGR). This is
further forecasted to grow to an estimated $67.7 billion by 2017 with a 6.1 percent CAGR during the period
2012-2017.

Even with its benefits, ERP implementation is a highly complex undertaking, which requires the organisation to
completely transform their business processes around the new ERP system. This can often lead to
implementation failures, such as, in case of Fox-Meyer Drug, Dell, Unisource Worldwide, Inc., Dow Chemical
and Hershey, where ERP implementation resulted in a “complete failure” (Davenport, 1998; Wah, 2000). This
comes about because, instead of realigning their business strategy to suit the new ERP system, organisations
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customise the ERP system according to their business processes. The customisation process could be a long and
complex undertaking which requires careful planning and attention to details with a low probability of success.

ERP systems, which are developed on best business practices, sometimes may not be able to satisfy the unique
organisational needs. The construction industry presents a unique set of challenges different from those of the
manufacturing and service industries. For example, in the construction industry, each construction project is
unique with its different designs, resources, and operational requirements. Moreover, projects are dispersed
geographically and have multiple teams working on them concurrently. This creates a demand for effective
resource allocation, project planning, employees tracking and most importantly information sharing. Due to their
unique requirements, and the very limited availability of construction industry software in developing countries,
organisations in these countries are generally reluctant to adopt ERP systems. For organisations to reap the
benefits of ERP systems, this study discusses design and development of an in-house ERP Human Resources
Management (HRM) system which is developed specifically according to the unique characteristics and
requirements of the construction industry. This custom designed and in-house built system does not require
organisations to change their business processes since the new system is designed around their specific needs. In
addition, it could be cost-effective since organisations can utilise their internal resources (IT, project managers,
manpower, etc.) for system development.

This paper is organised as follows: Section 2 discusses ERP implementation challenges followed by a brief
organisation’s background in section 3. The need for a new ERP system is discussed in section 4, followed by a
detailed discussion on design and development in section 5. This is followed by discussion and then some
concluding thoughts are offered.

2. ERP System Implementation Challenges

Implementation is the process through which technical, organisational and financial resources are configured and
integrated to deliver an effective operational system (Fleck, 1994). ERP system is complex, and implementing a
system can be a challenging and costly for an organisation (Shehab et al., 2004). There are several reasons for
complexities of the ERP system noted in the literature. One of the reasons is the wide variety of functionalities
offered by ERP system covering hundreds of business activities (Daneva & Wieringa, 2008). The author
ssuggests that complexities and associated challenges in implementation are due to the nature of ERP which
integrates business processes and delivers a shared system. Therefore, creating system capabilities far beyond the
sum of the ERP components’ individual capabilities; and each functionality offered matches the unique needs of
each stakeholder group (Daneva & Wieringa, 2008).

Since the ERP system is developed on “best business practice” model, its implementation requires organisations
to restructure their business processes around those practices. Maguire et al. (2010) found that the ERP
implementation demands critical organisational changes which could cause conflicts within organisations
resulting in loss in productivity and sometimes, failed implementation. The causes of the conflict include system
integration, issues with legacy system and establishing methods to revise business processes. These required
realignments are most often cited source of implementation failures (Soh et al., 2000). Organisations planning to
implement ERP system without a “realignment strategy” face technical and administrative challenges often
resulting in project delays or on occasion, a complete implementation failure (Hirt & Swanson, 2001).

It is due to aforementioned reasons about 70 percent of ERP implementation fails to deliver anticipated benefits
(Al-Mashari, 2000), while Nelson (2007) found that only 34 percent of IT projects initiated by Fortune 500
companies are successfully completed. These implementation projects are on average 178 percent over budget,
take 2.5 times longer to implement than intended and deliver only 30 percent of committed goals (Zhang et al.,
2005).

As discussed in the previous section, the construction industry has unique characteristics in comparison with
other industry sectors. They have operational requirements which can vary from one organisation to another, and,
therefore, need special attention. Shi and Halpin (2003) suggest that in the construction industry, in order to
make good business decisions, maximise business goals, and survive the competitive environment, proper
utilisation of internal and external resources are essential. ERP system answers this call by offering
functionalities to enhance the business process and integrate the diverse operations. However, due to the
complex nature of the ERP system, implementation could be risky and costly with success not guaranteed.
Therefore, in this scenario, generally, organisations have a difficult choice to make: either alter their business
processes around the ERP system or customise the ERP system according to their organisational needs.
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3. Case Study: Organisation’s Background

Principal Engineers and Constructors (PEC) was established in 1987 and has since followed a steady path of
growth in the construction industry. The organisation prides itself in delivering quality and reliable construction
service as their mission statement suggests, “fo create a lasting relationship with our clients by exceeding their
expectations, and gaining their trust by maintaining high standards of integrity and professionalism” (Principal,
2014). Over the years, PEC has constructed major projects, including residential and office buildings, bridges,
warehouses, educational institutions, power plants and highways. PEC has achieved 100% on-time completion
accuracy with zero arbitrary/litigation history, confirming its commitment to service and quality. Some of their
major clients include Coca-Cola, DHL, ICI, Toyota, Engro, Berger, USAID, Unilever, Walls, Nando’s, Siemens
and Tapal.

Currently, PEC employs around 500 staff members and the majority of them (approximately 70-80 percent)
work on the construction sites at any given day. Over time with business expansion, lack of integration and
coordination between departments became more visible and the need of a central information repository was
critically realised. To overcome these organisational needs, senior management and the IT department
considered several different software applications available in the market. However, they were unable to find a
system that completely satisfies their organisational needs. As a second option, the management and the IT team
came up with an idea to develop an in-house enterprise resource system. The proposed system would be
developed exclusively to cater for organisational requirements without the need of any changes to the current
business processes, thus saving from implementation complexities.

4. Need for ERP System

Since its inception, different departments in PEC worked in silos with the absence of any central information
depository and the majority of the work performed was paper-based. This resulted in difficulty to access
information, especially past information. The process was painstaking slow since the employee had to visit the
particular department to get the required information by going through the paper files manually. This increases
the probability of human error and, therefore, impacted information reliability. According to PEC IT manager,
“the primary issue was not the availability of information, rather access to the information”. While office
employees had limited access to information, employees working on construction sites lacked any access to
information. Therefore, if an on-site staff required information, a staff member physically needed to leave the
site and go to the main office to get the information. Similarly, when the administration at the main office
required information, a staff member was sent to the construction site to collect the required information.
Otherwise, they had to wait till the end of the month when all the data sheets and the information was sent to the
main office.

In addition, due to the lack of centralised operation and information, the Standard Operational Procedures (SOPs)
were subjective. For example, a department would design the process flow according to their needs and later
would do any local changes as required without considering their impact on other departments or overall
operation. This frequently resulted in chaos and confusion, therefore undermining the organisational
performance and leading to project completion delays.

Several other reasons in favour of developing an in-house ERP system are:

i. It happened very often that HR either didn’t know or struggled to keep track of a number of employees and
their location since projects were dispersed across the country and employees reported directly to the
construction site.

ii. The process of salary payment was challenging. Some employees did not have a bank account and
preferred to be paid in cash. While those who had bank accounts received salary cheques. To compound
the difficulty in processing payments, a group of employees wanted their salaries to be divided into cash
and cheque. There was no HR module available which offered the cash payment option or option to divide
salary into cash and cheque payment.

iii. Construction industry’s employee designations are different from those in other business sectors. Therefore,
a construction industry-specific ERP system offering industry-related designations was required.

iv. The current legacy system was unable to keep up with the ever updating movement of employees across the
projects. Similarly, often whole teams moved from one site to another. Keeping track of their movement
was cumbersome in the old legacy system.
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v. Due to the absence of a central database of information, every department had its own database (such as
procurement, HR, sales, etc.). Frequently, the system failed to recognise a user if his/her profile was not
set up in that particular department. So, a new individual profile had to be created for the department.

vi. Besides salary, there were two different types of allowances given to the employees, namely, general
allowance and convenience allowance. A system was required to keep track of these allowances.

vii. There are professional licences for engineers issued by a government body in the construction industry. A
system was needed to keep track of employees’ licences, their expiration dates, upcoming renewals, etc.

In the next section design and development of an ERP system are discussed.
5. Design and Development

Software development is a dynamic and complicated process since there are several interrelated factors
throughout the software development process. It is observed that quality suffers when appropriate and individual
focus is not given to each development phase which may lead to project delay, over budget and/or cancellation.

Software development is unlike other product design and development since software is intangible; it is devoid
of physical properties of manufacturing products. A software development process starts with some sets of
requirements drawn from the organisational or market needs. The next important steps are design, code
development and testing and going live phase (Mahanti & Antony, 2005). Software development revolves
around a lifecycle which consists of five phases: needs analysis and planning, design, development, testing, and
going-live. Figure 1 presents a waterfall model software development. The waterfall model is a sequential
designing process in software development illustrating progress flowing steadily downwards through different
development phases. The lifecycle model presents the iterative relationship between successive development
phases. It is derived from the strategy that as each step progresses and design and development process are
further detailed, there is iteration with preceding and succeeding steps. These phases encompass all the activities
carried out to define, develop, test, deliver, operate and maintain a software product.

Need analysis and
planning phase

Go-Live phase

Figure 1. Software development lifecycle
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5.1 Needs Analysis and Planning Phase

The needs analysis and planning phase involved two steps. At first, a comprehensive needs analysis was
performed to identify the organisational needs and expectations from the new system. Once the needs were
identified, the IT team in collaboration with management started planning for the design and development phases.
This phase also involved team formation, formulating a working strategy, setting up standard operational
procedures, ensuring resources availability and establishing a line of communication.

5.2 Design Phase

As previously stated, software development begins with some set of requirements, which form the basis of the
design phase, and around which the complete designing process revolve. Once the need for customised ERP
HRM module was established, the next process involved designing the proposed system. As a first step, a team
started reviewing and analysing the PEC workflows, businesses processes, organisational needs while
simultaneously reviewing essential operational documentations. An essential part of the system design was to
keep in consideration that the new system was flexible enough to be easily aligned to the current system. In
addition, the new system should have had more visibility, mobility and easy accessibility to the information
which lacked in the previous system.

The design team arranged series of meetings with the HR department and one on one session with line managers
to understand work requirements. In addition, the team visited each department to observe how employees
processed information, job roles and feedback. Once the required information had been collected, it was
analysed to find out users’ expectations and their interaction with the new system. Based on the conclusion
drawn, a use case diagram was constructed (shown in Figure 2). A use case diagram is a representation of a
user’s interaction with the system that shows the relationship between the user and different use cases (list of
action, or even steps) in which a user is involved. It also identifies types of users of a system and different use
cases.

Figure 2 shows the first stage of an HR System that has two users:
e HR Admin
e  Super Admin

Both of them nearly do the same work except that Super Admin can edit (add/delete) financial information, a
company work history/designations and add new designations.
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During the system planning phase, management weighed the benefits of hosting the software on the cloud-based
module over the in-house server based system. Since the web-based cloud module offers several advantages,
such as allowing employees working on-site or off-site to access information to perform their tasks, there is no
need for software download or installation. Updating the system is quick and easy; it is available 24/7; an online
training option is available; and it provides easy integration with mobile devices. Due to these benefits offered,
PEC selected the cloud-based module over the in-house server based system.

5.3 Development Phase

The current cluster of isolated programs at PEC was developed in MS Excel. Over the period of time, with
business expansion and the resulting increase in HR needs, the systems struggled to satisfy organisational
requirements. To overcome this challenge, PEC decided to develop a new program to cope with the increasing
demand. The project team decide to select C programming language for code writing to develop it since it is a
general-purpose computer programming language which supports structured programming.

Simultaneously, a separate team started working on compiling and structuring the HR related information. Their
goal was to create a central database of employees’ personal and work-related information such as their names,
home addresses, pay scales, education and certification, job titles, current locations, etc. In order to work
efficiently, this goal was divided into several objectives handled by teams and subs-teams working on different
section of the module such as salary sheet, personal information, location, licencing, etc. The process of
developing employee database took four months. Once the design team had acquired a complete understanding
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of the business process, they developed an Entity Relationship diagram (ER). This is a graphical representation
of entities and their relationships to one another which is extensively used in organising data within the database.
Figures 3 and 4 present the initial and final ER diagram which shows the database structure of the HR system.
As shown below, “employee” is the main actor in the HR system. Therefore, all other entries are directly linked
to the employee. The first target of the HR system is to handle the information related to employees.
Accordingly, the first ER-Diagram of HR contains the information of employees.

J sontact bt
4 BTILLY

¥ amgiayaa i BT
et | VIR
et W ARCRAR A

* Ely W AL T
oy VAR 3
opeeodie INT{11]
sarcdiess VANDIARS 25
ol DA

e AT 56

s adie VASTH IR ]
il WARCH AR 253
e VRICHARLES

VLA 25
-

] personal
T

¥ emgmaryan_e BTIAL
frkwe VRCARRETS
ot DAL
ratney VAR W TRR
Fdgran §ASTAR [T5T
ot NARCRARIIER

1 bk
o INTILL

; ‘

P YASCHARETEY
oz BT
rir RCWRLES]

¥ mmcipen_i IMT{15

i ¥ A AR )
.

martial st VIRCHARTTRH

-

iy TRACHAR [TRA]

e T LI

e WAL T |
g B ¥ B 138 i -
oy VAR AR{ZSY] 4
i DATE

e DATE

uslary VASTMB2E)
perasn ¥ ETHIACTER

T by AR CHARATIEY

y— [

| sty b

e . V.80 EH 1]

| PR
s I
I
i
! T —
u . :
I
I
F !
] ~ menlect ¥
CL-LEE
sulrmat ¥ AL
3 i ¥ LAY 1
:li-_ - a2 o\ AT A2
d MTEIY By N ARDAS
Fampioyn_d PTLLLY rom ey kS R T
it T LY et ¥ RCHIA (TN,
s T -~ ! wimtDATE
Vo s VNS LR
datz DATT !
TR WAL s e T
- e A (]

Figure 3. Initial ER diagram
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After some initial success with coding in C language, the development team began noticing the limitations of C
language which would result in its inability to reflect the functionalities offered by the ERP module. After
careful deliberation, the team decided to replace C language either with PHP or ASP, programming languages.
The team selected PHP over ASP for two main reasons. The first, it is used in developing millions of websites;
and the second is that all major hosts support it. PHP is an open source general purpose programming language
which has many frameworks to facilitate development. It is also supported by a huge developer community that
contributes to it. Since PHP is an open source, it has a wide list of supporting plugins and frameworks available
such as Codeigniter, Symfony, Zend, Cake PHP and Laravel.

The development team selected Symfony web application since it is the modern and complete
Model-View-Controller (MVC) framework. It is supported by a powerful toolbar to ease debugging. Depending
on requirements, some of its components could be used independently without the entire framework. It also
provides the proper platform to run functional, unit and behavioural tests.
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Figure 4. Final ER diagram

Next, the developer team set up two types of environments for the new system, i.e., the production and
deployment environments. The production environment was set up on PCs and had all the essential development
tools needed by the team for system development. These PCs also functioned as server and client. Therefore, if
the developer wanted to run a developed program, instead of uploading it to the main server, developer used the
PC as a server to run the developed program.

The deployment environment was used to run the developed application on the main server. Hence, all the
testing was done in the development environment. Once the testing was performed satisfactorily, the developed
application was deployed on the main server and could be accessed by users across the organisation.

During the development process, as planned, module development work was carried out in parallel with the
current system working. This process is called parallel conversion and it allows both the existing and new
systems to operate at the same time for the certain amount of time (Zhang & Li, 2006). This strategy also
enabled the development team to improve the quality of the system while uploading the new information on the
web-server.

Once the ERP system was ready to be deployed, PEC purchased the hosting service with dedicated IP and
decided to move on semi-dedicated hosting or Virtual Private Server (VPS) as per requirement. These servers are
Dual Quad Core Servers (16 cores) with 24GB Servers RAM (minimum). They used C panel as a control panel
Lite speed Web Server pre-installed.

Before going live, there are several checks to ensure that the product being developed satisfy the organisational
needs. These checks include design review, code reviews, inspections, unit testing, system testing, integration,
etc., and are used during and after software development to uncover and correct defects (Mahanti & Antony,
2005). The software testing process is explained in the next section.
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5.4 Testing Phase

Initially, a beta version of the HRM module was developed for testing purposes. The development team adopted
the strategy of breaking down the complete module into small segments to perform testing. Once the testing had
been carried out successfully, the specific section of the module was uploaded back into the main module. This
strategy enabled performing rigorous testing of the new system. The testing team comprised of members from
diverse backgrounds, including users. The testing process lasted four weeks.

Not only does the testing process examine the performance of the module, but also it assists in evaluating the
usability of the module and possibility of further improvement.

5.5 Go-live Phase

This is the last phase in software development and requires comprehensive planning involving a focus on focus
on “what-if” scenarios; preparation for on-going support; and finalising the documentation processes. Once the
system goes live, it is constantly monitored to ensure that system in functioning as planned and the supporting
process are running smoothly. Seven months after the idea was conceptualized, the module went live in late 2012
after careful go-live planning. Currently, the system is fully functional and being used throughout the
organisation.
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Figure 5. Loan status sheet in ERP system

6. Discussion

According to IT manager, the process of designing and developing the HRM module also assisted in senior
management recognition and appreciation of the latest IT technology and advantages of using an enterprise
system to enhance planning, operations and control. With this new management support, the IT department
started new in-house employee training initiatives and IT skills development programmes.

Further, according to the operations manager, the in-house developed HRM module has enabled the company to
keep up-to-date information of the employees working on-site and off-site efficiently. It also enabled correct
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calculation of payrolls and issuance of pre-advance warnings about renewal or expiration dates of employees’
professional licences or certifications which are necessary job requirements. In addition, it has enabled them to
develop a performance management system which is necessary for decision making with regards to job
promotion and salary increase. The development process contributed towards the creation of proper hierarchy
inside the organisation. In contrast to past practices when only major job roles and positions were identified, the
new ERP system facilitated the creation of new job designations, job roles and hierarchy. This effectively
streamlined decision making, delegation of authority, account ability and workflow.
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Figure 6. Salary interface of HR module

The major issues faced during the implementation process included employees fear of change and unwillingness
to share information. It was observed that in many instances employees were reluctant to release information.
They also had fears about incoming changes and the impact these would have on job roles and, more importantly,
job security. The employees’ fears were overcome by involving them in the planning process and updating them
with the benefits the new system would bring. However, in some instances, higher management was asked to
intervene to resolve the information sharing issues.

In the next phase, PEC planned to redesign and upgrade the system by adding extra options and enabling easier
user interface. While doing so, the IT team compared the in-house module with the ERP HRM modules available
in the market. Based on the outcome, the team developed an enhanced and competitive module.

7. Conclusion

Implementing an ERP system is a complex undertaking. The need to realign business strategies with the software
often becomes a nightmare exercise. Whilst the other option to customise the ERP system around organisation’s
business processes has led to failure in major implementations. To overcome these challenges, this paper
presents a case study of an organisation that embarked upon designing and developing an in-house ERP system
specifically designed to cater for their organisational needs successfully. This provides organisations with a
viable option of developing enterprise systems instead of buying off the shelf ones.

Several lessons can be learned from the development process which could be beneficial to an organisation
embarking on developing a system. These are:

i. It is essential that the organisation performs a detailed needs analysis involving all the key stakeholders.
This first step will provide guidance as to what is required from the new system.

ii. An analysis of currently available resources which could contribute towards smooth implementation is
needed. This can assist in resource allocation planning during the implementation phase.
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iii. A proper change management strategy should be in place to manage any resistance. The benefits of the new
system should be clearly communicated to users showing how it would benefit them. This should be
supported by training programs incorporated in the process.

iv. The business process should be identified and mapped in early stages. This will provide solid foundation
for the new system.

v. The software development approach should be identified and chosen based on the implementation strategy.
Major available approaches are: waterfall development, prototyping, incremental development, spiral
development and rapid application development.

vi. It is critical that the implementation team is comprised of members belonging to diverse backgrounds
representing management and various departments.

The main critical advantage of developing an in-house system is that there is no need for customisation of an
ERP system or realignment of business strategies. A good planning and complete understanding of the business
processes and their functions is the primary requirement. The author believes that this option has not been
sufficiently explored and studied by many organisations. Therefore, this study could serve as a guidance and
source of information for an organisation which is planning to implement an ERP system; and for those who are
considering the option of developing an in-house system. Further, there is a potential of further research in this
area aiming at studying the feasibility and development of other ERP modules for various business sectors.
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Abstract

Job satisfaction has been defined as the "positive emotional state resulting from the appraisal of one's
job"(Locke 1976). Job satisfaction has many dimensions such as: organization system, work itself, wages,
and recognition, rapport with supervisors and coworkers, and chance for advancement. Each dimension
contributes to an individual’s overall feeling of satisfaction with the job itself, but different people define
the “job” differently. The purpose of this study was to identify the factors which influence the job
satisfaction of faculty members and to identify the factor which improves the satisfaction level of faculty
members. The study was conducted on 240 faculty members working in various universities and, was
randomly drawn using questionnaire method. It was found hat organization vision (1), respect(4), result
feedback and motivation(3), management system(3), pay and benefits(2), and work environment(2), all
six major factors were contributed towards the faculty satisfaction. The results also suggest that the
factors had satisfactorily explained job satisfaction and that the policy makers should focus on the factors
that affect employee job satisfaction, if the universities want to enhance their performances.

Key Words: Pay and Benefits, Management System, Work Environment, Result Feedback and
Motivation, Job Satisfaction
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Introduction

Job satisfaction represents the physical and mental wellbeing of the employees. Hence, an understanding
of the factors relating to job satisfaction is an important task for organizations. It reflected in the form of
absenteeism ratio, employee turnover over all performance of employees. Job satisfaction of academic
staff in Higher Education Institute is important because it influences their motivation and performance to
establish and maintain an environment conducive to learning. Therefore, teacher requirements must be
fulfilled to improve the working environment and enable teachers to achieve outstanding research and
teaching performance.

Job satisfaction has been defined as the "positive emotional state resulting from the appraisal of one's
job"( Locke 1976). Job satisfaction has many dimensions such as: organization system, work itself,
wages, and recognition, rapport with supervisors and coworkers, and chance for advancement. Each

dimension contributes to an individual’s overall feeling of satisfaction with the job itself, but different

people define the “job” differently. Feldman and Arnold (1983) defined Job satisfaction as the amount of
overall positive affect (or feelings) that individuals have towards their jobs. Robert and Angelo (1995)
described, Job satisfaction is an affective or emotional response toward various facets of one’s job. This
definition means job satisfaction is not a unitary concept.

Keith and Newstrom (1989) explained Job satisfaction is a set of favorable or unfavorable feelings with
which employees view their work.” Andrew (1988) stated that job satisfaction is the amount of pleasure or
contentment associated with a job.

Improving educational performance ranks high on the national agenda, with educators and policymakers
focusing on testing, accountability, curriculum reform, teacher quality, school choice, and related
concerns. A high quality teaching staff is the cornerstone of a successful system. Researchers,
policymakers, and education leaders agree that teacher satisfaction is a vital factor that affects student
achievement. Teachers' job satisfaction is one of the key factors in institutional dynamics and is generally
considered to be primary dependent variable in terms of which effectiveness of an organization's human
resource is evaluated (Jyoti & Sharma, 2009). Satisfied and motivated teachers are important for any
educational system. The success or failure of the education system depends mainly on satisfied teachers,
but also on satisfied school managers and administrators.

Review of Literature:

The dimensions of the determinants for employee satisfaction surveys vary among different businesses or
organizations, but the differences are not obvious; moreover, the structure of employee satisfaction
models for higher education is also identical. The following documents were referred to in discussing the
determinants of employee satisfaction in the field of higher education.

Noorshella et. al. (2017) revealed that teaching and learning, benefits and governance has significant
effect on the job satisfaction of academicians in public universities of Malaysia. Particularly benefits and
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governance have been found to have a highly significant effect on the job satisfaction level of academics.
In order to enhance job satisfaction among the academics, the packages and policies of universities should
therefore focus on improving benefits for the academicians.

Lien (2017) conducted a research to reveal the factors affecting lecturer job satisfaction in universities of
Vietnam. It was observed that, three out of six variables (including Salary and Fringe benefits,
Recognition, and Communication) have influential relationship with lecturer job satisfaction.

Gichinga (2016) revealed in her study conducted in universities in Mogadishu Somalia that, work
environment and leadership style have significant and positive effects on employee job satisfaction, while
organizational culture have insignificant effects on employee job satisfaction.

Pan et. al. (2015) found in their study that Chinese university teachers had a moderate level of job
satisfaction. Demographic, working characteristics and Perceived organizational support were associated
with factors for job satisfaction and shown a strongest association with job satisfaction.

Hinai and Bajracharya (2014) revealed six factors that affect job satisfaction of academic staff in higher
education institution , remuneration and development, management support, students, colleagues,
workload, and status of job.

Bolin (2007), in a study on teacher job satisfaction and factors that influence it, examined five dimensions
that could possibly lead to job satisfaction, namely self fulfilment, workload, salary, leadership and
collegial relationships. The researcher’s finding showed that teacher satisfaction was low with regard to
the income dimension. In other words, teachers were not satisfied with their income.

Weiqi (2007) examined 10 factors of job satisfaction and its influence on teacher attrition and work
enthusiasm. The factors were leadership and administration, work achievements, student quality, the
educational and social environment, social status, income and welfare, collegial relationships, social
acknowledgment, workload and stress, and working conditions.

Chem et. al. (2006) identified six different factors for measuring employee satisfaction in higher
education, obtained from understanding the functions of higher education and discussing with experts
obtained. These factors were organization vision (seven items); respect (four items); result feedback and
motivation (five items); management system (eight items); pay and benefits (six items); and work
environment (nine items).

According to Kim (2005), the job aspects such as salary, job security, worth of providing a public service,
the work itself, and promotion prospects that are important and valued by female employees are different
from those that are important to male employees, because what women look for in a job is different to
what men look for.

Comm and Mathaisel (2000) used SERVQUAL to conduct questionnaire surveys on 606 employees of a
private higher education organizations to identify the determinants of satisfaction within educational
organizations. The findings were as follows: workload; work atmosphere; decision-making;
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ethics/fairness; customer focus; supervision; goals and objectives; training and development; pay; and
benefits. Mengistu (2012), identify job satisfaction factors in secondary school teachers in Ethiopia as:
working conditions, interpersonal relationships, variables related to the intrinsic characteristics of the job,
and demographic variables.

Metle (2003) conducted employment satisfaction surveys on female employees in the Kuwaiti public
government sector (KGS), and identified the following employment satisfaction factors: overall job
satisfaction; pay and security; co-workers; supervision; promotion; and content of work.

Ku'sku™ (2001) proposed applying employee satisfaction surveys to the employees of a Turkish college,
and applied the following dimensions for measuring their satisfaction: general satisfaction; management
satisfaction; colleagues; other working group satisfaction; job satisfaction; work environment; and salary
satisfaction.

Oshagbemi (1997) measured job satisfaction for 566 college teachers, as shown below: teaching;
research; administration and management; present pay; promotions; supervision/supervisor behaviour;
behaviour of co-workers; and physical conditions/working facilities.

The objective of the study is as follows:
1. To identify the factors which influence the job satisfaction of faculty members.
2. To identify the factor which improves the satisfaction level of faculty members.
3. To suggests the remedies for improving job satisfaction level of faculty members.

Research Methodology:

The study is diagnostic in nature as it tries to find satisfaction level and identify the factors which
influence the job satisfaction of faculty member in higher educational institutions.

Sample Size &Design:

Faculty members working in higher and technical universities of Punjab region in India has been selected
as respondents for the sample. 246 faculty members were approached for collection of data out of which
6 did not return the questionnaire but remaining 240 responded properly and, were used as sample. They
were also ensured about the confidentiality of the data and use of data strictly for academic purpose.

Tool used:

The most common way of measurement is the use of rating scales where employees report their reactions
to their jobs. Questions are related to pay, work responsibilities, variety of tasks, promotional
opportunities the work itself and co-workers. Chem et. al. (2006) scale for measuring employee
satisfaction in higher education, were used for data collection. Importance-satisfaction model (I-S model)
and employee satisfaction model were used in the study. The results of importance-satisfaction model for
each quality attribute are placed in the model and then improvement strategies are considered based on
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the position of each item. There were six factors in the employee satisfaction model i.e. organization
vision (seven items); respect (four items); result feedback and motivation (five items); management
system (eight items); pay and benefits (six items); and work environment (nine items).

Satisfaction

High &
Aorea 111 Area l
Surplus area Excellent area
Mean
Area IV Area 11
Careless area To be improved area
Low
= |mportance
Low M ean High

Source: Yang (2003a)
This questionnaire was divided into two parts as:

(1) Importance Survey. The importance survey scale ranged from 1 to 5 (with 1 representing
extremely low importance and 5 representing extremely high importance).

(2) Satisfaction Survey. The satisfaction survey scale ranged from 1 to 5 (with 1 representing
extremely dissatisfied and 5 representing extremely satisfied).

Reliability of Test

Reliability level for each variable was determined using Cronbach’s Alpha. The alpha value for each
variable exceeded 0.7 and this is considered acceptable for further analysis.

Table I: Value of Cronbach’s Alpha for each variable

Variables No. of items Cronbach’s Alpha
Organization vision 7 0.79
Respect 4 0.81
Result feedback and motivation 5 0.82
Management systems 8 0.76
Pay and benefits 6 0.85
Work environment 9 0.84
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Data Analysis and Results:

Table II Analysis of importance and satisfaction quality attributes

Job
Satisfaction Co Import | Rank | Satisfa | Ran
Factors de | Dimensions ance ing ction king
Organization
vision Al | Institution's entire development plan 2.56 37 3.45 22
A2 | Institution's reputation and image 2.67 36 3.55 21
Institution's participation in local culture or
A3 | public welfare activities 3.12 34 3.11 29
A4 | Institution's principal’s perspective 3.14 33 3.67 14
A5 | Institution principal’s and directors’ ambition 4.12 11 3.85 10
A6 | Help teachers develop self-visions 3.66 23 2.87 34
Participation in Institution's major policy
A7 | decisions 3.45 28 3.12 28
Respect B1 | Professional knowledge is respected 4.44 5 4.23 5
B2 | Mutual respect among teachers 4.34 6 3.56 19
B3 | Respect for their teachers by students 4.11 12 4.12 8
B4 | Students’ outstanding performances 3.78 20 3.67 15
Result
feedback
and motivation | Cl1 | Achievements of teaching and research 3.89 16 3.29 24
Rewards and glorification for outstanding
C2 | performances 3.65 24 3.78 11
C3 | Provision of achievements rewards 4.18 9 4.67 1
Support for the results of teaching and
C4 | research 4.22 8 3.56 20
Allow teachers to know Institution's operating
CS5 | conditions 3.98 14 3.66 16
Management
systems D1 | Provision of fair promotion systems 4.18 10 4.23 6
D2 | Provision of good management systems 3.78 21 4.61 2
D3 | Clear system of rewards and penalties 3.97 15 3.93 9
Directors with leadership and managerial
D4 | capacity 3.43 29 4.21 7
D5 | Open system of directors’ assignation 3.99 13 3.41 23
D6 | Provision of smooth communication channels 4.56 3 2.87 35
Introduction of innovation management
D7 | systems 3.21 31 2.19 39
D8 | Provision of high-quality service processes 3.55 26 3.24 25
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Pay and
benefits E1 | Provision of good salaries systems 4.76 2 4.47 3
E2 | Provision of working security systems 4.78 1 3.59 17
E3 | Provision of affiliated kindergartens 3.21 32 2.77 37
E4 | Provision of good retirement systems 3.55 27 3.59 18
Provision of lodging, travel related welfare
E5 | allowances 2.85 35 2.97 31
E6 | Provision of subsidies for further education 3.87 17 3.1 30
Work
environment F1 | Provision of abundant library facilities 4.33 7 2.89 33
F2 | Provision of complete teaching instruments 4.51 4 4.33 4
F3 | Provision of convenient parking 3.22 30 3.16 26
F4 | Provision of dining diversity 3.79 19 3.76 12
F5 | Independent and spacious research space 3.69 22 3.68 13
F6 | Provision of hygienic dining environments 3.57 25 2.3 38
Provision of educative and training
F7 | environments 2.11 39 2.92 32
F8 | Provision of abundant research resources 3.81 18 2.79 36
F9 | Provision of advanced information 2.34 38 3.14 27

Analysis of Importance Quality Attributes

Table 2 shown the ranking of job satisfaction attributes on the bases of Importance and Satisfaction
quality attributes. In case of Importance quality attributes faculty members has ranked the following
attributes as follows: Provision of working security systems (4.78)", Provision of good salaries systems
(4.76)%, Provision of smooth communication channels (4.56), Provision of complete teaching instruments
(4.51)* and Professional knowledge is respected (4.44)°. Whereas attributes which were on the bottom as
follows: Provision of lodging, travel related welfare allowances (2.85)%, Institution's reputation and
image (2.67)°°, Institution's entire development plan (2.56)°’, Provision of advanced information (2.34)**
and Provision of educative and training environments (2.1 1)3 .

Analysis of Satisfaction Quality Attributes:

In case of Satisfaction quality attributes faculty members has ranked the following attributes as follows:
Provision of achievements rewards (4.67), Provision of good management systems (4.67)* , Provision of
good salaries systems (4.47)°, Provision of complete teaching instruments (4.51)%, and Professional
knowledge is respected (4.23). Whereas attributes which were on the bottom as follows: Provision of
smooth communication channels (2.87)35, Provision of abundant research resources (2.79)36, Provision of
affiliated kindergartens (2.77)*’, Provision of hygienic dining environments (2.30)*® and Introduction of
innovation management systems (2. 19)39.
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Importance-Satisfaction Model (I-S Model) Applications:

The purpose of employee satisfaction surveys is to determine the improvement quality attributes from the
results of the analyses, in situations where the low quality attributes are usually those that must be
improved. However, whether this objective is correct remains uncertain.
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Area I : Excellent Area
AS Institution principal’s and directors’ ambition
Bl Professional knowledge is respected
B2 Mutual respect among teachers
B3 Respect for their teachers by students
B4 Students’ outstanding performances
C3 Provision of achievements rewards
C4 Support for the results of teaching and research
C5 Allow teachers to know Institution's operating conditions
D1 Provision of fair promotion systems
D2 Provision of good management systems
D3 Clear system of rewards and penalties
El Provision of good salaries systems
E2 Provision of working security systems
F2 Provision of complete teaching instruments
F4 Provision of dining diversity
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The “excellent area”, faculty members are completely satisfied includes 15 quality attributes.
Faculty members shown satisfaction with all the dimensions of respect, i.e“
Professionalknowledge is respected”,  Mutual respect among teachers”, “ “Respect for their
teachers by students “, and “ Students’ outstanding performances”. Faculty members has also
shown satisfaction with “provision of good salary system” and “provision of working
security system”. Three attributes, D1, D2and D3 of management system are the key factors
for faculty satisfaction.

Three attributes of “Result feedback and motivation” also played an important role to provide
overall satisfaction to the faculty members. Institution’s working environment attributes ,F2
and F4 were also considered as important factor for satisfaction of the faculty member.

Area I1: To be Improved Area

C1 | Achievements of teaching and research

D5 | Open system of directors’ assignation

D6 | Provision of smooth communication channels
E6 | Provision of subsidies for further education
F1 | Provision of abundant library facilities

F8 | Provision of abundant research resources

Second area of the model was to be improved area, which shown that the teachers are
dissatisfied with the quality attributes. As shown in the table there was total 6 attribute
contributing towards their dissatisfaction. Institution need to think to overcome the situation
and help to make their employee satisfied. “Provision of abundant library facilities” and
“Provision of abundant research resources”, the two attribute which are most important for
the quality education shown a dissatisfaction among the faculty members. “Achievements of
teaching and research”, “Provision of smooth communication channels” and *“ Provision

of subsidies for further education” were another important factor responsible for the total
dissatisfaction.

Area I1I: Surplus Area

Al | Institution's entire development plan

A2 | Institution's reputation and image

A4 | Institution's principal’s perspective

C2 | Rewards and glorification for outstanding performances
D4 | Directors with leadership and managerial capacity

E4 | Provision of good retirement systems

F5 | Independent and spacious research space

Third part of the model shown the “surplus area”, indicating that the institutions have
acceptable performances in these attributes. Total seven attributes contributed the area, which
shown the performance of the institutions. Three attribute of organization vision,
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“Institution's entire development plan”,  “Institution's reputation and image”, and
“Institution's principal’s perspective”, are three important attribute responsible for the good
performance of institutions. Institutions are also taking care of employees in form of
Rewards and glorification for outstanding performances”. Three attributes in form of *
Directors with leadership and managerial capacity”, “ Provision of good retirement systems”,
and “ Independent and spacious research space, were also played an important role to overall

performance of the institutions.

Area IV: Careless Area

A3 | Institution's participation in local culture or public welfare activities
A6 | Help teachers develop self-visions

A7 | Participation in Institution's major policy decisions

D7 | Introduction of innovation management systems

D8 | Provision of high-quality service processes

E3 | Provision of affiliated kindergartens

E5 | Provision of lodging, travel related welfare allowances

F3 | Provision of convenient parking

F6 | Provision of hygienic dining environments

F7 | Provision of educative and training environments
F9 | Provision of advanced information

The last area of the model was “careless area” which contains 11 attributes; if the institution’s resources
are limited, these quality attributes have a low priority.

Conclusions:

Employee job satisfaction can improve service quality and increase employee satisfaction. In this
circumstance, policy makers and managers have turned their attention to provide different kinds of
facilities to their employees in order to satisfy their employees. This study tested factors affecting job
satisfaction for higher educational institutions. The results suggest that the factors had satisfactorily
explained job satisfaction and that the policy makers should focus on the factors that affect employee job
satisfaction, if they want to enhance organization performances. Based on the results it has been observed
that organization vision (1), respect(4), result feedback and motivation(3), management system(3), pay
and benefits(2), and work environment(2), all six major factors were contributed towards the faculty
satisfaction. Based on the results of the I-S model institutions improved some dissatisfied quality
attributes. The study proposed the improvement priority based on the perspectives of importance and
satisfaction. Results have shown a bases for institution to determine improvement strategies and priorities
to satisfy actual employee requirements. Institutions need to put more efforts to enhance overall working
environment of the institutions. Organization vision also need to redefine for employee satisfaction.

© 2017 British Journals ISSN 2048-125X




(CBA) International Journals

British Journal of Economics, Finance and Management Sciences 53
July 2017, Vol. 14 (1)

References

Andrew J. Du Brin, (1988), “The Practice of Supervision”, New Delhi; Universal Bookstall, pp.
58.

Bolin, F. (2007), “A study of teacher job satisfaction and factors that influence it”. Chinese
Educational Society, 40(5), pp 47-64.

Chen, S.H. Shiau, J.Y. Yang, C.C. and Wang H.H. (2006), “The development of an employee
satisfaction model for higher education”, The Total Quality Management Magazine, Vol. 18. No.
5, pp. 484-500.

Comm, C.L. and Mathaisel, D.F.X. (2000), “Assessing employee satisfaction in service firms: an
example in high education”, The Journal of Business and Economic Studies, pp. 43-53,

D.C. Feldman and H.J. Arnold, (1983), “Managing Individual and Group Behavior in
Organizations”, New York ; McGraw-Hill, pp.192.

Gichinga, L.(2016), “Factors Affecting Employee Job Satisfaction in Universities in Somalia”,
Journal of Business Management, Volume-2 , Issue-9, pp. 168.

Hinai, Z. and Bajracharya, A. (2014), “A Study On The Factors Affecting Job Satisfaction Of
Academic Staff In Higher Education Institution”, 13th International Academic Conference.

Jyoti, J. & Sharma. R. D. (2006), “Job satisfaction among school teachers”, IIMB Management
Review, 18(4, pp. 349-363.

Keith, D. and Newstrom, J.W. (1989), “Human Behavior at Work- Organizational Behavior”,
New York, McGraw-Hill, pp.176.

Kim, W.G., Leong, J.K. and Lee, Y. (2005), “Effect of service orientation on job satisfaction,
organizational commitment, and intention of leaving in a casual dining chain restaurant”,
Hospitality Management, Vol. 24, pp. 171-93.

Ku'sku™ , F. (2001), “Dimensions of employee satisfaction: a state university example”, METU
Studies in Development, Vol. 28 Nos 3/4, pp. 399-430.

Lien, P. T. (2017), “Factors Affecting Lecturer Job Satisfaction: Case of Vietna Universities”,
International Journal of Academic Research in Economics and Management Sciences , Vol. 6, No.
2, pp. 138.

Locke, E. A. (1976). The nature and causes of job satisfaction. In M. D. Dunnette (Ed.),
Handbook of industrial and organizational psychology, pp. 1297-1343.

Metle, M. K. (2003), “The impact of education on attitudes of female government employees”,
The Journal of Management Development, Vol. 22 Nos 7/8, pp. 603-26.

© 2017 British Journals ISSN 2048-125X




(CBA) International Journals

British Journal of Economics, Finance and Management Sciences 54
July 2017, Vol. 14 (1)

e NoorshellaCheNawi, Mohammad Ismail, Nursalihah Ahmad Raston, AzilaJaini, MohdAsrulHery
Ibrahim, Azwan Abdullah and ZaminorZamzamirZamzamin,( 2017). Job Satisfaction among
Academic Staff: A Case Study in the Public University in Malaysia. International Business
Management, 11, pp. 649-657.

e Oshagbemi, T. O. (1996). Job satisfaction of UK academics. Educational Management and
Administration 24 (4), pp.389-400.

e Pan.B, Xue Shen. X, Liu, L , Yang, Y. and Wang, L.(2015), “Factors Associated with Job
Satisfaction among University Teachers in Northeastern Region of China: A Cross-Sectional
Study”, International Journal of Environmental Research and Public Health,vol 12, pp. 11.

e Robert, K. and Angelo, K. (1995), “Organizational Behavior”, Third Edition, Richard D. Irwin.
INC, USA, 1995, pp.159.

e  Weiqi, C. (2007), “The structure of secondary school teacher job satisfaction and its relationship
with attrition and work enthusiasm”, Chinese Education and Society, 40(5), pp. 17-31.

Profile of the Authors:

Dr. SayeeduzzafarQazi is presently working as Professor in the Department of HRM , College of
Business Administration , University of Business and Technology , Jeddah Saudi Arabia. His thesis
was on Learned Helplessness and Perceived Job Characteristics among the Executives of Sick and Non-
Sick Public Sector Undertakings which was widely acknowldeged. His research paper has been accepted
by IIM Ahmedabad as reading material to their FPM students. He attended and presented many research
papers in International and National level Conferences. His papers has been published in many
prestigious journals and books. He has guided &evaluated Ph.D. thesis and currently having research
scholar pursuing their Ph.D. in management under his guidance. He was the member of Academic
Council of ICICI-Prudential Life Insurance, Mumbai and Also member of Academic and Administrative
Council of Retailers Association of India, Mumbai. Member of Board Of Studies, Management, PTU and
various other Professional bodies. He is also having very vast knowledge for institutions accreditation.
His area of interest includes Managing Organizational Effectiveness, Organizational Development,
Developing HR System, Identifying Training Needs, Institution Development and Managing
Negotiations etc.

Dr. Mohammad Miralam is the vice dean of the post graduate studies and scientific research in the
College of Business, University of Jeddah. He is also appointed as the chair of the Marketing Department
in the same college and the chair of the Business Administration Department in the Community College,
University of Jeddah. Dr. Mohammad earned his doctorate degree in project management from the
University of Stirling, UK and he achieved his masters degree in project management from Colorado
Technical University, USA. His bachelor degree is in mechanical engineering from Um Al-Qura
University, Makkah, Saudi Arabia. Dr. Mohammad has 15 years of experience in the private sector and 6
years of experience in the academic industry.

© 2017 British Journals ISSN 2048-125X




(CBA) International Journals

British Journal of Economics, Finance and Management Sciences 55
July 2017, Vol. 14 (1)

Dr. Vikram Jeet is working as Assistant Professor and Head of Management Department in the IH
Group of Institutions, IKG Punjab Technical University, Punjab, India. He earned his doctorate degree in
HRM and OB, from the IKG Punjab Technical University, Punjab, India. Dr. Vikram has 9 years of
experience in the private sector and academic industry. He has presented and published many research
papers in different national and international conferences and Journals.

© 2017 British Journals ISSN 2048-125X




(CBA) International Journals

International Review of Management and

-
IRMM ; =
Marketing _C:"
ISSN: 2146-4405 ‘Ecorllaiicadls
available at http: www.econjournals.com _ /{

e

International Review of Management and Marketing, 2017, 7(2), 326-333.

Exploring Shopper Insights of Social Media Use in Saudi Arabia

Mohammad Zulfeequar Alam*

Department of Marketing, College of Business Administration, University of Business & Technology, Dahban Campus,
P.O. Box - 110200, Jeddah, 21361, Kingdom of Saudi Arabia. *Email: zulfeqarm@ubt.edu.sa

ABSTRACT

Social media inspired millions of users from all over the world. This media has made the connection more familiar to ones that are more intelligent. This
new medium of communication wins the trust of consumers by connecting with them at a deeper level. Global and local companies have recognized
social media marketing as a potential marketing platform and have utilized with innovations to power their advertising campaign their marketing
approach through social media. One cannot afford to not having any presence on the social network channel now a day when their counterparts are
having waves of products and services in the market. Despite, the spread of social media and the broad adoption of these various communication tools,
there is a lack of studies in Saudi region that conceptualized the goals of objectives of the study. A convenience sample survey has been collected from
226 respondents through using the online survey via Google forms and monkey survey during 3 months from October to December 2015. The close-
ended questionnaire was used, and particular care has been taken to reduce the non-response rate and the error arising out of it. After collecting the
data, it was manually edited, coded and then recorded on excel sheet. For descriptive analysis statistics (frequency distribution), Chi-square goodness
of fitness test at P = 0.05 was applied, and result findings were interpreted accordingly in the study.

Keywords: Social Media, User Perceptions, Marketing Communication, Consumer Attitude, Consumer Behavior, Shopper Insight, Saudi Arabia
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1. INTRODUCTION

Social media refers to the use of Internet technology, and mobile
communication technology has changed in interactive dialogue
and exchange. Social media includes magazines, microblogs,
wikis, podcasts, pictures, photos, videos and assessments such
as social bookmarking in various shapes (Barlett-Bragg, 2006).
Besides, social networking has become a global phenomenon, as
well as a variety of age, culture, attracting numerous people from
around the world, such as the level of education. Social networking
sites (SNSs), once a day at least, check the files (Joinson, 2008;
Lenhart, 2009).

In recent years, Facebook, WhatsApp, and other SNS such as
LinkedIn become the world more visited sites. Facebook is
much higher than the menu, SNSs in reality facilitate the sharing
of images, video with friends sharing multimedia elements in a
range that are open to others and they were able to build their
communication through the internet use (McLoughlin and Lee,
2007). In the field of marketing, now, especially in the social media
consumption activities of digital interaction is growing interested

(Stewart and Pavlou, 2002). The ever-changing consumer
behaviors are developing online quickly, both consumer and
content consumption are involved and participate in discussions
to promote the share of consumer activity with other customers
in various activities such as knowledge and awareness, etc. This
positive consumer behavior, as they infringed the company’s
marketing has changed the landscape of media and marketing
as indicated by Berthon et al. (2008), Mejias (2005), Ajjan and
Hartshorne (2008).

According to the Arab Social Media Report (2012), it is
experimental that the growth of social media in the region
change the environment of social media usage. All of which has
been indicated that “usage of Facebook, YouTube, and Twitter
in the movements of the so-called Arab Spring” (Arab Social
Media Report). Also, The Arab Social Media Report sequence
is part of a larger research initiative by the governance, and
innovation program focuses on the promising of social networking
applications for growing partnership, information allocation, and
improvement, and among government entities, society, and the
private sector. Furthermore, the Arab Social Media Report series,
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social media habit trends have been explored and analyzed, stated
that there is an exponential growth in the number of social media
users in the province, and a noticeable move away from the
distinctive public and amusement use of the social media.

In arecent study on the activities and user-generated content among
the consumer and social media examine the motives of whether the
user wants to use or practicing social means (e.g., Park et al., 2009;
Baker and White, 2010; Shao, 2009). It has been anticipated that
consumers are either active as posters or contributors or passive
as lurkers or consumers of content (Schlosser, 2005; Shang et al.,
2006; Shao, 2009). However, from the information gathered and
reviewed it can be concluded that there is a need for research
related to the user impact and insight on social media. Therefore,
this study is focusing on the different levels of activities consumers
engage in on social media and the motives that drive these social
media activities in the region. This study contributes to research
and practice in consumer marketing in general and in social media
and online communities in particular by describing different user
activities associated with user-generated media.

2. OBJECTIVES OF THE STUDY

I.  Toknow the preferences in using social network types among
the respondents

II. To identify preferable social network sites among the
respondents

III. To find out topics to be involved on social media among the
respondents

IV. To investigate the preferred time to be involved on social
network sites among those interviewed

V. To reveal about the brands following on social media among
the respondents

VI. Identify the types of communication tools respondents
interested in social media.

3. LITERATURE REVIEW

Classification of social media currently listed under the generalized
term to the more specific categories like blogs, communities,
content, SNSs, virtual worlds and virtual worlds and social
games (Kaplan and Heinlein, 2010). Also, the platforms and
social media including blogs, microblogging, e-mail and SNSs
(Mangold and Faulds, 2009). This method is an important way to
deliver marketing messages and create a dialogue with consumers.
A variety of platforms, which are composed and exchange of
information by individuals on the internet (Mangold and Faulds,
2009). In current years, one can notice a significant impact on the
business on the internet. Moreover, SNSs provide an opening for
companies to participate and intermingle with potential consumers,
and to promote greater convergence with customers and establish
significant associations with potential consumers feeling (Mersey
et al., 2010; Frank, 2009). Social media offers many advantages
for consumers and marketers. Also, social media allows for proper
targeting of the primary users of the brand, which enabled the
integrated marketing communications to be possible with the time
with very much less effort than traditional media (Kim and Ko,

2012). The fast development in the practice of social interacting
in all countries indicates that companies can use to develop the
product or service of interest to consumers. Similarly, the sellers
are using today various social media platforms to improve their
image and branding companies (Mathur et al., 2012).

In one study, social media positively contributes to the performance
of the brand, retail performance, loyalty and individual consumers
(Adam et al., 2013). According to the Association of American
marketing in 2014, the furthermost common social network sites;
Facebook has more than 1.15 billion users, and marketers are often
dealing with consumers to provide great depth of information in
a Facebook “fan” pages of a brand or a company (Weinberg and
Pehlivan, 2011). Associated with traditional media, direct marketing/
social media marketing, can be vendors and media make strategic
changes in front of these observations. Also, it revealed that sellers
could practice social media tools to convey info about the products,
brand image; consumers can review products and questions that may
relate to the product (Obal et al., 2011). In organizational terms,
social networks are extremely helpful in forming and maintaining
relationships with consumers, and it should integrate into the
marketing mix. The community is pretentious increasingly by the
social media and social change in the control of media consumption;
brand managers understand how to use social media effectively in
dialogue with consumers. Moreover, social media is an essential
element of the marketing mix, which affects the relationship between
consumers and brands (Gensler et al., 2013). Social networks play
progressively significant sources of information for explorers.
Analysis of results showed that the social media is a big part of the
search results, pointing out that the search engines are likely directly
to social media sites. This study confirms the growing importance
of social media in the field of tourism on the Internet. It also
provides evidence of the challenges that the traditional travel-related
information faced by providers. Besides, discusses the implications
for marketers of travel regarding online marketing strategies (Ulrike
and Xiang, 2010). Socialization has become a natural to consumers
through communication through social media and the use of social
media in marketing growing popularity of these days. Consumer
socialize through online with peers networking, it also affects the
purchasing decisions in two ways: Straight (by peers) and indirectly
by enhancing the participation of the product. Also, the consumer
need for the uniqueness of his moderating influence on product
selection attitudes communication between peer effects (Xia et al.,
2012). De Vries et al. (2012), in his research showed that social
media platforms allow consumers to hit the mark and other online
consumers through brand communities, and to increase the exchange
of information. It is essential that the brand remain transparent in
its communication to build trust with consumers and brand loyalty.

These days, customers are the tangle in a diversity of deeds ranging
from content consumption to participate in discussions, exchange
knowledge with other consumers, and add activities of other users.
Considerable interest in SNSs like YouTube, Facebook, Wikipedia,
and users contribute actively in content marketing (Kristina, 2011).
A SN provides a platform for social networking on the Internet
to build social or social relations among people (for example,
interest or activity that has appeared). The rapid growth of online
shopping, some retailers that sell goods and services online and
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it became the primary channel to expand the market locally and
internationally (Alam and Elaasi, 2016).

Besides, the study suggests that the last electronic word-of-mouth
products that focus on the health insurance system are a unique
phenomenon with important social implications (Shu-Chuan
and Yoojung, 2011). This media can bring social benefits of
the “identification of customers and the commitment” to drive
business performance. On the other hand, the management of
social relationships with clients can provide insight, which will
help to pay for real innovation and customer-centric. Finally, the
knowledge gained in customer behavior and attitudes help on the
benefits of unity across the value chain. Affecting providers (such
as demand forecasting) and brokers (for example, the formation
of promotions in the shop (Woodcock et al., 2011). In addition to
ads on social networks, significantly affect consumer behavior, ad
clicks act turn positively affect their shopping online (Mir, 2012).

Social networks have developed a profound change in the
communications background (Edwards, 2011), and most
prominently, the mindset of consumers have changed (Mir and
Zaheer, 2012). Communication through social media has a
radical influence on the condition of human behavior (Eltantawy
and Wiest, 2011; Marzouki et al., 2012). Due to the severe
impact of this media it has become hotbeds of marketing and
communications in the upper part of the decision-makers in the
field of today business agenda. That permits companies to interact
directly with their customers promptly and at a lower cost (Kaplan
and Haenlein, 2010). The role of the media as a common platform
for people all over the world interact with each other information
and experiences, exchange and related products, events and issues
(Edwards, 2011; Heinrichs et al., 2011). It differs from traditional
media as created by users who have greater control over the use
and content generation (Dickey and Lewis, 2011). Experimental
evidence has supported in the context of online advertising and
social networks on the internet. A result found that the marketers
should focus on maintaining a social presence through social
channels with new and frequent content to attract the participation
of consumers; the study highlights the importance of frequent
changes and incentives for participants (Christy and Tracy, 2014).

Since 2011, more than half of consumers follow brands on
Facebook (De Vries et al., 2012). Brand communities on the way to
satisfy consumers’ desire to create a sense of acceptance and social
identity through brands with they interact (Fournier and Avery,
2011). Brand loyalty leads to a firm intention to buy, and lovers
of the brand facilitate consumers’ brand relationship (Gensler
et al., 2013). Similarly, he found that Twitter and Facebook were
the ideal channels for brands information with customers. They
suggest that companies should provide compelling content relevant
and exciting to users and respond to the content presented to
consumers. It was also found that consumers feel more committed
to organizations when they can send comments, and provide a
means for these observations (Mangold and Faulds, 2009).

Now, customers are engaged in a variety of activities ranging from
content consumption to participate in discussions and exchange
knowledge with other consumers and contribute to the activities

of other users. A keen interest in SNSs like YouTube, MySpace,
Facebook, and Wikipedia, it is assumed that consumers were
actively marketing content (Kristina, 2011). Moreover, with the
increasing prevalence of integrated marketing communications
and the use of social networks as the primary channel of
communication, research revealed that media and messaging
software has a significant influence and participation of consumers
(De Vries et al., 2012). Social networks increase consumer
involvement with the brand of open source and collaboration
with the brand and other consumers to create and share content
described. Additionally, consumers can find the social media house
and build relationships with the brand and looks like the people
who also love that name (Fournier and Avery, 2011).

Through the studies, we found that customer satisfaction and
customer insight are the important factors to achieve business
objectives. Marketers, in recent time, are trying to develop a
new and efficient strategy to meet the needs of the consumers
through the use of technology. Although, much research has been
undertaken to determine the success and strength of consumers’
perception and its evolving factors to measure the customer insight
these days. Despite the implementation of many of research inside
the region, as well as around the world towards the consumer use
perception of social media there is still a call for to identify and
measure the attitudes of the consumers and its success factors to
achieve the goals of business because of consumer behavior for the
area always changeable. In fact, there is always a need for research
on attitudes’ analysis of users, their preferences and using habits
of SNSs in the literature, as it does not cover in depth. Therefore,
the current study is an attempt in this direction. Furthermore, this
paper focuses on customer insight and their using pattern to the
social media and its related issues.

4. HYPOTHESIS

The following hypothesis null (H)) had been assumed for the

analysis.

I. There is no significant difference in preferences using social
network types among the respondents

I. There is no significant difference in most preferred social
network types among the respondents

III. There is no significant difference in the topics to be involved
on social media among the respondents

IV. There is no significance difference in opinion in the timing
of involvement in social media among the respondents

V. There is no significance difference in opinion about the brands
following on social media among the respondents.

5. RESEARCH METHODOLOGY

The purpose at the back of this research was to know the
interviewees’ thoughts, preferences, perception, and insight of
Saudi customers’ towards SNSs. A convenience sample survey
has been gathered from 226 respondents through using the online
survey via Google forms and monkey survey during 3 months
from October to December 2015. To ensure that the perceptions
of social media are based on a diverse population of users, this
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study employed a national consumer panel with online access
for its web-based survey. As internet connection is a necessary
condition for the use of social media, an online survey is an
appropriate data collection method. With the popularity of the
internet, online surveys have been adopted to collect data in
social sciences for years (Wimmer and Dominick, 2006). The
close-ended questions were used, and distinctive care has been
taken to reduce the non-response rate and the error arising out
of it. After collecting the data, it was manually edited, coded and
then recorded on excel sheet. For descriptive analysis statistics
(frequency distribution), Chi-square goodness of fitness test at
95% of a certain level (P = 0.05) was applied, and result findings
were drawn accordingly.

6. FINDINGS AND DISCUSSION

Respondents’ classification on the basis demographic factors such
as gender, age, city, educational level, job status and their monthly
income can be seen in Table 1. The majority of respondents
of the study belongs to male 151 (67%) and female 75 (33%).
Most of the respondents reported they belong to in the range of
20-39 (75%) age group and the rest of them were followed by
<29 (12%), 40-49 (7%) and above 40 (6%) of the sample of the
study. Moreover, from the table it can also be seen that most of the
participants belong to the different 22 cities of KSA (51%), capital
city Riyadh (26%) and the rest were from Jeddah industrial city
that is 23% of the sample surveyed. Each of the city, compared
with other cities in the region, have a good representation on the
business side.

Educational level of respondents was most of them graduate
31% followed by undergraduate 27%, the high school passed
21%, above graduate 16% and very few had below high school
qualification that was only 5%. Regarding the job status of the
interviewees it can also be seen in the table that majority 40% were
student followed by private/self-employed 23%, the government
employed 20%, and the rest were unemployed 17% of the
respondents. Furthermore, the table shows that the income levels
of the participants; more than 60% of the participants belongs to
the monthly family income range of <14,000/- SR group. Less
than 40% of the respondents belong to the monthly SAR 14,000
or more of their monthly family income. This result indicates
that the majority of the population belongs to the middle-income
class of the society.

Figure 1 provides the information regarding the preferences in
using social media types. It reveals that majority of respondents
preferring to use WhatsApp (85%) as social media for
communication followed by Twitter (75%), Instagram (61.95%),
snapshot (51%), Facebook (42%), LinkedIn (21%) and others
(7.52%). Among the respondents, it is resolved that WhatsApp
are easy to use and there are not any interferences in our private
life.

It was believed in H, that there is no significant difference in
preferences in using social media types among the respondents,
the Chi-square goodness of fit calculated value is 42.798. The
P =< 0.001 at 95% confidant level (Table 2). Therefore, the

Table 1: Demographic status of respondents

Gender Male 151 (67)
Female 75 (33)
Total 226 (100)
Age (Years) <19 27 (12)
20-29 118 (52)
30-39 51(23)
40-49 16 (7)
50 above 14 (6)
Total 226 (100)
City Jeddah 51(23)
Riyadh 59 (26)
Others 116 (51)
Total 226 (100)
Educational level Below high school 11 (5)
High school 48 (21)
Undergraduate 61 (27)
Graduate 70 (31)
Above graduate 36 (16)
Total 226 (100)
Job status Student 91 (40)
Government employed 46 (20)
Private/self employed 51 (23)
Unemployed 38 (17)
Total 226 (100)
Family income <5000 30 (13.24)
(monthly in SR)
6000-8000 49 (21.68)
9000-11,000 53 (23.46)
12,000-14,000 40 (17.70)
15,000-17,000 27 (11.96)
18,000-20,000 15 (6.64)
>20,000 12 (5.32)
Total 226 (100)

Figure 1: Preferences in using social media types
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result is significant at p<0.05, and it can be inferred that there is
a great difference in preferences in the use of SNSs among the
respondents, so the null hypothesis is rejected.

From the Figure 2 it can be seen that the majority of the persons
(47.79%) do agree on that WhatsApp is the most preferred among
the given media site followed by Twitter (17.7%), Facebook
(14%), Snapshot (7.52%) and LinkedIn (5.75%) respectively.
This result also proves the previous result that WhatsApp was
the highest excellent media site among the respondents of Saudi
Arabia. H,; was assumed that there is no significant difference in
most preferred social network types among the respondents, the
Chi-square goodness of fit calculated value is 141.095 (Table 3).
The P <0.001 at 95% confident level. The P <0.001. The result is
significant at P < 0.05. Therefore, the null hypothesis is rejected.
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Table 2: Preferences in using social media types

Facebook 97 143.4 —46.40 2152.96 15.01
Twitter 171 143.4 27.60 761.76 5.31

Instagram 140 143.4 —3.40 11.56 0.08

Snapchat 116 143.4 —27.40 750.76 5.24

WhatsApp 193 143.4 49.60 2460.16 17.16
The Chi-square value=42.798

Table 3: Most preferable social media sites

Facebook 32 42 —10.00 100.00 2.38

Twitter 40 42 -2.00 4.00 0.10

Instagram 17 42 —25.00 625.00 14.88
Snapchat 108 42 66.00 4356.00 14.88
WhatsApp 13 42 —29.00 841.00 20.02

The Chi-square value=141.095

After the test result, it can be stated that there is a significant
difference in most preferred SN'Ss among the respondents.

Figure 3 provides the information regarding the preference of topic
on which respondents like to be involved on social media. It was
revealed the majority of the respondents like the social media for
the news updates (149) followed by educational purpose (130),
health-related information (113), foods and beverages (77), arts
and cultural (56) and music (47) respectively. From the result,
it can be concluded that news provider having a great age and
impact on social media as well as the educational institute and
others can utilize social network sites for the promotion of their
organization that is cheaper than another alternative medium of
the communicant. For H; there is no significance difference in
opinion in the timing of involvement in social media among the
respondents, calculated value of the Chi-square goodness of fit
test is 55.333, and the P <0.001 (Table 4). Therefore, the result is
significant at P < 0.05, and hence null hypothesis is rejected, and
alternative hypothesis will be accepted.

When respondents were asked regarding the specific timing to be
involved on social media. The majority of them agreed afternoon
(28.35%) are the preferable for them, evening time (25.37%),
not specified or fixed (27%), before sleeping (13.5%) (Figure 4).
Moreover, an insignificant percent of respondents stated that the
prefer morning (4.78%) that is very insignificance among the other
timing slot of using social media. This result is evident that Saudi
Arabia is having the rest time afternoon for hours and then company
reopen again and close until less or more midnight time. Therefore,
it can be proposed that the marketer promotes their product or
services afternoon timing to the midnight time and that will have
more chances to reach the consumer properly. H,; calculated value
of the Chi-square goodness of fit test is 47.850, and the P < 0.001
(Table 5). Therefore, the result is significant at P < 0.05. Thus, the
null hypothesis is rejected and alternative hypothesis; there is the
impact of inconsistency in the scheduling of involvement in social
media among the respondents will be accepted.

Also, brand following on social media majority (63.7%)
acknowledged that they do follow the brand on social media
networking sites and 36% respondents agreed on that they do

Figure 2: Most preferable social media sites
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not follow any brand in the networking sites (Figure 5). From the
result, it can recommend that company owner can approach to
the customer through the SNSs that can give the lead among the
competitors to them who prefer to use this medium along with the
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Table 4: Topics on which respondents like to be involved in social media

News 149 105 44.00 1936.00 18.44
Educational 130 105 25.00 625.00 5.95

Food and beverages 113 105 8.00 64.00 0.61

Music 77 105 -28.00 784.00 7.47

Arts and culture 56 105 —49.00 2401.00 22.87
The Chi-square value=55.333

Table 5: Preferred time to be involved in social media

Morning 11 452 —34.20 1169.64 25.88
Afternoon 64 452 18.80 353.44 7.82
Evening 60 452 14.80 219.04 4.85

Before sleep 31 45.2 -14.20 201.64 4.46
Not specified 60 452 14.80 219.04 4.85

The Chi-square value=47.850

Figure 5: Brand follow preferences on social media among the
respondents
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Figure 6: The types of communication tools respondents interested in
social media
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other promotional tools as the majority are involved in following
the brands on networking sites. The Chi-square goodness of fit
test is 18.124 for H,. The P < 0.001. Consequently, the result
is significant at P < 0.05, and this hypothesis is discarded, and
null hypothesis may accept (Table 6). On the other hand, while

respondents were asked what the types of communication tools
they interested in social media are. The answer was in this order;
all media were the most important medium followed by, text,
videos, and others respectively 60%, 15.9%, 13.6, 9.1% and
1.45. Therefore, from the result it is suggested that marketers
must utilize all types of medium of communication to approach
consumers especially text messages, videos and photo will be
the highly acceptable among the medium of communication
(Figure 6).

7. CONCLUSION

A rigorous analysis of the data mentioned above brings the
knowledge of the reality that social media has indeed done a
commendable job of bridging the communication gap among
people. The different social media tools help the people to
interact with one another within the shortest possible time.
WhatsApp networking sites are the top excellent networking
site followed by Twitter, Instagram, and Facebook. These
media having a high image in the consumer mind and utilizing
of these three locations by the marketer will give them a strong
image in the market. As per the result the networking company
having different pictures in the minds of the consumer so
the marketer should provide careful analysis when selecting
any networking sites for the campaign. Moreover, it can be
concluded that information related to news, educational,
health, foods and beverages, is the most preferable to see
through the social media. It is advised to the company like
news provider, education institute owner, health care institute
and foods and related services provider can take advantage of
these very acceptable channels of communication to promote
their product and services in the region. The excellent time to
approach customer are afternoon, evening and before sleeping
time means it is better to the marketer that they should give
and send their message and any commercial of the company
starting from afternoon up to sleeping hours. Choosing the
proper time for business communication will reduce the chance
of cluttering for their ads and messages. Besides, it is suggested
that marketer can utilize to be in consumer mind from side to
side putting their brand advertisement in the dominated network
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Table 6: Brand follow preferences on social media among
the respondents

Yes 81 113
No 145 113

The Chi-square value=18.124

—32.00
32.00

1024.00
1024.00

sites as mentioned above will lead to achieving their marketing
goals as well as organizational goals. Moreover, respondents
answered regarding communication tools types; all media is the
most important medium have been selected, followed by, text,
videos, and others respectively, therefore, it is suggested that
marketers must utilize all types of communication encoding
mediums like text messaging, video, photo, etc. Marketers
are recommended to integrate these all the types of encoding
platform to be successful a leader among their counterparts’.
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INTRODUCTION

Saudi Arabia has a very strong economic condition but because of long reduced crude oil price shock the
country economy is suffering and they are looking for some alternate source of arrangement and also making big
changes in the policies and procedures to manage the effect. And in this economically critical business
environment human resources are considered very vital as machine and material for the success of any
organization in general and banking sector in particular. Human resources are capable to convert the machine and
material in to output, therefore, human resources are considered as most valuable for the sustainable competitive
advantage. The better understanding of relationship between the HRM practices such as performance appraisal,
working conditions, training, employee participation, team work, compensation and job satisfaction is essential for
planning and to prioritizing the organizational goal. HRM practices are part conceptual, part implementation of an
HR strategy, comprised of systems that follow the normal or customary way of doing business. Beerdwell et al.

(1984) opined, “HRM as a strategic approach to the management of human resources that encompasses all

www.tjprc.org editor@tjprc.org

D



(CBA) International Journals

44 Sayeeduzzafar Qazi & Mohammad Saleh Miralam

management decisions and activities, that influence the relationship between the 8organization and employees”. Minbaeva
(2005) opined that “ HRM practices is a mechanism used by business organization to ensure managerial effectiveness
through facilitating the development of competencies that are firm specific, produce complex social relation and generate
organization knowledge to sustain competitive advantage.” HRM practices are set of practices and philosophy used by an
organization to retain the human resources for the effective functioning and growth of the organization. Delery and Doty
(1996) highlighted that, HRM practices is an initial attempt to provide managers to effectively placing right personnel at
the right job at the right time. HRM practices is conceptualized as combination of internally consistent policies and
practices designed and implemented to ensure that a firm’s human capital contribute to the achievement of its business
objectives. In any organization HRM practices focuses on optimal utilization and management of their human resource
effectively in order to achieve organizational objectives. HRM practices refer to strategies aimed at managing the human
resource and ensuring that are deployed in order to improve the organizational performance (Schuler and Jackson, 1987).
HRM practices are basically related to Organizational policies and practices, philosophies and systems that are developed
to attract, develop, motivate, and retain the employees who ensures the excellent functioning and survival of the

organization in rapidly changing business scenario.

The satisfaction at work has been characterized as a positive or pleasing emotional state which emerges as the
result of evaluating one’s work or experiences in the workplace. Job satisfaction is a critical indicator of how employees
feel about their job and describes how much they are contented with his or her job. Job satisfaction is the positive feelings
about a job, resulting from an evaluation of its characteristics (Robbins & Judge, 2013). The satisfaction level of
employees also related with increased effectiveness of the organization. Job satisfaction of an employee is essential to the
success of an organization. Thus, keeping employees’ satisfaction in their jobs with their careers should be a paramount
priority for all the organizations. Several research studied has been conducted by different researcher to find out the
universally accepted approach to manage the Human resources. But depending upon the external as well internal
environment factors different approaches were applicable for a particular organization as per need of the business
requirement. The objective of this study is to investigate and evaluate the influence of human resource management

practices on job satisfaction of bank employees.
REVIEW OF LITERATURE

The prime purpose of the present study is to investigate Human Resource Management practices and job
satisfaction in context to success of an organization. The academicians, researchers and policy makers have conducted
several researches in the related field over different periods of time. Numerous researches have revealed that HRM
practices and job satisfaction factors play crucial role in the assessment for employee performance. In the present study an

effort has been made to investigate the relationship between the HRM practices and job satisfaction.

Lee and Lee (2007) opined that HRM practices such as training and development, teamwork, compensation, HR
planning, performance appraisal, and employee security leads to improvement in organizational performance including
output of employees and quality of product. Katou, (2008) carried out a study, to assess the influence of HRM practices on
organizational performance in manufacturing sector of Greece. The HRM practices viz-a-viz resourcing and development,
compensation and incentives, involvement and job design had influenced on the organizational performance. The study
concluded that HRM practices are associated with business strategies will affect organizational performance. Senyucel’s

(2009) describe “Human Resource Management as a combination of workers oriented management practices that identify
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employees as assets. Its objectives are to facilitate and enable talented and committed workforce to the organization in
order to achieve the organizational goals.” Ozutku and Ozturkler (2009) conducted a study, to investigate the influence of
various external and internal factors on HR practices. The study revealed that these factors influence significantly across
the countries. HRM practices like job definition, training and development, compensation, team work and employees
participation were better in the public universities as compared private universities. Stewart and Brown (2011) conducted a
study to judge effectiveness of HRM on the workforce and the results of study revealed that, effective HRM procures

qualitative workers and motivates them to maximize their performance and helps to meet their emotional and social needs.

Beardwell et al., (2004) summarised the Human Resource Management activities, viz-a-viz organizational design,
staffing, performance management appraisal, employment training and organization development and reward systems,
benefits and compliance. Human resource management denotes to the policies and practices encompassed in carrying out
the human resources characteristics of a management position including human resource planning, job analysis,
recruitment, selection, compensation, performance appraisal, training and development, and labour relations (Dessler,
2008). Awang et al. (2010) evaluated the impact of job satisfaction of university lecturers using the variables such as
promotional prospects, compensation, working conditions, workload, team work and management style. The results
revealed that promotional prospects, workload and team work significantly affect job satisfaction of lecturers. In a study
on public sector universities of Pakistan. Padala (2010) examined the search to identify the various parameters for
employee job satisfaction and organizational commitment. The results revealed that employees have a positive tendency in
their intensity of obligation towards their organization. Age, education, nature of the job, length of service and income

have negative relationship between the employee’s job satisfaction and organizational commitment.

There is greater degree of association between job satisfaction and use of specific HR practices in local
government organizations in the United Kingdom (Gould, 2003). Singh (2004) conducted a study to investigate
relationship between HRM practices and firms level performance in India. In this study he included 359 firms listed in the
Center for Monitoring India Economy and 82 respondents replied positively. The results of regression and correlation
analysis revealed at there is significant relationship between the HR practices namely training and compensation and
perceived organizational and market performance. Ray and Ray (2011) highlighted in their study that variables like
performance appraisal, participation in decision making, training and development, empowerment, compensation
influencing human resource management practices have significant close association with job satisfaction. Martin (2011)
carried out a research to investigate the impact of HRM practices on job satisfaction, organizational commitment and
influence on intention to quit. HRM practices include recruitment & hiring, compensation & benefits, training &
development, and supervision & evaluation. The study concluded a significant relationship between perceptions of human
resource practices and intention to quit, mediated by organizational commitment and job satisfaction. Igbal, et al. (2011)
evaluated the relationship between HR practices (impact of supervisor role, participation in decision making &
compensation policy) and employee’s job satisfaction among the employees of manufacturing and service sector of
Pakistan. The results of study revealed that supervisor role has strong positive effect on job satisfaction. The employee’s
participation in decision making which is the determinant factor about organizational success has lesser positive effect on
job satisfaction. Islam et al ( 2016) conducted a study on 100 employees of hotel industry and found that HRM practices
are positively related with job satisfaction but found that compensation has negative effect on job satisfaction, which

indicates that most of employees are not satisfied from payment of employer and hence affecting job satisfaction.
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OBJECTIVES OF THE STUDY

After reviewing the available literature and discussion it was decided to frame the main objectives of this study as
to find out the prevailing HRM practices and job satisfaction status and analyze the impact HRM practices viz. Training,
Performance Appraisal, Team Work, Employee Participation and Compensation on job satisfaction among private bank

employees.
RESEARCH METHODOLOGY

The present study is an attempts to analyze and evaluate influence of human resource management practices on
job satisfaction among private bank employees of Saudi Arabia. In order to investigate the impact of Human resource

management practices on Job Satisfaction the below given null hypotheses have been developed.

Formation of Hypotheses

Hy;: Training has no significant influence on job satisfaction.
Hj,: Performance Appraisal has no significant influence on job satisfaction.
Hy;: Team work has no significant influence on job satisfaction.
Hy4: Eemployees’ Participation has no significant influence on job satisfaction.
Hys: Compensation has no significant influence on job satisfaction.

Sampling Procedure

The study was conducted in Makkah and Riyadh region and selected questionnaire were distributed to 160
respondents randomly selected for obtaining the relevant information. For gathering information from the employees a well
structured questionnaire was used personally by the researchers. But due to busy time schedules of bank employee and
their engagement in various activities the investigators were able to obtain the information form 146 employees only. For
obtaining the other required and related information the investigators followed unstructured personal discussion and

interview method.

The questionnaire followed in this study was adapted from Qureshi and Ramay (2006) scale comprised of 25
items, which contained statements on training, team work, performance appraisal, compensation, and employee
participation. HRM practices were also abstracted from the instrument developed by “Feng-Hui Lee and Tzai-Zang Lee”
(2007) who conducted a study to investigate the relationship between HRM practices and performance. The reliability and
validity of the instrument was found to be within acceptable norms. For measurement of Job Satisfaction scale developed
by Singh (1989) containing 20 items was used. Respondents were asked to express their level of agreement or

disagreement with each statement on 5-point Likert scale.

Conceptual Framework

Training

The concept of training& development refers to any effort to improve current and future skills, knowledge and
abilities of employee (Aswathappa, 2008). Flippo (1971) posited that, training is an act of increasing the knowledge and
skill of an employee, for doing a particular job. Beach (1980) stated that, Training is an organized practice, by which

people learn knowledge and skills for a certain purpose.
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Performance Appraisal

The performance appraisal is a human resource management practice that has attracted significant attention from
both practitioners and scholars (Fletcher, 2001). A performance appraisal is a systematic and periodic process that assesses
an individual employee’s job performance and productivity in relation to certain pre- established and organizational
objectives ( Manasa, 2009). The application of performance appraisal are promotion, termination, test validation, and
performance improvement therefore, improving performance appraisal for everyone should be among the highest priorities

of contemporary organization (Muczky 1987).
Team Work

To the achiever of any business efficient teamwork is necessary. As “no man is an island” complete organization
can be stimulate due to good effects of fertile teamwork and organization can be lame due to bad effects of deficient
teamwork. Korner et al (2015) conducted a study on 272 employees of health rehabilitation centre in Germany and found a

positive relationship between high sense of team work and job satisfaction.
Employee Participation

Employee participation is the process whereby employees are involved in decision making processes, rather than
simply acting on orders. Employee participation is part of a process of empowerment in the workplace. The best way to
improve output is by being determined for the shared goals of employees and managers. By allowing employees input into
developing the mission statement, establishing policies and procedures, determining perks etc., leads to improvement in
communication and enhancement of morale and satisfaction of employees. Zhu et al (2014) conducted a study on young
generation of China working in manufacturing sector and found that the participation of such new generation employees in
management, supervision and decision-making has a significantly positive impact on their work satisfaction.

Compensation

Compensation refers to all types of pay or reward going to employees and arising from their employment
(Dessler,2008). Organ (1994) revealed that positive and negative awareness about the salary plays a vital role towards job
satisfaction. Low level of salary satisfaction affects the job performance. Mabaso and Dlamini (2017) conducted a study on
279 academic staff and found that compensation has positive relationship with job satisfaction but significant relationships

were found between benefits and job satisfaction.

RESULTS AND DISCUSSIONS
Table 1: Showing Mean and SD on the Dimensions HRM Practices and Job Satisfaction

(N-146)
S.N. | DIMENSIONS MEAN VALUE | RANKING | S.D.
1 Training & Development 3.28 I 647
2 Performance Appraisal 2.84 \Y 638
3 Team Work 3.07 v 615
4 Employee Participation 3.18 11 627
5 Compensations 3.10 111 757
6 Total HRM Practices 3.09 859
7 Job Satisfaction 3.64 541

As shown in the Table 1 the employees of private banking sector are showing moderate level of satisfaction on

prevailing HRM practices among them training and development were found to be highest followed by employee
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participation, compensation and team work while performance appraisal practices were found at lowest. Job satisfaction

were found to be moderately high among them.

In order to analyze the influence of human resource management practices on job satisfaction the multiple linear

regression model is applied. The regression model is illustrated as below:

Job Satisfaction ; = Po + P1 (Training) + B, (Performance Appraisal) + p; (Team Work) +

B4 (Employee Participation) + ps (Compensation) + e;,
In the above regression equation [}, is constant and B; are the regression coefficient of the explanatory variables,

while e;, is the residual error of regression.

Dependent and Independent Variables

In regression model the Job Satisfaction of bank employees is taken as dependent variable. The independent
variables Training, Performance Appraisal, Team work, Employee Participation and Compensation are used in model.
Regression Results

In order to analyze the existence of multicolinearity problem, the simple correlation matrix among independent

variables is analyzed and results are depicted in the table (2). Cooper and Schindler (2003) mentioned that, multicolinearity

problem exists, when coefficient of correlation among variables are 0.8 or more.

Table (2)
Job Trainin Performance | Team | Employee Compens
Satisfaction g Appraisal Work | Participation | ation
Job
Satisfaction 1000
Training 230%* 1.000
Performance | ¢4, 232% 1.000
Appraisal
Team Work 221% 145% 549%* 1.000
Employee 448% 323 467 594% | 1.000
Participation
Compensation | .379* 033* A45% S553% | 505% 1.000

*Indicates correlation significant at level 5%

From the table 2 it can be inferred that all HRM practices variables have low correlation indicating the absence of
multicolinearlity. The results from correlation analysis highlight that job satisfaction of employees has positive correlated

with training, performance appraisal, employee participation, team work and compensation.

REGRESSION ANALYSIS RESULTS AND DISCUSSION

The results of regression analysis are depicted in the regression equation form based on regression coefficients are

as below:

P, = 2.053 + 0.084 (Training) + 0.174(Performance Appraisal) - 0.216(Team Work)
+ 0.293 (Employee Participation) + 0.178(Compensation)

The significance of Regression Coefficients and their Respective t-Values are Presented in the Table (3).

Impact Factor (JCC): 6.9876 NAAS Rating: 343
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Table (3):
Explanatory . . Performance Team Employee .
Variables Lorsil Ry Appraisal Work Participation Compensation
B, 2.053* 0.084 0.174* -0.216% 0.293%* 0.178%*
! (0.000) (0.194) (0.023) (0.016) (0.001) (0.007)
T-Values 7516 1.306 2.297 -2.448 3476 2.731
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(¥) indicates significant at 5% level.

The analysis of regression results reflects that independent variables Training has no significant effect on job
satisfaction at 5% level of significance though it was to be ranked I by the employees in HRM practices but it appears that
the training is not properly linked with the job requirement hence not inducing element of satisfaction. Other independent
variables influencing HRM practices such as Performance Appraisal, Team Work, Employee Participation and
Compensation are statistically significant at 5% significance level indicating positive influence on job satisfaction means
if we increase the level of these four HRM practices component go up which is currently at moderate level the job
satisfaction level among the employees will also go high and that high job satisfaction will leads to better performance of

the employees of private banks of Saudi Arabian.

The results of our study highlights that the independent variable training has insignificant influence on Job
Satisfaction. The value of regression coefficient for variable training is 0.084, which is statistically insignificant at 5%
level of significance. This implies the acceptance of null Hy,. It indicates that Training has no significant influence on Job

Satisfaction in private in private sector banks of Saudi Arabia.

The regression coefficients for independent variables are Performance Appraisal (0.174), Team Work (0.216),
Employee Participation (0.293) and Compensation (0.178) respectively. All these regression coefficient are statistically
significant at 5% significance level. Thus, the null hypotheses Hy,, Hos, Hos and Hys are rejected and, in summary
regression results support that Performance Appraisal, Team Work, Employee Participation and Compensation have

significant influence on Job satisfaction in HRM practices.
CONCLUSION AND RECOMMENDATION

Human Resource management theory reveals that there are several factors which influence job satisfaction of the
employees. The employees with high level of job satisfaction have positive attitude towards their works and contribute
significantly in their respective organizations. The dissatisfied employees possess negative attitude and their contribution in
the performance is minimum. The literature on this subject highlights that their numerous factors contributing to job
satisfaction of employees. In the present study, we have made an attempt to analyze the effect of HRM practices such as
Training, Performance Appraisal, Team Work, Employee Participation and Compensation on job satisfaction and found
that employees were shown moderate level of satisfaction on training and development, employee participation and
compensation but were not found satisfied with performance appraisal practices. The results of the study also infer that
among the factors like training has no significant influence on Job Satisfaction, where as other variables have significantly
influenced the level of job satisfaction in the private banks of Saudi Arabia. The findings of our study are in co inherence
with the several studies presented in the review of literature. From the discussion of the above results it has been
recommended that the bank should confer special emphasis on training to improve the job satisfaction of the employees.
Further, the bank should also intensify the other HRM practices to further enhance the level of job satisfaction of the

employees.
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Abstract

Managers in organizations experience many conflicting scenarios that negatively impact the process of
decision-making. Assisting these managers to manage conflict with efficacy is crucial to enhance the
decision-making process from an ethical perception. So, this aimed to examine the impact of conflict
management style on ethical decision-making process using Saudi Arabia as a case study. the study was
carried out in Saudi Arabia using a convenient sample of 236 participants. A questionnaire was distributed
to the participants. After analyzing the feedbacks in SPSS in the areas of ANOVA, regression and
Correlation the results showed that oblige was the main style of conflict used in Saudi Arabia. There was a
positive correlation between ethnic identity and the conflict management style under the umbrella of ethical
decision-making. The findings are crucial to the contribution of social change as it equips the leaders with
information on how to manage conflict and improve decision-making.

Key Words: Conflict Management Styles, Ethical Decision-Making.

Introduction

Leaders in any organization are faced with the responsibility of upholding high ethical standards. This
involves them linking the behaviors of ethics to the ability of concrete decision-making (Li & Madsen,
2011). In the process of upholding ethical conducts and making decision it is worth noting that conflicts
may occur since in the workplace people with varied degree of character do exist. As such, several studies
have been carried out in the area of managing conflict particularly interpersonal conflict arising in romance
(Hubbard, 2001), intercultural (Zhang, Harwood, & Hummert, 2005), and in organizations (Stohl, 2001).
Conflict occurs when an individual affects another individual or a group negatively. In terms of definition,
various scholars have attempted to define conflict. Marquis and Huston (1996) referred to conflict as a
discord that occurs between two or more people as a result of differentiated opinions, ideas, or values.
Fisher (2000) used the notion of destruction to define conflict and viewed it as a social circumstance where
incompatibilities in the pursuance of goals seem to occur between two or more people. Fisher also affiliated
conflict with occurrence of antagonistic feelings towards one another.

The Arabs have formed the focal point of most media in relation to the events that have occurred in their
world in the last few decades. The Arab world has several countries tied together by a common religion and
language (Barakat, 1993). Political unrest is a common phenomenon to them but previous research has
done very little to show how the Arabs manage conflict both in and out of their organizations. However,
some studies have evaluated the efficacy affiliated with strategies for solving conflict (George, 2003).
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Whenever conflict occurs among people in an organization it becomes important to seek the best resolution
methods to deal with the difficult differences in an existing social system. In the wake of finding the best
alternative, conflict management has emerged as a primary subfield determining organizational behavior. A
previous research by Canary (2003) has showed that managing conflict effectively can improve relationship
satisfaction and promote closeness. Nonetheless, effective leadership style and the choice followed in
managing conflict are also crucial as they determine the outcomes of conflict management. The ability to
embrace creativity in managing conflict is becoming a critical requirement for managers in Arab nations.
Today, managers must develop culture and behavior that is capable of accommodating and managing
conflict in a manner that benefits all the employees. The achievement of this has however been hindered by
the dearth of empirical studies regarding conflict management styles in organizations. Therefore, in the
pursuit of extending the available research on conflict management, the present study seeks to evaluate the
impact of manager’s conflict management style on ethical organization decision process using Saudi Arabia
as the case study.

Conflict within organizations leads to increased unethical behaviour and most managers view unethical
behaviour as a hindrance towards the prosperity of the organization as it impedes decision-making. The
general problem in an organization turns out to be the effect imposed by unethical behaviour on the ability
of managers to make sound decisions. On the other hand, a specific problem is that some managers never
seem to have effective conflict management style that can be used to uphold ethics in the organization
while promoting decision-making process.

The objective of this quantitative correlational study was to evaluate the impact of manager’s conflict
management style on the ethical organizational decision-making process. Saudi Arabia was used as the case
study. The dependent variables for the study were ethical decision-making while the independent variable
was conflict management style. The target population was both the managers and employees of various
organizations in Saudi Arabia. The implications arising from the positive social change of the study is that
it includes encouragement for future research on conflict management styles and ethical decision-making
process. In addition, the research will enhance the understanding of the relationship between effective
decision-making process and the conflict management styles.

In the line of this purpose, the study seeks to answer several questions particularly;

1. What is the main conflict management styles that Saudi Arabian managers use when making
decisions?

2. Isthere a correlation between ethical identity and conflict management style used in decision-making?

3. Can ethnic identity predict the conflict management styles that managers use?

Based on this question the study hypothesized that there is a statistically significant effect of conflict
management style on the ethical decision-making process.

The theory that underlies this study was that of Drucker (1960) which focuses on the need for leaders to
embrace an approach of conflict management that is systematic in order to come up with the best decisions
for their organization while upholding ethics. Effective conflict management style defines the scope of a
leader to act responsible and in a way, that increases his accountability for determining the need to manage
conflict with efficacy to avoid unethical behaviour that can influence sound decision-making (Toubiana &
Yair, 2012). The managerial theory used in this research bases on two assumptions revolving around
conflict management and decision-making. Firstly, there is the ethical assumption of developing priorities
within the framework of conflict management that will generate outstanding outcomes. Secondly, is the
ethical assumption that effective ethical decision-making due to better management of conflict will affect
the working of an organization positively.
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Prolonged focus on the human influence on managerial decisions and conflict management should not
always appeal to managers although they are the ones who assist in foreseeing the major trends in the
organization (Toubiana & Yair, 2012). The management theory applied to this study because it
complements the independent variable of conflict management style as captured in Section I of the
questionnaire. The theory also complements the dependent variables of ethics and decision making as
captured in Section 2 of the questionnaire. Conflict management style and ethical decision-making process
formed the primary foundation for an evaluation of the various factors that may elucidate the correlation
between the two.

This research is important as it contributed its ability to add to the existing knowledge regarding conflict
management in organizations with respect to the ability of the manager to make ethically sound decisions.
The study could be significant to most managers in Arabian countries as it depicts a broad array of the
crucial perspectives on having conflict management style in a workplace. Finally, the research adds up to
the efficacy of the practices involved in making an ethical sound decision in the face of conflict. Leaders
can address conflicts in a way that boosts the morale of the stakeholders and employees to make ethical
valuable decisions that can enhance profitability and productivity (DiGrande et al., 2011).

Literature Review

Managing an organization effectively requires leaders who vary magnificently in influence and scale. In
addition, the leaders should possess a vast knowledge of different cultures and most importantly, they
should be professionals from a wide array of disciplines making up the paradigms of conflict (Bryant
2003). Culture and leadership under the umbrella of conflict management seem to augur well. Presence of
personal and emotional tensions in an organization leading to the conflict is often, as a result, various
differences which in one way or the other are components of the culture constituting the organization. The
methodology in which the leaders adopt to solve crisis in times of problems, the decision-making process
they follow and how they embrace disburse incentives to the employees are all relevant to the culture of the
organization. Their perception of power tends to impact the strategies they put in place to solve conflicts
while enhancing effective decision-making. As a result, it can be deduced that a manager/leader plays a
crucial role in managing the conflict of an organization.

As a leader, the manager has a direct influence on the employees and other individuals in the organization
and therefore he/she needs to have many qualities and be skilful enough to handle that various forms of
conflicts. A leader who is facilitative has the capability of uniting the antagonistic groups and make them
work unanimously towards a particular goal. He/she also encourages, supports, and settles amicably any
misunderstanding and deals with any form of an unethical character (Fisher 2000). This is strengthened by
the study of Sullivan et al. (2003) which revealed that new heads and experienced workers in the nursing
arena majorly focused on conflict management under various cultures and personalities as a way of steering
their developmental needs. This study, which targeted nurses in the positions of middle management, found
out that the role of a nurse manager was so crucial to the success of the organization.

In the pursuit of determining the reasons for conflicts in the public sector and coming up with proper ways
of solving conflicts, Al-Sedairy (1994) conducted a survey of 138 construction specialists in Saudi Arabia.
His study identified that conflict is a common phenomenon that occurs between contractors and their
clients, and between the contractors and their consultants. Perceptional differences and managerial styles
were depicted as some of the reasons that contributed to conflicts. This study recommended compromise as
a way of solving conflicts.

In another research conducted in 87 groups of students in one of the universities in Dutch Curseu et al

(2012) inferred that there existed a relationship between the impact of conflict management and emotional
regulation within a group. These researchers found that groups with reduced emotional regulations ended
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up with relationship conflicts arising from task conflicts. These findings compounded to a previous
research conducted by Holahan et Mooney (2004). Similarly, Rees et al (2012) conducted a study in the
mining industry, which found that various external factors outside the scope of a manager influence the
style of conflict management.

Effective management of conflict as a leader requires more educational training as denoted by Russell and
Scoble (2003). Among the respondents that Russell and Scoble used it was determined that there was a
deficiency of knowledge and skills in the area of human resource management and particularly conflict
management. Managers deal with conflicts every day. The conflict can appear as either internal or external
and manifest in the various forms of altered behaviour, unnecessary authoritarianism, varied beliefs, failing
to participate in the decision-making process, and a dearth of managerial support (Hendel, Fish, & Galon,
2005; Rees et al., 2012). In addition, multiculturalism may also influence smooth interactions leading to
rise in a conflict which may end up affecting the working environment.

The present study assesses the impact of conflict management style on ethical decision-making with an aim
of showing how culture plays a role through examining the relationship between ethnic identity and conflict
management style

Conflict forms an integral part of the fabric that makes up a postmodern society that heightens to remain
competitive and complex (Hendel, Fish, and Galon, 2005). Much conflict in an organization leads to
decrease in the efficacy of the organization while one the hand, too little conflicts makes the organization
stagnant. This implies that there is need for managers to embrace the best practices that can be used to
manage conflict.

Conflict management refers to the various methods that a party or both the parties involved in a conflict can
use to cope with conflict. In the instances of conflicts, Adler and Towne (1990) denoted that there are three
courses of actions that can be pursued: 1) living with the problem; 2) embracing change through
forcefulness; 3) holding mediations to reach an agreement. These courses can lead to three possible
outcomes and in the form of approaches which involve Win-Lose, Lose-Lose, or Win-Win. The choice of
conflict management styles is necessarily influenced by the cultural beliefs that an individual hold (McCan
& Honeycutt, 2006).

In the pursuit of solving conflicts, the most significant element worth recognizing is being aware of the
conflict management strategies and the effects they impose on the wellbeing of the entire organization.
Additionally, it is important to be aware of every conflict context in order to come up with up with the
appropriate solving strategy that can steer the organization towards identifying its goals. Dahshan and
Keshk (2014) suggested that managers use several modes to respond to conflict; that is, competing,
comprising, accommodating, collaborating, avoiding among others. In each of these methods, there are the
parameters of assertiveness and cooperation that characterize the processes. None of the modes is wrong
but there is a critical time that particularly fits every model.

Another factor worth considering in conflict management styles is ethnic. Ethnic identity influences both
the decision-making and the conflict management styles used. Saudi Arabia among other Arab countries is
built on communism and therefore a group forms the major social unit rather than the individual. As a
result, and based on the combination of individualistic and collectivism, it stands out that the self-construal
approach appropriately predicts the choice of conflict management style in the Arabian culture which
generally is collaboration. It can be considered that Saudi Arabia is a one unit of Arabs that follows one
culture although there could be people from different origin and tribe (Hutchings & Weir, 2006). This
implies that conflict management in Saudi Arabi particularly bases on the organization. In an early research
by Elsayed-Elkhouly (1996) a comparison of conflict management styles was carried between the Arabs
and the American managers. The results depicted that the Arabs used the approaches of integrating and
avoidance to manage conflicts more often than the American managers did. On the other hand, the
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Americans used domination, oblige and, comprising styles to manage conflict more often than the Arabs
did. Also, another study by (Hutchings and Weir, 2006) revealed that networking in the Arabian countries
was another method that was used to manage the situations of conflict. In the Arabian context, networking
implies to connection and mediation.

Arguing in the same line, conflict management style has a significant influence on the decision-making
style. In a study that examined various styles of decision-making used by managers in Kuwait, Ali, Taqi,
and Krishnan (1997) identified that the managers exhibited much commitment on collectivism rather than
individualism. These managers preferred the decision-making styles of consultation and participative to
autocracy methods. This implied that autocratic and delegative approaches were never resorted to as
effective styles that would lead to enhanced decision-making. For their supervisors, the managers reported
that a pseudo consultative approach was used most often. In this approach, the managers highlighted that a
decision was made using a collective method. The findings of Ali et al (1997) in a critical way depicted the
values of dichotomy and actuality in deeds within the Arab society. It can hence be concluded that the
Arabs prefer the conflict management styles that embrace cooperation and consultation.

Following the communism effect in Arabs and the fact that there is culture blend from the various ethnic
background, other scholars saw the need to determine the relationship between Identity in the Arabian
context and self-construal. In a study that was conducted by Barry et al (2000) involving the relationship
between self-construal and ethnic identity among Arab students in the US, it was determined that there was
a significant correlation between ethnic identity and the self-construal interdependence. The development
of the research question used in the current study was based on the framework that Barry and colleagues
used, that is, an individualism-collectivism framework with much focus on the conflict management styles
and the self-construal.

Different ethnic identity aligned with different culture calls for the need for managers to apply logical and
analytical skills in the decision-making process ethnicity and varied culture dictate the level of ethical
behaviour in an organization (Manfredi, Pant, Pennington, & Versmann, 2011). Nevertheless, determining
the broad emergence of ethnicity in decision-making in relation to management is a crucial topic that still
requires more research particularly to become acquainted with situations when managers can indulge in
unethical decision-making (De Cremer, Dick, Tenbrunsel, Pillutla, & Murnighan,2011). Already, this
research could be providing one answer that the style used in managing conflict can dictate the prevalence
of the manager indulging in unethical decision-making. It is therefore important for leaders to be
accountable for their responsibilities in the same line of ethics as with the employees and they should never
reduce their activities of ethnicity to employees (Malik, Naecem, & Ali, 2011).

Ethic should be applied to all circumstances irrespective of the status of an individual. As a matter of fact,
Kossek et al (2011) recommend that leaders should evaluate the strengths and weaknesses that arise from
the approaches of both ethical and unethical decision making as a result of the conflict. In a study
conducted by Dyck (2014) involving 13 interviewers with outstanding business leaders in Sri Lanka, it was
determined from 87% of the leaders agreed that the ethics pursued in the workplace influence the decision-
making ability. All the leaders interviewed concurred unanimously that they used multiple leadership tools
including conflict management styles to arrive to the concrete decision in the workplace. The level of ethics
to uphold in the work place played a significant role in determining the efficacy of the leader in Sri Lanka
to make sound decisions (Dyck, 2014).

Decision making from the perception of ethics requires the embracement of ethical principles to arrive at
sound decisions. This is inclusive of conflict management styles during the decision-making process
(Curtis & O’Connell, 2011). Decision-making process can inculcate all the principles, include unethical
ones or decisions that contribute to unethical results. Based on this notion, Agbim et al., (2013) mentioned
a two-step process that incorporated the process of decision-making. The first step involves using proper
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communication tactics that can deliver the best principles for decision-making while the second step
requires appropriate applications of the principles set for the process (Agbim et al., 2013).

Methodology

The objective of the present study was to evaluate the impact of manager’s conflict management style on
the ethical organizational decision-making process. Saudi Arabia was used as the case study. The research
focused on explaining the relationship between variables to become acquainted with the phenomenon being
discussed. Based on the variables of the study the study hypothesized that there is a statistically significant
effect of conflict management style on the ethical decision-making process.

After discussing the literature review comprehensively, a research design that would lead to great
methodological fit was chosen (Edmondson & McManus, 2007). The rationale for the research design used
in the study facilitated the measurement of the research outcomes through a process. A number of
researchers in the field of leadership have used quantitative studies to establish their hypothesis. Studies in
leadership according to Jackson and Parry (2008) have for a long time been using quantitative methods to
defend their hypothesis. The hypothesis for this study was prescribed according to the behaviours and
styles affiliated with leadership and social identity and generally how they influence ethical decision-
making. The gathering of data followed a questionnaire that captured the right data for testing the
hypothesis. With the questionnaire, it would be easy to answer the ‘what’ questions (such as the best
leadership style to embrace to effectively solve conflict). Thus, the questionnaire could be considered for
this typical leadership study (Bryman, 2011; Hunter et al, 2007). Therefore, the research followed the
principles of the quantitative study.

Based on the target population for the study which was both the managers and the employees in Saudi
Arabia multinational companies, a cluster sampling approach was applied. In the first sample, a
nonprobability purposive sampling was used to locate the participants but based on cultural diversity. In
Saudi, there are foreign workers mixed up with the commoners. The study selected the multinational
employees as they represent situations that are likely to have large output data in the area of research
(Denscombe, 2014). The second criteria that were used to get the sample involved convenience. It was
important for the research to use the most available participants.

Moving to the determination of the sample size the study used 236 participants were chosen for the study. It
was crucial to use this size of the sample in order to obtain statistical power in the inferences (Saunders et
al.,2011). As Saunders and colleagues that large sample sizes lower the occurrences of error in generalizing
the population for a particular reason (p.217). In the current study, there were 169 males and 67 females.
These participants came from different ethnic backgrounds based on their countries of origin.

The recruitment of the respondents involved three methods. The white participants, Africans, and mixed
were chosen based on their level of participation in the companies while the Asians and the Arabs were
recruited through Arabs association in the various companies. All the participants completed a printed
version of questionnaire.

Based on the discussed literature, a 3-part questionnaire was developed for data collection. The first part of
the questionnaire comprised the conflict management in relation to a manager’s ability to make decisions.
And the other two parts focused on the ethnicity in relation to conflict management. The questionnaire also
captured the demographic data of the participants in terms of gender, age, professional experience and
region/country of origin.

An administrative granted permission to carry out the study in the Saudi Arabian companies. The
participation was voluntary and the privacy of the participants was ensured. The participants were made

ISSN: 2306-9007 Asfahani (2017) 1251



(CBA) International Journals

www.irmbrjournal.com September 2017

International Review of Management and Business Research Vol. 6 Issue.3

aware that all the data would be treated with a high degree of confidentiality and only be accessible to the
researchers alone. The purpose of the study was explained to the participants through a consent form which
explained the full rights of the participants.

Following the purpose of the study which was to evaluate the manager’s conflict management style on the
ethical decision-making process in Saudi Arabia, the participants were provided with the printed
questionnaires to answer. In section 1 the participants were required to think of how they manage conflict
with their sex peers. A questionnaire was developed to measure the five styles of managing conflict that
included; compromise, integration, avoidance, and oblige styles. Along with these were the addition of
other items to facilitate the matching of the cross-cultural nature of the study while evaluating the three
modes of accessing conflict management style namely help from third-party, negligence, and expression of
emotion. The negligence was instead denoted as aggressive to give a better representation of nature
regarding style. The participants responded to a Likert-type of a 5-point scale where 1=strongly disagree,
2=disagree, 3=neutral, 4=agree and 5=strongly agree. The reliability of every subscale in the perimeter of
conflict management style in the culture group was computed with the alphas of Cronbach ranging between
.72 and .91 as depicted in the table below.

Table 1: The Values of Cronbach alpha for Conflict Management Styles, Identity Scales and Self-

Construal.

Conflict Style and Identity Cronbach alpha
Integration .82
Compromise 74
Domination 74
Oblige .79
Avoidance .83
Emotional .80
Third-party .89
Aggressive .81
Ethnic identity .84
Independent Self-Construal 72
Interdependent self-Construal .87

In the second section of the questionnaire, the participants answered questions related to self-construal. In
this case, the participants responded using a Likert-type of 5-point scale with 1=strongly disagree and
S=strongly agree. The statements depicted in the questionnaire either supported interdependent self-
construal or independent self-construal. The Cronbach’s Alpha was also used for this case and depicted .87
for the interdependent self-construal and .77 for the independent self-construal.

For section 3 the participants provided a response for 6 items that quantified their ethnic identity in relation
to conflict management. It was and open-ended questionnaire that focused on the ethnic label of the
participants. The items in this section explored the ability of the individual to explore, and show
commitment to the culture of an individual. The reliability of this used for this scale was confirmed to have
a Cronbach’s alpha of .85. All the survey questions used the English language with participants
acknowledging the clarity of the items.

The first form of analysis included a summation of different measures such as means (M) and standard
deviation (SD). The relationship between conflict management styles (independent variables) and ethical
decision-making (dependent variable) was done using regression analysis and ANOVA (Analysis of
variance). The procedures in ANOVA provided the regression analysis for the multiple-dependent variables
that evaluated the influence of the various independent variables on the dependent variables. All the
analysis was done using the SPSS.
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The table 2 below illustrates the respondents’ characteristics in terms of demographics. Most of the
participants were Arabs (73.73%) with a little of them categorized under mixed origins (3. 81%).The
percentage of the males used in the study was 71.61% while that of females was 28.39% with most of the
participants (62.71%) falling between the age of 26 and 40 years. In regards to education, about 2.12% of
the participants were from high schools, 22.03% were undergraduates, 68.64% were masters and, 7.20%
were PhD. In terms of profession, most of the participants (42.8%) had been in the company under study
for less than 1 year with only 13.98% had stayed in the same company for over a decade.

Table 2: Participants' Demographics (N=236)

Characteristic N % (percentage)
Sex
Males 169 71.61
Females 67 28.39
Age Bracket
<25 3 1.72
Between 26 and 40 9148 62.71
Between 41 and 55 61 25.85
>55 24 10.17
Highest Education level
High school 5 2.12
Undergraduate 52 22.03
Masters 162 68.64s
Ph.D. 17 7.20
Managerial Experience
Less than 1 year 101 42.80
Between 1 and 3 years 67 28.40
Between 3 and 5 years 31 13.14
Between 6 and 10 years 4 1.70
More than 10 years 33 13.98
Ethnicity
Arab 174 73.73
Asian 6 2.54
African 29 12.29
White 18 7.63
Mixed 9 3.81
Other 0 0.00

RQ1: What is the main conflict management styles that Saudi Arabian managers use when making
decisions?

In answering this question, a descriptive analysis of data was used to show how managers employ different
conflict management styles in facilitating ethical decision-making. Descriptive statistics showed that the
main conflict management style in the ethical decision-making process is oblige (M = 3.55, SD = 1.073)
with a positive skew (1.151) and a negative kurtosis (-1.121). Compromise (M = 3.40, SD = 0.999),
integration (M = 3.35, SD = 1.035), accommodation (M = 3.32, SD = 1.264), and aggressiveness ranked
second, third, fourth, and fifth respectively as conflict management styles that managers employ in making
ethical decision-making.
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Table 3: Descriptive Statistics

N Mean Std. Variance Skewness Kurtosis
Deviation
Statistic  Statistic  Statistic Statistic ~ Statistic Std. Statistic Std.
Error Error
Accommodation 236 3.32 1.264 1.596 -.566 158 -.813 316
Aggressiveness 236 3.06 1.076 1.158 141 158 -.837 316
Avoidance 236 2.82 1.096 1.202 .183 158 -.574 316
Compromise 236 3.40 .999 .999 -.644 158 .023 316
Dominance 236 3.19 1.099 1.208 -.027 158 -1.103 316
Emotional 236 3.11 1.021 1.043 -223 158 -.862 316
Ethnicity 236 3.08 1.115 1.244 -.762 158 -.790 316
Integration 236 3.35 1.035 1.070 -.574 158 - 111 316
Oblige 236 3.55 1.073 1.151 117 158 -1.121 316
Third Party 236 3.26 .830 .688 -.163 158 -.709 316
Valid N (listwise) 236

Third party (M = 3.26, SD = 0.830), dominance (M = 3.19, SD = 1.099), emotional (M = 3.11, SD =
1.021), and ethnicity (M = 3.08, SD = 1.115) ranked sixth, seventh, eight, and ninth respectively as conflict
management styles that managers used in ethical decision making. Avoidance (M = 2.82, SD = 1.096) was
the least conflict management style employed by managers in ethical decision making.

RQ2: Is there a correlation between ethical identity and conflict management style used in decision-
making?

Correlation analyses was performed to indicate whether there was a significant relationship between ethical
identity and conflict management style in the process of ethical decision making (Table 4).
Accommodation conflict management style and ethnic identity had a very strong positive relationship (r =
0.947, p = 0.000). Aggressive conflict management style and ethnic identity also showed a very strong
positive relationship (r = 0.920, p = 0.000). The relationship between avoidance and ethnic identity was not
only positive but also very strong (r = 0.902, p = 0.000). Compromise and ethnic identity had a very strong
positive relationship (r = 0.922, p = 0.000) while dominance and ethnic identity had statistically significant
positive relationship (r = 0.939, p = 0.000). Emotional aspect of conflict management and ethnic identity
altogether had a very strong positive relationship (r = 0.934, p = 0.000). In similar manner, ethnicity (r =
0.922, p = 0.000), integration (r = 0.924, p = 0.000), oblige (r = 0.857, p = 0.000), and third party (r =
0.875, p = 0.000) had a very strong positive relationship with ethnic identity that is statistically significant
(p =0.000).

Table 4: Correlation between ethnic identity and conflict management style

Ethnic Identity

Pearson Correlation 947"

Accommodation Sig. (2-tailed) .000
N 236

Pearson Correlation 920"

Aggressiveness Sig. (2-tailed) .000
N 236

Pearson Correlation 902™

Avoidance Sig. (2-tailed) .000
N 236

Compromise P§arson (?orrelation 922™
Sig. (2-tailed) .000
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N 236
Pearson Correlation 939™
Dominance Sig. (2-tailed) .000
N 236
Pearson Correlation 934"
Emotional Sig. (2-tailed) .000
N 236
Pearson Correlation 922"
Ethnicity Sig. (2-tailed) .000
N 236
Pearson Correlation 924"
Integration Sig. (2-tailed) .000
N 236
Pearson Correlation 857"
Oblige Sig. (2-tailed) .000
N 236
Pearson Correlation 875"
Third Party Sig. (2-tailed) .000
N 236
Pearson Correlation 1
Ethical Identity Sig. (2-tailed)
N 236

RQ3: Can ethnic identity predict the conflict management styles that managers use?

The Table 5 below illustrates the strength of the relationship and the extent of influence of ethnic identity
on conflict management style. The regression analysis revealed that ethnic identity had a very strong
relationship with conflict management style (R = 0.963). R-square (R> = 0.963) showed that ethnic identity
explained 92.7% of the variation in the conflict management style among managers in the ethical decision-
making process.

Table 5: Model Summaryb

Model R R Square Adjusted R Square Std. Error of the
Estimate
1 963" 927 927 27227

a. Predictors: (Constant), Ethnic Identity
b. Dependent Variable: Conflict Management Style

An ANOVA table (Table 6) indicated the regression model employed in predicting the influence of ethnic
identity on conflict management style in the ethical decision-making process is statistically significant, F
(1,234) =2989.539, p = 0.000.

Table 6: ANOVA® (For predicting the influence of ethnic identity on conflict management style

Model Sum of Squares df Mean Square F Sig.
Regression 221.612 1 221.612 2989.539 .000°
1 Residual 17.346 234 .074
Total 238.958 235

a. Dependent Variable: Conflict Management Style
b. Predictors: (Constant), Ethnic Identity
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Table of coefficients (Table 7) was used to depict that ethnic identity was a statistically significant
predictor of conflict management style (t = 54.677p = 0.000). The regression equation showed that a unit
increase in ethnic identity resulted in 0.842 increases in conflict management style when other extraneous

variables remained constant.

Table 7: Coefficients®

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
| (Constant) 409 .054 7.531 .000
Ethnic Identity .842 .015 .963 54.677 .000

a. Dependent Variable: Conflict Management Style

The Regression Equation is that:
Conflict management = 0.842 ethnic identity + 0.409

The regression model showed that conflict management styles, namely, third party, avoidance, ethnicity,
oblige, dominance, compromise, emotional, accommodation, aggressiveness, and integration collectively
explain 94% of the variation in ethical decision-making among managers (R* = 0.940).

Table 8: Model Summary”

Model R R Square Adjusted R Square Std. Error of the
Estimate
1 .970° .940 937 264

a. Predictors: (Constant), Third Party, Avoidance, Ethnicity, Oblige, Dominance, Compromise,

Emotional, Accommodation, Aggressiveness, Integration
b. Dependent Variable: Ethical Decision-Making Process

The regression model was statistically significant in predicting the collective influence of the third party,
avoidance, ethnicity, oblige, dominance, compromise, emotional, accommodation, aggressiveness, and

integration on ethical decision-making, F (10,225) = 352.970, p = 0.000.

Table 9: ANOVA*

Model Sum of Squares Df Mean Square F Sig.
Regression 245.997 10 24.600 352.970 .000°
1 Residual 15.681 225 .070
Total 261.678 235

a. Dependent Variable: Ethical Decision-Making Process
b. Predictors: (Constant), Third Party, Avoidance, Ethnicity, Oblige, Dominance, Compromise,

Emotional, Accommodation, Aggressiveness, Integration

Coefficients table showed that some styles of conflict management were statistically significant predictors
while others were not statistically significant predictors. Aggressiveness, avoidance, compromise,
dominance, ethnicity, oblige, and third party were statistically significant predictors of ethical decision
making (p < 0.05). However, accommodation, emotional, and integration are statistically insignificant

predictors of ethical decision making (p > 0.05).
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Table 10: Coefficients®

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

(Constant) 508 .085 5.955 .000
Accommodation .032 .058 .038 551 582
Aggressiveness -.155 .067 -.158 -2.291 .023
Avoidance 275 .055 .286 5.022 .000
Compromise 412 .079 .390 5.208 .000
1 Dominance 134 .064 139 2.089 .038
Emotional -.045 .071 -.043 -.628 531
Ethnicity 134 .061 142 2.202 .029
Integration -.058 .083 -.057 -.706 481
Oblige .503 .049 S11 10.327 .000
Third Party -.304 .073 -.239 -4.157 .000

a. Dependent Variable: Ethical Decision-Making Process

The regression equation is that:

Ethical decision making = 0.032 accommodation — 0.155 aggressiveness + 0.275 avoidance + 0.412
compromise + 0.134 dominance — 0.045 emotional + 0.134 ethnicity — 0.058 integration + 0.503 oblige -
0.304 third party + 0.508. Correlation showed that ethical decision-making has a very strong positive
relationship with conflict management style, which is statistically significant (r = 0.948, p = 0.000).

Table 11: Correlations

Ethical Decision- Conflict Management
Making Process Style
. Ethical Decision-Making 1.000 948
Pearson Correlation Process
Conflict Management Style .948 1.000
Ethical Decision-Making 000
Sig. (1-tailed) Process ’
Conflict Management Style .000
Ethical Decision-Making 236 236
N Process
Conflict Management Style 236 236

The regression analysis indicated that conflict management style has a strong positive relationship with
ethical decision-making (R = 0.948). Moreover, R-square shows that conflict management style accounts
for 89.9% of the variation in ethical decision-making (R2 =0.898).

Table 12: Model Summary”

Model R R Square Adjusted R Square Std. Error of the
Estimate
1 .948* .899 .898 .337

a. Predictors: (Constant), Conflict Management Style
b. Dependent Variable: Ethical Decision-Making Process
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The regression model for predicting the influence of conflict management style on ethical decision-making
was statistically significant, F (1,234) = 2072.220, p = 0.000. This meant that the regression model was
statistically relevant in predicting the relationship between conflict management style and ethical decision-
making.

Table 13: ANOVA?

Model Sum of Squares df Mean Square F Sig.
Regression 235.127 1 235.127 2072.220 .000°
1 Residual 26.551 234 113
Total 261.678 235

a. Dependent Variable: Ethical Decision-Making Process
b. Predictors: (Constant), Conflict Management Style

The coefficients’ table below showed that conflict management style was a statistically significant predictor
of ethical decision-making among managers, t = 45.522, p = 0.000. The coefficients showed that a unit

increase in the conflict management style resulted in 0.992 increases in ethical decision-making.

Table 14: Coefficients®

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 430 .073 5.854 .000
1 Conflict
Management Style 992 .022 .948 45.522 .000

a. Dependent Variable: Ethical Decision-Making Process
Regression equation is that:

Ethical decision making = 0.992 conflict management style + 0.430
Discussion

From the results, the purpose of the study manifests in two folds that involve examining the conflict
management styles among the managers in Saudi Arabia and exploring the impact of conflict management
style on ethical decision-making. The unmanaged conflict has chronic negative effects on organizational
performance. The ability to manage conflict using the conflict management styles is still a challenge in the
daily decision-making process and is influenced by both the environment and the individual.

The results of this study showed that managers tend to use oblige form of conflict management style which
is win-lose approach although there were other modes almost in the same line with it such as
compromising, integration, and third party. These results were in the same line with the findings of
Moisoglou et al., (2014). These researchers ranked conflict management styles beginning with oblige,
accommodation, all the way down to competition. However, these findings contradicted those of
Bankovskaya (2012) who revealed collaboration as the most popular strategy used but concurred with her
studies that avoidance is the least used style.

The main point of concern is that the findings of the study supported the theory of Drucker (1960) that
effective management styles serve as the principle of goal-oriented decision-making. The philosophy of
managerial practices comprises several practices that can influence the process of decision-making
(Toubiana & Yair, 2012). Managerial practices may at times involve going against the will of the workers
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to realize a particular goal. Nevertheless, every practice should remain true to the ethical standards of the
organization since lack of proper management as Johansen (2012) describes can always lead to conflict and
insubordination of employees.

Ethnic identity was another aspect considered in the study and how it impacts ethical decision-making
through conflict. To a significant level of over 92%, it was showed that ethnic identity impacted conflict
management style which in the overall influenced the ability to indulge in ethical decision-making.
Different ethnic groups perceive different interpretations regarding the attitude of the other person and
cultural behaviour leading to the easy eruption of conflict in case of misunderstanding. The positive
correlation found out in this study agreed with the findings of Wang (2015) found out that there is
importance in considering the ethnic identity of an individual to manage conflict.

Conclusions and Recommendations

The first limitation of the study was the domination of male participants. Women in the Arabian countries
have limited liberty to research and even if they were included, it was still hard to have a representative
sample.

Secondly, conclusions were derived from the responses that the participants gave rather than studying their
actual behaviours. Individual opinions could be a way of providing information regarding conflict
management styles but there is no guarantee that such opinions match behaviour. It is therefore important
to study communication patterns in groups particularly in Saudi Arabia where language seems to live
independently and people barely use it as a way of expressing true feelings and observations.

Based on the findings it can be concluded that the study forms a crucial exploratory step towards
understanding the various conflict management styles and how they impact ethical decision-making
process among Saudi Arabians. The current study extends the findings of a previous research that
managing conflicts effectively can lead to good relations in the workplace and enhance ethical decision-
making. However, it adds to the notion of ethnic identity and how it relates to conflict management styles
under the umbrella of decision-making. The study also calls for more research regarding how
communication is executed in Arabian countries as there is a negative stereotyping towards Arabs.
Hopefully enough, the study has provided some baseline foundation for the continued research in conflict
management styles and how they influence decision-making from the perception of ethics in Saudi Arabia.
In the context of the research’s findings, it is worth recommending the need for designing and enforcing
and educational program that can teach managers different conflict management styles and how they can be
well managed to come up with an ethical decision. Along with this is the need to note that there is a need
for Arabian researchers to include more women in their studies to balance the views of both gender in
findings.

The future research should address the need for including women in studies as perfect representative
samples by following the examples from Jordan, and Morocco. Also, future studies should focus on the
ways of including conflict management styles in the current Arabian education system so that upcoming
managers can get nourished with the skills in the right time.
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Abstract

Organizational culture and job satisfaction are the very critical factor for any university. The purpose of the study
was to find out prevailing organizational culture among the faculty members of the Universities and between
Public and Private Universities, to understand the correlation between Organization culture and Job satisfaction
and to suggests the remedies for improving the organizational culture and job satisfaction The present study was
conducted on 368 faculty members of Indian private and government universities randomly drawn using
questionnaire method. The results obtained indicates that the faculty members of both private and government
universities were experiencing moderate level of OCTAPACE culture and also moderate level of job satisfaction
and dominant culture components includes Openness and Risk taking, Confrontation, Pro-action, Collaboration
and Experimentation. No differences were found between male and female faculty members on the dimensions of
job satisfaction and organizational culture. It was further explored and found that there is significant positive
correlation exists between organizational culture and job satisfaction.

Keywords: Openness and Risk Taking, Trust, Autonomy, Organizational Culture, Job Satisfaction
1. Introduction
1.1 Job Satisfaction

The job satisfaction of employees occupies the important place in the list of main concerns of human resource
management department. The reason of this importance is twofold. On one side it helps in retaining the
employees and on the other side it raises their performance level. The term ‘job satisfaction’ is quite frequently
used for individual attitudes towards the specific aspects of total work situation. Since the time when the
occupation of individuals became a socially significant phenomenon, social scientists focused their attention on
the problem of job satisfaction. According to Hoppock (1935) job satisfaction is “any combination of
psychological, physiological, and environmental circumstances that causes a person to say, “I am satisfied with
my job.” Schneider et al. (1975) defined job satisfaction “as a personal evaluation of conditions present in the job
or outcomes that arise as a result of having job”.

Further, they explain that job satisfaction has to do with individual’ s perceptions and evaluation of his job and
this perception is influenced by the person“s unique circumstances like needs, values and expectations. Locke
(1976) defines job satisfaction as “a pleasurable or positive emotional state resulting from the appraisal of one“s
job or job experience”. Kerego and Muthupha (1997) described job satisfaction as feelings of employees about the
environmental factors. Ivancevich et al. (1997) stated that job satisfaction is something due to which a worker
feels that how well he/she is in an organization. Researchers link job satisfaction with many factors e.g. fairness
of rewards, growth opportunities, participation in decision making, supervisory support and compensation etc.
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A large number of researchers, however, link job satisfaction with organizational culture e.g. Jiang and Klein
(2000), Chang and Lee (2007), and Mansoor and Tayib (2010) etc. A dissatisfied teacher cannot produce healthy
and satisfied minds. Robbins (2001) suggested that at the organizational level, organizations with more satisfied
employees tend to be more effective than organizations with less satisfied employees. In another research study
the researcher noted that satisfied employees tend to be more productive, creative, and committed to their
employers. Bhatti and Qureshi (2007) noted that job satisfaction leads to productivity through bringing high
quality motivation and through enhancing working capabilities of employees.

1.2 Organization Culture:

According to John (1992), “Organizational culture has received extraordinary attention ever since the concept was
proposed by American scholars in 1980’s. By contrast with the management practice in Japanese companies, the
concept of organizational culture was proposed and related theories were developed. The academia and
managerial practitioners have reached the consensus that organizational culture is the core competency for an
organization. It will impact effectiveness or performance of the individuals, the groups and the whole
organization. There is no single definition for organizational culture. The topic has been studied from a variety of
perspectives ranging from disciplines such as anthropology and sociology, to the applied disciplines of
organizational behaviour, management science, and organizational commitment. The following definitions are
views of authors from the applied sciences.

Disciplines and are more relevant to the scope of this research document. Afterwards, the publication of
Organizational Climate and Culture, Schneider (1990) provided a thoughtful analysis and integration of the
development of organizational culture theory and research. A decade after Pettigrew (1979) first introduced the
concept of organizational culture to the literature, his conclusions in that book were, "The most serious cause for
concern is the lack of empirical study of organization culture in the 1980's" Pettigrew, (1990). This article reports
the results of such an empirical study examining an important cultural effect thought to influence organizations'
productivity. Robbins (2003) postulated that culture, as a concept, has had a long and chequered history. In the
last decade, it has been used by some organizational researchers and managers to indicate the climate and
practices that organizations develop around their handling of people or to refer to the espoused values and credo
of an organization. Schein (1999) defined culture as a pattern of shared basic assumptions that the group learned
as it solved problems of external adaptation and internal integration that has worked well enough to be considered
valid and, therefore, to be taught to new members as the correct way to perceive, think, and feel in relation to
those problems. Mullins (1999) defined organizational culture as the collection of traditions, values, beliefs,
policies, and attitudes that constitute a pervasive context for everything one does and thinks in an organization.
Aswathappa (2003) referred to culture as a complex whole which includes knowledge, belief, art, morals, law,
custom, and other capabilities and habits acquired by man in a society. The OCTAPACE culture is characterized
by the occurrence of openness, confrontation, trust, authenticity, pro-activity, autonomy, collaboration and

experimentation, it deals with the extent to which these values are promoted in the organization (Pareek& Rao
1983).

Openness & Risk Taking: Employees feel free to express their ideas and the organization is willing to take risks
and to experiment with new ideas and new ways of doing things.

Confrontation: Employees face the problems and work jointly with others concerned to find its solution. They
face the issues openly without hiding them or avoiding them for fear of hurting each other.

Trust: The employees department and groups trust each other and can be relied upon to ‘do’ whatever they say
they will do.

Authenticity: Authenticity is the value underlying trust. It is the willingness of a person to acknowledge the
feelings he/she has, and to accept him/her as well as others who relate to him/her as persons.

Pro-action: Employees are action — oriented, willing to take initiative and to show a high degree of pro-activity.
They anticipate the issues and act or respond to the needs of the future.

Autonomy: Autonomy is the willingness to use power without fear, and helping others to do the same.
Employees have some freedom to act independently within the boundaries imposed by their role/job
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Collaboration: Collaboration involves working together and using one another’s strength for a common cause.
Individuals, instead of solving their problems by themselves, share their concerns with one another and prepare
strategies, work out plans of action, and implement them together.

Experimentation: Experimentation as a value emphasizes the importance given to innovation and trying out new
ways of dealing with the problems in the organization.

2. Literature Review:

Zafar, S. & Vikramjeet, (2017) conducted a study on 526 faculty members of Public and Private higher
educational institutions of India and reported moderate level of job satisfaction among them they also found that
private educational institutions faculty members were more satisfied than their government higher educational
counterparts.

Behzadi et al. (2012) found no significant relationship between organization culture & job satisfaction among
physical education office staff of Mazandaran Province.

Khalid et. al. (2012) conducted a study on 108 faculty members to investigate the relationship between various
facets of job satisfaction among university academicians in Punjab Province, Pakistan. Results of the study
indicated that a pay differential does exist between private and public universities in Pakistan. Academicians in
private sector universities were more satisfied with their pay, supervision, and promotional opportunities than the
academicians of public university. On the other hand, academicians in public sector universities were found more
satisfied with co-worker’s behavior and job security.

Sabri et al (2011) conducted a research on 347 teachers to determine the effect of organizational culture on job
satisfaction level of teachers of public and private sector higher education institutes and universities of Lahore
which is second largest city of Pakistan and a hub of higher education. Supportive organizational culture may
raise the level of job satisfaction of teachers and satisfied teachers may produce healthy, satisfied and creative
minds. Empirical findings show that organizational culture is categorized into two components i.e. organizational
culture related to managers and leaders (OCM) and organizational culture related to employees (OCE). In this
study effect of both kinds of culture on job satisfaction is positive and significant.

Tsai (2011) studied 200 hospital nurses in Taiwan to find out Job satisfaction, organization Culture and leadership
behavior among them. He found that there is positive significant relationship between organization culture and
job satisfaction. He further found that job satisfaction level among nurses is high and they endorse the culture as
positive.

Mansoor and Tayib (2010) in their study on indirect tax administration in Malaysia observed strong positive
impact of organizational culture on the job satisfaction.

Bake and Nalla (2009) studied the relationship between organizational culture and job satisfaction among police
officers working in various cities in two Midwestern states in United States . Data for the study was gathered from
669 respondents in five medium and large sized police organizations in two adjacent Midwestern States. More
specifically, police officers' (supervisors and non-supervisors) perceptions about organizational factors of job
satisfaction was examined and suggested that organizational characteristics are better predictors of job satisfaction
than individual factors.

Aoms and Weathington (2008) in their study on teaching Fraternity of University of Tennessee at Chattanooga
argued that the organization with strong and suitable culture positively affects not only the satisfaction of the
employees but also the job commitment of the employees with the organization.

Chang and Lee (2007) in their research on business professionals in Taiwan emphasized over the group oriented
culture in the organization for raising the employees” job satisfaction. However, they find a positive relationship
between the culture of the organization and job satisfaction.

Chang and Lee (2007) in their research on business professionals in Taiwan emphasized over the group oriented
culture in the organization for raising the employees” job satisfaction. However, they find a positive relationship
between the culture of the organization and job satisfaction.
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Lund (2003) made an empirical study of the impact of organizational culture types on job satisfaction in a survey
of employed and contracted physicians in the American firms and found that “managing” organizational culture is
an important building block for reinforcing positive physician attitudes and preferences which ultimately leads to
their overall satisfaction.

Jiang and Klein (2000) in their research on 500 randomly selected Information system personnel from the roster
of the American Institute for Technology Professionals (AITP) in the United States argued that supportive culture
of the organization increases the satisfaction level of the employees and decreases the turnover ratios from the
organization.

2.1 Objective of the Study

To compare the prevailing organizational culture between public and private Universities
To compare the level of Job satisfaction between Public and Private Universities

To understand the correlation between Organization culture and Job satisfaction

To suggests the remedies for improving the organizational culture and job satisfaction

3. Research Methodology
3.1 Sample

Faculty Members of various Public & Private Universities of India with more than two years of experience were
used as a subject. The questionnaire was distributed among 410 faculty members in various public and private
universities but only 385 filled responses were returned. After scrutiny of the filled questionnaire, 368 of them
were used for the proposed study.

3.2 Procedure:

Faculty Members working in various public and private universities of India were selected as a sample keeping in
mind the availability of the data, cost and distance for the data collection. Only faculties with more than two years
of experience were taken in to consideration. The data were collected using survey method. Each of the
respondents was contacted by the Researcher and the data was collected through questionnaire. They were asked
to fill the questionnaire after going through carefully the given instructions on each scale separately. They were
also assured of confidentiality of their responses.

3.3 Tools Used:

Organizational Culture: Parsec and Rao (1983) developed OCTAPACE profile consisting of 40 items
instrument that gives the profile of organizational ethos in 8 values, were used in the study. The total value of an
individual will vary between 40 — 200.

Job Satisfaction Scale: Scale on Job Satisfaction developed by Singh (1989) was used in the study. This
questionnaire consists of 20 items that measures the degree of job satisfaction. Each item was rated on five point
rating scale ranging from highly satisfied to highly dissatisfied with a weighted score of 5 to 1, the total score of
an individual varies from 20-100.

3.4 Analysis Of The Data:

The collected data were tabulated as per the research design to meet out the objectives of the study and suitable
statistical tools like Mean, Median, S.D., Correlation, t-test etc. were applied using SPSS 18.00 software.

3.5 Result And Discussion:

The present study was an exploratory research and mainly concerned to explore the kind and types of
organizational culture, and job satisfaction among the Faculty Members of Public and Private Universities.
Further efforts were made to find out the nature and relationship with the variables under investigation and
demographic characteristics like gender and qualification etc. Based on the outcome of the statistical analysis, the
obtained result was discussed in the light of literature review and other novel findings.

174



(CBA) International Journals

International Journal of Business and Social Science Vol. 8, No. 3; March 2017

4. Results and Discussion

Table 1: Showing Mean, SD and T Value on the dimensions of Organizational Culture and Job Satisfaction
among Faculty Members of Private and Government Universities.

DIMENSIONS MEAN SD MEAN SD T Value

(Private University) (Government University)

N-229 N-139
Openness & Risk Taking | 14.65 246 | 14.25 2770 | 1.42
Confrontation 14.38 2.49 | 14.01 243 | 1.44
Trust 13.32 2.56 | 13.39 222 | .29
Authenticity 12.43 2.76 | 12.75 2.66 | 1.10
Pro- Action 15.34 248 | 14.08 2.79 | 4.37*
Autonomy 12.96 1.86 | 13.37 2.11 | 1.88
Collaboration 13.68 221 | 13.25 2.57 | 1.63
Experimentation 13.97 2.50 | 13.27 2.35 | 2.70**
Total OC 110.64 13.81 | 106.78 13.57 | 2.62**
Job Satisfaction 68.53 12.84 | 64.38 19.28 | 2.25%*

It is evident from the Table 1 that faculty members of both type of Institutions are scoring high in the dimensions
of Openness & Risk Taking, Confrontation & Proactively dimension Respectively Whereas the scores on
dimensions Experimentation & Collaboration are High in case of Public/ Government Universities. In all other
dimensions i.e Trust, Authenticity & Autonomy, the mean scores were found to be low for both the type of
institutions. But if we compare both type of Institutions, The faculty members teaching in Private Universities
were shown scoring high in Openness & Confrontation dimension. But the mean score in case of Pro activity
dimension is very high for Private universities. This is possibly because Pro action dimension which means the
level to which employees take initiative and are action oriented. The Private Institutions are known for their
strategies & preparedness for facing allanticipated challenges. They keep on introducing new courses, conducting
FDP’s , Training & Placement activities for their students , establishing admission offices at various places and
sending Faculty members on duty there months before the actual admission dates and preparing the teaching
modules etc. accordingly. This High proactivity score also favours the opening up of many Private Universities in
India which started up as small Institutions few years back. This shows that only those Institutions who are action
oriented & will take new Initiatives, shall survive in future.

Openness i.e the extent to which an organization allows employees to express their opinions, ideas, feelings, and
conducting new activities is found slightly more in Private Universities. The Public Universities have also scored
high in this dimension which indicates that the faculty members can express their ideas without any fear of losing
their jobs or any type of scolding by the management of the university. The main reason behind such
expressiveness could be their Job Security, Financial stability & less Pressure. The faculty teaching in Public
universities also scored high in Confrontation dimension i.e the level to which employees are empowered to take
up challenges, solve problems, and confront similar situations. The Public University Faculty scored high in
Collaboration & experimentation dimension which shows that in Public Universities faculty can work together
supporting the principle of Espirit de Corps. These findings again reveal that a faculty member teaching in Public
University feel more confident while taking up new initiatives. Such initiatives could be related to conducting
university youth festivals, worker’s participation in management decision-making , taking students on tours, field
trips, excursions , confronting management or Government on issues of salary hike, working conditions, research
grants etc. This result supports the findings of Bhalla and Nazneen (2013) in OCTAPACE study of retail
employees in India, in which they found that the most dominant components of culture were confrontation,
openness, experimentation, and pro-action. Also, Srimannarayana (2008) in their study reached to a conclusion
that manufacturing sector scored a higher rank as compared to Service & IT sectors while measuring on
OCTAPACE culture.

It is also clear from the Table that significant difference of Means were found on organizational culture and
private institutions faculty members were shown experiencing better organizational culture than government
institutions faculty members. Significant differences of means were also found on the dimensions of pro-action
and experimentation and private institutions faculty members were shown experiencing high level of culture.
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Significant difference of mean were also found on Job satisfaction dimension and surprisingly faculty members
of private university institutions were shown high level of job satisfaction than their government institutions
counterparts. During the interaction with the faculty members of the private institutions it was observed that
majority of the faculty members working in the private institutions belongs to the same or nearby town and not
willing to move to distant place where they may get better salary and work environment. Being local can be one
of the biggest reasons of higher JS among faculty members as compared to JS of Public University faculty. When
someone gets Federal/ Government Job in present era, due to multiple lifelong benefits, One doesn’t hesitate to
move at faraway place with family because Government Job & Benefits related to this kind of Job are very
lucrative in nature. These findings match with study findings of a study conducted by Nazneen & Singh (2014) in
which they found JS level of faculty teaching in Private Institutions on a bit higher side as compared to faculty
teaching in Private Institution of U.P.

Table 2: Showing Mean, SD and T Value on the dimensions of Organizational Culture and Job Satisfaction
among Male and Female Faculty Members

DIMENSIONS MEAN SD MEAN SD T Value
(Male)N-174 (Female)N-194
Openness & Risk Taking 14.57 2.38 | 14.44 271 | .45
Confrontation 14.49 2.31 | 14.01 2.59 | 1.87
Trust 13.65 2.21 | 13.08 2.59 | 2.26**
Authenticity 12.86 2.73 | 12.27 2.70 | 2.05**
Pro- Action 14.94 2.63 | 14.80 2.71 | .49
Autonomy 13.17 1.92 ] 13.06 2.01 |.53
Collaboration 13.52 2.37 | 13.68 235 .02
Experimentation 13.68 2.67 | 13.73 2.26 | .20
Total OC 110.41 13.19 | 108.09 14.32 | 1.61
Job Satisfaction 67.37 16.01 | 66.59 15.44 | .48

It is clear from the Table 2 that both Male and Female faculty members have shown moderate level of
organizational culture and job satisfaction. Authenticity, Autonomy and Trust were perceived by male and female
faculty at low level. And the significant difference of means were found on the dimension of Trust and
Authenticity and Male faculty members perceiving Trust and Authenticity greater than the female counterparts
inspite of the fact that it is perceived as poor. No significant difference of means was found between Male and
Female faculty members and the level remains moderate.

Table 3: Showing Mean, SD and T Value on the Dimensions of OC and Job Satisfaction Among Ph.D. and
Non Ph.D. Faculty Members.

DIMENSIONS MEAN | SD MEAN SD T Value

(Ph.D) (Non-Ph.D)

N-126 N-242
Openness & Risk Taking | 14.71 | 2.55 | 14.39 2.56 | 1.13
Confrontation 1443 | 2.41 | 14.14 2.50 | 1.07
Trust 13.60 | 2.28 | 13.21 2.50 | 1.50
Authenticity 13.02 | 2.59 | 1231 2.76 | 2.43**
Pro- Action 14.71 [2.73 |14.94 2.64 | 0.77
Autonomy 13.80 | 1.79 |12.76 1.96 | 5.09*
Collaboration 13.71 |2.44 | 13.42 2.31 | 1.09
Experimentation 13.68 |2.32 | 13.72 2.54 |0.15
Total OC 109.75 | 14.73 | 108.89 13.64 | 0.55
Job Satisfaction 72.53 | 11.87 | 64.06 16.65 | 5.07*

If we look in to the Table 3 Faculty members with Ph.D. and Non Ph.D, degree were perceived moderate level of
organizational culture. Openness and Risk Taking, Proaction and Confrontation were found to be high in the case
of both Ph.D. degree and non Ph.D. degree holder faculty members. The significant difference of means were
found on the dimension Authenticity and Autonomy and Ph.D. degree holder faculty members have shown
higher level of perception of culture on these dimensions.
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It was found that Ph.D. degree holder faculty members were shown moderately high level of job satisfaction
while non Ph.D. degree holder faculty members shown moderate level of job Satisfaction. The difference between
both the mean wer found to be significant at .01 level of significance. It was observed that faculty members
working in the Universities with Ph.D degree were enjoying more salary and increments as per UGC/AICTE
rules and were busy in research activities because they were given Ph.D. scholars and hence their need of
research was being fulfilled . Their load of teaching and administrative tasks was lesser as they were justifying
their salaries being a guide to research scholars. On the other side, the faculties without Ph.D. degree were under
pressure of management, overburdened with lot of unnecessary committees and though most of them were also
registered for Ph.D. degrees but not getting enough time to pursue their research. . Thus the faculty members with
Ph.D. degree were showing Higher level of Job satisfaction as compared to faculty members without Ph.D.
degree.. This finding supported the research conducted by Nazneen and Singh (2014).

Table 4: Showing Correlation Between Organizational Culture and Job Satisfaction Dimensions among
the Faculty Members.

VAR. | JS [0) C T A P A C E TOT OC
JS 1.000 .243* 209% | .233* | .123 | .189 | .239* |.260* | .131 | .244*

*: Significant at .01 level of significance

It is clear from the Table 4 that Job satisfaction were found to be positively and significantly correlated with the
organizational culture components like openness and risk taking, confrontation, trust, autonomy and
confrontation. Over all organizational culture and job satisfaction were found to be correlated significantly with
job satisfaction means if the level of perception about the organizational culture will go up the level of job
satisfaction of the faculty members of the universities will also go up.

4.1 Conclusion and Suggestions

On the basis of the above results and discussions it was concluded that the faculty members of Private As well As
Government University were experiencing Moderate level of Job satisfaction and Organizational Culture.
Significant differences of means were observed on the Pro-action and Experimentation and faculty members of
private university were experiencing higher organizational culture than their government university counterparts.
Significant differences were also observed between private and public university faculty and private university
faculty were shown high level of job satisfaction. No differences were observed on the dimension of
organizational culture and job satisfaction and both Male and Female faculty were shown moderate level of
satisfaction with job and culture. No significant difference of means were observed between Ph.D. degree holder
and Non Ph.D. degree holder faculty members and on organizational culture but significant differences were
found on the dimension of job satisfaction level and faculty members with Ph.D. degree were having high
satisfaction than non Ph.D. faculty members. Positive correlation were found between organizational culture and
job satisfaction means if the level of perception of organizational culture will go up the level of job satisfaction
will also go up.

Based on the above results it is suggested that to develop better organizational culture in universities, it is the
responsibility of the top leadership to explore the missing OCTAPACE factors and try to implement positive
policies and practices with the help of OD Interventions as well as OD practitioners. Job satisfaction level was
found to be moderate. To increase the level of job satisfaction amongst university faculty a more comprehensive
study including
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Abstract

A sound HRM system can be generated through the effective HRM practices. HRM practices refer to all
activities that are directed towards the management of human resources and the employment of the resources for
fulfillment of desired organizational objectives. Job satisfaction “as summation of employees feelings in four
important areas namely, job, management, personal adjustment and social relations”. The present study was
conducted on 526 faculty members randomly drawn of Government and Private affiliated higher educational
institutions of India using questionnaire method. The results indicates that faculty member of government higher
educational institutes has a moderate level of satisfaction with the overall HRM practices. Employees were more
satisfied with training, teamwork and employee participation and satisfied to small extent with performance
appraisal and compensations. The study also revealed that there is no significant difference between the
government and private educational institution’s faculty scores on all HRM practices. A significant positive
correlation has been obtained among the job satisfaction with the dimensions of the human resources
management in both government and private higher educational institution’s faculty members.

Keywords: HRM practices, job satisfaction, training & development, higher educational institutions,
performance appraisal, compensation

1. Introduction

Growth of the developing countries has been significantly positively correlated with the human capital, where
educational institutions play an important role to build capable and educated societies. People of the nation write
the success story of any country and education is only the success mantra to make the people ready to face the
challenges of upcoming future expectation. In this current era of modernization where technology is challenge
for technology itself, it is important to satisfy the needs of our employee to enhance organizational performance.
To serve this purpose, organizations are focusing on work related behavior which is more critical for individual
as well as organizational success. HRM practices are the approaches by which organization can enhance the job
satisfaction among the employees. Present study is an attempt to understand the level of HRM practices and how
these practices effect the job satisfaction among the faculty members of the public and private educational
institutions.

1.1 Human Resource Management Practices

Managing people is much more difficult than managing other resources, where HRM plays a crucial role to
bridge organizational and employee’s expectations. HRM is composed of the policies, practices, and systems that
influence employees’ behavior, attitude, and performance. An effective HRM system can be generated through
the effectual HRM practices. It refers to all activities that are directed towards the management of human
resources and the employment of the resources for fulfillment of desired organizational objectives (Schuler &
Jackson 1987). Koch and McGrath (1996) explored HRM practices to improve employee’s commitment,
employee’s competency and creativity leads towards the attainment of organization objectives. Researchers
identify different type of HRM practices in different sectors. Each researcher has their own view to
implementation of practices as per the requirement. The applicability of practices depends upon the level of
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employees; organization; industry and the culture. As Pfeffer (1994) initially, identified the following seven
practices employment security, selective hiring, self-managed teams/team working, high compensation
contingent on organizational performance, extensive training reduction in status difference and sharing
information. Further, Redman and Matthews (1998) identify six HRM practices especially to service
organizations to support quality strategies, i.e. Recruitment and selection, extensive remuneration systems, team
working and flexible job design, training and learning, employee involvement and performance appraisals.
Huselid (1995) studied eleven practices that are personnel selection, performance appraisal, incentive
compensation, job design, empower of decision, information sharing, attitude assessment, labour management
participation, recruitment efforts, employee training and promotion criteria.

1.2 Training and Development

According to Flippo, “Training is the act of increasing the knowledge and skills of an employee for doing a
particular job”. Training involves enhancing and imparting the basic skills that are usually important to perform
a specific job in the organization. The basic purpose of training is make employees more productive. It is a
formal and systematic process of change in the behavior through learning, resulted from the series of educational
programs, instruction modules and planned exercises (Armstrong 2001).

1.3 Team Work

A team is a group of people working together towards a common goal. Teams are characterized as “a set of two
or more people dynamically, interdependently, and adaptively working towards the achievement of common and
valued goal/objective/mission”, Salas et al. (1992). Tambe (1997), characterized team behavior as a process of
sharing the goals they want to achieve, sharing knowledge, intention to execute the plan, sharing their
capabilities and to monitor their own progress towards the team goal. Thus, team can be defined as a group of
individual’s integrated functioning towards common mission or goal.

1.4 Performance Appraisal

According to Flippo, “Performance Appraisal is the systematic, periodic and an impartial rating of an employee’s
excellence in matters pertaining to his present job and his potential for a better job.” Performance Appraisal
includes, evaluating the employee’s performance in their jobs and comparing it with the standards, and further
communicating the feedback to the employees. Armstrong (2001) defined as “a strategic approach to delivering
sustained success to organisations by improving the performance of people who work in them and developing the
capabilities of teams and individual contributors”

1.5 Compensation

Employee compensation is another major HRM practice to improve job satisfaction among the employees of an
organization. Compensations policies and motivating reward system of an organization can influence the
behavior of the employees and treated as indicators of the organization attitude and concern for employees.
Luthans (1998) explain compensation not only to attain basic requirement of the employees, but are also helpful
to fulfilling the higher level needs. Once a level of needs achieved next level of needs motivate people to achieve
higher level of needs. Therefore compensation is considered as most significant variables for job satisfaction.

1.6 Employee Participation

Poole and Jenkins (1997) projected basic principles to achieve superior employee involvement in the
organization. Employee participation with the help of work councils, management support to employee
participation in work and decision making, trade unions, collective bargaining and to provide equal opportunities
for employees to present views on development initiatives and other major issues. Employee participation
improves the understanding of the objective of the organization and the strategies to achieve efficiently. Meyer
and Allen (1991) found that employee participation in work and decision making is a significant positive
predictor of job satisfaction and organizational commitment.

1.6 Job Satisfaction

Job satisfaction is frequently used as expressing individual attitude towards a specific job. Social scientists have
shown a wide interest to find out the consequences and outcome of job satisfaction. Hence the dynamic nature of
the job satisfaction attracted so many researcher and theorist for a sophisticated measurement and theoretical
improvement pertaining to job satisfaction. Locke (1976) defined job satisfaction as “a pleasurable or positive
emotional state resulting from an appraisal of one’s job or job experiences”. These are the positive responses to
specific aspects of the job and play an important role in improving performance and enhancing employee
commitment. Hop Pock (1995) defined employee satisfaction as “any combination of psychological,
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physiological and environmental circumstances that causes the person truthfully to say I am satisfied with my
job”. Based on such conceptualization, Hulin and Judge (2003) explained job satisfaction as cognitive, affective
and behavioral responses to an individual’s job.

2. Review of Literature

Teachers are the back bone of any nation and play an important role in the nation building. Higher and technical
education is a big challenge for the policy makers, thus it is important to have competent and effective teaching
system. Thus, success and effectiveness of teaching system is depends upon the quality of its teachers. In this
changing scenario of education, it will be interesting to bring out the relationship between HRM practices and
job satisfaction.

Numbers of studies suggest that HRM practices have a significant influence on the job satisfaction. Nayak and
Nayak (2014) conducted a research on 234 teachers, found that HRM practices like supervision, employee
relationship, remuneration growth opportunities and work itself promotion have a significant impact on
employee job satisfaction. Hinai and Bajracharya (2014) found in his study that remuneration and development,
management support, students, colleagues, workload, and status of job were positively associated with job
satisfaction. Work load was the most strongly associated with job satisfaction followed by the perception about
colleagues, status of job, management support, and remuneration and development. Khan et al. (2012) found that
male faculty members of the university are more satisfied than the female faculty member. HRM practices that
are offered by the universities do not satisfy male and female equally. Female teachers are found more satisfied
with HR practices than the male faculty members of universities. While comparing public and private
universities it is found that faculty member of government universities teachers are more satisfied than private
universities. It was also found that there was a direct relationship with the tenure of experience and job
satisfaction.

Khalid et. al. (2012) conducted a study on 108 faculty members to investigate the relationship between various
facets of job satisfaction among university academicians in Punjab Province, Pakistan. Results of the study
indicated that a pay differential does exist between private and public universities in Pakistan. Academicians in
private sector universities were more satisfied with their pay, supervision, and promotional opportunities than the
academicians of public university. On the other hand, academicians in public sector universities were found
more satisfied with co-worker’s behavior and job security. Adeel et.al.(2011) investigated the influence of HR
practices (compensation practices, employee performance evaluation practices, promotion practices,
empowerment practices) in universities on job satisfaction. Result of study described that the teachers were
satisfied with job itself, compensation practice and empowerment practice, whereas dissatisfied with promotion
practice and performance evaluation practices. Teacher satisfaction is not predicted by these set of HR practices
so there are some other factor which effect satisfaction.

The study conducted by Ch*ng et al, (2010) shows that management support, salary and promotion opportunities
are significant in determining the Job Satisfaction level of College Teachers. Singh (2012) asserted that there is a
significant difference in Job Satisfaction among college teachers with regard to gender in self financing
institutions. Santhapparaj and Alam (2005) examined the relationships between pay, promotion, fringe benefits,
working condition, support of research, support of teaching, gender and job satisfaction of 173 academic staff in
private universities in Malaysia. The results indicated that pay, promotion, working condition and support of
research have positive and significant effect on job satisfaction. On the other hand fringe benefits and support of
teaching have negative effect. Romle (2006) conducted a study on Assistant Registrars working public
institutions of higher studies in northern region of Malaysia to find out the relationship of management practices
and job satisfaction. It was observed in the results those assistant registrars are satisfied with the HRM practices
and have a positive influence on job satisfaction.

Chen et al., (2006) measured the job satisfaction of the 248 teachers in private university in China on the
satisfaction determinants, namely organisation vision, respect, result feedback and motivation, management
system, pay and benefits, and work environment. The analytical results showed that higher education employees
focus on high salaries and fair promotion systems. Investigations of the job satisfaction of college teachers in
Europe and America have produced similar results. Sseganga & Garrett (2005) measured the job satisfaction of
academicians among the universities of Uganda by using nine general element of their work comprising research,
teaching, remuneration, governance, opportunities for promotion, supervision, working environment co-worker’s
behavior and the job in general.
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2.1 Objective of the Study

1. To study the level of human resource management practices and job satisfaction among the faculty
members in the private and public educational institutions.

2. To examine the impact of human resource management practices on job satisfaction.
3. Research Methodology

The Investigator decided not to formulate any Hypothesis rather make the study as Exploratory in nature and
hence concentrated on objective of the study.

As per the requirement of the research objectives, faculty members from government and self financed
educational institutes with more than two years of experiences were used as population. The study was
conducted on a sample of 546 faculty members out of which 341 faculty members were from self financed and
205 faculty members were from government educational institutes. But 20 questionnaires were rejected because
of various reasons and at last 526 samples were used for the study.

Table 1. Frequency of respondent’s type of institution

Type of Institute Frequency
Government Educational Institute 194
Self Financed Institute 332
Total 526

Table 2. Biographical characteristics of the respondents

Government Educational ~ Self Financed Educational Government Educational ~ Self Financed Educational

Institutions Institutions Institutions Institutions

Male Faculty Female Male Faculty Female Low high Low high

Members Faculty Members Faculty Experienced Experienced Experienced Experienced
Members Members

118 76 176 156 78 116 193 139

Faculty member with more than two years of experiences were taken in to consideration. The data were collected
using survey method. Each of the respondents was personally contacted and the data was collected through
questionnaire. A purposive random sampling were used to collect the data. Respondents were also provided with
detailed instructions as to how the questionnaires were to be completed and returned. The rationale behind
providing clear instructions and assuring confidentiality of information is based on the fact that this significantly
reduces the likelihood of obtaining biased responses.

Qureshi, and Ramay (2006) scale comprised of 25 items, which contained questions on training, team work,
performance appraisal, compensation, and employee participation was used to measure HRM Practices. Scale
developed by Singh (1989) was used to measure job satisfaction. This scale consists of 20 items that measures
the degree of job satisfaction. Each item was rated on five point rating scale ranging from highly satisfied to
highly dissatisfied with a weighted score of 5 to 1, the total score of an individual varies from 20-100. The
reliability and validity of the scale is within acceptable norms.

The collected data were tabulated as per the research design to meet out the objectives of the study and suitable
statistical tools like Mean, Median, S.D., Correlation and Critical ration (t-Value) were calculated using SPSS.

4. Results and Discussion
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Table 3. Mean and SD value of the dimensions of human resource management practices and job satisfaction of
faculty members of government and self financed educational institution.

Self-financed educational

Components Government Educational institution institution

Mean S.D Mean S.D
Training 14.62 3.57 14.97 3.73
Performance Appraisal 14.25 3.76 14.62 3.69
Team Work 15.26 3.35 15.28 3.22
Employee Participation 13.93 3.44 14.42 343
Compensation 14.33 4.23 14.54 3.47
Total HRM 72.39 13.90 73.84 12.6
Job Satisfaction 69.54 11.79 73.13 9.46

It is observed from the table 3 that the faculty member of Government Educational institutes were showing
satisfaction to the moderate extent with the overall HRM practices. Employees were more satisfied with training,
teamwork and employee participation and satisfied to small extent with performance appraisal and
compensations. It is clearly showed that Government Educational institutes offered policies to enhance Training,
Teamwork and Employees Participation and moreover employees were also satisfied with these practices.
Performance appraisal and compensations practices were not found satisfying among the Government Institute’s
employees. Contradictory to our belief that government sector is spending lot of money on training, teamwork
and employee participation which further can say that the government is not logical in their endeavor. It is found
in the study that the faculty member of self financed institutes were showing satisfaction to the moderate level
with the overall HRM practices. Employees were more satisfied with team work. While faculty members were
satisfied to small extent with Training, Employee participation, Performance appraisal and Compensations.

These results are supported by the finding of Majumder (2012) as HRM dimensions does not satisfy to the
employees equally. Most of the employees are dissatisfied with compensation package followed by reward and
motivation, career growth, training and development, management style, and job design and responsibilities.
HRM practice compensation revealed as most dissatisfied factor among school teachers, hence teachers were not
satisfy with their salaries, Steyn and van Wyk (1999) and Olivier and Venter’s (2003). Grace and Khalsa (2003)
concluded compensation as strong dominant factor for job satisfaction among the faculty members of higher
education institution. While on the dimension of job satisfaction faculty members of Government and self
financed educational institutes are showing moderately high level of job satisfaction again contradictory to our
finding where job satisfaction is high.

Table 4. Mean and SD value of the dimensions of human resource management practices and job satisfaction of
male faculty members of government and self financed educational institution

Self-financed educational

Components Government Educational institution institution

Mean S.D Mean S.D
Training 15.60 3.53 14.75 2.99
Performance Appraisal 14.95 2.96 14.78 3.60
Team Work 15.47 2.78 15.63 321
Employee Participation 16.25 2.90 13.39 3.04
Compensation 15.01 3.71 14.69 4.07
Total HRM 77.28 12.65 73.25 11.54
Job Satisfaction 73.74 9.51 70.77 11.39

Male faculty members of Government Educational institutes were showing high satisfaction with the overall
HRM practices. Male faculty members were more satisfied with Training, Teamwork and Employee
participation, where as they were satisfied to less extent with performance appraisal and compensations. In case
of self financed Institutes, it is investigated that male faculty members were showing satisfaction to the moderate
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extent with the overall HRM practices. Male faculty members were reported satisfied to small extent with
training practices, performance appraisal, compensations practices and employee participation, where as they
were satisfied to moderate extent with Team work.

Table 5. Mean and SD value of the dimensions of human resource management practices and job satisfaction of
female faculty members of government and self financed educational institution

Self-financed educational
Government Educational institution institution
Components Mean S.D Mean S.D
Training 14.66 438 14.07 3.81
Performance Appraisal 13.57 3.64 13.82 431
Team Work 14.47 3.55 15.10 3.59
Employee Participation 15.03 3.27 12.73 343
Compensation 13.72 43 13.92 3.97
Total HRM 71.45 15.52 69.64 14.38
Job Satisfaction 69.39 12.04 68.69 11.48

It is observed from the results that female faculty members from the government institutes are less satisfied with
training practices, performance appraisal practices, team work and compensations practices. Female faculty
member of self financed Institutes were satisfied to below average or dissatisfied with the dimensions of HRM
practices like performance appraisal, Employee participation and compensations. Bishay (1996) research
supported the results that female teachers were satisfied to less extent with overall HRM practices. Female
faculty member were less satisfied with compensation as compare to the male faculty member. Results of the
study contradictory to the study of Perie and Baker (1997) reported high level of job satisfaction among female
teachers than male teachers.

Table 6. Mean and SD value of the dimensions of human resource management practices and job satisfaction of
less experienced faculty members of government and self financed educational institution

Government Educational institution 'Self.‘-ﬁr%anced educational
Components institution

Mean S.D Mean S.D
Training 14.67 4.11 14.60 3.29
Performance Appraisal 13.96 33 14.38 3.96
Team Work 15.08 32 1535 3.42
Employee Participation 15.66 3.04 13.09 3.31
Compensation 14.38 4.47 14.30 4.11
Total HRM 73.75 14.49 71.72 13.59
Job Satisfaction 71.05 11.12 68.81 12.05

It is cleared from the results that less experienced faculty members of Government Educational institutes were
also less satisfied with Training, performance appraisal and compensations, it means faculty member are
required changes in the training programs, faculty members also challenged the performance appraisal
parameters to evaluate their performance. Teamwork and employee participation practices were found at
moderate level, as they appreciate the initiative of team work and their participation in the decision making. Less
experience faculty members of self financed Institutes were less satisfied with training practices with Training,
performance appraisal, compensations and employee participation, and to the moderate extent with Team work.
Results are in consistent with the study of Perie and Baker (1997) that young and less experienced school
teachers working in public school shown high job satisfaction.
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Table 7. Mean and SD value of the dimensions of human resource management practices and job satisfaction of
less experienced faculty members of government and self financed educational institution

Self-financed educational

Components Government Educational institution institution

Mean S.D Mean S.D
Training 16.15 3.37 13.93 3.73
Performance Appraisal 15.14 3.20 14.17 4.03
Team Work 15.07 3.06 15.48 3.36
Employee Participation 15.96 3.20 13.06 3.05
Compensation 14.70 3.06 14.40 3.81
Total HRM 77.01 13.30 71.04 11.42
Job Satisfaction 73.64 10.00 72.68 8.99

It is cleared from the results that high experience faculty members of Government educational institutes were
less satisfied with compensations and to the moderate extent with Training, performance appraisal, Teamwork
and employee participation. High experienced faculty members on dimension training and compensations,
indicating agreement to a small extent and to a moderate extent with performance appraisal, team work and
employee participation.

Table 8. T-test analysis of the faculty members of self financed and government educational institutions on the
dimensions of the human resources management practices and job satisfaction

Components Sector N Mean SD T — test

Training Govt 194 14.62 3.576 0.999
Private 332 14.97 3.730

Performance Appraisal Govt 194 14.25 3.764 1.053
Private 332 14.62 3.693

Team Work Govt 194 15.26 3.351 0.065
Private 332 15.28 3.224

Employee Participation Govt 194 13.93 3.446 1.499
Private 332 14.42 3.439

Compensation Govt 194 14.33 4.233 0.568
Private 332 14.54 3.476

Total HRM Govt 194 72.39 13.909 1.224
Private 332 73.84 12.660

Job Satisfaction Govt 194 69.54 11.790 3.383*
Private 332 73.13 9.462

In table 8, t-test analysis was conducted for the significant differences of human resources management practices
and job satisfaction among the faculty members of self financed and government institutes. For the all
dimensions and HRM as p values was observed more than 0.05. This signifies that there was no significant
difference between the government and private faculty’s scores on all HRM practices and job satisfaction.

Table 9. Showing the correlation between the HRM practices and job satisfaction among the faculty members of
government and self financed educational institutions

Components Job Satisfaction
Faculty Members Male Faculty Members Female Faculty Low Experienced High Experienced
Members Faculty Members Faculty Members
Govt Self Govt Self Govt Self Govt Self Govt Self
Financed Financed Financed Financed Financed
Training 4307 1197 220" .050 614 165" 445" 088 3597 3007
Performance  3550- 332" 258" 356" 394" 298" 278" 309" 456" 469"
Appraisal
Team Work 256" 3107 206 3327 257 280" 135 3417 4917 200
Employee 445™ 376" 278" 339" 583" 403" 428" 357" 4727 493™
Participation
Compensation 366" .534™ 230" 483" 469 584" 320" 527" 490™ .600™
Total HRM 460 4727 299™ 476" 578" 461" 408" 444 5417 655"
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In case of government institutes, a significant positive correlation has obtained among the Job Satisfaction with
the dimensions of the human resources management. It means job satisfaction is positively linked with HRM
practices. Positive enhancement is observed in Job satisfaction with the increase efforts in the HRM dimensions.
The analysis was in consistent with the Hasan et al. (2013) study showed that there was a significant positive
relation between employee compensation and appraisal system with employee satisfaction. Human resource
management practices are closely linked with job satisfaction. It is believed and proved by many researchers that
effective implementation of human resource practices improve the level of job satisfaction positively. Edgar and
Geare (2005) and Yu and Egri (2005), also found that human resource management practices has positive impact
on job satisfaction. The result of the study also supported by study of Sarker and Afroze (2014) indicated that
HRM practices have significant influence on job satisfaction. Uddin and Rahman (2014) supported the study as
employee job satisfaction was comparatively more positively associated with promotional opportunity and
benefits. In case of self financed institutes, significant positive correlation was found among the Job Satisfaction
and the various dimensions of the human resources management practices. Compensation found to have positive
impact on job satisfaction. It means with the increase in compensation practices or improved compensation
practices will increase the level of job satisfaction among the faculty members.

5. Conclusion

On the bases of above finding it is concluded that faculty member of government educational institutes has a
moderate level of satisfaction with the overall HRM practices. Employees were more satisfied with training,
teamwork and employee participation and satisfied to small extent with performance appraisal and
compensations. Faculty member of self financed institutes were also shown moderate level of satisfaction with
the overall HRM practices. Employees were more satisfied with team work and satisfied to small extent with
training, employee participation, performance appraisal and compensations. The study also revealed that there is
no significant difference between the government and private educational institution’s faculty scores on all HRM
practices. A significant positive correlation has been obtained among the job satisfaction with the dimensions of
the human resources management in both government and private educational institution’s faculty members.
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ABSTRACT: Consumer behaviour is a complex phenomenon, consisting of a set of decision-making
processes, economic determinants and market incentives. The complexity of the buying processes of
consumers may be largely linked to a sensation that’s hard to predict and control. However, consumers
are a primary source of income for business organisations, so knowing their behaviour has a great
importance for the survival of business and market prosperity. For this, the researcher focuses
primarily on highlighting the effects of the current economic recession (0il shock) of Saudi
Arabia among the behaviour of consumers, in particular for household goods. An explorative
research followed by descriptive research has been taken. Primary data has been obtained through
a close-ended questionnaire, and it was collected using online Google form and the personal basis
from the consumer of Saudi Arabia during January 2017 March 2017. Following receiving the
data, it was examined with descriptive statistics. Chi2 test at P. Value 0.05, correlation
coefficient has been utilised to check the validity and reliability of the hypothesis, and results were
interpreted accordingly in the article. It was investigated that the majority of the respondents had a
negative impact of the current economic crisis on the household purchase. Besides, it was also
found that there was a variation in opinion among the respondents regarding the changes of
their household consumption and expenses before and after the economic crisis (Oil shock).

Keywords: Consumer Behavior, Consumer Perception, Economic Crisis, Oil Shock,
Household, Retailing, Saudi Arabia

INTRODUCTION

With the growing globalization and new challenges in the retail, market have changed and
brought in the competitive market scenario. Marketers are exploring new opportunities in the
market industries day by day. Besides, the retail market in Saudi Arabia is no exception in
getting new opportunities. The appearance of a vast amount of foreign residents contributes
significantly to the Kingdom, giving the retail sector a major incentive for growth and
increasing the purchasing power of local consumers. Conscious consumer retail market is now
getting online, Facebook, Twitter and so on so far. Clients from the industries that come with
online advertising now successfully attract and provide potential focus to customers. Marketers
are trying to attract a buyer with attractive options and integrate market to appeal retailers as
well as to attract consumers significantly. Furthermore, retailers are growing wider enough to
respond to new forms of retail marketing and marketing based on preferential attitude, taste
and consumer behavior. Now the beginning of new consumption patterns and local
consumption tend to avail the opportunities that can give a big push to achieve the goals with
good profit.
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Since a decade of global trade is rolling to the economic recession in general and especially for
KSA, which has been facing economic problems during the past three years due to the oil
shock. As the country are facing enormous challenges to the expansion of their economic base
(https://www.bloomberg.com, 2016). Since last two to three years, a slight impact on oil prices
rang the bell to the country economy not to be only depended on oil only otherwise dependency
on it will be the country in a deep recession. In other words, we can have an adverse impact on
the status of the global recipe for market goods that stimulate some social and economic
problems in the Kingdom. Because of this economic problem in the Kingdome retail sector has
had a clear impact on it. However, inflation or recession can have an adverse impact on the
retail sector. With the economic situation of sudden turmoil, consumers gradually lose interest
in the purchase.

An Increasing in the market share during the recession is tough, because of every Riyal matters
and saving money become the important part during this period for customers that leads them
to use more discretion in making purchasing decisions. They keep withholding not to try new
brands and trying to be stick to the brands on that they have trust. As a result, companies often
face difficulty in putting their brands on the market during the recession. However, despite of
these challenges, companies can succeed if they put their brands: taking into account the brand,
product category and proper understanding of consumer expectations. Hence, the immediate
objectives of the study are to understand the impact of the country economy deficit (Oil Shock
Period) of the Saudi Arabian consumers as well, its impression on intentions of the purchase
with a particular reference to retailing and household items in the region.

Scope of the Study

The area of this study covers retail sectors within the KSA. However, the study is especially
focused on the household products retailers who trade their goods inside the Kingdome of
Saudi Arab and to sell shortly.

The importance of the research
e This research will be helpful to some business groups in KSA.

e Another set of the interest group that will be profited from the verdicts of this

analysis will be Government, the marketer in general and particularly retailers in
KSA.

e The beneficiaries of this study is the national and global society especially in the
area of similar field of research

e This study will be valuable to the researcher for further in depth study.
Objectives of the Study

» To explore and compare the household expenses of respondents before and after
economy shock

» To investigate is there any changes in the consumption pattern of consumer due to
the current economy situation after oil shock

» To understand the respondent’s observant attitude before the product purchase in
current economic condition
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» To evaluate the respondent’s opinion of their worrying tendency towards the
current economic condition

» To assess the respondents’ opinion about the changes in their buying situations
after oil shock

LITERATURE REVIEW
The Consumer Behavior

Consumer behavior can be described as a process in which individuals or groups purchase
tangible or intangible products to suit their needs or preferences (Perner, 2008). In another
definition, consumer behavior refers to consumer buying who buy goods and services for
personal consumption (Kotler & Armstrong, 2010) and "is a study of processes that occur
when individuals or groups are selected, or experience to meet the needs and wishes"
(Solomon, 2009). As noted by Mansour and Jalal (2011), the behavior of purchase usually has
many forms of consumer choices can range from a wide variety of factors such as population
interest and social and cultural data, such as purchasing behavior is determined by two key
factors. Internal and external. Provided internal factors that determine consumer behavior for
different segments of customers. In different words, it can be said that a unique set of
characteristics of the client such as demographic, social, cultural, lifestyle can be described as
determinants of purchasing. Moreover, it can be divided into internal factors that define
consumer behavior in the following categories: (Ie, common sense, history, beliefs, and
knowledge (Groucutt et al., 2004).

Moreover, some external factors can play a significant role in determining consumer behavior,
such as promotion. Declaration of customer service, economic stability, market, and so on. One
can infer strongly influenced by the overlay that the behavior of the designer is buying, and the
consumer is highly conscious and buying external factors (Dawson et al., 2006), group (as you
can see, the behavior mainly decided to buy internal factors), i.e., the principle of economy. ,
Status, social class, external effects, marketing. Promotion, advertising and the economic
environment (Dawson et al., 2006). Arnold, Price, Znkham (2002), depending largely on the
frequency of their occurrence, emotional involvement, and the complexity of decision-making
and risk. These behaviors are called programmed buying behavior. In any case, the driving
force behind these actions is consumer confidence. At the same time, the influence of internal
and external factors (Chaudhry, 2006).

The Economic Crisis

The financial crisis is a set of unforeseen events that create results of which will affect the
micro level corporate banking crises and global of-turkish-currency-and-banking-crisis-in-
2000-and-2001. In other words, it can be defined as an economic crisis such as land swings
beyond the limits of acceptable change in price or supply of any goods, services, and factors
of the production market (Flatters and Willmott, 2009). The expansion of the crisis was to a
decline in many industries and failure of large enterprises at the time of the global economic
recession in countries such as the France, Germany, and United Kingdom, (Deutche Welle,
2008). The performance of the multi-dimensional financial crisis has adverse effects on
commercial and non-commercial consumers. Some of the main consequences of the current
financial crisis on the consumer are job insecurity and unemployment. The decrease in
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disposable income, Low savings rates, fewer chances of credit financing increasing
consumption risk and rising prices of goods and services (Allen and Gale, 2007; Gramley,
2008).

Economic Crisis and its Effect on Consumption

The economic crisis may have a significant impact on consumer behavior. Also, income affects
not only domestic consumption in the period of economic crisis often reduces consumption and
gives priority to goods and products of the most important (Ang, 2001). It is often said that the
economic crisis has had an adverse impact on the global economy. The credit crunch in the
market can have a negative impact on businesses and households in the economy. Business
interests in the economy, which must deal with low incomes and jobs in times of economic
crisis. Some families begin to decline consumption and depend on others in the family in times
of crisis to overcome the financial crisis (Fiszbein., et al. 2003).

Many studied had the relationship between the credit crunches and reduced in consumption at
the macro level during the economic crisis. That indicates that during the period of the financial
crisis, the overall level of consumption will be less that will lead to less disposable income and
fewer employment opportunities that reduced revenue. Because of their high prices in a period
of stagflation, families tend to choose less expensive products (Ang, 2001). The economic
crisis is changing the buying patterns of people due to challenging and stressful situations
(Lelia Voinea, Alina Filip, 2011). Regardless of the economic conditions, consumer awareness
of the risks that affect the change in consumption patterns (Mansoor & Jalal, 2011). As the
economic environment resulting from the crisis has changed, consumers have decreased
confidence too in recent years (McGregor, 2011).

Mansoor & Jalal (2011), described changes in consumer behavior: when accept shopping
behavior and have made a decision in the decision-making process or are limited. Economic
concerns for consumers, trying to look for alternatives after the process of buying behavior has
become seen in widespread. Amalia & Ionut (2009), reported in her report some facts that
affect consumers who suffer from high unemployment, high inflation or freezing or lower
wages and less purchasing power results. Also, media is one of the main factors of influence
during this period. During the recession, high savings rates increased due to the fearing the loss
of their jobs Amalia & Tonut (2009), point out that, like all people, they do not have the same
view of the effects of the crisis. In another study of Flatters and Willmott (2009), people
streamline their demands, save expenses; switching brands looking for cheaper price
requirements than cut quality.

Krishna S (2016), Analyzed and examined the effects of the financial crisis on the purchasing
behavior of consumers in the kingdom The following factors that have a direct impact on the
labor uncertainty of consumer spending are included, the low level of savings, increased risk
aversion and less disposable income. Because of these factors, limit consumers spend,
especially they focus on important things. Therefore, Morris (2009) highlights the fact that
disposable income is the driving force during the recession that restricts consumers' buying at
a certain level. The economic crisis has serious effects on the behavior and attitudes of
consumers (Zhigalova, 2012). Studies in different countries indicate that the financial crisis has
high consumer social and economic impact. Different attitudes, expectations, and consumer
buying patterns are affected by the crisis before the recession (Sharma & Sonwalkar, 2013).
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Research in various countries has shown that recession has had a substantial impact on
consumer and their purchase behavior. The article analyzes the results of research conducted
in different countries in the recession to highlight the significant changes in the new purchasing
behavior of consumers and make the drawing after the economic crisis (Lelia et al., 2011).
Consumers should buy very carefully, they also focus on efficiency purchasing, and product
quality, but do not expect customers to reduce regular consumption. Change behavior to buy
good quality products with a relatively small price (Hawkins, 2008; Aligah & Al-rfou 2010).
Moreover, assistance consumption is the largest component of GDP. Also, had a significant
impact on the pace of recovery of the economic crisis. During the first shock, consumers are
turning to cheaper products and reducing overall consumer spending. Open credit lines,
temporary decrease in the value of taxes and tax on private consumption added in some goods
and future marketing campaigns through the Chambers of Commerce and non-governmental
activities in activities affected by the increase in the specific use of the promotion (Mehmet K
and Misra C., 2014).

Economic Crisis and Saudi Arabia

The Saudi economy continues to rely heavily on oil revenues to support the growth of foreign
financial assets, more than 90 percent of the government and 80 percent of income from export
earnings come from oil sales. The fall in oil prices has a direct negative impact on financial
and external balances, is likely to slow growth in the final (Ahmed A Darwish et al., 2015).
The Saudis are entering a period of extreme uncertainty, as the kingdom progresses ahead of
the National Transition Plan and Vision 2030 announced by Deputy Prince Mohammed bin
Salman in April. However, changes in the social and economic system of the Kingdom could
lay the foundation for a similar disparity. The resulting political and social reforms undermine
the demands of Saudi cohesion (http://journal-neo.org, 2016). The Kingdom faces enormous
challenges in expanding its economic base. (https://www.bloomberg.com, 2016). Two years of
the little impact of oiliness in most commodity-dependent countries pushed into a deep
recession. In other words, the negative situation on the global commodity market could
stimulate some social and economic problems in the kingdom. For example, Saudi Arabia,
whose budget reached an unprecedented level of 15% of GDP deficit last year, the highest
figure in 30 years since 1987 (http://journal-neo.org, 2016).

The economy of Saudi Arabia is relatively unique. It also, reveals one limits of analysis of
Saudi Arabia regarding traditional scope, monetary, trade, and fiscal, macroeconomic policies.
The heavy dependence on oil prices in the context of institutions to the constant commitment
to maintaining the level of monetary policy creates problems that may require profound
changes. Under the current configuration, Saudi Arabia has become "bankrupt" concerning the
US dollar, especially if oil prices are not recovering significantly. Uncertainty, over in the
future oil prices will be a difficult time for a country like Saudi Arabia, suffering from unrest
on multiple fronts (Krishna S., 2016). In another study, the results of the survey showed that
the impact of the global financial crisis initiative to the next decline in the system, take to
reduce economic growth in exports for three years. (Hassan B. et al., 2013). Besides, the study
found that most of the Arab countries that have raised the price of crude oil to finance their
budgets are in great danger due to low oil prices. Risk management should be useful during a
period of inactivity to prevent control or mitigation of risk. Moreover, an empirical study
showed that consumers changed dramatically after the recession. The evidence also showed a
stagnant visit affects the purchasing behavior of clients, especially in a Muslim country (Ghazal
M. and Jha, S., (2015). The organized retail trade is to regulate with various factors, such as
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changing social and economic income, the changing role of women, age factors, and the role
of the dynamic banking system at the end of the day. (www.researchgate.net, 2017).

Research Gap

A research gap is described as a subject or field for that is missing or inadequate knowledge
restricts the powers to give judgment for an interrogation. From the literature review, we found
that economic crisis or financial crisis had a great impact on consumer behaviour and their
attitude of shopping during the recession period. Although, many research has been undertaken
to determine and measure the impact of economic crisis on consumer buying habits and their
perceptions around the world and in the region. However, a very few research have been done
to investigate the impact of economic crisis in this area, and even those research were related
to the impact of economic crisis on consumer behaviour globally, and that was done before the
oil shock of this country. Besides, especially we found that there is a very few research has
been done to see the impact of the economic problem of Saudi Arabian consumer behaviour
within near past and after Oil Shock of the country. Therefore, it shows there is a big call to
identify and measure the impact of economic crisis on consumer buying habits and their
perceptions on the current economic scenario that may arise after the Oil Shock. Consequently,
the present study is an effort to this direction.

Research Hypothesis

Based on the literature review to ascertain the buying behaviors of consumers during the
recession the following hypotheses were formed:

v" Hot: There is a significant variation in consumer expenses during before and after the
economy shock.

v Ho2: There is a notable variation in opinion between genders regarding the worrying
tendency for the current economic situation.

v" Ho3: There is no association between genders in the buying habits changes in quantity
of branded products purchased due to the current economic condition.

v Ho4:There is no relationship between job status and with the changes of buying habits
in number of branded products purchased due to the current economic condition

METHODOLOGY OF RESEARCH

Present research work is descriptive in nature wherein a survey was conducted of 212
consumers in Saudi Arabia. The study has been done through secondary and primary data
collection. Primary data were collected with a convenience sampling, close-ended structured
questionnaire. For obtaining, the data Online Google form and the personal basis from the
consumer during the January 2017 March 2017 were used for the investigation. Particular care
has been given to reduce the error in the investigated result. The information was assessed with
descriptive statistics. To check the validity of the hypothesis Chi2 test and correlation
coefficient has been utilized, and results were interpreted accordingly in the article.
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RESULT ANALYSIS AND DISCUSSIONS

Table 1: Demographic Information Of Respondents.

1. Gender:

2. Age:

.3.Educati0nal
Level:

.4.W0rking
Status:

7. Nationality:

6.Monthly
family income
level (in S.R):

.8.Regi0n
(Province):

Level

Female

Male

26 to 35

36 to 45

46 -55

56 and above
Less than 25

Graduate degree

High School
More than graduate

Undergraduate
degrees

Governmental
employ
Private employ
Self-employed
Student
Unemployed
Non
(Expatriate)
Saudi

Less than 5,000
11000-15000
16000-20000
21000-25000
6,000-10000
Above 25000

Saudi

Al Madinah

Munawwarah

Al Qassim

Al Riyadh
Al-baha

Eastern Province
Jeddah
Jordanian
Makkah

ISSN: 2052-6393(Print), ISSN: 2052-6407(Online)

Counts Proportion

52 0.245
160 0.755
78 0.368
64 0.302
28 0.132
18 0.085
24 0.113
92 0.434
10 0.047
76 0.358
34 0.160
44 0.208
126 0.594
8 0.038
26 0.123
8 0.038
48 0.226
164 0.774
16 0.075
52 0.245
46 0.217
44 0.208
24 0.113
30 0.142
6 0.028
2 0.009
8 0.038
2 0.009
6 0.028
36 0.170
2 0.009
149 0.703

.001
.001
.001
.001
.001
.001
.001

ANNNNANNAR

<.063

<.001
<.001

<.001

<.001

<.007
<.001
<.001
<.001

A

.001

.001

.001
.001
.001
.001
.001
.001

AN AN NN AN ANTA

A

.001

.001
.001
.001
.001
.001
.001
.001

AN NN AN AN NA
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From the Table 1, the demographic information of the respondents can be seen. A percentage
of 75.5% of the total sample (N=212) were male and the rest of the sample 24.5% were female.
Majority 36.80% of the respondents belongs to the age group range 26-35 years followed by
36-45 age range 30.2%, between 46-55 ages range 13.2%, less than 25 age 11.3% and above
56 age were 8.5% respectively. In conclusion, about 80% of the respondents belong to the
range between 26-55 years of the age group. Educational level of interviewees was most of
them graduate degree 43% followed by above graduate degree 35.8%, holding undergraduate
degree 16% and very few had high school passed 4.7%. Regarding the job status of the
Respondents’ it can also be seen in the table that majority 59.4% were private employed
followed by government employed 20.8%, the student 12.3%, and the rest were unemployed
3.8% of the respondents. Furthermore, the table shows that the income levels of the
participants; more than 80% of the participants belongs to the monthly family income range of
higher thanl1, 000/- SR and more. Less than 20% of the respondents belong to the regularly
less than 11000 SR of their monthly family income. This sequence shows that the majority of
the population belongs to the higher middle-income class of the society. As far as geographical
location is concerned majority 87.3% belongs to the Makkah region followed by Al Riyadh
3.8%, Al Madinah Munawwarh, Eastern Province was 2.8% respectively of the sample size.

Figure: 1. Comparison of Respondent’s Household Expenses, Before And After Economy
Shock.

40
35

30

36.8
25.5 30.2
25.5
25
20 17 46
132 9.4
1 . 5.7
1 7.5 8.5

Less than 2000 2000-4000 4000-6000 6000-8000 8000-10000 More than 10000

o wu

owun

. Respondants household expences before economy change

. Respondants household expences after economy change

| The correlation coefficient value of R is 0.94286 and the two-tailed value of P is 0.0048. By
normal standards, the association between the two variables would be considered statistically
| significant.
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In a question, the respondents were asked to indicate the impact of the economic crisis had on
their overall spending and consumption as well as how much they were spending before the oil
shock and after it. Figure 1 shows the relevant details from the responses given. In the trend of
expenses indicated that majority of the participant's one-fourth 25% of the respondents’
asserted that there is no change in the family expenses before and after the economic shock
those categories belongs to the less than 2000 SR per month. It can be noted that the ratio of
this group are fulfilling the basic needs of the household that is necessary to spend in any
circumstances and it is highly significant. About 29% of the respondents’ claim that they have
minimized the expenses due current economic situation as compare to before economic shock.
It is commonly believed that a consumer would become more money minded when going
through financial difficulties. The respondents’ have minimized their expenses due to a current
economic situation as their monthly payments were between 4000 SR to 10000 SR. It was
noted that these groups were spending their disposable income not only in basic need but also
they were buying shopping products when it needed, but after a crisis, they were more sensitive
to save the money for future. It is exciting to note that there is a group of respondents’ they
stated they expend more during the crisis as compare to the expenses before the oil shock. That
group belongs to the expending pattern of 2000-4000 SR and more than 10000 SR monthly
expenses.

The group of respondents’ that claim they expend more belongs to below the middle-income
grope, and they are in the category of promotion prone consumer. Another group belongs to
the higher middle-income group they spend monthly income more than 10000 SR the slight
claim change in exceeding the expenses in the crisis period. This type of consumer not a price
sensitive but they want to take the recession benefit as every seller selling branded and specialty
product in discount, so they want to grab the interest even this is not the necessary for them.
In conclusion, it can be said that the respondents’ opinion about the impact of the economic
shock on household expenses varied differently and it did not show the symmetry pattern. For
H1; there is a significant variation in consumer expenditures during before and after the
economy shock, calculated value of the correlation coefficient R is 0.94286, and the two-tailed
value of P is 0.0048. By reasonable standards, the association between the two variables would
be considered statistically strong significant relation between before and after the economic
shock in the country. Therefore, the result is significant at P < 0.05. Hence null hypothesis is
rejected, and alternative hypothesis will be accepted.
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Figure: 2. Consumer Perceptions Regarding The changes in the consumption Due to
| Current Economy Situation After Oil Shock.

9.17
No, | continue to consume at the same level. 34
Yes, | have changed my diet (now I look for more 1 f.§9
economic products). 3 38

20.6%
Yes, | try to cut normal costs (light, water, gas...). 4.9 1
Yes, | try to postpone those purchases that involve 25 07 45 c
high expenses. ) 9
Yes, | try to spend less on entertainment (travels, 34.26 o
cinema, restaurants...) ) 123

20 40 60 80 100 120 140

o

m % of Sample size ™ % of responses M Count

Respondents’ were asked about the perception regarding the changes in the consumption due
to the current economy situation. It can be revealed from the figure 2 that 34.26% of the
respondents’ tried to spend less on the entertainment such as travel, restaurants, etc. Followed
by 25.07% of the interviewees’ said yes I try to postpone those purchases that involve in high
expenses, 20.62% of respondents’ said yes I try to cut average costs and try to save the
consumption of light water, etc. Besides, 10.59% of the interviewees’ claimed that they had
changed their diet before they were not concerned with expensive food and the quantity bought
but after the economic crisis the look for economical food and not buying more than the need.
They are more rational in the current situation but before they were more impulsive to buy.
Only 9.47% of the consumer said that they are consuming at the same level. That category of
users belongs to the less income group and in every economic situation; they have to expend
that minimum level of living standard. It can be concluded from the result that a high majority
of (90%) of the respondents’’ have changed their consumption pattern due to current economic
shock in a different way. It showed that they become more sensitive as they move from one
level to another level of the hierarchy of demands as described by Maslow’s hierarchy of needs.
From the result, it is also concluded that marketers should understand the phenomena of
consumption trend in economic crisis. Moreover, they should try to promote their product as
per the product types that are covalence, shopping, and specialty products. They should give
more attention in comparison to the commonly available product, to buying the product and
the specialty product in increasing order.
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Figure 3. Respondent Observant Attitude before the Product Purchase in Current
Economic Condition

Yes, before | was more influenced by sensations, now | 13.2
am more rational. 28

No, | am very impulsive; if | see something | like, | buy it.
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Yes, | have always looked for information, but now | do 47.2
it even more before buying the product. 100
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According to the results, 47.2% of the buyers were highly committed when looking for
information before the product purchase in a current economic situation. In addition, they
confessed that they had always looked for information, but it was extensive data search before
deciding to buy in current economic conditions. The 27.4 % of respondents’ confessed that
they had always looked for information search before deciding to purchase a product. And 13.2
% respondents acknowledged being before more influenced by sensations before the economic
crisis, but after the financial crisis, they become more rational consumer.12.3% of respondents’
claim that they are very impulsive and don’t care about the situation what they like to buy.
Thus, taking into analysis the model of Doyle & Stern (2006), we noticed that consumers had
changed their buying behavior from more emotional and impulsive behavior to a more
extensive decision-making behavior. Kotler and Armstrong (2010) affirmed that the evaluation
of the alternatives process depended not only on the individual consumer but also on the
specific buying situation, in this case, a reduction of income due to a crisis period. Nistorescu
and Puiu (2009) affirmed that consumers compare the different products by price and quality
in the evaluation process. Our empirical analysis supported these affirmations too. According
to Delgado (2008), consumers are expected to be more rational and less impulsive when there
is an economic downturn. This observation was also confirmed by our experimental study (See
the Figure 3).
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Figure 4. Respondent’s Opinion of their Worrying Tendency towards the Current
Economic Condition
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Table 2. Opinion Between Genders Regarding The Worrying Tendency For The
Current Economic Situation

Are you worried with your economic situation now?

Gender: 1 2 3 4 5 Total
Female Count 0.00 4.00 24.00 14.00 10.00 52.00
% withintow 0.0%  7.7% 46.2 % 26.9% 19.2% 100.0 %
Male Count 6.00 18.00 46.00 48.00 42.00 160.00
% within row 3.8 % 11.3% 28.7% 30.0% 26.3% 100.0 %
Total Count 6.00 22.00 70.00 62.00 52.00 212.00

Chi-Squared Tests

Valuedfp
X?6.944 4 0.139
N 212

During the Respondents’ were asked regarding the worrying tendency towards the current
economic condition. The result shows that 65% of respondents’ were worried about the present
economic situation besides, 27.7 percentage of the interviewees’ were in neutral in this regards,
but very few percentage of respondents’ about 7% indicated that people are not worried about
the current situation. This result infers that the Respondents' are not concerned the high-income
level of a consumer (See the Figure 4).
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From the table 2. It can also conclude the worrying tendency between genders wise. Male
respondents’ are more worried than the female respondents,’ and the majority of women
respondents’ (46%) were neutral level or no matters than the male (28%) about the current
economic condition. From the result, it can be revealed that in Saudi Arab culture all the
responsibility of household expenses and the management handled by male members, so it is
evident that male respondents are more worried than the female respondents because of a
majority of the female are not working so they not concerned about an economic crisis. We
can conclude that during economic downturns unemployment rates increase so male members
are more concerned about the current situations. Ho2: There is a notable variation in opinion
between genders regarding the worrying tendency for the present economic conditions; the
Chi-square independent test calculated p-value is 0.139 (Table 2). Therefore, the resulting
valve is greater than the record value that is insignificant at p<0.05. Therefore, it can be
assumed that there is a considerable variation in opinion on worrying tendency gender wise
related to the economic crisis, so the null hypothesis is accepted.

Figure 5. Respondents’ Opinion About the Changes in their Buying habits after Oil Shock.
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Table 3. Respondents’ opinion about Buying Habits Changes In Quantity Of Branded
Products Purchased Due To The Current Economic Condition Gender Wise
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Have you changed your buying habits in quantity of
branded products purchased since the economic
changes appeared? If yes, at what level?

No, because I
have always

Yes, but those products

Yes, but only in

No bough.t high notin a in which the Total
quantity of high level marketer does
branded
not have offers.
product.
Count 0.00 4.00 30.00 18.00 52.00
Female 7
within 0.0 % 7.7% 577%  34.6% 100.0 %
row
Count 46.00 4.00 72.00 38.00 160.00
Male v
within 287% 2.5% 450%  23.8% 100.0 %
row
Count 46.00 8.00 102.00  56.00 212.00
Total v
within 21.7%  3.8% 48.1% 26.4% 100.0 %
row

Chi-Squared Tests

Value df p

N 212

X? 20.82 3 <.001

Table 4. Respondents’ opinion about Buying Habits Changes In Quantity Of
Branded Products Purchased Due To The Current Economic Condition with

| Different Job Status.

Have you changed your buying habits in quantit)

of branded producs

purchased since th

economic changes apptared? If yes, at what level?

e

No, because .Yes, but only

I have in those

always Yes, but products in

N . .
What is your current 0 bought high n?t na which the Total
. . . . high level marketer does
working situation? quantity of
not have
branded
. offers.
Count 10.00  0.00 22.00 12.00 44.00
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%

Sn‘gfé‘;gaental within 22.7%  0.0% 50.0%  27.3% 100.0 %
TOW
Count 26.00  8.00 52.00 40.00 126.00

Private %

employed within 20.6% 6.3% 41.3% 31.7% 100.0 %
TOw
Count 2.00  0.00 4.00 2.00 8.00
%

Self-employed within 25.0% 0.0 % 500%  25.0% 100.0 4%
TOw
Count 8.00  0.00 16.00 2.00 26.00
%

Student within 30.8% 0.0% 615%  7.7% 100.0 4
ToOw
Count 0.00  0.00 8.00 0.00 8.00
%

Unemployed within 0.0%  0.0% 100.0%  0.0% 100.0 4,
TOw
Count 46.00  8.00 102.00  56.00 212.00
%

Total within 21.7% 3.8% 48.1%  26.4% 100.0 4,
ToOw

Chi-Squared Tests

Value df p
X2 21.96 12 0.038
N 212

From the Figure 5. It is analyzed the respondents’ opinion about the changes in their buying
habits after oil shock. In this regards the majority of those surveyed’ 48.1% agreed that they
had changed their habits of buying but not on high level. Followed by 26.4% claimed that they
had changed the buying habits after oil shock but only in those products in which the marketer
does not have offer and 21.7% of the respondents’ indicated that they did not change the buying
habit even in the economic crisis after oil shock in the region. Interesting to note that very few
3.8% of respondents’ claimed that they did not change the purchasing habits because they are
very loyal to buy the high quantity of branded product. From the result, it can be inferred that
more than 70% of consumers have changed their buying habits due to the current economic
condition, but they can continue the same purchasing habits if marketers provide the offer to
the required product to them. So it is advised to the marketer if they want to get the responses
of buying from the old customer in this down economic condition they should try to attract the
customers through different types of promotions so the consumer can stay with them still in
the worst situation. However, for the extreme brand loyal customers, it will not work that much,
but they should also try to give some offers to make them happier to repeat buy.
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The table 3 revealed the buying habits changes in the quantity of branded products purchased
due to the current economic condition gender wise. The majority about 92% of female
respondents’ indicated that they had changed the buying habits in the present economic
situation. 57. 7% female consumer confirmed that they changed but not in a high level followed
by 34.6% said they modified for that product not having the offer. Regarding the male
consumer, 45% of them claim that they changed but not high level followed by no change, and
23.8% have changed the purchasing habits those products not having off and promotion so they
shifted to the other options. Ho3: There is no association between genders in the buying habits
changes in the quantity of branded products purchased in the current economic condition; the
Chi-square independent test calculated p-value is <.001 (Table 3). Therefore, the result vale is
less than the table value that is significant at p<0.05. Therefore, it can be assumed that there is
an important relationship in buying habits with gender wise in the economic crisis period, so
the null hypothesis is rejected.

Table 4 has Indicates the respondents’ opinion about buying habits changes in the quantity of
branded products purchased due to the current economic condition with different job status.
Unemployed (100%) consumers have changed their buying habits due to the financial situation
followed by Students 61%, self-employed 50% and privately employed 41.3%. Other than
unemployed consumers, all the job status respondents’ have been changed their buying habits
almost on the same level that is about more than 75%. In conclusion, it can be stated that there
is a high impact of the economic shock in the buying habits of consumers in the region and it
has the great relation with the gender wise and job status wise. Through the strategic
promotional methods, marketers can handle such situation in the short-term basis. It is also
suggested that marketer should focus on natural product and running product than the specialty
and high innovative product during the recession period. Ho4: There is no relationship between
job status and with the changes of buying habits in some branded products purchased due to
the current economic condition; the Chi-square independent test calculated p-value is < .038
(Table 4). Therefore, the result value is less than the table value that is significant at p<0.05.
Consequently, it can be concluded that there is a highly significant relationship in buying habits
within job status in the economic crisis period, so the null hypothesis is rejected.

CONCLUSION

Saudi Arab is an among the Gulf countries that suffering oil shock problem which leads to an
economic crisis and that, affects many aspects of business and human life, such as investments,
spending, savings, consumption, etc. Triggered by the adverse economic conditions, the
researcher tried to explore the current study focused on the impact of the current Oil shock
situation and economic downfall on the spending and behavior of Saudi consumers.
Specifically, the research was driven by the need to identify the impact of the current economic
crisis (Oil shock) on consumer household spending in Saudi Arabia. The study identified
unfriendly changes in the attitudes, habits, and perceptions of consumers. It was reported to
influence negatively, approaches towards spending leads in less frequent purchases and money
in the importance assigned to specific purchase drivers. Analytically, the study revealed that
the crisis makes consumers more conservative regarding spending and to exercise higher
control over their spending. Further, regarding purchasing practices and household shopping,
the investigation show that the economic crisis has no influence on buying of necessary goods,
while it leads to diminishing the spending for the goods such as clothes, luxurious assets, and
electronics, however, though they consume less for entertainment. The investigation also
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reveals that the crisis makes consumers more price sensitive and discriminating buyer than the
impulse purchase.

Overall, the study identified the customers were highly involved when looking for information
on the product procurement in a current economic situation; also, they confessed that they have
always looked for information but having increased their information search before deciding
to buy a product in current economic conditions. Almost 65% of the respondents’ indicate that
they are worried about the present economic situation that happens after the oil shock in Saudi
Arab. The result also concludes that the respondents those belong to the high-income level
consumer are not concerned about it. It was also found that male respondents’ are more worried
than the female respondents about the economic crisis. The majority of those surveyed’ 48.1%
agreed that they had changed their habits of buying but not on the high level, besides, it was
inferred that more than 70% of consumers had changed their buying habits due to the current
economic condition. However, they could continue the same purchasing habits if marketers
will provide the offer to the required product to them. The majority about 92% of female
respondents indicate that they have changed the buying habits in the current economic
situation. Hundred percent of Unemployed consumers have changed their buying habits due to
the financial condition followed by Students 61%, self-employed 50% and privately employed
41.3%. It is suggested that through the strategic promotional methods marketers can handle the
situation. It is also suggested that marketer should focus on regular product and running product
than the specialty and high innovative product during the recession period. It is advised if the
marketer wants to get the responses of repeat buying from the old customer in the current
economic condition they should try to attract the customers through different types of
promotions so a consumer can stay with them. However, for the extreme brand loyal customers,
it will not work that much, but they should also try to give some offers to make them happier
to repeat buy always. It is also concluded that marketers should understand the phenomena of
consumption trend in economic crisis. Moreover, they should try to promote their product as
per the product types that are the convenience, shopping, and specialty products. They should
give more attention in comparison to the available product, to buying the product and the
specialty product in increasing order.

Limitations of the Study

Although good effort has been made to put up for the study however the following factors have
been unavoidable absent as a result of their critical limiting factors for this study:

v This study could not cover all products of retailing as only household goods retailing
has been taken for the survey.

v Conducting the research to more households could have given additional information
that would provide better results, ensuring very higher reliability at country level but
due to the lack of time and resources it, could not be done as needed.

v' There is a likely problem of inferring too widely based on a small sample size (N: 212
consumers only) which can cause limitations by affecting the assumption of
homogeneity of variance.
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ABSTRACT

E-commerce has depended on new calls for the marketing these days because of the changes in the
associated behavior of consumer habits, and the way of purchase changed during the new millennium
due to the technological innovation and the external communications methods of marketing. Due to fast
increase in the attention of consumers in online marketing, it has become the ideal means of purchasing
and the pattern of doing shop for the people in the world. In Saudi Arabia, the internet become the part of
life now, and citizens are motivated to obtain their demands online, but the electronic procurement
direction still did not keep the significant place of marketing in Saudi Arabia. The present study is to
measure the e-commerce motivational factors and to identify the strategy for the promotion of electronic
business in the region. For the study, a survey of 128 respondents of Saudi Arabian purchasers was
conducted during the three months from September to November 2015. Data collection was carried out
using a structured and close ended questionnaire. The received data were coded and analyzed with
proper an alytical tools. It was investigated that the majority of the respondents had involved in e-
marketing as well as alternative one. Moreover, the timing of e-marketing significantly differed in opinion
among the people, and discount offer were the most motivational factors to e-marketing by the people.

Keywords: E-commerce, promotional strategy, e-marketing, Saudi Arabia

1. INTRODUCTION

In the back history, a customer must go to physical markets to obtain necessities. It was the unique
means to meet their demands. By the rapid evolution of technology, mixed styles of buying system
brought many positive outcomes for consumers. Hence, various organizations have evolved purchasing
through the e-payments to take recognition of this developing amendment concerning these distinct
marketing practices. With the increasing use of the internet services consumer are ready to contribute
toward online marketing in the Kingdom of Saudi Arabia. Approaching to the knowledge so many online
retailers attempting to equip clients with the variety of online window-shopping adventures.

According to a study accompanied by the Arab Consulting Group in 2008, there were 48% of Internet
users in Saudi Arabia to order commodities and services within their mobile phones. Based on the report
as mentioned above, users of e-commerce in Saudi Arabia are supposed to be the representative of 3.5
million consumers. Aforementioned compares to 14.26% of the total state of the country.

Said Ronaldo Mouchawar, co-founder of Souq.com, one of the preeminent website for online purchasing
in the Kingdom of Saudi Arabia, stated that Saudi Arabia is the largest and fastest growing e- market. We
see a recorded turnover, which also indicates the potential for further growth. According to a review by
MasterCard on the research of online purchasing had indicated that nearly half of the respondents of the
study are making an online purchase bulk was happy with the online buying activity that shows a high
degree of purchaser gratification amongst persons that make a buying on the Internet too.

The e-commerce also offers many tangible advantages. For example, the time buyer reduces with e-
commerce techniques and people reach to the ultimate decisions quickly. Additionally, they spent less
time- to solve billing and order deviations, consumers do enjoy buying online 24 hours a day, and finally,
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e-commerce gives the consumer to increase the chances of buying alternative commodities as per their
evoked set. Thus, online shopping is more environmental friendly as compare to traditional purchase
clients desire the things with a click without hurdles.

2. OBJECTIVE OF THE STUDY:

The actual goals of the present analysis are to perceive the Saudi customers' purchasing selectivity and
inclinations of using electronic commerce in the area. Be that as it may, the particular goals of the
assessment are as per the following:

« To recognize the buying approaches of the respondents in KSA

e To ascertain the habit of buying through online

« Tounderstand the factors that give advantage in e-marketing

« To explore the likable time through of e-shopping

e To discover the preferable sales promotional methods, motivate to e-marketing

« To determine the likable campaign medium for e purchasing

» To explore the attitudes of buyers towards sales offer with product and services

« Toinvestigate the attitude of buyers regarding price of product charged by e-marketer

3. SCOPE OF THE STUDY

The sector of this analysis covers all enterprises and dealers inside the KSA. Though, the evaluation is
for the most part centered around the retailers who exchange their items and orders through on the web
or having the expectation to offer in future.

4. SIGNIFICANCE OF THE RESEARCH:

1. This evaluation will be useful to various business folds in Saudi Arabia.

2. Additional, arrangement of study gathering will be profited from the findings of this
examination will be Government, merchant and especially retailers who approach
ecommerce in Saudi Arabia.

3. This assessment will be useful for the analyst to do advance evaluation on the theme.

5. LITERATURE REVIEW:

The development of the electronic-commerce have reduced sales barriers that drive to generate
possibilities for trade and comfortable to approach buyers globally immediately. Indeed, business science
research presently directs particularly on electronic commerce (Griffith et al. 2006). Development of
internet in the KSA has the enormous possibility to raise e-commerce because it lessens the charges of
goods and services and opens the geographic borders to appeal consumers and traders collectively. The
arrival of technology and the Internet has not only allowed people to buy online, however, further improve
the economy and promoting global business through foreign trade worldwide (Al-Somali, et al. 2009).

It is showed in research done by Master card.com; forty six percent of Saudi Arabian purchasers access
the internet for online spending is frequently achieved acceptance in Saudi Arabia (Shim, et al. 2001).
The Internet technology results in online activities in which the activities of buying and paying for items
through shopping sites anytime, anywhere and showed an effective scale growth these days (S. Muylle,
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et al, 2004). In one study, the researchers noted the enormous possible contribution to electronic
commerce in business performance and try to examine the essential qualities and characteristics related
to the success of marketing aspects of the online store (Talal Maghrabi (2010)).

According to a report of euro-monitor, Internet is rising fast in the nation; presently stands at 60%, many
retailers have searched to improve the online shopping experience for customers. It reviles that the
customers of KSA, in particular, great earnings keen to expend through electronic deal. However, level of
assurance in making online expenditures properly established. In practice experience for the consumers
and the demographic characteristics also contributes the consumption. Satisfaction and allegiance
significant in number the inhabitants, and improvement of the education, and increase the expectations
and the civilization the rural areas in the countries be possible that the effective purchase plays two
decisive roles of consumer behavior. (Berry, L.L. and Seiders, K. et al; (2002)

On the other side he the agreement is the evident worker's main discouragement consumed who the
electronic commerce use, to the extent that the electronic commerce differ as per cuiture and value
customer. {Asianzu, E&Maiga, G., 2012). Although the complexity and special and the agreement it the
main workers which use on all electronic services perceived on, and the direction for the consumer, it is
known that two other elements to forms essential: Nature for the Internet and the connected uses through
the use of the electronic services. The electronic shopping accordingly workers perceived the confidence
satisfaction and allegiance (Srinivansan, Anderson 2002)

Furthermore, the one results of the study showed that the Kingdom of Saudi Arabia in the late adopters of
online shopping compared to developed countries. For some reason, and encourage consumers to shop
online. The main thing is to save time, and (the price) and the best comfort. The second category of
reasons for this: There is a wide range of products and services that are not available in the local market.
The third category of grounds were for more options and easy to get on a comparison with a single click
between different products. The study concludes that there are some goods and services to be online
deal who book hotels and airline tickets, electronic equipment shopping (Delafrooz, et al, 2010).

One study showed an upper number of the Internet costs is happening in the music download sites, with
64% of respondents in Saudi Arabia prefer to buy music online instead of traditional outlets. Other broad
categories include computer programs (57%), airlines tickets (50%) and products/services online gaming
in a virtual world (48%). It is encouraging that the positive trends in online and mobile phone shopping in
the Kingdom of Saudi Arabia. More consumers are going online to buy the technology related products,
as well as day to day items and lifestyle product buying. MasterCard’s’ Research shows that today’s tech-
savvy shoppers are becoming more aware of the various online shopping options and becoming more
pronounced in their decisions (Eid, Talal Maghrabi, 2010; Sandhu K 8 (2010). He also stressed the
importance of factors also affect the success of online shopping quality assurance system, information
quality, and punctual delivery, sales, and services. Also, A research study indicates the behavior of
electronic purchasing practices recent years, which identify factors that influence the buying decisions of
purchasing online (Sait, SM, at el; 2004; Pannavolu, K., (2002). Given the attributes shop online and is
important in the online shop online design greatly influenced select settings and made the purchase and
resale purchase decision processes. Be the use of the Internet in recent times is no longer limited to the
media networks, but also expands treatment for consumer use in the global market (Delafrooz, et al,
2010)

In extension, customers have the flexibility, and the widest range of products; they can access a variety of
information from different sources, compare prices and buy with their comfort, generate more openings
intended for alteration of numerous supplier's and retailers to enter in the market. Consequently, it is
through customer to shop online access to a wide range of products easily without customers’ time and
space limits (Brynjolfsson and Smith, 2000; Kushchu & Kuscu, 2004). It presents challenges customers to
keep online retailers and to win. To achieve it is important for online retailers to understand, not only to
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encourage consumers to buy online but also the factors that lead to the electronic purchases make them
loyal (Alam M. Z. and S. Aasi, 2016).

For this purpose, it is suggested that e-commerce enhance the experience continue business
correspondence work requires a significant impact on the organizations. E-business and buyer loyalty in
Kingdom of Saudi Arabia strongly to customer satisfaction, but a lower demand from the trust of clients
(Eid,M., 2011; Sandhu K S, 2010). As the consumer, uses of the shopping across the Internet, including
the safety and the security and the comfort the treatments across the Internet, is an increase of
occurrence expect consumed on the sites online for the purchase. Use of the devices witnessed the
carried to making operations of the acquisition across the gradual Internet increase with nearly one of
between all three individuals the samples point out to that them.

5.1. Research Gap:

Although, the abundance of investigation was done in this area but here is an ample space to define and
analyze the strategy of electronic commerce that will generate the superior values for marketers to
accomplish their marketing goals. Access to products and services worth more than that for the shopper,
this is constantly advisable to sellers that they should understood the need of purchaser. Thus, existing
study is an effort to achieve it. In addition to the contribution focuses about client’s awareness for online
purchasing. It is expected that this report will help for various economic aspects of online shopping to
determine their business to expand. It is also useful to determine the criteria that marketers prefer online
marketing from the traditional way of marketing.

6. RESEARCH METHODOLOGY:

The present study is to measure the e-commerce motivational factors and to identify the strategy for the
promotion of e-business in the region. A convenience study has been carried off 128 consumers using
electronic tools and personally (in Jeddah City, KSA) for the period of three months from September to
November 2015. The close-ended survey was employed for the research. Particular attention has been
practiced to overcome the non-response flow and the mistake appearing to this. Following this collected
data were personally edited, coded and then summarized on excel file. Furthermore, the data were
examined with proper statistics and outcome were discussed accordingly “Alam M. Z. and S. Aasi, 2016".
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7. FINDINGS/ DISCUSSION:

7.1. Demographic information:

Table1. Demographic information of respondents:
Variables Frequency Perc((:/:\)t age

Male. 63 49

Gender Female. 65 51

Less than 20. 12 9

' 20-30 95 74

Age 30-40. 10
40 and above. 11
Less than 10,000 S.R. 106 83
10,000 — 15,000 S.R. 7 5
Family Monthly
Income 15,000 — 20,000 S.R. 5 4
|

20,000 - 25,000 S.R. 4 3

25,000 and above. 6 5

' Student. 79 62
Privet Sector worker. 21 16

| Profession Governmental employee. 10 8

|

' Unemployed/ house wife. 13 10

: Business Man/Women. 5 4

Less than high school 6 5

. High School. 22 17

Education level

Under graduate. 85 67

Post-graduate and more 15 11
Total 128 100

The respondents were classified on the grounds demographic representatives such as sex, age, monthly
income, education, and profession. The table.1, show that male and female are nearly uniformly
interpreting the unit i.e. around 50% of both genders. We also obtain that 74% of the respondents remain
below the age groups of 20-30 years.
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This age limit broadly matches the characterization of the youthful Saudi society. The range is extremely
involved in the electronic commerce also. 83% of consumers have obtained their regular income within
the group of less than 10,000/- SR., And profession wise adulthood were students (62%) continued by
personally employed 16%, Government employee 8%, 4% businessmen/ businesswomen and
unemployed/ housewife were10% of the total unit size.

Further, the above table also showed that bulk of the customers having undergraduate degree i.e. 67%
followed by high school 17%, postgraduate & more are 11% “Alam M. Z. and S. Aasi, 2016".

Figure.1: Preferred Buying Methods Figure.2: Ideal schedule of e-purchasing
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From the figure.1, it can be concluded that majority of respondents preferred classical and e-buying
methods 76% followed by offline (16%) and online (8%). This result indicates that customer not only
inclined only with e-purchasing but they mostly prefer to take the experience of both buying methods. It is
depending on the types of goods and services they buying. Consumer/ shopping products and other
services (like tickets, banking services etc.) are more acceptable through e-commerce.

Besides, majority of buyers was usually buying through online once in a month consequently not having
specific schedule to e-purchasing, once in a week and daily involvement for buying had very insignificant
response among the buyer. It is advising that marketers should give their promotion, additional
opportunity to see their commercial on a monthly basis and normal regular pattern of communication will
help to approach and attract to the consumer to be involved with e-marketing.
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Figure.3: Ideal slot of the time for e-| Figure.4: Preferable methods of

commerce purchasing
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Regarding the ideal slot of the time for e-commerce experience, the majority of them agreed that the ideal
and excellent time for involvement to do purchase were weekends (28%) followed by evening hours
(27%) and weekdays (21%) respectively (Figure.3). Therefore, it is recommended to the e-traders that
they should be aware of timing of rush hour and days so they can manage their websites and server
speed of this slot properly and carefully so the consumer can shop easily without disrupting of the
network failure. Besides of this, it was also analyzed that consumer chose e-shopping because it has
many advantages to them.

Among the given choices, time saving (36.72%) was the major benefited factor with e-marketing
experience followed by 24 hours/ seven days in a week services (28.91%), and product comparison
(27.34%) were the major motivating factors to lure with it (Figure.4). From the result, it is assumed that e-
commerce not only will be the attraction point to the e-traders but it will also help to the physical retailers
to show their products and give the chance to know the consumer about their products through electronic
commerce, and this will give the traders an age for their business.

From the figure.5; it was noted that discounts (38.58%) were the most favored determinants for the
consumer to lure and attract for e-shopping. After this free shipping (25.38%), other promotional offers
(20.81%), coupons (9.14%) and warranty & guaranty (6.09%) with the product were the famous attraction
and motivational factors for buying online respectively (See the figure.5).

In conclusion, to attract the shopper, E-traders must provide time to time financial, convenience and

value-based incentive to consumers as this will give the many advantages to a trader, and by this way,
they can manage better market share in their field of business.
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Figuref: Preferable promotional factors (cyber baits) that attract e-shopping
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Figure.6: Preferable medium to promote e-business by the people
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[t can be shown from the Figure 6, that the most preferred medium of communication to promote the
products were social media (48.89%), followed by emails communication (18.78%), television commercial
{12.12%) and SMS/ billboard communication (7.5% each) preferred consecutively by the respondents.

Among that medium of communications, social media having a high significant impact on consumer mind
as tools of communication, then emails and T.V commercial are preferable channels for them. Therefore,
it is advised that to keep aware and make a better brand image of product promotion through social
media will give an excellent opportunity to the marketer.
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Figurc?: Attitude of buyer towards offers | Figure.8: Attitude of buyer towards price
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When the respondents were asked to provide their viewpoint towards their feelings on promotional offers
provided by marketers, in this regard majority of them explained that they feel happy (51.56%) when they
see the promotional offers for the products needed. However, a second majority of the respondent stated
that it might appear the quality of the product poor (39.06%), especially when they see the offers every
time with the same goods and services (Figure.7).

This result is an eye opener for the marketer. Moreover, it has been proposed that they should give the
promotional offer for the products, which have high competition. Furthermore, it can be suggested that
they should not give offer continuous for any brand that reveals the negative impact of product quality in
consumer faith, and give discontinuous promotional offers when needed that show customers feel happy
and give the quality of product image better.

At last from the Figure 8, it was revealed that consumer was satisfied with price charged by e-marketers,
60.94% of respondents felt neutral about pricing of product charged by e-shopping followed by 17.96%
felt cheaper than classical shop, and very insignificant percentage (10.16%) of respondents affirmed that
it was expensive. The result had an excellent image in customer perception about price imposed by e-
traders: therefore, it is recommended that marketers should maintain this image and if they need to
improve the quality of the product for that situation they have the room to increase product price relatively.

8. CONCLUSION AND RECOMMENDATIONS:

In conclusion, it can be inferred that the Saudi Arabia e-commerce is growing fast and having a great
impact on e trading. With the rapid growth of e-commerce as many present vendors marketing their
commodities or services within electronically, by this way they enhance the powerful medium to extend
their business regionally and internationally.

Furthermore, this research finds the people are more familiar with buying methods so, most people buy
from both online and offline, and they are around 97 (76%) of responders. Besides, who like online
shopping have a real educational background, good income, educated so; they are familiar with the new
technology. In addition, Consumer goods, shopping products, and other services (like tickets, banking
services. etc.) are more acceptable through e-commerce by consumers. Besides this, the majority of

117




JIBE, Volume 17, Number 1, 2017 ISSN: 1544-8037
st S R R e —————————————

buyers usually buy through online once in a month consequently not having the specific schedule to e
purchasing. So it is advised that marketers should give their promotion, additional opportunity to see their
commercial on a monthly basis and standard regular pattern of communication will help to approach and
attract to the consumer to be involved with e-marketing. Furthermore, the ideal slot of the time for e-
commerce purchasing experience is weekends, followed by evening hours. Therefore, it is recommended
to the e-traders that they should proper notice of timing of rush hour and days so they can manage their
websites and server speed of this slot carefully so the consumer can shop with ease without disrupting of
the network failure.

Besides, the study reveals that consumer chose e shopping because it has many advantages to them.
Among the choices, timesaving, 24 hours/ seven days in week services and product comparison are the
primary motivating factors to lure with it. From the result, it is believed that e-commerce will not be only
the attraction point to the e-traders but it will also help to the physical retailers to show their products and
give the chance to inform about their products through electronic commerce, and this will give the traders
an age for their business.

It is noted that discounts are the most favored determinants for the consumer to lure and attract for e-
shopping followed by free shipping, and other promotional offers, are the famous attraction and
motivational factors for buying online respectively. It is recommended to e-traders that to attract the
shopper, they must provide time-to-time financial, convenience and value-based incentive to consumers
as this will give the many advantages to a trader, and by this way, they can manage better market share
in their field of business.

Moreover, the most preferred medium of communication to promote the products are social media,
followed by emails communication, television commercial and SMS by the consumer. Therefore, it is
advised that to keep aware and make a better brand image of product promotion through social media will
give an excellent opportunity to the marketer. Furthermore, when the respondents were asked to provide
their viewpoint towards their feelings on promotional offers provided by marketers, the majority of them
explained that they feel happy when they see the promotional offers for the products needed. However, a
seconc majority of the respondent stated that it might appear the quality of the product not good,
especially when they see the offers every time with the same goods and services. This result is an eye
opener for the marketer.

Moreover, it is recommended that they should give the promotional offer for the products, which have
high cempelition. It can also be suggested that they should not give offer continuous for any brand that
reveals the negative impact of product quality in consumer faith, it is better to give discontinuous
promotional offers when needed that will show customers feel happy and will give the product quality
image better,

In the end, it is reported that majority of the consumers remain satisfied with the price charged by e-
marketers, and very insignificant percentage of respondents affirmed that it is expensive. This indication
has an excellent image in customer perception about price imposed by e-traders; therefore, it is
recommended that marketers should maintain this image and if they need to improve the quality of the
product for that situation, they have the room to increase product price proportionately.
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Abstract

Organizational culture has been characterized as the “glue that holds organizations together”.
Culture can support linkages between technology adoption and organizational growth; it can be a
critical success factor in organization growth strategy and play a crucial role in determining the success
or failure of organization. The term ‘job satisfaction’ is quite frequently used for individual attitudes
towards the specific aspects of total work situation. The purpose of the study was to examine the level of
Job Satisfaction and Organization Culture in organized retail sector. To examine the relationship
between Organizational Culture and Job Satisfaction and to offer suitable suggestions to stake holders
for improving the Job Satisfaction and make better Organizational Culture in retail sector. The present
study was conducted on 436 employees of organized retail sectors randomly drawn using questionnaire
method.  The results obtained indicates that the employees were experiencing moderate level of
OCTAPACE culture and also moderate level of job satisfaction and dominant culture components
includes Openness and Risk taking, Confrontation, Pro-action, Collaboration and Experimentation. It
was further explored and found that there is significant positive correlation exists between
organizational culture and job satisfaction.
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1. Introduction

Organizational culture has been characterized as the “glue that holds organizations
together”. Culture can support linkages between technology adoption and organizational growth; it
can be a critical success factor in organization growth strategy and play a crucial role in determining
the success or failure of organization. On a more micro level, researchers have found significant
relationships between the “fit” of employees and the prevailing organizational culture and a number
of important outcomes such as job commitment and turnover. There are many unanswered questions
remain regarding the meaning and content of organizational culture, the methods by which it should
be measured and, more fundamentally, the feasibility of cultural management and change, especially
when attempting to operationalize specific organizational goals. While debates around these issues
continue, culture has been accepted as a "fact of organizational life" by managers and has become an
integral aspect of many organizational development programs. Culture is a communication process
for creating, sending, storing and processing information that is viewed from three perspectives:
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words, material things and behavior (Rothwell et al 1995). The OCTAPACE culture is characterized
by the occurrence of openness, confrontation, trust, authenticity, pro-activity, autonomy,
collaboration and experimentation, it deals with the extent to which these values are promoted in the
organization. (Pareek & Rao 1988).

Openness & Risk Taking: Employees feel free to express their ideas and the organization is
willing to take risks and to experiment with new ideas and new ways of doing things.

Confrontation: Employees face the problems and work jointly with others concerned to find
its solution. They face the issues openly without hiding them or avoiding them for fear of hurting
each other.

Trust: The employees department and groups trust each other and can be relied upon to “do’
whatever they say they will do.

Authenticity: Authenticity is the value underlying trust. It is the willingness of a person to
acknowledge the feelings he/she has, and to accept him/her as well as others who relate to him/her
as persons.

Pro-action: Employees are action - oriented, willing to take initiative and to show a high
degree of pro-activity. They anticipate the issues and act or respond to the needs of the future.
Autonomy: Autonomy is the willingness to use power without fear, and helping others to do the
same. Employees have some freedom to act independently within the boundaries imposed by their
role/job.

Collaboration: Collaboration involves working together and using one another’s strength for
a common cause. Individuals, instead of solving their problems by themselves, share their concerns
with one another and prepare strategies, work out plans of action, and implement them together.

Experimentation: Experimentation as a value emphasizes the importance given to innovation
and trying out new ways of dealing with the problems in the organization.

Bullock (2003) described that the job satisfaction as “an attitude which result from balancing
and summation of many specific likes and dislikes experienced in connection with the job”. Peptone
(1999) defined job satisfaction as summation of employees feelings in four important areas namely,
job, management, personal adjustment and social relations. Hop Pock (1996) defined employee
satisfaction as any combination of psychological, physiological and environmental circumstances
that causes the person truthfully to say I am satisfied with my job.

The term ‘job satisfaction’ is quite frequently used for individual attitudes towards the
specific aspects of total work situation. Since the time when the occupation of individuals became a
socially significant phenomenon, social scientists focused their attention on the problem of job
satisfaction. Inputs affect the outputs via employees’ ability and motivation. Job satisfaction is an
important aspect for any organizations. Many employers or superiors do not hesitate to know
whether or not their employees or subordinates are satisfied with their jobs. Generally, there are four
factors that influence the degree of job satisfaction, namely personality, values, work situation and
social influence. A research by Karim (2008) reported six variables that significantly correlate with
job satisfaction -affective commitment, job autonomy, job performance feedback, role conflict, role
clarity and organizational tenure. The research also found that out of these six variables, only two
have predictive relationship with job satisfaction: affective commitment and organizational tenure.

2. Review of literature

Nazneen et al (2014) conducted a study on 350 employees-218males & 132 Females drawn
randomly from different retail organizations and result shows that the most dominant components
of culture in organized retail sector is Confrontation, openness, experimentation and proactively. It is
observed from the study that if we create a good culture for the employees, retail would be the best
found destination for new graduates and even for the existing employees.

www.jbrmr.com A Journal of the Academy of Business and Retail Management (ABRM) 216



(CBA) International Journals

Journal of Business and Retail Management Research (JBRMR), Vol. 12 Issue 1 October 2017

Saleh (2012) analyzed 62 employees of retail organizations in Malaysia to study level of the job
satisfaction, organizational commitment, and turnover intention of employees. The findings
suggested that the respondents were moderately satisfied with job satisfaction facets such as
promotion, work itself, co-workers, and supervisors but were dissatisfied with salary. They also had
moderate commitment level with considerably high intention to leave the organization.

Sabri et al (2011) conducted a research on 347 teachers to determine the effect of
organizational culture on job satisfaction level of teachers of public and private sector higher
education institutes and universities of Lahore which is second largest city of Pakistan and a hub of
higher education. Supportive organizational culture may raise the level of job satisfaction of teachers
and satisfied teachers may produce healthy, satisfied and creative minds. Empirical findings show
that organizational culture is categorized into two components i.e. organizational culture related to
managers and leaders (OCM) and organizational culture related to employees (OCE). In this study
effect of both kinds of culture on job satisfaction is positive and significant

Tsai (2011) studied 200 hospital nurses in Taiwan to found out Job satisfaction, organization
Culture and leadership behavior among them. He found that there is positive significant relationship
between organization culture and job satisfaction. He further found that job satisfaction level among
nurses is high and they endorse the culture as positive. Shah (2011) studied 215 faculty members to
examine whether organizational culture affects the employee’s job satisfaction of university faculty
in Public Sector of Pakistan. Result indicated that organizational culture was negatively related to
employees’ job satisfaction. Thus, the study recommended that the efficiency of the faculty members
of public sector universities in Pakistan need to be improved.

Bake and Nalla (2009) studied the relationship between organizational culture and job
satisfaction among police officers working in various cities in two Midwestern states in United
States. Data for the study was gathered from 669 respondents in five medium and large sized police
organizations in two adjacent Midwestern States. More specifically, police officers' (supervisors and
non-supervisors) perceptions about organizational factors of job satisfaction was examined and
suggested that organizational characteristics are better predictors of job satisfaction than individual
factors. Askari (2011) conducted a study to find any relationship between organizational culture and
job stress of personnel in government departments at Firozabad city and found that there is a
meaningful and negative relationship between organizational culture and job stress and
organizational culture is different between men and women.

Nazneen & Bhalla (2013) conducted a study on 218 male employees and 132 female
employees of organized retail sectors and found that the employees of organized retail sectors
having moderate level of job satisfaction. They also found that male and female both are showing
same level of job satisfaction. They also found negative correlation with the entire dimension of
organizational role stress and job satisfaction. Nazneen and Sayeed (2012) conducted a study on 215
faculty members of UP and Punjab and found that faculty members of Punjab are showing low level
of job satisfaction than their UP counterparts. Singh & Dubey (2011) found that job satisfaction was
negatively correlated with all the dimensions of organizational role stress among middle level
executive. Organizational stress and organizational culture were also found to be negatively
correlated among middle level executives and male and female staff of retail. Sector. Askari (2011)
conducted a study to find any relationship between organizational culture and job stress of
personnel in government departments at Firozabad city and found that there is a meaningful and
negative relationship between organizational culture and job satisfaction.

Muzainah et al (2010) found that determining a culture which is appropriate for all
organizations is an impossible task because characteristics of organization, its external environment
and situational constraints dictate different values, beliefs and behaviors within tax administrations
of Malaysia and other developing countries. Pool (1999) studied the organizational role stressors and
its impact on job performance in predicting outcome and results indicate that a constructive culture
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will significantly reduce impact of role stress and thereby decreasing job stress, increasing job
satisfaction and job commitment.

2.1 Hypothesis
We have not formulated any null or alternate hypothesis rather make our research
exploratory in nature with following Objectives......

1.) To examine the level of Job Satisfaction and Organization Culture in organized retail sector.

2.) To examine the relationship between Organizational Culture and Job Satisfaction.

3.) To offer suitable suggestions to stake holders for improving the Job Satisfaction and make better
Organizational Culture in retail sector.

3. Research methodology
3.1 Sample

Employees working in the organized retail sectors with more than two years were taken as
Sample and purposive random sampling technique were used to collect the data. Around 500
employees of various retail organizations were contacted in different cities of India and finally 463
employees of various designations, sex, and experience were used as sample.

3.2 Procedure

Retail employees from various designation level of different organized retail organizations
located in various cities of India like Walmart India, Future Retail, Shoppers Stop, Reliance Retails
and Spencer’s were selected as a sample keeping in mind the availability of the data, cost and
distance for the data collection. Only employees with more than two years of experiences were taken
in to consideration. The data were collected using survey method. Each of the respondents was
personally contacted in group by the investigator and the data was collected through questionnaire.
They were asked to fill the questionnaire after going through carefully the given instructions on each
scale separately. They were also assured of confidentiality of their responses.

3.3 Tools used

Job Satisfaction Scale: Scale on Job Satisfaction developed by Singh (1989) was used in the
study. This questionnaire consists of 20 items that measures the degree of job satisfaction. Each item
was rated on five point rating scale ranging from highly satisfied to highly dissatisfied with a
weighted score of 5 to 1, the total score of an individual varies from 20-100.

Organizational Culture: Pareek and Rao (1983) developed OCTAPACE profile consisting of
40 items instrument that gives the profile of organizational ethos in 8 values, were used in the study.
The total value of an individual will vary between 40 - 200.The reliability and validity of all scales
are well within acceptable norms.

3.4 analysis of the data

The collected data were tabulated as per the research design to meet out the objectives of the
study and suitable statistical tools like Mean, Median, S.D., Correlation, ANOVA and Critical ration
(t-Value) were calculated using SPSS.

4. Result and discussion
Table 1: Showing Mean and SD Values on the Dimensions of Organizational Culture and Job
Satisfaction (N = 463).

Components Mean value S.D.
Openness and Risk Taking 13.05 1.95
Confrontation 12.97 1.89
Trust 12.27 1.90
Authenticity 12.24 2.19
Pro -Action 12.78 2.82
Autonomy 12.53 2.08
Collaboration 12.99 2.34
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Experimentation 12.84 2.19

Organization Culture 101.66 9.36

Job Satisfaction 61.08 14.15

It can be seen from the Table that OCTAPACE Culture in Organized retail sector of India
were found to be at Moderate level and also the employees of organized retail sectors were shown
moderate level of Job satisfaction. If we analyze further we can see that on the dimensions of
Openness and Risk Taking means employees feels free to express their ideas and the organization is
willing to take risks and to experiment new ideas and ways of doing, found to be at moderate level.
Collaboration means working together as team and using strength of one another and sharing the
problem and concerns with each other and making strategies to resolve those problems and issues
together again found at moderate level. Confrontation means employees face the problems and work
jointly irrespective of the task and without hurting the feelings and ego of each other and also
allowed by the top managers to put their ideas and feelings without any fear also found at moderate
level. Experimentation were also found to be at moderate level means there is no much importance
given to innovation and trying out new ways in dealing with the problems. Pro-action means the
employees are action oriented and willing to take initiatives and anticipate the act or response which
may need in future were also found at moderate level.

It was further found that the employees of organized retail sector feels Culture of Trust,
Authenticity and Autonomy very poor or at low level. It means the employees, departments and
group does not relying and trusting each other while doing any assigned task of the organization
and at the same time it was also found that the element of authenticity were also found to be very
poor means it is a value underlying trust and it is the willingness of the employees to acknowledge
the feelings he or she has and to accept him or her as well as others who relate to him as person in
other words we can say that trust whatever we are showing is not authenticated and since there is
no elements of Trust operating in this case there is no point of having authenticity culture. The
culture of Autonomy were also found to be very low in organized retail sectors here the Autonomy is
related with the willingness of the employees to use their power without fear and help others to do
the same, in other words employees has given full freedom to their job effectively no boundaries
has been imposed on them. This factor is very crucial in retail sector because if employees don’t have
the freedom or autonomy at work they will not be able to generate and implement new ideas which
are needed for the success of retail sectors.

Job satisfaction of the employees of the organized retail sector was found as moderately
satisfied and this may be attributed to moderate level of organizational culture.

Table 2: Showing Mean and CR Values of Male and Female Staff on the Dimensions of Organizational
Culture and Job Satisfaction

Components Mean- Male SD- Male Mean- FE | SD- Male CR Value

(N-299) (N-299) Male (N-164)

(N-164)

Openness and Risk | 5 1 1.97 12.96 1.92 0.738
Taking
Confrontation 13.02 1.87 12.87 1.93 0.786
Trust 12.11 1.94 12.55 1.80 2.38*
Authenticity 12.22 2.16 12.27 2.26 0.267
Pro -Action 12.91 2.81 12.52 2.82 1.422
Autonomy 12.33 2.06 12.88 2.08 2.708**
Collaboration 13.04 2.49 1291 2.04 0.563
Experimentation 12.84 213 12.85 231 0.067
Organization 10157 9.60 101.82 8.91 0-276
Culture
Job Satisfaction 61.08 14.15 60.68 13.87 0.298

**: Significant at .05 level of significance
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It is clear from the Table that Male and Female staff of organized retail sector is experiencing
moderate level of Organizational Culture. It is also observed that among Male staff the dominant
culture components are Openness and Risk taking, Confrontation, Collaboration and Pro-action
while in the case of Female staff the dominant components are Openness and Risk taking,
Confrontation, Autonomy and Experimentation. The significant difference of mean were observed
on the dimensions of trust and Autonomy between Male and Female staff and it can be seen that in
both the cases Female staff are experiencing more Trust and Autonomy in the organization means
female staff are trusting and relying each other in individual as well group capacity and willing to do
whatever is needed for each other without considering any doubt on the integrity of the co workers.
Surprisingly Female staff were shown higher level of Autonomy than Male counter parts and they
using they power and authority in more effective way without having any constraint on utilizing
those given powers and also not having any constraint in term of utilizing their power and position
but the fact is it is only moderate level not at the higher side in both Trust as well as Autonomy
components.

No significant difference of means was found on the dimensions of job satisfaction and both
male and female employees of organized retail sectors are showing moderate level of job satisfaction.

Table 3: Showing Mean and CR Values of Managerial and Non Managerial Staff on the Dimensions
of Organizational Culture and Job Satisfaction

Components Mean- SD- Mean- non | SD- non- | CR value
managerial managerial | managerial (n- | managerial
(n-160) (n-160) 188) (n-188)
Openness and Risk | 1, o7 1.84 13.01 1.99 0.68
Taking
Confrontation 12.82 1.88 12.81 1.84 0.049
Trust 12.03 1.92 1211 1.84 0.394
Authenticity 12.29 2.29 12.22 2.17 0.291
Pro -Action 12.32 2.89 12.74 2.70 1.392
Autonomy 12.56 2.03 12.59 211 0.134
Collaboration 12.71 2.35 13.14 2.25 1.734
Experimentation 12.54 2.06 13.03 2.31 2.091*
Organization Culture | 100.14 10.25 101.64 8.13 1.633
Job Satisfaction 56.92 13.81 61.16 13.49 2.884**

**: Significant at .05 level of significance

As shown in the table that managerial and non managerial employees of the organized retails
sectors were experiencing moderate level of organizational culture and no significant differences on
organizational culture and their dimensions other than experimentation were found significant. Non
managerial employees having greater experimentation than their counterparts mean they were given
freedom to innovate new ideas and trying out new methods and techniques in resolving any issues
or doing their normal routine work. While on the dimension of job satisfaction it was observed that
both managerial and non managerial employees were having moderate level of job satisfaction. And
a significant difference of mean was found between managerial and non managerial staff and non
managerial employees were shown high level of job satisfaction than their counterparts.

Table 4: Showing Mean and CR Values of High and Low Experience Staff on the Dimensions of
Organizational Culture and Job Satisfaction

components mean high SD- high mean- low SD- low CR- value
expr expr (n-133) | expr expr
(n-133) (n-330) (n-330)
1 *
Openness and Risk 13.69 1.67 12.80 2,01 425
Taking
Confrontation 13.53 1.76 12.74 1.90 411*
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Trust 13.31 1.61 11.85 1.84 7.98*
Authenticity 1217 2.14 12.27 2.21 0.449

Pro -Action 1441 2.81 12.12 2.54 8.497*

Autonomy 12.35 1.64 12.60 222 1.190
Collaboration 13.02 2.59 12.98 2.23 0.138
Experimentation 13.32 1.64 12.65 2.35 3.011
Organization Culture 105.78 9.27 100.01 9.27 6.26*

Job Satisfaction 61.47 17.27 60.72 12.52 0.519

*: Significant at .01 level of significance

It is evident from the above Table that high experienced employees of organized retails
sectors were experiencing moderately high level of organizational culture than the low experience
employees who feel moderately low level of organizational culture supported the findings of Sayeed
and Bhalla (2013). Significant difference of Mean was observed on the dimensions of Openness and
Risk Taking, Confrontation, Trust, Pro-Action and total organizational culture. And in all the cases
the high experienced employees are experiencing high level of Openness and Risk taking,
Confrontation, Trust and Pro-action it means as the time passes in the organization employees feel
comfortable and act and perceives the things accordingly. No significance of differences between
means were found on the dimension of Authenticity, Autonomy, Collaboration and Experimentation
dimension of organizational culture in spite of the fact that there is significant differences of means
between high and low experience employees on total organizational culture.
No significant of differences between means were observed on Job satisfaction between high and low
experienced employees and the satisfaction level were found to be moderate.

Table 5: Showing Correlation between Organizational Culture and Job Satisfaction among Retail
Employees (N 463).

OC O C T A P A C E OCT
JS .323% .233* .368* .248* 435* 272* 420* .205* 471
*: Significant at .01 level of significance

It is evident from the above Table that all the eight dimension of organizational Culture are
significantly (significant at .01 level of significance) and positively correlated with Job satisfaction. It
means if we improve the level of perceived organizational culture the job satisfaction level of the
employees will also go up and if the perceived organizational culture were found to be low it is
expected that job satisfaction level of the employees will also be low. Here in this case both
Organizational culture and job satisfaction were perceived as Moderate supporting the study of
Bhalla and Nazneen (2014).

Table 5: ANOVA analysis in terms of their designation for the scores on the dimension of
Organizational Culture and job satisfaction.

Components Senior Level Middle Level Non Managerial
MEAN [SD MEAN |SD MEAN (SD F - Test p value
N-160 N-115 N-188
Openness 12.87 1.843 [13.01 1.996 13.39 2.007 2.508 0.083
Confrontation 12.83 1.879 |12.81 1.843 13.42 1.942 4.423* 0.013
Trust 12.03 1924 |12.11 1.845 12.84 1.852 7.347* 0.001
Authenticity 12.29 2286 |12.22 2.172 12.20 2.112 0.066 0.937
Pro -action 12.32 2.889 |12.74 2.703 13.46 2.786 5.576* 0.004
Autonomous 12.56 2.033 [12.59 2111 12.37 2.105 0.421 0.657
Collaboration 12.71 2349 |13.14 2.254 13.15 2.450 1.820 0.163
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Experimentation 12.54 2.065 |13.03 2.309 12.97 2138 2.435 0.089
Organization Culture {100.14  |10.24 |101.64 |8.130 103.81  |9.596 5.227* 0.006
Job satisfaction 56.92 13.81 |61.16 13.494 66.17 13.543 15.491* 0.000

*: Significant at .01 level of significance

ANOVA analysis was conducted for the significant difference between the scores on the

dimensions of the organizational culture and job satisfaction among the employees of the retail sector
categorized on the basis of their designation.
For the dimension openness, authenticity, autonomous, collaboration and experimentation as p values
obtained were all greater than 0.05. This signifies that there was no significant difference between the
employees categorized on basis of their designation, scores on the all dimension discussed above. For
the dimension confrontation as t = 4.423, p < 0.05. This signifies that senior and middle level
employees score i.e. 12.83 and 12.81 respectively was significantly lower than the scores of the sales
representatives i.e. 13.42.

For the dimension trust as t = 7.347, p < 0.05. This signifies that senior and middle level
employees score i.e. 12.03 and 12.11 respectively was significantly lower than the scores of the sales
representatives i.e. 12.84.The dimension pro-action as t = 5.576, p < 0.05. This signifies that senior and
middle level employees score i.e. 12.32 and 12.74 respectively was significantly lower than the scores
of the sales representatives i.e. 13.46.For the Organization Culture as t = 5.227, p < 0.05. This signifies
that senior and middle level employees score i.e. 100.14 and 101.64 respectively was significantly
lower than the scores of the sales representatives i.e. 103.81.For the Job Satisfactions t = 15.491, p <
0.05. This signifies that senior and middle level employees score i.e. 56.92 and 61.16 respectively was
significantly lower than the scores of the sales representatives i.e. 66.17.

5. Conclusions

It can be concluded on the basis of above result and discussions that employees of the
organized retail sectors are experiencing moderate level of organizational culture and job
satisfaction. The dominant OCTAPACE culture dimensions includes Openness and Risk Taking,
Confrontation, Pro-action, Collaboration and Experimentation. No significant differences were
found between Male and Female employees and both the genders are experiencing moderate level of
organizational culture and job satisfaction. The significant difference were observed on the
dimensions of job satisfaction between managerial and non managerial employees and non
managerial employees are more satisfied than the managerial employees and no difference were
found on the dimensions of organizational culture in the same case. It was further found that high
experience employees are experiencing high level of organizational culture than low experience
employees but no difference were observed on the dimension of job satisfaction level and both the
group were having moderate level of job satisfaction. Significant positive correlation were found
among the dimensions of OCTAPACE culture components and job satisfaction means if we improve
the organizational culture the level of job satisfaction will also go up among the employees of
organized retail sector.

5.1 Suggestions

To improve the organizational culture it is the responsibility of the Leadership to explore the
missing OCTAPACE factors and try to use different OD techniques to improve the organizational
culture. Job satisfaction level was also found to be moderate and to increase the level of job
satisfaction a more elaborative study should be conducted to know the exact reason beside poor or
moderate organizational culture and the intervention should be implemented accordingly as it is
very important factor to make an employee efficient and organization effective.
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Abstract

This research assesses the relationship between intercultural exposure variables—the length of time spent in the
United States, the length of previous experience outside Saudi Arabia, the length of time studying English as a
second language, and the frequency and nature of interactions with Americans—and intrapersonal identity
conflict. To assess this relationship, the researcher conducted a survey of Saudi Arabian students studying in the
United States, which collected information on exposure variables, as well as employing Leong and Ward’s (2000)
Ethno-Cultural Identity Conflict Scale (EICS). A Pearson correlation test was conducted to examine the
relationship between the Saudi sojourners’ intercultural exposure and their identity conflict scores to conclude
that there is not a relationship between exposure and identity conflict.

Keywords: intrapersonal identity conflict, Saudi Arabian students, study abroad, acculturation
1. Introduction

There are a number of factors that determine how one will respond to a foreign culture. According to Furnham
and Bochner (1982), there are three conditions that influence the duration and the extent of culture shock: 1)
cultural differences, 2) individual differences, and 3) sojourner’ experiences. Guirdham (1999) states that an
individual’s ability to survive culture shock is affected by “knowledge of the culture and its language,
stereotypes of and attitudes towards people in the other culture, being able to suspend evaluation of other
people’s behavior and understanding the self as a cultural being” (p. 272). Ward (1996) claims that cross-cultural
adaptation for sojourners is affected by additional factors, including knowledge about the host culture, the length
of residence, the amount of interaction with the people from the host culture, previous experiences in a foreign
country, and whatever cultural orientation programs exist. Worchell and Mitchell (1972) state that the learning
process is directly connected to cultural readjustment.

This research assesses the relationship between intercultural exposure variables—the length of time spent in the
United States, the length of previous experience outside Saudi Arabia, the length of time studying English as a
second language, and the frequency and nature of interactions with Americans—and intrapersonal identity
conflict. The intercultural background variables are hypothesized to impact how one will respond to American
culture and thus his or her levels of intrapersonal identity conflict. To assess this relationship, the researcher
conducted a survey of Saudi Arabian students studying in the United States, which collected information on
length of previous experience abroad and time studying English, and details on prior interactions with Americans,
as well as employing Leong and Ward’s (2000) Ethno-Cultural Identity Conflict Scale (EICS).

Socialization is a human process (Herrmann, 2007). This study focuses on the exposure factors that are related to
socialization as measured by intrapersonal conflict. Understanding this relationship, or even the meaning in the
lack of relationship, is both of practical and theoretical significance. Theoretically, this study contributes to the
study of international students and acculturation to their host cultures. Practically, the results of this study stand
to advance relationships between Saudi Arabians and Americans. Understanding the role of exposure to
American culture’s relationship to intercultural identity conflict is a step towards identifying the sources of such
conflicts through analytical frameworks. Understanding how cultural beliefs and values can hinder cooperative
or advance beneficial interaction and to what extent, if any, exposure to the culture is related to acceptance of the
culture is particularly important for civilizational fault lines, such as between the United States and Saudi Arabia
(Huntington, 1996).
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In 1996, Samuel P. Huntington postulated that future conflicts would revolve around civilizational cultural
differences. This thesis was supported by the subsequent terrorist attacks of September 11, 2001. The events of
this date changed the way that many Americans perceive Arabs and Muslims (Livengood & Stodolska, 2004).
Furthermore, Saudi Arabia and Afghanistan were held most culpable for the attacks, which has had calamitous
repercussions for relationships between individuals from these countries and Americans. Repercussions include
both diplomatic consequences and emotional contempt, including toward Middle Eastern students studying in
the United States (Livengood & Stodolska, 2004). This reaction not only impacts how Saudi Arabian students
are viewed by Americans, but also how they perceive themselves, which ultimately impacts the ability of Saudi
sojourners in the United States to successful learn and socialize within the host culture. Thus, this study is built
on the premise that intrapersonal identity conflicts—those which arise from personal conflict resulting from
cultural clashes and the need to find oneself from within the competing demands of cultures—are related to
exposure to the competing culture (Erikson, 1950; Leong & Ward, 2000). Within this study, American culture is
viewed as the culture that is competing with Saudi Arabian culture for Saudi students studying abroad. Moreover,
exposure is treated as a composite of the length of time spent in the United States, the length of previous
experience outside Saudi Arabia, the length of time studying English as a second language, and the frequency
and nature of interactions with Americans. These variables of exposure are considered to be part of the larger
picture of acculturation.

This research employs a quantitative approach to measure participants’ exposure to American culture and
identity conflict. The study relies on Leong and Ward’s EICS and a brief online questionnaire designed by the
research to obtain data on exposure and conflict. The Statistical Package for the Social Sciences (SPSS) was
used to analyze the data.

Although acculturation, identity conflict, and exposure have been researched in Western contexts, the Arabic and
Muslim experience is absent within the literature. To date, there have not been any studies focusing on the
intercultural exposure of Saudi sojourners or that relate exposure to identity conflict. There is a call in the
literature (c.f., Leong & Ward, 2000; Ward, Stuart, & Kus, 2011) to use direct measures, such as the EICS, to
examine the intrapersonal identity conflict among the Saudi student sojourners in the United States.

2. Literature Review

Identity conflict is of interests as it can hinder positive interactions among individuals, particularly those of
different cultures (Slocum-Bradley, 2008). Individuals of differing cultures often experience challenges in
engaging with others for fear of compromising their own culture and beliefs or for the possibility of offending
another’s culture. Thus, the fear of loss of personal identity can be anxiety-inducing, especially for minorities
(Slocum-Bradley, 2008). Identity conflict arises when this fear becomes a mental struggle, causing
hyper-awareness of one’s own culture, such as language, food, religion, clothing, entertainment, and education.
A psychological binary is developed in which either the individual’s native or host culture is perceived as
negative and the other as positive (Salhi, 2006).

Saudi and American cultures yield an ideal case for assessing identity conflict as the cultures are considerably
different. Language, for instance, marks Saudis within the United States as the “other” (Said, 1977). The terrorist
attacks of February 26, 1993 and September 11, 2001 have resulted in Arabic and Muslim appearing individuals
to be perceived as terrorists (Livengood & Stodolska, 2004). Haas (2012) argues that Saudi sojourners may be
viewed as an affront to Americans and, in particular, those speaking in Arabic may be perceived to view their
own culture as superior to American culture.

These potential conflicts of acculturation are perceived to be able to be alleviated by cultural acclimation
programs, such as orientations for Saudi students in the United States. Saudi sojourners come through the King
Abdullah Scholarship Program (KASP). Originating in 2006, KASP has placed thousands of Saudi students
abroad. Most of these students, however, have limited or no interaction with individuals of other cultures prior to
their participation. This may further exacerbate cultural clashes as the students enter the full emersion of
studying abroad (Law & Guo, 2010). This acculturation stress can then lead to identity conflict (Ward &
Kennedy, 1999). It is therefore important, as is the emphasis of this study, to understand the factors associated
with identity acculturation in order to ameliorate the dissonance caused by identity conflict.

While socialization is part of human nature (Habernas, 2003; Erikson, 1950), individuals often identify and
socialize by race, social classes, familial lineages, and other anthropological constructs. Cultures often used these
assessments to divide people into in-groups and out-groups (Brewer, 1999). Sojourners often exist as
constituents of out-groups, relaying a sense of rejection or cultural tension. It is hypothesized within this research
that exposure to American culture increased acceptance of and within the culture and decreases identity conflict.
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Acceptance as result of shared membership occurs within a social structure (Tajefel & Turner, 1996). Status
inequality, as explained by social identity theory, is the manifestation of in-group bias (Smith, 1991). Greene
(1999) extends this concept to sojourner acceptance within host cultures.

As predicted by social identity theory, sojourners traditionally identify with individuals of their native culture
more readily than they do with individuals of their host culture. It is human nature to gravitate towards like
individuals. This also entails that in the United States, Saudi sojourners are more likely to interact with other
Saudis than with Americans. As part of the Saudi sojourner in-group, individuals place emotional value and
significance on the culture of this group as an antecedent of social identity (Rubin & Hewstone, 2004).

Acculturation theory can be applied to Saudi sojourner interaction with their American host culture (c.f,,
O’Guinn & Faber, 1985). Acculturation is the process by which immigrant gradually understand and adapt to
their host culture. Lin and Yi (1997) find that Asian sojourners struggle with balancing acculturation and
maintaining their host culture. Stereotypes are common obstacles to acculturation (Perna, 2009). Therefore, as
previously discussed, the post-September 11, 2011 terrorist attacks stereotypes of Arabs and Muslims may
prompt Saudi sojourners to be hyperaware of acculturation and acceptance. In Persons’ (1987) three-stage model
of acculturation—contact, acculturation, assimilation—individual of different cultures interact with each other to
form accommodation needed to avoid intergroup conflict. Thus, Saudi sojourners must be exposed to American
culture to prompt the adaptation to American language and social rituals. This is, in turn, theorized to limit the
conflict between Saudi and American culture, reducing instances of xenophobia and aggression against Saudi
sojourners.

3. Methods

The research question assessed within this study is: “Is there a relationship between the intercultural background
variables (the length of time spent in the United States, the length of previous experiences outside Saudi Arabia,
the length of time studying English as second language, and the frequency and nature of interactions with
Americans) and intrapersonal identity conflict?”” A Pearson Product Moment Coefficient of Correlation test was
conducted to examine the relationship between the Saudi sojourners’ intercultural backgrounds and their identity
conflict scores.

The research uses a cross-sectional survey design to collect data on the target population, Saudis studying in the
United States, at a single point in time. This design is appropriate for generalizing the results from a sample to
the broader population of interest (c.f., Lankshear & Knobel, 2004). Thus, the researcher seeks to form
conclusions regarding the relationship between exposure variables and identity conflict in Saudi sojourners and
generalize these findings to international sojourners. Data were collected through a survey of Saudi Arabian
students studying in the United States. This study was limited to the Saudi students in the United States of
America who are involved in the King Abdullah’s Scholarship Program and over 18 years old. This inclusion
criterion provides a sampling frame of forty-five thousand individuals (Maati, 2011). All eligible individuals
received the call for participants through the Saudis in the United States database. Potential participants received
the IRB approved invitation explaining the study’s purpose, the role of participants, ethical privacy
considerations, and information about the researcher. A follow-up email was sent one week after the initial email
was sent to encourage participation in the study. Based on the sampling frame of forty to fifty thousand, the
appropriate sampling size was determined to be 381. After the first 381 responses were received, the survey was
closed to further response. Of these responses, 210 respondents (55%) took the survey to completion.

The survey began with a Demographic Information Sheet (DIS) containing seven items to collect participants’
information to extract predictor variables in this study. Those variables are 1) age, 2) sex, 3) location, 4) length
of previous overseas experiences, 5) length of studying English as second language, 6) frequency of interaction
with Americans, 7) length of time in the United States. Two items within DIS, require the respondents to identify
themselves based on sex and location. The remaining five items prompt the respondents to provide continuous,
numerical answers to collect data about their intercultural backgrounds and ages. Variables four through seven
are the focus of this research.

3.1 Length of Residence

Is the duration for which each Saudi sojourner spends inside the United States. This variable is one of the four
variables used to predict the intercultural background of the targeted population. In this study, participants were
asked to indicate how long they had been in the United States using a numerical format. This variable was used
as a continuous, independent variable without coding. Moreover, the interval-ratio was used as a level of
measurement.

14



(CBA) International Journals

ijps.ccsenet.org International Journal of Psychological Studies Vol. 9, No. 3; 2017

3.2 Length of Previous Overseas Experience

Is the duration for which each Saudi sojourner spent outside Saudi Arabia during his or her lifetime. This
variable is one the four variables used to predict the intercultural background of the targeted population.
Participants were asked to say how long they had been outside Saudi Arabia using a numerical format. This
variable was used as a continuous, independent variable without coding. The interval-ratio was used as a level of
measurement. Data on the length of previous oversees experience was collected as the total number of years and
months the respondent has been outside of Saudi Arabia, both as part of the current study abroad experience and
prior trips abroad.

3.3 Length of Time Studying English as Second Language

The duration for which each Saudi sojourner spent learning English before studying at American universities.
This variable is one of the four variables that were used to predict the intercultural background of the targeted
population. Participants were asked by the researcher to indicate how long they spent studying English in Arabia
using a numerical format. This variable was used as a continuous, independent variable without coding.
Interval-ratio was used as a level of measurement. Data on the length of studying English was collected as the
total number of years and months the respondent has studied English.

3.4 Frequency Interaction

The repeated communication of two or more individuals in the same society (Carpendale & Miller, 2004).
Participants were asked to tell how many hours they interacted with Americans per day. This variable was used
as a continuous, independent variable without coding. Interval-ratio was used as a level of measurement. Data on
the frequency of interaction was collected as the total hours per day spent with Americans.

Intrapersonal identity conflict is the internal struggle relating to different aspects of one’s identity. Such conflicts
often engender insurmountable tensions, depression, and anxiety, as they are capable of yielding fractured
identities (Leong & Ward, 2000). To measure the extent to which an individual is struggling with intrapersonal
identity conflict, Leong and Ward (2000) developed the Ethno-cultural Identity Conflict Scale (EICS), a
20-statement instrument that asks respondents to rate their level of agreement using a five-point Likert scale
from strongly disagree to strongly agree. The EICS provides scaled statements to assess subjective feelings of
cultural contrast relating to the respondent’s experience with intrapersonal identity conflict. In Leong and Ward’s
(2000) study of Chinese sojourners in Singapore (N=106), fourteen of the twenty statements were tested and
confirmed to be predictors of identity conflict with a strong reliability (Cronbach’s Alpha score of 0.80).

4. Results

Of the 186 respondents that completed both the DIS and EICS questions, 63.44% (n=118) were males, 35.48%
(n=66) were female, and 1.08% (n=2) did not specify their sex. Regarding location, 38.17% (n=71) were
attending schools in the South; 31.18% (n=58) were attending schools in the Northeast; 15.05% (n=28) were
attending schools in the West; 14.52% (n=27) were attending schools in the Midwest, and 1.08% (n=2) did not
specify their locations. Respondents were an average of 27 years old, with an age range from 19 to 55 years. The
length of residency in the United States for the respondents per the EICS ranged from a few months to 27 years
with a mean of 2.8 years and their length of studying English as a second language before coming to the United
States ranged from 0 months to 10 years with a mean of 1.21 years. Additionally, the results show that the EICS
respondents’ overseas intercultural experiences ranged from 1 month to 43 years with a mean of 5 years, and
their interactions with Americans varied from less than an hour to more than 12 hours per day with a mean of 4
hours per day. DIS variable frequencies and percentages are provided in Table 1.
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Table 1. The characteristics of the participants as frequency and percentage

Characteristic Frequency Percentage
Sex Male 135 64.30%
Female 73 34.80%
N/A 2 1.00%
Age 18-27 121 57.60%
28-37 81 38.60%
38-47 6 2.90%
48-57 2 1.00%
Location South 80 38.10%
North-East 67 31.90%
Mid-West 31 14.80%
West 29 13.80%
N/A 3 1.40%
Interaction with Americans <1 hour per day 59 28.10%
1-4 hours per day 76 36.20%
5-8 hours per day 49 23.30%
9-12 hours per day 16 7.60%
>12 hours per day 8 3.80%
N/A 2 1.00%
Length of Residency in USA <1 year 14 6.70%
1-3 years 115 54.80%
4-6 years 64 30.50%
7-10 years 14 6.70%
>10 years 1 0.50%
N/A 2 1.00%
Overseas Experience <1 year 26 12.40%
1-3 years 87 41.40%
4-6 years 60 28.60%
7-9 years 11 5.20%
>9 years 21 10.00%
N/A 5 2.40%
Length of Studying English <1 year 84 40%
1-3 years 111 52.90%
4-6 years 6 2.90%
>6 years 6 2.90%
N/A 3 1.40%

EICS scores suggest that respondents are experiencing low to moderate levels of intrapersonal identity conflict.
The statement average was 2.37 and the instrument average was 47.4. EICS instrument scores ranged from 23 to
84, with statement averages ranging from 1.15 to 4.20, expressing a range from no identity conflict to high
identity conflict. Table 2 reflects the frequencies, means, medians, modes, and standard deviations for each
statement on the EICS.
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Table 2. EICS frequencies, means, median, mode, and standard deviations

No. Survey item n M Median Mode SD
No matter what the circumstances are, I have a clear sense of who
1 ; 210 1.78 2 1 0.95
am

I have difficulties fitting into the wider society because of my
2 210 2.6 2 2 1.19
cultural background

In general, I do not think that people from my ethnic group know

3 209  3.02 3 3 1.09
the real me.

4 I sometimes do not know where I belong 209 2.24 2 1 1.26
I am an outsider in both my own ethnic group and the wider

5 . 209  2.63 3 3 1.17
soclety
Because of my cultural heritage, I sometimes wonder who I really

6 207 2.05 2 1 1.13
am

7 I experience conflict over my identity 207 2.32 2 1 1.17

I find it impossible to be part of both my cultural group and the
8 . . 209 239 2 2 1.17
wider society

9 I am uncertain about my values and beliefs 209 199 2 1 1.15
10 I have serious concerns about my identity 208 2.12 2 1 1.26
11 People tend to see me as I see myself 206  2.86 3 3 0.98
12 I do not know which culture I belong to 206 1.84 1 1 1.11
13 I find it hard to maintain my cultural values in everyday life 206 2.76 3 2 1.2
14 I sometimes question my cultural identity 205 2.59 2 2 1.21

I am confused about the different demands placed on me by
15 . 205 2.57 2 2 1.27
family and other people

16 Sometimes I do not know myself 205  2.12 2 1 1.17

I find it easy to maintain my traditional culture and to be part of
17 . 204 2.65 2 2 1.14
the larger society

18 I feel confident moving between cultures 205 237 2 2 1.11
19 I have difficulties fitting in with members of my ethnic group 206 2.59 3 2 1.14
20 I am sometimes confused about who I really am 205 2 2 1 1.2

4.1 Relationship between the Intercultural Background and Identity Conflict

The research question asks the following: Is there a relationship between the exposure variables (the length of
time spent in the United States, the length of previous experiences outside Saudi Arabia, the length of time
studying English as second language, and the frequency and nature of interactions with Americans) and
interpersonal identity conflict? In order to answer this question, four Pearson’s product-moment correlation tests
were run individually to assess the relationship between the four intercultural background variables and the EICS
scores (see Table 3). It was found that these relationships were not statistically significant, given that r=-0.021
and p>0.05 for the length of previous experiences outside Saudi Arabia, r=-0.094 and p>0.05 for the time spent
in the United States, r=-0.076 and p>0.05 for the frequency interaction with Americans, and r=-0.034 and p>0.05
for the length of studying English as second language prior to arriving in the States. Table 3 summarizes the
results of the Pearson correlation test of students’ intercultural background with the EICS scores.
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Table 3. Relationship between intercultural background variables and EICS scores

Length of time Length of previous Length of time studying Frequency of
. . experiences outside English as second language interaction with the
spent in the United P g guag
St Saudi Arabia prior to going to the U.S. American people
ates
Pearson correlation -0.094 -0.021 -0.034 -0.076
Significance (2-tailed) 0.265 0.779 0.684 0.304

5. Discussion and Conclusion

The data presented within this research does not present a statistically significant relationship between any of the
four variables of exposure and EICS scores based on Pearson product-moment correlation tests. However, the
exposure variables demonstrate the degree of exposure to American culture. A majority of respondents spend
less than four hours a day interacting with Americans (64.30%), have resided in the United States less than three
years (61.50%), have spent less than years overseas (53.80%), and have studied English less than three years
(92.90%). Despite this relatively limited exposure, especially in terms of language, the average level of
intrapersonal identity conflict was 47.4 points, with an average per statement of 2.37. This EICS score suggests
that Saudi students have low to moderate levels of intrapersonal identity conflict. More specifically, 8% of
respondent strongly disagree that they exhibit identity conflict, 48.5% of respondents disagree that they exhibit
identity conflict, 36.6% of respondents neither agree not disagree, 6.9% of respondents agree that they are facing
identity conflict, and no respondent strongly agreed that they exhibit identity conflict. Therefore, despite these
relatively low levels of exposure, the majority of respondents do not feel that they are experiencing intrapersonal
identity conflict. As so, this research fails to conclude that there is a relationship between intercultural exposure
and intrapersonal identity conflict.

It is important to consider that acculturation is not merely the output of exposure. Exposure is one of many
factors that impact acculturation and acculturation is one of many factors that impact identity conflict. Berry
(2005) discusses acculturation strategies, including the constraints imposed by the host culture. Strategies, the
author argues, rely on two fundamental questions: What is the value of maintain cultural heritage? What is the
value of developing relationships with larger society of the host culture? If value is seen in developing in both
areas, the individual will integrate. If value is not seen in either area, the individual will marginalize. If value is
only seen in maintaining cultural heritage, the individual will separate. Finally, if value is only seen in
developing relationships with the host culture, the individual will assimilate (Berry, 2005). Further research is
needed to assess the relationship, if any, between patterns of integration, marginalization, separation, and
assimilation amongst Saudi Arabian students studying in the United States.

It is important to note that although this research has not concluded a relationship between intercultural exposure
and identity conflict that this lack of relationship is a finding in itself. Assessing this relationship was an
important step towards developing a more robust understanding of the factors impacting acculturation and
identity conflict. As Furnham and Bochnet (1982) provide that sojourner’s experiences, individual differences,
and cultural differences are all factors that determine how one will respond to a foreign culture, this research has
only touched on one of many factors that are to be considered in future research of Saudi sojourners. More
specifically, this research has correlated exposure to identity shock to test Guirdham’s (1999) statement that an
individual’s ability to survive culture shock is affected by “knowledge of the culture and its language,
stereotypes of and attitudes towards people in the other culture, being able to suspend evaluation of other
people’s behavior and understanding the self as a cultural being” (p. 272). Although Ward (1996) and Guirdham
(1999) have asserted that cross-cultural adaptation for sojourners is affected by factors of exposure, this research
has failed to find a relationship. As this research included the factors listed by Ward (1996) to be factors of
exposure, there is one variable that this research did not include: cultural orientation programs. Therefore, the
next step of this research is to incorporate experiences with cultural orientation programs.

This research focuses on Saudi sojourners which have all come through the King Abdullah Scholarship Program
(KASP). As potential conflicts of acculturation are perceived to be able to be alleviated by cultural acclimation
programs, such as orientations for Saudi students in the United States, future research must consider both the
nature of orientation and preparation, if any, provided by KASP and how this potentially differentiates the Saudi
sojourner population from other sojourner students in the United States. With this in consideration, further
research is also needed to assess differences between Saudi sojourners and sojourners of other nationalities and
cultures.
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ABSTRACT: Project management in the Saudi Arabian construction industry is an activity
complicated by the current widespread lack of a mature organisational safety culture, which
results in a high incidence of serious and fatal accidents, making it difficult to deliver project
objectives. This article addresses this major problem. This research is therefore an attempt to
verify the causal relationships and interactions between stakeholder involvement, safety
culture, and safety performance in the construction industry, thus providing a better
understanding, in turn, may improve safety. To achieve this objective, a conceptual model was
developed to enable empirical research via responses to a questionnaire will distribute to
construction organisations. The model provided in this study is a systematic approach to assess
the safety culture of construction organisations and to guide them in self-assessments. The
research contributes to the literature pertaining to assessments of stakeholder involvement and
safety culture. Furthermore, it offers a valuable tool to government bodies and regulatory
agencies for assessing their efforts in improving safety culture.

KEYWORDS: Management, Policy, Safety Culture, Performance

INTRODUCTION

This study explores the extent to which stakeholders endorse a positive safety culture on
construction projects. In recent years, stakeholder theory has become a commonly accepted
management theory for framing an organisation’s strategies, yet little is known about how
stakeholders may influence the safety culture of a construction project. Even so, the
stakeholders are expected to contribute to (Newcombe 2003; Smith, J & Love 2004), and
influence, the development of that project (Chinyio & Olomolaiye 2009). Despite this
expectation, there is still a large gap in the general conceptualisation of a safety culture in a
construction project, due to both a lack of agreement on what ‘safety’ means and a lack of
integration into accepted models of business operation.

The interaction between stakeholder theory and safety culture in balancing responsibilities
and preventing injury or loss of life are obvious and significant. However, the types of
interaction between the stakeholders, theories of relationships and safety culture that could
provide a positive safety outcome are not very well developed in construction projects. No
conceptual model has been produced to explain the relationships between stakeholder
involvement and safety culture. This study addresses this shortcoming.

Safety culture, and safety performance in the construction industry, thus providing a greater
understanding of their interaction which, in turn, will facilitate safety improvement. To
achieve this outcome, a conceptual model was hypothesised and empirically will be tested by
using information gathered via a questionnaire survey covering the main attributes of
construction safety culture.
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LITERATURE REVIEW

In preparation for the literature review, Cooper’s (1988) Taxonomy of Literature Reviews was
adopted to organise the review according to the research focus, goals, perspective, coverage,
organisation and audience (Randolph 2009). The literature reviewed dealt with the three topics
most important to this study — construction industries, workplace safety and stakeholder
theory. The benefits of stakeholders’ engagement in improving safety culture and reducing
accident rates is examined by reviewing stakeholder theories and thinking. The review will
demonstrate the influence of stakeholder theory on safety culture.

The construction industry

The construction industry plays a vital role in all countries, because it contributes significantly
to the economic and social development of any nation. The ancient Egyptians were one of the
earliest cultures to develop innovative construction techniques in order to build pyramids,
temples, and obelisks. Also, just as we do today, they too had to supervise, mobilise, and feed
a labour force.

The economic growth of a nation is often associated with the construction going on in the
country, such as housing, industrial complexes, roads, bridges, buildings and other projects.
Consequently, the success of construction projects is of particular importance to stakeholders
and governments (Wibowo 2009). A study carried out in the Australian context has indicated
that a 10% gain in the efficiency and productivity of the construction industry could lead to
2.5% gain in GDP (Stoeckel & Quirke 1992). This demonstrates the way in which a thriving,
productive construction industry can influence any country’s economic growth.

The construction industry involves many types of activities, and in terms of health and safety
is considered unique by many researchers in terms of risk to life and limb. Construction
industry conditions and organisation present a great challenge in terms of leadership,
communication, and team integration, which all impact on health and safety.

Safety in the construction industry

Numerous definitions of safety are available in the literature; according to the Oxford
Dictionaries safety is defined as ‘the condition of being protected from or unlikely to cause
danger, risk, or injury’. Also, British Standards Institution (2007, p. 3) defines occupational
health and safety as ‘conditions and factors that affect, or could affect, the health and safety
of employees or other workers ..., visitors, or any other person in the workplace’.

Globally, the construction industry is labelled as one of the most dangerous sectors in terms
of work safety, and occupational health and safety have become a major concern of both
society and government (Choudhry, RM et al. 2008; lain & Billy 2008; Phil 2010; Zou 2011).
The likelihood of accidents is high, in spite of improvements over decades (The UK’s Health
and Safety Executive 2012). Construction in the 2011/12 data for the UK accounts for 22%
of fatal injuries and 10% of reported major injuries throughout all industry, even though the
construction industry accounts for only about 5% of the employees in Britain (The UK’s
Health and Safety Executive 2012). In Australia also, the construction industry records the
highest number of fatal injuries of any industry: 17% of all compensated fatalities (Safe Work
Australia 2013). In Europe, the construction industry has one of the worst workplace incident
records, and around 47% of workers have indicated that they believe that their work affects
their safety (EU-OSHA).
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Providing a safe workplace is a global issue, and both developed and developing countries are
attempting to solve the problem. In developed countries, new regulations and legislation have
meant substantial improvement in the accident records. The UK’s Health and Safety Executive
(2012) reported that in the early 1990s the number of workers killed in the construction
industry was around 125. By 1996/97 it was around 90, by 2005/06 around 60. For 2011/12
the fatal accident figure was 50.

Accident Causation

The reasons why accidents occur in the workplace, or anyplace, have been much investigated.
It has been largely accepted that accidents are unplanned events which result in physical harm
to people and property (Ridley & Channing 2008), but how and why accidents happen has
produced different models of causation. The most widely known theories and models of
accident causation are:

the domino theory

Leather’s potential accident subject model
project management accident model
distractions theory

Rasmussen’s work behaviour model

the Swiss cheese model

the ConCA model.

Accidents in construction workplaces occur because of a failure of one or more indirect and/or
direct factors, as summarised in Table 1. Accident causation models focus on management
characteristics, human variables, and hazard aspects. Unfortunately, accident causation
models are not interfaced with hazards identification and risk assessment, and there is a gap
in our understanding of how risks become accidents (Khanzode et al. 2012).

Table 1 Summary of seven accident causation models

Accident causation model The reason why accidents happen

The Domino Theory Management loss control and a chain of loss event

Leather's Potential Accident Subject Failure of management system, loss motivation, and inappropnate
Model training and instruction which given by top management

Project Management Accident Mode!l =~ Company policy failure, project management failure, site management
failure, and individual failure

Distractions Theory Distractions by hazards

Rasmussen’s work behaviour model Not comply with safety rules, hazards, and loss of control

The Swiss Cheese Model Failures caused by management decisions

The ConCA Model A failure in the interaction hetween worker and team work, workplace

issues, and matenals and equipment. Also it affected by the shaping
factors and the originating influences

The big picture: Organisational and safety culture

Improving workplace safety usually concentrates on individual human failures and technical
issues (Gadd, 2002). Most of major accidents, such as the meltdown at Chernobyl, the fire and
explosion on the Piper Alpha or the grounding of the Exxon Valdez, all highlight the

38

ISSN 2053-5686(Print), ISSN 2053-5694(Online)



(CBA) International Journals

Global Journal of Human Resource Management
Vol.5, No.6, pp.36-48, August 2017

___ Published by European Centre for Research Training and Development UK (www.eajournals.org)

contribution to major accidents of the organisation’s procedures and policies. For example,
when BP’s Deepwater Horizon oil well spilled oil into the Gulf of Mexico in 2010, the judge
ruling on the later litigation commented that BP had acted with ‘conscious disregard of known
risks’ and that ‘employees took risks that led to the largest environmental disaster in US
history’, because the company had allowed a reckless culture to dominate its decision-making
capacity (Fisk & Feeley 2014).

According to Hofstede, GH (2001), culture is: transmitted and created content and patterns of
values, ideas, and other symbolic meaningful systems as factors in the shaping of human
behaviour and the artefacts produced through behaviour (Kroeber, & Parsons ,1958, p. 583).
It is a shared mindset that distinguishes one group from another. Miraglia et al. (1999) point
out that culture works as a template which shapes human behaviours in the form of values and
practices; culture is learned and shared, and it is determined by contextual factors.

Organisational culture

An organisation’s values, its objectives, and its resources must be congruent with one another.
Turner and Pidgeon (2004) demonstrated that: part of the effectiveness of organisations lies
in the way in which they are able to bring together a large number of people and imbue them
for a sufficient time with a sufficient similarity of approach, outlook and priorities to enable
them to achieve collective, sustained responses which would be impossible if a group of
unorganized individuals were to face the same problem (Turner & Pidgeon, 2004, p.47).
Cooper (2000) defines corporate culture as: ...to reflect shared behaviours, beliefs, attitudes
and values regarding organizational goals, functions and procedures (Cooper, 2000, p.112).

Erez and Gati (2004) point out that the fit between organisational culture and management
practices is critical and management behaviour tends to be constrained by an existing culture,
which affects overall performance by influencing problem solving and decision making
(Christensen & Gordon 1999). According to Deal and Kennedy (1982) certain cultural
directions lead to strong and effective performances, while other directions result in failure.
Clearly, there is evidence in the literature for the hypothesis that organisational culture and
management practices influence the performance of construction projects.

Concepts of a safety culture

In the 1980s, researchers into the science of safety considered human error to be one of the
sources of accidents, having already noted the dangers of the physical workplace in the
technical phase and moved into the socio-technical phase (Reason, J 1993). At that time, it
was agreed that the interaction between technical systems and various social situations caused
accidents in the workplace. When analysing the accidents, it was in this context that
researchers and practitioners considered social and organisational factors.

The term safety culture was introduced in an International Atomic Energy Agency (IAEA)
report after their analysis of the nuclear accident at Chernobyl, Ukraine, in 1986 (Cooper, MD
2000; International Safety Advisory Group 1991). According to the agency (1992), a poor
safety culture contributed to the disaster. The IAEA defines safety culture as: that assembly
of characteristics and attitudes in organizations and individuals which establishes that, as an
overriding priority, nuclear plant safety issues receive the attention warranted by their
significance (International Safety Advisory Group 1991, p. 1).

According to Flin (2007), the most widely accepted definition of safety culture was introduced
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by Advisory Committee for the Safety of Nuclear Installations (ACSNI): The safety culture
of an organisation is the product of individual and group values, attitudes, perceptions,
competencies and patterns of behaviour that determine the commitment to, and the style and
proficiency of, an organisation’s health and safety management. Organisations with a positive
safety culture are characterised by communications founded on mutual trust, by shared
perceptions of the importance of safety and by confidence in the efficacy of preventive
measures (ACSNI & HSC 1993, p. 23).

The concept of safety culture has increasingly become a part of academic literature, and the
idea of working in a safe work environment is largely embedded in organisations in developed
nations. The idea of safety culture and safety management are largely accepted by businesses
(Cooper, MD 2000; Guldenmund, FW 2000). Cooper (1998) argues that the organisation’s
safety culture affects not only accident rates, but also quality, productivity, absenteeism,
commitment, loyalty, work methods, and work satisfaction, while being a source of influence
in determining outcomes (Cipolla et al. 2005), for better or worse.

Stakeholders and stakeholder theory

The main factors affecting safety in construction projects include the leaders of the company
having a low awareness of the importance of safety in the workplace and the poor engagement
among designers, architects, planners and coordinators of the projects (Tam et al. 2004).

Freeman’s (1984) book is generally acknowledged to have brought stakeholder theory into
the forefront of management literature, and his discussion of the history of the concept of
stakeholders provides an overview of the various theories to which its early development is
attributed. Then in 1988 and 1993, Evan and Freeman elaborated the stakeholder concept in
editions of Beauchamp and Bowie’s text Ethical theory and business by introducing two
principles @ the principle of corporate legitimacy, and the stakeholder fiduciary principle
(Evan, William M & Freeman 1988/1993).

Stakeholder definitions. Stakeholders therefore are a group of individuals or a single person
whose activities can affect, or are affected by, the organisation (Freeman 1984, 2010;
Loebbaka & Lewis 2009). Stakeholders have the power to benefit or threaten an organisation
(Gibson 2000), and influence an organisation’s goals, activities, improvement and functions
(Chinyio & Olomolaiye 2009).

Understanding and managing the complexities of business today is a challenge. Stakeholder
theory has appeared as a new narrative to understand three interconnected problems related to
organisations; the problem of how value is created, the problem of connecting ethics and
capitalism, and the problem of managerial mindset (Parmar et al. 2010). According to Parmar
et al. (2010) organisation executives pursue profit and care little for ethics. Since managerial
activities have a broad impact on a range of people (Clement 2005), Parmar et al. (2010)
suggest that academics and managers need to rethink the traditional ways of conceptualising
the responsibilities of the firm.

Stakeholders in the construction industry include owners or clients, shareholders, project
managers, employees, designers, contractors, subcontractors, suppliers, governments and
legal authorities, insurance companies, competitors, customers and visitors (Newcombe 2003;
Smith, J] & Love 2004). At some point, each of these stakeholders has influence on the
development of the project (Chinyio & Olomolaiye 2009). Much of the literature identifies
primary and secondary stakeholders. Primary stakeholders are those who have a direct impact
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upon an organisation and have formal or contractual relationships. Secondary stakeholders are
various, and include those who are indirectly engaged in the organisation’s activities, but are
able to influence the organisation’s decisions (Savage et al. 1991).

Safety Performance

Safety performance relates to how well the organisation manages its hazards (Reason, JT
1997). An organisation can increase its resistance and lower the risk of accidents by a positive
safety performance, or decrease its resistance and increase the risk of accidents by a negative
safety performance (Nevhage & Lindahl 2008). Edwards, JRD et al. (2013) view safety
outcomes as representative of safety culture’s interpretation within the organisation and a
subset of organisational performance.

Stakeholder Safety
Participation safety.Culture Performance

Figure 1 The conceptual model

The Research Problem

Since 1959, several theories of accident causation have evolved in an attempt to explain why
accidents occur. The most widely known theories and models of accident causation are:

e the domino theory (Heinrich 1959)

e Leather’s potential accident subject model (Leather 1987)

e project management accident model (Whittington et al. 1992)
e distractions theory (Hinze, JW 1996)

e Rasmussen’s work behaviour model (Rasmussen et al. 1994)
e the Swiss Cheese model (Reason, JT 1997)

e the ConCA model (Haslam, R et al. 2005).

These researchers have variously determined that accidents occur in construction workplaces
because of a failure of one or more indirect and/or direct factors; management characteristics,
human variables, and hazard aspects.

In 1986, the concept of a poor safety culture was introduced as a contributing factor to the
Chernobyl disaster. Since then, the idea of a safety culture has increasingly become a part of
academic literature. Cooper (1998) argues that an organisation’s safety culture influences not
only accident rates, but also reflects quality, productivity, absenteeism, commitment, loyalty,
work methods, and work satisfaction. Safety culture is often a factor in better outcomes
(Cipolla et al. 2005). Thus, improving an organisation’s safety culture is considered to be one
way to improve safety performance and achieve better overall organisational performance
(Fang et al. 20006).
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Although the safety culture concept has been widely used for many decades by academics and
practitioners, the actual nature of a safety culture is not precisely clear. According to
Choudhry, R et al. (2007a), there is a major limitation to the concept of a safety culture since
no accepted model of safety culture exists. This is due to both a lack of agreement, and the
lack of'its integration into general models of organisational culture (Edwards, JRD et al. 2013).
Edwards, JRD et al. (2013) has pointed out, however, that there does exist a synthesised
conceptualization of safety culture, which includes practices and activities, behaviours and
attitudes, policies and procedures, and safety performance. This conceptualisation provides a
useful starting point for discussion regarding the nature of safety culture, yet still needs a clear
justification of its indicators and a conformity analysis to validate the model. Furthermore,
safety outcome as safety performance needs more in-depth studies to distinguish between
leading indicators and lagging indicators, in order to understand the effect of safety culture on
those indicators. The current research presents a comprehensive conceptual model of safety
culture to fill this gap.

According to Greenwood and Freeman (2011), stakeholder theory is important for a number
of reasons. Firstly, it does not separate the logic of business from human or ethical logic,
because all workers are stakeholders and as stakeholders are human beings. Secondly, in any
business model, workers often form the core meaning of that model. Therefore, business
models have been defined by stakeholder theory as “how an organization makes customers,
suppliers, employees, communities and financiers better off, and how making one better off
makes the others better off (Greenwood and Freeman 2011, p. 276)”, and defines the purpose,
principles and the relationship of the organisation to society. Stakeholder theory suggests that
this needs to be a shared process where workers are at the centre, and involved.

In the current research, stakeholder theory and thinking has been adopted and conceptualised
with the safety culture model in order to understand the relationship between the stakeholder
and safety culture in the construction industry, and discusses the usefulness of their interaction
in finding a balance between responsibilities and the prevention of loss. The main aims of the
research were to determine empirically the extent to which stakeholder involvement impacts
on safety culture and safety performance, and the nature of this involvement, along with
developing a model that could help to assess the extent of this involvement within the
construction industry.

METHODOLOGY

The study will be conducted in stages. The lack of common empirical indicators and the
absence of an appropriate model meant that it was necessary to begin the research with a
review of the literature, and to obtain expert opinions prior to developing a research instrument
and verifying the extracted indicators, as suggested by Garcia-Valderrama and Mulero-
Mendigorri (2005), as well as Jonker and Pennink (2010). Having completed these steps, a
pilot test was then conducted to modify the questionnaire.

To achieve the above 