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ABSTRACT 

The main objective of this study is investigate the moderating role of organizational 

culture on the relationship between quality management practices, organizational 

learning, and organizational performance in Iraqi higher education institutes. A simple 

random sampling method was used for sample selection. A total of 468 questionnaires 

were distributed through email to the Head of Department from Iraqi public universities, 

and 203 were deemed usable, giving a response rate of 43%.  The data were analyzed 

using Partial Least Square Structural Equation Modeling technique after completely 

passed four data preparation and screening steps, i.e. the testing for normality, testing of 

multicollinearity, testing of linearity, and test of non-response bias. The results indicate 

core quality management practices, infrastructure quality management practices and 

organizational learning have significant relationship on organizational performance. 

Besides, organizational culture positively moderates the relationship between core 

quality management practices, organizational learning and organizational performance. 

Oppositely, organizational culture does not moderate the relationship between 

infrastructure quality management practices and organizational performance. Besides, 

the extend model explained 79.9 percent of organizational performance, which mean the 

developed model posits the importance of organizational culture as a moderator in the 

Iraqi public higher education industry. The novelty of this study is a significant 

contribution to organizational performance by highlighted three independent variables 

(core quality management practices, infrastructure quality management practices, and 

organizational learning) that contribute to raising performance level in Iraqi higher 

education institutes, without neglecting the organizational culture as a moderating 

variable. Finally, limitations of the current study and direction for future research are 

discussed. 

Keywords: Iraqi higher education, organizational culture, organizational learning, 

quality management practices, organizational performance. 
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ABSTRAK 

Objektif utama kajian adalah untuk mengkaji peranan budaya organisasi sebagai 

pembolehubah penyederhana dalam hubungan di antara amalan pengurusan kualiti, 

pembelajaran organisasi, dan prestasi organisasi di Institusi Pengajian Tinggi Iraq. 

Kaedah pensampelan rawak mudah telah digunakan bagi tujuan pemilihan sampel. 

Sebanyak 468 soal selidik telah diedarkan melalui e-mel kepada Ketua Jabatan dari 

universiti awam yang terpilih di Iraq, dan 203 soal selidik dapat digunakan bagi tujuan 

penganalisaan iaitu sebanyak sebanyak 43%. Data dianalisis dengan menggunakan 

teknik Pemodelan Persamaan Struktur Separa Least Square setelah data-data memenuhi 

empat kriteria utama penapisan data iaitu ujian normal, ujian multikolineriti, ujian 

lineariti, dan ujian kecenderungan kesipalan maklumbalas. Hasil kajian menunjukkan 

amalan teras pengurusan kualiti, amalan infrastruktur pengurusan kualiti dan 

pembelajaran organisasi mempunyai hubungan yang signifikan dengan prestasi 

organisasi. Dapatan kajian juga mendapati budaya organisasi secara positif telah menjadi  

pemboleh ubah peyederhana kepada hubungan di antara amalan teras pengurusan kualiti, 

pembelajaran organisasi dan prestasi organisasi. Sebaliknya dapatan kajian menunukkan 

budaya organisasi bukan merupakan pembolehubah penyederhana kepada hubungan di 

antara amalan infrastruktur pengurusan kualiti dan prestasi organisasi. Seterusnya, model 

kajian menjelaskan 79.9 peratus prestasi organisasi, iaitu kajian mendapati model yang 

dibangunkan telah menunjukkan kepentingan budaya organisasi sebagai pembolehubah 

penyederhana dalam industri Pendidikan Tinggi Awam Iraq. Keunikan kajian ini adalah 

sumbangannya kepada kepentingan pembolehubah penyerderhana budaya organisasi 

kepada prestasi organisasi yang melibatkan tiga pembolehubah bebas iaitu, amalan teras 

pengurusan kualiti, amalan infrastruktur pengurusan kualiti, dan pembelajaran organisasi 

kepada peningkatan tahap prestasi kepada Institusi Pengajian Tinggi Iraq. Akhirnya, 

kajian ini juga membincangkan beberapa batasan kajian, serta turut menyarankan 

beberapa cadangan penambahbaikan bagi memantapkan penyelidikan yang sama di masa 

hadapan. 

 

Kata Kunci: pengajian tinggi Iraq, budaya organisasi, pembelajaran organisasi, amalan 

pengurusan kualiti, pencapaian organisasi.  
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                               CHAPTER ONE INTRODUCTION 

INTRODUCTION 

1.1 Background of the Study 

The concept of performance in higher education globally is one of the most important 

and challenging issues debated during the last decade.  At the same time, contributing 

factors leading to the rapid interest in the concept and application of performance within 

higher education is acknowledged as being a massive expansion for higher education 

in institutions and customers alike.  This applies to all developed countries globally and 

in many developing countries as well.  In the same vein, high performance in higher 

education has many meanings; excellence, perfection, consistency and the resultant end 

goal.  However, the purpose of performance in higher education is to describe and 

measure the current situation in higher education institutions. 

The current situation of higher education can be explained by development of economic 

and international societies that led to the expansion and growth of new variables and 

areas in these institutions.  There has seen an increase in the communication among 

institutions and in the adoption of new rules that govern work practices.  The challenge 

of social and current reform and economic development should potentially lead towards 

greater and continued research in higher education coupled with improved effectiveness 

of international finance (Abankina, Abankina, Filatova, Nikolayenko, & Seroshtan, 

2012). 

To improve the effectiveness of performance, a number of studies were conducted to 

determine the impact of several variables that related to performance, such as Quality 

Management Practices (“QMPs”) and Organizational Learning (“OL”).  Where the 

quality method for integration and OL are seen as being two critical success factors 



 

 

2 

 

within an organization (Wang , Tian, Cheng, Li, & Hao, 2011), there have been 

numerous examples of research undertaken by researchers about QMPs, such as 

(Anderson & Sohal, 1999; Fening, Pesakovic, & Amaria, 2008; Jaafreh & Al-abedallat, 

2013a; Kim-Soon and Jantan (2010); Lakhal, Pasin, & Limam, 2006; Sabella, Kashou, 

Omran, Brown, & Brown, 2014; Sharma & Gadenne, 2010) and several more that are 

related to OL (Lopez, Peón, & Ordás, 2005; Ni, 2006; Zhang , Sivaramakrishnan, 

Delbaere, & Bruning, 2007; Zhang  , Qiong, & Ping, 2008; Zheng & Cui, 2007). These 

studies support their influence on organizational performance. 

Unfortunately, there are other researchers that argue that not all QMPs initiatives are 

successful, where majority of quality programs depend on change initiatives which may 

lead to a failure rate of 60-70% (Becker, Golomski, & Lory, 1994; Hubiak & O'Donnell, 

1996; Miller, 2001; Powell, 1995; Taylor & Wright, 2003). Occasionally however, the 

failure rate could be a higher especially if the organizations are evaluated by their 

customers or suppliers.  Some of the practices do not even achieve the desired results 

when measured (Talib, Rahman, & Qureshi, 2011; Upton, Hayes, Pisano, & 

Wheelwright, 2004), while there are other instances that will question the feasibility of 

the relationship between OL and Organizational Performance (“OP”), (Chen , Liu, & 

Wu, 2009; Jun-ying, 2010). 

The experience of those that failed in the implementation of OP globally was not 

unexpected as reported by Kaplan and Norton (2001a) , recording that between 70- 90% 

of organizations did in fact suffer failure in OP implementation globally.  In an attempt 

to clarify the issue surrounding failure, the literature relating to organizational change 

theory and contingency theory suggests that the misfit or mismatch between OP and 

Organizational Culture (“OC”) is one of the basic reasons behind performance failure.   
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Thus, it has been repeatedly argued that unless OC suits the intended OP, the results 

will not be at all desirable. 

To resolve the conflicts in relationships between QMPs, OL and OP, many researchers 

suggest that the effect of some impacts on organizational variables and relationships 

should be investigated.  For example, researchers argue that some organizational 

variables should be given greater attention to better interpret the relationship between 

QMPs and OP and in particular OC given it is one of the key variables that describes 

OP (Asif, de Bruijn, Douglas, & Fisscher, 2009; Douglas & Judge, 2001; Ehigie & 

McAndrew, 2005; Prajogo & McDermott, 2005). Equally, Yanfei and Yu (2009) and  

Zhang  et al. (2007) as proposed by many researchers, other variables should be 

included between the OL and OP relationship in order to solve these inconclusive 

results. Higher education is seen as being one of the most important ingredients within 

the services sector which is facing major challenges globally (Masri & Wilkens, 2011) 

due to the spread and expansion of higher educational services.  Education faces stiff 

competition at the global level (Koe & Saring, 2012).  

Equally important is that educational institutions must survive and work to create a 

sustainable competitive advantage through providing educational services of the 

highest quality and in the pursuit of providing innovative services (Peng, 2001). 

University education has a direct impact on the level of quality and performance in the 

countries and can impede the ability of the country to compete and therefore higher 

education is very important for all countries in this regard.  

The level of performance in education is an important element of quality as applied to 

higher education institutions where greater attention to assessing the quality of 

performance in higher education institutions is important (Wu, Lv, Qi, & Zhang, 2010).  
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In other words, higher education plays an important role in the conversion of the lower-

wage economic structure to higher levels of performance.  Increasing the learning skills 

and improvement in the ability of employees to develop and use technology, will in 

turn, enhance productivity and enhance economic conditions within the country 

(Alexander, 2000). 

Due to the problems experienced within the Iraqi higher education system and 

remaining distant from the quality required by an integrated education system, it is not 

expected to cause any positive reinforcement of education in serving the Iraqi society 

that has remained unchanged for many years.  Instead, it may raise or lead to new and 

exciting dilemmas as it relates to political, social, economic and cultural forces.  This 

requires serious consideration in order to bring about change in the educational system 

as a whole (Sail & Atwan, 2010). 

After 2010 MOHESR in Iraq improved education to meeting global requirements and 

remaining abreast of global growth in providing educational services. In addition, the 

MOHESRI maximized the number of public universities from 19 in 2010 to 29 in 2014, 

which is an increase of approximately 52.6%.  Furthermore, the number of students 

likewise increased to a total of 449,161 being an increase of 12% from 2009 with the 

number of lecturers also increasing to 39,445 in total towards the end of 2013.  

Despite the increase in the latter, this number is still considered inadequate given the 

percentage reported for faculties only increased by 26% with the percentage for 

departments increasing by only 18%. 

However, the changes in HEIs in Iraq were very big. As well as, the main drivers of 

this study is the desire to explore the effect of influential variables such as QMPs, OL, 

and OC on higher education performance, particularly in the uncertain and turbulent 
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changing landscape. In addition, challenging the business environment associated with 

rapid advancements in higher education and the expectations regarding quality and 

services have increasingly become a major challenge.    

The success of this effort will increase the opportunities for the Iraqi higher education 

system and enable those internationally to experience education in Iraq.  This study is 

motivated by the desire to provide Ministry of Higher Education and Scientific 

Research of Iraq (MOHESRI) with a positive insight into the nature and structure of 

the future of the Iraq higher education environment. 

1.2 Problem Statement 

Notably, the recent there are series competitions among universities in the world, this 

can be attributed to scientific and academic openness around the world. Undoubtedly, 

it needs to focus on a set of steps that ensure survival in this competitive environment. 

This is done through excellence in Organizational Performance (OP) to achieve an 

acceptable level of performance capable of gaining and sustaining excellence. The 

question is how to improve the OP in higher education institutes. Previous studies noted 

that improved Quality Management Practices (QMPs) lead to increased OP in HEIs 

(Bozbura, Bayraktar, & Tatoglu, 2011; Dick & Tarí, 2013; Lakhal et al., 2006; Zwain 

et al., 2017). In this sense, Ministry of Higher Education and Scientific Research of Iraq 

(MOHESRI) has aimed to adopt QMPs in universities to improve OP (UNESCO, 

2013). Unfortunately, the quality of HEIs in Iraq is poor (Harb, 2008), that is due to 

MOHESRI has focused on development of the HE sector by increasing the number of 

public universities, lecturers, and students (MOHESR, 2014; UNESCO, 2013). These 

efforts did not serve much the interests of improved OP, where Iraqi universities are 

still outside of top universities in the world (ARWU, 2014; THE, 2014). As previous, 

study mention to Iraqi universities needs to change their system to improve the quality.  
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From another side, Khafaji, Hakim, and Zuwein (2009) study reported that Iraqi HEIs 

need to introduce Organizational Learning (OL) tools to assist in achieving positive 

outcomes in terms of performance - an initiative that points towards OL orientation. 

From this point, MOHESRI seeks continuous improvement of skills and expertise of 

their lecturers during 2010 in attending research missions (MOHESR, 2014). OL 

described as the transfer of expertise and deployment of lecturers to global universities 

on a scholarship. Additionally to establishing joint arrangements between Iraqi 

universities with other prestigious universities globally through twinning (Star, 2015; 

UOB, 2015; USEmbassy, 2012). Depend on the previous discussion, these methods 

demonstrate the benefits of introducing and implementing QMPs and OL measures that 

may enhance OP in Iraqi HEIs. 

In literature, OP results argue concerning the relationship between QMPs, and with OL, 

where several studies examined the QMPs to OP relationships (Kim-Soon & Jantan, 

2010; Sharma & Gadenne, 2010),  and the OL to OP (Guinot, Chiva, Mallén, Posthuma, 

& Posthuma, 2015; Pokharel, Choi, Sarkis, & Sarkis, 2015).  Due to the number of 

limited studies concerning the relationship between QMPs and OL and their 

relationship to OP (Wang  et al., 2011). Previous studies highlighted a number of 

potential gaps to be addressed. Where studies associated with quality management 

revealed that findings reported concerning the relationship between QMPs and OP were 

obtained from a much larger population regarding this topic and would require 

additional research (Basu & Bhola, 2016; Bozbura et al., 2011; Nair, 2006). For 

example, some studies highlighted the empirical existence of a direct relationship 

(Fening et al., 2008; Jamaluddin, Razali, Mustafa, & Ab Hamid, 2016; Kim-Soon & 

Jantan, 2010; Xiong, He, Deng, Zhang, & Zhang, 2017), while other examples 

supported an indirect relationship (Patyal & Koilakuntla, 2017; Sharma & Gadenne, 
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2010). Some studies even confirmed an inconsistent relationship between quality 

management and performance (Carter, Lonial, & Raju, 2010), while a few others 

reported failure in organizations to improve their performance even following a 

successful implementation of QMPs (Sabella et al., 2014), Some even reported the lack 

of relationship between QMPs and OP (Mohrman, Tenkasi, Lawler, & Ledford, 1995; 

Yeung, Cheng, & Lai, 2006). 

According to Lakhal et al. (2006); Naor, Goldstein, Linderman, and Schroeder (2008); 

Patyal and Koilakuntla (2016); Zhang, Xiong, and Feng (2010) QMPs are characterized 

by two perspectives, namely infrastructure and core QMPs, where both have been 

evidenced to have a direct impact on OP (Abdullah & Tarí, 2012; Powell, 1995). While 

other studies reported the Core QMPs direct effect and the infrastructure’s indirect 

effect (Laohavichien, Fredendall, & Cantrell, 2011; Patyal & Koilakuntla, 2017; Wu, 

2015; Zu, 2009). Other studies reported a direct relationship between infrastructure 

QMPs and performance, and a non-significant relationship with core QMPs (Naor et 

al., 2008). However, only a handful studies examined core QMPs and infrastructure 

QMPs within an OP, Nevertheless, It has been neglected an examine Malcolm Baldrige 

National Quality Award (MBNQA) as core and infrastructure practices. These 

standards are used to understanding quality management within educational institutions 

(Dew, 2009). Therefore, the present study is an attempt to investigate such practices 

clearly in terms of infrastructure and core QMPs. 

It is important to realize that OL has a significant role in the transformation of prior 

experiments into novel ideas as advocated by Bapuji and Crossan (2004) to transform 

ideas into actions and policies with the ultimate aim of enhancing the performance of 

the organization (Argote, 2012; Lipshitz, Friedman, & Popper, 2006). This encouraged 

researchers to maximize their examination and confirmation of a direct positive 
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relationship between OL and OP (Lin, 2011; Lopez et al., 2005; Ni, 2006; Wu, Wang, 

& Fang, 2007; Yanfei & Yu, 2009; Zhang   et al., 2008). Similarly there is some doubt 

about the appropriate relationship between OL and OP or if there is an indirect 

relationship (Chen  et al., 2009; Jun-ying, 2010; Wang  et al., 2011; Yin, 2013). 

In addition to the above, the majority of the studies in literature dedicated to the 

relationship between QMPs, OL with OP were conducted in developed countries 

(Anderson & Sohal, 1999; Holschbach, 2013; Lin , Madu, Kuei, & Lu, 2004), and a 

handful of studies in developing countries (Carnes & Breslau, 2002; Lopez et al., 2005; 

Wang  et al., 2011). In particular, Jaafreh and Al-abedallat (2013a) stressed the 

importance of executing such studies to confirm the effect of QMPs on service 

institutions performance, particularly in educational institutions (Becket & Brookes, 

2008; Bozbura et al., 2011). In contrast, Vecchi and Brennan (2011) identified that 

some national cultures were more appropriate to implement quality management 

standards and supporting practices as compared to other cultures. On this basis, 

Organizational Culture (OC) is considered a crucial factor with which the compatibility 

between the organization and its environment is achieved. 

In contact with above, the results confusion encourage to examine the variables and 

observe the impacts and importance of focusing on some organizational variables to 

examine the QMPs and OP relationship (Sharma & Gadenne, 2010; Wang  et al., 2011; 

Zhang et al., 2010). Therefore, the present study, the effect of OC on the above variables 

and their relationship is examined in terms of achieving the optimum organizational 

performance.  In other words, this study primarily aims to fill the gaps in literature by 

examining the relationship between QMPs, OL and OC, and OP in the context of Iraqi 

Higher Education Institutions.  
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1.3 Research Questions 

According to the background of the study and the problem statement that described in 

the preceding paragraph. The wide research question, which attempts to find answer: 

What is the effect of the practices of Quality Management, organizational Learning, 

and organizational culture on organizational performance in the Iraqi higher education 

institutions? Consequently, the following questions are raised to guide the study: 

1. What is the effect of core quality management practice on organizational 

performance in Iraqi higher education institutes? 

2. What is the effect of infrastructure quality management practice on 

organizational performance in Iraqi higher education institutes? 

3. What is the effect of organizational learning on organizational performance in 

Iraqi higher education institutes? 

4. Does organizational culture moderate the relationship between core quality 

management practices and organizational performance in Iraqi higher education 

institutes? 

5. Does organizational culture moderate the relationship between infrastructure 

quality management practices and organizational performance in Iraqi higher 

education institutes? 

6. Does organizational culture moderate the relationship between organizational 

learning and organizational performance in Iraqi higher education institutes? 

7. The model is fit to the relationships among core quality management practices, 

infrastructure quality management practices, organizational learning, and 

organizational culture on organizational performance in higher education 

institute? 
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1.4 Research Objectives  

Generally, the objective of this research is to investigate the relationship between 

Quality management practices, competitiveness and organizational performance in 

higher education and the impact of these relationships. 

Specifically, this research attempts to achieve the following objectives: 

1. To examine the effect of core quality management practices on 

organizational performance in Iraqi higher education institutes. 

2. To examine the effect of infrastructure quality management practices on 

organizational performance in Iraqi higher education institutes. 

3. To examine the effect of organizational learning on organizational 

performance in Iraqi higher education institutes. 

4. To study the moderating effect of organizational culture on relationship 

between core quality management practices and organizational performance 

in Iraqi higher education institutes. 

5. To study the moderating effect of organizational culture on relationship 

between infrastructure quality management practices and organizational 

performance in Iraqi higher education institutes. 

6. To study the moderating effect of organizational culture on relationship 

between organizational learning and organizational performance in Iraqi 

higher education institutes. 

7. To test model fit and propose model to explains the relations among core 

quality management practices, infrastructure quality management practices, 

organizational learning, and organizational culture on organizational 

performance. 
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1.5 Significance of the Study 

This study is separated into two parts; theoretical and managerial. 

1.5.1 Theoretical Significance 

Although there are many studies that have focused on QMPs and its relationship to 

performance in general and performance in higher education the quality of higher 

education still requires further development and improvement.  The importance in the 

establishment of a quality system complies with the institutions within higher education 

and increases the positive role of these institutions in the service of society (Al-Saad, 

2012; Sail & Atwan, 2010). In Dalimy, Emirate, and Asadi (2012) reference the 

importance to overcome the negative perception of performance of these institutions 

from a market perspective (administrators out of higher education institutions) because 

of the lack of serious attention to quality. 

Similarly, many studies conducted showed that there is an important role for OL in 

organizational improved performance.  At present, with increasing competition among 

organizations, to survive and continue to work, organizations are adopting a continual 

learning style over their competitors in order to survive and solve organizational 

problems to achieve long-term success and sustainability.  For this, many organizations 

were introducing to management, the concept of OL (Alavi, Wahab, & Muhamad, 

2010; Jian & Hailin, 2010; Jun-ying, 2010). 

In reflect on previous literature, due to the importance of quality and organizational 

learning in OP, this study aims to add value to the administration in the field at 

organizational level through the integration of QMPs, OL, OC and OP from the 

perspective of operations management and organization management.  This is 

supported through the inconclusive results of the relationship among QMPs, OL and 
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OP in the literature.  The study attempts to improve the existing literature by 

investigating the effect of OC as a moderator to explain the relationship among QMPs, 

OL and OP.  

With limited number of comprehensive studies trying to study the effect of moderating 

the relationship among QMPs, OL and OP, this study focuses on investigating the role 

of moderating OC on the relationship among QMPs, OL and OP. In contrast, this study 

seeks to understand the perception of managers in middle and top management 

positions for QMPs, OL, OP and the moderator OC where the importance of this 

examines the relationship in the higher education sector which receives little attention 

in the literature. 

The feedback from this study contributes in assisting institutions that are keen to raise 

their level of learning, as well as improve quality management practices reflected from 

the results on the OP level.  This highlights the benefits from the results of this study 

as a guide for other institutions in similar environments or in any services sector. 

1.5.2 Managerial Significance 

The application of quality management is new within the Iraqi higher education sector, 

particularly for quality management practices.  The MOHESRI began a serious interest 

in the quality of higher education to keep abreast of scientific developments in 

developed countries.  Although most of the research and studies on quality management 

deal with developed countries, there is little knowledge about quality practices in 

developing countries, including the Middle East (especially in Iraq).  It is possible 

however, that quality management practices in Iraq shall develop a unique model for 

the management of quality in Iraq and similar environments which assist through the 

comparison with global models. 
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This study provides the relevant information to the four variables which are QMPs, OL, 

OC and OP with special reference to the performance of Iraqi higher education.  It is 

expected that this study serves as a resource for researchers and writers in the field of 

higher education in future research and contrast it on how the Iraqi government is using 

the results of this study for the development and improvement of Iraq’s higher 

education services sector. 

1.6 Scope and Limitations of the Study 

The scope of this study resides within the Iraqi services sector with particular focus on 

the Iraqi higher education sector.  The area of higher education was chosen due the size 

and maturity culturally and because Iraqi higher education is seen as one of the best 

Arab Education Systems (De Santisteban, 2005). As well as the pursuit of the 

MOHESRI on the development of the higher education sector, by focusing on quality 

and learning from the experiences of developed countries benefits may also be realised 

through partnerships between Iraqi universities and other international universities 

(Ledra, 2014; MOHESR, 2014).  

Whereas the variables of the study depend on the quality management practices and OL 

in measuring OP six Iraqi universities were selected for testing.  These universities were 

characterized as older universities and in the multiplicity of faculties and departments.  

In addition to the existence of initiatives for the adoption of quality systems and other 

initiatives, to learn through sending staff to training and targeting research towards the 

best universities globally benefits were acknowledged in addition to “twinning” with 

prestigious international universities (MOHESR, 2014; USEmbassy, 2012). 

This study limited to institutions of higher education in Iraq which included a range of 

universities affiliated to the MHESRI.  The relationships among the variables is from 
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the perspective of individuals working in the role as "Head of Department" because 

they are viewed to be in a better position to assess the quality and performance level as 

well as to provide accurate information on the rest of the study variables (learning and 

culture, organizational) in educational institutions in which they reside.  As well as the 

variables of the study at the organizational level, the answers to individuals working in 

“Executive Management” were viewed as being inaccurate therefore and were excluded 

from the study population. 

1.7 Organization of the Thesis  

This study is divided into six chapters with appendices including; a questionnaire, 

forms, tables and charts used in support of the study.   

The first chapter (Introduction) covers eight main areas as background to the study that 

addresses a range of issues relating to the study.  The following section discusses the 

main issues followed by the presentation of questions and research objectives.  The 

significance of the study is discussed in terms of the theoretical and managerial 

concepts and methods which move to articulating the scope and limitations of the study 

ending with a description of the structure of the overall thesis. 

Chapter Two (Literature Review) includes several sections dealing with theoretical 

views and relationships that have been studied by the variables related to this study.  

Chapter Three (Research Framework) is focused on the development of the theoretical 

framework for the study with a detailed view of the development of the hypotheses.  

Chapter Four (Research Methodology) includes research design, operational definition, 

measurement variables and instrumentation data collection, sampling, data collection 

procedures and data analysis techniques. 



 

 

15 

 

Chapter Five (Data analysis and Finding).  This section is focused on data analysis and 

findings.  The analysis in this section is based on a set of tables and figures concluding 

with the results and discussion.  

Chapter six (Discussion and Conclusions) includes a summary of key findings based 

on the objectives of the research, with the final section ending with recommendations.  
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                                           CHAPTER TWO LITERATURE REVIEW 

LITERATURE REVIEW 

2.1 Introduction  

Chapter two provides the past literature regarding Quality management practices 

(QMPs), Organizational learning (OL), and Organizational culture (OC), where 

organizational culture is considered as moderating variable on the relationship between 

QMPs, OL and Organizational performance (OP). QMPs and OL are the independent 

variables, while OP is the dependent variable.    

2.2 Quality Management Practices 

In this section, some aspects of quality, its aspects and its historical development of 

quality are provided along with general quality management practices, particularly 

those in higher education institutions. 

2.2.1 Quality 

Quality has become a strategic competitive tool utilized by organizations. In this 

respect, of high quality organization has the ability to get more market share from its 

competitors and as such, many organizations have realized the importance of quality. 

In line with this contention, although there are various methods to determine quality, 

until today there is no one universal definition of the concept has been reached yet. 

Some researchers focus on the quality and performance standards, whereas others see 

it as meeting the needs of customers or to satisfying customers (Gosnik & Vujica-

Herzog, 2010; Jaafreh & Al-abedallat, 2013a). 

According to Deming, the Godfather of quality, perceived quality lies in the philosophy 

of "statistical thinking", which indicates that quality is the prevention of defects, 

consideration of  the cost of the defective sizeable proportion of the total quality cost, 
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the adoption of a quantitative approach in identifying problems, and the use of 

continuous improvement cycle to solving problems through systemic approach 

(Deming, 1986).  Also, Juran and Godfrey (1999) defined quality as a set of properties 

and attributes in the product or service that meets the customer requirements and thus 

leading to his satisfaction, In this direction, quality-oriented revenue is realized when 

customer satisfaction with the quality of the product claim leads to profitability of the 

organization. Nevertheless, quality requires increased investments and thus a rise in 

cost.  

In related study, Juran also proposed the “big quality and little quality” distinction in 

quality management, where “Big Q” refers to the quality management practices 

associated with the overall functioning of the organization such as, continuous 

improvement in all activities, efficient deployment of resources, employee, supplier, 

and customer development and recognition, and the full participation of employees. 

 In contrast, “little Q” designates those quality management practices associated with 

specific tools, techniques, and activities associated with quality control - such as 

statistical process control, Pareto analysis, and root cause analysis. This “big Q”/ “little 

Q” differentiation highlights the fact that quality management can exist at different 

operational and organizational levels (Juran, 1989).  

Moreover, Crosby has written 13 books about his ideas in the field of quality in an 

attempt to solve the problems of damage and blurred vision on quality, and define the 

responsibilities of quality management. Crosby proposed the concept of zero defects 

philosophy, involving the prevention of defects and its causes, and adoption of the 

behavioral approach in quality management by launching the slogan “Do It Right the 

First Time” so that the organization does not have to incur costs (Crosby, 1988). 
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Furthermore, Feigenbaum (1994) expressed quality through total quality control, where 

his philosophy urges the integration between management and employees to understand 

and solve the problems, within which quality leadership is basic requirement for the 

organizational success, and is an important competitive tool. Similarly, Taguchi’s 

philosophy is about the importance of quality design in the product development by 

focusing on product and process quality together, and adoption of quality loss function 

(Taguchi, 1986). 

However, the best definition of quality is in terms of performance, compatibility, 

reliability, features, durability and performance of the service or the product. 

Performance refers to efficient functioning while product compatibility is the degree in 

which the characteristics of the product meet the standards’ set. Reliability is the 

probability that the device will perform the tasks required under the conditions laid 

down for a specific period of time. Also, it is important to produce products that have 

features that will enable the efficient use and durability and easy repair (Tennant, 2001). 

2.2.2 Evaluation of Quality 

The concept of quality management has been around for many decades. Analytical tools 

like statistical process control (SPC) developed in the late 1920s and the 1930s in the 

U.S. telecommunications industry are considered as the cornerstone of such approaches 

to quality. It was used to measure routines by focusing on the best practices. This was 

demonstrated by Walter Shewhart at Bell Labs enlivened the United States of America 

(Shewhart, 1931). More specifically, Shewhart (1931) published a chart for quality 

control and statistical techniques to control and monitor the production process and 

evaluate quality.  
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The development of this technology spanned over many years in the control schemes 

adopted in the United States by manufacturing industries before 1950 (Tennant, 2001). 

In the early 1950’s, Japanese factories developed many practices in quality 

management, through a strategic approach to quality as an input for the development. 

These practices were considered part of the Japanese philosophy of production, which 

produced results in 1960's through the introduction of the concept of quality control in 

all institutions in Japan. By the late 1960's/early 1970’s, a significant increase of Japan's 

exports to the United States and Europe was observed because of the lower costs, and 

higher quality products, compared with their Western counterparts (Smutná & Farana, 

2010).  

In 1969, the first conference was held for quality control in Japan, with the participation 

of many of the industrialized countries, and through this conference the term “total 

quality” for was presented for the first time by Feigenbaum. This was a clear signal to 

the importance of quality work in the organization and to the determination of  

management responsibility and making plans (Oakland, 2003). By the last decade of 

the 20th century TQM was considered as merely heresy by several business leaders. 

But while the use of total quality management term vanished to some extent, especially 

in the United States, its practices continued. In the few years since the turn of the 

century, it seems that the quality movement ripened beyond TQM. Systems have 

evolved into a new quality based on the foundations of Deming, Juran and practitioners 

in early Japanese quality, and it moved beyond quality of services in the sectors of 

manufacturing, health care, education and government  (ASQ, 2005). 

2.2.3 Overview of Quality Management Practices 

A good quality organization has the tendency to get market share over its competitors. 

Many manufacturing companies have realized the importance of quality and although 
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there are different ways of defining quality, at present there is no universal definition 

of QMPs (Georgiev & Ohtaki, 2016; Jamaluddin et al., 2016). According to Dean and 

Bowen (1994, p. 4) QMPs is “a philosophy or an approach to management made up of 

a set of mutually reinforcing principles, each of which is supported by a set of practices 

and techniques”.  

The content of QMPs has been extended since the quality revolution began in Japan in 

1950s. Now, QMPs consist of not only traditional quality management methods such 

as quality measurement and control, but sets of quality programs and philosophies in 

TQM and ISO 9000 quality systems (Su, Li, Zhang, Liu, & Dang, 2008). Moreover 

Flynn (1994) referred to QMPs as the role of the organization to provide the necessary 

administrative requirements that focus on quality systems. Also Ahmed and Hassan 

(2003) described QMPs as a capital-intensive manufacturing organizations, where such 

organizations can be sustained and improved for a longer period than service 

organizations. Meanwhile, Zhang et al. (2010) considered QMPs as a set of quality 

practices, which are integrated with each other, provide mutual support between 

practices and differ from quality tools.  

The identified QMPs have nine dimensions namely leadership, vision, measurement 

and evaluation, process control and improvement, program design, quality system 

improvement, employee involvement, recognition and reward, and education and 

training (Bozbura et al., 2011). Similarly, Yang, Chen, and Su (2003) selected eight 

factors for the quality dimensions, which are leadership, role of quality department, 

training, product design, supplier quality management, process management, quality of 

data reporting and employee relations. There are many practices identified by 

researchers for the management of quality and the most prominent of these practices 

are presented in Table 2.1.  
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Moreover, Kull (2007), confirmed that QMPs are suitable to be implemented in various 

administrative levels of the organization (e.g., organizational, workplace, work teams, 

individuals) although it must be noted that QMPs interaction vary according to the 

managerial level of the application. In a related study,  Youssef, Al-Ghamdi, Koch, and 

Dolan (2006) referred to QMPs as a set of standards set by the accreditation bodies, to 

reduce the disagreement among the researchers, the introduction of quality awards is 

based on theory, where awards like the  Malcolm Baldrige national quality award, and 

good application practices enhance the competitive advantage of the organization. 

The difference in the determination of practices among scholars is caused by the 

differences between the nature of the organizations in terms of size and type of 

activities. Some of the practices were classified based on practices that are already used 

in the organization, whereas other organizations depended on international standards or 

international quality awards. 

Table 2.1 

Overview of Quality Management Practices  

Author Quality Management Practice Year 

(Jaafreh & Al-

abedallat) 

- Leadership (top management support) 

- Strategic planning 

- Customer focus 

- Employee relations 

- Supplier quality management 

- Process management quality 

2013 

(Xiong et al.) - Top management leadership 

- Quality policy 

- Role of the quality department 

- Training 

- Customer focus 

- Supplier quality management 

- Quality information and analysis 

 

 

2017 
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Table 2.1 (Continued) 

(Anh & Matsui) - top management support quality 

- customer oriented  

- supplier relationship 

- employee participation 

- work attitude  

- process control 

- product design 

- clean line and organization  

- equipment and maintenance 

2006 

(Yang et al.) - top management leadership 

- training  

- product design  

- supplier quality management  

- process management 

- quality of data reporting  

- employee relation 

 

2003 

(Juran)  Big Q: QMP associated with overall 

functioning of the organization such 

as: 

- continuous improvement in all activities 

- efficient deployment of resources 

- employee 

- supplier 

- customer development and recognition  

- full participation of employees  

 little Q: QMP associated with specifics 

tools, techniques, and activities 

associated with quality control:  

- statistical process control 

- pareto analysis 

- root causes analysis   

1989 

(Anderson , 

Rungtusanatham, 

& Schroeder) and 

(Zhao, Yeung, & 

Lee) 

 

 

- Customer service  

- Visionary leadership  

- Supportive of internal cooperation 

- Continues improvement 

- Focus on human resource   

 

1994 

And 

2004 
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Table 2.1 (Continued) 

(Badri, Davis, & 

Davis) 

- Top management and quality policy 

- Role of quality department  

- Training  

- Product/service design 

- Supplier quality management 

- Process management/ operation procedures 

- Quality data and reporting  

- Employee relating 

1995 

(Anderson & 

Sohal) 

- Leadership  

- Strategy, policy, and planning 

- Information and analysis 

- People  

- Customer focus 

- Quality of process, product and service 

(Australian quality awards criteria) 

1999 

(Sila & 

Ebrahimpour) 

- Customer focus and satisfaction  

- Employee training  

- Leadership and top management 

commitment 

- Cross functional quality teams 

- Employee involvement 

- Continuous improvement and innovation  

- Quality information and performance 

measurement  

- Respectively   

-  Team work  

2002 

(Zu) 

 

 

 Infrastructure quality management 

- Top management support 

- Customer relationship 

- Supplier relationship 

- Workforce management 

 Core quality management (direct lead 

to quality practice) 

 

- Quality information  

- Product/ service design  

- Process management 

2009 

(Youssef et al.) - Customer focus  

- Quality leadership 

- Supplier involvement  

- Empowerment  

- Employee involvement  

- Training and education  

2006 
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Table 2.1 (Continued) 

(Fening et al.) - Leadership 

- Strategic planning  

- Customer focus 

- Information and analysis 

- Process management 

- Quality and operational result 

2008 

MBNQA - Leadership 

- Strategic planning  

- Information and analysis  

- Human resource development and 

management  

- Management of process quality 

- Customer and market focus 

- Business and operational result  

 

 

2.2.4 Quality Management Practices in Higher Education  

There are many definitions of quality proposed in the field of education. Because of the 

different indicators used in this sector, quality can be measured and interpreted in 

several different ways (Cheng & Tam, 1997; Hughes, 1988; Pounder, 1999). When 

making decisions, the lack of clarity of the complex nature of quality in educational 

institutions causes the failure in the quality of education policy. 

Therefore, it is important to enhance cooperation between departments within the 

institution and to develop ways to determine the best technique for evaluation 

(Csizmadia, Enders, & Westerheijden, 2008; Pounder, 1999). From this standpoint, 

quality and excellence should be the vision of every higher education institution (Mora, 

Wang, Gómez, Rainsinghani, & Shevchenko, 2017). Acquisition of quality and 

excellence is a great challenge faced by all higher education institutions (Papanthymou 

& Darra, 2017; Prasad, 2005). On the other hand, the organization must achieve the 

maximum benefit, through the understanding of the mechanics of the application of 

quality management. To achieve this, scholars tried to find one approach that can 
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achieve the maximum benefit, by finding a combination of practices that achieves the 

best performance of the organization (Zhang, Linderman, & Schroeder, 2012). 

A series of studies were conducted on quality management in HEIs, with some 

theoretical and empirical studies (e.g., Campatelli, Citti, & Meneghin, 2011; Chong, 

2014; Csizmadia et al., 2008; De Santisteban, 2005; Roszak, 2009; Sharabi, 2013), 

while others focused on quality management practices in HEIs. (e.g., Badri et al., 2006; 

Becket & Brookes, 2008; Bozbura et al., 2011; Dick & Tarí, 2013; Magutu et al., 2010; 

Papanthymou & Darra, 2017; Prasad, 2005; Tam, 2000). 

Table 2.2  

 Quality management practices in HEIs 

  Authors 

No. practices 1 2 3 4 5 6 7 8 9 10 11 12 

1 Top management 

(leadership) 

√ √  √ √ √ √ √ √ √ √ √ 

2 Human resource 

development  

√ √ √ √ √ √   √ √ √ √ 

3 Customer focus  √   √ √ √   √ √ √ √ 

4 Information analysis  √  √  √ √   √ √ √ √ 

5 Strategic planning √    √ √ √ √ √ √ √ √ 

6 Management of process 

quality 

√ √   √ √   √ √ √ √ 

7 Operational result √ √   √ √ √ √ √ √ √ √ 

8 Vision  √           

9 Program design  √           
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Table 2.2 (Continued) 

10 Quality system improve   √           

11 Recognition and reward   √           

12 Education and training   √  √         

13 Operation management   √ √         

14 Stakeholders  requirement    √    √ √     

15 Process management    √   √ √     

16 Continuous improvement     √         

17 Partnership and resource        √ √     

18 Customer, people, society  

result  

      √ √     

 

1) (Badri et al., 2006) ; 2) (Bozbura et al., 2011); 3) (Dick & Tarí, 2013); 4) (Tam, 

2000); 5) (Lee, Lo, Leung, & Sai On Ko, 2000); 6) (Islam, 2007); 7) (Bou-Llusar, 

Escrig-Tena, Roca-Puig, & Beltrán-Martín, 2009); 8) (Ernest Osseo-Asare & 

Longbottom, 2002); 9) (Harer & Cole, 2005); 10) (Sondari, 2013); 11) (Honnutagi, 

Sonar, & Babu, 2011); 12) (Veenstra, 2007) 

After reviewing the practices studied by researchers in the educational institutions and 

determining the differences among them (See Table 2.2), in an attempt to unify the 

standards of measurement and optimal selection, MBNQA was selected as the gold 

standard for understanding the quality management (Dew, 2009). According to Ahmad, 

Francis, and Zairi (2007) QMPs is a tool utilized to help educational institutions in the 

world to obtain high level of quality management. 

2.2.5 Malcolm Baldrige National Quality Award  

The need for excellence, especially in light of the intense competition among the 

developed countries, requires developed and integrated systems in the quality measure. 

At all events, the USA responded to this national requirement by issuing two executive 
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Orders No. 12552 and 12637 in 1986 and 1988 respectively, to meet the obligations of 

the USA in terms of quality, speed and efficiency, and by giving a specific definition 

that expresses organizational performance through quality. It stated that 

“Organizational performance standard means a statement that quantifies and describes 

the desired level of quality, timeliness, and efficiency of services to be provided by an 

organization” (Pryor, Toombs, Anderson, & White, 2010). In this period a system was 

issued that helps organizations to achieve excellence through improving quality 

practices in a quality award known as Malcolm Baldrige National Quality Award 

(MBNQA). The American Society for Quality (ASQ) organization adopted a 

certification of excellence MBNQA for six categories of organizations namely 

industrial organizations, service, small business, education, health care, governmental 

nonprofit organizations (ASQ, 2015). 

As for the MBNQA in HE, it is divided to seven parts (NIST, 2015b) : “Leadership (top 

management support)”, “Strategic planning”, “Workforce”, “Customer focus”, 

“Measurement, analysis, knowledge management”, “process management”, and 

“Results”. 

2.2.5.1 Leadership 

Many studies have shown that top management commitment (or leadership) is very 

important, and such importance appears through the success of the quality program 

(Basu & Bhola, 2016; Patyal & Koilakuntla, 2017; Xiong et al., 2017). According to 

Brown, Treviño, and Harrison (2005, p. 120) leadership is defined as “the 

demonstration of normatively appropriate conduct through personal actions and 

interpersonal relationships, and the promotion of such conduct to followers through 

two-way communication, reinforcement, and decision-making”. Meanwhile, Bozbura 

et al. (2011) confirmed that the success of quality management depends on the 



 

 

28 

 

leadership role of top management in educational institutions through the involvement 

of all employees and provision of financial and logistical requirements for quality 

management and support at the strategic level. At the same time, it were agreed Flynn 

and Saladin (2001) and Badri et al. (2006) agreed that leadership is the commander of 

the rest of the practices as it features a strong positive relationship with other practices. 

Added to this, Meyer and Collier (2001, p. 404) contended that in “the general MBNQA 

theory that leadership drives the system which creates results”.  

Based on other studies, Kaynak (2003) described leadership as the most important 

exercise of the seven practices in MBNQA. This is accomplished through 

transformational leadership, which aims to increase the trend towards behavior directly 

and not rely on followers (Northouse, 2010), and to emphasize on building bridges of 

trust and respect between the leader and employees, forcing employees to provide the 

best to what task has to complete, thereby increasing the overall performance of the 

organization (Al-Husseini & Elbeltagi, 2012). 

Based on the above, the success of any organization depends mainly on the commitment 

of senior management, through the use of modern methods of leadership as the drive 

for quality practices, thereby getting the best achievement and excellent performance. 

2.2.5.2 Strategic Planning  

The second component of MBNQA is strategic planning. MBNQA explained strategic  

planning as a practice for the development and excellence in performance, thereby 

achieving a competitive position in the business (Tan, 2002). Strategic planning focuses 

on long-term organizational sustainability, and in the field of higher education, 

sustainability is carried out through learning - this practice that is also interested in 

converting long-term targets to work plans at different levels within the HEI (Islam, 
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2007). Added to this, strategic planning roles vary depending on the level of 

administration, where the plans orientation is, either at senior management or middle 

management for the transfer of information between senior and executive management. 

However, the relaying of information is the duty of executive management (Floyd & 

Lane, 2000). 

The literature identified two strategies for strategic planning with MBNQA, with the 

development strategy stemming from two directions: a) The development of the 

strategy process, and b) strategic goals. The second development strategy involves the 

deployment strategy, where the publishing process is conducted through the 

development and deployment of work plans and performance expectations. In this 

regard, the strategic deployment process showed greater importance of the development 

strategy in higher education institutions (Islam, 2007; Teh, Yong, Arumugam, & Ooi, 

2009). Strategic planning in higher education develop mechanisms to measure 

academic progress and depends on the measurement results in the development of 

strategy and deployment. This is possible by understanding the requirements of the 

students as the base material for the development of strategic plans and reflections on 

the first working procedures, and taking into consideration the stakeholders and public 

environment (Badri et al., 2006). Therefore, strategic planning is the link between the 

general strategic plan of the organization and quality planning (Jaeger, Adair, & Al-

Qudah, 2013). 

2.2.5.3 Information and Analysis  

 MBNQA identifies the practice of information and analysis for the purpose of 

identifying the passing grade the implementation of business processes and 

improvement areas. For the purpose of conducting the measurement process, it must 

identify the measurement standards, and this represents a challenge to the educational 
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institution, because it is difficult to use the same standards in all institutions owing to 

the specificity of the institutions. But the focus of these criteria is often built around 

student learning and academics staff performance, as well as the performance of the 

non-academic departments (Bayraktar, 2006; Bozbura et al., 2011). The information 

provided by this practice assists managers to build quality and take suitable decisions 

(Teh et al., 2009). The practice also contained data on students' learning, measurement, 

student objections, educational outcomes, and daily operations. It also measure the 

quality of research and improvements in the quality of the educational process (Dick & 

Tarí, 2013; Talib, Rahman, & Qureshi, 2013). According to Islam (2007) the results of 

performance determined through the exercise of measurement and analysis guide the 

management operations of the institution through the collection and analysis, data 

management and improvement of resources, and later knowledge management was 

added as a third indicator measure to be used in improving organizational performance. 

2.2.5.4  Workforce (Human Resource Development and Management) 

The human element is the most important component of organizational success, and is 

the basic practice for quality management. The human resource in the organization 

improved by conducting training operations, and involving them in decision-making 

and empowering them (Barad & Raz, 2000; Tari, Molina, & Castejon, 2007). Mellat-

Parast (2013), measured the internal and external quality performance, and revealed 

human resource to have a positive impact on quality, which is measured based on the 

training and provision of opportunities for employee involvement and internal 

indicators to human resources practice. In the context of higher education, MBNQA 

identified that the main human resource of the universities are lecturers and non-

academics staff and the goals of the institutions are brought about through students 
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focus, and through educational process that adapts and develops human resources to 

overcome any possible challenges faced (Badri et al., 2006).  

To ensure the success of quality programs, organizations also have to consider the 

contribution of support staff by urging them to complete tasks, get rid of the resistance 

to change and promote the trend towards quality as well as urge employees to cooperate 

with each other, and to engage in multi-tasking teams, without neglecting the training 

and educational attainment of the staff (Bozbura et al., 2011). Depending on the 

literature, human resource is an important practice to develop and build quality on, in 

light of the Malcolm Baldrige Award that considers that the experiences resulting from 

educational attainment of the staff and operations training to help the institution in 

facing challenges in the future brought about by the dynamics of the environment. 

2.2.5.5 Process Management 

Management processes vary from one organization to another depending on the type of 

activity exercised, and in relation to this, quality management refers to the management 

processes through the procedures and regulations by which quality is built (Talib et al., 

2013). Management uses a set of procedures for assessing and improving the quality 

functions (Sharma & Gadenne, 2008; Tari et al., 2007), and creating value (Jaeger et 

al., 2013). This is a two-way process involving students and stakeholders through 

processes related to student services, and educational programs and offers, in addition 

to operations aimed at improving the operational performance as processes to support 

operational plans and funding (Islam, 2007). 

To measure process management, with the use of MBNQA, Psomas, Fotopoulos, and 

Kafetzopoulos (2011), selected quality tools and technique, as basic components of 

process management practice aimed at improving quality. In another perspective, Lam, 
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Wang, and Lam (2008)  noted that the educational institutions seek to improve overall 

performance by improving the processing of operations associated with the quality 

management, and this is done through the process management practice. 

The process management practice focuses on adding value to the institution by 

provision of services to students, stakeholders and improving the functions of the 

institution to increase student satisfaction. 

2.2.5.6 Customer Focus 

Many studies stressed on the importance of the customers for any organization, 

regardless of size and activity, and in educational institutions, the student is the 

customer target, and learning is the product (Browne, 2010; Koris, Nokelainen, 

Roberts, & Roberts, 2015; Munteanu, Ceobanu, Bobâlca, & Anton, 2010) and both 

comprise the major challenges faced by the institutions (Michael, 2006; Sabella et al., 

2014). This is pretty clear cut as many universities depend on tuition fees from students, 

considering that learning institutions comprise a part of the service industries that 

focuses on meeting the requirements and expectations of students and their needs, 

within the global controls, while keeping education standards into consideration 

(DeShields Jr, Kara, & Kaynak, 2005). 

The main key to understanding and assessing of markets is through the customer, and 

in light of the intense competition between universities for the purpose of survival and 

continuity, universities proceed to understand the customer and identify the needs and 

desires, to make changes in the plans and to reduce the knowledge gap between it and 

the students (Keegan & Davidson, 2004). In order to build a good relationship with the 

customer (students, parents, government, community), an educational institution seeks 

to meet the needs of the customer and desires, and to search for the causes of 
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dissatisfaction (if available), which are handled through the development of employees 

skills  to receive and process customer complaints (Badri et al., 2006). 

In this study, the focus is mainly on HEIs. Where it focused on the students as a 

customer of HEIs. In short, customer focus is conceptualized in terms of students’ 

requirements, such as understanding students' needs, and their suggestions. 

2.2.5.7 Business and Operational Result 

Organizations generally seek to determine the level of their performance through the 

methods and standards of performance and the final outcome of these metrics are called 

"results". It represents either the quality results (Hwang, Hwang, & Hong, 2014; 

Laohavichien et al., 2011; Solis, Rao, Raghu-Nathan, Chen, & Pan, 1998), operational 

process results, or the results of the overall performance (Hubbard, 2009; Richard, 

Devinney, Yip, & Johnson, 2009). These results ultimately depend on the indicators 

that were used, and they provide information on what has been accomplished and 

compare it with plans for completion rate and on the failures suffered by the 

organization. Generally, indicators used to measure the overall performance include the 

quality of performance, quality of the process, in addition to the satisfaction of the 

employees and customers (Sabella et al., 2014).  

From the educational perspective, the results of the performance in educational 

institutions focus on students in terms of learning and satisfaction, and cover financial 

metrics such as funding, and market performance. The positive aspect of this measure 

is the provision of information about the activity of the overall the institution, which 

supports the decision-making process (Badri et al., 2006). According to NIST (2015a) 

MBNQA has focuses on five indicators to measure the results of performance: 

customers such as students, financial indicators and the market, human resources 



 

 

34 

 

(lecturers and non-academics staff), organizational effectiveness, and performance of 

partners and suppliers.  

The results of measuring performance based on the MBNQA and Balanced Scorecard 

(BSC) are somewhat similar but the difference is the installation of measurement 

indicators and its structure. In particular, BSC indicators are the most popular and 

widely used, and such indicators give a general meaning of measuring practices. This 

changes the perspective of the researchers who support the use of all financial indicators 

to measure the overall performance over non-financial measurements that are also of 

great importance (Evans & Jack, 2003).  

In this study, MBNQA is used as Quality Management Practices (independent 

variable), where the results are considered as the measurement of performance rather 

than practice. The dependent variable is the Organizational performance, which is 

measured through BSC – eventually, there is no need to measure the indicator “results” 

as BSC is deemed sufficient to measure the overall performance of the educational 

institution. 

2.2.6 The Infrastructure and Core QMPs. 

Many researches focused on the quality management practices and its effects, with only 

a few focusing on the classification of these practices to the infrastructure practices, and 

core practices (e.g., Asif, 2017; Lakhal et al., 2006; Zu, 2009). According to Flynn, 

Schroeder, and Sakakibara (1995),  and Zairi and Alsughayir (2011) QMPs can be 

classified as  Core QMPs, and Infrastructure QMP. Core QMPs are all practices that 

are directly implemented to improve the quality, while, infrastructure QMPs are all 

practices that create the best environment and support for core practices. Also, Flynn et 

al. (1995) examined core and infrastructure QMPs in the U.S. industry. The practices 
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identified to three parts as a core QMPs: statistical control and feedback, process flow 

management, and product design process, and five as infrastructure QMPs: top 

management support, customer relationship, supplier relationship, workforce 

management, and work attitudes.  

In a related study, Laohavichien et al. (2011) employed top management support, 

customer focus, supplier management, human resource, and organizational cooperation 

as infrastructure QMPs to examine the manufacturing industry in Thailand. In addition, 

they employed three core QMPs namely process control usage, statistical design, and 

process management. The result of study identified human resource as an infrastructure 

QMPs and process control as a core QMPs.  

Similarly, Zu (2009) illustrated three core practices (quality information, product 

design, and process management) and four infrastructure practices (top management 

support, customer relationship, supplier relationship, and work-force management) in 

the U.S. manufacturing industry. He reported three reasons why literature classifies 

QMPs as core and infrastructure QMPs. Firstly, differentiation among researchers when 

classifying QMPs, and secondly, the measurement level - for example, some studies 

measured it based on the organization level, while others measured it according to their 

effect on the quality level. The final reason is the different statistical tools used to 

measure relations.  

In addition, some other studies focused on core and infrastructure QMPs, in 

manufacturing industries of developed countries (Flynn, 1994; Naor et al., 2008). In the 

line of study, sometimes core and infrastructure QMPs are referred to soft and hard 

practices respectively (Calvo-Mora, Picón, Ruiz, & Cauzo, 2013; Mathews et al., 2001; 

Prajogo, 2006; Rahman & Bullock, 2005). Therefore, measuring QMPs overall causing 
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ambiguity, for that better to separated QMPs into Core and Infrastructure QMPs (Asif, 

2017). Table 2.3 shows the summary of studies that focused on core and infrastructure 

QMPs. 

Table 2.3 

Summary of studies that focused on core and infrastructure QMPs 

No. Authors Sector of study 

and sample  

Core QMPs Infrastructure 

QMPs 

1 (Flynn, 1994) Manufacturing , 

USA,  

42 plants 

 - Human 

resource 

management  

- JIT 

- Strategic 

management/ 

organizational 

characteristics  

2 (Flynn et al., 

1995) 

Manufacturing, 

USA 

75 plants 

- Statistical 

control and 

feedback 

- Process flow 

management 

- Product design 

process.  

- Top 

management 

support 

- Customer 

relationship 

- Supplier 

relationship 

- Work-force 

management 

- Work 

attitudes. 

 

3 (Lakhal et al., 

2006) 

Plastic 

transforming , 

Tunis  

133 companies  

- Quality system 

improvement 

- Information and 

analysis 

- Statistical 

quality 

techniques use 

- Organization 

of quality 

- Employee 

training  

- Employee 

participation  

- Supplier 

quality 

management  

- Customer 

focus 

- Continuous 

support 
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Table 2.3 (Continued) 

4 (Naor et al., 2008) Manufacturing , 

Sweden, United 

States, Japan, 

Finland, South 

Korea, and 

Germany. 

189 big plants 

- Quality 

information 

- Process 

management 

- Product design 

- Top 

management 

support  

- Work-force 

management 

- Supplier 

involvement  

- Customer 

involvement  

 

5 (Zu, 2009) Manufacturing , 

USA,  

226 plants 

- quality 

information 

-  Product design 

- Process 

management 

- Top 

management 

support 

- Customer 

relationship 

- Supplier 

relationship 

- Work-force 

management 

 

6 (Laohavichien et al., 

2011) 

Manufacturing , 

Thailand 

188 companies  

 

- Process control 

usage 

- Statistical 

design 

- Process 

management 

- Top 

management 

support 

- Customer 

focus 

- Supplier 

management 

- Human 

resource 

- Organizational 

cooperation  

7 (Abdullah & Tarí, 

2012) 

Manufacturing , 

Malaysia 

255 electronics 

firms  

- Quality tools 

and techniques 

- Benchmarking 

- The ISO 9001 

standard and 

process 

management, 

- Measurement 

- Product/ 

service design. 

 

- Leadership 

- People 

management 

- customer and 

supplier 

relationships, 

- quality 

planning, 
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Table 2.3 (Continued) 

8 (Asif, 2017)  - Quality tools 

and techniques 

- Statistical 

process control 

- Data and 

information 

analysis 

- Management 

leadership 

- Cross-

functional 

team building 

- Employee 

empowerment 

- Quality 

circles 

- Employee 

training and 

development 

 

Studies have explained the importance of the above practices and the importance of 

their classification into core and infrastructure QMPs. It is evident from the Table 2.3 

that most of the studies were carried out in the manufacturing sector, as well as in 

industrialized countries, while measurement in higher education sector has largely been 

neglected.  

For the above reason, the present study focuses on MBNQA as practices divided in one 

hand into four practices of infrastructure QMPs namely Leadership (Flynn et al., 1995; 

Laohavichien et al., 2011; Naor et al., 2008; Zu, 2009), Workforce (Flynn et al., 1995; 

Lakhal et al., 2006; Laohavichien et al., 2011; Naor et al., 2008; Zu, 2009), Strategic 

planning (Flynn, 1994; Samson & Terziovski, 1999), Customer focus (Lakhal et al., 

2006; Laohavichien et al., 2011). On the other, into two practices related to core QMPs 

that : Information and Analysis (measurement, analysis, and knowledge management) 

(Lakhal et al., 2006; Naor et al., 2008; Zu, 2009), and Process management 

(Laohavichien et al., 2011; Zu, 2009). 
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2.3 Organizational Learning  

Organizations primarily seek to improve their competitive position through increased 

expertise and knowledge. In this regard, the experience curve has a prominent role in 

the emergence of the concept of organizational learning (Hoy, 2008). Moreover, the 

first organizational learning term publication was in 1965 (Cangelosi & Dill, 1965), but 

it wasn’t until 1980 when the concept began gaining considerable attention by 

organizations as a tool that help the organization to improve performance (Glatz, 

Ackerlauer, Heiss, & Damian, 2007; Jain & Moreno, 2015; Pokharel et al., 2015; Wu 

et al., 2007). According to studies, organizational learning plays a prominent role in 

increasing productivity and gaining experience continuously (Argote & Miron-Spektor, 

2011). This is possible through the adoption of new ideas from past experiences and 

their conversion into work plans and policies to achieve success and excellence (Argote, 

2012; Lipshitz et al., 2006).  

Additionally, new ideas are generated through the accumulation of knowledge as a 

result of repeated actions and previous experiences of individuals working in the 

organization, which can be converted to information that contributes to organizational 

learning (Bapuji & Crossan, 2004; Dixon, 1999). The challenge remains as to how to 

convert information resulting from personal experiences of individuals and circulate it 

to the rest of the staff (Garcia-Morales, Lopez-Martin, & Llamas-Sanchez, 2006). 

Although learning of individuals is important and contributes to organizational 

learning, it is not enough on its own to be referred to as learning in the organization. 

This is explained by Elliott and Goh (2013) who confirmed in their study that learned 

individuals working in business schools do not always result in organizational learning. 

In other words, the issue lies in how to transform learning from an employee's level to 

an organizational level. In this background, organizations should focus on building 
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organizational learning in general, rather than focusing on individual learning only 

(Jun-ying, 2010). 

The previous studies that focused on organizational learning provided a group of 

definitions and perspectives. For instance, Gavin (1993, p. 80) stated that organizational 

learning is defined as “an organization skilled at creating, acquiring and transferring 

knowledge, and modifying its behavior to reflect new knowledge and insights". On the 

other hand, Lopez et al. (2005, p. 228) defined it as “a dynamic process of creation, 

acquisition, and integration of knowledge aimed at the development of resource and 

capabilities that contribute to better organizational performance”. Also, in the opinion 

of Sinkula, Baker, and Noordewier (1997) described organizational learning as a 

process of gaining knowledge with time, by linking organizational values and 

behaviors, and by addition to addressing market information and regulatory procedures. 

Other studies have also expressed the importance of organizational learning strategy 

for innovation and growth, to provide the best performance of the organization (Chiva 

& Alegre, 2009; Guinot et al., 2015; Jerez-Gomez, Céspedes-Lorente, & Valle-Cabrera, 

2005). Such organization seeks to achieve excellence through continuous and effective 

learning (Cheng, Niu, & Niu, 2014). From the standpoint of Argyris and Schön (1978) 

and Worrell (1995) organizations are trying to adapt to the work environment by 

identifying mistakes locations and corrective action processes, all of which  reflect the 

organizational learning. The organizations also rely on some of the characteristics that 

make it easier for the organizational learning process- for instance, motivate employees 

to take advantage of their expertise and previous experience in reducing paperwork 

(removal procedure is not necessary) and to take advantage of mistakes and avoid their 

recurrence in the future (Goh, Chan, & Kuziemsky, 2013). 
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It is worth mentioning that literature has produced two terms to reflect learning in 

organizations namely “organizational learning” and “learning organization”, where 

some studies interchange between the two, while others indicated a difference between 

them. According to a study by Pokharel et al. (2015), the difference between the two 

terms lies in the fact that “organizational learning” represents data processing, which is 

based on a set of steps, whereas “learning organization” is a situation reflecting the 

level of the learning progress of the organization. 

Likewise, the literature discusses two concepts concerning learning in organizations, 

namely “organizational learning” and “learning and growth” (one of the balance 

scorecard perspectives), considering that both emphasize the skills of employees, 

except that there are a range of differences between the two concepts. More specifically, 

“learning and growth” identifies a set of skills that drive organization towards 

improving internal processes to achieve customer satisfaction (Farid, Mirfakhredini, & 

Nejati, 2008b), while “organizational learning”  is a process aimed to generating new 

ideas based on previous experiments and experiences and turning it into action plans 

and policies to achieve success and excellence (Argote, 2012). 

Therefore, organizational learning depends on the development of plans to increase the 

information resulting from the accumulation of employees’ knowledge as a result of 

previous work (Bapuji & Crossan, 2004), and it is the sense of transforming the learning 

level of the individual level to the organizational level (Jun-ying, 2010). Meanwhile 

“learning and growth” is a tool for performance measurement (Candela & Cardós, 

2009; Farid et al., 2008b; Khan & Halabi, 2009). 

Although there is a lot of research, which focused on OL concept and its applications 

to the theoretical or practical level, they failed to give a full idea of the concept as well 
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as the variation in the measurement method (Goh et al., 2013). According to Kallio and 

Lappalainen (2015), previous studies did not give adequate answers about 

organizational learning, and as such, there is still ambiguity about how to conduct 

further studies in order to provide a new and effective model. In this regard, researchers 

divided learning organizational to a set of indicators to facilitate the measurement 

process and knowledge level of learning. 

Furthermore, generally speaking, an  organization is based on several constants of 

learning, which are knowledge acquisition, information distribution and interpreting, 

and organizational memory (Huber, 1991; Lopez et al., 2005). Added to these are 

commitment of learning and shared vision (Yechun, Hongming, Zhiliang, & Chunke, 

2007).  It was agreed by both Lin (2011) and Yu-bing and Yi (2012) that learning 

consists of exploitation and exploration learning. Yin (2013), also identified 

organizational learning components into three key indicators, which are exploratory, 

transformative, and exploitative. In another study, learning and current learning were 

highlighted as the basic components of the organizational Learning (Wang  et al., 2011). 

Moreover, Jain and Moreno (2015) identified learning into six factors namely 

collaboration & team learning, performance management, autonomy & freedom, 

reward & recognition, sponsorship, and achievement orientation. 

There are two methods to achieving organizational learning- first, “single-loop 

learning” that run on solving problems related to business, either on an individual or 

organizational level. This depends on several repetitions and detection of errors and 

processing and the emphasis on non-recurrence. The second method is the “double-

loop learning” method that solves the same problem in a different way. It introduces a 

set of questions about the problem, and making adjustments in the goals and policies to 

get to different work procedures, while avoiding getting caught in past mistakes 
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(Argyris & Schön, 1978; Jain & Moreno, 2015; Kallio & Lappalainen, 2015). The 

difference in the use of familiar learning methods (e.g. single-loop, continuous 

improvement), or modern supporting methods (e.g. double-loop, experience, and deep 

learning) leads to review and guidance the organization system (Elliott & Goh, 2013; 

Pilemalm, Andersson, & Yousefi Mojir, 2014). 

It is evident from the above discussion that most of the studies, which focused on 

organizational learning were in the context of industrial organizations (Cheng et al., 

2014; Jain & Moreno, 2015; Wu et al., 2007; Wu & Chen, 2014; Zheng & Cui, 2007), 

and on service organizations (Goh et al., 2013; Guinot et al., 2015; Kallio & 

Lappalainen, 2015). This indicates a lack of studies that focused on educational 

institutions. 

Based on previous studies and literature, this study measures organizational learning 

through four indicators: knowledge acquisition, information dissemination, information 

interpretation, and organizational memory, based on Huber (1991), study that 

considered the above as key tools for understanding organizational learning.  

2.4 Organizational Culture  

Organizations face a range of challenges, including the trust among employees, the 

deficiency or absence of which causes problems in sharing information (Hrebiniak, 

2013). An organizational generally seeks to benefit from the sharing of information and 

values held by its employees and converting it from the individual level to the 

organizational level to achieve the public interest of the organization (Strautmanis, 

2007), and ultimately, to achieve high performance. This results in the growth of 

employee participation in sharing information and benefitting from the importance of 

the organizational level to achieve the overall objectives. The concept of organizational 
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culture has emerged as one of the main factors and intangible assets owned by the 

organization that it should be mindful of, and if directed in the right direction, it can 

help achieve the maximum benefit and performance excellence (Xiao-yan, 2006; Yu & 

Yanfei, 2008).  

The first discussion for organizational culture as an academic term was provided in 

1979 by Pettingrew, who confirmed through his studies, as to how to motivate 

employees by focusing on their core values and beliefs (Denison, 1984; Pettingrew, 

1979). In addition to this, at that time, American organizations were desirous of finding 

out the reasons for their failure compared to Japanese rivals. In the late 1980s, studies 

mentioned that the reasons for this failure included lack of attention to organizational 

culture and its effective role in achieving success (Ojo, 2009). Moreover, focus should 

be placed on the transition from culture at the individual level to the use of individual 

culture as an essential material in building organizational culture.  

Furthermore, Hilman and Siam (2014) examined organizational culture in educational 

institutions through the behavior of workers and its effect on their dealings and on 

sharing values and attitudes. The organization’s role in directing behavior through 

guiding rules reflect the employees values and their philosophy (Pao-Cheng & Lin, 

2013). It is also the responsibility of the organization to develop and align behavior, 

whether social or isolationist, and combine it with the institutional system under the 

term organizational culture (Jain, Dolan, & Galperin, 2015). 

The complexity of the values and standards in some communities, determine the extent 

of the possibility of the development of their organizations. Some communities are 

willing to adapt and develop their habits in order to support their organizations and be 

able to receive and use new methods, which help the organization to orient toward 
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innovative solutions through openness and freedom from classical styles and methods, 

and a tendency towards unfamiliar methods (Kenny & Reedy, 2006). Conversely, other 

communities do not have the ability to comply with the development and market 

fluctuations placing the organization in a bad situation and rendering it incapable of 

competing within communities called “illiterate society” (Efanga & Ifejiagwa, 2014).  

2.4.1 Organizational Culture and its Importance 

Literature deals with many of the viewpoints and differences of organizational culture 

to give a clear and comprehensive definition of the term. According to Schein (1990), 

organization culture is “a pattern of shared basic assumptions that the group learned to 

solve its problems of external adaptation and internal integration, that has worked well 

enough to be considered valid and therefore, such learning is to be taught to new 

members as the correct way to perceive, think, and feel in relation to those problems”. 

Likewise, Marcoulides and Heck (1993) described organizational culture as 

“hypothesized to consist of three interrelated dimensions: a sociocultural system of the 

perceived functioning of the organization's strategies and practices, an organizational 

value system, and the collective beliefs of the individuals working within the 

organization”. Prior studies described organizational culture as a complex social 

phenomenon (Ehtesham, Muhammad, & Muhammad, 2011), comprising of common 

values (Schein, 2006; Zu, Robbins, & Fredendall, 2010), assumptions  and attitudes 

(Efanga & Ifejiagwa, 2014), along with great behaviors generated from the culture of 

employees (Jain et al., 2015).  

Despite the ample information in literature concerning the organizational culture, there 

are still some questions and ambiguities about its importance and whether it leads to 

tangible returns. In a related study by Gallagher, Brown, and Brown (2008) the showed 

that the growth rate is very low in organizations that do not care about organizational 
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culture whereas a high growth is noted in the organizational performance that analyzes 

and takes advantage of the cultures of its employees, and the ability to improve 

performance - this is particularly noted in major organizations that have strong 

organizational culture (Shahzad, Luqman, Khan, & Shabbir, 2012). 

The above highlights the role of the organization through the assumption of common 

denominators among the employees for their integration into the integrated units to 

facilitate adaptation to the environment (Ojo, 2009). The organizational culture is 

considered to change in response to changing external environment (external 

integration) in addition to internal integration among the employees values and 

organizational departments (Li, 2011). This is realized by converting tacit knowledge 

(individual’s knowledge) to explicit knowledge (organizational culture) and in turn, this 

facilitates the process of environmental compatibility (Song-zheng & Xiao-di, 2008). 

In addition to its supervisory role on the behavior and decisions of the employees, 

culture is also responsible for attracting new employees (Ojo, 2009).  

Through what has been discussed above, the concept and the importance of the culture 

of organization has a clear role in the success and excellence of its performance, as the 

understanding of the customs and traditions and values employees helps organizations 

to adapt to the vagaries of an environment. In the context of higher education 

institutions, culture should be focused on the attempt to be able to compete on a global 

level. 

2.4.2 Organizational culture: Relationships and Methods of Measurement 

The active role of organizational culture is identified by previous studies and relations, 

considering that the organizational culture have multiple and complex components 

(Frank & Fahrbach, 1999; Funderburk, 2004). These reasons make it imperative for 



 

 

47 

 

organizations to study organizational culture and give it ample attention, particularly as 

studies indicated a relationship between values and traditions and the success of quality 

systems (Prajogo & McDermott, 2005; Zu et al., 2010). On the other hand, the role of 

organizational culture through its role in organizational learning has been confirmed by 

many studies (e.g., Chang & Lee, 2007; Dong-qin, Surname, & Surname, 2006; 

Graham & Nafukho, 2007b; Sanz-Valle, Naranjo-Valencia, Jim´nez-Jim´nez, & Perez-

Caballero, 2011; Shoid & Kassim, 2012; Song-zheng & Xiao-di, 2008; Weihong, 

Caitao, & Dan, 2008). Finally, the prominent role of organizational culture in the 

success and excellence of the organization and its impact on raising organizational 

performance levels were also highlighted in literature (e.g.Gómez-Miranda et al., 2015; 

Hilman & Siam, 2014; Yesil & Kaya, 2013). 

For measuring organizational culture, Hofstede, Neuijen, Ohayv, and Sanders (1990) 

explained that the measurement process is possible through the answers employees 

provided in a survey based on a set of dimensions. This is different from one 

organization to the next according to the type of activity and geographic location. In 

regards to this, Denison and Mishra (1995), developed indicators to measure 

organizational culture in their study based on flexible indicators (consistency and 

involvement), and integration indicators (adaptability and mission). Such indicators 

were adopted by Imam, Abbasi, Muneer, and Qadri (2013) in their study that examined 

higher education in Pakistan.  

Some studies have also identified by four factors of culture, which are market culture, 

hierarchy culture, clan culture, and adhocracy culture (Acar & Acar, 2014; Sanz-Valle 

et al., 2011; Übius & Alas, 2009; Yesil & Kaya, 2013). This is consistent with Tharp 

(2009) study where presented four types of indicators respectively: Compete, Control, 

Collaborate, and Create. Other studies measured the organizational culture based on 
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different indicators including development culture, rational culture, group culture, and 

hierarchical culture (Bozorgi-Nezhad, Mosavi, & Salehi-Kordabadi, 2012; Cao, Huo, 

Li, Zhao, & Wagner, 2015). The trend towards tasks and relationships is one of the 

foundations on which the classification of Janićijević (2012) indicators was based on 

to measure organizational culture without neglecting the distribution of power in the 

organization. Meanwhile, Dong-qin et al. (2006) measured culture by two dimensions 

namely learning orientation, and sharing orientation. Similarly, Song-zheng and Xiao-

di (2008) pointed that organization can develop an innovative organizational culture 

through three dimensions: Innovative culture, Bureaucratic culture, and Supportive 

culture. The current study based its dimensions on Denison and Mishra (1995) study 

that measured organizational culture through four indicators namely involvement, 

consistency, adaptability, and mission. 

2.5. Organizational Performance 

Organizational performance (OP) is defined by Harbour (2008) as the implementation 

of a raft of measures that represent the final result of the activity of the organization. 

Due to the importance of OP and its relationship to the development of any 

organization, the literature showed a great deal of attention to OP and the implications 

of organizational effectiveness. Owing to the increasing global competition that led to 

the high level of quality as well as quantity, strategies were required to meet the 

changing needs of the customers and to maintain a high level of quality standards and 

remain in the advanced levels in the world market. Therefore, organizational 

performance depends on quality management practices, and benchmarking from other 

leading organizations. 

Therefore , over the last decades, academics and specialists conducted a large number 

of researches on organizational performance seeking to understand the processes (Roh 
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& Moon, 2016), and the factors that can enhance the organizational results (Hooi & 

Ngui, 2014; Jing & Avery, 2008). Additionally, most of the researches were motivated 

by the practical importance of OP concept that comes from top managers who are 

concerned about the long-term success of their organizations (Finkelstein & Hambrick, 

1996; Reger, 1997). The concept of OP is complex and multi-dimensional (Prieto & 

Revilla, 2006), which includes quantitative, and qualitative criteria (financial and non-

financial) (Hooi & Ngui, 2014), these standards are different according to the viewpoint 

of stakeholders (Espinosa & Porter, 2011; Rhee, Park, & Lee, 2010). Generally 

speaking, investors assess performance in terms of returns (profits, return on 

investment, confidence in the capacity of management) (Hubbard, 2009). From the 

perspective of the staff, OP stands for respect, support, and fair treatment, while from 

the perspective of customers, performance is through high-quality products and 

services, reasonable prices, as well as delivery on time (Jiménez-Jiménez & Cegarra-

Navarro, 2007). For suppliers, OP is repeat business, and raise in sale and lastly, the 

community perspective measures organizational performance through the prosperity 

community index and community responsibility. 

In some studies like, Peterson , Gijsbers, and Wilks (2003, p. 40), the researchers 

defined OP as “the ability of an organization to use its resources efficiently and to 

produce outputs that are consistent with its objectives and relevant for its users”. 

Aligned with this definition, Antony and Bhattacharyya (2010) defined OP as the 

measure that is used to assess and evaluate the organization success to prepare and 

deliver the value to its external and internal customers. In a related study, de Waal and 

Sultan (2012) determined the success of the organization's performance through the 

achievement of some of the financial criteria and other non-financial, during a specific 
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period of time (e.g. five years) and this is done by focusing on the things that really 

matter to the organization.  

The increasing competition among organizations has resulted in greater effort to 

defining and measuring performance to ensure that the performance concept is 

expanded beyond a short term evaluation of the financial perspective by focusing on 

creating value activities in long term (e.g., quality of internal processes, customer 

service and organizational learning) (Kaplan & Norton, 1996b). In order to control the 

organization and their systems, it is necessary to measure performance and provide 

feedback to compare current performance with the plans, and this is done through the 

provision and design of a measure of performance for auditing the past procedures in 

order to improve it in the future (Lebas, 1995). There are many researchers that 

identified methods and modalities to measure performance (Jing & Avery, 2008; 

Kaplan & Norton, 1996b; Umashankar & Dutta, 2007; Waal & Counet, 2009; 

Zangoueinezhad & Moshabaki, 2011). 

However, most of the studies have been conducted to measure performance in industrial 

companies, and with the growth in the services sector, the need to measure service 

performance arose. This includes the education sector, which has seen large growth and 

increasing global competition urging scholars to use many methods to measure 

performance in the sector. 

For instance, Alexander (2000) confirmed in his study that the US has been placing an 

increasing burden on higher education, to increase learning skills and improve the 

ability of workers to develop and use technology, and thereby increase productivity. 

This is not confined only to the development of higher education. The study concluded 

that the perspective of economic and utilitarian values is the basis of performance 
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measurement process, because the university administration is not able to identify and 

demonstrate the educational goals and achievements in terms of benefit. For this, 

scientific ways should be devised to monitor and evaluate educational institutions 

(universities or colleges) to increase the value of the resources and determine the benefit 

of the educational process. 

The study of Liefner (2003) analyzed the allocation of university resources, in light of 

the disagreement with respect to sources of funding and its impact on the performance 

of educational institutions. This is because most of the funding sources stem from the 

government's budget, and that governments use competitive elements in the allocation 

of public funds for higher education institutions. In turn, this affects the overall 

performance or individual behavior (partial). The performance-based funding tends to 

make positive changes, but there are side effects unintended, because the positive 

impact of the performance of academics and administrators only lasted in the short term 

rather than the long term. It was interpreted that well-qualified individuals respond to 

moral incentives, and an increase in funding for individuals, who are not qualified 

indicates a small increase in performance. Therefore, the researcher recommended that 

focus should be placed on the qualified individuals rather than the allocation of funding.  

According to Abankina et al. (2012) study, the expansion of higher education and the 

emergence of new types of institutions of higher education has led to the development 

of society and the economy in their assessment of the reality of education in Russian 

universities for the period 2006-2009. The reforms in the allocation of public funding 

system were employed to stave off the economic crisis and the lack of educational 

system efficiency. Thus, universities tried to fit with the financial capacity of the 

students and provide different educational offers, but these procedures were inadequate 

as expected, and called for large institutional changes within universities. 
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2.5.1 Organizational Performance Measure  

Literature is rife with studies dedicated to organizational performance, with a great 

portion of studies focusing on performance in a lot of theoretical and applied research 

and studies, albeit they propose different measurements (Monge, Rao, Gonzalez, & 

Sohal, 2006; Shin & Konrad, 2017; Theriou & Chatzoglou, 2008). With regards to the 

function of the reforms in the public sector, performance measurement forms an 

important factor in the evaluation process, and is significant to many organizations 

(Greiling, 2005; Holzer & Kloby, 2005; Pokharel et al., 2015; Zangoueinezhad & 

Moshabaki, 2011).  

Added to the above, the measurement results of the intervention in the regulatory 

decision-making process for the organization attempts to determine the precise criteria 

for measuring and evaluating performance (activities) to support its decisions. The 

measure of OP is the final outcome of the activities of the organization and is supported 

by a lot of research that considered OP as the dependent variable (Jaafreh & Al-

abedallat, 2013a; Kim-Soon & Jantan, 2010; Richard et al., 2009; Sabella et al., 2014; 

Singh, Bhardwaj, & Sachdeva, 2006; Triguero-Sánchez, Peña-Vinces, & Sánchez-

Apellániz, 2013).  

In this background, Richard et al. (2009), considered OP as the dependent variable in 

their study and as one of the constants of administrative research, which is measured 

using accepted practices, by selecting the basis of improving the measurement. They 

verified the nature of performance to choose the appropriate measure by relying on its 

three measurement - a) dependence on a single measure to explain the relationship 

between the scale and OP, b) using several different metrics through various 

comparisons between the OP and other independent variables, and lastly, c) reliance on 

correlations between performance and independent variables.  
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Also, Triguero-Sánchez et al. (2013) studied financial performance and subjective-

performance through a study focused on a group of SMEs in Spain, and concluded that 

there are many benefits when using measurement systems (financial and subjective), 

but they preferred to use the self-performance, which consists of the performance scale 

(individual, group, and organizational). 

In order to  measure the performance in higher education, the study of Wu et al. (2010) 

attempted to verify the effectiveness of the education system through a set of indicators 

to assess university performance. Accordingly, they divided the study into five key 

indicators: a) educational index, which concerns the administrative vision and strategic 

plans; b) satisfaction such as parents, students and staff; c) development advantage, as 

a financial, human and information resources; d) operating performance, such as 

research and management of the educational process; and lastly, e) the performance of 

the school, which is the educational level of students and the possibility of employment 

of graduates. 

The measurement of organizational performance indicator must contain the qualities 

identified by UNESCO and they are; a) Indicator is closely related to the phenomenon 

to be measured; b) Can be shortened by a few words without changing the meaning; c) 

The possibility of restructuring indicators for comparisons accurately; and d) In 

addition to its reliability, the measurement period should not exceed a few years (Martin 

& Sauvageot, 2011).  

As a consequence of the attempts of measuring OP in literature, the researchers 

identified the different criteria or indicators for its measurement keeping in mind that 

performance management is a complex phenomenon in itself, particularly within 

educational institutions, it is complex relative to other organizations (Broad & Goddard, 
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2010). The previous studies in Table 2.4 illustrate measurement of performance 

educational and academic institutions.  

Depending on OP measurements addressed by the literature, and the differences in 

setting performance standards, some emphasized use of financial standards (e.g. return 

on investment, profitability), others stressed the non-financial criteria, while some 

others combined both. Many emphasized the use of Balanced Scorecard (BSC), because 

of its comprehensive approach. BSC also benefits HEIs in relaying the strategic vision 

of the organization (including educational institutions) and teamwork, the 

organization's commitment to its stakeholders (beneficiaries of educational services) 

and their reaction to the development of performance, in addition to the learning process 

(Wang, Wan, & Zhao, 2014).  

Table 2.4 

Sample of Previous Performance Measurement Indicators in HE. 

Indicators Authors 

 1-15 16 17 18 19 20 21 22 23 

Financial goals √ √     √ √ √ 

Customer perspective √  √ √  √ √  √ 

Internal processes √    √ √ √   

Learning and growth √  √  √     

Teaching    √       

University and professional 

body 

  √       

Educational index    √      

Development advantage    √      

Running Performance    √      

School Performance    √      

Educational objective and 

student 

    √     

Educational environment      √     

Accreditation result      √     

Academic management      √    

Innovation and learning       √ √ √ √ 

Time         √  

Quality        √ √ 
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Table 2.4 (Continued) 

Flexibility         √  

Productivity         √ 

Efficiency          √ 

Effectiveness         √ 

1) (Farid et al., 2008b) ; 2) (Umashankar & Dutta, 2007); 3)(Chen, Yang, & Shiau, 

2006); 4) (Philbin, 2011); 5)(Schobel & Scholey, 2012) ; 6)(Zangoueinezhad & 

Moshabaki, 2011); 7)(Karathanos & Karathanos, 2005); 8)(Farid, Mirfakhredini, & 

Nejati, 2008a); 9) (Ruben, 1999); 10) (Stewart & Carpenter-Hubin, 2001); 

11)(Sudirman, 2012) ; 12)(Umashankar & Dutta, 2007); 13)(Umayal & Suganthi, 

2012); 14)(Beach, Nefstead, & Gillard, 2006)15) (Hedley, Smith, & Whelan, 2002) ; 

16)(Binden, Mziu, & Suhaimi, 2014); 17) (Griggs , Blackburn, & Smith 2012); 18)(Wu 

et al., 2010); 19)(Ju, Sohn, Ahn, & Choi, 2014); 20)(O'Neil Jr, Bensimon, Diamond, & 

Moore, 1999); 21) (Kassahun, 2010); 22) (Bai & Sarkis, 2014); 23) (Miller, 2007) 

After identifying indicators for measuring OP, there are set of constraints applied to 

measure performance. According to Robinson, Anumba, Carrillo, and Al-Ghassani 

(2005), identification and monitoring of the performance measurement indicators are 

one of the obstacles facing the organization when measuring performance, as the use of 

measurements do not reflect the true performance in the past. This is compounded by 

the absence or the difficulty of obtaining data from the problems faced by the 

performance measurement process such as collecting, compiling and analyzing data, as 

well as the problems of the time required for the measurement process, the provision of 

data and processing, and the problem of the financial allocation required for the 

measurement process. 

2.5.2 Key Performance Indicators (KPIs) 

Organizations concerned with performance measurement, and measurement methods 

differed in their activities based on their types and purpose of the measurement. 

Therefore, researchers in literature attempted to find general indicators that help 

organizations to measure their performance. More specifically, Parmenter  (2010) 

defined KPIs as a set of tools that are used to measure the activity of organizations, 

including educational institutions, by determining the current and future performance 
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of the institutions. According to Janeš and Faganel  (2013) KPIs are “excellent 

managerial tool for identification and monitoring of the key initiatives and projects for 

the strategy fulfilment”. Moreover, the measurement indicators can be modified to 

achieve a better match between the organization's activities and goals (Arif & Smiley, 

2004; Mladenovic, Vajdic, Wündsch, & Temeljotov-Salaj, 2013). 

 In a related study, Manning (2011), identified measurement indicators based on the 

goals of educational institutions that seek to achieve quality improvement of the 

institution and to develop ways and  improve student performance through a number of 

indicators such as, the enrollment of new students, to continue the study, transfers, and 

graduation rate. Thus, KPIs are used to identify the strengths and weaknesses and is an 

effective tool for performance management (Mladenovic et al., 2013). 

Organizations face many challenges when selecting key performance indicators. Often 

times, the performance measurement process is unstable and difficult to quantify as 

indicators may be appropriate at this time, but is not appropriate at another time, or 

another sector, because of the constant need to re-evaluate the system to comply with 

the changes in the strategic plans. This is also due to the dynamics of the competitive 

environment, as well as, dependence of the process of determining the KPIs depends 

on the personal characteristics of the decision-maker (e.g., the level of education and 

experience) (Wadongo, Odhuno, Kambona, & Othuon, 2010). The issue in KPI also 

includes the lack of provision of sufficient information to evaluate the performance 

compared with the integrated measurements (Bai & Sarkis, 2014). 

2.5.3 Financial and Non-Financial Performance 

Literature, practitioners and those interested in the measurement of organizational 

performance confirmed the adoption of the financial indicators to measure performance 
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by relying on financial accounting as profitability and return on investment, among 

others (Chu & Li, 2015; Fullerton & Wempe, 2009). However, attention must be paid 

to the importance of other indicators, expressed by non-financial indicators such as staff 

satisfaction, customer satisfaction, efficiency, effectiveness, and quality of production, 

in addition to all the non-monetary measures that give information about the reality of 

performance, which is more important than financial measures (Ittner & Larcker, 1998; 

Kaplan & Norton, 1996b; Škrinjar, Bosilj-Vukšic, & Indihar-Štemberger, 2008). 

In order to avoid the lack of information provided by financial indicators and to increase 

the accuracy in measuring performance, managers expressed a desire to measuring 

financial performance while relying on financial and non-financial indicators together. 

As a result of this interest, several studies were conducted to provide a range of financial 

and non-financial indicators providing the most accurate expression of the reality of the 

performance; for example, Fullerton and Wempe (2009) presented a model that 

explained the effect of non-financial performance on financial performance in the US 

industrial companies, and stressed the importance of non-financial metrics and their 

impact on profitability (financial indicators). This is aligned with the study conducted 

by Škrinjar et al. (2008) in the corporate businesses in Slovenia, where they reported 

that non-financial indicators positively affect the financial indicators. Other studies are 

in a consensus with this idea (Gao, Lan, & Liang, 2014; Haldma et al., 2012; Prieto & 

Revilla, 2006). 

In order to get a more comprehensive measure, Dossi and Patelli (2010) tried to develop 

indicators to measure performance between headquarters and branches based on several 

perspectives (financial and non-financial). They observed that the environmental 

factors that affect performance may be an obstacle to the inclusion of non-financial 

indicators. These indicators are based on the key factors associated with the aim of 
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measuring performance, information content, and preparing regulatory. Because of the 

difficulty of determining the financial and non-financial indicators, as well as the 

perspectives that must be measure performance for the headquarters of the organization 

and its subsidiaries, these constraints will appear when educational institutions are 

interested to identify indicators to measure its performance. The environmental factors 

affecting the performance of a various educational institutions stem from the different 

environments and targets of such institutions. Therefore, in this study, preference is 

placed on constant measurements, and constant and stable perspectives to facilitate the 

measurement process and make comparisons with other educational institutions, to 

identify the strengths and weaknesses, and to make corrections and raise future 

performance. 

2.5.4 Balance Scorecard (BSC) 

Governments seek to achieve continuous reforms in their sectors, particularly the higher 

education sector (Holzer & Kloby, 2005). By identifying the potential strengths of the 

educational institutions and the weaknesses that could impede successful performance 

(Lin, Hu, Tseng, Chiu, & Lin, 2016; Purbey, Mukherjee, & Bhar, 2007). Most of the 

government educational institutions are non-profit institutions, and their performance 

is gauged through the use of traditional performance measurement methods expressed 

by financial standards – these fail give a clear perception of the reality of the 

performance of these institutions. During the 1990s, it was noted that organizations 

began increasingly to use Non-Financial Performance Measurements (NFPMs) and 

gave up financial measures of performance, considering that NFPMs is a new global 

phenomenon to improve business processes and achieve long-term goals (Ittner & 

Larcker, 2003; Liedtka, Church, & Ray, 2008). Despite this trend, performance 
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measurement is not an end in itself, but an effective tool reflecting past happenings 

(Zangoueinezhad & Moshabaki, 2011). 

In other words, the inability of financial performance measurements (FPMs) to express 

the actual performance or give a clear summary of the real performance of the non-

financial organizations, generated widespread resentment and urged the trend towards 

non-financial measurements (Maines et al., 2002). Since the main objective of 

measuring performance is gauging of the efficiency and effectiveness of work (Waal & 

Counet, 2009), non-profit organizations based on financial criteria cannot be gauged 

but through other non-financial criteria. 

In order to assess the performance depending on the financial and non-financial 

perspective together, BSC is suitable to measure internal performance in an integrated 

manner for any organization. Added to this, the BSC has been extensively used in all 

organizations, whether profit or non-profit or governmental organizations (Kaplan & 

Norton, 2001b). For this purpose, BSC is employed for performance measurement with 

its four perspectives (financial, customer, internal processes, learning and growth) - 

these perspectives work together, within a balanced combination. In general, 

organizations depend on the financial, and customers’ perspective to enhancing the 

perspective of internal processes, learning and growth. But in non-profit institutions of 

higher education, the financial perspective does not affect performance. Therefore, the 

order of these perspectives can be modified and based on the individual needs of these 

institutions (Chen et al., 2006; Kaplan & Norton, 2001b). 

In this respect, literature supported the application of BSC in Higher Education to 

evaluate and plan educational programs and take advantage of benefits provided by 

programs (Chang & Chow, 1999; Chen et al., 2006; Farid et al., 2008b; Kassahun, 
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2010; Suganthi, 2012; Sutherland, 2000; Umashankar & Dutta, 2007). In fact, prior 

studies suggested several models for the application of BSC in educational institutions 

such as the Umashankar and Dutta model (2007) proposed in India and Binden, Mziu, 

and Suhaimi (2014) model proposed in Malaysian HEIs. 

Since this study focuses on the Iraqi higher education sector, especially in government 

institutions, which are nonprofit organizations, their performance cannot be expressed 

through financial performance indicators, and thus, the researcher employs the BSC to 

assess the OP for Iraqi HEIs, The order of perspectives is modified to suit the study as 

follows: a) customer perspective; b) learning and growth perspective; c) the perspective 

of internal processes; and finally, d) the financial perspective. 

2.5.4.1 Customer Perspective  

Customer perspective provides the customer reaction to the organization (Kaplan & 

Norton, 1996b). Customer perspective is measured through a set of core indicators that 

represent the organization’s interaction with the customer, such as preservation of 

customer, market share, as well as customer satisfaction and loyalty. But in the field of 

higher education, customer’s perspective is different from how the customer is 

identified in public organizations. In this case, there are a number of themes that can be 

used to determine customer perspective in higher education sector and according to 

these themes, a set of indicators can be employed to measure performance. The 

customer is expressed in higher education in several individual terms or combined 

together, such as students, parents, employees, alumni, and finally the community 

(Binden et al., 2014; Farid et al., 2008b; Lin et al., 2016). The measurement of 

stakeholders’ satisfaction, especially students, is the main target or basic substrate that 

is reliable in developing performance measurement indicators (i.e., customer 

perspective) (Schobel & Scholey, 2012). In relation to this,  Philbin (2011) focused in 
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his study on human resources development by using master's and doctoral students and 

the number of trainees per training process as well as the number of established courses, 

as indicators measure by which the attention of stakeholders in learning and training is 

measured.  

Moreover, student satisfaction can be expressed through the mutual benefit of the 

student and the institution, as the student gets the educational services and the 

institution receives the distinguished graduate students to work within these 

institutions. Attention should also be paid to the efficiency of the graduate students and 

the possibility of learning indicators that are important to measure performance 

(Sudirman, 2012). The number of new students’ enrolled (registered) study, and the 

number of active students from the total number, and the role of external stakeholders, 

are the indicators used by Schobel and Scholey (2012) to measure performance from 

the customer's perspective. Likewise, Karathanos and Karathanos (2005) identified the 

basic requirements of the student and measurement indicators, in the development of 

the educational institution as important requirements for the student – this can be 

indicated by the increase of new educational programs. Conversely student success 

indicator of the learning curve is also considered as the applied education indicator of 

the quality of education, and for the purpose of giving students the full support and the 

provision of educational services, it is crucial to observe and measure student 

satisfaction and try to maintain their completion of the postgraduate program. This is 

an important stakeholders’ requirement and a final indicator for HEIs success according 

to customer's perspective. 

Literature dedicated to examining the customer's perspective in educational institutions 

has focused on student satisfaction first, but did not neglect the point of view of the rest 

of the stakeholders (e.g. parents, community, and staff). The student (continuous study 
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or graduate) is the most affected, because they are the raw material and the final result 

of the educational process, and their points of view are considered an important 

indicator for measuring performance. 

In this study, customer perspective in HEIs is focused on the students as a main 

customer of HEIs. However, students’ perspective is conceptualized in terms of 

students’ satisfaction, courtesy, respect, and high quality service. 

2.5.4.2 Learning and Growth Perspective 

The learning and growth perspective aims to find out the infrastructure of the work that 

contributes to the development and improvement in the long-term. According to this 

perspective, the institution interested in improvement and continuous development of 

the services provided search for new innovations, usually within human resources 

(Laursen & Foss, 2003). By focusing on the intellectual capacity of employees and 

attention to their previous levels and skills as well as information systems, 

administrative and other measures, they can be adapted to increase the productivity of 

employees. 

Additionally, this perspective identifies a set of skills and processes that drive the 

educational institution to improve internal processes that are critical to nourishing the 

internal processes to achieve customer satisfaction, through training and learning 

creator, bonuses and quality of facilities system (Farid et al., 2008b). There are varied 

views on how to measure learning and growth perspective, with some researchers 

proposing some of the indicators that are compatible with the organization. Moreover, 

differences exist between studies on how the perspective is measured in the same sector 

and in order to know the indicators that measure the performance in the higher 

education sector, divisions of measure for this perspective have to be understood.  
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In relation to the above, Kassahun (2010) identified indicators that enable the 

organization to maintain its ability to change and improve, and Schobel and Scholey 

(2012) identified the number of distinct requirements for the creative capabilities and 

initiatives. This is possible through examining the trend towards research results that 

reflect the knowledge of the organization such as magazines, conferences and 

publications (Philbin, 2011), maintaining the competitiveness of the educational 

institution by educating employees and increasing professional knowledge through the 

development of clear mechanisms for training (Binden et al., 2014). This is consistent 

with the findings of Sudirman (2012), who stressed on the fact that education and 

knowledge of employees is an important indicator to measure performance but the 

infrastructure index and the policy of the institution and the system, as well as, the 

organizational structure should not be neglected.  

Having considered the indicators used to measure performance according to the 

learning and growth perspective, the indicators are directed towards human resources 

and the pursuit of trained cadres within the institution, whether administrators or 

lecturers. These involve activities that increase their experience and pertaining to 

conducting research and publication in scientific conferences and cultural events, as 

well as the continuous development of educational skills and finally, the focus on the 

administrative facilities and laboratory and classes. 

2.5.4.3 The Internal Processes Perspective  

This perspective refers to the processes that the organization must excel in – processes, 

which correspond to the requirements of stakeholders and critical practical 

requirements, through the improvement of instruction facilities and services and 

necessary action (Binden et al., 2014; Farid et al., 2008b; Kassahun, 2010). It focuses 

on the decisions and actions of internal processes that describe the satisfaction of 
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students and the educational institution results that reflect the style of teaching 

excellence and the level of learning, in addition to the universal approach and 

distinctive programs, and innovation, which supports quality programs, add value and 

efficiency of educational services in the institution and help decision-maker to achieve 

the aspirations of stakeholders (Farid et al., 2008a; Kaplan & Norton, 1992).  

To measure performance according to the perspective of internal processes in higher 

education institutions Sudirman (2012) suggested indicators to measure the internal 

processes through research and publications in local and international journals, in the 

form of self-learning process measures (e.g. curriculum, educational experiences, 

laboratories, technology, etc.), community responsibility, as well as, the role of 

government. Added to these are the development of internal resources available to the 

institution as the staff regulars, performance stages and administrative equipment and 

laboratories (Philbin, 2011). 

Similarly, Schobel & Scholey (2012) pointed to other indicators to measure the 

performance of the internal processes such as the presence of the scientific conferences, 

the extent of the administration's commitment to the implementation of operational 

plans and services, the percentage of completion, as well as the appropriate plans to 

meet the needs of stakeholders.  

Concisely, internal process perspective is conceptualized in terms of HEIs such a new 

services, provide an acceptable ratio of academic staff to student, and facilities as a 

measurement of organizational performance. Thus, it describes students’ satisfaction 

that reflects on learning level. 
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2.5.4.4 Financial Perspective  

 The financial perspective reflects the financial perspective for the financial 

responsibility of the organization and the percentage difference from the current plan 

in place (Schobel & Scholey, 2012). Generally, performance measurement is 

represented as a financial perspective, in general, in business organizations by the 

profitability and primarily through other financial measures e.g. cash flow, and return 

on investment and production, and the contribution margin etc. (Callado & Jack, 2015). 

This also includes monthly sales, monthly production, and distribution of customers 

and divided by the market size (Gurd & Ifandoudas, 2014). With regards to non-profit 

organizations, especially in public institutions instructions, the same indicators used in 

profit organizations may not be suitable. In other words, this is a contrasting view to 

financial indicators.  

According to Binden, Mziu, and Suhaimi (2014) the financial index in higher education 

is used to measure the academic performance by determining the amount of spending 

on research projects and the amount of involvement of government agencies in the 

funding process as well as other financial services, determine the financial position 

(surplus or deficit) in the budget and the calculation of the debt in the short and long-

term. 

Therefore, the above mentioned factors reflect the financial perspective for the benefit 

of the allocated budget for higher education to achieve educational and research goals 

(the use of resources to increase the number of research and scholarships) (Kassahun, 

2010). In addition, other indicators were reported by researchers such as: spending for 

the development of academic programs, financial leverage (Philbin, 2011), the 

efficiency of the use of property and facilities, and reduction of the cost of human 

resources (Farid et al., 2008a).  
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More indicators common in the financial performance of the institutions of American 

higher education, were summarized in Terkla (2011) study involving the largest public 

educational institutions. The summary was based in terms of financial indicators for US 

universities, with four key indicators namely, a) gifts and expenses, expressed by 

market value, the value of the gift for each student, and the growth rate annual. b) 

Advanced indicators that include all types of scholarships and gifts presented to the 

graduates. c) The study included financial aid, such as identifying to tuition discount 

rates, and the percentage of students with financial aid from other external institutions 

and lastly, d) determining the fees and expenses, in other words, the total tuition fees 

for students for each course.  

The strategic objectives of the educational institutions offer a comprehensive vision, 

through financial perspective measurements as they reflect distribution of the funds 

allocated for the development of the educational reality and identify deficit points that 

need more financial support to improve performance in the future.  

Table 2.5  

Goals and indicators of the Balanced Scorecard in Higher Education 

BSC 

Measurement 

perspectives 

Goals Indicator 

Customer  Provide to 

stakeholders 

the best 

appearance for 

educational 

institutions. 

- Customer satisfaction (Farid et al., 2008b) 

(Kassahun, 2010) (Schobel & Scholey, 2012) 

(Binden et al., 2014) (Kaplan & Norton, 1996b) 

- Improve school image (Farid et al., 2008b) 

- Employee satisfaction (Kassahun, 2010) 

(Binden et al., 2014) 

- No. of postgraduates (Philbin, 2011) (Binden et 

al., 2014) 

- No. of training process (Philbin, 2011) 
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- No. of new students (Schobel & Scholey, 2012) 

- No. of active students (Schobel & Scholey, 

2012) 

- Learning quality (Sudirman, 2012) 

- Graduate competence (Sudirman, 2012) 

- Learning accessibility (Sudirman, 2012) 

- Mutual benefit (Sudirman, 2012) 

- The application Requirements (Binden et al., 

2014) 

Learning and 

Growth 

Maintain the 

educational 

institution's 

ability to 

change and 

improvement. 

- Research results (Griggs  et al., 2012; Philbin, 

2011) 

-  No. of ability requirements (Schobel & Scholey, 

2012) 

- Innovative (Schobel & Scholey, 2012) (Farid et 

al., 2008b) 

- Improvement (Farid et al., 2008b) (Griggs  et al., 

2012) 

- Quality of facilities  (Farid et al., 2008b) 

(Sudirman, 2012) 

- Reward system (Farid et al., 2008b) 

- Infrastructure (Sudirman, 2012)  

- Staff experience  (Sudirman, 2012) 

- Policy and institutes system (Sudirman, 2012) 

- The procedures  (Sudirman, 2012) 

Internal 

process 

The 

Processes 

that meet the 

stakeholders 

needs and 

process 

requirements 

- Improve education facilities (Farid et al., 2008b) 

- Improve education service (Farid et al., 2008b) 

(Schobel & Scholey, 2012) 

- Educational programs  (Schobel & Scholey, 

2012) (Farid et al., 2008a) 

- Meeting planning to stakeholders needs 

(Schobel & Scholey, 2012) (Farid et al., 2008a) 

- Quality of education (Farid et al., 2008a)  

- Education process  (Farid et al., 2008a) 

(Sudirman, 2012) (Binden et al., 2014) 
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Table 2.5 provides a summary of the indicators used to measure the four perspectives 

of the BSC, with the most important goals and indicators to measure each perspective. 

2.5 Iraqi Higher Education Institutes 

The history of the Iraqi higher education institutions (HEIs) began in 1908 when 

College of Law was established (formerly the School of Law), followed subsequently 

by other colleges were established, such as high Teachers (Education for now) and 

Medicine in 1927, which is based on the system and methods of the British Royal 

Medical College and other colleges. This is followed by the establishment of the 

University Baghdad in 1957 that has nine colleges namely, Law, Engineering, 

Pharmacy, Education, Medicine, Arts, Commerce, Agriculture and Veterinary 

medicine. This was followed by other high institutions like the Institute of 

Administrative Sciences and the Institute of Languages and the Institute of Space and 

the Institute of Industrial Engineering and Higher Institute of Physical Education (Harb, 

2008; Issa & Jamil, 2010; MOHESR, 2014). In 1967, the University of Basra and Mosul 

University were founded, followed by several other public universities to reach 40 

universities in 2015, including 11 universities in the Kurdistan region. These are in 

addition to many of the foundations of technical education institution responsible for 

- Community responsibility  (Sudirman, 2012)  

Financial  To take 

advantage of 

financial 

allocations to 

achieve the 

educational 

and research 

goals 

- Funding education programs (Philbin, 2011) 

(Schobel & Scholey, 2012) (Binden et al., 2014) 

- Exploitation budget (Schobel & Scholey, 2012) 

(Kassahun, 2010) (Farid et al., 2008a) 

- Revenue (Schobel & Scholey, 2012) (Farid et al., 

2008a) 

- Funding resource (Sudirman, 2012) (Binden et 

al., 2014) 

- Financial Achievement (Binden et al., 2014) 
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the development of technical education path in Iraq, which was founded in 1969. 

Significant expansion was noted from its inception until 2015, where the number of 

colleges increased from 16 institutes to 29 institutes in various disciplines in each 

governorates of the country (FTE, 2015; MHE-KRG, 2015; MOHESR, 2014).  

However, as a result of successive wars in Iraq beginning with the Gulf War I from 

1980 to 1988, and the economic embargo imposed by the United Nations, resolution 

661 in August 6 1990 (UN, 1990), and the Gulf War II in 1991, Iraqi higher education 

suffered many problems. This is compounded by the isolation of educational 

institutions and teaching staff from the world, the Iraqi libraries lack of scientific 

journals and modern resources, and the destruction of some universities (buildings and 

laboratories), which led to aging of educational institutions in comparison with its world 

peers (Faylee, 2013; Harb, 2008). 

After 2003, the formation of the new Iraqi government and its interest in the education 

sector, especially improved educational institutions performance. Serious attention 

focused on the field of higher education and the effective role of the Ministry of Higher 

Education and Scientific Research advancement, particularly on quality and update the 

curriculum to conform with international standards all contributed to this performance. 

In addition, MOHESR  set up a number of seminars in 2004, 2005, 2007 that displayed 

the reality of higher education and ways to develop the Iraqi Education, in collaboration 

with other global education organizations (e.g. UNESCO, “Iraq Higher Education 

Organizing Committee” IHEOC, “Institute of International Education” (IIE), IIE’s 

“Scholar Rescue Fund” (SRF)) (IHEOC, 2007).  

In 2011, an international conference on Iraq’s “Models and Trends in Contemporary 

Higher Education” was held in order to introduce the Iraqi workers in higher education 
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on “Modern University Systems” and how to provide the necessary materials for the 

development of Iraq's higher education sector by focusing on quality systems and 

providing modules for quality in higher education. In addition, the conference explained 

several practical applications and experiences of universities (IIE, 2011). Another 

conference was held in 2013 entitled “Student and Faculty Evaluation and Assessment” 

in Iraq, which focused on modern methods of teaching and excellence. The conference 

included many of the Iraqi scientists (about 200) and a lot of officials of the Iraqi 

government, representatives from the Iraqi universities, as well as international experts. 

This is followed by the conference in 2014 entitled “Building Academic Research 

Capacity”, which focused on the role of scientific research published in the success of 

the higher education institutions, and provide support and funding for Iraqi researches 

(IIE, 2013, 2014).  

Furthermore, the attention of the Iraqi parliament (the Iraqi Council of Representatives 

(ICR)) was directed to the allocation of a special committee for legislation and 

supervision of Higher Education and Scientific Search, as well as to increasing the share 

of education in general. Based on Figure 2.1, the annual budget in 2008 for MOHESR 

amounted to 1.092 Trillion Iraqi Dinar (ID), gradually increasing to 2.050, 2.548, 2.574, 

3.102 and 3.606 during the period of 2009 to 2013, where 2013 was highest budget. In 

2014, the allocation reached 3.01 trillion ID, it was less than 2013 but it still accepted, 

where the reduce of a budget is due to drop in oil price. However, the MOHESR 

allocation caught enough for the period 2014 to 2017 comparing to the period before 

2010 (ICR, 2015; IMN, 2015; MOF, 2015). 
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Figure 2.1 

 Funding of education in the annual budget for the period between 2008 to 2017 

Referring to Figure 2.1, the funding for the period from 2008 to 2017 indicates real 

effort being made by the Iraqi government (concerned parties) for the advancement of 

the Iraqi higher education, through legislative and financial support 

2.6 Summary 

This chapter provides a review of studies on the variables of the study namely, the 

organizational performance, quality management practices, organizational learning, 

and organizational culture. The first section discusses a range of issues concerned with 

the concept of quality, down to the quality management practices in terms of the 

concept and the types of practices with a focus on practices in higher education 

institutions. The second section provides the review of organizational learning literature 

followed by a review of studies conducted on the organizational culture, and literature 

on organizational performance studies as a concept, and methods of measurement. The 

chapter ends with a review of the introduction of the Iraqi higher education institutions. 

The purpose of this chapter is to provide the basis for the conceptual framework and 

development of hypotheses, which is discussed in the next chapter.  

0

0.5

1

1.5

2

2.5

3

3.5

4

2006 2008 2010 2012 2014 2016 2018

Budget



 

 

72 

 

                                     CHAPTER THREE RESEARCH FRAMEWORK 

RESEARCH FRAMEWORK 

3.1 Introduction 

After reviewing the research problem in the first chapter, and the literature review in 

the second chapter with respect to variables of the study, this chapter provides the 

research form and to clarifies the relationships between variables, in addition to the 

development of hypotheses. 

3.2 Theoretical Framework  

The objective behind the theoretical framework is to illustrates the relationship between 

the variables in this study (Sekaran, 2000). The development of the theoretical 

framework is done after a review of literature on quality management practice, 

organizational learning, organizational culture, and organizational performance. Based 

on the discussion in the chapter two, there are two independent variables see Figure 3.1, 

quality management practice and organizational learning that affect the dependent 

variable that organizational performance, and with organizational culture as a 

moderation variable.   

It is clear now from the discussion in chapter one, that the implementation of Quality 

management practice, organizational learning and organizational culture that leads to 

enhancing organizational performance in higher education.  More specifically, this 

studies conceptualizes four direct relationships as follow:  

1. The relationship between infrastructure quality management practices and 

organizational performance. 

2. The relationship between core quality management practices and 

organizational performance. 
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3. The relationship between organizational learning and organizational 

performance. 

4. The moderating role of organizational culture among quality management 

practice, organizational learning and organizational performance. 

 

 

 

 

 

 

 

 

 

 

 

Figure 3.1 

Theoretical Framework 

 

3.3 Hypotheses Development 

The proposed framework of the study was developed on previous literature for the 

purpose completing the study requirements and for developing the hypotheses. A 

hypothesis was referred to by Sekaran (2003) as the assumption of a logical relationship 

QMPs 

Infrastructure QMPs 

- Leadership 

- Workforce  

- Customer focus  

- Strategic planning  

 

Organizational 

Culture  
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- Information and 

Analysis  

- Process 

management 

Organizational 

performance 

- Customer perspective 
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- Financial perspective   

Organizational 

Learning  
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between two variables or more, and tested for proof or rejection of the relationships. 

Therefore hypotheses are developed based on three key variables organizational 

performance, quality management practice, and organizational learning, with 

organizational culture as a moderator variable.  

3.3.1 The Relationship between Quality Management Practices and 

Organizational Performance. 

Many studies have focused on quality management practices (Behara & Gundersen, 

2001; Laohavichien et al., 2011; Mathews et al., 2001; Singh et al., 2006). As well as 

reviewed the literature has produced many of the studies that have examined the 

relationship between quality management practices, and organizational performance 

(Basu, Bhola, Ghosh, & Dan, 2016; Jamaluddin et al., 2016). These studies have 

produced mixed results, where some studies have shown a direct relationship between 

the two variables (Fening et al., 2008; Han, Omta, & Trienekens, 2007; Kim-Soon & 

Jantan, 2010; Sharma & Gadenne, 2010; Xiong et al., 2017), and other indirect 

(Laosirihongthong, Teh, & Adebanjo, 2013; Patyal & Koilakuntla, 2017; Su et al., 

2008), while a few others did not find a relationship between variables (Mohrman et 

al., 1995; Yeung et al., 2006). 

The studies tested the effect of quality management practices on organizational 

performance on the whole, with some exploring  another direction by measuring the 

impact of practices in terms of infrastructure and Core (Abdullah & Tarí, 2012; 

Laohavichien et al., 2011; Mathews et al., 2001). Based on this, it is necessary to 

determine the relationship between the practices and performance as a result of 

infrastructure practices or core practices, or in combination. This study examines 

leadership, workforce, customer focus, and strategic planning as an infrastructure 
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QMPs, and process management, and information and analysis as a core QMPs and 

their impact on organizational performance. For that, the sub-hypotheses are as follows:    

3.3.1.1  The Relationship between Core Quality Management Practices and 

Organizational Performance. 

Some studies related to QMPs examined the effect of Core QMPs on Organizational 

performance and majority of them report a positive and direct relations between the two 

(Abdullah & Tarí, 2012; Kim-Soon & Jantan, 2010; Lakhal et al., 2006; Zu, 2009). In 

contrast, some other studies found no significant relationship between the Core QMPs 

and performance (Naor et al., 2008). The differences in the results can be attributed to 

differences in determining factors Core QMPs, depending on the approved practices 

and those adopted by the organization. This study adopts two practices as Core QMPs 

and they are, process management, and Information and analysis.  

The above Core QMPs were selected on some previous studies, which reported the 

existence of a positive relationship between them and the performance. According to 

Zu (2009) study, there is a significant relationship between process management and 

quality information as a core QMPs and quality performance. This was supported by 

Calvo-Mora et al. (2013), and Laohavichien et al. (2011), who agreed that process 

management (process control) is one of key variable in core QMPs that have a 

significant effect with key performance results. Similarly, Lakhal et al. (2006) study 

reported a direct and significant relation between “information and analysis” as a core 

QMPs and performance (financial, organizational, and quality product). On the basis of 

the above discussion, the following hypothesis is formulated: 

H1: There are positive and direct effects of core QMPs on organizational 

performance. 
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3.3.1.2 Relationship between Infrastructure Quality Management Practices and 

Organizational Performance. 

There are a lot of previous studies that focused on infrastructure QMPs as an important 

practice carried out by the organizations management. Literature has identified many 

of the practices that are infrastructure QMPs. Since this study adopted MBNQA 

standards, the infrastructure QMPs are four practices: leadership, workforce, customer 

focus, and strategic planning.  

The previous studies mentioned a variation in the relationship between infrastructure 

and performance. Some studies have confirmed the relationship is not direct and was 

done through Core QMPs (Calvo-Mora et al., 2013; Lakhal et al., 2006; Zu, 2009). 

Other study further confirmed the existence of a direct and significant relationship 

between Infrastructure QMPs and performance (Naor et al., 2008). There are several 

studies that tested the relationship between each practice separately with the 

performance (Basu et al., 2016). The relationship between the leadership and 

performance has been tested and results varied them were significant and direct (e.g., 

Abdullah & Tarí, 2012; Fening et al., 2008; Jaafreh & Al-abedallat, 2013a; Naor et al., 

2008), and other non-significant (Su et al., 2008; Zu, 2009). Similarly,  some studies 

found significant and direct relationship between customer focus and performance 

(Abdullah & Tarí, 2012; Fening et al., 2008; Jaafreh & Al-abedallat, 2013a; Naor et al., 

2008), others found non-significant relationship (Lakhal et al., 2006; Zu, 2009). The 

same holds true for the relationship between workforce practice and performance, 

where some studies highlighted positive effect between them (Fening et al., 2008; Naor 

et al., 2008; Sabella et al., 2014). While others found a negative effect (Calvo-Mora et 

al., 2013; Zu, 2009). Finally, a direct relationship was found between strategic planning 

and performance by some study (Fening et al., 2008; Jaafreh & Al-abedallat, 2013a), 
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and an indirect relation between it (Calvo-Mora et al., 2013).  Thus, the following 

hypothesis is formulated: 

H2: There are positive direct effects of infrastructure QMPs on organizational 

performance. 

3.3.2 Relationship between Organizational Learning and Organizational 

Performance. 

Organizations continue their attempts to seek to excellence, especially with the intense 

competition, and this urges them to determine the factors affecting organizational 

performance. One factor that affects performance is organizational learning, through 

increased productivity and experience (Argote & Miron-Spektor, 2011; Chiva & 

Alegre, 2009; Guinot et al., 2015). According to Lopez et al. (2005) study, there are 

few evidence supporting the relationship between organizational learning and 

performance, However, because of the lack of quantitative studies and reliance on case 

studies that could not be generalized results could not be achieved and there is dire need 

to conduct empirically testing (Ho, Ahmad, & Thurasamy, 2013). 

Previous studies that examined the relationship between organizational learning and 

performance many relationships indicated varying relationships including, direct 

relationship (Dong-qin et al., 2006; Hooi & Ngui, 2014; Jian & Hailin, 2010; Lin, 2011; 

Ni, 2006; Wu et al., 2007; Yanfei & Yu, 2009; Yechun et al., 2007; Zhang   et al., 2008; 

Zhang, 2008), and others indirect or not-significant direct relationship (Chen  et al., 

2009; Jun-ying, 2010; Pokharel et al., 2015; Wang  et al., 2011). From another side. 

There are some studies that have suggested a relationship between organizational 

learning and performance, theory and did not prove empirically (Alavi et al., 2010; 



 

 

78 

 

Carnes & Breslau, 2002; Zheng & Cui, 2007). Base on previous literature, this study 

proposes the following hypothesis: 

H3: There is a positive direct effects of organizational learning on organizational 

performance. 

3.3.3 Moderating Effect of Organizational Culture between Quality Management 

Practices and Organizational Performance. 

Organizational culture (OC) has been studied as an important determinant in the 

organizational performance field (Abu-Jarad, Yusof, & Nikbin, 2010; Denison & 

Mishra, 1995; Hofstede et al., 1990; Lim, 1995). Many studies focused on examining 

the relationship between organizational culture and organizational performance like  

Imam et al. (2013) study that examined the OC effect on organizational performance in 

higher education institute and found it significant. In a similar study, the relationship 

between OC and performance was examined in industrial organizations and the findings 

supported the strength and significant relation between the variables (Xiao-yan, 2006). 

In addition, many studies of the same caliber described the relationship between OC 

and performance as significant (e.g., Acar & Acar, 2014; Ehtesham et al., 2011; 

Marcoulides & Heck, 1993; Ojo, 2009; Yu & Yanfei, 2008), some other study show 

the theoretical link (Abu-Jarad et al., 2010; Aftab, Rana, & Sarwar, 2012; Ilieş & 

Gavrea, 2008; Shahzad et al., 2012). while some others studies found lack relationship 

(not-significant) between culture and performance or indirect relationship  (e.g., Asree, 

Zain, & Rizal Razalli, 2010; Hilman & Siam, 2014; Yesil & Kaya, 2013; Zhang, 2010), 

However, most studies tend toward the positive relationship, and on this basis, the 

present study considered OC as a moderating variable, which a moderating variable is 

expressed by Baron and Kenny (1986, p. 1174) as “a qualitative or quantitative variable 
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that affects the direction and/or strength of the relation between an independent and 

dependent or criterion variable”.  

Moreover, literature showed the importance of organizational culture in quality 

management practices (Basu & Bhola, 2016), and it seems clear that in Detert, 

Schroeder, and Mauriel (2000) study that the failure of previous efforts of quality 

stemmed from negligence of culture, which make it difficult to accept changes within 

the organization. This needs quality management focus to make it compatible with the 

environment. There are some studies that focused on the relation between Quality 

practices and OC (e.g., Fredendall & Robbins, 2006; Gambi, Gerolamo, & Carpinetti, 

2013; Roldán, Leal-Rodríguez, & Leal, 2012; Sinha, Garg, & Dhall, 2012), More 

specifically, in their attempt to point out the importance of OC as an influence on the 

relationship between QMPs and organizational performance, Zhang and Wu (2014) 

tested the effect of national culture on the relationship between QMPs and performance 

in eight countries around the world. The study evidenced a positive relationship 

between the practices and culture that is an influencing factor in raising performance. 

Their result was aligned with previous study investigating an organization that adopted 

the role of culture and its impact on practices to get higher performance (Wu, Zhang, 

& Schroeder, 2011). Moreover,  Karimi and Kadir (2012) examined the effect of OC 

with soft and hard TQM, and found significant relations between some OC dimensions 

and none with other dimensions. Based on the previous studies, the following hypotheses 

are suggested to be tested:   

H4: Organizational culture moderates the relationship between core quality 

management practices and organizational performance. 
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H5: Organizational culture moderates the relationship between infrastructure 

quality management practices and organizational performance. 

3.3.4 Moderating Effect of Organizational Culture between Organizational 

Learning and Organizational Performance. 

A review of relevant studies indicated the existence of a relationship between 

organizational performance and OC and the need to determine the role of OC in 

organizational learning by testing the relationship between them. Therefore, Doktor, 

Bangert, and Valdez (2005) stressed on the importance of culture when determining 

organizational learning processes at the global level. In line with the literature, which 

addressed the relationship between OC and organizational learning, Pool (2000) found 

a direct and significant relationship between the two, a result supported by many other 

studies (e.g., Chang & Lee, 2007; Graham & Nafukho, 2007a; Lucas & Kline, 2008; 

Shoid & Kassim, 2012; Song-zheng & Xiao-di, 2008; Vijayakumar & Padma, 2014). 

On the other hand, Zhang, Gong, Xiao, and Xie (2013) studied the relationship between 

OC and organizational learning on teamwork level.  

Finally, Dong-qin et al. (2006) study showed a positive relationship among OC, 

organizational performance and learning. As well as, Rebelo and Duarte Gomes (2011) 

mentioned organization success can be strengthened through OC orientation towards 

organizational learning.  This result is consistent with a previous study conducted by 

López, Peón, and Ordás (2004) who measured organizational Performance in Spanish 

factories and found a positive relationship between OC, organizational learning and 

performance. Considering the review of relations among OC, organizational learning 

and performance, the following hypothesis is proposed: 



 

 

81 

 

H6: Organizational culture moderates the relationship between organizational 

learning and organizational performance. 

3.3.5 Moderating Effect of Organizational Culture among Quality Management 

Practices, Organizational Learning and Organizational Performance. 

Depending previous studies’ report and discussions of the relations among quality 

management practices, organizational learning, and organizational culture, with the 

organizational performance, and Consistent with the research questions and objectives 

presented in Table 3.1. The proposed integrated relationship among all the variables of 

the study as follows:  

H7: Organizational culture moderates the relationship among core quality 

management practices, infrastructure quality management practices, 

organizational learning, and organizational performance. 

Table 3.1 

Research Questions, Research Objectives, and Research Hypotheses 

No. Research question Research objective Research hypothesis 

1 What is the effect of 

Core-QMPs on 

organizational 

performance? 

To examine the effect of 

Core-QMPs on 

organizational 

performance. 

The relationship between 

Core-QMPs and 

organizational 

performance. 

2 What is the effect of 

Infrastructure-QMPs 

on organizational 

performance? 

To examine the effect of 

Infrastructure -QMPs on 

organizational 

performance. 

The relationship between 

Infrastructure -QMPs and 

organizational 

performance. 

3 What is the effect of 

organizational learning 

on organizational 

performance? 

To examine the effect of 

organizational learning 

on organizational 

performance. 

Relationship between 

Organizational learning 

and organizational 

performance. 
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Table 3.1 (Continue) 

4 Does organizational 

culture moderate the 

relationship between 

Core-QMPs and 

organizational 

performance? 

To study the moderating 

effect of organizational 

culture on relationship 

between Core-QMPs and 

organizational 

performance. 

Moderating effect of 

organizational culture 

between Core-QMPs and 

organizational 

performance. 

5 Does organizational 

culture moderate the 

relationship between 

Infrastructure-QMPs 

and organizational 

performance? 

To study the moderating 

effect of organizational 

culture on relationship 

between Infrastructure -

QMPs and organizational 

performance. 

Moderating effect of 

organizational culture 

between Infrastructure-

QMPs and organizational 

performance. 

6 
Does organizational 

culture moderate the 

relationship between 

organizational learning 

and organizational 

performance? 

To study the moderating 

effect of organizational 

culture on relationship 

between organizational 

learning and 

organizational 

performance. 

Moderating effect of 

organizational culture 

between organizational 

learning and organizational 

performance. 

7 The model is fit to the 

relationships among 

QMPs, organizational 

learning, 

organizational culture 

with organizational 

performance? 

To test model fit, and 

propose model explains 

the relations among 

QMPs and organizational 

learning and 

organizational culture 

with organizational 

performance. 

Moderating effect of 

organizational culture 

among QMPs, 

organizational learning and 

organizational 

performance. 

 

3.4 Underpinning Theories 

Generally, the purpose of the current study is to determine the role of organizational 

culture as a moderator variable on the relationships between quality management 

practices and organizational learning, and organizational performance. There are 

several theories that underpin this study to clarify the relationship under investigation 

and to establish a logical connection among the variables (Zikmund, Babin, Carr, & 

Griffin, 2010). Accordingly, this study presents theoretical arguments with the 

variables of the study and to provide a model for the study, as a result of which a set of 
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theories were integrated. This study depends on three theories namely, the resource base 

view, contingency theory, and organizational change management theory. 

3.4.1 Resource-Based View (RBV) 

Organizations are continuously seeking to excellence and survive in the market, and 

due to this, researchers have been interested in analyzing the organizational content to 

know the strengths and weaknesses points (Striteska & Spickova, 2012). From this 

standpoint, Wernerfelt (1984) propose the RBV theory, which is focuses on internal 

sources of the organization to achieve excellence and success. This theory aims to 

analyze the organization through internal resources, not through production. Similarly, 

Barney (1991) noted that the organizations excellence are achieved by relying on the 

capital resources  (such as equipment), the knowledge and experience of the staff, 

indicating that the strengths and weaknesses of resources identifies the RBV model. In 

relation to this, the superiority of the organization from its competitors by a wide margin 

stems from its quality management practices selection that provides high-quality 

services. In other words, the better exploitation of the organization resources will 

increase the added value of the performance (Conner & Prahalad, 1996). 

In a related study, Elsenhardt and Martin (2000) pointed that the dynamic capabilities 

of the organization depend mainly on the resources that are rare, valuable, and non-

replaceable. Based on this theory, many of the studies indicated that the organization's 

resources are divided into two parts namely, tangible resources, and intangible 

resources (Clulow, Barry, & Gerstman, 2007; Fahy, 2002; Galbreath, 2004). In this 

regard, Wills-Johnson (2008) described the relationship between tangible and 

intangible assets as a joint interaction, which generates a network of formal and 

informal relationships in the form of a hierarchy. Since the tangible resources represents 

all physical assets within the organization (Galbreath, 2005), it can be expressed in 
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physical and financial capital term of the organization (Dzeng & Wen, 2005; Heirman 

& Clarysse, 2007). Physical assets that represent the organizational structure of the 

organization (Wills-Johnson, 2008). 

On the other hand, intangible resources are considered as important as tangible 

resources, considering that the comprehensive analysis of intangible resources facilitate 

the decision-making process (Whitwell, Lukas, & Hill, 2007). In a related study, Bontis, 

Bart, Wakefield, Kristandl, and Bontis (2007) explained several aspects of the 

intangible resources including intellectual property rights such as Patents, Copyrights, 

Brands (Marr, Schiuma, & Neely, 2002), and expressed its second aspect as something 

that can be measured at any time within the organization (Hall, 1992). The third aspect 

is the trend towards intangible activities, which include all activities that contribute to 

the development of the organization and increase its value. Finally, intangible 

investment includes all the new targets used by the organization at the tactical and 

strategic level. 

Based on the foregoing discussion, quality management practices, organizational 

learning and organizational culture the important resources that cannot be neglected by 

the organization for excellence and for achieving the best possible performance. 

3.4.2 Contingency Theory  

The classical theories proposed an ideal way adopted by organizations to ensure success 

and excellence, until contingency theory negated this fact and proposed no ideal way 

for ensuring both in organizations (Donaldson, 1995). In other words, all organizations 

under to various terms of reference cannot constant follow a single management theory, 

because it is affected by a variety of environmental variables and it seeks to adapt to 

such variables to achieve goals. 
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The contingency theory is used to connect the variables in the field of management 

research, which were being used to connect the variables that influence the 

organizational Performance in Higher Education Institutions. The roots of the 

contingency theory can be traced back to the proposal of a researcher (Donaldson, 1967; 

Woodward, 1958; Woodward, Dawson, & Wedderburn, 1965). The theory is dominate 

in structural school on the performance, although it is not capable of solving all the 

theoretical and practical performance problems continuously (Drazin & Van de Ven, 

1985). On the other hand, there are some studies, which indicated that this theory is 

compatible with the other study variables. For instance, Joiner (2007) pointed to the 

quality programs that are compatible with the approach contingency theory approach 

as they assist the organization to understand and simplify applications and models of 

quality management (Barad & Raz, 2000). In the field of services  Behara and 

Gundersen (2001) study confirmed that contingency theory suitable to be employed in 

the services sector, but attention should be paid attention to the conditions and limits 

application of QMPs because of the difference in organizational contexts in service 

institutions. 

Likewise, contingency theory presents and interprets organizational learning by 

explaining the types of learning and its relation (Gnyawali & Stewart, 2003).  The 

theory was adopted by Örtenblad (2004) in his study, which focused on the role of 

contingency theory in adapting organizational learning with the environment in which 

described as a helping hand to the organization in choosing the appropriate kind of 

learning. 

This theory suggests that the relationship between the two variables rely on a third 

variable. Therefore, organizational culture is considered as a moderator variable 

between organizational performance and QMPs on the one hand, and the organizational 
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performance and organizational learning on the other, considering that organizational 

culture is one of the main factors that allow the effective strategy implementation (Rad, 

2006). Based on the internal, and organizational variables, this study followed the 

strategy implementation school that referred to by Venkatraman and Camillus (1984). 

This study contributes to the literature examining the role of the organizational culture 

as a moderator variable on relationships of quality management practices, 

organizational learning, and organizational performance. 

3.4.3 Organizational Change Management Theory 

Organizations face a lot of difficulties in adapting to the environment, for that it seeks 

to look for options that allow it to change to conform to environmental conditions 

(Burnes, 1996). Hence, the search for new methods and practices or improved resource 

management is some of the organization's strategy to achieve goals of excellence to 

increase the current and future performance (Jones, 2004). As expressed by  Jabri 

(2012, p. 1), “Change constantly presents us with new and exciting challenges, many 

of this challenge require a high degree of people responsiveness”. Thus, organization 

change management seeks to improve organization condition through using new 

methods to bring about optimum situation. This process (organization change 

management) occurs in all types of organizations (governmental organizations and 

business organizations) (Diefenbach, 2007; Ragsdell, 2000). According to this theory, 

the direction of change stems from the bottom up (Burnes, 1996). 

In order to find out the suitability of this theory to the variables of the study, this study 

considered Almaraz (1994) study, which indicated that quality management is an 

important factor in the mechanism to perform organizations tasks. It is considered that 

one of the determinants of organizational change is quality management as confirmed 

by Leavitt and March (1962). In related study, McGuire and Hutchings (2006) related 
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that the human factor is the most powerful drive of decision to change. Thus, the 

organizational culture contributes to this theory, because change mainly relies on the 

culture of employees. This seems clear from the study conducted by Rashid, 

Sambasivan, and Rahman (2004) that attempted to determine role of organizational 

culture in organization change. The finding summed up the presence of different types 

of organizational cultures, with some of them affect change and welcomed it, while 

others led to contrary outcomes. 

Furthermore, organizational learning is considered as a factor in change decision, 

particularly, in the selection of the change style (Miles & Cameron, 1982). In the same 

caliber of study, Hayes (2010) pointed to the important role of organizational learning 

in making the change at the organizational level, which depends mainly on the quality 

of employee and the level of their learning, where employees have the ability to 

distinguish the risks or benefits of making a change decision.  

According to arguments of literature relating to the theory of organizational change 

management, this study contributes to improving organizational performance 

depending on the changes that occur within the organization, with quality management 

practices, and organizational learning as the independent variables and organizational 

culture as the moderator variable.   
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3.4 Summary  

In summary, this chapter discussed the relations between the variables of the study, 

represented by core and infrastructure of quality management practices and 

organizational learning  as the independent variables, and its relationship to 

organizational performance   as the dependent variable, in addition to clarify the role of 

organizational culture as a moderator variable, all of that shown in the theoretical 

framework. Then the hypotheses were developed for the study, and finally, the chapter 

ended with a discussion of the underpinning theory. 
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                                      CHAPTER FOUR RESEARCH METHODOLOGY 

RESEARCH METHODOLOGY 

4.1 Introduction  

This chapter presents the research design by discussion details of the measures, the 

research design, and the questionnaire design employed in the study. Moreover, this 

chapter reports the results of Pilot study related to examining the goodness of measure 

prior to real data collection processes and summarizes the data analysis procedures. 

4.2 Research Design 

This study examined the role of quality management practices, organizational learning 

and organizational culture in organizational performance of Iraqi higher education. 

Therefore, quantitative techniques of data collection and analysis are used. The 

research design involves surveying using questionnaires. According to King, Keohane, 

and Verba (1994) researchers agree that quantitative research describes the quantity 

and tests relationships between variables at much greater precision than do most 

qualitative research. Additionally, the questionnaire approach gives the researcher 

more control over the research process.  

However, the weakness of this approach is the considerable time and effort to 

designing and piloting the questionnaire. Pinsonneault and Kraemer (1993) 

highlighted three different characteristics of a survey approach. First, the purpose of 

the survey is to produce quantitative descriptions of some aspects of the study 

population. Second, the main way of collecting information is by asking people 

structured and predefined questions. Third, information is generally collected about a 

fraction of the study population (a sample), but it is collected in such a way as to be 

able to generalize the findings to the population. 
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It is evident that quantitative study is an inquiry into an identified problem, based on 

testing a theory with a hypothesis (Creswell, 2013), through the use of numbers, and 

data analysis with the help of statistical techniques (Gnanadesikan, 2011). The main 

goal of quantitative methods is to determine whether the predictive generalities to the 

theory hold true. 

Research design has been defined in different ways in literature. More specifically, 

according to Zikmund et al. (2010) research design is a comprehensive tool that 

specifies data collection methods and procedures to analyze it for useful information. 

In order to determine the tasks that must be accomplished to ensure the success of the 

search, the correct scientific methods should be employed to identify research design 

through a series of decisions that fit the research type (descriptive, exploratory, case 

study, hypothesis testing, etc.) and the extent of researcher intervention, and the trends 

and the time horizon of the research (Cavana, Delahaye, & Sekaran, 2001; Sekaran & 

Bougie, 2010). 

Since the purpose of this research is to investigate the relationship among QMPs, OL, 

OC, and organizational performance, it employed a descriptive study, which have the 

ability to describe the characteristics of the population and focus on the characteristics 

of respondents (Cavana et al., 2001). Moreover, hypotheses testing determining the 

relations among the independent, dependent, and the moderator variables, in light of 

their strength and interpretation of outcomes. For this, the use of the questionnaire was 

deemed to be one of the best ways to measure the relationships in research design, 

which are distributed normally by used multiple communication tools such as e-mail, 

mail, and phone or face-to-face distributed (de Leeuw, 1992). This study relied on e-

mail survey method in the distribution of the questionnaire to respondents (Head of 

Department), as it is suitable for the descriptive research approach. But the 
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disadvantages of this method is that it represents a burden on the researcher in terms of 

how to get the list of email addresses of respondents. The researcher must also develop 

an effective questionnaire, so that it is easy to understand and in a way that the response 

rate is increased (Sekaran, 2003).  

In this field of study, the questionnaire was designed under natural conditions to test 

variables, which were selected based on previous research (with little interference from 

the researcher), and distribution of the questionnaire was conducted through a cross-

sectional method. This was mainly done reduce the time, effort and costs incurred by 

the researcher in the use of longitudinal research method. In other words, in the present 

study, the questionnaire was distributed one-time under cross-sectional method  

(Sekaran & Bougie, 2010), as this technique is commonly used for such kind of 

research. 

4.3 Operational Definitions  

The following are description and definition of the independent, moderator, and 

dependent variables of the study. 

4.3.1 Organizational Performance 

Generally, organizational performance is one of the constants of administrative 

research, which measure the effectiveness of the organization, and it often uses a 

standard measure includes a set of indicators that represented the actual performance of 

the organization (Richard et al., 2009). This study employed the Balance scorecard to 

measure the higher education performance based on four perspectives financial, 

customer, internal processes, and learning and growth. 
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4.3.2 Quality Management Practices (QMPs) 

Literature presented many definitions of quality management practices, with many of 

them sharing a number of points. Quality management practices can be defined as a 

management philosophy, which aims to increase customer satisfaction through a set of 

values that focus on the customer and they complement other set of tools and techniques 

(Hellsten & Klefsjö, 2000). Therefore, this study follow MBNQA as a quality 

management practices through its core and infrastructure practices. 

4.3.3 Organizational Learning  

Organizational learning is a process designed to enrich the organizational knowledge, 

using a set of tools and methods to achieved the best possible use of resources to adapt 

to the environment variables (Argyris & Schön, 1997; Wang & Chen, 2005). 

Considering that the organizational learning is a dynamic process, to develop the 

resources and capabilities through the acquisition and integration of knowledge (Lopez 

et al., 2005). This study is aligned with Cheng et al. (2014) study that reviewed the 

organizational learning as an effective tool for the information management through the 

creation and acquisition of knowledge to achieve effective performance of the 

organization. This study refers organizational learning as a dynamic process that aimed 

to develop the organizational resources and its capabilities to increase organizational 

performance (Lopez et al., 2005). 

4.3.4 Organizational Culture  

Organizational culture is a system of norms and values that seek to confront and resolve 

the problems faced by the organization depending on the customs and common values 

among organization's employees (Denison, 1990).  
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4.4 Population and Sampling Frame 

Population of the study was defined by Hair, Money, Samouel, and Page (2007) as a 

set of elements which are characterized by similar characteristics. As well as, Sekaran 

(2006) referred to it as a group of people, events, or things that the researcher is 

interested in and  wishes to investigate. Therefore, the population of this study are the 

head of departments in Iraqi universities, selected to correspond to the variables of the 

study, and because of their ability to provide accurate and correct and to describe the 

reality of the universities under study. 

It is difficult to obtain the view of all heads of departments in Iraqi universities (the 

population), owing to the impracticality and to the significant costs entailed as 

explained by Burton, Carrol, and Wall (2002). In line with this, it was a choice of six 

Iraqi universities, which are one of the largest (numbers of college and department) and 

oldest universities (year of establishment) in the country were selected, taking into 

account the geographical distribution to cover Iraq's universities from the north to the 

south. These universities are leading in Iraq, as their retention of the heads within them 

is based on performance and quality. The universities focus on organizational learning 

through increased employees’ experience by sending them for training and make 

research in the developed countries (MOHESR, 2014; USEmbassy, 2012). Add to that 

all public universities in Iraq follow the same rules and procedures that issued by the 

MOHESRI. 

Based on the information of the six universities selected, the number of heads of 

departments at these universities was 600 as shown in Table 4.1. All the required data 

were collected manually based on the official website of the universities 

(http://www.en.uobaghdad.edu.iq, http://www.uobasrah.edu.iq,   

http://www.en.uobaghdad.edu.iq/
http://www.uobasrah.edu.iq/
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http://www.uomosul.edu.iq , http://su.edu.krd , http://www.uomustansiriyah.edu.iq, 

http://www.uod.ac/site ).   

Table 4.1 

 Population Frame  

No The University Date of establish No. of 

colleges 

No. of 

Departments 

1 University of Baghdad 1958 24 163 

2 University of Basrah  1964 18 90 

3 University of Mosul  1967 25 140 

4 Salahaddin University 1968 12 58 

5 Al-Mustansiriyah University   1974 13 78 

6 University of Duhok 1992 15 71 

 600 

 

Accordingly, in order to reduce the time and cost, it is selected representative sample 

of target population was selected in such a way that each sample had equal chances of 

selection (Fink, 2002). Similarly, Sekaran (2006) described sampling as a process of 

understanding the properties or the characteristics of the sample subject and selecting 

it adequately. From another study, Roscoe (1969) stressed that the sample size is 

sufficient if it is greater than 30 and less than 500, while, Hair, Black, Babin, Anderson, 

and Tatham (2006) considered 150 to 400 as a convenient size of the sample. 

Depending on the foregoing discussion, the number of heads of departments who 

represented the study sample according to Krejcie and Morgan (1970); Sekaran (2003) 

was 234. The distribution of sample selection depends on the random sampling method 

as shown in Table 4.2. 

 

 

 

http://www.uomosul.edu.iq/
http://su.edu.krd/
http://www.uomustansiriyah.edu.iq/
http://www.uod.ac/site
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Table 4.2 

Distribution of sample  

No. The University Population Sample size 

1 University of Baghdad 163 64 

2 University of Basrah 90 35 

3 University of Mosul 140 54 

4 Salahaddin University 58 23 

5 Al-Mustansiriyah University 78 30 

6 University of Duhok 71 28 

  600 234 

 

The questionnaire survey was conducted between 15th of December 2015 to 1st of April 

2016. A questionnaire distributed by used e-mail survey method (Fricker, 2008). This 

method was also thought to increase the response rate. Zikmund et al. (2010) described 

the web survey of data collection as an effective and successful method, and this was 

supported by Fleming and Bowden (2009) as an alternative method to usual traditional 

methods. In addition, the e-mail method has several advantages such as ease of use, 

economical outcome, and speed of delivery (Couper & Triplett, 1999; Truell, 2003). 

This study relied on Google drive to design the questionnaire because they contain 

features and services such as ease of design, the possibility of sending at any time, and 

available to respond ratio immediately with the provision of some statistics and 

graphical presentations that are updated automatically. Other advantages included 

reducing data entry errors due to the input the data Automatically, the lack of missing 

data through the activation of "Required", which prevents submission of the 

questionnaire until filling all the questions are filled, and an option to save it in different 

formats (.xlsx, or .csv) which can be directly used in statistical programs SPSS and 

Smart PLS that this study relied upon. 
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4.5 Measurement of Variables/Instrumentation 

This study is based on a questionnaire to measure the variables as the most commonly 

used in administrative research survey instruments (De Vaus, 2002),  Where it is to 

follow some instructions that should be taken into consideration when designing the 

questionnaire, such as simplicity and conciseness and avoids duplication or ambiguous 

questions (Tabachnick & Fidell, 2007a). The questionnaire comprised of six parts and 

had (74) items are as follows: 

 

 Part (A) asked the respondent to respond on (8) demographic factors that, is 

faculty in university, gender, age range, religious affiliation, socioeconomic 

background and level of study. 

 Part (B) to measure organizational performance has been the use of the 

concept of the Balanced Scorecard, which contains four perspectives 

(Customer, Internal processes, Learning and Growth, and Financial) have 

been dedicated to the 19 items. 

 Part (C) The questionnaire had 19 items reflecting the four factors 

(Leadership, Workforce, Customer focus, Strategic planning) that reflect the 

content of Infrastructure quality management practices. 

  Part (D) The questionnaire had 10 items reflecting the two factors 

(Information and Analysis, Process management) that reflect the content of 

Core quality management practices. 

 Part (E) the questionnaire reflecting Organizational learning, this part 

include 10 items. 

 Part (F) the questionnaire had 8 items reflecting the variables of 

Organizational culture. 
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This survey tool used a Six- point of Likert scale questions: strongly agree, agree, 

slightly agree, slightly disagree, disagree and strongly disagree. To get a clear answer 

either in agreement or not and prevent confusion among respondents (Peabody, 1962; 

Sriram, 2014). furthermore, the results of test that depend on the 6-point Likert scale  

more accurate and reliable than the 5-point Likert scale (Chomeya, 2010).  

4.5.1 Organizational Performance Measurement 

Many studies have focused on identifying organizational performance measures, but 

the difference in these measures due to the different type of activity or sector, in addition 

to the kind of performance to be measured. Some studies concerned with the financial 

dimension of performance, and the other is based on the financial dimension of 

performance, and to consider other measures of performance through efficiency and 

effectiveness, and so on. But this study is considered by organizational performance 

from the perspective of the Balanced Scorecard, which is based on four perspectives 

(customer perspective, internal process, learning and development, and financial 

perspective) to measure overall performance. The measurement indicators are shown 

in Table 4.3. 
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Table 4.3 

Organizational performance scale 

Factor Code Item Source 

Customer 

perspective 

CUST1 Customer satisfaction 

survey 

(Farid et al., 2008b; Liu, 

Ratnatunga, & Yao, 2014; 

Meena & Thakkar, 2014; 

Umayal & Suganthi, 

2012) 

CUST 2 Customer courtesy and 

respect survey 

(Meena & Thakkar, 2014; 

Olson & Slater, 2002) 

CUST 3 Customer waiting time 

survey 

(Kaplan & Norton, 1992; 

Meena & Thakkar, 2014) 

CUST 4 Quality service (Olson & Slater, 2002; 

Umayal & Suganthi, 

2012) 

CUST 5 Organization reputation  (Kaplan & Norton, 1996a; 

Olson & Slater, 2002; 

Umayal & Suganthi, 

2012) 

Internal 

process 

INTR1 Number of new service 

introduce i.e. new 

courses, syllabi, 

program and curriculum 

change. 

(Umayal & Suganthi, 

2012; Wang et al., 2014; 

Zangoueinezhad & 

Moshabaki, 2011) 

INTR 2 the ratio of student to 

Academic staff 

(Farid et al., 2008b; 

Zangoueinezhad & 

Moshabaki, 2011) 

INTR 3 Education expenses per 

student 

(Kaplan & Norton, 1992; 

Zangoueinezhad & 

Moshabaki, 2011) 

INTR 4 Number of faculty in 

specialized area 

(Umayal & Suganthi, 

2012; Zangoueinezhad & 

Moshabaki, 2011) 
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Table 4.3 (Continue) 

Learning 

and 

Growth 

LNGR1 Number of new patents (Liu et al., 2014; Umayal 

& Suganthi, 2012; Wang 

et al., 2014) 

LNGR 2 Number of employee 

suggestions 

(Liu et al., 2014) 

LNGR 3 Adaption of new 

technologies and new 

ideas 

(Meena & Thakkar, 2014; 

Zangoueinezhad & 

Moshabaki, 2011) 

LNGR 4 Employee training  (Meena & Thakkar, 2014; 

Wang et al., 2014; 

Zangoueinezhad & 

Moshabaki, 2011) 

LNGR 5 Increase research 

productivity  

(Zangoueinezhad & 

Moshabaki, 2011) 

LNGR 6 Academic excellence (Umayal & Suganthi, 

2012; Zangoueinezhad & 

Moshabaki, 2011) 

Financial 

perspective 

FINA 1 Fund raising (Farid et al., 2008b; 

Umayal & Suganthi, 2012; 

Wang et al., 2014) 

FINA 2 Investment in people (Umayal & Suganthi, 

2012) 

FINA 3 Annual grants  (Callado & Jack, 2015; 

Umayal & Suganthi, 

2012) 

  FINA 4 More efficient and 

effective use of 

facilities 

(Zangoueinezhad & 

Moshabaki, 2011) 

 

4.5.2 Infrastructure Quality Management Practices Measurement  

Through discussion and review of the literature have been described four dimensions: 

leadership, workforce, customer focus, strategic planning as the main components of 

the measurement infrastructure QMPs, depending on the practices of MBNQA. Table 

4.4 shows indicators measure the dimensions of infrastructure QMPs. 
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Table 4.4 

Infrastructure QMPs scales  

Factor Code Item Source 

Leadership LS1 The head of departments 

accept the responsibility of 

quality 

(Badri et al., 2006; Flynn, 

Schroeder, & Sakakibara, 

1994; Mellat-Parast, 2013; 

Naor et al., 2008; Talib et 

al., 2013) 

LS2 Provides personal leadership 

for quality improvement  

(Badri et al., 2006; Flynn et 

al., 1995; Naor et al., 2008; 

Talib et al., 2013) 

LS3 top management encourages 

employee involvement in the 

production process 

(Flynn et al., 1994; Naor et 

al., 2008) 

LS4 creates and communicates a 

vision focused on quality 

improvement 

(Badri et al., 2006; Naor et 

al., 2008) 

LS5 pursues long-term quality 

objectives 

(Mellat-Parast, 2013; Talib 

et al., 2013) 

Workforce WF1 The organization forms teams 

to solve problems 

(Naor et al., 2008; Zu, 

2009) 

WF2 employees are recognized for 

superior quality improvement 

(Zu, 2009) 

 WF3 Quality-related training is 

given to hourly workers in the 

organization 

(Sabella et al., 2014; 

Sabella, Kashou, Omran, 

Stokes, & Stokes, 2015; Zu, 

2009) 

 WF4 Quality-related training is 

given to managers and 

supervisors in organization 

(Zu, 2009) 

WF5 The organization has an 

effective appraisal system 

rewarding the staff for their 

efforts (financial or non-

financial) 

(Sabella et al., 2014; Talib 

et al., 2013) 
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Table 4.4 (Continue) 

Customer 

focus 

CF1 The organization is close 

contact with our customers 

(Naor et al., 2008; Zu, 

2009) 

CF2 The customers give us 

feedback on our quality 

(Naor et al., 2008; Zu, 

2009) 

CF3 customers are actively 

involved in our procedure 

design  

(Naor et al., 2008) 

CF4 The organization strive to be 

highly responsive to our 

customers’ needs 

(Naor et al., 2008; Zu, 

2009) 

Strategic 

planning 

SP1 Development and 

implementation of strategies 

and operational plans focused 

on customer satisfaction 

(Talib et al., 2013) 

SP2 Extent to which management 

sets objectives for managers 

and employees 

(Talib et al., 2013) 

SP3 Extent to which the top-

management supports long-

term quality improvement 

process rather than short term 

gains 

(Meyer & Collier, 2001; 

Talib et al., 2013) 

SP4 Allocation of adequate 

resources for new facilities, 

process improvements, and 

training is done considering 

long-term objectives 

(Talib et al., 2013) 

SP5 The strategies are translated 

into actions 

(Meyer & Collier, 2001) 

 

4.5.3 Core Quality Management Practices Measurement  

Previous studies that identified indicators to measure Information and analysis, and 

process management. Which represent a measure the core quality management 

practices variables according to MBNQA. Table 4.5 shows indicators measure the 

dimensions of Core QMPs. 
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Table 4.5 

Core QMPs scale 

Factor Code Item Source 

Information 

and Analysis 

IA1 important information is presented 

and transmitted to employees 

(Talib et al., 

2013) 

IA2 quality data (cost of quality, 

rejections rate, errors rate, etc.) are 

used as tools to manage quality 

(Talib et al., 

2013) 

IA3 Use of charts, graphs and other 

statistical tools and techniques to 

monitor quality 

(Talib et al., 

2013) 

IA4 Degree to which departmental 

meetings are conducted at regular 

intervals to plan, implement and 

monitor the effectiveness of quality 

improvement programs 

(Talib et al., 

2013) 

IA5 quality data are used by top and 

middle management in decision 

making, planning and controlling 

(Talib et al., 

2013) 

Process 

management 

PM1 In designing processes factors like 

quality, costs, and productivity, are 

considered 

(Sabella et al., 

2015) 

PM2 Before applying new procedures, 

the organization conducts 

comprehensive tests to assure 

quality 

(Sabella et al., 

2015) 

PM3 The organization continuously 

improves its  processes, to enhance 

service quality 

(Sabella et al., 

2015) 

 PM4 Evaluating services on the basis of 

efficiency, including cost and 

timeliness 

(Sabella et al., 

2015) 

PM5 Work procedures and possible 

outcomes are explained in advance 

to customer 

(Sabella et al., 

2015) 

 

 4.5.4 Organizational Learning Measurement  

Based on previous studies, which have been presented in the literature, there are many 

perspectives to measure organizational learning. This study adapts the items that 
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measuring this variable depending on the  Lopez et al. (2005) study, Which consists of 

knowledge acquisition, information dissemination, information interpretation, and 

organizational memory . Table 4.6 shows indicators measure the organizational 

learning. 

Table 4.6 

Organizational learning scale 

Factor Code Item Source 

 

 

Organizational 

learning 

OL1 consolidated  R&D policy (Lopez et al., 

2005) 
OL2 New ideas and approaches on 

work performance are 

experimented continually 

OL3 Organizational systems and 

procedures support innovation 

OL4 The organization has formal 

mechanisms to guarantee the 

sharing of best practices 

among the different fields of 

activity 

OL5 There are individuals 

responsible for collecting, 

assembling and distributing 

employees’ suggestions 

internally 

OL6 The organization develops 

internal rotation programs so 

as to facilitate the shift of the 

employees from one 

department or function to 

another 
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Table 4.6 (Continue) 

 OL7 The Company offers other 

opportunities to learn (visits to 

other parts of the organization, 

internal training programs, 

etc.) so as to make individuals 

aware of other people’s or 

departments’ duties 

 

OL8 Databases are always kept up-

to-date 

OL9 Employees often consult the 

databases 

OL10 The codification and 

knowledge administration 

system makes work easier for 

the employees 

 

4.5.5 Organizational Culture Measurement 

Based on previous studies, which have been presented in the literature, there are many 

perspectives to measure organizational culture. This study adapts the items that 

measuring this variable depending on the Denison and Mishra (1995) study, Which 

consists of involvement, consistency, adaptability, and mission. There is wide 

agreement with this measurement, several studies have been applied in multiple domain 

such as business, education (i.e. Aftab et al. (2012); Ehtesham et al. (2011); Imam et al. 

(2013); Xiao-yan (2006). Table 4.7 shows indicators that measuring the organizational 

culture. 
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Table 4.7 

Organizational culture scale 

Factor Code Item Source 

Organizational 

culture 

OC1 Affect the participation of 

employees in decision-making 

(Denison & 

Mishra, 1995) 

OC2 Cooperation across functional 

roles is actively encouraged 

OC3 There is agreement about the way 

that we do things in organization 

 

OC4 Doing business is very consistent 

and predictable 

OC5 Customers' comments and 

recommendations often lead to 

changes 

OC6 Easy to  responsive and changes  

OC7 Long-term purpose and direction 

OC8 Shared vision of what this 

organization will be like in the 

future 

 

4.6 Pilot Study 

The first draft of the questionnaire design based on standards that were used in previous 

studies. In order to re-use of those standards and make them conform to this study, it 

has been rewritten a few sentences to correspond with this study. In this case, Sproull 

(2002) stressed the necessity for a review and correct the problems and ambiguity in 

the questionnaire, this should be a test pilot for some respondents to test the reliability 

and validity scale. 

The pilot testing is done through two tests: validity that reflect the accuracy of the scale 

in terms of the correct representation of the variable to be measured, and reliability, 

which represents consistency, meaning that the results are similar even if the 

measurement process was repeated more than once (Laurel, 2003; Lawrence, 1997). 

These tests carried out through the distribution of the questionnaire to a random sample 
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of 25 heads of department in the Iraqi universities. As well as, to improve the measure 

the  researcher is keen to  distribution and retrieval of all questionnaire and the inclusion 

of all comments and suggestions, as well as an assessment of the validity through 

Cronbach alpha that must be not less than 0.7 (Hair et al., 2007), and reliability testing 

using correlation analysis , which must up 0.4 to be relatively strong (Briggs & Cheek, 

1986; Shortell, 2001). 

The respondents consisted of five universities, were chosen at random e-mails from 

each university, the number of respondents is 10 from university of Mosul, 5 responds 

for University of Baghdad and University of Basrah, finally, university of Duhok and 

Salahaddin respond number are 4,1 respectively. In the same vein, the percentages of 

gender are 84% male and 16% female. In relation to age, 12% respondents (3) between 

30 to 39 years of age, 20% respondents (5) between 44-49 years of age, 40% 

respondents (10) between 50-59 years of age, at the end, 28% responds more than 60 

years old. For the experience the study use three kind of demographic indicators 

Academic rank, education background, and Numbers of years serving in current 

position (Head of department). For Academic rank the test get 52% of respond of 

Assistant professor, 24% for Professor and same percentage for Senior lecturer. As well 

as, education background show 88% of respond had PhD. Degree, and 12% Master. 

Finally, 80% of responds serving more than three years as a head of department, and 

20% serving 1 to 3 years in this position. For more details see appendix C -1, Tables 1 

to 6. 

In short, a pilot test was conducted to measure the consistency among the items of the 

research constructs. It was uncovered from the pilot study results that all the constructs 

had Cronbach’s alpha of not less than 0.829, as shown in Table 4.8, for more details 

see appendix C - 2, Tables 1 to 12. 
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Table 4.8  

Reliability Analysis Results 

Construct Coding Number of 

Questions 

Cronbach's Alpha 

Customer perspective CUST 5 0.829 

Internal process INTE 4 0.882 

Learning and Growth LNGR 6 0.868 

Financial perspective FINA 4 0.832 

Leadership  LS 5 0.851 

Workforce WF 5 0.930 

Customer focus  CF 4 0.830 

Strategic planning  SP 5 0.902 

Information and Analysis IA 5 0.922 

Process management PM 5 0.925 

Organizational learning OL 10 0.929 

Organizational culture OC 8 0.938 

 

4.7 Data Collection Procedures   

The questionnaire is considered an important means of data collection in quantitative 

research (Cooper, Schindler, & Sun, 2006). This study used the questionnaire 

(Appendix 1) in the data collection, which contained 8 demographic questions and 66 

questions to measure the study variables by using 6-point Likert scales. The distribution 

and receiving of the questionnaire was administered personally through sent all 

electronic questionnaire to the responders' e-mail, to ensure the retrieve the largest 

possible number of the questionnaire.  

Official site of the Iraqi Ministry of Higher Education and Scientific Research assisted 

to give important details of the universities and colleges that help to access and 

distribution of the questionnaire. As for the language of the questionnaire are English, 

and since the respondent sample was heads of scientific departments in Iraqi 
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universities, it has been translated the questionnaire into Arabic depending on the 

licensed Translation Institute, then translated the Arabic version into English again and 

compared the result with original copy  and make adjustments to support the Arabic 

translation. 

4.8 Techniques of Data Analysis 

To testing and analyzing the data, must use many tools are descriptive analysis, the test 

of reliability, Structural Equation Modeling (SEM) analysis the relationship between 

independent variables and dependent variable, and testing Goodness-of-Fit model. 

These analyses will be used SPSS (Version 20) and SEM-PLS (Smart-PLS 2). 

4.8.1 Descriptive Analysis 

According to Sekaran (2003) and Trochim (2006) descriptive statistics is analyzed 

statistically in terms of maximum, minimum, means, standard deviations, and variance 

can be obtained for the interval scaled variables. Descriptive statistics are the statistics 

that describe the phenomena of interest. In this study, descriptive analysis was shown 

to all sections of the research instrument.  

4.8.2 Reliability Analysis 

The extent of reliance on the scales used in the questionnaire are measured by reliability 

analysis (Hair et al., 2006). If the high reliability value that mean the internal 

consistency of the questionnaire items are high, the possibility of relied upon high, even 

if use the measurement  many times, the result will remain similar (Zikmund et al., 

2010). Which aims to reduce the error rate scale. Likewise (Sekaran & Bougie, 2010) 

described the internal consistency As follows “The internal consistency of measure is 

indicative of the homogeneity of the items in the measure that tap the construct. In other 

words, the item should be “hang together as a set”: and be capable of independently 
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measuring the same concept such that the respondents attach the same overall meaning 

to each of the item”. 

The adopted to measure the internal consistency test is Cronbach alpha  and that its 

result be sandwiched between 0-1, where the closer the score 1 it means that high 

reliability, as well as the closer the value of the alpha from 0 means weakness of 

reliability (Pallant, 2007). Where Zikmund et al. (2010) identified the accepted alpha 

value is 0.7, Hair et al. (2006) argued that the minimum acceptance is 0.6- 0.7. For this 

study based on the measurement of internal consistency of the variables by using alpha 

coefficient. 

4.8.3 Structural Equation Modeling  

Structural Equation Modeling (SEM) is a collection of statistical methods that allow to 

select a set of relationships between the independent variables (Exogenous variables) 

and dependent variables (Endogenous variables) (Gefen, Straub, & Boudreau, 2000; 

Tabachnick & Fidell, 2007b). These variables can be analyzed as factors and variables, 

SEM also provides reasonable fit to the data and the amount of the contribution of the 

Independent variables (IVs) to Dependent variables (DVs). 

According to Hair et al. (2006) SEM providing estimates for a set of regression 

equations are linked to determine the structural model, which are examining the nature 

of a series  of separate but interdependent, multi-regression equations at the same time 

by specifying the structural model. It worth mention that SEM measure two types of 

variables, the first measured directly called observed variables. From second side, 

unobserved variables (Latent) are measured indirectly by the observed variables. 

There are several attributes of SEM, which support the utilization of it particularly to 

attain the research objectives in this study. 
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4.8.3.1 Factor Analysis 

Factor analysis is the first stage of SEM (Tabachnick & Fidell, 2007b). Studies that 

consist of a set of variables is interpreted through the use of factor analysis, in terms of 

common factors among the variables (Hair et al., 2007). As expressed by Sekaran and 

Bougie (2010) as a statistical technique by which the interpretation and analysis of 

factors in order to understand the variables, in addition to the load items was based on 

the theoretical and practical foundations (Stevens, 2012) . As well as, the disclosure of 

strength of the relationship between the items and construction (Pallant, 2007). 

There are generally two main approaches to factor analysis – the exploratory approach 

(EFA) this approach exploratory type is performed when the researcher exists uncertain 

about the numbers of factors in a set of variables. While the confirming approach (CFA) 

or the confirmatory factor analysis is performed by the researcher when theoretical 

expectations about the number of factors and which variables relate to which factor. In 

other words, the CFA is appropriate for examining construct validity because it tests 

how well the researcher’s “theory” about the factor structure fits the actual observations 

(Zikmund et al., 2010) . According to Tabachnick and Fidell (2007b) SEM testing 

model by CFA instead of EFA. 

Statistical measures to help assess the factor ability of the data include: 

1. The result of Bartlett’s test of Sphericity should come out as significant (Þ < 

0.05) in order to pronounce the appropriateness of the factor analysis. If the 

situation is otherwise, i.e. the associated probability is more than .05, then there 

is a danger of the manifestation of the identify matrix (where the diagonal 

elements are 1 and the off diagonal elements are 0) which would make it 

irrelevant for the next step in the analysis (Kinnear & Gray, 1994). 



 

 

111 

 

2. Kaiser-Meyer-Olkin (KMO), measures the adequacy of the sample and its index 

ranges, from 0 to 1. For the purpose of an effective factor analysis, its lowest 

value should be 0.6 (Tabachnick & Fidell, 2007b). In other words, if its index 

is lower than 0.6, then KMO test will be irrelevant. Similarly, Kinnear and Gray 

(1994) indicated that the KMO value should be higher than .05 for the result to 

be suitable for further factor analysis. Hair, Sarstedt, Ringle, and Mena (2012) 

have come up with a rule of thumb in interpreting KMO values, as follows: 

(0.90) indicates a marvelous result, (0.80) indicates a meritorious result, (0.70) 

a middling result, (0.60) is a mediocre one, (0.50) is acceptable but not 

recommended while below (0.50) is not acceptable. Therefore, the above factor 

analysis criteria applied in this study. 

4.8.3.2 Goodness-of-Fit Model 

To ascertain the extent the data fit with the model, Hair et al. (2006) indicate to use 

Goodness-of-Fit model through three stages: 

1. Absolute fit measures that measuring modeling fitness, or determine predicted 

level of overall model by using set of measurements Normed Kai-square (NC), 

Goodness-of-Fit Index (GFI), and Root Mean Square Error of Approximation 

(RMSEA). 

2. Incremental Fit measures that evaluate the success of the selected model relative 

to the alternative models through compere proposed model with null model as 

comparison model. Where it is measurement using three measures Normed Fit 

Index (NFI), Comparative Fit Index (CFI), and Tucker Lewis Index (TLI). 

3. Parsimonious fit measures to adjust the measures of fit provide a comparison to 

select the best model with differing numbers of estimated coefficients. This 
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index of PGFI considered accepted if proposes that the value 0.50 or larger 

(Byrne, 2010). 

The Table 4.9 exhibit summary of Goodness-of-Fit measurement model that involved 

in this study as below: 

Table 4.9  

Goodness-of-Fit Testing 

GOF Indices Test Criteria 

 

Absolute Fit Indices 

NC Value of five or less proposes an 

acceptable fit 

GFI Value 0.80 and greater proposes a good fit 

RMSEA Value between 0.80 and 0.10 proposes a 

fair fit 

Value 0.05 or less proposes a close 

approximate fit 

Value of up to 0.08 is a still an acceptable 

fit 

Incremental Fit 

Indices 

NFI Value greater than 0.80 proposes a good 

fit 

CFI Value greater than 0.90 considers an 

acceptable fit 

TLI Value of 0.90 and greater is an acceptable 

fit 

Parsimonious Fit 

Index 

PGFI Value greater than 0.50 is still considered 

as acceptable fit 

Source: Alavifar, Karimimalayer, and Anuar (2012); Blunch (2008); Byrne (2010); 

(Hair, Black, Babin, and Anderson (2010)) 

4.9 Summary  

This chapter touched on the research methodology approved by this study, through 

offering justifications for research design, giving the operation definitions to the 

variables of the study (dependent, independents, and moderator variables). As well as, 

display the population of the study and the mechanism of selection of the sample. It 

was also discussion of the instruments were used to measure the variables of the study 

depending on the relevant literature. In addition, clarify the test method and analysis of 

the pilot study. Finally, this chapter ended with the procedures of data collection and 

analysis techniques. 
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                                        CHAPTER FIVE DATA ANALYSIS AND FINDING 

DATA ANALYSIS AND FINDINGS 

5.1 Introduction  

This chapter focuses on the discussion of the data analysis and the results, based on the 

database collected from the Iraqi higher education institutes. Descriptive and inferential 

statistics were obtained through SPSS and SEM-PLS. This chapter first presents the 

response rate, followed by the section data preparation and screening, and a description 

of the participant demographic. In addition to the description of the main variables, 

SEM-PLS was used to evaluate the outer measurement model as prerequisite to 

assessment of the inner structure model assessment and the testing of the hypothesis. 

5.2 Response Rate 

This study used the data collection from six Iraqi universities. The questionnaire was 

sent to the respondents via e-mail, which were made up of the Head of the departments 

in these universities. It covered a three and a half month period from 15th of December 

2015 to 1st April 2016. The population number of this study is six hundred. Therefore, 

according to Krejcie and Morgan (1970), the number of samples is 234. The number of 

e-mails that have been distributed is 468, this number is double the sample size in order 

to increase the number of responses. 

The e-mails were taken from the official website of the three universities Mosul, Duhok, 

and Salahaddin. For the three remaining universities, Baghdad, Al-Mustansiriyah, and 

Basrah, the e-mails were first sent to the universities before being forwarded to the 

respondents (see Appendix E). These three universities responded with a list of the head 

of the departments. The study encountered some e-mail related problems such as e-

mails rejection, the rejected e-mails were replaced by others. 
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Moreover, the response rate was increased by resending the e-mail to the respondents. 

This was done to ensure that they were able to fill-up the questionnaire. The final data 

sample had 203 respondents, who filled up the questionnaire. Table 5.1 shows the 

response rate for the six Iraqi universities. 

Table 5.1 

Response Rate 

No. The Universities No. of  

distributed 

questionnaire 

No. of 

response 

(Returned)  

Response rate  

1 University of Baghdad 128 44 0.344 

2 University of Basrah 70 27 0.386 

3 University of Mosul 108 49 0.454 

4 Salahaddin University 46 29 0.630 

5 Al-Mustansiriyah University 60 28 0.467 

6 University of Duhok 56 26 0.464 

Sum. 468 203 0.434 

 

Table 5.1 show the response rates, where it showed 63% from Salahaddin University, 

46.7% for Al-Mustansiriyah University, 46.4% for the University of Duhok, 45.5% for 

University of Mosul, 38.6% for the University of Basrah, and 34.4% for the University 

of Baghdad. Thus, the total response rate for all the universities is 43%. Furthermore, 

Figure 5.1 shows the distribution of the number responses compared to the size of the 

sample.  
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Figure 5.1  

Sample size and Frequency 

5.3 Data Preparation and Screening  

A set of analyses have to preform first before the actual data analysis process can be 

conducted. The data were preliminarily tested in order to configure the  SEM analysis 

(Byrne, 2010), These analyses include testing for normality, testing of multicollinearity, 

testing of linearity, and test of non-response bias. 

5.3.1 Testing for Normality  

Normality is a measure used to determine data consistency given a normal distribution. 

Although this test is not a requirement for analysis using PLS-SEM, this can be 

conducted as a pragmatic justification. (Hair et al., 2010; Vinzi, Chin, Henseler, & 

Wang, 2010). Two methods can be used to carry out the normality test. The first method 

is the graphical method. This method use the SPSS software. The amount of the sample 

(203) is represented using Graphic Normal distribution. If the distribution of data takes 

on a bell-shaped graph, then it can be said that the data followed a normal distribution 

(Larson-Hall, 2015). 

The second method uses statistics. This method uses Skewness and Kurtosis tests to 

assess and measure the spread of data distribution. Skewness describes the distribution 
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shape and symmetry. A variable with a mean that is not in the middle of the distribution is 

considered a skewed variable (Doane & Seward, 2011; Tabachnick & Fidell, 2007b). There 

are three probabilities for Skewness: positive, zero, and negative. According to Brys, 

Hubert, and Struyf (2012) a sample with a right tail has a positive Skewness, while a left 

tail indicates negative value. A zero value indicates normal distribution (symmetric). 

Kurtosis is the second statistical normality test. It indicate the extent to which the data 

are clustered around the mean (Groeneveld & Meeden, 1984). According to Curran, 

West, and Finch (1996) the values of Kurtosis should be less than 7. However, 

Tabachnick and Fidell (2007b) claimed that when the value of kurtosis is zero, the data 

can be considered to have normal distribution. Consequently, if the kurtosis value 

reaches 10 and above, a problem may be present (Kline, 2016). 

On the other hand, Hair et al. (2010) stated that a Z value ranging between (2.58, -2.58) 

at the 0.01 level, and a value between (1.96, -1.96) at the 0.05 level are indicates of 

normality. Thus, any value that is not found within this range is not accepted. The z-

value is calculated by dividing the Skewness and kurtosis’ statistics by the standard 

error (Pallant, 2007). 

Figure 5.2 show a sample of the histogram of the normality distribution of the customer 

perspective (for more details see appendix D-1). Table 5.2 shows the statistic tests and 

the normality distribution obtained through the Skewness and Kurtosis tests.    
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Figure 5.2 

Histogram and normal probability for customer perspective 

Table 5.2 

Result of Skewness and kurtosis for normality test 

 Skewness Kurtosis 

 Statistic Std. 

error 

Z value Statistic Std. 

error 

Z value 

Org. performance       

Customer perspective -.187 .171 -1.094 -.705 .340 -2.074 

Learning and Growth -.314 .171 -1.836 -.658 .340 -1.935 

Internal process -.418 .171 -2.444 -.712 .340 -2.094 

Financial perspective .212 .171 1.240 -1.113 .340 -3.274 

Infrastructure QMPs       

Leadership  -.464 .171 -2.713 -.632 .340 -1.859 

Workforce -.153 .171 -0.895 -.866 .340 -2.547 

Customer focus  -.203 .171 -1.187 -.969 .340 -2.850 

Strategic planning  -.261 .171 -1.526 -.808 .340 -2.376 

Core QMPs       

Information and Analysis -.171 .171 -1.000 -.871 .340 -2.562 

Process management -.102 .171 -0.596 -.903 .340 -2.656 

Organizational learning -.122 .171 -0.713 -.854 .340 -2.512 

Organizational culture -.834 .171 -4.877 .145 .340 0.426 

 

According to the literature above, and based on the results of the Z values from the 

Skewness and kurtosis test, most of the values were found to be within the acceptable 
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range 2.58, -2.58 at level 0.01. This is true for most parameters, except for the Skewness 

for Leadership (-2.713), and organizational culture (-4.877). Additionally, three 

kurtosis values were found outside the range. These values represented the financial 

perspective, customer focus, and process management (-3.274, -2.850, and -2.656 

respectively). Based on these results, it can be said that the distribution of data for this 

study is not normal. It thus provides further justification for the utilization of PLS-SEM. 

5.3.2 Testing of Multicollinearity 

Multicollinearity test represents the correlations among independent variables. This is 

usually observed when the independent variable is highly and significantly correlated 

with another independent variable (Hair et al., 2010). Multicollinearity can be inferred 

using two indicators - Tolerance value and variance influence factor (VIF). Tolerance 

value is the variability value of the chosen Variable. This value cannot be explained by 

other independent variables and should not be 0.01 or less. On the other hand, VIF is 

the inverse of tolerance. Here, the correlation among the independent variables exhibit 

multicollinearity when the VIF value is less than 10 (Pallant, 2007). In other words, this 

test reveals if an independent variable can be explained by other independent variables 

or not. The result of the Multicollinearity are shown in Table 5.3. These values include 

the results of Tolerance and VIF tests. 
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Table 5.3  

Multicollinearity Test based on Tolerance and VIF values 

Independent variables Tolerance VIF 

Infrastructure QMPs .166 6.015 

Core QMPs .156 6.403 

Organizational learning .199 5.030 

 

The multicollinearity results reveal that the independent variables Infrastructure QMPs, 

Core QMPs, and Organizational learning were significantly dependent on Tolerance 

value and VIF. Value of Tolerance test were between 0.156 and 0.199, whilst VIF 

values were between 5.030 and 6.403. 

5.3.3 Testing of Linearity  

The test of linearity is conducted when there are two or more independent variables in 

the relationship. Hair et al. (2010) suggested the use of partial regression to guarantee 

the best representation in the equation. These points are represented through a normal 

p-p plot. The purpose of the linearity test analysis is to clarify the relationship among 

the variables. 
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Figure 5.3 

Linearity test 

In order to obtain this point, Figure 5.3 shows that the P-P plot results have to be at 0.05 

level for independent variables on dependent variable. It is emphasized that some of the 

regression plot is non-linear (see Appendix D-2). Thus, the results of linearity test 

provided another reason for the utilization of PLS-SEM, due to PLS-SEM do not 

require input linear data. 

 5.3.4 Test of Non-response Bias  

The justification for conducting the test of non-response bias is the long period of data 

collection (Fosen, Haraldsen, & Kleven, 2008). The data collection period took place 

over a period of more than three months, from mid-December 2015 to 1st April 2016. 

Moreover, several e-mails have been sent to remind the respondents. These two reasons 

justify the need to conduct test of non-response bias. 
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Armstrong and Overton (1977) suggested to use non-response bias by the time trend. 

This way compare respondents’ reaction that were received early and late. Same idea 

was Lambert and Harrington (1990, p. 5) referred to the non-response bias is “the 

differences in the answers between non-respondents and respondents”. 

The difference between the early and the late responders were compared through the T-

test. This also helped in the assessment of non-response bias (Pallant, 2007). Table 5.4 

shows the mean for all dimensions, where it was distributed into two groups. The first 

group represents the early responders totaling 174 responders. The number of late 

respondents is 29 (second group). The results pointed to the non-responses bias. 

Table 5.4 

Group statistics of independent sample T-test 

Dimensions Responses Bias N mean Std. Std. error 

mean 

Org. performance      

Customer perspective Early 174 3.97 1.19 0.09 

 Late 29 4.26 1.22 0.23 

Learning and Growth Early 174 3.87 1.33 0.10 

 Late 29 4.12 0.95 0.18 

Internal process Early 3.98 1.21 0.09 3.98 

 Late 4.45 1.13 0.21 4.45 

Financial perspective Early 174 3.25 1.40 0.11 

 Late 29 3.70 1.48 0.27 

Infrastructure QMPs      

Leadership  Early 174 3.93 1.27 0.10 

 Late 29 4.31 1.09 0.20 

Workforce Early 174 3.75 1.28 0.10 

 Late 29 4.10 1.22 0.23 

Customer focus  Early 174 3.88 1.25 0.09 

 Late 29 4.11 1.19 0.22 
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Table 5.4 (Continued) 

Strategic planning  Early 174 3.75 1.30 0.10 

 Late 29 4.08 1.35 0.25 

Core QMPs      

Information and Analysis Early 174 3.90 1.23 0.09 

 Late 29 4.26 1.07 0.20 

Process management Early 174 3.73 1.28 0.10 

 Late 29 4.15 1.26 0.23 

Organizational learning Early 174 3.73 1.21 0.09 

 Late 29 4.06 0.92 0.17 

Organizational culture Early 174 3.98 0.92 0.07 

 Late 29 3.94 0.93 0.17 

 

Table 5.4 reveals that the group mean and standard deviation for early response and late 

response are not very different, for example the mean of customer perspective in early and 

late is 3.97,4.26 respectively, the difference not very big. Therefore, the non-response bias 

results were not a significant threat. In other words, there are small differences between 

the group values of means for majority of the variables. 

Table 5.5  

Independent sample T test result for non-response bias 

Dimensions Responses Bias T value df. Sig. 

Org. performance     

Customer perspective Early -1.24 201.00 0.22 

 Late -1.22 37.47 0.23 

Learning and Growth Early -0.99 201.00 0.33 

 Late -1.25 48.64 0.22 

Internal process Early -1.94 201.00 0.05* 

 Late -2.04 39.58 0.05* 
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Table 5.5 (Continue) 

Financial perspective Early -1.58 201.00 0.12 

 Late -1.52 36.85 0.14 

Infrastructure QMPs     

Leadership  Early -1.53 201.00 0.13 

 Late -1.71 41.89 0.10* 

Workforce Early -1.38 201.00 0.17 

 Late -1.43 39.08 0.16 

Customer focus  Early -0.92 201.00 0.36 

 Late -0.96 39.07 0.35 

Strategic planning  Early -1.27 201.00 0.21 

 Late -1.23 37.19 0.23 

Core QMPs     

Information and Analysis Early -1.49 201.00 0.14 

 Late -1.65 41.46 0.11 

Process management Early -1.66 201.00 0.10 

 Late -1.68 38.25 0.10 

Organizational learning Early -1.42 201.00 0.16 

 Late -1.72 45.81 0.09* 

Organizational culture Early 0.23 201.00 0.82 

 Late 0.23 37.79 0.82 

* P< 0.05 

T-test results are shown in Table 5.5. These results indicate that there were no 

significant differences for all the variables of the study at a level of 0.05. 

Table 5.5 summarizes the non-response bias through the T-Value. The T-test indicates 

that there is no significant threat since there were only insignificant differences in the 

groups (Early and late response). Moreover, the T-Values were Non-significant on the 

majority of the variables (T > 1.96, P < 0.05), except for three values of T-test were 

significant in internal process, leadership, and organizational learning. 
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5.4 Demographic Distribution of Participants 

The background information of the sampled respondents consisted of six universities. 

There were 203 (43%) total respondents are as seen in Figure 5.4. The number of 

respondents were 49 (45%) from university of Mosul, 44 (34%) from University of 

Baghdad, 27 (39%) from University of Basrah, 28 (47%) from Al-Mustansiriyah 

university, and 26 (46%), and 29 (63%) for University of Duhok and Salaheddin 

respectively. In the same vein, the percentages of gender are 79.8% male and 20.2% 

female.  

  

Figure 5.4 

Percentage of response rate for each university 

Based on age, 2 respondents (1%) were less than 30 years, 34 respondents (16.7%) were 

between 30-39, 77 respondents (37.9%) were between 44-49 years, 62 respondents 

(30.5%) were between 50-59 years, and, 28 response (13.8%) were more than 60 years 

old.  

 

 

 

Baghdad, 34%

Basrah, 39%

Mosul, 45%

Salahuddin, 63%

Mustansiriah, 
47%

Duhok, 46%

RESPONSE RATE



 

 

125 

 

Table 5.6 

Participant’s Demographic Information 

Demographic 

Variable  

Category (N = 203) Percentage 

Frequency % 

Universities  University of Baghdad 44 34 

University of Mosul 49 45 

University of Basrah 27 39 

University of Duhok 26 46 

Al-Mustansiriyah 

University 

28 47 

Salaheddin University 29 63 

Gender  Male 162 79.8 

Female 41 20.2 

Age Less than 30 2 1 

30-39 34 16.7 

40-49 77 37.9 

50-59 62 30.5 

Up to 60 28 13.8 

Academic Rank Professor 33 16.3 

Assistant Professor 116 57.1 

Senior Lecturer  42 20.7 

Assistant Lecturer  12 5.9 

Education 

background  

Doctorate 175 86.2 

Master 27 13.3 

Others 1 0.5 

No. of years serving 

in the current 

position 

Less than 1 year 12 5.9 

Between 1 to 3 years 60 29.6 

More than 3 years 131 64.5 
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The study used three kinds of demographic indicators academic rank, education 

background, and numbers of years serving in their current position (Head of 

department). 

For academic rank, the test had 16.3% of respondents with a rank of Professor, 57.1% 

for Assistant Professor, 20.7% for Senior lecturer, and 5.9% for Assistant Lecturer. In 

term of educational background, 86.2% of respondents had a doctorate, 13.3% had a 

master’s degree, and 0.5% others. Finally, 64.5% of respondents have served more than 

three years as a head of the department, 29.6% served 1 to 3 years in this position, and 

5.9% served for less than 1 year. The details of the respondents’ information are presented 

in Table 5.6. 

5.5 Descriptive Statistics Analysis  

To get a summary of the data, Sekaran and Bougie (2010) maintained that the 

descriptive statistics conducted to describe the general situation of all the dimensions 

included the mean, minimum and maximum values, and the standard deviation of the 

constructs. These values give the researcher an idea of how the respondents in the study 

have responded to the questions in the questionnaire. 

Consequently, a descriptive analysis was conducted to summarize the means and 

standard deviations (SD) of the constructs. The results are shown in Table 5.7. Among 

the constructs, Infrastructure QMPs had the highest mean (M 3.875, SD 1.154), 

followed by Core QMPs (M 3.869, SD 1.205), Organizational learning (M 3.775, SD 

1.181), Organizational culture (M 3.972, SD 0.924). The Organizational performance 

had the lowest mean (M = 3.819, SD = 1.087) among the constructs. All items were 

measured on a six-point scale. 
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Table 5.7 

Descriptive statistics of the constructs (n = 203) 

Variables Minimum Maximum Mean Std. deviation 

Infrastructure QMPs 1 6 3.875 1.154 

LS 1 6 3.983 1.251 

WF 1 6 3.801 1.278 

CF 1 6 3.915 1.244 

SP 1 6 3.799 1.306 

Core QMPs 1 6 3.869 1.205 

IA 1 6 3.952 1.215 

PM 1 6 3.787 1.280 

Organizational learning 1 6 3.775 1.181 

Organizational culture 1 6 3.972 0.924 

Organizational performance 1 6 3.819 1.087 

CUST 1 6 4.009 1.193 

INTR 1 6 4.048 1.208 

LNGR 1 6 3.903 1.285 

FINA 1 6 3.315 1.414 

 

5.6 Data Analysis 

There are several important reasons to use PLS-SEM analysis in testing the research 

model. According to Chin, Marcolin, and Newsted (2003) PLS-SEM is able to assess 

the theoretical structure model and measure the model at the same time. Furthermore, 

PLS analysis is a component-based approach. Therefore, There are no strict 

requirements for the selecting a sample size given the same pattern of residual 

distribution (Lohmöller, 2013). PLS provides more accurate estimates since it can take 

into account the measurement errors that may arise from to interaction effects such as 

moderating variables (Chin, 1998). 
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This study assesses the measurement model (outer model) and the structural model 

(inner model) (Hair, Hult, Ringle, & Sarstedt, 2014; Vinzi, Chin, et al., 2010). The outer 

model is tested to ensure its validity and reliability. After confirming the reliability and 

validity of the constructed measure, the structural models then examined the 

relationships between the latent variables. Similarly, the inner model also tested using 

the R-square, effect size, the predictive relevance of the model, and goodness-of-fit 

(GOF). Lastly, this study used PLS-SEM to analyze the direct and moderating results 

(Hair , Sarstedt, Hopkins, & Kuppelwieser, 2014; Henseler & Sarstedt, 2013). 

5.7 Measurement Model 

The original study model included 66 reflective measurement items (indicator or 

manifest variable) for five variables (latent variables) including infrastructure QMPs, 

core QMPs, organizational learning for the independent variables, and organizational 

performance as the dependent variable. Moreover, organizational culture is believed to 

moderate the relationship between the independent variables (Infrastructure QMPs, 

Core QMPs, and Organizational Learning) and the Organizational Performance 

(dependent variable), the details in Figure 5.5. 



 

 

129 

 

 

Figure 5.5  

Original Study Model 
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Reliability is used as a tool to measure models. Validity is a test that can measure how 

the instrument was developed. It is meant to measure that particular concept (Sekaran 

& Bougie, 2010). Generally, in order to assess the reflective measurement of the items, 

the study of Hair et al. (2012) should be followed. The construct, convergent and 

discriminant validities were assessed prior to the reliability analysis. 

5.7.1 Construct Validity   

The content validity of the measure refers to the degree by which the items generated 

in order to measure a construct can appropriately measure the concept that they were 

intended to measure (Hair et al., 2014). Similarly, Heise and Bohrnstedt (1970) 

maintained that the content validity reveals the extent by which a measurement model 

variable belongs to the domain of the construct.  

According to Heise and Bohrnstedt (1970), and Vinzi, Chin, et al. (2010) principal 

component analysis is a convenient technique to examine the underlying factor 

structure of the indicators. Specifically, all the questions (items) possess high loading 

when they are designed as a measurement for a construct. All the items were established 

and tested in previous studies.  

The factor analysis revealed that the items were suitable to the constructs. The items 

shown in Table 5.8 have high loading on their respective constructs compared to the 

other constructs. On the other hand, the items had significant loading based on the 

content validity of the measures. The content validity confirmed their respective 

constructs in this study. Several items were deleted because of low loading (less than 

0.7) in their respective construct. Accordingly, four loadings were deleted because they 

were lower than 0.70. Their values were OL10, OC6, OC7, and OC8. Figure 5.5 and 

Figure 5.6 show all the items and their respective loading before and after the deletion 

process. 
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Figure 5.6 

Model of study after item deletion  



 

 

132 

 

The result also lends support to the formulation of the research model. The research 

model can then be used to examine the relationship between Infrastructure QMPs, Core 

QMPs, Organizational learning, Organizational culture, and Organizational 

Performance in Iraqi higher education institutes.  

Table 5.8 

Cross Loadings (Before Deletion) (Original Model) 

 CUST INTR LNGR FINA LS WF CF SP IA PM OL OC 

CUST1 0.792            

CUST2 0.713            

CUST3 0.861            

CUST4 0.893            

CUST5 0.861            

INTR1  0.803           

INTR2  0.849           

INTR3  0.840           

INTR4  0.851           

LNGR1   0.862          

LNGR2   0.877          

LNGR3   0.875          

LNGR4   0.820          

LNGR5   0.892          

LNGR6   0.844          

FINA1    0.888         

FINA2    0.894         

FINA3    0.911         

FINA4    0.915         

LS1     0.802        

LS2     0.907        

LS3     0.839        

LS4     0.923        

LS5     0.896        

WF1      0.789       

WF2      0.920       

WF3      0.884       

WF4      0.921       

WF5      0.881       
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Table 5.8 (Continued) 

 CUST INTR LNGR FINA LS WF CF SP IA PM OL OC 

CF1       0.880      

CF2       0.899      

CF3       0.840      

CF4       0.851      

SP1        0.798     

SP2        0.798     

SP3        0.923     

SP4        0.924     

SP5        0.925     

IA1         0.795    

IA2         0.883    

IA3         0.868    

IA4         0.893    

IA5         0.889    

PM1          0.900   

PM2          0.874   

PM3          0.930   

PM4          0.919   

PM5          0.842   

OL1           0.788  

OL10           0.674*  

OL2           0.882  

OL3           0.780  

OL4           0.870  

OL5           0.854  

OL6           0.812  
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Table 5.8 (Continued) 

OL7           0.812  

OL8           0.738  

OL9           0.788  

OC1            0.765 

OC2            0.861 

OC3            0.880 

OC4            0.880 

OC5            0.734 

OC6            0.553* 

OC7            0.364* 

OC8            0.241* 

* Item deleted: OL10, OC6, OC7, OC8. 

CUST: Customer perspective        INTR: Internal process    

LNGR: Learning and Growth       FINA: Financial perspective     

LS: Leadership                              WF: Workforce    

CF: Customer focus                    SP: Strategic planning 

IA: Information and Analysis        PM: Process management  

OL: Organizational learning        OC: Organizational culture 

5.7.2 Convergent Validity of Measurement  

According to Hair et al. (2014) convergent validity involves three main aspects, factor 

loading, composite reliability (CR), and average variance extracted (AVE).  The first 

aspect in achieving convergent validity is by examining the loading for all the items. 

Literature has suggested that the acceptable level for the items should be more than 0.50 

in the multivariate analysis (Hair et al., 2014). Table 5.9 presents all the factors that 

make loading significant.  

The second test is composite reliability (CR). This test indicates the degree to which a 

set of items consistently indicate the latent construct (Hair et al., 2014).  Table 5.9 
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shows that the CR values ranged from 0.915 to 0.952, which are larger than the 

recommended value of 0.70 (Fornell & Larcker, 1981). 

Table 5.9 

Convergent Validity Analysis 
 

Dimension/ Variable  Items Loadings CR AVE 

Customer perspective CUST1 0.792 0.915 0.684 

CUST2 0.713   

CUST3 0.861   

CUST4 0.893   

CUST5 0.861   

Internal Process INTR1 0.803 0.903 0.699 

INTR2 0.849   

INTR3 0.840   

INTR4 0.851   

Learning and Growth LNGR1 0.862 0.946 0.743 

LNGR2 0.877   

LNGR3 0.875   

LNGR4 0.820   

LNGR5 0.892   

LNGR6 0.844   

Financial perspective FINA1 0.888 0.946 0.814 

FINA2 0.894   

FINA3 0.911   

FINA4 0.915   

Leadership  LS1 0.802 0.942 0.765 

 LS2 0.907   

 LS3 0.839   

 LS4 0.923   

 LS5 0.896   

Workforce WF1 0.789 0.945 0.775 

 WF2 0.920   

 WF3 0.884   

 WF4 0.921   

 WF5 0.881   

Customer Focus CF1 0.880 0.924 0.753 

 CF2 0.899   

 CF3 0.840   

 CF4 0.851   

Strategic planning SP1 0.798 0.942 0.767 

 SP2 0.798   

 SP3 0.923   

 SP4 0.924   

 SP5 0.925   
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Table 5.9 (continued) 

Information and Analysis IA1 0.795 0.938 0.750 

IA2 0.883   

IA3 0.868   

IA4 0.893   

IA5 0.889   

Process management PM1 0.900 0.952 0.798 

PM2 0.874   

PM3 0.930   

PM4 0.919   

PM5 0.842   

Organizational learning OL1 0.788 0.948 0.668 

OL2 0.882   

OL3 0.780   

PL4 0.870   

OL5 0.854   

OL6 0.812   

OL7 0.812   

OL8 0.738   

OL9 0.788   

Organizational culture OC1 0.765 0.920 0.700 

 OC2 0.861   

 OC3 0.880   

 OC4 0.880   

 OC5 0.734   

 

The values of the average variance extracted (AVE) is the last test used to establish the 

convergent validity. Several scholars have suggested that the AVE value should be 

more than 0.50 (e.g., Fornell & Larcker, 1981; Hair et al., 2010). In this study, all the 

constructs that had a good level of construct validity (as seen in Table 5.9), have AVE 

values of over 0.50. Specifically, there values ranged from 0.668 to 0.814. In addition 

to that, all the factors’ loadings were significant at the 0.05 level. 

5.7.3 Discriminant Validity of Measures 

Discriminant validity of the measures is need to confirm the degree distinctness of the 

concepts or measure how the items are differentiated among constructs. This is 

necessary step prior to the testing of the hypotheses using the path analysis. As proposed 
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by Fornell and Larcker (1981), this study examined the square root of AVE given the 

correlations among constructs. Ideally, its value should be at least 0.50. In other words, 

50% or more of the items’ variance should be accounted for. 

Table 5.10 shows the square root of the AVE for all the constructs. The correlation 

matrix was placed on the diagonal elements. Furthermore, it is higher than the other 

elements found within the row and column in which it is located. Thus, this confirms 

the discriminant validity of the outer model. 

Thus, the result for all the items shows significant value that depends on the square root 

of AVE. The gathered results pertaining to the hypothesis testing should be valid and 

reliable. 

Table 5.10 

Discriminant Validity Analysis 

Dimension IA CF CUST FINA INTR LNGR LS OC OL PM SP WF 

IA 0.866            

CF 0.756 0.868           

CUST 0.695 0.668 0.827          

FINA 0.655 0.640 0.588 0.902         

INTR 0.638 0.556 0.604 0.565 0.836        

LNGR 0.761 0.693 0.605 0.761 0.728 0.862       

LS 0.798 0.693 0.651 0.687 0.637 0.796 0.875      

OC 0.426 0.399 0.397 0.384 0.359 0.437 0.405 0.836     

OL 0.809 0.742 0.702 0.707 0.663 0.786 0.783 0.541 0.818    

PM 0.866 0.760 0.751 0.712 0.626 0.750 0.771 0.463 0.859 0.893   

SP 0.828 0.856 0.713 0.711 0.627 0.768 0.786 0.435 0.815 0.823 0.876  

WF 0.800 0.695 0.609 0.658 0.621 0.744 0.813 0.372 0.815 0.765 0.767 0.880 
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5.7.4 Reliability Analysis 

Reliability analysis presents the factor loading of each individual item so that it can be 

measured on its respective construct. Cronbach’s alpha coefficient is commonly used 

to examine the internal reliability (Peterson & Kim, 2013).  

However, composite reliability is proposed at the same time since it provides a more 

accurate result. This is due to the fact that it does not assume that all factor loadings in 

the population are equal, something that is in line with the working principle of the 

PLS-SEM. 

The composite reliability values are between 0 and 1. The ideal values should be equal 

to 0.7 or above. Values less than 0.6 indicate a lack of internal consistency and 

reliability. Moreover, a value greater than 0.95 is not desirable as well (Hair et al., 

2014). Table 5.11 shows the number of items for all constructs as well as their relation 

to the Cronbach’s Alpha and Composite Reliabilities values. All values are above the 

critical threshold of 0.70.  

Table 5.11  

Cronbach’s Alpha and Composite Reliabilities of Constructs 

 Number of 

items 

Cronbach’s 

alpha 

Composite 

Reliabilities 

Customer perspective 5 0.883 0.915 

Internal process 4 0.856 0.903 

Learning and Growth 6 0.931 0.946 

Financial perspective  4 0.924 0.946 

Leadership 5 0.922 0.942 

Workforce 5 0.927 0.945 

Customer focus 4 0.890 0.924 

Strategic planning  5 0.923 0.942 

Information and Analysis 5 0.916 0.938 

Process management 5 0.936 0.952 

Organizational learning 9 0.937 0.948 

Organizational culture 5 0.891 0.920 
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5.7.5 Goodness of Fit 

Goodness of fit can be applied to PLS-SEM to compare performances produced by 

models as propose by Tenenhaus, Amato, and Vinzi (2004). This measurement can be 

used to identify differences between latent classes (Henseler & Sarstedt, 2013), as a 

statistical technique that is used in factors, and regression techniques as subset of SEM 

(Arminger, Clogg, & Sobel, 2013). As supported by Tenenhaus et al. (2004) goodness-

of-fit index is a global criterion through integrates the two aspects in the PLS-SEM 

approach, where represents “an operational solution to global validation in SEM-PLS” 

(Tenenhaus, Vinzi, Chatelin, & Lauro, 2005, p. 173). Furthermore, it used as a tool to 

determine the power of overall model (Model fit) as SEM-PLS measurements (Akter, 

D'Ambra, & Ray, 2011). 

However, to judge and get overall path of model fit in SEM-PLS the recent popular test 

is "Goodness of Fit", that means the model will be still constant even when changing 

the data (Henseler & Sarstedt, 2013). As a global criterion, it uses the geometric mean 

of the average communality and average R2 (Vinzi, Trinchera, & Amato, 2010). This 

value must be between 0 and 1, where a 0.1 value refers to a small effect, while 0.25 

and 0.36 refer to medium, and large effect, respectively (Wetzels, Odekerken-Schröder, 

& Oppen, 2009).  

Goodness of measurement = √(𝑅2̅̅̅̅ × 𝐴𝑉𝐸̅̅ ̅̅ ̅̅ ) 

In this study, the obtained goodness of measurement value is 0.730. This was calculated 

using the following formula: 

Goodness of measurement = √(0.726 × 0.733)  = 0.730 
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Table 5.12 

Goodness of fit of the model 

 R Square AVE 

Customer perspective 0.644 0.684 

Internal process 0.685 0.699 

Learning and Growth 0.860 0.743 

Financial perspective  0.732 0.814 

Geometric Mean 0.726 0.733 

The result of goodness of measurement is 0.730, this result indicates that the model 

measure is large. However, goodness of measurement in PLS-SEM can be used to 

assess how well the model can explain in different data sets (Henseler & Sarstedt, 

2013).  

5.8 Assessment of PLS-SEM Structural Model 

Following successful assessment of the measurement model (outer model), the next 

step is to evaluate the result of the structural model (Inner model). This involved 

evaluating predictive abilities of the Inner model and the relationships between the 

constructs. This assessment depended on requirements that have been mentioned by 

Chin (2010). Hair  et al. (2014) stated that by considering the R² values, the variance 

explained by the predictor variables in the outcome variable can be assessed. The 

second step for assessing the inner model is testing the effect size (f2). Finally, the last 

test to measure the inner model by determining the Q² predictive relevance of the model. 

The level and significance of the path coefficients and bootstrapping were used to test 

the study hypotheses. 

5.8.1 Coefficient of Determination (R2) 

The quality of the structural model can be assessed using the coefficient of 

determination (R²) value of the endogenous latent variables. This is one of the most 

commonly used criteria for assessing the structural model. To evaluate the inner model 

by PLS-SEM, Hair , Ringle, and Sarstedt (2011, p. 147) argued that: 
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“The primary evaluation criteria for the structural model are the R² measures and the 

level and significance of the path coefficients. Because the goal of the prediction-

oriented PLS-SEM approach is to explain the endogenous latent variables, variance, the 

key target constructs” level of R² should be high. However. The judgment of what R² 

level can be considered high depends on the specific research discipline. For example, 

R² results of 0.20 are considered high in disciplines such as consumer behavior, while 

R² values of 0.75 would be perceived as high in success driver studies. In marketing 

research studies, R² values of 0.75, 0.50, or 0.25 for endogenous latent variables in the 

structural model can, as a rule of thumb, be described as substantial, moderate, or weak, 

respectively”. 

During the assessment of the measurement model for this study, the standard PLS 

algorithm was calculated for the main effect model. Based on the results of the path 

model presented in figure 5.6 the R2 value is 0.799.  

This value indicates that infrastructure QMPs, Core QMPs, Organizational learning and 

organizational culture contributed 79.9% of the variance in organizational performance. 

The remaining 20.1% was explained by the other variables found within the scope of 

this study. Therefore, the value of R2 indicates that the power of the latent variables 

(Infrastructure QMPs, Core QMPs, Organizational learning and organizational culture) 

is considered as substantial explain the Organizational performance. 

5.8.2 Effect Size (f2) 

Having tested the endogenous variable through R2 (coefficient of determination), the 

next criterion can then be used to assess the effect size (f2). (Cohen, 1988). Hair et al. 

(2014) suggested evaluating the effect size based on R2 values. This assessment can be 

used for the main effect model and for the moderating effect model (Chin, 2010). Since 
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the PLS effect size f2 is calculated manually, it must evaluate two models. The first is 

the full model as specified by R2 hypotheses called as “R2 
included”.  

The second model is called the "R2 excluded". This model is identical to the first except 

that a selected exogenous construct is eliminated in this model (Hair  et al., 2014). The 

formula below helps in the assessment of f2: 

𝐸𝑓𝑓𝑒𝑐𝑡 𝑠𝑖𝑧𝑒: 𝑓2 =
𝑅2 𝑖𝑛𝑐𝑙 − 𝑅2 𝑒𝑥𝑐𝑙

1 − 𝑅2 𝑖𝑛𝑐𝑙
 

The f2 values of 0.02 can be interpreted  as effect sizes that have a small effect, while 

0.15 is medium, and 0.35 and above can be considered a large effect size (Cohen, 1988). 

Consequently, the result of the effect sizes are depicted in Table 5.13.  

The result shows that Infrastructure QMPs have medium contribution on organizational 

performance (f2= 0.194). Furthermore, the effect size of Core QMPs and Organizational 

learning are considered small effects (f2 = 0.035, 0.040 respectively). Lastly, the result 

of effect size for organizational culture is very small at  f2= 0.005. This value may be 

very small but it still reflects small effect based on concept stated by Cohen (1988, p. 

25) "effect size are likely to be small when they are not zero" 

Table 5.13 

 Effect Sizes of Latent Variables 

 R²incl R2
excl  f2  Effect size  

Organizational performance 0.799    

Infrastructure QMPs 0.799 0.760 0.194 Medium 

Core QMPs 0.799 0.792 0.035 Small 

Organizational learning 0.799 0.791 0.040 Small 

Organizational culture 0.799 0.798 0.005 Small 
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The effect of moderator assessment is evaluated by comparing the proportion of 

variance. The formula below shows how to evaluate moderating effect size (Chin, 

2010).      

𝑓2 =
𝑅2 𝑚𝑜𝑑𝑒𝑙 𝑤𝑖𝑡ℎ 𝑚𝑜𝑑𝑒𝑟𝑒𝑡𝑜𝑟 − 𝑅2 𝑚𝑜𝑑𝑒𝑙 𝑤𝑖𝑡ℎ𝑜𝑢𝑡 𝑚𝑜𝑑𝑒𝑟𝑎𝑡𝑜𝑟

1 −  𝑅2 𝑚𝑜𝑑𝑒𝑙 𝑤𝑖𝑡ℎ 𝑚𝑜𝑑𝑒𝑟𝑎𝑡𝑜𝑟
 

Table 5.14 

 Effect Sizes of Moderator Variables 

 R²incl 

Moderator 

R2
excl 

Moderator 

f2 Effect size 

Organizational performance 0.805 0.799 0.031 Small 

Infra-QMPs * OC 0.805 0.765 0.205 Medium 

Core-QMPs * OC 0.805 0.796 0.046 Small 

OL * OC 0.805 0.791 0.072 Small 

 

Table 5.14 also shows that a small effect size of organizational culture serves as a 

moderator in the basic model f2= 0.031. Furthermore, the mediator effect on the 

relationship between the independent variables and the dependent variable can be stated 

as follows. The test results showed that there is medium effect of organizational culture 

on the relationship between the infrastructure QMPs and the organizational 

performance, with an f2 value of 0.205. Moreover, there is an observed small effect for 

the Organizational culture and the relationship between Core QMPs and organizational 

performance, also the moderating effect shows same effect between organizational 

learning and organizational performance, with f2 values of 0.046, and 0.072, 

respectively. 
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5.8.3 Predictive Relevance (Q2) 

The predictive relevance is the last test of the structural model in this study. This 

assessment can be performed using the "Stone–Geisser", Predictive relevance (Q2) 

presumes that an inner model can provide evidence of being able to predict the 

endogenous latent construct’s indicators (Vinzi, Chin, et al., 2010). Hence, PLS 

measure Q2 test by using the Stone-Geisser test through blindfolding procedures (Hair 

et al., 2014; Henseler, Ringle, & Sinkovics, 2009). 

Furthermore, this study assessment of Q2 uses the blindfolding procedure to obtain the 

"cross-validated redundancy" measure for endogenous latent construct. It utilizes the 

following formula: 

𝑄2 = 1 − 𝑠𝑠𝑒/𝑠𝑠𝑜 

Table 5.15 

Predictive relevance (Q2) 

 SSO SSE 1-SSE/SSO 

Organizational 

performance 

3857.00 2239.43 0.42 

Note: SSO: Sum of the squared observations; SSE: Sum of the squared prediction errors 

As suggested by Hair et al. (2014), the model is considered as having a predictive 

quality if the cross-redundancy value is more than zero; else, the predictive relevance 

of the model cannot be concluded. Table 5.15 shows that the obtained cross-validated 

redundancy value using the assessment by PLS-SEM for organizational performance is 

at 0.42. These results support the claim that the model has an adequate prediction 

quality. 

5.9 The First order and Second order constructs 

The structural portion of the model is the next step in presenting evidence that support 

the theoretical model (Chin, 2010). There are differences between the first-order and 
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the second-order measurement models. Figure 5.7 represents the first-order for 

Leadership. This construct was measured using a set of measured items, namely LS1, 

LS2, LS3, LS4, and LS5.  

 

Figure 5.7 

First order measurement model of Leadership 

At the same time, Infrastructure QMPs construct seen in Figure 5.8 was measured 

indirectly using other layer of latent constructs and by 19 items. Therefore, 

Infrastructure QMPs is considered a second-order measurement model. 
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Figure 5.8  

Second order measurement model of Infrastructure QMPs 

The second-order factor structure in this study has two layers of three latent variables; 

Infrastructure QMPs, Core QMPs, and Organizational Performance resulted into 

multiple first order latent factors (Hair et al., 2014). 

According to Byrne (2010) the first-order constructs have to be conceptually explained 

by the respective second-order construct. Furthermore, they have to be distinct. The 

Infrastructure QMPs construct can be explained well by the four first-order constructs 

namely, Leadership, Workforce, Customer focus, and Strategic planning. The R2 of 

these practices are 0.832, 0.822, 0.771, and 0.878, respectively as exhibited in Table 

5.16. 
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Table 5.16  

Second-Order Constructs Establishment 

Second Order 

Construct  

First Order Construct  Loading Standard 

Error 

T  

Value 

P 

Value 

R 

square 

Infrastructure 

QMPs 

Leadership 0.922 0.014 67.466 0.000 0.832 

Workforce 0.927 0.014 66.913 0.000 0.822 

Customer focus 0.890 0.016 55.838 0.000 0.771 

Strategic planning 0.923 0.011 86.236 0.000 0.878 

Core QMPs Information and Analysis 0.916 0.007 139.133 0.000 0.929 

 Process management 0.936 0.006 170.489 0.000 0.938 

Organizational 

performance 

Customer perspective 0.883 0.028 28.358 0.000 0.644 

Internal process 0.856 0.028 29.888 0.000 0.685 

Learning and Growth 0.931 0.011 87.082 0.000 0.860 

Financial perspective 0.924 0.019 45.144 0.000 0.732 

Note: Correlation significant at p < 0.01 level  

Similarly, the two first-order constructs “Information and analysis”, and “Process 

Management” are explained well by the Core QMPs construct. This is exemplified by 

their R2 value of 0.928, and 0.938, respectively.  

Lastly, the Organizational Performance construct was explained through four 

perspective: Customer perspective, Internal Process, Learning and Growth, and 

Financial perspective. The R2 of those perspectives are shown clearly in Table 5.16. 

This values were 0.644, 0.685, 0.860, and 0.732, respectively. Thus, Organizational 

performance was explained well by those constructs. 

 5.10 Hypotheses Testing 

The final step test is to test the hypothesized relationships. PLS-SEM testing was done 

by running algorithm and bootstrapping algorithm. Although path coefficients are very 

important in PLS analysis, Hair et al. (2014) confirmed that significant paths showing 

the hypothesized direction can empirically support the proposed causal relationship. On 

the other hand, when paths are non-significant or when they reveal signs that are against 

the hypothesized direction, the prior hypotheses should be rejected.  
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As stated in the research framework chapter, there are three direct hypotheses in this 

study. Statistical T-values are substantially different from zero. In other words, it 

depends largely on the degree of freedom, confidence interval and directionality of the 

hypothesis. Therefore, the p-value is used to determine if the paths are significant (Hair 

et al., 2014). In order to obtain the statistical T-values and the standard error, PLS 

bootstrapping was run. The bootstrapping process used 500 bootstrap samples. This is 

bigger than the actual sample size of this study, thus meeting the condition suggested 

by Hair et al. (2013). The bootstrapping sample is considered adequate (Vinzi, Chin, et 

al., 2010). Figure 5.9 shows the generated T-values. 

The purpose of running the model with all the variables is to achieve the results 

expected from the direct relationships (independent and dependent variable 

relationship) that were generated from the research objectives of this study. 
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Figure 5.9 

Path Model Significance Results (t-values): Direct Hypotheses 

 

The final results of the structural model (inner model) are shown in Table 5.17. As 

mentioned in hypothesis H1, a significant positive relationship between core quality 

management practices and organizational performance was hypothesized, and this is 

supported at 0.05 level of significance (β=0.208, t=2.057, p<0.05). Moreover, the 

results also showed support for the second hypothesis H2. The results indicated a 
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significant positive relationship between infrastructure quality management practices 

and organizational performance at level 0.01 (β=0.483, t=5.485, p<0.01). Furthermore, 

hypotheses H3 was found to be accepted. In the other words, organizational learning 

and organizational performance were found to have a positive relationship at level 0.01 

(β=0.217, t=2.712, p<0.01). 

Table 5.17  

The Results of the Inner Structural Model 

Hypothesis Hypothesize

d Effect 

Path 

Coefficient 

Std. Error T Value P 

Value 

Decision 

H1 Core-QMPs 

→ Org-Perf. 

0.207727 0.100996 2.057* 0.020 Supported 

H2 Infra-QMPs 

→ Org-Perf. 

0.483286 0.088117 5.485** 0.000 Supported 

H3 OL → Org-

Perf. 

0.216988 0.080007 2.712** 0.004 Supported 

**p<0.01, *p<0.05 

5.11 Moderation Effect Analysis 

Baron and Kenny (1986), explained what takes place when the influence of an 

exogenous variable on an endogenous variable is contingent upon the values of another 

variable. First, a moderating variable is an interacting term which is said to emerge 

when the relationship between independent and dependent variables is surprisingly 

weak or inconsistent, or when there is no relationship at all. Thus, the moderating 

variable is something that is introduced to reduce or strengthen the relationship. 

Similarly, according to Vinzi, Chin, et al. (2010, p. 713), “moderating effects are 

evoked by variables whose variation influences the strength or the direction of a 

relationship between an exogenous and an endogenous variable”. In this study, H4 

hypothesized that Organizational culture can moderate the relationship between Core 

quality management practices and Organizational performance, it shown in Figure 5.10. 

At the same time, H5 hypothesis the moderating effect of Organizational culture on the 
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relationship between Infrastructure quality management practices and Organizational 

performance. H6 is concerned with testing the moderating effect of Organizational 

culture on Organizational learning and Organizational performance. 

  

Figure 5.10 

Path Model Results (T-values): with Moderator  
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Table 5.18 shows that the H4 hypothesis was supported (β= -0.885, T= 2.600, P= 

0.005). In the other words, it shows that organizational culture can moderate the core 

quality management practices and organizational performance relationship, as 

hypothesized in this study.  

Furthermore, organizational culture as a moderator does not pose any significant in the 

relationship between infrastructure quality management practices and organizational 

performance as stated under hypothesis H5 (β= 0.474, T= 0.127, P= 0.450). Thereafter, 

the relationship between organizational learning and organizational performance was 

found to be significantly moderator by organizational culture (β= -1.003, T= 3.555, P= 

0.000). 

Table 5.18  

Results of Moderating Variable 

Hypothesis Hypothesized 

Effect 

Path 

Coefficient 

Std. 

Error 

T Value P 

Value 

Decision 

H4 Core-QMPs * OC 

→ Org-Perf. 
0.885 0.340 2.600** 0.005 Supported 

H5 Infra-QMPs*OC 

→ Org-Perf. 
0.474 0.187 0.127 0.450 Not 

Supported 

H6 OL * OC → Org-

Perf. 
-1.003 0.282 3.555** 0.000 Supported 

**p<0.01, *p<0.05 

According to Baron and Kenny (1986, p. 1174). a moderator is a “variable that affects 

the direction and/or strength of the relation between an independent or predictor 

variable and a dependent or criterion variable; in other words, it is a third variable that 

affects the zero-order correlation between two other variables”. Threrfore, Hayes 

(2013), recommended the use of any available graphic program. An example of such a 

program is the template by Lowry and Gaskin (2014) for visualizing the moderation 

effect. This program was then adapted for this purpose. The moderator test is defined 

statistically in order to determine if the interaction between the independent variable 
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and moderator is significant (Dawson, 2014). Therefore, graphical illustrations of the 

two significant moderating paths were plotted shown in Figures 5.11, and 5.13. 

Meanwhile, the visual presentation of moderating effect 2 that is depicted in Figure 

5.12 shows the low effect of organizational culture on the relationship between 

Infrastructure quality management practices and organizational performance. 

 

Figure 5.11 

Visual Presentation of Moderating Effect 1 

The bootstrapping results show significant value for T test (β=0.885, t=2.600, p<0.005), 

this result supported fourth hypothesis that state organizational culture moderates the 

relationship between core quality management practices and organizational 

performance. However, figure 5.11 show a significant relationship between core QMPs 

and organizational performance. Those with the high focus on organizational culture 

better than those with less focus on organizational culture. The best organizational 
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performance is attained when the level of core QMPs is high while giving high focus 

on organizational culture attributes. 

 

Figure 5.12 

Visual Presentation of Moderating Effect 2 

Note: Organizational culture has low interaction (not significant) with infrastructure 

quality management practices and organizational performance. 

In hypothesis 5, it was stated that organizational culture moderates the relationship 

between infrastructure QMPs and organizational performance. The bootstrapping 

results revealed that not moderate role to organizational culture in the relationship 

between infrastructure QMPs and organizational performance. (β=0.474, T=0.127, 

p<0.450) were T test value is not significant. Therefore, this hypothesis not supported. 

That means, figure 5.12 shows the interaction between infrastructure QMPs and 

organizational culture was not significant, in short, there is no effect of organizational 

culture as moderator variable). 
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Figure 5.13 

Visual Presentation of Moderating Effect 3 

Note: Organizational culture strengthens the significant relationship between 

organizational learning and organizational performance. 

The results of bootstrapping (β=-1.003, t=3.555, p<0.000) show significant value for T 

test, this result supported the sixth hypothesis that state organizational culture 

moderates the relationship between organizational learning and organizational 

performance. However, figure 5.13 shows a significant relationship between 

organizational learning and organizational performance. The interaction between 

organizational learning and organizational culture was significant, in short, there is an 

effect of organizational culture as moderator variable). 

 

 

1

1.5

2

2.5

3

3.5

4

4.5

5

Low Org. Learning High Org. Learning

O
rg

. 
P

er
fo

rm
an

ce

Moderator

Low Org. Culture

High Org. Culture



 

 

156 

 

5.12 Summary 

This chapter reports the findings of this study using the Smart-PLS 2.0. The analyze 

starts by presenting the findings of the response rate and data preparation and screening 

(Testing for normality, Testing of multicollinearity, Testing of linearity, and Test of 

non-response bias). Testing the demographic distribution of the participants revealed 

the distribution of the respondents within the six universities. More importantly, the 

main data analysis in this chapter presents the results of the Partial Least Squares 

Structural Equation Modelling (PLS-SEM) analysis. This results were obtained by 

evaluating the measurement model (Construct Validity, Convergent validity of 

measurement, Discriminant validity of measures, and Reliability analysis). 

Furthermore, Goodness of fit measurement (GoF) indicates that it is a large 

measurement model. 

Additionally, this chapter tested the structural model to assess the inner model’s 

predictive abilities and the relationships between the constructs.  

Table 5.19  

Summary of the findings 

Hypothesis Hypothesis path Decision 

H1 The relationship between Core QMPs and 

Organizational performance. 
Supported 

H2 The relationship between Infrastructure QMPs and 

Organizational performance. 
Supported 

H3 Relationship between Organizational learning and 

Organizational performance. 
Supported 

H4 Moderating effect of Organizational culture between 

Core-QMPs and Organizational performance. 
Supported 

H5 Moderating effect of organizational culture between 

Infrastructure QMPs and organizational performance. 
Not 

Supported 
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Table 5.19 (continued) 

H6 Moderating effect of organizational culture between 

organizational learning and organizational 

performance. 

Supported 

H7 Moderating effect of organizational culture among 

QMPs, organizational learning and organizational 

performance. 

Supported 

 

Lastly, the results of hypotheses testing are shown in Table 5.19. As indicated in the 

various analyses above, six of seven key hypotheses are accepted as being significant 

(supported). One hypothesis was rejected because of insignificant findings (not 

supported).  
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                                     CHAPTER SIX DISCUSSIONS AND CONCLUSION 

DISCUSSION AND CONCLUSION 

6.1 Introduction 

This chapter present a comprehensive summary of results based on the research 

objectives. It begins with recapitulation of the study. It is then followed by a discussion 

of findings. This section highlighted the key findings from the direct hypotheses testing 

and the moderating. These results provide the answer to the research objectives. The 

next section describes the theoretical implications using methodological implications 

and practical implications. Finally, the last three sections present the limitations of 

study, directions for further research, and the conclusion. 

6.2 Recapitulation of Study 

The main objective of this study is to investigate the effect of organizational culture as 

a moderator on the relationship among Infrastructure QMPs, Core QMPs, 

Organizational learning, and organizational performance in Iraqi higher education 

institutes. Basically, the motivation of this study was the lake of decisive findings in 

the recent literature. The relevant literature about the relationship between 

Infrastructure QMPs and organizational performance is inconclusive. In other words, 

some of the studies confirm that there is a direct relationship with organizational 

performance (Abdullah & Tarí, 2012; Naor et al., 2008), while other studies show an 

indirect relationship (Calvo-Mora et al., 2013; Lakhal et al., 2006; Zu, 2009). 

Similarly, the other variables (Core QMPs, Organizational learning) have the same 

unconvincing conclusions with organizational performance (Mohammed, Taib, & 

Nadarajan, 2016). However, the dissimilarity of the results for these relationships needs 

further examination. 
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The purpose of this study is to achieve seven major objectives. The first of the 

objectives is to examine the effect of core quality management practices on 

organizational performance in Iraqi higher education institutes. The second objective is 

to examine the effect of infrastructure quality management practices on organizational 

performance. The third objective is to examine the effect of organizational learning on 

organizational performance. The fourth objective is to study the moderating effect of 

organizational culture on the relationship between core quality management practices 

and organizational performance. The fifth objective is to study the moderating effect of 

organizational culture on the relationship between infrastructure quality management 

practices and organizational performance. The sixth objective is to study the 

moderating effect of organizational culture on the relationship between organizational 

learning and organizational performance. The last objective is to test model fit and 

propose a model that can explain the relationships among core quality management 

practices, infrastructure quality management practices, organizational learning, and 

organizational culture with organizational performance. To achieve these objectives, a 

quantitative approach was utilized. 

In this study, research questions were presented to answer to research objectives. There 

are seven questions that correspond to the seven objectives. (a) What is the effect of 

core quality management practice on organizational performance in Iraqi higher 

education institutes? (b) What is the effect of infrastructure quality management 

practice on organizational performance in Iraqi higher education institutes? (c) What is 

the effect of organizational learning on organizational performance in Iraqi higher 

education institutes? (d) Does organizational culture moderate the relationship between 

core quality management practices and organizational performance in Iraqi higher 

education institutes? (e) Does organizational culture moderate the relationship between 
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infrastructure quality management practices and organizational performance in Iraqi 

higher education institutes? (f) Does organizational culture moderate the relationship 

between organizational learning and organizational performance in Iraqi higher 

education institutes? (g) Does the model fit within the relationships among core quality 

management practices, infrastructure quality management practices, organizational 

learning, and organizational culture with organizational performance in higher 

education institute? 

As indicated in chapter 4, the data applied for this study was obtained by assigning 468 

questionnaires to the head of departments in six universities throughout Iraq. A total 

203 of these were usable for the analysis, representing 43% of the population (600 head 

of department). 

To examine the research questions, this study applied the PLS-SEM approach. The 

significant path relationships between the variables associated with identifying the 

organizational performance in Iraqi HEIs were distinguished using the support of the 

structural model. For decision making related to the hypotheses, the significance was 

applied using a one-tailed method at 0.01, and 0.05 level. 

After the collection of the data, partial least squares (PLS) were used to analyze the 

collected data. This analysis was done to examine the relationship between the variables 

and the moderator effects of organizational performance. The results have shown that 

six hypotheses were supported, and one was not supported. 

This chapter focus on the results’ implications on organizational performance. This 

chapter also provide recommendations for Iraqi HEIs, and future research. 
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6.3 Discussion of Findings  

Based on the research objectives, the sub-sections of the discussion can be organized 

into seven main research questions and their respective answers. 

6.3.1 The Relationship between Core Quality Management Practices and 

Organizational Performance 

In order to achieve the first objective and answer the first question of the study, the 

relationship between Core QMPs and Organizational performance among the head of 

departments in Iraqi HEIs need to be determined. H1 hypothesized that Core QMPs are 

positively related to organizational performance in Iraqi HEIs. Moreover, it is 

postulated that the relationship is positively significant. In this study, the result of the 

first hypothesis (H1) (Path Coefficient =0.207, T-value=2.057, P=0.020) was supported 

at 0.05 level. 

This empirical result corresponds with the previous researchers’ findings. These 

findings state that Core QMPs positively influence organizational performance such as 

(Abdullah & Tarí, 2012; Lakhal et al., 2006; Rahman & Bullock, 2005; Wu, 2015; Zu, 

2009). Core QMPs are regarded as an effective means by which organizations can 

increase their performance. Furthermore, Core QMPs are considered a partial 

philosophy of organizational change management theory (Almaraz, 1994). They strive 

to improve the organizational performance through the continuous improvement of 

Process management, and Information and analysis. 

The R-square value 0.208 means that 20.8% of the variance in organizational 

performance can be significantly explained by the model with Core QMPs. This is a 

logical conclusion since Core QMPs cannot achieve the best performance on their own 

(Fotopoulos & Psomas, 2009). This result supports the first hypothesis. The conformity 
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between the results of the current study and the results from the previous studies have 

proven that Core QMPs are a powerful instrument for improving organizational 

performance in Iraqi HEIs. 

Nonetheless, the achievement of goals in HEIs also depends on several indicators (such 

as quality). However, quality management remains a critical factor in achieving the 

goals and improving organizational performance (Tarí & Dick, 2016). The Core QMPs 

are still considered direct factors that affect the organizational performance (Abdullah 

& Tarí, 2012; Fotopoulos & Psomas, 2009). 

It seems clear from the results of the study that there are a series of items that have a 

key role in the construction of Core QMPs. These items contribute to the positive 

impact on Organizational performance. The first dimension is “Process management” 

(path coefficient = 0.968) may be due to the fact that the top management carefully 

considered factors such as quality, productivity, cost, and new technology during design 

process. Another reason is probably due to the fact that the process of the university has 

continuously improved and that they evaluate services on the basis of efficiency. They 

did so without reducing the importance of other factors such as conducts comprehensive 

to test quality. Furthermore, they explained work procedures. 

On the other hand, the most plausible reason for the high path coefficient with 

"Information and Analysis" (path coefficient = 0.954) and it contains several items that 

helped built this construct. The most plausible reason for obtaining positive result is 

that a senior management in Iraqi universities conducted meetings in a regularly 

interval to monitor the efficacy of the quality improvement programs. Moreover, the 

management depended on quality information system and statistical tools (i.e. charts 
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and graphs) when make decisions, monitoring quality, and measure quality 

management. 

6.3.2 The Relationship between Infrastructure Quality Management Practices and 

Organizational Performance 

This study was designed to determine the relationship between Infrastructure QMPs and 

Organizational performance in Iraqi HEIs. The second hypothesis is designed to 

determine the type and direction of the relationship between Infrastructure QMPs and 

Organizational performance. However, H2 hypothesized that Infrastructure QMPs are 

positively related to organizational performance in Iraqi HEIs. It also postulated that 

the relationship is positively significant. In this study, the result of the second 

hypothesis (H2) was supported at the 0.01 level (Path Coefficient =0.483, T-

value=5.485, P=0.000). 

There are studies that support the direct relationship between Infrastructure QMPs and 

organizational performance (Abdullah & Tarí, 2012; Lakhal et al., 2006; Naor et al., 

2008; Rahman & Bullock, 2005). These studies have the distinction of being able to 

measure the results of the direct relationship between the infrastructure QMPs and 

Organizational performance. They are not like other studies that explain the type of 

relationship between the infrastructure QMPs and Organizational performance as an 

indirect relationship. 

In this study, the Infrastructure QMPs account for 48.3% of the total effects of 

organizational performance, where the value of R-square was 0.483. This result 

supports the second hypothesis. The conformity between the results of the current study 

and previous studies has proved that Infrastructure QMPs are a powerful instrument for 

improving organizational performance in Iraqi HEIs.  
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Consequently, others studies have indicated the direction of the relationship between 

the infrastructure QMPs and Organizational performance. Specifically, the studies of 

Laohavichien et al. (2011),  Wu (2015), and Zu (2009) indicate that infrastructure 

QMPs have an indirect effect on performance. All these studies focused on proving the 

effect of Infrastructure QMPs to Performance by using Core QMPs as a mediator. They 

did not measure the direct effect between Infrastructure QMPs, and Performance. 

However, according to organizational change management theory, Infrastructure QMPs 

are a part of this philosophy (Almaraz, 1994). The empirical result from the 

Infrastructure QMPs contribute to this theory through the continuous improvement of 

four dimensions under Infrastructure QMPs, Leadership, Workforce, Customer focus, 

and Strategic planning. 

In the Infrastructure QMPs construct, Strategic planning had the highest path 

coefficients (path coefficient = 0.937). Thus, this study revealed that Strategic planning 

was converted into real actions, and that resource allocation depended on the strategic 

objectives that support quality improvement in the long term. Second, the next highest 

path coefficients was Leadership (path coefficient = 0.912). This dimension contained 

several items that built this construct. The most plausible reason for getting a high 

loading can be attributed to the fact that the vision of the top management was focused 

on quality improvement. Consequently, top management provides personal leadership 

for quality improvement. It achieves this by pursuing its quality objective in the long 

term. 

Third, Workforce (path coefficient = 0.907) revealed that the highest performing staff 

can be involved in the process of quality improvement. Their performance is providing 

courses that contribute to the development of the capacities of the lecturers and 
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administrative staff in the field of quality management. In addition to rewarding 

employees for their efforts in the field of quality, teams were also established with the 

aim solving problems. Lastly, Customer focus (path coefficient = 0.878) revealed that 

the students can be a good source of information. The information they provide can be 

used to meet student needs and improve management quality, especially when they are 

close to top management. 

6.3.3 The Relationship between Organizational Learning and Organizational 

Performance 

In order to achieve the third objective, “to examine the effect of organizational learning 

on organizational performance in Iraqi HEIs”, and to answer the third question of the 

study that was postulated in chapter one, the relationship between organizational 

learning and Organizational performance among the head of departments in Iraqi HEIs 

was investigated. 

A positive coefficient that was significantly different from zero at the 99% level (Path 

Coefficient= 0.217, T-value = 2.712, P = 0.004) was obtained for the relationship 

between organizational learning and organizational performance. This result showed 

that organizational learning had a significant relationship with organizational 

performance. Based on the indicators for organizational learning, the implication of this 

result is that a consolidated and resourceful research and development policy help 

create new ideas. Furthermore, approaches on work performance are continuously 

being experimented on. Organizational systems and procedures also support 

innovation; top management has formal mechanisms to guarantee the sharing of best 

practices among the different fields of activity; there are individuals responsible for 

collecting, assembling and distributing employees’ suggestions internally; internal 

rotation programs are developed to facilitate the shift of the employees from one 
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department or function to another; top management offers other opportunities to learn 

(visits to other parts of the college, internal training programs, etc.) so as to make 

individuals aware of other people’s or management’ duties; there is continuous review 

to  keep the databases up-to-date; and all the employees in the college can access these 

databases. 

The findings of this study provide more evidence to significantly support the effect of 

organizational learning to organizational performance in Iraqi HEIs. This result is in 

agreement with previous studies (Hooi & Ngui, 2014; Jain & Moreno, 2015; Lin, 2011; 

Ni, 2006; Pokharel et al., 2015; Wu et al., 2007; Yanfei & Yu, 2009; Zhang, 2008).  

It should be noted that organizational learning accounts for 21.7% of the total effects 

of organizational performance, where the value of R-square was 0.217. The conformity 

between the results of the current study and previous studies has proved that 

organizational learning can be a powerful instrument for improving organizational 

performance in Iraqi HEIs. 

On the other hand, this study revealed a different result from those of Battor and Battour 

(2013), Jun-ying (2010), and Chen  et al. (2009). These previous studies claimed that 

the relationship between organizational learning and organizational performance was 

not significant. Thus, the positive influence of organizational learning led to better 

performance (Ho et al., 2013). 

The results of the study provided that there is a series of items that have an active role 

in the construction of Organizational learning. These items contribute to the positive 

impact on Organizational performance. Perhaps the most prominent items that have had 

a high path coefficients is the adoption of formal mechanisms by the senior 

management in Iraqi universities to ensure the best sharing of practices among the 
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various educational activities. In addition to the suggestions of institution staff in higher 

education, information is collected and distributed by members who have been 

previously identified by management. This is all done without reducing the importance 

of other factors such as the unification of research policy, development and adoption of 

new styles, and updating and continuously supporting innovation. 

6.3.4 Effect of Organizational Culture as a Moderator to Relationship between 

Core Quality Management Practices and Organizational Performance 

In order to bridge the gap that exists in the literature, and achieve the fourth objective 

“to study the moderating effect of organizational culture on the relationship between 

Core QMPs and organizational performance”, and to answer the fourth question of the 

study that was postulated in chapter one, the organizational culture was investigated as 

a moderate variable to the relationship between Core QMPs and organizational 

performance among the head of departments in Iraqi HEIs. This Depends on the fourth 

hypothesis H4 which involves studying the “moderating effect of organizational culture 

between Core QMPs and organizational performance”. 

A positive coefficient that was significantly different from zero at the 99% level (Path 

Coefficient = 0.889, T-value = 2.600, P = 0.005) for the moderator effect of 

organizational culture on the relationship between Core QMPs and organizational 

performance supports this hypothesis. In other words, these findings have filled the gap 

in the literature relation to research on the role of organizational culture as a moderator 

in the relationship between the Core QMPs and organizational performance. 

The previous studies focused on the contribution of the organizational culture and how 

it improves the relationship between the independent variable and the dependent 

variable, during its role as a moderating variable (Chuttipattana & Shamsudin, 2011; 
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Danish, Munir, & Butt, 2012; Erkutlu, 2011). Since organizational culture plays a vital 

role in the overall performance of organizations (Ojo, 2009), in order to shed light on 

the role of organizational culture in organizational performance, the previous studies 

have indicated that there is significant effect in the relationship between organizational 

culture and organizational performance (Efanga & Ifejiagwa, 2014; Pao-Cheng & Lin, 

2013; Xiao-yan, 2006). In contrast, other studies showed that there is no significant 

relationship between organizational culture and organizational performance (Hilman & 

Siam, 2014; Syauta, 2012; Yu & Yanfei, 2008). 

In terms of the moderating role of organizational culture on performance, one can refer 

to the study of Hamzah, Othman, Hashim, Rashid, and Besir (2013), where it was 

shown that organizational culture has a significant role as a moderating variable  

between leadership competencies and employee' job performance. A study by Wowor 

and Psi (2014) also showed the same result in term of the relationship between servant 

leader and Community policing performance. Lastly, the organizational culture in the 

Iraqi industrial organizations have a clear role as a moderating variable, where the 

results of a study by Mushref (2014) show the significant role of organizational culture 

as a moderating variable in the relationship between Intellectual capital and Business 

performance. Thus, the strong culture leads to high performance (Efanga & Ifejiagwa, 

2014). 

The international trend assumes that quality management practices can be carried out 

anywhere without difficulty (Zhang & Wu, 2014). While, other studies have discussed 

and explained the presence obstacles in the application of quality management 

practices, these studies pointed to culture as an important factor causing these 

differences. It concluded that the difference in culture could set obstacles in front of the 

application of quality management practices (Noronha, 2002; Rungtusanatham, Forza, 
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Koka, Salvador, & Nie, 2005). Previous research looked into organizational cultural 

dimensions and their impact on organizational phenomena such as Core QMPs. Based 

on the results of this study, it was concluded that the organizational culture had a clear 

role in moderating the relationship between Core QMPs and organizational 

performance. 

6.3.5 Effect of Organizational Culture as a Moderator to the Relationship between 

Infrastructure Quality Management Practices and Organizational 

Performance 

In order to bridge the gap that exists in the literature, and to answer the fifth question 

"Does organizational culture moderate the relationship between Infrastructure QMPs 

and organizational performance?" and achieve the fifth objective of the study that was 

postulated in chapter one, the study investigated the role of organizational culture as a 

moderate variable in the relationship between Infrastructure QMPs and organizational 

performance among the head of departments in Iraqi HEIs. It depends on the fifth 

hypothesis H5 that something to do with the “moderating effect of organizational 

culture between Infrastructure QMPs and organizational performance”. 

A positive coefficient that was not significant at the 99% level (Path coefficient = 

0.473514, T-value = 0.127, P = 0.450) for the moderator effect of organizational culture 

on the relationship between Infrastructure QMPs and organizational performance was 

observed. Therefore, this fifth hypothesis was not supported. In other words, this 

finding signify a negative result for the role of organizational culture as a moderator 

variable on the relationship between the Infrastructure QMPs and organizational 

performance. 
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A surprising and interesting finding is that organizational culture does not interact with 

Infrastructure QMPs to influence Organizational performance. In other words, the 

power value (strong or weak) of organizational culture did not matter. Since the direct 

relationship between Infrastructure QMPs and organizational performance was 

significant (T-value = 2.53), and when tested with the same moderator, the test value 

was not significant, it signifies that no matter how much the organizational culture 

encourages Infrastructure-QMPs, existing Infrastructure QMPs will be sufficient to 

support higher performance in the Iraqi HEIs. 

Previous studies have tested the positive role of the organizational culture as a 

moderating variable. This will be discussed in the preceding paragraph. Studies have 

proven the effective contribution of organizational culture in moderating the 

relationship between the independent variable and Organizational performance as 

dependent variable (Al-Tit, 2016; Mansur, Ahmed, Ishaq, Ahmad, & Ali, 2011; 

Nuansate & Mokhtar, 2013). 

On the other hand, some studies have stated that it is not necessary that there be a 

significant effect of organizational culture as a moderating variable. In other words, 

there was no generalization in the literature on the positive impact. A study by Yiing 

and Ahmad (2009) tested the role of organizational culture on the relationship between 

organizational commitment as an independent variable and job performance as a 

dependent variable. Their findings showed that there was no moderating role, which in 

turn means that the relationship is not significant. In the same context, a study by 

Durmusoglu, Jacobs, Nayir, Khilji, and Wang (2014) showed the same result, they 

found out that there was no significant effect of moderation between organizational 

rewards and knowledge sharing. 
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The researchers’ argument on the effect of moderating on the relationship between the 

independent variable and the dependent variable was reviewed. The results of the 

current study, also rejected the fifth hypothesis, and revealed that the moderating 

variable (organizational culture) had no significant effect on the relationship between 

Infrastructure QMPs and Organizational performance. 

6.3.6 Effect of Organizational Culture as a Moderator in the Relationship between 

Organizational Learning and Organizational Performance 

In order to bridge the gap that exists in the literature and achieve the sixth objective, 

“to study the moderating effect of organizational culture on relationship between 

Organizational learning and organizational performance”, and to answer the sixth 

question of the study that was postulated in chapter one, the organizational culture was 

investigated as a moderate variable in the relationship between Organizational learning 

and organizational performance among the head of departments in Iraqi HEIs. In 

depends on the sixth hypothesis H6, “Moderating effect of organizational culture 

between Organizational learning and organizational performance”. 

The path coefficient was significantly different from zero at the 99% level (Path 

coefficient = -1.003150, T-value = 3.555, P = 0.000) for the moderator effect of 

organizational culture on the relationship between organizational learning and 

organizational performance, this finding supports the sixth hypothesis. In other words, 

these findings have filled the gap in the literature in term of the research on the role of 

organizational culture as moderator variable. 

In complements the moderating role of organizational culture on the independent 

variables and organizational performance as dependent variable. The results of the 

previous studies showed (as mentioned above) that there are significant differences 
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between the three variables organizational learning, organizational culture, and 

organizational performance. In the current study, the result was enhanced to some 

extent compared to the previous literature. 

The literature indicated that there was a significant relationship between organizational 

learning and organizational culture on one hand, and organizational culture and 

organizational performance on the other hand. This is in addition to the direct 

relationship between organizational learning and organizational performance (which 

was previously referenced in section 6.3.3). According to studies by Song-zheng and 

Xiao-di (2008), and Zhang et al. (2013) organizational culture has a significant effect 

on organizational learning. Their studies are in agreement with the study by Lam , Poon, 

and Chin (2008). His study examined the relationship between TQM culture and 

organizational learning. Organizational learning is explained through the dimensions of 

culture (Graham & Nafukho, 2007a). In short, organizational culture is one of the 

factors that support organizational learning which is accredited under international 

conventions (Rodríguez, Pérez, & del Val, 2003). 

A series of approach studies tested the relationship among the three variables: 

organizational learning organizational, organizational culture, and organizational 

performance. A study by Dong-qin et al. (2006) studied organizations that focused on 

learning by utilizing organizational learning ability, paying attention to building 

organizational culture, and producing a positive success and raising the organizational 

Performance. This result concurred with the López et al. (2004) study. Moreover, the 

experienced staff have a greater familiarity with the organizational culture, which has 

an active role in overcoming obstacles to increase organizational learning. Hence, 

constraints to improvement of organizational performance are removed (Graham & 

Nafukho, 2007a). 
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After reviewing the argument from literature on the effect of moderation on the 

relationship between the organizational learning (independent variable) and the 

organizational performance (dependent variable), and based on the results of the current 

study, the sixth hypothesis can be accepted. Results also revealed that Organizational 

culture (moderating variable) had a significant effect on the relationship between 

organizational learning and organizational performance. 

6.3.7 Effect of Organizational Culture as a moderator in the Relationship between 

Infrastructure QMPs, Core QMPs, and Organizational Learning and 

Organizational Performance 

In order to bridge the gap that exists in the literature and achieve the seventh objective, 

“to test model fit and propose a model that explains the relationship between 

Infrastructure QMPs, Core QMPs, organizational learning, organizational culture and 

organizational performance”, and to answer the seventh question of the study that was 

postulated in chapter one, the organizational culture was investigated as a moderate 

variable to the relationship among Infrastructure QMPs, Core QMPs, Organizational 

learning, and Organizational performance among the head of departments in Iraqi HEIs. 

It depends on the above seventh hypothesis H7 which has something to do with the 

“moderating effect of organizational culture on relations among Infrastructure QMPs, 

Core QMPs, organizational learning, and organizational performance”. 

The relationships between variables were discussed as either directly between the 

independent variables and the dependent variable. Its moderating role among its 

relations has been tested through the results of the hypotheses H1 to H6. This section 

discusses the last hypothesis H7, where the goodness of fit test is used support the 

hypothesis. 
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6.4 Implications of Study 

Organizations that need continual development have urged researchers in the area of 

quality management practices, Organizational learning and organizational culture to 

focus more on organizational performance of HEIs and how they influence their overall 

performance.  

The findings of this study, have led to a few important implications, specifically in 

terms of the organizational performance of higher education in the context of Iraq. The 

results provide theoretical, practical, and methodological implications that will be 

discussed in the following sections. 

6.4.1 Theoretical Implications 

This study provides empirical evidence for the theoretical relationships that were 

hypothesized in the research framework. Specifically, it highlights the moderating role 

of organizational culture on the relationship between Infrastructure QMPs, Core QMPs, 

organizational learning and organizational performance of HEIs in Iraq. This study has 

seven hypotheses, where, six hypotheses were supported, while one is not. 

However, the combination of core QMPs, infrastructure QMPs, organizational 

learning, and organizational culture in a single model influencing organizational 

performance in HEIs has received little attention. Based on this, the structural 

relationships among core QMPs, infrastructure QMPs, organizational learning, and 

organizational culture as relevant variables that positively affect performance is 

examined in a single model. 

The results show that core QMPs, infrastructure QMPs, and organizational learning 

have a positive impact on HEIs performance. The study adds further knowledge on the 

importance of quality and learning in improving HEIs performance. Thus, this study 
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contributes to the RBV by providing empirical evidence to support the emphasis on the 

theory. The RBV postulates that performance of the HEIs is influenced by the 

universities’ bundle of intangible and tangible resources. In the context of this study, 

core QMPs, infrastructure QMPs, organizational learning, and organizational culture 

are regarded as an organization’s resources. 

The results of this study support this theory since it has shown that the various core 

QMPs (Information and analysis, and Process management), and infrastructure QMPs 

(Leadership, Workforce, Customer focus, Strategic planning) are crucial factors that 

could be engaged by HEIs in Iraq, in order to enhance their organizational performance. 

Another leading implication of this study that relevant to the Iraqi HEIs is that it was 

able to establish a theoretically based model which incorporates the components of core 

QMPs, infrastructure QMPs, organizational learning, and organizational performance. 

Specifically, this study affirms the formation of empirical relationships between the 

research variables proposed in the structural model.  

The findings of the study also support the concept that a specific combination of quality 

management practices will improve organizational performance. Most studies agreed 

that quality practices improve, at an organizational level (Fening et al., 2008; Han et 

al., 2007; Kim-Soon & Jantan, 2010; Lin  et al., 2004; Singh et al., 2006), Core QMPs 

(Abdullah & Tarí, 2012; Lakhal et al., 2006; Rahman & Bullock, 2005; Wu, 2015; Zu, 

2009), Infrastructure QMPs (Abdullah & Tarí, 2012; Lakhal et al., 2006; Naor et al., 

2008; Rahman & Bullock, 2005), and organizational learning (Hooi & Ngui, 2014; Jain 

& Moreno, 2015; Lin, 2011; Ni, 2006; Pokharel et al., 2015; Wu et al., 2007; Yanfei & 

Yu, 2009; Zhang, 2008). Furthermore, these findings suggest that the RBV can be used 

in explaining the relationship among core QMPs, infrastructure QMPs, organizational 

learning, and organizational performance. 
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Based on the contingency theory which suggests that the relationship between the two 

variables rely on a third variable (Jaccard, 2001), it has been adopted that the 

organizational culture serve as a moderator variable between independent variables and 

dependent variable. The results of this study proved that the organizational culture has 

a moderating role between core QMPs and organizational performance. Likewise, 

organizational culture had a significant effect as moderator between organizational 

learning and organizational performance. However, it did not indicate that there was a 

significant effect between infrastructure QMPs and organizational performance. 

Lastly, the organizations focused on the organization's resources as mentioned by the 

RBV theory. However, reliance on this theory is inadequate. There was a need to still 

hold some of the challenges. At the same time, the organization change theory aims to 

improve the organization resource management depending on the quality management 

to increase current and future performance (Almaraz, 1994; Jones, 2004). Furthermore, 

the process of change according to this theory starts from the bottom to up (Burnes, 

1996). 

In conclusion, it has relied on previous theories to build a model intended to fill the 

theoretical gaps among core QMPs, infrastructure QMPs, organizational learning, 

organizational culture, and organizational performance. 

6.4.2 Methodological Implications 

Besides its theoretical contributions, this study seeks to provide methodological 

contributions as well. The design of this study varies from others, since it empirically 

examines quality management practices spreading it to core QMPs (Information and 

analysis, and Process management) and infrastructure QMPs (Leadership, Workforce, 

Customer focus, and Strategic planning) as independent variables. This contribution is 
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important in that this study constitutes a fundamental shift in study design of the 

independent variables. That is helpful in the context of organization management, and 

operations management research. 

Moreover, to date, little is known about the studies in the area of QMPs, organizational 

learning, and organizational performance that have examined both direct and indirect 

links of core QMPs, infrastructure QMPs, organizational learning, and organizational 

culture, and how they are related to organizational performance. The examination and 

establishment of the nature of core QMPs, infrastructure QMPs, organizational learning 

and the moderating role of organizational culture between core QMPs, infrastructure 

QMPs, organizational learning, and organizational performance were examined jointly 

in this study. Furthermore, the moderator analysis emphasizes that organizational 

culture is the moderator of the relationship between core QMPs, and organizational 

learning with organizational performance. However, it does not moderate the 

relationships between infrastructure QMPs and organizational performance. 

Moreover, one more methodological contribution of this study is the use of the 

questionnaire method by distributing them by e-mail. The design of the questionnaire 

was done through Google drive before being randomly distributed to the heads of 

departments in Iraqi HEIs (details in chapter four). This method is an effective 

contribution to the distribution of the questionnaire, especially with the situation in Iraq 

where accessing the responder might be difficult. This method will encourage 

researchers in the future gather achieving data with enhanced quality of surveys in 

HEIs. 
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6.4.3 Practical Implications 

In addition to the theoretical and methodological contributions of this study, practical 

measure can be derived from the findings of this study. The findings hold several 

beneficial implications for decision makers and managers in HEIs who aim to improve 

education services and HEIs’ performance. The HEIs management can use these results 

of research to develop and implement an organizational culture that will help them to 

achieve the institution’s goals. These results have important implications for HEIs 

decision makers, who are seeking to raise educational performance. This study provides 

insights on how core QMPs, infrastructure QMPs, organizational learning, and 

organizational culture can develop and enhance organizational performance in HEIs. 

Several practical contributions are as follows: 

First, the results of the study highlighted the influence of core QMPs on organizational 

performance in Iraqi HEIs. This result is consistent with results of previous research 

(Abdullah & Tarí, 2012; Kim-Soon & Jantan, 2010; Lakhal et al., 2006; Zu, 2009). 

Where Information and Analysis confirmed that the quality cost and the rate of rejection 

or mistakes are important data to monitor quality. When such data is considered during 

regular meetings where top management determines the effectiveness of quality 

improvement programs, the information can assist with decision-making, planning, and 

control. On the other hand, process management is an important factor for core QMPs 

as it facilitates comprehensive testing to ensure the quality of the procedures developed, 

in addition to the continuous improvement of quality processes. It allows for the 

effective evaluation of competence to achieve the goals of the educational institution to 

meet the students’ expectations. 

Second, the study results showed overall that there is a clear role for infrastructure 

QMPs on organizational performance. Previous studies such as Abdullah and Tarí 
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(2012); and Naor et al. (2008), which tested this relationship, provided results that were 

in line with the findings of the current study which confirmed the direct positive 

influence of infrastructure QMPs on organizational performance. The four most 

significant comes factors were Leadership, Workforce, Customer focus, and Strategic 

planning. 

Leadership contributes to improving quality by adopting personal responsibility for 

quality and follow-up in the long term. Either the workforce keen to the formation of a 

team works, the task of these teams are to solve problems and evaluate staff 

performance, this assessment helps determine the staff needs to be trained to quality 

management applications to be ready to participate in the tasks of improving quality. 

As well as, the close contact between students and department to meet their needs, this 

is one of the most prominent elements emphasized by customer focus. Lastly, strategic 

planning should aim to support the process of improving quality in the long term rather 

than offering short term benefits, in addition to identifying the goals of employees 

(Academic staff, and Administrators) in the Iraqi HEIs. 

Third, this study provides evidence that organizational learning is a prerequisite for 

high performance. This means that the heads of departments or decision-makers in 

educational institutions should increase their attention to, and focus on, new ideas and 

working methods and that they should support innovation to ensure better 

organizational performance, as well as, develop techniques for sharing best practices, 

and the collection and sharing of staff suggestions.  

Lastly, attention to organizational culture is not less important than other management 

concepts. Unfortunately, some organizations do not pay enough attention to it. Where 

negligence of the role of organizational culture lead to confusion in the organization, it 
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also leads to lower organizational performance. This study proved that there is an 

important role for organizational culture in Iraqi HEIs, particularly among core QMPs 

and organizational learning with organizational performance, by involving staff in 

decision-making and choosing the best ways to do business. 

On the other hand, the results of the study showed that organizational culture does not 

have significant effect on the relationship between the infrastructure QMPs and 

organizational performance. This non-significant may be due to the lack of clarity of 

the role of culture in Iraqi HEIs. The reason for the lack of clarity may be that the model 

of the organizational infrastructure does not show the role of organizational culture. As 

an example, the leadership role in the public Iraqi educational institutions is governed 

by centralized rules specific regulations and laws govern for managerial roles. 

Similarly, the centralized model gives the impression to the decision-makers that there 

is no room to incorporate the comments and recommendations of students when 

deciding on changes in Iraqi educational institutions, and the lack of clarity of the role 

of cooperation and collaboration across functional roles contributes to this impasse. 

Lastly, consider the importance of strategic planning in Iraqi HEIs and the desire of the 

Iraqi Ministry of Higher Education and Scientific Research to keep up with global 

educational institutions and scientific progress, which manifests in the adoption of 

regional or local strategies and specifications. Adherence to these specifications can 

impact negatively on the role of organizational culture in the relationship between 

infrastructure QMPs and organizational performance. 

6.5 Limitations of Study 

This study contribute to the body of quality management practices (Core/ 

Infrastructure), organizational learning/culture, and organizational performance 

literature. Despite the contributions mentioned in the previous sections of this chapter, 
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there are still several limitations in the literature. The first limitation relates to the 

service sector in Iraq where the study focuses on higher education, which is but one 

part of the service sector and it also of an unusual nature quite different from other 

sectors. Thus, the results reflect conditions in HEIs only and do not reflect condition 

within the entire service sector. Besides, the nature of public organizations differ from 

the orientations of private organizations, the results of this study cannot be generalized 

to include the situation in private higher educational institutions (which aim for profit) 

because the study sample was focused on public HEIs (non-profit). 

Second, the electronic questionnaire was distributed to a list of e-mail addresses of 

heads of departments. These e-mail addresses were obtained from address lists acquired 

from universities after the recipients engaged in direct correspondence with these 

universities, or through in direct contact with universities through university websites. 

Distribution of the questionnaire was influenced and limited by the validity of these 

emails addresses. Furthermore, some official emails addresses were unavailable during 

the period of questionnaire distribution as some of university websites were undergoing 

maintenance at the time. 

Third, the use of the six point Likert scale may have some limitation. In Likert scale 

type survey, respondents are requested to determine acceptance/ agree or rejection/ 

disagree. This method may allow a measure of automatic answer which prevent the 

respondent from evaluating the question deeply, and may also allow stereotyping. 

Additionally, the level of understanding among respondents compared to their 

perceptions may differ. It may be biased to the current situation (response time). Thus, 

it cannot be assumed that every question had been answered from the same level of 

comprehensive understanding, and the results cannot be assumed to be conclusive. 
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Fourth, in this study, the measurement instrument of customer perspective depends on 

students’ satisfaction to represent the customers of higher education. While, parents, 

community, and staff can also referring to customers in higher education. Likewise, the 

study noted the limited in the scale of internal process perspective, where it focused on 

the ability to provide new educational services and facilities, with balancing between 

lecturers and students number, and care of provide specialist lecturers to covers 

curriculum and rare specialties. Although, this instrument still limited in some points 

like research, publication, community engagement 

Fifth, this study was based on the measurement of organizational culture as a 

moderating variable. However, the study found that the organizational culture 

moderated the relationship between core QMPs with organizational performance, 

similar to the result of the relationship between organizational learning and 

organizational performance, while organizational culture had not effect on the 

relationship between infrastructure QMPs with organizational performance. This result 

does not exclude the possibility of the existence of other variables because demographic 

variables (age, gender, experience, etc.) may be playing a moderating role. 

6.6 Directions for Further Research 

The study suggests further investigation in the four parts that have been addressed to 

overcome the limitations of this study, as follows: 

First, the setting for this study was Iraqi HEIs (public universities). Respondents were 

the heads of departments and therefore this sample was limited due to its selection of a 

single key source of opinion on behalf of entire public universities. Despite the fact that 

the head of a department is a good and reliable source, it can be expected that there may 

be other views in Iraqi HEIs (public universities) that need to be addressed in the future. 
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Deans, administrators, parents, students, and the organizations who received graduates 

from these universities may need to express the reality of the performance of Iraqi 

public universities to gain a holistic view of universities’ performance. Research may 

also be enhanced by inclusion of data from private universities to increase the sample 

size, which would also increase generalization. 

Second, this study faced difficulties in the distribution of the questionnaire which had 

been designed for electronic distribution by email to the respondents. This method 

offers a range of features such as easy access to respondents, low-cost, not under 

geographical constraints (the distances involved or limitation of reach), and easy to 

answer. Despite these benefits, distribution was limited by, for example, the fact that 

some of the respondents have more than one e-mail address and thus had insufficient 

interest in or did not see the questionnaire. On the other hand, some of the questionnaire 

were not delivered to e-mail addresses, especially the official e-mail addresses of some 

colleges that were suffering from a defect in their websites at the time. Website and 

mail server failures prevented some of the respondent's access to their e-mail. 

Therefore, this study recommends that other methods of distribution be used in future, 

or that more than delivery method be used to avoid disadvantages of the e-mail 

distribution method. 

Third, reliance on uniform perception levels of the respondents in determining the 

reality in their organization may not deliver  high-precision results as respondents may 

some cases be subject to moods or inclined to provide automatic answers (agree or 

neutral or disagree), especially when using the Likert scale method. This study avoided 

a neutral choice in the Likert scale (five-points or seven-points) and relied on the six-

points that represented agreement or disagreement only. Nevertheless, the method still 

had limitations. Therefore, this study recommends that future researchers to design 



 

 

184 

 

different quantitative research tool based on the figures and other qualitative research, 

and then compare the results to get a comprehensive view that reflects the current 

situation more accurately. 

Fourth, depend on the limitation, the instrument measurement of customer perspective, 

and to get the more stable measurement, this study recommends inclusion parents, 

community, and staff with students as customers for higher education in future studies. 

Similarly, inclusion research, publication, community engagement as the additional 

instrument to improve the current measurement of internal process perspective. 

Fifth, the model constancy of the current study stems from the extent of knowledge of 

the factors affecting organizational performance, taking care not to ignore other 

variables that may contribute to the integration of the model of study. This study 

recommends to future researchers to expand the extent of realizing the concept of 

organizational performance, by exploring and testing other possible factors that could 

affect the organizational performance, especially in service organizations. Furthermore, 

attention should be paid to examining the effect of demographic variables (age, gender, 

experience, etc.) as a moderating variable. 

6.7 Conclusion  

The primary objective of the current study was to examine the role of organizational 

culture as a moderating variable. In addition to examining the direct effect of core and 

infrastructure quality management practices, and organizational learning on 

organizational performance in Iraqi HEIs. The sample of the study focused on the heads 

of departments in Iraqi universities, and relied on a questionnaire to collect data. This 

study has made a significant contribution to organizational performance by highlighting 



 

 

185 

 

a set of variables that contribute to raising the level of performance in Iraqi HEIs, to 

achieve all the objectives of the study, which was discussed in Chapter One. 

The results of the study indicate that the public HEIs of Iraq have some perception of 

the importance of core QMPs, infrastructure QMPs, and organizational learning in their 

institutions. Increased attention to the level of one of the previous variables would 

generate regulatory best performance, best achieved through the study of a theoretical 

framework based on the literature to find a formula with which to link these variables 

with each other, and then testing the formulation in practice in Iraqi HEIs. The current 

results supported the direct role of the independent variables (Core QMPs, 

Infrastructure QMPs, Organizational learning) with the dependent variable 

(Organizational performance). 

On the other hand, organizational culture played the role of a moderating variable for 

the relationship between the core QMPs and organizational performance, as well as for 

the relationship between organizational learning and organizational performance. The 

moderating relationship between infrastructure QMPs and organizational performance 

relationship was not significant. 

Moreover, the results of this study provide the theoretical, practical, and 

methodological contribution to help decision makers in Iraqi HEIs to improve 

performance by increasing the attention to core QMPs and infrastructure QMPs that 

have been adapted in this study. Furthermore, the results of the current study proved 

that organizational learning has a positive role in supporting and improving 

organizational performance, without neglecting the organizational culture as a 

moderating variable. Lastly, this chapter ended by summarizing some limitations that 

can be the beginning of future studies. 
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                                 Appendix A The Final Questionnaire  

The Final Questionnaire 

UNIVERSITI UTARA MALAYSIA  

COLLEGE OF BUSINESS (COB)  

06010 UUM SINTOK  

KEDAH DARUL AMAN  

MALAYSIA  

Tel: 060183720864  

E-mail: ahmedhanyi@yahoo.com  

 

Survey Questionnaire Measuring the Moderating role of organizational culture to 

quality management practices, organizational learning on organizational 

performance in Iraqi Higher education  

(20 minutes is required to fill out this survey) 

General Information  

This study is a PhD study to determine the factors of organizational performance in Iraqi 

Higher education. It is hoped that the outcome of the study will be of immense benefit to 

the development of Iraqi higher education. Your willingness to answer the questionnaire 

is highly appreciated since such act will contribute to the quality of the study.  

Instruction  

It is extremely recommended that you complete the questionnaire personally for the 

objectivity of the data. You are expected to choose the answer that represents your 

opinion. Your answer plays a significant role in the success of this study and you are 

assured that such will be treated with utmost confidentiality. (Please tick () in the 

appropriate box). Finally, the researcher requests your comments, suggestions and/or 

criticisms that is useful to this survey.  

Thanks for participating in this survey 

Sincerely  

Researcher: Ahmed Hani Mohammed/ College of Business /UUM 

Supervisors:  Dr. Che Azlan Bin Taib & Dr. Santhirasegaran a/l S.R. Nadarajan /   

College of Business /UUM 
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Part (A): Respondent Background 
Please, Tick (√) as appropriate as follow: 

1- University name : 

 University of Baghdad         University of Basrah 

 University of Mosul   University of Duhok   

 Al-Mustansiriya University     Salaheddin University 

2- College Name ………………….. 

3- Department Name ………………… 

4- Respondent Gender:         Male      Female  

5- Respond Age:      Less than 30  30-39   40-49  

50-59        Up to 60                                                                                                                                                              

6- Academic Rank: Professor                   Assistant Professor 

Senior Lecturer Assistant Lecturer                                 

7- Education Background:      Doctorate          Master   

                                   Others (please specify) …….. 

8- Number of Years Serving in the Current Position: 

Less than 1 year Between 1 to 3 years more than 3 year  
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Part (B): Organizational performance 

This section focuses on Organizational performance in the higher education institutes. 

It addresses the elements that measuring organizational performance dependent on four 

main perspective are customer, internal processes, learning and growth, and financial.  

 

On the following scale, please circle the appropriate number which best reflect your 

perception. 

 

Scales 

(1) 

Strongly 

Disagree 

(2) 

Disagree 

(3) 

Slightly 

Disagree 

(4) 

Slightly 

Agree 

(5) 

Agree 

(6) 

Strongly 

Agree 

 

 

Customer perspective 

1 The college conducts an annual survey to 

determine the students' satisfaction with the 

college performance. 

1 2 3 4 5 6 

2 Students get courtesy and respect by the 

Academic staff and administrative 

1 2 3 4 5 6 

3 The college offers services for students in shortest 

possible time. 

1 2 3 4 5 6 

4 the college is keen to provide high quality services  1 2 3 4 5 6 

5 Students have a good image of the management 

reputation 

1 2 3 4 5 6 

Internal process perspective 

6 The College offers a number of new service (i.e. 

new courses, syllabi, program and curriculum 

change). 

1 2 3 4 5 6 

7 The college provides acceptable ratio of academic 

staff to students. 

1 2 3 4 5 6 

8 College offers all the facilities (i.e. equipment and 

financial expenses) in proportion to the number of 

students. 

1 2 3 4 5 6 

9 The college provide specialists to meet the 

scientific requirements of the curriculum. 

1 2 3 4 5 6 

Learning and Growth perspective 

10 Top management encourages the Academic staff 

to receive awards such as patents, excellence 

awards 

1 2 3 4 5 6 

11 Top management dealing seriously with the staff 

suggestions 

1 2 3 4 5 6 
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12 Top management is keen to adaption to new 

technology and new ideas. 

1 2 3 4 5 6 

13 Top management contributes to the involvement 

of all the staff to develop competencies. 

1 2 3 4 5 6 

14 Top management encourages Academic staff to 

increase research productivity. 

1 2 3 4 5 6 

15 Academic excellence is top management objective   

(through an increasing publish articles in journals, 

scientific conferences, and scientific awards) 

1 2 3 4 5 6 

Financial perspective 

16 Top management gets an increase in the funding 

rate from time to time 

1 2 3 4 5 6 

17 Investment in human resources is a priority. 1 2 3 4 5 6 

18 Top management encourage staff and students to 

get Annual grants. 

1 2 3 4 5 6 

19 Top management encourage to more efficient and 

effective use of financial facilities 

1 2 3 4 5 6 

 

Part (C): Infrastructure quality management practices (QMPs) 

This section interesting in Infrastructure quality management practices in your position, 

the Infrastructure QMPs measuring by four factors are leadership, Workforce, 

Customer focus, and Strategic planning. 
 

Leadership 

1 The head of departments within our college accept 

their responsibility of quality 

1 2 3 4 5 6 

2 Top management provides personal leadership  for 

quality improvement 

1 2 3 4 5 6 

3 Top management encourages employee 

involvement in the  decision process  

1 2 3 4 5 6 

4 Top management creates and communicates a 

vision focused on quality improvement 

1 2 3 4 5 6 

5 The Top management pursue quality objectives in 

the long term. 

1 2 3 4 5 6 

Workforce 

6 Top management  established teams aim to solve 

problems 

1 2 3 4 5 6 

7 The involvement of staff who got highest 

performer in the process of quality improvement 

1 2 3 4 5 6 

8 Quality-related training is given to administrative 

staff 

1 2 3 4 5 6 

9 Quality-related training is given to Academic staff 1 2 3 4 5 6 

10 The top management has an effective system to 

reward employees for their efforts in the field of 

quality 

 

1 2 3 4 5 6 
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Customer focus  

11 There is close contact between top management 

and students 

1 2 3 4 5 6 

12 Our students give us feedback to improving our 

quality. 

1 2 3 4 5 6 

13 The students are actively involved in our  

procedure design 

1 2 3 4 5 6 

14 Top management strive to be highly responsive to 

our students’ needs 

1 2 3 4 5 6 

Strategic planning 

15 Development and implementation of strategies 

and operational plans focused on student 

satisfaction  

1 2 3 4 5 6 

16 Top management identify the objectives of 

academic staff and administrative staff 

1 2 3 4 5 6 

17 Top management supports long-term quality 

improvement process rather than short term gains 

1 2 3 4 5 6 

18 The allocation of adequate resources (such as new 

facilities,  process improvements, and training) are 

depending on the long-term objectives 

1 2 3 4 5 6 

19 The strategies are translated into actions 1 2 3 4 5 6 

 

Part (D): Core quality management practices (QMPs) 

This section interesting in Core quality management practices in your position, the 

Infrastructure QMPs measuring by two factors are Information and analysis, and 

process management. 
 

Information and analysis 

1 Important information is presented and 

transmitted to employees 

 

1 2 3 4 5 6 

2 Quality data (cost of quality, rejections rate, 

errors rate, etc.) are used as a measurements to 

quality management 

 

1 2 3 4 5 6 

3 Use  techniques or statistical tools (such as charts, 

and graphs) to monitor quality  

 

1 2 3 4 5 6 

4 Top management meetings are conducted at 

regular intervals to plan, implement and monitor 

the effectiveness of quality improvement 

programs  

 

1 2 3 4 5 6 

5 Quality data are used by top management in 

decision making, planning and controlling 

 

1 2 3 4 5 6 
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Process management 

6 When designing processes, top management 

carefully considers the following factors: Quality, 

Costs, Productivity, New Technology 

1 2 3 4 5 6 

7 Before applying new procedures, top 

management conducts comprehensive tests to 

assure quality 

1 2 3 4 5 6 

8 Top management continuously improves its  

processes, to enhance service quality 

1 2 3 4 5 6 

9 Evaluating services on the basis of efficiency, 

including cost and timeliness 

1 2 3 4 5 6 

10 Work procedures and possible outcomes are 

explained in advance to students 

1 2 3 4 5 6 

 

Part (E): Organizational learning  

This section interesting in organizational learning in your college.  
 

1 There is a consolidated and resourceful research 

and development policy 

1 2 3 4 5 6 

2 New ideas and approaches on work performance 

are experimented continually 

1 2 3 4 5 6 

3 Organizational systems and procedures support 

innovation 

1 2 3 4 5 6 

4 Top management has formal mechanisms to 

guarantee the sharing of best practices among the 

different fields of activity 

1 2 3 4 5 6 

5 There are individuals responsible for collecting, 

assembling and distributing employees’ 

suggestions internally 

1 2 3 4 5 6 

6 Develops internal rotation programs so as to 

facilitate the shift of the employees from one 

department or function to another 

1 2 3 4 5 6 

7 Top management offers other opportunities to 

learn (visits to other parts of the college, internal 

training programs, etc.) so as to make individuals 

aware of other people’s or management’ duties 

1 2 3 4 5 6 

8 There is continuous review to  keep the databases 

up-to-date 

1 2 3 4 5 6 

9 All the employees in the college can access to 

databases 

1 2 3 4 5 6 

10 The codification and knowledge administration 

system makes work easier for the employees 

1 2 3 4 5 6 
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Part (F): Organizational culture 

This section interesting in organizational culture in your position. 
 

1 Most employee in this college have input into 

the decisions that affect them (Such as the 

preparation of lectures weekly schedule, or 

participating committees, and administrative 

duties). 

1 2 3 4 5 6 

2 Top management encourages Cooperation and 

collaboration across  functional  roles  

1 2 3 4 5 6 

3 There is a high level of agreement about the way 

that we do things in this college. 

1 2 3 4 5 6 

4 The approach of business is very consistent and 

predictable. 

1 2 3 4 5 6 

5 Students' comments and recommendations often 

lead to changes in this college. 

1 2 3 4 5 6 

6 This college is very responsive and changes 

easily. 

1 2 3 4 5 6 

7 This college has a long-term purpose and 

direction. 

1 2 3 4 5 6 

8 There is a shared vision of what this college will 

be like in the future. 

1 2 3 4 5 6 

 

F. Suggestions ………………………………………………  
 

Thanks for your patience in filling the questionnaire 
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                                     Appendix B The Arabic Questionnaire  

The Arabic Questionnaire 

 جامعة الشمال )اوتارا( الماليزية

 كلية االعمال

 والية قدح دار االمان  -سنتوك

 ماليزيا

 0060183720864رقم الهاتف : 

 ahmedhanyi@yahoo.comالبريد االلكتروني: 

 

 

 أستمارة االستبانة

الدور الملطف للثقافة المنظمية على ممارسات ادارة الجودة، التعلم المنظمي ، االداء المنظمي 

 لمؤسسات التعليم العالي العراقي

 معلومات عامة

يهدف الى قياس مدى تاثير ممارسات ادارة  الجودة،التعلم المنظمي، والثقافة هذه الدراسة هي بحث دكتوراه ، 

المنظمية على االداء المنظمي لمؤسسات التعليم العالي العراقي. ومن المؤمل ان تكون نتائج هذه الدراسة ذات فائدة 

ة سيسهم تكم لهذه االستماركبيرة في تطوير وتحسين االداء المنظمي لمؤسسات التعليم العالي العراقي. ان استجاب

 .في رفع جودة هذه الدراسة، كما ان نتائج هذه الدراسة ستتسم بالسرية وستستخدم لالغراض العلمية فقط

 :التعليمات

يوصى باتمام االجابة على جميع االسئلة شخصيا وبشكل موضوعي، ويتوقع ان تمثل االجابة رأيك الشخصي 

دراسة. واخيرا يرحب الباحث بتعليقاتكم واقتراحاتكم حيث سيخصص في والذي يلعب دور مهم في انجاح هذه ال

 .نهاية االستبيان مجال الدراج اقتراحاتكم

 .ادقيقة النجازه 20مالحظة: هذا االستبيان اليحتاج اكثر من 

 .شكرا لوقتكم في مأل هذه االستمارة

 الباحث : أحمد هاني محمد

 جي ازالن بن طيب المشرف : د.
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 ل : معلومات عن المستجيبالقسم االو

 في الحقل المناسب )√(الرجاء ضع عالمة 

 اسم الجامعة : -1

جامعة بغداد             جامعة  البصرة

جامعة الموصل                   جامعة دهوك

الجامعة المستنصرية                   جامعة صالح الدين            

 ....................اسم الكلية  -2

 اسم القسم .................... -3

ذكر                      انثى الجنس:          -4

سنة          39-30 سنة 40-49 سنة                30من  العمر:    اقل  -5

سنة                 59-50    سنة 60اكثر من                

استاذ          استاذ مساعد اللقب العلمي:      -6

مدرس         مساعد مدرس                                         

التحصيل الدراسي:       -7 دكتوراه         ماجستير

اخرى                                                       )اذكرها( ..........

 سنوات الخدمة في المنصب الحالي:عدد  -8

سنوات          3-1                سنوات 3اكثر من  من سنة                 اقل 
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 المنظمي االداء: الثاني القسم

 يميالتنظ األداء قياس عناصر يتناول وهو. العالي التعليم مؤسسات في التنظيمي األداء على القسم هذا يركز

 قياسم على.  والمالية والنمو، والتعلم الداخلية، العمليات الزبون، هي الرئيسية منظورات أربعة على باالعتماد

 .بك الخاص التصور تعكس والتي األفضل االجابة اختيار يرجى التالي،

 منظور الزبون

تجري الكلية مسح دوري لتحديد رضا الطالب عن  1

 .أداء الكلية

1 2 3 4 5 6 

 قبل من واالحترام المجاملة على الطالب يحصل 2

 اإلداريين والموظفين التدريسين

1 2 3 4 5 6 

 6 5 4 3 2 1 .ممكن وقت أقصر في للطالب الخدمات تقديم 3

 6 5 4 3 2 1 العالية بالجودة تتصف المقدمة الخدمات 4

 6 5 4 3 2 1 االدارة سمعة عن جيد تصور لديهم الطلبة 5

 العمليات الداخلية

 دورات) الجديدة الخدمات من مجموعة الكلية تقدم 6

 المناهج وتغيير ، والبرامج المفردات تطوير جديدة،

 (.الدراسية

1 2 3 4 5 6 

 عدد مع يتناسب التدريسيين من مناسب عدد الكلية توفر 7

 الطلبة

1 2 3 4 5 6 

 والتسهيالت المعدات مثل) مناسبة تسهيالت تتوفر 8

 الطلبة عدد مع( المالية

1 2 3 4 5 6 

 تدريسيين قبل من الدراسية المناهج تغطية يتم 9

 متخصصين

1 2 3 4 5 6 

 التعلم والنمو

 لللحصو التدريس هيئة أعضاء العليا اإلدارة تشجع 10

 التميز وجوائز االختراع براءات مثل جوائز على

1 2 3 4 5 6 

 6 5 4 3 2 1 الموظفين اقتراحات مع بجدية تعاملت العليا اإلدارة 11

 التكنولوجيا مع التأقلم على حريصة العليا اإلدارة 12

 الجديدة واألفكار الجديدة

1 2 3 4 5 6 

 الموظفين جميع اشراك في العليات االدارة تساهم 13

 كفاءتهم زيادة لغرض تدريبية بدورات

1 2 3 4 5 6 

 لزيادة التدريس هيئة أعضاء العليا اإلدارة تشجع 14

 البحثية اإلنتاجية

1 2 3 4 5 6 

 خالل من) العليا اإلدارة هدف هو األكاديمي التميز 15

 ة،العلمي والمؤتمرات المجالت في البحوث نشر زيادة

 (العلمية الجوائز  على الحصول و

1 2 3 4 5 6 

 المنظور المالي

 6 5 4 3 2 1 واخر وقت بين المالي التمويل معدل زيادة يتم 16
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 ادارة لدى أولوية  البشرية الموارد في االستثمار يمثل 17

 الكلية

1 2 3 4 5 6 

 لىع للحصول والطالب الموظفين تشجع العليا اإلدارة 18

 .السنوية المنح

1 2 3 4 5 6 

 6 5 4 3 2 1 بكفاءة المالية التسهيالت العليا االدارة  تستخدم 19

 

 الجودة ادارة لممارسات التحتية البنى: الثالث لقسما

هذا القسم يركز على متغيرات التي تعد بنى التحتية لممارسات ادارة الجودة في موقع عملك، والتي يمكن قياسها 

 من خالل العوامل االربعة االتية: القيادة، القوى العاملة، التركيز على الزبون، والتخطيط االستراتيجي.

 القيادة

 6 5 4 3 2 1 الجودة مسؤولية االدارة تتقبل 1

 6 5 4 3 2 1 الجودة لتحسين الشخصية القيادة االدارة تشجع 2

 6 5 4 3 2 1 القرارات اتخاذ عملية في الموظفين اشراك يتم 3

 6 5 4 3 2 1 االدارة عليها تركز التي الرؤية هي الجودة تحسين 4

 6 5 4 3 2 1 الطويل المدى على الجودة اهداف العليا االدارة تتابع 5

 العاملةالقوى 

 6 5 4 3 2 1 المشاكل لحل فرق العليا االدارة تشكل 6

 حسينت عملية في اشراكهم لغرض الموظفين اداء تقدير 7

 الجودة

1 2 3 4 5 6 

 6 5 4 3 2 1 الجودة الدارة بدورات الموظفين اشراك يتم 8

 قدرات تطوير في تساهم دورات العليا االدارة توفر 9

 الجودة ادارة مجال في التدريسيين

1 2 3 4 5 6 

 لىع الموظفين لمكافئة فعال نظام العليا االدارة لدى 10

 الجودة مجال في جهودهم

1 2 3 4 5 6 

 التركيز على الزبون

 6 5 4 3 2 1 والطالب االدارة بين وثيق اتصال هناك 11

 من المرتدة التغذية خالل من الجودة تحسين يتم 12

 الطالب

1 2 3 4 5 6 

 اجراءات تصميم عند للطالب فاعلة مشاركة هناك 13

 العمل

1 2 3 4 5 6 

 6 5 4 3 2 1 بالطال احتياجات لتلبية جاهدة العليا االدارة تسعى 14

 التخطيط االستراتيجي

 تركز ةالتشغيلي والخطط االستراتيجيات وتنفيذ وضع 15

 الطالب رضا على

1 2 3 4 5 6 
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 6 5 4 3 2 1 والموظفين التدريسيين اهداف العليا االدارة تحدد 16

 المدى على الجودة تحسين عملية العليا اإلدارة تدعم 17

 القصير المدى على المكاسب من بدال الطويل

1 2 3 4 5 6 

 جديدة، مرافق مثل) المالئمة الموارد تخصيص 18

 أهداف على اعتمادا( والتدريب العملية، وتحسين

 األجل طويلة

1 2 3 4 5 6 

 6 5 4 3 2 1 حقيقية أفعال إلى االستراتيجيات تحويل يتم 19

 

 

 الجودة الدارة االساسية الممارسات:  الرابع القسم

يهدف هذا القسم الى قياس الممارسات االساسية الدارةالجودة في موقع عملك، من خالل عاملين هما المعلومات 

 وتحليها، وادارة العمليات.

 

 المعلومات وتحليلها

 6 5 4 3 2 1 للموظفين ونقلها الهامة المعلومات تقديم يتم 1

 ض،الرف ومعدل الجودة، تكلفة) الجودة بيانات تستخدم 2

 الجودة إلدارة مقياس بوصفها( الخ األخطاء، ومعدل

1 2 3 4 5 6 

 خرائطال مثل) اإلحصائية األدوات أو التقنيات تستخدام 3

 الجودة لمراقبة( البيانية والرسوم

1 2 3 4 5 6 

 ةمنتظم فترات وعلى العليا لإلدارة اجتماعات تجرى 4

 نتحسي برامج فعالية مدى ورصد وتنفيذ لتخطيط

 الجودة

1 2 3 4 5 6 

 تخاذا في العليا اإلدارة قبل من الجودة بيانات تستخدم 5

 والسيطرة والتخطيط القرارات،

1 2 3 4 5 6 

 ادارة العمليات

 عند االدارة بها تهتم التي العوامل من مجموعة هناك 6

 االنتاجية، الكلف، الجودة، مثل العمليات تصميم

 الجديدة والتكنولوجيا

1 2 3 4 5 6 

 يتجر العليا اإلدارة الجديدة، اإلجراءات تطبيق قبل 7

 الجودة لضمان شاملة اختبارات

1 2 3 4 5 6 

 ودةج لتعزيز باستمرار، العلياعملياتها اإلدارة تحسن 8

 الخدماتها

1 2 3 4 5 6 

 تكاليفال ذلك في بما الكفاءة، أساس على الخدمات تقييم 9

 وتوقيتها

1 2 3 4 5 6 

 دما  مق المتوقعة والنتائج العمل اجراءات توضيح يتم 10

 للطالب

1 2 3 4 5 6 
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 المنظمي التعلم: الخامس القسم

 هذا القسم يهتم بقياس التعلم المنظمي في كليتك.

 المنظميالتعلم 

 6 5 4 3 2 1 والتطوير للبحث موحدة سياسة هناك 1

 لعملا اداء على واالساليب الجديدة االفكار اختبار يتم 2

 مستمرة بصورة

1 2 3 4 5 6 

 6 5 4 3 2 1 االبتكار تدعم التنظيمية واالجراءات العمليات 3

 ضلأف تبادل لضمان رسمية آليات لديها العليا اإلدارة 4

 النشاط مجاالت مختلف بين الممارسات

1 2 3 4 5 6 

 وتوزيع وتجميع تحصيل عن مسؤولين أفراد هناك 5

 داخليا الموظفين اقتراحات

1 2 3 4 5 6 

 نم داخليا الموظفين انتقال لتسهيل برنامج تطوير 6

 اخرى الى ادارة من او اخرى الى وظيفة

1 2 3 4 5 6 

 اقسام الى زيارات مثل للتعلم اخرى فرصا االدارة تتيح 7

 لتعريف الخ، ، داخلية تدريبة برامج للكلية، اخرى

 االخرى االدارات بواجبات الموظفين

1 2 3 4 5 6 

 6 5 4 3 2 1 البيانات لقواعد المستمر التحديث 8

 واعدق من واالستفادة اللوصول الموظفين لجميع يمكن 9

 البيانات

1 2 3 4 5 6 

 6 5 4 3 2 1 هلاس العمل تجعل الموظفين ومعرفة الترميز نظام ان 10

 

 المنظمية الثقافة: السادس القسم

 يهتم هذا القسم بقياس الثقافة المنظمية في مجال عملك

 الثقافة المنظمية

 اتخاذ في يساهمون الكلية هذه في العاملين معظم 1

 اداعد مثل) اليومية اعمالهم على تؤثر التي القرارات

 باللجان المشاركة او االسبوعية، المحاضرات جداول

 (االدارية والمهام

1 2 3 4 5 6 

 االدوار عبر والتعاون التشارك على االدارة تشجع 2

 الوظيفية

1 2 3 4 5 6 

 انجاز طريقة حول االتفاق من عال مستوى هناك 3

 الكلية هذه في االعمال

1 2 3 4 5 6 

 6 5 4 3 2 1 به التنبؤ ويمكن واضح العمل منهاج 4

 إلى تؤدي ما غالبا الطالب والتوصيات المالحظات 5

 الكلية هذه في تغييرات

1 2 3 4 5 6 

 6 5 4 3 2 1 لتغييرا وسهولة السريعة باالستجابة الكلية هذه تتميز 6
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 6 5 4 3 2 1 المسار وواضحة االجل طويلة اهداف لها الكلية هذه 7

 في الكلية هذه عليه ستكون لما واضحة رؤية هناك 8

 المستقبل

1 2 3 4 5 6 

 

 ................................................... القسم السابع : المقترحات
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Appendix C -1 

The Frequency of the Respondent Background 

1. The Frequency of the Universities 

  Frequency  Percent  Valid Percent  

Valid University of Baghdad 5 20 20 

 University of Mosul 10 40 40 

 University of Basrah 5 20 20 

 University of Duhok 4 16 16 

 Salaheddin University 1 4 4 

 Total 25 100 100 

 

2. The Frequency of the Respondent Gender 

  Frequency  Percent  Valid Percent  

Valid Male 21 84 84 

 Female 4 16 16 

 Total 25 100 100 

 

3. The Frequency of the Respond Age 

  Frequency  Percent  Valid Percent  

Valid 30-39 3 12 12 

 40-49 5 20 20 

 50-59 10 40 40 

 More than 60 7 28 28 

 Total 25 100 100 
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4. The Frequency of the Academic Rank 

  Frequency  Percent  Valid Percent  

Valid Professor 6 24 24 

 Assistant Professor 13 52 52 

 Senior Lecturer 6 24 24 

 Total 25 100 100 

 

5. The Frequency of the Education Background 

  Frequency  Percent  Valid Percent  

Valid PhD. 22 88 88 

 MSc. 3 12 12 

 Total 25 100 100 

 

6. The Frequency of the Number of Years Serving in the Current Position 

  Frequency  Percent  Valid Percent  

Valid 1-3 years 5 20 20 

 More than 3 years 20 80 80 

 Total 25 100 100 
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Appendix C -2 

Reliability for Pilot Test 

1. Customer Perspective  

Reliability Statistics 

Cronbach's Alpha No. of Items 

0.829 5 

 

Item Statistics 

 Mean Std. Deviation N 

C1 3.9600 1.56738 25 

C2 4.0000 1.29099 25 

C3 4.4800 1.19443 25 

C4 4.0000 1.41421 25 

C5 4.0800 1.35154 25 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted  

Scale Variance 

if Item Deleted  

Corrected 

Item-Total 

Correlation  

Cronbach's Alpha 

if Item Deleted  

C1 16.5600 19.173 .453 .852 

C2 16.5200 20.260 .509 .826 

C3 16.0400 18.457 .776 .759 

C4 16.5200 16.843 .775 .749 

C5 16.4400 18.173 .681 .779 

 

2. Internal process   

Reliability Statistics 

Cronbach's Alpha No. of Items 

0.829 4 
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Item Statistics 

 Mean Std. Deviation N 

I1 4.2800 1.30767 25 

I2 4.2800 1.36991 25 

I3 3.9600 1.45717 25 

I4 4.6800 1.24900 25 

 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted  

Scale Variance 

if Item Deleted  

Corrected 

Item-Total 

Correlation  

Cronbach's Alpha 

if Item Deleted  

I1 12.9200 12.327 .695 .823 

I2 12.9200 11.660 .735 .806 

I3 13.2400 11.607 .673 .835 

I4 12.5200 12.510 .718 .815 

 

3. Learning and Growth  

Reliability Statistics 

Cronbach's Alpha No. of Items 

0.907 6 

 

Item Statistics 

 Mean Std. Deviation N 

L1 3.9200 1.41185 25 

L2 3.6000 1.15470 25 

L3 4.3600 1.38082 25 

L4 3.6000 1.50000 25 

L5 4.4800 1.29486 25 

L6 4.8000 1.04083 25 
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Item-Total Statistics 

 Scale Mean if 

Item Deleted  

Scale Variance 

if Item Deleted  

Corrected 

Item-Total 

Correlation  

Cronbach's Alpha 

if Item Deleted  

L1 20.8400 29.390 .695 .899 

L2 21.1600 30.973 .756 .890 

L3 20.4000 28.667 .774 .886 

L4 21.1600 28.223 .725 .896 

L5 20.2800 28.960 .817 .880 

L6 19.9600 32.123 .747 .894 

 

4. Financial perspective  

Reliability Statistics 

Cronbach's Alpha No. of Items 

0.832 4 

 

 

Item Statistics 

 Mean Std. Deviation N 

F1 3.2000 1.25831 25 

F2 3.3600 1.55134 25 

F3 3.5600 1.32539 25 

F4 3.6000 1.63299 25 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted  

Scale Variance 

if Item Deleted  

Corrected 

Item-Total 

Correlation  

Cronbach's Alpha 

if Item Deleted  

F1 10.5200 15.927 .485 .857 

F2 10.3600 11.907 .753 .743 

F3 10.1600 13.473 .734 .759 

F4 10.1200 11.860 .698 .773 
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5. Leadership  

Reliability Statistics 

Cronbach's Alpha No. of Items 

.851 5 

 

Item Statistics 

 Mean Std. Deviation N 

LS1 4.4800 1.29486 25 

LS2 4.4000 1.08012 25 

LS3 3.2800 .89069 25 

LS4 4.5600 1.19304 25 

LS5 4.1200 1.20139 25 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted  

Scale Variance 

if Item Deleted  

Corrected 

Item-Total 

Correlation  

Cronbach's Alpha 

if Item Deleted  

LS1 16.3600 14.407 .438 .887 

LS2 16.4400 12.757 .838 .776 

LS3 17.5600 16.007 .504 .858 

LS4 16.2800 12.210 .810 .779 

LS5 16.7200 12.293 .790 .785 

 

 

6. Workforce  

Reliability Statistics 

Cronbach's Alpha No. of Items 

.930 5 
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Item Statistics 

 Mean Std. Deviation N 

WF1 3.7600 1.36260 25 

WF2 3.7600 1.20000 25 

WF3 3.6000 1.35401 25 

WF4 3.7200 1.36991 25 

WF5 3.4800 1.22882 25 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted  

Scale Variance 

if Item Deleted  

Corrected 

Item-Total 

Correlation  

Cronbach's Alpha 

if Item Deleted  

WF1 14.5600 22.340 .708 .936 

WF2 14.5600 22.173 .858 .908 

WF3 14.7200 20.793 .865 .905 

WF4 14.6000 21.167 .814 .915 

WF5 14.8400 21.973 .853 .908 

 

7. Customer focus   

Reliability Statistics 

Cronbach's Alpha No. of Items 

.830 4 

 

Item Statistics 

 Mean Std. Deviation N 

CF1 4.1200 1.12990 25 

CF2 3.6800 1.51987 25 

CF3 3.2400 1.23423 25 

CF4 4.1600 1.43411 25 
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Item-Total Statistics 

 Scale Mean if 

Item Deleted  

Scale Variance 

if Item Deleted  

Corrected 

Item-Total 

Correlation  

Cronbach's Alpha 

if Item Deleted  

CF1 11.0800 11.993 .732 .763 

CF2 11.5200 9.427 .778 .727 

CF3 11.9600 13.040 .498 .851 

CF4 11.0400 10.707 .665 .784 

 

8. Strategic planning 

Reliability Statistics 

Cronbach's Alpha No. of Items 

.902 5 

 

Item Statistics 

 Mean Std. Deviation N 

SP1 3.7200 1.20830 25 

SP2 3.9200 1.49778 25 

SP3 3.8800 1.61555 25 

SP4 3.8000 1.55456 25 

SP5 3.7600 1.61452 25 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted  

Scale Variance 

if Item Deleted  

Corrected 

Item-Total 

Correlation  

Cronbach's Alpha 

if Item Deleted  

SP1 15.3600 29.323 .761 .884 

SP2 15.1600 29.973 .520 .929 

SP3 15.2000 24.500 .852 .858 

SP4 15.2800 25.127 .847 .860 

SP5 15.3200 24.643 .842 .861 
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9. Information and Analysis  

Reliability Statistics 

Cronbach's Alpha No. of Items 

.922 5 

 

Item Statistics 

 Mean Std. Deviation N 

IA1 3.7200 1.33915 25 

IA2 3.7600 1.39284 25 

IA3 3.5200 1.47535 25 

IA4 4.0400 1.42829 25 

IA5 4.0000 1.47196 25 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted  

Scale Variance 

if Item Deleted  

Corrected 

Item-Total 

Correlation  

Cronbach's Alpha 

if Item Deleted  

IA1 15.3200 28.810 .552 .948 

IA2 15.2800 24.627 .866 .891 

IA3 15.5200 24.260 .833 .897 

IA4 15.0000 24.250 .871 .889 

IA5 15.0400 23.790 .876 .888 

 

10. Process management 

Reliability Statistics 

Cronbach's Alpha No. of Items 

.925 5 
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Item Statistics 

 Mean Std. Deviation N 

PM1 4.1600 1.34412 25 

PM2 3.6400 1.35031 25 

PM3 3.9600 1.39881 25 

PM4 3.8000 1.47196 25 

PM5 3.4400 1.44568 25 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted  

Scale Variance 

if Item Deleted  

Corrected 

Item-Total 

Correlation  

Cronbach's Alpha 

if Item Deleted  

PM1 14.8400 24.473 .875 .895 

PM2 15.3600 26.073 .727 .923 

PM3 15.0400 23.290 .938 .882 

PM4 15.2000 23.083 .896 .890 

PM5 15.5600 26.673 .613 .946 

 

11. Organizational learning  

Reliability Statistics 

Cronbach's Alpha No. of Items 

.929 10 
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Item Statistics 

 Mean Std. Deviation N 

OL1 3.5600 1.35647 25 

OL2 3.5600 1.50222 25 

OL3 3.6800 1.54704 25 

OL4 3.6400 1.31909 25 

OL5 3.7200 1.06145 25 

OL6 3.5200 1.61038 25 

OL7 3.2000 1.52753 25 

OL8 4.1200 1.64114 25 

OL9 3.2800 1.64621 25 

OL10 4.3600 1.41067 25 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted  

Scale Variance 

if Item Deleted  

Corrected 

Item-Total 

Correlation  

Cronbach's Alpha 

if Item Deleted  

OL1 33.0800 112.327 .623 .926 

OL2 33.0800 102.743 .889 .912 

OL3 32.9600 110.040 .605 .928 

OL4 33.0000 110.000 .735 .921 

OL5 32.9200 113.577 .768 .921 

OL6 33.1200 103.610 .789 .918 

OL7 33.4400 107.090 .716 .922 

OL8 32.5200 105.343 .714 .922 

OL9 33.3600 104.907 .725 .922 

OL10 32.2800 108.627 .730 .921 

 

12. Organizational culture  

Reliability Statistics 

Cronbach's Alpha No. of Items 

.938 8 
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Item Statistics 

 Mean Std. Deviation N 

OC1 3.2000 1.29099 25 

OC2 3.8400 1.40475 25 

OC3 3.8800 1.50886 25 

OC4 3.6800 1.49220 25 

OC5 3.5200 1.29486 25 

OC6 3.4800 1.22882 25 

OC7 4.0400 1.45717 25 

OC8 4.1600 1.34412 25 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted  

Scale Variance 

if Item Deleted  

Corrected 

Item-Total 

Correlation  

Cronbach's Alpha 

if Item Deleted  

OC1 26.6000 72.250 .509 .947 

OC2 25.9600 63.957 .852 .924 

OC3 25.9200 64.410 .760 .931 

OC4 26.1200 60.943 .941 .917 

OC5 26.2800 67.877 .728 .933 

OC6 26.3200 67.143 .816 .928 

OC7 25.7600 63.523 .837 .925 

OC8 25.6400 65.657 .809 .928 
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Appendix D-1 

Data Normality  
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Appendix D-2 

Testing of linearity 

 

Collinearity Diagnosticsa 

Model Dimension Eigenvalue Condition Index Variance Proportions 

(Constant) Infra QMPs Core QMPs OL 

1 

1 3.919 1.000 .00 .00 .00 .00 

2 .061 8.040 .98 .01 .02 .03 

3 .012 18.112 .00 .23 .16 .97 

4 .009 21.310 .01 .76 .81 .01 

a. Dependent Variable: OrgPerf 

 

 

Residuals Statisticsa 

 Minimum Maximum Mean Std. Deviation N 

Predicted Value 1.6184 5.6531 3.8188 .96234 203 

Residual -1.79805 1.93101 .00000 .50504 203 

Std. Predicted Value -2.287 1.906 .000 1.000 203 

Std. Residual -3.534 3.795 .000 .993 203 

a. Dependent Variable: OrgPerf 
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Appendix E 

A letter from the Iraqi Cultural Attaché in Malaysia to Iraqi universities to facilitate the 

task of data collection 
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