CHAPTER 1

INTRODUCTION

.o

1.1 Introduction N
o ¢ 1O
Yemen, which is characterized by limited nattial resources, i Iesﬁeveloped

N

country compared to its Arab country’s n%er nk, 3@? However,
Yemen has young manpower, that |a\ay work=ig d erer&Sa(eas, and can be
toft

employed for the overall developm e Inistry, of Higher Education,
2006). ‘é&) [ g% "}&
N &
The Yemen government belfeves|that, high‘;@lcaﬁon sector is an essential
ol §

part of the infrastruct over
d &

building knowled& acity, T 1 gopulation (Yemen Ministry of Higher

Education, ZOO% ugh r edéﬁon sector in Yemen facing a number of

! RS
limited tlﬂju@n of higher education institutions to the

issues that h
\
develop% he sgCiet ‘g.,emA?yee dissatisfaction over the job assigned to them

Y-v

and theirfinancial income, low mitment, low efficiency, education quality and the
ol
\f educational achievement of the students (The Supreme Council of Education
Q ing TSCEP, 2014; Muthanna & Karaman, 2011; Muthanna, 2015; Boset, Asmawi
A

bedalaziz, 2017; Saeed, Gelaidan & Ahmad, 2013), the higher education sector still



has been recognized as one of the supporters of the government towards achieving its

goal (to be a knowledge-based economy). Y-

The concept of higher education contains universities, colleges, thei tments
and centres and other institutions that are on the same level (TSCEP, 2012). The higher
education sector is labour intensive (Kiskl, 2003). It is due t the her education
institutions are more dependent on human factors, huge of resource and
activities performed by employees. Higher education isa s ecatlse it exhibits all
the classical features of services, it is intangible and, variedyand can be duceQ.and
consumed at the same time (Zafiropoulos & Vrapay*2008). It als er of

J
stakeholders such as academic and administrati .S ntssand thﬁr_’p‘arents and

the society, all of whom has experience d'@NpECt r ed{u;éi\on institutions

(Trivellas & Dargenidou, 2009). In addit ion has@ny customers such

as students, staff, faculty membe Q@J h S c'Ié-a & DeShields, 2004).
Therefore, higher education i ‘% n#ﬁr ve&]&uahty of their services to
these customers. They mus stan’j ers' s and understand the quality
attributes embraced by%ustomer Ro Ig’l,&gg.)

In global ¢ }R)n Jrld, sent uality service is a key to success, and

ghereduc

many experts oNth the competltlvetrend that is currently shaping
marketl smes strate es erV|ce quality (Firdaus & Abdullah, 2006).
There V|ce orga |zat|ons.¢§ich the higher education sector, are increasingly

~

gi more attention to service'quality to achieve their organizational goals. Service

ity is defined as the consumer’s perception of service performance that meets or
Qﬂ:eeds their expectations of what an organization's service should provide

(Parasuraman, Zeithaml, & Berry, 1988). Therefore, the key to service quality is to meet



or exceed customer expectations (Pariseau & McDaniel, 1997). Services can be
provided for internal or external customers (Fisher & Schutta, 2003). The ed?m
system provides services for external customers. The human resource an@ntmg
departments of an organization provide services for the internal custo thelr own
organization (Strawderman, 2005). A service system can provide aWe through a

number of service providers. Similarly, a customer can be an.|nd al or a group of

people. The supplier or the customer of the service may b e ntec' at the interface
by personnel or equipment (Strawderman, 2005). ‘ \'C
Service quality helps an organization if rentla i 'frésn other
organizations (Ghobadian et al., 1993). It can g,s'f_r;gte repeat
sales, customer loyalty and competiti <<%ademlcs and
practitioners alike have found that pro@hl servi@wality can protect
x S
an organization, increase its pote S@ear c;?share (Buzzell & Gale,
1987), and provide it with port ogtam,g good competitive price
(Parasuraman et al., 1994) Vver, [servi uaI| s been linked with increased
organizational profltabhearns urthermore Chand (2010) found
that, service qua y S|gl|ific relati i with customer satisfaction and

organlzatlonal rma ce, specE) y, service quality which is reflected in
'

customer n n flca@osmve relationship with sales growth, market

share, a t S£| overall assessment within an industry. In other

most important faCt%Paffectmg business performance is the quality of the

s offered by an organization relative to its competitors.

On the other hand, organizations that fail to emphasis service quality will lose in

terms of competitiveness, customer satisfaction and loyalty, and market share. Previous



researches have indicated that six times more people hear about a negative customer
service experience rather than about the positive one. A positive word of moutrw
a very powerful tool for attracting new customers, while a negative word @1 can

have a devastating impact on the credibility and effectiveness an orga ’s efforts

to attract new customers (Horovitz, 1990). ?

Service quality improvement in higher education lies in?ﬂq of the institution

to provide an overall climate through human resource ma ent (HRM) practices

(Trivellas & Dargenidou, 2009). HRM researches into the service ‘industr ve

_ _ _ LS

discovered that perceptions of employees wit rd to the HRYpractices’ of an
’ 4

organization are positively related to customer?‘ﬂgs 0

b
N{Q ness ,%'T:the service
provided by the organization (Chand, Z%No, 2012; mar{f%himan, 2013;

Rahmati & Veiseh, 2015). In addition,% er (1994) feund tha@ere Is a significant

relationship between employee pe Q@s of I@\Wa cs.;évd customer perceptions
@

of service quality. The quali&the relations %(K& the employees and the

=

organization may be critica qua’ity 0 rel@hship between HRM practices
v

and employee job pe%ce (KLy as, 0,68% ence, the success of institutions

dependent on the @@titu@rcep&i’g&c{ﬂheir human resources (Witt, 1991).

N
Therefo@%ﬂR practi s’dlayc.agclritical role in the improvement of service
quality, t investigated e&ﬁ%ﬁonship between HRM practices and service

’
qualityiin context hig‘%er\é,ﬁﬁcation in Yemen. This study also examined the

=

i:wre ationship between I—F?M practices and service quality through organizational
I

tment, job satisfaction and job involvement, based on the perspective of the

Odemic staff and their customers (students) in the higher education sector in Yemen.



1.2 Higher Education in Yemen

The concept of higher education in Yemen contains universities, collQ Eheir

departments and centres and other institution on the same level (TSCEP,S&D—(igher
ly fo

education system in republic of Yemen is new and can be traced back on decades.
During this period, education in Yemen faced several challenge suchc political and

demographic changes (Unification of Yemen, 1990), and rapidfi se of numbers of

||0V\' the progress of

int t\NM:Thﬁﬁrst
N

stage is before the unification of Yemen (1970 ). The secon g! is\after the

P 4
unification of Yemen (1990-2016). Y' \
re u
"JK fir
A

students at all levels (Ministry of Higher Education, 2006

higher education, Yemeni higher education’s history,divi

<
s
During the first stage (197019@ uni\Qrs ties in Yemen.
was O

First, the University of Sana’a, whicE a d ;; t public universities in

1970 in Sana’a capital of Y% abﬂ publ TYem\&n North). Second, the
o Q

University of Aden, which al asvestablis the ﬁé@public universities in 197«

N
in Aden capital of Pe le’s%emocr ic R IES.%Y emen (Yemen South). Each
ed ta :

university was contain B’Lébese universities was improved and

collwe'\s
expansion. For e@Ade@iw ex@}jed during the seventies to 8 colleges

N
and Sana’a d@hti te?ljées. number of students in both universities in
1990 wa Q&stude S, a en
A
r

Q’é{er of academic staff was 1073 only (Ministry
of Hig

cation, 2007). égn@at date, the higher education was exclusive on these
&
unﬁQitnes (TSCEP, 2012). N

During the second stage (1990-2016), the Ministry of Higher Education and
e

search Scientific was established in 1990 and cancelled in 1994. Three private

universities also were established during this period. Following this, the social demand



and government attention to the higher education increased. As a result, the government

has produced expansion to the higher education institutions (TSCEP, 2012). Yv

During the period of 1994 — 2001, the Ministry of Higher 3%n was

cancelled. The government has authorized the Ministry of Education to carry out the
tasks and responsibilities of Ministry of Higher Education. The chang has improved

the higher education with the establishment of Taiz Universi 95, and 4 public

universities (Dhamar, Ibb, Hodeidah, Hadramout) for Scienge eclmolo y in 1996

(TSCEP, 2014). Furthermore, in 1995, the governmentWissu lic

University, as a legislative structure for higher e@ institution o'/ve»)(e? since

this law has come in the absence of the Ministry her \@3&10 t able to

regulate the relationship between universi Nthe I\‘/’ﬁni
of Higher Education, 2007). \3 \

In 2001, the Ministry of ng cat“) tatﬂ_?;hed due to the expansion

of |on (Ministry

of higher education mstltutloN nistry o er E;@e‘atmn 2007). In 2013, the

number of higher eduttlthutlo S re h 54 %ere are 10 public universities

(Sana’a, Aden, Hadramout , Ikﬁ ﬁhamar Al-Baida, Amran and Hajja),

and 44 private u@s ’1 college. T@meer of students was increase from

N
40,000 stude S in 1990, tos22 6‘8'stu'd§'|{s in 2013. The number of academic staff

was 8040 (T Cyl N
w s ‘Z"E
& I government sper@g on the education is relatively high. It is increased
\

a xQof budget from 17 percent of public expenditure in 1996 to 22 percent in 2004
E

P, 2014). However, the return of the investment are not appropriate because

Qufflmency still exists in access, teaching skills, quality, accountability and efficiency,

which obstruct the education system effectiveness (TSCEP, 2014).



Higher education institutions in Yemen have to expand their capacity, to keep up
with the growing number of students, and improve its programs and outcoww
addition, the higher education in this context must play an active ﬁh\j&help
government to develop the country economically, culturally, morally, jally. The
higher education needs to provide high service quality to ensure t can produce

competent human resource in the labour market (Ministry of Higher"Education, 2006)

Yemen government always pay attention to improve ion s‘ector in general,
and the higher education in particular (TSCEP, 2014). The®emen gov ed
executive regulations and law to organize the hi ucation sect orl ex&?ple in

_ _ ‘v /. X
2010, the Yemen government issued Higher EWn Law, to ntlfy,élset of goals

alifiéﬂ%d specialized
&

of kt@zledge to meet the
A

needs of the community and the . entsubvr cs;\%e development (Higher
Education Law, 2010). Aj é}'
S
Despite the ac VGW of ’\ (id@] system in Yemen in the

for the higher education sector. One of th N to poapar

human resources in the field of smenm ferent fie

development, producti 'n"afj,knowledge social development,

educational faml@th |Lcre g nu:gv r of students the Yemeni universities

outputs still I S nd eme ?ﬁthéfual economic community imposed by the

current e of gp.tyc 0 ystem (World Bank, 2008). One of the reasons
is bec educatlo that is oﬁ'red to the student don’t appropriate with labour

t’s need (Bruni, Salvml\& Uhlenhaut, 2014), which consequently increase the
onment rate to 54 percent amongst university graduates (ILO, 2014; GSDRC,
7) The reason of unemployment rate is due to skills gaps (ILO, 2016), and the

employer do not prefer to employ the local graduate due to low of quality, skills and



efficiency (TSCEP, 2014). Another issue of higher education in Yemen is the weakness
of academic staff performance as well as institutional performance as whole (i. ew
efficiency as well as education quality and the degree of educational achle@f the
students). In addition, the higher education institutions do not r@?&e to the

requirements and needs of comprehensive development in Yemen (TW 2014).

In response to these challenges and imbalances, the Y overnment exert

significant efforts and researched for solutions for these challe and'|mbalances For
example, the government introduced the national strategy velo t-of thher
education in the Republic of Yemen (2006-2010 part of j[r!teélcc”vlsmn
2025 (Ministry of Higher Education, 2006). Thlwﬁglc hat

need to provide and prepare human reso W have ma

Iversities

rial s and academic

icien@:se of human and
AW

material resource and the creatin for isal and compensation
4]

expertise in various aspects such as M n qua I|ty,

(Ministry of Higher Educatlo 6). However, ince t %mplementation a national

strategy for the developmen her, de ment in the education quality

occurred in unlversme%oday (TSCE 2@

Moreover, j 01 v th #em gov ent established a council of academic
accreditation I|ty assur e'gh h(gge}r education. The aimed is to improve and
develop h uc;a'tl n quali |n terms of inputs, processes or outputs) in
Yeme ancmg th mlnlst%‘ﬁ’rectlons and its education policy. In addition, the
e shment of council of ac%emlc is to ensure the institutions of higher education,

IIy universities are competitive with regional and international universities. The

rId Bank support the government and ministry of higher education to implements a



project during 2010-2015 period with aims to develop and improve higher education

quality (World Bank, 2014). Yv
Furthermore, in 2012, Yemen's government formed a committees% as the

Supreme Council of Education Planning with collaboration from the Ministry of
Planning and International Cooperation, and World Bank to prepare an mtegrated vision
for education within the overall vision of the government for Ton reform, and as
a part of Yemen strategic vision (2025) (TSCEP, 2014). A Yenlenl government
announced 2015 as education year to renew the governmentss co mltm aco

to provide adequate support to the education sec d implement J faét‘é? plans

4
and programs to support education in Yem C 2 In ition, the
an rformance of

government introduced system of a M suﬁarvi i <§
@

publlc university n@ provide standard

teaching staff in the public universiti
? A
system of quality demands, e o st féand services support

administrative and education tive ulatl S of Yemeni Universities Law

(2007)
‘a o
Alabade (2013) suggest th t er" tlon sector in Yemeni must orient

all academic act &1 all els atls needs and desires of the students and

the labour m m lafi ﬁ’ s@%éted a system for total quality in Yemeni

Unlver5|t Ip hvlyad ff to acquire skills and abilities to achieve
unive Jectlveso quality. N~

[
s



1.3 Problem Statement

The Yemen government has been continuously giving attenti(KtR the
improvement of higher education. The number of higher education isﬁ@ns has

increased from two universities in 1993 to thirty universities in 2014 (TSCEP, 2014).
In addition, the Yemen government has introduced a higher edu% w to establish

a council for academic accreditation and quality assurance forthigher education, with

B I-‘owever, higher
education institutions in Yemen are still facing several issue$relation to ity such as
student dissatisfaction over the services provide e UniversitiesfAlrashdi, 2009),
low academic staff performance as well as the?l'!rma of L%hs'as whole,

which have resulted in low of quality educhCE . Baziﬁ these issues,

(2009) e urg@higher education

\1 K9
institutions to have ambitious pla ere ent é?kmanagement practices
% @
L4

support from the World Bank (Higher Education La

researcher in this context such as A

and for the development of thK an reseurces impA service quality (Alrashdi,
2009). Since the concern wi rd to'high uca@in Yemen is related to service

[ Q
quality, this study wa%.mted torexappine the factors that influence the service

quality of academi M Thisl sthcuse@n the academic staff because they fall

&
under one of fi Ms that re i mpr&@ent (Alabade & Bamdehaf, 2007).
b) '

Th %manag g a/custom (Jexperience of service quality is to manage the
ég NS o

experiSc employees Wlthin\jf/ﬁé organization. this is because the experiences of

enWe with regard toorgan%‘tional practices influence the perceptions of customers
ning service quality (Gazzoli, Hancer & Kim, 2013; Jaakkola, Helkkula &
Qrikka-Stenroos, 2015; Oh & Kim, 2017). According to Schneider and Bowen (1985),

human resources management (HRM) practices is crucial to management of employee



experiences of organizational practices. In other words, if employees satisfied with the
HRM practices in their organization, this can create a positive experience am?ﬂe
employees, which will motivate them to deliver quality service to customers that
HRM practices are critical factor in the improvement of service quality )ﬂéﬁgn verified

by previous studies (Chand, 2010; Ueno, 2012; Kloutsiniotis & Miha@OlB).

Although the impact of HRM practices on service qualT been empirically
verified in previous studies (e.g., Chand, 2010; Ueno, 2012; utsi‘iotis & Mihail,
2018), there is still a lack of empirical studies that examine effecto ragtices

N
on service quality in the context of higher educatia&nen. This i ve’ry-h%?ortant
4

aspect that needs to be explored as previous st nl mekst ed ttﬁ}é ationship

in non-educational sectors such as in ba%ué.g.

Mohsin & Yousaf, 2009; Kloutsinioti ihail, 2

Worsfold, 1999; Chand, 2010 J g@eery = 2)@1«9 (e.g. Tzafrir & Gur,
? ¢
2007; Tomar & Dhiman, 20\ d airli \ %t&l{i Gedaliahu, 1998; Lim,

Russell-Bennett & Dagger, ?’vln additionythe ex@g studies within the context of

Veiseh, 2015; Irfan,

(
higher education in Yehve beep ocusing QQ/ e implementation of total quality

management pra&h\‘,&l-An}wi,\IZ; A& di, 2009), and on examining the
dimensions of Mqu Iity abi é)(o}asha, 2006).
'

Th %elat}oy@e eg{&ﬁM practices and organizational performance
in gen %ﬁéervice qu ityl'; r‘ﬁ?ular, is still fuzzy (Armstrong & Brown, 2019), as

&
prw studies (e.g., Chand,%io; Ueno, 2012; Kloutsiniotis & Mihail, 2018) did not

‘%Jch attention to the mechanism of the relationship between HRM practices and

Qvice quality. As a result, researchers (e.g., Kloutsiniotis & Mihail, 2018; Armstrong

& Brown, 2019; Tensay & Singh, 2019) have argued that there is still an incomplete

10



understanding of the relationship between HRM practices and service quality. It has

been suggested that employee attitude and behaviour should be included as m?«m

between HRM practices and organizational outcomes, which will Ieac(tgj\etter

understanding of the relationship between HRM practices and organiz outcomes

such as service quality (Paauwe & Blok, 2015; Kloutsiniotis thail, 2018).

Therefore, this study proposed that organizational commitmen sfaction and job
il

involvement could mediate in the relationship between actices and service

quality. .\d‘
Y-v

The possible role of organizational commitment, job Sati ctign,-l(é?d job

4 b 3
involvement as mediators in the relationship betWR act and QP&nizationaI

outcomes such as service quality can be t through socia&hange theory

1S & M@I, 2018). It is also

A
(E;\?Jetween HRM practices

(Ko & Walter, 2013; Paauwe & Blok loutsinio

based on previous findings of th %IJ

and the suggested mediators(organizational co mlth ‘?*'job satisfaction, and job

involvement) (e.g., Aladw 2015; Al- hua@Subramaniam & Shamsudin,
2014; Takeuchi & njl @een the suggested mediators
(organizational co n Jd) sa actlon jOb involvement) and service quality
(e.g., Heydarl ,20 9, |Cf£)@g 2014). Another gap in the literature can
be filled b Io g the potenti Imeéamng effects of organizational commitment, job
satlsfa job n{/(vZnt i relatlonshlp between HRM practices and service
qu ause very few stus‘(é% have simultaneously tested the link between the

This study addressed the previous gaps by examining the relationship between

%es within a single research framework and within a particular context.

HRM practices, organizational commitment, job satisfaction, job involvement and

11



service quality within the context of Yemen. Yemen was selected as the context for this
study as previous studies in relation to service quality were conducted in de

countries such as the United States, Europe and different parts of Ama@llttle
attention has been paid to the less developed countries such as Yeme#&efore the
results of previous studies may not be generally applicable to otheers such as
Yemen (Foley, Ngo, & Loi, 2006; Ngo, Loi, Foley, Zheng, Zhang, 2013) since the
relationship between HRM practices, organizational com jOb atisfaction, job

involvement and service quality could be based on the ¢ e of ar country

(Rabl, Jayasinghe, Gerhart & Kihlmann, 2014; Zh McNei 01 @Img,

Cavanagh, Halteh & Bonias, 2016). 4' \Y
‘1 >

&
QL
6 e
1. What are the effects of h@sour& ma mentpr. ctlces on service quality
among academic staﬁ\@m ucat@%

2. What are the effect K:man Jy %ent practices on organizational
ob

4

1.4 Research Questions

s s

%@fy%lvement among academic staff in
N
O

rg‘anéfﬂ)nal commitment, job satisfaction and job

commitmen b S |sf

N &

Yemen h uca'
3. What e e cts 0
% ent pon' se :IC q@ﬁy among academic staff in Yemen higher
&C tion? C_}T
N)o organizational commltment, job satisfaction, and job involvement mediate

Q% the relationship between human resource management practices and service

quality in Yemen higher education?



1.5 Research Objectives

1. To examine the effects of human resource management practices QQvice

quality among academic staff in Yemen higher education. : (ﬁ

2. To examine the effects of human resource management practices on
organizational commitment, job satisfaction, and job% ment among

academic staff in Yemen higher education.

3. To examine the effects of organizational commitment sati!faction, and job

involvement on service quality among academ en higher

education.

4. To examine the mediating effect of orga

and job involvement in the relati%w

practices and service quality in

1.6  Significance of the St“@

Despite the growing?ﬁlon f H
performance in gener%ser i i
conducted in dev%&gountdes
(Chand, 2010@20 ;‘U al., Za)(g)ﬁyl'zafrir & Gur, 2007; Tomar & Dhiman,
2013; Bro , 2006; Tsaun& i::é(yz; Worsfold, 1999; Morrison, 1996; Husin et
al., 20 w} & Dé:amz&). )&ver, the finding of previous studies cannot be

Ay

N - - -
0 the other stagt\%f economic such as least developed countries with

gex
‘% and national differences such as Yemen which characterized as poor economic

O\Nth (GSDRC, 2007). Therefore, this study adds to the discussion to verify the

previous finding related to the effect of HRM practices on service quality in the context

of Yemen.

13



This study extends the existing literature by providing empirical evidence about
mechanism that link HRM practices and service quality. In specific, thiw
highlights the role of organizational commitment, job satisfaction and job @ment
as a mediator in the relationship between HRM practices and service dﬂ;% The link
between variables (organizational commitment, job satisfaction, job inuglvement, HRM

practices, service quality) were underpinned by social exchange theery. According to
Celr

the theory, when employee received favourable treatmen i Prganization (in

this study refer to HRM practices), they will feel igated toW(be more
B

committed, involve, showing job satisfaction) this tre nt, and ulti teb/ &@Ucing

good performance (in this study refer to servic

practices, service quality) in a si arc h
previous studies, the relatio ;betwe

examined in separate study. Ynstanc’, theeffect o

commitment has been cally e |pt@1dy by Aladwan and colleagues

S

(2015), while the e \HRM practices on @(s'z{tlsfactlon (Al-Shuaibi, Subramaniam

& Shamsudln an jOb I qme&)(_p another study (Boon et al., 2007). Other

studies tes e ect 0 H racuées on both job satisfaction and organizational

Ggu = i'llamgr 004; Nishii, Lepak & Schneider, 2008; Boon,
oselie & Paauwe, '221?1 Zhang & Morris, 2013), while the other studies
ine the effect of HRM practices on job involvement and organizational
mitment (Ko & Smith-Walter; 2013; Takeuchi & Takeuchi, 2013). Similarly, there
are studies examine the effect of organizational commitment on service quality (e.g.

Hadian, 2017; Heydari & Lai; 2019), while other studies focus on the effect of job

14



satisfaction on service quality (e.g. Wagqas etal., 2012; Kim & Han, 2013), and examine

both organizational commitment and job satisfaction on service quality (e.g. A t

-
O
X

al., 2008; Wong & Cheung, 2014).

1.7  Scope of the Study

There are five variables in this study. The variables%are human resource
management practices (selection and recruitment, trai nd de eIWemployee
L ]
participation, performance appraisal, compensati@nizati al c Tit_r{%x'job
satisfaction, job involvement and service quali \.‘ \/Y*
Y-

The focus of this study is to examE@W;ect?\of

satisfaction, and job involve the Jelationship l@een HRM practices and
o N ¥ K
services quality. Y.. I ‘é\
’ J —~
The respondents In th stqu d&(nif/staff at Aden University and their

students (regarde& m@tudy@en University is the oldest and biggest
N
university in EMMi istry o Hi@heg_%dﬂcation, 2007). There are 9 main faculties

'
and center%q Univ rsity)is e siigle Yemeni university entered into the ranking
U

"%

4
of the %00 Arabi n‘R/e'ri,NES in 2015/ 2016 (http://www.topuniversities.com).
A(& ersity contains of 2”2(;2% academic staff (represents 30 percent from total of

Aédemic staff in the public universities) and 36700 students. Both academic staff

Od students come from various governorates or states (Sana’a, Hadramot, Taiz,


http://www.topuniversities.com/

Hodeidah, Ibb, Dhamar, Al-Baida, Hajja, Shabowah, Abyan, Aldale’a, Lahej, Almhrah,

1.8 Definitions of Concept T
The first step in developing any research instrument is to dw variables that

Soqatra and Aden (Aden University, 2018).

are intended to be measured (Churchill, 1979). Accordinggto twrterature, a construct
or variable can be defined in different ways (Sekar ). 'Ac rliing Sekaran

(2003 p. 176), one of the techniques used in definingyresearch construts is “'[0{ uce
| K

the abstract notions, or concepts such as motivati 1nv01v‘gm nt, tisfa%wn ... to

observable behaviour and characteristics. therefg, the M are de \lltion of the

19

«

3

variable in this study.

%
0)

1.8.1 Human Resource Mank
Human Resource MWent ,Prac el @ practices refers to the all
; r

organization activities to manage jts &m@es and ensuring that the resources

are employed forAe\ 'Imerlt of organizatianal objectives (Wright & Snell, 1991).
N
According to Ny, RM }i!ese&-ﬁefers to all Aden University activities and

practises t e its atademic taf\&\ ensuring they are employed for the fulfilment
of uni bjectivesfto d%li\@qng the desirable level of service quality to their
stugdent. \c')

0& For this study, five practices known as selection and recruitment, training and

velopment, performance appraisal, compensation, and employee participation.

According to this study, training and development are a continuous effort designed to



improve academic staff competency and organizational performance (in this study is
service quality). Recruitment and selection are the university process of attract

choosing individuals that best suited for a particular position and the org@%ﬁn. in
this study, recruitment and selection was measured by five items dev Bae and
Lawler (2000). Compensation refers to total rewards provided to agademic staff in
return for their services and measured by 4 items devoted by MLawler (2000).
Performance appraisal is a formal system of review and eva kf.in ividual or team
task performance (Mondy & Mondy, 2014). In this study perform cWal defined

@

as all university procedure to evaluate academic staf rmance, a m}as by 4

items devoted by Bae and Lawler (2000). E

p rticipation as %Xacess for

i, ol
man@nal decision-
velscé“the organization

empowering employees in the organization, to ,participate™i

making and improvement activities ropglate to

(Zakuan et al., 2012). in this study @gﬁyee par \aﬂgw fj@\d as university system
N,

that provide opportunity for ac icstaff 8 partieipate in@cision-making related to

their work and delivering seryvice Iit1. ployee p ation in this study measured

by 4 items devoted by% awle:: 2000). 0’

1.8.2 Organi@ﬂ Cdmmit r}l g)(.z
Q= 1 2) &%
Organizational gommitment dé’med as the degree of identify of employee with
Kool
a

certm ization and its g% ishes to continue as member in this organization
gx & Judge, 2013). There are two dimensions of organizational commitment in
this, study known as affective and continuous commitment. Affective commitment
Qers to emotional attachment of employees to the organization, and that can influence

organizational performance (Pattnaik & Sahoo, 2019). In this study affective
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commitment defined as emotional attachment of academic staff to their university, wich
can influence delivering service quality. Continuance commitment rewﬂo
commitment based on the costs that the employee will incurs if leaving the @tion
or decided to join another organization (Meyer & Allen, 1991, Alshantf&; Pattnaik
& Sahoo, 2019). Continuance commitment defined as academic stmmitment to

Aden University do to the cost that will incur if they leave the thy, or lose their

l

\d.

N
J | S
NT
ude%gjt their work
fj(ﬁﬁtisfaction known

83)s.Intrinsic satisfaction
5. 0

benefit if they join other university.

1.8.3 Job Satisfaction 4 2

Job satisfaction defined as reflects the empl%fglm an
(Armstrong, 2014). In this study, ther@e dimensi

as intrinsic, extrinsic, and social isfaction

—t

emphasized psychological and al dSpectss, I thi dy intrinsic satisfaction
defined as satisfaction of acade taffyi nal a@cts such as their ability to use
skills to achieve the task Zk itsel

’

suchiasl na@%of challenging, difficulty and
&
anc

e{t_g accomplish something worthwhile.

importance of the Wh eT
Extrinsic satisfa Mrce i
academic sta@acti n <Ni
academi %gt fro D_(%ni

ion@ﬁhich depend on the environment, such as

!
rk@jn ironment, and the amount of pay benefits
N

ti@Social satisfaction is defined as an individual

b4
chaw ssessment of the chosocial aspects of his relationships, in which
\

i Nons with other partners are easy, gratifying, fulfilling and satisfactory
skens & Steenkamp, 2000). in this study social satisfaction refers to academic staff
tisfaction with social relationships, appreciates and respects communication with his

partner on a personal level, and loves to work together as a teamwork.
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1.8.4 Service Quality

Service quality refers to the customer’s perception of service perform&%eets

or exceeds their expectation of what the service firm should (Pariseau aniel,
1997). in current study service quality refer to the student perception towards service

performed by academic staff which meet or exceed student’s % ion. There are

>

four dimensions of service quality in this study. First, empath refer to caring,

eeds'of the costumer.

Second, responsiveness, which refer to the employee willingness M@ustqners
N
when they face any problem in provide prompt séhird, relia ty,'wbic refer
" _ & X
to employee ability to perform the promised ser\wmﬂlme,\% ly a@b&ccurately.
Forth, assurance, which refer to knowledgcwjrtesy f one& »and their ability

to convey trust and confidence. \

1.8.5 Job Involvement \

Job involvemen‘%g as t

affects his self-ejQ&Lodarll
defined as the ee i
d\ !

actively in Q J%mpo antco
% J D)o'

:éwgher Education
Higher education in this study refers to public university in Yemen known as

Qen University. Aden University is the oldest and biggest university in Yemen

make attention to the interest of the costumer, and understa

7/

(Ministry of Higher Education, 2007). There are 9 main faculties and centers. Aden
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University contains of 2228 academic staff (represents 30 percent from total of the
academic staff in the public universities) and 36700 students. Both academic sw
students come from various governorates or states (Sana’a, Hadramot, Tal@idah,

Ibb, Dhamar, Al-Baida, Hajja, Shabowah, Abyan, Aldale’a, Lahej, Aﬁ, Sogatra

and Aden (Aden University, 2018). Q

1.9 Structure of Thesis

O
There are five chapters in this thesis. g}‘r
Chapter One provides an introduction an 0 th Sis and,Te higher
T
education in Yemen. Following this, the E s@ the research
questions, and the research objectives. crlb@ significance and

the scope of the study. Finally, &—, _\
0
variables include in this study@yt structuré'of gg.rhems
\
Chapter Two pr literature ¥eview, -%human resource management
! 0
servi

(HRM) practices and u hﬁ r,begin with the concept of human
resource manage t a |ts actlc FoII g this, the chapter review theories of
HRM. Then ter view dns ces of HRM practices. Regarding service
quality, thi r has provided a sion about the concept of service quality, the
model ice qualu/,)t;e {/@mflcant of service quality on organization and
rméand the factors that influence service quality. In the end, the chapter explain

mary of proposed hypotheses and the conceptual framework of this study.

Q Chapter Three explained the methodological aspects of this study. The chapter

begin with the introduction to the research design of this study. Following this, the



chapter describes the population and sample of this study. In specific, the chapter
explain the sampling technique used in this study and the sample size. Then, the

describes the data collection method and procedure, including the @rawe
development process and the measurement for each variable. Flnaﬂ'N,e chapter

explain the method and procedure of data analysis apply in this studyt st the research

‘43

framework and the hypotheses of this study.

Chapter Four explains the results from data analysis. ; ch ter begin with

explanation of response rate and the respondent’s demogr and profi EO Quing
this, the chapter describes the analysis results o stical ass m exhtfgratory
factor analysis, confirmatory factor analy3|s ur ode naIIy, the
chapter explains the final structural model tudy“a}w summﬁ)f hypotheses
testing.

Chapter Five provides dISCU oubt g frq@(:hapter Four. Then, the
chapter explain the theoreticalnan practlc Ilcatﬁﬂbf this study. Finally, the

chapter describe the limitatigns of t}’,s l e recommendations for future
and)n

research, follow by the

clus,{ |s§rt{_sjky
N o g



