CHAPTER 3

METHODOLOGY *
3.1 Introduction z '

This chapter explains the methodological aspects his/stud sed o@the
ors i e Pl
research questions and objectives (refer to chapter®)*tt begins with the intr ion to
? 4

Yv
the research philosophy and research design of tWy. W g this,@bopulation
and sample for this study are described. TENW‘ technigdle used i this study and

the sample size are specifically explarmed. N&

collection method and procedure, i &@g re;v$air$/elopment process and
q
the measurement for each varkéinallwod iﬁﬁrocedure for data analysis
fra

that were applied in this stu st the rese ork and the hypotheses of this
N
study are explained. s 2 &,

Qr N
Rw philoéprErs t@)nnecting link between identification of research

" : N . .
ob\ problems and ques&ﬁhs and determination of a research design and data

Cco

Oered a secondary significance in comparison to the research philosophies. The

selection of the research philosophy helps in determining the methods, strategies and

n technique. According to Saunders et al. (2019), the research techniques were



tools used by a researcher while collecting the data for answering different research

questions and fulfilling the objectives of the study. Y-

\
Research Philosophies include a set of beliefs that are shared by t e(!archers
with regards to how to recognise and resolve problems. These values‘a%eliefs can
affect the complete research process. They represent the perspect'vesmresearchers
related to their surroundings and help them understand how to Issues and answer
the research questions. The research philosophies lead th |Ta1’on process and
help the researchers determine the research design, their rol€y thei \Mwi@.the
surrounding world and how the data is collected ers et al., /20 ' _\c,)

4
I A
The researcher's choice while determiningithe b }e\a{ch ph hy is vital

for any business or management re ea@}(eir
philosophy can help them defend their choi€es refated t str&mgy and methodology
2?3 NS

used in their research study (Saun% I.,’g R/ Qc—}

Saunders et al. (2019) aMntj e re@cher’s opinion regarding the

association between know gand th %

related developmental mechanisms was a vital
factor which affected, the tei i %

Furthermore, t)\/&ar e the researchers to select the best

h ti MOtV
e ! L
philosophy whi elps/them eliif)éjﬁ? best possible method for data collection,

which h&am’w%r nt q@}[ions (Saunders et al., 2019). Hence, positivism
YA

philgso

of@l cting the best

of an ropriate philosophy used by them.

(]

the best research @_j sophy which can be used in this study.

N

e positivism philosophy is based on a natural scientist approach that believed

at' reality was one and determination of the truth was based on the empirical testing
Wilson, 2013). It is characterised by its ability to focus on facts instead of human
interests or impressions It can differentiate between the root cause of the issue and the
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feelings of the researcher (Guba & Lincoln, 1994; Mostafa, 2013). A few researchers
(Hudson & Ozanne 1988; Mostafa, 2013) also mentioned that this research phil

was objective and made use of logical and rational methodologies during r@This
philosophy followed a deductive approach, which included sequ steps for
answering the research questions (Wilson, 2013). It included a smtrategy for
collecting quantitative data from different respondents, it is a structtsed and organised
research philosophy (Saunders et al., 2019). The rese mh followed this
philosophy, regard themselves as independent observers. stri ew‘that they
remain objective and neutral while collecting and sing the th@b not
influence the participants in any way as they d in% inshe d%vollection
procedure (Wilson, 2013). Additionally, thw alte\the ence.@g;datathat IS

a r@@(‘ed to a specific

phenomenon, they make use of exiﬁgﬁheory la r]g:}he hypotheses of their
é S

study (Saunders et al., 2019). “« Q-
N So

In this study, the resea elecfd thig,p ilos@ due to many reasons. Firstly,

collected (Guba & Lincoln, 1994): Ile/ collectin

(
he intended to have mterac‘ti n with tEE, articipants. He wanted to play a

neutral role during@ectloh an\alysingﬁe data. Secondly, any knowledge that

yerifying the different research hypotheses which

was acquired study help
% &
were form d with the h the\@arlier and existing theories (such as the social
ng on

excha eory). B){

r e existing theories, the researcher can acquire a

hi erstanding of the p@momena. Thirdly, in this study, the researcher will
‘% quantitative data that will then be analysed with the help of statistical and
ocialised programs, without any bias. Additionally, these systems will help the
researcher determine the complex relationships between the latent and observable

variables. As a result, the researcher can better understand the relationships between all
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study variables. Lastly, this philosophy acts as a tool which can be used by the

researcher for carrying out his research in sequential steps and answer the dw

research questions. (’}

3.3 Research Design \)

A research design is considered as a road map or r plan' that guides the
efforts of researchers throughout their research (Sekar%ugi , 2016) ¢t facilitates
the research process, and is simply a framework th ps researche tP i}l‘{ﬁ;' the
purpose for conducting the study. In addition, throughwthe reséarch sigrl,\/ réSearchers
can determine the study approach, whether i isﬁua?tl ivé or quahitative, and the
tools and procedures for the data collﬁ\&@karan ie, 66; Kothari, 2004;
Al Mutawa, 2016). The research de@%hould )@propriate approach for
answering the research problem‘@est afltl easi Egay \ible, taking into account
some of the limitations facedMe rT uch @ﬁ'?ne and budget (Ghauri and

Gregnhaug, 2002; Mostafa ;). I§
4 ’ &

In general, KNE two fyp\ﬁ research-designs in the field of social science,
namely, quantit&ikea i esea@jt?(Sarstedt & Mooi, 2019). A qualitative
research is sm by Zikmund, a@‘ﬁCarr and Griffin (2010) as a research that
address@gs 0 jeﬁk?g:thr techniques that allow the researcher to provide
detAterpretations of phen&}éna without depending on numerical measurements.

Iti e concerned with understanding the meaning of a social phenomenon, and is
q: sed on links among a larger number of attributes across a few cases relatively (Tuli,
010). It can take many forms such as words, stories, observations, pictures, and audios

(Sarstedt & Mooi, 2019). On the other hand, a quantitative research is defined as a

d quah
¢

e
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research that addresses the objectives of the research through empirical assessments that
involve numerical measurements and analyses (Sarstedt & Mooi, 2019). Si )
other researchers such as Tuli (2010) argued that a quantitative research G%\rned
with quantifying social phenomena, collecting numerical data, anal hem and
focusing on connects among a smaller number of attributes across y cases. Both

research designs (quantitative and qualitative) can be conductqe using a different time
n& B

horizon (cross-sectional or longitudinal) (Sekaran 2003; S c'.Jgie, 2016).

CM) ang-the

Based on the nature of the proposed hypotheses rt
0’ N
research questions (refer to Chapter 1), a quantitati proach was applie in-ﬁ&?study
d ) ¥
1abl

as it allowed the researcher to make exact mea nts w eé:ahd test the
hypotheses (Sarstedt & Mooi, 2019). Thecwhis appro enab{l< he focus to be
on two or more variables at the same tim ., the relationship be@en HRM practices
\ Y
and service quality) so as to identi at h cgationships between the
@

variables (Sekaran & Bougie, , Sarste M |“2&L$
N
However, an i rtant” thing that mus bs. own by the researcher when
swha

i er it% ible !Bépduct the research at a certain time,

designing a research i

or it could be a sq@na;@epre tions of events during a certain period
\& N
(Saunders, L% Thormhi 9f9 erefore, determining the time period for

)
conducti Qzear‘(zh P@s n gééjsearch questions and the time span. A research

that is‘éondueted at a sp cific’po@ﬁ time is known as a cross-sectional study, while a
2

r:wt at is conducted over a’period of time is called a longitudinal study (Saunders

019).

0 Since this study was carried out to fulfil the requirements for obtaining a

doctorate, which is limited by a certain period of time, therefore, this study was
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conducted as a cross-sectional study for a specific period of time. The aim of this study
was to examine the effects of human resource management practices on service w
and to test the mediating role of organizational commitment, job satisfac@}d job

involvement over a specific period of time. Thus, the researcher appli@;vtudy tool

(questionnaire) once at a specific time. Q
3.4 Population and Sampling \'\d
L ]
3.4.1 Population ' L}Y'
=\
i {o lop 'ngggciety by

Yemeni Government depended on publiwwrsit'

T
providing them the needed knowledge, ﬁWnd eYPerle e to leve its goals

(become a knowledge-based economM its @petitiveness. The

Q"h numb\of$r @e‘? compare to private

[} )

students fr qué%universities in 2013 were

public universities have produc

@D

universities. For instance, the

27198 graduates, while gr pri\faégwniversities in the same year

t
; 201})TT s{(‘)re, is study emphasizes on public

&

universities in hiK ucatio\r?due totheir important to Yemeni society and
economy as we to Suppo eni’Gpvernment.
N é e{n co
'

The@ public universities~in Yemen (Aden, Sana’a, Hadramout, Taiz,
4
3

Hodeidah¥bb; Dhamar, id'a\,,‘:'q\'mran and Hajja). All of them operate under a single

sysq higher education (mg er Education Law, 2010), the Yemeni Universities

were 6023 graduates

nd its amendments (1995) and the executive regulations of the Yemeni

Oiversities Law (2007). The executive regulations of the Yemeni Universities Law

(2007) determined the councils' composition of universities, faculties, and departments
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and their specializations. In addition, the executive regulations also clarify the staff
method of recruitment and selection, their tasks and responsibilities, their rights, ]
promotions, training and development. Furthermore, quality of public@?sities
operates under the Council of Academic Accreditation and Quality As (CAQL),

while the student affairs in public universities operate under the?rime Minister

; cho'sen as the target

ity in Yem inistry of
Ay

Higher Education, 2007). There are 9 main faculti centers. Ade nil/e&&ga is the

Decision number 284 of 2008.

In this study, the academic staff at the Aden Univers

population. Aden University is the oldest and biggest univ

’ 4
single Yemeni university entered into the Of\tk of Arabian

Universities in 2015/ 2016 (http://www. to%h@mes .C en k«ﬁ&rsity contains

from tota f the @demic staff in the

of 2228 academic staff (represents 30 p

A
public universities) and 36700 st o th st f@nd students come from
various governorates or state ‘a, H ﬂamo Talz @hldah Ibb, Dhamar, Al-
Baida, Hajja, Shabowah, A : Aldaf ah Sogatra and Aden (Aden
University, 2018). Ta% and 3 sh trlbutlon of academic staff and

students based o &NS and |cent 49%

N
Table @(ib ion o ?Aenﬁegﬁaff in Faculties in Aden University
9 O

4%%' 7 !D/:Féculak\‘ Academic

n\i "Ly
ion \‘-3" 1008

171
ariea'a & Law 114
Commerce, science management, and economic 191



http://www.topuniversities.com/

medicine and Healthy sciences

Agriculture

Engineering

Faculty of Oil and Minerals

Continuous education & Computer & Languages Centers

Total 2228
rce: (TSCEP, 2014)
@
N4
Table 3.2: Distribution of Students i Ities in i\‘ers@
b 4
Faculty \ %dents
% <>
Education ' ( 5< 14679
Arts c) §T ) 1768
o~V o
Shariea'a & Law Q}" 1678
N A
ni 7344
3042
A 1D ¢
Agriculture 182
- 4
Engine%,v ’ ) s./ 5692
) d 7L
Faculty of Oil and Minerals ,~.)' 1672
S
@nuous education & Computer & Languages Centers 697
q Total 36700

Source: (TSCEP, 2014)
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Selecting a particular context (i.e. a university) is a normal practice among
previous studies that investigate the issue related to service quality in higher ed
(Brochado, 2009; Dado et al., 2012; Gallifa & Batallé, 2010; Gibbs, ZOO@n et
al., 2011; Kontic, 2014; Nadiri et al., 2009; Sultan & Wong, 2013; Tsinﬁ&al., 2010;
Vrana et al., 2015; Xiao & Wilkins, 2015; Zafiropoulos & Vrana, WOne of the
reasons is due to different organization have different approac owod in delivering
the service quality (Zafiropoulos & Vrana, 2008). Each mvrrsity also have
adopt different perspectives about human resource em tw‘practices
cdn L@l‘ince
n, c@%;ing only

e oﬁstu is cou@:{; appropriate
because the circumstances and work @ent of pubh niv@ﬁes are nearly the
same, and the data obtained from teaﬂployees %g i &To\ublic university make
generalizations encompassing ees vovorki at t \ther public universities

&
(Kiskii, 2003). N \A

3.4.2 Sampling Techng- "’Dj":?
N

To select t@le f@popu n, this study used stratified sampling
N
technique (Zi@et ., 20 ‘S!ratﬁ.iglfsampling technique is the way in which

subgroup Qu(um; e c&se tcﬁ?’ncluded in the sample in the same percentage

as the‘poptilation (Alm zel':& Q/ﬁam, 2019). In other word, the stratified sampling
5

employee's attitudes and behavior (Huselid & B

one public university as the population a

tech%m can obtain a more efhtient sample and more representative of the population

Q‘%\ose of simple random sampling (Chambers & Clark, 2012; Neuman, 2014;

mund et al., 2010). In more specific, the stratified sampling technique can ensure



the sample of this study consist of academic staff from each faculty and center in Aden

University. Yv

The stratified random sampling involves two procedures. First, ch %umber
atum. 1t i

for each stratum based on the percentage of the members of each str is due to
each faculty has different size of academic staff (Adams, Kh n, & aeside, 2014:

Aboalam, 2014; Almizel & Alatom, 2019). Second, obtai mple form each
stratum using a simple random sampling technique (@\an Raeside, 2014:
Aboalam, 2014). If there is a difference in the s the itis ropr

ize 0
select samples that proportionate to the size of e tum (Ad a‘ &S(R?temde

2014). The stratums in this study are refers to th ulti nd tre ( able 3.1).
This sampling technique was frequently prevfc))\ls ies |{n< her education
sector, (Flowers et al., 2018). \ O
<=
. A
3.4.3 Sample Size & c}
Q—

The sample size for this w ed b |ng the Raosoft sample size

calculator and the KrejCie %organllw tdb@osoft sample size calculator is
4

rts reséy%hers to determine the sample size.

a statistical softwar acka e %
This software gel d m researchers to calculate sample size

(Almansoorl rk, 2015; MISEJI Rasid & Selemani, 2014; Karachi, Hafeez
& Akba % Kha? D}) han & Ismail, 2014; Okubena, 2014). Raosoft
sample 'size calculator gives s S|ze for the specific population (see appendix I),

reJC|e and Morgan table give sample size between range of population (e.g.
2

-2400, 30,000 -40,000). Researchers argue that the Raosoft sample size calculator

Qd the Krejcie and Morgan (1970) table gave almost the same sample size (e.g. Ismail,

Alias, & Rasdi, 2015; Khan, Bhatti, Khan, & Ismail, 2014). Thus, the minimum sample
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size of current study is 328 academic staff. It was based on a study population of 2228

academic staff (see Table 3.1) with five per cent error in precision and 95 per ce I

of confidence. The result of sample size by Raosoft sample size calculato

EjCIe

and Morgan (1970) table in the appendix (K). Table 3.3 shows the spedﬂ&ﬂple size

for each stratum (faculties and centers).

Table 3.3: Sample Size Based on the Faculty

T

Faculty/Center

Academics

otal i%)

afnple ize from

c facu@'

£

Education 1008 v
\\
Arts N . <‘
=)
Shariea'a & Law \ 17
Commerce, science manageme [ ! Q:_’)‘
1 &@ 28
and economic \ N
, y N
medicine and Healthy ; Y41 . 185 60
oZ 24
[l \ x(-}
Agriculture l 75, 3.4 11
N
‘\ \ ¥ o0
Engineering (') I {f (J‘m? 75 25
. N
Facult nd Mil f: K57 2.6 9
‘2
C s education &
34 1.5 5
ter & Languages Centers
otal 2228 100 328
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3.5. Data Collection Method and Procedure

This study utilized the questionnaire method to collect the data relate {q

practices, organizational commitment, job satisfaction, job involvem ervice
quality. The questionnaire method is a system to collect information $people to
describe their knowledge, attitudes, and behaviour (Sekaran & oug 2016) Other
researchers such as Tuli (2010) and Zikmund and colleagues (2 gue questionnaire
method can ensure a good response rate. Furthermore, |onnb|res rovide a
comfortable approach and allow the respondent to answer the questions hothe,lng
identified (Sekaran, 2003). Furthermore, questionnaires tend to be u fol dééalptlve

4'
research, such as that undertaken using att?@'and i que tionnaires of

organisational practices, will enable trcwcheroio I tlfy ﬁ‘d\descrlbe the
taI , 2019 O

Two types of questlonnalres eval ed e fws:}uesﬂonnawe to measure

variability in different phenomena (Saun

the academic staff perceptl a racti(s’ and their organizational

commitment, job sati and + i Ivem he second questionnaire to
measure student’s percept onﬁ emi aff service quality. In the higher
education sector, tu nt !Jn5| ed as rnal customers of academic staff (Kara

& DeShields, ah| zat%l,'zo easuring service quality of the academic

staff in h cat‘l'o sec
previ es (Snipes et al. ,\5,655, Sahibzada et al., 2019). Five students were

se the student’s perspective has been applied by

“

r rﬂoqu selected to give tha? perception about service quality performed by the
d academic staff. Selecting five customers (in this study refers to student) for
Oh sample (in this study refer to the academic staff) is appropriate because the average

number of customers selected by previous studies was 2.70 (Gazzoli et al., 2010), and



2.77 (Zumrah, 2012; Zumrah, Boyle & Fein, 2013; Kolar et al., 2018). The

questionnaire for customer was coded with the same code of the sample (the a

staff) questionnaire to guarantee ease of matching, due to customer perc@bout

service quality build on specific employee performance during mterad;‘ather than

on global or group assessments (Gould-Williams & Drive, 2006; AI-r%ei et al, 2019).

This procedure was used by previous studies that investigated Ehe loyees’ attitude

005; Zumrah, 2012;

rthe merocedure
"X

and their customers perception about service quality (Snipe
Zumrah, Boyle & Fein, 2013; Sungu, Weng & Xu, 201
was used by previous studies in higher education s

attitude and their student’s perception about se

initial authorization from Aden university” to condu

Appendix A. The list of the aca e fa d,b\vu
obtained from Aden Umverm\ d'StN the &n&' onnaire to academic staff
WET:

and their students in eYﬁwlty elf-admdinistered by the researcher

'ﬁ'&the faculties also were

representatives. The q%nalre was_de gregﬁ collected at the end of second
semester 2017. T hﬁgndenis ar quwed@nput the complete questionnaire in the
provided enve d return I ij E)gbﬁ researcher representatives. This method

can ensur flde ial a@wmlty of the questionnaire, which has been

applie WIOUS s{u Xlao ilkins, 2015; Kolar et al., 2018).
& &
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3.6 Questionnaire Development Process

As mentioned earlier, the current study used two set of questionnaire&&lect
the data from two source of respondents, namely the academic staff of Afwersity

and their students.

The first set of questionnaires was divided into four sections. The first section
consists of questions related to demographic information ch? geI nder, age, marital
status, qualification, income and working experience. ond se ti!)n contain set of

questions related to human resource practices at tmuniver ity. 'hti(I:gEfion

includes questions related to organizational co ment,}o satisfacti -Snd job

R* N
involvement. This section divided into three parts. P Nclude duestion about

organizational commitment, (affectiv@ ent; Qr')d tinuaq:e commitment),
job

while part B contains question about j ti on, par anludes questions
. &g K
about job involvement. The respo tsare fe ired ansv@’hquestlons in parts A and
e (=

9 Q
C based on five points Likert stron agrtﬁﬁ’: disagree, 3 = nature, 4 =

N
agree, 5= strongly agree). While part B ’vas iqn@nother five-points Likert scale

(1= strongly dissatisfied, 2 = issa% = n{tt‘j"l = satisfied, 5= strongly satisfied).

The secoé\pf q X@es v(vﬁudesigned to collect data about service
!

. . ¢ . . . .
quality. The Q!)onn re comsists %th 0 sections. The first section consists of

qmstio@ to ge chJ})h sué?as gender, faculty, level of study. The second

S

section “gontains questions ab@%t/ student’s perception about service quality. The
N

r Nnts are required to answer the questions in this section based on five points
Liker

t scale (1= strongly disagree, 2 = disagree, 3 = nature, 4 = agree, 5= strongly
ree).
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The questionnaires of this study are based on previous questionnaires developed
by previous researchers, which is mostly in English language. Since the contex
study is Yemen, an Arabic country, the questionnaire was translated fror@kh to
Arabic language. This study following the procedure of back translatl ique that
proposed by Brislin (1981). Back translation technique was the ch ely used in
cross-cultural research to check the translation accuracy in s earch (Mostafa,
2013), and has been applied by previous studies by Takeu Lgn.ar,d Lepak (2009)
and Takeuchi (2003). In the first place, the researcher the uw‘e to PhD
tion, Faculty of %}:{;on,
Universiti Malaya, Malaysia, who is fluent in ic.L'an uag% ate a@@ranslated
as se@ov;rofessor in
i ersi@ Saudi Arabia to

'\fhis the questionnaire

translate the questionnaire from A'&ijto Eng |\Fo?
E y \

(English and Arabic version) v\%\ Aglsta mfezéan Faculty of Leadership
and Management, Univers% Isl i is proficient in English and
rs

Arabic to evaluate th% |oni' rahic Andbﬁglish) in order to improve the

translation and ma WStmer‘t e is an (cdncerns or discrepancies between the

candidate in Department of Language and Literacy

English and Ar |c ect ddress Then, the Arabic version of the
questlonn ir s ent t ASSI nf'Pr fe sor who is in Arabic language specialist in
Arablc e Da‘b t aculty of Education, Aden University to do
pro ng Flnally to con@fhe translate questionnaire, the survey was sent to
academlc staff (basically they are employees in Aden University and other

Q eni universities and now working in Malaysian Universities) to ensure readability
f the questionnaire and ease of understanding. Any concerns through this process were

noted and addressed.
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The translated questionnaire was pre-testing before the distribution to the
respondents of this study. Pre-testing the questionnaire can enhance its clarity
ensure that questionnaire receive acceptance from the respondents (Sarst@/looi,
2019). In addition, pre-testing the instrument in a small group ance the
understandability (free from ambiguity and problems with the wording) (Sekaran &

Bougie, 2016). This process helps to correct any shortages omproblem in the

questions before administering the questionnaire or distri to the main sample

of respondents, thus it reduces the likelihood of erro ekar Wie, 2016).

@

Y-.
, to the fe pkr&@@ to
e% t & Mgoi, 2019).
Therefore, the questionnaire of this studyw -tesu'vg sent i;@i) experts to

ensure the questions is appropriate @)rehensio : ree@he experts were
formers ministers of higher educ@gs in Ye\,\'&/o

N,
University, and one is vice pra%( Adgh Uniyersity té?otcademic affairs. Others

were lecturers in public '}Mes. THE re ons@re carefully reviewed, and
subsequent changes W$ the questi nnhimb’

Researcher can send the questionnaire in its simplest

read the questionnaire and fill it out, and get thei

4 ’ &
In addmon& tudy has n cond@ed to ensure that the measurement are

reliable and v N&asur 50 opste)@of interest (Bhattacherjee, 2012). A pilot
LJ '

study is i tant'to test the'go pletéasearch process to systematically examine the

whole rch proc ssnzam@, measurement, data collection procedure, and

- - N - - -
an actual field condmccﬁ% (Ruel et al., 2016). The questionnaire of this study
‘@lth 49 academic staff from the Faculty of Education, Shabowah. The faculty were
0\ involved in the actual study. The Cronbach's Alpha coefficient was calculated to

measure the internal consistency of the questionnaire. It is a familiar technique to

measure the internal consistencies of items (Sarstedt & Mooi, 2019). The range of Alpha
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(o) coefficient is between 0-1. The higher Alpha value or closer Cronbach's alpha to 1,
considered the higher the internal consistency reliability (Sekaran 2003). In s ,
any Alpha value less than 0.60 will indicate unsatisfactory internal ﬁ%\ency
reliability. The Cronbach’s Alpha with the values of 0.60 to 0.7 nsidered
acceptable, while Alpha values over 0.8 will be considered as ‘gxtremely good
(Cronbach, 1951; Hair, Anderson, Tatham & Black, 1998). Th rw pilot study was
shown in the Table 3.5, 3.6, 3.7, 3,8 and 3.9 below. Base Y;rrsults, the alpha

coefficient of the items for the five variables meets the a tablejva

.y
| &
Table 3.4: Reliability of ractices |
A w ’ ¥

~ )
No Factor ).ofitems | 4 Alpha Score
L
NV i@ R
1 | Recruitment & selection \ 5 d’ 0.927
R ) A
2 | Training & developme .—ly | ’Q 0.906
6 e,
. 4 1%
3 | participation JONGE 0.915
l $
Y <
4 | Performance isal | QO 5 0.937
4 2
ST
5 c:ompe@;~ |\>\ S 4 0.892
N 3 5 éQ
%Tabba b':ﬂdl ili@} Organizational Commitment
&
4
Pa(dt?)r No of items |  Alpha score
1 Affective commitment 4 0.884
2 Continuance commitment 4 0.853




Table 3.6: Reliability of Job Satisfaction

No Factor No of items Alpﬁize
1 Intrinsic satisfaction 4 S' 0.a
2 extrinsic satisfaction 4 0.87
3 social satisfaction 3%' 0.85
|
|
NY. o
Table 3.7: Reliability of Job | ement | (}
Y
A v.od
No Factor Yvof mﬁ‘g— a score
A q\ g
job involvement 9 e 0.82
\ W
&
0
Table 3. ility of Setviee ity
\ 1 - ‘éé
No Alpha
No Factor Z ( R@euraman et al. (1988)
items?® 9 score
\ [ \n (J
1 Reliabilit)& . 0.88 0.919
Y
2 | Assu 0.87 0.845
3 wsivenefsv).' 0.89 0.885
Empathy - 5 0.88 0.877
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3.7. Measure

This study contains five variables: human resource management (HRM Q

organizational commitment, job satisfaction, job involvement, and ser v.‘@llty as
3.7.1 HRM practices Y}’

HRM practices are not isolated from each other erMKte;?ue to that

HRM practices should be studied in a system of interrglated practices ( uté\/\\‘?r'al

2015). According to (Jiang et al., 2012) some HR actices ma ha add;Q_ effect,

details below:

\ce&Q a sys ew-may have a

r, same HRM practices

and other may have synergistic effects, that way'HR pra

greater impact than the sum of isolated Ices:
may be above need with one another WhIC a {es< stnergy. That why
individual practices cannot wo atlg%m Io@}% in organizations face
)
diverse HR practices in the san\g such astgaining arﬁﬁartlmpatlon or participation
N
and performance appraisal. %
&) N

2 s

There is no C(ﬂgtency I N sure of HRM practices that relevant in
organizational nce E&A ﬁmth, 2017; Paauwe, 2009; Vermeeren et
., 2014). Th e, th ret?ﬁe'oé.t?al usually acknowledged for selecting HR
practices’(Te y& Singh 19), \efore Boselie, Dietz, and Boon (2005), Kehoe
and mt 2013), Khan (201Q\§\€1nd Boon, Hartog & Lepak (2019) mentioned that

r ent and selection, training and development, participation, performance

Q isal, and compensation are the key of HRM practices. Other researchers also argue
a

t these practices are usually used by many researchers to define the HRM practices

(Boselie, Dietz & Boon, 2005; Kehoe & Wright, 2013). One of the reasons is because
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these five HRM practices have significant impact on the employee job performance

(Tabiu & Nura, 2013). In addition, a confirmatory factor analysis found

recruitment and selection, training and development, participation, @ance

appraisal, and compensation have high level of reliability coefficient ( & Singh,

2019). \,Y"

Therefore, the HRM practices in this study consist of f|VT€nsmns known as

recruitment and selection, training and developm |pa| , performance
appraisal, and compensation. The measurement scale these nsfo@vas
originally developed by Bae and Lawler (20 oweve r, or Ie was
introduced by Prieto-Pastor and Martin-Perez (2045). T S ement%fe contains

24 items. 5 items to measure selection an@ne ait tom gwe training and
development, 5 items to measure Mma e a al, ems to measure
”‘\pi %
partici

compensation system and the finahd items ta n%'

]
e La&(z 07; Hsu, Lin, Lawler &

Hwawu, 2007). The m asu t sh#w ta I%ellablllty value; selection and
an d

recruitment (a = .82), tra1n1 d t(&— .86), performance appraisal (a =

ion. The measurement

has been used in previous s

91), compensatlo M (a J 82) d pa atlon (a =.83) in the study by Prieto-
Pastor and M in 1 ? C—)(J
3.7.2. Or lonall t ené\\

A organizational com nt consists of affective, continuance and normative

ent (Meyer & Allen, 1991). However, the literature found that only affective

Q continuance commitment have significant effect on employee performance.
nother aspect of organizational commitment, which known as normative shows no

effect of employee performance (Malhotra & Mukherjee, 2003). Similarly, other study
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also found affective and continuance commitment are more contributing to employee
performance with affective commitment was regarded as a critical factor for e

performance (Wong & Cheung, 2014). Therefore, the organizational cor@’nt in
this study was measured using A items developed by Meyer and AIIené@ These A
items include questions related to two types of commitment knovRa.s' affective (4
items), and continuance (4items). This measure has been used @us studies (e.g.,

Wang, 2015; Falvey, 2003; Narang, 2011; Goyal, 2014). '

3.7.3 Job satisfaction .\d-
N4

| &
Schnake (1983) conceptualized job satisfaction, with threeldim sio@own as

More, j 5@‘\t|/sfaction in

intrinsic, extrinsic, and social aspects of job sati %ctlon

y sca

this study was measure with 11 items K 1983§<I specific, three
items were used to measure souaq\s fouY S wre used to measure
extrinsic satisfaction, and four @ eagure intr q51c sad.%éction. The Cronbach’s
Alpha meet the acceptable va .90). Thi asur@((bﬁt has been used frequently

N
s, 2009, 2010, 2011; Pham &

by previous studies (e R & Ans}ri, 1 @

Panuwatwanich, 2016). ) \" &
\ @

3.7.4 Job mvol@

O
Job involvement was gred @h 9 items proposed by White and Ruh (1973).
The 9 &e vueg ba on the job involvement scale which originally
by Lodahl and Kejnﬁ}f%S) This study does not used the measurement by
and Kejner (1965) due to it consist 20 items. The 9 items measure was
nsistently used by previous studies (e.g., Khan & Nemati, 2011; Eswaran & Islam,
011; Pholoba, 2015; Khan, Abbas, Gul & Raja, 2015) and shows acceptable

Cronbach’s Alpha value (a = .87).
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3.7.5 Service quality

Service quality in this study consist of responsiveness, reliability, assu%q and
empathy. It was measure with 18 items of SERVQUAL developed by Pag%an and

colleagues (1988). The Cronbach’s Alpha for each dimension meet the acceptable value

(a =.87-.89) (Parasuraman et al., 1988). Measuring the service %Zbased on four

aspects: responsiveness, reliability, assurance, and empath een applied by

previous studies (Kloutsiniotis & Mihail, 2018; Zumrah, Fei‘, 2013; Jiang et

al., 2002; Lai, 2006). It is due to the tangibles dimensionrdid ot p ny r%e in
measuring the performance of service quality (Ma\éwukh je 01) &‘Bllarly,
Finn, Baker, Marshall and Anderson (1996) also casur: ployee S

performance services quality, the tan Nﬁ i i not(f&:t customer's

perceptions of service quality. In fact,

\I; _\
education (e.g Kettinger & Lee, 5 Tr| C)Q}ou, 2009) argued that
tangible dimension not relev n mea:%ﬁl y‘eA formance service quality.
It is due to the customer p?m tfnut sekvice q;@'ty build on specific employee
performance during int%n (Goul -Wi apn lve, 2006).
& &
| §
3.8 Data Ana ' 4 O
D

- >
\ preparation prior to\g"a?a analysis is very important for getting the data ready

lysis. Data preparation process starts with coding and entering the data into

Oabase in SPSS 25.0. Coding the data is done by used the survey code that given to

each employee survey and customer survey to ensure matching each customer



perception of service quality to specific provider. In addition, during the data
preparation also, researcher enter a unique identification for each item by givenw

short and easy understood abbreviation in the name of the construct. (’}
3.8.2 Analysis the Data v

The first step of data analysis is to assess the presence of uﬁ@:e, multivariate
outliers (Hair et al., 2010; Hair, Hult, Ringle & Sarstedt, "2016), univariate and
multivariate normality (Kline, 2011; 2016). Outlier e efirn'\asal extreme

response to one question, or extreme responses to y or all questigns (I—rai{\\"-'l'ult,
I S
0

Ringle & Sarstedt, 2016). Kline (2016) refer outlie réére very

the cajps hose sc

different from rest in a particular set of data, andia uni utlier is @score that is
extreme on particular variable. Outlix nge Qe\d distribution completely,
y (S

and can influence results substantiall

te MT d 01_{)(.%utlier is assessed
A
based on the Z score of each varial Field, ﬁ . Qutl ers@sur if the standardized Z
d %
scores value exceeding value ‘of,+3.29 M &&%éll, 2014). However, other

N
scholar extending Z scts value for big size ffa@o 4 (Pituch & Stevens, 2016).

g f &

]

ght ahalanobis measure, which contains

£y

Multivariate o&{m assef
statistical propeé&l all signific testing for cases that have excess values
¢

on two varia&?r more ( nd,' 6? Hair, Black, Babin & Anderson, 2014;

a7 > -
Tabach idelly201 Fllne@m). The cases that have squared Mahalanobis
X

dist@lue that exceeds the d;t-'rcal chi-square value considered as outliers.

N
@regard to univariate and multivariate normality, this study has assessed this
Uect based on skewness and kurtosis values to distinguish normal from no normal

distributions of the data (Hair, Hult, Ringle & Sarstedt, 2016). Value of skewness is

assessment of the extent to which distribution of the variable is symmetrical (Sarstedt

98



& Mooi, 2019). Value of kurtosis is an assessment of whether the distribution of the

data is too peaked, which means a very narrow and most of the response’ distw

in the center (Hair et al., 2016). ('}

3.8.3 Exploratory Factor Analysis

This study follows the steps suggested by Sarstedt and @):9) to apply

Principal Component analysis (PCA). The first step is to ecwe. requirement, such
as suitability of data for PCA, by measuring the sampli uacy b@e Kaiser-
Meyer-Olkin (KMO) criterion, and Bartlett‘s Test of{Sphericity value. Bhe se‘co@tep

is extracting the factors, which aims to reproduce a structli;e ith only a@ factors

NV
\aetors with @ eigenvalue

based on the Kaiser Criterion. The factors to ext%t are

greater than1.0 (Sarstedt & Mooi, 201 ).@5 rds

rotation. VVarimax rotation preferred %it intai ho&cn:a?ityin components
(Karamacoska, Barry & Steiner,‘%% and %i ate@% factors’ interpretation
(Sarstedt & Mooi, 2019). Th hods h en am‘ﬁéd by previous studies (e.g.

N
Zumrah, 2012; Paczkowski, 217; Kloltsini ISI&@L 2018).
: a 4 2
3.8.4 Structural Eq@n o| %éy
The resea %aewo pos@%’r this study that shown in (Figure 1) was
tested by utidized the str ctu?l uatic@_)nodelling (SEM) technique using AMOS 24.

r
F e
Over rew rs, SE

ana e datainthe academi&t\e/search, and social sciences particularly (Kline, 2011,

otatefactors by varimax

NN
jeme gas a powerful and comprehensive approach of

B 016). SEM technique allowed assessment the model fitted. Using SEM

@ nique also enables the analysis of latent variables and their relationships

simultaneously without the measurement error, which produces correct result



(Nachtigall, Koehne, Funke & Steyer, 2003). There are two steps in SEM. First, the

assessment of measurement model. Second, the assessment of structural modelY'
3.8.4.1 The Assessment of Measurement Model : (ﬁ

The Confirmatory Factor Analysis (CFA) has been used to te easurement
model of this study, which include human resource management EcX:D(recruitment
and selection, training and development, participation, eche appraisal, and
compensation), organizational commitment (affective n nu@mitment),
job satisfaction (intrinsic, extrinsic, and social)%ervice quality ss)oﬁs"g)@iéss,

reliability, assurance, and empathy). The steps of sessme‘pt m sure@( model

Y' N\
included the assessment of goodness-of-fit of th \stnsement 19del and the

e
assessmentofconstructvaliditythatin@ng u&/er t andidivergent validity.

3.8.4.1.1 Goodness-of-fit c \Y /<\
o}

@

The Goodness-of-fit of th@em nt mo
criteria fit index, which div?\whre’ categofies, q@lute fit such as the Chi-square
(x2), root mean square%; approxtmation JQR&A), and standardized root mean

| Ras @1 assessed through various

' g

e\and par{é'rénious fit such as normed chi square
rativ; %

df/x2). Increm | fit'such index (CFI), Tucker—Lewis Index, Table
(A1<2). IncremengLiSuch B Qwfl & (CF)
3.10 detail out,the recomme cceK@)le fit value and the description of each criteria.

square residual (S Absolut
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Table 3.9: Goodness-of-Fit Indices and Their Thresholds Adopted in this Study

Category Fit Index Recommended Description\z
Acceptable fit (?
4
Chi-square | Probability level (p) | Itis influencew by the
(2) <0.05 sample siz larger the
sample, the moxe likely p will
be significa
(RMSEA) Good fit or close | R n Slquare Error of
approximate fit: < roxirgathag, evaluates
_ how well thepfitted é)ﬁmel
Absolute fit 0.05 (Kline, 2011 approximate§¥pe d-égxee of
fr dg b
Y' -~ o
Standardised | Values %, 05 |.i ﬁasure%(‘the average
oot mean indic e% ity te <<re3|due of
values 0. oO.Q elation/coefficients, the
residual ad&j fit. (Kline, %if rénceé between observed
(SRMR) Haif! et I%,, | coxe€lations of the sample and
0 ;I?yrne ) .&%’expected assumed model
Absolute fit ! .—PA ratio close to one is good
and Normed ch _ 1 \b, _
. : Ratio,betw Q’ — fit. Values less than one
fit ( x ' 015%_, indicate over fit and
X
too many parameters
K N 'ési yp
parative |Values c')U 0.95 | Comparative index between
ind ndic good fit; | hronosed  null  models
n et 0.90 & 0.95 diusted  f d ¢
Incre | ¥ 2| indieate adequate fit. adjusted  for  degrees 0
CFI (Hair etal., 2010) | freedom.
N,
\ Tucker- Values > 0.95 is a | Comparative proposed and
Lewis Index | good fit; from 0.90to | null models adjusted for
(TLI) 0.95 is adequate fit | degrees of freedom

Adapted from Ali (2014), Kline, (2011), Hair et al., (2013), Byrne (2016)
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3.8.4.1.2 Construct Validity

Construct validity includes testing for the evidence of conve enRand

discriminant validity of the measurement model. The convergent validix%ates to
The

the extant the indicators for each latent variable related with each other. nvergent

validity measured by the average variance extracted (AVE) whic shoz be more than
0.5 (Fornell & Larcker, 1981; Hair et al., 2013). On the otheYnd, the discriminant
validity shows the degree that each construct is diﬁeren@ cc.)n\‘t;gZikmund,
2010). The discriminant validity was measured through the é@mparison een sguare
L N
root AVE with the correlation between the vau . The cofrelation eﬁ@n the

variables should be less than the square root mair

4 Y
,\BQ abin_&v/Anderson,
2010; Malhotra & Dash, 2015). In additiotwstruct alidi

aIso‘!@been assessed

Q
mod@he reliability was
a

r than 0.7 (Fornell &

through the reliability of each construct measurem

measured by composite reliabilit %whic@%e

@

Larcker, 1981; Hair et al., 20

3.8.4.2 The Assessment. of Ructural’;ﬂ?
sto

'
The second sta%ﬁ MI '
proposed hypot% here

of-fit of the scﬂral dg )

9 <§?
A
S

|
&
ggs the structural model to confirm the

aspea%&aave been explored. First, the goodness-
!
eﬁssé'saent of the goodness-of-fit of the structural

model ig* likeythe assessppent ot{?!easurement model. The decision concerning
4
accegtaslit or unacceptability‘O_T;E; model is done based on the same set of fit indices

Nave been discussed in the Table 3.10. Second, the significant level of the

relationship, which measure through the critical ratio value. The relationship is
gnificant if the critical ratio value is at least 1.960. Third, the direction of the

relationship either positive or negative. To test the significance of mediation effect of
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organizational commitment, job satisfaction, and job involvement between HRM
practices and service quality, bootstrapping method was used to test the mw
effect. Specifically, bias-corrected bootstrap method was applied due ta i ides
greater statistical power and confidence interval precision (Cheung'&au, 2008;
Peredaryenko, 2016). This study performed bootstrap step by step guidélines to test the

mediation variables with AMOS provided by Cheung and um). The step has
been applied by Peredaryenko (2016). The guideline reco ded to L'SG at least 1,000
bootstrap samples and 95 per cent confidence intervals. .\d
@
N4
| O
s N

3.9 Chapter Summary R \ \&
This chapter has explained the n@:al aspect fthgtudy including the
C

research design, the population and sample, th n.method and procedure,

A
and the method and procedure of alysis to te qthe rch framework and the
hypotheses of this study. The n twpla'{&(ﬁé results of data analysis.

c,;z"\J b}‘_éo
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