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ABSTRAK
Kajian ini dijalankan untuk mengenalpasti faktor-faktor yang mempengaruhi iti
perkhidmatan di Kementerian Pendidikan, Oman. Secara spesifik, kajian ini dijalankan
untuk mengenalpasti kesan faktor-faktor persekitaran kerja (budaya p% jaran
organisasi, sokongan pengurusan atasan, etika kerja Islam) dan faktor-faktor individu
(motivasi, kepuasan kerja) ke atas kualiti perkhidmatan. Kajian ini ijalankan
untuk menyelidik peranan motivasi dan kepuasan kerja sebagai fa engantara di
dalam hubungan antara budaya pembelajaran organisasi, sokongan peggurusan atasan,
etika kerja Islam, motivasi, kepuasan kerja dan kualiti perkhidmﬂawn ata kajian ini
diambil menggunakan soal selidik daripada dua sumber. Sumber pertama adalah ketua

seksyen di Kementerian Pendidikan, Oman. Soal selidik a ketua seksyen
mengandungi soalan berkaitan budaya pembelajaran orga i, Sokongan pengurusan
atasan, etika kerja Islam, motivasi, kepuasan kerja. Su edua ah para pekerja
di bawah seliaan ketua seksyen (dalam kajian ini para“pekerja 'nWelanggan
dalaman kepada ketua seksyen). Soal selidik kepadagara pekerja' mengandurigi Sgalan
berkaitan perkhidmatan kualiti yang ditunjukkan ol ua seksyen. UIhI mpel
kajian adalah seramai 206 ketua seksyen dan 6 erja. Data ka ini_dianalisis

menggunakan perisian Pakej Statistik untuk Sai
budaya pembelajaran organisasi (f=0.270; t
pengurusan atasan ($=0.198; t value: 2.440%p<0
value: 2.240; p<0.05) menunjukkan kesﬁisS
kerja. Walaubagaimanapun, hanya etikanker;j

mempunyai kesan ke atas motivasi. il
mempunyai kesan yang positif da ra (B

kualiti perkhidmatan. Walaubag napun .
(B=-0.006; t value: 0.090; p>0. iti
menunjukkan motivasi dan képuasan kerja ti

perantara antara budaya p I, sokefgan pengurusan atasan, etika

an
kerja Islam dan kualiti_per atar:IKaji nigberikan input yang signifikan
kepada Kementerian icli n t taﬁg entingan budaya pembelajaran
organisasi, sokongan pen eﬁkéderja Islam dan motivasi dalam
menterian Pendidikan, Oman.

meningkatkan kumhidb
S IR (_)O
D)

S
&
>
N

n
jal, Hasi an menunjukkan
e 3.208) p<0,0b);y sokongan
kerjaém@.(ﬁzo.lﬂ; t
etarQ<k atas kepuasan
vﬂ?ﬂ,. 9.435; p<0.001)
[geg njukkan motivasi
ez 11986; p<0.05) ke atas
erja“tidak mempunyai kesan
idmatan. Selain itu, hasil analisis
em ai peranan sebagai faktor
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ABSTRACT

The aim of this study was to examine the factors that influence service qualityin the
Directorates General of Education in the Sultanate of Oman. Specificall aN dy
investigates the effect of work environment factors (organizational learni &n’g e, top
management support, Islamic work ethics) and individual factors (motivationand job
satisfaction) on service quality. This study also investigates the role of motivation and
job satisfaction as mediators in the relationship between organization?ing culture,
top management support, Islamic work ethics and service quality. The data for this study
was collected through questionnaires from two sources. The firs
of sections in the Directorates General of Education in the
questionnaire includes questions related to organizati
management support, Islamic work ethics, motivation, and sfaction. The second
source was the employees under the supervision of t s of section (iathis study
regarded as internal customers for the heads of section). que tiwn ists of
questions related to service quality performed by the fieads of section. The inaLd ple
was 206 heads of sections and 620 employees. Th ofthis study analyzed using
the Statistical Package for the Social Sciences are. ‘J' he fi ingsx?how that
organizational learning culture ((f=0.270; t valiig: .2985\2;(11 top “management
support (f=0.198; t value: 2.440; p<0.05) and Iszmic ics (B=0559; t value:

i b satisfacti owever, only

9.435; p<0.001) have a positive and signif Mct on
H. shows a positive and
al

the Islamic work ethics ($=0.559; tva 435;
significant effect on motivation. The res showed apBsitive(and significant effect
e_quality. However, job

(B=0.132; t value: 1.986; p<0.05) of motivati h\og r
satisfaction has no significant ef] -0.0MI e: 0.090; p>0.05) on service
ere i

quality. In addition, the results indi habthere isio mediating effect of motivation

ip between rgj’aniz@nnal learning culture, top
management support, Islamic Weork” ethic rvice\quiality. This study provides
significant input to the Mini of |Education, , about the importance of
organizational learning>culttte, top mana ment port, Islamic work ethic and
motivation in improvi% ervice guali provi by the Ministry of Education,

Oman. \ (3/

rée was the heads
e of Oman. The
arning culture, top

al

-

and job satisfaction in the re
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