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CHAPTER FIVE

DISCUSSION & CONCLUSION

Introduction c\:

T'he primary concern of every public relations officer i1s lhe*e held by the
organization’s publics (Grunig L. et al., 2002; Schuler, 2004). (grgar gational reputation

is an important asset in organizational success (Almacik

alNf2012). Government PR

departments seeks to ensure that the public holds favor magg NQoyfhe government
o
institutions. The negative perceptions held by the publi out tie J iflljf}’:xv\'et‘mnem

g : A o
and the role of public relations departments (Vlldn& ral;l'byl.mage for the

covernment institutions necessitated the nc@ i) e$et‘ore. the primary

purpose of this study was to investigate ian of Jordanian ministries

as held by employees of the ministyg how this image could be
improved. Researcher intended mv\‘a Arage$3tw of the mental model of the
employees of the Ministry of ¥ ;u!’zmd\’

l'o achieve the sn@\‘cl'

)
: o '“&) " : 5 ,
approach as describe S¢hule ;.'(_E ) framework for organizational 1mage
configuration .\'cl%:(l()f AN1Z

N
and methods \Ad In uicnmym;@agc of organization and determining most relevant

\IILHL‘}_‘IL‘: Q.mcc the image (Schuler, 2004). This study chose internal publics of two

ternal publics, who were the ministry employees, were easily obtained at the

Atnal image configuration method details steps

ministi

ministry headquarters in Amman. It was believed that knowledge of the image held by
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internal publics would be essential before proceeding to examine image held by external
publics in future studies. Schuler’s framework allowed researcher to generate a graphic
map portraying the average image perceived by internal publics of the MiniYQt‘Youth
and Ministry of Interior. The graphical image held by the employees 0f1® ministries
will shape public relations managers’ future decision making aimed at ci®ating the most
adequate image in the minds of the internal publics of the ministrJ

5.1 Importance and Satisfaction of Image Attributes Y.

A total of 383 participants completed a questid re t We the level of
L 2

¥
f’t hk‘:factors. The

findings show that most of the participants had WOW _
which was long enough to have fair undcrsta@t SSulfcongerning the ministries’
image. The general average for importange and Saths ' Lench of the attributes was

calculated to determine high/low impo an

=

w@bwer than the general average
'
I ance attributes, whichever was

s

ncb S 3.9495. A total of 28 attributes were

2004). The attributes whose mean Y.lan e s

were considered as high/low saDl' ‘ac%
(

appropriate. The general a\\@i, .

high importance whilg em

&Y’ -

satisfaction anr%. hnd 24 low satisTtion attributes.

g to the results of the factor analysis, the image of the Jordanian

D

—‘ve low importance attributes. The general
\J

average for satisf for all the attributes. There were 28 high

governme inistries consists of six broad factors. These six factors include systems and

quality, significance of job and appraisals, strength of communications, human resource
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management, management, and physical work environment. The next section provides a

detailed discussion of the image attributes which make the six factors. The dis

be focused on those attributes that the participants considered as mlponance
attributes because they are the ones that PR managers should focus « zh importance
attributes represented those attributes that ministry employees cmider as those that
should ideally characterize the reputation of the ministries (Sch 004)

5.1.1 Systems and Quality '

'here were 16 attributes that constituted syster

y and quafity ‘1)\‘ ﬁg@l consists

»ms apd ¥m ()\'ilw'lhc quality of
N

) ar@é the six factors

ity@“’gm'ernmcm services

of those attributes related to the strengthening of the s\

(@)

identified. Literature on public ;1dmimslm\ ws that
@n & Hussey, 2011). In

has become an important 1ssue for govigsments wo ‘,{

o A
Jordan, the Jordan Times reported INg a% g ;ﬁmstimtions to embrace “a
culture of excellence” to cnsucvthcy pro (!uaﬂ\‘ services to the people. The
attributes include social commu ‘;m% {éﬁ in working for the organization,

process innovation qm\&t‘ cQwQl nag @1‘ quality of services, acquisition of

furniture and equipm&#®™und ; wrn Lo mtlln in political stability. Other attributes that
constituted systghy wd qifadity ctc“&li[y to generate good fiscal and monetary

policies, sy \x\Ammn\ social \\d&t)c and responsibility and decency. The other four

attribute system flexibility, modernization, ministries performance, and hope and

pnn@\ the future of the organization
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Among the sixteen attributes, twelve of them were high importance attributes.

lhey include ministries performance, decency, modernization, system ﬂe\u social
welfare and responsibility, employment, system stability, ability to ate good

physical and monetary policies, ability to maintain political stability, &m of control
management, pride in working for the organization, and hope and coni‘ence in the future
of the organization. Ministries performance was identified ag tlYHst important attribute

among all the attributes under systems and quality fac ertor a‘n f government

institutions 18 among the most nnpmldnt dctcrmm@lle SUECESS a,\d &Elopmem

(Ciborra & Navarra, 2010). Governments are u sure &) ox@’rtormance n

the public sector (Curristine, Lonti, & Joutnari
I'he findings of the study on the sam n 01 the rtici@:ts with this attribute

(ministries performance) demonstrate pl q § not satisfied with the

_.3

performance of the ministries b t attri satisfaction attribute. The

\
findings demonstrate that thg”perfyrmancg of qv@em ministries 1s wanting. The

kingdom’s monarchy dagceMing "cl ® erformance in the public sector. For

(1 & o
instance, the peoplgg® Josian lfavePpegn ¢ @‘rncd about the performance of government

ministries and 1 Wm\ for @a

2012 as a

r&"l@km«:dom witnessed a series of demonstrations in

ll of their perceived “poor performance of the government institutions

(Amo s los, 2013; El-Shamayleh, 2012; CIA, 2012). Two years later, the His
Majest s also expressed his dissatisfaction with the deteriorating performance of the

public sector. King Abdulla II felt that the current performance of the government
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ministries is unacceptable and called for “continuous improvement of the efficiency and

quality of services” provided by government institutions (Jordan Times, 2014_n. p.)
These illustrations underscore the importance of ministries perfg (e to the

publics and the need to improve the performance. Previous literature%emiﬁed three

ways on how to improve public sector performance in the Organisatia for Economic Co-

operation and Development (OECD), of which Jordan is a r (Curristine et al.,
2007). They include decentralization of political pow T, S¢ nliing responsibility,
Nd.

appropriate HRM practices, and increase in the sqale of oferat®ns. é&(:iallv in
education and the health sector (Curristine et al.. 2007 2 Y-
\ N
In addition to ministries performance, garti®par s‘lder&alitv of control

management as high importance attribute. &anistries orr@<%e‘ quality of control
l%. W \x S ‘f;}t there could be a link
N
() )

.. d .
striedzgud phe p %uahty control management

management was a low satisfaction a

between the poor performance of tl

systems. This attribute is esse ith 1 bving quality, since any quality

1alNconc
alse iny

However, public scctor{ e NC

These challenges inglide Jack jof
i pr

lack ot'in?brmzn‘%( culfl
v

to be attaine > is need to dcta'g?mc the feasibility of such improvements (Prowle,

2011) %

uglity control systems attribute is one of the possible approaches for enhancing

management efforts shoul

erhed
bb’{ ‘a_vg‘@/improve quality (Prowle, 2011).

—

gcﬁdt hinder effective quality improvement.

)

Q}madequate skills, inappropriate equipment,

N

ssional resistance. Therefore, in stetting quality

-

quality of services delivered in the public sector. Quality control system involves
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examination of the product or service after its production by way of comparing the actual

product with prior specifications to determine the extent to which the produwres to
specifications (Prowle, 2011). Quality control systems may also be acco 1td through
the use of customer or consumer surveys. The mere existence of uality ®ontrol system
“may put pressure on staff to deliver good product quality in% owledge that any
failures may be picked up” (Prowle, 2011, p. 174). Mor ve?qualily control systems
A | 4 l
help in the sense that in some circumstances, rework% W enhance the
%
quality of products. However, the main challenge asso withfqu le&GBbI systems
is that in some situations, it is not possible to reVdeLj{ rvie&g,Y;ﬁer they are
found to be of unsatisfactory quality. As suci%Wy coﬂtro terf&lome of limited

use in enhancing quality. In the public sector. Waas been

rte, t some governments
have introduced important ways of qua am&%r staqge, in the UK, government
I e

w

“ :
0 suchi?peer review and inspection
N

has introduced several quality cont

(Prowle, 2011) z S
Modernization ot‘ﬂ&wen@w itutiaa’ was found to be a high importance
attribute. The findings W that " nelOmponees in the ministries are highly

¢
concerned with the >dfiizatbn

ranks high amn:wfacmrs at

(Ciborra &

}Lw

S @w government functions. Poor governance
Ca@'hnderdevelopmem and failure of governments

@', 2010). In this light, the Jordanian government has recognized the

crucial yefficiency in the public sector governance to the economic, political, and
social g h of the country and therefore has prioritized the modernization of the public

sector
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The government of the Kingdom of Jordan has been partnering with OECD
countries through the Middle East and North Africa OECD-MENA Governance Program,
whose primary purpose is to strengthen the capacity of government e @e.s in the
MENA region to design, implement, and monitor public governance%ms and hence
improve performance of government ministries and agencies (OEWENA [nitiative,

2010). However, modernization was a low satisfaction atlributv is an indication that

participants perceived the modernization efforts a y t'le overnment as
insufficient. Modernization of the public sector is c#r enlanci gleﬁ"})x;cy in the
public sector and hence the kingdom’s futus ess sqci

with modernization. However, critict

citizens and modernizations p%wCuch

perception of nmdcrnizatimovetnn

2008). Using Jordan aschst
countries, internet &amﬁ 8 17 @
countries lack tlA‘ht ological knm@.

(Mofleh et al ?\l) Another challenge facing the e-government modernization initiative

on the use of advanced internet-based services

in »\rzi@ﬂc‘s has been lack of political stability and insecurity, according another

research (Salem & Jarrar, 2008). When governments are under financial or political
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pressure, the first government initiative to be sacrificed is e-government (Salem & Jarrar,

2008)
System flexibility was also found to be a high importance attribute. There has
been a need to reform public governance and public management to adgr e rigidity

of government ministries and decision-making to enhance the abilitfkhe government

ministries to meet new challenges (Pierre, 2012). Fle.\'ibiliwzthe public sector
administration 1s associated with increased engagem ntYPcivil society, non-
governmental organizations and the private sector (Pi : 2017%5&3%6, systems

L 2
flexibility is concerned with the public sector balanc betwgen \‘/;@g:raditional

roles. Pierre (2012) has argued that this balance bewm st ﬂ'it d ﬂi‘b_ggility creates a

tension between the new and the traditional ro ve n}]e nst"g‘ rons (Pierre, 2012).
I'he traditional role of public instit htr

j&fequa] treatment and the
N

onggQualization and flexibility.

40

rule of law while the new role placg 2 hals
According to Pierre (2012) govern stijuons havgg ponded to this challenge in a

(
yumber of ways, such as dereg™ i, instgyti novation, and introduction of “soft-
y V \ \ (J

steering” instruments I’m@lc“ in ge?rnmem institutions can be achieved

through collaborative

6&1’1c institutions “ensure fairly traditional
&

political and adminj@y - e (D ‘%’7)_ In flexible public governance, emphasis is
placed on p[-(\C\ er than institu S, interaction rather than command, performance
rather that %uu and outcomes rather than deliberation and input (Pierre, 2012).

findings of the satisfaction of the participants with the systems

flexibility showed that they were not satisfied with this attribute because it was a low
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satisfaction attribute. The implications of the findings are that government employees in
this study perceived the ministries they worked for lacking flexibility. This is an
implication that the points of contact between the government and its pe@limited,

Moreover, lack of flexibility means that government ministries and Shons have not

open up to the societal actors and therefore the role of the civil 50vnd NGOs in the

“pursuit of collective projects and service delivery” is lacking or erelv limited if any

(Pierre, 2012, p. 191). As a result, most of the government es 'acl\ societal consent

which may bring about formulation of policies that do got alMres tMGS{Q'[he people
(Pierre, 2012) 2 -\
S X

Systems stability and ability to mamtald: ity @.hl‘lh importance

attributes. Perceptions of employees on th ity of t

l@zatlon may affect the
%Zau&i

stability is related to the perceived4 tabili |0b$66umv Therefore connection

between organizational \mblhc z job ,Iab t} @ explain why the participants

‘&

considered the attributes &\ﬂ\ lr nI g‘llupams were concerned about the

commitment of the employee to the n i1s that organizational

stability of the wmun cspecid

|ma)®political perspective. In this light, the

findings of the slud th arjci

pnlmul stability :

\ccrncd with the future of the government, their employer, in light

$({on\1dued government’s ability to maintain
high nnpun@)&. attribute. This is an indication government

Cn][\l\\\ €S arc

sweepigg pogical changes in the region. Findings on satisfactions levels showed that
system stability and ability to maintain political stability were low satisfaction attributes.

l'his is an indication that participants felt that they were not confident in the ability of the
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government institutions to remain stable. The findings are not surprising; given that the
study was conducted a year after Jordanians had demonstrated against the government.
Moreover, the study was conducted during a time when governments in @on e
experiencing political uprisings, some of which led to political charr@\erefore, it is
highly possible that the participants were concerned about the abilYche government

to avoid such political protests. V

Ability to generate good physical and monetary pdgM a’; a high importance

attribute. Participants were not satisfied with financial,man Ent mlvvdopted by
the ministries. The findings showed ability to g te 0(})jc d monetary
policies was a low satisfaction attribute. The hdl%zar prisi WCcause there has

been emphasis on the importance of soun blal ma rérthe public sector. In

fact, one of the core elements of the r in the 3 publlc sector focuses on

0
introducing sound financial manaﬂ@ N 4$latlve 2010). The findings

of this study are consistent wigh tw)re Is @ons and underline the need for

government ministries to @hement if they will be perceived

s

on,

positively \
Closely relat ahe st ? h fganization was hope and confidence in the
1

future of the 0 w Iso a high importance attribute. Hope and

confidence in ure of the mmlsh?s is related to the confidence in products, services,

and un: e strategy (Lucia & Gareau, 2010). However, participants were highly

satisfie 1 the attribute. The finding that hope and confidence in the future of the
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ministries was a high satisfaction attribute is an indication that employees are confident
with the future of the ministries.

Participants considered social welfare and responsibility as a ﬁ)onance
attribute. However, it was a low satisfaction attribute. Corporate 5& responsibility
(CSR) “empirically consists of clearly articulated and commu¥1t'ed policies and
practices of corporations that reflect business responsibility fOT of the wider societal
good” (Matten & Moon, 2008, p. 405). Viewed this wa ely “replects the social

p . : : .
imperatives and the social consequences of business ess” (Matte N@; 2008, p.

=

405). CSR involves the actions of a business org Q q@'{mg the social

goods beyond the organization’s direct intere ho hayare ly required (Doh

{«

& Guay, 2006). As already demonstrated in 1teratur ev1eOCSR may be used to

<3 B e

_3

avoid the negative publicity that mav heh n n@e bring about low profits
'
(Doh & Guay, 2006). A‘O
=
The findings of this st er sh tk b 1pants were not satisfied with the

government’s social respon T' \o nis the social welfare and responsibility
was a low satlsfactlortwbu

(3 @m’ying because previous CSR literature
suggests that go»er shoud di

.
§effons (Moon, 2004). Moon (2004) drew

3 '
evidence from t %admmlstrauon demonstrate that government should drive CSR

N
efforts throu ; isterial leadership, business associations, subsidizing CSR activities,

and m@

should be perceived as an integral part of a wider system of national societal governance

CSR-friendly regulations. This way, Moon (2004) concluded that CSR

that incorporates public institutions, private businesses, and non-governmental
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organizations. The findings of this study indicate that government employees are not
satisfied with the way government has been handling CSR in its departments. This is
despite the fact government ministries, as Moon (2004) argued, should be dr of CSR.

l'he findings point to the need for the government to consider CSR as ;%\d parcel of

ItS governance system ~
Pride in working for the ministries was also a 'Vi;onance attribute.

Organizational pride 1s a strong predictor of employee eng 0 illustrate this, Jon

Katzenbach (quoted in Dickson, 2011, p. 63) noted: “Pri moge 11 than money.
Employee pride is the powerful motivational at cgm Idllal\ and

companies to excel.” Dickson (2009) grouped th ¥ iI t\\o categories,

namely, pride in the organization and @h

(Dickson, 2011). Pride in working for tl organi

retention. Pride in working for the %\lm 1S
organization is admirable. In add%
may be important sources of m:ﬂ ni’

C
wo‘& emplo_vee perform

s loyalty thus enhancing

ati l]

It has been ‘u“uu& rl *lin

the real powerhouse m or I)Id\
ci

“leads to k\LLL%t\pCt[ i3
N

engagement” A« 2011, p (n*) eelings of pride associated with the job itself are

% >mployees do, how they do it, and with whom they do it with (Dickson,

» Jtudy findings show that participants considered pride in working for the

Pride in the work done by the employee

bles lasting behavior change, and drives

intrinsic

organization as a high satisfaction attribute. These findings imply government employees
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heir work. However, it 1s not possible to determine whether participants

rking for the government or in the actual work they did
Other high importance attributes were decency and employment gRarticipants
lecency as among the most important attributes making L%\ image of

stries. However, participants were not satisfied with” I attribute. The

» participants showed that decency was a low swzion attribute. The
he study show that employment was a high imj mh?’a tribute. This means

nent employees consider recruitment polici ' unlx tantgh defining the

vt ninistries é ‘\Y~
s

5 1.2 Significance of Job and Appraisals Y. \
I'his factor was the second most imporzaMug ong“hc Y 5 t‘;@idcmiﬁcd in this

18 Q making important

roanizational decisions. It ensures that '1254“’.\' ado ncu&\,k;nj\' strategies to develop
9 Q/Q—
mplovees’ full potential to enhaMg they ccli@c.\s toward enhancing the
“forn e of the ministries lzlc\'ll|l~

\ance 3 Ih:‘jc ‘s*bcd to ensure that organizational

nagers have an excelle Ncr\l'm\’;md reciation of performance appraisal
&
(Sims. 2002). The ‘nthm ~1%‘1Jmé~{‘ concerned with job characteristics and
t

nplovee appraisal 1S an 1mportgt der;

@

smplovee evaluatio bies. B he 1buds are five and include significance of the job,

employees .nn“m\slx in the \\\\N\Pl;l@ ublics’ satisfaction, consideration of evaluation

f work don { evaluation of employees’ performance. Four of the five attributes

C
i the job, employees’ autonomy in the work place, publics’ satisfaction,

(signifycand

and evaluation of employees’ performance were high importance attributes
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Significance of the job is the extent to which the employee’s work is considered as
important or significant. It is the employees’ perception of the contributions of the job to
the overall efforts of the organization and the society as a whole ( N yoodman,
Fandt, & Michlitsch, 2007). Employees who perceive their jobs as Ng little overall
impact on the organization tend to have relatively low job sionime (Lewis et al,
2007). The findings of this study show that employees con idwe job significance as
an important aspect in defining the image of the misg s. T fipghngs show that
government employees perceive their work as highly 1 ingfuf. Th y'b.e;hgg that their
job should contribute significantly to the overal S f’t rgani;:tion. Previous

b
literature suggests that “employees tend to w@ier vvhe ey %made aware of the
difference that job level contributions ma&}e B\ %Qd the society) (Wright

& Pandey, 2011). Fortunately, signif% of the
&

This is an indication that participa Xt ontpRted significantly to the overall

h J
. l
government role and that they \% tisfiegl, j.. S

@)
Employee’s auton&\va@a hi ’eimportance attribute in this study.

N
Employee autonomy is@k d%g’s'tic) at reflects the extent to which employees

: N3 i ‘ :
are free, mdepend@hay a onth make decisions in their work (Lewis et al.,
b 9

2007). Panici\ pn this study co@ered employee autonomy as a high importance

wa Qligh satisfaction attribute.

attribute. E show that employee autonomy was a high satisfaction attribute. The

implic@f the findings are that employees considered themselves as being

autonomous to some extent. As such, the employees believe that their success and failures

in their jobs depends on their own abilities and desire to accomplish their assignments.
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They, therefore, feel greatly responsible for the failure or success of their efforts (Lewis et
al., 2007).

The findings of the study show that participants considered satisfaction of the
publics as a high importance attribute in defining the image of Jord%\ inistries.
Publics satisfaction is one of the key external measures of goverﬂkt performance
(Morgeson III, 2014). Government institutions enjoy a coercive mnopoly in that the

N
services they provide are compulsory (Morgeson III, 2014). chh, citizens have no

alternatives to switch to other organizations, as it can ha in Yhe rtvat sector where a

.
customer can choose another brand if dissatisfied with curreft ( rl;esé‘l.ll, 2014).

However, in this era, citizen power has grown sig

ly% t o@Ereased access
C noP‘;ho e altaghdtive governments

‘(

to provide the compulsory services they ne ey have rneQat they can force the

N

tqs exceed their expectations

e
hv@)wn that citizens can stage civil

es. As such, governments are under

to information and knowledge. Although citi

atisfaction. In order to achieve citizen

pressure to ensure tht
satisfaction, goverr% need to r@“vith the society, improve transparency and
% &t
u

accountability, citizen tmst,ej@.improve quality of processes and services. In
S

addition, th xrnment has to adopt more efficient budgetary and resource allocation,

and m@ nd motivate its employees more (Morgeson III, 2014). The other high

importance attribute was evaluation of employees’ performance. This attribute is similar
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to one of the elements identified among priority areas for reform to enhance efficiency in
the Jordanian public sector. In particular, the OECD-MENA Initiative (2010) seeks,
among others, to institute reforms in the monitoring and evaluation of government
employees in Jordan. Evaluation of employees’ performance is cru‘%N pect 1n
enhancing good job performance in the public sector (‘omprehcnsiva*lation of the
employees’ performance occurs once a job is completed, although coNgtant observations
take place in the course of a task (Larocci, 2011). Evaluation oft yees’ performance

L‘][im
Ns.® Xeven a
S

systems are

#nessgre applied in
\)‘.PL

rvisgrs Sgould Yv.'ide employees
with ways to improve their performance (lm\)_()l 1)

‘%wc IXI] ems can be an important
L]
“« Q-
HRM tools if there are mccnmc\ *hed m s&tk of incentives has been
N

associated with failure of nuwc\‘al tion Jstcu ,p@id to their demise within a few
\fq s

vears. Moreover, moribun '\‘\‘lcmsl
n&\'c no practical value, tend to rate all

supervisors, if they knnwl iio
C \(bh\ leads to the deterioration in performance

'
employees at }nuhc@mmn \;11711
of the already p:%fmmmg ‘m(l(w&'ﬂ instead of improvement (Larocci, 2011). The

each of the evaluations. Following evaluation#zgu

According to Larocci (2011), pe

re l: -iful than beneficial. For instance,

’
ed

S
(_})

findings furdghow that evaluation bf employees’ performance was a high satisfaction

ttributg
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5.1.3 Strength of Communications
Ihis factor consisted of four attributes relating to the communication efforts of the

ministries. The attributes included effective external communication. cﬁ‘erintemal

-

communication, advertisement and publicity, and openness to suggesti %\ innovative
strategies. Effective external and internal communication attributes are } portant in the

image of government ministries. The ultimate aim of an ct‘fccw;mnmnicatinn 1S to

ensure that the recipient receives and understands the mess

. Qherg are many modes of

communication, which include written (reports, letters. ices Ine
face, speeches, telephone, meetings, lectures). vis

television, models, photographs), audio (recordin Nt adi

texts, websites, social networking, etc) (3@[{
combine these methods nl'cmnmunicalimc :\

-

PR managers in the public s

different reasons (Bean & Huwc@l) IMegy rx@communication 1s targeted on
Ly

staff, senior managers, and managghmeng y d‘&;‘d members, cabinets, committees,

and trustees. Internal cmNiumn@ bcﬁ\oe’d to enhance pride, patriotism, and

\ ¢ I :
morale among governm mplpyeesk nd creale awareness among them on the vital role

]
* o
of public mmtmiv( :’n e 1iffe e qgntry (Waldt, 2004). The findings showed that
~ . . V . . . . ~ .
participants COiS d effective mt&al communication as key attribute in defining the

image of w%cm ministries

gver, effective internal communication was a high satisfaction attribute. This

is an indication that participants were fairly satisfied with internal communication efforts.
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Effective external communication within the context of government PR focuses on the

general public (including individuals, groups, and entire communiti suppliers,

contractors, and third party stakeholders and partners. The pure\i f external
communication 1s to inform citizens about their rights and reasonalApectations from

the government (Waldt, 2004). Further, the OECD-MENA Initiati g (2010) recognized

the importance of strengthening communication about gowfn 1em programs to the
external publics. Effective external communication %’]WCUOY\ attribute.
However, as it has been noted before, the attribute w@h satigfa (@n relation to

other attributes (Bean & Hussey, 2011)

Participants also considered ddum@ lty h|<:h importance

attribute. Advertising refers to “paid congnuni aT '1 the message sponsor”
\

Q/ e that is not paid for) for

\ gtlsend & Kuster, 2011, p. 906).
In advertising, the sponsor ha\‘;m,ml O\P& Wnt that goes to the media, which is

seen as a primary ad\&‘ OR

advertisement has one %\(l\ i tefms of audience skepticism. The reason is

that the audience \s: hat &l

N
the audience \A the mtmmalxﬁ&’m be more biased and less objective (Eisend &
Kuster, publicity, the organization has no control over the content. The media is
normal eived as more objective (Eisend & Kuster, 2011). However, the content

from the media is also controlled by the media itself Nevertheless. the audience considers

while publicity “secures editorial spigs e thedi

promotion purposes...and does mV\'

es)
VJ

isend & Kuster, 2011). However,

pns sontrols the content in the advert, and therefore
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information from publicity as more objective and unbiased than information from
advertisements (Eisend & Kuster, 2011)

I'here have been concerns on which of the two (advertising and publigiiga is more
effective. Organizations have been leaning on marketing oriented pub]ic%\)pposed to
advertising. A recent meta-analysis (Eisend & Kuster, 2011) has tbuxﬁnal publicity is

more superior to advertising. The meta-analysis appeared top % 1s results of Loda

rm is the most effective

5. \&w Kuster (2011)
ar

wctive for gk @ucts yet to

be introduced into the market. Although, PR manava"‘*{ ml%&lhe publicity

content, they can influence it in favorable \\'at_w it tmex is tgf primary task of PR
in building favorable image of the organizaWm IW? ut)EiCl;\' (Eisend & Kuster,

2011). The findings on the mnst‘acmm@ p@vtic als @ advertising and publicity
showed that it was a high satisfac 'on\

rib \\'c\':néhis is because the attribute is

being considered in relation to SY 1 11'5 car I}% its own on the satisfaction scale,

it will be found that mo\'l&x parlici;n ts \\gdissmisﬁcd with the advertising and

N

publicity ‘\ @ :' (%J

5.1.4 Human Reso %ﬂn’g gt é
& =

I'he thigd gportant factor \\{;ﬂxmzm resource management (HRM). HRM is an

and Coleman (2005) which showed that publicity-then-ad

w

strategy to persuade customers to visit tourist attraction

further reported that market-oriented publicity is more§

important vlcn?‘ in the success of governments. The OECD-MENA Initiative in Jordan

has x\i®mpm\ ements in the HRM within the government as an important step in

the reform process the kingdom is engaged in. The importance of HRM was also
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identified in this study. There were twelve attributes under this factor. They include
employee training, reward and incentives, motivation of employees, number of
employees, personal and professional valorization of employees, job condition equality,
and form of personnel hiring. The other attributes include fo‘\Y.charging
responsibilities, fast communication networks, personal well-being %e workplace,
salary and career plan, and present salaries. Among the twelve attbutes, five of them
Yt

were high importance attributes. The high importance attri uthlude present salaries,
salary and career plan, motivation of employees, persc el-bainlg igpthe workplace,
and fast communication networks .\Y-

The attribute of present salaries was foun e % . mpcgz.mt attribute in

Y-

cige of dwaployees. However,

{«

atf;@ction attribute. In fact,
among the 52 attributes measured tbr@ tioh, prgsgnt @ries had the lowest in fact.

dwvit) therr pre@salaries. This is an indication
l

that Jordanian government bcli%‘at thgy.ar kaLeQeivmg remuneration that matches

defining the image of Jordanian ministries frccwpers

the study shows that the present salaries a llm 282 |

Basically, participants were dissatig

the value of the value of th o\th J dqgn otlgghs words, the findings of this study show
X ;
\ ¢ ' ‘éj v s PR :
that pat equity in Jm'dm% 0ffbee t&n& ) The findings of this study are consistent

. \ N
with the nh\cn;m%kthcﬂ tmﬂ'a\l.abour Organization (ILO) concerning pay
\r:

(
equity (ILO, 2 n particular, I noted that although Jordan has a long standing

commitmer dy equity, there are serious challenges that have made it difficult to
achiey CQU”\. especially for women
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Motivation of employees attribute was a significant factor in defining the image of
Jordanian ministries. Employee motivation is broad topic, but this study was focused on

employee motivation in the public sector (Perry, Hondeghem, & Wise. 2010: Perry &

'Ncmli\mion
refers to an “individual’s predisposition to respond to motives ur«*c

uniquely in public institutions and organizations.” This definition str¥&es motives such as

- SY!‘ (Perry et al., 2010)
» 'm gbers of public

®
organizations. In addition, high public service molix;@asso atec \,it@;cascd job
satisfaction and retention in the public sector (I’CI‘I\'Y& Z(QQ J.

Previous research suggests that pmpl(cgn trac lh%ﬁblic sector by the
C \LN NQre

ntrinsic motivation associated with public I?NL & Tabvuma, 2011)
Employees with high intrinsic motivatio ; nfore @ to the organization, are
more productive, and contribute Nﬂ‘

{

performance (Georgellis et al

Wise, 1990). According to Perry and Wise (1990. p. 368), public se

primarily or

civic duty and compassion which are common in the publi

People with high public service motivation are most
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In addition to present salaries and employees’ motivation, participants also
considered their salary and career plan, personal well-being at the work place, and fast
communication networks as high importance attributes. This findings \;"S'that in
defining the image of Jordanian ministries, career plans for the emplo% n important

component. However, salary and careers was found to be a low satisWn attribute. This

1s an indication that the PR and HRM departments have not perigag favorably as far as
salary and career plans for the employees is concerned , m@icipants were

concerned about their health and working conditions. §he findi

.
gs <)w gl'personal

owdyper, the study
3
S tha@mployees are not

well-being in the work place was a high impor(inc ttribgt
showed that this attribute was a low satisfactigzong” It

communications was a high importarfg 3 riaué’) e@ the same was a low

5.1.5 Management z l 0
b4 ¢ &

lhere were eleven- Ncmim chated Mrributes. The attributes reflect the
Q
various management mlc\p aprguly ilclege’clarity of goals, sense of responsibility,

well derived vision Qﬁhcy of floi sﬁf objectives with vision, strategic process
management, C\i‘cl!m‘

of on-papcr@aﬂccl& and achievement of goals, mission, and
objectives ()1:\? anagement-related attributes are manifestation of the directing board

about > cgployees’ performance, integration between employees and direction,

involvement and commitment of managing board, and commitment of employees.
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Among the eleven attributes, only two were high value attributes. These included

commitment of employees and clarity of goals. \i
Clarity of goals is increasingly becoming a vital component S%ncmg th

effectiveness of public institutions (Diefenbach, 2011). The finding ; that clarity of
goals 1s a high importance attribute. Similarly, the data on the ction level of the
attributes show that clarity of goals was a high satisfaction 2@ z O g anizational goals

in the public sector are service- and community-orient ‘ndey 2011).
Organizational goals, which should be aligned to th@lzatl E ll!h{% mission,
guide the activities of the organization’s members Gh Theretore

25

the importance of clearly defined goals cannWV eR

organizational level concept, is associated wi

zed« arity of goals, an

%@s of obligation and
P @ 2011). When goals are

a

& | .
éc.@mders with ease. In addition,
}(! !&1 s as clearly defined (Wright &

loyalty to the organization (Dict‘enbach‘

clearly defined, employees are able m

employees perceive the orga lz mis$ion

s

Pandey, 2011) l \
\

— "”%\9”‘ %,‘@héﬂ)mtance attribute was commitment of

@" attachment to one’s work and the

organization (G %\ et al., 201 l‘—,gl.lght & Pandey, 2011). As it has been noted,

employees. Comn 1

employee \mn and mmmnmmt are related. Employees who are highly motivated

also tel e highly committed to their jobs and the organization (Georgellis et al.,

2011,

WTight & Pandey, 2011). Public sector requires employees who are highly

committed in order to improve productivity. In this study, commitment of employees was
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a high satisfaction attribute. This is indication that the employees of the ministries

considered themselves as highly committed to their jobs \Q :
5.1.6 Physical Work Environment 3%

hese attributes are related to the work environment. Ther ye four attributes
under this factor. They include computerization, workspace, iIW(ph_\'sical) climate,
and sound (positive sound). Findings of this study on { ‘Zist‘z‘:tion levels of the

attributes show that all attributes were high satisfaction attfguted H

9r, Participants
N
bu’%‘l}wg the image

)

ortance of these

did not consider physical work environment as an ir ant factpr

of the ministries. The reason is that the findings m‘zc st
attributes show that only computerization 'hym:’h

observations were made in regard to modgggzation, g $i
]

important aspect of modernization n\ an
‘Rﬁﬂnn 1b¢
p

government 1s an aspect of compute
I ;J» ‘!L:‘l\ lem@#ccntric approach with a view of

government in .lm{
plcéfoss the society. This was expected to
e LQI)II’H\U“OI]S to the economic and social

enhancing provision of sgfvitag to
transform the z:«»\qua ar
4 Neople (Al Nagi & Hamdan, 2009; Ciborra &
N

'

7

development of tg& gdom BT &is

Navarra, 20/ 'iw

¢ 1nology and information and its perceived social and economic benefits

weed for Cnmplh'i/;llinn in government has been necessitated by

revolutio
(Al-Nag S#amdan, 2009). However, unlike modernization which was a low satisfaction

attnibute, computerization was considered as high satisfaction attribute. The reason for
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this finding may be that government employees who took part in this study were aware of

the government’s commitment to e-government

5.2 Implications of Importance and Satisfaction of Image Attribu o the

Government PR Managers %
In measuring the importance, the aim was to determine &gx!em to which
internal publics of the ministries consider as useful or important M‘ibules in building

'lzortince factors should

the image of the ministries. According to Schuler (2004), hi

be considered as ideal for organizational images. In this 113 hich 11 ance attributes
_ Sl LS, .
define the desired characteristics that the employeesgelsi? to agodifle 'vel? the image

) n msfv.smg popularity

owgr, important for PR

ministries; and as such government PR departments $buld

of such high importance attributes among Ilc@g
managers to ensure that polarity of highgmportar \‘n @vi” be positive in that
5 N

publics will associate ministries with ibulgs in Gsit'Q‘?ighl. For instance, it will

be inappropriate for publics to hc@v c'r @n ministries’ performance for

ministries failures I'L‘ldlk‘d {0 meet p ‘t‘()[‘n\‘ ‘

publics’ being familiar \\il&\lt‘( d mplishments of the ministries, which

ARV i
meet the expectations of publges or ﬁlstrJl 8 performance attribute.

N

In ;uidmnn% ortafies ?;‘arwdéa measured participant satisfaction with the

tions of the publics, as opposed to

attributes to de > if participants\gere satisfied with the attributes. Measurement of
satisfactign fttributes was intended to enable public relations officers see the actual
image f hgve created in the employees and compare it with the ideal image they aim to

build as shown by importance scores. In addition, satisfaction with attributes identified
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the attributes that needed particular attention from the PR managers. In total, there were

28 high satisfaction attributes. However, unlike the case with high importance attributes,

high satisfaction attributes do not need much attention from the Pk%partmems
I'herefore, low satisfaction attributes (24 attributes in total) should be S%us of the PR

departments. Particularly, high importance but low satisfact ttributes should

significantly influence strategies of PR departments in enhancinNue of ministries. For

instance, ministries performance was the most important ¢

o

t‘n a low satisfaction

a deowers in order

attribute. As such, PR departments must focus on this : N\
to enhance the image of Jordanian ministries -

was conducted for the purpose of

"@;)endem variables into

']
rs && identified. These included
\

categories. From factor analysis, a

systems quality, human resourg e of job and appraisals, strength

s

of communications, and p\ica l ' \'ilgycm. These factors, together with
attributes under them, m@ ‘ ':néi,@lon the graphical representation of the

image of the mnm\m@md e al.tgdtcs were placed within relevant peripheries

depending on Ihc!%s shown'in {w.@' 5. The graphical representation of the image

shows ;\m\mEN‘ each attribute from the core of the image, importance level, and
C

satisfaction of the attributes

I'he visual representation of the image of the ministries from the perspective of

the employees provides a crucial piece of information. The proximity of the attribute from
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the inductor term (Jordanian ministries) is taken to represent the strength of the attribute

in shaping the image of the ministries in light of how publics are conversagt with that

attribute. Attributes located at the image central nucleus depict the curret ation of
the ministries.  All high importance attributes need to be brought cl@wdp the image’s

concept. A discussion of the six factors in relation to the image¥ visual model is

L\M\\Mik'\i T

5.3.1 Systems and quality (Factor 1)

lhere were 16 attributes that constitute systfgs '\‘_4.3351 of 11
in the e ral$€leus as they

were located in the image’s peripheries. Seven wh:u g min@:cs performance,
decency, ability to generate good fiscal mN tary poly

\ located at model’s
first periphery. In addition, one high '%tzm -
]
organization, was located in the \\ peri y
11zatiof,

attributes. system flexibility odd

attributes were of high importance and yet they were

tde in working for the

‘er, three high importance

)

ar of control management, are

@y
s

derl(g” the need for the public relations

o

ascC?ﬂn this observation, only two attributes

located at the outermost Pt"&\hg‘l
manager to focus more «\l&ml '
1d gbylity to maintain political stability) received

ot

(pride in working fopse QFganiatig

& S
. &L & ;

high satisfaction AMONg II&DLHY& Generally, participants were dissatisfied with
A “'}’
9 of the clc\w butes which mea¥s that PR managers have not worked effectively

with otlgg " SQartments of the ministries to meet expectations of employees on systems

and qua ttribute



144

Hope and confidence in the future of organization was a highly important
However, this attribute is located in the outermost periphery, whicgals far from

central nucleus. The large proximity of the attribute from [c\fgc central
Ws that employees are not sufficiently conversant Anrg;mi/alimml

services, and competitive strategy which guarantee r‘uunw he organization. It
re important for the public relations departments I(YWsidcx communicating

ited to the future of the organization to the emp, S
Y

5.3.2 Human resource management (Factor 2)

Five of the twelve attributes related to h

tance attrib ites. Only one of the attribufg
central nucleus. However, present sala :

tes in the study. Informat

tes, fpegopal &‘Il—l\cmg in  the workplace and fast

» : %\ which%lso lcn\;;s\ ed low rating on satisfaction. are placed in the

\ er, motivation of employees is located in the second periphery

career 1s located in the outermost periphery. One disturbing observation

csou

ce attributes are concerned is that all of the four human resource

nent attnbutes were low satisfaction attributes. The low satisfaction levels show
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that employees in the ministries are poorly motivated, poorly paid, experiencing poor
working conditions, and are having difficulties with communication networks in the
ministries. Although, most of these attributes are basic functions of huw'resource

N\

department, PR departments can develop, implement, and evaluate co ication plans

carefully designed to assist human resource managers achieve t goals such as in
regard to present salaries, working conditions, and motivation

5.3.3 Management (Factor 3)

'here were only two high importance attributes (cIMgy of ¢ »d eammitment
| &
LQ_ dition, these

: : N
two attributes received a high rating on satisfac : % agkmlcs were located
in the second periphery of image model. T. 1 = attributes and their
large proximity from the image cleus 3 R departments in the
ministries are performing poorly as e concerned. The reason is
that PR managers have a cruci Wlional goals and commitment of
employees to those goals ”Q ffective. According to theory of
organizational c\\*cllcncgﬂl ional effectiveness by reconciling the
)

atias of its strategic constituencies (Grunig L. et

al. 2002) \mnl.n:%m 2( 2;‘;\ \\5$ has observed that “organizational and public
relations goa \ reciprocally related” As a result, PR departments should design
communiCygoMactivities concerned with organizational goals and employee commitment

to enhance Organizational productivity, efficiency and satisfaction among internal and

external publics
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5.3.4 Significance of job and appraisals (Factor 4)

leal organizational image, according to the participants, should have all the

nportance attrnibutes related to significance of job and appraisals at the image
icleus. PR mangers have done little to promote those ;nn’ibulc\iz‘.c three of
ited at the outermost periphery and only one at the sccmN’

nce attributes should be at the image central nucleus w 1¢ less important

ites may be at the image s outer [\‘HN]CHL‘\' TV

\Ithough employee appraisals are not a role of Wrela®ons,managers, it is
\do
also gom lyncgcmplo,\'w

ts (Pafeys 199X Sims, 2002)
S
ppr;l@s 1S an important

‘mulQnsmc that employees

yhery. All the

appraisals to responsible depg

\ rding to Daley (1992) how to u»nmmnl:w
factor to the success of appraisal process IN re

vered to deal with performa ')Wh‘

>Cl - n

s

and q}m organizations evaluate

4 ‘QQ—
;Le«lmry employees need to be

I&f;&‘c as well as guidance on how to
l%ﬂ\ e attributes concerned with the

&
ficance of job and %\\11 welg ?Ll\b&ﬂnpnn;ml‘ it 1S inappropriate to have the

@]
d \"i'\\‘c'x\‘ Y’\W?[M‘

AN e
’. m@m eus
5.3.5 Strength aagdnmunications (@"m' 5)

the study felt that strength of communications was an essential

positive reputation for the ministries. Of the four attributes defining

e strength of communications, three of them were high importance attributes that need
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the public relations officers. The high importance factors included

communication, effective internal communication. and advertisement

iblic relations officers have achieved some considcrﬂzmgrcss in
nage of the ministries through these factors because pé icadms had high

1 the three factors. However, since the three lllclm‘swcancd outside the

wicleus, it means that the high satisfaction ‘Nl‘c based on limited

rength of communication; and hence ther ' nc'd to ensure that the

ttributes are moved to the nucleus 4
| S
5.3.6 Physical work environment (Factor 6) ?

ivtﬂ

nts did not see physical work ‘1\mzm

i
“ hig@x‘.ﬂscmml factor in
IhzOnnly one attribute

ganizational 1mage N ,l\l.\‘(m

mong the four attriby nst 'xh_ Sul work environment was
o =3
q %

among ;\mmp\& his g Jot AMurprising  finding because

nhances deliyen \i Serviges ir »Ig@[mns Organizations with well-

puter - ' \ itneg_Bverall efficiency in organizational

‘Iu\x()Q((ilmlu computerization was located in

-—

N aswh importance factor. Therefore, ministry

1on .1\.13 essential aspect of the ministry’s image. Public

N

to work on enhancing the popularity of computerization
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5.4 Comparison of Present Study with Schuler’s Model
Schuler (2004) conducted a study using his own image configuration model, just
1s 1t was the case with the present study. Some similarities and differences have been
bserved between Schuler’s model and the present study. The dit‘t‘ereKY.ot‘ the two
studies are related to the following areas. First, the total number ot‘ag@ identified in
the two studies is different. There is an important difference bﬁvn the number of

ributes identified in qualitative study of the present study at of Schuler. In this

: i'llcr

ews transcripts

LR ]
a@,&'ums in the
ud@‘a[tributes from

ilal%)hasc of the study
ser Qud_\' had a total of 52

N

attributes in the quantitative phase cn?i‘;*dﬂm S qulc \sludy that had only 34
N Aj Q

Second. total value ( l'\'%t rihu}‘: dffiar Q)iﬂ‘crcnccs were observed on the

'V values of the .mnhmc& res .\‘lt

highest TV 1n the presen

maximum TV 1n H%k
maximum \Jlm‘\

maximum Y ere 4 and 71 respectively. The difference in the maximum TV also

)

to ensure that all possible attributes are meaMwed. Th

attributes

impacted ¢ scale for graphical representation of attributes



149

Similarities observed are related to the areas described. First, there were
similarities in image attributes identified. The present study and that of Schuler identified
similar image attributes, although they had different wordings. In total, 10 similar image
attributes were identified in the two studies, as shown in Table 7. For e, Schuler
(2004) identified acceptance of suggestions, ideas and criticisms wli%e present study

identified openness to suggestions and ideas. Additional]y,iSchuler identified

performance while the present study identified ministries p ance In addition, the
two studies identified employee training. The different ng !he tributes may be

attributed to the fact that the two studies were con @g;anizations.
Whereas Schuler’s study was conducted in priva F¥ni n L,&; America, the
present study was conducted in government mgWs mﬁ‘/l Ee‘ag

Second, there is a similarity in almbu ta val? d thute importance level.
It was observed that there was no con51 bgtwee he @l value of attributes in the
qualitative and the amount of i lmp( 1an att the lbute For instance, ministries
performance turned out to be t% lmp rta ‘a!tr te with a mean of 4.3055 and yet
it had received a TV of 9&\.& qulahta e p} Snmlarly, the attribute of ability to
maintain political stabil \s tile en y!!u with a TV of 71 in the qualitative phase
but it was the \1 rtyx n of 4.1802. Further, the attribute system
stability was th - " th most valuab]@‘fh a TV of 53 but it was rated as the second most

important \%man of 4.2533.

iscrepancies were also reported by Schuler (2004). However, results of TV

in the qualitative phase and amount of importance in the quantitative phase on sound
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(positive) were consistent. Third, similarities were observed in the image models
developed in the two studies. For instance, just as the present study, Schuler’s model has
most of the high importance attributes in the peripheries. Despite the differences
observed, the findings of this study generally support Schuler’s orgar@l image
configuration model. The study shows that the model can be applie& dy image of
public institutions in Middle East, where the present study was condw.
5.5 Contributions of the Study to Public Relations Field V

Ya.s‘ip apnd practice. On

This study makes important contributions to the PR

PR scholarship, this study has made important contribugon tJ'th app¥ "") idity
of Schuler’s organizational image configuration m{m@ e AssueRYof power and
authority for PR managers to influence organuggtigfal dYCI\n m@é‘:;r Theoretically,
this study has shown that Schuler’s model & (chssfull e a;®“ed in Middle East to

identify the image and reputation of publ;‘ %it%

[}
image. PR scholars can therefore u erk \t&?tudy image of government

departments and ministries in otjfer dle Ejst

Y

e‘gﬁine how to improve the

The second contributy®go thel
authority in relation to p Ne agops’
'3
departments has been anem 0 &'rs (e.g. Grunig L. et al., 2002). It has been
% ‘v’
t

reported that in m& ses, PR manq;; have no power and authority to influence
N

\olher departments, which negatively impacts on their ability to

elis@f power and authority in relation to PR

o

decision maki

perform thei es effectively. Grunig L. and colleagues called upon for organizations to

ensure that PR managers have power and authority to influence decision making. This



.o

R managers in private or commercial organizations,
i l + 3 | \ o
Strieés need power and authority to influence
ts whose functions shape govern cri image and
ficant factors in v‘ organizational
¢ hents such as human
ecognized the nec§ W l‘R'm‘um;m:\ to play a
$. i 2B
A mmu\‘ nd as such
H

of |V~HL1HJ;C!I\ will

N

form the image of the

uted to public relations
1 government ministries and
his has been achieved by

1 forming 1mage of government

@ iy N \wve been responsible for antigovernment

:% v has been identified. As a result, PR managers in

E\ i f how Jordanians view their government; and
0 nprove such perceptions. which have been
1led that public relations departments of

posiive mages ‘-.\'wf."u‘i” power and
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influence. In this light, the study has identified the need for PR departments in public

institutions to have power and influence over other departments in the institution such as

the human resource management and top managers. This power and influence will be

essential to build positive images for public institutions c\z

5.6 Suggestions for Future Research
has important implications for future I%‘h First, it was

0 (Al Qudhah, 2004) that p‘olvwwal public relations
el ar@ It would be

L
IS recgmm n'a‘{%s?ms been

. crsﬂ}:uld consider
"ngﬁ\c perspective of

['his study

ao

recommended ten years a
officers should be tasked with the duty of heading

departmental heads of the ministries sint‘c moy
cofsides

¢ }§|

N

' ‘mwl government’s ministries.

challenges facMg
mgﬁrs may be an important step in

examine the
understanding of the b: 1\\ e
N\, C
: Gl g
enhancing 1mage of .ln%‘m sty (_)
S &
> &_‘mmdcr studying the image of Jordanian

ics. Fourth, there is need to

An

employees. Third, future researcherg
salivVe (it

Jordanian ministries from the per

arclfe knu
This would give

)
\|u;mmal|\’1£’1nd a qualitative approach

futy
ain their perceptions about the attributes using their

ministries TI\\\A“ a
particips 1&0[\;\011111”1\ to expl
6\\1 instance, participants can explain why they consider an attribute as

important, and also explain their score on satisfaction with that attribute. This will

Fifth

h &
<

own wo
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provide an understanding concerning the ways in which attributes are important and
ways in which participants are satisfied with such attributes. This will help researchers

in explaining the results on the satisfaction and importance level of the attributes

Sixth, future researchers may want to examine perceptions of, 'nti‘nal and
external publics of the ministries on ways of improving the images (Sthal* ministries.

Seventh, although the literature review has identified an em area of PR

scholarship focusing on Islamic PR, it was not explored in thisw'. It will be useful
for future researchers to examine the practice of PR in Jo
"2

z(wmlthe perspective of
[slamic PR. Lastly, a total of 23 attributes and their tota

lugs w wbta?gd from
A oLl
Schuler (2004). a study that was not conducted in } le East. it 1% herv_ re useful to

N
npl()é‘\ from different

rib& forming ministry

/

conduct a series of qualitative studies with various\grou

P

ministries in Middle East to try to id

images and reputation and their total ve

7 Summary of Chapter ‘Q'
I'his chapter has provid research study findings. The
study was conducted using S ganizational image configuration

model. The findings «\f\&\lll\ N tion with government ministries and

ta

-
" .
-
.
=

actions that need <

6 artments in the ministries. Judging the
$

performance of nisfing f SR of total number of high importance attributes,

total numbgl Origh \‘m\t‘.mmn%‘awhmcx and proximity of the attributes from the

u-mu: %\ it 1s evident the public relations departments in the Jordanian

mini have performed poorly. This conclusion is entirely consistent with the
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observations of the King who has noted that the performance of the public sector is
unsatisfactory (Jordan Times, 2014). It is not immediately clear why the public
relations departments are performing so poorly in creating a positive image. A study
conducted ten years ago (Al Quadhah, 2004) found that PR departmgnt¥in Jordan
have well-defined aims; and high evaluation rate of their activities. H.@r, the study
did not report about the actual performance of the ministries;vnher it met the

Nnts evaluated their

out'the results of the

ihg tge‘ePalRitions (Al
IS

Qudhah, 2004). Although Al Qudhah (2004) reco ndej ayPR dppartments be

defined goals. In addition, Al Qudhah’s study reported PR d

activities at a rate of 76.6%, but it did not tell anythi

=

evaluations and the actions PR departments undertogk fo

T \ N
run by professional public relations professiagalgY it a cleag;]ether that has
& 17 &
happened \ \ O
Poor performance by PR depart%‘@a%b&lr@sewhere in Middle East.
1

“ &
The findings reported in this study aN srwl th@e of Al Faishani (2000) who
examined performance of publi%Cns d

R T
study, Al Faishani (2000) r@ poc]r p rma@among Yemeni government’s public

relations departments. }®er tlu?d,'ﬂg this study are inconsistent with those of

Shamakhi (2000) who e e?%t e@formance of public relations departments in

the Omani govcr&t. Shamakhi (2@*/ reported a moderate performance among the PR

dcpmtmcnts@cr. Shamakhi’s study was conducted on other departmental directors
unlike tigprey®nt study which was conducted using employees of the ministries. There is

a possibility that employees in the present study unfairly evaluated their PR departments
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or departmental directors in Shamakhi’s study were not willing to evaluate their
colleagues negatively.
5.8 Conclusion

Modern PR functions are expected to win publics’ loyalty a Wion the
organization against future negative publicities. Building a favo.& ganizational
image is the most important tool for gaining publics’ loyalty. This rearch study was
designed to investigate the image of Jordanian ministries and make?mmendations for

Organizational Image Configuration framework, was in the cognitive

enhancing the image of the ministries. The study, which was r* : y Schuler’s (2004)
attribution theory. As Schuler (2004) suggested, the stu as ¢ n usmu a mixed
methods approach. The qualitative phase of the stu as pgrfor efi @Xﬁéh semi-
structured interviews and content analysis. The qualit®ge ph}s W, mtw'rded to inform
the quantitative phase in the sense that the fmdmgs the

design the data collection tool used in the x
phase was to generate the attributes th

tlvl{s%e were used to
heqi

\re form items for the
%é) attributes, which were
increased to 52 in an effort to reflect nj atlo mag,e attributes.

A total of 383 participantvp es@mnre to measure the level of
importance of the attributes an% mpagﬁ pfe‘, n with each of the factors. The
findings show that most of@
which was long enough tow i

2004). The attrik&

were conside s high/low satisfaction or importance attributes, whichever was

appmpriat: general average for importance was 3.9495. A total of 28 attributes were

of the qualitative

questionnaire. The qualitative phase le 1

d w d for the ministry at least a decade,

nd@ of the issues concerning the ministries’

Qr‘;(?satlsfactlon of each of the attributes was

10s€ mean im@nance score was lower than the general average

high 1mf e while the remaining 24 were low importance attributes. The general
average for satisfaction level was 2.8774 for all the attributes. There were 28 high

satisfaction attributes and 24 low satisfaction attributes. A principal component analysis
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with varimax rotation was performed to discover the underlying structure of the 52
attributes. All factors with an Eigen value of more than 1 were extracted. In total, six
factors that explained 68.39% variance in all the 52 attributes. The extracted factors were
named as Systems and Quality, Human Resource Management, Management,
Significance of Job and Appraisals, Strength of Communications and @I Work
Environment. %
Participants considered systems and quality as the most *tant factor in
enhancing the image of Jordanian ministries. In this light, the Wgs of the study
underlined the importance of strengthening organizational s SMand improving the
quality of services offered by the ministries. The findin mrsistem with public
administration literature that has reported the impo of jibalitolfof government
services throughout the world (Bean & Hussey, QEIA Ciblira '@ra, 2010:
Curristine et al,, 2007). Governments need to reali '3 i\nstding el

d bya{RE ministries. Poor

publics, place special emphasis on the quality of seriges
performance of government agencies anx S

performance are responsible for underdev?% t g
the findings points to the need for the go 2 %’

in order to strengthen systems respo@br uyng %ty and enhance flexibility.
The 2011, 2012 and 2013 dem ns?ﬁhs \,itn ld i@brdan were as a result of poor
performance and lack of accoun%y on vﬁﬂ@/emmem This study, as has been
calls from the King, unde@ the| \

nevy to <<’célder improving public image of the
ministries by focusing o %
raon h

actgen’ with government
governments. In Jordan,

ndertake internal reforms

pal @ems and quality assurance and control

r{a@as been partnering with OECD to enhance

mechanisms. This is
efficiency in the Pi ¢ yretork yam;@lsheikh, Cullen & Hobbs, 2008). Despite the

efforts made by rnment to refq@’and modernize the public service, participants

rgani
]

were dissatis ith the level of modernization. Government might need to

commu%
confidence

The findings of the study highlighted the importance of job characteristics and

dernization efforts it has undertaken to ensure that they gain public’s

employee evaluation strategies. Participants considered the significance of their work as
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important attribute that the ministries should consider in enhancing the image of the
ministries. This observation points to the need for the PR department to ensure that
employees understand the difference their contributions make to the ministries so as to
motivate them to work harder (Wright & Pandey, 2011). Moreover, employ nt to be
more autonomous, independent, and flexible in order to realize their fu mls. The
importance of evaluation systems was identified as key in developin@rable image

of the Jordanian government ministries. Poor evaluation systems ar en associated with

deteriorating performance levels that negatively affect the qualit
the government and hence reduce public confidence in the gov

Internal communication, advertisement and publici & c')nsidered as crucial

tools in building the image of the ministries. The findings erljpe fed for the PR

managers in government to control the publicity that ernmgnt n,st_@teceive in

order to influence the building of a favorable imagg Pr&wious JAtdragfire %deertisements

and publicity shows that publicity is mor pozrﬁ*‘ '

organizations (Eisend & Kuster, 2011; Loda e

are aware that in advertisements, organi’h 0{? ol c@the content unlike in

ogky in@ce publicity (Eisend &
‘&

The PR function needs t C Wt ?@ hu Aresource department and the
management to enhance the M condyion gjflgmp]oyees. The reform process in
Jordan has identified the imlce (' ing %&e HRM function within government
agencies. This study has gontpu {

: SN
that need to be improv ugh refghd

@efforts by identifying the HRM aspects
and development, &m p inglr w@notivation, salaries, future career plans and

E‘)?articular, issues such as employee training
growth, workingl> ions and recruauent need special attention in the reform efforts.

nhangg the image of

5)_Qrganizational publics

publicity. However, PR functions are

Kuster, 2011).

—_

[mportant to Nt at participants ohrwhelmingly believed that the work they do does
%mneration they receive. This finding is consistent with ILO observations

Jordan is committed to pay equity, serious challenges have hindered

not match

that

successful realization of pay equity. In addition to salaries, the issue of working
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conditions for employees was found to be important in shaping the image of government
institutions in Jordan

Consistent with previous literature (Diefenbach, 2011), it was found that
management attributes such as clarity of goals is an important attribute inWswiging the
image of Jordanian ministries. The findings underlined the need N sure that
organizational goals are clearly defined and aligned with the organi %mission and
objectives. PR departments are required to reconcile organizaty goals with the
expectations of the organization’s publics in order to enh%(;v}w image of the

organization. Participants also considered computerization crucial attribute in

enhancing the image of the ministries. If this finding is con d tggether with findings

on the importance of the ministry’s performance and ityjo ges it will be

appreciated that ministry employees want to ha iciegt, t#;t.{q and high
armwtoo

performing ministries. Computerization is an im 1 dhen nc@'the efficiency
of organizations and improvement in performangce afyl q \ g
The findings of this study compar th t

e\ ings&om Schuler’s (2004)
study. However, differences were observed imWelgsQn ti aspects such as the total
tt@es_ Key similarities were

number of attributes identified and the #ga h*
noted in the kind of attributes ide& n

o 5 e
st . This is an indication that

ribufes fggthing Meir images. This set of attributes
1 Q :
.hc private sectors.

organizations have a particular setv
is often common across organ%\_ in bﬁ ‘(/

The study makes kg ontribli \No th ctice and theory of public relations.
The study showed tha Qr } cﬁiguration model can be used to study
government PR in M%\Ea M Ie{;"ne study shows that cognitive attribution
theory should be % sty | ol e@p organizational images. PR scholars might

consider invcstia ti more ways mc‘,@'lch cognitive attribution theory can be used to
an

enhance the practice of publ~lb relations. As it was the case with previous studies

(Grunig,l » 2002), the questions of public relation and power was highlighted. The
findiggs og#e study show that in order to build a favorable image of the ministries, PR
managers need power to influence other organizational departments such as the HR

department. Moreover, the study underlines the importance of having a PR manager who
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is part of the dominant coalition. These observations are made because most of the
attributes constituting the image of the ministries are functions of other departments; and
therefore the PR department will need to work with those other departments.

Generally, the study shows that the PR function in government n es has

performed poorly in building a favorable image of the ministries. This ¢ M why the
people of Jordan and the king have expressed dissatisfaction with the ma\na n which the

public administration is carrying out its duties. Therefore. it is essential for the PR

department, in collaboration with other departments, to work or cing the image of

the ministries
Future researchers should consider studying the infMg®f *)rdanian ministries
from the perspective of departmental heads and externa licqd. W@re s of future
research are ways of enhancing the image of the m%ﬁ frorh t pll@tive of the
internal and external publics. Lastly, the number ofgttr®Wutes &lentj ed%ﬂfhe qualitative
phase of this study might not have been exha ti\m \ear& might consider
conducting multiple interviews with m V% ps nt& various grades of
employees in the ministries to identify an %ﬁ o Y ‘i& es that form the image
of Jordanian government ministries. Q 0% 5
¥ 7S

—
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