CHAPTER 1 \Y-
K
. 2

A

INTRODUCTION

1.1  Background of the Study
The development of Oman's education system | ms of 'the increase in
educational enrolment rates and the level of teacher qualifigations hanarkably

X
rapid. Almost 100% access to basic education has bee ieved, and os# a&@dents

progress onto post-basic education (Al Shabibi i nnmn\fn, : Ap,g/%'ximately
ents Vz:zducated by

1,042 government schools were establishem@ 16,

55,343 teachers. Over 83% of teac h comple ba@br’s degree-level

qualification or higher (Ministry of tion,%ﬁ? ,<\
ai

The educational policiessi ultaﬂate 0 man(lQ e from the directives of

deci that form the basis of the

His Majesty the Sultan an %gov,r

Ministry's educationa% S anf‘ plan }Miwbry of Education, 2001). This
educational decis'i@ing
three authority levels.%Fhe fi

¢
Muscat, fore'!%b centralizedto ev@? the hierarchical administration. The second

N istrati ierarchy structure is composed of

Ioc@’m the Ministry Central Headquarters in
\ -

administ )(e stru\;t\ure represented by the Directorate General of

Edugation. Finally, schools Q@me as executive administrative units (Ministry of

ﬁ&)n, 2001, p.3).

: The Ministry mandated the Directorate General of Education to manage the
p

lementation of the education system according to the Ministry's organization,

structure, and administration system. In other words, the Directorate General of



Education in each governorate of Sultanate of Oman represents the Ministry of
Education in Oman. They aim to improve their services to achieve higher qualit

intensify their effort to ensure the highest service quality level in all secto they
control all learning and teaching issues in government and private schooé@y provide

educational supervision and technical support for employees, teach%, and heads of

schools. Part of their activities is to follow up and analyze s‘ﬁhoo erformance and

ificallyy the Directorate

S im IeWn schools

T
\, and

achievements of students and provide reports accordingly.

General of Education takes charge of assessment proce n

and exams given for students, follows up educati activities droj

provides schools and departments with relev m% ps \@Zers keep
o

3

Recently, stakeholders have r angissue abou ser@quality provided

by the Directorate General of Educa@ior e%%c ];thdy by Al Musawi and
N

Amer (2017) was conducted 1267°stak 0 erscg?m different educational

good quality work. 0\

, Which consists of school

sections of the Directorate }al
specialists, principals, tpezx #}d ad@nistrators. The participants were
asked to describe t N{Iity ofls \CSS rovi%gd% them. The study indicates that the

' 'plergﬂéd with quality. It could be argued that

¢

these and o s@vice have yet {o Eéi?nproved and reach better levels of quality
NN

standar% [

ar fihdingfhas beeridentified in a study by AlNabhani (2007) among
the olders (e.g., the Dir@f in the Ministry of Education Central Headquarters,

services provided are“mot 'a

t tors in the Regional Directorates, the head teachers, and teachers). The study

oumd that the issues in the Ministry of Education in Oman are related to poor service
uality, such as lack of communication, ineffective time management, negative



interaction between the roles of different directorates, and lack of constancy of purposes
between different directorates. Yv

These findings need immediate action because the Directorate@al of
Education in the Sultanate of Oman are responsible for managing all éﬂ&on issues
in Oman. If the Directorates General of Education are unable to mwe'and keep its
service quality at a high and excellent level, this will affect istration of the
education system in Oman. According to Rod and collea m)' service quality
plays a pivotal role in the organization's success, creatingycomp tithtage and

increasing competitive power (Rod et al., 2009). An nization wij hbmi—;rvice

quality would present relatively more significa % ee,@% Sheng
& Chen, 2010). In other words, excelleft, senvice qvall coul te excellent
performance for the organization. ) k

Investigating the factors inf ng serw\}uat_g?t t,J\ Directorates General
of Education in Sultanate of On’% oery \% blezzgﬂwe Ministry of Education

to improve service quahtyﬁ qull tandé f the factors that influence

service quality in this an help the r'ecso}[es General of Education in the
d o

Sultanate of Oman a strale ﬁhd mech to enhance the service quality to

stakeholders su &nmp 'ers, se;&(visors, and administrators.
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1.2 Problem Statement
ck of service quality, It%b'ecome one of the issues in the Directorates General
Q N
0 tion. According to ALNabhani (2007), the issue in the Directorates General of
& ation in Oman is related to poor service quality, such as lack of communication,
effective time management, negative interaction between the roles of different

directorates, and lack of constancy of purposes between different directorates. Al



Musawi and Amer (2017) also discovered similar findings that indicate the services
provided by the Directorates General of Education, Oman, are not 'always' imple?ﬂ!d
with quality, have yet to be improved and do not reach better quality stand(r%
Understanding the factors that influence service quality of the
mechanisms to address the issue related to service quality in a particul@r organization.

Service quality plays a pivotal role in the organization's success, créating competitive
§9).

advantage and increasing competitive power (Rod et 'n addition, an
organization with higher service quality would present e si ifoormance

en conducted if t_f@\?;tto

It was th ong the
ks

sﬂch organj,é\'ional learning
1 p @‘agement support

(Sheng & Chen, 2010). Therefore, many studies ha

understand the factors that may cause servic
causes of service quality were organizatioﬂq,@
culture (Al Saleem & Al-Juboori, %)eo, 20
(Mosadeghrad, 2014; Durdyeva et 4; Bar \mm t .@14),and Islamic work
ethics (Rokhman, 2010; Yousef%ltw alsofound t \ther contributing factors

\ &
to service quality is the factor tha eIaI o€ on@ch as motivation (Kimando

& Njogu, 2012; Durd% 1., 20‘1'

(Anaza et al., 201 .w"a@ idis, 2014; Singh et al., 2017). Although the

influence of th&f rs qua{i?’has been verified by previous studies,
¢

!
however, th mce thes acf?Jrs(?(Jr%ervice quality has been tested separately in

NN
the non% e of n 'ptext@ as in South Africa (OluwoleAdekanmbi, 2014;
KimagA& Njogu, 2012), We@w’ (Durdyeva et al., 2014; Anaza et al., 2012) and East
@tcharoen, 2013; Sultan & Tarafder, 2007).
More research is needed to illuminate the factors that influence service quality

QArabic countries, such as the Sultanate of Oman, as the socio-culture in Arabic

countries is sharply different from that in Africa, Western and East Asia. For example,



Arabs tend to be more family focused. However, in Western culture, individualism is
more important to them, although families are also important. In addition, trw
people, including the people in the Sultanate of Oman, are generally more@lable
showing their emotions. They are very passionate and eager when di Ing matters.
In other words, Arab people tend to passionately discuss a particulardmatter, such as

politics, with loud voices as they are quarrelling, not disc sMnce the subject
;'sag

changes, the smiles and laughs are back as if they have ed on an issue
(Maha Odeh, 2016). On the other hand, the West is b off o:‘disg#i‘ng social
matters related to religion and politics. I _\‘-}

In addition, conducting research relate ce qudli ng employees in

ion i@:rSultanate of
am@%mployees in this

~—+

the public sector, such as in the Directoratw al

ck{s\being more focus on
N,
employees from non-public s suchgas: in @te healthcare providers

(Mosadeghrad,2014), hom }Vemjx cton (Dur aetal., 2014), service Agent
Ext

(Kitcharoen, 2013), st wester si&n@(em (Anaza et al., 2012), tourism
4 $ &

companies (Al Sig?\‘& AI-I] \ﬂ\ Olzganks (Kimando & Njogu, 2012), and

ities an lr, ZOQE%IuoneAdekanmbi, 2014). The findings

private univeryK(
¢
from this st nextend the k WredeeJr lated to factors that influence service quality
N

because ctorat al of@;cation in the Sultanate of Oman has its unique

goaQues, and culture. Th‘%e‘ elements (goals, values, culture) may influence
N

e@&es, particularly in delivering services to their customers.

Q This study believes that work environment factors (i.e., organizational learning
ulture, top management support, Islamic work ethic) are able to influence employee

motivation and job satisfaction, which in turn will deliver quality service to the


https://www.quora.com/profile/Maha-Odeh

organizational customers. Such an argument is in line with the social exchange theory,
which believes that when employees perceive positive treatment from the organ
this kind of treatment will encourage them to show a positive work attitude @avior

that can help achieve the organizational goals. In addition, several | studies

showed that if the organizational management implements a qualitwu.lmre, Islamic
work ethic and provides support to employees, this will affect employees' level of
motivation and job satisfaction positively (Salehi & Babaj rX;.Arilin etal, 2018;
Ali & Dominic, 2017; Bockerman & Kangasniemi, 20 ttiq tW‘Hamdan,
Kim, [20 4|t@' the
o% iron.m??t factors

(learning culture, management support, Istamic work ethic emp@:gmotivation

2017; Sapada et al, 2017; Kim et al, 2017; Cronl

previous studies have empirically justified t

and job satisfaction, such relationshi avabeen examined s@‘ately in the non-

Sultanate of Oman context. c') \Y /<\
i e& Q\el

Another focus of this st i investigateithe conseguences of motivation and

&
SS dies@ shown that employees with
high job satisfaction % igh C(')‘ mit e}ﬂ tab’oducing high-quality service to

&
customers (Singh&uﬂ\ml?; \Em et algnm). Similarly, according to previous
Ba

15;e§'dyeva et al., 2014), motivation is one of

job satisfaction on service guality? Pr?r

cfoné:r?ice quality. Therefore, this study would like
N
jionshié\between motivation, job satisfaction and service

quam&:ause such a relatio st@/has yet to be verified in the context of the Sultanate


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
https://www.emeraldinsight.com/author/Kim%2C+Youn+Kyoung

1.3 Research Questions

1. To what extent does organizational learning culture influence employees’ mo
and job satisfaction in the Directorate General of Education in the @\e of
Oman? *

2. Does top management support influence employees’ motivation amsatlsfac‘uon
in the Directorate General of Education in the Sultanate of

3. Is there an effect of Islamic work ethics on empl % lvatlon and job

satisfaction in the Directorate General of Education i Sult nwam

4. To what extent does employee motivation affect ice quality | d[)_@orate

serw@uallty in the

6. Does employees’ motivation @jte the \m?s i ,@Pween organizational
learning culture, top manag%pporf‘ Isla 'c(wozQ ics and service quality?

7. Does employees’ job satisfact e the re @Shlp between organizational
t supp

General of Education in the Sultanate of O

learning culture, to en or Is’ambwork ethics and service quality?

1.4  Research Objectives

1. To deteresm effet of ogrﬁa@d learning culture on employees’ motivation

and j ctiogr'in t rectoé} General of Education in the Sultanate of Oman.

2. Tg&vme the effect of to@ﬁagement support on employees’ motivation and job

ctlon in the Directorate General of Education in the Sultanate of Oman.

6 investigate the effect of Islamic work ethics on employees’ motivation and job

satisfaction in the Directorate General of Education in the Sultanate of Oman.



4. To determine the effect of employees’ motivation on service quality in the
Directorate General of Education in the Sultanate of Oman. YV

5. To investigate the effect of employees’ job satisfaction on service q% the
Directorate General of Education in the Sultanate of Oman. A

6. To examine the mediating effect of employees’ motivation in‘the relationship

between organizational learning culture, top management Wet Islamic work

7. To examine the mediating role of employees’ job satisfactionh 1 lationship

"X
between organizational learning culture, top @ment supp I‘Ia@mork
4 b §

ethics and service quality. Y. N
N <
CN \Q\b Lé

From the theoretical point (ﬂgsw this's Il ﬂrp@d-e empirical evidence
N

about the relationship betwe izatn)nal amnin Iture, top management
support, Islamic work ethi%ﬁtij, S isfa@nd service quality in a new
context, which is the D% s General

ethics and service quality.

1.5  The Significance of the Study

oflEdUcation in Sultanate of Oman. Previous

4 ¢ &
studies have dete%he re‘a i betgu organizational learning culture, top
management Squ, slami 'ethi %‘fotivation, job satisfaction and service
quality in different contexts. réx c?e, the relationship between organizational

betweem top management support and service quality has previously been verified in
he'eontext of private healthcare providers by Mosadeghrad (2014). In comparison, the
lationship between motivation and service quality has been tested in the context of

the banking sector by Kimando and Njogu (2012).



This study also extends the existing literature about the factors that influence
service quality, particularly in the context of public sector organization?ﬁ
Directorate General of Education) in the Sultanate of Oman. Such effort is v(r% ntial
because the previous studies have focused on employees from non® ic sector

contexts such as private healthcare providers (Mosadeghrad,2014), homte improvement

sector (Durdyeva et al., 2014), service agents (Kitcharoen, Mtension system

(Anaza et al., 2012), tourism Companies (Al Saleem - boo'i, 2012), banks

(Kimando & Njogu, 2012), and private universitie ultan) & er, 2007;
"X

OluwoleAdekanmbi, 2014). I_S

In addition, this study has extended i ratrKefb vidiqg/YEmpiricaI

evidence about the role of motivation jo satisﬂactl as iator in the

relationship between organizational leaming alture age “T support, Islamic

—
o
©

work ethic and service quality. Mo idence 0 \|qu iu@\eeds to be provided in
N,

the literature. However, it is p%ecaug{e the atio(;/n@ between organizational
learning culture (Hamdan, NprT ement s@ (Ali & Dominic, 2017) and
S

Islamic work ethic wi ivation has be ésta@&hed. Similarly, the relationship
4 $ &

between organizati Iearnin? Sapa al., 2017; Kim et al., 2017; Cronley

& Kim, 2017), QK age 'ort a@élamic work ethic (Salehi & Babajani,
¢

2017; Amili % 2018) wit 'ol!’s isfdction also has been established. In fact, the
ate

NN
existing{t{, hasprovi evid&\}e about the role of motivation (e.g., Barkhuizen
etal ; Durdyevaetal., ZOJ\{A)dnd job satisfaction (e.g., Singh etal., 2017; Tasneem

e%l 18) as an antecedent to service quality.
: From the practical perspective, the findings of this study provide essential
formation to the Directorates General of Education in the Sultanate of Oman about

the work environment and individual factors that contribute to service quality in this


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
https://www.emeraldinsight.com/author/Kim%2C+Youn+Kyoung

context. By adequately understanding the factors that influence service quality, the
Directorates General of Education in the Sultanate of Oman can plan a stra?ﬂo

maintain and improve the service quality provided to their customers. Tﬁiﬁ\jhturn,

A\
N

improves the organization's image.

1.6 The Scope of the Study

This study is conducted to examine the factors tha &nce srrvice quality in
the context of the Directorates General of Education I Sul nWman. The

factors included in this study consist of work enviro

t factofs (i o@a&&}‘iﬂnal

rk @ ndi\@al factors
T

xamiu,é\he role of job
b@‘én organizational

learning culture, top management support, Isl

(i.e., motivation, job satisfaction). In additi

satisfaction and motivation as a medmrll)he relatio

learning culture, top management s t, Islami t

This study applies qm% res

through a questionnaire am XIic t
Education in the Sult% Omar}. he ue'st@aire was developed based on a
meln N

previously establls&&n\stru %
This st w i tial @Ymation about the factors that influence
s
service qu@eve its fi ings acsl' ited to the public sector in the Sultanate of
Oman, % rly the Di

,Q}M service quality.
5)

egrch data has been collected

N
rates'é%eral of Education.

QY

1.7  Definitions of Terms
7 Directorate General of Education
The Directorate General of Education represents the Ministry of Education in

the Sultanate of Oman. This organization is led by a Director General, who is considered

10



the top management of the organization. The directorate oversees all the educational
issues in the region controlled by the Ministry of Education. There is one direct?'in
each region of the Sultanate of Oman. There are eleven (11) regions in %}ence,

there are eleven (11) Directorates General of Education in the Sultanat an.

1.7.2 Service Quality
Service quality can be defined as an overall judgmentsi cr to'attitude towards

the service and is generally accepted as an antecedent of*everall thisfaction

| S
i d@ by %Kéuraman,
iabit'\ty, onsi\@g; assurance,

and empathy. Tangible refers to the ical appearance erv@roviders, such as

equipment, facilities, and written rrﬁasls hat c\ﬂm?rs S ”Pérevaluate the quality-

. . . Y s >y ,

of-service organizations provi eliability nsi easures the employee’s
_—

&
ability and willingness to %' e tT d S@ consistently and precisely.
Responsiveness refers% bility to inf: ?'th@stomers concerning the period

(Ramseook-Munhurrun, 2010).

This study defines service quality wit

Zeithaml and Berry (1988) known as tangi

'3

&

needed to wait for thei complali \TGL eedb 0 be addressed either promptly or at

a later time. Ern%h indic 'ringe)%’special attention accorded to customers
¢

by employe %Jran 1s_1 {lly e‘;(?erienced from the employees’ knowledge,
courtes%;;gil

\ - - -
ity to ?trustﬂ'ﬁ?ludmg confidence in customers.

N
\C-j

1@. \)rganizational Learning Culture
Q Organizational learning culture refers to an organizational skilled at creating,
cquiring, and transferring knowledge, and at modifying its behavior to reflect new

knowledge and insights (Garvin, 1993).

11



In this study, the organizational learning culture refers to seven action
imperatives for a learning organization. The seven actions are establishing conwms
learning opportunities, promoting inquiry and dialogue, encouraging colla(o%& and
team learning, enacting systems to capture and share learning, empo people to
have a collective vision, connecting the organization to the environmentfand employing

leaders who model and support learning at all levels (individual, tmd organization)

NY.
1.7.4 Top management support J _\"}
Top management support is the willin top_man nt to\,&vide the
. B X
necessary resources and authority or powe&w I‘Oj@ﬁts cess srowpour &

Travers, 1991). \) é
In this study, top managemﬁbjpport re\so_fy;_s,?he pg:r\ee to which managers

N
are supportive and accessible %yeesoand vide with the resources and

&
assistance necessary for wo mop e r to-Pﬁ& Martin-Perez, 2015).
(,) N

4 ¢ &
1.7.5 Islamic WKhic l \ é.!
Islamic % hics 'naug@és Islam’s expectations regarding one's
¢
work behav';ﬁ%ich include ef{)r@icaﬁon, cooperation, responsibility, social

NN
relation% ativity. et aIx&OS).
hy i

his study, the focus Islamic work ethic is on the view that work enables
&3¢

(Watkins & Marsick, 1993, 1996).

t &)n to be independent and is a source of self-respect, satisfaction, and fulfilment.
6 ess and progress on the job rely on hard work and commitment to one's job.
ommitment to work also involves a desire to improve the community and societal

welfare (Ali, 1988).



1.7.6 Motivation

Motivation is defined as a series of energizing forces that originate botrw
and beyond an individual’s self at work (Herselman, 2001). %\

In this study, motivation refers to intrinsic and extrinsic mot Brenyah
(2016). Intrinsic motivation is a motivation to perform an activity foWn sake and

personal rewards, while extrinsic motivation is a motivation t& Ee m an activity to

‘\do
: _§

t, féeli personal attitude,

, and@hve.ral attitude,
which carries using about his duties i ob/{Wang, 2

In this study, job satisfactio%rs to m?s u{?}l feelings toward the
S
organization and their job, Wh%ey IiQe the rgani<Q' n, do not like it, or are
satisfied with their job (Carqea}ﬁt al Dﬁf %\A

earn a reward or avoid punishment.

1.7.7 Job Satisfaction

Job satisfaction is the reactions of the u

physical and intellectual, regarding the e

1.8 ChapterS %(J

and sco f

incl in this study. Chapte@ Il discuss the literature relevant to this study.

N
N





