CHAPTER 2

g
(.)

LITERATURE REVIEW A

T
2.1 Introduction ‘k\/

This chapter aims to discuss the literature r to‘thi Studyg It begins by
explaining the concept of service quality and the modéhof servic :lq:al\%\%é}‘i‘reviews
the factors that influence service quality and pro pos veralsh Trcﬂ’;s IQeHowmg this

nads mée&ﬁmmary

it introduces the research framework of this udy naIL\{ '

N

2.2 The Concept of Service Quality

Service quality has beco gnlff&ant fferentiator, and the most powerful

>
competitive weapon many Iea ani atiog ain. There are many definitions
is a diver

for service quality. Serw%

service supplier andK essmpn
has been propose WI ian

as satlsfylng I negds
customer tlonS an' gf(20()@- declared that service quality was a customer’s

glc!e baveen the client's anticipation of the

subjec ception of serwce\%?ter receiving such services. Oliver (1997) argues that
allty can be described as the result of customer comparisons between their
xpectations about the service they will get and their perceptions about the service

company. That means if the perceptions of the customer are higher than the expectations,
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the service will be considered excellent. If the expectations equal the perceptions, the
service is considered good. However, if the expectations are not met, the KWHI be
considered unsatisfactory (Kabir & Carlsson, 2010). (‘)

Based on the previous definition, service quality refers to customers’ subjective
perception after they actually receive that service. The percepti$xcellent, good,

or bad, depending on the customer's assessment of the servij esY'

2.3 Service Quality Dimensions : \Y'
| 5
Researchers have a consensus about the dimension of service aIityY'Fhere are five
Y
3{1\3 -I\/I%hg?run etal., 2010;
rd, c§aonsiveness. Fourth,

>~

dimensions of service quality (Parasuraman e% 8;

Naini et al., 2022). First, tangible. S@Iiabili

assurance. Fifth, empathy and value s@'sg, as \I'edYe

7]
S &
2.3.1 Tangible l ‘%\
Tangible refers to@al zip ear j‘_eI oTQ’rvice providers, such as equipment,

ol &
facilities, and Writte@ials, ustom%&'use to evaluate the quality of service
provided by organﬂﬂ@n . .The

&
ibl t th ization's i d signal
I :' Eag@gmen e organization's image and signa
quality to cu@; Orgvrlli?io S a &abliged to combine this dimension with other
e

dimensio {Qr)ate a s{'r iﬁrateqy, as this dimension cannot be assessed without the
S

assistaﬂ e other dimensioﬁ;'(‘Brenyah, 2016).
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2.3.2 Reliability

The reliability dimension measures the employee's ability and w{%ness to

undertake the expected service consistently and precisely. Organizatio@employees

render service quality consistently and precisely through problem resglution'and favorable
pricing tend to be the preferred organizations which are normallyachosen by customers. In

other words, it is very important for organizations to be a rew expectations of their

target customers concerning reliability since this dimensien is nor%garded as the
most important determinant of service quality (Brenyah,, 2016). ' ’C}Y'
A

4 Y
Y,
2.3.3 Responsiveness Z \ N~
N ] <

Responsiveness refers to the abili Q‘Dform th me(?oncerning the period
needed to wait for their complaints arwsedbacﬁ\bs\ﬁe @m either promptly or at a

N
later time. The responsive dimensi hasfZes t gni{(’f’?‘nce of flexibility and ability
within the organization in the fi %CUT ers vic@/ery for customer needs. In this
regard, organizations thatyi to ex‘gﬁ}é é@d‘h&nsion are required to view service
delivery from the pers @Qe of tI'el\tomers er than their organization. It, therefore,
A S
e

nda@ according to the customer's requirement

2 &

om@ss might be different from the organization's

b :
ecomes a prere N 0 sg
because the c%ngls Vy
perspective (Bfepyah, 2016)7" &
ey &

2 urance

0 Assurance is typically experienced from the employees' knowledge, courtesy, and

ability to inspire trust, as well as confidence in customers. This dimension is of very
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meaningful value to customers, especially if the service rendered entails a very high degree

of risk. In this regard, service employees who render these services n{ghe sole

responsibility to instill trust and loyalty in the customers by enrichi

interactions. It is advisable for organizations to recruit employees \/\%@
i0

toward the quality of service to improve the quality of interw as the degree of

quality of

sitive attitude

perception of service quality (Brenyah, 2016). .l\d
@

D g
2.3.5 Empathy 2 \’\T

Empathy indicates the caring and special att{iolzccgglri \custO{}% by employees.
This dimension also uses the interperso@nshi

p
to establish a long-term relationship us/alty, @ ;(\vith suppliers. It enables
- - \ - -
management to remove departm rierdinter |2</ r organization to make the
entire organization function \cor’ e yste@stead of subsystems (Brenyah,

2016). (%QL\:J‘_'%Q
@,
24 Service Qde Q

AN
T, L
2.9
In gen@v re arg t rvi@ality models used by previous studies. These
ug

models ar %IQUA‘I‘_ dls anq- he Nordic Model. The following sections provide
N
detailé@nations of the mod@i?.
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241 SERVQUAL model

SERVQUAL is one of the most popular models based on the p{%ion gap

between the received service quality and the expected service qualit ‘Q@y previous
hg

studies have adopted it to explain consumer perception of service qual,iﬁ. The SERVQUAL

model perceives service quality in five dimensions: tangibility, rd,j@ , responsiveness,

assurance, and empathy (Parasuraman et al., 1988). Y'

Tangibility involves the appearance of physical faeilities, ind@lﬁe equipment,
]
personnel, and communication materials. Reliabilityfigvolves the ab )jtocs‘){ﬁ)rm the
_ _ : _ A
promised service dependably and accurately. Responsiyenesspinvolyes the?vnllngness to
N

help customers. Assurance involves employe&kr}cleq% \d\courtéﬂfnd the ability to

convey trust and confidence. This assura@des co ce, 61&tesy, credibility, and
security. Empathy involves the pr@'bon of \ng%n @ividualized attention to
N,

customers. This empathy inclu SS, Com 'cathﬁ?and understanding of the

N So
customer (Agyapong, 2011). ’ N

Y N
¢ &
242 The Nordic&k | NN %(./
The Nord'! od : gualﬁg\QNas popularized by Groénroos (1990). As
.1the mode

2.9
shown in Figqq |
W W

.

-+

d théuotal perceived service quality is the outcome of
an evalu cess e he oystomer compares context-specific expectations of
qualitw%e experienced qua \./The expectations of quality are context-specific to the
orgami n under consideration. The expected service is influenced by the marketing

@es of the service provider and external influences such as word-of-mouth, corporate

image, and customer needs.



The service outcome and delivery process are identified as part of service quality.
In the Nordic model, this outcome is expressed in the technical quality of the@vhich
can be assessed by the employees, such as the technical dimensions of @. However,
as services are produced through interaction between individuals_and “management,
technical quality alone cannot account for the quality as perceived individuals. The
customers are not only interested in the outcome of a erocess. They are also

interested in how the service is provided. In other , they @rested in the
functional quality of the service (Prevos, 2012). , ‘Q}Y’

The following quality dimension identified@ro‘nrogs 990) is thg}mage of the
and Qq%%;nal quality to

im@%ppears on both sides

of the total perceived quality equationes‘sis alsgg Q{Froderate expected quality.
N
Gronroos (1990) indicated that teiea d functi qutg%)’/ are interrelated but argued

n
&/
0 qu of the service, as perceived by

organization (service provider), which mode% th

arrive at a perceived level of service. Th r%ation's

that functional quality was mere_i ort]

customers, than the other%;and t'h
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Total Perceived Quality

Experienced
Quality

Market Communication
Image
Word-of-Mouth
Customer Needs

Technical
Quality: What

Figure 2.1 Model of Service QQ&

In conclusion, both SERVQUAL\&@ Nordic
ef\chectations before receiving

is a perception of customers toward th%ice bash%&e'
0 w,
the service and the service realit .‘%ﬁer ceb erk@ese two models is the way the
N K

model operationalizes serviceVy. SERV L operationalizes service quality based

|
on five indicators, namelwnllty reliability: responsiveness, assurance, and empathy.

On the other hand, t& ic ml)del eratlgz;@lzes service quality with two indicators:

technical quality @w]cti]n%ipﬁ C.)O

i
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2.5  Factors that influence Service Quality

In the literature, there are various factors that influence service qua@vever,
this study only focuses on a few factors, specifically, organizational quali &Tyre, support
from top management, Islamic work ethics, motivation, and job satis ?&The reason is,
although previous studies have verified the influence of these famg;rvice quality in
different contexts, such as South Africa (OluwoleAdekan biw; Kimando & Njogu,
2012), Western (Durdyeva et al., 2014; Anaza et al., and w (Kitcharoen,

2013; Sultan & Tarafder, 200), the factors in these studies were teste era?isgﬁ' in non-
=\
ns%2.5

Sultanate of Oman contexts. The following sectio 1 te 25.5) will Qﬁther explain
Y

these factors. z \
NV ap &
S Vo

2.5.1 Organizational Learning Cu@s ﬁ? &-\
Organizational culture is uél, faltuall terr&%ﬂ and socially constructed.
It involves beliefs and behavi &xi av iety@els and manifest themselves in
a variety of ways that aﬁqtk e viyeﬂ\elnt‘aofstede et al., 1990). Culture is not
something that an o@on hzis. \lhe es&éfé? of what the organization is (Hawkins,
ine

2000). It has bee Nl
H 2.9
ways of think@ king; an 'ngé,gﬁch characterize the life and behavior of a given
§pt ke

st
¢

group of

%zaﬂonal culture isb%?ceived by members of the organization and perception
cr%attern of beliefs, values, and expectations. Organizational culture also explains a
ew things. First, culture is a perception and not something that can be physically touched

or seen. However, the employees understand it based on their experience in the
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organization. Second, organizational culture is descriptive. It is based on how the members
receive and interpret the culture, regardless of whether they like it or not. L tmough
the people in the organization have different backgrounds and work at iG@wt levels of
the organization, they tend to interpret and express the organization! :%e in the same
way. This is the aspect of acceptance shared (Robbins et al., 200 FQ-

According to Edison and colleagues (2016), the eaWent of organizational

culture can be demonstrated through multiple dimensi First, I'f-a eness, which

means that members of the organization with awar@)rk to get sa fictrctn)&?)m their
S\

work, develop themselves, obey the rules, as well as offer quality products ang-high service.
v

Second, aggressiveness is when members of the organiz

but realistic. They set a strategic plan @ to achi

enthusiasm. Third, the personality i@ mem \ar? r @ﬁul, friendly, open, and
ES? N,

sensitive to the satisfaction of th%: and'are y atteg‘?."r\/e to the aspects of public
&
ersyFou

satisfaction, either internal or } cuI rg\}he performance that members of

the organization have th% f cref_tuijpéetﬁe quantity, quality, and efficiency.
Fifth, team organiﬁ\is @ embe (-6f the organization cooperate well,

&

nate @vely, with the active involvement of the

communicate eff &gﬂy, nd
]
t) 2 9
recejve hi ﬁﬂion results as well as a shared commitment.

members, Wh@ V)g ati
The finding fro% Vious s@es provide evidence that a good organizational

NV
culturegha: ven to improve ier(-'iaidual job satisfaction (Vick Jackson, 2011; Sumantri,

Zo%i et al., 2011; Melina Taurisa & Intan, 2012; Chipunza & Malo, 2017; Biswas,
015)” A possible reason is that the organizational culture creates the value of an institution

not only by the manners and behaviors of every person in the organization but also by the

22



collective attitudes and behaviors of the organization in general (Aksoy et al., 2014).

Understanding the culture of an organization is important to remove the chwllﬂﬂes faced

by the organization in the process of making organizational changei.(@)wing this
buil

argument, Ezirim et al. (2012) claimed that managers must shape a a culture that

is more favorable to both employees and the organizationato ieve the needed

organizational goals. Y"'

One type of organizational culture is organizatio rning Wrganizational

learning culture refers to an organization's skills of €reating, acquiring, 'anacgg?sferring
knowledge and modifying its behavior to reflect néw, knowledge and insights (Garvin,
Y

1993). Marsick and Watkins (1997) identif'e{s/gen éi;\mpergé\gg for a learning
organization. The seven actions are to es@ontinuo nineﬁiaportunities, promote

inquiry and dialogue, encourage collaboration an \aﬂq?ar i/@enact systems to capture
N,

vi

&

to the environment, and us S madel upport learning at all levels

and share learning, empower pe ave & coll ve , connect the organization

(individual, team, and 0% on). Other e;e!zﬂ:h’rs pointed out that organizational

learning involves ar@nmer't I\mch o@-ﬂzational learning is structured so that
&

collaboration, tea@ now , qnd @ivity processes have a collective meaning
@
’
and value. (Jo%i' A Zofjn sso@ Kops, 1998).
Jo wark (2'0 shfowettﬁ their study that organizational learning culture
% -
enhanrgk

maki aniels & Bailey, 1999), empowerment (Johnson & Mcintye, 1998) and the

evel of career or jb(l;.%atisfaction (Egan et al., 2004), participative decision-

eadership behaviors that inspire teamwork (Gaertner, 2000). The concept of organizational

learning has also been broadly used in organizations that strive for survival in a competitive
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world (Zare et al., 2010). In other words, an organization with an organizational learning
culture helps in increasing competitive advantage and is reactive to change ait*%ourages

learning in an organization. In addition, the implementation of organizats’ &Darning can

help overcome chaotic and changing conditions (Hannah & Les 09). Moreover,
organizational learning culture is linked to positive orgamza utcomes such as

improved performance (Power & Waddell, 2004; Watkins Mm 1999) and enhancing

firms’ innovative capabilities (Kieser & Koch, 2008 cent b Hussain and
colleagues (2016) among 40 academics from a P Instltutl no gh’echaucation
(PIHE) also reveals the link between organizati ona rnlngpc Itu an\/ @anizational
performance. This is because organizations that lea carbi 0 da@h developments
and improvements in the business e hnt to s@é.ssfully and also to
encourage innovation competence ? f‘\-\

N,
Regarding the importanc yl rnig(?ulture to service quality, a

study by Xie (2005) among 3 y @orts General Administration of
China showed that organ% Iearnrg c t‘y#@ed a significant role in predicting
service quality. Simi a recqnt by r and Beheshtifar (2016) among 200
administrative st Ker rplty(‘) QSVIQedical Sciences in Iran also revealed that
the increase i %IO r n dlture increased service quality.
‘v’
anagement Suppb(;?

management typically consists of the highest-ranking executives responsible
0 entire organization with titles such as chairman or chairwoman, chief executive

officer, managing director, president, executive directors, and executive vice presidents.
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Top management translates the policy into goals, objectives, and strategies. They make
decisions that affect everyone in the organization. They are also held entireKWwible
for the success or failure of the organization. (')
According to Cioca (2016), top management support ca Fe\§own through
different forms. First, support can be tendered by the direct inflmkc‘;axjop managers on
multifunctional senior management teams, steering com ittMint leadership, direct
communication channels, and process advocators. Sec di ectWe can also be

]
shown through supplying resources, participation in nstorming, or n'zin@f@i"nt Visits
-
ern

to customers, advertising the innovation int , putting | pla\'@- knowledge
Y/

management systems and offering learning % nitj

indirectly influence new product devel\rg@project
level, such as defining the mission, g@)and sﬂ\qth i;'\éfganization and choosing

0 >

some structural solutions over oth% 7 {3-
actor in

Top management sup hea ge. oming obstacles and enhancing

inally, @anagement can

ctioé‘at the organizational

an organization’s technol% ility to'suc 3§%u dopt or implement new services or

&
products. A study b Wan@asyim 7) has proved the influence of top
management sup N'Sw ef ess o(}s:’magement accounting information system
¢ P (-)
in the 60 state@ companies i
fagpent &

In@esia. Similarly, Mok and Jun (2013) also found
that top ent sup t has pos tive influence on the performance of Enterprise
; )
Resourge ning (ERP) in the pest-implementation stage.

%ddition, the top management has always been to back employees, aid them with

rob solving, create harmonious interactions and cooperation among various job

functions, encourage bottom-up idea generation and incentives and guide unit managers to
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champion innovation by sending out clear and consistent signals that lay a clear foundation
(Rodriguez et al., 2008). \Y.
Moreover, Bello and colleagues (2018), in their study among 400 i Q@ audit staff
at the senior level from 40 federally owned universities in Nigeria, pointed out that top
management support significantly and positively influences o% ion performance.
Moize (2015) reveals that 81 per cent of program manage ir@ﬂ’ed States government

agencies found that top management support had a highsimpa on@? success. The

Standish Group's Chaos Report for 2014 also presentsithat top m jegt S’LL) rtis one
-

of the main factors that contribute to the success of project perfermange. On@e other hand,

i

\m N
Shobe (2018) argues that unsupportive managem e m@%‘rs leads to poor
performance and low productivity. The ew Z roj anagement Survey

/3
i %ﬁl

2010 showed that lack of top management suppo ft g@est common reasons why
0 S

projects fall short.

(7]
&
Top management sup% aI[ ee rec@ed as a factor that affects the
quality of services in th ization. M

a//\@m

a{n@ohamad (2016) conducted a study
b 4 F &

among 300 members mProjqct\agem%grﬁstitute (PMI) community members in

Pakistan and foun N&n icant
’

’
and service qt@s’ cess. Another stu@uby Khouja and colleagues (2018) also revealed
Dg

in his Sys:Witeraﬁ’Jr
from K

Mei 2014) showed that top management support has a positive impact on the quality

&
iiti\(/;()@tationship between top management support

view o T Governance in Tunisian universities that support
N
agement can imp“r(t;.vje quality service in the educational sector. Finally,

f accounting information.
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2.5.3 Islamic work ethic
Work ethic is believed to reflect an individual's attitudes towards var%%pects of

work, including the preference for activity and involvement, attitudes toS&@netary and
non-monetary rewards, and the desire for upward career mobilitx'ECher ington, 1980;

Yousef, 2001). \,
Islamic work ethics inaugurates Islam's expectation wwgpect to one's behavior
at work, which includes effort, dedication, cooperation, Sl iIit@?relaﬁons, and

creativity (Sa-U et al., 2008). Fundamentally, when és a close rel orsﬁtp)@?th God,

one's attitudes and behaviors would tend to be consistegt withsthe rules andqﬂpulatlons of

the religion (Rahman et al., 2006). \S R Q\T

th@@al that Muslims seek

Islamic work ethics deserve serl y beca

to perceive (Nasr, 1984; Yousef, 20 tis mﬂﬂ?th t these who believe in Islam

and practice it tend to be more co to thBir or ruzatzz@and probably more satisfied
with their jobs (Yousef, 200 n ddl and gP’Owaihan (2008) indicated that
Islamic work ethics have ic as II Epi)r d social dimensions. These, along
with basic element mic \'vo |cs, s to grant the faithful with a sense of
worthiness and st he r]al c@nltment and continuity. It is because those
who apply th m wor et ic will \@w work not as an end in itself but as a means to

foster pe : vvth a cm re ns (Ali & AlOwaihan, 2008).

\ work ethics can\?lgo facilitate job satisfaction among employees in an
g%)n As Ahmad (1976) and Yousef (2001) suggested, the Islamic work ethic stands

or lifé fulfilment and regards business motives as one of the priorities of life. As a result,

employees who follow Islamic ethics tend to be more satisfied with their jobs and more
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committed to their organization. An empirical study by Yousef (2001) among 425 Muslim
employees in several organizations in the United Arab Emirates (UAE) also@tgd that
Islamic work ethic directly affected the job satisfaction of Muslim es in this
context. Similarly, a study by Rokhman (2010) among 49 employees_from 10 institutions
of Islamic microfinance in Demak regency, Central Java, Indon@ed that Islamic
work ethic has positive effects on job satisfaction. Another tuWSaban and colleagues
(2020) among employees at 20 four-star hotels in Sout Wesi, I@?, showed that
Islamic work ethic had a positive and significant i ﬁjob satisfactio 'C}T
-\

In addition, the implementation of Islamic ethicgean i rovex?rganlzatlonal

performance. A study by Yesil and DO%E;HL\ \ganiz.é‘&'s operating in

Kahramanmaras, Turkey revealed p05|t nce 0 ic vék ethic on innovation
capability and organizational perfor n The%ﬁnt i f Islamic work ethic is
also able to influence the employ rmafice dy aban and colleagues (2020)
among employees at 20 four- 0 Is i ula ; Indonesia showed that Islamic
work ethic had positive a% icant I‘EJ) le oyee performance.

Moreover, th thLemen]atl
quality. A study '%n n

@
microfinance i k regen entr, va, Indonesia showed that Islamic work ethic

has posit S%s on ser qﬁall
§tlvaﬂon

Motivation consists of all drivers, forces, and influences, conscious or unconscious,

that cause the employee to want to achieve certain aims. The equity theory defines
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motivation in terms of perceived equity between the efforts a person puts into a job and
what he received in return compared to other persons in a similar positiq&ﬁe equity

theory holds that: - perceived inequity creates tension within a per h\is tension
rwill

motivates a person to restore equity. The strength of the resulting behavior will vary directly
with the magnitude of the perceived inequity (Adams, 1971). 3-

A person's motivation could be greatly influenced hmer unconscious mind.
Skinner's theory implies that motivation emerges fr [ ter%sﬁmulus and
response. For example, poverty causes the search for werk, and once th iryii\‘;@;IﬁTobtains
employment, he or she will work hard to maxirﬁom} an (ﬁ)}é&\) developed
another theory of motivation. He suggest% for°< Nual deeisions, there is a
conscious assessment of three factors, wihi terms i tio@‘calculus. The factors
are the individual’s needs, the des@)results, We '{Bctor. He suggested that

N,
motivation in the organization can%reas&j w dnter{z@ﬁ results are made clear and

when there is feedback on r nci SO, yhe @Sted that individuals are more
I

committed to specific go ich has helpe tl;ém‘athemselves.
d &

People are mo M to szitis e categaries of needs. First, physiological needs,
which include th ﬁ)r fo‘o sl@D’er, clothing, and air. Second, safety needs
including the@ seclrit a pr;ﬁeetion. Third, social needs include the need for
friendshi é@on, acjc':e‘ﬂ‘azﬁ, anﬁve. Fourth, esteem needs recognition and status.

Y
)
Fifth, self-actualization needs refé:?o the feeling of self-fulfillment and realization of one’s

potemti aslow, 1967; Adams, 1971).

V4

0 Motivation is very significant to the organization. It has been argued that managers

need to motivate employees to perform well in the organization. The human relations
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theory also indicates that motivation causes performance (Filley et al., 1976). Similarly,
Amabile (1993) states that work performance is reliant upon the individ{q level of

motivation. : c)

The specific performance that can be influenced by motivation,is service quality. A

study by Kimando and Njogu (2012) among 140 employees of king’Industry in Kenya
showed that motivation affects the service quality. Simil Idey by Durdyeva and

colleagues (2014) concluded that motivation is one ctors \Kh?at impact on
e

productivity and perceived service quality. ' c}
S
’ \/‘Z“

2.5.5 Job Satisfaction \3 \ T
Job satisfaction is defined as a s@al's to mgﬁout the job (Spector,

1997). Locke (1976) defines job satlsesgn as t@ (?/ r@onal state resulting from

employees' own assessment of th on ofwha ey eacé.’?rom such a position. Khatab

(2001) refers to job satlsfactl set psyeholo r% feelings felt by the individual

towards action. Wang ( rts t vt.j ‘ggti's&tlon is the reaction of a worker's
consent, feelings, p I attfu \physm%} nd intellectual, with regard to the

environment of w; ene t'ude @'nch carries using about his or her duties in
00

4
the job. Brow that | tisfaction, from an employee's standpoint, is a
desirable in |tsJe'I b 4 Y.i'
\/

are various factors\hat are able to influence employees’ job satisfaction in

th atlon The factors include the work factors such as opportunity, leadership, work

@ds, fair rewards and adequate authority (Ostroff, 1992), the organizational norms,

goals and values (Locke, 1976), working conditions, control, promotions related to the job,
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social relations in work, recognition of talents, group relations (Blum & Naylor, 1968),
training, communication and care, network resources, and the atmo%? in the

organization (Pan, 2005; Chinomona et al., 2017). In addition, joﬁg‘@ction and
Iso

dissatisfaction do not only depend on the nature of the job but‘e epend on the
2

expectation of what the job supplies to an employee (Mahmoud\a ). Moreover, the

employees’ personal characteristics (Blum & Naylor, 1968), s their stress (Ostroff,

1992), also may contribute to their level of job satisfacti organizatien.

Job satisfaction is essential because this t of work atti di Eztn;fﬁfluence
S
a h

employee and organizational performance. Aw (2042) h fouqel that when
Y/
employees have positive feelings toward the% theﬁ ositi b performance.

Similarly, Shobe (2018) indicated th@aﬁsfac' orreéés heavily with job

performance. Robbins supports the be@&at sati \oker%l @are more productive than
N,

dissatisfied employees. (Robbiu%ﬁ). th re d tQ, ganizational performance,
Alsubhah (2013) in his stud%s:l If ah org “)ﬁtion wants to achieve a high
of time, t

production level over a Io% t". grba?ation should ensure their employees

Y
are satisfied with thei MSingp a\olleag%g-(ZON) also found that higher employee
'% &

job satisfaction in tels it.
j fﬁ{ Aol §
Other@ for j saJ\(SIACIion is also essential to service quality. UKkil

nc
(2016) wt tha eﬁ'@ees ~£(\h a high level of job satisfaction provide better
u

NV
servic&K . In the context of H‘i%%er education in Greece (Trivellas & Santouridis, 2014)
al%de evidence to support the link between employee job satisfaction and the

improvement of service quality. In fact, the study by Singh and colleagues (2017) also has

confirmed the relationship between employee job satisfaction and service quality.
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According to Celik (2011), job satisfaction is the most important target for the process of

making total quality in the working environment. Employees with high job S@l also

show high commitment to their job (Wang, 2012). :c)
2.6 Underpinning Theory \/z

Four underpinning theories were used to establish eWch framework of this
study (see Figure 2.2). Based on Figure 2.2, the link en the;&?dent variable
(organizational quality culture, support from top ement, Isla @IC) and

mediator (motivation, job satisfaction) is underplnn y the;eo ial xchaqge theory and

dlat%gr.notlvatlon job

|va@» opportunity (AMO)
pibf the theories has been
N,

provided in the following sectlon% 6 <£?
A%
\

job demand-resource model (JD-R). The link b

é‘

satisfaction) and service quality is unden&

theory and work performance theor detai ' &ss

ich @e most appropriate theory, views the

D

_|
=2

o

The Social E w
feelings of empl &0 a qrg%‘n%}tlon such as loyalty, commitment, and
discretionary rtsyas f f o‘(:ia&ueciprocation by the employees toward a good
organizati , 20 ’J‘;I exégmges tend to entail unspecified obligations. They
are vo Actlons between twa'e-‘} more parties. When a person volunteers to do a favour
%, he expects to receive some return in the future. The form of this return is often
@r and it is not known when it will occur. The return is up to the discretion of the one

who makes it (Blau, 1964; Wayne et al., 1997; Gould-Williams & Davies, 2005).
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Obligations take a long time to be fulfilled and are generated through a series of
interactions between the parties who are in a reciprocal, interdependent state, A ¥:ng to
Saks (2006), the fundamental principle of social exchange is that the rel ship between
the parties develops over time into a trusting and loyal mutual comm $ long as these
parties abide by certain rules of exchange. Moreover, Kahn ;&:gued that when
employees receive economic and socioemotional ex am\%ources from their
organization, they feel obliged to reciprocate with gre Ve o@ﬁﬂent with the
organization and to repay the organization with g rformange forith reaei&':es they

%‘:

have received. Eisenberger and Huntington (1986) d thgt he emplvees perceive

that their organization values their efforts, re gn| th 'r

buhg&sﬁ%mmltment and

investment, and cares about their wellbei wiII |g38'~io reciprocate with a

positive attitude and behaviour, and pen%‘o ;@helr organization achieve
N
its obiectives (i S

its objectives (Eisenberger et al. T
A“’
L =

2.6.2 Job demand-res

F &
The Job DK Reso'lrc\(ﬂD Réddel built from the well-known Job
de

Demands Contro! ara p?S)&g)d Effort Reward Imbalance (ERI) model
@
e

(Siegrist, 199

ibes the
combinati es resMef an

N
model\ es two broad job\(;ﬂaracteristics that independently influence employee

{w which health and wellbeing are related to the

d\-gg demands (Schaufeli & Taris, 2014). The JD-R

W&% First, job demands are defined as job aspects that require sustained effort and

09 associated with physiological and psychological costs. Second, job resources are



defined as factors functional in achieving work goals, reducing job demands, or stimulating
personal growth and development (Bakker & Demerouti, 2014).

Job demands are those aspects of the job that involve substantial p cognltlve
or emotional effort. Specific examples of job demand include time pressure, work overload,
work-home interference, job insecurity, and conflict with cowor kker et al., 2007).
Job demands are related negatively to individual performa ob demands are not
aggravators but may become stressors when a sustaine te eff |s required to meet
work-related demands and when health recovery is infikited (Demero 8' Bq,l:gﬁ 2011).
The general idea is that job demands drive negatlve eing ou bjs;udzas burnout or
stress (Bakker & Demerouti, 2007).

Job resources are defined as 11\%3 i l@"écess (Demerouti &
Bakker, 2011, p. 1) that can function otlvato @definition it can be said
that job-related factors at the org Ie |nt erso rsomal relations level, task
level, and the organization of k vel , rale CI@ can refer to job resources. For

Kol

example, as organizati% d SOE.I l)r rowth and career advancement

opportunities, auton K oIe @or peré'ﬁance feedback (Bakker et al., 2005;
&

Barkhuizen et al. SQ& .lZO&)QERothmann & Jordaan, 2006). Critical job
52

g
resources |ncI

ial support, ay,\énd benefits (Bakker et al., 2003; Dwyer & Fox,
W%t extgé\sic and an intrinsic motivational role because they

2006). J es ma
oY
foster and personal growth’and are instrumental in achieving tasks (Deci & Ryan,

193% , according to the JD-R model, job resources are assumed to have motivational

@al which leads to high performance through low cynicism and high engagement

(Bakker & Demerouti, 2007). In other words, job resources increase engagement through

34



energy, involvement, and efficacy and enhance individual performance (Demerouti et al.,
2001). Job resources also may mitigate the negative effect of job demands on{&gn and
influence motivation when job demands are high. (‘)

In conclusion, the JD-R model is a very influential framewo f-oﬁtablishing job
performance antecedents (Demerouti & Bakker, 2011). The JD-ngjovides a flexible
theoretical tool for conceptualizing key aspects of the wor, eWment, explaining and
predicting a wide range of work-related outcomes,gineluding rLss, urnout, work

engagement, organizational commitment, job satisfactien, or producti y,(B%&YF, 2011).
-
re

Specifically, the JD-R model explains and p employee weIIbQ-i-ng and job
Y/

performance in all work environments. \3 \ S‘
3 0\ )
2.6.3  Ability, Motivation, Opport@(AMqu ,<\

N
The AMO theory, which i to ffie be wour@erspective, was put forward

ah&pportunity (Armstrong & Brown,

&
in the late 1990s by Boxall @cel, Acc g to this theory, performance
t ivati 9,

depends on the individu% v, m‘p l

\0 7
2019). It states that K ees v‘il rm v@‘fn a job when they have the necessary
knowled d k'!INeb ty),
nowledge and s il );31 p
are provided @ re(:m.reyu por\@.nd avenues for expression (opportunity). When

these thre: ts are{ oved, thejob performance will increase (Sobaih et al., 2019).

'y

patel@d intensively encouraged (motivation), and

)
K ition, the AMO tr?e(é?y provides guidance on HRM practices that must be

in into a high-performance work system (HPWS) (Armstrong & Brown, 2019). An
P is a systems approach that consists of different HRM practices to ensure that all

three components of the AMO model (ability, motivation, and opportunity) are
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strengthened and will ultimately lead to increased staff or workforce performance (Delery
& Roumpi, 2017), for instance, developing human resource capabilities and{R through
continuous training, enhancing motivation through incentive systems tha ch the wishes

and aspirations of employees, and empowering employees by dﬁa&i g appropriate

powers to them and enabling them to participate in making strategic de€isions.

2.6.4 Work performance theory '
Work performance theory describes thr%wnsmn inf r)cm%‘é’r*nployee

performance: capacity, willingness, and opportunity berg & Pringle, @82)

mtn:éag~ ilities. Capacity

f@catlon health, age,

;;@wmg factor for someone

N,

doing work in accordance with %ﬂty magi eqan% loyee who does not work

according to his capacity. In t A h |II$~\}to have low productivity, so to

The capacity dimension describes p SIO| ica

affects individual capabilities, know@kllls,

intelligence, skills, and expertise. Thec aC|ty *

increase employee produ% e compan rgds nd money on increasing employee

capacity through trai Work1ho d se rs. The dimension of will refers to

@f

psychological an rlStIC that affect the degree to which an individual
‘

!-l'

performs task illin w75 h ffect of behaviour on motivation, job satisfaction,
personallt charac |stfcs, alues.
ness is one dlmer%(v?n strongly influenced by motivation, so the higher the

% of an employee, the more goals to be achieved by the company will be easily

chieved. Dimensions of opportunity in doing a job are strongly influenced by

environmental factors surrounding it, so individuals cannot control this dimension.
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The dimension of opportunity greatly influences employee performance, and this is
because employees are closely related to technical work. Variables %q to the

dimensions of opportunity are work design, systems, and procedures, Sﬁ@ships with
colleagues, information systems, and organizational policies (KawediE et al., 2015).

2.7 Hypothesis Development Y'

In addition to underpinning theory, this study su the inw independent

variable (organizational quality culture, support from, top manage ni, I’ilgfﬁc work
_ o~
S e

ethics), mediator (motivation, job satisfaction) and quality as tatedv'@-the research
\ N
framework (Figure 2.2) with empirical find% m gﬁe iQu stuoﬂg&g discuss in the
following section. \C) 6&
AN
& NV

N,
2.7.1 Organizational Iearning%anoﬁmoti 'on%c')

A study by Egan an?g agu ) a 500 information technology
employees of large comp% the United Eglecv icated that organizational learning

s

culture had a signifi(wjencqohvaﬂo ~Joo and Lim (2009), in their study among
ur

500 employees fr m(& rtu
¢

showed that hly" proacti
culture W'i veal a h‘l’gFGZ/el qﬁotivaﬂon. In addition, Guo, and others (2014)
exami\

co Chinese. It showed that organizational learning culture influences the motivation

N
influence of organ?;ﬂional learning culture on individual motivation in the

@viduals. Moreover, a recent study done by Banerjee and colleagues (2017) among

122 academicians working at various business schools in India showed that organizational
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learning culture had an obvious effect on employees’ motivation. Similarly, a study by
Pangaribuan and colleagues (2020) pointed out that organizational Iearningc*ﬁre had a

significant impact on motivating employees to transfer learning outcome g@ in training
to the workplace. Based on the previous findings, the following hypqiEesis i proposed.

NV

Hypothesis 1: There is a positive and significant relatignsh tween organizational

l

2.7.2 Organizational learning culture and 10b£t|0? J

Joo and Park (2010), in their study g mp fou ﬁ une Global 500

companies in Korea, revealed that job s\&f’nn IS preei @gamzatlonal learning
culture. In other words, they found that ganizamgar r;@sulture had an impact on

job satisfaction. A study by Err%d ccﬂleag &4(204;@) among 132 employees of
adj;

&
Information Technology com s Iso @re was a significant correlation

learning culture and motivation.

between organizational %’\ cult ‘y d Jo't&atlsfactlon Similarly, Egan and
colleagues (2004) wthat pr tlona rnlng culture is associated with job
satisfaction in the!r\gky a on rl]forr(:;ion technology employees working in large

ted far\ study by Ghahramani and colleagues (2015)
Ju

companies |n
among % onees rdlﬁa University showed that all components of
organl tl learning were ﬂg?h%?cantly associated with job satisfaction. A recent study

@ Huang (2021) among 434 employees from a restructured telecommunications

ompany in Taiwan indicated that an organizational learning culture gave employees a
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higher level of satisfaction in their jobs and workplaces. Thus, the following hypothesis is

proposed. \q
Hypothesis 2: There is a positive and significant relationship be%een Brganizational

learning culture and job satisfaction. \)
N~
2.7.3 Top Management Support and Motivation t'\d
Aliand Dominic (2017), in their study amongi57 employees tﬁe)q‘fl'and gas
sector in Malaysia, indicated a strong positive relﬁ) b M@ent support
and individual motivation in the workplace.% y bg{C\h;uhan ag&‘lleagues (2018)
among 315 academicians who work i &@ﬂ inst nd @Qersities in the NCR

academicians in higher education ly, a'studypby Sc and Adams (2008) among

&
115 certified project manager%?No merica, @ Europe, Australia, and Africa
en

showed that missing top r%

region and Delhi also showed that to@snagem or i@dences the motivation of
N,

t support ‘qslt@ctorthatmostcommonlyprovoked

&
a decrease in motiv in an Prg tion. ddition, a recent study by Ullah and
&
colleagues (2017 wg four of @ge public-sector healthcare organization in

¢
2.9
Pakistan show@' socimio)e ee(top management support and motivation. Finally,
b4 3

a study by, ord and co 5(2Q$;) concluded that senior management support has a
N
great QK on follower motivmon. Based on the previous findings, the following

hé% is proposed.


http://ieeexplore.ieee.org/search/searchresult.jsp?searchWithin=%22Authors%22:.QT.Arif%20Abdelwhab%20Ali.QT.&newsearch=true
http://ieeexplore.ieee.org/search/searchresult.jsp?searchWithin=%22Authors%22:.QT.P.D.D.%20Dominic.QT.&newsearch=true

Hypothesis 3: There is a positive and significant relationship between top management

The effect of top management support on employees’ level of,job satisfaction has

support and motivation.
2.7.4 Top management support and job satisfaction

been empirically verified by previous studies (e.g., Mio e al.w'!; Wayne et al., 1997,

Tekleab & Chiaburu, 2011; Colakoglu et al., 2010; St & Joh k!, 2008; Rhoades &
Eisenberger, 2002; Tansky & Cohen, 2001; Randal etial., 1999; Shore h?)éng%S). A
study by Chinomona and colleagues (2017) on e@s in M@al and non-
managerial positions from 200 registered con@e} int teng pm%i&‘e, South Africa,

concluded that if top management su@ more Ve, job satisfaction of
employees will be greater. A similar Q%Jsion E\na% b @N’q and colleagues (2017)

N
in their study among 251 respond%m NGn-G e&nmggc:brganizations, banking, and
telecom sector from twin cities_(I'€., Islama an {%Walpindi) that found a direct

relationship between topw ment supp t‘.a[rld;h) satisfaction. In addition, another

recent study conduct Qures‘hl oIIea@é (2018) among 570 nurses from fifty
: &

public hospitals i w ind tto@anagement support has a significant impact
. ) ‘

I
B z (.a)

on the job sat@' of nurses. Rina

sales for:%croatig U‘Z&alyézwed that manager support positively impacts

Ib&_a study by Ruzic and colleagues (2018) among
&Y

salesp job satisfaction. Based on the previous findings, the following hypothesis is

=
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Hypothesis 4: There is a positive and significant relationship between top management

Hayati and Caniago (2012), in their study among 149 emp%e;cf Islamic banking

support and job satisfaction.
2.7.5 Islamic work ethics and motivation

at Bandar Lampung in Indonesia, revealed that the Islamic ow has a great effect on
motivation. A study conducted by Heyrani and Hameh 1(2017) WZ employees
of the Kermanshah gas company also indicated thatithere is ajposi e' aﬁq;{ﬁnificant
relationship between Islamic working ethic and mc&. Insaddition, @d (2011), in
their study of 150 employees from eighteen branch ks igig:istan, showed a

significant impact of Islamic work et@ob sati

Islamic work ethics are source to bui(useate

tudy indicated that
es resulting greater job

satisfaction. Thus, the following IS is'b

Hypothesis 5: There is a %e:and siglific ionship between Islamic work ethics

and motivation. &

NS, S
2.7.6 Islam@ethiiyj kfg{f\ﬁsz:tion
4

Y 01), In siﬁdy 25 Muslim employees in several organizations in
§ a
the UQK rab Emirates, shtﬁcv?d that the Islamic work ethic directly affected job

sati . A study by Rokhman (2010) of forty-nine employees from ten institutions of

sla microfinance in Demak regency, Central Java, Indonesia, also indicated that

Islamic work ethic has a positive effect on job satisfaction. In addition, a study by Haroon
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and colleagues (2012) involving eighty nurses working in ten private hospitals with
different age group, experience, and educational level shows evidence of a d'eKWitive,
and significant relationship between Islamic work ethics and job satisfa ﬁf)imilarly, a
study by Salehi and Babajani (2017) on seventy-five employees of %an University
showed that Islamic work ethics had a significant relationship wit ":lc&i-sn‘action. In other
words, employees' perceptions of Islamic ethics governing the \Wf the organization had

a significant positive correlation with job satisfaction. Vver, Wy Amilin and
colleagues (2018) that involved 202 accountanwe Islamic aj\ce' cj»)qmstry in
Indonesia indicated that Islamic work ethics positivelys quengegjgsfao@-e\n. The other
recent study by Heyrani and Hamehkhani (%Rf-l R
company also indicates that there is a po@d signifi

working ethic and job satisfaction. F@% Nas WR fj@{ZOZO), in their study on

N,
220 Muslim employees from fo;énic
n

€omm cial s in Indonesia, revealed a
&
positive and significant relationship” be
e foll

Based on the previous fin%
ypothesis 6 Thiw ositiv
and job satisf@

& v

N
2.1.7 tion and serviceh(;l?ality

tudy by Durdyeva and colleagues (2014) on 12 Home Improvement Sector (HIS)

@kiye showed that motivation is one of the factors with a great impact on service

quality. Kimando and Njogu (2012), in their study in the context of the banking industry in

yees%ﬁkermanshah gas

ela hip between Islamic

ami@rk ethics and job satisfaction.
fol‘g in }60[1&15 is proposed.
\ %Cj/

&/

ignif@t relationship between Islamic work ethics
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Kenya, aimed to find out the factors that affect service quality. The study indicated that

organizations should continuously endeavour to have and maintain a motivaﬂ\Rrkfcrce.

In other words, motivated employees are important to deliver service sg@ Similarly,
Barkhuizen and colleagues (2015), in their study involving Southern,efrica public higher

education institutions, showed that motivation was significantlyw sitively related to

service quality. Thus, the following hypothesis is proposed Y'

\d.

Hypothesis 7: There is a positive and significant rélationship betw n'm ﬂz{'lon and
A
Y—-

T Y/
N Q\T
2.7.8 Job satisfaction and service qu\&) 6§

A study by Anaza, Rutherfo d Wi \vrs\go ),‘\'émong 283 employees at
N
jo

Midwestern Extension system pf%m that

&
quality. Other studies were cor%~ m] us gonte t?,}uch as a hotel in Kuala Lumpur
(Singh et al., 2017), apu ry car

:tuej‘gb @ltal in Rawalpindi, India (Tasneem

etal., 2018), atelec&gcatlor's ny |n wan (Lin & Huang, 2021), and service

organizationin S rabia (So ,]an @17) also indicated that higher employee job
¢
’

satisfaction i e service quality. @ct a recent review by Joshy and Peterkumar

service quality.

isf positively affects service

(2019) sh t thbS atigfaction ~§p05|t|ve and significant impact on service quality.
\/

The s y ommends increasing job satisfaction among employees to ensure better

I|ty However, there is a study that found an insignificant relationship between

ob isfaction and service quality (Ariani, 2015). Based on the previous findings, the

following hypothesis is proposed.
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Hypothesis 8: There is a positive and significant relationship between job sai{&tion and

service quality. 1(')
2.7.9 Motivation as a mediator \/z

The discussion in previous sections show a teW'relationship between
organizational learning culture (Section 2.6.1), top man tsup r!(Se ion 2.6.3) and

@
Islamic work ethic (Section 2.6.5) with motivation@cussio int grevaE'Section

2.6.7 indicates the potential relationship between motivation and Seryice quql-ity. Based on
Y/

these proposed hypotheses, motivation has the potential

€ ardedé»s?a; mediator in the

ger@k support and Islamic

'(@as a mediator is possible

relationship between organizational learni bure, to

work ethic on service quality. The pﬂerial ro%pvv

N
because it has been recognized iously ad'a megi or<i§ﬂe relationship between job
~

A
autonomy and work engagem%Malinolwska et'al., 2018). Another recent study by Cetin
»

RN
and Askun (2019) also recognized motivation as a mediator between occupational self-

LA N

efficacy and work perform@ce. ‘I:hus, the folloiv\ing hypotheses are proposed.
N NS N
Hypothesis 9@ tiony iatp\&be relationship between organizational learning
culture an i qualf‘ty b 4 ‘g\
)
Hypot& : Motivation will mgaiate the relationship between top management support
an quality.
@ﬂesis 11: Motivation will mediate the relationship between Islamic work ethic and

service quality.
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2.7.10 Job satisfaction as a mediator

The discussion in previous sections shows a potential relatior]{ etween
organizational learning culture (Section 2.6.2), top management support ( g@ 2.6.4) and
Islamic work ethic (Section 2.6.6) with job satisfaction. The discussi ‘irxvious Section
2.6.8 indicates the potential relationship between job satisfaction service quality. Based
on these proposed hypotheses, job satisfaction has the poten 'aIQe'Fegarded as a mediator
in the relationship between organizational learning cu op ma%t support and

@
Islamic work ethic on service quality. The potenti éjob satisfac n'as %:«)ﬁ%'diator is

possible because it has been recognized previouslysas a mediator in th?-relationship
between commitment and job performance % t al ; An(@'recent study by

Aldrin and Yunanto (2019) also recogm@tlsfactl mﬁ&or in the relationship
between transformational leadership e%orgam ci z,@smp behavior. Thus, the
? 0 S

following hypotheses are proposed.

]
N &
Hypothesis 12: Job satisfact%_ I rT e Fﬁbnship between organizational
learning culture and servi%] y

Hypothesis 13: Job ctlon |NI iate elatlonshlp between top management
&
support and serV| ' C.)O
Hypothesis 1 tlsfa iomwill m @me the relationship between Islamic work ethic
and servic W d » a4 T
y S
AN

R
Ny
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2.8 The Research Framework

Organizational
Quality Culture

Support from Top
Management

Islamic Work
Ethics

46

Service

Quality




Figure 2.2 shows the research framework for this study. There are three independent
variables (organizational learning culture, top management support, Islamic@ic) in
the framework. The dependent variable is service quality. In compariso&(ﬂcjvation and
job satisfaction have two roles in the framework. First, as an independgnt variable to service
quality. Second, as a mediator in the relationship between organiq@ | learning culture,
top management support and Islamic work ethic on ervw'ﬂuality. The research

framework has been developed based on fourteen hy, es ro@a the previous

Section 2.7. The hypotheses are as details below. N
e
P 4

Y,
\Ip begeg‘u' organizational

®)

Hypothesis 1: There is a positive and sig% relg{

learning culture and motivation. \O)
Hypothesis 2: There is a positive acd’jignific \‘Ql%l
N

0 e,

¥

learning culture and job satisfactia% 4 &
Hypothesis 3: There is a pos@d srﬁi@ship between top management
support and motivation. ' 0'

’ F &

Hypothesis 4: There 'M}Sitivr and. Significant-relationship between top management

&
. - SN
support and job Siwl n : :' @)

Hypothesis 5: re< iti d si.@jaficant relationship between Islamic work ethics

gt o

and motiv, ‘Q d b]; Yg\
= X

HypothesiS6* There is a positive'and significant relationship between Islamic work ethics

andyj isfaction.

@ﬂesis 7: There is a positive and significant relationship between motivation and

service quality.
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Hypothesis 8: There is a positive and significant relationship between job satisfaction and
service quality. \?
Hypothesis 9: Motivation will mediate the relationship between organi g@al learning
culture and service quality.

Hypothesis 10: Motivation will mediate the relationship between&ngnagement support

and service quality. Y'

Hypothesis 11: Motivation will mediate the relationshi een IWork ethic and

@

service quality. ' c§'
Hypothesis 12: Job satisfaction will mediate the tionship® be eenvgamza‘uonal

Yv Y
learning culture and service quality. \, W \ ST
Hypothesis 13: Job satisfaction will m@ue relat b@hen top management

support and service quality. c \

N
Hypothesis 14: Job satisfaction wi iate the r tonsl"tté%etween Islamic work ethic

N RN
and service quality. N

IS
’ F &
Hypothesis 1 &Wpothfg S bee@rﬁerpinned by two theories known as the
a

d th - del (JD-R). Th ial exch
S rpan((gsource model ( ). The social exchange

-
¥

social exchange th

(Q ’
theory entails @' n eiplje percéye that their organization values and cares about

their well Wuch as:i |s£tud)€§applying quality culture, Islamic work ethic and
S )

providi port), they will fe“e-cl'»)obligated to reciprocate with a positive attitude and

behaviour. The job demand-resource (JD-R) model provides a flexible theoretical tool for

onceptualizing key aspects of the work environment, explaining and predicting a wide
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range of work-related outcomes, including stress, burnout, work engagement,
organizational commitment, job satisfaction, or productivity (Bakker, 2011)

Hypotheses 7 and 8 have been influenced by two theories %as ability,
motivation, opportunity (AMO), and work performance theory. According to AMO theory,
performance depends on the individual’s ability, motivation, an%p;.v;nity (Armstrong
& Brown, 2019). It states that employees will perform well iw when they have the
necessary knowledge and skills (ability), are adeq an ir@\ﬁ/ encouraged
(motivation), and are provided with the required ort and ave s,fBLsg,;%ression
(opportunity). When these three elements are impro the job perf manog-\\/vill increase

| i Sy e
(Sobaih et al., 2019). In addition, the work, perfosmance y de%q es three factors
influencing employee performance, as e céhcteristic, employee
motivation and work environment. (‘) \T ,<\

Finally, hypotheses 9 to ;l%ndetﬁinne p(rQ'\us empirical findings. The
potential role of motivation @edi IS possib e:éecause it has been recognized
previously as a mediator Cﬁalinowska e}II :

1;‘)42% lar to another recent study by Cetin

- :

and Askun (2019). m thq p\ial rol job satisfaction as a mediator is also
. . & o .

possible because i We re?? d pre@sly as a mediator (Dinc et al., 2018; Aldrin

&
N
N

.
/q
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2.9  The Chapter Summary

This chapter has explained the concept of service quality and the mt{l‘( service
quality. The chapter also reviewed the factors that influence service q& proposed
several hypotheses. The chapter ended with the introduction to the research framework of

this study. The next section, Chapter 3, will explain the methodolagical aspect of this study.
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