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ABSTRACT

The main objective of this study was to investigate the interaction effects of continuous
improvement tools on the organisational performance of the Dubai Police. Specifically,
it aims to investigate the mediating influence of innovation culture on the relationship
between Six Sigma, Kaizen, benchmarking, and organisational performance. The
motivation of this study was driven by the inconsistent findings related to the
relationships between Six Sigma, Kaizen, benchmarking, and organisational
performance. Due to inconsistent results, various propositions have emerged, pointing
to the need to investigate possible mediating variables that could explain the
inconsistencies. For that purpose, this study employed systems theory and the resource-
based view theory to synchronize the possible relationships among the variables in the
conceptual framework. A survey questionnaire was used, and the questionnaires were
distributed randomly to 338 sections of the Dubai Police. Of the 252 returned
questionnaires, 245 were useable for analysis. PLS-SEM was employed to analyse both
direct and indirect relationships among the variables of the study. The findings
demonstrated that Six Sigma and innovation culture are significant predictors of
organisational performance. It also showed the mediating effect of innovation culture
on the relationship between Six Sigma, Kaizen, benchmarking, and organisational
performance, supporting the theoretical premises. This study contributes theoretically
by bridging the current gap in studying Six Sigma, Kaizen and benchmarking in
policing field and practically by contributing to managers in the Dubai Police about the
importance using these tools to affect organizational performance positively and also
the significant role of innovation culture for implementing these tools successfully.

Keywords: Continuous improvement tools, Six Sigma, Kaizen, benchmarking,
innovation culture, Dubai Police.
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ABSTRAK

Objektif utama kajian ini adalah untuk menyelidik kesan interaksi alat penambahbaikan
yang berterusan ke atas prestasi organisasi Polis Dubai. Secara khusus, kajian ini
bertujuan untuk menyiasat pengaruh pengantaraan budaya inovasi terhadap hubungan
antara Six Sigma, Kaizen, penanda aras, dan prestasi organisasi. Motivasi bagi kajian
ini didorong oleh penemuan yang tidak konsisten tentang hubungan antara Six Sigma,
Kaizen, penanda aras, dan prestasi organisasi. Disebabkan oleh keputusan yang tidak
konsisten ini, telah muncul pelbagai cadangan yang menunjukkan bahawa perlu untuk
menyiasat tentang kemungkinan pemboleh ubah pengantara yang boleh menjelaskan
ketidakkonsistenan ini. Bagi tujuan tersebut, kajian ini mengaplikasikan teori sistem
dan teori berdasarkan sumber yang bertujuan untuk menyelaraskan kebarangkalian
hubungan antara pemboleh ubah dalam kerangka konsep. Soal selidik kajian telah
dijalankan dan soal selidik ini telah diedarkan secara rawak ke 338 bahagian Polis
Dubai. Daripada 252 soal selidik yang dikembalikan, 245 soal selidik boleh digunakan
untuk tujuan analisis. PLS-SEM telah digunakan untuk menganalisis hubungan
langsung dan hubungan tidak langsung di antara pemboleh ubah kajian. Hasil kajian
menunjukkan bahawa Six Sigma dan budaya inovasi adalah peramal yang signifikan
terhadap prestasi organisasi. Hal ini juga menunjukkan kesan pengantara budaya
inovasi terhadap hubungan antara Six Sigma, Kaizen, penanda aras dan prestasi
organisasi bagi menyokong teori premis. Kajian ini menyumbang secara teoritis dengan
merapatkan jurang semasa dalam mengkaji Six Sigma, Kaizen dan penanda aras dalam
bidang kepolisan dan secara praktikal dengan menyumbang kepada pengurus di Polis
Dubai tentang pentingnya menggunakan alat ini untuk mempengaruhi prestasi
organisasi secara positif dan juga peranan penting budaya inovasi untuk melaksanakan
alat-alat ini dengan jayanya.

Kata kunci: Alat peningkatan berterusan, Six Sigma, Kaizen, penanda aras, budaya
inovasi, Polis Dubai
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CHAPTER ONE
INTRODUCTION

1.1 Introduction

The present chapter highlights the background and problem statement of the study. It
also covers the significance, research questions and objectives, the problem statement,

and the operational definition of the key terms, and the organisation of the thesis.

1.2 Background of the Study

In the past three decades, the United Arab Emirates (UAE) has experienced significant
socio-historical changes, resulting in a substantial development in its economy (Choi,
Khajavy, Raddawi, & Giles, 2019; Jones, 2019). The UAE has managed to transform
its economy from one based on agriculture to the third largest in the Middle East and
the third highest gross domestic product (GDP) per capita in the world (Al-mulali &
Che Sab, 2018). Some of the favourable attributes that the UAE boasts include a safe
environment, abridged procedures, and timings for taking the initiative in business and

developing the private sector (Ahmed, 2015).

It is important for a developing economy to demonstrate that it utilizes its resources
efficiently to create a value domestically as well as providing a safe and secure
environment to ensure the continuation and consolidation of such development.
Accordingly, the UAE is striving to maintain a stable business environment and invite

international businesses to make long-term investments in the country (Bishr, 2019).



The contents of
the thesis is for
internal user
only



REFERENCE

Ab Rahman, Z. N., & Ismail, N. (2018). Determinant Factors for Managing
Innovation in the Malaysian Public Sector. Paper presented at MATEC
Web of Conferences (p. 05042). EDP Sciences.

Abadi, 1., Haming, M., Baharuddin, S., & Mahmud, A. (2018). A structural
model of total quality management, kaizen, operational performance on
service quality and patient satisfaction. Archives  of  Business
Research, 6(11).

Abazeed, R. A. M. (2017). Benchmarking Culture and Its Impact on
Operational Performance: A Field Study on Industrial Companies in
Jordan. [International Journal of Academic Research in Economics and
Management Science, 6(1), 162-177

Abdulla, J. M. (2009). Determinants of job satisfaction among Dubai Police
employees. Unpublished doctoral thesis, University of Glamorgan, UK.

Abdulla, J., Djebarni, R., & Mellahi, K. (2011). Determinants of job
satisfaction in the UAE: A case study of the Dubai police. Personnel
review, 40(1), 126-146.

Abreu, P., Sousa, S., & Lopes, I. D. S. (2012). Using Six Sigma to improve
complaints  handling.  Paper  presented at World  Congress on
Engineering 2012, (pp. 1363-1368). International Association of
Engineers (IAENGQG).

Achanga, P., Shehab, E., Roy, R., & Nelder, G. (2006). Critical success
factors for lean  implementation = within =~ SMEs. Journal  of
Manufacturing Technology Management, 17(4), 460-471.

Adejuwon, D. K. (2014). Enchancing Public Accountability and Performance
in Nigeria: Periscoping the Impediments and Exploring Imperative
Measures. Africa’s ~ Public ~ Service  Delivery  and  Performance
Review, 2(2), 102-125.

Adesta, E. Y. T., Prabowo, H. A. & Agusman, D. (2018, January).
Evaluating 8 pillars of Total Productive Maintenance (TPM)
implementation and their contribution to manufacturing performance.
Paper presented atIOP Conference Series: Materials Science and
Engineering (p. 012024). IOP Publishing.

Adewunmi, A. Y., & Ajayi, O. D., (2016). Attitudes of Nigerian facilities
management professionals to the benefits of
benchmarking. Facilities, 34(7/8), 468-492.

249



Adewunmi, Y. A., Iyagba, R., & Omirin, M. (2017). Multi-sector framework
for benchmarking in  facilities = management. Benchmarking:  An
International Journal, 24(4), 826-856.

Agyekum, K., Ayarkwa, J., & Adjei-Kumi, T. (2013). Minimizing Materials
Wastage in Construction-A Lean Construction Approach. Journal of
Engineering and Applied Science, 5(1), 125-146.

Agyeman, B., Bonn, J., & Osei, C. (2017). Using Balanced Scorecard for
Managing Performance in Selected Ghanaian Banks. International
Journal of Business and Management, 12(12), 204.

Ahmad, N. H., Ramayah, T., Halim, H. A., & Rahman, S. A. (Eds.).
(2017). Handbook of Research on Small and Medium Enterprises in
Developing Countries. IGI Global.

Ahmad, S. A. S. (2013). Culture and lean manufacturing: towards a holistic
framework. Australian Journal of Basic and Applied Sciences, 7(1),
334-338.

Ahmed, A. Z. E. (2015). The role of diversification strategies in the
economic development for oil-depended countries&58;-The case of
UAE. International Journal of Business & Economic
Development, 3(1), 47-57.

Ahmed, M., and Shafiq S. (2014). The impact of organizational culture on
organizational performance: a case study on telecom sector. Global
Journal of Management and Business Research, 14(3).

Ahmed, P. K. (1998). Benchmarking innovation best practice. Benchmarking
for quality management & technology, 5(1), 45-58.

Ahmed, P. K. (1998). Culture and climate for innovation. European journal
of innovation management, 1(1), 30-43.

Ahmed, S., Abd Manaf, N. H., & Islam, R. (2018). Effect of Lean Six Sigma
on quality performance in Malaysian hospitals. International journal of
health care quality assurance, 31(8), 973-987.

Ahuja, I. P. S.,, & Khamba, J. S. (2008). Total productive maintenance:
literature review and directions. International Journal of Quality &
Reliability Management, 25(7), 709-756.

Akbari, A., & Monzavi, M. R. (2015). The Study of the Effects of
Knowledge Management on Innovation and Organizational
Performance: A Case Study in Small and Medium Enterprises in
Qom. European Online Journal of Natural and Social Sciences, 4(1

(s), 677.
Akpolat, H. (2017). Six sigma in transactional and service environments.

Routledge.

250



Aktas, A., & Keskin, B. (2013). Statistical power analysis. The 7th
International Days of Statistics and Economics, Prague, Czech
Republic, 578-587.

Akter, S., D’Ambra, J., & Ray, P. (2011). An evaluation of PLS based
complex models: The roles of power analysis, predictive relevance and
GoF index. Proceedings of the Seventeenth Americas Conference on
Information Systems, Detroit, Michigan.

Akuma, E. O. (2007). A survey on the use of benchmarking as a continuous
improvement tool by the ministry of agriculture parastatals in Kenya.
Unpublished doctoral thesis, University of Nairobi.

Al Megbaali, S. R., & Kasim, R. (2018). Overview of the operational service
quality in UAE government. Journal of Techno Social, 9(2).

Al-Ahbabi, S., Singh, S. K., Gaur, S. S., & Balasubramanian, S. (2017). A
knowledge management framework for enhancing public sector
performance. International ~ Journal of  Knowledge  Management
Studies, 8(3-4), 329-350

Al-Ansari, Y. D. Y. (2014). Innovation practices as a path to business growth
performance: a study of small and medium sized firms in the emerging
UAE market.

Al-Aomar, R. (2012). Analysis of Lean Construction Practices at Abu Dhabi
Construction Industry. Lean Construction Journal, 2012, 105-121.

Al-Aomar, R., & Chaudhry, S. (2018). Simulation-based Six Sigma value
function for system-level performance assessment and

improvement. International Journal of Productivity and Performance
Management, 67(1), 66-84.

Al-Aomar, R., Al-Mansouri, A., & Al-Laban, M. (2017, October). Reducing
the interruption of power distribution: A six sigma application. Paper
presented at Knowledge Engineering and Applications (ICKEA), 2017
2nd International Conference on (pp. 226-230). IEEE.

Al-Aomar, R., Al-Saberi, A., Al-Ameri, M., Al-Wahedi, A., & Eke, K.
(2017). Six Sigma Application to Food and Beverage Testing
Services. Journal of Engineering and Applied Sciences, 12(4), 819-
824.

Al-Aomar, R., Aljeneibi, S., & Almazroui, S. (2016, May). Reducing
Operational Downtime in Service Processes: A Six Sigma Case Study.
Paper presented at Industrial Engineering, Management Science and
Application (ICIMSA), 2016 International Conference on (pp. 1-5).
IEEE.

Al-Azzawi, A. (2019). Dubai Happiness Agenda: Engineering the Happiest
City on Earth. Paper presented at Smart Cities in the Gulf (pp. 195-
221). Palgrave Macmillan, Singapore.

251



Al-Dhaafri, H. S., & Al Swidi, A. K. (2013). The entrepreneurial orientation
and the organizational performance: do enterprise resource planning
systems have a mediating role? A study on Dubai police. Asian Social
Science, 10(2), 257.

Al-Dhaafri, H. S., Al-Swidi, A. K., & Al-Ansi, A. A. (2016b).
Organizational =~ Excellence as the Driver for  Organizational
Performance: A Study on Dubai Police. International Journal of
Business and Management, 11(2), 47.

Al-Dhaafri, H. S., Al-Swidi, A. K., & Yusoff, R. Z. B. (2016a). The
mediating role of total quality management between the entrepreneurial
orientation and the organizational performance. The TOM
Journal, 28(1), 89-111.

Al-Hajj, A., & Hamani, K. (2011). Material waste in the UAE construction
industry:  Main causes and minimization practices. Architectural
engineering and design management, 7(4), 221-235.

Al-Khamisi, Y. N., Hernandez, E. M., & Khan, K. M. (2018). Developing a
Knowledge-Based Lean Six Sigma Model to Improve Healthcare
Leadership Performance. World Academy of Science, Engineering and
Technology, International Journal of Industrial and Manufacturing
Engineering, 5(2).

Al-Khouri, A. M. (2012). eGovernment strategies the case of the United
Arab Emirates (UAE). European Journal of ePractice, 17, 126-150.

Al-Majali, I. T. N. (2017). The Impact of Benchmarking in Organizational
Performance:  An  Applied Study in the Jordanian  Public
Universities. Imperial Journal of Interdisciplinary Research, 3(10).

Al-Marri, K., Ahmed, A. M. M. B., & Zairi, M. (2007). Excellence in
service: an empirical study of the UAE banking sector. International
Journal of Quality & Reliability Management, 24(2), 164-176.

Al-mulali, U, & Che Sab, C. N. B. (2018). Energy consumption, CO2
emissions, and development in the UAE. Energy Sources, Part B:
Economics, Planning, and Policy, 13(4), 231-236.

Al-Refaie, A., & Hanayneh, B. (2014). Influences of TPM, TQM, Six Sigma
practices on firms performance in Jordan. International Journal of
Productivity and Quality Management, 13(2), 219-234.

Al-Swidi, A. K., & Mahmood, R. (2013). Total quality management,
entrepreneurial orientation and organizational performance: The role of
organizational culture. African Journal of Business
Management, 6(13), 4717-4727.

Al-Talabani, H., Kilic, H., Ozturen, A., & Qasim, S. (2019). Advancing
Medical Tourism in the United Arab Emirates: Toward a Sustainable
Health Care System. Sustainability, 11(1), 230.

252



Al-Tarawneh, H. (2014). The Utilization of Benchmarking in the Jordanian
Banking Sector. Journal of Management Research, 6(3), 49.

Alaskari, O. A. M. M., Ahmad, M. M., Dhafr, N., & Pinedo-Cuenca, R.
(2013). Critical successful factors (CSFs) for successful
implementation of lean tools and ERP systems.

AlAwar, M. (2015). Positive energy (in Arabic). Dubai: Hamdan Bin
Mohamed Smart University Publishing House

Albeanu, M., & Hunter, 1. (2017).Six sigma in Hr Transformation:
Achieving Excellence in service delivery. Routledge.

Albliwi, S., Antony, J., Arshed, N. & Ghadge, A. (2017). Implementation of
Lean Six Sigma in Saudi Arabian organisations: findings from a
survey. International Journal of Quality & Reliability
Management, 34(4), 508-529.

Albliwi, S., Antony, J., Lim, A. S., & Van der Wiele, T. (2014). Critical
failure  factors of Lean Six Sigma: a systematic literature
review. International Journal of Quality & Reliability
Management, 31(9), 1012-1030.

Alfin, J., Fuad, A. Z., Nur, M., Yuanita, L., & Prahani, B. K. (2019).
Development of Group Science Learning (GSL) Model to Improve the
Skills of Collaborative Problem Solving, Science Process, and Self-
Confidence of Primary Schools Teacher Candidates. International
Journal of Instruction, 12(1).

Alharthey, B. K., Rasli, A., Yusoff, R. M., & Al-Ghazali, B. M. (2013).
Impact of innovation culture on human resources management
practices. International Journal of Academic Research, 5(3), 60-63.

Alhuraish, 1., Robledo, C., & Kobi, A. (2017). A comparative exploration of
lean manufacturing and six sigma in terms of their critical success
factors. Journal of Cleaner Production, 164, 325-337.

Ali, N. K., Choong, C. W., & Jayaraman, K. (2016). Critical success factors
of Lean Six Sigma practices on business performance in
Malaysia. International ~ Journal ~ of  Productivity and  Quality
Management, 17(4), 456-473.

Aliakbari N, F., Shafiet N, M., & Olfat, L. (2019). Developing the
framework of sustainable service supply chain balanced scorecard
(SSSC BSCQ). International Journal of Productivity and Performance
Management, 68(1), 148-170.

Alkhoraif, A. A., McLaughlin, P., & Rashid, H. (2019). A framework to
improve lean implementation by review leveraging aspects of
organisational culture: the case of Saudi Arabia. International Journal
of Agile Systems and Management

253



Allen, J. M., & Sawhney, R. (2009). Administration and management in
criminal justice: A service quality approach. SAGE Publications.

Allen, R. S., & Helms, M. M. (2002). Employee perceptions of the
relationship between strategy, rewards and organizational
performance. Journal of Business Strategies, 19(2), 115.

Alosani, M. S., & Yusoff, R. (2018). Six Sigma and Its Impact on the
Organizational Performance of Dubai Police. FEuropean Journal of
Business and Management, 10(24) 24-30

Alosani, M. S., Al-Dhaafri, H. S., & Yusoff, R. Z. B. (2016). Mechanism of
Benchmarking and Its Impact on Organizational
Performance. International Journal of Business and
Management, 11(10), 172.

Alsyouf, 1., Humaid, F., & Al Kamali, S. (2014, December). Mishandled
baggage problem: Causes and improvement suggestions. Paper
presented  at Industrial ~ Engineering and Engineering Management
(IEEM) (pp. 154-158). IEEE.

Alsyouf, 1., Kumar, U., Al-Ashi, L., & Al-Hammadi, M. (2018). Improving
baggage flow in the baggage handling system at a UAE-based airline
using lean Six Sigma tools. Quality Engineering, 1-21.

Alvarez, P., & Leonard, J. (2017). Busting myths: Investor-owned
distribution  utility performance can be credibly benchmarked. The
Electricity Journal, 30(8), 45-48.

Amabile, T. M., Conti, R., Coon, H., Lazenby, J., & Herron, M. (1996).
Assessing  the  work  environment for  creativity. Academy  of
management journal, 39(5), 1154-1184.

Amit, R., & Schoemaker, P. J. (1993). Strategic assets and organizational
rent. Strategic management journal, 14(1), 33-46.

Ammons, D. N. (2018). Common barriers to productivity improvement in
local government. In Public Sector Performance, 9(4), 293-310

Anadol, Y., Youssef, M. A., & Thiruvattal, E. (2015). Consumer reaction
towards corporate social responsibility in United Arab Emirates. Social
Responsibility Journal, 11(1), 19-35.

Anand, G., & Kodali, R. (2008). Benchmarking the benchmarking
models. Benchmarking: An International Journal, 15(3), 257-291.

Anand, G., Ward, P. T., Tatikonda, M. V., & Schilling, D. A. (2009).
Dynamic capabilities through continuous improvement
infrastructure. Journal of Operations Management, 27(6), 444-461.

254



Andersen, B., & Moen, R. M. (1999). Integrating benchmarking and poor
quality cost measurement for assisting the quality management
work. Benchmarking: An International Journal, 6(4), 291-301.

Andersen, B., & Pettersen, P. G. (1995). Benchmarking handbook. Springer
Science & Business Media.

Anderson, A. R., El Harbi, S., & Amamou, M. (2012). Innovation culture
and the economic performance of Tunisian ICT firms. International

Journal of Entrepreneurship and Innovation Management, 16(3-4),
191-208.

Anderson, N., Poto¢nik, K., & Zhou, J. (2014). Innovation and creativity in
organizations: A state-of-the-science review, prospective commentary,
and guiding framework. Journal of Management, 40(5), 1297-1333.

Andrews, D. W., & Buchinsky, M. (2002). On the number of bootstrap
repetitions for BC a confidence intervals. Econometric Theory, 18(4),
962-984.

Andriopoulos, C. (2001). Determinants of organisational creativity: a
literature review. Management decision, 39(10), 834-841.

Anh, P. C, Jing, Z., & Matsui, Y. (2011). Empirical study on transferability
of Kaizen practices. In The [11th International DSI and the 16th APDSI
Joint Meeting, Taipei, Taiwan, July (pp. 12-16).

Anh, P. C., Yen, T. T. H, & Matsui, Y. (2015). Empirical study on
transferability of kaizen practices in Vietnamese manufacturing
companies. Asian Social Science, 11 (4), 65-76.

Ansari, S. M., Fiss, P. C., & Zajac, E. J. (2010). Made to fit: How practices
vary as they diffuse. Academy of management review, 35(1), 67-92.

Antony, J. (2004a). Six Sigma in the UK service organisations: results from a
pilot survey. Managerial Auditing Journal, 19(8), 1006-1013.

Antony, J. (2004b). Some pros and cons of six sigma: an academic
perspective. The TOM Magazine, 16(4), 303-306.

Antony, J. (2014). Readiness factors for the Lean Six Sigma journey in the
higher education sector. International Journal of Productivity —and
Performance Management, 63(2), 257-264.

Antony, J. (2015). Six-sigma for improving Top-Box Customer Satisfaction
score for a Dbanking call centre. Production  Planning  and
Control, 26(16), 1291-1305.

Antony, J. (2017). Lean Six Sigma for higher education. International

Journal of Productivity and Performance Management, 66(5), 574-
576.

255



Antony, J., & Banuelas, R. (2002). Key ingredients for the effective
implementation of  Six Sigma program. Measuring business
excellence, 6(4), 20-27.

Antony, J., & Bhattacharyya, S. (2010a). Measuring organizational
performance and organizational excellence of SMEs — Part 1: A
conceptual framework. Measuring Business Excellence, 14(2), 3—11.

Antony, J., & Bhattacharyya, S. (2010b). Measuring organizational

performance and organizational excellence of SMEs — Part 2: an
empirical study on SMEs in India. Measuring Business Excellence,
14(3), 42-52.

Antony, J., Antony, J. F., Kumar, M., & Rae Cho, B. (2007). Six sigma in
service organisations: Benefits, challenges and difficulties, common
myths, empirical observations and success factors. International
Jjournal of quality & reliability management, 24(3), 294-311.

Antony, J., Krishan, N., Cullen, D. and Kumar, M. (2012). Lean Six Sigma
for higher education institutions (HEI). [International Journal of
Productivity and Performance Management, 61 (8), 940-948.

Antony, J., Kumar, A., & Banuelas, R. (Eds.). (2006). World class
applications of six sigma. Routledge.

Antony, J., Kumar, M., & Madu, C. N. (2005). Six sigma in small-and
medium-sized UK  manufacturing  enterprises:  Some  empirical
observations. International ~ Journal of  Quality & Reliability
Management, 22(8), 860-874.

Antony, J., Rodgers, B., & Cudney, E. A. (2017a). Lean Six Sigma for public
sector organizations: is it a myth or reality?. International Journal of
Quality & Reliability Management, 34(9), 1402-1411.

Antony, J., Rodgers, B., & Cudney, E. A. (2017b). Lean Six Sigma in
policing services: case examples, lessons learnt and directions for
future research. Total Quality Management & Business Excellence, 1-
13.

Antony, J., Rodgers, B., & Gijo, E. V. (2016a). Can Lean Six Sigma make
UK public sector organisations more efficient and
effective?. International  Journal of Productivity —and  Performance
Management, 65(7), 995-1002.

Antony, J., Rodgers, B., Coull, 1., & Sunder M, V. (2018). Lean Six Sigma in
Policing Services: a Case Study from an Organisational Learning
Perspective. International Journal of Productivity and Performance
Management, 67(5), 935-940,

Antony, J., Setijono, D., & Dahlgaard, J. J. (2016b). Lean Six Sigma and
Innovation—an  exploratory study among UK  organisations. 7otal
Quality Management & Business Excellence, 27(1-2), 124-140.

256



Antony, J., Snee, R. & Hoerl, R. (2017c). Lean Six Sigma: yesterday, today
and  tomorrow. International  Journal of Quality &  Reliability
Management, 34(7), 1073-1093.

Aoki, K. (2008). Transferring Japanese kaizen activities to overseas plants in
China. International Journal of Operations & Production
Management, 28(6), 518-539.

Aranda, A. D., & Molina-Fernandez, L. M. (2002). Determinants of
innovation  through a  knowledge-based  theory lens. Industrial
Management & Data Systems, 102(5), 289-296.

Argote, L. (1999). Organizational Learning: Creating, retaining, and
transferring knowledge. np Kluwer. Norwell, MA.

Arnaboldi, M., Lapsley, 1., & Steccolini, I. (2015). Performance management
in the public sector: The ultimate challenge. Financial Accountability
& Management, 31(1), 1-22.

Arundel, A., Bloch, C., & Ferguson, B. (2016). Methodologies for measuring
innovation in the public sector. In OECD (pp. 1-22).

Arundel, A., Bloch, C., & Ferguson, B. (2019). Advancing innovation in the
public  sector:  Aligning  innovation  measurement with  policy
goals. Research Policy, 48(3), 789-798.

Arundel, A., Casali, L., & Hollanders, H. (2015). How European public
sector agencies innovate: The use of bottom-up, policy-dependent and
knowledge-scanning innovation methods. Research Policy, 44(7),
1271-1282.

Asaad, M. N. M., Rohaizah, S., & Yusoff, R. Z. (2015). 5s, Kaizen and
Organization Performance: Examining the Relationship and Level of
Implementation Using Rasch Model in Malaysian Automotive
Company. International Academic Research Journal of Business and
Technology, 1.

Asif, M., Shahzad, M., Awan, M. U., & Akdogan, H. (2018). Developing a
structured framework for measuring police efficiency. International
Journal of Quality & Reliability Management, 35(10), 2119-2135.

Assink, M. (2006). Inhibitors of disruptive innovation capability: a
conceptual model. European Journal of Innovation Management, 9(2),
215-233.

Atkinson, P. (2010). Lean is a cultural issue. Management Services, 54(2),
35-41.

Attaran, M., & Attaran, S. (2004). The rebirth of re-engineering: X
engineering. Business Process Management Journal, 10(4), 415-429.

257



Attiany, M. (2009). The role of benchmarking in improving institutional
performance of the Jordanian pharmaceutical firms. Unpublished
doctoral thesis, Arab academy for Banking and financial sciences,
Amman.

Attiany, M. S. (2014). Competitive Advantage Through Benchmarking: Field
Study of Industrial Companies Listed in  Amman  Stock
Exchange. Journal of business studies quarterly, 5(4), 41.

Aubry, M., & Hobbs, B. (2011). A fresh look at the contribution of project
management to  organizational  performance. Project = Management
Journal, 42(1), 3-16.

Aurel, T. M., Andreea, R., & Simina, T. S. (2015). Continuous Quality
Improvement in Modern Organizations through Kaizen Management.
Proceedings 9th  Research/ Expert Conference with International
Participations “Quality 2015 27-32.

Awamleh, R. (2019). Perspective—UAE Future Government: The Emerging
Pillars.  In Future  Governments (pp. 43-50).  Emerald Publishing
Limited.

Azhar, K (2003). Business Policy and Strategic Management. NewDelhi,
Tata McGraw-Hill

Azis, Y., & Osada, H. (2010). Innovation in management system by Six
Sigma: an empirical study of world-class companies. International
Journal of Lean Six Sigma, 1(3), 172-190.

Aziz, N. N. A., & Samad, S. (2016). Innovation and competitive advantage:
Moderating effects of firm age in foods manufacturing SMEs in
Malaysia. Procedia Economics and Finance, 35, 256-266.

Azzemou, R., & Noureddine, M. (2018). Continuous improvement for the
firm's  competitiveness:  implementation of a new management
model. Management Science Letters, 8(1), 19-32.

Babatunde, S. O., Perera, S., & Adeniyi, O. (2019). Identification of critical
risk factors in public-private partnership project phases in developing
countries: A case of Nigeria. Benchmarking: An  International
Journal, 26(2), 334-355.

Baczewski, R. A. (2005). Four methods for improving performance: A
comparison. Healthcare Financial Management, 59(7), 101-103.

Badurdeen, F., Marksberry, P., Hall, A., & Gregory, B. (2009). No instant
prairie: planting lean to grow innovation. International Journal of
Collaborative Enterprise, 1(1), 22-38.

Balkin, R. S., & Sheperis, C. J. (2011). Evaluating and reporting statistical
power in counseling research. Journal of  Counseling &
Development, 89(3), 268-272.

258



Ball, A., Bowerman, M., & Hawksworth, S. (2000). Benchmarking in local
government under a central government agenda. Benchmarking: An
International Journal, 7(1), 20-34.

Barbosa, E. (2014). Organizational culture oriented for innovation:
Influencing variables. Zeszyty Naukowe Matopolskiej Wyzszej  Szkoly
Ekonomicznej Tarnowie, 2 (25), 37-45.

Barlage, M., van den Born, A., van Witteloostuijn, A., & Graham, L. (2014).
Estimating public performance bias through an MTMM model: the
case of police performance in 26 European countries. Policy
Studies, 35(4), 377-396.

Barney, J. B. (1986). Organizational Culture (OC): can it be a source of
sustained competitive advantage?. Academy of Management Review,
11, 656-665.

Barney, J. B. (1991). Firm resources and sustained competitive
advantage. Journal of management, 17(1), 99-120.

Barney, J. B. (2001). Resource-based theories of competitive advantage: A
ten-year  retrospective on the resource-based  view.Journal of
management, 27(6), 643-650.

Baron, R. M., & Kenny, D. A. (1986). The moderator—mediator variable
distinction in social psychological research: Conceptual, strategic, and
statistical considerations. Journal of  personality and social
psychology, 51(6), 1173.

Baroudi, J. J., & Orlikowski, W. J. (1989). The problem of statistical power
in MIS research. MIS quarterly, 87-106.

Barrett, F. J. (1995). Creating appreciative learning cultures. Organizational
dynamics, 24(2), 36-49.

Barrett, K. and Greene, R. (2015). Did performance measurement cause
America’s  police  problem?. Governing. [online] Available at:
http://www.governing.com/columns/smart-mgmt/gov-policing-
performance-measurement.html [Accessed 6 Jun. 2018].

Bartlett, E., Kotrlik, W., & Higgins, C. (2001). Organizational research:
Determining appropriate sample size in survey research. Information
Technology, Learning, and Performance Journal, 19(1), 43-50.

Barton, H. (2013a). ‘Lean’policing: Initial findings from a study of 5 UK
police forces. Paper presented at 24th Annual POMS 2013 Conference,
Denver.

Barton, H. (2013b). ‘Lean’policing? New approaches to business process
improvement across the UK police service. Public Money &
Management, 33(3), 221-224.

259



Barton, H., & Matthews, R. L. (2015). Deconstructing lean policing in
England and Wales: A knowledge creation perspective. In Z. .
Radnor, N. Bateman, A. Esain, M. Kumar, S. J. Willlams & D. M.
Upton (Eds.), Public service operations management: A research
companion. Abingdon: Routledge

Barton, H., & Matthews, R. L. (2017). An assessment of the impact of lean
interventions within the UK police service. American Journal of
Management, 17(2), 9.

Basu, R., & Wright, J. N. (Eds.). (2012). Quality beyond six sigma.
Routledge.

Basu, R., Little, C., & Millard, C. (2009). Case study: A fresh approach of
the Balanced Scorecard in the Heathrow Terminal 5 project. Measuring
Business Excellence, 13(4), 22-33.

Bateh, J., & Farah, J. (2018). Reducing Call Center Wait Times Through Six
Sigma. The Journal of Business Inquiry, 17(2), 131-148.

Bateman, N. (2005). Sustainability: the elusive element of process
improvement. International  Journal of  Operations &  Production
Management, 25(3), 261-276.

Bayley, D. H. (1985). Patterns of policing. A Comparative International
Analysis. New Brunswick, NJ.

Becker, M. (2004). The concept of routines twenty years after Nelson &
Winter (1982): a review of literature. Industrial and Corporate
Change, 13 (4), 643-677.

Behara, R. S., & Lemmink, J. G. (1997). Benchmarking field services using a
zero defects approach. International Journal of Quality & Reliability
Management, 14(5), 512-526.

Beins, B. (2009). Research methods: A tool for life (2" ed.) Boston: Pearson
Education.

Bemowski, K. (1991). The benchmarking bandwagon. Quality
Progress, 24(1), 19-24.

Bendell, T. (2005). Structuring  business  process improvement
methodologies. Total Quality Management,16, (8-9), 969-978

Berdebes, G. (2003). Introduction to six sigma: for internal service
departments  and  professional  services  organizations.  Quebec:
Working Paper.

Bergeron, B. P. (2017). Performance management in healthcare: from key
performance indicators to balanced scorecard. Productivity Press.

260



Bertot, J., Cochran, M., & Robertson, S. (2018, January). Introduction to the
Minitrack on  Enhancing Public  Participation, Interaction, and
Innovation in  Government.  Proceedings of the 5lst Hawaii
International Conference on System Sciences.

Bessant, J., & Caffyn, S. (1997). High-involvement innovation through
continuous improvement. International Journal of  Technology
Management, 14(1), 7-28.

Bessant, J., & Francis, D. (1999). Developing strategic continuous
improvement  capability. International ~ Journal — of  Operations &
Production Management, 19(11), 1106-1119.

Bessant, J., Caffyn, S., & Gallagher, M. (2001). An evolutionary model of
continuous improvement behaviour. Technovation, 21(2), 67-77.

Bessant, J., Caffyn, S., Gilbert, J., Harding, R., & Webb, S. (1994).
Rediscovering continuous improvement. Technovation, 14(1), 17-29.

Besterfield, D.H., Besterfield-Michna, C., Besterfield, G. & Besterfield-
Sacre, M. (2003). Total Quality  Management. Prentice-Hall,
Englewood Cliffs, NJ.

Bhamu, J., & Singh Sangwan, K. (2014). Lean manufacturing: literature
review and research issues. International Journal of Operations &
Production Management, 34(7), 876-940.

Bhasin, S. (2008). Lean and performance measurement. Journal of
Manufacturing Technology Management, 19(5), 670-684.

Bhaskar, H. L. (2016). A critical analysis of information technology and
business process reengineering. International Journal of Productivity
and Quality Management, 19(1), 98-115.

Bhat, S., Gijo, E. V., & Jnanesh, N. A. (2014). Application of Lean Six
Sigma methodology in the registration process of a

hospital. International ~ Journal of  Productivity —and  Performance
Management, 63(5), 613-643.

Bhatia, N., & Drew, J. (2006). Applying lean production to the public
sector. The McKinsey Quarterly, 3(1), 97-98.

Bhattacharya, A., & David, D. A. (2018). An empirical assessment of the
operational performance through internal benchmarking: a case of a
global logistics firm. Production Planning & Control, 1-18.

Bhuiyan, N., & Baghel, A. (2005). An overview of continuous improvement:
from the past to the present. Management decision, 43(5), 761-771.

Bhutta, K. S., & Huq, F. (2002). Supplier selection problem: a comparison of
the total cost of ownership and analytic hierarchy process

261



approaches. Supply Chain Management: An International
Journal, 7(3), 126-135.

Bigliardi, B., & Bottani, E. (2010). Performance measurement in the food
supply chain: a balanced scorecard approach. Facilities, 28(5/6), 249-
260.

Bishr, A. B. (2019). Dubai: A City Powered by Blockchain. Innovations:
Technology, Governance, Globalization, 12(3-4), 4-8.

Biygautane, M., & Al-Taee, M. (2015). The role of political leadership in
driving citizens’ engagement through social media: The case of
Dubai’s public sector. In Social Media for Government Services (pp.
75-95). Springer, Cham.

Biygautane, M., & Al-Yahya, K. (2011, July). Knowledge management in
the UAE's public sector: the case of Dubai. Paper presented at Dubai
School of Government, paper presented at the Gulf Research Meeting
Conference at the University of Cambridge, UK.

Blanchard, D. (2006). What's working for US manufacturers the annual
IW/MPI census reveals that lean is still the most popular improvement
strategy. Industry Week-Cleveland Ohio, 255(10), 49.

Blumenthal, D., & Kilo, C. M. (1998). A report card on continuous quality
improvement. The Milbank Quarterly, 76(4), 625-648.

Bodek, N. (2002). Quick and easy kaizen: capitalize on the creative power in
every worker. IIE solutions, 34(7), 43-46.

Boer, H., & Gertsen, F. (2003). From continuous improvement to continuous
innovation: a (retro)(per) spective. International Journal of Technology
Management, 26(8), 805-827.

Bollen, K. A. (1989). Structural equations with latent variables. New York:
John Wiley.

Bontis, N., Booker, L. D., & Serenko, A. (2007). The mediating effect of
organizational ~ reputation on  customer loyalty and  service
recommendation in the banking industry. Management decision, 45(9),
1426-1445.

Bordia, R., Kronenberg, E., & Neely, D. (2005). Innovation’s
ORGDNA. Booz Allen Hamilton.

Borg, 1., Groenen, P. J., Jehn, K. A., Bilsky, W., & Schwartz, S. H. (2011).
Embedding the Organizational Culture Profile into Schwartz’s Theory
of Universals in Values. Journal of Personnel Psychology, 10(1), 1.

Borins, S. (2001). Encouraging innovation in the public sector. Journal of
intellectual capital, 2(3), 310-319.

262



Bortolotti, T., Boscari, S., Danese, P., Medina Suni, H. A., Rich, N, &
Romano, P. (2018). The social benefits of kaizen initiatives in
healthcare: an empirical study. International Journal of Operations &
Production Management, 38(2), 554-578.

Bossert, J., & Grayson, K. (2002). Your opinion. InSix Sigma Forum
Magazine (Vol. 2, No. 1). Milwaukee, WI: ASQ.

Botlhale, E. (2017). Infusing value for money (VfM) into the public
procurement system in botswana. Journal of Public
Procurement, 17(3), 281-341.

Bourmistrov, A., Grossi, G., & Haldma, T. (2019). Special issue on
accounting and performance management innovations in public sector
organizations. Baltic Journal of Management, 14(1), 79-83.

Bourne, M., Neely, A., Platts, K., & Mills, J. (2002). The success and failure
of performance measurement initiatives: Perceptions of participating
managers. International ~ journal — of  operations &  production
management, 22(11), 1288-1310.

Bowerman, M., Francis, G., Ball, A., & Fry, J. (2002). The evolution of
benchmarking in UK local authorities. Benchmarking: An International
Journal, 9(5), 429-449.

Boyer, R., Charron, E., Jurgens, U., & Tolliday, S. (Eds.). (1998). Between
imitation and innovation: The transfer and hybridization of productive
models in the international automobile industry. OUP Oxford.

Brah, S. A.,, Li Wong, J., & Madhu Rao, B. (2000). TQM and business
performance in the service sector: a Singapore study. International
Journal of Operations & Production Management, 20(11), 1293-1312.

Brah, S. A., Lin Wong, A., & Madhu Rao, B. (2000). Understanding the
benchmarking process in Singapore. International Journal of Quality
& Reliability Management, 17(3), 259-275.

Brantingham, P., Bass, G., Bent, R., Brantingham, P., Andresen, M., &
Kinney, B. (2017). How to Measure Efficiency, Effectiveness, and
Equity Within the Complex Role of Police in a Democratic Society: An
ICURS Economics of Policing Study. Institute for Canadian Urban

Reseaerch Studies. [online] Available at:
https://core.ac.uk/download/pdf/154364687.pdf [Accessed 01 Jun.
2018].

Braunscheidel, M. J., Hamister, J. W., Suresh, N. C., & Star, H. (2011). An
institutional theory perspective on Six Sigma adoption. International
Journal of Operations & Production Management, 31(4), 423-451.

Bremer, M., McKibben, B., & McCarty, T. (2000).Six Sigma Financial
Tracking and Reporting. McGraw-Hill.

263



Brettel, M., Chomik, C., & Flatten, T. C. (2015). How organizational culture
influences innovativeness, proactiveness, and risk-taking: Fostering

entrepreneurial  orientation in  SMEs. Journal of Small  Business
Management, 53(4), 868-885.

Brewer, G. A., & Selden, S. C. (2000). Why elephants gallop: Assessing and
predicting organizational performance in federal agencies. Journal of
public administration research and theory, 10(4), 685-712.

Breyfogle III, F. W., Cupello, J. M., & Meadows, B. (2000). Managing six
sigma: A  practical guide to  understanding,  assessing, and

implementing the strategy that yields bottom-line success. John Wiley
& Sons.

Breyfogle III, F. W., Cupello, J. M., & Meadows, B. (2001). Managing six
sigma: A  practical guide to  understanding,  assessing, and

implementing the strategy that yields bottom-line success. John Wiley
& Sons.

Brislin, R. (1986). The wording and translation of research instruments. In:
W. J. Lonner, & J. W. Berry (Eds.), Field methods in cross-cultural
research, 137-201, Beverly Hills, CA: Sage.

Brown, R. L. (1997). Assessing specific mediational effects in complex
theoretical models. Structural Equation Modeling: A Multidisciplinary
Journal, 4(2), 142-156.

Brun, A. (2011). Critical success factors of Six Sigma implementations in
Italian companies. /nternational Journal of Production
Economics, 131(1), 158-164.

Brunet, P. A.,, & New, S. (2003). Kaizen in Japan: an empirical
study. International Journal of Operations & Production
Management, 23(12), 1426-1446.

Bryman, A. (2015). Social research methods. Oxford university press.

Bryman, A., Bell, E. (2007). Business Research Strategies. Oxford
University Press, Oxford. UK.

Buch, K., & Tolentino, A. (2006). Employee expectancies for six sigma
success. Leadership & Organization Development Journal, 27(1), 28-
37.

Bulach, C. R., Lunenburg, F. C., & Potter, L. (2012). Creating a culture for
high-performing schools: A comprehensive approach to school reform
and dropout prevention. Rowman & Littlefield.

Busanad, A. M. (2016). Implementing KM in a Public Organization: The
Case of the Dubai Police Force. Unpublished doctoral thesis,
University of Portsmouth.

264



Buschgens, T., Bausch, A., & Balkin, D. B. (2013). Organizational Culture
and Innovation: A  Meta-Analytic = Review. Journal of product
innovation management, 30(4), 763-781.

Byrne, B. M. (2010). Structural Equation Modeling with AMOS; Basic
Concepts, Application and  Programming. Routledge Taylor and
Francis Group New York.

Byrne, G., Lubowe, D., & Blitz, A. (2007). Using a Lean Six Sigma
approach to drive innovation. Strategy & Leadership, 35(2), 5-10.

Cable, J. (2010). Building an Innovation Culture. Industry Week, 259 (3), 32-
37.

Cacioppo, J. T., Semin, G. R., & Berntson, G. G. (2004). Realism,
instrumentalism, and scientific symbiosis: psychological theory as a
search for truth and the discovery of solutions. American Psychologist,
59(4), 214-223.

Cai, W., Liu, F., Xie, J., Liu, P.,, & Tuo, J. (2017). A tool for assessing the
energy demand and efficiency of machining systems: Energy
benchmarking. Energy, 138, 332-347.

Calantone, R. J., Cavusgil, S. T., & Zhao, Y. (2002). Learning orientation,
firm innovation capability, and firm performance. Industrial marketing
management, 31(6), 515-524.

Callahan, C. D., & Roberts, T. S. (2017). Performance Measurement and
Operations  Improvement Using Lean Six Sigma. In Practical
Psychology in Medical Rehabilitation (pp. 569-573). Springer, Cham.

Cameron, K. (1981). Construct space and subjectivity problems in
organizational effectiveness. Public Productivity Review, 105-121.

Cameron, K. S., & Quinn, R. E. (1999). Diagnosing and changing
organisational culture. Reading: Addison-Wesley.

Camgoz-Akdag, H. (2007). Total quality management through six sigma
benchmarking: A case  study. Benchmarking:  An  International
Journal, 14(2), 186-201.

Camp, R. C. (1989). Benchmarking: the search for industry best practices
that lead to superior performance. In Benchmarking: the search for

industry  best  practices that lead to  superior  performance.
ASQC/Quality Resources.

Campbell, J. P. (1982). Some Remarks from the Outgoing Editor. Journal of
Applied Psychology, 67(6), 691-700.

Carbonell, P., & Rodriguez-Escudero, A. 1. (2016). The individual and joint
effects of process control and process-based rewards on new product

265



performance and job satisfaction. BRQ Business Research
Quarterly, 19(1), 26-39.

Carmeli, A. (2005). The relationship between organizational culture and
withdrawal  intentions @ and  behavior. International ~ Journal  of
Manpower, 26(2), 177-195.

Carmona-Marquez, F. J., Leal-Millan, A. G., Vazquez-Sanchez, A. E., Leal-
Rodriguez, A. L., & Eldridge, S. (2016). TQM and business success:
do all the TQM drivers have the same relevance? An empirical study in
Spanish  firms. International  Journal  of  Quality &  Reliability
Management, 33(3), 361-379.

Carota, S., Corradini, F., Falcioni, D., Maggiulli, M. L., Marcantoni, F.,
Piangerelli, R. & Sergiacomi, A. (2012, September). FedCohesion:
federated identity management in the marche region. Paper presented
at International ~ Conference on  Electronic ~ Government and the
Information ~ Systems  Perspective (pp.  112-124).  Springer, Berlin,
Heidelberg.

Carr, A. S., & Smeltzer, L. R. (1999). The relationship among purchasing
benchmarking, strategic purchasing, firm performance, and firm
size. Journal of Supply Chain Management, 35(3), 51-60.

Carson, P., Lanier, P., Carson, K. & Birkenmeier, B. (2009). A historical
perspective on fad adoption and abandonment. Journal of Management
History, 5(6), 320-333.

Carton, R. B., & Hofer, C. W. (20006). Measuring organizational
performance: Metrics for entrepreneurship and strategic management
research. Edward Elgar Publishing.

Chadha, R. (2017). Value Through Continuous Improvement. FAIMA
Business & Management Journal, 5(1), 40.

Chakrabarty, A., & Chuan, T. K. (2007). The current state of six sigma
application 1in services. Managing Service Quality: An International
Journal, 17(2), 194-208.

Chakraborty, A., Mutingi, M., & Vashishth, A. (2019). Quality management
practices in SMEs: a comparative study between India and
Namibia. Benchmarking: An International Journal.

Chandler, G. N., Keller, C., & Lyon, D. W. (2000). Unraveling the
determinants and consequences of an inn  ovation-supportive

organizational culture. Entrepreneurship:  Theory and Practice, 25(1),
59-59.

Chang, S. J., Van Witteloostuijn, A., & Eden, L. (2010). From the editors:
Common method variance in international business research. Journal
of International Business Studies, 41(2), 178-184.

266



Cheah, J. H., Sarstedt, M., Ringle, C. M., Ramayah, T., & Ting, H. (2018).
Convergent validity assessment of formatively measured constructs in
PLS-SEM: On using single-item versus multi-item measures in

redundancy analyses. International Journal of Contemporary
Hospitality Management, 30(11), 3192-3210.

Chen, S. C., Chen, K. S., & Hsia, T. C. (2005). Promoting customer
satisfactions by applying six sigma: an example from the automobile
industry. The Quality Management Journal, 12(4), 21.

Chen, Z. (2018). Job satisfaction among frontline police officers in China:
the role of demographic, work-related, organizational and social
factors. Psychology, Crime & Law, 1-20.

Cheng, C. Y., & Chang, P. Y. (2012). Implementation of the Lean Six Sigma
framework in non-profit organisations: A case study. Total Quality
Management & Business Excellence, 23(3-4), 431-447.

Cheng, J. L. (2007). Six Sigma business strategy in Taiwan: an empirical
study. International  Journal  of  Six  Sigma  and  Competitive
Advantage, 3(1), 1-12.

Cheng, J. L. (2017). Empirical Study on the Recognition of Critical Factors
for Implementing Six Sigma in Taiwan. Business and Economic
Research, 7(2), 352-361.

Chiarini, A. (2013). Building a Six Sigma model for the Italian public
healthcare sector using grounded theory. International Journal of
Services and Operations Management, 14(4), 491-508.

Childe, S. J., Maull, R. S., & Bennett, J. (1994). Frameworks for
understanding  business process re-engineering. International  Journal
of Operations & Production Management, 14(12), 22-34.

Chin, W. W. (1998). The partial least squares approach to structural equation
modeling. Modern methods for business research, 295(2), 295-336.

Chin, W. W. (2010). How to write up and report PLS analyses. In Handbook
of partial least squares (pp. 655-690). Springer, Berlin, Heidelberg.

Choi, B., Kim, J., Leem, B. H., Lee, C. Y., & Hong, H. K. (2012). Empirical
analysis of the relationship between Six Sigma management activities
and corporate competitiveness: Focusing on Samsung Group in
Korea. International Journal of Operations & Production
Management, 32(5), 528-550.

Choi, C. W., Khajavy, G. H., Raddawi, R., & Giles, H. (2019). Perceptions
of  police-civilian  encounters: Intergroup  and  communication
dimensions in the United Arab Emirates and the USA. Journal of
International and Intercultural Communication, 12(1), 82-104.

267



Choi, S. B., & Williams, C. (2014). The impact of innovation intensity,
scope, and spillovers on sales growth in Chinese firms. Asia Pacific
Journal of Management, 31(1), 25-46.

Choi, T. Y. (1995). Conceptualizing continuous improvement: Implications
for organizational change. Omega, 23(6), 607-624.

Choo, A. S., Linderman, K. W., & Schroeder, R. G. (2007). Method and
context perspectives on learning and knowledge creation in quality
management. Journal of Operations Management, 25(4), 918-931.

Christensen, C. M. (2002). The rules of innovation. Technology
review, 105(5), 32-38.

Chu, D. C. (2017). Employment motivation and job-related satisfaction: a
comparison  of police  women’s perceptions in Dubai and
Taipei. Policing and Society, 1-15.

Chu, D. C., & Abdulla, M. M. (2014). Self-efficacy Beliefs and Preferred
Gender Role in Policing: An Examination of Policewomen’s
Perceptions in Dubai, the United Arab Emirates. British journal of
criminology, 54(3), 449-468.

Churchill, G. A. & Brown, T. J. (2001). Basic marketing research. Ohio:
South-Western

Clancy, K., & Gove, W. (1974). Sex differences in mental illness: An
analysis of response bias in self-reports. American  journal  of
Sociology, 80(1), 205-216.

Claver, E., Llopis, J., Garcia, D., & Molina, H. (1998). Organizational
culture for innovation and new technological behavior. The Journal of
High Technology Management Research, 9(1), 55-68.

Clemente, G. Z. 1. X. & Balmaseda, E. V. (2010). El Benchmarking
Aplicado a la Gestion de la Innovacion. Revista de Direccion y
Administracion de Empresas, Numero, 17, 33-46

Clifford, N., Cope, M., Gillespie, T., & French, S. (Eds.). (2016). Key
methods in geography. Sage.

Cockcroft, T., & Beattie, 1. (2009). Shifting cultures: managerialism and the
rise of “performance”. Policing: An International Journal of Police
Strategies & Management, 32(3), 526-540.

Codling, S. (1996). Best  practice  benchmarking:  An  international
perspective. Butterworth-Heinemann.

Codrai, R. (1990). The Seven Shaikhdoms: life in the Trucial States before
the federation of the United Arab Emirates. Stacey Intl.

268



Cohen, 1. M., Plecas, D. B., Begley, J., & Burk, K. (2015). An Assessment of
Surrey  RCMP's Continuous Improvement Team. University of the
Fraser Valley, Centre for Public Safety & Criminal Justice Research.

Cohen, 1. M., Plecas, D., McCormick, A., & Peters, A. (2014). Eliminating
Crime: The Seven Essential Principles of Police-based Crime
Reduction. University of the Fraser Valley, School of Criminology &
Criminal Justice, Centre for Public Safety & Criminal Justice Research.

Cohen, J. (1988). Statistical Power Analysis for the Behavioral Sciences.
Lawrence Erlbaum, Hillsale.

Cohen, J. (1992). A power primer. Psychological bulletin, 112(1), 155.

Cohen, J. (2013). Statistical power analysis for the behavioral sciences.
Routledge.

Cohen, M. D., Burkhart, R., Dosi, G., Egidi, M., Marengo, L., Warglien, M.,
& Winter, S. (1996). Routines and other recurring action patterns of
organizations: contemporary research issues. Industrial and corporate
change, 5(3), 653-698.

Coldren Jr, J. R, Huntoon, A., & Medaris, M. (2013). Introducing smart
policing: Foundations, principles, and practice. Police quarterly, 16(3),
275-286.

Collis, J., & Hussey, R. (2013). Business research: A practical guide for
undergraduate and postgraduate students. Palgrave Macmillan.

Compeau, D., Higgins, C. A., & Huff, S. (1999). Social cognitive theory and
individual  reactions to computing technology: A  longitudinal
study. MIS quarterly, 145-158.

Cooper, D. J., Ezzamel, M., & Qu, S. Q. (2017). Popularizing a management
accounting idea: The case of the balanced scorecard. Contemporary
Accounting Research, 34(2), 991-1025.

Cooper, K., Keif, M. G., & Macro, K. L. (2007). Lean printing: Pathway to
success. Printing Industries Press.

Coronado, R. B., & Antony, J. (2002). Critical success factors for the
successful implementation of six sigma projects in organisations. The
TOM magazine, 14(2), 92-99.

Corvellec, H. (Ed.). (2018). Stories of achievements: Narrative features of
organizational performance. Routledge.

Crandall, R. E. (2011). Three little words: inventory reduction programs
require alignment of technology, infrastructure and culture. Industrial
Engineer, 43(6), 42-48.

269



Creswell, J. W. (2013). Research design: Qualitative, quantitative, and
mixed methods approaches. Sage publications.

Creveling, C. M., Hambleton, L., & McCarthy, B. (2006). Six sigma for
marketing processes: an overview for marketing executives, leaders,
and managers. Pearson Education.

Creveling, C. M., Slutsky, J., & Antis, D. (2003). Design for Six Sigma in
technology and product development. Prentice Hall Professional.

Da Silva, I. B., Godinho Filho, M., Agostinho, O. L., & Junior, O. F. L.
(2019). A new Lean Six Sigma framework for improving
competitiveness. Acta Scientiarum. Technology, 41, €37327.

Dahlgaard, J. J., & Dahlgaard-Park, S. M. P. (1999). Integrating business
excellence and innovation management: Developing a culture for
innovation, creativity and learning. Total Quality Management, 10(4-
5), 465-472.

Dahlgaard, J. J., & Mi Dahlgaard-Park, S. (2006). Lean production, six
sigma quality, TQM and company -culture. The TOM magazine, 18(3),
263-281.

Dale, B. (2015). Total quality management. New York, NY: John Wiley &
Sons

Damanpour, F., & Gopalakrishnan, S. (2001). The dynamics of the adoption
of product and process innovations in organizations. Journal of
Management studies, 38(1), 45-65.

Damanpour, F., & Schneider, M. (2008). Characteristics of innovation and
innovation adoption in public organizations: Assessing the role of
managers. Journal of public administration research and theory, 19(3),
495-522.

Damanpour, F., Walker, R. M., & Avellaneda, C. N. (2009). Combinative
effects of innovation types and organizational performance: A
longitudinal study of service organizations. Journal of management
studies, 46(4), 650-675.

Daniel, S. J.,, & Reitsperger, W. D. (1991). Linking quality strategy with
management control systems: empirical evidence from Japanese
industry. Accounting, Organizations and Society, 16(7), 601-618.

Danneels, E. (2008). Organizational antecedents of  second-order
competences. Strategic Management Journal, 29(5), 519-543.

Darvish, H., & Nazari, E. A. (2013). Organizational Learning Culture-The
Missing Link between Innovative Culture and Innovations (Case
Study: Saderat Bank of Iran). Petroleum-Gas University of Ploiesti
Bulletin, Technical Series, 65(1), 1-16.

270



Dattakumar, R., & Jagadeesh, R. (2003). A review of literature on
benchmarking. Benchmarking:  An  International  Journal, 10(3), 176-
209.

David, W., & Fahey, L. (2000). Diagnosing cultural barriers to knowledge
management. The Academy of management executive, 14(4), 113-127.

Davies, A. J., & Kochhar, A. K. (1999). Why British companies don’t do
effective  benchmarking. Integrated ~Manufacturing  Systems, 10(1), 26-
32.

Davis, J. A. (1971). Elementary survey analysis. Prentice-Hall, Englewood.

Davis, R. C., Ortiz, C. W., Euler, S., & Kuykendall, L. (2015). Revisiting
“Measuring What Matters:” Developing a Suite of Standardized
Performance Measures for Policing. Police Quarterly, 18(4), 469-495.

Davison, L., & Al-Shaghana, K. (2007). The link between six sigma and
quality culture—an empirical study. Total Quality ~Management &
Business Excellence, 18(3), 249-265.

De Almeida, J. P. L., Galina, S. V. R., Grande, M. M. & Brum, D. G. (2017).
Lean  thinking: planning and implementation in the public
sector. International Journal of Lean Six Sigma, 8(4), 390-410.

De Brentani, U. (2001). Innovative versus incremental new business
services: different keys for achieving success. Journal of Product
Innovation Management, 18(3), 169-187.

De Brentani, U., & Kleinschmidt, E. J. (2004). Corporate culture and
commitment: impact on performance of international new product
development programs. Journal of product innovation

management, 21(5), 309-333.

De Brentani, U., Kleinschmidt, E. J., & Salomo, S. (2010). Success in global
new product development: Impact of strategy and the behavioral

environment of  the firm. Journal of  Product  Innovation
Management, 27(2), 143-160.

De Koning, H., & De Mast, J. (2006). A rational reconstruction of Six-
Sigma's breakthrough cookbook. International Journal of Quality &
Reliability Management, 23(7), 766-787.

De Maillard, J. D., & Savage, S. P. (2017). Policing as a performing art? The
contradictory nature of contemporary police performance
management. Criminology & Criminal Justice, (2017), 1-18.

De Maillard, J., & Savage, S. P. (2012). Comparing performance: the
development of police performance management in France and
Britain. Policing and society, 22(4), 363-383.

271



De Mast, J., & Lokkerbol, J. (2012). An analysis of the Six Sigma DMAIC
method from the perspective of problem solving. International Journal
of Production Economics, 139(2), 604-614.

De Oliveira Teixeira, E., & Werther Jr, W. B. (2013). Resilience: Continuous
renewal of competitive advantages. Business Horizons, 56(3), 333-342.

De Waal, A. A. D. (2010). Achieving high Performance in the Public Sector
What needs to be Done? Public Performance & Management Review,
34(1), 81-103.

Dean, J. W., & Bowen, D.E. (1994). Management theory and total quality:
improving research and practice through theory development. The
Academy of Management Journal, 19(3), 392-418.

Del Giorgio Solfa, F. (2012). Benchmarking Design: Multiplying the Impact
of Technical Assistance to MSMEs in Design and Product
Development. Paper presented at International Design Management
Research Conference, Boston, Estados Unidos.

Delias, P., & Delias, P. (2017). A positive deviance approach to eliminate

wastes in  business  processes: The case of a  public
organization. Industrial Management & Data Systems, 117(7), 1323-
1339.

Dembowski, F. L. (2013). The roles of benchmarking, best practices &
innovation in organizational effectiveness. International  Journal  of
Organizational Innovation (Online), 5(3), 6.

Deming, W. E. (1986). Out of the crisis. Massachusetts Institute of
Technology. Center  for  advanced  engineering  study,  Cambridge,
MA, 510, 419-425.

Deming, W. E., (1994). The New Economics for Industry, Government,
Education.  Massachusetts  Institute  of  Technology, Center for
Advanced Engineering Study, Cambridge, MA.

Demirkol, I. C., & Nalla, M. K. (2019). Police culture: An empirical
appraisal of the phenomenon. Criminology &  Criminal  Justice,
1748895818823832, 1-20

Denison, D. R. (1984). Bringing corporate culture to the bottom
line. Organizational dynamics, 13(2), 5-22.

Denison, D. R. (1990). Corporate Culture and Organizational Effectiveness.
John Wiley & Sons.

Desai, D. A., Antony, J., & Patel, M. B. (2012). An assessment of the critical
success  factors for Six  Sigma  implementation in  Indian

industries. International ~ Journal  of  productivity and  performance
management, 61(4), 426-444.

272



Desai, D., & Prajapati, B. N. (2017). Competitive advantage through Six
Sigma at plastic injection molded parts manufacturing unit: A case
study. International Journal of Lean Six Sigma, 8(4), 411-435.

Deshpande, R., Farley, J. U., & Webster Jr, F. E. (1993). Corporate culture,
customer orientation, and innovativeness in Japanese firms: a quadrad
analysis. The journal of Marketing, 23-37.

Dess, G. G., & Robinson, R. B. (1984). Measuring organizational
performance in the absence of objective measures: the case of the
privately-held  firm  and  conglomerate  business  unit. Strategic
management journal, 5(3), 265-273.

Detert, J. R., Schroeder, R. G., & Mauriel, J. J. (2000). A framework for
linking culture and improvement initiatives in organizations. Academy
of management Review, 25(4), 850-863.

Devece, C., Palacios-Marqués, D., Galindo-Martin, M. A, & Llopis-Albert,
C. (2017). Information Systems Strategy and its Relationship With
Innovation Differentiation and Organizational
Performance. Information Systems Management, 34(3), 250-264.

Devinney, T. M., Richard, P. J., Yip, G. S., & Johnson, G. (2005). Measuring
organizational performance in management research: a synthesis of
measurement challenges and approaches. Research paper, available at:
www. aimresearch. org.

Dhariwal, P., & Bhagchandani, M. (2013). Implementation of Six Sigma
Methodology in  Academics. International ~ Journal — of  Sustainable
Development and Green Economics, 2(1-2), 17-21.

Dickson, P. R. (1992). Toward a general theory of competitive
rationality. The Journal of Marketing, 69-83.

Didero, M., Gareis, K., Marques, P., & Ratzke, M. (2008). Differences in
innovation culture across Europe. Transformative Use of ICT in EU
Regions. Transform, Germany.

Dixon, J., & Kouzmin, A. (1994). The commercialization of the Australian
public sector: competence, elitism or default in management
education?. International Journal of Public Sector Management, 7(6),
52-73.

Dixon, J., Kouzmin, A., & Korac-Kakabadse, N. (1996). The
commercialization of the Australian public service and the
accountability of government: A question of boundaries. International
Journal of Public Sector Management, 9(5/6), 23-36.

Djellal, F., Gallouj, F., & Miles, I. (2013). Two decades of research on
innovation in services: Which place for public services?. Structural
Change and Economic Dynamics, 27, 98-117.

273



Dobni, C. B. (2008). Measuring innovation culture in organizations: The
development of a generalized innovation culture construct using
exploratory  factor  analysis. European  Journal  of  Innovation
Management, 11(4), 539-559.

Dobni, C. B. (2010). The relationship between an innovation orientation and

competitive strategy. International Journal of Innovation
Management, 14(02), 331-357.

Dobni, C. B., & Klassen, M. (2018). Linking Innovation Measurement to an
Implementation Framework: A Case Study of a Financial Services

Organization at the Front End of Innovation. Journal of Innovation
Management, 6(1), 80-110.

Does, R., van den Heuvel, E., De Mast, J., & Bisgaard, S. (2002). Comparing
nonmanufacturing with traditional applications of Six Sigma. Quality
Engineering, 15(1), 177-182.

Dombrowski, C., Kim, J. Y., Desouza, K. C., Braganza, A., Papagari, S.,
Baloh, P., &  Jha, S. (2007). Elements of  innovative
cultures. Knowledge and Process Management, 14(3), 190-202.

Donaldson, L. (2002). Damned by our own theories: Contradictions between
theories and  management  education. Academy  of  Management
Learning & Education, 1(1), 96-106.

Donate, M. J., & Guadamillas, F. (2011). Organizational factors to support
knowledge  management and innovation. Journal = of  Knowledge
Management, 15(6), 890-914.

Donetto, S., Pierri, P., Tsianakas, V., & Robert, G. (2015). Experience-based
co-design and healthcare improvement: realizing participatory design
in the public sector. The Design Journal, 18(2), 227-248.

Doolen, T. L., Van Aken, E. M., Farris, J. A., Worley, J. M., & Huwe, J.
(2008). Kaizen events and organizational performance: a field
study. International ~ Journal  of  Productivity =~ and  Performance
Management, 57(8), 637-658.

Doss, D. A. (2014). The capability maturity model as a criminal justice
process  improvement  paradigm.  Unpublished  doctoral  thesis,
University of South Africa.

Doss, D. A., Guo, C., & Lee, J. Y. (2011). The business of criminal justice: A
guide for theory and practice. CRC Press.

Doss, D. A., McElreath, D., Henley, R., Goza, R., Lusk, G., & Gokaraju, B.
(2017). Process improvement and total quality management for justice
system organizations. Congratulations!, 34.

274



Dougherty, D. (1997). Winning through innovation: a practical guide to
leading organizational change and renewal. MIT Sloan Management
Review, 38(3), 103.

Douglas, A., Douglas, J., & Ochieng, J. (2015). Lean Six Sigma
implementation in East Africa: findings from a pilot study. The TOM
Journal, 27(6), 772-780.

Drew, S. A. (1997). From knowledge to action: the impact of benchmarking
on organizational performance. Long range planning, 30(3), 427-441.

Drucker, P. F. (1999). Knowledge-worker productivity: The biggest
challenge. California management review, 41(2), 79-94.

Dubai  Government Excellence Programme DGEP (2017).  Winners.
Retrieved from: http://www.dgep.gov.ae/

Dubai Police (2017). Our Strategy. Retrieved from:
https://www.dubaipolice.gov.ae/wps/portal/home/aboutus/ourstrategy

Dubai Pulse (2018). Data Views. Retrived from:
https://www.dubaipulse.gov.ae/

Dubai Statistics Centre (2016). Security and justice reports. Retrieved from:
https://www.dsc.gov.ae/en-us/Themes/Pages/Security-and-
justice.aspx?Theme=39#DSC_Tabl

Dubey, R., Gunasekaran, A., Childe, S. J., Papadopoulos, T., Hazen, B.,
Giannakis, M., & Roubaud, D. (2017). Examining the effect of external
pressures and  organizational culture on  shaping performance
measurement systems (PMS) for sustainability benchmarking: Some

empirical findings. International Journal of Production
Economics, 193, 63-76.

Dulaimi, M., & Ellahham, S. (2016). Using Lean management to leverage
innovation in healthcare projects: case study of a public hospital in the
UAE. BMJ Innovations.

Easterby-Smith, M., Thorpe, R. & Jackson, P.R. (2008). Management
Research. Thousand Oaks, CA: Sage.

Eckes, G. (2001). Making Six Sigma last: managing the balance between
cultural and technical change. John Wiley and Sons.

Ee Shuang, L. (2012). Implementation of 7 QC Tools by using Kaizen
approach  for SME  manufacturing industry. Unpunlished doctoral
thesis, Universiti Malaysia Pahang.

EFQM. (2018). EFQOM Global Excellence Award 2018. Retrieved from
http://www.efgm.org/what-we-do/efgm-global-excellence-award-2018

275



Efron, B., & Tibshirani, R. J. (1993). An Introduction to the Bootstrap. Boca
Raton, Chapman & Hall. New York.

Eggers, W. D., & Singh, S. K. (2009). The Public Innovator's Playbook:
Nurturing bold ideas in government. Ash Institute, Harvard Kennedy
School.

Elias, A. A., & Davis, D. (2018). Analysing public sector continuous
improvement: a systems approach. International Journal of Public
Sector Management, 31(1), 2-13

Ellahham, S. (2016). Position Paper Exploring the Role of Lean
Methodology asa Tool for Performance Improvement in Healthcare
Projects: An Ethnographic Case Study in UAE. Journal of Medical and
Dental Science Research, 3(8), 15-24.

Ellahham, S., Aljabbari, S., Mananghaya, T. H., Raji, S. J., & Al Zubaidi, A.
(2015). Reducing door to-balloon-time for acute ST -elevation
myocardial infarction in  primary percutaneous intervention:
transformation using robust performance improvement. BMJ  Open

Quality, 4(1), u207849-w3309.

Elmuti, D. (1998). The perceived impact of the benchmarking process on
organizational  effectiveness. Production — and  Inventory — Management
Journal, 39(3), 6.

Elmuti, D., & Kathawala, Y. (1997). The benchmarking process: assessing
its value and limitations. Industrial ~ Management-Chicago  Then
Atlanta-, 39, 12-19.

Elnaghi, M., Alshawi, S. N., Kamal, M. M., Weerakkody, V., & Irani, Z.
(2018). Exploring the role of a government authority in managing
transformation in  service re-engineering—Experiences from Dubai
police. Government Information Quarterly.

Elnathan, D., Lin, T. W., & Young, S. M. (1996). Benchmarking and
management accounting: A  framework for research. Journal of
Management Accounting Research, 8, 37-54.

Elzinga, D. J., Horak, T., Lee, C. Y., & Bruner, C. (1995). Business process
management:  survey and  methodology. IEEE  transactions  on
engineering management, 42(2), 119-128.

Emery, F. E., & Trist, E. L. (1965). The causal texture of organizational
environments. Human relations, 18(1), 21-32.

Eng, T. Y. (2011). Six Sigma: Insights from organizational innovativeness
and market orientation. International Journal of Quality & Reliability
Management, 28(3), 252-262.

276



Engel, R. S., & Calnon, J. M. (2004). Comparing benchmark methodologies
for police-citizen contacts: Traffic stop data collection for the
Pennsylvania State Police. Police Quarterly, 7(1), 97-125.

Epstein, M. J., & Yuthas, K. (2017). Measuring and Improving Social
Impacts: a guide for nonprofits, companies and Impact investors.
Routledge.

Eriksson, H. (2016). Outcome of quality management practices: Differences
among public and private, manufacturing and service, SME and large
organisations. International ~ Journal  of  Quality = &  Reliability
Management, 33(9), 1394-1405.

Eriksson, H., & Garvare, R. (2005). Organisational performance
improvement through quality award process
participation. International ~ Journal of  Quality & Reliability
Management, 22(9), 894-912.

Ernst, H. (2001). Corporate culture and innovative performance of the firm.
In Management of Engineering and Technology, 2001. PICMET'0I.
Portland International Conference on (pp. 532-535). IEEE.

Erwin, J., & Douglas, P. C. (2000). It's not difficult to change company
culture. Supervision, 61(11), 6-11.

Eterno, J. A., & Silverman, E. B. (2012). The crime numbers game:
Management by manipulation. CRC Press.

Eurostat, 2012. Final consumption expenditures of general government at
currentprices, percent of GDP, and general government gross fixed
capital formationfor EU-27. [online] Available at:
epp.eurostat.ec.europa.eu (accessed 05 June 2018)

Evangelista, R., & Vezzani, A. (2010). The economic impact of
technological and organizational innovations. A firm-level
analysis. Research Policy, 39(10), 1253-1263.

Eyrich, H. G. (1991). Benchmarking to become the best of
breed. Manufacturing Systems, 9(4), 40-47.

Fahlevi, H. (2015). The application of benchmarking in public sector—
Lessons from Germany. Jurnal Ilmiah Administrasi Publik, 1(1).

Fakhimi, M., Stergioulas, L. K., & Mustafee, N. (2017, December).
Modelling for sustainable development using the triple-bottom line:
Methods, challenges and the need for hybrid M&S. Paper presented
at Simulation Conference (WSC), 2017 Winter (pp. 632-643). IEEE.

Falk, R. F., & Miller, N. B. (1992). A primer for soft modeling. University of
Akron Press.

277



Farouk, S., Abu Elanain, H. M., Obeidat, S. M., & Al-Nahyan, M. (2016).
HRM practices and organizational performance in the UAE banking
sector: The mediating role of organizational innovation. International
Journal of Productivity and Performance Management, 65(6), 773-
791.

Farris, J. A. (2006). An empirical investigation of kaizen event effectiveness:
outcomes and critical success factors. Unpublished doctoral thesis,
State University.

Farris, J. A., Van Aken, E. M., Doolen, T. L., & Worley, J. (2008). Learning
from less successful Kaizen events: a case study. Engineering
Management Journal, 20(3), 10-20.

Farris, J. A., Van Aken, E. M., Doolen, T. L., & Worley, J. (2009). Critical
success factors for human resource outcomes in Kaizen events: An

empirical study. International Journal of Production
Economics, 117(1), 42-65.

Faul, F., Erdfelder, E., Buchner, A., & Lang, A. G. (2009). Statistical power
analyses using G* Power 3.1: Tests for correlation and regression
analyses. Behavior research methods, 41(4), 1149-1160.

Faul, F., Erdfelder, E., Lang, A. G., & Buchner, A. (2007). G* Power 3: A
flexible statistical power analysis program for the social, behavioral,
and biomedical sciences. Behavior research methods, 39(2), 175-191.

Fernandes, V. (2012). (Re) discovering the PLS approach in management
science. M@ n(@ gement, 15(1), 101-123.

Ferraresi, A. A., Quandt, C. O., dos Santos, S. A., & Frega, J. R. (2012).
Knowledge  management and  strategic  orientation:  leveraging
innovativeness and performance. Journal of knowledge
management, 16(5), 688-701.

Fielding, N., & Innes, M. (2006). Reassurance policing, community policing
and measuring police performance. Policing & Society, 16(02), 127-
145.

Fink, A. (1995). The survey handbook. Thousand Oaks, CA: Sage
Publications.

Finkler, S. A., Smith, D. L. & Calabrese, T. D. (2019). Financial
management for public, health, and not-for-profit organizations. CQ
Press.

FitzGerald, M., Joseph, 1., Qureshi, T., & Hough, M. (2013). Policing for
London. Willan.

Fletcher, L. (2010). Six Sigma improves fleet operations. Government Fleet.
[online] Available at: http://www.government-

278



fleet.com/Article/Story/2010/03/Six-Sigma-ImprovesFleet-
Operations/Page/2.aspx?prestitial=1 (accessed 16 April 2018).

Flynn, B. B., Schroeder, R. G., & Sakakibara, S. (1995). The impact of
quality —management practices on performance and competitive
advantage. Decision sciences, 26(5), 659-691.

Folaron, J., Morgan, C. J. P. & Co. (2003) The Evolution of Six Sigma. Six
242 Sigma Forum Magazine, 2 (4), 38-44

Fong, S., Cheng, E. & Ho, D. (2008). Benchmarking: A general reading for
management practitioners. Management Decision, 36(6), 407-418.

Forbes, D. P. (1998). Measuring the unmeasurable: Empirical studies of
nonprofit organization effectiveness from 1977 to 1997. Nonprofit and
voluntary sector quarterly, 27(2), 183-202.

Fornell, C., & Larcker, D. F. (1981). Evaluating structural equation models
with  unobservable variables and measurement error. Journal of
marketing research, 18(1). 39-50.

Francis, G., & Holloway, J. (2007). What have we learned? Themes from the
literature on  best-practice  benchmarking. International — Journal  of
Management Reviews, 9(3), 171-189.

Frost, F. A., & Pringle, A. (1993). Benchmarking or the Search for Industry
Best-Practice: A Survey of the Western  Australian  Public
Sector. Australian Journal of Public Administration, 52(1), 1-11.

Fryer, K. J., Antony, J., & Douglas, A. (2007). Critical success factors of
continuous improvement in the public sector: a literature review and
some key findings. The TOM Magazine, 19(5), 497-517.

Fuglsang, L., & Sorensen, F. (2011). The balance between bricolage and
innovation: Management dilemmas in sustainable public
innovation. The service industries journal, 31(4), 581-595.

Fujimoto, T. (1999). The evolution of a manufacturing system at Toyota.
Oxford university press.

Fukuda, K. J. (2010). Japanese-style = management  transferred:  the
experience of East Asia. Routledge.

Furlan, A., & Vinelli, A. (2018). Unpacking the coexistence between
improvement and innovation in world-class manufacturing: A dynamic
capability approach. Technological Forecasting and Social Change.

Galende, J. (2006). Analysis of technological innovation from business
economics and management. Technovation, 26(3), 300-311.

279



Galindo, M. A., & Méndez, M. T. (2014). Entrepreneurship, economic
growth, and innovation: Are feedback effects at work?. Journal of
Business Research, 67(5), 825-829.

Galli, B. J. (2018). Effective Decision-Making in Project Based
Environments: A Reflection of Best Practices. International Journal of
Applied Industrial Engineering (IJAIE), 5(1), 50-62.

Galli, B. J. (2019). Why Are There So Many Different Continuous
Improvement Models?: A Reflection of Practice. International Journal
of Applied Logistics (IJAL), 9(1), 73-91.

Gallouj, F., & Zanfei, A. (2013). Innovation in public services: Filling a gap
in the literature. Structural change and economic dynamics, 27, 89-97.

Gandotra, N. K. (2010). Innovation culture for sustainable competitive
advantage. Asia  Pacific =~ Journal  of  Research in  Business
Management, 1(2), 51-59.

Garcia-Navarro, J., Ramirez, F. J., & Ruiz-Ortega, M. J. (2019). Using
Action Research to Implement an Operating Efficiency Initiative in a
Local Government. Systemic Practice and Action Research,32(1), 39-
62.

Garcia, E. E. F. (2015). 4 study of the uniqueness of lean methodologies
when applied to public service organizations. The University of Texas
at San Antonio.

Garcia, J., Maldonado, A. A., Alvarado, A., & Rivera, D. G. (2014). Human
critical success factors for kaizen and its impacts in industrial

performance. The International Journal of Advanced Manufacturing
Technology, 70(9-12), 2187-2198.

Garcia, J., Rivera, D., & Iniesta, A. (2013). Critical success factors for
Kaizen implementation in manufacturing industries in

Mexico. International Journal of Advanced Manufacturing
Technology, 68 (1-4), 537-545

Garengo, P., & Bititci, U. (2007). Towards a contingency approach to
performance = measurement: an  empirical  study in  Scottish
SMEs. International Journal of Operations & Production
Management, 27(8), 802-825.

Garson, G. D. (2016). Partial Least Squares: Regression and Structural
Equation Models. Statistical Associates Blue Book Series.

Gavrea, C., Ilies, L., & Stegerean, R. (2011). Determinants of organizational
performance: The case of Romania. Management <& Marketing, 6(2),
285.

Gaynor, G. (2002). Innovation by design: what it takes to keep your company
on the cutting edge. Amacom.

280



George, M. L., & George, M. (2003). Lean six sigma for service (p. 273).
New York, NY: McGraw-Hill.

Gerrish, E., & Spreen, T. L. (2017). Does Benchmarking Encourage
Improvement or Convergence? Evaluating North Carolina’s Fiscal
Benchmarking Tool. Journal of Public Administration Research and
Theory, 27(4), 596-614.

Ghadge, A., Kaklamanou, M., Choudhary, S., & Bourlakis, M. (2017).
Implementing environmental practices within the Greek dairy supply
chain: Drivers and barriers for SMEs. Industrial Management & Data
Systems, 117(9), 1995-2014.

Gierczak-Korzeniowska, B., & Golembski, G. (2017). Benchmarking in the
process of creating a culture of innovation in hotel companies
1. Economics and Business Review, 3(2), 101.

Gijo, E. V., Antony, J., Hernandez, J., & Scaria, J. (2013). Reducing patient
waiting time in a pathology department using the Six Sigma
methodology. Leadership in Health Services, 26(4), 253-267.

Glover, W. J., Farris, J. A.,, & Van Aken, E. M. (2014). Kaizen events:
Assessing the existing literature and convergence of
practices. Engineering Management Journal, 26(1), 39-61.

Glover, W. J., Farris, J. A., & Van Aken, E. M. (2015). The relationship

between continuous improvement and rapid improvement
sustainability. Infernational ~ Journal —of Production  Research, 53(13),
4068-4086.

Glover, W. J., Farris, J. A.,, Van Aken, E. M., & Doolen, T. L. (2011).
Critical success factors for the sustainability of Kaizen event human
resource outcomes: An empirical study. International Journal of
Production Economics, 132(2), 197-213.

Glover, W. J., Liu, W. H., Farris, J. A.,, & Van Aken, E. M. (2013).
Characteristics of established kaizen event programs: an empirical
study. International Journal of Operations & Production
Management, 33(9), 1166-1201.

Goetsch, D. L., & Davis, S. B. (1997). Introduction to total quality. New
Jersy, Prentice Hall.

Goftnett, S. P. (2004). Understanding Six Sigma: implications for industry
and education. Journal of Industrial Technology, 20(4), 1-10.

Goh, T. N. (2002). The role of statistical design of experiments in six sigma:
perspectives of a practitioner. Quality Engineering, 14(4), 659-671.

Goh, T. N., & Xie, M. (2004). Improving on the six sigma paradigm. The
TOM Magazine, 16(4), 235-240.

281



Gold, A. H., Malhotra, A., & Segars, A. H. (2001). Knowledge management:
An organizational capabilities perspective. Journal of management
information systems, 18(1), 185-214.

Gomes, J., & Romao, M. (2017, April). Balanced Scorecard: Today’s
Challenges. Paper presented at World Conference on Information
Systems and Technologies (pp. 648-657). Springer, Cham.

Gong, Y., Baker, T., & Miner, A. S. (2006). Capabilities and Routines in
New Organizations: Evidence from the Field. Unpublished Paper.

Good, P. (2013). Permutation tests: a practical guide to resampling methods
for testing hypotheses. Springer Science & Business Media.

Gorantiwar, V. S., & Shrivastava, R. L. (2014). Identification of critical
success factors for quality-productivity —management approach in
different industries. International Journal of Productivity and Quality
Management, 14(1), 66-106.

Gorby, D. M. (2013). The failure of traditional measures of police

performance and the rise of broader measures of
performance. Policing: A Journal of Policy and Practice, 7(4), 392-
400.

Gottfredson, M., Puryear, R., & Phillips, S. (2005). Strategic sourcing: from
periphery to the core. Harvard business review, 8§3(2), 132-9.

Gove, W. R., & Geerken, M. R. (1977). Response bias in surveys of mental
health: An empirical investigation. American Journal of
Sociology, 82(6), 1289-1317.

Governement.ae (2018). Innovation. Retrieved from:
https://www.government.ae/en/about-the-uae/the-uae-
government/government-of-future/innovation-in-the-uae#steps-and-
1nitiatives-to-encourage-innovation-in-the-uae-

Government.ae (2019). The local governments of the seven emirates.
Retrieved from: https://www.government.ae/en/about-the-uae/the-uae-
government/the-local-governments-of-the-seven-emirates

Gowen, C. R., & Tallon, W. J. (2005). Effect of technological intensity on
the relationships among Six Sigma design, -electronic-business, and
competitive advantage: A dynamic capabilities model study. The
Jjournal of high technology management research, 16(1), 59-87.

Grant, R. M. (1991). The resource-based theory of competitive advantage:
implications for strategy formulation. California management
review, 33(3), 114-135.

Greatbatch, D., & Clark, T. (2005). Management speak: Why we listen to
what management gurus tell us. Psychology Press.

282



Greener, I. (2019). Performance management that works? Improving public
services by making wuse of intrinsic motivation. Social Policy &
Administration, 53(1), 99-112.

Guaderrama, A. I. M., Arroyo, J. C., & Monge, L. V. (2016). Intrafirm
knowledge transfer: analysis of precursor variables in a lean-kaizen
environment. Nova Scientia, 8(17), 462-491.

Gudmundson, D., Tower, C. B., & Hartman, E. A. (2003). Innovation in
small businesses: Culture and ownership structure do matter. Journal
of Developmental entrepreneurship, 8(1), 1.

Guilfoyle, S. (2015). Binary comparisons and police performance
measurement: Good or bad?. Policing: A Journal of Policy and
Practice, 9(2), 195-209.

Gumusluoglu, L., & Ilsev, A. (2009). Transformational leadership, creativity,
and organizational innovation. Journal of business research, 62(4),
461-473.

Gunawan, H., & Karimah, H. (2017). The Six Sigma Approach for the
Development of Accounting Information System Performance. Journal
of Applied Accounting and Taxation, 2(1), 15-21.

Gunday, G., Ulusoy, G., Kilic, K., & Alpkan, L. (2011). Effects of
innovation types on firm performance. International  Journal  of
production economics, 133(2), 662-676.

Gupta, G., Tan, K. T. L., Ee, Y. S., & Phang, C. S. C. (2018). Resource-
Based View of Information Systems: Sustainable and Transient
Competitive Advantage Perspectives. Australasian Journal of
Information Systems, 22.

Gurd, B., & Gao, T. (2007). Lives in the balance: an analysis of the balanced
scorecard (BSC) in healthcare organizations. International Journal of
Productivity and Performance Management, 57(1), 6-21.

Giirlek, M., & Tuna, M. (2018). Reinforcing competitive advantage through
green  organizational culture and green innovation. The  Service
Industries Journal, 38(7-8), 467-491.

Gustafsson, A., & Johnson, M. D. (2004). Determining attribute importance
in a service satisfaction model. Journal of Service Research,7(2), 124-
141.

Guthrie, L. A., & Seybert, J. A. (2017). Benchmarking in Community
Colleges. Handbook on Measurement, Assessment, and Evaluation in
Higher Education, 100.

Gutierrez, D. M., Scavarda, L. F., Fiorencio, L., & Martins, R. A. (2015).
Evolution of the performance measurement system in the Logistics

283



Department of a broadcasting company: An action
research. International Journal of Production Economics, 160, 1-12.

Gutierrez, G. L. J., Llorens-Montes, F. J., & Bustinza Sanchez, O. F. (2009).
Six sigma: from a goal-theoretic perspective to shared-vision
development. International ~ Journal  of  Operations &  Production
Management, 29(2), 151-169.

Habidin, N. F. (2012). Structural analysis and tool for lean six sigma,
strategic control systems and organizational  performance.
Unpublished doctoral thesis, Universiti Teknologi Malaysia.

Habidin, N. F., & Yusof, S. M. (2012). Relationship between lean six sigma,
environmental management systems, and organizational performance
in the Malaysian automotive industry. International  Journal  of

Automotive Technology, 13(7), 1119.

Habidin, N. F., Hashim, S., Fuzi, N. M., & Salleh, M. 1. (2018). Total
productive maintenance, kaizen event, and performance. International
Journal of Quality & Reliability Management, 35(9), 1853-1867.

Habidin, N. F., Yusof, S. M. & Fuzi, N. M. (2016). Lean Six Sigma, strategic
control systems, and organizational performance for automotive
suppliers. International Journal of Lean Six Sigma, 7(2), 110-135.

Hackman, J., & Wageman, R. (1995). Total Quality Management: empirical,
conceptual, and practical issues. Administrative Science Quarterly, 40,
309-342.

Hahn, G. J., Hill, W. J., Hoerl, R. W., & Zinkgraf, S. A. (1999). The impact
of Six Sigma improvement—a glimpse into the future of statistics. The
American Statistician, 53(3), 208-215.

Hair, J. F., Anderson, R. E. Babin, B. J, & Black, W. C.
(2010). Multivariate data analysis: A global perspective. Upper Saddle
River, NJ: Pearson.

Hair, J. F., Black, W. C., Babin, B. J., Andersen, R. E., & Tatham, R. (2006).
Mutilvariate data analysis (6th ed.). Upper Saddle River, N J: Pearson
Prentice Hall.

Hair, J. F., Black, W. C., Babin, B. J., Andersen, R. E., & Tatham, R. (2010).
Mutilvariate data analysis (7th ed.). Upper Saddle River, NJ: Pearson
Prentice Hall.

Hair, J. F., Hult, G. T. M., Ringle, C., & Sarstedt, M. (2014). 4 primer on
partial least squares structural equation modeling (PLS-SEM). Sage
Publications.

Hair, J. F., Ringle, C. M., & Sarstedt, M. (2011). PLS-SEM: Indeed a Silver
Bullet. Journal of Marketing Theory and Practice, 19(2), 139-151.

284



Hair, J. F., Sarstedt, M., Ringle, C. M., & Mena, J. A. (2012). An assessment
of the wuse of partial least squares structural equation modeling in
marketing  research. Journal  of  the  academy  of  marketing
science, 40(3), 414-433.

Halachmi, A. (2002). Performance measurement, accountability, and

improved performance. Public Performance & Management
Review, 25(4), 370-374.

Halim, H. A., Ahmad, N. H., Ramayah, T., Hanifah, H., Taghizadeh, S. K.,
& Mohamad, M. N. (2015). Towards an Innovation Culture: Enhancing
Innovative Performance of Malaysian SMEs. Academic Journal of
Interdisciplinary Studies, 4(2), 85.

Hall, M. (2004). An empirical investigation of the relationship between
strategic performance measurement systems, role clarity, psychological
empowerment and work outcomes. The University of Melbourne,
VIC, 3010.

Hall, R. (1993). A framework linking intangible resources and capabiliites to
sustainable competitive advantage. Strategic management
Jjournal, 14(8), 607-618.

Ham, J., Lee, J. N., Kim, D., & Choi, B. (2015). Open Innovation Maturity
Model for the Government: An Open System Perspective.

Hamel, G. (1998). Bringing Silicon Valley inside. Harvard Business
Review, 77(5), 70-84.

Hammer, M. (1996). Beyond reengineering: how the process-centered
organization is changing our lives. HarperBusiness, New York, NY, 44.

Hammer, M. (2002). Process management and the future of Six Sigma. MIT
Sloan management review, 43(2), 26.

Hamrol, A. (2018). A new Ilook at some aspects of maintenance and
improvement of production processes. Management and Production
Engineering Review, 9 (1), 34-43

Hanifah, H., Halim, H. A., Ahmad, N. H., & Vafaci-Zadeh, A. (2017).
Innovation Culture as a Mediator Between Specific Human Capital and
Innovation Performance Among Bumiputera SMEs in Malaysia.
In Handbook of Research on Small and Medium Enterprises in
Developing Countries (pp. 261-279). IGI Global

Hansen, D., Xpertise, D. H., Jorgensen, C. R., & Lilja, J. (2017a). How daily
operational meetings can support transformation to a lean improvement
culture. In EUROMA 2017: Inspiring Operations Management.

Hansen, J. M., McDonald, R. E., & Mitchell, R. K. (2017b). Marketing
Benchmarking,  Triangulated  Isomorphism, and Firm  Strategy.

285



In Creating  Marketing Magic and Innovative Future Marketing
Trends (pp. 533-543). Springer, Cham.

Hanson, P., & Voss, C. (1995). Benchmarking best practice in European
manufacturing sites. Business Process Re-engineering & Management
Journal, 1(1), 60-74.

Harif, M. A. A. M., Hoe, C. H.,, & Abidin, S. Z. (2012). The benchmarking
techniques in human resource management: A case study in business
organization. Benchmarking, 2(1), 1-17.

Harkema, S. (2003). A complex adaptive perspective on learning within
innovation projects. The Learning Organization, 10(6), 340-346.

Harrington, H. J. (1995). Continuous versus breakthrough improvement:
finding the right answer. Business  Process  Re-engineering &
Management Journal, 1(3), 31-49.

Harrington, H. J., Gupta, P., & Voehl, F. (2009). The Six Sigma Green Belt
Handbook. Paton Professional.

Harry, M. J.  (1998). Six Sigma: a breakthrough strategy for
profitability. Quality progress, 31(5), 60.

Harry, M., & Linsenmann, D. R. (2007). The Six Sigma Fieldbook: How
DuPont  Successfully  Implemented the Six Sigma  Breakthrough
Management Strategy. Crown Business.

Harry, M., Mann, P. S., De Hodgins, O. C., Hulbert, R. L., & Lacke, C. J.
(2010). The practitioner's guide to statistics and lean Six Sigma for
process improvements. John Wiley & Sons.

Hartley, J. (2005). Innovation in governance and public services: Past and
present. Public money and management, 25(1), 27-34.

Hartley, J. (2011). Public Value through Innovation and Improvement. In J.
Benington and M. Moore (eds.), Public Value: Theory and Practice.
Basingstoke: Palgrave, 171- 184.

Hashi, 1., & Stojcic, N. (2010). The impact of innovation activities on firm
performance using a multi-stage model: Evidence from the Community
Innovation Survey 4.

Hashim, R., Yusoff, R. Z., & Mat, R. C. (2012a). Benchmarking Process and
Its Relationship with Organizational Performance. The Asian Journal
of Technology Management, 1(1), 23-35.

Hashim, S., Zubir, A. F. M., Conding, J., Jaya, N. A. S. L., & Habidin, N. F.
(2012b). Kaizen Event and Innovation Performance in Malaysian
Automotive Industry. Business Management and Strategy, 3(2), 11.

286



Hayes, A. F. (2013). Introduction to mediation, moderation, and conditional
process analysis: A regression-based approach. Guiford Press

Hayes, A. F., & Preacher, K. J. (2014). Statistical mediation analysis with a
multicategorical independent variable. British Journal of Mathematical
and Statistical Psychology, 67(3), 451-470.

Hayes, A. F., Preacher, K. J., & Myers, T. A. (2011). Mediation and the
estimation of  indirect effects in  political communication
research. Sourcebook for political communication research: Methods,
measures, and analytical techniques, 23, 434-465.

Hayes, R. H., Pisano, G. P., Upton, D. M., & Wheelwright, S. C. (2005).
Operations. Strategy and Technology: Pursuing the Competitive Edge,
New York.

Hayler, R., & Nichols, M. (2007). Six sigma for financial services: how
leading companies are driving results using lean, six sigma, and
process management. McGraw Hill Professional.

He, Z., Deng, Y., Zhang, M., Zu, X., & Antony, J. (2017). An empirical
investigation of the relationship between Six Sigma practices and
organisational  innovation. Total ~ Quality ~ Management &  Business
Excellence, 28(5-6), 459-480.

Henderson, K. M., & Evans, J. R. (2000). Successful implementation of six
sigma: benchmarking General Electric Company. Benchmarking: An
International Journal, 7(4), 260-282.

Henrique, D. B. (2018). Sustaining lean thinking in healthcare: case studies.
Unpublished Doctoral thesis, Federal University of Sao Carlos, Brazil.

Henseler, J., Ringle, C. M., & Sarstedt, M. (2015). A new criterion for
assessing discriminant validity in variance-based structural equation
modeling. Journal of the academy of marketing science,43(1), 115-
135.

Henseler, J., Ringle, C. M., & Sinkovics, R. R. (2009). The Use of Partial
Least Squares Path Modeling in International Marketing. Advances in
International Marketing, 20(1), 277-320.

Hernandez, V. L. (2017). Lean Six Sigma in a University Service
Environment:  Distinct  Perspectives  of Lean  Implementation in
Brownfield and Greenfield Projects. Unpublished doctoral thesis, The
University of Texas at San Antonio, Texas

Higgins, K. T. (2006). State of food manufacturing: the quest for continuous
improvement. Food Eng, 78(9), 61-68.

Higuchi, Y., Nam, V. H., & Sonobe, T. (2015). Sustained impacts of Kaizen
training. Journal of Economic Behavior & Organization, 120, 189-206.

287



Hilton, R., Balla, M., & Sohal, A. S. (2008). Factors critical to the success of
a Six-Sigma quality program in an Australian hospital. Total Quality
Management, 19(9), 887-902.

Hirschel, H. L. (2012). Balanced Scorecard yields better results in
continuous process improvement cultures. Golden Gate University.

Hodgson, L., Farrell, C. M., & Connolly, M. (2007). Improving UK public
services: A review of the evidence. Public Administration, 85(2), 355-
382.

Hoerl, R. W. (1998). Six Sigma and the future of the quality
profession. IEEE Engineering Management Review, 26, 87-94.

Hofer, C., Eroglu, C., & Hofer, A. R. (2012). The effect of lean production
on financial performance: The mediating role of inventory
leanness. International Journal of Production Economics, 138(2), 242-
253.

Hofstede, G. (2001). Culture's consequences: Comparing values, behaviors,
institutions and organizations across nations. Sage publications.

Hofsteds, G.  (1980). Culture’s  consequences.  Beverly  Hills, Sage
Publications.

Hogan, S. J.,, & Coote, L. V. (2014). Organizational culture, innovation, and
performance: A test of Schein's model. Journal of Business
Research, 67(8), 1609-1621.

Homaid, A. A., Minai, M. S., & Rahman, H. A. (2015). TQM and
performance linkage in the microfinance institutions: The mediating
role of IT capability. Asian Social Science, 11(21), 213.

Hong, J. F., Easterby-Smith, M., & Snell, R. S. (2006). Transferring
organizational  learning  systems to  Japanese  subsidiaries  in
China. Journal of Management Studies, 43(5), 1027-1058.

Hood, C. (1995). The “New Public Management” in the 1980s: variations on
a theme. Accounting, organizations and society, 20(2-3), 93-1009.

Hook, M., & Stehn, L. (2008). Applicability of lean principles and practices
in industrialized housing production. Construction Management and
Economics, 26(10), 1091-1100.

Horibe, F. (2016). Creating the innovation culture: Leveraging visionaries,
dissenters, and other useful troublemakers in your organization.
VisionArts Inc.

Houston, D. (2008). Rethinking quality and improvement in higher
education. Quality Assurance in Education, 16(1), 61-79.

288



Huang, P. L., Lee, B. C., & Chen, C. C. (2017). The influence of service
quality on customer satisfaction and loyalty in B2B technology service
industry. Total Quality Management & Business Excellence, 1-17.

Hult, G. T. M., Hurley, R. F., & Knight, G. A. (2004). Innovativeness: Its
antecedents and impact on business performance. Industrial marketing
management, 33(5), 429-438.

Hunt, P., Hunter, S. B., & Levan, D. (2017). Continuous quality
improvement in substance abuse treatment facilities: How much does it
cost?. Journal of substance abuse treatment, 77, 133-140.

Hurley, R. F. (1995). Group culture and its effect on innovative
productivity. Journal of Engineering and Technology
Management, 12(1-2), 57-75.

Hurley, R. F., & Hult, G. T. M. (1998). Innovation, market orientation, and
organizational learning: an integration and empirical examination. 7he
Journal of marketing, 42-54.

Hwang, G. H, Lee, K. C., & Seo, Y. W. (2017). How does Six Sigma
influence creativity and corporate performance through exploration and
exploitation?. Total Quality Management & Business Excellence, 1-17.

Hwang, G. H.,, Lee, K. C., & Seo, Y. W. (2018). How does Six Sigma
influence creativity and corporate performance through exploration and
exploitation?. Total Quality Management & Business
Excellence, 29(13-14), 1668-1684.

Hyland, P. W., Milia, L. D., & Terry, R. S. (2004). CI tools and technique:
are there any difference between firms?. Proceedings 5th CINet
Conference, Sydney, Australia.

Hyland, P., & Beckett, R. (2002). Learning to compete: the value of internal
benchmarking. Benchmarking: — An  International  Journal, 9(3), 293-
304.

lacobucci, D. & Churchill, G. (2010). Marketing Research Methodological
Foundations (10" ed). Canada, South-Western, Cengage Learning.

Imai, M. (1986). Kaizen. New York: Random House Business Division.

Imai, M. (1989). Kaizen: the key to competitive advantage. CECSA, Mexico
(in Spanish), 103, 23.

Imai, M. (1997). Gemba Kaizen: A commonsense, low-cost approach to
management. McGraw Hill Professional.

Improta, G., Cesarelli, M., Montuori, P., Santillo, L. C., & Triassi, M.
(2018). Reducing the risk of healthcare-associated infections through
Lean Six Sigma: The case of the medicine areas at the Federico II

289



University Hospital in Naples (Italy). Journal of evaluation in clinical
practice, 24(2), 338-346.

Ingle, S., & Roe, W. (2001). Six sigma black belt implementation. The TOM
Magazine, 13(4), 273-280.

Inyang, B. J., & Egor, F. E. (2017). The relevance of strategic analysis and
control in managing corporate organizations to gain competitive
advantage. The Business & Management Review, 9(2), 253-253.

Irani, Z., Beskese, A., & Love, P. E. D. (2004). Total quality management
and corporate culture: constructs of organisational
excellence. Technovation, 24(8), 643-650.

Isaksen, S. G., & Akkermans, H. J. (2011). Creative climate: A leadership
lever for innovation. The Journal of Creative Behavior, 45(3), 161-187.

Iselin, E., Sands, J, & Mia, L. (2009). Multi-perspective performance
reporting, continuous improvement and organisational performance.
Paper presented at the 2009 Accounting and Finance Association of
Australia and New Zealand (AFAANZ) conference, Adelaide,
Australia.

ISO (2011). ISO 13053-1: Quantitative Methods in Process Improvement —
Six Sigma — Part 1. DMAIC Methodology. International Standards
Organization, Geneva

Iwao, S. (2017). Revisiting the existing notion of continuous improvement
(Kaizen): literature review and field research of Toyota from a
perspective  of innovation. Evolutionary and Institutional Economics
Review, 1-31.

Jabnoun, N., & Sedrani, K. (2005). TQM, culture, and performance in UAE
manufacturing firms. Quality management journal, 12(4), 8-20.

Jackson, M., & Sloane, A. (2003). Modelling information and
communication technology in business: A case study in electronic data
interchange  (EDI). Business Process Management Journal, 9(1), 81-
113.

Jacobs, B. W., Swink, M., & Linderman, K. (2015). Performance effects of
early and late Six Sigma adoptions. Journal of  Operations
Management, 36, 244-257.

Jaques, M., & Povey, B. (2007). Assessing the changing role, attitudes and
knowledge of UK business advisors to the benefits of benchmarking
and benchmarking tools. Benchmarking: An International
Journal, 14(5), 639-661.

Jarrar, Y. F., & Zairiy M. (2001). Future trends in benchmarking for
competitive advantage: a global survey. Total quality
management, 12(7-8), 906-912.

290



Jasti, N. V. K., & Kodali, R. (2015). Lean production: literature review and
trends. International Journal of Production Research, 53(3), 867-885.

Jimenez-Jimenez, D., & Sanz-Valle, R. (2011). Innovation, organizational
learning, and performance. Journal of business research, 64(4), 408-
417.

Johannessen, J. A., Olaisen, J.,, & Olsen, B. (1999). Strategic Use of
Information Technology for Increased Innovation and Performance.
Information Management and Computer Security, 7(1), 5-22.

Johanson, U., Skoog, M., Backlund, A., & Almgqvist, R. (2006). Balancing
dilemmas of the balanced scorecard. Accounting,  Auditing &
Accountability Journal, 19(6), 842-857.

Johanudin, L., Khairil, A. B., Noorsa, R. J., Muhammad, S. Z., & Noraslinda,
M. S. (2017). Six Sigma and the Malaysian Hotel Industry. Journal of
Tourism and Hospitality, 6(6).

Johari, J., Mohd Shamsudin, F., Fee Yean, T., Yahya, K. K., & Adnan, Z.
(2019). Job characteristics, employee well-being, and job performance
of public sector employees in Malaysia. International Journal of
Public Sector Management, 32(1), 102-119.

John, G. & Reve, T. (1982). The reliability and validity of key informant data
from a dyadic relationship. Journal of Marketing Research, 19, 517-
524.

Jones, K. (2019). United Arab Emirates. ArtdsiaPacific Almanac, 14, 178.

Joo, S. J., Nixon, D., & Stoeberl, P. A. (2011). Benchmarking with data
envelopment analysis: a return on asset perspective. Benchmarking: An
International Journal, 18(4), 529-542.

Juergensen, T. (2000). Continuous improvement: Mindsets, capability,
process, tools and results. The Juergensen Consulting Group Inc.,
Indianapolis.

Julyan, L. (2011). The balanced scorecard as a performance measurement
tool for the South Africa government's upgrading of informal
settlements programme. Unpublished doctoral thesis, University of
South Africa,

Junita, A., Erlina, E. A., & Abdullah, S. (2018). The Effect of Budget
Variances on the Local Government Budget Changes with Legislature
Size as Moderator. Academic Journal of Economic Studies,4(1), 162-
173.

Just, W. P. (2008). Information needs and uses of Thai nurses: A national
sample survey. Unpublished doctoral thesis, The University of North
Carolina, Chapel Hill.

291



Kanji, G. K., & Moura, P. (2008). Performance measurement and business
excellence: The reinforcing link for the public sector. Quality control
and applied statistics, 53(3), 293-298.

Kaplan, R. S., & Norton, D. P. (1992). The balanced scorecard + measures
that drive Performance. Harvard Business Review, January-February,
70-79.

Kaplan, R. S., & Norton, D. P. (2005). The balanced scorecard: measures
that drive performance. Harvard business review, 83(7), 172.

Kaplinsky, R. (1995). Technique and system: The spread of Japanese
management techniques to developing countries. World
Development, 23(1), 57-71.

Karabulut, A. T. (2015). Effects of Innovation Strategy on Firm
Performance: A Study Conducted on Manufacturing Firms in
Turkey. Procedia-Social and Behavioral Sciences, 195, 1338-1347.

Kariuki, S. N., & Ochiri, G. (2017). Strategic succession planning strategies
on organizational productivity: A case of Githunguri Dairy
Cooperative  Society. International ~ Academic  Journal of  Human
Resource and Business Administration, 2(3), 179-200.

Karkoszka, T., & Szewieczek, D. (2007). Risk of the processes in the aspect
of quality, natural environment and occupational safety. Journal of
Achievements in Materials and Manufacturing Engineering, 20(1-2),
539-542.

Karlsson, C. (Ed.). (2016). Research Methods for Operations Management.
Routledge.

Karmakar, A., & Sahib, U. (2017). SMART DUBAI: Accelerating
Innovation and Leapfrogging E-Democracy. In E-Democracy  for
Smart Cities (pp. 197-257). Springer, Singapore.

Karra, E. D., & Papadopoulos, D. L. (2005). Measuring performance of
Theagenion Hospital of Thessaloniki, Greece through a balanced
scorecard. Operational Research, 5(2), 289-304.

Kasraei, A., Shami, A., Nazeri, M., & Zadsaleh, M. (2015). Assess The
Impact Of Innovation On Organizational Performance In Tavanir
Company. International Journal of Academic Research, 7.

Kaye, M., & Anderson, R. (1999). Continuous improvement: the ten
essential  criteria. International  Journal of Quality &  Reliability
Management, 16(5), 485-509.

Kaynak, H. (2003). The relationship between total quality management

practices and their effects on firm performance. Journal of operations
management, 21(4), 405-435.

292



Kearney, R. (2018). Public sector performance: management, motivation,
and measurement. Routledge.

Kennedy, W. R., Amacher, A. G., & McLaughlin, G. C. (2017). Dubai-The
Epicenter of Modern Innovation: A Guide to Implementing Innovation
Strategies. CRC Press.

Kenney, M., & Florida, R. L. (1993). Beyond mass production. Oxford
University Press.

Keohane, G. L. (2013).Social entrepreneurship for the 2Ist century:
Innovation across the nonprofit, private, and public sectors. New
York: McGraw-Hill.

Kerandi, D., Nyaoga, R., Bosire, R., & Nyambega, E. (2014). A survey of
performance improvement through benchmarking in commercial banks
in Kenya: The managers’ perception and experience. International
Journal of Business and Economics Research, 3(1), 6-14.

Kerlinger, F. N. & Lee, H. B. (2000). Foundations of behavioral research.
Harcourt College Publishers

Khaidir, N. A., Habidin, N. F., Ali, N., Shazali, N. A., & Jamaluddin, N. H.
(2013). Six Sigma practices and organizational performance in
Malaysian  healthcare  industry. IOSR  Journal of Business and
Management, 6(5), 29-37.

Khandekar, A. S., & Sulakhe, V. N. (2014). SIX SIGMA-THE REVIVAL
OF TQM. International  Journal of Mechanical Engineering and
Robotics Research, 3(1), 50-58.

Khayum, H. M. O. (2015). Kaizen: Potentiality in Utilization of Human
Prospects to Achieve Continuous Improvement in the Quality of
Higher  Education. Int. J.  of  Multidisciplinary =~ and  Current
research, 3(6), 1223-1229.

Khazanchi, S., Lewis, M. W., & Boyer, K. K. (2007). Innovation-supportive
culture:  The impact of  organizational values on  process
innovation. Journal of Operations Management, 25(4), 871-884.

Kiatcharoenpol, T., Ruekkasaem, L., Prajogo, D. I., & Laosirihongthong, T.
(2011,  September).  Six-Sigma™  implementation: ~ Resource-Based
View perspective. Paper presented at Industrial Engineering and
Engineering Management (IE&EM), 2011 IEEE 18Th International
Conference on (pp. 1056-1060). IEEE.

Kiedrowski, J. S., Petrunik, M., Macdonald, T., & Melchers, R.
(2014). Canadian police board views on the use of police performance
metrics. Law Enforcement and Policing Branch, Public Safety Canada.

293



Kieser, A., & Koch, U. (2008). Bounded rationality and organizational
learning based on rule changes. Management Learning, 39(3), 329-
347.

Kim, P. S. (2000). Administrative reform in the Korean central government:
A case study of the Dae Jung Kim administration. Public Performance
& Management Review, 145-160.

Kim, S. (2005). Individual-level factors and organizational performance in
government organizations. Journal of public administration research
and theory, 15(2), 245-261.

Kirkman, B. L., & Shapiro, D. L. (2001). The impact of cultural values on
job satisfaction and organizational commitment in self-managing work
teams: The mediating role of employee resistance. Academy of
Management journal, 44(3), 557-569.

Kissack, H. C., & Callahan, J. L. (2010). The reciprocal influence of
organizational culture and training and development programs:
Building the case for a culture analysis within program
planning. Journal of European Industrial Training, 34(4), 365-380.

Kleinschmidt, E. J., De Brentani, U., & Salomo, S. (2007). Performance of
global new  product development programs: a  resource-based
view. Journal of Product Innovation Management, 24(5), 419-441.

Kline, R. B. (1998). Principles and Practice of Structural Equation Modeling.
New York: The Guilford Press.

Kline, R. B. (2010). Principles and Practice of Structural Equation
Modeling. New York: The Guilford Press.

Knapp, S. (2015). Lean Six Sigma implementation and organizational
culture. International journal of health care quality assurance, 28(8),
855-863.

Knight, J. (2011). Education hubs: A fad, a brand, an innovation?. Journal of
Studies in International Education, 15(3), 221-240.

Knights, D. & McCabe, D. (2006). A bridge too far?: Consistent quality
initiatives in financial services. The TOM Magazine, 8(5), 51-55.

Kono, T. (1982). Japanese management philosophy: can it be
exported?. Long Range Planning, 15(3), 90-102.

Kopelman, R. E., Brief, A. P., & Guzzo, R. A. (1990). The role of climate
and culture in productivity. Organizational climate and culture, 282,
318.

Kotter, J. (2012). Corporate culture and performance. =~ New York: Free
press.

294



Kouzmin, A., Loffler, E., Klages, H., & Korac-Kakabadse, N. (1999).
Benchmarking and performance measurement in public sectors:
towards learning for agency effectiveness. International Journal of
Public Sector Management, 12(2), 121-144.

Kovacevic, M., Jovicic, M., Djapan, M., & Zivanovic-Macuzic, [. (2016).
Lean  Thinking in  Healthcare: Review  of  Implementation
Results. International Journal for Quality Research, 10(1).

Kovach, J. V., Curiel, V., Franklin York, A., Bogard, S., & Revere, L.
(2017). Enhancing Information Sharing in Family Drug Courts: A Lean
Six Sigma Case Study.Juvenile and Family Court Journal, 68(3), 27-
41.

Krejcie, R. V., & Morgan, D. W. (1970). Determining sample size for
research activities. Educational and psychological ~measurement, 30(3),
607-610.

Krishnakumar, S. (2017). Organization Culture on Innovation:
Understanding  the Influence wusing its Variables. FIIB  Business
Review, 6(3), 61-70.

Kuhlmann, S., & Jéikel, T. (2013). Competing, collaborating or controlling?
Comparing  benchmarking in  European local government. Public
Money & Management, 33(4), 269-276.

Kumar, B. (2012). Theory of Planned Behaviour Approach to Understand
the Purchasing Behaviour  for  Environmentally Sustainable
Products (No.  WP2012-12-08).  Indian  Institute =~ of Management
Ahmedabad, Research and Publication Department.

Kumar, M., Antony, J., & Douglas, A. (2009). Does size matter for Six
Sigma implementation? Findings from the survey in UK SMEs. The
TOM journal, 21(6), 623-635.

Kumar, N., Stern, L. W., & Anderson, J. C. (1993). Conducting
interorganizational — research using key informants. Academy of
Management Journal, 36(6), 1633-1652.

Kumar, P. V. (2018). A Study on Benchmarking Practices in Marketing-A
Drive to Achieve Organizational Excellence. International Journal of
Engineering Technology Science and Research IJETSR, 5 (1), 567-570

Kumar, S., & Chandra, C. (2001). Enhancing the effectiveness of
benchmarking in manufacturing organizations. Industrial Management
& Data Systems, 101(2), 80-89.

Kumar, S., & Sosnoski, M. (2009). Using DMAIC Six Sigma to
systematically improve shopfloor production quality and
costs. International ~ Journal  of  Productivity — and  Performance
Management, 58(3), 254-273.

295



Kumar, S., Dhingra, A. K., & Singh, B. (2017). Implementation of the lean-
kaizen approach in fastener industries using the data envelopment
analysis. Facta  Universitatis, Series: Mechanical Engineering, 15(1),
145-161.

Kumar, S., Dhingra, A., & Singh, B. (2018). Lean-Kaizen implementation: A
roadmap for identifying continuous improvement opportunities in
Indian small and medium sized enterprise. Journal of Engineering,
Design and Technology, 16(1), 143-160.

Kumaravadivel, A., & Natarajan, U. (2013). Application of six-sigma
DMAIC methodology to sand-casting process with response surface
methodology. The International Journal of Advanced Manufacturing
Technology, 69(5-8), 1403-1420.

Kung, H., & Schmid, L. (2015). Innovation, growth, and asset prices. The
Journal of Finance, 70(3), 1001-1037.

Kunisch, S. (2017). Benchmarking Corporate Headquarters-Instrumental, but
not Strategic? Comments on  Young (1998). Long  Range
Planning, 50(1), 30-32.

Kuo, T., & Tsai, G. Y. (2017). The effects of employee perceived
organisational culture on performance: the moderating effects of

management  maturity. Total  Quality = Management &  Business
Excellence, 1-17.

Kuratko, D. F., & Welsch, H. P. (2003). Strategic entrepreneurial growth.
Recording for the Blind & Dyslexic.

Kuvvetli, U., & Firuzan, A. R. (2017). Applying Six Sigma in urban public
transportation to reduce traffic accidents involving municipality
buses. Total Quality Management & Business Excellence, 1-26.

Kwak, H., Dierenfeldt, R., & McNeeley, S. (2019). The code of the street
and cooperation with the police: Do codes of violence, procedural
injustice, and police ineffectiveness discourage reporting violent
victimization to the police?. Journal of Criminal Justice, 60, 25-34.

Kwak, Y. H., & Anbari, F. T. (2006). Benefits, obstacles, and future of six
sigma approach. Technovation, 26(5), 708-715.

Kwak, Y., & Anbari, F. (2004). Success Factors in Managing Six Sigma
Projects. Paper presented at Project Management Institute Research
Conference.

Kyriakidou, O., & Gore, J. (2005). Learning by example: Benchmarking
organizational culture in  hospitality, tourism and leisure
SMEs. Benchmarking: An International Journal, 12(3), 192-206.

296



Laegreid, P., Roness, P. G., & Verhoest, K. (2011). Explaining the
innovative culture and activities of state agencies. Organization
Studies, 32(10), 1321-1347.

Lamberth, J. (2008). Traffic Stop Analysis Project of the Sacramento Police
Department: Final Report for the Sacramento Police Department.
West Chester, PA: Lamberth Consulting.

Landa, A. (2009). Critical success factors and permanence for Kaizen events.
Sinnco, 1-20 (In Spanish).

Lane, D. M. (2011). Online Statistics Education: Interpreting Non-
Significant Results. In M. Lovric (Ed.), International Encyclopedia of
Statistical ~ Science (pp. 386-388). New York: Springer Heidelberg
Dordrecht

Lapsley, I., & Skerbak, P. (2012). Why the public sector matters. Financial
Accountability & Management, 28(4), 355-358.

Laraia, A. C., Moody, P. E., & Hall, R. W. (1999). The kaizen blitz:
accelerating  breakthroughs in productivity and performance. John
Wiley & Sons.

Larsson, C., Strand, M., & Persson, A. (2017). Communicating continuous
improvement in  manufacturing companies: Divergencies between
current practice and theory. In PMAA-Performance  Measurement
Association Australasia 2017, Dunedin.

Laureani, A., & Antony, J. (2018). Leadership—a critical success factor for
the effective implementation of Lean Six Sigma. Total Quality
Management & Business Excellence, 29(5-6), 502-523.

Laureani, A., Brady, M., & Antony, J. (2013). Applications of lean six sigma
in an Irish hospital. Leadership in Health Services, 26(4), 322-337.

Lawson, B., Cousins, P. D., Handfield, R. B., & Petersen, K. J. (2009).
Strategic  purchasing, supply management practices and buyer
performance improvement: an empirical study of UK manufacturing

organisations. International  Journal of Production Research, 47(10),
2649-2667.

Leal-Rodriguez, A. L., Eldridge, S., Roldan, J. L., Leal-Millan, A. G., &
Ortega-Gutiérrez, J. (2015). Organizational unlearning, innovation
outcomes, and performance: The moderating effect of firm
size. Journal of Business Research, 68(4), 803-809.

LeBrasseur, R., Whissell, R., & Ojha, A. (2002). Organisational learning,
transformational leadership and implementation of continuous quality

improvement in Canadian hospitals. Australian journal of
Management, 27(2), 141-162.

297



Lee-Mortimer, A. (2006). Six Sigma: a vital improvement approach when
applied to the right problems, in the right environment. Assembly
Automation, 26(1), 10-17.

Lee, K., Woo, H. G., & Joshi, K. (2017a). Pro-innovation culture,
ambidexterity and new product development performance: Polynomial

regression and response surface analysis. European = Management
Journal, 35(2), 249-260.

Lee, R. G., & Dale, B. G. (1998). Business process management: a review
and evaluation. Business process management journal, 4(3), 214-225.

Lee, S., Brownlee, E., Kim, Y., & Lee, S. (2017b). Ticket sales outsourcing
performance measures using balanced scorecard and analytic hierarchy
process combined model. Sport Marketing Quarterly, 26(2), 110.

Leedy, P., & Ormrod, J. (2005). Practical research: Planning and design.
Upper Saddle River, NJ: Prentice Hall.

Legrand, T., & Bronitt, S. (2012). Policing to a different beat: Measuring
police performance. In Policing and Security in Practice (pp. 1-19).
Palgrave Macmillan UK.

Lehnert, M., Linhart, A., & Roglinger, M. (2016). Value-based process
project portfolio management: integrated planning of BPM capability
development and process improvement. Business Research, 9(2), 377-
419.

Lendel, V., & Varmus, M. (2011). Creation and implementation of the
innovation strategy in the enterprise. Economics and management, 16,
819-825.

Lensink, R., Mersland, R., Vu, N. T. H., & Zamore, S. (2018). Do
microfinance institutions  benefit from integrating financial and
nonfinancial services?. Applied Economics, 50(21), 2386-2401.

Leticia Santos-Vijande, M., Gonzalez-Mieres, C., & Angel Lopez-Sanchez,
J. (2013). An assessment of innovativeness in KIBS: Implications on

KIBS'co-creation culture, innovation capability, and
performance. Journal of Business <& Industrial Marketing, 28(2), 86-
102.

Lewis, B. R., Templeton, G. F., & Byrd, T. A. (2005). A methodology for
construct development in  MIS research. European  Journal  of
Information Systems, 14(4), 388-400.

Liker, J. K. (2004). The Toyota Way: Fourteen Management Secrets from the
World's Greatest Manufacturer. McGraw-Hill

Lin, Y. C, & Liu, F. C. (2012). A cross-level analysis of organizational
creativity climate and perceived innovation: The mediating effect of

298



work motivation. European Journal of Innovation Management, 15(1),
55-76.

Lindberg, P., & Berger, A. (1997). Continuous improvement: design,
organisation and management. International Journal of Technology
Management, 14(1), 86-101.

Lindell, M. K., & Whitney, D. J. (2001). Accounting for common method
variance in  cross-sectional research  designs. Journal of applied
psychology, 86(1), 114.

Linderman, K., Schroeder, R. G., & Choo, A. S. (2006). Six Sigma: the role
of  goals in improvement teams. Journal of  Operations
Management, 24(6), 779-790.

Linderman, K., Schroeder, R. G., Zaheer, S., & Choo, A. S. (2003). Six
Sigma: a goal-theoretic perspective. Journal of  Operations
management, 21(2), 193-203.

Liu, W. H., Asio, S., Cross, J.,, Glover, W. J., & Van Aken, E. (2015).
Understanding  team  mental models  affecting Kaizen  event
success. Team Performance Management, 21(7/8), 361-385.

Llorens-Montes, J. F., & Molina, L. M. (2006). Six Sigma and management
theory: processes, content and effectiveness. Total Quality
Management and Business Excellence, 17(04), 485-506.

Longbottom, D. (2000). Benchmarking in the UK: an empirical study of
practitioners and academics. Benchmarking: An International
Journal, 7(2), 98-117.

Losane, L. (2013). Innovation Culture—Determinant of  Firms’
Sustainability. International Journal of Social, Education, Economics
and Management Engineering, 7(10), 1483-1488.

Love, E. G., & Cebon, P. (2008). Meanings on Multiple Levels: The
Influence of Field-Level and Organizational-Level Meaning Systems
on Diffusion. Journal of Management Studies, 45(2), 239-267.

Lu, D., Betts, A., & Croom, S. (2011). Re-investigating business excellence:
Values, measures and a framework. Total Quality Management &
Business Excellence, 22(12), 1263-1276.

Lu, J., Laux, C., & Antony, J. (2017). Lean Six Sigma leadership in higher
education  institutions. International  Journal  of  Productivity = and
Performance Management, 66(5), 638-650.

Lucertini, M., Nicolo, F., & Telmon, D. (1995). Integration of benchmarking
and benchmarking of integration. International Journal of Production
Economics, 38(1), 59-71.

299



Lukas, B. A., Whitwell, G. J., & Heide, J. B. (2013). Why do customers get
more than they need? How organizational culture shapes product
capability decisions. Journal of Marketing, 77(1), 1-12.

Lukes, M., & Stephan, U. (2017). Measuring employee innovation: a review
of existing scales and the development of the innovative behavior and
innovation support inventories across cultures. International Journal of
Entrepreneurial Behavior & Research, 23(1), 136-158.

Luo, X., Hong, T., Chen, Y., & Piette, M. A. (2017). Electric load shape
benchmarking for small-and medium-sized commercial
buildings. Applied Energy, 204, 715-725.

Luoma-aho, V., Vos, M., Lappalainen, R., Lamsa, A. M., Uusitalo, O.,
Maaranen, P., & Koski, A. (2012). Added value of intangibles for
organizational  innovation. Human  Technology: An  Interdisciplinary
Journal on Humans in ICT Environments.

Lyons, R. K., Chatman, J. A., & Joyce, C. K. (2007). Innovation in services:
Corporate  culture and investment banking. California management
review, 50(1), 174-191.

M’itonga, M. (2017). Evaluation of Benchmarking Contribution to Overall
Organization Development: Case of Bamburi Cement Limited Athi-
River Branch. Social And Basic Sciences Research Review, 5(1), 01-10

Macdonald, J. (1995). Together TQM and BPR are winners. The TQOM
Magazine, 7(3), 21-25.

Macinati, M. S. (2008). The relationship between quality management
systems and organizational performance in the Italian National Health
Service. Health policy, 85(2), 228-2

Mackay, A. (2005). 4 practitioner's Guide to the balanced scorecard.
Chartered Institute of Management Accountants.

MacKinnon, D. P., Lockwood, C. M., & Williams, J. (2004). Confidence
limits for the indirect effect: Distribution of the product and resampling
methods. Multivariate behavioral research, 39(1), 99-128.

Macpherson, W. G., Lockhart, J. C., Kavan, H., & laquinto, A. L. (2015).
Kaizen: a  Japanese  philosophy and system  for  business
excellence. Journal of Business Strategy, 36(5), 3-9.

Madsen, D. ., Slatten, K., & Johanson, D. (2017). The emergence and
evolution of benchmarking: a management fashion
perspective. Benchmarking: An International Journal, 24(3), 775-805.

Madu C. N., Kuei, C. H., & Jacob, R. A. (1996). An empirical assessment of

the influence of quality dimensions on organizational
performance. International ~ journal  of  production  research, 34(7),
1943-1962.

300



Mafini, C., & Pooe, D. R. 1. (2013). Performance measurement in a South
African government social services department: a Balanced Scorecard
approach. Mediterranean Journal of Social Sciences, 4(14), 23.

Magd, H. A. (2008). Understanding benchmarking in  Egyptian
organizations: an empirical analysis. Benchmarking: An International
Journal, 15(6), 742-764.

Magutu, P. O. (2011). A survey of benchmarking practices in higher
education in Kenya: the case of public universities. IBIMA Business
Review.

Maiga, A. S., & Jacobs, F. A. (2004). The association between benchmarking
and organizational performance: an empirical
investigation. Managerial Finance, 30(8), 13-33.

Maire, J. L., Bronet, V., & Pillet, M. (2005). A typology of “best practices”
for a  benchmarking  process. Benchmarking:  An  International
Journal, 12(1), 45-60.

Makadok, R., (2001). Toward a synthesis of the resource-based and
dynamic-capability views of rent creation. Strategic Management
Journal, 22 (5), 387—401.

Malhotra, N. K., Hall, J.,, Shaw, M., & Oppenheim, P. (2006). Marketing
research: An applied application. Frenches Forest: Prentice Hall

Malik, M. E.; Danish, R. Q., & Munir, Y. (2011). Employee’s Turnover
Intentions: Is this HR Failure or Employee’s better employment
opportunity. Paper presented at International Conference on
Innovation, Management and Service, 14, 326-331

Malik, R., Knapman, R., Mann, R., & Director, C. O. E. R. (2018). Rapid
benchmarking at Fonterra using the TRADE best practice
benchmarking  methodology. = COER  Research  Report.  [online]
Available at: http://blog.bpir.com/wp-content/uploads/2018/03/Rapid-
Benchmarking-at-Fonterra_Final.pdf [Accessed 6 Jun. 2018].

Malik, S. A., Li-bin, L. U., Ye-zhuang, T., & Xiao-lin, S. U. N. (2007,
August). Continuous improvement practices in Asian developing
countries a comparative analysis between Chinese &  Pakistani
manufacturing Industry. Paper presented at Management Science and
Engineering, 2007. ICMSE 2007. International Conference on (pp.
692-697). IEEE.

Mann, R. (2015). Expert point of view note the history of benchmarking and
its role in inspiration. Journal of Inspiration Economy, 2(2), 131-143.

Mann, R., Adebanjo, O., & Kehoe, D. (1998). Best practices in the food and
drinks industry. Benchmarking  for Quality Management &
Technology, 5(3), 184-199.

301



Manville, G., Greatbanks, R., Krishnasamy, R., & Parker, D. W. (2012).
Critical success factors for Lean Six Sigma programmes: a view from
middle management. International Journal of Quality & Reliability
Management, 29(1), 7-20.

Marash, S. A., Berman, P. D., & Flynn, M. (2004). Fusion management:
harnessing the power of Six Sigma, Lean, ISO 9001: 2000, Malcolm
Baldrige, TOM and other quality breakthroughs of the past century.
Qsu Publishing Company.

March, J. G., & Sutton, R. L. (1997). Crossroads—organizational
performance as a dependent variable. Organization science, 8(6), 698-
706.

Mark, E. S., Richard, T., & Andy, L. (2002). Management research: An
introduction. London: Sage Publication

Maroofi, F., Mahdiun, S. H., & Taghsimi, J. (2016). Identifying the
Mediating Impact of Innovation Culture on the Work Satisfaction
between Strategic Human Resource Management and
Possession. Journal of Asian Scientific Research, 6(5), 88-94.

Maroofi, F., Nazaripour, M., & Maaznezhad, S. (2012). Links Between
Organizational Culture and Six Sigma Practices. International Journal

of Academic Research in Accounting, Finance and Management
Sciences, 2(4), 83-101.

Martin-de Castro, G., Delgado-Verde, M., Navas-Lopez, J. E., & Cruz-
Gonzalez, J. (2013). The moderating role of innovation culture in the

relationship between knowledge assets and product
innovation. Technological Forecasting and Social Change, 80(2), 351-
363.

Martin, J., Peeters, A., Honisett, S., Mavoa, H., Swinburn, B., & de Silva-
Sanigorski, A. (2014). Benchmarking government action for obesity
prevention—an innovative advocacy  strategy. Obesity research &
clinical practice, 8(4), e388-¢398.

Martins, C., Oliveira, T., & Popovi¢, A. (2014). Understanding the Internet
banking adoption: A wunified theory of acceptance and wuse of
technology and perceived risk application. International Journal of
Information Management, 34(1), 1-13.

Martins, E. C., & Terblanche, F. (2003a). Building organisational culture that
stimulates creativity and innovation. European journal of innovation
management, 6(1), 64-74.

Martins, E. C., & Terblanche, F. (2003b). Building organisational culture
that stimulates creativity and innovation. European  journal  of
innovation management, 6(1), 64-74.

302



Marwa, S., & Zairi, M. (2008). A pragmatic approach to conducting a
successful benchmarking expedition: case of Dubai Holding Group
(DHG). The TOM Journal, 20(1), 59-67.

Massa, S., & Testa, S. (2004). Innovation or imitation? Benchmarking: a
knowledge-management process to innovate services. Benchmarking:
An International Journal, 11(6), 610-620.

Massheder, K., & Finch, E. (1998). Benchmarking methodologies applied to
UK facilities management. Facilities, 16(3/4), 99-106.

Matinaro, V., & Liu, Y. (2017). Towards increased innovativeness and
sustainability through organizational culture: A case study of a Finnish
construction business. Journal of cleaner production, 142, 3184-3193.

Mattanah, J. F., Hancock, G. R., & Brand, B. L. (2004). Parental Attachment,
Separation-Individuation, and  College  Student  Adjustment: A
Structural  Equation Analysis of Mediational Effects. Journal of
Counseling Psychology, 51(2), 213.

Mayne, J. W. (2017). Monitoring performance in the public sector: Future
directions from international experience. Routledge.

McAdam, R., & Saulters, R. (2000). Quality measurement frameworks in the
public sector. Total Quality Management, 11(4-6), 652-656.

McAdam, R., Stevenson, P., & Armstrong, G. (2000). Innovative change
management in  SMEs: beyond continuous improvement. Logistics
Information Management, 13(3), 138-149.

McAteer, M., & Stephens, A. (2013). New development: The role of
benchmarking in supporting improvement in local government—
Scottish and Welsh practitioners' perspectives. Public  Money &
Management, 33(4), 281-284.

McCracken, M. J., Mcllwain, T. F., & Fottler, M. D. (2001). Measuring
organizational performance in the hospital industry: an exploratory
comparison of objective and subjective methods. Health Services
Management Research, 14(4), 211-219.

McDonald, J. (2008). Getting serious about  public service
imnnovation. Canadian Government Executive, 14.

McElreath, D. H., Doss, D. A., Jensen, C., Wigginton, M., Nations, R., Van
Slyke, J.,, & Nations, J. (2014). Foundations of emergency
management. Dubuque, IA: Kendall-Hunt Publishing.

McGaughey, R. E. (2002). Benchmarking business-to-business electronic
commerce. Benchmarking: An International Journal, 9(5), 471-484.

303



McGourty, J., Tarshis, L. A., & Dominick, P. (1996). Managing innovation:
Lessons from world class organizations. International Journal of
Technology Management, 11(3-4), 354-368.

McKay, A., & Radnor, Z. (1998). A characterization of a business
process. International ~ Journal of  Operations & Production
Management, 18(9/10), 924-936.

McLean, L. D. (2005). Organizational culture’s influence on creativity and
innovation: A review of the literature and implications for human
resource development. Advances in developing human resources, 7(2),
226-246.

McLean, R. S., Antony, J., & Dahlgaard, J. J. (2017). Failure of continuous
improvement initiatives in manufacturing environments: a systematic
review of the evidence. Total Quality Management &  Business
Excellence, 28(3-4), 219-237.

McMillan, J., & Schumacher, S. (2001). Research in education: A
conceptual introduction (5th ed.). New York: Addison Wesley
Longman

McNair, C. J., & Leibfried, K. H. (1992). Benchmarking: A tool for
continuous improvement. John Wiley & sons.

Meglio, O., & Risberg, A. (2011). The (mis) measurement of M&A
performance—A  systematic narrative literature review. Scandinavian
journal of management, 27(4), 418-433.

Mehralian, G., Nazari, J. A., Nooriparto, G. & Rasekh, H. R. (2017). TQM
and organizational performance wusing the balanced scorecard
approach. International ~ Journal of  Productivity —and  Performance
Management, 66(1), 111-125.

Mehri, D. (2006). The darker side of lean: an insider's perspective on the
realities of the Toyota production system. The Academy  of
Management Perspectives, 20(2), 21-42.

Mehrjerdi, Y. (2011).  Six-Sigma:  methodology, tools and its
future. Assembly Automation, 31(1), 79-88.

Melnyk, S. A., Calantone, R. J., Montabon, F. L., & Smith, R. T. (1998).
Short-term action in pursuit of long-term improvements: introducing
Kaizen events. Production and Inventory Management Journal, 39(4),
69.

Mendez, J., & Vila-Alonso, M. (2018). Three-dimensional sustainability of
Kaizen. The TOM Journal.

Menzel, H. C., Aaltio, 1., & Ulijn, J. M. (2007). On the way to creativity:
Engineers as  intrapreneurs in  organizations. Technovation, 27(12),
732-743.

304



Messeghem, K., Bakkali, C., Sammut, S., & Swalhi, A. (2017). Measuring
Nonprofit Incubator Performance: Toward an Adapted Balanced
Scorecard Approach. Journal of Small Business Management, 1-22

Meyer, D., Maehling, P., Varghese, T., & Lewis, J. (2017). Calibration
Considerations for Six Sigma™ Accuracy and Precision in Combustion
Pressure  Measurement. SAE  International  Journal of Commercial
Vehicles, 10(2017-01-0391), 508-517.

Miller, J. (2001). Six sigma can give contractors a  quality
advantage. Pharmaceutical technology, 25(9), 92-94.

Min, K. W., Homaid, A. A., Minai, M. S., & Zain, A. Y. M. (2016). Total
quality management practices and microfinance institutions
performance in  Yemen: The resource based view  theory
perspective. International Review of Management and Marketing, 6(4),

1005-1012.

Mintzberg, H. (1987). Crafting strategy. Boston, MA, USA: Harvard
Business School Press.

Mishra, P., & Sharma, R. K. (2014). A hybrid framework based on SIPOC
and Six Sigma DMAIC for improving process dimensions in supply
chain  network. International  Journal — of  Quality &  Reliability
Management, 31(5), 522-546.

Mishra, P., & Sharma, R. K. (2017). Measuring business performance in a
SCN using Six Sigma methodology-a case study. International Journal
of Industrial and Systems Engineering, 25(1), 76-109.

Mishra, S., & Gupta, A. (2010). Kaizen Culture: Enabling Organizational
Change Management for Sustainable Competitive Advantage. Global
Journal of Enterprise Information System, 2(2), 58-67.

Mittelstaedt, R. E. (1992). Benchmarking: How to learn from best-in-class
practices. Global Business and Organizational Excellence, 11(3), 301-
315.

MOI (2019). Awards awarded to MOI. Retrieved from:
https://www.moi.gov.ae/en/About. MOI/genericcontent/awards.aspx

Molina, A. C. M., Gonzalez, M. H. J., Florencio, P. B., & Gonzalez, L. G. J.
(2014). Does the balanced scorecard adoption enhance the levels of
organizational climate, employees’ commitment, job satisfaction and
job dedication?. Management Decision, 52(5), 983-1010.

Moore, M. H. (2005). Break-through innovations and continuous

improvement: Two different models of innovative processes in the
public sector. Public Money and Management, 25(1), 43-50.

305



Moran, M. (2016). A government that worked better and cost less?
Evaluating three decades of reform and change in UK central
government. Public Administration, 94(1), 282-284.

Moraru, G. M., & grecu, v. (2015). Realities and Forecasts in Benchmarking.
Fascicle of Management and Technological Engineering, 1(2015),
197-202

Morgan, J. M., & Liker, J. K. (2006). The Toyota product development
system. New York: Productivity Press.

Moriarty, J. P., & Smallman, C. (2009). En route to a theory of
benchmarking. Benchmarking: — An  International  Journal, 16(4), 484-
503.

Morris, L. (2007). Creating the innovation culture: Geniuses, champions, and
leaders. White  Paper,  Innovation  Labs. [online]  Available at:
http://innovationmanagement.se/wp-
content/uploads/pdf/CreatinglnnovationCulture.pdf ~ [Accessed 6  Jun.
2018].

Mostafa, S., Dumrak, J.,, & Soltan, H. (2013). A framework for lean
manufacturing implementation. Production & Manufacturing
Research, 1(1), 44-64.

Moullin, M. (2007). Performance measurement definitions: Linking
performance measurement and organisational excellence. International
Jjournal of health care quality assurance, 20(3), 181-183.

Moussa, M., McMurray, A., & Muenjohn, N. (2018). A Conceptual
Framework of the Factors Influencing Innovation in Public Sector
Organizations. The Journal of Developing Areas, 52(3), 231-240.

Mulgan, G., & Albury, D. (2003). Innovation in the public sector. Strategy
Unit, Cabinet Office, 1-40.

Mulgan, R. (2012). Transparency and public sector performance. Office of
the Information Commissioner.

Mungai, K. K. (2016). Benchmarking Practices and Performance of
Supermarkets in Nairobi County. Unpublished doctoral thesis, school
of business, University of Nairobi.

Murphy, G. B., Trailer, J. W., & Hill, R. C. (1996). Measuring performance
in entrepreneurship research. Journal of business research, 36(1), 15-
23.

Musara, D. M. (2016). Organisational  factors  fostering  corporate
entrepreneurship: a study of state owned entities in South Africa and
Zimbabwe. Unpublished  master  thesis,  University = of  the
Witwatersrand.

306



Mustafa, Z., & Jamaluddin, Z. (2017, April). Six sigma critical success
factors in manufacturing industries. Paper presented at AIP Conference
Proceedings (Vol. 1830, No. 1, p. 080020). AIP Publishing.

Mutua, M., Ngugi, P., & Odhiambo, R. (2018). Influence of Lean Production
Practices on Performance of Large Manufacturing Firms in
Kenya. Journal of International Business, Innovation and Strategic
Management, 1(8), 58-76.

Myers, S., & Marquis, D. G. (1969). Successful industrial innovations: A
study of factors underlying innovation in selected firms. Washington,
DC: National Science Foundation.

Nader-Rezvani, N. (2019). Quality in Agile. InAn Executive’s Guide to
Software  Quality in an Agile Organization (pp. 1-19). Apress,
Berkeley, CA.

Najafi, E., Aryanegad, M. B., Lotfi, F. H., & Ebnerasould, A. (2009).
Efficiency and effectiveness rating of organization with combined
DEA and BSC. 4pplied Mathematical Sciences, 3(25-28), 1249-1264.

Naranjo-Valencia, J. C., & Calderon-Herndndez, G. (2018). Model of
Culture for Innovation. In Organizational Culture. IntechOpen, 13-34

Naranjo-Valencia, J. C., Jimenez-Jimenez, D., & Sanz-Valle, R. (2011).
Innovation or imitation? The role of organizational
culture. Management Decision, 49(1), 55-72.

Naranjo-Valencia, J. C., Jimenez-Jimenez, D., & Sanz-Valle, R. (2016).
Studying the links between organizational culture, innovation, and

performance in  Spanish  companies. Revista  Latinoamericana  de
Psicologia, 48(1), 30-41.

Narasimhan, R., Narayanan, S., & Srinivasan, R. (2010). Explicating the
mediating role of integrative supply management practices in strategic
outsourcing: a case study analysis. International Journal of Production
Research, 48(2), 379-404.

Natale, J., Uppal, R., & Wang, S. (2014). Improving Kaizen event success in
healthcare through shorter event duration. International Journal of
Collaborative Enterprise, 4(1-2), 3-16.

Navas, R. K. B., Akash, R. P., Sathish, G., & Azharudeen, J. M. (2016,
December). Six Sigma in Education: Examination Result Analysis
Using Six Sigma-A Case Study. Paper presented at MOOCs, Innovation
and Technology in Education (MITE), 2016 IEEE 4th International
Conference on (pp. 245-250). IEEE.

Nave, D. (2002). How to compare six sigma, lean and the theory of
constraints. Quality progress, 35(3), 73.

307



Nawanir, G. (2016). The effect of lean manufacturing on operations
performance and business performance in manufacturing companies in
Indonesia. Unpublished doctoral thesis, Universiti Utara Malaysia,
Sintok.

Nayeri, M. D., & Rostami, M. (2016). Effectiveness of six sigma
methodology through BSC in banking industry. Journal of Asian
Business Strategy, 6(1), 13-21.

Ndicu, N. D. (2018). Financial Innovations Risk, Financial Distress and
Firms Value: A Critical Review of Literature. European Scientific
Journal, ESJ, 14(10).

Neely, A., Gregory, M., & Platts, K. (2005). Performance measurement
system design: A literature review and research agenda. International
Jjournal of operations & production management, 25(12), 1228-1263.

Netland, T. H. (2016). Critical success factors for implementing lean
production: the effect of contingencies. International Journal of
Production Research, 54(8), 2433-2448.

Neyroud, P. (2008). Past, present and future performance: Lessons and
prospects for the measurement of police performance. Policing: A
Journal of Policy and Practice, 2(3), 340-348.

Ng, . C., & Hempel, P. S. (2017). Organisational culture and the
implementation of Six Sigma in Southern China. Total Quality
Management & Business Excellence, 1-17.

Ng'ang'a, J. M., & Nyongesa, W. J. (2012). The impact of organisational
culture on  performance of educational institutions. /nternational
Journal of Business and Social Science, 3(8).

Ngo, T. (2010). The relationship between Lean Six Sigma and organizational
performance: An empirical investigation. Unpublished doctoral thesis,
Lincoln University.

Nguyen, T. L. (2019). STEAM-ME: A Novel Model for Successful Kaizen
Implementation  and  Sustainable = Performance @ of SMEs in
Vietnam. Complexity, 2019.

Nidumolu, R., Prahalad, C. K., & Rangaswami, M. R. (2009). Why
sustainability is now the key driver of innovation. Harvard business
review, 87(9), 56-64.

Nonaka, 1., & Takeuchi, H. (1995). The knowledge-creating company: How
Japanese companies create the dynamics of innovation. Oxford
university press.

Nonthaleerak, P., & Hendry, L. (2008). Exploring the Six Sigma
phenomenon using multiple case study evidence. International Journal
of Operations & Production Management, 28(3), 279-303.

308



Nonthaleerak, P., & Hendry, L. C. (2007). Six Sigma action research in
Thailand: a comparative study. International Journal of Services
Technology and Management, 8(6), 491-511.

Noor, N. A. M., & Kumar, D. (2014). ECO friendly ‘activities’ VS ECO
friendly ‘attitude’: Travelers intention to choose green hotels in
Malaysia. World Applied Sciences Journal, 30(4), 506-513.

Norazlan, A. N. 1., Habidin, N. F., Roslan, M. H., & Zainudin, M. Z. (2014).
Investigation of kaizen blitz and sustainable performance for
Malaysian healthcare industry. International Journal of Quality and
Innovation, 2(3-4), 272-284.

Nordin, N., Deros, B. M., & Wahab, D. A. (2010). A survey on lean
manufacturing implementation in Malaysian automotive
industry. International ~ Journal — of  Innovation, = Management  and
Technology, 1(4), 374.

Norek, T. (2012). Knowledge Management in the Innovation Potential of
Enterprises: A Case Study of Practical Solutions. Paper presented
at International Journal of Management, Knowledge, and Learning,
International Conference (pp.73-85).

Norreklit, H., Jacobsen, M., & Mitchell, F. (2008). Pitfalls in using the
balanced scorecard. Journal of Corporate Accounting &
Finance, 19(6), 65-68.

Nudurupati, S. S., Bititci, U. S., Kumar, V., & Chan, F. T. (2011). State of
the art literature review on performance measurement. Computers &
Industrial Engineering, 60(2), 279-290.

Nunnally, J. C. (1978). Psychometric Theory. New York, NY: McGraw-Hill.

Nunnally, J. C., & Bernstein, I. H. (1994). Psychological theory. New York,
NY: MacGraw-Hill.

Nyaoga, R. B., Mundia, C. M., & Irungu, [. (2013). The effect of
Benchmarking on performance in secondary schools in Nakuru
Municipality-Kenya. International ~ Journal of Management, IT and
Engineering, 3(2), 283.

O'Cass, A., & Ngo, V. L. (2007). Market orientation versus innovative
culture: two routes to superior brand performance. European Journal
of Marketing, 41(7/8), 868-887.

O'Flynn, J. (2007). From new public management to public value:
Paradigmatic change and managerial implications. Australian journal
of public administration, 66(3), 353-366.

O'Toole Jr, L. J., & Meier, K. J. (2011). Public management: Organizations,
governance, and performance. Cambridge University Press.

309



O’brien, R. M. (2007). A caution regarding rules of thumb for wvariance
inflation factors. Quality & Quantity, 41(5), 673-690.

Oakeson, M. (1997). Kaizen Makes Dolbrs and Sense for Mercedes-Benz in
Brazil-Mercedes-Benz of Brazil used the Kaizen Breakthrough Process
to achieve significant improvements in flexibility, quality, and
profitability. IIE Solutions, 29(4), 32-35.

Oakland, J. (2003), Total Organizational Excellence Achieving World- Class
Performance. Butterworth-Heinemann, Oxford.

Oakland, J. S. (2003). TOM: text with cases. 3rd ed. Oxford: Butterworth-
Heinemann.

Ogden, S. M., & Wilson, P. (2000). Bridging the quality gaps: implementing
benchmarking to  deliver best value. Public = Management  an
International Journal of Research and Theory, 2(4), 525-546.

Ohno, T. (1988). Toyota production system: beyond large-scale production.
CRC Press.

Ohno, T. (2007). Workplace Management. Translated by Jon Miller.

Oki, K. (2012). A Japanese Factory in Thailand. Annals of Business
Administrative Science, 11(0), 55-63.

Oliver, C. (1997). Sustainable  competitive  advantage: = Combining
institutional and resource-based views. Strategic management journal,
697-713.

Oliver, N., & Wilkinson, B. (1992). The Japanization of British industry:
New developments in the 1990s. Blackwell.

Olmos-Penuela, J., Garcia-Granero, A., Castro-Martinez, E., & D’Este, P.
(2017). Strengthening SMEs’ innovation culture through -collaborations
with  public  research  organizations. @ Do all  firms  benefit
equally?. European Planning Studies, 1-20.

Omachonu, V. K., & Ross, J. E. (1994). Principles of Total Quality. Journal
for Healthcare Quality, 16(6), 36-38.

Oppenheim, A. N. (2000). Questionnaire design, interviewing and attitude
measurement. Bloomsbury Publishing.

Or, C. (2008). An exploration of the implementation of Six Sigma in a battery
manufacturing company. Unpublished doctoral thesis, University of
Surrey, United Kingdom.

Oruako, O. S. (2014). Influence of lean six sigma methodology on
performance of service organizations in Kenya: a case of the kenya
institute  of management. Unpublished doctoral thesis, University of
Nairobi.

310



Osborne, J. (2010). Improving your data transformations: Applying the Box-
Cox transformation. Practical Assessment, Research &
Evaluation, 15(12), 1-9.

Osborne, J., & Waters, E. (2002). Four assumptions of multiple regression
that researchers should always test. Practical Assessment, Research &
Evaluation, 82), 1-9.

Osborne, S. P., & Brown, L. (2011). Innovation, public policy and public
services delivery in the UK. The word that would be king?. Public
Administration, 89(4), 1335-1350.

Osimo, D., & Gareis, K. (2005, May). The role of inter-regional
benchmarking in the policy-making process: experiences in the field of
information society. Paper presented at Regional Studies Association
Regional Growth Agenda Conference, Aalborg, Denmark. Retrieved
June (p. 2008).

Otieno, A. A. (2016). Continuous Improvement Practices and Efficiency of
Commercial Banks In Kenya. Unpublished doctoral thesis, University
Of Nairobi.

Oxtoby, B., McGuiness, T., & Morgan, R. (2002). Developing organisational
change capability. European Management Journal, 20(3), 310-320.

Ozcelik, Y. (2010). Six Sigma implementation in the service sector: notable
experiences of major firms in the USA. International Journal of
Services and Operations Management, 7(4), 401-418.

Ozdemir, E. D., & Mecikoglu, S. (2016). A Case Study on Performance
Implications of  Hybrid  Strategy in  Automotive Supplier
Industry. International Business Research, 9(6), 31.

Ozkan, B., Rubio, J., Hassan, M. K., & Davis, R. J. (2016). Six Sigma Stock
Returns and Operating Performance. Management Research Review,
Vol. 40 Iss 3 pp

Padilha, C. K., & Gomes, G. (2016). Innovation culture and performance in
innovation of products and processes: a study in companies of textile
industry. RAI Revista de Administragdo e Inovagdo, 13(4), 285-294.

Pakdil, F., & Leonard, K. M. (2015). The effect of organizational culture on
implementing and sustaining lean processes. Journal of Manufacturing
Technology Management, 26(5), 725-743.

Palazzeschi, L., Bucci, O., & Di Fabio, A. (2018). Re-thinking innovation in
organizations in the Industry 4.0 scenario: new challenges in a primary
prevention perspective. Frontiers in psychology, 9, 30.

Pallant, J. (2005). SPSS survival manual: a step by step guide to data
analysis using SPSS for windows. Maidenhead: Open University Press.

311



Pallant, J. (2013). SPSS survival manual: a step by step guide to data analysis
using IBM SPSS. McGraw-Hill Education (UK).

Pande, P., Neuman, R., & Cavanagh, R. (2000). The Six Sigma Way
McGraw-Hill. New York, NY.

Pande, P., Neuman, R., & Cavanagh, R. (2002). The Six Sigma way team
fieldbook: An implementation guide for process improvement teams.
McGraw Hill Professional.

Parast, M. M. (2011). The effect of Six Sigma projects on innovation and
firm performance. International Journal of Project
Management, 29(1), 45-55.

Parast, M. M., & Adams, S. G. (2012). Corporate social responsibility,
benchmarking, and organizational performance in the petroleum
industry: A quality management perspective. International Journal of

Production Economics, 139(2), 447-458.

Parston, G., & Goodman, J. (2008). High-Performance Government
Organizations:  Principles  for  Creating Public =~ Value. Accenture,
Institute for Public Service Value.

Patil, H. A. (2003). 4 standard framework for sustaining Kaizen events.
Unpublished doctoral thesis, Wichita State University, Department of
Industrial and Manufacturing Engineering.

Patrick, R. (2011). ‘Public Champions or Protectors of Professional
Interests?’Observations on the Performance of Those Bodies Entrusted
with the Regulation of the Police Service during the Era of New Public
Management. The Police Journal, 84(4), 344-371.

Patyal, V. S., & Koilakuntla, M. (2017). The impact of quality management
practices on performance: an empirical study. Benchmarking: An
International Journal, 24(2), 511-535.

Patyal, V. S., & Maddulety, K. (2015). Interrelationship between total quality
management and six sigma: A review. Global Business Review, 16(6),
1025-1060.

Pearce-1I, J.A and Robinson, R.B. Jr, (2004). Strategic Management-
Strategy Formulation and Implementation. RD Irwin.

Pedersen, E. and Huniche, M. (2011). Determinants of lean success and
failure in the Danish public sector: a  negotiated order
perspective. International Journal of Public Sector
Management, 24(5), 403-420.

Penrose, E. T. (1959). The theory of the growth of the firm. New York: John
Wiley and Sons.

312



Pesic, M. A. (2007). Six Sigma philosophy and resource-based theory of
competitiveness: An integrative approach. Economic and
Organization, 4 (2), 199-208.

Peteraf, M. A., & Barney, J. B. (2003). Unraveling the resource-based
tangle. Managerial and decision economics, 24(4), 309-323.

Pettersen, J. (2009). Defining lean production: some conceptual and practical
issues. The TOM Journal, 21(2), 127-142.

Pharaon, A. & Burns, N.D. (2010). Building A Culture of Innovation: A
Case in Pharmaceutical Industry in Jordan. Journal of Business and
Policy Research, 5 (1),12-27.

Pienaar, H., & Penzhorn, C. (2000). Using the balanced scorecard to
facilitate ~ strategic ~ management at an  academic  information
service. Libri, 50(3), 202-209.

Pingitore, G., & Williams-Dalgart, H. (2012). Beyond satisfaction:
Connecting with customers to maximise business performance. Journal
of Brand Strategy, 1(1), 57-68.

Pirraglia, A., Saloni, D., & Van Dyk, H. (2009). Status of lean manufacturing
implementation on secondary wood industries including residential,
cabinet, millwork, and panel markets. BioResources, 4(4), 1341-1358.

Pitt, M., & Tucker, M. (2008). Performance measurement in facilities
management: driving innovation?. Property — management, 26(4), 241-
254,

Plenert, G. (2017). Discover excellence: An overview of the Shingo model
and its guiding principles. Productivity Press.

Podsakoff, P. M., & Organ, D. W. (1986). Self-reports in organizational
research: Problems and prospects. Journal of management, 12(4), 531-
544.

Podsakoff, P. M., MacKenzie, S. B., Lee, J.-Y., & Podsakoff, N. P. (2003).
Common method biases in behavioral research: A critical review of the
literature and recommended remedies. Journal of Applied Psychology,
88(5), 879-903.

Pohle, G., & Chapman, M. (2006). IBM's global CEO report 2006: business
model innovation matters. Strategy & Leadership, 34(5), 34-40.

Pollit, C. (2006). Ten ways to make quality improvement unsustainable.
Paper presented at 4th Quality Conference for Public
Administration (pp. 27-29).

Polo, F., Cervai, S., & Kantola, J. (2018). Training culture: A new
conceptualization to capture values and meanings of training in
organizations. Journal of Workplace Learning, 30(3), 162-173.

313



Pongatichat, P., & Johnston, R. (2008). Exploring strategy-misaligned
performance measurement. International Journal of Productivity —and
Performance Management, 57(3), 207-222.

Popa, S., Soto-Acosta, P., & Martinez-Conesa, [. (2017). Antecedents,
moderators, and outcomes of innovation climate and open innovation:

An empirical study in SMEs. Technological Forecasting and Social
Change, 118, 134-142.

Porter, M. E., & Stern, S. (2001). Innovation: location matters. MIT Sloan
management review, 42(4), 28.

Powell, T. C. (1992). Organizational alignment as  competitive
advantage. Strategic management journal, 13(2), 119-134.

Prabhakar, S. (2017). Benchmarking—A Process of Continuous Improvement
to Achieve Best in Class Performance. International Journal of
Engineering and Management Research (IJEMR), 7(6), 197-202.

Pradhan, R. P., Arvin, M. B., & Bahmani, S. (2018). Are innovation and
financial development causative factors in economic growth? Evidence
from a panel granger causality test. Technological Forecasting and
Social Change.

Prajogo, D. L. (2004). Inside continuous improvement-a literature
review. Jurnal Teknik Industri, 2(2), pp-65.

Prajogo, D. I, & Sohal, A. S. (2003). The relationship between TQM

practices, quality ~ performance, and  innovative  performance.
International Journal of Quality & Reliability Management, 20(8),
901-918.

Prajogo, D. I., McDermott, P., & Goh, M. (2008). Impact of value chain
activities on  quality and innovation. International  Journal  of
Operations & Production Management, 28(7), 615-635.

Pralhad, C. K., & Hamel, G. (1990). The Core competencies of the
corporation. The Harvard Business Review, 79-91.

Prashar, A. (2016). Six Sigma adoption in public utilities: a case study. Total
Quality Management & Business Excellence, 27(5-6), 479-506.

Preacher, K. J., & Hayes, A. F. (2004). SPSS and SAS procedures for
estimating indirect effects in simple mediation models. Behavior
research methods, 36(4), 717-731.

Preacher, K. J.,, & Hayes, A. F. (2008). Asymptotic and resampling strategies
for assessing and comparing indirect effects in multiple mediator
models. Behavior research methods, 40(3), 879-891.

Pundt, A., Martins, E., & Nerdinger, F. W. (2010). Innovative behavior and
the reciprocal exchange between employees and

314



organizations. German Journal of Human Resource
Management, 24(2), 173-193.

Pyzdek, T., & Keller, P. A. (2014). The six sigma handbook. New York:
McGraw-Hill Education.

Raadschelders, J. C. N. (2009). Trends in the American Study of Public
Administration: ~ What Could They Mean for Korean Public
Administration?. The Korean Journal of Policy Studies, 23(2), 1-24

Rad, M.M. A. (2006). The impact of organizational culture on the successful
implementation of total quality management. the TOM
Magazine, 18(6), 606-625.

Radnor, Z. (2010). Review of business process improvement methodologies
in public services. AIM Research.

Radnor, Z. J., Holweg, M., & Waring, J. (2012). Lean in healthcare: the
unfilled promise?. Social science & medicine, 74(3), 364-371.

Radnor, Z., & Boaden, R. (2004). Developing an understanding of corporate
anorexia. International ~ Journal  of  Operations &  Production
Management, 24(4), 424-440.

Radnor, Z., & Boaden, R. (2008). Lean in public services- panacea or
paradox?. Public and Money Management, 28(1), 3-7.

Radnor, Z., & Osborne, S. P. (2013). Lean: a failed theory for public
services?. Public Management Review, 15(2), 265-287.

Radnor, Z., & Robinson, J. (2000). Benchmarking innovation: a short
report. Creativity and Innovation Management, 9(1), 3-13.

Radnor, Z., Walley, P., Stephens, A., & Bucci, G. (2006). Evaluation of the
lean approach to business management and its use in the public
sector. Scottish executive social research, 20.

Rahman, H., Ahmed, S., & Sarker, A. E. (2015). The UAE model of smart
government: An exploratory analysis. National University of Public
Service, Budapest, 15-16.

Rahman, M. H., & Said, W. Y. (2015, February). Public sector performance
and leadership in the United Arab Emirates. Paper presented
at International Conference on Management, Leadership &
Governance (p. 224). Academic Conferences International Limited.

Rahman, M. H., Moonesar, I. A., Hossain, M. M., & Islam, M. Z. (2018).
Influence of organizational culture on knowledge transfer: Evidence
from the Government of Dubai. Journal of Public Affairs, 18(1).

Rahman, S., Laosirihongthong, T., & Sohal, A. S. (2010). Impact of lean
strategy on operational performance: a study of Thai manufacturing

315



companies. Journal of manufacturing technology management, 21(7),
839-852.

Rainey, C. (2012). Why You shouldn't conclude "no effect" from
statisticallyinsignificant  slopes. Retrieved January, 7, 2019, from
http://www.carlislerainey.com/2012/06/16/why-you-shouldnt-
conclude-noeffect-from-statistically-insignificant-slopes/

Raisinghani, M. S., Ette, H., Pierce, R., Cannon, G., & Daripaly, P. (2005).
Six Sigma: concepts, tools, and applications. Industrial management &
Data systems, 105(4), 491-505.

Raja Sreedharan, V., Raju, R., Rajkanth, R., & Nagaraj, M. (2018). An
empirical assessment of Lean Six Sigma Awareness in manufacturing
industries:  construct  development and  validation. Total  Quality
Management & Business Excellence, 29(5-6), 686-703.

Ralston, D., Wright, A., & Kumar, J. (2001). Process benchmarking as a
market research tool for strategic planning. Marketing Intelligence &
Planning, 19(4), 273-281.

Ramayah, T., Lee, J. C.,, & Chyaw, J. B. (2011). Network collaboration and
performance in the tourism sector. Serv Bus, 5, 411-428.

Ramayah, T., Lee, J. W. C., & In, J. B. C. (2011). Network collaboration
and performance in the tourism sector. Service Business, 5(4), 411-428.

Randell, E. W., Short, G., Lee, N., Beresford, A., Spencer, M., Kennell, M.,

& Parry, D. (2018). Autoverification process improvement by Six

Sigma  approach:  Clinical  chemistry &  immunoassay. Clinical
biochemistry, 55, 42-48.

Rao, A. N. (2018). Six Sigma in Human Resource Management: The
Changing Face of People Management in India. International Journal
of Engineering Technology Science and Research, 5 (1), 912-916

Rashid, O. A., & Ahmad, M. N. (2013). Business process improvement
methodologies: an overview. Journal of Information System Research
Innovation, 5, 45-53.

Read, A. (2000). Determinants of successful organisational innovation: a

review of current research. Journal of Management Practice, 3(1), 95-
119.

Recht, R., & Wilderom, C. (1998). Kaizen and culture: on the transferability
of Japanese suggestion systems. International business review, 7(1), 7-
22.

Reed, R., Lemak, D. J., & Montgomery, J. C. (1996). Beyond process: TQM
content and firm performance. Academy of management review,21(1),
173-202.

316



Reichers, A. E., & Schneider, B. (1990). Climate and culture: An evolution
of constructs. Organizational climate and culture, 1, 5-39.

Remenyi, D., Williams, B., Money, A., & Swartz, E. (2005). Doing Research
in Business and Management: An Introduction to Process and Method.
London, Sage Publications.

Riaz, S., & Mushtaq, A. (2017, December). A framework of innovation
driven eco-system for Dubai. Paper presented at Infocom Technologies
and Unmanned Systems (Trends and Future Directions) (ICTUS), 2017
International Conference on (pp. 1-8). IEEE.

Rich, N., & Bateman, N. (2003). Companies’ perceptions of inhibitors and
enablers for process improvement activities. International Journal of
Operations & Production Management, 23(2), 185-199.

Richard, M. & Kupferschmid, T. (2011). Increasing Efficiency of Forensic
DNA Casework Using Lean Six Sigma Tools. [online] Ncjrs.gov.
Available at: https://www.ncjrs.gov/pdffiles1/nij/grants/235190.pdf
[Accessed 6 Jun. 2018].

Richard, P. J., Devinney, T. M., Yip, G. S., & Johnson, G. (2009). Measuring
organizational performance: Towards methodological best
practice. Journal of management, 35(3), 718-804.

Richardson, H. A., Simmering, M. J., & Sturman, M. C. (2009). A tale of
three perspectives: Examining post HOC statistical techniques for
detection and correction of common method variance. Organizational
Research Methods, 12(4), 762-800.

Ridwan, A., & Noche, B. (2018). Model of the port performance metrics in
ports by integration six sigma and system dynamics. International
Journal of Quality & Reliability Management, 35(1), 82-108.

Rigby, D. K., & Bilodeau, B. (2015). Management Tools and Trends
Survey. Bain and Company.

Rimantho, D., Rahman, T. A., & Cahyadi, B. (2017, February). Application
of six sigma and AHP in analysis of variable lead time calibration
process  instrumentation.  Paper  presented at AIP  Conference
Proceedings (p. 040004). AIP Publishing.

Ringle, C. M., Wende, S., & Becker, J. M. (2014). SmartPLS 3.1.
5. University of Hamburg, Hamburg, Germany.

Ringle, C. M., Wende, S., & Will, A. (2005). SmartPLS 2.0 M3. University
of Hamburg, Hamburg, Germany.

Rink, J. (2005). Lean can save American manufacturing. Retrieved
Septiembre, 15,2011.

Robbins, S. P., & Barnwell, N. (2002). Organisation theory: Concepts and

317



cases. Australia: Prentice Hall.

Rodgers, B., Antony, J., & Marshall, I. (2018). Lean and Six Sigma in
policing: austerity, driver or distraction?. International Journal of
Emergency Services.

Rodrigues, G., Sarabdeen, J., & Balasubramanian, S. (2016). Factors that
influence consumer adoption of e-government services in the UAE: A
UTAUT model perspective. Journal of Internet Commerce, 15(1), 18-
39.

Roffeei, S. H. M., Kamarulzaman, Y., & Yusop, F. D. (2016). Innovation
culture in higher learning institutions: A proposed
framework. Procedia-Social and Behavioral Sciences, 219, 401-408.

Roffeei, S. H. M., Yusop, F. D., & Kamarulzaman, Y. (2018). Determinants
of Innovation Culture amongst Higher Education
Students. TOJET, 17(1).

Rose, R. C., Kumar, N., Abdullah, H., & Ling, G. Y. (2008). Organizational
culture as a root of performance improvement: research and
recommendations. Contemporary management research, 4(1), 43-56.

Rosenbaum, D. P., Lawrence, D. S., Hartnett, S. M., McDevitt, J., & Posick,
C. (2015). Measuring procedural justice and legitimacy at the local
level: the police—community interaction survey. Journal of
experimental criminology, 11(3), 335-366.

Rosenbusch, N., Brinckmann, J., & Bausch, A. (2011). Is innovation always
beneficial? A meta-analysis of the relationship between innovation and
performance in SMEs. Journal of business Venturing, 26(4), 441-457.

Rosli, M. M., & Sidek, S. (2013). The Impact of Innovation on the
Performance of Small and Medium Manufacturing Enterprises::
Evidence from Malaysia. Journal of Innovation Management in Small
& Medium Enterprises, 2013, 1.

Ruben, R. B., Vinodh, S., & Asokan, P. (2018). Lean Six Sigma with
environmental focus: review and framework. The International Journal
of Advanced Manufacturing Technology, 94(9-12), 4023-4037.

Saad, G. B., & Abbas, M. (2019). The impact of organizational culture on
job performance: a study of Saudi Arabian public sector work culture.
Problems and Perspectives in Management, 16(3), 207-218

Sadegh, M. S., & Ataei, V. (2012). Organizational culture and innovation
culture: exploring the relationships between constructs. Leadership &
Organization Development Journal, 33(5), 494-517.

Sadikoglu, E., & Zehir, C. (2010). Investigating the effects of innovation and
employee performance on the relationship between total quality
management practices and firm performance: An empirical study of

318



Turkish firms. International Journal of Production Economics, 127(1),
13-26.

Saka, A. (2004). The cross-national diffusion of work systems: Translation
of Japanese operations in the UK. Organization Studies,25(2), 209-
228.

Salah, S., Rahim, A., & Carretero, J. A. (2010). The integration of Six Sigma
and lean management. International Journal of Lean Six Sigma, 1(3),
249-274.

Salam, M. A., & Smadi, S. A. (2016). An empirical investigation on the
impact of benchmarking on purchasing performance and business
performance. International Journal of Procurement Management, 9(6),

701-717.

Salavou, H. (2002). Profitability in market-oriented SMEs: does product
innovation matter?. European journal of innovation management, 5(3),
164-171.

Salem, H. (2003).  Organizational = Performance = Management and
Measurement: The Lebanese Experience, Beirut. Economic and Social
Council.

Salge, T. O., & Vera, A. (2012). Benefiting from public sector innovation:
The moderating role of customer and learning orientation. Public
Administration Review, 72(4), 550-559.

Salim, I. M., & Sulaiman, M. B. (2011). Impact of organizational innovation
on firm  performance: Evidence from  Malaysian-based ICT
companies. Business and Management Review, 1(5).

Salkind, N. J. (1997). Exploring research (3rd ed.). Upper Saddle River, NJ:
Prentice Hall.

Salvato, C. (2009). Capabilities unveiled: The role of ordinary activities in
the  evolution of product development processes. Organization
Science, 20(2), 384-409.

Sanchez-Rodriguez, C., Martinez-Lorente, A. R., & Clavel, J. G. (2003).
Benchmarking in the purchasing function and its impact on purchasing
and business performance. Benchmarking: An International
Journal, 10(5), 457-471.

Sanchez, R., Heene, A., & Thomas, H. (Eds.). (1996). Dynamics of
competence-based  competition: theory and practice in the new
strategic management. Pergamon Pr.

Sandholm, L., & Sorqvist, L. (2002, November). 12 requirements for Six
Sigma success. In Six Sigma Forum Magazine (Vol. 2, No. 1). ASQ.

319



Santos-Vijande, M. L., & Alvarez-Gonzalez, L. I. (2007). Innovativeness and
organizational innovation in total quality oriented firms: The
moderating role of market turbulence. Technovation, 27(9), 514-532.

Santos, J. B., & Brito, L. A. L. (2012). Toward a subjective measurement
model for firm performance. BAR-Brazilian Administration
Review, 9(SPE), 95-117.

Sarkis, J.  (2001). Manufacturing’s role in corporate environmental
sustainability-Concerns for the new millennium. International Journal
of Operations & Production Management, 21(5/6), 666-686.

Satsomboon, W., & Pruetipibultham, O. (2014). Creating an organizational
culture of innovation: case studies of Japanese multinational companies
in Thailand. Human Resource Development International, 17(1), 110-
120.

Sattayaraksa, T., & Boon-itt, S. (2016). CEO transformational leadership and
the new product development process: The mediating roles of
organizational ~ learning and  innovation  culture. Leadership &
Organization Development Journal, 37(6), 730-749.

Sauer, P. (2001). Six sigma and the bottom line. Chemical Market
Reporter, 260(3), 10.

Saunders, L. W., McCoy, A. P., Kleiner, B. M., Lingard, H., Cooke, T.,
Mills, T., .. & Wakefield, R. (2016). International benchmarking for
performance improvement in construction safety and
health. Benchmarking: An International Journal, 23(4), 916-936.

Saunders, M., Lewis, P. & Thornhill, A. (2009). Research Methods for
Business Students. 5th Editon, Harlow: Pearson Education.

Saunders, M., Lewis, P., & Thornhill, A. (2007). Research Methods for
Business Students. London: Financial Times Prentice Hall.

Savolainen, T., & Haikonen, A. (2007). Dynamics of organizational learning
and continuous improvement in six sigma implementation. The TOM
Magazine, 19(1), 6-17.

Savory, C. (2009). Building knowledge translation capability into public-
sector  innovation  processes. Technology  Analysis &  Strategic
Management, 21(2), 149-171.

Sawada, N. (1995). The Kaizen in Toyota production system.material del
curso de Company Wide Quality Control and Industrial Engineering.
Nagoya: CHU-SAN-REN, 6, 1-38.

Sawalakhe, P. V., Deshmukh, S. V., & Lakhe, R. R. (2016). Review of Six
Sigma applications in clinical testing laboratory. International Journal
of Six Sigma and Competitive Advantage, 10(2), 77-97.

320



Sawasdiraksa, A. (2015). The impact of benchmarking, standardization, and
purchasing on business performance in the food & beverage industry in
Thailand.  Journal of Supply Chain Management Research and
Practice, 2(1), 71-96.

Scarborough, S. (2007). Digital six sigma makes mesa police more efficient.
The Arizona Republic. [online] Available at:
http://www.azcentral.com/community/mesa/articles/1228mrsixsigmal2
29.html (Accessed 16 April 2018).

Schein E. H. (1997). Organizational Culture and Leadership. Jossey Bass:
San Francisco.

Schein, E. H. (1983). The role of the founder in creating organizational
culture. Organizational dynamics, 12(1), 13-28.

Schein, E. H. (2010). Organizational culture and leadership. John Wiley &
Sons.

Schmid, H. (2002). Relationships between organizational properties and
organizational effectiveness in three types of nonprofit human service
organizations. Personnel Administration, 31(3), 377-395.

Schreiber, J. B., Nora, A., Stage, F. K., Barlow, E. A., & King, J. (2006).
Reporting  structural equation modeling and confirmatory factor

analysis results: A review. The Journal of educational research, 99(6),
323-338.

Schroeder, R. G., Linderman, K., Liedtke, C., & Choo, A. S. (2008). Six
Sigma: Definition and underlying theory. Journal of operations
Management, 26(4), 536-554.

Scott, B. S., Wilcock, A. E., & Kanetkar, V. (2009). A survey of structured
continuous improvement programs in the Canadian food sector. Food
Control, 20(3), 209-217.

Scupola, A. (2012). Managerial perception of service innovation in facility
management organizations. Journal of Facilities Management, 10(3),
198-211.

Seba, 1., Rowley, J., & Lambert, S. (2012). Factors affecting attitudes and
intentions  towards  knowledge sharing in the Dubai  Police

Force. International Journal of Information Management, 32(4), 372-
380.

Sekaran, U. (2000). Research Methodology for Business: A Skill Building
Approach, Wiley, New York, NY.

Sekaran, U. (2003). Research Methods for Business: A Skill Building
Approach. John Wiley & Sons,

321



Sekaran, U. (20006). Research methods for business: A skill building
approach. John Wiley & Sons.

Sekaran, U. & Bougie, R. (2010). Research Methods for Business: A Skill
Building Approach (5th ed.). New Delhi: Wiley India.

Sekhar, H., & Mahanti, R. (2006). Confluence of Six Sigma, simulation and
environmental quality: An application in foundry
industries. Management of Environmental Quality: An International
Journal, 17(2), 170-183.

Seraphin, H. (2017). Terrorism and tourism in France: the limitations of dark
tourism. Worldwide Hospitality and Tourism Themes, 9(2), 187-195.

Serrano, C. C., Molinero, M. C., & Bossi, Q, A. (2003). The measurement of
intangible assets in public sector using scaling techniques. Journal of
Intellectual Capital, 4(2), 249-275.

Sethi, N., & Sethi, V. (2008). E-government implementation: a case study of
Dubai e-government. E-Government in Practice.

Shafer, S. M., & Moeller, S. B. (2012). The effects of Six Sigma on
corporate  performance: @ An  empirical investigation. Journal  of
Operations Management, 30(7), 521-532.

Shah, R., & Ward, P. T. (2003). Lean manufacturing: context, practice
bundles, and performance. Journal of operations management,21(2),

129-149.

Shah, R., Chandrasekaran, A., & Linderman, K. (2008). In pursuit of
implementation ~ patterns: the context of Lean and  Six
Sigma. International Journal of Production Research,46(23), 6679-
6699.

Shah, S., Ganji, N. E., & Coutroubis, A. (2017). Lean production practices to
enhance organisational performance. Paper presented at The 21st
International Conference on Circuits, Systems, Communications and
Computers, Greece.

Shahada, T. M., & Alsyouf, I. (2012, December). Design and implementation
of a Lean Six Sigma framework for process improvement: A case study.
Paper presented at Industrial Engineering and Engineering
Management (IEEM), 2012 IEEE International Conference on (pp. 80-
84). leee

Shahin, A., Attafar, A., & Samea, M. (2012). An integrated approach for
service quality and effectiveness improvement with a case study in the
recycling pavilion service process of Isfahan municipality. Measuring
Business Excellence, 16(3), 84-99.

Shahzad, F., Lugman, R. A., Khan, A. R., & Shabbir, L. (2012). Impact of
organizational culture on organizational performance: an

322



overview.Interdisciplinary  journal of  contemporary  research  in
business, 3(9), 975.

Shakoor, M., Qureshi, M., Jadayil, W. A., & Jaber, N. (2017). Assessment of
Retail Practices for Providing Enhanced Value Added Services and
Improved  Customer Satisfaction ~ Using Lean = Manufacturing

Approach. International Review of Management and Marketing, 7(2),
360-366.

Shamsuzzaman, M., Alzeraif, M., Alsyouf, 1., & Khoo, M. B. C. (2018).
Using Lean Six Sigma to improve mobile order fulfilment process in a
telecom service sector. Production Planning & Control, 1-14.

Shankar, R. (2010). Process improvement using six sigma: a DMAIC guide.
ASQ Quality Press.

Sharifirad, S. M., & Ataei, V. (2012). Organizational culture and innovation
culture: exploring the relationships between constructs. Leadership &
Organization Development Journal, 33(5), 494-517.

Sharma, B., & Gadenne, D. (2002). An inter-industry comparison of quality
management practices and performance. Managing Service Quality: An
International Journal, 12(6), 394-404.

Sharma, H. (2013). Study of Lean Manufacturing Philosophy In Gear
Manufacturing Company. International  Journal of Research in
Engineering & Applied Sciences, 3(10), 13-16.

Shen, Y. (2018, November). On Strengthening the Construction of
Enterprise  Culture to Improve Enterprise Competitiveness. Paper
presented at 2018 5th International Conference on Education,
Management, Arts, Economics and Social Science (ICEMAESS 2018).
Atlantis Press.

Shilston, T. G. (2011). Black box: A qualitative method for improving public
confidence in policing through micro-analysing service
delivery. Policing: A Journal of Policy and Practice, 5(2), 125-131.

Shokri, A. (2017). Quantitative analysis of Six Sigma, Lean and Lean Six
Sigma research publications in last two decades. International Journal
of Quality & Reliability Management, 34(5), 598-625.

Shurrab, J., & Hussain, M. (2018). An empirical study of the impact of lean
on the performance of the construction industry in UAE. Journal of
Engineering, Design and Technology, 16(5), 694-710.

Silver, J. K., Binder, D. S., Zubcevik, N., & Zafonte, R. D. (2016).
Healthcare Hackathons provide educational and innovation
opportunities: a case study and best practice recommendations. Journal
of medical systems, 40(7), 177.

323



Simatupang, T. M., & Sridharan, R. (2004). A benchmarking scheme for
supply chain collaboration. Benchmarking: An International
Journal, 11(1), 9-30.

Sin, A. B., Zailani, S., Iranmanesh, M., & Ramayah, T. (2015). Structural
equation modelling on knowledge creation in Six Sigma DMAIC
project and its impact on organizational performance. International
Journal of Production Economics, 168, 105-117.

Sindhu, S., & Pookboonmee, R. (2001). Barriers to research utilization of
Thai nurses. Journal of Nursing Research, 74-84.

Singh, J., & Singh, H. (2012). Continuous improvement approach: state-of-
art review and future implications. International Journal of Lean Six
Sigma, 3(2), 88-111.

Singh, J., & Singh, H. (2015). Continuous improvement philosophy—
literature  review and  directions. Benchmarking:  An  International
Journal, 22(1), 75-119.

Singh, J., Singh, H., Singh, G., & Sandhu, A. S. (2017). Impact of Six Sigma
approach on SMEs of Northern India-an empirical
investigation. International Journal of Business Continuity and Risk
Management, 7(1), 60-77.

Singh, S. K., & Gaur, S. S. (2018). Entrepreneurship and innovation
management in emerging economies. Management Decision, 56(1), 2-
5.

Sirkin, H. L., Keenan, P., & Jackson, A. (2005). The hard side of change
management. Harvard business review, 8§3(10), 108.

Sitkin, S. B., Sutcliffe, K. M., & Schroeder, R. G. (1994). Distinguishing
control from learning in total quality management: A contingency
perspective. Academy of management review, 19(3), 537-564.

Skandalakis, A., & Nelder, G. (2001). Benchmarking as a diagnostic process
to increase the competitiveness of Small and Medium-sized

Manufacturing Enterprises. International Journal of  Business
Performance Management, 3(2-4), 261-275.

Skerlavaj, M., Song, J. H., & Lee, Y. (2010). Organizational learning culture,
innovative culture and innovations in South Korean firms. Expert
systems with applications, 37(9), 6390-6403.

SKGEP (2018). Winners. Retrieved from:
https://www.skgep.gov.ae/en/award/winners-en

Slater, S. F., Mohr, J. J.,, & Sengupta, S. (2014). Radical product innovation
capability:  Literature review, synthesis, and illustrative research
propositions. Journal of Product Innovation Management, 31(3), 552-
566.

324



Small, E. P., Al Hamouri, K., & Al Hamouri, H. (2017). Examination of
Opportunities for Integration of Lean Principles in Construction in
Dubai. Procedia Engineering, 196, 616-621.

Smetkowska, M., & Mrugalska, B. (2018). Using Six Sigma DMAIC to
Improve the Quality of the Production Process: A  Case
Study. Procedia-Social and Behavioral Sciences, 238, 590-596.

Smircich, L. (1983). Concepts  of culture and  organizational
analysis. Administrative science quarterly, 339-358.

Snee, R. D., & Hoerl, R. W. (2003). Leading Six Sigma: a step-by-step guide
based on experience with GE and other Six Sigma companies. Ft Press.

Snee, R. D., & Hoerl, R. W. (2018). Leading Holistic Improvement with
Lean Six Sigma 2.0. FT Press.

Sobel, M. E. (1982). Asymptotic confidence intervals for indirect effects in
structural equation models. Sociological methodology, 13, 290-312.

Sodhi, H, S., Singh, D., & Singh, B, J. (2019). A Review of Critical Factors
contributing towards failure of Lean Six Sigma. International Journal
of Management, Technology and Engineering, 9(2), 1534-1543

Sokovic, M., Pavletic, D., & Fakin, S. (2005). Application of Six Sigma
methodology for process design. Journal of Materials Processing
Technology, 162, 777-783.

Soltani, H., & Amanat, E. (2019). The mediating role of Kaizen in the
relationship  between  total quality management andorganization’s
performance. Journal of System Management, 5(1), 61-78

Sondakh, O., Christiananta, B., & Ellitan, L. (2017). Measuring
Organizational Performance: A Case Study of Food Industry SMEs in

Surabaya-Indonesia. International Journal of Scientific Research and
Management, 5(12), 7681-7689.

Sony, M. (2019). Lean Six Sigma Implementation Framework Using
Resource-Based Theory Approach: An Integrative Literature Review.
In Optimizing  Current  Strategies and  Applications in  Industrial
Engineering (pp. 287-304). IGI Global.

Sony, M., & Naik, S. (2012). Six Sigma, organizational learning and
innovation: An integration and empirical examination. International
Journal of Quality & Reliability Management, 29(8), 915-936.

Sorensen, E., & Torfing, J. (2011). Enhancing collaborative innovation in the
public sector. Administration & Society, 43(8), 842-868.

Sorensen, E., & Torfing, J. (2015). Enhancing public innovation through
collaboration, leadership and New Public Governance. In New

325



Frontiers in  Social Innovation Research (pp. 145-169). Palgrave
Macmillan, London.

Sorensen, J. B. (2002). The strength of corporate culture and the reliability of
firm performance. Administrative science quarterly, 47(1), 70-91.

Soysa, I. B., Jayamaha, N. P., & Grigg, N. P. (2016). Operationalising
performance measurement dimensions for the Australasian nonprofit
healthcare sector. The TOM Journal, 28(6), 954-973.

Sparrow, M. K. (2015). Measuring Performance in A Modern Police
Organization. Psychosociological Issues in Human Resource
Management, 3(2).

Spector, P. E. (2006). Method variance in organizational research: Truth or
urban legend?. Organizational research methods, 9(2), 221-232.

Spector, R. (2006). How constraints management enhances lean and six
sigma. Supply Chain Management Review, 10 (1), 42-7.

Speller, S., & Ghobadian, A. (1993). Change for the public sector. Managing
Service Quality: An International Journal, 3(6), 29-34.

Spendolini, M. J. (1992). The Benchmarking Book. American Management
Association. New York, NY.

Sperl, T., Ptacek, R., & Trewn, J. (2013). Practical Lean Six Sigma for
Healthcare. Chelsea, MI: MCS Media Inc.

Sraun, J. S., & Singh, H. (2017). Continuous improvement strategies across
manufacturing SMEs of Northern India: An empirical
investigation. International Journal of Lean Six Sigma, 8(2), 225-243.

Srivastava, R. K., Shervani, T. A., & Fahey, L. (1998). Market-based assets
and shareholder value: A framework for analysis.the Journal of
Marketing, 2-18.

StataCorp, L. P. (2013).Stata Multivariate Statistics: Reference Manual.
Stata Press Publication. A Stata Press Publication

Staw, B. M., & Epstein, L. D. (2000). What bandwagons bring: Effects of
popular management techniques on corporate performance, reputation,
and CEO pay. Administrative Science Quarterly, 45(3), 523-556.

Steele, R., & Derven, M. (2015). Diversity & Inclusion and innovation: a
virtuous cycle. Industrial and Commercial Training, 47(1), 1-7.

Stiles, J. (2003). A philosophical justification for a realist approach to
strategic ~ alliance  research. Qualitative ~ Market ~ Research:  An
International Journal, 6(4), 263-271.

326



Stock, R. M., & Zacharias, N. A. (2011). Patterns and performance outcomes
of innovation orientation. Journal of the Academy of Marketing
Science, 39(6), 870-888.

Stock, R. M., Six, B., & Zacharias, N. A. (2013). Linking multiple layers of
innovation-oriented corporate culture, product program innovativeness,

and business performance: A contingency approach. Journal of the
Academy of Marketing Science, 41(3), 283-299.

Stone, K. B. (2012). Four decades of lean: a systematic literature
review. International Journal of Lean Six Sigma, 3(2), 112-132.

Stoner, J. A.F., Freeman, R. E., & Gilbert, Jr. D. R. (1995). Management (6
Th ed.). New Jersey: Prentice Hall Inc.

Straub, D., Boudreau, M. C., & Gefen, D. (2004). Validation guidelines for
IS positivist research. The Communications of the Association for
Information Systems, 13(1), 63.

Streets, R., & Boundary, C. (2004). Managing Innovation. Australian
Institute of Management-Version, 1.

Strém, E. (2018). The Contextual Factors that Enable the BSC to Create
Profitability. Hanken School of Economics.

Struckman, C. K., & Yammarino, F. J. (2003). Managing Through Multiple
Change Activities: A  Solution to the Enigma of the 2lIst
Century. Organizational Dynamics, 32(3), 234-246.

Suarez-Barraza, M. F. & Miguel-Davila, J. A. (2014). Assessing the design,
management and improvement of Kaizen projects in local
governments. Business Process Management Journal, 20(3), 392-411.

Suarez-Barraza, M. F., & Miguel-Davila, J. A. (2011). Implementacién del
Kaizen en México: un estudio exploratorio de una aproximacion
gerencial japonesa en el contexto latinoamericano. Innovar, 21(41).

Suarez-Barraza, M. F., & Ramis-Pujol, J. (2010). Implementation of Lean-
Kaizen in the human resource service process: A case study in a
Mexican  public  service  organisation. Journal of  Manufacturing
Technology Management, 21(3), 388-410.

Suarez-Barraza, M. F., & Smith, T. (2014). The Kaizen approach within
process innovation: findings from a multiple case study in Ibero-

American countries. Total Quality  Management & Business
Excellence, 25(9-10), 1002-1025.

Suarez-Barraza, M. F., Ramis-Pujol, J., & Estrada-Robles, M. (2012).
Applying Gemba-Kaizen in a multinational food company: a process
innovation framework. International Journal of Quality and Service
Sciences, 4(1), 27-50.

327



Suarez-Barraza, M. F., Smith, T., & Mi Dahlgaard-Park, S. (2009). Lean-
kaizen public service: an empirical approach in Spanish local
governments. The TOM Journal, 21(2), 143-167.

Subramanian, A. (1996). Innovativeness: redefining the concept. Journal of
engineering and technology management, 13(3-4), 223-243.

Suliman, A., & Al Kathairi, M. (2012). Organizational justice, commitment
and performance in developing countries: The case of the
UAE. Employee Relations, 35(1), 98-115.

Sunder M, V., & Antony, J. (2018). A conceptual Lean Six Sigma
framework for quality excellence in higher education
institutions. International Journal of  Quality & Reliability
Management, 35(4), 857-874.

Swain, A. K., Cao, Q. R, & Gardner, W. L. (2018). Six Sigma success:
Looking through authentic leadership and behavioral integrity
theoretical lenses. Operations Research Perspectives, 5, 120-132.

Sweeney, B., & Business, C. (2017). Lean Six Sigma Quickstart Guide: The
Simplified Beginner's Guide to Lean Six Sigma. ClydeBank Media
LLC.

Sweeney, M. T. (1994). Benchmarking for strategic manufacturing
management. International  Journal  of  Operations &  Production
Management, 14(9), 4-15.

Swinehart, K. D., & Smith, A. E. (2005). Internal supply chain performance
measurement: A health care continuous improvement
implementation. International ~ Journal — of  Health  Care  Quality
Assurance, 18(7), 533-542.

Swink, M., & Jacobs, B. W. (2012). Six Sigma adoption: Operating
performance impacts and contextual drivers of success. Journal of
Operations Management, 30(6), 437-453.

Swiss, J. E. (1992). Adapting total quality management (TQM) to
government. Public Administration Review, 356-362.

Synodinos, N. E. (2003). The “art” of questionnaire construction: some
important considerations for manufacturing studies. Integrated
manufacturing systems, 14(3), 221-237.

Syrett, M., & Lammiman, J. (1997). The art of conjuring
ideas. Director, 50(9), 48-54.

Taniguchi, A., & Onosato, M. (2018). Effect of Continuous Improvement on
the Reporting Quality of Project Management Information System for
Project Management Success. [J. Information Technology and
Computer Science, 2018 (1), 1-15

328



Tanner, C., & Roncarti, R. (1994). Kaizen leads to breakthroughs in
responsiveness—And the Shingo Prize—At Critikon. National
Productivity Review, 13(4), 517-531.

Taryam, A. O. (1987). The Establishment of the United Arab Emirates.
London: Croom Helm.

Taylor, B. (1999). Japanese management style in China? Production
practices in Japanese manufacturing plants. New technology, work and
employment, 14(2), 129-142.

Taylor, W. A. (1998). TQM implementation: organisation practices and
information infrastructures. Omega, 26(6), 715-727.

Teece, D. J. (1998). Capturing value from knowledge assets: The new
economy, markets for know-how, and intangible assets. California
management review, 40(3), 55-79.

Teece, D. J. (2018). Dynamic capabilities as (workable) management
systems theory. Journal of Management & Organization, 24(3), 359-
368.

Teece, D. J., Pisano, G., & Shuen, A. (1997). Dynamic capabilities and
strategic management. Strategic management journal, 509-533.

Teece, D., & Pisano, G. (1994). The dynamic capabilities of firms: an
introduction. Industrial and corporate change, 3(3), 537-556.

Tellis, G. J.,, Prabhu, J. C., & Chandy, R. K. (2009). Radical innovation
across nations: The preeminence of corporate culture. Journal of
marketing, 73(1), 3-23.

Tenenhaus, M. (1999). The PLS approach. Journal of Applied Statistics,
47(2), 5-40.

Tenenhaus, M., Esposito, V., Chatelin, Y. M., & Lauro, C. (2005). PLS Path
Modeling. Computational Statistics and Data Analysis, 28, 159- 205.

Thau, A (2009). Benchmarking in offentlichen Verwaltungen — Theoretische
Fundierung und maogliche Weiterentwicklung eines
Modernisierungsinstrument. Berliner Wissenschafts Verlags, Berlin.

Thomas, A. J., Francis, M., Fisher, R., & Byard, P. (2016). Implementing
Lean Six Sigma to overcome the production challenges in an aerospace
company. Production Planning & Control, 27(7-8), 591-603.

Thompson, V. A. (1965). Bureaucracy and innovation. Administrative
science quarterly, 1-20.

Thong, J., Yap, C. and Seah, K. (2000). Business process reengineering in
the public sector: the case of the Housing Development Board in

329



Singapore. Journal of Management Information Systems, 17(1), 245-
270.

Tidd, J., Pavitt, K., & Bessant, J. (2001). Managing innovation. John Wiley
& Sons, Chichester

Tillema, S. (2007). Public Sector Organizations' Use of Benchmarking
Information for Performance Improvement: Theoretical Analysis and
Explorative Case Studies in Dutch Water Boards. Public Performance
& Management Review, 30(4), 496-520.

Tiwari, M. K., Antony, J., & Montgomery, D. C. (2008). Editorial note for
the special issue on ‘Effective decision support to implement lean and
six sigma methodologies in the manufacturing and service sectors’.
International Journal of Production Research, 46 (23), 6563-6566.

Todtling, F., Lehner, P., & Kaufmann, A. (2009). Do different types of
innovation rely on specific kinds of knowledge
interactions?. Technovation, 29(1), 59-71.

Tomic, B., Spasojevi¢ Brki¢, V., Karapetrovic, S., Pokrajac, S., Milanovi¢,
D. D., Babi¢, B., & Djurdjevic, T. (2017). Organizational culture,
quality  improvement tools and  methodologies, and  business
performance of a supply chain. Proceedings of the Institution of
Mechanical Engineers, Part  B: Journal of  Engineering
Manufacture, 231(13), 2430-2442.

Tomkins, R. (1997). GE beats expected 13% rise. Financial Times, 10, 22.

Tomkinson, M. (1975). The United Arab Emirates. Michael Tomkinson
Publishing.

Torfing, J., & Ansell, C. (2017). Strengthening political leadership and
policy innovation through the expansion of collaborative forms of
governance. Public Management Review, 19(1), 37-54.

Trakulsunti, Y., & Antony, J. (2018). Can Lean Six Sigma be used to reduce
medication errors in the health-care sector?. Leadership in Health
Services.

Trist, E., & Emery, F. (1973). Towards a social ecology. London: Plenum
Press

Trott, P. (2012). Innovation management and new product development.
Pearson education.

Tucker, M., & Pitt, M. (2009). National standards of customer satisfaction in
facilities management. Facilities, 27(13/14), 497-514.

Tushman, M. L. (1997). Winning through innovation. Strategy &
Leadership, 25(4), 14-19.

330



Twaissi, N. M., & Alhelalat, J. A. (2015). Competitive benchmarking
adoption issues in the hotel sector in Petra, Jordan. International
Journal of Marketing Studies, 7(3), 53.

UAE Cabinet (2019). Federal government entities. Retrieved from:
https://www.uaecabinet.ae/en/federal-government-entities

Uluskan, M., Godfrey, A. B., & Joines, J. A. (2017). Integration of Six
Sigma to traditional quality management theory: an empirical study on
organisational performance. Total Quality Management &  Business
Excellence, 28(13-14), 1526-1543.

Underdown, R., & Talluri, S. (2002). Cycle of success: a strategy for
becoming agile through benchmarking. Benchmarking: An
International Journal, 9(3), 278-292.

Uppal, R., Natale, J., Liszka, A., Wang, S., & Taylor, J. (2012, January).
Process improvement at a newly established emergency department: A
Kaizen approach. Paper presented at IIE Annual Conference.

Proceedings (p. 1). Institute of Industrial and Systems Engineers
(IISE).

Upton, D. (1996). Mechanisms for building and sustaining operations
improvement. European Management Journal, 14(3), 215-228.

Urbach, N., & Ahlemann, F. (2010). Structural equation modeling in
information  systems research wusing partial least squares. JITTA:

Journal of Information Technology Theory and Application, 11(2), 5-
40

Vaccaro, A., Parente, R., & Veloso, F. M. (2010). Knowledge management
tools, inter-organizational ~ relationships, innovation  and  firm

performance. Technological — Forecasting and  Social  Change, 77(7),
1076-1089.

Vakhariya, S., & Rao, M. (2009). Innovate for Growth: Immelt's Strategy for
GE. IUP Journal of Operations Management, 8(3/4), 86.

Valerie, F. (2012), Re-discovering the PLS approach in management science.
Management, 15(1), 101-123.

Van Acker, W., & Bouckaert, G. (2017). What makes public sector
innovations survive? An exploratory study of the influence of

feedback,  accountability @ and  learning. International ~ Review  of
Administrative Sciences, 0020852317700481.

Van Aken, E. M., Farris, J. A., Glover, W. J., & Letens, G. (2010). A
framework for designing, managing, and improving Kaizen event
programs. International — Journal —of  Productivity —and  Performance
Management, 59(7), 641-667.

331



Van Dooren, W., Bouckaert, G., & Halligan, J. (2015). Performance
management in the public sector. Routledge.

Vander Steen, B. (2009). Measuring innovation in the BC public sector:
Developing a  performance measurement framework for  IGRS’
innovation program. Unpublished master thesis, University of Victoria,
US.

Vaziri, K. H. (1993). Questions to answer before benchmarking. Planning
Review, 21(1), 37-37.

Venetucci, R. (1992). Benchmarking: a reality check for strategy and
performance objectives. Production and  Inventory  Management
Journal, 33(4), 32.

Venkataiah, D., & Sagi, D. (2012). Relationship between Kaizen Events and
Perceived Quality Performance in Indian Automobile Industry.

International Journal of Management and Business Studies, 2(1), 25-
28.

Venkatraman, N. U., & Ramanujam, V. (1987). Measurement of business
economic performance: An examination of method
convergence. Journal of management, 13(1), 109-122.

Vermeeren, B. (2017). Influencing public sector performance: studying the
impact of ability-, motivation-and  opportunity-enhancing  human
resources practices on various performance outcomes in the public
sector. International ~Review of Administrative Sciences, 83(4), 7T17-
737.

Verona, G., & Ravasi, D. (2003). Unbundling dynamic capabilities: an
exploratory study of continuous product innovation. Industrial and
corporate change, 12(3), 577-606.

Vivarelli, M. (2014). Innovation, employment and skills in advanced and
developing countries: A survey of economic literature. Journal of
Economic Issues, 48(1), 123-154.

Von Thiele Schwarz, U., Nielsen, K. M., Stenfors-Hayes, T., & Hasson, H.
(2017). Using kaizen to improve employee well-being: Results from

two organizational intervention studies. hiuman relations, 70(8), 966-
993.

Vorhies, D. W., & Morgan, N. A. (2005). Benchmarking marketing
capabilities  for  sustainable = competitive  advantage. Journal  of
marketing, 69(1), 80-94.

Voss, C. A., Ahlstrom, P., & Blackmon, K. (1997). Benchmarking and
operational performance: some empirical results. International Journal
of Operations & Production Management, 17(10), 1046-1058.

332



Wade, M., & Hulland, J. (2004). Review: The resource-based view and
information systems research: Review, extension, and suggestions for
future research. MIS quarterly, 28(1), 107-142.

Walker, R. M. (2004). Innovation and organisational performance: Evidence
and a research agenda. Advance Institute of Management Research
Working Paper Series, 002.

Walker, R. M. (2014). Internal and External Antecedents of Process
Innovation: A review and extension. Public Management
Review, 16(1), 21-44.

Wang, C. H., Chen, K. Y., & Chen, S. C. (2012). Total quality management,
market orientation and hotel performance: The moderating effects of

external environmental factors. International Journal of Hospitality
Management, 31(1), 119-129.

Wang, S., Guidice, R. M., Tansky, J. W., & Wang, Z. M. (2010). When
R&D spending is not enough: The critical role of culture when you
really want to innovate. Human Resource Management, 49(4), 767-
792.

Warner, W. (2019). The Relationship between Law Enforcement Agency
Size and Police Stress. EC Psychology and Psychiatry, 8, 8-11.

Watson, G. H. (1993). Strategic benchmarking: How to rate your company's
performance against the world's best. Wiley.

Watson, G. H. (2008). Strategic benchmarking reloaded with six sigma:
Improving your company's performance using global best practice.
John Wiley & Sons.

Wauters, B. (2005). The added wvalue of facilities management:
benchmarking work processes. Facilities, 23(3/4), 142-151.

WEF (2015). Global competitiveness report 2014-2015: Competitiveness
rankings. Retrieved from: http://reports.weforum.org/global-
competitiveness-report-2014-2015/rankings/

Wei, Z., Guopeng, X., & Xiangyuan, M. (2012, November). Innovation
culture, transformational capability and transformational performance:
An empirical study of SMEs in China. In Management of Technology
(ISMOT), 2012 International Symposium on (pp. 51-55). IEEE.

Weick, K. E. (2000). Quality improvement: A sensemaking perspective. The
quality movement and organization theory, 155-172.

Weinzimmer, L. G., Michel, E. J.,, & Franczak, J. L. (2011). Creativity and
firm-level performance: The mediating effects of  action
orientation. Journal of Managerial Issues, 62-82.

333



Wells, W., Horney, J., & Maguire, E. R. (2005). Patrol officer responses to
citizen feedback: An experimental analysis. Police Quarterly, 8(2),
171-205.

Wernerfelt, B. (1984). A resource-based view of the firm. Strategic
management journal, 5(2), 171-180.

Wetzels, M., Odekerken-Schroder, G., & Oppen, C. V. (2009). Using PLS
path modeling for assessing hierarchical models: Guidelines and
empirical illustration. MIS Quarterly 33(1), 177-195.

White, M. R. M., & Trevor, M. (1983). Under Japanese management: The
experience of British workers. Heinemann Educational Publishers.

Wiid, P. (2019). Kaizen and Education. In Agile and Lean Concepts for
Teaching and Learning (pp. 63-92). Springer, Singapore.

Wilhelm, P. G., & Wilhelm, J. P. (2012, January). Competitiveness, social
networking and international culture variables as predictors of capacity
for innovation: An empirical test. In Competition Forum (Vol. 10, No.
1, p. 63). American Society for Competitiveness.

Williams, J., Brown, C., & Springer, A. (2012). Overcoming benchmarking
reluctance: a  literature  review. Benchmarking:  An  International
Journal, 19(2), 255-276.

Williams, K., Haslam, C., Williams, J., Cultler, T., Adcroft, A., & Johal, S.
(1992). Against lean production. Economy and Society, 21(3), 321-354.

Wilson, S. (2001). What is an Indigenous research methodology?. Canadian
journal of native education, 25(2), 175-179.

Windrum, P., & Koch, P. M. (Eds.). (2008). Innovation in public sector
services: entrepreneurship, creativity and management. Edward Elgar
Publishing.

Witteman, P. S. (2015). Aspects of organizational culture that impact
healthcare professionals trust in the organization: A quantitative study.
Unpublished doctoral thesis, Capella University.

Wold, H. (1982). Soft modelling: the basic design and some
extensions. Systems under indirect observation, Part II, 36-37.

Womack, J. P. (2002). Lean thinking: Where have we been and where are we
going?. Manufacturing Engineering, 129(3), L2-L6.

Womack, J. P, & Jones, D. T. (2010). Lean thinking: banish waste and
create wealth in your corporation. Simon and Schuster.

Womack, J. P., Jones, D. T., & Roos, D. (1990). Machine that changed the
world. Simon and Schuster.

334



Wong, K. K. K. (2013). Partial least squares structural equation modeling
(PLS-SEM) techniques using SmartPLS. Marketing Bulletin, 24(1), 1-
32.

Woodman, R. W., Sawyer, J. E., & Griffin, R. W. (1993). Toward a theory of
organizational creativity. Academy of management review, 18(2), 293-
321.

Wulandari, S. S. (2018). Employee  commitment and  service
performance. Human Systems Management, 37(4), 381-386.

Xerri, M., & Brunetto, Y. (2011). Fostering the innovative behaviour of SME
employees: a social capital perspective. Research & Practice in Human
Resource Management, 19(2), 1.

Yang, M. G. M., Hong, P., & Modi, S. B. (2011). Impact of lean
manufacturing and environmental management on business
performance: An empirical study of manufacturing firms. International
Journal of Production Economics, 129(2), 251-261.

Yasar, B. N., Sezen, B., & Karakadilar, I. S. (2017). Mediating effect of
continuous improvement on the relationship between innovation and
financial ~ performance. Total ~ Quality =~ Management &  Business
Excellence, 1-15.

Yasin, M. M., Wafa, M. A, & Small, M. H. (2001). Just-in-time
implementation in the public sector: an empirical
examination. International ~ Journal — of  Operations &  Production
Management, 21(9), 1195-1204.

Yeung, A. K., Brockbank, J. W., & Ulrich, D. (1991). Organizational culture
and human resource practices: An empirical assessment. Research in
or.gcmiwtioncd change and development, 5, 59-81

Yilmaz, C., & Ergun, E. (2008). Organizational culture and firm
effectiveness: An examination of relative effects of culture traits and
the balanced culture hypothesis in an emerging economy. Journal of
world business, 43(3), 290-306.

Yilmaz, M. R., & Chatterjee, S. (2000). Six Sigma beyond manufacturing-a
concept for robust management. [EEE  Engineering  Management
Review, 28(4), 73-80.

Yilmaz, S. (2013). Tailoring model in reforming police organizations
towards community  policing. Journal of  Organizational — Change
Management, 26(5), 897-924.

Yousfi, A., de Freitas, A., Dey, A. K., & Saidi, R. (2016). The use of
ubiquitous  computing  for  business  process improvement. /[EEE
Transactions on Services Computing, 9(4), 621-632.

335



Yu, P. L. (2017). Innovative culture and professional skills: The use of
supportive leadership and individual power distance orientation in IT
industry. International Journal of Manpower, 38(2), 198-214.

Yuan, L., Zhongfeng, S., & Yi, L. (2010). Can strategic flexibility help firms
profit from product innovation?. Technovation, 30(5), 300-309.

Yun, J. Y., & Chua, R. C. (2002, November). Samsung uses Six Sigma to
change its image. In Six Sigma Forum Magazine (Vol. 2, No. 1, pp. 13-
16).

Yusof, S. R. M., & Aspinwall, E. (2000). Total quality management
implementation frameworks: comparison and review. Total quality
management, 11(3), 281-294.

Yusr, M. M, Othman, A. R., & Mokhtar, S. S. M. (2012). Assessing the
relationship among Six Sigma, absorptive capacity and innovation
performance. Procedia-Social and Behavioral Sciences, 65, 570-578.

Yusr, M. M., & Othman, A. R. (2011). Six sigma and innovation
performance: a conceptual framework based on the absorptive capacity
theory perspective. International Journal of Emerging Sciences, 1(3),
307.

Zaabi, H. H. J. A. Singh, S. K., & Ajmal, M. M. (2017). Role of
organisational commitment, culture and leadership in managing
innovation:  a  study. International ~ Journal  of  Value  Chain
Management, 8(3), 270-284.

Zailani, S., Shaharudin, M. R., & Saw, B. (2015). Impact of kaizen on firm's
competitive  advantage in a  Japanese owned company in
Malaysia. International ~ Journal ~ of  Productivity and  Quality
Management, 16(2), 183-210.

Zairi, M. (1997). Business process management: a boundaryless approach to

modern competitiveness. Business Process Management Journal, 3(1),
64-80.

Zairi, M., & Whymark, J. (2000). The transfer of best practices: how to build
a culture of  benchmarking and continuous learning—part
1. Benchmarking: An International Journal, 7(1), 62-79.

Zairi, M., & Whymark, J. (2000). The transfer of best practices: how to build
a culture of  benchmarking and continuous learning—part
2. Benchmarking: An International Journal, 7(2), 146-167.

Zaltman, G., Duncan, R., & Holbek, J. (1973). Innovations and
organizations. New York: Wiley.

Zarinah, A. R., Farhana, A. N., & Nadiah, A. H. (2017). Lean production and
business performance: influences of leadership styles. Journal of
Fundamental and Applied Sciences, 9(5S), 1030-1051.

336



Zehir, C., Ertosun, O. G., Zehir, S., & Miiceldilli, B. (2012). Total quality
management practices’ effects on quality performance and innovative
performance. Procedia-Social and Behavioral Sciences, 41, 273-280.

Zhang, Q., Irfan, M., Khattak, M. A. O., Zhu, X., & Hassan, M. (2012). Lean
Six  Sigma: a literature  review. Interdisciplinary  Journal  of
Contemporary research in business, 3(10), 599-605.

Zhang, W., & Huang, X. (2010, August). A Research on the Relationship
between  Innovation  Culture,  Transformational  Capabilities  and
Transformational Performance. Paper presented at Management and
Service Science (MASS), 2010 International Conference on (pp. 1-4).
IEEE.

Zhang, Z., & Yuan, K.-H. (2018). Practical Statistical Power Analysis Using
Webpower and R (Eds). Granger, IN: ISDSA Press.

Zhao, X., Lynch Jr, J. G., & Chen, Q. (2010). Reconsidering Baron and
Kenny: Myths and truths about mediation analysis. Journal of
consumer research, 37(2), 197-206.

Zhou, B. (2016). Lean principles, practices, and impacts: a study on small
and  medium-sized  enterprises  (SMEs). Annals  of  Operations
Research, 241(1-2), 457-474.

Zhu, Q., Johnson, S., & Sarkis, J. (2018, January). Lean six sigma and
environmental sustainability: a hospital perspective. In Supply Chain
Forum: An International Journal (pp. 1-17). Taylor & Francis.

Zikmund, W. G. (2003). Business Research Methods. South-Western: Ohio.

Zminda, T. (2012). Managing the innovative activity of enterprises affiliated
to formal structure of cluster. Management of Organization in the Age
of Globalization, 87.

Zoakah, J. D., Goyit, G. M., & Nmadu, T. M. (2017). Benchmarking and
Organizational Performance: A Study of United Africa Comapny of
Nigeria  (UACN). International — Journal of  Management  Science
Research, 3(1), 332.

Zu, X., Fredendall, L. D., & Douglas, T. J. (2008). The evolving theory of
quality management: the role of Six Sigma. Journal of operations
Management, 26(5), 630-650.

Zu, X., Robbins, T. L., & Fredendall, L. D. (2010). Mapping the critical links

between organizational culture and TQM/Six Sigma
practices. International  journal of production economics, 123(1), 86-
106.

337



APPENDIX A
DUBAI POLICE OVERVIEW

Introduction

The United Arab Emirates is a federal government, so it leaves much power to the
emirates. There are local police in every emirate that has the power to control
everything inside it. Also, the Ministry of Interior has limited power inside these
emirates but has the rights to deal with external issues (Codrai, 1990; Taryam, 1987;

Tomkinson, 1975).

The Dubai Police is one of the local police departments that come under the direction
of H.H. Sheikh Mohammed Bin Rashid Al Maktoum, Vice President and Prime
Minister of the UAE and Ruler of Dubai. The Dubai Police is a police agency in Dubai
which is known as the Dubai Police Headquarters. It was established on June 1, 1956,
in Naif Fort. In 1973, it moved to its present location in Al Tower area by the local
government of Dubai with a small number of employees. Now, it is a large
organisation with more than 24,000 employees (Abdulla, Djebarni & Mellahi, 2008;
Busanad, 2016; Chu, 2017; EFQM, 2018). It makes the majority of the police strength
not only in the United Arab Emirates but also in the Arab world. The Dubai Police is
an integral part of the UAE Police Force. It has a vision and mission to improve the
quality of life by operating with constitutional rights to apply the law and maintain the
safety and security of the community and all people living in the country (The Dubai
Police, 2017). It uses excellent performance standards and has highly defined

descriptions of their duties, tasks, and jurisdictions.
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The Dubai Police's Excellence and Quality

The Dubai Police applies the highest and the most precise operation in doing its work
guided by performance indicators. It has efficient use of financial resources and
strategic planning by avoiding bureaucratic procedures, implementing innovative
initiatives, strengthening community partnership, and respecting excellence of

personal and teamwork.

In its search for innovation, the Dubai Police uses the latest technologies and
techniques not only to solve crimes and prevent them (Chu & Abdulla, 2014) but also
in management and administration. Now, all police departments in the UAE and even
the Ministry of Interior have begun to use the Dubai Police as a benchmark to get the
best practices of the Dubai Police and apply them in their departments. The Dubai
Police was the first department in the region that practised quality by establishing a
Total Quality Department that focuses and maintains quality in all the Dubai Police
departments and stations. It was also the first Arab police to apply DNA testing in
criminal investigation; the first Arab force to use fingerprinting; the first in the Arab
world that establishes a human rights department; the first in the Arab police institution
to apply the concept of "Clean Desk Policy"; the first in the Arab department to
implement a paperless department; and the first Arab police that uses GPS (Global
Positioning System) (Chu & Abdulla, 2014). Additionally, the Dubai Police was first
to utilise advanced technology in the mid 1980s such as the Automatic Vehicle Locator
(AVL) and Loran C signals in the Gulf. Another achievement was the adoption of the

Community Policing programme.

The Dubai Police is considered the most successful and advanced police in the regions

because it implements and uses the latest technology in the world. Moreover, it applies
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the best and most successful applied practices in the world by benchmarking.
Additionally, the Dubai Police has won many prizes in quality and excellence from
the government of Dubai and other external authorities and organisations, It has also
received many first-place prizes in several competitions. These achievements were
obtained when the leaders of the Dubai Police realised that they have to achieve the
best in the world by using the last theories in management and quality and the last

advanced technology (Chu & Abdulla, 2014).

The Dubai Police aims to enhance its role in human rights protection and freedom of
all UAE residents in line with The Dubai Police 2015 strategy. Therefore, the Dubai
Police has established a new department called the Human Rights Department that
serves the community, protects their rights, and cares for their benefits by simplifying
the procedures in receiving complaints and offering proper solutions. Furthermore, the
UAE is the first Arab country to establish and enact a law on human trafficking based
on Islamic and Arab values. The Dubai Police are engaged in forming the common
Arab strategy to fight human trafficking. The Dubai Police was also the first
department in the UAE to develop its electronic services, where it has set up its website
and offers e-services even before the launch portal of the Dubai e-government (Sethi

& Sethi, 2008).

The Dubai Police's Strategy

Policy: Policies and principles that govern the development of the strategic plan of the

Dubai Police are (The Dubai Police, 2018):

Policies and principles that governed the development of the strategic plan of Dubai

Police:
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Dubai's Security is an integral part of the security of the United Arab Emirates.

Security is an acquired right of every citizen, resident and visitor.

Law is the arbitrator in dealing with each wrongdoer to the state or to any human being.

Citizens given the utmost priority as to recruitment and training.

Vision: Police Pioneering for a safe city.

Mission: We strive to make Dubai the safest and most secured city, through providing
innovative smart services, global institutional excellence and professional
development in alignment with modern technology utilized in an environment that

promotes innovation and creativity aiming for community happiness.

Values: Transparency; Cooperation; Justice; Professionalism and Team Spirit.

Strategic goals: The Dubai Police has three strategic directions, each of
which has strategic goals as follows:

Table a
Strategic Goals of Dubai Police
Strategic Directions Strategic Goals
Society Happiness Safety and Security Enrichment.

Confidence in Police.

Community Happiness.

Secure City Safekeeping and Protection.

Crises and Disaster Management.
Crime Reduction Rate.

Responding to Emergency Situations.
Road Fatalities Reduction.

Innovation in Organization Managing the Human capital effectively and
Capabilities Efficiently.
Managing the physical resources effectively
and efficiently.
Managing the Technical Resources

effectively and efficiently.
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Enhance institutional performance effectively
and efficiently.

Commitments and Pledges:

The Dubai Police pledges to answer your 999 calls within ten seconds.

The Dubai Police pledges to arrive at urgent incidents within the specified time.

The Dubai Police pledges to have a police officer in the following situations:
* Disturbing reports.

* Incidents of fatalities.

* Critical casualties.

+ Strikes and riots.

e Disasters and crises.

The Dubai Police pledges to provide victims of crime on the preliminary status

of cases within seven working days.

The Dubai Police pledges to be transparent in publishing facts and information

in appropriate time unless public benefit requires otherwise.

The Dubai Police pledges to reply to your correspondences within five working

days.

The Dubai Police pledges to provide services to customers in a duration that
does not exceed 30 minutes at customer happiness centres at police

departments and stations.
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e The Dubai Police pledges to respond to your electronic inquiries within two

working days.

e The Dubai Police pledges to provide state-of-art highly efficient services

aiming for customer happiness.

The Dubai Police's Organisational Structure

The Dubai Police consists of a unique hierarchy that has general departments and
police stations. Each of these general departments contains of sub-departments, and
each of police station contains sections. These general departments have unique tasks,

objectives and responsibilities that are different from each other.

a) General Department of Administrative Affairs

The main goal of the General Department of Administrative Affairs is to link the
General Headquarters of the Dubai Police with other departments and police stations
in the Dubai Police internally and externally with the General Headquarters and federal
ministries, the private sector, foreign bodies, and local departments (Abdulla, 2009).
This department is also concerned with all incoming and outgoing transactions such
as letters and messages, supervises knowledge projects and deploy them in the

organisation, and meets requests for treatment of employees abroad.

b) General Department of Airports Security

Dubai is considered a centre and destination for most international airlines. It has three
international airports that receive airlines from different countries. This development
in Dubai airports enforces the Dubai Police to establish a special department that takes
care of them. The General Department of Airports Security has more than 6500
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employees working 24 hours to provide security inside the airports (The Dubai Police
Annual report, 2015). It is responsible for inspecting aeroplanes and travellers. They
also help travellers in the case of lost luggage. Moreover, this department provides
training to its employees to enable them to deal with the newest cases and situation of

inspections.

c) General Department of Criminal Investigation

The Criminal Investigation Department represents the backbone of security work in
the Dubai Police. It is the front desk of other departments that deal directly with people
in Dubai and supervise police stations. It aims to excel in spreading security and
stability in the society. In other words, its role is to control crime in all forms by
developing and employing ways to prevent them for the sake of social stability. It deals
with all kinds of crimes such as daily crimes (quarrels, defamation, swearing), crimes
that are dangerous (murder, robbery, rape, armed), and organised crimes (drug, money
laundry, trafficking, wanted criminal). It also meets social services (lost and found,
licenses of all kinds, certificate of good conduct), employs scientific evidence (forensic
medicine, documents, fingerprints), and uses and develops crime prevention methods

(follow-up, guidance, statistical projections, directives).

d) General Department of Punitive and Correctional Establishments

The General Department of Punitive and Correctional Establishments deals with
convicted felons to receive criminal punishment, their reform, and remedy. The main
responsibilities of the department are to implement the judgments issued by the
competent courts and preparing and implementing plans and programmes for the

rehabilitation of inmates of penal and correctional institutions.
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e) General Department of Traffic

The General Department of Traffic is one of the most important departments in the
Dubai Police. Its main responsibility is to provide police services to the community
such as instructions pertaining to traffic, enforcement of law and regulations, traffic
road and flow control, and increasing traffic control to reduce traffic accidents. For all
these purposes, the traffic department employs up-to-date systems and technologies

and servicing policies.

f) General Department of Anti Narcotic

The General Department of Anti Narcotic was established in the beginning under the
Criminal Investigation Department. The Dubai Police’ decision-makers realised the
important role of the Dubai Police in anti-drugs; therefore they established a general
department for this purpose. It is responsible for protecting society and its members
from drugs, searching for sources of drugs, arresting suppliers of drugs, following up
addicted people, and providing society with awareness programmes about drugs and

their impact on people, families, and societies.

g) General Department of Operation

The General Department of Operation is considered the heart of the Dubai Police. It
has different departments that deal around-the-clock with society such as controlling
room. It also controls all police patrols’ electronics and wireless devices whether in a
police car, streets, air patrols, or sea patrols. Moreover, it protects significant
commercial and community sites by using an advanced security system called an
“early warning system”. The Operation Department also supports coordination and
cooperation with emerging states. In brief, it is the link between all departments and

police stations via a controlling room with advanced technology and installations.
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h) General Department of Organisations Protective Security and
Emergency

The role of this department is to provide security to various organisations and agencies
in Dubai, such as international organisations and their offices, and governmental and
private buildings, and visitors such as presidents, kings, Sheikhs, ministers, and

delegates. It also provides Dubai during demonstrations.

i) General Department of Human Rights in the Dubai Police

As community police, the Dubai Police believes in human rights. Therefore, it
established the Human Rights Department in 1995. Its strategy is to preserve the rights
of people among those with special needs. Its objectives are also to integrate the most
care-needy groups in the society, providing these groups with physiological and social
security, developing and enhancing their potential capabilities, and addressing the

issues pertinent to them by providing the suitable solutions for those issues.

j) General Department of Finance

The main role of this department is managing accounting and financial transactions
and reports of the Dubai Police such as controlling financial inflows and outflows,
crediting salaries of employees to their bank accounts, controlling general ledger,
following up fixed assets, generating financial reports that can be used by departments
or decision makers, paying invoices to suppliers, and controlling the Dubai Police's

budget.

k) General Department of Human Resources

Since the beginning, the Dubai Police has adopted an open-ended security strategy

aligned with modernisation. This modernisation needs employees to be developed to
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align with the development in policing. For this purpose, the Dubai Police has
established an HR department to take care of its employees. Every employee in the
Dubai Police has a personal file that contains all his or her employment history such
as recruitment, retirement or resignation (Abdulla, 2009). The department manages
employees in the Dubai Police including recruiting suitable candidates, ensuring that
employee welfare and employee relations are positive, ensuring that the working
environment is safe for employees, raising awareness of current workplace legislation,

and overseeing employee appraisal.

1) General Department of Community Happiness

The role of the Dubai Police is not only to protect people and secure Dubai but also
acts as a community organisation. Modern police should follow the new concept of
community policing by providing services that can involve people into a police role.
The General Department of Community Happiness is a link between the Dubai Police
and people in society. It provides services and programmes that help community
members to act with the Dubai Police as a security organisation that takes care of their
security. The department has different sub-departments and sections such as an officer
club, the Dubai Police’s museum, library, and international training. Moreover, it has
an annual programme called “Education Security” which focuses on students in
schools where trainers from the Dubai Police visit the schools in Dubai weekly to give

them talks about the role of security in the society and how to protect themselves.

m) General Department of Services and Supplies

The Services and Supplies Department was established in 1970 to provide a service
facility such as supermarkets and clinics. Nowadays, its role is more than that. It now
has many sub-departments that focus on providing services and supplies to other
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departments. It consists of purchasing department, supplies and warehouse
department, maintenance department, engineering department, police clinics, and
others. These departments provide services to other department and employees of the
Dubai Police. It also has the right to make a contract with suppliers. Moreover, it is

responsible for establishing buildings and controlling accommodations.

n) General Department of Artificial Intelligence

The General Department of Artificial Intelligence is considered one of the most recent
departments in the Dubai Police to align with the strategy of the Dubai Government to
be an e-Government. The General Department of Artificial Intelligence has different
roles and tasks such as supervising the transformation of an electronic government,
supervising all technical issues such as software, computer, networks, and the Dubai
Police’s portal. It also provides IT services to other departments by internally
developing the e-Services system or securing it externally. It also trains employees to

use new equipment and systems.

0) General Department of Excellence and Pioneering

The Dubai Police has realised early the important role of TQM in public organisations.
It was the first department that implements TQM. The role of this department is to
promote awareness of TQM among employees. It is also responsible for
benchmarking, best practices, participating in excellence awards, evaluating

institutional performance, Six Sigma, strategic planning, and other roles.

P) The Dubai Police Academy

The Dubai Police Academy was founded in 1987 at the Dubai Police College. The

Academy has different colleges and grants many certificates such as diploma, BA,
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masters and PhD. It is also responsible for training new military employees such as
officer candidates, constables, and those from other departments such as civil defence,

immigration department, and other security companies.

q) Future Foresight and Decision-Making Support Centre

The Future Foresight and Decision Making Support Centre was opened in December
1990 to serve as a central information and decision support system in the Dubai Police.
It aims to provide specialised studies and research and support and develop security

policies.

r) General Department of Training

The General Department of Training is responsible for studying and analysing the
needs and requirements of the police. It provides training courses, workshops and
conferences to all employees of the Dubai Police. It also analyses the effectiveness of

the training programmes offered.

s) Headquarters Regulatory Office

The Headquarters Regulatory Office contains six sub-departments responsible for
transmitting orders, decisions and instructions issued by the commander to all

members of the Dubai Police.

t) General Department of Transport and Rescue

The main role of this department is to conduct rescue operations such as aircraft
crashes, natural disasters, weather fluctuations, building collapses and other
emergency and daily accidents. The other role is to provide and supervise

transportation to all employees in the Dubai Police.
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u) Police Stations

The Dubai Police has eleven police stations under the assistant command for criminal
investigation. These police stations are the front office that deals with people in society
in Dubai. Their role is to receive peeps and notification from people. They also deal
with all issues under their controlling area such as controlling roads, investigating
crimes, and catching and following up wanted criminals. The police stations are: Al
Muraqabat Police Station, Bur The Dubai Police Station, Al Rifa’a Police Station, Naif
Police Station, Al Qusais Police Station, Al Rashidya Police Station, Hatta Police
Station, Ports Police Station, Jabal Ali Police Station, Al Brarshaa Police Station, and

Nad Alsheba Police Station.
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APPENDIX B-1
STUDIES OF SIX SIGMA AND ORGANIZATIONAL PERFORMANCE

Author Context Variables Methodology Analysis Techniques
Country Industry IVs Intervening DV Res. design | Population | Unit of analysis| Technique
Variables
Hwang et al. South Korea |General Structured Exploitation and [Performance  |Questionnaire [255 Organization |SEM
(2017). methods exploration
Gunawan and Indonesia ~ Manufacturing |Six Sigma Performance of (Questionnaire (80 Individual Regression
Karimah (2017). companies Criteria accounting
System
Kumar et al. UK Manufacturing |Six Sigma Organizational |Questionnaire 500 Organization  [Descriptive
(2009) SMEs performance analysis
(mean)
Swink and Jacobs |General Manufacture  Six Sigma Operating Using an event 200 Organization | (median)
(2012). industries performance  |study
methodology
Shah et al. (2008). |United States Manufacturing [Six Sigma Lean practices  [Firm Survey 2511 Organization [regression
performance
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Zu et al. (2008). |United States Manufacturing [Top Quality Quality Survey 226 Organization  |Correlation
plants management |information performance and
Support Business regression
performance
Six Sigma
Braunscheidel et |[Anonymous |[Manufacturing [Six sigma Six sigma Performance  Case study 7 Organization |Qualitative
al. (2011). industries adoption implementation [improvements | . .
(interviews)
Linderman et al. [None High-tech Goals in Six Sigma Performance  |Questionnaire [One Individual Correlation
(2000). manufacturing fimprovement company and
firm teams (1500 regression
projects)
Black belt
Sin et al. (2015). |[Malaysia Manufacturing [Knowledge [Six Sigma Organizational [Survey 364 Organization  |Correlation
firms Project Success |Performance and
regression
Mustafa and Malaysia manufacturing |Six Sigma Organizational |Questionnaire 219 Organization  |Correlation
Jamaluddin, industry performance and
(2017) regression
Patyal and India manufacturing [TQM Quality Questionnaire 262 Organizational |Correlation
Koilakuntla, organizations s performance and
2017) Six Sigma : regression
( Business
performance
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control system

Gutierrez European  Manufacturing (Teamwork  |Shared vision  |Organizational [Questionnaire 237 firms |Organization |Regression
Gutiérrez, Countries & services firms| , .. .. Performance
, statistical
Lloréns-Montes, OCesS
and Bustinza I(zon trol
Sanchez (2009).
in Six Sigma
Ali et al. (2016). [Malaysia Manufacturing [Lean Six Operational Business Questionnaire 360 Individual regression
companies Sigma performance performance:
a. Financial
performance
b. Non-financial
performance
Uluskan, et al. United States|Textile and Process Six Sigma Performance Survey 115 Organization [SEM
(2017). apparel industry Management
Customer
Employee relationship
relationship  management
management
Top
management
Habidin and Malaysia IAutomotive Lean Six Moderator: organizational |Survey 252 Organization  [Regression
Yusof (2012). Industry Sigma. SO 14001 performance
Strategic
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Jacobs et al. General Firms adopted |Six Sigma Performance  |[Using an event 214 Organization  |Regression
(2015). Six Sigma study

methodology
Ozkan et al. General Fortune 500 Six Sigma Operating Collect data 108 Organizational |Descriptive
(2017). companies performance  [from reports
Shafer and General Overall industry [Six Sigma Corporate Using an event 400 Organization  |Descriptive
Moeller (2012). performance  [study

methodology
Hilton et al. Australia Hospitals Six Sigma Performance. |Questionnaires |17 hospitals|Organization  |Correlation
(2008). and interviews
Nayeri and [ran Banking Six-sigma BSC Survey 50 bank  |Organization |SEM
Rostami (2016). industry experts
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APPENDIX B-2
STUDIES OF KAIZEN AND ORGANIZATIONAL PERFORMANCE

Author Context Variables Methodology Analysis Techniques
Country Industry IVs Intervening DV Res. design | Population |Unit of analysis| Technique
Variables
Zarinah et al. Malaysia Manufacturing  |Lean Moderator: Business questionnaires {44 Organization |Correlation
(2017). firms production  [leadership styleperformance and
Regression
IAsaad et al. Malaysia Malaysian 5S Organizational |questionnaire (63 Automotive|Organization [Rasch model
(2015). Automotive Kai performance companies
aizen
Company
Rahman et al. Thailand manufacturing  |Lean Operational  |Questionnaire (187 companies|Organization [multiple
(2010). firms performance regression
lAnh et al. (2015). |Vietnam Manufacturing  |Kaizen Quality Questionnaire (124 Individual Regression
companies Practices performance .
companies
Yasar et al. (2017).[Turkey Manufacturing  |[[nnovation |Continuous Financial Questionnaire (384 Correlation
industry improvement |performance manufacturing and
firms regression
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Zhou (2016). United States|SMEs Lean tools Performance |questionnaire 200 SMEs Organization |A
hierarchical
cluster
analysis

Hofer et al. (2012).|general Operations, Lean Inventory Financial Survey and 4288 APICS |Organization [Correlation

production, Production |Leanness Performance [secondary data members and
SUPP ly chain, Bundles (moderator) COMPUSTAT
logistics, and
purchasing
managers and
executives
Fullerton et al. United StatesManufacturing  [Lean Profitability, |Questionnaire [253 firm Organization [Regression
2003). firms production cash flow and secondary and
implementati margin, ROA |data COMPUSTAT
on

Yang et al. (2011). International [Manufacturing |Lean Mediator: Market Survey 309 Organization (SEM

firms manufacturin [Environmental [Performance international
g Manggement Environmental manufacturing
Practices firms

Performance

Financial

Performance

Shah et al. (2017). junknown  |[Food and Lean Organizational |Questionnaires [Two Organization |Descriptive

Beverage Practices performance |and interview |companies analysis
Industries
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Sajan et al. (2017). India Manufacturing  [Lean sustainability [Survey 252 Organization [SEM
SMEs practices performances manufacturing
SMEs

Zailani et al. Malaysia ~ [Manufacturing [Kaizen Organizational |Qualitative Two
(2015). industry capabilities  |methodology |organizations

through a semi-

structured

interview
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APPENDIX B-3
STUDIES OF BENCHMARKING AND ORGANIZATIONAL PERFORMANCE

Author Context Variables Methodology Analysis Techniques
Country Industry IVs Intervening DV Res. design Population | Unit of analysis| Technique
Variables
Zoakah et al., [Nigeria |Foods and Benchmarking Financial One firm Organization  [Regression
(2017). beverage Performance
|Abazeed Jordan Industrial Benchmarking Operational Questionnaire [50 industrial  |[Individual Regression
(2017). Companies Culture Performance companies
315
questionnaires
Kariuki and  [Kenya Githunguri Dairy Human Resource Organizational |Questionnaire |165 senior and |Organizational [Regression
Ochiri (2017). Cooperative Planning Productivity middle level
Society managers
Mentoring
Programs
Benchmarking
Programs
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Strategic Training

Programs
Salam and Thailand (Consumer goods Benchmarking  |Purchasing |Business Questionnaire |583 purchasing |Organizational |SEM
Smadi (2016). (FMCG) industry . Performance [Performance executives and
Standardization
) managers
(mediator)
Mehralian et al. {[ran Pharmaceutical [TQM BSC Questionnaire 30 companies |Organizational SEM
(2017) distribution . .
. (13 dimensions
companies including
benchmarking)
Carr and general  [National Benchmarking Firm Survey 2,260 members [Organizational |Correlation
Smeltzer IAssociation of Performance and
(1999). Purchasing Strategic regression
Management .
Purchasing
members
Drew (1997). [North Firms (general) [Benchmarking Performance Questionnaire (825 managers |Organization Descriptive
IAmerican analysis
Sawasdiraksa, [Thailand [Food and benchmarking, Business Survey 260 Organization |SEM
(2015). beverage standardization, performance
industry and purchasing
'Voss et al. European [Manufactures Benchmarking Operational and [Structured 660 planet sites (Organization Regression
(1997). countries |companies business Interviews
performance
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Sanchez- Spain Manufacturing |[Benchmarking Purchasing Questionnaire (1,182 Organization SEM
Rodriguez et al. companies in performance purchasing
(2003). Spain. business managers
performance
Attiany (2014). Jordan Jordanian Benchmarking Competitive Questionnaire 228 managers |Organization  [Regression
industrial advantage
companies
M’itonga Kenya Bamburi Cement [Benchmarking  [Politics, Organization  |Questionnaire [500 employees [Organization |[Regression
(2017). Limited Levels Culture, Development: of Bamburi
Government o Acti Cement
legislation and( ‘T . Limited,
B lations support of senior
team in OD
activities
e Consistent
levels of teams
e Return on
investments
o Awareness of
OD values)
Attiany (2009) [Jordan Jordanian benchmarking Institutional Questionnaire 228 Organization  [regression
pharmaceutical performance
firms
Hashim et al. |Malaysia |[Local authorities [Benchmarking Organizational [Structured 35 local Organization correlation
(2012a). Process Interviews authorities
Performance
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Kerandi et al. [Kenya Commercial Benchmarking Organizational [Semi-structured50 respondents |Organization  |Correlation
(2014). Banks Process Performance questionnaire of 25 banks and '
regression
Jarrar and Zairi UK General Benchmarking Competitive Questionnaire 227 Organization  |Descriptive
(2001). advantage organizations analysis
Nyaoga etal. [Kenya Public secondary Benchmarking  [Politics Performance  [Survey 152 respondents|Organization  |Correlation
(2013). schools in culture
Nakuru
Municipality (Moderator)
Maiga and United  Manufacturing [Benchmarking |Control Organizational |Questionnaire (157 Organization  |Correlation
Jacobs (2004). |States variables:
plants Performance
Size
Industry
Parast and Countries [Petroleum Benchmarking Internal quality (Survey 61 companies |Organization |Correlation
|Adams (2012). fin the industry . results and
. Quality .
Middle - 4 . regression
East Citizenship External quality

results
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APPENDIX B-4
STUDIES OF INNOVATION CULTURE AND ORGANIZATIONAL PERFORMANCE

Author Context Variables Methodology Analysis Techniques
Country Industry IVs Intervening DV Res. design | Population Unit of Technique
Variables analysis
Lee et al India Software Pro-innovation Managerial Performance Questionnaire 416 Organization | Regression
(2017a). organizations culture ambidexterity outcomes
Anderson et al.| Tunis |Tunisian small| Innovation Economic Questionnaire | 300 ICT | Organization | Regression
(2012). ICT companies culture performance firms
De Brentani North business to- Innovation Performance Survey 252 firms | Organization | Correlation
and American | business firms culture
Kleinschmidt
(2004).
De Brentani, | Canada business Company- Incremental Questionnaire | 184 firms | Organization | Correlation
(2001). services related factors innovations and
market-related Discontinuous regression
factors innovations
product-related
success factors
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new product
process factors

Wei et al. China | multinational Innovation organizational Creativity and | Questionnaire 280 Organization | Regression
(2012). company culture transformational innovation
. performance
capability
Kuo and Tsai| General Large steel Bureaucratic Management Organizational Questionnaire 9000 Organization | Regression
(2017). company culture maturity performance employees
Innovative
culture
Supportive
culture
Stock et al. United Electronics, Innovation- |[Moderators: Market Business Survey 1000 Organization SEM
(2013). States machinery, |oriented Cultural Dynamism Performance managers
services, Values ’
Technological
software/IT, |
d utili; Innovation- Turbulence
anc@uttittes o iented Cultural
Norms
v Mediator: Product
Innovation- Program
oriented Cultural g
. Innovativeness
Artifacts
Zhang and China SMEs Innovation Transformational | Transformational | Questionnaire | 275 SMEs | Organization | Regression
Huang (2010). culture capabilities performance
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Naranjo-
Valencia et al.
(2016).

Spain

Industrial
companies

Organizational
culture

innovation

Performance

Questionnaire

1600
companies.

Organization

Correlation
and
egression
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APPENDIX C-1
SIX SIGMA DIMENSIONS IN PERVIOUS STUDIES

Six Sigma Dimensions

Source

Context

e Top management support
e Customer relationship

e Supplier relationship

e Workforce management
¢ Quality information

e Product/service design

e Process management

e Six Sigma role structure

e Six Sigma structured improvement

procedure

e Six Sigma focus on metrics

Ngo (2010)

Manufacturing firms
in the New Zealand

context

e Linking six sigma to business strategy

e Customer focus

e Project management skills

¢ Management commitment and involvement
e Organisational infrastructure

e Understanding of six sigma methodology

e Project selection and prioritisation

Antony et al
(2007)

UK service sector
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Integration of six sigma with financial

accountability

Management of cultural change
Training and education

Project tracking and reviews
Incentive program

Company-wide commitment

Leadership Habidin and Malaysian
Yusof (2013) | automotive industry

Structured improvement procedure

Quality information and analysis

Supplier relationship

Just in time

Customer focus

Focus in metric

Leadership Habidin et al. Malaysian

(2016) automotive industry

Structured improvement procedure
Quality information and analysis
Supplier relationship

Just in time

Customer focus

Focus in metric
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Top management support
Customer relationship
Supplier relationship
Workforce management
Quality information
Product/service design
Process management

Six Sigma role structure

Six Sigma structured improvement

procedure

Six Sigma focus on metrics

Zu et al.
(2010).

US manufacturing

plants

Six Sigma role structure

Zu et al. (2008)

US manufacturing

o) plants
Six Sigma structured improvement
procedure
Six Sigma focus on metrics
Leadership Khaidir et al. | Malaysian Healthcare
(2013) Industry
Costumer focus
Structured improvement procedure
Focus in metrics
Management involvement and commitment Brun (2011) [talian companies

Cultural change

Communication
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Organizational infrastructure and culture
Education and training

Linking six sigma to business strategy
Linking six sigma to customer

Linking six sigma to human resources
Linking six sigma to suppliers

Understanding tools and techniques within

six sigma
Project management skills

Project prioritization and selection

Top Management Support Shafer and General
Moeller
Six Sigma Role Structure
(2012).
Six Sigma Focus on Metrics
Six Sigma Improvement Procedure
Top management commitment Chakrabarty Singapore service
and Chuan industries
Education and training
(2007)

Cultural change

Customer focus

Clear performance metrics

Attaching success to financial benefits

Organizational understanding of work

Processes
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Information utilization
Standardization
Promotion

CEO’s will
Communication
Training

Policy

Choi et al.
(2012)

Samsung company

Top management support and commitment
Six Sigma role structure
Information & data system

Six Sigma structured improvement

procedure

Six Sigma focus on metrics

He et al.
(2017)

Companies in China

Senior Management Commitment and

Involvement,

Striving for Higher Quality Performance,
Six Sigma Team Management System,
Customer Focus,

Internal Quality System

Or (2008).

Manufacturing

company

Management involvement and commitment
Cultural change

Communication

Coronado and

Antony (2002)

General
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Organization infrastructure

Training

Linking Six Sigma to business strategy
Linking Six Sigma to customers
Linking Six Sigma to human resources
Linking Six Sigma to suppliers

Understanding tools and techniques within

Six Sigma
Project management skills

Project prioritization and selection

Quantified functional impact Hahn, Hill, Conceptual

Hoerl, and framework
Continued top management support and _

Zinkgraf
enthusiasm
(1999).

The emphasis on a quantitative and
disciplined approach
The value placed on understanding and
satisfying customer needs
Combining the right projects, the right
people, and the right tools
Strong proactive support with required Yun and Chua | Samsung corporation
resources provided by top management (2002)

Acceptance and implementation of Six

Sigma’s basic disciplines by employees
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Linkage with all innovative and

infrastructure activities

Accurate and fair evaluation of all
successful Six Sigma projects with
meaningful recognition and rewards for

employees

Management commitment and visible

support

Treatment of Six Sigma as a holistic

concept

Investment of adequate resources
Focus on results

Customer orientation

Follow-up and communication of success

stories
Focus on training and its content

Adaptation to an organization’s situation

and needs

Development of strategy to introduce Six

Sigma
Prioritization and selection of projects

Development of uniform language and

terminology

Responsiveness to external influences.

Sandholm and
Sorqvist

(2002)

Conceptual

framework
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APPENDIX C-2
KAIZEN DIMENSIONS IN PERVIOUS STUDIES

Kaizen Dimensions Source Context
Management Support Farris (2006) Manufacturing
organizations
Goal Clarity
Goal Difficulty
Tool Quality

Action Orientation

Team Autonomy

Event Planning Process
Work Area Routineness
Team Leader Experience
Functional Heterogeneity
Tool Appropriateness
Team Kaizen Experience
Internal Processes

Affective Commitment to Change

Management Support Glover et al. Manufacturing
(2011) organizations

Goal Clarity

Goal Difficulty

Work Area Routineness
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Learning and Stewardship

Experimentation and Continuous

Improvement
Institutionalizing Change
Improvement Culture
Performance Review
Avoiding Blame
Accepting Changes

Work Area Attitude and Commitment

Training and education

Communication process

Garcia, Rivera,

and Iniesta

Manufacturing

industries

(2013)
Documentation and evaluation
Workers integration and award
Management commitment
Costumer focus
Application of methodologies to understand Landa (2009)

customer's voice,
Resistance to change,

Consistent approach to improvement activities
and development of structures to stop the

bugs,
Make operating practices,

Establishment of long-term goals,
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Shaping a learning organization

Focus on development of critical processes

and quality management systems

Impact on work area Norazlan, Malaysain Health
Habidin, Industry
Impact on participant
Roslan and
Understand kaizen need Zainudin
(2014).
Self-contained short-term intervention Melnyk et al. American firms
(typically three to five days), with a clearly (1998)
defined, finite life
Focused on part of a specific value stream
Low capital intervention.
Team based, comprised of employees from
targeted work area and support function
Action oriented
Goals are measurable
Designed to create a cycle continuous
improvement
Participation in decision making Venkataiah | Indian Automobile
and Sagi Industry
Perception of communication
(2012)

Training and education
Respect for top management
Employee involvement

Perceived quality performance
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Resource availability

Recognition of need for change
Culture that support change
Kaizen program champion quality
Team leader quality

Management support

Employee turnover
Communication quality
Measurement system alignment

Ability to financially justify even

Rich and
Bateman

(2003)

British automative

manufactring

Employee involvement
Job security

Training

Employee needs surveys

Standard operating procedures (SOPs)

Follow-up reviews
Time for completion of action items
Strategic alignment

Knowledge sharing

Patil (2003)

Manufacturing

organization

Attitude
Impact on work area

Impact on participant

Doolen et al.

(2008)

Supplier and
manufacturer

comapany
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Skill
Understanding need for change

Understanding need for Kaizen

Follow-up Activities Hashim et al. Malaysian
(2012b) automotive
Working Area Impact )
industry
Employee Skill and Effort
Experimentation and continuous improvement | Glover et al. Manufacturing
(2015). organisations.

Learning and stewardship
Institutionalizing change
Avoiding blame
Improvement culture
Performance review
Accepting changes

Impact on Area Post Implementation
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APPENDIX C-3

INNOVATION CULTURE DIMENSIONS IN PERVIOUS

STUDIES
Construct Dimensions Author Context
studied
Innovation Developing innovation Facilitating | Sattayaraksa | Manufacturing
culture employees’ innovative behaviours and Boon firms of five
(2016). industries in
The level of organizational culture )
Thailand
favourable to exploring new
opportunities
Innovation My organization promots Martin-de High and
culture creativity, innovation and/or the Castro et al. medium-high
development of new ideas, as (2013) technological
cultural values. manufacturing
firms

My organization encourages
experimentation and innovation in

order to improve work processes.

A common system of values,
beliefs and objectives exists in my
organization, directed towards

innovation.

In the last three years, the number
of product innovations developed
by my organization is higher than

my competitors'.

The percentage of sales with

respect to new products, on the
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total of sales, is higher than the

one of my competitors.

¢ In the last 3 years, the number of
new products with respect to my
product portfolio is higher than the

one of my competitors.

Innovation e Market orientation Wei et al. SMEs in China
culture (2012).

e C(ollaborative sharing

e Change consciousness

e Risk-taking these six dimensions

e [Leading practice

e Decision-making involvement

Innovation e Market orientation Dobni (2008) Financial
culture services
e Value orientation )
industry
e Creativity and empowerment
e Innovation propensity
Innovation e Strategy Padilha and | Textile industry

culture Gomes (2016)
e Communication

e Structure

e Bechaviors that encourage

innovation

e Support mechanisms
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Innovation Strategy Martins and | Literature study
culture Terblanch
Communication
(2003a).
Structure
Behaviors that encourage
innovation
Support mechanisms
Innovation Power sharing Hurley (1995). | R &D agency
culture
People and career development
Participative decision making
Support and collaboration
Innovation Encouraging creativity Deshpande et General
culture al. (1993)
Being receptive to new ideas
Scaling by
Decentralising decision-making
O'Cass & Ngo
Encouraging open communication (2007).
Innovation Encouraging new ideas Olmos- SMEs
culture Penuela,
Creating inter-departmental teams .
Garcia-
Decentralization of decision- Granero,
making Castro-
Martinez, and
D’Este (2017).
Knowledge- There has been a common Donate and Spanish
cantered culture language to support knowledge Guadamillas companies
exchange and sharing between (2011)

employees and departments.
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The employees demonstrate
responsible behavior and a high

learning disposition.

An effort is made to inform
employees that mistakes are
a learning consequence and are

tolerated up to a certain limit.

An effort is made to encourage
employees to experiment and
implement new ideas in the

working day.

Culture is based on confidence

and openness.

All organizational members
perceive the same purpose and

feel bound to it.

Innovativeness
innovative

culture

Innovation proposals are

welcomed in the organization.

Management promotes and
supports innovative ideas,
experimentation and creative

processes.

Innovation is not perceived as too

risky and is not resisted.

People are not penalized for new

ideas that do not work.

Innovation is supported to cope

with competition.

Leticia Santos-
Vijande,
Gonzalez-
Mieres &
Angel Lopez-
Sanchez

(2013).

Spanish KIBS

380




Management actively seeks

innovative ideas.

Determinants of
organizational
culture that
influence
creativity and

innovation

Structure

Conflict handling Communication

Freedom

Flexibility

Autonomy

Information technology
Decision making

Open communication

Cooperative teams and group

interaction
Support mechanisms

Behavior that encourages

innovation

Empowerment

Reward and recognition
Risk taking

Availability of resources
Continuous learning culture
Creative people

Mistake handling

Idea generating

Martins and
Terblanche
(2003Db)

Literature

review
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e Competitiveness

e Support for change

e Time
Culture e Learning and development Hurley and Large agency of
characteristics Hult (1998) the U. S.
) e Market focus
supporting federal
innovation e Status differentials government
e Support and collaboration
e Participative decision making
e Power sharing
e Tolerance for conflict and risk
e Communication
Organizational | e Customer orientation Slater, Mohr Conceptual
culture as a and Sengupta framework
e Competitor orientation,
component of (2014)
Radical Product | e Technological orientation
Innovation
o Adh
Capability * ocracy
e [Learning orientation
e Willingness to cannibalize
Organizational | Norms for Innovation Examples: Hogan and Law firms
culture that Coote (2014)

supports

innovation

-expectations of open communication
about new ideas and approaches

to solving problems

-expectations of co-operation and team

work in improving new ideas and new
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methods of dealing with work tasks

Innovative

Behaviors Examples:

-solve problems of customers

in innovative ways

-implement innovative marketing

programs

-innovate with software and

technology

Values Supporting Innovation

Examples:

-valuing open communication within

the firm

-valuing co-operation throughout the

firm.
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APPENDIX D-1
QUESTIONNAIRE ENGLISH VERSION

Dear participant,

First of all, I would like to thank you for participating in this survey on "The Effect of
Continuous Improvement Tools on Organizational Performance of the Dubai Police:
The Mediating Role of Innovation Culture". This questionnaire contains six sections:
Organizational Performance, 6 Sigma, Kaizen, Benchmarking, Innovation Culture,
and Demographic Information.

This questionnaire is part of the requirements of the Ph.D. program in Management,
Universiti of Utara Malaysia. I would like to ask you to answer the questionnaire
according to your experience in this field because your opinion is very important.
This questionnaire will take approximately 5-10 minutes. Please fill in all the
requirements by choosing the corresponding number for each statement as you see fit

with your conviction.

Thank you and appreciates your participation in this study.

Yours faithfully,

Mohammed Saleh Alosani

Phone: 0555570401

Email: alosani@gmail.com
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Section One
In this section, we are interested in your assessment of your section’s performance
based on BSC. Please read the following statements and circle the number that most

accurately reflects your section’s performance.

1 2 3 4 5
Strongly Disagree Neither Agree Agree Strongly
Disagree nor Disagree Agree

PF1 | Resources are managed efficiently. 11213 14]5

PF2 | The funds that are allocated to our section are sufficient. | 1 | 2 | 3 | 4 | 5

PF3 | Effective financial control measures are in place. 11213 14]5

PF4 | The overall financial performance of our section is 11213 14]5

good.

PF5 | Our section is always able to meet its financial goals. 11213 (4]5

PC6 | Our section is able to meet our internal\external client 1 {2 (3|45

demands.

PC7 | Most of our section’s clients are satisfied 1 23|45

PC8 | The time taken to deliver services in our sectionisquite | 1 | 2 | 3 | 4 | 5

acceptable.

PC9 | Feedback from our clients is taken seriously. 11213415
PC10 | Our section offers quality service. 1 (23|45
PC11 | Delivery performance to our clients is good. 1 (23|45
PP12 | The number of staffs leaving our section is small. 11213 14]5
PP13 | Communication flows easily throughout our section. 11213 14]5
PP14 | Programs are implemented speedily. 11213 14]5
PP15 | Divisions are not overloaded with activities. 11213 14]5
PP16 | Our section relates well with other sections. 11213 14]5
PP17 | Our section implements effective strategies. 11213 14]5
PP18 | The level of wastage in our section is low. 1 (23|45
PG19 | We have the chance to participate in training and section | 1 | 2 | 3 | 4 | 5

programs.

PG20 | Our section adopts new technology regularly. 1 (23|45
PG21 | Innovation is encouraged in our section. 11213 14]5
PG22 | There is good teamwork in our section. 11213 14]5
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PG23

We have ample opportunities to make independent 1
decisions.

Section Two

In this section, we are interested in your SIX SIGMA practices in your section.

Please read the following statement and circle the number that most accurately

reflects your opinion on each statement.

2 3 4 5
Strongly Disagree Neither Agree Agree Strongly
Disagree nor Disagree Agree

SR1 | We employ a black/green/yellow belt role structure for 2134
continuous improvement.

SR2 | We use a black/green/yellow belt role structure to prepare 2134
and deploy individual employees for continuous
improvement programs.

SR3 | The black/green/yellow belt role structure helps our section 2134
to recognize the depth of employees’ training and
experience.

SR4 | In our section, members of a quality improvement team have 21314
their roles and responsibilities specifically identified.

SR5 | Our section uses differentiated training so that employees 2134
who have different roles in the black/green/yellow belt role
structure (or equivalent structure) can obtain the necessary
knowledge and skills to fulfil their job responsibilities.

SS6 | In our section, Six Sigma projects are conducted by 2134
following a formalized procedure.

SS7 | We use a structured approach to manage quality 2134
improvement activities.

SS8 | We have a formal planning process to decide the major 2134
quality improvement projects.

SS9 | We keep records about how each Six Sigma project is 2134
conducted.

SS10 | All improvement projects are reviewed regularly during the 2134
process.

SS11 | In our section, the service design process follows a 2134
formalized procedure.

SF12 | Our section has a comprehensive goal-setting process for 2134
quality.
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SF13 | Quality goals are clearly communicated to employeesinour | 1 |2 |3 |4 |5

section.
SF14 | In our section, quality goals are clear and specific. 11213145
SF15 | Our section translates customers’ needs and expectationinto | 1 |2 |3 |4 |5
quality goals.
SF16 | In our section, measures for quality performance are 11213145

connected with the organization's strategic quality goals.

SF17 | Our section systematically uses a set of measures (such as 11213145
defects per million opportunities, sigma level, process
capability indices, defects per unit, and yield) to evaluate
process improvements.

SU18 | We understand fully ALL steps of the DMAIC 11213145
methodology.

SU19 | Our section has adapted with Six Sigma methodology. 11213145

SU20 | We use simple tools and techniques during Six Sigma 11213145
implementation.

Section Three
In this section, we are interested in your KAIZEN practices in your section. Please
read the following statement and circle the number that most accurately reflects your

opinion on each statement.

1 2 3 4 5
Strongly Disagree Neither Agree Agree Strongly
Disagree nor Disagree Agree

KA1 | Kaizen activities increase our interest in work. 11213415

KA2 | We like being part of continuous improvement activities. 112131415

KA3 | Kaizen activities motivate us to perform better. 11213415

KA4 | We would like to be a part of Kaizen activities in the 112131415
future.

KS5 | We can communicate new ideas about improvements to 1123415

work area as result of our participation in kaizen activities.

KS6 | We have gained new skills as a result of our participation 11213415
in Kaizen activities.

KS7 | We are comfortable working with others to identify 112131415
improvement in this work area.
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KU8 | We understand how Kaizen can be applied in the work 112131415

area.

KU9 | We understand the objectives of implementing Kaizen. 11213 4]5
KU10 | We understand our role in Kaizen. 112131415
KU11 | We understand what Kaizen is. 11213415
KM12 | Kaizen activities have the support from senior 112131415

management.

KM13 | Management has provided enough resources for the Kaizen | 1 | 2 | 3 | 4 | 5

activities.
KM14 | Management champions the value of Kaizen activities. 112131415
KM15 | Management in our section allows employees in the work 11213415

area to participate in Kaizen activities’.

KP16 | In our section, the team of Kaizen regularly reviews 112131415
performance data related to Kaizen goals’.

KP17 | In our section, the team of Kaizen conducts regular audits 123 4]5
on changes made due to the Kaizen.

KP18 | In our section, the team of Kaizen informs higher-level 112131415
management of issues with follow-up and sustaining
results from the Kaizen.

KC19 | In our section, management accepts the changes madeasa | 1 | 2 | 3 | 4 | 5
result of the Kaizen

KC20 | In our section, employees accept the changes made as a 1|23 |4]5
result of the Kaizen.

KC21 | In our section, employees in the work area accepts the 1123415
changes made as a result of the Kaizen.

Section Four
In this section, we are interested in your BENCHMARKING practices in your section.
Please read the following statement and circle the number that most accurately reflects

your opinion on each statement.

1 2 3 4 5
Strongly Disagree Neither Agree Agree Strongly
Disagree nor Disagree Agree

BA1l We are open to changes and other new ideas. 112(314(5
BA2 We have a comprehensive quality program (e.g. Total 112345
Quality Management).
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BA3 We conduct internal benchmarking. 112345

BA4 We truly know and understand our own operations. 112345

BAS We are aware that a portfolio of learning opportunities 112345
existed.

BE6 We have a dedicated project steering committee. 123415

BE7 Employees fully understand the benchmarking project’s 112345
objectives and benefits.

BES Employees are educated and trained in benchmarking. 112345
BE9 Employees are willing to participate in the benchmarking 112345
projects.
BBI10 We monitor competitors to find out the best policing 11213(4]5
industry practices.

BB11 | Benchmarking is our strategy to achieve a better competitive | 1 | 2 [ 3 | 4 | 5
position.

BB12 In our section, we conduct research to find out the best 112|345
practices of other local and international organizations.

BB13 | Itis always emphasized that benchmarking is our strategyto | 1 | 2 [ 3 | 4 | 5
achieve a better competitive position.

BP14 We are willing to share results with our benchmarking 12345
partners.

BP15 | There is a great understanding of benchmarking processin | 1 |2 |3 | 4| 5
the section.

BP16 Benchmarking is formally implemented. 12345
BP17 The benchmarking process is well planned. 12345
BP18 The benchmarking process is completely carried out. 112(314(5

Section Five
In this section, we are interested in INNOVATION CULTURE practices in your
section. Please read the following statement and circle the number that most accurately

reflects your opinion on each statement.

1 2 3 4 5
Strongly Disagree Neither Agree Agree Strongly
Disagree :

nor Disagree Agree
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IC1

When we find out something important about a customer
or competitor that may affect others in the section, we
know what to do with that information.

IC2

We have a good understanding of the value chain and vital
interests concerning our section.

IC3

We are encouraged to flush out information on what most
would consider the “not so obvious” or even obscure.

IC4

Knowledge generation is strategic in that we have a
reliable and valid process that surveys stakeholders on a
consistent basis, and that knowledge is used to direct plans.

IC5

We co-define value with our customers.

IC6

There is a consensus amongst employees about what
creates value for customers/stakeholders.

IC7

We actively search for new ideas and investigations at all
stages of service development.

IC8

We get the information we need to make value added
decisions

IC9

We understand what systems/processes we must excel at to
deliver customers/stakeholders value

IC10

Innovation in our section is more likely to succeed if
employees are allowed to be unique and express this
uniqueness in their daily activities.

IC11

We view uncertainty as opportunity and not as a risk.

IC12

This section uses out creativity to its benefits, that is, it
uses it in a good way.

IC13

We are given the time/opportunity to develop our creative
potential.

IC14

We are prepared to do things differently if given the chance
to do so.

IC15

Innovation is an underlying culture and not just a word.

IC16

Our business model is premised on the basis of strategic
intent.

IC17

Our senior managers are able to effectively cascade the
innovation message throughout the organization.

IC18

We have an innovation vision that is aligned with projects,
platforms, or initiatives.

IC19

This management team is diverse in their thinking in that
they have different views as to how things should be done.

IC20

There is a coherent set of innovation goals and objectives
that have been articulated.

IC21

Innovation is a core value in this section.
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Section Six

Sex: Male () Female (]
Qualification: Under High School () High School ()
College Degree () Graduate Studies (Master/PhD) ()
Experiences: 0-5 Years () 6-10 Years () More Than 10 Years (]
Did you get training in Six Sigma Yes () No ([J
Kaizen Yes () No (]
Benchmarking Yes () No ([J

Department’s name:
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APPENDIX E
TEST OF NON-RESPONDENT BIAS

Group Statistics

Std.
Std. Error

Bias N Mean | Deviation | Mean
Organizational Early 221 3.9821 0.55635 | 0.03742
Performance

Late 31 3.9480 | 0.78200 | 0.14045
Six Sigma Early 221 4.0582 | 0.59153 | 0.03979

Late 31 3.9081 0.85558 | 0.15367
Kaizen Early 221 3.8458 | 0.64165 | 0.04316

Late 31 3.9263 | 0.67409 | 0.12107
Benchmarking Early 221 4.1999 0.61584 | 0.04143

Late 31 4.0484 | 0.91070 | 0.16357
Innovation Early 221 4.0985 0.61859 | 0.04161
Culture

Late 31 3.9908 | 0.81236 | 0.14590
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Independent Samples Test

Leven@ s Test for Equality t-test for Equality of Means
of Variances
95% Confidence
) Interval of the
. Sig. (2- | Mean Std. Error .
F Sig. t df tailed) | Difference | Difference Difference
Lower Upper
Equal/varignGes 20.671 | 243 0.503 | -0.07437 | 0.11087 | -0.29276 | 0.14403
assumed
Organizational Performance 1.101 0.295
Ednalggintcls 20.606 | 34.025 |0.548 |-0.07437 |0.12265 | -0.32361 | 0.17487
not assumed
RavalRQurigiiees 0.446 | 243 0.656 |0.05215 | 0.11700 | -0.17832 | 0.28262
assumed
Six Sigma 5.298 0.022
EqualNarignges 0360 |32.418 |0.721 |0.05215 |0.14490 | -0.24285 | 0.34715
not assumed
Equalivariances -0.638 | 243 0.524 | -0.08001 | 0.12544 | -0.32710 | 0.16708
assumed
Kaizen 0.039 0.844
Equal variances 20.618 | 35287 |0.540 | -0.08001 | 0.12943 | -0.34269 | 0.18267
not assumed
Benchmarking ffs‘ll;llevgmnces 1.691 0.195 |0.738 | 243 0.461 | 0.08744 | 0.11848 | -0.14594 | 0.32082
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Equal variances

0.601 |32.521 | 0552 |0.08744 |0.14552 | -0.20878 | 0.38366
not assumed
Sl vkt 0231 | 243 0.817 | 0.02677 |0.11578 | -0.20128 | 0.25482
assumed
Innovation Culture 0.617 0.433
Equalivariances 0209 |34.052 |0835 |0.02677 |0.12787 |-0.23307 | 0.28661

not assumed
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APPENDIX F
CASE PROCESSING SUMMARY (MISSING VALUES) (BEFORE

REPLACED)
Missing Missing Missing
Item N | Percent Item N | Percent Item N | Percent
PF1 0 | 0.0% SF13 1 ]0.4% BE7 1 |0.4%
PF2 0 | 0.0% SF14 2 |0.8% BES 0 | 0.0%
PF3 0 | 0.0% SF15 2 |0.8% BE9 2 1 0.8%
PF4 2 1 0.8% SF16 3 112% BB10 |2 | 0.8%
PF5 1 |0.4% SF17 4 | 1.6% BB11 0 | 0.0%
PC6 1 |0.4% SU18 7 12.8% BB12 1 |0.4%
PC7 3 112% SU19 6 |24% BB13 2 10.8%
PC8 3 11.2% SU20 5 12.0% BP14 8 [3.2%
PC9 2 | 0.8% KA1 6 |2.4% BP15 1 |0.4%
PC10 0 | 0.0% KA2 3 11.2% BP16 1 |0.4%
PCl11 4 | 1.6% KA3 5 12.0% BP17 0 | 0.0%
PP12 4 | 1.6% KA4 5 12.0% BP18 1 |0.4%
PP13 0 | 0.0% KS5 7 12.8% IC1 1 |0.4%
PP14 1 |0.4% KSé6 7 12.8% IC2 1 |0.4%
PP15 4 | 1.6% KS7 7 12.8% IC3 4 | 1.6%
PP16 5 12.0% KU8 6 |24% IC4 1 |0.4%
PP17 0 | 0.0% KU9 14 | 5.6% IC5 3 112%
PP18 2 1 0.8% KU10 |8 |3.2% IC6 2 10.8%
PG19 2 10.8% KU1l |7 |2.8% IC7 2 10.8%
PG20 311.2% KM12 |6 |2.4% IC8 4 | 1.6%
PG21 2 1 0.8% KM13 |9 |3.6% IC9 4 | 1.6%
PG22 0 | 0.0% KM14 |6 |2.4% IC10 1 |0.4%
PG23 0 | 0.0% KM15 |6 |2.4% IC11 5 12.0%
SR1 5 12.0% KP16 9 |3.6% IC12 4 | 1.6%
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SR2 2.0% KP17 3.6% IC13 1.2%
SR3 1.6% KP18 3.2% IC14 0.8%
SR4 0.8% KCI19 2.8% IC15 1.2%
SRS 1.6% KC20 2.8% IC16 0.8%
SS6 2.0% KC21 2.4% IC17 0.8%
SS7 0.8% BAI 0.0% IC18 1.2%
SS8 0.4% BA2 0.0% IC19 1.2%
SS9 2.4% BA3 0.8% IC20 1.2%
SS10 1.2% BA4 0.0% IC21 1.6%
SS11 0.8% BAS 0.0%

SF12 2.4% BE6 0.0%
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APPENDIX G
REMOVING OUTLIERS (MAHALANOBIS)

Respondent | MAH 1 | Probability MD | Outlier | Respondant | MAH 1 | Probability MD | Outlier
1 7.11 0.13 0.00 127 0.32 0.99 0.00
2 2.11 0.72 0.00 128 0.30 0.99 0.00
3 0.32 0.99 0.00 129 0.32 0.99 0.00
4 3.61 0.46 0.00 130 13.76 0.01 0.00
5 3.06 0.55 0.00 131 1.35 0.85 0.00
6 1.85 0.76 0.00 132 1.90 0.75 0.00
7 2.77 0.60 0.00 133 0.84 0.93 0.00
8 333 0.50 0.00 134 1.60 0.81 0.00
9 1.62 0.81 0.00 135 3.38 0.50 0.00
10 1.35 0.85 0.00 136 4.10 0.39 0.00
11 1.96 0.74 0.00 137 12.86 0.01 0.00
12 2.94 0.57 0.00 138 3.41 0.49 0.00
13 2.94 0.57 0.00 139 3.41 0.49 0.00
14 1.26 0.87 0.00 140 3.03 0.55 0.00
15 2.94 0.57 0.00 141 1.56 0.82 0.00
16 0.93 0.92 0.00 142 9.04 0.06 0.00
17 0.32 0.99 0.00 143 10.27 0.04 0.00
18 6.28 0.18 0.00 144 4.70 0.32 0.00
19 3.52 0.48 0.00 145 3.41 0.49 0.00
20 4.08 0.40 0.00 146 333 0.50 0.00
21 0.41 0.98 0.00 147 1.33 0.86 0.00
22 5.48 0.24 0.00 148 1.04 0.90 0.00
23 0.32 0.99 0.00 149 52.75 0.00 1.00
24 2.21 0.70 0.00 150 1.44 0.84 0.00
25 3.67 0.45 0.00 151 2.83 0.59 0.00
26 3.67 0.45 0.00 152 3.28 0.51 0.00
27 3.67 0.45 0.00 153 2.25 0.69 0.00
28 1.07 0.90 0.00 154 2.55 0.64 0.00
29 4.30 0.37 0.00 155 0.51 0.97 0.00
30 4.74 0.32 0.00 156 0.32 0.99 0.00
31 0.56 0.97 0.00 157 2.35 0.67 0.00
32 1.49 0.83 0.00 158 2.95 0.57 0.00
33 0.40 0.98 0.00 159 2.83 0.59 0.00
34 2.84 0.58 0.00 160 20.44 0.00 1.00
35 0.37 0.99 0.00 161 2.24 0.69 0.00
36 4.35 0.36 0.00 162 3.41 0.49 0.00
37 3.15 0.53 0.00 163 0.67 0.95 0.00
38 1.91 0.75 0.00 164 2.83 0.59 0.00
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39 9.44 0.05 0.00 165 6.39 0.17 0.00
40 13.68 0.01 0.00 166 7.95 0.09 0.00
41 1.35 0.85 0.00 167 5.27 0.26 0.00
42 2.01 0.73 0.00 168 4.47 0.35 0.00
43 6.26 0.18 0.00 169 0.32 0.99 0.00
44 6.34 0.18 0.00 170 2.36 0.67 0.00
45 0.43 0.98 0.00 171 1.82 0.77 0.00
46 1.66 0.80 0.00 172 1.69 0.79 0.00
47 3.95 0.41 0.00 173 3.68 0.45 0.00
48 1.28 0.87 0.00 174 8.90 0.06 0.00
49 0.90 0.92 0.00 175 6.86 0.14 0.00
50 3.58 0.47 0.00 176 30.92 0.00 1.00
51 2.69 0.61 0.00 177 3.25 0.52 0.00
52 2.74 0.60 0.00 178 0.82 0.94 0.00
53 1.16 0.88 0.00 179 6.28 0.18 0.00
54 3.41 0.49 0.00 180 231 0.68 0.00
55 1.22 0.87 0.00 181 0.32 0.99 0.00
56 4.48 0.35 0.00 182 22.18 0.00 1.00
57 0.33 0.99 0.00 183 1.69 0.79 0.00
58 4.63 0.33 0.00 184 1.59 0.81 0.00
59 3.12 0.54 0.00 185 24.69 0.00 1.00
60 0.19 1.00 0.00 186 6.93 0.14 0.00
61 2.31 0.68 0.00 187 3.17 0.53 0.00
62 9.78 0.04 0.00 188 4.89 0.30 0.00
63 5.12 0.28 0.00 189 6.01 0.20 0.00
64 0.32 0.99 0.00 190 3.29 0.51 0.00
65 2.89 0.58 0.00 191 4.34 0.36 0.00
66 3.14 0.53 0.00 192 14.14 0.01 0.00
67 5.16 0.27 0.00 193 4.39 0.36 0.00
68 427 0.37 0.00 194 3.29 0.51 0.00
69 9.55 0.05 0.00 195 2.64 0.62 0.00
70 1.35 0.85 0.00 196 13.29 0.01 0.00
71 10.95 0.03 0.00 197 3.41 0.49 0.00
72 3.63 0.46 0.00 198 6.10 0.19 0.00
73 0.33 0.99 0.00 199 5.31 0.26 0.00
74 4.69 0.32 0.00 200 2.08 0.72 0.00
75 0.47 0.98 0.00 201 422 0.38 0.00
76 1.03 0.90 0.00 202 0.68 0.95 0.00
7 1.72 0.79 0.00 203 1.30 0.86 0.00
78 5.61 0.23 0.00 204 4.04 0.40 0.00
79 291 0.57 0.00 205 0.99 0.91 0.00
80 2.98 0.56 0.00 206 0.47 0.98 0.00
81 4.20 0.38 0.00 207 0.82 0.94 0.00
82 2.51 0.64 0.00 208 4.73 0.32 0.00
83 10.60 0.03 0.00 209 1.30 0.86 0.00
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84 4.54 0.34 0.00 210 1.61 0.81 0.00
85 6.41 0.17 0.00 211 1.41 0.84 0.00
86 1.61 0.81 0.00 212 0.81 0.94 0.00
87 0.73 0.95 0.00 213 1.01 0.91 0.00
88 1.14 0.89 0.00 214 1.71 0.79 0.00
89 2.23 0.69 0.00 215 4.29 0.37 0.00
90 4.90 0.30 0.00 216 1.82 0.77 0.00
91 1.64 0.80 0.00 217 4.98 0.29 0.00
92 0.55 0.97 0.00 218 3.97 0.41 0.00
93 14.42 0.01 0.00 219 9.81 0.04 0.00
94 0.32 0.99 0.00 220 0.33 0.99 0.00
95 0.32 0.99 0.00 221 0.42 0.98 0.00
96 0.32 0.99 0.00 222 0.11 1.00 0.00
97 0.66 0.96 0.00 223 2.80 0.59 0.00
98 1.06 0.90 0.00 224 7.64 0.11 0.00
99 6.89 0.14 0.00 225 1.06 0.90 0.00
100 1.96 0.74 0.00 226 0.39 0.98 0.00
101 10.85 0.03 0.00 227 26.03 0.00 1.00
102 4.36 0.36 0.00 228 3.66 0.45 0.00
103 3.60 0.46 0.00 229 2.83 0.59 0.00
104 2.11 0.72 0.00 230 3.52 0.48 0.00
105 0.96 0.92 0.00 231 2.98 0.56 0.00
106 5.23 0.26 0.00 232 0.29 0.99 0.00
107 0.24 0.99 0.00 233 1.72 0.79 0.00
108 0.32 0.99 0.00 234 3.41 0.49 0.00
109 0.93 0.92 0.00 235 0.52 0.97 0.00
110 2.17 0.70 0.00 236 5.99 0.20 0.00
111 0.46 0.98 0.00 237 2.44 0.66 0.00
112 1.67 0.80 0.00 238 5.05 0.28 0.00
113 4.29 0.37 0.00 239 3.32 0.51 0.00
114 0.32 0.99 0.00 240 3.30 0.51 0.00
115 6.40 0.17 0.00 241 1.85 0.76 0.00
116 0.73 0.95 0.00 242 2.34 0.67 0.00
117 0.84 0.93 0.00 243 30.08 0.00 1.00
118 2.05 0.73 0.00 244 243 0.66 0.00
119 0.39 0.98 0.00 245 333 0.50 0.00
120 3.02 0.55 0.00 246 18.31 0.00 0.00
121 3.41 0.49 0.00 247 0.52 0.97 0.00
122 3.24 0.52 0.00 248 3.35 0.50 0.00
123 3.03 0.55 0.00 249 0.32 0.99 0.00
124 4.02 0.40 0.00 250 1.33 0.86 0.00
125 3.36 0.50 0.00 251 2.12 0.71 0.00
126 2.35 0.67 0.00 252 4.84 0.30 0.00

406




APPENDIX H
LOADINGS AND CROSS LOADINGS (BEFORE DELETION)

(ORIGINAL MODEL)
Benchmarking e Kaizen Organizational Six Sigma
Culture Performance
BA1 0.754 0.701 0.456 0.609 0.594
BA2 0.728 0.650 0.411 0.507 0.556
BA3 0.766 0.657 0.451 0.541 0.589
BA4 0.757 0.680 0.483 0.588 0.604
BAS 0.809 0.660 0.490 0.557 0.628
BB10 | 0.839 0.693 0.504 0.587 0.645
BB11 | 0.756 0.633 0.476 0.480 0.549
BB12 | 0.837 0.716 0.552 0.601 0.669
BB13 | 0.839 0.698 0.533 0.569 0.625
BE6 0.749 0.598 0.498 0.462 0.600
BE7 0.804 0.644 0.527 0.539 0.624
BE8 0.753 0.598 0.552 0.556 0.651
BE9 0.768 0.648 0.569 0.543 0.611
BP14 0.718 0.666 0.436 0.554 0.544
BP15 0.818 0.658 0.504 0.569 0.628
BP16 0.819 0.649 0.485 0.574 0.631
BP17 0.825 0.677 0.531 0.632 0.636
BP18 0.766 0.667 0.526 0.626 0.638
IC1 0.656 0.752 0.481 0.575 0.539
IC10 0.629 0.738 0.481 0.547 0.537
IC11 0.493 0.579 0.434 0.445 0.456
IC12 0.662 0.781 0.494 0.592 0.625
IC13 0.567 0.737 0.456 0.592 0.567
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IC14 0.637 0.775 0.475 0.559 0.511
IC15 0.591 0.739 0.432 0.517 0.494
IC16 0.731 0.839 0.529 0.643 0.613
IC17 0.638 0.753 0.506 0.587 0.566
IC18 0.666 0.803 0.544 0.610 0.642
IC19 0.628 0.772 0.508 0.555 0.629
IC2 0.736 0.811 0.539 0.625 0.626
IC20 0.630 0.763 0.502 0.605 0.597
IC21 0.688 0.781 0.546 0.584 0.599
IC3 0.652 0.753 0.425 0.507 0.506
IC4 0.717 0.826 0.531 0.615 0.650
IC5 0.638 0.765 0.527 0.595 0.562
IC6 0.608 0.740 0.567 0.532 0.549
IC7 0.705 0.807 0.497 0.569 0.605
IC8 0.633 0.788 0.569 0.607 0.627
IC9 0.634 0.754 0.587 0.629 0.614
KA1l 0.560 0.561 0.748 0.507 0.575
KA2 0.520 0.497 0.628 0.394 0.524
KA3 0.569 0.576 0.750 0.495 0.572
KA4 0.504 0.494 0.638 0.392 0.540
KC19 | 0.492 0.539 0.828 0.570 0.618
KC20 | 0.525 0.546 0.828 0.586 0.645
KC21 | 0.457 0.553 0.829 0.568 0.612
KM12 | 0.494 0.538 0.815 0.509 0.580
KM13 | 0.437 0.512 0.816 0.506 0.595
KM14 | 0.464 0.513 0.821 0.500 0.563
KM15 | 0.476 0.506 0.837 0.529 0.598
KP16 | 0.449 0.448 0.823 0.530 0.574
KP17 | 0.451 0.463 0.814 0.498 0.577
KP18 | 0.548 0.558 0.843 0.580 0.621
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KS5 0.583 0.594 0.723 0.466 0.639
KSé6 0.444 0.469 0.757 0.433 0.592
KS7 0.510 0.547 0.656 0.523 0.634
KU10 | 0.430 0.410 0.750 0.460 0.531
KU1l | 0.458 0.442 0.759 0.506 0.563
KU8 0.459 0.486 0.786 0.494 0.596
KU9 0.476 0.432 0.748 0.440 0.554
PC10 0.590 0.652 0.505 0.753 0.626
PC11 0.568 0.641 0.500 0.790 0.583
PC6 0.477 0.525 0.421 0.724 0.485
PC7 0.465 0.485 0.447 0.698 0.470
PC8 0.460 0.515 0.476 0.738 0.507
PC9 0.560 0.644 0.455 0.714 0.559
PF1 0.477 0.475 0.417 0.658 0.487
PF2 0.359 0.361 0.415 0.644 0.427
PF3 0.481 0.487 0.503 0.686 0.512
PF4 0.473 0.468 0.453 0.709 0.475
PF5 0.470 0.457 0.414 0.723 0.516
PG19 | 0.550 0.544 0.477 0.699 0.613
PG20 | 0.443 0.467 0.468 0.661 0.573
PG21 0.529 0.563 0.459 0.693 0.603
PG22 | 0.528 0.573 0.463 0.699 0.592
PG23 0.520 0.518 0.520 0.696 0.619
PP12 0.430 0.445 0.320 0.554 0.369
PP13 0.566 0.569 0.475 0.720 0.563
PP14 0.548 0.558 0.433 0.714 0.525
PP15 0.343 0.411 0.370 0.549 0.384
PP16 0.534 0.541 0.417 0.725 0.510
PP17 0.570 0.586 0.530 0.781 0.642
PP18 0.470 0.487 0.447 0.690 0.516
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SF12 0.595 0.598 0.590 0.654 0.778
SF13 0.678 0.636 0.615 0.667 0.820
SF14 0.693 0.635 0.594 0.674 0.834
SF15 0.619 0.605 0.578 0.610 0.739
SF16 0.611 0.600 0.501 0.551 0.697
SF17 0.584 0.591 0.606 0.540 0.716
SR1 0.516 0.526 0.496 0.451 0.675
SR2 0.551 0.540 0.593 0.529 0.766
SR3 0.587 0.594 0.596 0.587 0.765
SR4 0.536 0.537 0.583 0.591 0.759
SR5 0.549 0.566 0.580 0.556 0.740
SS10 0.605 0.546 0.537 0.584 0.781
SS11 0.600 0.595 0.541 0.616 0.777
SS6 0.648 0.582 0.589 0.605 0.826
SS7 0.665 0.620 0.619 0.634 0.829
SS8 0.658 0.655 0.605 0.661 0.819
SS9 0.595 0.554 0.555 0.584 0.784
SUI8 | 0.471 0.453 0.632 0.453 0.637
SU19 | 0.552 0.525 0.596 0.517 0.766
SU20 | 0.584 0.552 0.639 0.567 0.763
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Total Variance Explained

APPENDIX I
TEST OF HARMAN’S SINGLE FACTOR

Extraction Sums of Squared

Initial Eigenvalues Loadings
% of Cumulative % of Cumulative

Component | Total Variance % Total | Variance | %
1 46.171 44.826 44.826 46.171 | 44.826 | 44.826
2 5.916 5.744 50.570

3 3.954 3.839 54.409

4 2.954 2.868 57.276

5 2.243 2.177 59.453

6 252 2.089 61.543

7 1.800 1.747 63.290

8 1.668 1.619 64.909

9 1.548 1.503 66.413

10 1.319 1.280 67.693

11 1.266 1.229 68.922

12 1.198 1.163 70.085

13 1.181 1.147 71.232

14 1.067 1.036 72.268

15 1.057 1.026 73.295

16 1.024 0.994 74.289

17 0.965 0.937 75.226

18 0.946 0.918 76.144

19 0.888 0.862 77.006

20 0.849 0.824 77.830

21 0.806 0.782 78.612

22 0.778 0.755 79.368

411




23 0.744 0.722 80.090
24 0.735 0.713 80.803
25 0.715 0.694 81.497
26 0.692 0.672 82.169
27 0.678 0.658 82.827
28 0.637 0.618 83.446
29 0.618 0.600 84.045
30 0.607 0.589 84.634
31 0.565 0.549 85.183
32 0.539 0.523 85.706
33 0.534 0.519 86.225
34 0.520 0.505 86.730
35 0.511 0.497 87.227
36 0.489 0.475 87.702
37 0.472 0.458 88.160
38 0.465 0.451 88.612
39 0.452 0.439 89.051
40 0.432 0.420 89.470
41 0.420 0.408 89.879
42 0.405 0.393 90.272
43 0.395 0.383 90.655
44 0.386 0.375 91.030
45 0.366 0.356 91.386
46 0.351 0.341 91.727
47 0.342 0.332 92.059
48 0.321 0.312 92.371
49 0.320 0.310 92.681
50 0.301 0.292 92.974
51 0.293 0.285 93.258
52 0.288 0.280 93.538
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53 0.276 0.268 93.807
54 0.270 0.262 94.069
55 0.264 0.257 94.325
56 0.260 0.252 94.578
57 0.254 0.247 94.824
58 0.245 0.238 95.062
59 0.240 0.233 95.295
60 0.230 0.223 95.518
61 0.228 0.222 95.740
62 0.211 0.205 95.945
63 0.204 0.199 96.143
64 0.199 0.193 96.336
65 0.190 0.184 96.520
66 0.183 0.177 96.698
67 0.181 0.176 96.874
68 0.169 0.164 97.037
69 0.162 0.157 97.194
70 0.158 0.154 97.348
71 0.153 0.148 97.496
72 0.148 0.144 97.640
73 0.138 0.134 97.775
74 0.134 0.130 97.904
75 0.128 0.124 98.029
76 0.121 0.117 98.146
77 0.120 0.116 98.262
78 0.113 0.109 98.372
79 0.111 0.108 98.479
80 0.107 0.104 98.583
81 0.105 0.102 98.685
82 0.100 0.097 98.782
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&3 0.093 0.090 98.873
&4 0.088 0.086 98.958
&5 0.083 0.081 99.039
86 0.081 0.078 99.117
87 0.080 0.078 99.195
88 0.076 0.074 99.269
&9 0.072 0.070 99.339
90 0.072 0.070 99.409
91 0.069 0.067 99.475
92 0.064 0.062 99.537
93 0.062 0.060 99.598
94 0.061 0.059 99.656
95 0.057 0.055 99.712
96 0.046 0.044 99.756
97 0.045 0.044 99.800
98 0.044 0.043 99.843
99 0.042 0.041 99.884
100 0.034 0.033 99.917
101 0.033 0.032 99.949
102 0.027 0.027 99.975
103 0.025 0.025 100.000

Extraction Method: Principal Component Analysis.
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