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ABSTRACT

Continuous Improvement in HEIs is becoming increasingly an important part
of the HEIs strategic management. Major changes in the higher education sector
over the last two decades have exerted pressure on the ability of HEI systems to
sustain quality, meet increasing demands for accountability, and demonstrate
their economic and social role. The drive for quality management and quality
assurance has manifested in the increase in accreditation and quality audits
required of HEIs by government bodies and external entities. Saudi Arabia
higher education system is not exceptional in this regard. Therefore, this
explanatory and interpretive study adopted a qualitative grounded theory
approach, which, aims to establish how organisational culture can be leveraged
to support continuous improvement in Saudi Arabia’s HEIs. It has used a
number different data gathering instruments: including, face-to-face interviews,
focus groups and survey. It also, identifies a number of themes that influence
CI implementation in Saudi HEIs, and develop a framework of interventions
that will help to leverage the organisation cultures of Saudi Arabia HEIs to
facilitate continuous improvement. Recommendations for further study
included more focused studies on the OC of Saudi based private universities

and their current CI practices.

Key words: organisational cultures, continuous improvement, higher

education institutions and Grounded Theory
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CHAPTER ONE: INTRODUCTION

1.1 Introduction

This thesis presents the findings of a Grounded Theory based study on
the aspects of organisational culture that are either enablers or inhibitors of
continuous improvement within Saudi Arabia’s higher education institutions
(HEIS). The introductory chapter presents the following: a background to the
study, the research problem, the study aims and objectives, the conceptual
framework, the significance of the study, the methodology and methods, and
definitions of the key terms. It concludes by presenting the structure of the rest
of the thesis.

1.2 Background

Continuous Improvement (Cl) is described by Deming as a philosophy
that consists of “Improvement initiatives that increase successes and reduce
failures” (Juergensen, 2000; Baghel and Bhuiyan, 2005). The notion of ClI is
traced back to the Japanese Kaizen idea, which aims to regularly change
practices and other things for the better (Imai, 1986). Bessant et al. (2001) argue
that, in this unpredictable and complex business environment, it is essential that
organisations continually engage in CIl efforts. The competitiveness of
organisations is not so much assessed by their capital base location, buildings,
equipment or the number of their members, but rather by their output products
(Bessant et al., 2001). Therefore, There has been an increase in calls for Higher
Education Institutions (HEIs) to justify their existence and contribution to
society. Linked to these developments has risen the need for HEIs to adopt
management practices hitherto associated with private sector entities, among
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which is the need for continuous improvement. The influence of points of view
grounded in neoliberalism on HEIs has brought an increased emphasis on policy
reforms, market forces, global competitiveness, accountability, efficiency, and
policy reforms driven by the need for quality and adherence to specific
standards (Zajda and Rust, 2016 ; Nash, 2019). Further, alongside the
internationalisation of higher education, HEIs are operating in an environment
that transcends local contexts. This makes it necessary for HEIs to adhere to
internationally recognised quality benchmarks and adopt continuous quality
improvements in order to meet international standards (Almazroa and Al-
Shamrani, 2015). As far back as 2005, Temponi noted that HEIs could, through
continuous improvement, move towards operating like customer-focused
private sector entities that value return on investment. Al Shobakir and Abu
Naser (2017) found a strong correlation between the extent to which an
education institution engaged in excellence strategies (continuous improvement

being among these) and it gaining sustainable competitive advantages.

It has, however, been noted that continuous improvement is both culture and
context sensitive to the extent that practices that may be successful in one
cultural context may not be applicable in another. The Middle East in general,
and Saudi Arabia in particular, present different cultural contexts from those
found in Western countries. In the west the idea of continuous improvement has
been popularised and culturally established, whereas in Middle-East and Saudi
Arabia in particular, the benefits CI has only been recently recognised and being
developed from a cultural prespective. (Yang, 2011; Hamdan, 2014; Mitki, Y.
& Shani, A.B., 1995). Considering this, Hamdan (2014) highlighted the need
for a “... culturally relevant pedagogy (CRP) in Saudi Arabian higher
education, especially when students have a cultural background that differs
from that of their instructor” (p.201). Likewise, Yang (2011) signalled the
difficulties confronted by China when trying to integrate Eastern and Western

higher education cultures. Specifically, this author mentioned:

14



The central purpose of China’s modern higher education has
been to combine Chinese and Western elements at all levels
including institutional arrangements, research
methodologies, educational ideals and cultural spirit, a
combination that brings together aspects of Chinese and
Western philosophical heritages. This, however, has not

been achieved (p.1).

It seems clear that cultural contexts can create tensions that impact how higher
education institutions are viewed as cultural organisations. In this vein, Yang
(2011) declared that, “Individual researchers need to be aware of their own
cultural conditioning, keen not to overlook the different cognitive frameworks
of the researched, and address questions about their beliefs and attitudes

through appropriate lenses” (p.4).

Thus, according to these statements, the national cultural context —including
beliefs, values, and religious customs— have a significant influence on higher
educational institutions. Indeed, since universities can be viewed as

organisations, the characteristics of national culture should have an invaluable

impact or influence that needs to be explored.

On the one hand, organisational culture exists within the context of national
culture, which may impose constraints on organisations as they seek to adjust
to their local contexts. On the other hand, concomitant with developments in
the area of continuous improvement, there has been an upsurge in studies of
organisational culture that associate this factor with positive organisational
outcomes, including continuous improvement (Bendermacher et al., 2017,
McLean, Antony and Dahlgaard, 2017; Brajer-Marczak, 2014). According to
Gerhart (2009), such associations may result in discrepancies among

organisational units, based in different countries. In this regard, multi-national
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organisations need to ensure that their cultures are not at odds with the context

of their host country.

The national culture — organisational culture relationship has been noted by,
among others, Hofstede (1983), who argued that management is “culturally
dependent’ and successful organisations have sought to align ideas from
foreign management with the local culture. In the same vein, House et al.
(2004) highlighted that national culture influences organisational culture.
Gelfand et al. (2007) posits that ,where an organisation’s culture correlates

with the national culture, a significant positive effect can be achieved.

Organisational change and development have been found to be shaped
by the values and beliefs that are integral to the society in which they are
taking place (Willis et al., 2016; Amis et al., 2004). The Saudi Arabian
national culture is disproportionately influenced by Islam, and this fact
extends to organisational culture, particularly those of the kingdom’s HEIs
(Rafiki and Wahab, 2014; Ezzi et al, 2014). Indeed, in the case of Saudi
Arabia, attitudes toward change are affected by religion, which militates
against long-term planning because it is considered the preserve of Insh Allah
(God’s willingness), i.e., high uncertainty avoidance, high power distance, and

group and male orientation (Rees and Althakhri, 2008).

Ali (1996) noted that, in the Arab context, the intention of an action, rather
than its practice, is more important. The importance accorded to the actions
implies that, whatever changes are introduced in the interest of continuous
improvement, must align action and intention. It can be inferred that both
intention and action coming from constant improvement within the university
setting, would be affected by the characteristics of cultural and religious
behaviours. Likewise, Rees and Althakhri, (2008) calls for further studies on
the effect of Arab culture on implementation of change in organisations in that
region. Also Ben Saad and Abbas (2018) recommend the conduction of
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studies on both public and private Saudi institutions to examine the impact of
organisational culture on employee performance. Thus, this study takes place
within the context of these cultural and religious influences on cultural

organisations and constant improvement.

1.2.1 Definition of key terms

Organisational culture: *“...pattern of shared basic assumptions that the
group learned as it solved its problems of external adaptation and internal
integration that has worked well enough to be considered valid and, therefore,
to be taught to new members of the organisation as the correct way to
perceive, think, and feel in relation to those problems™ (Schein, 1992, p.12).

Continuous Improvement: an across the organisation process that is focused
on on-going incremental innovation (Bessant et al., 1994) and which result in

increased success alongside reduced failure (Juergensen, 2000).

1.3 Research problem

The significance of CI in HEIs relies heavily on those institutions’
importance in the success of individuals, organisations and countries as a
whole. Higher education is being challenged to become more responsive,
effective and efficient, in the same way that private businesses have been
challenged over the past two decades (Alexander, 2000; Cullen et al., 2003;
Downey, 2000). The expanding of education worldwide, with students
studying in different countries, is causing some concerns for educational
institutions, especially the HE sector. In Saudi Arabia, as the majority of
universities are public universities, the government, according to Alzhrani et

al. (2016), has forced universities to implement modern management styles,
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including TQM, in order to achieve CIl. However, according to Albach and
Mazi, (2014), the CI efforts in the Saudi HEIs face a number of challenges,
including the sustainability of the educational reforms. In fact, the whole
education system in Saudi Arabia is in need for transformative policies in
order to improve its outputs. Al-Essa, explains “Our educational system output
is still too weak to face the challenges of the present and the future, and we
cannot face them without building a versed and capable education system to
accommodate the future generations’ ambitions” (Al-Essa, 2016). According
to Alharbi (2016), the Saudi HEIs face a number challenges, including:

research productivity and improving quality.

In recent years, Saudi Arabian universities have been involved in a
movement called Total Quality Management (TQM) in an effort to benchmark
themselves against global best practices (Alzhrani et al., 2016). Indeed, on the
one hand, this movement has provoked an increased interest in quality
management in HEIs in Arabic countries (Papanthymou and Darra 2017); on
the other hand, the need for continuous improvement is directly implied in
TQM, which is better implemented in a cultural context that is receptive to

change (Halvorson, 2013).

However, scholars found that, although that TQM, which includes continuous
improvement, has been adopted in most Saudi HElISs, there are still challenges
in its implementation (Alzhrani et al., 2016). As an initiative to improve these
challenges, authors such as Alzhrani et al., (2016) have proposed a model for
establishing the enhancement of TQM practices, and concluded by calling on
Saudi universities to maintain quality and development departments dedicated
to monitoring quality in the educational process. Pointedly, for this study, they
remained silent on the interface between quality management processes and

organisational culture.
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Likewise, studies have also shown that efforts have been made in Libya to
investigate the implementation of sustainable total quality management within
the Libyan HEI sector and culture; however, the relationship between
continuous improvement and cultural organisation was, again, not among the
identified factors (Khoja, 2016).

Furthermore, Alholiby (2018) developed a framework consisting of seven
main areas for improving quality assurance operation within Saudi Arabia’s

HEIs; however, organisational culture did not feature in its outcomes.

It can be said, then. that the literature does not offer a clear understanding of
the bond among constant improvement and organisational culture. There exists
a lack of references to the organisational culture—continuous improvement
relationship in Saudi Arabia’s HEIs. This situation is problematic given that
HElIs in the region have a culture that is distinctly different from what is found
in the business sector, where the continuous improvement philosophy

originates.

This is compounded by the fact that the models and methodologies used in
continuous improvement originate from both national and organisational
cultures that are different from those of most HEIs in Saudi Arabia.
Continuous improvement has been described as dependent on an
organisation’s culture, as a reflection of that culture or both (Hess and
Benjamin, 2015).

Notwithstanding the apparent importance of culture in the implementation of
continuous improvement (Cl), the researcher did not find any studies focusing
on the nexus between these two aspects, i.e., Cl and cultural influence in the
context of Saudi Arabia’s HEIs. In linking continuous improvement to culture,

Halvorson (2013) posits that CI is not only an operational variable but is also
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an essential cultural factor. Therefore, This research fills this gap through
integrating both the organisational culture and the ClI aspects in its

examination of the former’s influence on the latter in the Saudi HEIs.

1.4 Research Aim, Questions and Objectives.

The aim of this study is to establish the role played by aspects of
organisational culture in enhancing the implementation of continuous
improvement within the HEISs. It explores the nexus between organisational
culture and continuous improvement in HEIs. This leads to the research
question of establishing how organisational culture can be leveraged to
enhance continuous improvement. This research question is further subdivided
into the following sub-questions:

e What cultural aspects facilitate continuous improvement?

e What interventions are needed to enable these cultural aspects?

Research Objectives

i.  Identify organisational culture enablers and inhibitors of continuous

improvement, via extensive review of relevant literature.

ii.  Identify organisational culture enablers and inhibitors of continuous
improvement within HEIS.

iii.  Establish how enablers can be encouraged and inhibitors removed in
an organisational culture in HEIs.

iv.  Develop a framework of interventions that will help to leverage the
organisational culture to facilitate continuous improvement HEIs.

v.  Validate the interventions framework of organisational culture via the

judgments of experts from the HEISs.
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1.5 Significance of the study

Major changes in the higher education sector over the last two decades
have exerted pressure on the ability of HEI systems to sustain quality, meet
increasing demands for accountability, and demonstrate their economic and
social role (Zajda and Rust, 2016; Nash, 2019). The drive for quality
management and quality assurance has manifested in the increase in
accreditation and quality audits required of HEIs by government bodies and
external (McKay and Kember, 1999; Harvey, 2005). Saudi Arabia higher
education system is not exceptional in this regard. The National Commission
for Academic Accreditation and Assessment (NCAAA), established by the
Higher Education Council in 2004, is responsible for accreditation and quality
assurance (Al-Bagami, 2015; NCAAA, 2012). Most of Saudi’s HEISs still adopt
formal quality assurance systems, including implementing NCAAA standards
(NCAAA, 2012). It is, therefore, imperative to inquire into the enablers and
inhibitors of continuous improvement (which is a component of quality
assurance initiatives) in Saudi HEIs, through the investigation the aspects of
organisational culture that either enhance or deter the continuous improvement

process.

This occurs in a context within which higher education has been cited as having
a role in catalysing national economic development (Becket and Brookes,
2008), being the vanguard of the knowledge economy (Ehlers and
Schneckenberg, 2010) and as needing to adopt internationally accepted best
practices and processes (Dickson, Kwantes and Magomaeva, 2014).
Furthermore, one of the aims of Saudi government vision 2030’s is the
transformation of the Saudi HEIs environment through a number of measures,
including attracting and retaining the finest Saudi and foreign minds, and
provide them with all they need, and improving and reforming regulations to
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pave the way for investors and the private sector to acquire and deliver
educational services (Council of Economic and Development Affairs, 2016).
Accordingly, this research will help both the government, the universities and
those interested in investing in the Saudi HEIs through providing them with the
cultural factors that affect the CI in the Saudi HEIs

1.6 Methodology and methods

Because of limited empirical studies on organisational culture and Cl in
HEIs in Saudi Arabia, and because the concept of Cl is based predominantly on
Western models, the present study assumes that perceptions of the relationship
are both subjective and multiple and, therefore, are socially constructed
(Creswell 2014; Hesse-Biber and Leavy 2010). Social constructivism aims to
understand and reconstruct “the constructions that people (including the
inquirer) initially hold...” (Lincoln and Guba, 2000 p.113). In this case, the
researcher plays a dual role as both facilitator and participant. Social
constructivism is frequently aligned with a qualitative research paradigm, where
the study depends on the participants’ opinions of enablers and inhibitors of
continuous improvement in their organisations. The data will be collected
through the use of face-to-face and focus group interviews. A minor quantitative
component is also employed, i.e., a survey, which enabled the researcher to

quantify some observations (Onwuegbuzie and Teddlie, 2003).

As one of the study’s objectives was to develop a framework of interventions
helping to leverage organisational culture and facilitate continuous
improvement, the Grounded Theory design (GT) was considered appropriate
for data collection and analysis. Indeed, Creswell (2014) posits that Grounded
Theory design can be applied wherever there is no theory that explains a
phenomenon within its specific context. In this vein, data collection and data
analysis were conducted concurrently, which is consistent with the tenets of
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Grounded Theory. Lastly, it should be mentioned that qualitative sampling
techniques were used to obtain rich information and generate an appropriate

representation of different regions of Saudi Arabia.
1.8 Conclusion and organisation of the study

This chapter presented an introduction to the study by outlining its
theoretical background, purpose, problem statement, research questions,
significance, definition of terms, scope and delimitations. The rest of the thesis

is organised as follows:

The second chapter presents a survey of relevant literature on national culture,
organisational culture and continuous improvement. It concludes by identifying
gaps in the literature and presenting the study’s conceptual framework. Chapter
Three presents the methodology and methods used. Guided by Saunders et al.’s
(2012) Onion Framework, it discusses the study’s social constructivism stance
and use of Grounded Theory for both data collection and analysis. The chapter
concludes with a discussion the ethics of the study and the mechanisms used to
ensure quality. The fourth chapter presents the study’s findings through five
sections focusing on data collection, the data analysis process, a presentation of
the results, results analysis and a presentation of the ideal position derived from
the results. Chapter Five identifies inferred interventions that could facilitate
Cl in Saudi Arabian HEIs, based on data derived from study participants.
Combining the identified interventions with those derived from the literature
review, the chapter concludes by proposing interventions that are likely to close
the gap between the ideal conditions for CI and the current practices in Saudi
Arabian universities. Based on Schein’s conceptualisation of organismal
culture, as made up of three interlinked levels, Chapter Six discusses aspects of
OC that were identified by participants as necessary for creating an environment
that is conducive for ClI. It proposes a framework that focuses on organisational
culture related interventions that can ensure the successful adoption of CI. It
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then proceeds to evaluate its strengths and weaknesses. Chapter Seven
concludes the study by summarising its major findings, contributions and

limitations, followed by identifying areas for possible future research.

CHAPTER TWO: LITERATURE REVIEW
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2.1 Introduction

Recent years have witnessed an upsurge in studies of organisational
culture that link culture to organisational outcomes such as employee
motivation (Milne,2007), retention (Anitha, 2016; Hight and Wood, 2018),
commitment (Ramdhani, Ramdhani and Ainissyifa, 2017), job satisfaction
(Belias and Koustelios, 2014), innovation (Naranjo-Valencia, Jiménez-Jiménez
and Sanz-Valle, 2011; Efrat, 2014; Zhu, 2015; Ali Taha, Sirkova and
Ferencova, 2016; Matinaro and Liu, 2017), entrepreneurial orientation (
Karyotakis and Moustakis, 2016; Lee, Howe and Kreiser, 2019), productivity
(Park and Lunt, 2017) and continuous improvement (Aziz and Morita, 2016;
Ng and Hempel, 2017; Millar, Cadden, Yang and Humphreys, 2018).
Organisational culture has, therefore, been demonstrated to be critical for the
development of positive organisational outcomes (Evans and Dobrosielska,
2019).

This chapter reviews relevant literature on organisational culture and its
influence on continuous improvement in organisations with specific focus on
HEIs. It starts by discussing multiple definitions of organisational culture, then
highlights the main models used to interrogate it and draws attention to the
strengths and weaknesses of each. The chapter proceeds to define and discuss
organisational culture and its models for the purpose of providing a lens through
which to understand the organisational culture of Saudi higher education

institutions.

2.2 National culture vs organisational culture.

Culture is a complex notion that has been defined by Shweder and Haidt

(2000) define culture as the meanings, conceptions, and interpretive schemes of
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a people. On the other hand, Brown (2007) posits that culture is passed across
generations through socialisation and, therefore, he defines it as those things
people learn that constitute their way of life, including their language, beliefs,
values and norms, customs, dress, diet, roles, knowledge and skills. With that
being said, there are key differences between the national cultures and the

organisation cultures.

According to Hofstede 1980 and Hofstede et al. 1990, who looked into
culture differences, found that national cultures differ mainly at the level of
values, whereas the differences between organisations cultures are mainly seen
at the superficial symbols, practices, and rituals levels. The pioneers of national
cultures study was based on the national subsidiaries of an international
Business Company found that National cultures create differences between
otherwise similar institutions, organizations and individuals across countries.
Therefore, National culture is seen as the collective mental programming of the

mind in a countrywide context (Hofstede, 2001).

Organisational culture on the other hand is has been defined by Schein
(1992: p. 12) as: “A pattern of shared basic assumptions that the group learned
as it solved its problems of external adaptation and internal integration that has
worked well enough to be considered valid and, therefore, to be taught to new
members of the organisation as the correct way to perceive, think, and feel in
relation to those problems. Castro and Martins (2010) states that uses
employers’ beliefs, principles and their assumptions as its foundation.
Furthermore, Cameron and Quinn (2003) explained that, OC was an implicit set
of assumptions beliefs and values, shared commonly by members of
organizations. Unlike national cultures which, recounts mainly on deep-seated
values, OC relates predominantly to commonly shared beliefs in organizational
processes and practices (Sirmon & Lane, 2004). Hofstede et al. (1990) observes
that OC create differences between otherwise different organizations within the

same countries.
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2.3 National culture and organisational culture: mutual influences

and constraints

National culture and organisational culture are two notions undoubtedly
attached in a dynamic of mutual influences and constraints. On the one hand,
organisational culture is part of the context of national culture in the sense that
any organisational culture, such as that of HEIs, has been developed and acts in
an ongoing capacity within the national cultural context. Therefore, it is
expected that these organisations are influenced and constrained by the elements
that constitute national culture. This statement is supported by Hofstede (2001)
who pointed out that a distinction should be made between national culture and
organisational culture, rationalising that, just as organisational culture in the
workplace distinguishes an employee of one organisation from another, so does
national culture set apart people from different countries. Hofstede et al. (2010)
suggests that national culture is integral to the socialisation process of an
individual from infancy, which provides them with fundamental values and

beliefs. In this vein, lorgulescu and Marcu (2015, p.97) affirmed the following:

...we want to emphasize the idea that organisational cultures
are constituent parts of the culture of the nation they belong
to. Organisations operating in a parent culture and many of
the elements that make them up are derived from the
assumptions of national culture. It is up to organisations to
take over, to emphasize and to amplify sometimes deep
elements of the parent culture. The composition of the
organisational culture certainly reflects the national values.
The language, symbols, behaviours, myths constitute the
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visible forms of the manifestation of institutional culture,

bearing the marks taken from the values of national culture.

On the other hand, it is possible to find organisations that are working within a
foreign culture, i.e., those transnational organisation that have representation in
many different countries. In these cases, national culture is part of the context
of organisational culture and links have been observed between the two. For
example, Gelfand et al. (2007) suggest that, in a situation where the two are
correlated, a significant effect will be observed. This implies that organisations
working across different nations should more closely consider their practices in
order to fit within the cultural context of the host country. Such organisations
also need to consider the effect of cultural differences between the headquarters
and the subsidiaries (Drogendijk and Holm, 2015; Yildiz, 2014). Organisational
contexts vary in terms of regulatory frameworks, type of institution, labour
regulations and market conditions among many other national and regional
factors. These variations impose constraints on organisations as they seek to
adjust to their local contexts, a situation that results in discrepancies among

organisational units based in different countries (Gerhart, 2009).

As management is ‘culturally dependent’, in the case of organisations located
in foreign places, Hofstede (1983) argued that successful organisations have
adapted ideas from foreign management into their local contexts. Nevertheless,
this proved difficult, with the best results being derived from multinational

management practices seeking to align with the local culture (Hofstede, 2001).

The fundamental part of national culture has been noted by, among others, the
GLOBE, project (House et al, 2004) which highlights that the relationship
between national culture and organisational culture reflects the countries in
which they reside, which seems consistent with the idea of constraint. A

similar rationale was shared by lorgulescu and Marcu (2015), who established
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a relationship between national culture and organisational culture which they

characterised thus:

The relationship between the national culture and the
organisational culture is characterized by including the
latter in the specificity of the nation in which organisations
operate. Defined as the personality of an institutional
structure, a strong organisational culture will take and
adapt what is lasting and valuable in national cultures
(lorgulescu and Marcu, 2015, p.98).

According to (Hoque et al., 2013) an organisational culture which is shaped by
Islamic values can be described as the “the process of transmitting and sharing
philosophies, vision, mission, values, beliefs, norms, knowledge and skills
among the organisational members in the light of Quran and Sunna for
achieving the goals of organisation smoothly and efficiently, thereby getting
the satisfaction of Allah (SWTA). Hence, it can be expected that
organisations operating within Islamic cultures are influenced or affected by
the unique Islamic cultural characteristics that inform its organisational

performance.

2.4 Organisational culture

The presence of multiple definitions of organisational culture indicates
a lack of consensus on its constituents. In one early definition, Schein (1992,

p.12) suggested that organisational culture is a:

...pattern of shared basic assumptions that the group
learned as it solved its problems of external adaptation and
internal integration that has worked well enough to be

considered valid and, therefore, to be taught to new
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members of the organisation as the correct way to perceive,

think, and feel in relation to those problems.

Viewing organisation culture as exemplafying a system of assumptions,
values, norms and attitudes, Janiéijevi¢ (2011) went further to indicate that
these: ““...manifested through symbols which the members of an organisation
have developed and adopted through mutual experience and which help them
determine the meaning of the world around them and the way they behave in
it” (p.72).

Likewise, for Schneider, Ehrhart and Macey (2013) organisational culture can
be viewed from three perspectives: a) culture as integrationist; b) culture as
fragmented and therefore not shared, and c) culture as differentiated and
therefore an amalgamation of cultures. For these authors, the integrationist
perspective implies that an organisation has one culture that is shared by all.
However, this view seems to ignore that people within an organisation are not
necessarily homogenous, i.e., that within the same organisation there could be
various sub-cultures, a position also held by the fragmented perspective of

organisational culture.

According to ‘b’, the fragmented view, it is unlikely that people in an
organisation can have similar views and experiences. In addition, ‘c’, the
differentiated view, suggests that organisational culture is an amalgamation of
the cultures those individuals who make up the organisation express. Thus,
organisational culture impacts future organisational outcomes because it
shapes the public’s image of the company, influences performance, and gives
the company and its employees direction and motivation (Cunliffe, 2008).

In the face of globalisation, organisational culture has been juxtaposed with
national culture, in a situation where the assumption has been that
organisational performance depends on the alignment of employee’s values

with the company’s strategy, as well as on the effect of leadership
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manipulating the organisation’s culture for the purpose of achieving desired
objectives (Buchanan and Huczynski, 2010). Organisational culture has,
therefore, been linked to many aspects of an organisation’s activities and
outcomes, such as high school teacher’s job satisfaction (Arifin, 2015),
innovation performance (Laforet, 2016), management control, motivation and
employee performance (Owoyemi and Ekwoaba, 2014), continuous
improvement initiatives (McLean, Antony and Dahlgaard, 2017; Brajer-
Marczak, 2014), and quality culture in higher education (Bendermacher,
2017).

Finally, it should be said that organisational culture evolves gradually until it
becomes an unconscious part of the way in which groups function. In this
regard, organisations that retain their staff create strong cultures, which
positively impacts organisational performance (Deal and Kennedy, 1982). On
the other hand, high turnover is associated with a loss of cultural identity or a

weak culture.

Several studies have been conducted on organisational culture, resulting in the
development of a number of organisational culture models (Hofstede, 1991;
Schein 1985; Hatch, 1993; Cameron and Quinn, 2011; Johnson and Scholes;
1992; Johnson, Scholes and Whittington, 2008).

2.5 Models of organisational culture

The following sub-section discusses the various models of
organisational culture. A summary of their key characteristics, as well as their

similarities and differences will be also presented.
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2.5.1 Hofstede’s (1991; 2011) Model of Organisational Culture

(see figure 2.1) with the segments being values, rituals, heroes and symbols,

Having portrayed organisational culture in the form of an onion ring

Hofstede’s (2011) model about organisational cultures can be viewed from six

dimensions based on whether an organisation is:

Vi.

Process or results oriented, with process-oriented cultures focusing
more on the means to an end and the avoidance of risks to alleviate
uncertainty and results oriented focusing more on the end and the

acceptance of necessary risks.

. Job or employee oriented, with job-oriented cultures associated with

having a higher concern for getting the job done than for the well-
being of employees, as is the case in employee-oriented cultures.
Professional or parochial, with professional cultures making a clear
distinction between the employee at work and the employee in their
private space at home, while parochial cultures see one’s job as an
extension of their life.

Open or closed systems, with the former accepting outsiders and

external views and the latter being more inward-looking and hostile to

outside influences.

Tightly or loosely controlled systems, with the former characterised by

structured work and limited room for innovation, and the former being

more flexible and open to innovation.

Pragmatic or normative, with the first being more customer oriented

while the latter depends on rigid rules and prioritises these over being

flexible when handling customer’s needs.

According to Hofstede (1980), organisational culture is a manifestation of the

social norms and/or values of where the organisation is located. The model

shows that organisational culture manifestations serve different roles at both

organisational and societal levels. Hofstede’s model could, therefore, be
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sufficient for studying societal culture where the focus is on those cultural
values, but not for organisational culture where the focus is on organisational

practices.

2.5.2 Schein’s (1985) Model of Organisational Culture

Having been an integral inclusion in many studies on culture from its
apparition, the Schein model has formed the basis of a considerable number of
related studies on culture, such as those of Alkhoraif and McLaughlin (2017),
Dimitrov (2013), and Smerek (2010). Indeed, according to Schein (2010,
p.18), the culture of an organisation consists, fundamentally, of ““a pattern of
shared basic assumptions™, which shape the way the cultural members think
and act. These assumptions can operate below the level of consciousness, and
hence they are not easy to identify or articulate. One example that Schein
provides is that of the Digital Equipment Corporation, wherein he observed an
extensive debate, interruption and confrontation during the course of senior
management meetings. The meetings had become acrimonious and
inconclusive. He realised that the managers all shared the assumption that the
value of an idea could not be validated unless it had been subjected to
intensive debate. By making the DEC managers aware of their shared
assumption, Schein was able to help them change the way they responded to
interruption and, instead, taking this as an opportunity to restate their ideas,
which subsequently led to a renewed focus on the ideas rather than the

interruptions.

The framework for cultural analysis offered by Schein (2009) is based on three
levels of culture within an organisation, which can be broadly divided into the
visible elements (the artefacts) and invisible elements (espoused values,
guiding philosophies, and underlying assumptions). Figure 2.3 illustrates their
purposes.
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Figure 1: Three levels of organisational culture (Source: Schein, 1992)

According to the figure, Schein (2009) identifies three levels of organisational
culture: artefacts (visible elements) and espoused values, guiding philosophies,
and underlying assumptions (invisible components). Indeed, artefacts are the
manifestation of the phenomena that observers can see, feel or hear when they
come across a group with a different culture to their own. This can include
perceivable products such as the group’s physical environment, language,
style of clothing, technology, and products, as well as observable rituals. The
term Artefacts may also include the ‘climate’ of an organisation, which is a
product of shared assumptions and observed behaviour. Schein (2009)
exemplifies artefacts by talking about the Egyptian and Mayan pyramids
which, although similar structures, nevertheless served very different
purposes, the former as burial chambers and the latter temples and tombs.
While artefacts may be easy to observe, they are not easy to decipher. Table 1
describes some of the perceptible and visible forms of artefacts that exist

within organisations:
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Table 1: Forms of artefacts within an organisation (Source: Dandridge et
al.,1980; Shultz, 1995; Jones, 1996)

Basic assumptions can pervade the next level in Schein’s framework, which is
that of espoused beliefs and values. According to Schein (2009), these are the
ideals, goals, values and aspirations held by group members. Such beliefs are
also manifest in the ideology or philosophy of an organisational. While values
may define what the organisation cares about, norms describe how group
members must behave. At times, espoused values and beliefs may act as the
desired behaviour rather than the observed behaviour. In this context, Schein
(2004) gives the example of Hewlett-Packard, an organisation which
‘espoused consensus management and teamwork’ as a part of the ‘HP Way’.
However, it was found in the HP Computer Division that engineers had to
demonstrate individual competitiveness and political nous in order to get
ahead. Hence, Schein urges caution in analysing espoused beliefs and values

by discriminating amongst those that are consistent with the unconscious
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assumption shaping performance, part of the organisational ideology and

philosophy, constitute rationalisations or consist of future aspirations.

The next level in Schein’s framework, namely “basic underlying
assumptions”, define for its members the areas they need to pay attention to,
the meaning of things, acceptable emotional responses to situations and what
actions to take within them (Schein, 1985). Basic assumptions are derived
from consensus reached as a result of realising repeated success from using
and maintaining particular beliefs. For instance, within a group that gives
primacy to individual rights, it would be nconceivable for any group member
to contemplate suicide or other form of self-sacrifice to atone for dishonour
brought upon the group. Similarly, in a capitalist company, a business
organisation would never be designed to run at a loss or to produce products

that do not work.

2.5.3 Cultural Dynamics Model (Hatch, 1993)

Hatch’s Cultural Dynamics Model (1993) is built on Schein’s
theorisation of culture. The main value of this model is the specification of the
dynamic of a cultural organisation; this value is specified through the form of
process, i.e., manifestation, realisation, symbolisation, and interpretation’
procedures that allow for an understanding of the cultural members’
behaviours. For instance, the Hatch’s model focuses on the organising
processes, which connect assumptions, values and artefacts. As assumptions
operate in an unconscious, subjective manner (Schein, 1985), they can be
‘manifested’ through the values of an organisation. Thus, the process of
‘manifestation’ represents the manner within which the cultural members are

able to manifest values coming from unconscious, subjective assumptions.
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The same approach can be taken to rationalising the process of ‘realization’
where, from values, it is possible to ‘realise’ an artefact; the artefact comes
under the form of objects, verbal expressions, or activities. Artefacts produced
in this way become symbols, i.e., tacit sign + significant, to which is accorded
a meaning (‘symbolisation’ process). Lastly, the cultural members of an
organisation can then interpret those symbols (“interpretation’ process) that
are characteristic of that cultural organisation and are explained in the same
way by all the cultural members. Figure 3 illustrates the dynamics of

organisational culture.

Figure 2: The dynamics of organisational culture (Source: Hatch, 1993)

The top half of the model demonstrates how culture takes material form in the
artefacts, which have been created by behaviours imbued by more latent
assumptions and values. In the bottom half of the model, cultural meaning-
making changes artefacts into symbols that corroborate or challenge
assumptions. It should be noted that the dotted line, which separates the right

and left sides of the model, assigns artefacts to the domain of objectivity, and
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assumptions to the domain of subjectivity. Symbols and values are placed
between the domains, which show that they share properties from each

domain.

Hatch illustrates these processes with the help of the following example. If an
organisation works with the assumption that human beings are lazy, then
laziness is likely to be considered negatively. This would then activate
attempts to control employees’ laziness (Value for Control), while suppressing
the belief that employees can work without control and monitoring (Value of
Autonomy). Hence, in line with the assumption that human beings are lazy, a
parallel assumption would be that success depends on efforts made by
employees. In such a case, while effort would be compatible with a Value for
Autonomy, the laziness assumption would interfere and lead to the ascendancy

of the Value for Control.

These values are then manifested in cultural artefacts through the process of
realisation. Such artefacts can include time clocks, daily activity reports and
easily visible offices. These artefacts are then available for symbolisation and
interpretation. While the organisation might promote its open plan offices as
participative, employees may come to see these and time clocks, as well as
activity reports as indicators that they are not trusted by the management. Such
feelings may lead to resentment and exclusion on the part of the employees
and result in the production of symbols that would counter those of
management. These symbols form the basis for the development of meaning
and significance in daily organisational life. With time, the interaction of these
four processes influences what people assume and value about their culture,
thereby creating, stabilising and changing the artefacts and symbols that

manifest its meaning.

In spite of the many advantages offered by the Hatch model, it is discarded

here because it places too much emphasis on providing a better understanding
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of the connections between Schein’s identified domains and. to an extent, is
limited by the high level of abstraction involved in the framework, which
restricts the explanatory power of connectivity between organisational culture
and structure, strategy and operations (Dauber et al. 2012).

2.5.4 The Competing Values Framework (CVF)

The Competing Value Framework (CVF), synthesised by Quinn and
Rohrbaugh (1981, 1983), pivots on a) whether the focus of the organisation is
internal or external and b) whether the organisation is inclined towards
flexibility and individuality as opposed to stability and control. At the
convergence of both aspects, four kinds of organisational cultures are formed,
namely adhocracy, clan, market and hierarchy. Based on an older model,
which identified 39 factors of organisational effectiveness (Campbell, 1977),
the CVF (Quinn and Rohrbaugh, 1981, 1983) has been able to identify a broad
range of organisational phenomena including organisational design, quality,
life cycle development stages, human resource managers’ responsibilities and

the effect of leadership and management skills.

Statistical analysis of the 39 factors conducted by Quinn and Rohrbaugh
(1981, 1983) led to the emergence of four key clusters which, in turn,
identified three value dimensions: a) organisational focus, b) organisational
structure and c¢) organisational means and ends. These dimensions represent
values that influence the criteria used in the evaluation of organisational
effectiveness. Every criterion in the structure of the effectiveness of an
organisation reflects a varied combination of these values. Mixing the first two
values (organisational focus and organisational structure) established four
quadrants that showcase the most popular organisational effectiveness

theoretical models: rational goal, internal process, human relations, and the
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open systems model. Figure 4 illustrates the link between the values and

effectiveness criteria.

Flexibility

Human Relations Model (Clan) Open System Model (Adhocracy)
Means: Cohesion; morale Means: Flexibility: readiness

Ends: Human resource development Ends: Growth; resource acquisition

Internal External

Means: Information management; Means: Planning; goal setting
ans: Pla ; goal ¢

Somunication Ends: Productivity; efficiency

Ends: Stability; control

Internal Process Model (Hierarchy) Rational Goal Model (Market)

Control

Figure 3: The Competing Values Framework (Source: Quinn and Rohrbaugh,
1983)

The CVF is beneficial for examining and understanding the four types of
organisational culture, namely: adhocracy, where the focus is on flexibility
and readiness to initiate and respond to opportunities; clan, where there is high
concern for people; hierarchy, where focus is on maintaining internal stability;
and market, where focus is on responding to the external demands in terms of

productivity and efficiency (Berrio, 2003).

2.5.5 The Cultural Web Model

The Cultural Web Model (Johnson and Scholes, 1992; Johnson et al.,
2008) is a representation of the behavioural, symbolic and physical
manifestations of a culture that are shaped by the tacit assumptions and beliefs
(also called paradigms) held by the members of an organisation. Within this
model, a paradigm consists of the purpose, mission and values of an

organisation, what Johnson et al. (2008) refer to as the “collective experience’
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of the organisation. Routines represent the way things are done in an
organisation on a daily basis, whereas rituals reinforce what is valued in the
organisation through, for instance. trainings, procedures or even more informal
activities like socialising after work or casual chit chat around the
photocopying machine. The stories are organisational narratives, which flag
up the successes and failures of the organisation, as well as its heroes, villains
and mavericks. Symbols are objects, events or acts that are imbued with a
deeper meaning than the those on the surface, such as office layout, titles or
even the form of language used in the organisation. The Cultural Web Model

is illustrated in Figure 5.

Figure 4: The Cultural Web Model (Source: Johnson et al., 2008)

Furthermore, power structures demonstrate how power is distributed
throughout the organisation, as well as who is in charge decision-making.
Organisational structures reflect hierarchies and define employee roles in the
way the work is carried out; for instance, within hierarchical, mechanistic
structures, strategy is the domain of managers and everyone else follows
orders. Control systems consist of measurements and reward systems. In terms

of measurement, public service organisations tend to be more focused on the
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stewardship of funds rather than competitiveness, whereas, in terms of reward
systems, individually based bonus schemes may show that the company values

internal competition over teamwork.

The model has received some criticisms given that the identification of the
culture characterising an organisation is not sufficient to obtain an in-depth
understanding of the relationships and inner processes of the organisation; for
instance, the influence of the culture in the quotidian actions of the members,
their relationships, and their relation to the clients (Sun, 2008). Thus, even if
the model portrays an important idea about the main components of the
culture, it offers less of the relevant information required to implement

changes in organisational culture.
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2.6 Models summary

The next table (Table 2) shows the different organisational culture

models, their similarities, and their differences.

Table 2: Models of organisational culture

(Schein, 1985)

Model of - Manifestation/reflect of the
Organisational | social norms and/or values of
Culture where the organisation is
Hofstede (1991; | located.
2011)
- Organisational culture
manifestations serve different
roles at both organisational and
societal levels.
- Focus on cultural values, but
not on organisational practices.
Model of - Consists fundamentally of a
Organisational | pattern of shared basic
Culture assumptions

- Assumptions shape the
thinking and acting manners of
the cultural members

- Assumptions operate
unconsciously

- Assumptions are difficult to
identify and articulate.

Cultural
Dynamics
Model
(Hatch, 1993)

- Built on Schein’s theorisation
of culture.

- Focuses on the organising
processes (manifestation,
realization, symbolization, and
interpretation, connecting
assumptions, values and
artefacts.

Even if each model
uses its own
terminology to
refers to its
components/elemen
ts, it is possible to
identify basics
assumptions, such
as beliefs, values,
symbols,
philosophy, and
heroes. It is argued
that all the models
presented seem to
share these
elements

Different
terminology is used
by each model to
refers to its
components,
processes and
strategies

Some models focus
on the components
of the cultural
organisation, such
as Hofstede’s
model, while others
focused on the
components and its
relationships, such
as Schein’s model
and Hatch’s model
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Competing - Pivots on a) whether the focus
Values of the organisation is internal or
Framework external and b) whether the
(Quinn and organisation is inclined towards
Rohrbaugh, flexibility and individuality as
1981, 1983) opposed to stability and control.

- Four Kinds of organisational
cultures are formed: adhocracy,
clan, market and hierarchy.

- Based on an older model,
which identified 39 factors of
organisational effectiveness
(Campbell, 1977)

- The CVF identified
organisational phenomena:
organisational design, quality,
life cycle development stages,
human resource managers’
responsibilities, and the effect of
leadership and management
skills.
- Identified three value
dimensions: a) organisational
focus, b) organisational
structure, and c) organisational
means and ends.

Cultural Web | Representation of the
Model (Johnson | behavioural, symbolic and

and Scholes, physical manifestations of a
1992; Johnson | culture that are shaped by the

et al., 2008) tacit assumptions and beliefs
(also called paradigms) held by
organisation members

As illustrated in Table 2, all included models demonstrate the main elements
of Schein’s three levels in one form or another. Indeed, in Johnson and
Scholes’ (1992) Cultural Web Model, Schein’s invisible components
constitute part of the paradigm, while the other seven elements — routines,
rituals, stories, symbols, control systems, power structures, and organisational
structure — are part of Schein’s visible elements, the artefacts.
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Hatch’s Cultural Dynamics Models is also based on Schein’s three levels, with
symbolism being an additional element. Symbolism can, however, be viewed

as an artefact since symbols are visible elements.

Concerning Quinn and Rohrbaugh’s Competing Value Framework, the
organisation gravitates towards Schein’s invisible components of culture,
assumptions and values idea, where the means and ends reflect Schein’s
visible elements. In this regard, the Competing Value Framework can be said
to be underpinned by Schein’s conceptualisation of organisational culture as

emanating from a core of shared assumptions.

Hofstede’s presentation of organisational culture as an onion ring — where
values are represented in the inner most ring followed by rituals, heroes and
symbols — presents a slight variation from Schein’s ideas in that, for the latter,
the core or base are shared assumptions. This notion notwithstanding, the
models have commonalities in the level of shared values to Hofstede’s rituals,
heroes and symbols, which can be viewed as Schein’s artefacts, the visible
parts of culture. Hofstede et al.’s (1990) six dimensions framework of
organisational cultures explicates an outcome of the “onion ring” process
because what explains an organisation’s orientation is found within its values

and the orientation becomes part of the rituals and symbols.

Given that Schein’s model’s is at least partly portrayed, in some form, in the
other models, it will guide this study’s attempt to establish how organisational
culture can be leveraged to support continuous improvement in Saudi Arabia’s
HEI.
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2.7 Rationale for choosing the Schein model as Study conceptual

framework

This study has examined the models of organisational culture offered
in the literature. It seems evident that many components of the different
models overlap - i.e., coincide among them — while other elements represent
individual contributions of each model to the total comprehension of the
concept of cultural organisation. It has also been noted that the Schein model
(1985) reunites the aspects of coincidence in the presented models, as well as
the individual contribution each makes. Indeed, by viewing the organisation as
a purposive social ecosystem, this study has decided to adopt the model of
culture proposed by Schein (1985). The model is both holistic and broad in its

extent, considering many elements that compose the cultural organisation.

Our intention is to use the Schein model as a lens through which to view the
cultural organisation of HEIs in Saudi Arabia, given that it is a particular
cultural organisation that is characterised by the unique qualities of the
Arabian culture. Indeed, Schein’s “tacit shared assumptions’ concept is best
positioned to deal with a strong culture, such as that of Saudi HEIs where, as a
result of Islam, there are communally derived values and beliefs that,
overtime, have become ingrained and unquestionable (Bamford et al., 2018).
Lastly, it is believed that this model will help to obtain a better understanding
of the Arabian cultural organisation in the selected Saudi Higher Education

Institutions.

Studies have found Schein's model of organisational culture to be useful for
considering innovation fostering processes (Hogon and Coote, 2014).
Continuous improvement and innovation are related, as the former is, at times,
classified as evolutionary innovation. It can, therefore, be expected that the
Schein model provides a useful lens for understanding the nexus among

organisational culture and continuous improvement because the latter can be
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viewed as one of the visible elements of culture. In this sense, Ghinea and
Bratianu (2012) mentioned that: “Schein outlines the slow, but not inexistent,
process of continuous transformation that this organisational culture
undergoes” (p.262). Indeed, among the visible elements, it is possible to infer
continuous improvement with processes, strategies, goals, and practices,
which are indeed, visible elements of a specific organisational culture, and that
are particularly needed to achieve the desired improvement/innovation. Thus,
Schein’s (2006) model views organisational culture at three levels: underlying
assumptions, values and artefacts, which are considered to present a more

comprehensive lens for understanding organisational culture.

Similarly, while it was noted that a number of instruments are used for
measuring culture, Schein’s argument that such instruments do not measure
culture, but rather reflect its “artefacts”, was found to be poignant. Therefore,
from the review of the literature on culture, this study proposes to explore the
organisational culture—continuous improvement relationship in Saudi Arabia’s
HElIs through the application of Schein’s three levels of culture model. The
next section defines continuous improvement, identifies and discusses its
measurable dimensions and highlights its relationship with organisational

culture.

2.8 Continuous Improvement (CI)

The history of continuous improvement can be traced back to the
scientific management period of the 1800s and 1900s, through to the Total
Quality Management (TQM) initiatives associated with Japan — in particular
with Toyota, which incorporated it into its lean tools (Bhuiyan and Baghel,
2005; Liker and Morgan, 2006). Ehie and Sheu (2005) view CI as an umbrella
term for techniques and tools, such as Kaizen, lean, six sigma and total quality

management used to improve performance in manufacturing.
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Bhuiyan and Baghel (2005 p.761) define Cl as ““a culture of sustained
improvement targeting the elimination of waste in all systems and processes of
an organisation.”. Sustained improvement is achieved in an evolutionary
manner with minimum capital and involves everyone in the organisation.
Notwithstanding their description of CI as evolutionary, Bhuiyan, and Baghel
(2005) posit that it can also be transformational when innovation or new

technology is involved.

An increase in global competition across almost all sectors has heightened the
need for CI (Singh and Singh, 2015). Organisations develop their ClI
capabilities through continuously appraising past actions and achievements,
current actions, and planned future activities with the intention of identifying
areas in need of improvement (Almehareb and Graham-Jones, 2010;
Schweitzer and Aurich, 2010). Therefore, Cl includes all activities across the
entire business network, such as processes, products and services, as

illustrated in Figure 6 .

Analysis of
causes
LUinderstanding Developmeant of
the problem improvemeanis
Definition of a Taking selec-
new . standard tive measuras
Testing for
achievement

Figure 5: The continuous improvement process (Source: Schweitzer and
Aurich, 2010)
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The improvements can be characterised as incremental, implying occurrence
over time or as breakthrough with changes occurring in a single instance
(Little, 2014; Norman and Verganti, 2012). Whatever the nature of Cl, at its
broadest, it is about enhancing the chance of success and reducing those of
failure (Juergensen, 2000; Baghel and Bhuiyan, 2005). With a view to
highlighting the encompassing nature of CI, the Chartered Quality Institute
(CQI) (2015) provides a concise and useful summary of continuous
improvement, stating that it is:

...a type of change that is focused on increasing the
effectiveness and/or efficiency of an organisation to fulfil its
policy and objectives. It is not limited to quality initiatives.
Improvement in business strategy, business results,
customer, employee and supplier relationships can be
subject to continual improvement. Put simply, it means

getting better all the time.

Taking the definition offered by CQI which emphasises ‘continual
improvement’ as a point of departure, it seems important to draw attention to
prevalent CI models, tools and methods drawn from management research.
These have been used extensively in educational contexts as well, although
their efficacy has not gone unchallenged by those who believe that *academic
culture is not receptive to TQM’. Indeed, Koch (2003) has mentioned that
even if TQM has been useful in other contexts, in HEIs the TQM referred only
to those non-academic aspects, such as registration or physical structure.
However, TQM ““has ignored the most critical questions facing the academy
such as faculty tenure, curriculum, tuition and fee levels vis-a-vis scholarship
assistance...” (Koch, 2003, p.325).
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2.8.1 Continuous Improvement (CI) models

Several continuous improvement models have been applied in the
industry sector and educators have tried to adopt them for educational
purposes. Models relevant to this analysis include the Baldrige Quality Award
Criteria (NIST, 2011; Thompson and Blazey, 2017), the European Foundation
for Quality Management (EFQM) (EFMQ (2010), and Benchmarking. These
models will be presented in the following sub-sections.

2.8.1.1 Malcolm Baldrige National Quality Award (MBNQA)

The MBNQA (NIST, 2011) is one of the main, universally adopted
models offering continuous improvement enhancement. Its Performance
Excellence Framework consists of two core components of “Process” and
“Results”. Many organisations have relied on MBNQA criteria to evaluate
their own standards. The model criteria and award were introduced by the US
government in the late 1980s as a response to the growing concern of the poor
quality of American-made goods. This model criterion is applicable to
industries such as health and education. It has been described as a tool for
ensuring that organisations adopt acceptable managerial practices (Goetsch
and Davis, 2010).

The MBNQA was introduced to the education and health care sector in 1999
and, since then, more than 40 applications have been submitted in the
education category and over 30 in the healthcare category. For educational
institutions, the above criteria were contextualised to reflect the sector (Blazey
et al., 2003). HEI-specific criteria include the following: having visionary
leadership, a learning-centred education, learning at a vpersonal and
organisational level, valuing both academic and non-academic staff and other

partners, being future focused, innovation enabling management, good
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citizenship and public responsibility, generating value for students and other

stakeholders, and focusing on results.

Similar to the MBNQA is the Michigan Quality Leadership Award (MQLA)
(Special Tree ,2015). Both focus on capable leadership, strategic planning,
focusing on customers and the market, knowledge management and analysis,
having supportive human resources management practices, management of the
process, and business results (Baldrige Performance Excellence Program,
2015; Special Tree 2015). Baldrige and the MQLA criteria incorporate
organisation-wide best practice concepts and a continuous improvement cycle.
The 2015 Baldrige criteria for HEIs consider a well-executed approach to
personal and organisational learning as essential for achieving superior
organisational performance (Baldrige Performance Excellence Program,
2015).

Although, the award has received criticism for being an award which can be
bought, the judgement system is such that it requires site inspections and
employee interviews spread over multiple days. This allows the judges to
uncover the truth about an organisation (Goetsch and Davis, 2010). Among
the traits valued by the Malcolm Baldrige awards are systematic leadership,
focus, transformation of the organisational culture, training, and an
understanding and integration of systems and processes as they are interlinked
(Wagner, 2015).

2.8.1.2 European Foundation for Quality Management (EFQM)

The EFQM model was created by The European Foundation for
Quality Management as a non-perspective framework, which acknowledges
that excellence could be obtained sustainably via the application of various

methods (Calvo-Mora et al., 2005). It posits that customer’s and employees’
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satisfaction and impact on society are reached via leadership, which sets and
motivates organisational strategies and the management of resources and
processes as illustrated in Figure 7. It is similar to the MBNQA in respect to
containing two main components, “Enablers” and “Results”. The “Enablers”
are leadership, human resources (people), strategy, partnerships, resources,
processes, and products and services. The four sets of “Results” are human
resources (people), customers, society at large, and business results. The
model can be applied in various types of organisations (Citti et al. 2011). The
EFQM model considers institutional learning processes to be helpful in
improving performance and driving future development. Better management
practices based on a clear vision, a service-orientation, well-articulated
strategies and an appropriate culture stimulated by effective leadership are

associated with better performance.

Figure 6: The EFWM Excellence Model (Source: EFMQ, 2010)

The strong connection between the EFQM Excellence Model and industry has
resulted in its limited acceptance within HEIs (Amaral and Rosa, 2007). This
notwithstanding, increasing concerns over quality, a need for accountability
and external market forces affecting the higher education sector have
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heightened demand for quality assessment in all sectors of higher education
(Cartmell et al., 2013). It is within this context that some HEIs have already
begun to consider the adoption of the EFQM Excellence model (Farrar 2000;
Saraiva et al., 2003; Citti et al., 2011). The model’s offer of a distinctive
structure that organisations can use and its encouragement and continuation of

an improvement system has been appealing (Citti et al., 2011).

Another limitation of EFQM is that it presupposes that organisations have
capable leadership mandated to set and motivate organisational strategies.
However, this is not always the case. Further, it assumes the existence of a
specific type of organisational culture but ignores how such a culture would be

applicable in cultural contexts that are different from Western contexts.

2.8.1.3 Benchmarking

Benchmarking is “the process of comparing and measuring an
organisation’s operations or its internal processes against those of a best-in-
class performer from inside or outside its industry” (Goetsch and Davis, 1997,
p. 434). The process involves four steps: planning, research, analysis and

adaptation of findings (Alstete, 1995) — as illustrated in Figure 8.
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Figure 7: The benchmarking process (Source: OEC, 2011)

A basic step in benchmarking is making comparisons with institutions that are
considered to be first-rate. On the surface, this model seems to offer more
comfort for educational institution looking for continuous improvement than
the other, more business-oriented models (Alstete, 1995). However, such a
view seems to discount the possible implications of cultural differences
between first-rated institutions and those seeking improvement. For the
purposes of this study, it lacks specific aspects that could link to culture
elements. It is, therefore, more of a Cl methodology that can be used within

any of the discussed models.

Out of the discussed models of ClI, the one found appropriate for
providing sensitising concepts on how organisational culture can be leveraged
to enhance CI within Saudi Arabian HEIs is the EFQM model because it
presents a systematic and clear approach to analysing aspects of continuous
improvement. Further, it incorporates elements from the other two, equally
compelling models (MBNQA and MQLA). The EFQM has also been
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previously used in studies specific to HE sectors (Pupius and Brusoni 2000;
Pupius and Steed, 2003) in part because its enabler criteria are particularly
related to HE sectors, as is illustrated in Table 3. Although, ordinarily, the use
of detailed literature reviews and existing models is discouraged in Grounded
Theory based studies (Glaser, 1998), in this instance, it has enabled the
researcher to contextualise the research and to be sensitive to the main
concepts that will provide theoretical sensitivity during the research process
(Dunne, 2011).

Table 3: Enabler criteria and applicability to HEI (Source: derived from
Pupius and Steed, 2003; Ferreira, 2003)

o Espousing the institution’s vision, mission, and

_ values

Leadership o Understanding the needs of students, academics
and other stakeholder needs

o Building valuable partnerships

HR Planning

Motivation and commitment building
Communication

Development

Continuous learning

Performance Appraisal

People

Strategy aligned policies
Faculty plans

Obijectives and processes
Benchmarking
Stakeholder input
Surveys and forecasts

Policy and strategy

Balancing current and future needs
Collaboration with partner organisations
Facilities and equipment — library, ICT
Buildings

Intellectual property

Partnerships and
resources
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e Administration

e Teaching and learning

e Support services
Processes e Quality systems

o Standards

o Benchmarking

e Re-engineering processes
o Continuous improvement

The EFQM model presents the process of continuous improvement and
leadership’s role in it as two of the prerequisites for achieving quality
excellence. Leadership serves to articulate the vision, values and mission of
an organisation and ensures that, through its structures, it is configured to

facilitate the building of a quality enabling environment.

Quality management models use various Cl methodologies to achieve
improvements. Bhuiyan and Baghel (2005) identify lean manufacturing, six
sigma, the balanced scorecard, and lean six sigma as some of the
methodologies used to achieve Cl. Naslund (2008) classifies the same as
methods. Consistent with a number of studies (Salah, Rahim and Carretero,
2010) in this review, they are referred to as methodologies. The next section
discusses methodologies that have been found to be relevant to the higher

education sector in particular.

2.8.2 Continuous Improvement methodologies

Since the 1800s, attention has been focused on a more organised and

structured manner of management. Constant improvement strategies and

production problem solving initiatives were two aspects that ensured effective

manufacturing processes and employee-driven improvements. Likewise,

employees’ collaboration with the company’s improvements were rewarded,
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promoting in this way the close participation of personnel with the company’s
development. The goal was to enhance production and reach labour standards

without new capital inversions (Bhuiyan and Baghe, 2005).

It could be argued that the models mentioned above, Baldridge and EFQM, are
indeed CI methodologies. However, it should be noted that a methodology is
merely a group of methods/actions that are followed in order to achieve a goal.
Meanwhile, a model such as the EFQM is a representation of the desired
social reality in a particular organisation (Mattessich, 2003). A model presents
a philosophical background (excellence in the production and client
satisfaction warrants), a model definition/concepts, a specific management-
employees’ dynamic, and an organisational climate. A model offers a vision, a
point of view or perspective about the corporate environment, while the
method/methodologies provide a way to do, to go directly to the practice of

such theories in order to act and reach their objectives.

A number of CI methodologies were developed in response to the need for
larger scale continuous improvement in organisations (Bhuiyan and Baghel,
2005). The methodologies are premised on quality and or process
improvement in order to minimise wastage, simplify the production line and
enhance quality. During WWII, programs were designed to improve industrial
production by strengthening the relations among management and employees.
In this way, constant improvement initiatives had been made, some by the US
government and others by Japanese management, which had their own ideas
about control manufacturing processes and quality control (Bhuiyan and
Baghel, 2005). More recently, these authors pointed out the following:

While Cl initiatives in the past reflected the use of various
principles related to work improvement, modern day CI is
associated with organized and comprehensive

methodologies. These CI programs, in which typically the
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overall organisation, or a large part of it, is involved in
change, are also more popularly associated with the
introduction of the TQM movement... (p.762)

This discussion focuses on methods that have increasingly been used in the
HE sector, namely Six Sigma (Antony et al., 2012) Lean Manufacturing
(Douglas, Antony and Douglas, 2015); and Lean Six Sigma (Svensson et al.,
2015; O’ Reilly et al., 2017).

2.8.2.1 Lean Manufacturing

The origins of Lean Manufacturing (LM) can be traced back to post-
World War 11, and the Japanese motor industry’s response to lack of capital to
reconstruct destroyed industries (Bhamu and Sangwan, 2014).

Nonetheless, it should be noted that LM is both a philosophy and a practice.
Indeed, LM is a philosophy in terms of being a way of thinking that provides
guiding principles and rules, but is also a practice in that it represents a set of
management practices and tools (Bhamu and Sangwan, 2014).

Authors such as Bhamu and Sangwan (2014) have considered LM as a system
of methods that aim to be responsive to customers by reducing waste through
eliminating all activities that add no value. Such a method leads to faster and
less expansive processes, and to organisations being more efficient, flexible,
and able to meet their customer’s needs, as was supported by Tague (1995)
and Shah & Ward (2003). Equally, Womack and Jones (1996) describe LM as
an “antidote” to waste.

The goal of lean thinking is to meet customer demands through producing
quality products with maximum efficiency and economy. It helps avoid the

making of mistakes in the organisation because such errors in themselves are
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treated as a form of waste, the elimination of which is actively pursued in lean
implementation (Robinson, 1990). In short, LM can be considered as a set of
methods in which the main goal is to satisfy the clients’ needs while producing
the least possible amount of waste.

Initially associated with manufacturing, use of LM has spread to the services
sectors such as healthcare (D’ Andreamatteo et al, 2015; Weiss et al, 2017;
Khorasani, Cross and Maghazei, 2019), the public sector (Teeuwen, 2018 ),
software companies (Narayanamurthy, Gurumurthy and Balagangatharan,
2019; Steele, Martinez, Bell and Smith, 2019) and education
(Narayanamurthy, Gurumurthy and Chockalingam, 2017).

Although a widely accepted practice, it has been observed that LM needs
multiple factors to be executed before it can be implemented successfully,
among which are the need to change an organisation’s culture and implement
it consistently throughout the organisation (Bhasin and Burcher, 2006). This
suggests that lean implementation may require a complete overhaul of the
organisation because piecemeal implementation based on short-term focus

may not be sustainable.

In the same way and with specific reference to the services sector, Gupta,
Sharma and Sunder (2016) observed that successful implementation required
organisational practices that respected both people and employment, and
where employees were actively engaged. Again, emphasising that LM touches
multiple parts of an organisation, Gupta, Sharma and Sunder (2016)
highlighted the need to standardise principles, tools, and definitions, and to
draw up clear implementation guidelines. It is apparent that, as per Bhasin and
Burcher’s (2006) observation, lean requires a long-term focus backed by the

adoption of changes in both technical and cultural practices.
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2.8.2.2 Six Sigma

Six Sigma originated in manufacturing and is specifically associated
with Motorola, which employed the technique to revolutionise its quality
management systems in the 1980s (Akpolat, 2017). Six sigma aims to reduce
the number of defects in a process by eliminating possible causes before
defects occur. This is achieved through the use of systematic statistical and

mathematical tools and a clear methodology (Raisinghani et al., 2005).

The main features of Six Sigma include a reliance on data and statistical
analysis with the goal of decreasing the likelihood of mistakes to
approximately three in a million opportunities (Webber and Wallace, 2011). It
IS a systematic organisation-wide method used to enable companies to
accomplish continuous breakthrough developments in their daily operations,

resulting in positive outcomes (Gamal Aboelmaged, 2010).

Antony (2006) classifies Six Sigma as a business strategy for achieving

excellence, while Aslinger (2014) describes it as an organisation’s structure
for Cl which, thus, illustrates its organisation-wide applicability. Hence, its
success has been associated with fundamental changes to an organisation’s

culture.

It should be noted that important factors identified as prerequisites for the
successful implementation of Six Sigma include the involvement and
commitment of management, provision of appropriate training and education,
changing the organisational culture, linking its success to financial benefits,
rigorous use of statistical tools, and linking it to the organisation’s strategy
(Ismyrlis and Moschidis, 2013).

Like Lean, although Six Sigma was initially associated with the manufacturing
sector, its use has spread to the services sector (Patel, 2017) such as the health
industry (Antony et al., 2018; Sabry, 2014), financial services (Antony, 2015),
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and education (Navas, Akash, Sathish and Azharudeen, 2016; Aldaihani,
Alhussainan and Terro, 2017). Further, Lean and Six Sigma have been used in

combination as a way of taking advantage of their complementarity.

2.8.2.3 Lean Six Sigma — integrated CI methods

Lean Six Sigma resulted from the combination of features of Six
Sigma and Lean Manufacturing, namely the focus under Six Sigma on data
and statistical analysis (Webber and Wallace, 2011) so as to eliminate
mistakes, and the focus under Lean Manufacturing on waste elimination
(Basu, 2009). Lean Six Sigma, therefore, is an integrated ClI method focused
on both measurement and the elimination of waste. According to Pepper and
Spedding (2010) and Salah et al. (2010), Six Sigma provides the tools and

technical knowledge on handling problems identified within the Lean process.

Over time, Lean Six Sigma has resulted in a number of CI methods (Pirasteh
and Kannappan, 2013; Salah et al. 2010; Pepper and Spedding, 2010) some of
which have been adopted within HEIs (Antony et al., 2012). Kumar et al.
(2006 cited in Pepper and Spedding, 2010) developed a Lean Six Sigma
framework for use in Indian SMEs. In their key findings there was a
noticeable absence of: a) a standard framework for Lean Six Sigma, b) an
understanding of the usage of tools within the framework, and c) a clear
preferred strategy during the early stages of implementation. Pepper and
Spedding (2010) suggest that Lean thinking must underpin the framework.
This implies that Lean thinking must be part of the shared assumptions and
values of an organisation. This is possible, given that Lean has been credited
with empowering and educating everyone within an organisation to identify
and eliminate non-value-adding activities (Pepper and Spedding, 2010 citing

Higgins, 2005). The observed absence of a standard framework suggests that
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the implementation of LSS is context specific, which will be discussed in

more detail below.

2.8.2.4 Lean Six Sigma in the context of HEIs

A number of studies have focused on the application of Lean Six
Sigma to HElIs. Indeed, authors such as Antony et al. (2012) have investigated
the use of Lean Six sigma in HEIs and identified challenges and obstacles that
need to be dealt with when introducing Lean Six Sigma within the sector; the
same study identifies facilitative tools, techniques and factors. Identified
challenges include: uneasiness with the terminologies, tools and techniques
used in the manufacturing industry; seeking to improve specific processes to
the exclusion of the rest of the system; a general lack of awareness of the
benefits of implementation, which results in a lack of senior management
support; a perception that the process is a “quick” fix; a lack of process
thinking and visionary leadership and a lack of an open and trusting culture;
limited understanding of customer’s needs; a lack of communication both
within and across organisational levels, resulting in a “silos” culture where
subunits operate in isolation; limited resources such as budgetary constraints;
and an absence of or weak alignment between the organisation’s strategic plan
and ClI projects.

Antony et al. (2012) identified critical success factors for Lean Six Sigma
within HEIs as: the availability of top management support and commitment,
effective communication across all levels of the organisation both horizontally
and vertically, leadership that is both visionary and strategic, fostering
organisational readiness, having the resources and skills to enable
implementation, and a supportive organisational culture. The latter involves
combining changes to the way work gets done with matching changes in
processes, as well as teaching people the new processes and new ways of
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solving problems (Antony et al., 2012). Organisational culture is affected by
the organisation leaders’ behaviour and outlook. Where CI is concerned, what
leaders focus on in terms of what is critical to quality and the measurements
thereof, is what eventually makes the culture of a business change (lonescu,
2014). Organisational culture within HEIs focuses on providing students and
other stakeholders, both internal and external to the organisation, with a world

class experience (Antony et al., 2012).

Likewise, Hess and Benjamin (2015) reviewed the development of Lean Six
Sigma with the intention of identifying opportunities for applying it within
universities. They concluded that Lean Six Sigma could be used to aid process
enhancements in the delivery of a curriculum and in administrative activities
resulting in noteworthy process improvements and cultural changes. They
noted the existence of hurdles to the implementation of Lean Six Sigma within
HEIs but maintained that the resultant benefits from improvements in both
processes and culture made it worthwhile. Lastly, in their conclusion, Hess
and Benjamin (2015) note that LSS can lead to a change in organisational
culture, which suggests that, although CI as part of LSS needs an enabling OC,
it nevertheless influences the culture to change. It should be noted that,
although Hess and Benjamin (2015) provide pointers on the application of
Lean Six Sigma in HElISs, their study is not backed by any empirical evidence
and, to that end, leaves room for further studies to apply practical testing to
their observations. Of particular interest is the possibility of observing of the
interaction between LSS and culture because both are an enabler and a direct
result of the implementation of LSS.

Meanwhile, Lu, Laux and Antony (2017) evaluated whether a leadership
model based on Lean Six Sigma could be used to address issues of efficiency
and effectiveness in HEIs. Based on a systematic review of extant literature
they developed a theoretical model of an LSS leadership framework that can

be utilised and which provides a basis for testing of LSS leadership
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representations in HEIs. The results outline the characteristics of LSS
leadership that could be adopted by HEIs. The framework hinges on
leadership, thinking statistically, continuous change and continuous
improvement. Lu et al. (2017) highlight aspects of LSS that, although
applicable in the manufacturing sector, do not apply in HEIs. There are
differences in, for example, leadership structures, incentive schemes, and
performance measurement systems which present context-specific hurdles for
the adoption of LSS by HEIs. These disparities point to the need for the

context-specific implementation of LSS in HEIS.

In systematic reviews of the literature on LSS in higher education, Balzer,
Francis, Krehbiel and Shea (2016), and Cudney et al. (2018), have observed
that both Lean and Six Sigma approaches could be used to enhance the
academic and administrative operations of HEIs. Balzer et al. (2016) posit
that extant literature has provided the groundwork for developing conceptual
frameworks on the implementation of LSS within HEIs which recognise the
long-term strategic thinking required by the undertaking. Additionally,
Cudney et al. (2018) highlighted how extensive research is needed to achieve
a deeper understanding of the application and benefits of Lean Six Sigma and

the attendant challenges for HEIs.

Nadeau (2017) conducted a literature-based review of experiences of Lean
Manufacturing, Six Sigma and LSS in HEIs around the world. They observed
that universities are complex and therefore present difficulties for the
interpretation of some manufacturing-derived notions, such as what or who is
the client, the meaning of added value and what the connection is between
teaching and research. Given the complexity of HEIs, the difficulty of
assimilating the technology, critical issue factors, and hurdles to
implementation, it can be said that the implementation of this approach poses
a significant challenge. Nonetheless, the possibility of understanding and
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improving the dynamic of the cultural organisation of HEIs is of greater

significance than the impediments that are hitherto identified.

In this vein, Simons (2013) puts forward a business case for the
implementation of LSS in HEIs and argues that it would have the following
benefits: enabling institutions to meet accreditation requirements, providing a
template for solving problems, promoting total involvement, helping to the
establish measures, making processes visible, obtaining the views of all
stakeholders (both internal and external), and identifying and reducing hidden
costs. Consistent with some of the benefits highlighted by Simon (2013),
Haerizadeh and Sunder (2019), in a study based in Iran, confirmed the
applicability of the LSS framework of ““define-measure-analyze-improve-
control” (p.983) in ClI within a HEI setting. With specific reference to Saudi
Arabia, Svensson et al. (2015) investigated the implementation of Lean Six
Sigma at the King Abdullah University of Science and Technology (KAUST).
They found that, throughout the execution or projects and training programs,

improvements in efficiency had been realised.

The literature, therefore, indicates that, while studies have been conducted at a
theoretical level, there is a dearth of application-based knowledge on the
implementation of LSS in HEIs. Further, they demonstrate that, at the
implementation level, there are HEI-specific complexities that need to be
addressed. This is because of differences not just in the concepts themselves,
such as customers, value added and the relationship between research and
teaching (Nadeau, 2017), but also because the organisational cultures of HEIs
are different from those found in the manufacturing sector, from where Cl

concepts are derived (Lu et al. 2017).

The above notwithstanding, organisations in all sectors experience problems
with sustaining their Cl initiatives (Trenkner, 2019). This is a problematic

situation given that CI is not a one-off occurrence but rather is an ongoing,
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long-term process of learning. In this regard, there are contexts or aspects that
enable Cl and some that inhibit it, regardless of the model or methodology
used. The following section presents the various aspects that either enable or
inhibit CI.

2.9 Enablers of CI

Based on a review of extant literature, Garcia-Sabater et al. (2012)
identified enablers of ClI as the following: management strategy and
involvement, leadership, objectives setting and measurement, the involvement
of workers, allocating requisite resources, putting in place appropriate new
structures, adopting methods for expanding CI, selecting ClI projects, and
relevant training and culture. The enablers identified by these authors have
also been confirmed by other studies. For instance, in a study focusing on the
transport, freight forwarding and logistics sector, Trenkner (2019) identified
enablers of Cl as organisational culture, organisational leadership, employee
engagement and effective communication. Similarly, Dennis (2003) outlines
the enablers of Cl and strong leadership and support from management, as
well as proof of commitment in the form of regular involvement of
management with factory floor workers, the implementation of formal policy,
adherence to quality standards such as the 1SO, appropriate maintenance, and

an effective organisational structure.

In an investigation of possible threats to CI in a manufacturing setting,
Gamme and Lodgaard (2019) identified the enablers of Cl as: having a clear
definition of the product and the process in line with customer’s requirements,
having precise measurement mechanism, the ability to identify the origins of
non-conformance, and knowing that the non-conformance can be eliminated.
Sanchez-Ruiz, Blanco and Gémez-Lopez (2019) posit that the enablers of Cl
do not work in a singular manner but rather as a group so that they are best
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approached holistically. Based on expert knowledge, they identified key the
enablers of CI as the development of clear objectives, appropriate training, the
recognition of achievements, providing motivation, and deriving lessons from
the process. In a study based in a services organisation, Koval et al. (2019)
concluded that rewarding and recognising employees, having a quality culture,
and setting positive goals and employee training affected the relationship

between CI and cost reduction.

Focusing on Six Sigma, Antony and Banuelas (2002) identified the following
as key enablers: the involvement of management and its commitment,
changing culture, the organisation’s infrastructure, staff training, skills in
management, prioritising and selecting improvement projects, and employee
involvement coupled with performance evaluations based on criteria that
enhance quality in the company. Ismyrlis and Moschidis (2013) added to
Banuela’s (2002) list of enablers with linking the success of CI to financial
benefits and to organisational strategy as a whole, as well as the rigorous use
of statistical tools. In a study based on a university in Ireland, O’Reilly, Healy,
Murphy and O’Dubhghaill (2017) identified the availability of LSS expertise
in-house at inception; access to external expertise when needed; building
capacity through training; the integration of training and projects into plans
and operations; the cascading of the strategic plan; adequate resourcing and
active unit level leadership as critical for successful implementation. The areas
highlighted by O’Reilly et al. (2017) are consistent with the enablers of EFQM
models.

Antony (2014) identified the factors required for the successful
implementation of LSS (and therefore CIs) in HEIs as employees, leadership,
management and culture. The employees’ factors related to their being
intrinsically motivated to achieve the vision, mission and goals of the
improvements being introduced and having a positive attitude toward them. At

a leadership level, the organisation has to be willing to take appropriate risks
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with leaders prioritising LSS as part of their CI strategy, creating an
environment that nurtures change, communicating to employees the reasons
for change and the related challenges, recognising both minor and major
employee change-related achievements, and providing adequate resources.
The management factor concerns senior executives understanding the critical
business processes and associated metrics; making decisions based on facts;
documenting key business processes and making accountabilities clearly
defined and communicated; making LSS goals measurable, relevant and
aligned with corporate goals. Another key management factor is ensuring the
organisation has relevant process performance metrics that are understood and
used by all employees. The culture factor relates to the organisation having a
culture that includes the collection of relevant, process performance driving
data, assigns the most talented people to strategic projects that deliver
measurable and quantifiable critical results, and makes champions responsible

for project review, as well as ensures their alignment with strategic goals.

A summary of enablers and inhibitors is presented in Table 4.

Table 4: Summarising enablers

Involvement and commitment of management, changing
culture, organisational infrastructure, staff training, project
management, prioritisation, selection skills

Antony and
Banuelas (2002)

Management strategy and involvement, leadership,
objectives setting and measurement, worker involvement,
allocating requisite resources, installing appropriate new
structures, adopting methods for expanding Cl, selecting
Cl projects, relevant training and culture

Garcia-Sabater et
al. (2012)
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Ismyrlis and
Moschidis (2013)

Involvement and commitment of management, provision of
appropriate training and education, changing the
organisational culture, linking the success of CI to financial
benefits, linking CI to organisational strategy, rigorous use
of statistical tools

Antony (2014) Employees, leadership, management, culture

_ In-house availability of LSS expertise, access to external
O’Reilly, Healy, | expertise, building capacity through training, integration of
('\)/Iu[;ﬂrt% ar?'c;jill training and projects into plans and operations, cascading
(2017) g the strategic plan, adequate resourcing, active unit level

leadership

Garcia- Sabater et

Management strategy and involvement, leadership,
objectives setting and measurement, worker involvement,
allocating requisite resources, installing appropriate new

Lodgaard (2019)

al. (2012 . . .
( ) structures, adopting methods for expanding Cl, selecting
Cl projects, relevant training and culture
Trenkner (2019) Organisational culture_, organisatior!al leadership, employee
engagement, communicating effectively
Clear definition of the product and the process in line with
Gamme and

customer requirements, precise measurement mechanism,
identifying the origins of non-conformance, knowing that
non-conformance can be eliminated

Sénchez-Ruiz,
Blanco and
Gomez-L0opez
(2019)

Developing clear objectives, training, recognising
achievements, motivation and learning from the process

Koval et al. (2019)

Rewarding and recognising employees, having a quality
culture, setting goals and employee training
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2.10 Inhibitors of CI

In a review of the Australian manufacturing industry, Dennis (2003)
found that a lack of leadership and management support along with a focus on
price over long term value are inhibitors of continuous improvement.
Allocating limited resources to continuous improvement, and a lack of
investment in improvement-related training also served to impede the process
of improvement (Dennis, 2003). Equally, Wu and Chen (2006) have identified

negligent worker participation as among the inhibitors of CI.

On the subject of training, Anand et al. (2009) posit that training people in
new process improvement methods is not in itself sufficient if it is not coupled
with CI maintenance mechanisms that apply to all the elements of ClI
infrastructure which, drawing from the EFQM Excellence Model, would
encompass leadership as the driver and people, strategy, partnerships,
resources, processes, products and services operating in an appropriate culture.
Such a situation may be indicative of a lack of coordination. It has been
observed that where CI initiatives have neither coordination nor organisation-
wide support, they eventually become ineffective because they lose traction
(Anand et al. 2009 citing Choo et al., 2007; Wruck and Jensen, 1998).

With reference to Six Sigma, inhibitors of quality culture include: challenges
faced in collecting data (given the fact that the process is driven by data);
difficulty in conducting processes, especially if they interfered with the current
processes of the business; a lack of information regarding previous processes;
difficulty changing the control process of the company (Martins, Mergulao
and Junior, 2006). In addition, other inhibitors to Six Sigma were identified by
Assarlind and Aaboen (2014) as misdirected management behaviour adding to
employee confusion, a lack of knowledge on how to communicate ideas to

management, and a lack of motivation and direction among employees.
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With specific reference to HEIs, some studies identified impediments to

continuous improvement as: an absence of administrative support, which

indicates a lack of leadership support; resistance from academic staff; a lack of

linkage with a reward systems; failure to adequately define customers and

quality; the employment of individual-based work when continuous

improvement prefers team-based work; inadequate or an absence of data

collection mechanisms; the culture within the HEI, which is distinctly

different from that in business where quality criteria are usually used

(Temponi, 2005). A summary of inhibitors is presented in Table 5.

Table 5: Summary of inhibitors

Culture of academic institutions that does not lend itself to some
Cl enablers, absence of administrative support, lack of leadership

(2012)

Temponi support, resistance from academic staff, lack of linkage with

(2005) reward systems, failure to adequately define customers, failure to
define quality, individual instead of team-based work, lack of
comprehensive data collection mechanisms
Absence of administrative and leadership support, resistance, no

Thalner linkage with rewards, failure to define customers and quality,

(2005) individual-based work, inadequate data collection mechanisms,
culture

Martins, Data collection challenges, difficulty in conducting processes,

Mergulao . ; e : .

. lack of information on old processes, difficulty in changing the

and Junior control process

(2006) P

Wu and - T

Chen (2006) Minimum worker participation

Anand et al. Lack of coordination and organisation-wide support

(2009)

Garcia-

Sabater et al.

Lack of strategy, insufficient focus on improvement in favour of
immediately pressing problems
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Assarlind
and Aaboen
(2014)

Misdirected management behaviour, lack of knowledge, lack of
employee motivation

What is clear from these summaries is that inhibitors are not necessarily the
verso of enablers. It is also apparant that, among both quality criteria and
methodologies of ClI, leadership, an enabling organisation culture, strategy,
and organisation-wide changes are the most widely cited as necessary
elements for continuous improvement. Leadership is responsible for an
organisation’s culture through its articulation of an organisation’s vision and
values (Jaakson, 2010; Mohelska and Sokolova, 2015). Leadership is also
responsible for organisational alignment in terms of the strategy and the rest of
the organisation, including ensuring an enabling culture derived from shared
assumptions, espoused values and stated goals. Some have defined Cl as an
expression of an organisation’s culture or as a reflection of that culture or as
both. Viewing it as both would be consistent with Hess and Benjamin’s (2015)
observation that the implementation of Lean Six Sigma resulted in noteworthy
cultural changes. Yet, others have posited that an organisation’s leadership is
responsible for creating an enabling environment (Uhl-Bien and Arena, 2018),
which is its culture as seen through the organisational artefacts and as is
grounded in shared assumptions and values relating to, among other things,
the need for continuous improvement. This seems to suggests that Cl is an
artefact or reflection of an organisation’s values and shared assumptions. If
this is the case, with specific reference to Saudi Arabia, where, as already
discussed, culture is distinctly different from that in the west where the ClI
philosophies originate, how aspects of an HEI’s organisational culture affect

or are themselves affected by CI may differ.

The following section discusses the relationship between Cl and

organisational culture, focusing on enablers and impediments to Cl. In doing
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so, among the discussed methodologies of CI, Lean Six Sigma has been found
most appealing for the purpose of exploring the Saudi Arabian context. Its

usability has been confirmed by other studies (Hess and Benjamin (2015), for
example, Haerizadeh and Sunder (2019) regarding its applicability to the Iraqi

education system.

The implications of implementing Six Sigma in other cultures has been
studied by Pisani et al. (2009), where the national cultural dimensions, as
developed by Hofstede, have been used in order to understand the wider
implications for Six sigma adoption in this context. Their results suggest that,
since Six Sigma has been developed in the USA where there is low power
distance, individuality, masculinity, low uncertainty avoidance and short-term
orientation, the first phase of defining a problem in the country is carried out
by employees involved in the process. However, in cultures with high power
distance, higher level managers define the problems and how they have to be
resolved. Six Sigma, however, works best in a culture where employees at the
floor are able to identify issues that can be resolved in order to reduce defects
(Cacciattolo, 2014). The adoption of a Six Sigma management program has
been found to create a culture of quality in an organisation (Davison and Al-
Shaghana, 2007).

From the reviewed literature, it is apparent that CI has been regarded as a
culture that requires the presence of an enabling organisational culture to
flourish. Popularised CI methodologies originate predominantly from
Western culture. Given the peculiarities of the Saudi culture, the following
chapter discusses the extant literature on CI within the Saudi Arabian cultural

context.
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2.11 Chapter conclusion

This chapter reviewed pertinent literature regarding organisational
culture and its role in the adoption of continuous improvement. Multiple
definitions of culture were discussed together with models that have been used
to try and understand it. Hofstede’s (2010) metaphor views culture as an onion
that can be peeled, from the visible observable artefacts to the uncovered
invisible components, which are the assumptions and values. It was found to
link with Schein’s (2010) portrayal of culture as existing at three levels, the
base being shared assumptions, followed by espoused vision, values and goals

in the middle and the visible components, the artefacts, at the apex.

It was established that aspects of culture are influenced by, among other
things, leadership practices within an organisation, including those relating to
Cl. In looking at CI, the chapter discussed Lean, Six Sigma, and the integrated
LSS approaches to continuous improvement, with the aim of understanding
their contribution to the identification of Cl enablers and inhibitors. The use of
LSS was found to have spread from the manufacturing sector to HEIs. It was,
however, noted that most of the studies focused on reviewing existing
literature and coming up with theoretical models for the implementation of
LSS. Limited studies were found to focus on collecting data to come up with
primary data-driven models to explicate the successful implementation of CI
within HEIs.

Viewing Cl as a component of quality management, it was proposed that the
EFQM Excellence model, with its emphasis on leadership as a major enabler
of quality excellence results, be combined with the LSS methodology of ClI
and Schein’s conceptualisation of organisational culture to provide a lens for
investigating how organisational culture can be leveraged to enhance CI in the
Saudi HEIs. The next chapter presents the Saudi reality concerning HEIs as
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organisations where the Islamic culture influences the national Saudi culture

and, therefore, the HEIS’ continuous improvement enablers and inhibitors.
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CHAPTER THREE: ORGANISATIONAL CULTURE AND THE
CONTINUOUS IMPROVEMENT OF SAUDI ARABIA’S HIGH
EDUCATION INSTITUTIONS

3.1 Introduction

This chapter presents the reality of HEIs in the Kingdom of Saudi
Arabia as educational organisations influenced by the national culture. The
features of the country will be presented as background knowledge to inform
the reader about the environment of the region, its culture, and customs. The
Islamic culture and its role in the national culture and daily life of the Saudis
will be also exposed to explain the extent of its influence. Finally, the CI
developments and former implementations in Saudi HEIs will also be

presented.
3.2 A regional/ethnic/religious level: Kingdom of Saudi Arabia

As reported by the The World Factbook, Saudi Arabia is among the
major countries in the Arab world because of its size, which is 2,149,690km?,
representing twice the size of France and Germany combined (see Figure 9). It
is the custodian of the birthplace of Islam as well as a major oil producer
accounting for 25% of global proven reserves and a leading member of the
Organisation of Petroleum Exporting Countries (OPEC) (PWC, 2016).
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Figure 8: Map of Saudi Arabia (Source: Infoplease, 2016)

According to the 2019 Index of Economic Freedom, Saudi Arabia has a
population of 32.4 million, while other sources place it around 33.932 million,
with 78.4% classified as urban population (Worlsometers, 2019). The
immigrant population is estimated to constitute 37% of the country’s total
population (The World Factbook, 2019).

High urbanisation and a large immigrant population indicate that what is
termed as the national culture of Saudi Arabia will represent largely the

cultures of urban-living and immigrant Saudi’s.
3.3 Saudi national culture

On Hofstede’s index of national cultures scores, Saudi Arabia scores
high on categories such as power distance, uncertainty avoidance and
masculinity vs feminity. The country scores low on individualism vs

collectivism and long-term orientation (see Table 6). Comparing Saudi
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Arabian national culture scores with those of the United Kingdom (for

illustrative purposes) highlights differences that facilitate a better

understanding of cultural dissimilarities.

Table 6: The profile of the Kingdom of Saudi Arabia. The national culture,
features and the scores on Hofstede index (Source: Geert Hofstede, 2016)

National culture

SAUDI ARABIA

UNITED KINGDOM

dimension

Power Distance 95135
Individualism vs 25| 89
collectivism

Masculinity vs 60 | 66
Femininity

Uncertainty avoidance 80 [ 35
Long term Orientation 36 | 51

According to Hofstede, the Saudi culture is characterised by high power

distance, which Hofstede refers to as following a hierarchy structure, a

structure where rules or orders do not need to be justified but rather followed.

Secondly, with regard to individualism vs collectivism, Saudi Arabia does not

score high according to Hofstede’s index; it is considered to be a collectivistic

society where members are closely integrated. This is represented through

loyalty and a long-term commitment to a specific member.

With regard to the masculinity vs femininity factor, Saudi Arabia scores

highly (60) meaning it is a highly masculine society. Workers and managers

are expected to be men, especially at higher managerial positions. Managers

are seen to be firm and decisive in making decisions. High performance is

expected and problems are dealt with through arguments. Uncertainty
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avoidance, as seen above, scores 80, making Saudi a society that prefers to

avoid uncertainty which is evident in its strong belief system and consistent

behaviour. People in such societies appear to favour the absolute truth and

respect and follow traditional roles and behaviour. On the contrary, countries

with a low score in this dimension, such as the UK which scores 35, are

indicative of a culture that is less hostile and more accepting of personal risks.

The long term orientation factor shows how societies cope with present and

future difficulties while remaining capable of preserving an element of their

past. As seen in the table, Saudi Arabia scores low (36) and, thus, falls within

the range of normative societies. These types of societies hold tightly onto

their traditions and norms and rarely accept change; in fact, they usually

approach change with doubt and are not concerned about the future or saving

for the future.

While Hofstede (2016)’s cultural dimensions offer insight into the shared

characteristics of Arab national culture, Ali’s (1998) typology provides

evidence of considerable diversity amongst individual Arab nationals. Both
authors, Hofstede (2016) and Ali (1998), offer distinct approaches to the

analysis of Arab national culture in its possible manifestations. These

individual characteristics have been summarized in Table 7.

Table 7: Typology of Arab people (Source: Ali, 1998)

Traditionalists

Require directive leadership, tend to avoid risk, be rigid and
conservative, and impose their own views on others

Idealists Tend to be emotional, theoretical, politically immature and
lack practicality

Spectators Experience difficulty in processing change, stick to routines
and resist change

Ilusionists Tend to be daydreamers, exaggerators and attention seekers,

attribute blame for Arab ills on the outside world

Transitionalists

Avre affluent yet show little compassion for others outside of
this group. They are a subgroup caught between the Arab and
Islamic tradition and modernization
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Manipulators Tend to be opportunists and schemers or pragmatists,
motivated by wealth and money

Revivalists Socio-centric individuals who are self-conscious Muslims,
displaying awareness of the international world
Existentialists Outstanding individuals who have the potential to serve as

instruments of change and facilitate the development of others

It can be said that the table above coincides with some of the features showed
in table 6 concerning the high scores obtained by Saudi Arabia in power
distance, uncertainty avoidance and masculinity vs femininity, individualism
vs collectivism and long-term orientation. Both tables offer a complete portrait

of the main behavioural features exhibited by Saudi society.

3.4 Islamic culture or the Islam in the national culture

In Hofstede’s index, the Saudi Arabian culture is seen as collectivist
due to its strong religious ties and monotheistic belief system. In this vein,
Kalliny and Gentry (2007) note that Islam is one of the most formative
influences in the Arab culture, with Islam significantly impacting language,
social structure, and commerce. Indeed, Islam, which is the second biggest
religion in the world, took birth in the Arabian Peninsula (modern day Saudi
Arabia), and the country today draws millions of Muslim pilgrims from
around the world every year. Islam is the state religion of Saudi Arabia and the
key sources of Islam, the Quran and the Sunnah (actions) of the Prophet
Mohammed (PBUH), are used to guide both life and work (Obeidat et al,
2012).

Hence, it is reasonable to assume that Islam is a ‘way of life” within the Arab
national culture and that the national cultural value system of the Arabs is led
by the tenets of the Islamic faith (Anastos et al, 1980). Indeed, it has been

noted that certain identifiable features of the Arab culture, for instance loyalty,
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honesty, trust and flexibility are actually reinforced by Islam (Najm, 2015;
Obeidat et al., 2012).

Islamic principles of management advocate for valid leadership, legitimated
by relational reciprocity and the contribution toward shared goals (Ali, 2011)
from which the Islamic practice of consultative decision-making, or shoura, is
foregrounded. Islam views work positively (Ali and Al-Owaihan, 2008;
Yousef, 2001) and offers what Rice (1999) calls a “practical life-program”,
namely a detailed blueprint for establishing, carrying out, managing and
regulating socio-economic activity. As such, commercial activities are
considered to be a socially beneficial function in Islam (Hashim and Hamzah,
2014; Rafiki and Wahab, 2014; Rice, 1999), which accommodates the
interests of different stakeholders within the work context (Wahab, Quazi and
Blackman, 2016 citing Beekun and Badawi, 2005). It is also worth mentioning
the strong imprint of Wahabism on the Islamic culture. Wahabism is a more
puritanical Islamic movement that adheres to a strict and mostly exclusive

interpretation of Islam (Richter, 2014).

The next section will discuss Saudi organisational culture. However, when
considering the influence of Islamic culture on organisational culture in Saudi
HElIs, it should be kept in mind that the Saudi version of Islam brings its own
permutations, favouring an adherence to tradition and a strong resistance to

change.
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3.5 Islamic constraints over Saudi national and organisational

cultures

Islam has a significant bearing on Saudi Arabian national culture, with
consequent impact on organisational cultures (Rafiki and Wahab, 2014)
including on higher education institutions (Ezzi et al, 2014). Nonetheless,
while the influence of Islam on the Arab culture is tremendous, it is important
to acknowledge that, although there are areas of commonality (importance of
family and social bonds), there are also notable discrepancies in terms of

educational contexts and work orientations (Sidani and Thornberry, 2010).

Organisational change and development are shaped by the values and beliefs
integral to the society within which both transpire, underlining the importance
of context (Willis et al., 2016; Amis et al., 2004). In this sense, it is of
significance that developments in early Islamic history led to the pre-eminence
of the Jabria principles within the Arabian Peninsula, with the reposing of
implicit trust in leadership and the recognition of the leader as the originator of
organisational change (Ali, 1996), as well as respect for generational
differences (Whiteoak, Crawford and Mapstone, 2006).

In modern day Saudi organisations, strong leadership and age are accordingly
valued. Other ways in which Saudi organisations display a uniquely Saudi
character is in their attitude to change (by implicating continuous
improvement) which, according to Rees and Althakhri (2008), is affected by
factors such as religion. These factors militate against long-term planning,
which is considered as a preserve of Insh Allah (God’s willingness). For
instance, while change in Western organisations tends to be linear (Marshak,
1993), in Arab organisations, it follows a non-linear pattern (Ali, 1996,) and is
influenced by group and male orientation, high uncertainty avoidance and
high-power distance.
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It is within this context that there have been calls for further studies on the
effect of Arab culture on the implementation of change in organisations in the
region (Rees and Althakhri, 2008). In particular, in view of Ali’s (1996)
assertion that in the Arab context, the intention of action rather than the
practice is more important, it becomes necessary to explore change and,

therefore, continuous improvement approaches amenable to Arab culture.

The next section discusses peculiarities of Saudi Arabia culture
(national culture), where the influence of Islam is discussed. It has been noted
that certain identifiable features of the Arab culture, for instance loyalty,
honesty, trust and flexibility are derived from and actually reinforced by
Islam. The KSA'’s national culture is also discussed in term of how it
influences organisational culture in the KSA’s HEISs. In the case of Saudi
Arabia, the influence of Islam on national culture presents complexities that

extend to the culture of organisations, including that of HEIs.
3.6 Continuous Improvement in Saudi Arabia

Recent studies on CI in Saudi Arabia have focused on the non-profit
sector (Almaiman and McLaughlin, 2018a; Almaiman and McLaughlin,
2018b), construction (Sarhan, Xia, Fawzia and Karim, 2017), and education
(Alrebish,, Jolly and Molloy, 2017).

In a study focusing on factors successful in facilitating CI culture within the
non-profit sector in Saudi Arabia, Almaiman, and McLaughlin (2016)
identified nine factors: effective leadership, proactive team, constancy of
purpose, long-term focus, customer management, communication, teamwork,
employee empowerment, and ongoing evaluation and monitoring. Noting that
some of the factors identified were not found in the literature, they concluded
that peculiarities of the national culture made the context unique and,
therefore, suggested that CI factors are influenced by cultural context. In a
subsequent study investigating the role of organisational culture in facilitating
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continuous improvement within Saudi non-profit organisations, Almaiman,
and McLaughlin (2018a) concluded that it was critical for organisations to
have a climate conducive of sustained ClI. Identified characteristics for such a
climate are: being values driven, maintaining a creative environment,
encouraging employees, external interactions, a commitment towards
operations management, and the evaluation of improvement. Albliwi et al.
(2017) investigated the implementation of Lean Six Sigma in a sample of 400
Saudi organisations from across different sectors and concluded that the

process was still in its early stages.

Although Cl is part of LSS implementation and has been associated with
organisational culture, Albliwi et al. (2017) found that the latter did not
emerge as critical for the implementation of LSS within Saudi Arabian
organisations. This notwithstanding, Zain, Kassim and Kadasah (2017) found
that CI had a significant effect on a business’s competitiveness and
performance. Further they conclude that organisational characteristics and
culture affect firm competitiveness. Within the HEIs in Saudi Arabia, CI has
been investigated as part of the TQM initiatives (Alzhrani et al., 2016).
Quality issues and a need to achieve international accreditation have been
highlighted as two of the major challenges facing HEIs in Saudi Arabia
(Alharbi, 2016).
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3.7 Continuous Improvement and quality assurance in higher

education institutions (HEIs)

As an approach to quality maintenance, continuous improvement has
been associated with sectors such as industry, manufacturing and healthcare,
while the educational sector has lagged behind (Park et al., 2013). This
notwithstanding, CI also applies to the higher education sector. In the latter,
labour in the form of academic staff and administrators and capital in financial
and non-financial form, are fused through formal processes to produce outputs
like teaching and research. These activities occur within the context of a
community where there are relationships among the members, services for
creating social cohesion within the group and where values are attached to the
community’s activities, some of which go beyond the immediate community
(Lockwood, 1985).

Commenting on the role of higher education in catalysing national economic
development, Becket and Brookes (2008) note that these forces have created a
need to ensure the processes of quality assurance are rigorous and transparent,
in addition to the quality improvement initiatives being firmly embedded in
any program of quality management. However, managing quality in HEIs has
proven to be difficult, not only because education quality is an ambiguous and
contested term (Cheng and Tam, 1997; Pounder, 1999) due to the perceptions
of different stakeholders who imbue the concept with different meanings, but
also because of the complex nature of the educational product, which can be
tangible, intangible or added-value (Becket & Brookes, 2008). For example,
Johnson et al. (2008) found that, as calls increased for HEIs’ leadership to
show accountability and transparency, universities relied more on principles
and practices recognised as continuous process improvement (CPI). In their
review of the literature regarding quality management in HEIs, Becket and
Brookes (2008) and Tari and Dick (2016) identified that HEIs seemed to rely

heavily on industrial quality models adopted for use within their institutions.
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The problematic nature of such an approach and prevalent business
methodologies used in academia, have already been covered in the earlier

chapter on Cl models, methods and tools.

Continuous improvement and quality assurance are inextricably linked in the
contemporary rhetoric regarding best practices for modern universities. An
understanding of the challenges faced by higher education institutions can help
to explicate the nature of the pressures faced by HEIs (Chapleo, 2015;
Pucciarelli and Kaplan, 2016; Ruben et al., 2018). There have been major
changes in the higher education sector over the last two decades, partly as a
result of neo-liberalism, which has led to an increase in student numbers on
the back of reduced funding from governments, the internalisation of higher
education and the need to maintain quality standards in order to achieve high
rankings which, in turn, affects a university’s ability to attract students
(Bamberger, Morris and Yemini, 2019). This has exerted pressure on the
ability of HEIs systems to sustain quality, meet increasing demands for
accountability and demonstrate their economic and social role (Nash, 2019;
Zajda and Rust, 2016; Watson, 2006 in Baldwin, 2009). The modern
university is, therefore, expected to at times balance conflicting demands as

summarised in Table 8.
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Table 8: Conflicting demands to be balanced (Source: Derived from Baldwin,

2009)

Elements to be balanced

Conservatism vs radicalism
Critical vs supportive
Competitive vs collegial
Autonomous vs accountable
Private vs public

Excellent vs equal

Certain vs provisional
Traditional vs innovative
Ceremonial vs iconoclastic

Local vs international

Expanding further upon the challenges faced by HEIs, Brookes and Becket
(2008) noted that HEIs around the globe are characterised by turbulence and
dynamism, with both global and national forces driving nationwide and
institutional change, and that this, in turn, has pushed the issue of quality

management firmly onto national, governmental and academic agendas.

Central topics under discussion in contemporary HE are the implementation of

quality management, quality management models, techniques and tools, and

dimensions of quality management dimensions (Tari and Dick, 2016). These

are consistent with the pursuit of accountability and quality assurance. This
has been manifested in the embracement of quality models by HEIs (Laurett

and Mendes, 2019) and a proliferation of accreditation and quality audits,

which are increasingly required by government bodies and external entities as

a way to achieve quality assurance. The desire for accountability underscores

most of these mandates for efficiency (Harvey, 2005). For instance, across the

world, national organisations such as QAA (UK) or the AUQA (Australia)
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have been established for quality management within higher education. In the
US context, HEIs voluntarily maintain quality standards through the principle
of academic self-governance (U.S. Department of Education, 2008). This is
achieved by gaining accreditation from organisations recognised by the
Council for Higher Education Accreditation (CHEA). Saudi Arabian higher

education has not been an exception in this regard.

3.8 Accreditation and quality assurance in Saudi Arabia

In the Saudi higher education sector, the National Commission for
Academic Accreditation and Assessment (NCAAA, established by the Higher
Education Council in 2004), is responsible for accreditation and quality
assurance (Al-Bagami, 2015). The mission of NCAAA (2010) is, first, to
ensure the provision of quality learning experiences for students through
motivating, supporting and assessing the quality of HEIs and the programs
they offer. Secondly, to monitor the management of universities and support
services to ensure their effectiveness and, lastly, to evaluate the contributions
universities make to research and community development. NCAAA uses the
self-designed National Qualifications Framework to align the quality of post-
secondary education to international standards (NCAAA, 2006). The
organisation considers the institutional, learning, teaching, student support,
supporting infrastructure and community contribution contexts as integral
indicators of quality (NCAAA, 2012).

Quiality has been accepted as a meaningful factor indicating the value of the
education provided by HEIs. Indeed, according to NCAAA (2016) quality has
been used as an indicator that shapes the worth of the education obtained in a
specific HEI. In an attempt to improve and internationalise the quality of
Saudi HEIs, substantial financial support has been developed over the last few
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decades. However, the outcomes of such efforts fallen short of that expected,

given that a reduced number of HEIs have obtained the accreditation.

Therefore, it seems important to enquire into the state of quality assurance
initiatives at Saudi HEIs by examining the challenges and impediments related
to organisational culture. In this way, a better understanding can be gained of

how CI occurred or did not occur within the context under study.

Earlier discussion has established that Saudi HEIs are confronted with the
same CI imperatives facing other modern universities. Universities that strive
to compete in the global marketplace become vulnerable to experiencing a
societal dissonance. In this context, Dickson, Kwantes and Magomaeva (2014)
note that global competition compels the adoption of internationally accepted
best practices and processes. As a result, organisations begin to experience the
same kind of economic and industrial constraints and opportunities, which
results in a form of mimetic isomorphism and, perforce, a greater
disassociation from their peculiar societal contexts. On the other hand,
organisations that do not operate in the global marketplace are excluded from
such imperatives and manifest a much stronger nexus between societal and
organisational cultures (Dickson, et al, 2014). By virtue of educational reform
and government policy, Saudi HEIs have no choice but to compete globally,
thereby becoming vulnerable to the possibility of societal and cultural

dissonance.

Against this backdrop, Schneider, Brief and Guzzo (1996) have foregrounded
the centrality of organisations (meaning people) as drivers of organisational
change by suggesting that organisations are, in fact, the people within them, so
that if the psychology of the people does not change, other changes such as
those in organisational hierarchy, communication networks and technology
will not have the intended effect. This is confirmed by, among others, Jones
and Harris (2014), who posit that, to achieve organisational change, there have
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to be conditions that nurture interdependent professional learning among
people. This notion is further supported by Fralinger’s (2007) contention that
university culture is shaped by a combination of beliefs and practices of both
internal and external stakeholders. Moreover, Ehlers and Schneckenberg
(2010) have contended that, if higher education institutions want to be at the
vanguard of the knowledge economy, they will have to embrace innovation
and change as an integral feature of their culture. It is this belief in the
importance of change and innovation as a continuous process that has created
an interest in continuous quality improvement as a way to make educational
reforms sustainable and to help translate the vision of successful participation
in the global knowledge economy into reality (Ehlers and Schneckenberg,
2010).

3.9 Saudi Arabian culture and Continuous Improvement

Cl in HEIs has been a feature the world over. HEIs are operating in an
environment that transcends the local context; there is also the influence of
neoliberalism, which has brought with it an increased emphasis on policy
reforms, market forces, “increasing global competitiveness, accountability,
efficiency, quality and standards-driven policy reforms, and higher education
stratification” (Zajda and Rust, 2016, p.17). As far back as 2005, Temponi
noted that HEIs could, through CI, move towards operating like customer-
focused private sector entities that value return on investment. Al Shobakir
and Abu Naser (2017) found a strong correlation between the extent to which
an educational institution engaged in excellence strategies (CI being among
these) and its success in gaining sustainable competitive advantage. In a study
focusing on medical schools in Saudi Arabia, Barzansky et al. (2015)
concluded that continuous quality improvement enhances the quality and
outcomes of educational programs, a feature that is critical to an institution
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meeting international standards (Almazroa and Al-Shamrani, 2015). In this
way, such institutions can attract international faculty, global partnerships
(Almansour, 2015) and benefit from sharing and exchanging expertise
(Khorsheed and Al-Fawzan, 2014; Hasan, et al., 2016). Other such benefits
include gaining technological advancement (Algarni, 2015), favourable global
rankings (Almansour, 2015) and better academic accreditations (Alzhrani et
al., 2016).

Culture has been found to impact Cl initiatives within HEIs (Tasopoulou and
Tsiotras, 2017; Antony, 2014; Trivellas and Dargenidou, 2009;). HEIs have a
culture that is distinctly different from what is found in the business sector
from which the CI philosophy originates. The issue of culture in Saudi
Arabian HEIs is compounded by differences that already exist between the HE
and business sectors since the models and methodologies used in CI originate
from both national and organisational cultures that are significantly different
from that of Saudi Arabia. The Saudi Arabian culture is profoundly affected
by the interpretation of Islamic teachings (Alamri, Cristea and Al-Zaidi, 2014;
Idris, 2007). These attributes manifest themselves in a number of ways and are

bound to affect receptivity to foreign-based CI methodologies.

Foremost the Saudis are motivated by power and status, therefore, the
motivational elements of higher compensation and job satisfaction that work
under most Western settings, do not function as motivators in the Saudi
organisational setting (Fallatah and Syed, 2018). This is the reason why Saudi
locals tend to prefer jobs in the public sector, which are considered to yield
more power. The Saudi government, in line with these cultural norms, also
supports locals to find such jobs by giving them preference in a process called
Saudisation, in which managerial positions are preferentially given to locals,
regardless of their managerial calibre (Ahmed, 2016; Al-Asfour and Khan,
2014). This is the reason why locals easily pass up jobs that are socially
unacceptable (De Bel-Air, 2015).
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Collectivism is an important characteristic that defines the values of Saudi
society and culture. It has been noted that performance feedback cannot be
directly given, instead, the use of an intermediary is needed in order to give
feedback to the relevant person (Harbi, Thursfield and Bright, 2017). This
cultural feature is a barrier in the process of continuous improvement (Alharbi,
Al-Matari, Yusoff, and Bt Mat, 2016). Continuous improvement finds its
strength from an open and candid communications structure where workers
participate and give feedback on performance improvements as they are
needed. Therefore, in this regard, the Saudi culture tends to prevent the
development of a continuous improvement strategy because the basic cultural
support that is needed from both management and employees is not present. In
the absence of a transparent feedback system, few recommendations for
improvement will arise since the mind-set of employees will not change. In
such a situation, the deployment of a continuous improvement strategy will be

a short-lived exercise (Idris, 2007).

Organisational culture plays an important role in determining the attitudes and
beliefs of the employees and these attitudes and beliefs are carried forward as
behaviours which tend to improve organisational performance (Carlos Pinho,
Paula Rodrigues and Dibb, 2014). OC, therefore, influences the operation of
organisations and affects employees’ behaviours and decisions in a manner

that affects organisational performance (Wu et al., 2011).

One such aspect of culture that influences the implementation of a continuous
improvement philosophy is the dimension of collectivism (Harbi, Thursfield
and Bright, 2017; Cho and Payne, 2016). Collectivism indicates that, within a
society, groups are more important than individuals and the value of being part
of a group is higher than the value of being an individual. Alongside the
characteristic of collectivism is the dimension of power distance, which is very
high in Saudi Arabia. When these two characteristics are juxtaposed, a group

culture arises where the performance of a group is appraised as a collective.

93



The performances of high achievers are downplayed, while negative
comments are euphemised for underachievers. This creates a demotivating
work environment for high achievers who are not rewarded or recognised for
their efforts, which leads to a high turnover and a lack of motivation to work

towards continuous improvement (Jurburg et al., 2017).

Another aspect of culture that tends to impact the adoption of continuous
improvement is the predominance of collectivism in the culture of Saudi
organisations. Preference is given to relationships rather than business
dealings, resulting in the neglect of operational efficiency and improvements
(Harbi, Thursfield and Bright, 2017). Managers focus more on maintaining
relationships and respecting old employees than on efficiency (ldris, 2007).
The lack of a merit-based recognition system in Saudi organisations is an
obstacle to the adoption of a continuous improvement philosophy (Alharbi et
al., 2016; Igbal, 2010). However, for Saudi firms, which have international
exposure and a global workforce, national culture has less of an impact on
organisational culture, therefore, it can be expected that for those, the adoption

of continuous improvement is a possibility.

3.10 The relationship among cultural organisation and continuous

improvement in Saudi Arabia’s HEIs

Exploring the organisation culture—continuous improvement
relationship in Saudi Arabia’s HEIs with a view of establishing how the
former can be leveraged to ensure the success of the latter can be understood
from the perspective of Schein’s three levels of organisation culture, EFQM’s
leadership as an enabler of quality and Lean Six Sigma’s method of

implementing continuous improvement.
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3.10.1 Schein conceptualisation of culture and CI

Viewing organisational culture applying Schein’s conceptualisation
that culture consists of three levels — at the core being shared assumptions, at
the centre being values and on the outside and visible to all being the artefacts
— provides a window for analysing the culture—continuous improvement
relationship. Extant literature presents continuous improvement as both a
process and a culture that subsists within the culture of an organisation (Costa
et al., 2018; Glover, Farris and Van Aken, 2015). In this regard, it is not only
an operational variable, but also an essential cultural factor (Halvorson, 2013).
In so far as culture can be defined as a way of doing things, continuous
improvement can be viewed from Schein’s perspective of three levels of
organisational culture. This model has a pervasive impact on the perceptions
of managers and employees with respect to quality management and

continuous improvement.

Shared assumptions of acceptable quality is derived from Bass and Avolio’s
(1993) submission that organisational cultures are the creation of the founders
and based on the founder’s cultural schema. While Bass and Avolio (1993)
were referring to entrepreneurial founders, the same applies to the leaders of
educational institutions. As the leadership provides the vision and values, the
shared assumptions that develop over time are guided by leadership practices
(Hardman et al., 2007; Schein, 2010; Hartnell and Walumbwa, 2011; Belias
and Koustelios, 2014). Such practices shape employee’s assumptions and
translate into, or at least influence, what becomes the organisation’s values
and culture (Mohelska and Sokolova, 2015; Gao, 2017).

In the case of HEI in Saudi Arabia, it can be expected that the shared
assumptions and values articulated by the leadership and adopted by the
employees of a HEIs, would be influenced by aspects of both national and

organisational culture. Given that ClI includes elements of innovation and
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change, the organisations’ attitude towards, for example, change can be
expected to be influenced by cultural dimensions such as those relating to
attitude toward risk, a willingness or otherwise to accept change and the
management’s practices in terms of encouraging or discouraging change and

innovation.

On the back of Saudi conservatism, it can be expected that attempts to
implement CI would be meet with challenges emanating from shared
assumptions relating to the concept of time and time horizon; orientation to
work; a focus on facts and figures; concepts of stability versus acceptance of
change; isolation versus collaboration; control orientation and focus, all of
which are cultural aspects that have been associated with CI organisations
(Detert et al., 2000; Gimenez-Espin, Jiménez-Jiménez and Martinez-Costa,
2013). Saudi culture has been described as collectivist and, therefore,
privileging group ahead of individual interests, which could have implications
for CI culture where openness and facts and figures are valued ahead of
relationships.

3.10.2 EFQM - Leadership as a quality enabler

EFQM proposes that continuous improvement in quality is enabled by
leadership through the setting of organisational tone in areas such as human
resources, strategy, partnerships and resources, and ensuring that processes are
in place (Atkinson, 2014). Atkinson (2014) recommends that leaders should be
a catalyst of change and that, by encouraging such practices and leading by
example, leaders can be effective in bringing about the change needed for
continuous improvement to prevail. Leadership is, in fact, described as an
enabler (Assarlind and Aaboen, 2014; Atkinson, 2013; Cheema et al., 2015)
because of its influence on culture. For example, leaders can strengthen a

culture that reinforces continuous improvement through open and transparent
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communication among all employees (Atkinson, 2014). Such assurance would
be necessary in particular in an environment where openness and transparency
are not engrained in the culture (Brajer-Marczak, 2014). Further, leadership is

responsible for the artefacts component of organisation culture, which includes
creating pay and recognition systems that are supportive of continuous

improvement initiatives.

3.10.3 Culture, Lean Six Sigma and CI

Pepper and Spedding (2010) recommended that Lean Six Sigma must
be viewed as a “platform for the initiation of cultural and operational
change” (p. 151). Given that the success of Lean Six Sigma as a methodology
of CI (Albliwi, Antony, Abdul Halim Lim, and van der Wiele, 2014) hinges
on, among other things, data driven decision making, total employee
involvement and open reporting (Webber and Wallace, 2011), it may
encounter problems in a Saudi organisational culture where, because of a bias
towards collectivism, feedback cannot be directly given because the use of
intermediaries is preferred. Further, collectivism discourages meritocracy so

that recognition systems are not linked to Cl initiatives.

Lean Six Sigma like many other ClI methodologies are predominantly alien to
the Saudi Arabian environment. There is, therefore, a sharp difference in both
national and organisational culture in terms of shared assumptions, values and
artefacts. Given that, in Saudi culture, employees are motivated by extrinsic
factors such as power and status and are less concerned by intrinsic factors
like job satisfaction and higher compensation, (Fallatah and Syed, 2018), it
can be expected that the artefacts components of Saudi Arabian HEI culture
will reflect what is valued within the culture and not necessarily link to CI

enablers or to LSS measurables.
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Notwithstanding differences in national and organisational culture, HEIs the
world-over face the same challenges, which makes CI a culture-neutral
imperative. A question that arises, however, is: given the peculiarities of Saudi
culture and the foreign origins of Cl models and methodologies, how can
organisational culture be leveraged to enhance CI in Saudi HEIs? To answer

this question, the next chapter presents the study’s methodology and methods.
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CHAPTER FOUR: METHODOLOGY

4.1. Introduction

This research so far highlighted the limited literature regarding
organisational culture and how to improve it in the KSA. Indeed, the minimal
existing knowledge lead us to explore the ideas, beliefs, values and
understandings of employees and students concerning the constant
improvement (CI) process within higher education contexts in the KSA. In this
sense, this study looks to clarify the perspectives of those involved in higher
education regarding CI so as to allow us to build a proposition supported by
the ideas, beliefs, and values of these professionals. In this sense, the ultimate
goal of the study is to validate such a proposition, i.e., to build a framework
that enhances enablers and promotes constant improvement practices within
high education as a cultural organisation and limits the effects of inhibitors of

the movement.

This chapter will discuss the study’s research design in terms of the
methodology and methods used and the justifications for the choices made by
the researcher. It has four sections: research philosophy, research
methodologies, rationale for the chosen methodology and data collection and
analysis methods. It concludes by presenting how the study handled quality
control. As researchers use different terms when describing research
approaches and strategies, this study is going to use Saunders et al.’s (2012)
terminologies in describing the different research terms, as shown in Figure
10.
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Figure 9: Research methodology, The research 'Onion’ (Source: Saunders et
al., 2012)

4.2. Research philosophy

Research philosophy refers to the paradigm from which the researcher
will approach his study. Indeed, a paradigm can be understood as a frame of
reference between the researcher and the reality that he is interested in
studying. Briefly, it is a system of assumptions and beliefs regarding
knowledge development (Saunders, et al., 2012). The chosen philosophy must
match the research approach, as well as the researcher’s intentions (Salvador,
2016; Saunders et al., 2009; Holden and Lynch, 2004; Ritchie and Lewis,
2003).

Many authors, like Saunders et al. (2012) and Guba and Lincoln (2005), have
presented four paradigms of research: positivist, phenomenological-
interpretative, socio-critical and participatory; each of which hold four

assumptions: ontological, axiological, epistemological and methodological.

The ontological assumption refers to the nature of the social phenomena that
the researcher is studying. Some questions that could be addressed in this
regard are: What is the nature of the knowable; what is the nature of the social
reality the researcher wants to study? Formerly, ontology’s concerns relate to
the nature of reality in terms of what it is (Saunders, et al., 2012; Denzin and
Lincoln, 2000).
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Two key ontological perspectives are objectivism and subjectivism.
Objectivism believes in the existence of a true social reality, which is external
to and independent of the researcher (Gallagher, 2008; Schuh and Barab,
2007). Objectivism emphasises that all reality has properties, consists of
entities and has relationships that bind them at a particular space in time
(Lakoff, 1987). Subjectivism views social reality as a co-construction among
individuals who engage in social interaction to derive meaning through the
process, where the researcher may find the truth through a rigorous

interpretation process (Salvador, 2016; Bryne-Armstrong et al., 2001).

Similarly, the epistemological assumption refers the researcher to the
following question: What is the nature of the relationship between the one who
knows and the one who is known? Epistemology deals with how the truth is
known and clarifies the relationship between the researcher and the reality
being studied (Carson et al., 2001). According to Creswell (2007), it is
important that the researcher gives a detailed explanation regarding their
personal experience, where it is likely to influence or affect the study.

Common epistemological positions are positivism and interpretivism. On the
one hand, positivism is based on the assumption that human behaviour is
governed by laws and that there are objective facts that can be measured or
observed in a quest for objective knowledge (Silverman, 2010; Cohen et al.,
2007). It is underpinned by quantitative methods of data gathering. However,
positivism has its limitations, as not all issues can be measured or observed
(Cohen et al., 2007). On the other hand, interpretivism is based on the belief
that reality is socially constructed through the understandings and meanings
developed experientially and socially by individuals (Johnson, 2006).
Interpretivists assume that it is difficult to separate oneself from the things we
know, so that how we understand the world and who we are constitute a
central part of how we understand the world, others and ourselves (Johnson,

2006). The interpretive paradigm is underpinned by natural methods of data
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gathering such as interviewing, direct/participative observation, focus groups,
and the content analysis of existing knowledge. The interpretation is based on

a particular situation or context at a particular time (Johnson, 2006).

In the axiological assumption, the values and beliefs of the researcher are
considered, e.g. what is his interest as researcher? It will try to give relevance
to the voices of the participants so as to understand their performances and
actions and then to explore the meanings they attribute to their efforts while
trying to develop adequate ClI practices. It is about translating their
descriptions in order to understand their meanings, i.e. to look for the actors
and their stories (Denzin and Lincoln, 2000; Lincoln, 1995; Lincoln and Guba,
1985; Guba, 1981)

Finally, in the methodological assumption, the way that knowledge is
acquired is considered. How is it known? According to the frame of reference,
the researcher will stay more or less away from his subject of study. Indeed,
their beliefs and values, that is, their subjectivity, will permeate, in greater or
lesser extent, the data collection and analysis processes. Hence, according to
the intentionality of each researcher, the ontological and epistemological
relationships are chosen in order to produce new knowledge. Finally, it was
established that in order to approach the participants, the researcher plans to
interview them in their own settlements, where they experience their daily

lives (Denzin and Lincoln, 2000).
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4.2.1 The paradigmatic position assumed by this research

Supported by previous descriptions regarding the main research
paradigms, the framework of this study should be established. Indeed, what
should the privileged paradigm be in order to study the social reality? It refers
specifically to what should be the onto-epistemological position, where the
researcher faces the social reality of exploring and understanding the
professional’s and student’s CI practices within their university. In this sense,
the paradigm most useful to the study is considered to be the interpretative
paradigm, also called the constructivist paradigm. Indeed, in this case, the nature
of the knowable consists of exploring the ideas, beliefs, and values of the
professionals and students in relation to constant improvement practices inside

their organisation, i.e., the universities in the KSA.

It was assumed that a complex network of subjectivities forms this ambiance,
where every individual, including the researcher, possesses his or her own
experience. From an ontological point of view, the nexus established between
researcher and reality is that of an interrelation between the researcher and the
reality of these professionals and students. It should be noted that the
researcher’s own subjectivity, beliefs, and values, as well as his prior
experiences, will be taken into consideration and their influences will be noted
in the current study (Creswell, 2014; Guba and Lincoln, 2005).

As research inspired by the interpretative paradigm, this study is based on the
assumption that people live within a context and create a culture that is
reproduced through their words and actions (Guba and Lincoln, 2005). Research
in the interpretative paradigm seeks to understand people’s purposes in their
lived dimension; as such, such an understanding must be obtained from within,

that is, by allowing participants to freely narrate their own lived experiences.

This research seeks to explore and understand how organisational culture could
be modified or leveraged to enhance or support the process of continuous
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improvement in Saudi Arabia’s HEIls. In this vein, constructivism will be
deployed consistent with the researcher’s view that reality is multiple and is
better understood through interacting with the participants in order to co-
construct the phenomena being studied. Applying such a paradigm will provide
useful insights on what really affects the phenomena and will provide solutions
regarding how organisational culture can be modified to support continuous

improvement (Denzin and Lincoln, 2000; Lincoln, 1995).

From an epistemological point of view, in the present study, the results will be
obtained from the interrelation between the researcher and the group of
participants. The results will be co-constructions between the interviewees and
the interviewer, where it has been admitted that subjectivities from all the
participants will influence the results. In this sense, the researchers’ personal
subjectivity, as well as his values and beliefs will play a role in the analysis
(Denzin and Lincoln, 2000; Lincoln, 1995; Lincoln and Guba, 1985; Guba,
1981). Thus, in this study, interpretivism will be used since it is difficult to
separate what social actors know and practice from organisational culture itself.
The use of this paradigm will enable the researcher to uncover links between
organisational culture and continuous improvement and to demonstrate how the

interaction of various variables impacts the culture of an organisation.

Our intent is to explore and understand the different ideas, beliefs, values,
actions, and practices developed by professionals and students when they
develop Cl practices. It is for this reason a relationship has been established that
allows for such type of interaction and approach to be linked with people’s
views and lived experiences (Guba, 1981).

Finally, it should be noted that this study respected the individual ownership of
views and beliefs, which have been socially constructed, but represent a lived-
life reality that could only be narrated by the protagonist: the individuals that
will participate in this study. Thus, the study arose from the researcher valuing
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the understanding that people have regarding the enablers and inhibitors of
organisational culture with respect to the maintenance of constant improvement.
Hence, a philosophical assumption was made that the people’s perceptions
could shape their understanding of the main aspects that affect constant

improvement and their beliefs and values systems.

4.3. Research methodology

Research methodology is a "way of thinking about and studying social
phenomenon” (Corbin and Strauss, 2008, p.1). Bryman defined it as an
“epistemological position” and a “justification for using a particular method”
over of others (Bryman, 1984, p.75). Creswell (2014) refers to it as the process
of research itself. The research methodology for data collection could either be

qualitative, quantitative or a mixture of the two.

4.3.1 Quantitative method

Quantitative research is the mathematical representation of an observed
and measured data that can be used to explain some particular phenomenon
(Creswell, 2014; Remenyi, 2014). The approach is used for testing theory
through analysing relationships among the variables (Creswell, 2014). Surveys
and experiments are commonly used methods of data collection for quantitative
studies. Quantitative studies are generally divided into descriptive,
developmental, correlational, ex post facto, experimental, and quasi-

experimental (Bernard, 2013).

Patton (1999) states that: *“... it is common that quantitative methods and
qualitative methods are used in a complementary fashion to answer different
questions that do not easily come together to provide a single, well-integrated
picture of the situation” (p.1193). This argument supports the use of the
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survey/questionnaire, which is the quantitative instrument used to establish the
current and ideal positions of the constant improvement developed by the
participants. These results will form a useful reference to support the
development of a future intervention in the topic we are exploring. At the same
time, the combination of qualitative and quantitative methods allows us to

achieve triangulation and, thus, confirmation of the data analysis.

4.3.2. Qualitative method

The qualitative research approach seeks to make sense of phenomenon
in its natural setting, based on people’s interpretations and the meanings they
attach to phenomenon (Denzin and Lincoln, 1994). The goal of qualitative
research, at times referred to as interpretive research, is to try to understand a
particular situation or phenomenon from the perspective of those people who
are actually involved in the phenomenon (Leedy, 2010). The approach allows
the researcher to record events as they happen and then interpret them in a
dynamic manner (Yin, 2014). It preserves the complexities of human behaviour

through adopting a holistic perspective (Black, 1994).

It should be noted that approaching the same phenomenon from a positivist or
post positivistic paradigm would necessitate different considerations. For
example: the reality of the professionals and students would be outside of the
researcher as an individual and, as such, it would approach them with the
intention of measuring variables or predicting future behaviours (quantitative
methods). Additionally, this phenomenon would be approached from outside
and the researcher would not seek to obtain the data directly from the
participant’s voices, but through instruments that allows the researcher to
‘interchange opinions’” with them. In short, positivist, post-positivist paradigms,

and quantitative methods do not seek to obtain narrations or experiences coming
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directly from the people; inversely, the phenomenon will be understood from

the measurements obtained.

4.3.3. Justification of the chosen research method

This research sought to understand aspects of organisational culture that
act as inhibitors or as enablers of continuous improvement practices in Saudi

higher education institutions. Our research objectives are thus:

I.  Identify organisational culture enablers and inhibitors of continuous
improvement, via extensive review of relevant literature.

ii.  Identify organisational culture enablers and inhibitors of continuous
improvement within HEIs in Saudi Arabia.

iii.  Establish how enablers can be encouraged and inhibitors can be
removed in an organisational culture in Saudi Arabia’s HElIs.

iv.  Develop a framework of interventions that will help to leverage the
organisational culture to facilitate continuous improvement in Saudi
Arabia’s HElIs.

v.  Validate the interventions framework of the organisational culture via

the judgments of experts from HEIs in Saudi Arabia.

The research focused on employee/student beliefs, ideas, and understandings
regarding the CI process within the KSA. For this reason, a qualitative research
aligned with an interpretivist perspective was considered most appropriate.
Such matters cannot be understood merely by observing them; it is important to
give the social actors a chance to reflect on their lived experiences, speak out
and share their perceptions through interviews. The qualitative approach’s
emphasis on the representation of real lives and real voices based on lived
experiences (both at micro and macro level) leads to the progressive

understanding of a phenomenon, taking insights to a new level through
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interpretation. Interviews facilitate a deeper understanding of a social
phenomenon because participant voices assist the researcher in extracting the
uniqueness of individual cases (Qu and Dumay, 2011; Ali and Yusof, 2011).
This kind of enquiry, therefore, fits well within the framework of qualitative
research (Khan, 2014; Strauss and Corbin, 1998; Janesick, 1994). A qualitative
approach has been successfully applied in other studies of culture within the

context of an educational institution (Giles and Yates, 2014).

4.4 Research Strategy

The research strategy is a logical plan for moving from the initial
research questions to a set of conclusions (Yin, 2003). Given this study’s
adoption of a constructivist paradigm, available research strategies include:
phenomenology (Moustakas,1994), narrative research (Clandinin and Connelly,
2000), ethnography (Fetterman, 2010; Wolcott, 2008), case study (Yin, 2009;
2012) and grounded theory (Charmaz, 2006; Corbin and Strauss, 2007; Strauss
and Corbin, 1998).

In phenomenology, which is grounded in philosophy and psychology, the
researcher depends on the participant’s narration of their lived experiences of a
phenomenon as described through the medium of interviews (Creswell, 2014;
Giorgi, 2009). Phenomenology seeks to describe the textural atmosphere around
the participants’ lived experiences, combined with the structural description of
their practices. This phenomenological account does not coincide with the
necessity of exploring the university as a cultural organisation impacting the
continuous improvement demanded in Saudi higher education. The textural
atmosphere and the descriptive character of the phenomenological account do

not provide enough information about the phenomenon.
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Moreover, narrative research is based on the researcher studying the existence
of individuals through obtaining stories of their lives and then retelling them in
a narrative chronology (Creswell 2014; Riessman, 2008). Similarly,
ethnography, which originates from anthropology and sociology, involves
studying a group’s shared patterns of actions and language within a natural
setting using observation and interviews (Creswell, 2014). Another interesting
strategy is the so-called case study, which involves in-depth analysis of a
specific case, or occurrence, using multiple data collection procedures (Yin,
2009; 2012). This research strategy is not adequate with respect to answering
our research questions because we are not exploring and analysing the practices
of similar universities. Indeed, the ten participating universities are not
homogeneous in their practices and structure because each of them possesses its

own organisational frames, substructures, and administration.

Given that, in this study, the intention is to obtain an in-depth understanding of
the professionals and students beliefs, ideas, and understanding of the CI
process within the KSA’s universities, a less descriptive and more conceptually-
focused strategy is required that is capable of obtaining powerful explanations
of CI processes in this context. It is for this reasons that, despite the
aforementioned designs and, considering our research intention, we decided to
apply Grounded Theory (GT) in this case. Grounded Theory originates from
sociology and involves multiple data collection stages which develop a
thorough and informed explanation of a phenomenon grounded in participants’
points of view (Corbin and Strauss 2007; Charmaz, 2006).

4.4.1. Grounded Theory

Grounded Theory was developed by Glaser and Strauss in the 1960s and
it was mainly associated with qualitative inquiry, which focuses on exploring

the social processes that could impact behaviour (Goulding, 1998). The primary
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application of GT is in the inductive generation of a new theory from particular
data. Due to changes over time, GT has developed through three main
perspectives, the leading version being the Glaser post-positivistic perspective,
which is based on Glaser and Strauss’s approach (1967). For Glaser, the primary
purpose of the theory is to be is grounded in the data, in the words of the
participants that have been analysed, and capable of identifying a common
pattern of behaviour to face the phenomenon. For this author, the reality is
discovered through discovering data, allocating codes to it and conducting
systematic comparisons. According to Glaser (2002), everything is data, and the
researcher should approach their social reality without previous knowledge
about what is happening in the data or how the phenomenon has been presented
in other cases. The conceptual substantive theory initially obtained can be

generalised by the addition of posterior complemented data.

The other central perspective is Strauss and Corbin’s (1998), which constitutes
an interpretative approach, with its emphasis on systematic analytical
procedures. This approach is less post-positivistic and more inclined to the
interpretation of the motives and reasons that lead people to behave in the
manner they act regarding a problematic social phenomenon or situation.
According to these authors, previous knowledge is allowed and does not
interfere with the collection and analysis of data undertaken by the researcher.
This second perspective offers an interesting suite of stages that collaborate to
guide the constant comparison of movement between data collection and data
analysis (Strauss and Corbin, 1990). Commonly shared with Glaser’s
perspective is the agreement for the final discovery or creation of a consistent
conceptual relational system which is solid enough to be able to explain what is
happening in the data, i.e., how people confront the phenomenon under study.
The conceptual substantive theory that is obtained cannot be generalised, as
Glaser proposed, due to it being anchored to the time and place where it was

developed.
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Strauss and Corbin (1990) suggest that the reality can be accessed through the
presentation of analytic questions, coming up with informed explanations and
using particular methodological applications. Theory that is grounded in the
data emerges through the processes of the constant comparison, coding and
analysis of both interview and observed data. The theory referred to is, as per
Strauss and Corbin’s (1994) definition of a theory, a group of conceptual
relationships that offer a plausible explanation of the phenomenon being
studied.

Finally, Charmaz’s (2006) constructivist approach suggests that researchers
construct theories in a strong relationship with the research participants’ stories.
This means that the final construction of a substantive theory is coming from
the common and shared opinions of the interviewees, who practically are the
constructor of their reality, with the guide of the researcher. In this sense, It
could be said that Charmaz’s perspective allows participants to intensely work
on the data collection and analysis, obtaining a substantive theory that is not
generalisable in the sense suggested by Glaser because it is located in the time
and space in which it was constructed. Other versions of GT have been
elaborated, such as Clarke’ s (2003) situational analysis, which takes symbolic
interactionism as the main theoretical current with which interpret the data. The
three main versions of GT fall, indeed, into two main perspectives, i.e., Glaser’s
perspective and Strauss-Corbin’s perspective, as is illustrated in Table 9
(Onions, 2006).

Table 9: Comparisons of the two schools of Grounded Theory (Source:
adapted from Onions, 2016)

‘GLASERIAN’ ‘STRAUSSIAN’
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Starting with an empty mind — no review of
literature

Having a general idea as to the starting
point

Allowing theory to emerge through neutral
questioning

Using structured questions to extract
theory

Conceptual theory development

Description of studied situation

Get theoretical sensitivity from immersion
in the data being collected

Get theoretical sensitivity from
methods, tools and extant literature

The theory is derived from the data

The theory is derived from the
observer’s interpretation

Theory credibility and or verification is
based on its grounding in the data

Theory credibility based on method’s
rigor

Need to identify a basic social process

No need to identify basic social
processes

Researcher is passive and restrained

The researcher is an active participant

Theory is revealed by the data

The researcher structures the data to
reveal the theory

Coding not rigorous, comparisons are
conducted incident by incident, identifying
key points

Coding is rigorous, with codes derived
from word-by-word analysis of data

Two phases of coding — simple and
substantive, leading to categories and their
properties

Three phases of coding — open, axial
and selective

Considered to be the only ‘true’ Grounded
Theory method

Considered to be a form of qualitative
data analysis

4.4.2. Justification of the adoption of the Grounded Theory

Grounded Theory is usually used to generate a substantive theory within

a grey area of research where there is insufficient knowledge about the subject

matter, which could be because the subject

of interest has not been studied or

only superficially touched upon (Goulding, 1998). In addition, Birks and Mills

(2011) argue that, when there is a need to

generate a new theory in order to

understand and explain phenomena, then GT is the most preferred research
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approach. Fernandez (2004) also emphasises that GT promises a suitable
foundation when seeking to understand and explain a new social contextual

phenomenon.

Likewise, it should be noted that the use of GT enables the researcher to follow
a systematic study on human interactions, such that it contains the
interrelationship between actions, the contexts that impact on the action and the
effects of taking the action (Goulding, 1998). Grounded Theory has been
adopted in different fields such as nursing, management, business and education
(Parry, 1999a), corporate turnaround (Pandit, 1996), management knowledge
(Peter et al, 2004), analysis of management action (Partington, 2000) and
leadership (Parry, 1999).

This research is focused on studying continuous improvement in higher
education institutions in Saudi Arabia from an organisational culture
perspective. This area of study involves social interaction among various
entities in an organisation as the researcher seeks to understand aspects of HEI’s
cultural practices that affect continues improvement. Grounded Theory enables
the researcher to establish symbolic meanings, words, gestures and artefacts
associated with people as they interact within their social context or within an
organisation (Cutcliffe, 2000). As GT enables the researcher to follow a
systematic approach to studying human interaction (Goulding, 1998) it focuses
on the interrelationships between actions, the contexts that impact those action
and the effects of taking them. This study will adopt the Strauss-Corbin’s
perspective, given the researcher’s interests and research objectives. Such an
approach will allow the researcher to identify the enablers and inhibiters of
continuous improvement from a cultural organisational perspective in Saudi

higher education.
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4.4.3 Criticisms of Grounded Theory

Grounded theory has been criticised on the basis of a lack of
definitional clarity. It has been referred to as a method (Bryant and Charmaz,
2007; Strauss and Corbin, 1994; Parry, 2003); as a methodology (Glaser,
2009; Goulding, 1998) and as a set of principles and practices (Atkinson,
Coffey and Delamont, 2003). Notwithstanding variations between Glaserian
and Straussian versions and those of others, e.g. Charmaz (2005) and Clarke
(2009), the common denominator among all of them is the final elaboration of
a substantive theory grounded in data that uses iterative procedures involving
concomitantly collecting, coding and analysing data, as well as theoretical
sampling, constant comparison, the development of categories with properties
and dimensions, systematic coding, generating memos, theoretical saturation,
and sorting (Jones and Noble, 2007; Strauss and Corbin, 1994;1990). Guided
by the need to derive an understanding of organisational culture and
continuous improvement in HEIs in Saudi Arabia, this study uses Strauss-
Corbin’s perspective to approach data analysis.

4.5 Methods and techniques

Methods are procedures and techniques that are used for gathering
relevant data and analysing it (Corbin and Strauss 1990). Blaikie describe
methods as the procedures and activities employed in the selection, collection,
organisation and analysis of data (Blaikie, 2009). In order to answer the
research questions, it is essential to obtain sufficient and relevant data. This
research adopted Blaikie’s definition because it includes key aspects of
research, specifically, sampling, data gathering and post interview activities
and data analysis. These aspects are described in the following sections.
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4.5.1. Participants

The research participants consisted of the staffs and students of ten
universities across Saudi Arabia, including the cities of Riyadh and Shagra in
the Central region (known as Najd); Jeddah, Makka and Taif in the Western
region (known as Hejaz); Tabuk in the Northern region; and Dammam in the
Eastern region. Out of these ten universities, two are privately owned and the
remaining eight are government-funded public universities. The two private
universities were selected to identify whether the lack of Cl improvement is
found across public and private universities. Furthermore, most of the
universities selected were from the Najd region. This is due to the fact that
most Saudi universities are located in this region. Additionally, these
universities suffer from significant resistance to Cl initiatives due to cultural
and religious bonds (Baki, 2004 and Alnzawi, 2012). The cultural features of
other regions, such as Hejaz and the Eastern region, differ from that of the
Najd region (Yamani, 2008 and Alnzawi, 2012). Therefore, universities from
other regions were also included in the sample to capture the array of cultural

perspectives.

Regarding the characteristics of participants, it should be noted that the
researcher obtained the profiles of all participants to ensure that the research
results were presented within their context and were based on their views and
experiences. The group of participants is composed of active students
currently attending the afforementioned universities, as well as administrators,
vice-presidents, faculty deans, deputies of colleges, student advisors, heads of
department, research supervisors, lecturers, and assistant/associate teachers; all
participant have extensive experience (4-36 years) of working in higher

education.
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The various roles that they perform ensure the coverage of almost all aspects
of university life. The compilation of background information helped in the
interpretation of the participant’s views because these were likely shaped by
their experiences. There were three respondents holding vice president level
positions at their universities and six respondents who were holding deanship
positions in different disciplines. Other respondents holding key management
positions were six faculty deputies, two heads of different academic and
functional departments and six administrators. The researcher also interviewed
six students, considering that they are important stakeholders and that their
input is crucial in conducting and managing CI efforts in HEIs. There were
nine faculty members with vast experience in different fields of higher
education. Table 10 summarizes the backgrounds of the interviewees.
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Table 10: Interviewees and their backgrounds

Code | Associated institution Role Experience
ALl Alfzizal Adrninistrator D yEars
DU Imam Abdulrzhman bin Faizal {Dammam) | Associate Professor & Head of Department 10 years
DAl Dar Al-Uloom Aszistant Professor 4 ¥ears
i Al-lImam Kohammad 1bn Saud Administrator 17 years
kAUl | king Abdulaziz ice President 12 years
KaUZ | king Abdulaziz Frofessor & Deputy of College 36 years
K5U1 | King S3aud Student 4 years
AUz Alfzisal Frofessor 12 years
KEUZ | King Saud Aszociate Professor & Dean 25 years
KEU3 | King S3ud Lecturer 5 yEars
TU1 Tabuk Wice President 15 years
TuZ Tabuk Azzoriate Professor, Deputy of College 30 years
AUZ Alfaisal Student 4 years
uguz | umm Al-Qura Aszzistant Professor & Ressarch supervisor 14 years
ugus | umm Al-Cura Azzoriate Professor & Head of Department 20 years
KEU4 | King Saud Frofessor 14 years
KAU3 | king Abdulaziz Student 4 years
U4 Shagra Aszociate Professor & Faculty Dean 11 years
KAUS | King Abdulaziz Azzociate Professor & Faculty Dean 15 years
TUS Tabuk University Azzistant Professor & Student Advisor T years
TIUL | Taif University Student 4 years
DAZ Dar Al-Uloom Lecturer 7 years
Iz Al-lImam KMohammad Ibn Saud Deputy of College B years
Al Alfaisal Lecturer 5 years
TNz | Taif Adrninistrator 13 years
DUz Imam Abdulrzhman bin Faizal {Bammam) | Assistant Professor & Deputy of College 3 YEEMS
U1 shagra Azzistant Professor & Dean 7 years
3 Al-lmam Kohammad Ibn Saud Azzociate Professor 13 years
Uz shagra Adrninistrator 5 yEars
D3 Imam Abdulrzhman bin Faizal (Dammam) | Studsnt 4 years
4 Al-imam rohammad 1bn Saud Azzistant Professor 3 yEErs
DAS Dar Al-Uloom Assistant Professor & Deputy of College B years
ugu3 | Umm Al-Qura Assistant Professor & Acting Dean S years
ugu4a | umm Al-Qura Azzistant Professor 4 years
Cohd4 | Imam Abdulrahman bin Faizal (Zammam) | &ssociate Professor & Faculty Deputy B years
U3 Shagra Student 4 years
KAU4 | King Abdulaziz ‘ice President 35 years
TIN3 | Taif Azzocizte Professor & Faculty Dean Eyears

As the participant recruitment in qualitative research is guided by the need to

collect information-rich data (Parry, 2003), the groups of participants are

generally smaller than those of quantitative analysis-based studies. The
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recruitment is based upon the need to interview people that have lived the
phenomenon in the study, i.e., the constant improvement from a cultural,
organisational point of view. The richness of their detailed experiences and the
continuous comparison between data and analysis will allow the researcher to
add more participant as needed. Therefore, our study uses the so-called
purposive sample, where new individuals will be added to the initial group of

participants as the continuous data collection-analysis process is pursued.

Purposive or purposeful sampling is considered appropriate for conducting
this research. Purposeful sampling involves the careful selection of
participants likely to provide information with the necessary depth and
variation, in terms of both degree of breadth, to address a given problem
(Patton, 2002). It is based on preconceived guidelines (Breckenridge and
Jones, 2009 citing Glaser, 1978). The researcher predetermines the type of
participants before carrying out his study to be inclusive of administrators,
academics and students. He also predetermined the data collection period to be
from HEIs between November 2016 to January 2017. Selected participants,
therefore, were required to fit into this framework. The researcher also
predetermined the institutions to be studied, which consist of ten well-known
data-rich universities from different geographical locations across four regions
in Saudi Arabia: Central, North, East and West. Furthermore, this research
relies on snowball sampling, which is a type of purposeful sampling where
participants identify other rich sources of data for inclusion, leading to referral
chains (Robinson, 2014). Although this type of sample is inherently biased,
the bias is deliberate.

With specific reference to GT, there are no guidelines for the ideal number of
participants for qualitative studies. The use of constant comparison and
emergent analysis guides the sampling procedures (Gentles et al., 2015;
Charmaz, 2006). Indeed, GT research is typical of qualitative studies in that

sample sizes are small and the number of participants can vary based on the
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needs of the study; sizes as small as four (Clegg, 2003) and as much as 28
(Glacken et al., 2003) and 55 (Rogan et al., 1997) have been demonstrated.

Additionally, studies consistently refer to the theoretical saturation of a
category as the stage at which a researcher can abandon further sampling
(Morse, 2007; Guest, Bunce and Johnson, 2006). Saturation is the stage at
which identified core theoretical categories are accounted for as conclusively
as possible (O'Reilley and Parker, 2013; Gentles et al., 2015 citing Glaser and
Strauss, 1967). According to Morse, 2007; Morse et al., 2016) category
saturation is reached when the GT researcher is persuaded that they have a full
understanding of what they see, are able to identify it in many forms and feel it
is consistent with the culture. In this research, chain referral sampling was
used to select 38 interviewees. Although a sense of saturation was reached
after the 33' interview, the researcher continued for another five interviews,
three of which were interviews in a focus group, hoping to gain further novel
explanations. When this did not occur, as per Morse, 2007; Morse et al., 2016)

saturation was presumed to have been reached.

4.6 Types of data

This study will use both secondary and primary sources of data. This is
consistent with Goulding ‘s (2005) assertion that GT permits a wide range of
data, and Glaser and Strauss’ (1967) dictum that “all is data.”.

Primary data is that which is collected specifically for the study underway.
Methods of collecting primary data within a qualitative study, as is the case in
this instance, include observation, interviews and focus group discussions
(Aldridge & Cameron,1999). The data for this study was collected through
interviews, focus group discussions and a questionnaire-based survey. The

face-to-face interviews sought to obtain primary data through the researcher’s
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personal interchange with the participants. Using interviews facilitates the
generation of participant-led data, which forms the basis for theory
development (Bryant and Charmaz, 2010; Charmaz, 2010) and participant—
researcher face-to-face interaction generates new knowledge (Charmaz, 2006).
The focus group was used after the first codification stage in the data analysis
process, with the objective of allowing the participating interviewees to
discuss the first aspect and demand their revision and subsequent approbation.
The questionnaire was employed to establish the present state of continuous
improvement in high education and the ideal point to which Saudi high
education should move. Lastly, the observation data has been consigned to the
field journal where the researcher recorded their impressions and decision
making throughout this study.

The secondary data used in this study provides a baseline for the researcher
and clarifies the identification of an appropriate research design. Thus,
following the principles of Strauss-Corbin’s grounded theory perspective, it is
possible for this research to approach data and also consider the existing
knowledge on the field, i.e., secondary sources, which include other existing
research, company reports, official surveys and academic research journal
reports, published books and articles from periodicals and journals, as well as
online resources (Saunders et al., 2012).
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4.7 Instruments for data collection

This study will use different data gathering instruments. Indeed,
survey, face-to-face interviews, focus groups, direct observation, as well as
field notes have been employed during the data collection period. Each

instrument will be presented in the following section.

4.7.1 Open-ended interviews

This study used an open-ended, issue-focused interviewing method
because it is suitable for surfacing an organisation’s cultural aspects and
allows the researcher to drill down to specific aspects of a phenomenon. In the
case of culture, this includes deriving assumptions, ideas, and beliefs that
constitute the tacit components of organisational culture (Sackmann, 1991).
Open-ended, issue-focused interviews have been used in organisational culture
studies (Alkhoraif and McLaughlin, 2018: Al Shehri, 2017; Taylor and
Goates, 2017; Almaiman and McLaughlin, 2016). While Sackmann (1991)
avers that a focused interview can use multiple issues as a way of surfacing
cultural assumptions and beliefs, in this study, the chosen issue was the need
to identify the cultural drivers of CI in Saudi‘s HEIs. Involving participants
who are experiencing the issue under investigation enabled the researcher to
obtain participant interpretive perceptions of the influence of cultural

organisation on CI within their institutions.
4.7.1.1 Interview settings

All of the face-to-face interviews with male participants were
conducted in their offices at their universities (a calm and quiet environment)
to assure the freedom of these exchanges. However, mainly due to cultural and
religious reasons, the face-to-face interviews with female participants were

conducted in a public place (while taking care to choose a calm and quiet
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public location). Lastly, it should be noted that, for both male and females

participants, confidentiality and anonymity were assured.
4.7.1.2 Interview protocol

A moderately structured interview guide was used by the researcher as a
way of ensuring that key issues that were identified pre-interview were
consistently addressed. According to McNamara (2009), some principles to be
followed during the preparation stage of interviewing include explaining the
purpose of the interview, addressing confidentiality issues, explaining the
interview format and answering any pre-interview questions informants may
have. There are, however, conflicting opinions on whether or not to use
structure during interviews. McNamara (2009) and Creswell (2009)
recommend that a guide be used because it facilitates the provision of more
focused data. Others discourage the use of a guide recommending, instead,
that in GT, interviews should not have a prescribed format (Goulding, 1999)
as this may impair the interviewees’ free contribution. Given the need to deal
with the realities within a limited timeframe, the interviewees were only asked

two questions which were:

1. Could you give an example of when continuous improvement has
worked well?
2. Could you give an example of when continuous improvement did not

work well or perhaps something went wrong?

The interviews commenced with an introduction of the researcher and a
concise description of the study objectives, assuring the interviewee of the
confidentiality of the interview, explaining the interview format and answering
any pre-interview questions informants had. The two main questions presented
to interviewees were tailed by follow up questions to clarify some of their

anNSWEers.
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To facilitate free expression, all of the interviews were conducted in Arabic.
Participants were allocated ample time to respond to questions as the
researcher did not interject during the course of question answering. Although
it is important for participants to freely address issues without the researcher’s
interjection, it is also important for the researcher to encourage participants to
elaborate on their answers (Patton 2002). Furthermore, issues that lacked
relevance to the research questions were not pursued. The researcher
intermittently refocused the discussion consistent with the broad question at
hand and knowledge derived from the literature review (Pidgeon, 1996;
Strauss, 1987).

The last part of each interview was given over to open discussion and
responding to questions raised by the interviewee. This is consistent with
Yin’s (2009) recommendation that interviews should be more conversational
and less constrained by structured questioning. The average duration of the
interviews was an hour. The longest interview was an hour and forty-five (45)
minutes and the shortest was thirty (30) minutes. Informed consent to record
the interviews was obtained through the participant’s signing an informed
consent form. However, two participants refused to have their interview
recorded and, therefore, the researcher took notes of the participants’ answers.
According to Miles and Huberman (1994), audio recording interviews is a way
of ensuring that the researcher captures all of the salient issues raised in the
interview. Both recordings and notes were further supplemented by the
researcher’s observation of the interview surroundings, which he recorded in

writing and considered during the analysis stage.

The researcher transcribed each interview soon after it ended, while details
were still fresh in the mind. This also accorded the researcher the opportunity
to clarify issues while the interviewee still remembered what transpired during
the interview. Summaries of interview transcripts were prepared and these

were sent to interviewees so that the facts and interpretations may be verified.
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Two participants preferred to have the actual recording of the interview sent to

them for verification purposes and their desire was met.

It should be noted that returning to the participants with the results of the
transcript or the records of interviews is part of the triangulation strategy that
looks to assure the confirmability and validity of this study. Equally, it should
be noted that, according to Saunders et al. (2012), this strategy assists in
controlling possible researcher bias or misunderstanding by redirecting the
transcription and considering the participants’ suggestions, with the aim of

ensuring that the data collected was reliable (Saunders et al., 2012).

4.7.2 Observations and field notes

Concomitant to the interviews, the researcher has generated
observations and field notes consigned in his field journal. Maintaining
systematic field notes is consistent with the canons of Grounded Theory, as it
was expressed by Clarke (2003) and Corbin and Strauss (1990). Field notes
include the researcher’s thoughts and observations, aspects of the context of
the study, participant facial expressions, and gestures, as well as any decisions
taken during data collection or data analysis. The detailed circumstances and
reasons that have led to a new decision were consigned in the field journal.
This is another strategy to improve the reliability of the findings. This strategy
is supported by the arguments developed by Cho and Lee (2014) concerning
how fieldnotes enrich and complement primary data. Equally, Denzin and
Lincoln (2000; 1994) and Guba and Lincoln (2005), coincide to states that this
assures the trustworthiness of the data analysis and interpretations.
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4.7.3 Focus group

The focus group interview can be defined as a technique to collect data
where a group of participants offer their opinion about a specific topic, discuss
them amongst themselves and arrive at some conclusions while also
interacting with the researcher, who acts only as the facilitator of the exercise
(Vaughn et al., 1996; Kitzinger, 1995). In this study, the lower-level codes that
emerged from analysing the thirty-eight (38) face-to-face interviews
conducted in ten university organisations were presented to the participants of
the focus group in order to assure their acceptation and require their
participation to lead these initial lower-level codes to a higher and denser
level, i.e., a central theme. At the end of the focus group discussion,

participants were able to develop eight high-level codes or themes.

It should be noted that the focus group equally allows the researcher to
mitigate biases and beliefs because the initial aspects were modified in light of
the opinions and beliefs of each of the individuals who participated in the
focus group. A triangulation strategy helped preserve the maximum possible

level of objectivity within the final study findings.

Returning to the focus group strategy’s development, it should be said that the
eight themes were researched in the literature to establish what will be the
ideal version of a ClI culture, i.e., the ideal level of each theme and towards
which Saudi higher education institutions should move. Finally, a self-
assessment survey was distributed to participants in a number of Saudi
university organisations to gauge their proximity to the ideal. The survey

characteristics will be the object of the next section.
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4.7.4 Survey

The survey component of data collection involved administering a
guestionnaire survey among some participants in order to make a specific
assessment between the current and ideal situation of constant improvement in
Saudi HEIs. Although surveys are usually associated with quantitative studies,
in this instance, the survey was meant to assist the researcher to quantify and
present a visual impression of the ideal situation compared to the current, in
order to understand the areas of improvements. This is consistent with Patton’s
(1991) view, who argues that a qualitative researcher can also use quantitative

processes to decipher patterns emerging from the data.

Following on from the results of the interviews and focus group discussions,
the researcher sent out a questionnaire to participants in a number of Saudi
universities. The questionnaire survey was intended to provide comparative
data between the ideal position of the themes and the current practices. The
questionnaire consisted of a seven-level assessment scale, which ranged from

“strongly disagree” to “strongly agree” (Vagias, 2006).

Thus, the survey allowed for the establishment of two portraits, that of the
current situation and that of the ideal situation according to the participants
perspectives. The findings of the survey indicated a gap between the current
practices of this study’s eight themes and the themes’ ideal positions. All of
the survey respondents considered the practices of the eight themes within the

Saudi universities as not supportive of the ideal culture of CI.

It should be noted that the outcomes of this survey gave us a reference to take
into account the participants’ point of views at the moment of designing and
developing a framework of interventions, which will help to leverage the
organisational culture to facilitate continuous improvement in Saudi Arabia’s
HEIs. Indeed, after this assessment, proposed interventions were developed to
help organisations shift gradually towards the ideal position of a continuous
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improvement culture. These interventions were developed from the basis of

the literature and main study data.

4.8 Ensuring trustworthiness in qualitative research

Internal validity, external validity, reliability and objectivity are the
marks of rigor in qualitative research (Lincoln & Guba, 1985). This can be
seen in the trustworthiness of the results which have elements of credibility,
transferability, dependability and confirmability (Lincoln & Guba, 1985). A
specific strategy to support the credibility of qualitative findings was identified
by Lincoln & Guba (1985) and further developed by Creswell (2009).

On the one hand, Creswell (2009) highlighted eight specific techniques, at
least two of which he believed must be employed in any valid qualitative
study. Such techniques include peer review, triangulation, negative case
analysis, participants’ validation, reflexivity (clarifying researcher bias), thick
description and external audits. On the other hand, Angen (2000) has
identified limitations with the use of four of these specific criteria. Criticisms
of member checking are that respondents’ views may have changed and they
may disagree with the researcher’s interpretation, which raises the question of
whose interpretation is right. Reflexivity has been criticised on the basis that it
is an attempt to obtain objectivism, on the basis that distance is being sought
between the self and the work (Angen, 2000). Triangulation is problematic for
qualitative researchers on the basis that it assumes some objective reality to be
converged upon. Peer review is also not recommended on the basis that peers
can never have the same involvement with the information as the principle
investigator had (Angen, 2000).

Despite these criticisms, credibility is needed (particularly when using
Grounded Theory methodology), to make substantive contributions to
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knowledge (Denzin and Lincoln, 2005). Thus, Creswell’s (2008) techniques
can be seen as a method to enable qualitative researchers to apply rigour to
their research. As this study is looking to develop a substantive theory,
generalisability and reliability are not an issue because the focus is on
presenting a detailed understanding of the specific case of CI in higher
education from a cultural organisation perspective in the KSA. Specific
actions taken by the researcher to ensure trustworthiness are summarized in
Table 11.

Table 11: Actions taken to ensure quality and reliability

The validation of
data against other
sources. (Denzin,
1978; Patton, 1999)

Methods employed to triangulate the data
included conducting interviews with three
type of HEI stakeholders (administrators,
academics and students) to examine the
date from different perspectives

Researcher going
back to participants
to check the
accuracy of the
interview transcripts
or of the
researcher’s
interpretation of
what was said
(Seale, 1999)

A copy of each participant’s transcript
was returned to them to examine their
validity. Following participant’s
validation of the transcripts, the
researcher provided them with a list of the
aspects identified from the transcripts and
requested feedback on the interpretation
of the participant’s words

Inviting objective
peers to check
aspects of the
research (Lincoln &
Guba, 1985, p.308)

Researcher provided some of the data to a
fellow researcher in the same field and
asked them to analyse it

Describing data in
detail in order to
evaluate the
transferability of the
conclusions made

Researcher described, in detail, the
participants’ positions within HEIs, using
participants’ direct words. Described in
detail the methodology used and the
interpretation of findings
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(Lincoln and Guba,
1985)

Detailed description
of research steps up
the reporting of the
findings (Lincoln
and Guba, 1985)

Clear steps in collecting data that should
be implemented in the same way every
time, applying inter-rater reliability
assessment, documenting all the materials
used in data collection and analysis

Focuses on end
results

Describing the details of the social
settings which allow the reader to decide
how far they resemble other social
settings

The table above specifies the strategies that the researcher has employed to

assure the reliability and validity of the study. To diminish the personal biases,

the researcher asked a research fellow to follow his data analysis process; in

remaking the data analysis process, the researcher assures that his subjectivity,

beliefs and values were mitigated by comparing the outcomes of both data

analysis processes. In this comparison, some aspects mentioned by the

researcher were corroborated by the second analysis. However, the aspects

that were different in both analyses were re-discussed in order to arrive at a

common assumption. These shared conclusions were taken into consideration

and adopted. Likewise, the focus group allows for the mitigation of the initial

researcher’s subjectivity because the initial codes were presented to be

analysed by the people participating in the focus group.

4.9 Conclusion

This chapter presented and discussed the study’s methodology and

methods. Guided by Saunders et al.’s (2012) Onion framework, the study’s

research design was presented as constructivist and as making use of

Grounded Theory principles for data collection and analysis. The study’s
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target population together with the purposive sampling procedures to be used
were explained and discussed. The use of interviews for data collection was
explained and the procedures used were discussed at length. Aspects of data
analysis were, however, left out as they overlap with the findings and will
therefore be discussed in the next chapter. The chapter ended by presenting the
mechanisms that will be used to ensure trust worthiness in the qualitative
study. Chapter Four presents the study’s findings and details the data analysis

process.
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CHAPTER FIVE: DATA COLLECTION FINDINGS AND ANALYSIS

5.1 Introduction

This chapter presents the study’s findings from the three progressive
primary data collection methods employed: interviews, focus group discussion
and questionnaire survey. The chapter is divided into three sections:
interviews and focus group-based data collection and findings, discussion of
findings in the context of extant literature, collection and analysis of survey-
based questionnaire data that analyses the current and ideal situation in terms

of the influencers of Cl in HEIs.

5.2 Data collection

Data for the study was collected from the ten participating HEIs, which
were purposefully selected to achieve representation (Table 12), and was
based on the following two questions (as explained in details in chapter 4

section 4.7) :

e Could you give an example of when continuous improvement has
worked well?
e Could you give an example of when continuous improvement did

not work well or perhaps something went wrong?
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Table 12: List of participating universities

University Region City Type Participant | Universities in
No. Fegion
Eing Sand University Public 4
Imam  Muhammad ibn Public 4
Sand Islame University
Alfaiza] University Private (4
Dar Al-Uloom University : , Private |3
T | Najd Riyadh
15
Shagra University Shagra |Public |4
Imam Abdulrahman bin | Eastemn Damma | Public 4
Faizal University | Reglon m
(Dammam University) i
King Abdulaziz Jeddah | Public ]
University
Umm Al-Qura University Mecca | Public |4
Taif University Westem  ["Tiaf | Public |3
: Reglon
{Hejaz) f)
Tabuk University Southern | Tabuk Puklic 3 i
Region

5.2.1 Qualitative interview

A qualitative interview-based approach was adopted to collect
information. Participant interviews were undertaken in four phases. In phase I,
interviews were conducted with eight participants obtained from the list
provided by a university’s Dean of Quality and Development, who was chosen
due to his position. The purpose of this phase was to assess the effectiveness
of the interview format and acquire an initial appreciation of cultural

assumptions and beliefs and their influence on the implementation of CI.

Phase Il involved eight participants, selected based on recommendations made
by Phase | participants. The phase aimed to discover more success and or

failure stories, revealing more OC enablers and/or inhibitors to CI. The
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participants were requested to recommend people to be included in Phase I11

of the study.

Phase 111 was conducted with ten participants, again in order to explore
success stories and accordingly identify more enablers and inhibitors to CI.
These participants were asked to recommend other personnel for participation
in phase IV of this study. The final phase was conducted with twelve
participants, with the aim of identifying more enablers and inhibitors and
assessing whether saturation was satisfied or not. It is noteworthy that,
throughout the four stages, interviews were analysed to extract relevant data

before moving to the following phase.

5.3 Data analysis

According to Corbin and Strauss (2008) and Strauss and Corbin (1994;
1990), in Grounded Theory, data analysis starts immediately after collecting
the first piece of data and involves concept generation, i.e. a category made up
of similar codes grouped by properties and dimensions, development and
verification. There are five tenets of GT analysis: coding, theoretical sampling,
constant comparison, categorising, saturation of categories, and theoretical
sensitivity, all of which have guided this analysis (Strauss and Corbin, 1994;
1990; Tan, 2010). The following stages were followed: familiarity with data
through listening to the audio recordings and re-reading transcripts; generating
initial codes; themes development, review and naming. In this regard, the

analysis followed a five-stage process, as illustrated in Figure 11.
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Figure 10: Data analysis process

5.3.1 Familiarization with the data

Data analysis started with the researcher familiarizing himself with the
data by listening to the audio recordings and reading the field notes. The
researcher further familiarized himself with the data by transcribing the
recordings and then re-reading the transcripts. Using the transcription of
interviews as the first step of data analysis is an effective way for the
researcher to begin familiarising themselves with the data (Stuckey, 2014).
Bird (2005) argues that such a transcription process should be considered “a
key phase of data analysis within interpretative qualitative methodology”. It is
believed that the transcription process should not be mechanical, whereby
spoken sounds are recorded on paper, rather, it should be recognized as part of
the interpretation process, where meanings are actually developed (Halcomb
and Davidson, 2006; Lapadat and Lindsay, 1999). Therefore, the researcher,
while not transcribing everything stated in the interviews, as some interviews
go out of context, nonetheless did not insert new information into the

transcripts. Furthermore, the researcher, based on Braun and Clarke’s (2006)

136



suggestion, actively familiarised himself with the data by looking for issues of
interest, as well as possible relationships between such issues. During the
familiarisation stage, the researcher categorised potentially relevant issues,
identified and grouped patterns of meaning and their linkages and took

copious notes to be used to generate coding ideas.

5.3.2. Generating codes and themes development

Following the researcher’s data familiarisation, he developed an initial
list of thoughts regarding the content of the data, and what could be considered
interesting, following the research questions as a guide. The second stage of
this process was that of generating data-based initial codes that formed the
labels allocated to segments of the data from the transcripts and field notes
(Strauss and Corbin, 1994;1990, Henning et al., 2004; Neuman, 2011). Coding
IS an integral stage of the analysis (Miles and Huberman, 1994) because the
researcher is arranging his data into meaningful units (Tuckett, 2005). NVivo
software was used to organize the transcribed text into meaningful groups. The
total process of data analysis followed three stages: open, axial and selective
coding consistent with Strauss and Corbin (1994; 1990), Neuman (2011), and
Thiétart (2007). Themes were then developed, reviewed, named and defined.

The five-stage process ,as illustrated in Figure 11 ensured the systematization
of the main data (unstructured interviews and observations) by arranging them
thematically to come up with research data representing logical patterns of

meanings, as is shown in table 13.
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The continuing update and effective

Table 13: Aspects (codes) that were responsible for the performance of CI in
HEIs in Saudi Arabia

Igfigggloongy utilisation of _technqlqg_y as an integral 31
part of the daily activities in HEIs
Employees are motivated to do well
Incentives through both financial and non-financial 28
incentives
The equal treatment of employees,
regardless of their relationship proximity
Equality toa decis_ion makgr, oron their_ intrinsic 97
characteristics which includes if they are
tribal or not, and/or if they are nationals
or expatriates
!_ocal- . Coordination of efforts either within an
international o . N
N organisation or with other organisations 26
organisational to achieve a set goal
collaboration
The use of different educationally
Develop developed country curriculums to guide
curriculum to | the development of the Saudi
meet universities’ curriculums, in order to 26
international improve their positions in international
standards rankings and meet the best education
indicators worldwide
Employee Enhancing employees' ability to execute
skills their jobs by training them and equipping 24
development | them with the required skills
Enabling academics to interact with field
professionals to ensure the relevance of
the educational output. Both academics
and professionals benefit from each
Exchange of other, whereby the latter provides real- 99

expertise

life experience issues, and the former
studies such issues and provides possible
solutions. The former has real-life issues
to research and teach and the latter
provides possible solutions for these
issues
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Where top management build a
motivating environment with their

Top-down employees through showing interest in
o o 18
encouragemen | the staff as individuals, prising and
t recognising their efforts and providing
them with feedback and guidance where
needed
Competing for | The universities' use of academic
better accreditation from well-known
. . ; oo - 18
academic international institutions as competitive
accreditation | tool for better recognition
Leaders’ influence relies on them
perceiving the future of their institutions
through a strategic vision of how their
institutions should look when the vision
. targets are achieved, and mobilising
Leadership
. resources and people to follow the
influence I ' heir i l 18
significance _eade(s ootsteps. Their importance lies
in their ability not only to guide the
direction to achieve the vision, but also to
convince relevant people of the
possibility of such a vision and motivate
them to achieve it
Change initiatives are met with refusal
and resistance due to a fear of change.
Change University staff fear that change
. o : , 17
resistance initiatives might affect their personal
work experience, as well as their cultural
and religious values
Cultural The domination of cultural values over
the way HEIs operate, through strongly
hegemony : . : 16
influencing the ideas, values, norms and
even the expectations of such institutions.
All the processes and decision-making
Bureaucracy processes are linked to one person or
. . . : 16
as a barrier entity, who must give their assent before
any further steps can be taken.
Strategic The timetabling of the university’s long- 16
planning term vision performance and objectives
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Attraction of

Attracting employees with impressive

qualified qualifications to drive change for 16
employees development
Prowde.an Maintaining a suitable environment for
appropriate Il the university’ kehol 16
study all the university's stakeho ders to
. achieve their goals
environment
Improvements | Frequent reflection by universities to
through examine the organisation’s recent 15
regular performance in order to seek
reflection improvements
Social The university assumes, strategically
responsibility | plans and carries out its responsibilities 14
contribution towards resolving some societal issues
Before any decision or suggestion for a
: change initiative is implemented, it is
Collective i .
decision processed and discussed with th_e 14
X members of staff, rather than with a
making . .
single manager which encourages them to
participate in decision-making processes
Universities must provide the appropriate
equipment and facilities that are deemed
Infrastructural | necessary for the provision of an 13
needs appropriate environment for its
stakeholders to carry out their roles
effectively
Management Managers are easily reached by their
gem employees and students in both a formal 13
accessibility . .
and informal capacity.
Lack of University stakeholders’ lack of
awareness of L N
regulations awareness _of thelr_ rights gnd obligations 12
and within the institution, which make them
orocedures vulnerable to abuse and manipulation
Research Providing the research essentials in order
. for them to effectively carry out their
supporting 12

environment

research, e.g. utilities and funds for
researchers
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The university managers’ provision of
appropriate support to both employees

Leadership and students to execute their obligations
support and/or achieve their goals, through 11
importance facilitating easier accessibility to the
necessary logistical, administrative
and/or financial support
Enhancing - . :
academic Prowdlr_]g_an academic help point for any 11
) academic issues
counselling
Sending their students to acquire
Exposure to - -
. knowledge from an internationally
foreign R 10
. known academic institution as part of
education . . .
their academic progression
The university employees enjoy a sense
Loyalty of belonging that drives them to work in 10
the university's best interests
Staff Empower employees by providing them
empowerment | with the appropriate level of 10
via delegation | independence to execute their roles
Lack of Employees use their time at the
employee university to socialise, as opposed to 10
productivity working productively
Welfare Providing welfare facilities that help
. 10
environment enhance the welfare of
arrangements | employees/students
Facilitating a teamwork environment,
Teamwork wherein a group of employe_es or students 10
work collaboratively to achieve/execute
their respective goals/obligations
Employees feel energetic and passionate
Enthusiasm about their work to the extent that they 10
towards work | work beyond their legal obligations to
achieve the necessary results
Monitoring Supervising act|VIt|e_s In progress t_o
and ensure they are meeting the obJecyves
and performance targets and holding 10

accountability

individuals responsible when such targets
are not effectively achieved
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The promotion

Motivating the university's stakeholders

of voluntary to participate in an uncompensated work 10
work
Human resources are inappropriately
utilised when the tasks are assigned to
unqualified individuals who may be
Mismanageme | better positioned executing other tasks.
nt of human Such lack of qualification emerges when 9
resources an individual is assigned a task where
they lack specialisation, or where they do
not have enough experience to effectively
execute the task
Respect-driven | Employee—-manager mutual respect acts 9
performance as a driver of good performance
Employment | The existence of a trust relationship
trust among employees and between 8
relationship employees and employers
Abuse of When employees use their job powers for 7
power personal gain
. : Universities suffer from lack of funds
Financial .
(eSOUTCES since they are totz_:llly depen_den? upon ;
government funding, resulting in more
obstacles f .
ocus on self-funding
Communicatio Ap e_fficient communicgtion system
n efficiency \_Nlthln the working environment resulting 6
in better executed tasks
Intra- When employees with different
employment academic/role backgrounds effectively 5
interaction execute a certain task through interacting
benefits with one another
Students with high marks are given the
Participation chance to participate in educational
in educational | contests to help develop and build their 5

competitions

confidence and mix with future
colleagues
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The university’s desire to maintain its

Reputation- reputation for proud achievements, which
driven includes its research outcomes, its 5
improvements | teaching experiences and its student
satisfaction levels
Complicated Sophisticated procedural requirements
procedures as | often lead to delays in the execution of 5
a barrier tasks
The domination of the religious
Dominance of | principles over the way HEIs operate,
religious through strongly influencing the ideas, 4
powers values, norms and even expectations of
such institutions
University keeps in contact with its
graduates in an organised manner and on
a regular basis to self-examine how well
Alumni they provided their past students with
connection for | useful employment skills. They use such 4
self- self-assessments to further develop their
assessment study programmes and ensure that past
programme deficiencies are avoided, and
employment beneficial programmes are
given extra emphasis
The efficient use of the university’s
finance, personnel, infrastructure and
other assets in a strategic manner. The
Efficient proper management of the university’s 4
resource use finance, investment in its personnel and
infrastructure, and the utilisation of any
of its other assets to meet its long-term
targets
Academic requirements tend to over-
burden students financially. Students are
Over- required to purchase specific study
burdening materials. Their academic success 4
student depends on their ability to acquire such
finance materials, which might be difficult for
some students since university finance is
usually not sufficient to cover such costs
Partnership Local Saudi universities are partnering 3

with other

with well-recognised overseas
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international

universities to help share their

universities educational experiences
: Making deals with private businesses to
Partnership ly the university its material or
with private SUPPTY YIS . 3
bUSINESS personnel needs, and train and employ its
students
Privatisation Initiatives that propose the transfer of
initiatives public-owned facilities to the private 3
tendency sector
Using employees/students’ feedback in
Feedback- relation to their experiences within a
driven university as a reflection tool in order to 3
improvement | improve both the study and work
environments
The blurring line between academic and
Academic and | administrative roles, where an overlap
administrator | between what each entails occurs, 3
role overlaps | especially concerning managerial roles
occupied by academics
The appropriate undertaking of decisions
related to employees/students that are
Equity based on an obj_e_ctive cr.iterior_1 as _ 3
opposed to decisions being driven by bias
or the preferred benefit of one person at
the cost of another
Disputes with other institutions tend to be
managed in a way that negatively impact
the university’s employees. Due to an
institutional disagreement with a bank,
the university refuses to provide its
Dispute employees with the bank’s required 3
resolution documents for its services. The
employees cannot enjoy the bank’s
services unless they provide specific
work documents and the university
refuses to provide such work documents
for that specific bank
IS‘L?;;:: !Documenting and shariqg suc_ce_s:sfu.I
. implementation of certain Cl initiatives,
documentation 2

and
recognition

either within a university or with fellow
local universities
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Reporting
issues

The tendency to avoid and failure to
report any misconduct and shortcomings
to the relevant department in the
university. The tendency to cover for one
another’s misconduct, regardless of its
potential impact

Obsession
with
maintaining
facade

The university’s over-emphasis on
providing an appealing picture to outside
stakeholders, at the cost of providing
effective educational outcomes. The
over-emphasis on infrastructural
investments at the cost of efficient,
knowledge-equipped professionals who
are supposed to use such infrastructure.
The over-emphasis on marketing courses
to students at the cost of actually
providing courses to students that equip
them with the relevant skills to pursue
their future careers

Employee
self-
confidence

Building employees' abilities to believe in
themselves as efficient work executers
whose contribution is essential to the
development of the work. Such
confidence is built by equipping
employees with the required skills and
equipment, encouraging them to do the
required tasks, empowering them by
delegating such tasks to them and
providing them with frequent appropriate
feedback

Work over-
burdening

Work over-burdening is where
employees/students are required to do
work beyond their ability and are
expected to carry out this work
effectively. They might be overburdened
with work-load, or with long working
hours, which result in a low-achieving,
stressed environment

Ambiguity of
tasks

Lack of clarity between senior and junior
lecturers’ roles, results in the over-
reliance of the former on the latter to
carry out most lecturing tasks
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Universities’ inability to maintain their
successful achievements. Universities
strive for certain accreditations, through
planning and taking the appropriate steps
Unsustainable | to achieve the accreditations in question;
success however, their improving performance
stops upon the achievement of such
accreditation. The lack of post-
achievement plans affects their ability to
prolong their successful performance.

The process facilitated a systemised, step-by-step, logical approach to
qualitative data analysis and assisted the researcher to compare and explain the
data (as opposed to merely describing it), in order to learn the motivation and

rationale of the study participants’ responses (Thiétart, 2007).

5.3.3 Findings from interviews

The first step of open coding identified and named units of meaning
derived from the field notes and interview transcripts. Open coding focuses on
words, phrase consistency, context extensiveness, and the frequency and
specificity of comments. Ninety-seven (97) units of meaning were extracted
from transcripts and field notes; these were highlighted and descriptively
labelled.

The second step, axial coding, involved reviewing and examining previously
identified codes, identifying patterns and categories, and arranging them

according to context, causality and coherence.

The final step involved selective scanning of all identified codes, drawing
comparisons and linking them to the research topic, and subsequently

developing core categories. The coding process concluded with 62 codes
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(referred to as aspects in this research) that were responsible for the
performance of Cl in HEIs in Saudi Arabia. The identified aspects could serve

as either enablers or inhibitors of ClI

The identified aspects were presented in Table 13, which shows in the first
column the aspect and the order of its significance according to the number of
times it was mentioned, while the second column provides a brief description
of the aspect and the third column shows the number of interviewees who
cited that particular aspect as an influencer of Cl implementation.

The aspects in Table 13 have been examined against the existing literature to
provide an overview of the current knowledge gap in the Saudi context. The
researcher has searched the literature to discover whether these developed
aspects already exist in the Saudi higher education-related literature. The
researcher followed a four (4) stage exhaustive research criteria, where he
firstly searched exhaustively for these aspects in the Saudi higher education-
related literature; if not found, the researcher then attempted to find these
aspects in other Saudi-related literature; if still not found, the researcher
widened the search to include world-wide HEI-related literature; lastly, if all
the previous stages were unsuccessful in this respect, then the researcher
attempted to find such aspects in the general literature. The findings are

divided into four groups as indicated in Table 14.
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Table 14: Organisational cultural aspects in the literature

Technology utilisation Algarni, (2015)
Incentives Abdul-cader, et al (2014)
Equality Faridi, et al (2014)

Iocal-l_nte_rnatlonal _ Almansour (2015)
organisational collaboration

Develop curriculum to meet Almazroa & Al-
international standards Shamrani, (2015)
Employee skills development | Hasan, et al. (2016)
Khorsheed & Al-Fawzan

Exchange of expertise

(2014)
Top down encouragement Alzhrani et al, (2016)
Competing for better Alzhrani et al, (2016)
academic accreditation
- Larry Smith
9 (2013)
Larry Smith
Change resistance &Abouammoh
(2013)
Cultural hegemony Zaidi, et al (2016)
Strategic planning Onsman (2011)
Attraction of qualified Shin, et al (2012)
employees

Provide an appropriate study
environment

Improvements through
regular reflection

Social responsibility

Alhazimi, et al (2004)

Algahtani (2010)

contribution Alharthey (2016)
Larry Smith
Collective decision making &Abouammoh
(2013)

Employment trust Ben Mansur

relationship (2013)

Financial resources obstacles | Almansour (2015)
Waite &

Abuse of power Allen
(2003)

Communication efficiency Ezzeldin (2017)

Intra-employment interaction Weger

benefits (2009)

Participation in educational Yuging, et

competitions al (2010)

Reputation- driven Alzahrani, et al (2016)

improvements

Corr_1pI|cated procedures as a Bawzeer (2015).

barrier

Dominance of religious Alresheed (2015)

powers

Efficient resource use Hamdan (2015)

Alumni connection for self- Bauer &

assessment Bennett
(2003)
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Over-burdening student McPherson,
finance (2012)
Dispute resolution KatzJameso
p n (1998)
Larry Smith
Infrastructural needs &Abouammoh
(2013)
Management accessibility Gonaim 2015
Research supporting Aldiab, et al (2016)
environment
Lack of employee Allui & Sahni (2016)
productivity
Lack of awareness of Al-amoudi
regulations and procedures (2017)
!_eadershlp support Hamdan (2015)
importance
E”ha”C'F‘g academic Noaman & Ahmed (2015)
counselling
Bureaucracy as a barrier Alamri (2011)
EXpOSl.”e to foreign Taylor & Albasri (2014)
education
Loyalty Onsman (2010)
Staff empowerment via Gonaim (2015)
delegation
The promotion of voluntary Alfares, et al (2013)
work
Welfare environment Odeku &
arrangements Odeku,
(2015)
Larry Smith
Teamwork &Abouammoh
(2013)
Enthusiasm towards work Allui & Sahni (2016)
— Larry Smith
g
y (2013)
Respect driven performance Al-Hendy (1995)
Mismanagement of human Allui & Sahni (2016)
resources
Equity Al-Yami (2016)
Partnership with other Almansour (2015)
international universities
Eart_nershlp with private Al-Hawaij, et al (2008)
usiness
Privatisation initiatives
tendency Sager (2016)
!:eedback driven Hamdan (2015)
improvement
Academic / administrator role Smart
overlaps (2006)
Lack of success, Albugami
documentation and 9
cl] (2016)
recognition
- Schulz
Ambiguity of tasks (2013)

Reporting issues

AL-Omri (2013)
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Obsession with maintaining Alyami,
facade (2016)
Employee self-confidence AlDoubi, (2014)

Work Over-burdening Hasan & Gupta (2013)
Unsustainable success Alrebeish (2017)

Although the cited literature generally does not address the individual aspects
in relation to CI, it nonetheless talks about their importance within their cited
contexts and, thus, indirectly reflects its importance to Cl. For example, within
Saudi HEI-related literature, Almansour (2015) discusses the international
collaboration challenges faced by Princess Nourah Bint Abdulrahman
University. Khorsheed and Al-Fawzan (2014) talk about the importance of
collaboration among academics and industry practitioners. Alhazimi, et al.
(2004) examine the importance of the educational environment of the medical
school in king Abdul Aziz university. Furthermore, within Saudi non-higher
education literature, Ben Mansur (2013) talks about how trust factors affect
business relationships in Saudi Arabian companies. Al-amoudi (2017), while
talking about health rights in Saudi Arabia, addresses health professionals’
lack of awareness of health rules and the regulations of the Saudi Ministry of
Health. In addition, for those aspects in worldwide higher education-related
literature, Waite and Allen (2003) address the corruption and abuse of power
in educational administration in different countries, and Bauer and Bennett
(2003) discuss how Alumni perceptions have been used to examine
undergraduate research experience. Lastly, Welfare environment arrangements
are the only aspect not found in the previous categories, which has been
addressed by Odeku and Odeku, (2015), who examined the importance of
employee welfare facilities to the success of an organisation. Accordingly, it is
clear that these aspects are essential components of the CI efforts in any

organisation and especially in HEIs.
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5.4 Focus Group Discussion and Development of Themes

In order to further analyze and validate the main study findings, there
was a need to group the sixty-two (62) identified codes from the coding
process into higher-level codes (themes). By definition, a focus group is a
structured interview or discussion, involving a certain group of individuals
who are brought together to discuss a predefined, specific and limited topic,
with the direction of a moderator or facilitator (Blackburn, 2000; Robinson,
1999). A focus group comprising some of the main study participants (Table
15) was tasked to critically discuss the list of identified aspects and group
them into meaningful themes. The procedure involved arranging different
codes into possible themes, as well as organising all the appropriate extracted
codes within the arranged themes. The researcher’s role in this exercise was

limited to that of facilitator.

Table 15: Focus group demographics

Participant University Name Participant Role at Their | Experience
Code University
1K51 King Saud Aszoeiate Professor & Faculty | 23 vears
Dean
2101 Al-Imam Mohammad | Administrator T years
Tbn Saud
3. K5U4 King Saud Professor 14 vears
4. 104 Al-Tmam Mohammad | Assistant Professor 9 years
Tbn Saud
5. 804 Shagra Associate Professor & Faculty | 11 years
Dean
6. 102 Al-Tmam  Mohammad | Faculty Deputy 8 vears
Tbn Saud
1. AlT2 Alfaizal Professor 12 years
8. DA3 Dar Al-Uleom Faculty Deputy & Assistant| 8 years
Professor
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5.4.1 Extraction of themes

The sixty-two (62) aspects obtained (Table 13) from the main data,
together with the text that represented the context from which the aspects were
collated, were emailed to focus group members three days before the
scheduled focus group meeting. This enabled the participants to gain an
overview of the identified cultural aspects. The meeting was held in a private
conference room in Riyadh city. The meeting with the focus group participants
commenced with the researcher welcoming the participants and presenting
them with a description of the organisational culture aspects on A4 paper.
They were then asked to place the most similar aspects in groups. Initially,
some participants found it difficult to get started, but after encouraging them
to discuss their thoughts with other participants, they started grouping the
aspects together. Within an hour, all aspects were grouped into six broad
categories of similar aspects, which were potential themes, as exposed in
Table 16 below.
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Table 14: Grouping of aspects to produce themes and participant description

of themes

This theme is formed by aspects
that are most related to
engagement with entities
Social responsibility external to the HEIs. The
External o .
Engagement Contribution aspects relate;d to this theme are
Cultural hegemony externally oriented from the
university since they concern the
institution’s influence in society
and vice versa
Leadership influence
significance This theme refers to an
Top-down encouragement A , .
o institution leaders’ role in
Management accessibility . : L
i managing different activities
Promotion of voluntary work .
. and programmes to achieve the
Respect-driven performance A
. institution’s primary goals. The
Staff empowerment via . .
_— . aspects contained under this
Institutional | delegation - .
theme signify how effective
Management | Teamwork L
o - management of institutions
Monitoring and accountability
. o ; should appear and what
Collective decision making . .
) .| techniques are needed to achieve
Employment trust relationship RS
; such effective institutional
Incentives management
Leadership support g
importance
Loyalty
Exposure to foreign education
Enhancing academic This theme relates to the
Skills counselling adoption of measures required to
Enhancement | Providing an appropriate enhance the university’s staff
study environment and students with relevant skills
Employee skills development | to ensure their ability to execute
Welfare environment their assigned tasks
arrangements
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Institutional
Strategies

Strategic planning
Attracting qualified
employees

Improvements through regular
reflection

Research supporting
environment
Intra-employment interaction
benefits

Partnership with other
international universities
Partnerships with private
business

Privatisation initiative
tendencies
Feedback-driven
improvement

Participation in educational
competitions

Alumni connection for self-
assessment

Efficient resource use

This refers to a universities’
ability to set an aim of what they
want to become and work on
long- and short-term plans to
achieve their aims. The aspects
in this theme cover different
techniques that are believed to
be important to the fulfilment of
such plans

Development
and Growth

Develop curriculum to meet
international standards
Exchange of expertise
Competing for a better
academic accreditation
Enthusiasm towards work
Reputation-driven
improvements

Local, international
organisational collaboration
Technology utilisation
Communication efficiency

This theme refers to an HEI’s
eagerness to fascilitate an
innovation-friendly, growth-
supporting environment.

The theme relates to the desire
to build experience and gain
knowledge from both inside and
outside the scope of the HElIs,
which are essential features of
such innovation goals. This
objective is achieved by both
developing skilled personnel
and making available the
necessary equipment and
facilities

Obstacles to
Success

Resistance to change
Obstacles to financial
resources

Complicated procedures as a
barrier

This relates to success barriers
that exist within the HEI
environment. This theme groups
the aspects that reflect such
barriers, which are perceived to
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Over-burdening student be mostly a direct or indirect
finance result of poor management
Dominance of religious power
Academic/administrator role
overlaps

Lack of success
documentation and
recognition

Mismanagement of human
resources

Task ambiguity

Obsession with facade
Employee self-confidence
Work over-burdening

This theme refers to the
underlying ethical issues that
negatively influence the values
upon which the HEIs are
founded. These aspects cover
the notion of justice in terms of
procedural fairness and
disciplinary measure efficiencies

Equality between employees
Equity

Abuse of power

Dispute resolution
Reporting issues

Ethical Issues

This theme is related to the
infrastructure in its cultural and
physical terms. The cultural
infrastructure of a university
consists of the long-standing
practices of successive working
generations that have become an
integral part of how a university
operates. Regarding the physical
infrastructure, this represents
those resources necessary for the
development and delivery of
educational programs

Lack of productivity
Bureaucracy

University Lack of awareness of
Infrastructure |regulations and procedures
Unsustainable success
Infrastructural needs
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5.4.2. Reviewing themes

Following the initial identification of potential themes, this stage
involved the refining of the themes that were identified. Braun and Clarke
(2006) argue that data within every theme ought to meaningfully cohere
together; however, every theme must also be clearly and identifiably distinct
from one another. Therefore, the researcher asked the focus group to
reconsider the six broader categories to ensure the clarity and distinction of the
themes. He provided them with Braun and Clarke’s (2006) recommended two-
stage criteria for the refining and reviewing of themes. Firstly, during the
coded data stage, participants determined whether the extracts are organised
based on a coherent pattern. If so, the second stage determines whether the
coherent pattern fits the candidate themes.

At this stage, the focus group lost its decision-making unanimity as some

participants showed differences of opinions and the decisions were then taken
by a majority. In arranging the themes and their underlying aspects, the focus
group relied on their interpretations and subjective understanding of the data.
The focus group’s refinement was concluded with eight clear, distinct themes

to represent the research data.
5.4.3 Defining and naming themes

The final analysis stage involved defining the developed themes.
According to Braun and Clarke (2006), the theme definitions entail the
identification of the “essence” of every theme and the determination of what
part of the data each theme covers. The development of such definitions was
also a task assigned to the focus group, since they developed these themes.
The researcher recommended that the focus group refresh their understanding
of each theme before considering the applicable definition, and suggested they
do this by revisiting each theme’s data collated extracts, which the researcher
provided to them before the initial theme development process.
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As a result, the sixty-two (62) individual organisation culture aspects (OCA)
were clustered into aggregate themes. These themes were empirically acquired
via an inductive process through which the selected participants collectively
refined their meanings and, thus, established their internal validity. The
grouping of aspects to produce themes is demonstrated in Table 17, where the

themes and their definition as developed by the participants are listed.

Table 17: Themes developed by participants in the focus group

Theme is formed by aspects that are most related to
engagement, with external entities to the HEIs. The aspects
related to this theme are externally oriented from the university,
since they concern the institution’s influence in society and vice
versa

Refers to an institution leaders’ role in managing the different
activities and programs that achieve such an institution’s
Institutional primary goals. The aspects contained under this theme signify
Management | how effective management of institutions should appear and
what techniques are needed to achieve such effective
institutional management

Relates to the adoption of measures required to enhance the

External
Engagement

Skills L . .

university’s staff and students with relevant skills to ensure
Enhancement o . .

their ability to execute their assigned tasks

Refers to the universities’ ability to set an aim of what they

I want to become and work on long- and short-term plans to
Institutional . . N i
. achieve their aims. The aspects in this theme cover different

Strategies

techniques that are believed to be important to the fulfilment of
such plans.

Refers to HEI’s eagerness for the facilitation of an innovation-
friendly, growth-supporting environment. This theme relates to
the desire to build experience and gain knowledge from both
inside and outside the scope of the HEIs, which are essential
features for such innovation goals. This objective is achieved
by both developing skilled personnel and making available the
necessary equipment and facilities

Development
and Growth
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Relates to success barriers that exist within the HEI

Obstacles to environment. This theme groups the aspects that reflect such
Success barriers, which are perceived to be mostly a direct or indirect
result of poor management

Refers to the underlying ethical issues negatively influencing
the values upon which the HEIs are founded. These aspects
cover the notion of justice in terms of procedural fairness and
disciplinary measure efficiencies

Related to the infrastructure in its cultural and physical terms.
The cultural infrastructure of a university is in the long-
University standing practices of successive working generations that have
Infrastructure | become an integral part of how a university operates. The
physical infrastructure refers to the resources needed to develop
and deliver educational programs

Ethical Issues

5.5 Analysis — themes in relation to literature and main data

This section attempts to provide a contextual understanding of the
developed themes by analysing the data against the existing literature. It will
provide a critical interpretive understanding of the data in order to identify
how the developed themes are influential in terms of CI in HEIs. Each theme
shall be discussed with regard to the existing literature, with the use of
participant quotations to support such analysis. It will explain the extent of
importance attributed to each theme by participants and will compare aspects
within themes in order to emphasise aspects that are thought to be critical
influencers for the success of CI, along with the aspects that participants
regard as not having such importance. The researcher will not discuss every
aspect in every theme, rather, he will use some aspects as samples to convey
his conclusions. The researcher will rely on these aspects shown in Table 13 to
discuss the importance of the individual aspects — according to this study’s
participants — and will rely on Table 18 to emphasise the themes’ overall

importance in the success of Cl implementation in Saudi HEIs.
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Following the development of eight, clearly distinct themes and the focus
group’s definition of each theme, Table 18 illustrates each theme’s occurrence
in the 38 interviews. This illustration indicates how some themes are felt to
have more importance to Cl in HEIs in Saudi Arabia.

Table 15: Occurrence of themes in interviews

s i L e +H . - e a
i 5 |8 E : |Bq B8 |2 7 -
g 55 |EE gL BB |25 |2 5 E
& BEE (28 |4 £2 |2 (28 |E il
A H4 |43 |28 |A8 |AF |88 | & S:H
1 - - - - - - -
k] . - . . . - -
E = " N - N " M
i - - - - - -
7 - - - - - -

] . » - . - .
o - - - - - -
10 - - - - - -

11 - M . - . - M
12 - - - - - - -
13 - - - - - - -

14 - - - - - - -
15 - - - - - -
15 " = ® . - -
17 L - - - L] -

18 - - . - -
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5.5.1 External engagement theme

The organisation’s external engagement with outside society is of great
significance in its pursuit for CI since it determines the relationship with one
of its main stakeholders. According to Singh (2007), the notion of socially
engaged universities relates to efforts to appropriate or assign universities to
socially driven purposes. The university’s role goes beyond knowledge
production, dissemination or use (Audretsch, 2014; Guerrero, 2016; Ramaley,
2014), and their engagement with wider society is also expected to reflect their

core values (Singh, 2007).

In this research, aspects of the external engagement theme were cited in 55%
of the interviews, as shown in Table 18. This was the least-mentioned theme,
which may be due to the participants’ lack of awareness regarding their
university’s external engagements (we shall see later that there is a lack of
corporate social responsibility (CSR) awareness in Saudi Arabia). On the other
hand, this theme might be the least-cited because it also consists of the lowest
number of aspects compared with other themes.

The external engagement theme is formed of two aspects, which are mostly
related to engagement with society. These two aspects are a university's social
responsibility (USR), which governs the university’s societal contributions,
and cultural hegemony (CH), which concerns how society’s core beliefs and

inherent practices influence how the university functions.

Social responsibility involves actions undertaken by an organisation to further
the social good beyond legal compliance and the integration of both societal
and organisational interests in the decision-making process; the converse
approach being prioritising the organisation’s own interests at the cost of the
interests of wider society (McWilliams et al., 2006). The USR is exercised
through the effective management of human resources, educational resources

and environmental impacts by universities in a shared dialogue with the
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university’s own communities and society in general. Such management
should include the encouragement of education regarding sustainable human
development, service provision, teaching, and relevant research and
scholarships, which all highlight an ethical cooperation between stakeholders
within a university’s own communities and/or with the wider society (Esfijani
et al., 2012; Reiser, 2007; Vallaeys, 2013). Accordingly, USR represents the
voluntary practices of an assumed responsibility governing the university’s

influential inputs to the society in which it operates.

In the case of Saudi HEISs, it is clear that there is still a lack of effectively
implemented USR practices. KAU5 provides an example of his university’s

social responsibility; he states:

...one of our university’s social responsibilities is the
facilitation of evening concentrated skills courses for free, or
at limited cost, for anyone who wants to enhance his/her
skills, courses which have been hosting ‘a variety of people
in our society, such as soldiers, retired or unemployed

people.

Although this seems a good practice in terms of university social

responsibility, TIU3 undermines such a presumption by stating that:

The provision of the evening courses, which is practised
widely by universities across the kingdom, was supposed to
play an important role in enhancing students’ skills in their
respective fields; however, the outcome of these courses is
not satisfactory, and such courses have been mainly taken by
soldiers and security forces personnel for promotion
purposes only, as opposed to the actual enhancement of their
skills.
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Hence, although there is an attempt to be socially responsible, Saudi HElIs still
lack an effective understanding and mode of implementation of USR, which

would be recognised as an effective social influence.

Cultural hegemony (CH) is the second aspect of the external engagement
theme. It refers to the strong influence or domination that is achieved through
ideological means (Gramsci, 1978 cited in Cole, 2017). It could be understood
as society’s inherently strong influence on universities, whereby society
mandates how universities operate through long-standing practices that are
sometimes enacted as regulatory requirements. Cultural hegemony (CH)
involves institutionalisation and the setting of standards and social policies
regarding what is correct and what is not, usually derived from cultural
ideologies (Lears, 1985). Within the Saudi HEI context, UQU2 states that
““one cultural practice that has been overcome was in relation to girls
studying, which was, until the 1970s, culturally unacceptable; however, now

females outnumber males in Saudi Arabia’. He further adds:

...however, up until now it is still culturally unacceptable

and is practiced in many universities that male lecturers are
not allowed to teach female students face to face, but have to
be through a connected projector, as the lecturer will not be

in the same room as his female students.

This view is supported by DU4, who stated that *““the lack of direct
communication between the lecturer and his students will have an effect on the
students’ learning, since the students will not be able to comfortably ask their
questions, and the lecturers might not effectively answer them”. Adler (2008)
argues that organisations having advanced integration and open channels to
cultural diversity reveals signs of accomplishing the continuous enhancement
of their internal environment. Therefore, it is believed that the university
should be driving cultural output, assuming the role of moderator and
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positively influencing the society’s culture, as opposed to being at the

receiving end of the society’s culturally outdated practices.

In their previous exploration of continuous improvement, a number of
researchers have considered CI to be a cultural concept, as opposed to it
merely being a set of techniques or tools used by an organisation (Cameron,
1991; Powell, 1995; Lapina et al., 2012). The findings of several studies
indicate that the successful implementation of CI is influenced by the
hegemonic culture of the institution — society’s input in the university
(Cameron and Quinn, 2011) — and by the institution’s social responsibility
activities, which are the university’s output in society (Zgaga, 2009).
Accordingly, a major component of CI initiatives is the institution’s external
engagement with wider society, and the extent to which the latter has an
influence on the institution. The extent to which this study’s participants
considered both aspects critical in influencing the successful implementation
of Cl was low. For example, only 42% of respondents regarded CH to be a
factor that influences the successful implementation of CI in HEIs in Saudi
Arabia, while the remaining 58% did not attribute much importance to this
aspect. This could be a result of an implied bias towards the practised culture
in HEIs, since there is a lack of cultural diversity in Saudi Arabia. Moreover,
only 37% of participants consider USR to be an important factor in the success
of Cl initiatives in Saudi Arabia, whereas the other 63% do not consider it to
be important. This could result from the participants’ unawareness of how
effective USR is and the benefits that can emerge from its implementation.
Informa Middle East (2015) confirmed this in a study that revealed a lack of a
proper understanding of CSR. Therefore, if those who specialise in CSR do
not fully understand what the term means or how CSR is conducted, it is not
surprising that the study participants, who are not specialists in CSR, do not
consider it to be an important factor for Cl initiatives.
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5.5.2. Institutional management theme

Institutional management is a cornerstone for every institution that
ensures the successful implementation of work and the achievement of targets.
It has been defined by this study’s participant focus group as the “institution
leaders’ role in managing the different activities and programmes to achieve
the institution’s primary goals”. Effective leadership represents a critical role
in every organisation’s performance, since it involves ensuring that there are
guidelines, policies and infrastructure that facilitate effective role performance
in the organisation (Baporikar, 2016). An organisation’s leadership can assist
it to achieve excellence, since it is the organisation’s leaders that inspires
employees to execute their work in an effective manner (Kok and McDonald,
2017; Amanchukwu, Stanley and Ololube, 2015; Wong, 2001). This argument
shows that leadership significantly affects the success of institutions’ CI

initiatives.

Stensaker et al., (2014) highlighted how strategic changes in universities
depend on leadership procedures relating to institutional decision-making,
communication and evaluation. This supports the observed need for leaders to
be more strategic in the manner in which they introduce change in an
institution (Simmons, 1997). Effective leadership empowers all of an
institution’s stakeholders to develop a shared vision, enable an innovation and
Cl culture, and empower everyone in the institution to contribute their best
work (Amanchukwu, Stanley and Ololube, 2015). Studies have indicated that
leadership is a critical factor in the development of change (Collins, 2014;
Mayo and Lank, 1994). Additionally, leadership has a significant influence on
an organisation’s culture (Ali et al., 2015). Accordingly, it seems clear that
leaders have a significant impact on the planning and implementation of Cl in
HEIs.
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The importance of the institutions’ management to the success of Cl in HEIs
was confirmed by the findings of this empirical research. The theme
comprised 14 different aspects and hence informs the wider and diverse nature
of the theme of institutional management. This theme was cited in 90% of
interviews, making it the second-most- cited theme, which is indicative of a
general consensus regarding its importance. Out of these 14 aspects, several
were highly cited by respondents as crucial. One significant aspect, identified
by 28 interviewees, was the use of incentives for the people involved in the
affairs of institutions, indicating that this is one of the most influential factors
in the implementation of CI. It was identified that the lack of incentives for
university employees played a major role in their poor performance and
sometimes in their decision to leave the university. For instance, KAU2 stated
that “the recent cuts in the financial income of university staff led to a large
number of qualified personnel leaving the university to look for better
opportunities in the private sector”. On the other hand, TIU2, while explaining
how incentives have been a positive force for Cl, stated that:

...in our department, employees’ productivity has been

rewarded with training courses outside the KSA, which has
not only acted as a skills enhancement method but also as a
competitive way for employees to acquire such rewards and

improve their performances.

The importance of incentives was also considered in the literature on effective
enablers for the success of Cl implementation. According to Alfandi and
Alkahsawneh (2014), the facilitation of incentives is considered to be a
primary factor in employees’ encouragement and their work efficiency
because the reward system or the provision of incentives directs employees’
abilities in their work more efficiently, particularly as they aspire to achieve
the goals of the institution. (Gana and Bababe, 2011). In addition, a lack of

appropriate incentives in the workplace can adversely impact on the
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performance of hardworking employees and reduce work productivity,
consequently decreasing the possibility of institutional goals being achieved
(Palmer, 2012). Pasaribu (2008) explained that the financial incentive is an
important driving tool for employee loyalty and hard work because it drives
individuals to satisfy the expectations of their workplace. Anthony and Bueno
(1993) and Ronald (2015) further argue that incentives could increase
employee loyalty, as well as their self-confidence. The motivating effect of
incentives lies in the value employees’ place on them, which depends on two
conditions: 1) if employees believe that the desired reward is achieved through
good performance, and 2) if they believe their effort could achieve this level.
Locke and Braver (2008) explain that employees’ own skills cannot
sufficiently drive a culture of highly productive work and that incentive
systems are instrumental in building employees’ internal motivations, which

leads them to work harder and more effectively.

Other aspects under this theme that were also highly cited by
respondents. For example, about 47.5% of employees considered leadership
influence significance and top-down encouragement to be prompting factors
for CI implementation. For instance, while complementing his university

chancellor SU1 stated:

Since he was appointed as our university chancellor, we
started noticing different attitudes towards the development
of the university, especially regarding academic
departments. He started asking what used to be
uncomfortable questions in the university, such as what each
faculty vision is, and how far did they work to achieve such a
vision, what has been the output of each faculty in terms of
research and study outcomes, and what development steps
faculties have taken, if any.
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He explains how the chancellor’s productivity-seeking behaviour was apparent
““in the first few months of his arrival; there was a widespread sense of a lack
of comfort between faculty deans and their staff as they had not been used to

such pressures.” SUI continues:

Two years since his appointment, | can tell you that we
witnessed more productivity in the university and started
witnessing more cooperation between faculties and different
university departments to archive the university’s overall

vision of improvements.

On the flipside, UQU4 explained the negative influence of ineffective leaders
by stating ““it has become normal that you don’t find the faculty dean and you
meet his secretariat, who would pass your enquiry to the dean when he comes
to work™. This is supported by TIU1, who revealed:

Our dean usually comes to work after 11am and takes some
of the enquiries his secretariat has prepared for him, and
locks himself in his office for a few hours, where he finishes
some of the enquires. Also, a number of our department
managers do not come to work on time; sometimes they are
absent for 2—-3 days a week and when they do come, they
usually spend most of the time socialising.

Conversely, KAU5, confirming the importance of management

encouragement, states:

...from personal experience, | found that individual
encouragement by the direct manager, even if productivity is
low, will increase employee productivity within a few
months. ... ”” | found that with constant personal

encouragement for employees, two primary factors are
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gained: the employees’ work loyalty and the productivity of
such employees has been greatly reflected in the success of

the faculty.

The notions of management influence and encouragement importance is
confirmed by the literature. For example, Oliver (2009) investigated the
impact of quality management practices through an empirical work, finding
that a substantial number of respondents acknowledged receiving
management-driven encouragement to work smarter, rather than work harder,
to improve performance. Other studies confirmed this study’s finding of the
importance of ambitious envisioning by the leadership in the strategic
planning and effective implementation of Cl initiatives (Herrmann and
Nadkarni, 2014; Holten and Brenner, 2015; Wong, 2001; Simmons, 1997;
Mayo and Lank, 1994).

The last type of aspects are those that cited by respondents only to a
limited extent in the case of Cl in HEIs in Saudi Arabia. Only 26% of
respondents considered the presence of manager-driven initiatives aimed at
empowering employees with an appropriate level of independence to be of

relevant importance. UQU?2 states that:

One of the problems we face in our department is the
individualisation of decision making, where almost every
decision my colleagues and | take — small or big — has to be
firstly approved by our manager. Therefore, when our
manager is not at work, we don’t feel confident enough to
make decisions and we have to delay such decisions until he

comes to work.

UQU2’s statement is supported by DU1, who explained his frustration with
the staff under his department: ““I sometimes feel that my staff are school boys,
as they come to me for every matter they face, despite the repeated request
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that they attempt to address the matter in question before coming to me™. It is
believed that empowering employees through work delegation not only
enhances their skills, but also provides a platform from which to nurture
positive attitudes from the organisation’s management, thereby facilitating
improvement, confidence and organisational loyalty among employees
(Andish et al., 2013). This implies that greater empowerment enhances

positive job-related attitudes.

Furthermore, only 26% of respondents viewed teamwork as an important
aspect of institutional management that could influence the successful
implementation of CI initiatives in HEIs in Saudi Arabia. The participants
expressed different opinions concerning working in a team and how that might
affect CI efforts. For instance, AU1 states “I don’t like working in a team, as
there are always team members who over-depend on other members and don’t
take their job seriously, as they know that the job will be done anyway”’. Other
participants believe that working in a team “complements employees’ skills”
(TUL) “saves team members’ time and effort” (AU2) and “enhances
employees’ knowledge” (KAUS). In addition, DU1 emphasised ““our
department’s staff cooperation has been our main driver in competing and
winning best quality department within our university”. Therefore, it is
believed that teamwork is an essential part of CI success. Such a presumption
is supported by different studies, which demonstrate a positive link between an

institution’s services and team-based work (Gibson et al., 2007).

According to Rico et al. (2011), the importance of team-based work lies in the
collective use of diverse knowledge, skills, experience and attitudes, the
incorporation of which helps institutions to offer innovative, flexible and rapid
solutions to challenges and problems, as well as encouraging high
performance and increasing team member satisfaction. Team members’
interactions increases their capability to succeeding under different types of

performance (Salas et al., 2009). There are many benefits to working in teams,
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including the enhancement of team members’ skills, increasing their autonomy
(Geary and Dobbins, 2006), boosting innovation and creativity, encouraging
expression and involvement in the culture of the workplace, and improving
overall work productivity and quality (Parker, Holesgrove and Pathak, 2015;
Reed, 1992). Therefore, as Wuchty et al. (2007) argue, institutional success
and the general production of knowledge depend largely on the effectiveness

of the team as a whole.

5.5.3. Skills enhancement theme

Skills enhancement for students/staff is believed to be one of the main
enablers of successful Cl initiatives in HEIs. The focus group defines this
skills enhancement theme as ““the adoption of measures that are needed to
enhance the university’s staff and students with the relevant skills to ensure
their ability to execute their assigned tasks.” Skills enhancement can be
achieved through the continuous provision of requisite training and
development and addressing identified gaps in skills and competences (Saeed
and Shabir, 2013). Maruping and Magni (2012) argue that skills enhancement
should occur within an environment that is conducive to individual and team
learning. The absence of Cl initiatives is a gap in the pursuit of organisational
excellence, given its role in enhancing skills. Continuous skills development
makes the CI process more inspiring and dynamic and this significantly

impacts positive outcomes (Seekr, 2011).

From the students’ perspective, it is believed that WIL (work-integrated
learning) — the practice of exposing students to real-life work alongside their
academic study — is vital because it enhances their employability skills
(Jackson, 2015). WIL plays a significant role in the job-readiness of graduates
(Billet, 2011). It enhances students’ confidence in their abilities with regard to
carrying out tasks in the workplace (Billet, 2011; Clinton and Thomas, 2011),
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provides them with an enhanced understanding of industry-required skills
(Gamble, Patrick and Peach, 2010) and enhances their appreciation of the
work environment (Wilton, 2012). A number of studies have shown that WIL
graduates are better equipped with employability skills than other traditionally
educated students. Such skills include problem-solving, team working,
professionalism, communication and information literacy (Coll et al., 2009;
Freudenberg, Brimble and Cameron, 2011). These skills are considered to be
major contributors to a graduates’ capability to effectively function in the

contemporary workplace.

The empirical findings of this research have further confirmed the
importance of enhancing student/staff skills within HEIs. The theme’s overall
citation was 74%, which suggests more than two thirds of the participants
believe it to be a critical factor for the success of Cl in Saudi HEIs. This
overall majority agreement reflects the theme’s overall importance; however,
aspects within it are deemed to be of varying importance. The participants of
this study have identified four aspects that constitute the skills enhancement
theme, which are divided into limited importance and reasonable importance,
depending on the number of times they are cited. The aspects of limited
importance are “exposure to foreign education”, cited by 10 participants, and
“enhancing academic counselling”, cited by 11 . Accordingly, both were cited
by a limited number of participants. The aspects of reasonable importance are
“provide an appropriate study environment”, which was cited by 16
participants, constituting almost half of the study’s participants and “employee
skills development”, which was highly cited by participants, totalling 24 times
— constituting more than half of the study’s participants. The theme, in
general, was mentioned by 74% of interviewees, which indicates its high

importance in the success of Cl initiatives.

Enhancing academic counselling, is of limited importance, with only 29% of

participants citing academic counselling as of importance in influencing Cl in
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HEIs in Saudi Arabia. The other 71% did not consider it to have much
importance. This may be due to the Saudi HEI culture, where, in most
universities, there is no awareness of the academic advisor and students
generally do not know of their right to seek academic counselling from
university staff (Almuharib, 2009). This view is supported by a number of this
study’s participants. TIU1, for instance, states ““I, and every other student |
know, don’t have enough understanding of what academic counselling entails,

or what to expect from our academic advisors”. AU3 adds:

...despite the fact | found academic advising very helpful, |
only knew about counselling by chance when | went to one
of my lecturers to ask about a book, and started complaining
to him about my study difficulties, when he enlightened me

with the academic advising services

He adds ““I don’t think many students know about their right to academic

advising”. On the other hand, TU2 explains:

...since | started to teach, | have pointed out to students
more than once that they should visit me during my office
hours whenever they need help, either with the content of my
module, or general career advice; nonetheless, less than 5%

of students do in fact visit me for advice.

Therefore, it is clear that there is a lack of awareness of academic counselling
within HEIs in Saudi Arabia.

With that being said, it is still believed that academic counselling is
instrumental to the academic success of students by way of mentoring their
academic performance and enhancing their learning and development by
providing them with appropriate resources and expert advice (Pargett, 2011).

Campbell and Nutt (2008) argue that academic counselling can act as an
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effective tool that connects students with learning opportunities that promote
and encourage their success and the attainment of the main learning outcomes.
The knowledge sharing of degree requirements by academic advisors can
assist students to effectively plan their degrees in a timely manner (Baker and
Griffin, 2010). Metzner (1989) argues that high-quality academic advising
plays an important role in student satisfaction, better grades and a lower intent
to leave an institution (Hale et al., 2009). Accordingly, academic counselling
can be a major enabler to successful Cl initiatives in HEISs.

Employee skills development, as an example of aspects with reasonable
importance, is the most-cited aspect of skills enhancement. Approximately
63% of the interviewed respondents considered it to be a critical element. For
example, SU4 explains that ““we keep training our staff through sending a
number of them annually for short courses, which are mostly outside the KSA,
to ensure that their skills are coping with international standards™. He
provides an example that before they purchase advanced IT products they send
their IT staff to attend training courses in developed countries such as the
United States or Japan in order to progress their skills to ensure effective use
of new products. Furthermore, AU1 explains that, in their department, staff are
free to apply for any course they deem necessary to sharpen their work skills.
In that way, staff are able to “prioritise what skills we think are essential to
our career development, which helps us effectively carry out work, because no
one knows our skills deficiencies better than us”. Accordingly, employee
skills development is a critical part of the success of such employees and HEIs

in general.

This finding is supported by Nda and Fard (2013), who argue that an
organisation’s success depends on a skilled, experienced and knowledgeable
workforce. Therefore, for organisations to maintain their sustainability, they
must continuously train their employees and develop their skills. Development

and training are instrumental at all levels because skills erode and, over a
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period of time, become obsolete and need to be replenished (Nishtha and
Amit, 2010). Paradise (2007), in emphasising the importance of development
and training, gives the example of how much organisations in the US spend on
developing and training their employees — more than $126 billion every year.
Such high spending reflects the importance that employee training has on the

success of organisations.

5.5.4. Institutional strategies theme

The institutional strategy theme is another primary driver in the
successful implementation of Cl initiatives. It was defined by the focus group
as ““the universities’ ability to set an aim of what they want to become and
working on long- and short-term plans to achieve their aims”. An in-depth
definition was provided by Lawrence (1999), who defined institutional
strategy as ““the patterns of organisational action concerned with the
formation and transformation of institutions, fields and the rules and
standards that control those structures in order to establish a strategically

favourable set of conditions™.

According to Keller (1983), institutions should scan the external environment,
assess internal strengths and weaknesses, and then identify major initiatives
that will promote institutional strategic viability. The external environment of
HEIs comprises factors such as political, social, cultural, technological and
economic development of the society. It also includes competing with other
HElIs, students and community members’ expectations and educational
innovations. Huang and Lee (2012) argue that education institutions should
match their internal resources against the external industry environment, in
order to achieve a competitive advantage. The combination of external and
internal examination of HEIs can produce the insights and understanding to
recognise opportunities and strengths, which can help in achieving competitive
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advantages and gaining institutional performance superiority, while also
identifying the threats and weaknesses that need to be avoided, if not
countered. Accordingly, an effectively designed and executed institutional
strategy is essential for the success of Cl initiatives.

The importance of having an institutional strategy has been highlighted in the
empirical findings of this research. The institutional strategy theme was cited
by 87% of participants, indicating the consensus view on its influence as a
factor for effective Cl implementation in Saudi HEIs. This theme consists of
12 aspects, which refer to the institution’s development plans and the methods
adopted, or planned to be adopted, to achieve such strategic objectives. The
aspects under this theme can be divided into those that are believed to have
reasonable importance and those that have limited importance to Cl in HEIs in
Saudi Arabia, which depends on the number of participants citing them. The
aspects with reasonable importance include HEI’s strategic planning and their
policies of attracting qualified employees, which were cited by more than a
third of participants. Aspects with limited importance include partnerships
with businesses and feedback-driven improvement. These aspects were cited

by no more than 15% of the study’s participants.

Aspects under the institutional strategy theme included strategic planning and
attracting qualified employees, which were both highly cited by the study’s
participants. Both aspects were cited by 42% of participants, which signifies
their reasonable importance to Cl in Saudi HEIs. The study participants
explained the importance of both aspects in the effective implementation of ClI
efforts. For instance, KSU1 emphasises his university’s long-term plan by

stating that:

...we are currently one of the best if not the best university in
Saudi Arabia, and we are aiming to be among the top 100

universities worldwide...we planned the aims of our
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strategic vision, which include excellency in graduate skills,
excellency in faculty members and research outcomes, and a
financially sustainable university... and we are currently

mobilising our resources to achieve such a long-term plan.

He further explains that “among the different steps we took in order to achieve
the university’s strategic aim, we started to look for and recruit qualified
academics, researchers and experienced professionals either from within or
outside the Kingdom of Saudi Arabia”. This strategy of recruiting qualified
employees was also mentioned by KAU5, who explained that the university
recruited “qualified academics and researchers from different countries to
create a diverse workplace and to enhance knowledge production by learning
from different experiences”. DU3 explains the benefits of attracting qualified

professionals from abroad by stating:

...In our department students tend to learn from foreign
lecturers better than national ones, because unlike national
lecturers’ tendency of emphasising memorising information,
foreign lecturers tend to emphasise critical thinking and

knowledge understanding.

Accordingly, strategic planning and the attraction of qualified employees are
important pillars of Cl efforts in Saudi HEIs. The literature further confirms
their importance to overall institutional strategy. Furthermore, the
establishment of initiatives and policies to attract qualified employees is
essential for ClI success. According to Adu-darkoh (2014), for an organisation
to succeed and survive, or effectively compete globally, employers must be in
a position to propound and practise the recruitment and selection of employees
in a strategic manner. Such recruitment policies need to be developed to meet
the institutions’ objectives and realise its strategic plans (Jackson et al., 2009).
Montgomery (1996) posits that recruitment and selection strategy should focus
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on matching a prospective candidate’s capabilities with job demands and the
rewards it offers. In this regard, organisations are adopting recruitment models

that enable them to check applicant’s suitability (Bratton and Gold, 2017).

Other aspects were cited to a limited extent, indicating that the
participants believe their importance to be limited. These aspects include
partnerships with private businesses and feedback-driven improvement.
University’s partnerships with outside businesses was cited by only 8% of
participants which, according to study participants, reflects its limited
importance to the process of ClI of HEIs in Saudi Arabia. Although these
aspects have not been widely cited, those who did cite both aspects

emphasised their importance and benefits. TU1 explained:

One positive step taken by my university is their partnership
agreement with different Saudi-based private businesses
such as banks and private hospitals — to employ and train
students for a year. This partnership has solved the ‘work
experience’ employment barrier, where businesses require
relevant work experience for their employment vacancies
and freshly graduated students do not generally have such

experience.

DAZ2 confirms the importance of such HEI/private business partnerships by

stating:

...among the benefits of these agreements with private
businesses that | have personally seen, and that have been
noticed by our department, is that, unlike previous students,
our newly graduated students find jobs much easier and

many of them end up being employed by these businesses.
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Therefore, it is believed that HEI’s engagement and partnerships with business
is essential for their sustainability. Gumport and Snydman (2002) explain the
need for institutions to transform their academic structures in order for them to
compete for change and stability. Universities compete globally through
partnerships between universities and industries and the incorporation of such
collaborations into their programmes (Tumulti et al., 2013). Ahmad and Junaid
(2008) argue that the university—industry partnership is considered to be a
primary cooperative effort between the separate entities of industry and
academia, which utilises their resources effectively and efficiently to gain
shared objectives of enhance global competitiveness, technological innovation
and act as an economic growth engine. Bramwell and Wolfe (2008) point out
the role of collaborations and partnerships between universities and industries
in innovation and economic growth. The collaboration between universities
and industries plays a significant role in strengthening the universities’ ability
to conduct relevant, high-quality research, while developing industries’
capabilities in terms of global competitiveness. Such partnerships are
generally regarded as vehicles for, not only the attainment of such aims, but
also the promotion of high levels of innovation and competitiveness (Othman,
2011; Al-Agtash and Al-Fahoum, 2008; Liyanage and Mitcheil, 1994).

Similarly, the feedback-driven improvement aspect was only cited by 8% of
participants, indicating that it is considered to be of low importance. It is
believed that feedback is an essential part of Cl for both students and the
employees of HEIs. From a student’s perspective, the study participants
indicated that the lack of assessment feedback as a major inhibitor in the CI of
HEIs. KSU1 explains:

One thing I’m sure of is that all students who did not achieve
full marks on their exams or assignments are wondering
what mistakes did they make; however, because we are not

told where we went wrong, we might be committing the same
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mistakes in different assessments. | do not have the right to
question my marks and, unless I am 100% sure that |
deserve better than the given marks and | pay certain fees, |
am not allowed to see my mistakes, if I have any.

It is, therefore, clear that students consider feedback to be an instrumental
factor in their success and believe it should be an integral part of the education
system in Saudi HEIs. In addition, based on KSU1’s second cited statement, it
can be understood that the lack of assessment feedback may lead to students
questioning the fairness of the given results and the overall integrity of their
HEI.

The literature further supports the notion of assessment feedback as an
essential feature of efficient and effective learning and teaching and indicates
that it could also be a powerful tool for enhancing student learning (Black and
Wiliam, 1998; Sadler, 2010). According to Price et al. (2010), feedback is the
most critical component of assessment because it supports learning through
the provision of information, which could be utilised to improve future
performance. A number of studies have shown feedback to be an effective
way to enhance learning outcomes (Hattie and Timperley, 2007) because it
provides information that can be used to close gaps in performance. Hence, the
provision of feedback is a necessary feature of the CI of student learning.

From an institutional perspective, it is believed that an effectively operating
feedback system is an important element of an institution’s development.
KAUS states ““one of the steps we took to improve our staff productivity and
work quality was through providing them with periodic performance
feedback’. He provides an example: ““our administrative staff are examined
every three months based on the number of tasks they complete and the quality
and duration of the tasks completed”. He continues ““one of our academic
performance assessments is through students’ feedback at the end of every
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course, which assesses lecturer teaching technigues, the module teaching
content and the overall performance of the lecturers”. While explaining the

benefits that academics have gained from student feedback, UQU4 states:

| started to understand where my weaknesses were in
relation to my module preparation and teaching, which
included, according to my recent students’ feedback, my lack
of use of PowerPoint and not interacting enough with
students in the lecture. I relied on such feedback to prepare
this year’s lectures, and | started to notice better student

attendance than last year.

The importance of feedback in the CI of HEIs is also supported by the
literature which indicates that feedback helps institutions to understand their
current status. Ferguson (2011) emphasise that feedback is an essential
component of institutional strategy. The frequent provision of feedback can
also enhance employee skills and performance by keeping it in check
(Vancouver and Morrison, 1995; Morrison, 2002). Lastly, by proactively
seeking feedback, the institution can build social support structures that
maintain passion in their projects and courses (Collewaert et al., 2016).
Accordingly, feedback can be viewed as an instrumental for the continuing

success of students, employees and their institutions.

5.5.5. Development and growth theme

A major contributor to Cl in HEIs is the institutional strategy for
development and growth (D&G). According to the focus group, D&G may
be defined as the:

...HEIs eagerness for the facilitation of an innovation-

friendly, growth-supporting environment... Which relates to
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the desire to build experience and gain knowledge from both
inside and outside the scope of the HEIs, which are essential

features for such innovation goals.

The literature has highlighted the importance of HEI’s continual engagement
in improvement efforts, which maintain their status as knowledge
communities. Studies have argued for the need for HEIs to be open to
experimentation and change (Louvel, 2013; Fahey, 2012; Kirschner, 2012;
Joyce et al., 1999) and become involved in CI through the re-examination of
existing practices and the adoption of evidence-based innovation (Carneiro,

Looney and Vincent-Lancrin, 2015).

HEIs should examine their data on a continuous basis to determine the extent
of the success or failure of their initiatives, as well as to identify potential
issues with particular stakeholders (Barth et al., 1999). External support is
another factor found to be important in improving HEIs (Thomson and Stoll,
2017; Potter et al., 2002; Stoll and Myers, 1998). HEIs ought to create external
links of support via the establishment of external networks that facilitate the
generation of innovations and the dissemination of good practices. Howes and
Ainscow (2006) argue that collaboration between and within HEIs not only
transfers existing knowledge but, more crucially, creates new knowledge of
contextual specificity, which may be particularly advantageous for HEIs

confronting challenging circumstances.

The empirical findings of this research further support the importance of D&G
in HElISs, especially for Cl initiatives in Saudi-based universities. The focus
group’s developed D&G theme is the most-cited theme in this study — 92% of
participants have cited it, giving it critical importance in the effectiveness of
Cl efforts. This theme consists of nine aspects, which differ in their
importance according to the number of participants who cited them. These

aspects could be divided on the basis of their importance. Those that are of
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high importance the success of Cl in HEIs in Saudi Arabia have been cited by
more than two thirds of the study participants, an example being technology
use. Those with reasonable importance were cited by more than a third of
participants, such as the exchange of expertise. Lastly, those with limited
importance were cited by less than a third of participants, for instance,

employees’ enthusiasm towards work.

The effective use of technology, as a sample of those aspects with high
importance in CI success in HEIs in Saudi Arabia, was cited by 81% of study
participants, reflecting its critical role in the success of Cl initiatives. UQU1
explained the important role of technology in the CI of his university by
stating that ““our recent reliance on technology has not only increased our
work performance but also improved its efficiency”. He provides an example
by stating: ““our move from paper-reliant work processes into a digitalised
system has helped overcome the time-consuming procedural requirement of
the in-person handing over of documents, as well as the saving and searching
of paper files”. TIU1 supports the importance of technology use in the
effective conveyance of module materials. He states, ““I don’t actually
understand a lot from many lecturers during the lectures, but rather I upload
the lecture video tapes when | have free time and start taking notes from the
recorded lecture”. AU3 also states that this helps students to interact with each
other and with their lecturers, thereby improving their understanding of the
module. KAU3 states:

There is a discussion section in the blackboard where I and
other students ask each other questions that we don’t
understand or ask the module conveyer for clarification; we
also use this blackboard section to share relevant course

materials such as articles or student-made notes.
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A number of studies have demonstrated the importance of technology use by
both students and the rest of a HEI’s staff. According to Zhang et al. (2004),
technology utilisation enhances students’ independence and helps them to
become researchers and proficient members of their institution. Mayer (2005)
argues that technology enhances people’s learning, since people learn
considerably better from the combination of images and words, as opposed to
words alone. On an employment level, Dasgupta et al, (2011) argues that the
use of IT systems has increased the effectiveness of organisations because it
provides quality services to clients and has a significantly positive impact on
employee productivity. IT usage has been found to increase the pace of work,
enhance work practices, reduce operating costs and enhance overall
productivity (Jahromi, 2005) and student learning (Chowdhry, Sieler and
Alwis, 2014; Kirkwood and Price, 2014).

The exchange of expertise is an example of the second type of aspect ocurring
under the D&G theme which, according to this study, is of reasonable
importance to the success of Cl in HEIs in Saudi Arabia. This aspect was cited
by 58% of participants, meaning that more than half of the study’s participants
consider to play a reasonably significant role in the success of CI. For

example, from a research perspective, DU4 argues:

It is of benefit to us as a university that our academic staff
are connected with the practical realities in the kingdom, in
a sense that when cooperation or governmental bodies face
problems, they transfer them to us to study the problem in
question and propose a solution for it, which contributes to
the university’s knowledge of the actual problems and
variables that are happening and benefits its academics and
researchers with real issues to research and teach, as well

as benefiting the university financially.
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On the other hand, from a student’s perspective, KAU3 states:

I generally like to be taught by a lecturer who has a
practical background because, beside teaching the
university-set curriculum, he also conveys his practical
experience in his teaching and gives experience-based
practical examples of how the taught module is applied in

practice.

This is supported by KSU3, who said: “we noticed, in our department, better
student attendance and more students registered for courses which are taught

by academics who were also practitioners”.

The collaboration between academics and practitioners throughout the
research process has been widely recognised as a primary solution that
decreases the applicability gap between the outcomes of academic research
and the practical relevance of that research’s findings (Toffel, 2016; Rynes
and McNatt, 2001). It enhances the relevancy and usefulness of emerging
research to both its practitioners and businesses (Panda and Gupta, 2014;
Perkmann et al., 2013). The importance of the content of the research depends,
to a large extent, on the researcher’s ability to show that the anticipated
research results are of value to stakeholders (Bryman, 1988; Mesny, 2009).
Therefore, the collaboration between academics and practitioners usually
refers to the alignment of process between individual research objectives,
which is essential to encourage high-quality research results that have a real
and direct influence on important societal issues (Starbuck, 2006).
Accordingly, collaboration between academics and practitioners is essential in
ensuring the relevance of the research, which will be taught in academia and
applied in practice. Hence, students need to learn the relevant knowledge in a
practical sense and businesses will employ students equipped with practical
knowledge of the relevant job field.
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Employee work enthusiasm represents those aspects with limited importance
to Cl in HEIs. This aspect has been cited by only 26% of participants,
indicating that it is not widely considered to be critical to Cl success. It is
believed that, without employees’ enthusiasm towards work, the work will not
be effectively executed, hence compromising the quality of the work. Such a
presumption is supported by Smith (1994), who argues that the survival of an
institution is dependent on its enthusiastic workforce. Amabile (1993) further
argues that it is important for employers to ensure their employees’
enthusiasm towards their work because an unenthusiastic employee is not
likely to invest significant effort in their job and tend to generate low-quality
work, avoid the workplace wherever possible and may even leave the role.
Employee enthusiasm is further highlighted by Sirota and Klein (2013).
Accordingly, it is believed that an enthusiastic workforce is a critical pillar in

the development and growth of an HEI.

This argument is supported by a number of this study’s participants. For
example, SU2 explains how a lack of employee enthusiasm towards work
affects their productivity and job effectiveness. He states, ““we sometimes, as
administrators, suffer from the lack of an enthusiasm-supporting environment,
with the employees being restricted by a daily work routine and a lack of
powers to entertain their creativity”. This is supported by TIU2, who, as he

explains their experience of work enthusiasm, states:

...we have some employees who work overtime, which
sometimes can be without compensation out of respect to our
manager who, besides financially compensating them for
their efforts wherever possible, also helps them to achieve
their potential though sending them to important training

Ccourses.
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KAU?2 explains that ““a number of academics, after achieving their PhD
degrees, start losing interest in pursuing further research and self-
development, despite being encouraged with financial and non-financial

incentives™.

5.5.6. Obstacles to success theme

The barriers that an institution faces in its quest for CI, and the way it
deals with such barriers, determines its ability to succeed in its Cl initiatives.
The focus group defined the obstacle to success theme as the “success barriers
that exist within the HEI environment”. The success of HEIs is realised,
fundamentally, through the success of their students. Therefore, it is believed
that student success is a important institutional value in promoting the mission
of HEIs. Groves (2014) argues that HEI leaders and their stakeholders
consider student success to be one of their most important priorities and they
communicate this priority in an effective manner across their institutions. A
number of researchers consequently pointed out that well-performing HEIs
share an institutionally-based culture of student success (Bradley and Blanco,
2010; O’Brien and Engle, 2007; Carey, 2005; Kuh et al., 2005). Accordingly,
the success of its students becomes a critical factor in all campus community

members’ job descriptions (Bradley and Blanco, 2010).

HElIs also consider commitment to institutional success in general, and student
success in particular, as critical considerations when hiring their staff. They
encourage the commitment of staff and faculty members through
acknowledging and rewarding those contributing towards institutional success
(Benton and Radziwill, 2016; Terpstra and Honoree, 2009; Carey, 2005; Kuh
et al., 2005; Tinto, 1993). However, institutions may face different challenges

as they aspire to succeed.
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In the case of this research, the obstacles to success theme was cited by 71%
of participants, which demonstrates agreement regarding its importance in the
implementation of Cl in HEIs. This theme is formed by eleven aspects, which
reflect the wide-ranging success barriers that exist within HEIs in Saudi
Arabia. The aspects that constitute this theme can be divided into those that
the participants believe to have reasonable importance and those they believe
to have limited importance, which depends on the number of times they were
cited. Other than the “change resistance aspect”, these aspects, according to
the study findings, have limited importance in the implementation of Cl in
HEIs, as is demonstrated by the fact that they were cited by less than a third of
participants.

The ‘employee resistance to change’ aspect is the only aspect carrying
reasonable importance; it was cited by 45% of participants. The participants
explained a number of reasons for resistance to change. For example, DAU2

states:

One of the barriers to the university’s ability to acquire its
desired change is its leaders, who have an old mentality that
does not realise the benefits and necessity of change; they
are afraid that such a proposed change may threaten their
job security and financial benefits.

This is supported by KSU3 who argues:

The management of the faculties are generally old; we as
young lecturers are enthusiastic about using technology in
our teaching, but they are unable to utilise such technology;
therefore, they like the old-school way of teaching through
board-only lectures, and they have influenced other

academics to follow their way.
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Another reason was given by SU1, who explained:

We notice employees’ lack of enthusiasm towards our
recently implemented technical changes, as they are not
qualified enough to operate such technical systems...

although I think the technical moderation of the university is

very important in the operation of the university, |
personally don’t think that the environment within our
university is ready for such technical implementations.

Clearly, a lack of qualifications is a major driving force behind employees

change to resistance. The university plays a role in developing employee’s

culture of change resistance. For example, TIU2 explains:

Unfortunately, some employees spend up to nine years at the

same position without any promotion or being able to sign

up for courses to develop their skills, which leads to an

indirect resistance to the university’s proposed development,
as they want to avoid any development-based challenges and

simply enjoy their routine work.

DU4 indicated that universities should always seek the frequent and up-to-date

development of their employees so as to avoid later resistance to their
proposed changes. The reasons behind employees’ resistance to change are

nothing new; the literature provides a number of them, including threats to job

security, comfort, status, loss of pay, outdated knowledge and competence

gaps (Aslam, llyas, Imran and Rahman, 2016; Bareil, 2013; Bateh, Castaneda

and Farah, 2013; Val and Fuentes, 2003, Dent and Goldberg, 1999).

Failure to implement change has been associated with employee’s resistance

to it (Egan and Fjermestad, 2005; Haslam et al., 2004). Employee’s resistance

to change has negative impacts on institutions, such as slowing down
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necessary changes, leading to increasing costs, lower productivity and, in
extreme cases, organisational failure (Mathews and Linski, 2016; Bryant,
2006).

Student financial over-burdening is an example of aspects that the
study findings suggest have limited importance. This aspect has been cited by
only 10% of participants, which reflects how they regard its importance in the
success of the implementation of Cl in Saudi HEIs. Despite its low citation,
which could be as a result of the low number of student participants (only
15%), it is believed to be a significantly important factor in students’ success.

For example, KSU2, while complaining about the costs of books, argued:

...some lecturers ask us to buy specific books which we can’t
afford to buy, and sometimes we share books with each
other... some lecturers try to make course booklets and sell
them at a minimum cost, which are better to understand and

cheaper than books.

AU3 explains that, at her university, some lecturers give students options:
“some of our lectures require students to either buy the course books from
particular bookshops, or, if they do not want or cannot afford to purchase the
books, they can download a free PDF version of the book™. However, she also
explains that ““the PDF version only works for students who possess laptops,
and | know many students who do not have laptops”. Although students may
be expected to use the computers in the university library to download the
required books, not all universities have libraries (TIU1). The non-existence of
libraries is a deficiency in the university infrastructure, which will be explored
below under the theme “university infrastructure”. However, even though the
student finance over-burdening aspect was considered to be of limited
importance, it nonetheless can have a significant impact on students. A

financial stress-focused survey has shown that, out of the most common five
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stressors for students, four were linked to personal finances (Trombitas, 2012).
Other studies have shown that financially stressed students are more likely to
experience anxiety, depression and even suicidal thoughts (Eisenberg et al.,
2007; McPherson, 2012). From an academic perspective, it is believed that
financial stress is more likely to lower students’ academic performance (Ross
et al., 2006).

Human resources mismanagement is another example of a group of
aspects that have limited importance that addresses HEI employees. These
aspects have only been cited by 23% of participants, which reflects their
importance in HEIs in Saudi Arabia. The participants have described different
forms of the mismanagement of human resources and some of the reasons
behind such mismanagement. SU1 explained how an unqualified person was

placed in a leading position. He states:

Not long ago, the computer science department was led by a
graduate in Islamic Studies, who, with all respect to his
major, is not qualified to have such a position, and cannot
properly lead the department nor could he develop it, as he
does not have experience in the field. ... it was clear the
computer science department was lagging behind other
departments, and therefore a newly qualified person is now
leading the department, and he has been trying to overcome

many of the issues his predecessor caused.

IU1 explains that the problem might stem from the beginning of the
recruitment process. She argues ““despite the advertisement of job vacancies,
most of the time the job has already been taken by individuals who are lucky
enough to have connections in the university”. 1U1, sharing her own
experience of how she was employed, revealed “if it was not for my file being
taken by mistake to the head of the university, alongside the other files of
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individuals who have connections in the university, | would not have acquired
this job”. She adds ““I was shocked, when | started working, to find that most
of the university employees had relatives at the university, as if the university
was a family business™. U1, while complaining about the personalisation of
issues and how it might have an adverse impact on the careers of academics,
provides an example. She revealed that “due to the fact that she gave an
opinion of what is right and wrong, an administrative manager of 20 years’
experience was transferred to become a correspondence officer”. It is clear
that she meant to highlight that the role of correspondence officer is a much
lower position in the university than administration, hence the 20 years’
experienced manager deserves better than such position. Accordingly, it is
clear that there has been mismanagement of human resources within Saudi
HEIs.

The mismanagement of the university’s human capital is a critical inhibitor for
any Cl initiatives. Sharabati et al. (2010) argue that human capital not only
represents the institution’s human factor, but also the combined skills,
intelligence and expertise, which provide the institution’s distinctive character.
The ineffective management of human resources negatively impacts
workplace productivity and may lead to employing unqualified or incompetent

persons, resulting in reduced organisational efficiency (Syverson, 2011).

5.5.7. Ethical issues theme

Ethical issues within HEIs in Saudi Arabia are considered to be major
inhibitors to the success of their Cl initiatives. Ethical issues were defined by
the focus group as “the underlying ethical issues negatively influencing the
values upon which the HEIs are founded, which cover the notion of justice in
terms of procedural fairness and disciplinary measure efficiencies”. The
ethical issues theme is formed by aspects that are believed to undermine Saudi
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HEIs on supposed ethical grounds. Education is expected to be a major player
in the teaching and learning of morals and values (Reimer et al., 1983). Where
there are ethical violations, the reputation of a HEI is undermined, resulting in
the development of a negative reputation and a loss of credibility (Kelley et
al., 2006; Caldwell et al., 2005; Yeo and Chien, 2007). Reputation and
credibility damage results in weakened organisational legitimacy, which
critically harms the effective governance of institutions (Caldwell et al., 2005;
Eckel, 2000). The failure to ensure consistent institutional polices and
behaviour damages trust in institutions (Caldwell et al., 2005). Even more
insidious are the unethical practices that become part of the institutional
culture, since this allows for the establishment of poorly behaved role models
and spreads poor conduct among other members. In higher education, students
have been found to be more likely to copy the behaviour of their lecturers than
to respond to codes of conduct (Kelley et al., 2006). Therefore, Kelley and
Chang (2007) believe that, for a healthy university system to be achieved,
ethical behaviour in HEIs needs to be adequate.

The empirical findings of this research further confirm that HEI ethics must be
preserved and that any violation of such ethics may affect Cl in HEIs in Saudi
Arabia. The ethical issue theme was cited by 79% of interviewees, reflecting
an overall consensus on its critical role in the success or failure of CI
initiatives. This theme consists of five aspects, which are divided into those of
high importance, such as equality between employees, and those with limited
importance, such as equity. Although both terms are used interchangeably, it is
believed that each has its own distinct characteristics. According to
Nowakowski and Conlon (2005), equity refers to the fairness of an outcome
based on the relationship between inputs and outputs, while equality refers to
everyone having the same opportunity relating to an outcome. In the
workplace, equity is the creation of just consequences for employees via

providing equal chances to experience such consequences.
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Equality between employees was the only aspect with high importance in this
theme; it was cited by 71% of study participants, reflecting how the
participants consider its role in the implementation of ClI in HEIs to be
important. The participants explained some forms of the equality issues that

exist within Saudi HEIs. For example, 1U1 states:

It is commonly known in this university that those associated
with the Islamic sciences department have generally better

treatment than other department employees, and they have a
superiority as regards promotion, development opportunities

and the university’s overall decision making.

On the other hand, 1U3 complained about the expatriate employees’ unequal
treatment compared with the national employees by stating that “we always
have more hours of teaching than our Saudi colleagues, especially during the
summertime™. He adds ““I wouldn’t personally mind having to teach more
hours if | was to be compensated like my Saudi colleagues; however, our
salaries are far less than theirs™. DA3, while complaining about the lack of

equal treatment, claims:

When it comes to development courses, highly prestigious
courses, which are generally found outside the Kingdom, are
always reserved for the Saudis, whereas us as foreigners,
unless you have a good connection within your department,
you might not even be able to attend development courses

inside the Kingdom, unless you are self-sponsored.

This lack of equality between employees is considered to be a major factor in
scuppering Cl initiatives. The need to emphasise equality is supported by a
number of scholars who argue that a lack of equality in the workplace affects
the employees’ productivity (Brief, 1998), job satisfaction (Brown, 1996), and
teamwork and job effectiveness (Hu and Liden, 2015), while increasing
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employee turnover (Griffeth et al., 2000) and affecting employees’
relationships with their managers (Latif et al., 2015). As a result, it may be

considered vital for employees be treated equally for CI initiatives to succeed.

Equity was considered to have limited importance. Only 8% of the study
participants considered equity to be an important factor involved in CI success

in HEIs in Saudi Arabia. For instance, 1U1 stated:

All of the employees who were promoted were promoted
because of their relationship with the officials, or because it
was to their mutual benefit. The promotions were unfair.
They were not based on qualifications or the employees'

effectiveness on the job.

This is supported by KAU5, who claims that “in the academic environment,
bias can not only be found, but is very deeply rooted, which is a major
obstacle to achieving a fair and successful university’”. On the other hand,
SU1, complimenting the easier accessibility to his university management,
stated ““of course we hear, and it is commonly talked about — the racist and
discriminatory treatment of employees; however, | personally do not expect
such a thing to happen, as | have not met anyone who was discriminated
against”. Nonetheless, he did not explicitly deny this lack of equality and
equity and qualified his earlier statement with the following: ““such
discriminatory treatment might happen at different departments, as | don’t
completely deny it, but I have not personally witnessed such treatment of

employees™.

The low citation of the equity aspect by participants may result from the term
being sometimes confused with equality; nonetheless, it could be said that
equity is as important as equality. Failure by employers to demonstrate clear
links between the rewards system and employee’s performance has been
associated with low job performance, high turnover intention and high actual
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turnover (Buttner and Lowe, 2017). Accordingly, equity would appear to be an

important pillar for the successful implementation of CI.

5.5.8. University infrastructure theme

University infrastructure emerged as one of the most influential factors
in implementing CI in Saudi HEIs. The focus group, in defining this theme,
distinguished between its cultural and physical terms. They defined cultural
infrastructure as ““the long-standing practices of successive working
generations that have become an integral part of how a university operates”,
and the physical infrastructure as ““those resources necessary to the
development and delivery of educational programmes™. The physical
infrastructure includes all kinds of buildings and equipment for both
academic- and non-academic-related activities, sports and games areas, farms,
landscapes, gardens, trees, and roads (Subedi, 2003). It is clear that most of the
aspects in this theme relate to the cultural term of infrastructure, as it reflects
the university environment in which students and employees have been
carrying out their work. Anifowose and Lawal (2013) argue that, for an ideal
teaching and learning environment to exist, an HEI must have appropriate

infrastructure.

The empirical findings of this research further emphasise the importance of a
universities’ cultural and physical infrastructure in the CI of HEIs. This
university infrastructure theme, although being the second-least-cited theme
by this study’s participants, nonetheless was considered by more than half of
participants to be an influencing factor for CI within HElISs, as it was cited by
65% of interviewees. Four out of the five aspects contained in the theme relate
to university cultural infrastructure, reflecting its different roles in the success
of Cl initiatives. The aspects concerning cultural infrastructure can be divided
into those that are considered by participants to have reasonable importance —
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such as bureaucracy within HEIs, which was cited by more than a third of
participants — and aspects that have limited importance, such as employees’

lack of productivity, which was cited by less than a third of participants.

The bureaucratic environment in HEIs in Saudi Arabia, as an example of
aspects with reasonable importance, has been considered by 42% to be a
critical influencing factor for CI success in Saudi HEIs. It is clear that the
study participants understand how such an aspect can adversely affect CI
initiatives. While complaining about how bureaucracy undermines CI, KSU3

explained:

When we as members of the department propose a change,
such a proposal would need to be considered by the
department board, then the faculty board, then the university
management board, who refer a proposal to a specialist
committee to study it before approving it; this bureaucratic
ladder inhibits not only the department members’ spirit of
innovation, but also the overall university continuous

improvement efforts.

Furthermore, DU2 reveals ““this bureaucratic process of seeking approval
from different boards delays the continuous improvement efforts, as every
board needs sufficient time to study the proposed change”.

Supporting the participants’ argument, Cunningham (2017) discussed the
challenges associated with bureaucratic processes within universities, while
Beetham (1996) asserted that the adherence to bureaucratic norms can hamper
efficiency. The bureaucratic tendency to control individuals' activities and
restrict their autonomy adversely affects employees’ work spirit and
suppresses their creativity (du Gay, 2000). The bureaucracy—creativity tension
lies in the bureaucratic tendency to support systemised knowledge
(MacDonald 1995) and promote predictability (Kanter 1989), which counters
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the requirements of critical thinking and creativity for originality (Daymon,
2000), therefore hindering innovation, which is essential for the survival of
HEIs. Accordingly, HEIs should take a more participative approach to the way
they operate. Such participative practices not only have an impact on
perceptions of work-related outcomes (Anon, 2004), but also, as Al-Yahya
(2009) suggested, are significant predictors of the effective utilisation of

competence (knowledge, skill and ability).

Employees’ lack of productivity is one of the aspects that the study
participants have considered to have limited importance in the success of Cl in
Saudi HEIs; it was only mentioned by 26% of study participants. KAU5
explained some of the reasons for the lack of productivity within HEIs by
stating: ““the university work environment does not support productivity, as
there are social and legal barriers to productive work”. He provided the

following example:

A lot of our staff’s productivity is exhausted outside the
university, as they have to take their children to and from
school, take their family members to hospitals, commute
from different cities, or try to squeeze their schedules so the
rest of the day they can go back to their families, who might
be living as far as 300 km from the university.

He adds to this with a complaint about how the law is helping those

unproductive staff by explaining:

One of our staff is frequently asking for holidays and taking
job leave, and her productivity is very low; we tried to ask
her so she does not influence other employees’ by reporting
her to the faculty dean and the university deputy manager,
however the laws protect her, as we cannot fire her or

transfer her to another department.
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Moreover, U1 explained how this lack of productivity became a pervasive

culture;

When I was first hired, | asked to see the staff performance
report and | came to understand that there is no such one;
even worse, if | were to describe the staff’s daily activities, |
would say it is mostly a social gathering event as opposed to
daily work. Therefore, | would agree with the labour
minister’s statement that the average productivity of the
university staff is only one hour; however, 1 would not

generalise such a statement.

She was referring to the former labour minister’s statement, where it was
claimed that “the productivity of the Saudi employee does not exceed one
hour, according to a study by the Economic and Planning Ministry”
(Alkhalisi, 2016).

It is believed that employee productivity is a cornerstone of any institution’s
survival. Singh et al. (2000) argue that productivity is a primary determining
feature of any organisational output actions. It was also argued that
productivity is one of the most most critical factors affecting the
organisation’s competitiveness. According to Pritchard (1995), an institution’s
productivity is critical to its survival which, in turn, largely depends on
employee productivity. Pritchard (1995) further asserts that the improvement
of organisational productivity will continue to be important, with the largest
unexplored opportunity for increasing organisational productivity being
through the effective use of employees, a position that is confirmed by other
studies (Caniéls and Veld, 2016; Katou and Budhwar, 2015; Isabirye, 2007).
Accordingly, it is believed that ‘any HEI without a productive workforce' will

not be able to effectively implement its Cl initiatives.

198



On the other hand, physical infrastructure was considered by a third of
participants to be importance to the success of Cl in HEIs in Saudi Arabia.
The participants explained the different infrastructure deficiencies in various
HEIs in Saudi Arabia and how they might affect their success. For instance,
AU4 states, “we don’t have engineering laboratories which allow students to
practice their taught lessons™. As stated earlier, TIU1 revealed ““unlike many
universities with libraries, which are very helpful in creating a study
environment, our university does not have one”. This is supported by TU2,
who states ““some students can’t study at home as they have too many
distractions and, when they want to study, they have to go to a coffee shop
because they don’t have a library or other study areas in the university”. 1U2
explained that one of the issues they faced is the lack of sufficient rooms to
host students’ classes. She states: “in the past, the number of students was not
as high as it is now, so we have to divide the classes into morning and evening
shifts, which might be inconvenient for some students™. This is supported by
KAU4, who argues: “One of the things that hinders improvement is that the
universities are not well-prepared to receive the number of students, with
limited staff and class sizes. This has impacted the learning process very

seriously.

The literature further confirms the importance of physical infrastructure to the
success of HEIs (Porter, Graham, Spring and Welch, 2014; Musa and Ahmad,
2012). Babatofe (2010) claims that student’s learning achievement in the
educational system is affected by the provision of instructional materials. Such
a claim is supported by Knirk (1992), who explained that a lack of available
and adequate HEI facilities is instrumental in both student’s and lecturers’
performances. Further, Nambi Karuhanga and Werner (2013) cited poor
physical infrastructure as a hindrance to lecturer performance and Rivera-
Batiz and Marti (1995) found that lecturers’ professionalism is affected by the

physical environment or facilities at their institutions. Thor-Erik and Solvoll
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(2015) argue that the accessibility, quantity and quality of appropriate
physical resources in HEIs is a critical factor in achieving curriculum
objectives. A number of studies have demonstrated direct links between
physical resources and learning outcomes (Vieluf et al., 2012; Trang and Lap,
2016). Facilities in HEIs represent the operational contribution that allows
lecturers to store a certain level of instructional effectiveness and efficiency
(Ehiametalor, 2001; Emetarom, 2003).

5.6 Themes ideal position

The research data and the literature review demonstrate the existence
of an ideal position for each of the eight themes. These ideal positions will be

exposed in the following sub-sections.
5.6.1 External engagement ideal position

Under external engagement, the ideal position is where the university
engages with the wider society by contributing to the social good beyond legal
compliance through integrating the societal interests in its decision-making
processes, thereby ensuring its long-term sustainability (Pinheiro, Normann
and Johnsen, 2016; Duke and Hinzen, 2014; Sam, and Van Der Sijde, 2014;
Gibbons et al., 1994). Such contributions include the encouragement of
sustainable human development, service provision, teaching and research and
the facilitation of scholarships (Nicolescu, 2018; McCowan, 2016). It also
includes playing a role in influencing a society’s culture, as opposed to being
at the receiving end of culturally outdated practices.

5.6.2 Institutional management |ideal position

The ideal position for institutional management is where the

university’ leaders facilitate success and encourage a friendly environment by
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managing a range of activities and programs to achieve the University’s
primary goals (Taylor, de Lourdes Machado and Peterson, 2008; Anyamele,
2005). Such leaders have built friendly relationships with their employees by
respecting, motivating and empowering and, ultimately, gaining their loyalty
(Interview KAUS5; Oliver, 2009). They facilitate participatory decision-making
and encourage their employees to work in teams, thereby ensuring efficiency

in work-execution.
5.6.3 Skills enhancement ideal position

The university regularly takes measures to enhance and update the
skills of its staff and students to ensure they are equipped with the relevant
skills to carry out their tasks. Such skills enhancement measures include
sending students to study or staff to practice in internationally renowned
universities and organisations, facilitating an academic advising environment
for students, or providing regular, subject-specific training courses for both
staff and students (Maruping and Magni, 2012; Seekr, 2011). Such skills
enhancement measures should contribute to the skillfulness, experience and

effective work outcomes of the university’s staff and students.

5.6.4 Institutional strategies ideal position

The university ensures its sustainability through setting strategic goal
and then effectively planning to achieve them. It scans the external
environment, assesses its internal strengths and weaknesses and then identify
major initiatives that promote its institutional strategic viability (Goldman and
Salem, 2015). It needs to efficiently utilise its resources, make strategic
partnerships and provide an environment that supports the achievement of its
aims. It also carries out regular reflections to take stock and then work towards

improving its performance.
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5.6.5 Development and growth ideal position

The university continuingly engages in innovation and growth efforts
to survive the competitive higher education sector. It expends reasonable
efforts on staff development and makes available the innovations necessary to
update its resources. It also creates external, supportive links via the
establishment of external networks that facilitate the generation of innovations
and ideas and disseminate good practices (Muijs, West and Ainscow, 2010;
Howes and Ainscow, 2006). Such development efforts include the creation of
up to date skills enhancing curriculums, collaboration between academia and
practice to ensure the relevance and applicability of research (Guan and Zhao,
2013; Interview KAU3), and the utilisation of technology for the benefit of
student’s learning experience as well as higher quality servicesprovisions
(Interview TIU1).

5.6.6 Ethical issues ideal position

The university understands its major role in the teaching and learning
of morals and values and that its reputation and credibility are grounded on the
effective utilisation and representation of such a role (Wymer and Rundle-
Thiele, 2017; Ehrich et al., 2012; Kelley and Chang, 2007)). Therefore, the
university ensures the equal and equitable treatment of its employees and that
powers within its jurisdiction are exercised appropriately. It also maintains its
ethical legitimacy through the creation of appropriate transparent reporting
channels (Caldwell et al., 2005). The university creates cultural practices that
support student’s and employees’ autonomy, encourages their critical thinking
and creativity and allows them to participate in decision-making processes to
ensure their productivity and overall institutional sustainability. It also
provides them with the essential equipment and facilities and other resources
that allow them to not only effectively execute their work but also be creative,
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innovative and increase their work-spirit and loyalty (Anifowose and Lawal,
2013).

5.6.7 Obstacles to success ideal position

As an organisation, the university confronts many obstacles to achieve
its ideal functioning. One of these obstacles is the social factor that affects the
environment of the HEI. The inadequate use of the community’s social capital
is one of these elements that hinders or prevents the right development and
performance of the organisation. It should be noted that social capital is
understood as the relationships that can be built among the different members
of the university. Indeed, possible issues could emerge from the insufficient
establishment of social capital among its members and also the relationships
that the organisation can build with external actors when exercising its USR.
In short, the potential influence of social factors became one of these obstacles

to be surveilled (Evangelinos and Jones, 2009).

Another obstacle to the success of Cl in HEIs includes a high levels of work
stress, which is caused by inadequate relationship development among
academic staff members and the impact this has on their job satisfaction,
involvement, and engagement. Among the elements creating job stress are:
ineffective performance management, a lack of training and development
opportunities, a lack of support concerning research outputs, the presence of
discriminatory practices, the absence of job security, and a lack of
improvement concerning working conditions and equipment (Pienaar and
Bester, 2009).

5.6.8 University infrastructure ideal position

The university creates cultural practices that supports student’s and
employees’ autonomy, and encourages their critical thinking and creativity.

These practices allow students to participate in decision-making processes,
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ensuring their productivity and overall institutional sustainability (West and
Bogers, 2014; Van de Vrande et al. 2009). It also provides them with the
essential equipment, facilities and other resources that allows them, not only to
effectively execute their work, but also to be creative, innovative and increase
their work-spirit and loyalty (Koruna, 2004; Cassiman and Valentini, 2016).
For instance, one of these innovations is the Electronic Education
Environment (E3), which was created to support the processes of virtual
courses in a virtual university environment (VUE), assist on-line students, and
expand their educative practice and learning possibilities (Chellappa et al.
1997).

Likewise, universities must achieve significant development regarding data
management. One important strategy involves connecting the different
individual research data management (RDM) systems and empowering

researchers with access to such data (Wilson and Jeffreys, 2013)

5.7 Current and ideal situations

In order to provide a specific assessment of the present gap between the
current and the ideal situation, the researcher developed a survey containing the
ideal position of the themes and a seven-level assessment scale ranging from
“strongly disagree” to “strongly agree” (Vagias, 2006). The survey should
gauge the view of the university stakeholders about the proximity between the
developed themes’ current situation and their ideal position, in order to

understand the areas of improvements.

The survey was sent to participants across a number of Saudi universities, who
were asked to distribute it among their colleagues at theirs and other
universities. One hundred and one (101) participants responded to the survey
from both genders, who hold different positions at their universities, ranging
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from a university Vice President to attending students. The findings of the
survey indicate a gap between the current practices of this study’s eight themes
and the themes’ ideal positions. It should be noted that all survey respondents
considered the practices of the eight themes in the Saudi universities as not
supporting an ideal culture of CI (Figure 12). The result of the survey are
presented in the following graph to provide a visual impression of the
participants views regarding the developed themes’ current situation and their
ideal position.

i

Figure 11: Description of participant's opinions concerning their current
situation when compared with their ideal situation

Concerning the first theme, External Engagement, participants'
responses show that only 13% (9 + 1 + 3) agree that it is an ideal situation
expected for university institutions, while 71% expressly disagree that the
current situation is ideal. Similar opinions highlighted regarding the theme
Institutional Management, where it is stated that only 18% of the
participants agree that their current situation is ideal (10 + 3 + 5), while 75%
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(15 + 35 + 24) have expressed disagreement with respect to being in the ideal
possession at present. For the theme Skills Enhancement, it should be noted
that only 13% (7 + 2 + 5) acknowledge that the university is in the ideal
position and providing adequate and expected skills. However, the majority
78% (8+ 40 + 30) disagree that their university provides ideal skills to their

students.

In the theme Institutional Strategies, 15% (9 + 3 + 3) of participant expressly
agree that universities apply adequate institutional strategies, while the rest,
constituting 74% (16 + 34 + 24), disagree with the strategies employed by
universities and express that such strategies are not closely related to the ideal.
For the theme Development and Growth, 11% of respondents share the
opinion that universities develop and achieve their goals, while 76% (11 + 26
+ 39) express disagreement with the development and goals they are aware of,

given that such goals are not close to the ideal situation.

Regarding the theme Obstacles to Success, 17% of the respondents agree that
their universities meet the ideal situation, i.e., their universities have been able
to overcome the usual barriers. However, 67% (10+25+30) admit that this is

not the case.

For the theme named Ethical Issues, barely 14% (3 + 8 + 3) agree that their
university currently meets the ideal situation for handling ethical. However, it
should be noted that 73% (21 + 39 + 13) of the participants stated their
disagreement with the Ethical Issues ideal position regarding their current
experiences. Thus, they are showing that their university does not currently
maintain the ideal situation to handle ethical issues.

Concerning the theme University Infrastructure, 21% (5 + 10 + 6) of the
participants express agreement that their university’s infrastructure is in line

with the expected ideal situation. However, 63% (15 + 28 + 20) disagree with
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this statement, suggesting their universities do not have the necessary

infrastructure for success.

As has been demonstrated, across the different themes, there are gaps between
the expected ideal situation of the universities and their current realities. The
participants' opinions have described these themes as being weak, with low
operability, and having/ experiencing inadequate infrastructure; they also
suggest that universities have difficulties overcoming barriers and achieving
their goals. One of the weakest themes concerns the enhancement of skills
acquired while at the universities. This is a worrying issue because these
students will be future professionals who must demonstrate the skills they
have learned in the university setting. Equally, the theme in question places
the universities in a precarious position to adopt strategies that will allow the

current situation to be elevated to the ideal status.

5.8 Conclusion

In this chapter the researcher explained, in detail, how the main data
collection was conducted and what steps he took to analyse the data. The
chapter was divided into five sections: data collection, data analysis process,
presentation of results, results analysis and the ideal position derived from the
results. The researcher discussed the chosen data collection method and how
and where the interviews were conducted. The Higher Education Institutions
(HEIS) chosen for the research were described in terms of their types and
geographical locations. Study participants were described in terms of their
roles and their respective institutions. The data analysis methods used were
discussed and the results presented in the form of 62 developed aspects,
defined through focus group discussions, which were then condensed into
eight themes. The developed themes and their influence on CI efforts within
HEIs were discussed within the context of existing literature. Quotations from
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the participants were used to complement the arguments defined from the data
and literature. The final section compared extant practices with the developed
ideal position of each theme meant to ensure effective Cl implementation in
HEIs. The next chapter discusses relevant interventions that were study

participants identified as capable of facilitating a Cl culture in Saudi Arabian
HEIs.
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CHAPTER SIX: INTERVENTION FRAMEWORK

6.1 Introduction

This chapter focuses on identifying interventions that could facilitate
continuous improvement (CI) in Saudi Arabian HEIs. It identifies the main
interventions inferred from participant contributions (PC) and other sources of
relevant evidence, as well as those interventions derived from the literature
that could close the gap between the ideal position and current practices in
Saudi Arabian universities. The proposed interventions serve as enablers for

the effective implementation of CI in Saudi HElIs.

The chapter presents tables to demonstrate the progressive stages taken to
develop the proposed interventions (Tables 19 — 20), themes of the ideal
position and relevant intervention from the literature and main data that
contribute toward that position (Table 21), as well as the proposed
interventions and their desired effects on the targeted themes (Table 22) and
the relationships among the proposed interventions (Table 23). The chapter
concludes by presenting findings from the opinions of three experts meant to

evaluate and validate the developed framework.
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6.2 Interventions from primary data

The researcher has evaluated primary data to look for interventions that
may close the gap between the current practices of the themes in Saudi
Arabian higher education institutions (HEIs) and their ideal positions. Sixteen
relevant interventions were identified through which the study participants
have directly or by implication indicated their role in the facilitation of a Cl
culture in Saudi Arabian HEIs. The indication, by implication, covers not what
the participants have expressed, but what could be understood by implication.
Table 19 summarises the main interventions inferred from participant’s
contributions and sources of relevant evidence. The next section outlines both

in more detail.

6.2.1 PC1 Create university shared values and an understanding of

societal engagement

Creating university shared values, an understanding of societal
engagement and building societal-engagement-specific roles for the
university’s staff and students were identified among the main interventions.
These could be achieved by facilitating platforms for public engagement and
motivating staff and students to be engaged in societal issues and could be
buttressed by rewarding them with promotions or other forms of
encouragements such as monetary incentives. This will help universities to
enhance their relationship with society, encourage collaboration between the
staff and students of a university with community members, encourage
discussion of relevant public issues, and enhance the knowledge transfer

between the university and the community.

Relevant Evidence
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One participant Faculty Dean explains the importance of the university’s
public engagement role and what steps the university should take in order to

maintain effective public engagement policies. He states:

For our university to be able to build a good relationship
with society and encourage collaboration between us (staff)
and the community members in relation to our research and
other social-related studies, | believe that our university
needs to take practical steps that encourage both the staff
and students to engage in public issues. For example, the
university should create a unit that specifically focuses on
public engagement, which is composed of both public
engagement professionals and students. Also, the university
should create a platform for public engagement that
encourages discussion of public issues and provides
guidance for those staff and students who wish to participate
in public engagement activities. It should also motivate the
wider university staff and students to engage in public issues
through incentives. Such incentives can be through cash
payments, job recruitment for students or job promotion for
staff.

While emphasising understanding and awareness of the role of public

engagement responsibility, a Head of Department participant states that:

Our staff and students need to understand why they should
engage in societal issues and feel that it’s part of their
identity as university staff and students for them to

effectively engage in societal concerns.

He also emphasises the importance of institutionalising public
engagement activities and their benefits by stating:
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When the university engages in an institutionalised manner
in social issues, it continually learns from society and the
community benefits in an effective manner from the

knowledge and expertise of the university.

6.2.2 PC2 Reward system that targets employees’ performance

Another possible intervention involves creating a reward system that
targets employees’ performance. This system will assess employees’
performance by creating some objective criteria that resembles the ideal work
performance. It will measure employees’ performance against such objective
criteria and those employees who perform well will be rewarded with work
promotion or an increase in their salary. This should increase employee
productivity and enhance their work performance. It will encourage employees
to enhance their skills and work competitiveness, resulting in the retention of

hard-working and qualified staff.
Relevant evidence

After complaining about the employees’ lack of productivity, performance
reports, skills, as well as the lack of good relationship between employees,
among other factors, an Administrator participant recommended the
establishment of a rewards system that encourages an ideal employees’ work

performance. She states that:

We need to encourage better employee performance by
creating employee performance-driven incentives. For
example, we should create objective criteria for our
department employees that resemble what we look for as an
ideal work performance. The ideal work performance, |

believe, should include meeting the job targets, continually
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expanding their skills to enhance their work performance,
continually self-assessing their own work environment,
making recommendations to the management on how to
improve their work environment, and lastly, having a good
relationship with co-workers. If we create these objective
criteria and reward employees who meet these objective
criteria with salary increases or job promotions, | believe
that we will have a more productive and competitive work
environment and encourage employees to develop their
skills.

6.2.3 PC3 Monitoring system that regularly evaluates the progress of

university projects

Another identified intervention involves creating a monitoring system
that regularly evaluates the progress of university projects via regular meetings
between the university chancellor and faculty deans, wherein they evaluate
their individual faculty visions and progress on vision implementation. In
these work progress monitoring meetings, the faculties’ efficient use of their
resources will be examined and the need for additional resources considered.
These meetings will also assess the cooperation between the different faculties

and the issues that affect such cooperation.

The work progress monitoring meetings need to start at a faculty level, where
the different departments in each faculty meet to discuss their individual
visions, the issues they face, and the proposals they have. Their faculty dean
needs to address such concerns at the university’s work progress monitoring
meetings. This will guide the university towards the achievement of its goals
and ensure effective intervention at the right time to address any issues the
university faces in its pursuit of achieving its goals. It will also facilitate
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cooperation between faculties and different university departments and create

coordinated decision-making processes.
Relevant evidence

A Faculty-Dean participant has emphasised the role of management in
monitoring the university’s progress, ensuring cooperation between the
different functions of the institution and showing commitment to the

achievement of the university’s goals. He stated:

... since he was appointed as our university chancellor, we
started noticing different attitudes towards the development
of the university, especially regarding academic
departments. He started asking what used to be
uncomfortable questions in the university, such as what each
faculty vision is, how far did they work to achieve such a
vision, what has been the output of each faculty in terms of
research and study outcomes, and what development steps
faculties have been taken, if any.

He added:

Two years since his appointment, | can tell you that we have
witnessed more productivity in the university and started
witnessing more cooperation between faculties and different
university departments to achieve the university’s overall

vision of improvements.

Furthermore, an Administrator participant explains the important role that
communication between the university staff and its top management plays in
creating integrated decision-making processes that increase the chances of

institutional success. He states:
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The Chancellor’s monthly meeting with the different faculty
deans has connected the university management with the
university staff. Because the university board meeting
discusses the faculties’ issues and assesses their efficient use
of their resources and if they need more resources, we were
able to communicate our urgent issues in a quick manner to
the management and we had continual access to our needed
resources, and were able to make recommendations to the
board. For example, we had an empty theatre hall that was
being used only once or twice a year. In our monthly faculty
meeting, our department addressed this issue with the dean,
among other issues, to communicate it to the university
board. Based on our department’s recommendation, after
one meeting with the university board, it was agreed to
better utilise this hall for IELTS preparation courses; this
was the first IELTS training in the whole city, so we were

able to contribute to the university decision making.
6.2.4 PC4 Constant verbal encouragement of staff and students

Constant verbal encouragement of both staff and students such as
providing them with feedback on their performance, both in private and in
front of their colleagues, can increase employees’ work loyalty and

productivity.
Relevant evidence

A University Vice-President participant explains his experience, as a manager,
of encouraging his employees by providing them with both positive comments
and feedback, and what benefits he found resulted from such encouragements.
He states, ““From personal experience, | found that individual encouragement
by the direct manager, even if productivity is low, will increase employee
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productivity within a few months”. He continues, ““I found that with constant
personal encouragement for employees, two primary factors were gained: the
employees’ work loyalty and the productivity of such employees, which has
been greatly reflected in the success of the faculty’. Also, he adds:

| praise employees’ work achievement either in private or in
front of other employees, because I notice it increases their
good performance. | also constantly provide them with
feedback and positively comment on their daily work,

because it keeps them motivated.

A lecturer participant explains how students’ performance can be increased
through verbal encouragements. He states: “As humans, we like to be praised.
Therefore, | provide my students with verbal comments praising their good
work and how it could be improved, as I notice it improves their work

performance. They prefer it to written feedback.”

6.2.5 PC5 Delegate work and decision making to qualified employees

Delegating work and decision making to qualified employees was also
identified as a pertinent intervention. This involves providing employees with
articulated guidelines of their role requirements and their institutions’
expectations; giving them the authority to act and make decisions
independently within their role boundaries and trusting them to do their work
effectively with the knowledge that, when they are not sure, they can seek
advice. This will enhance employees’ self-confidence and spirit of innovation.

It will also enhance employees’ skills and increase their productivity.

Relevant evidence
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An administrator participant emphasises the importance of decision-making
and work delegation, and how the lack of this can affect employees’

confidence and work productivity. He states that:

One of the problems we face in our department is the
individualisation of decision making, where almost every
decision my colleagues and | take — small or big — has to be
firstly approved by our manager. Therefore, when our
manager is not at work, we don’t feel confident enough to
make decisions and we have to delay such decisions until he

comes to work.
He adds:

If our managers provide us with certain guidelines about the
requirements of our work and what work performance is
expected from us, then if they allow and trust us to make the
decisions within the boundaries of these guidelines, we will
be able to finish the daily tasks more quickly. We have both
the academic qualifications and the experience to execute
more complex tasks, not just the daily unimportant tasks. If
we are not sure about a certain task we will wait for our
managers’ advice and approval. In this manner, we can be

more productive and confident in performing our daily tasks.

A Faculty-Dean participant explains the benefits of work delegation. He
states: ““When | delegate some responsibilities to my employees and believe in
their skills and judgment to finish the work, I find that employees both enjoy it

and become more innovative in their work planning and performance.”
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6.2.6 PC6 Create a teamwork-supporting environment

Creating a teamwork-supporting environment through establishing and
committing to a common goal, encouraging employees to work collaboratively
to achieve such goals, facilitating out-of-work social activities for team
members and building team-based motivation and reward structures were
among the main interventions. This will encourage internal communication
between employees, enhance their relationship and encourage unity in the
workplace. It will also encourage employees’ creativity, improve their work

efficiency and productivity and allow them flexibility.
Relevant evidence

A Head of Department participant explains the different steps taken by his
department to enhance the relationship between the managers and employees’.

He states:

We g,0 on a monthly basis, with our employees for social
gatherings to the beach so we can build better relations with
our employees and between the employees themselves. We
also sometimes carry out some of our work outside the
university in hotels or coffee shops in order to break down
the barriers between our employees and us. We notice that
these activities create excellent relationships. In fact, some
of our employees have been meetings for work-related
matters outside their working hours. Because these activities
undermine the strict working formalities and conditions, we
have noticed that our employees are more creative and come

up with new ideas when we meet outside the university.

An Assistant Professor participant explains how the lack of teamwork in their

department has affected the department’s overall performance. He states:

218



Although the department goal of gaining academic
accreditation is known to everyone, we academics have not
been working together to achieve that goal. Everyone is
working on their own interests of publishing their own paper
or attending an out-of-country conference. This has affected
our overall departmental research productivity and quality.
We need to work together on research if we want to enhance
our department accreditation.

Other participants explain that working in teams “complements employees’

skills™ (Vice-President), “saves team members’ time and effort”

(Administrator), and “enhances employees’ knowledge” (Lecturer).

A Head of Department participant emphasised the importance of setting a

team-driven goal and commitment in the success of the team. He states:

Our department’s staff cooperation has been our main
driver in competing and winning the title of best quality
department within our university.” He adds, “The whole
department had one goal, and one commitment, therefore we
were very motivated and, thankfully, we were rewarded with

the best quality department award.

6.2.7 PC7 Establish an objective skills assessment procedure

Establishing a practical procedure that objectively assesses staff’s skills

against the necessary competencies of their roles is another main intervention.

Those staff who do not meet these essential competencies will be required to

attend university-arranged training courses that support their skills. Staff job
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promotions, salary increases, and job security should depend on staff attending
the training courses and benefiting from its development content. This will act
as an incentive for employees to seek continuing skills development and
enable the institution to build a skilled workforce.

Further, this will enhance employees’ ability to self-assessment their skills,
increase their self-confidence and work loyalty, and enhance their relationship

with the management.
Relevant evidence

A Professor participant, after complaining about how some employees lack the
basic skills to carry out their work, or that their knowledge and performance
have not developed, which has affected the department’s overall image and
performance, recommended compulsory training courses that they must attend

and benefit from. He states:

For some employees, training should be compulsory. The
university should have general qualification standards and
each department should have specific qualification
standards for its employees. These standards should provide,
in detail, the minimum competencies for each employment
role. Each faculty and department should then assess its
employees against these competency standards, and those
employees who do not meet those minimum standards should
be required to attend training courses to develop their skills.
The university should arrange for these training courses. If
those staff fail to attend these training courses or fail to
benefit from its content, | believe that they should no longer
be part of the university staff or their job promotion should

be suspended until they show signs of developments. In this
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way, employees will be incentivised to develop their skills

and the university will have a skilled workforce.

6.2.8. PC8 Establish training and development platforms for university
staff

Establishing training and development platforms for those university
staff who wish to develop and widen their competencies and linking this to the
pay and promotions systems will encourage all the university staff to take part
in development opportunities. This will enhance employees’ self-assessment
of their skills and increase their self-confidence and work loyalty, as well as

enhance their relationship with the management.
Relevant evidence

An Administrator participant explains that, in their department: *““Staff can
apply for any course they think will support their work skills”. He adds: “By
leaving to us the choice of training programs, we prioritise what skills we
think are essential to our career development, which helps us effectively carry

out work, because no one knows our skills deficiencies better than us.”

From a management perspective, a Head of Department participant explains
the benefits he noticed from allowing employees to determine their own

training priorities. He states:

We found that by leaving the choice of training to the
employees, they started to self-assess their skills; employees
are more confident now to carry out difficult tasks, and most
importantly, we noticed that this program has enhanced the

relationship between us and our employees.
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A Faculty-Dean participant explains how the university can utilise financial

incentives to encourage employees to develop their skills. He states:

I believe that we can encourage employees to develop their
work-needed skills, if there is a salary increase for those
employees who acquire new qualifications or attend specific
training courses. In this way, employees will continually
assess their skills and qualifications and seek further
development in order to achieve the salary increase.

An Administrator participant explains how failure to ensure the continuous
development of employees’ skills can act as a barrier to the university’s
development. He states: “Unfortunately, some employees spend up to nine
years in the same position without any promotion or being able to sign up for
courses to develop their skills, which leads to an indirect resistance to the

university’s proposed development.”. He adds:

I believe this can be overcome if the university uses career
promotions to encourage employees to increase their
performance or to develop their skills, because employees
need to see that they can grow in their workplace. In this
way, the university will gain employees’ loyalty and have a

skilled workforce.

6.2.9 PC9 Attract talent from around the world

Ensuring a university’s recruitment process is able to attract talent from
around the world by proactively searching for qualified professionals and
encouraging them to join the institution, will increase organisational
competitiveness, enhance knowledge production and increase workplace

diversity capable of facilitating different ways of teaching and learning.
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Recruitment policies need to ensure that prospective employees see the
institution as offering career development opportunities, a supportive work

culture and competitive remuneration.

Relevant evidence

A Faculty Dean participant emphasised the role of talent recruitment in the
success of institutions by explaining that his university is pro-actively

searching for talented employees as part of their strategic plans. He states:

We planned the aims of our strategic vision, which include
excellency in graduate skills, excellency in faculty members
and research outcomes, and a financially sustainable
university... and we are currently mobilising our resources

to achieve such a long-term plan.
He further explains that:

Among the different steps we took in order to achieve the
university’s strategic aim, we started to look for and recruit
qualified academics, researchers and experienced
professionals either from within or outside the Kingdom of
Saudi Arabia.

Another Faculty-Dean participant explains the reason why his university is
recruiting talented professionals from around the world and what incentives
they utilised to encourage their recruitment. He states: “One of our university

strategies is to recruit qualified academics and researchers from different
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countries in order to create a diverse workplace and to enhance the

knowledge production by learning from different experiences.” He adds:

We tried to create a comfortable environment for them, both
financially - where they are given high salaries to encourage
their recruitment - and also by providing them with different
development programs to ensure that their skills are
continually developed and they are able to grow in their
respective careers. We tried to build a supportive work
culture that enhances job satisfaction and work
performance. For example, employees are encouraged and
rewarded for coming up with new ideas. We try to arrange
for frequent social events to enhance our employees’
relationships. We try to make a flexible working environment
for our employees, depending on their respected roles. We
do this because we find that it increases employees’
satisfaction, work performance and our departmental

competitiveness.

A Faculty Deputy participant explains how the recruitment of foreign

academics has been beneficial to the university students:

In our department, students tend to learn from foreign
lecturers better than national ones because, unlike national
lecturers’ tendency of emphasising the memorising of
information, foreign lecturers tend to emphasise critical

thinking and knowledge understanding.
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6.2.10 PC10 Effective policies that align university interests with those of

the private sector

Another main intervention involves ensuring that the university’s
mission and goals include effective policies that align its interests with those
of the private sector by building effective communication channels and
involving the private sector in the university’s strategic plans. This will
increase its chances of procuring private funding, creating research

applicability and improving students’ chances of employment.
Relevant evidence

A Vice President participant emphasised the importance of partnering with
private businesses and how such partnerships have solved unemployment
issues faced by his university graduates. He states:

One positive step taken by my university is their partnership
agreement with different Saudi-based private businesses
such as banks and private hospitals — to employ and train
students for a year. This partnership has solved the ‘work
experience’ employment barrier, where businesses require
relevant work experience for their employment vacancies,
but freshly graduated students do not generally have such

experience.

A Faculty-Dean participant explains how cooperation with private business
should be utilised in a strategic manner and recommends what the university
should do to ensure the sustainability of such a partnership and the
effectiveness of its outcomes. He says:

I don’t think our cooperation with the private sector is as
strategic as it should be because our interests are not always

aligned. For us to build a strategic relationship with the
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private sector, we need to incorporate the interests of the
private sector in the university’s mission and goals. The
private sector needs to participate in our strategic planning
process so that their interests are included in the university
strategies. Also, for our research to be of practical benefit
to the private sector and for us to acquire funding from the
private sector, we need to build communication channels
with them so that we are continually informed of their

research interests and graduate needs.

6.2.11 PC11 Establish feedback channels

Another critical intervention rests on establishing feedback channels
throughout the institution by creating a wide-ranging feedback process that
provides continuous self-reflective and formative assessments for the
institution, the staff and the students. Encouraging participation through giving
performance-linked prizes will enhance staff productivity, boost institutional
success through regular assessment of staff performance, provide a third-party
perspective on the completed work and increase employees’ and students’

satisfaction via the knowledge that their voices are being heard.
Relevant evidence

A Faculty Dean participant explains how the provision of staff performance
feedback can be beneficial to their work performance. He states: “One of the
steps we took to improve our staff productivity and work quality was through
providing them with periodic performance feedback”. A Head of Department
participant also outlined how they assess their staff performance and how
often they carry out such assessment. He states: ““Our administrative staff are

examined every three months, based on the number of tasks they complete and
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the quality and duration of the tasks completed™. He continues by saying:
“One of our academic performance assessments is through students’ feedback
at the end of every course, which assesses lecturer teaching techniques, the
module teaching content and the overall performance of the lecturers”.

An Assistant Professor participant states, while explaining the benefits that

academics have gained from student feedback:

| started to understand where my weaknesses were in
relation to my module preparation and teaching, which
included, according to my recent students’ feedback, my lack
of use of PowerPoint and not interacting enough with
students in the lectures. | relied on such feedback to prepare
this year’s lectures, and | started to notice better student

attendance than last year.

Likewise, a Head of Department participant explains the method through
which they encourage their students to provide them with feedback about their
university experience. He says: ““Students are bored with these feedback forms
all around the university, so we tried to encourage their participation with

prizes, and we noticed better and more feedback responses.”

Also, a Vice President participant clarifies how in their university, both
students and staff, are encouraged and institutions are required to self-assess

their performances. He states:

We also want to encourage self-assessment by creating
reflective feedback throughout the university, whereby every
staff member and student is asked to reflect upon their
performance, so we can encourage this self-critique habit
within them in order for them to continuously monitor their

own performance and development. We also do this on an
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institutional level, whereby every department is asked to
reflect upon their annual performance and is required to
provide detailed plans of how they will improve their
performance in the following year.

6.2.12 PC12 Equip the institution with relevant technology

Equipping the institution with study-supporting, up-to-date and
effective technologies will ensure that staff are able to utilise available
technologies and build partnerships with technology companies to provide
what is required and train the staff and students. Such an approach should
increase work performance and improve efficiency by increasing the speed of
work execution while allowing both students and staff study or work
flexibility. It also provides a communication platforms for students and staff to

share ideas and plan their work.
Relevant evidence

A Faculty Dean participant explains their university’s need for different
technological services and products and the importance of building

partnerships with technological companies. He states:

Because we continually need up-to-date effective
technological services or equipment, we partnered with
technology companies like Oracle and Cisco. They provide
us with the technology we require and the continuous
maintenance of their services, and they train our staff and

students on their utilisation.

Another Faculty Dean also emphasise the importance of staff technological

training. He says:
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Before we purchase advanced IT products, we send our IT
staff to attend training courses in developed countries such
as the United States or Japan, to develop their skills and
ensure they could effectively utilise such products.

Lastly, a Head of Department participant espoused the important role of
technology in the CI of his university by stating: “Our recent reliance on
technology has not only increased our work performance but also improved its
efficiency.”

In a similar vein to these staff declarations, a student participant explains how
students benefit from technological services. He states: ““I don’t actually
understand a lot from many lecturers during the lectures, but rather 1 upload
the lecture video tapes when | have free time and start taking notes from the

recorded lecture.”

A lecturer participant additionally declares that: ““This helps students to
interact with each other, and with their lecturers, thereby improving their
understanding of the module.”” Equally, a student participant states:

There is a discussion section on the blackboard where I and
other students ask each other questions that we don’t
understand or ask the module conveyor for clarification; we
also use this blackboard section to share relevant course

materials, such as articles or student-made notes.

6.2.13 PC13 Active promotion of an institution’s programmes and

services

Actively promoting the programmes and services that one’s institution

can offer through establishing a public communication office with qualified
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marketing and communication officers, will create a wide portfolio of
customers and increase a university’s chances of attracting external funding

and enhancing their public image and competitiveness.
Relevant evidence

An Administrator participant points out why the university needs to market
services and programs in a professional manner and how this should be don

He states:

The public relations unit role should go beyond just
communicating the university vision and messages through
the university websites or social media to actively promoting
its programs and services. | believe that the university
should be treated in similar ways to private businesses. This
unit should be composed of mostly marketing professionals,
who know how to promote these programs and services in
the most effective way. In this way, the university can build a
good image and be more competitive. Therefore, it can
reach more beneficiaries of its programs and services which,
in turn, would increase its chances of reruns, both

financially and experience-wise.

6.2.14 PC14 Paths for work promotion

Establishing clear paths for work promotion and career advancemen
are among the critical interventions. Paths for employees who seek career
advancement and incentives for good performers need to be in place. Such

its

e.

t

paths must ensure that work promotions are based on qualifications in order to

address employees’ needs for self-development. This results in a qualified
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workforce and enhances feelings of fairness and trust in the institution which

leads to increased loyalty.

Relevant evidence

An Administrator participant highlights how the lack of development
opportunities for employees in regard to both skills and position, can act as a

barrier to improvements:

Unfortunately, some employees spend up to nine years in the
same position without any promotion or being able to sign
up for courses to develop their skills, which leads to an
indirect resistance to the university’s proposed development,
as they want to avoid any development-based challenges and
simply enjoy their routine work. I believe this can be
overcome if the university uses career promotions to
encourage employees to increase their performance or
develop their skills, because employees need to see that they
can grow in their workplace. In this way, the university will

gain their employees’ loyalty and have a skilled workforce.

Another Administrator participant demonstrates frustration and a feeling of

unfairness from the lack of equality and fairness in work promotion:

All of the employees who were promoted were promoted
because of their relationship with the officials, or because it
was to their mutual benefit. The promotions were unfair.
They were not based on qualifications or the employees'

effectiveness on the job.
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6.2.15 PC15 Strategic thinking and long-term planning

Thinking strategically and planning for long-term goals establishes a
clear direction for the institution and creates a shared sense of commitment. It
also facilitates the development of short- and medium-term targets to achieve
long-term goals. This will guide university performance and act as a self-
assessment tool to push the university towards achieving its objectives. It also
decreases the chances of hitting unexpected obstacles.

Relevant evidence

A Faculty Dean participant emphasises his university’s long-term plan and

what steps they have taken to achieve their goals. He declared the following:

We are currently one of the best - if not the best - university
in Saudi Arabia, and we are aiming to be among the top 100
universities worldwide. ...We planned the aims of our
strategic vision, which include excellency in graduate skills,
excellency in faculty members and research outcomes, and a
financially sustainable university... and we are currently
mobilising our resources to achieve such a long-term plan.
...In order to achieve our long-term objectives, we built
short and mid-term objectives; for example, so we can
achieve our goal of excellency in graduate skills, we created
a mid-term aim of only recruiting students with excellent
qualifications, so we have started gradually raising the
academic entry requirement for our students. So, the
university vision has been acting as our point of reference in

our daily activities.
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Likewise, a Faculty Dean participant states that a lack of strategic thinking in
the university’s planning can cause unexpected obstacles to the university

achieving its goals. He says:

We faced a number of obstacles that affected our work
performance, including financial, skills and resistance from
some employees. We should have expected such barriers
initially when we set our transformation plans. If we had
expected these issues and included their solutions in our
plans, we would have been better equipped to deal with
them. For example, we did not expect the current
government cuts to the universities’ budgets and many of our
planned projects had to be either temporarily suspended or
completely cancelled. Our plans were relying on generous
government funds, and if we had expected these cuts, we
would have prioritised our planned projects, and we
wouldn’t have been forced to do such suspensions and

cancellations.

Similarly, a Faculty Deputy participant explains how an effective university
vision can direct its performance. He says: “We utilise the university’s vision
to assess our faculty performance to ensure that we are working towards the
achievement of the university’s goals.”” Equally, a Faculty Dean participant
explains how the university’s vision has been utilised to assess its
performance, continually monitor its progress, provide a common goal and
encourage cooperation between the varying university departments. He

mentioned:

...since he was appointed as our university chancellor, we
have started noticing different attitudes towards the

development of the university, especially regarding
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academic departments. He started asking what used to be
uncomfortable questions in the university, such as what each
faculty vision is, how far did they work to achieve such a
vision, what has been the output of each faculty in terms of
research and study outcomes, and what development steps
faculties have taken, if any. ... Two years since his
appointment, I can tell you that we have witnessed more
productivity in the university and started witnessing more
cooperation between faculties and different university
departments to achieve the university’s overall vision of
improvements. ... The vision provided us with a clear
direction, and all the university departments share the same

commitment of realising the university’s goals.

6.2.16 PC16 Annual performance reports

Establishing an annual report on employees and departments
performance that provides detailed feedback on performance in terms of their
achievements and failures will increase institutional transparency and
accountability and allow the institution to understand its strengths and

weaknesses.
Relevant evidence

An Administrator participant, after having complained about the lack of

performance reports in her department, explains its importance. She states:

The performance report is very important, not just for the
staff but for the department as well; how else would we know
about well or badly performing departments and/or staff?

The absence of these performance reports is the reasons
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behind the lack of productivity, because without transparent
reporting, low performing staff and departments will not be

held accountable for their low performance.

Table 19: The main interventions developed from participant contributions

Create university shared
values and an understanding
of societal engagement

One Faculty Dean;
Head of Department;

Reward system that targets
employees’ performance

Administrator

Monitoring system that
regularly evaluates the
progress of university projects

Faculty Dean;
Administrator;

Constant verbal
encouragement of staff and
students

University Vice-
President; Lecturer

Delegate work and decision-
making to qualified
employees

Administrator; Faculty
Dean;

Create a teamwork-supporting
environment

Head of Department;
Assistant Professor;
Administrator;
Lecturer; Vice
President;

Establish an objective skills
assessment procedure

Professor

Establish training and
development platforms for
university staff

Administrator; Head of
Department; Faculty
Dean

Attract talent from around the
world

Faculty Dean; Faculty
Dean; Faculty Deputy
Dean;

Effective policies that align
university interests with those
of the private sector

Vice President; Faculty
Dean;

Establish feedback channels

Faculty Dean; Head of
Department; Assistant
Professor; Vice
President
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Faculty Dean; Faculty
Equip the institution with Dean; Head of
relevant technology Department; Lecturer;
Student

Active promotion of an
institution’s programmes and | Administrator
services

Administrator;

Paths for work promotion Administrator

Strategic thinking and long-
term planning
Annual performance reports Administrator

Faculty Dean

6.3 Intervention from the literature

The researcher has surveyed the literature for organisational culture
interventions that could help to facilitate continuous improvement (ClI) in
Saudi Arabian HEIs. The researcher considered the outcome of the survey
assessment, which examined the extent to which the themes’ ideal position
matches current practices in Saudi Arabian universities (Section 5.7) as he was
searching for the relevant interventions. He searched for interventions that
could close the gap between the themes’ current practices in Saudi Arabian
HEIs and their ideal position, in order that Saudi Arabian universities build an
organisational culture that supports Cl. The research has found 13 relevant

interventions, which are provided in Table 20.
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Table 20: Literature interventions

Develop effective leaders. Send senior managers to gg{l i(nzsognlg’
strategic planning training programmes on a regular

) i~ : - Holton (2004),
basis. Facilitate knowledge and skills-building Yukl (2006)
workshops on a series of leadership development topics. '

L R . Rothwell
This will enhance the intuition’s leadership

. S R . (2002).

competencies and align its leaders’ skills with the Chaimonakonr
institution’s strategic goals. It will also build the : g
Lo i : . ojna and
institution’s specific leadership capabilities and increase Steane, (2015)
their managers’ understanding of ethical and their Ar dich’vili ot ’
leadership roles and their employees’ needs. al, (2016 )
Equip staff with their job’s essential skills. Provide
initial training for under-qualified or untrained staff.
Provide subject-specific training focussing, for example,

: . L2 Orr et al.
on information and communication technology (ICT) or (2013)

wider training programmes designed to inform all staff
about changes to the curriculum or job objectives. This
will enhance employees’ work quality and outcomes.

Diversify the institution’s sources of income. Establish
funding channels through techniques such as externally
funded contract research, consultancy and links with

Skrbinjek and
Lesjak, (2014),
Nagy, Kovats

private businesses. This will reduce financial barriersto | and Németh
university projects and increase the institution’s (2014) Hewitt-
sustainability and competitiveness. Dundas (2012)
Encourage staff to participate in the organisation’s
decision-making process. Ask them to develop
AN c . Bakker and
initiatives for change, support them and believe in their .

. AT o Demerouti
competence to implement these initiatives. This will
increase employees’ motivation and create (2008), Naruse

et al. (2015)

organisational value for them. It will also enhance
employees’ work engagement and performance and
allow the institution to gain employee loyalty.
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Implement name-blind job applications in the
recruitment procedures in your institution through. This
will reduce the potential unconscious bias of applicants
from different cultural and ethnic backgrounds and
increase qualification-based employment. It will also
build a qualified workforce and increase the trust and
fairness in the recruitment process.

Watt (2015)

Establish a systematic process that identifies the specific
mix of knowledge, skills and attitudes required for high
performance in a specific job. Measure such job
requirements in employees to find the right match for
the right job. Also this process to develop and train
employees in areas where there is a gap between the
desired level of capability and current employee
capability. This will allow the organisation to recruit
and promote the right candidate based on their
competencies. It will enhance employee performance by
training them in the right areas, increase employees’
productivity and engagement, develop situational
leadership skills and result in a highly skilled and
motivated workforce.

Anisha (2012)

Give individuals or teams responsibility for a whole
task, from the preparatory planning to the resultant
outcome. This will motivate them and enhance their

Hackman and
Oldham (1980)
and

sense of autonomy and freedom, which will result in 'élgf;’;] aam

improvements in work quality and productivity.

Establish ad hoc teams that cut across departments and gor;g;)ga}y et

hierarchical levels and coordinate to provide integrated V\/Bolle ’

decision making. In these teams, employees report to Y.

both their team leader and their functional boss. This Aggarwal and
. . : . - . Malone, 2015;

will create an inclusive and efficient decision-making Pakarin;en an d,

mechanism and allow effective coordination between Virtanen

different organisational departments. 2017) '

Establish collaboration channels with external advisory

groups that provide ideas and guidance for the

institution in its various regulatory and structural

concerns and offer assistance in its development Kezar (2009)

initiatives. The advisory groups will provide the
university with expert advice and inform them of
worldwide best practices.
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Provide direct payment rewards to staff based on their :
. ; ; , Seldin (1990),
work achievement, thereby increasing employees’ work
o ; i . : . Glewwe et al.
motivation and satisfaction, which will result in better
(2008).
work performance.
Establish an independent team that monitors the
recruitment procedure and provides an annual report on
its quality and fairness. This will create a more Tackey et al.
transparent recruitment process and assist in creating (2006)
equal employment opportunities and, where relevant,
increase accountability.
Beer, M. and
Walton, E. R.
Compensate based on skills employees have, not their 1990; Mitra,
assigned job. This will motivate employees to broaden Gupta and
their skills. Shaw, 2011
and Sailer,
2017
Develop coaching relationships. Establish formal
mentoring programmes qnd encourage the formation of Kotter (2001),
informal mentoring relationships among managers and Yukl (2006)
high-potential employees. This will grow employees oo
. . . Cappelli et al.
professionally and develop high-potential managers. It (2015)
will also enhance employees’ self-esteem, empower
them and enhance their relationship with management.

6.4 Developing the interventions

The interventions shown above, from both the main data and the
literature, have been proposed to act as enablers for the effective
implementation of continuous improvement. The two intervention types share
commonalities and serve similar purposes. For example, both main data and
literature interventions propose the facilitation of financial incentives to
encourage better employee performance and work productivity. In addition,
both intervention channels suggest that the training of employees and the
delegation of decision making to them is an effective way to empower them
and gain their loyalty. For the purpose of this research, the interventions from
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both the literature and the main data that share commonalities and serve
similar purposes have been combined. Twelve proposed interventions were
developed to facilitate a culture of CI in Saudi Arabian HEIs. The outcomes of
these interventions should close the gap between the themes’ current practices
and their ideal positions. These multi-purpose-serving interventions act as

interacting channels for CI culture in Saudi Arabian universities.

The following tables demonstrate the stages through which the proposed
interventions have been developed. Table 21 provides the ideal position, the
relevant intervention from the literate (LI) that contributes to the achievement
of the ideal position, the relevant intervention from the main data (PC) that
contributes to the achievement of the ideal position and the proposed
interventions (PI), which integrate similar interventions from the literature and
main data that serve similar purposes into one potential intervention. Table 22
showcases the list of the proposed interventions, their desired effects and the
themes they target. Each proposed intervention has been contributing to the
achievement of the ideal positions of at least two themes, as shown in Table
22. Table 23 demonstrates the relationship between the proposed
interventions. Nine of the proposed interventions possess supporting evidence
from both the literature and main data and four are independently supported by
either the literature or the main data.

Table 21: Ideal position, relevant intervention from literature (L1) and main
data (PC), proposed interventions (PI)

External engagement: The Facilitate training channels

university is engaging more for institution leaders that

widely with society to ensure PC1 | equip them with the specific

its long-term sustainability. It PC1 | leadership qualities required
. . LI1 . e

contributes to the social good LI9 5 for their specific roles so that

beyond legal compliance by PC1 | they can manage their work

integrating societal interests 1 effectively.

in its decision-making Create public engagement-

processes. Such contributions supporting policies by
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include encouraging
education to sustain human
development, the provision of
services, teaching and
research, facilitating
scholarships and general
contributions to the well-
being of local communities.
Clearly, its contribution
internalises awareness of the
positive and critical value of
its accountability to the
community at large that is
mandatory rather than
optional.

developing partnerships with
public-supporting institutions
and encouraging staff and
students to engage in public
issues.

Establish a clear direction for
your institution and develop
short- and medium-term
targets to achieve long-term
goals.

Establish feedback channels
and encourage participation.

Institutional management:
The university leaders are
facilitating an environment
that encourages success by
managing the different
activities and programmes
that encourage the
achievement of the

Facilitate training channels
for institution leaders that
equip them with the specific
leadership qualities required
for their specific roles in
order that they can manage

university’s primary goals PC4 | their work eﬁ_‘e_ctively. .
S : ' LI1 | PC5 | Delegate decision making and
uch leaders have built a LI10 | PC6 | work execution

Iglg?il%gfgég?im&gﬁh PC1 | Provide encouragement and

R 4 rewards and ensure that they
respect, motivation and target performance and
empowerment, ultimately qualifications
gaining their loyalty. They Establish a co'mmon goal and
have facilitated participatory 2 shared commitment for
decision-making and em

. ployees and encourage

encouraged their employees them to work collaboratively.
to work in teams to ensure
work-execution efficiency.
Skills enhancement: Systematically study the skill
The university regularly takes L2 | pc7 needs of the institution and
measures to enhance and L6 |pcs employees, provide a wide
update the skills of its staff Li12 | pcy | range of supporting resources
and students to ensure they L3 | 2 and training opportunities and

are equipped with the
relevant skills to carry out
their tasks. It uses practical

encourage participation.
Provide encouragement and
rewards and ensure that they
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procedures to assess training
needed, which may include
measuring the individual’s
work against job objectives or
analysing job requirements.
Employees who do not meet
these requirements become
candidates for training. Once
training needs have been
identified in a particular
department, that department
initiates the suitable training
technique, which may include
‘on-the-job-training’, the aim
of which is the transfer of
knowledge from experienced
individuals. This is achieved
by assigning professional
trainers or a specialised
training agency to conduct
the required training within
that department. It may also
include ‘off-the-job training’
in which employees train on
the actual equipment in a
realistic job setting but in a
training school or a specific
training department.

target performance and
qualifications.

Institutional strategies:

The university has effective
plans and functions to
achieve its strategic aims. Its
strategy is aligned with its
structure and management
systems and its employees are
informed of and motivated
towards the achievement of
such strategic goals. The
strategic goals are clear and
can be realistically achieved.
The university-initiated core
objectives are clearly
recognised and its leaders are
clear on where changes need

LI1
LI4
LI8

PC1

PC3
PC5
PC1

Facilitate training channels
for your institution leaders
that equip them with the
specific leadership qualities
required for their specific
roles so that they can
effectively manage their
work.

Establish a clear direction for
your institution and develop
short- and medium-term
targets to achieve the long-
term goals.

Establish ad hoc teams that
cut across departments and
hierarchical levels and
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to be made. The strategy
takes account of the barriers
that may arise in the process
of fulfilling the university’s
strategy and efforts to
overcome these barriers are
planned strategically.

coordinate to provide
integrated decision-making
processes and encourage staff
to participate in them to
empower them to develop
their own initiatives.

Monitor employee and
institution performance on a
regular basis.

Development and growth:
The university systematically
and continuously takes
measures to develop its
internal capacity to maximise
efficiency in its mission to
sustain itself in the
competitive higher education
sector. It forms select
committees to regularly
examine the university’s
current position and generate
ideas and plans for its
improvement. It ensures
collaboration between
different university
stakeholders, creates external
support links that facilitate
the generation of innovations
and ideas and the adoption of
good practices. Continually, it
promotes those departments
acknowledged as being strong
and works towards improving
other weaker departments. It
moderates and integrates new
technologies into daily
university functions to
improve their working
efficiency. It develops
strategies, diversifies and
works towards increasing its
funding to support the
university's strategic
initiatives and programme

LI1
LI3
LI8

PC3
PC8
PC1
PC1

PC2
PC1

PC1

PC1

Facilitate training channels
for your institution leaders
that equip them with the
specific leadership qualities
required for their specific
roles so that they can
effectively manage their
work.

Establish a clear direction for
your institution and develop
short- and medium-term
targets to achieve long-term
goals

Create external knowledge,
finance and resource-
supporting channels.
Establish ad hoc teams that
cut across departments and
hierarchical levels and
coordinate to provide
integrated decision-making
processes and encourage staff
to participate in them to
empower them to develop
their own initiatives.

Monitor employee and
institution performance on a
regular basis.

Systemically study the skill
needs of your institution and
employees, provide a wide
range of supporting resources
and training opportunities and
encourage participation.
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needs. It expends reasonable
efforts on staff development
and makes available the
innovation necessary to create
up-to-date resources.

Obstacles to success:

The university leaders study,
strategically plan and
patiently adopt reasonable
measures, on a priority basis,
to overcome any barriers that
arise in fulfilling their
institutional strategy. Prior to
making any fundamental
changes that are essential for
university-sought successes,
the university ensures that its
members are informed of the
planned changes, trained and
efficiently equipped with the
essential skills for those
changes. It also establishes
goals and reward and
recognition systems to ensure
its members are not
negatively affected by and
believe in the proposed
changes. It creates
mechanisms that support a
common organisational
culture, where similarities
between the university
members over-shadow
differences and provide a
feeling of unity between
them. Such mechanisms
include the establishment of
codes of behaviour and
ethical standards. The
university diversifies its
financial income to ensure
funding does not become a
barrier. It takes measures to
ensure the effective

LI1
LI2
LI3
LI4
LI5

PC1
PC3
PC6
PC9
PC1

PC1

PC1

Establish a clear direction for
your institution and develop
short- and medium-term
targets to achieve long-term
goals.

Create external knowledge,
finance and resource-
supporting channels.
Establish ad hoc teams that
cut across departments and
hierarchical levels and
coordinate to provide
integrated decision-making
processes and encourage staff
to participate in them to
empower them to develop
their own initiatives.
Establish a recruitment
system that is name blind and
provides incentives for
qualified professionals to join
your institution.

Systemically study the skill
needs of your institution and
employees, provide a wide
range of supporting resources
and training opportunities and
encourage participation.
Monitor employee and
institution performance on a
regular basis.
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management of human
resources by the recruitment
of qualified employees, the
appropriate positioning of
employees, clearly stating
employee roles, what is
expected of them, what the
outcome of their job will be
and ensuring that employees’
tasks are realistically
achievable.

Ethical Issues:

The university understands its
major role in the teaching and
learning of morals and values
and that its reputation and
credibility are grounded on
the effective utilisation and
representation of this role. It
complies with ethical policies
and regulations to maintain
its ethical legitimacy through
the creation of appropriate
and transparent reporting

Facilitate training channels
for your institution leaders
that equip them with the
specific leadership qualities
required for their specific
roles so that they can
effectively manage their
work.

Create external knowledge,
finance and resource-
supporting channels.
Create public engagement
supporting policies by

channels. It adopts LIL PC1 | developing partnerships with
institutional codes of ethics LI9 PC6 | public-supporting institutions
that identify ethical PC1 | and encouraging staff and
principles, which include the 1 students to engage in public
importance of employees’ Issues.

mutual respect, tolerance of Establish a common goal and
diversity and emphasis on the shared commitments for
well-being of students and employees and encourage
others who are vulnerable. It them to work collaboratively.
encourages its students and Monitor employee and
employees to engage in ethics institution performance on a
initiatives in the university regular basis.

and the community at large. Establish a recruitment

The university leaders system that is name blind and
understand their ethical provides incentives for
leadership role and act as role qualified professionals to join
models. your institution.

University infrastructure: LI4 | PC1l | Establish ad hoc teams that
The university creates LI7 |4 cut across departments and
coherent systems of effective | LI10 | PC2 | hierarchical levels and
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human resource-management PC5 | coordinate to provide
practices that support PC8 | integrated decision making
students’ and employees’ PC1 | and encourage staff to
autonomy, encourage their 2 participate in them to
critical thinking and creativity PC1 | empowers them to develop
and allow them to participate 4 their own initiatives.
in decision-making processes. PC7 | Delegate decision-making
This enhances employees’ PC1 | and work execution.
productivity through 6 Provide encouragement and
incentives, training, rewards and ensure that they
monitoring and target performance and
accountability. It provides qualifications.
them with the essential Create external knowledge,
equipment, facilities and finance and resource-
other resources that allow supporting channels.
them effectively to execute Systemically study the skill
their work, to be creative and needs of your institution and
innovative and to increase employees, provide a wide
their work-spirit and loyalty. range of supporting resources
and training opportunities and
encourage participation.
Monitor employee and
institution performance on a
regular basis.

6.5 Proposed interventions

The twelve proposed interventions relate to the facilitation of
leadership training, the creation of policies that support public engagement,
the establishment of a clear direction for the institution, the delegation of
decision making, the use of encouragement and rewards, the provision of
training opportunities and resources, the establishment of ad hoc
interdepartmental teams, the establishment of feedback channels, the
monitoring of employee performance, the development of common goals and

shared commitments, the creation of external knowledge, finance and
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resource-supporting channels, and establishment of a name-blind recruitment

system.

6.5.1 Facilitation of leadership training

Facilitating training channels for institution leaders equips them with
the specific leadership qualities required for their roles that allow them to
effectively manage their work. It enhances the intuition’s leadership
competencies and aligns leaders’ skills with the intuition’s strategic goals,
builds the institution’s specific leadership abilities and increase managers’
understanding of their ethical and leadership roles, and of their employees’
needs (Day, 2001; Rothwell, 2002; Collins and Holton, 2004; Yukl, 2006;
Chaimongkonrojna and Steane, 2015; Ardichvili, Natt och Dag and
Manderscheid, 2016 ). The facilitation of leadership training contributes
towards the ideal positions relating to institutional management, institutional
strategies, development and growth, external engagement, ethical issues and
obstacles to success (Table 22).

6.5.2 Creating policies that support public engagement

Creating public engagement supporting policies by developing
partnerships with public-supporting institutions and encouraging staff and
students to engage in public issues. This helps the university to enhance its
relationship with society, encourages collaboration between the university
staff, students and community members, and encourages the discussion of
relevant public issues (McDonald and Dominguez, 2015; Osman et al., 2016;
Hogan et al., 2017). This process enhances the transfer of knowledge and

expertise between both the university and the community, thereby contributing
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towards the ideal position for external engagement and addressing ethical

issues.

6.5.3 Establishing a clear direction for the institution

Establishing a clear direction for the institution and developing
short- and medium-term targets to achieve the long-term goals provides
guidance for the performance and acts as the self-assessment tool of the
university’s performance towards the achievement of its objectives
(Hladchenko, 2015; Al-Sarmi and Al-Hemyari, 2014). This decreases the
chances of unexpected obstacles and contributes towards the ideal position for

external engagement, development, growth and obstacles to success.

6.5.4 Delegation of decision making

Delegating decision making and work execution enhances employees’
self-confidence and spirit of innovation. It motivates employees and enhances
their sense of autonomy and freedom, which results in improvements in work
quality and productivity (Alcudia, Alcudia and Alcudia, 2015; Husni, 2018).
Delegation contributes towards the ideal position in institutional management

and university infrastructure.

6.5.5 Encouragement and rewards

Providing encouragement and rewards that target performance and
qualifications increases employees’ productivity and enhances their work
performance. Encouraging employees to develop their skills and work

competitiveness encourages the retention of hard-working, qualified
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employees. This increases employees’ work loyalty, productivity and work
satisfaction and motivates them to broaden their skill-set (Glinska-Newes$ and
Szostek, 2018; Aji, et al., 2017). Encouragement and rewards result in an
ideal position for institutional management, skills enhancement and university

infrastructure.

6.5.6 Provision of training opportunities and resources

A systemic study of the skill needs of an institution’s leaders and
employees provides a wide range of supporting resources and training
opportunities and encourages participation. It enhances employees’
performance by training them in the right areas, resulting in an increase in
employees’ productivity, engagement and motivation. Such opportunities also
facilitate the development of situational leadership skills (Anisha, 2012; Orr et
al., 2013). Employees’ self-assessment of their skills is enhanced, which
increases their self-confidence, work loyalty, efficiency and performance. This
facilitates communication platforms for students and staff to share ideas and
plan their work in the process, creating an ideal position for the themes: skills
enhancement, development and growth, obstacle to success and university

infrastructure.

6.5.7 Establishing ad hoc interdepartmental teams

Establishing coordinated ad hoc teams that cut across departments
and hierarchical levels and provide integrated decision-making, encourages
staff to participate in the institution’s decision-making processes and
empowers them to develop their own initiatives. It creates an inclusive and
efficient decision-making mechanism and allows for effective coordination

between different organisational departments (Gombolay et al., 2015;
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Woolley, Aggarwal and Malone, 2015; Pakarinen and Virtanen, 2017). It
motivates employees and enhances their sense of autonomy and freedom,
which results in improvements in work quality and productivity (Hackman and
Oldham, 1980 cited in Tripp, Riemenschneider and Thatcher, 2016 and
Algashaam, 2015) and enhances employees’ work engagement, performance
and loyalty (Bakker and Demerouti, 2008; Naruse et al., 2015). Coordinated
ad hoc interdepartmental teams further the ideal position for the themes:

institutional strategies, university infrastructure and obstacles to success.

6.5.8 Establishing feedback channels

Establishing feedback channels and encouraging participation
enhances staff productivity through periodic performance feedback and this, in
turn, enhances institutional success through regular performance assessment
and by providing a third-party perspective on the completed work. Feedback
channels also increase employees, students and other stakeholders’ satisfaction
through knowing that their voices are being heard, hence furthering the ideal
position for the engagement and institutional strategies themes (Dugguh and
Dennis, 2014; Saks and Gruman, 2014).

6.5.9 Monitoring employee performance

Monitoring employee and institution performance on a regular
basis guides the university towards the achievement of its goals and ensures
effective intervention at the right time that may affect goal achievement.
Institutional transparency and accountability are also enhanced, allowing
institutions to understand their strengths and weaknesses. This facilitates
cooperation between the faculties and different university departments and

creates coordinated decision-making processes. When monitored, the
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recruitment procedure creates a more transparent recruitment process and
assists in creating equal employment opportunities and increased
accountability (Fenwick, Explorations and Hagge, 2015; Tackey et al., 2006).
Monitoring performance furthers institutional strategies, development and
growth, as well as addressing ethical issues and obstacles to success (Salmi,
2015).

6.5.10 Establishment of common goals and shared commitment

Establishing a common goal and shared commitment for employees
encourages them to work collaboratively (Dalton and Crosby, 2011).
Encouraging internal communication between employees enhances their
relationships and leads to unity in the workplace. It also jumpstarts employees’
creativity, improves their work efficiency and productivity and allows them
flexibility. Common goals and shared commitments strengthen the ideal

positions for institutional management and ethical issues.

6.5.11 Creating external knowledge, finance and resource-supporting

channels

Creating external knowledge, finance and resource-supporting
channels increases the chances of private funding, research applicability and
students’ likelihood of employment. This reduces the financial barriers to
university projects and increases the institutions’ sustainability and
competitiveness (Skrbinjek and Lesjak, 2014; Nagy, Kovats and Németh,
2014; Hewitt-Dundas, 2012). The university gets access to expert advice, is
informed about worldwide best practices, enhances its public image and
institutional competitiveness and creates a wide portfolio of customers.

External knowledge, finance and resource-supporting channels further the
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themes development and growth, university infrastructure, ethical issues and

mitigate obstacle to success.

6.5.12 Establishing a name-blind recruitment system

Establishing a recruitment system that is name-blind and providing
incentives for qualified professionals to join the institution reduces the
potential for unconscious bias against applicants from different cultural and
ethnic backgrounds and increases qualification-based employment
opportunities, which builds a qualified workforce and increases trust and
fairness in the recruitment process (Watt, 2015). It enhances an institution’s
knowledge and production, increases diversity in the workplace and facilitate
diverse ways of teaching and learning. It addresses the ideal position relating
to the themes: obstacle to success and ethical issues.

Table 22 summarises the proposed interventions, their desired outcomes and
the themes whose ideal positions the interventions seek to achieve. Each of the
proposed interventions should contribute to the achievement of the ideal

position of at least two themes.

Table 22: Summary of proposed interventions (PI), desired effects and
targeted themes

Facilitate training Enhance the intuition’s leadership | ¢  External engagement
channels for competencies and align its leaders” | e  Institutional
institution leaders, skills with the intuition’s strategic management
that equip them with | goals. Build the institution’s e Institutional strategies
the specific specific leadership abilities and e Development and
leadership qualities | increase managers’ understanding growth
required for their of their ethical and leadership roles | 4  Opstacle to success
specific roles so that | and their employees’ needs (Day, e FEthical issues
they can effectively | 2001; Rothwell, 2002; Collins and
manage their work Holton, 2004; Yukl, 2006;

Chaimongkonrojna and Steane,
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2015; Ardichvili, Natt och Dag and
Manderscheid, 2016)

Create public
engagement
supporting policies,
by developing
partnerships with
public-supporting
institutions and
encouraging staff
and students to
engage in public
issues

Enhance the university’s
relationship with society and the
transfer of knowledge and
expertise, Encourage collaboration
between university staff and
students and members of the
community, and encourage
discussion of relevant public issues
(McDonald and Dominguez, 2015;
Osman et al., 2016; Hogan et al.,
2017)

External engagement
Ethical issues

Establish a clear
direction for the
institution, develop
short- and medium-
term targets to
achieve long-term
goals

Provide guidance for performance
towards the achievement of
institutional objectives. Decrease
the chances of unexpected
obstacles. (Hladchenko, 2015; Al-
Sarmi and Al-Hemyari, 2014)

External engagement
Development and
growth

Obstacle to success

Delegate decision
making and work
execution

Enhance employees’ self-
confidence, motivation and spirit
of innovation. Motivate employees
and enhance their sense of
autonomy and freedom, which will
result in improvements in work
quality and productivity (Alcudia,
Alcudia and Alcudia, 2015; Husni,
2018)

Institutional
management
University infrastructure

Provide
encouragement and
rewards based on
performance and
qualifications

Increase employees’ productivity
and enhance their performance,
loyalty and work satisfaction and
motivate them to broaden their
skills (Glinska-Newe$ and Szostek,
2018; Aji, et al., 2017)

Institutional
management

Skills enhancement
University infrastructure

Systematically study
the skills needs of
institution leaders
and employees,
provide a wide range
of supporting
resources and
training
opportunities and

Enhance employees’ performance
by training them in the right areas.
Increase employees’ productivity
and engagement, which will result
in a highly skilled and motivated
workforce. Develop situational
leadership skills (Anisha, 2012;
Orr et al., 2013). Enhance
employees’ self-assessment of their

Skills enhancement
Development and
growth

Obstacle to success
University infrastructure

253




encourage
participation

skills. This will increase
employees’ self-confidence, work
loyalty and enhance their
relationship with the management.
In addition, it will increase work
performance and improve
efficiency, by increasing the base
(speed) of work execution, thereby
allowing students and staff study or
Iwork flexibility. This will
facilitate communication platforms
for students and staff to share ideas
and plan their work.

Establish
interdepartmental ad
hoc teams that cut
across departments
and hierarchical
levels and
coordinate to
provide integrated
decision-making and
encourage staff to
participate in them
to empower them to
develop their own
initiatives

Create an inclusive and efficient
decision-making mechanism that
allows for effective coordination
between different organisational
departments. It motivates
employees and enhances their
sense of autonomy and freedom,
which will result in improvements
in work quality and productivity.
Create an organisation value for
employees, enhance employees’
work engagement and performance
and allow the institution to gain its
employees’ loyalty (Bakker and
Demerouti, 2008; Naruse et al.,
2015; Gombolay et al., 2015;
Woolley, Aggarwal and Malone,
2015; Pakarinen and Virtanen,
2017)

e Institutional strategies
e University infrastructure
e  Obstacle to success

Establish feedback
channels and
encourage
participation

Enhance staff productivity through
periodic performance feedback and
employees’ and students’
satisfaction by knowing that their
voices are being heard. Enhance
institutional success through the
regular assessment of performance.
Provide a third-party perspective
on the completed work (Dugguh
and Dennis, 2014; Saks and
Gruman, 2014)

e External engagement
e Institutional strategies

Monitor employee
and institution
performance on a
regular basis

Guide the university towards the
achievement of its goals and ensure
effective interventions occur at the
right time to address any issues the
university faces in its pursuit of
achieving its goals. Facilitate
cooperation between faculties and
different university departments

e Institutional strategies

e Development and
growth

e  Obstacle to success

e Ethical issues

e  University infrastructure
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and create coordinated decision-
making processes. Monitor the
recruitment procedure to create a
more transparent version and assist
in creating equal employment
opportunities and, where relevant,
increase accountability. This
increases accountability,
institutional transparency and
allows institutions to know their
strengths and weaknesses
(Fenwick, Explorations and Hagge,
2015; Tackey et al., 2006; Salmi,
2015)

Establish a common
goal, shared
commitment and
encourage
collaborative
working

Encourage internal communication
between employees to enhance
their relationships and encourage
unity in the workplace. Encourage
employees’ creativity, improve
their work efficiency and
productivity and allow them
flexibility (Dalton and Crosby,
2011)

e [Institutional
management
e Ethical issues

Create external
knowledge, finance
and resource-
supporting channels

Increases the chances of procuring
private funding and demonstrating
research applicability and students’
likelihood of employment.
Reduces the financial barriers to
university projects and increase the
institutions’ sustainability and
competitiveness. The university
will have access to expert advice
and be informed about worldwide
best practices. Enhance its public
image and institutional
competitiveness and create a wide
portfolio of customers (Skrbinjek
and Lesjak, 2014; Nagy, Kovats
and Németh, 2014; Hewitt-Dundas,
2012)

e Development and
growth

e Obstacle to success

e Ethical issues

e University infrastructure

Establish a name
blind recruitment
system and provide
incentives for
qualified
professionals to join
the institution

Reduces the potential unconscious
bias against some applicants from
different cultural and ethnic
backgrounds, increases
qualification-based employment,
builds a qualified workforce and
increase trust and fairness in the
process (Watt, 2015) Enhances its
knowledge and production,

e  Obstacle to success
e Ethical issues
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increases diversity in the work
place and facilitate different ways
of teaching and learning.

6.6 The relationship between the proposed interventions

Table 23 describes the relationship between the proposed interventions.

It shows that most are supported by both the literature and the main data.

Table 23: Relationship between the proposed interventions and the targeted
themes

Facilitate training channels for your
institution leaders that equip them with the
specific leadership qualities required for N N
their specific roles so that they can
effectively manage their work

Create public engagement-supporting
policies, by developing partnerships with
public-supporting institutions and N
encouraging staff and students to engage in
public issues

Establish a clear direction for your
institution and develop short- and medium- \
term targets to achieve long-term goals
Delegate decision making and work N N
execution
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Provide encouragement and rewards and
ensure that they target performance and v \
qualifications

Systemically study the skill needs of your
institution’s leaders and employees,
provide a wide range of supporting V \
resources and training opportunities and
encourage participation

Establish ad hoc teams that cut across
departments and hierarchical levels and
coordinate to provide integrated decision-
making and encourage staff to participate N
in the institution’s decision-making
processes to empower them to develop
their own initiatives

Establish feedback channels and encourage N
participation
Monitor employee and institution N N

performance on a regular basis

Establish a common goal and shared

commitment for employees and encourage \ \
them to work collaboratively
Create external knowledge, finance and N N

resource-supporting channels

Establish a recruitment system that is name
blind and provides incentives for qualified \ \
professionals to join your institution

6.7 Expert validation

In order to evaluate and validate the developed framework, the
researcher heard the judgments of three industry experts. Schuwirth and van
der Vleuten (2011) claim that the best way to consider validity is to see it as a
subjective, qualitative judgment, normally taken by someone with expertise in
the area being tested. Therefore, the researcher met with three experts in areas
relating to ClI to seek their valuable feedback in relation the validity and
applicability of the developed framework. Table 24 highlights the participants
expertise and related experience in CI.
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Table 24: Participant's expertise and related experience in Cl

Executive in the Ministry of Education | 22 Saudi Arabia

Dean of quality and development 16 Kuwait

University chancellor’s consultant 15 United
Kingdom

These experts’ views on this proposed framework are integral to validating its
reliability and ensuring its applicability to KSA’s HEIs. Therefore, the author
has individually met with the above experts and showed them the proposed
framework and its expected impact on enabling Cl within KSA’s HEIs. The
experts were excited with the framework and expected it to make a real impact
on these institutions’ organisational culture and, accordingly, to enable Cl in
such HEIls. The experts also made some suggestions for steps to be
incorporated within the current framework that will increase its reliability and
widen its applicability to include other Arab states. These expert’s views on

the proposed framework are summarised as follows:
Expert A

“Your work touches heavily on many issues that we face in our universities,
some of which have not even been acknowledged, and your proposed
framework —although it is idealistic to a certain extent — it still can address
many of these issues.” He added, ““in fact, in the last three years, we have

been utilising various aspects of your framework within our HEIs development

initiatives.”

Expert B
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“This proposed framework will contribute to the body of literature relating to
the management of HEIs, not only in the Saudi HEIs, but throughout the GCC
and the Arab countries who share, to large extent, similar cultures.”

Expert C

“Your framework provides a comprehensive view to the understanding the
application of CI, and it proposes a revolutionary transformation to the way
HElIs are currently operating. Therefore, its application in the current
environment will be met with challenges™. He added, “Various aspects of this
framework can also be beneficial in non-HEI organisations™. He further
suggested, “The framework’s clarity would benefit from the use of more

indicative diagrams™

Having considered the experts views on the proposed framework, it is
also important to highlight their suggested amendments towards making it
more effective. Indeed, both experts A and C have suggested that HEIs should
instigate continuous and periodical reflections following each targeted
milestone before reaching the institutions’ desired goal. This recommendation
was made in order to ensure that such targets build on each other’s success and
failures before achieving the final outcome of the framework. Expert B, who
was impressed with the framework and encouraged its implementation in
KSA'’s HElIs, suggested the implementation of this proposed framework on
private HEIs within the KSA before expanding to the other public HEIs. This
is because private HEIs are less restricted when it comes to implementing new
initiatives and they are also of a smaller size to public HEIs. Both of these
suggestions were incorporated into the proposed framework, as illustrated in
the following table (Table 25).

Table 25: Expert's suggested amendments
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There is a need for continuous and periodical reflections following
each targeted milestone before reaching the institutions’ desired goal

The implementation of this proposed framework should target private
HEIs first, before expanding to the other public HEIs

During the validation process involving these selected experts (who are from
different countries with various HEI structures), the author has made some
important observations. Although the experts emphasised the importance of
this proposed framework in developing HEIs in general, they also stressed the
need to contextualise the framework to suit each country’s needs. This was
mostly seen in the experts’ continuous reference to their HEIs dominant
practice of OC that, in several occasions, differs from the KSA’s HEI
practices. Therefore, it is clear that such a proposed framework could be
applicable to most countries’ HEIs, provided each country’s OC, national
culture and other influencing factors are taken into consideration. This
contextualisation will enable each country to apply the framework’s key

elements and prioritise them in a way that will enhance CI within their HEIs.

6.8 The proposed framework

This study proposes a framework that would enable the needed
improvements and overcome the challenges facing the HEIs’ CI efforts. This
approach will address the factors that are an amalgamation of a number of OC
aspects that have shaped the current Saudi HEIs’ OC and facilitate an OC that
supports Cl. Interventions captured on the framework were developed from
this study’s emergent themes, which are shown in Table 17 and were
discussed in Chapter Five. Table 23 shows the 12 proposed interventions and
Table 25 shows experts’ comments regarding the relevancy and

implementation of the interventions. The proposed interventions are consistent
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with Schein’s (1992) conceptualisation of organisational culture as having

three aspects: underlying assumptions, espoused values, and artefacts.

Figure 13 illustrates how the proposed interventions’ framework is consistent
with Schein’s (1992) conceptualisation of organisational culture. The figure
divides the proposed interventions into three categories, each of which is
linked with one Schein’s (1992) organisational culture conceptualising
aspects. It also highlights linkages among Schein’s three levels of culture,
illustrating that CI results from an OC where there is alignment among shared

assumptions, espoused values and artefacts as shown in the figure below.

Figure 12: The influence of organisational culture on continuous improvement
(Source: own creation)

6. 9 Conclusion

Based on data derived from the study’s participants, this chapter

identified inferred interventions that could facilitate Cl in Saudi Arabian HEIs.
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These findings were fused with interventions derived from relevant literature
to come up with interventions that are considered capable of closing the gap
between the ideal conditions for Cl and current practices in Saudi Arabian
universities. The identified interventions were labelled as enablers for the
effective implementation of CI. This was followed by a demonstration, in
tabular format, of the stages undertaken to develop a proposal of interventions,
outline their desired effects, and demonstrate the CI themes they would
address. This culminated in a preliminary framework that highlights the
relationships among the proposed interventions. The preliminary framework
was then evaluated and validated through soliciting expert opinions, which
were incorporated to come up with the framework presented in Figure 13. The
framework was reduced to a diagram consistent with the suggestion of one of
the experts that the ““framework’s clarity would benefit from the use of more
indicative diagrams.”. The next chapter discusses the presented findings and
the proposed framework of organisational cultural factors that have been
acting either as enablers or inhibitors to the success of Cl efforts in Saudi
HEIs.
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CHAPTER SEVEN: DISCUSSION OF RESEARCH RESULTS

7.1 Introduction

This study set out to establish how organisational culture can be
leveraged to support continuous improvement in Saudi Arabia’s HEIs. In this
regard, the study’s objectives were to: identify organisational culture enablers
and inhibitors of continuous improvement through conducting an extensive
literature review; identifying organisational culture enablers and inhibitors of
continuous improvement within HEI in Saudi Arabia; clarifying how enablers
can be encouraged and inhibitors removed in the organisational culture in Saudi
Arabia’s HEIs; developing a framework of interventions that will help to
leverage the organisation cultures of Saudi Arabia HEIs to facilitate continuous
improvement; evaluating and validating the proposed intervention framework
of the organisational culture via experts’ judgments. This chapter discusses this
study’s framework of proposed interventions which was presented in (Table 22)
in the previous chapter. The discussion is structured as follows: underlying
assumptions, espoused values, visible elements, which influences OC and
impacts CI efforts. This chapter concludes by evaluating the strengths and

limitations of the framework.

7.2 Proposed framework discussion

In order to address the above-mentioned factors that are an
amalgamation of a number of OC aspects that have shaped the current OC of
Saudi HEIs’ and facilitate an OC that supports Cl, this section discusses the
proposed framework for enabling the needed improvements and overcoming

the challenges facing the HEI’s CI efforts and expert’s suggestions on the
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relevancy and implementation of the interventions. The discussion is framed
by Schein’s (1992) conceptualisation of organisational culture, which has

three aspects: underlying assumptions, espoused values, and artefacts.

7.2.1 Underlying assumptions

Basic underlying assumptions are beliefs, perceptions, thoughts and
feelings that, although not directly observable, are taken for granted and can
be observed in a culture (Almaiman, McLaughlin, and Al-Ashaab, 2017 citing
Lawson and Shen 1998). In this study, underlying assumptions were
recognised about the role of society in shaping the OC of universities.
According to Babnik (2011), organisational culture is directly determined by
implicit societal culture. Vajpayee and Chakraborty (2017) argue that societal
culture is an integral part of organisational culture. This is confirmed by,
among others, Aldrich and Marsden (1988), Hofstede (1991), Tayeb (1994)
and Zakaria (1997), who have argued that organisations do not exist in a
vacuum but within specific cultures. Societal culture denotes the relation of
states with employers, workers and the norms and values of organisations and
of workers in organisations. This ultimately influences collective relations
between employers and workers and their place of work, collective relations
between employers and trade unions and, to a certain extent, the state, in the

regulation of their relationship.

The impact of societal cultures varies in the degree to which there is a
dominant set of values and beliefs that influences organisational culture
(Brodbeck et al., 2004). The values and beliefs that individuals have and
transfer from their social environment to the organisational one determines
their behaviour within the organisation (Fitzsimmons and Stamper, 2014;
Kopelman et al., 1990). Further, societal culture has been found to influence
the implementation and continuation of improvement processes (Pakdil and
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Leonard, 2017). Therefore, this study’s framework of OC factors influencing
ClI proposes that HEIs create policies to support engagement through
partnerships with public-supporting institutions and should encourage its staff
and students to engage in public-related issues as a way of influencing societal
culture. For example, one participant explained how engagement in public-
related issues can enhance a university’s relationship with wider society. He

stated:

For our university to be able to build a good relationship
with society and encourage collaboration between us [staff]
and the community members in relation to our research and
other social related studies, | believe that our university
needs to take practical steps that encourage both the staff
and students to engage in public issues. For example, the
university should create a unit that specifically focuses on
public engagement, which is composed of both public
engagement professionals and students. Also, the university
should create a platform for public engagement that
encourages discussion of public issues and provides
guidance for those staff and students who wish to participate
in public engagement activities. It should also motivate the
wider university staff and students to engage in public issues
through incentives. Such incentives can be through cash
payments, job recruitment for students or job promotion for
staff.

Therefore, when the university engages in societal issues, it contributes to the
development of societal culture which. in turn, affects its internal OC. The
extent to which a university’s engagement in public issues can meaningfully

influence societal culture — to the point of instilling shared assumptions that
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work in favour of continuous improvement — is debatable, at least in the short

to medium term.

In the case of the KSA, where religion plays a dominant role across all sectors
of people’s lives, whatever change results from a university’s influence is
likely to be acceptable or implementable only if consistent with overarching
religious assumptions, especially in state owned universities. Private
universities may be in a better position to implement changes because the
leadership has more power over decision-making, as explained by one of the

experts.

7.2.2 Espoused values as seen through leadership

The study recognises the role of the institutions’ leaders in the
facilitation of an OC that encourages CI as they are responsible for an
institution’s espoused values as reflected in its guiding philosophies, strategies
and goals. It proposes that institutional leaders should possess the key
competencies related to their fields so they may effectively execute their
functions in the workplace. It has been found that, when the management of an
institution are trained on a regular basis on strategic planning and specific
leadership and management areas, this enhances the institution’s leadership
competencies and aligns its leaders’ skills with the institution’s strategic goals
(Day, 2001; Collins and Holton, 2004; Santos, Caetano, and Tavares, 2015;
Griffith, Baur, and Buckley, 2018). It also builds an institution’s specific
leadership abilities and increase managers’ understanding of their ethical and
leadership roles, as well as their employees’ needs (Bedi, Alpaslan, and Green,
2016; Yukl, 2006; Rothwell, 2002).

The study proposes the establishment of a clear direction for the university

through the development of short- and long-term goals. These goals will act as
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a tool to guide the university’s development and growth, assess its

performance, and help it to predict the obstacles it may face. According to

Denison (1984, cited in Yildiz, 2014) the organisation’s short-term goals and

performances affect its long-term survival. The importance of pacing goals

was emphasized by one of the experts who highlighted the need for continuous

and periodical reflections following each targeted milestone. Along the same

vein, Kotter and Heskett (1992 cited in Meng, 2014) argue that the
organisational culture reflects its strategic objective, which is achieved
through conducting behavioural and operational improvements. The

commitment, according to the participants, is operationalised through the

creation of short-term and long-term goals that provide a gauging tool for the

performance of HEIs and decrease the chance of facing unexpected obstacles.

For example, one participant explained that the lack of effective long-term

strategy has resulted in unexpected obstacles that have affected many of their

university projects. He stated:

We faced a number of obstacles that affected our work

performance, including financial, skills and resistance from

some employees. We should have expected such barriers
initially when we set our transformation plans. If we had
expected these issues and included their solutions in our
plans, we would have been better equipped to deal with

them. For example, we did not expect the current

government cuts to the universities’ budgets and many of our
planned projects had to be either temporarily suspended or
completely cancelled. Our plans were relying on generous
government funds, and if we had expected these cuts, we
would have prioritised our planned projects, and we
wouldn’t have been forced to do such suspensions and

cancellations.
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Another participant explained how an effective university vision can direct its
performance. He said: “We utilise the university’s vision to assess our faculty
performance to ensure that we are working towards the achievement of the
university’s goals.” Viewing leadership as responsible for the vision, espoused
values of an organisation and ensuring that these are reflected in its guiding
philosophies, strategies and goals is one of the suggestions made in the

proposed framework of OC’s influence on Cl, but it has its limitations.

The main limitation is that it is based on an assumption that the leaders have
control over those aspects, a situation which, from some of the findings, is
evidently not the case. In addition, the relationship between leadership and
organisational values is not unidirectional in as much as leadership shapes the
organisation’s values, its leadership practices are conversely shaped by the
organisation’s values. Further, leadership in public universities seems to have
limited influence over matters of vision, strategy and goals, as is indicated by
a participant indicating that government funding was reduced at a time when
they did not expect it so that ““planned projects had to be either temporarily
suspended or completely cancelled. Our plans were relying on generous
government funds.” In government funded HEIs it may, therefore, be difficult
to implement the proposed framework as is, a view that is confirmed by one of

the experts.

7.2.3 Visible elements (artefacts)

The artefacts feature of Schein’s levels of organisational culture
encapsulates the visible organisational structure and processes that are
observed and appear to convey multiple meanings. In the context of
implementing Cl, the visible elements are part of the context that either aids or
deters the process. Sheldon et al. (2008) have termed this the implementation
climate. Those observed in the study are: facilitating training channels for
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institution leaders; creating public engagement supporting policies;
delegating decision making and work execution; providing encouragement and
rewards based on performance and qualifications; the systemic study of the
skills needed by an institution’s leaders and employees; establishing
interdepartmental ad hoc teams; establishing feedback channels and
encouraging participation; monitoring employee and institution performance
on a regular basis; creating external knowledge, finance and resource-

supporting channels and establishing a name-blind recruitment system.

7.2.3.1 Delegating decision making and work execution

The study proposes that leaders should delegate decision-making and
work execution to employees. According to the participants, this delegation
would create an OC of innovations, self-confidence and productivity.
According to one participant: ““When | delegate some responsibilities to my
employees and believe in their skills and judgment to finish the work, I find
that employees both enjoy it and become more innovative in their work

planning and performance.”

This is also supported by a number of studies indicating that, when staff are
encouraged to participate in the organisation’s decision-making and are being
supported by the management, it increases employees’ self-confidence and
motivation, (Bakker and Demerouti, 2008), work engagement, performance
and loyalty (Naruse et al., 2015) and encourages innovation (Alcudia, Alcudia

and Alcudia, 2015; Husni, 2018) thereby creating organisational value.

Delegating decision-making and work presupposes that those being delegated
to have the necessary skills and competences and to share the same vision. In
this regard, it becomes effective when implemented in tandem with shared

goals and the provision of necessary training.
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7.2.3.2 Facilitate needs-based training channels

Another main proposal of the study is that HEIs should systemically
study the training needs of their employees and provide a wide range of
supporting resources and training opportunities and encourage participation.
This includes facilitating training channels for institution leaders. The
continuous development of skills would create an OC focused on the
continuous assessment of skills and competencies at the human and
institutional levels, which would aid its CI efforts. For example, one
participant explained the benefits of facilitating training channels for

employees:

We found that, by leaving the choice of training to the
employees, they started to self-assess their skills; employees
are more confident now to carry out difficult tasks and, most
importantly, we noticed that this program has enhanced the
relationship between us and our employees.

Other studies have found that training plays a significant role in enhancing an
individuals’ productivity and in communicating organisational objectives to
employees (Ekaterini and Constantinos-Vasilios, 2009). Rohan and
Madhumita (2012) also explain that training employees in teamwork,
problem-solving, effective decision-making and interpersonal relations
benefits organisations in different ways, including in their level of growth and
performance. This may be because training plays a critical role in the making
and changing of an organisations’ culture (Valle, 1999 cited in Ali and
Patnaik, 2014; Gil and Mataveli, 2016) and help employees to accept new
structures and values (Jreisat, 1997, p. 181). The effective training and
development of employees has been associated with shaping organisational
culture (Gourova and Toteva, 2014; Pevkur, 2007).
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7.2.3.3 Establish a common goal, shared commitment and encouraging

collaborative work

Having recognised that a skilled workforce will not be able to
contribute effectively to CI if they do not share a common objective, this study
proposes that HEIs should establish a common goal and shared commitment
among employees and encourage them to work collaboratively to achieve such
goals. This shared commitment will enhance the relationships between
employees, encourage workplace unity, encourage employees’ creativity and

improve their work efficiency and productivity. One participant specified:

Our department’s staff cooperation has been our main
driver in competing and winning the title of best quality
department within our university. ... The whole department
had one goal, and one commitment, therefore we were very
motivated and, thankfully, we were rewarded with the best
quality department award.

In contrast, another participant explained the adverse impact for institutions

when their employees do not share a common goal. He stated:

Although the department goal of gaining academic
accreditation is known to everyone, we academics have not
been working together to achieve that goal. Everyone is
working on their own interests of publishing their own paper
or attending an out-of-country conference. This has affected
our overall departmental research productivity and quality.
We need to work together on research if we want to enhance

our department accreditation.
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These findings indicate that teamwork must work both within and across

departments if it is to be effective in changing the OC.

7.2.3.4 Establishment of coordinated multi-department ad hoc teams

Internal cooperation between the different functions of a university was
found critical to creating a common goal-based OC. In this regard, the study
proposes the establishment of coordinated ad hoc teams that cut across
departments and hierarchical levels to provide integrated decision-making, as
well as encourage staff to participate in the institution’s decision-making
process. This will help HEIs in their strategy planning and implementation and
build a cultural infrastructure that discourages bureaucracy and encourages a
coordinated decision-making process. A number of studies have found that
demonstrate how the establishment of ad hoc teams creates an inclusive and
efficient decision-making mechanism and allows for effective coordination to
occur between different organisational departments (Gombolay et al., 2015;
Woolley, Aggarwal and Malone, 2015; Pakarinen and Virtanen, 2017).
Additionally, it motivates employees and enhances their sense of autonomy,
resulting in improvements in work quality and productivity (Hackman and
Oldham, 1980 and Algashaam, 2015). It will also enhance employees’ work
engagement and performance loyalty (Bakker and Demerouti, 2008; Naruse et
al., 2015).

7.2.3.5 Providing encouragement and rewards based on performance and
gualifications

Encouragement and rewards are proposed as important interventions
that HEIs can use to enhance management-employee relationships, encourage

employees to widen their skills and build a cultural infrastructure of

273



productivity and growth. The encouragement can take different forms,
including financial payments, work promotions or even personal
encouragement by a manager. Glewwe et al. (2008) found that offering direct
payment rewards to staff based on their work achievement could increase
employees’” work motivation and satisfaction, as well as their overall work
performance. Other studies have signalled that skills-based as opposed to job-
based compensation will impact on employees’ motivation and will encourage
them to broaden their skills (Sailer, 2017; Mitra, Gupta and Shaw, 2011). One
of the study participants explained that rewarding employees with salary
increases and work promotions could increase employee productivity,
encourage them to widen their skills and enhance their work performance. He
explained:

We need to encourage better employee performance by
creating employee performance-driven incentives. For
example, we should create objective criteria for our
department employees that resemble what we look for as an
ideal work performance. The ideal work performance, |
believe, should include meeting the job targets, continually
expanding their skills to enhance their work performance,
continually self-assessing their own work environment,
making recommendations to the management on how to
improve their work environment, and lastly, having a good
relationship with co-workers. If we create these objective
criteria and reward employees who meet these objective
criteria with salary increases or job promotions, | believe
that we will have a more productive and competitive work
environment and encourage employees to develop their
skills.
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Using work promotion to encourage employees’ productivity and to widen

their skills is one of this study’s main findings. According to one participant:

... some employees spend up to nine years in the same
position without any promotion or being able to sign up for
courses to develop their skills, which leads to an indirect
resistance to the university’s proposed development, as they
want to avoid any development-based challenges and simply

enjoy their routine work.
He adds:

I believe this can be overcome if the university uses career
promotions to encourage employees to increase their
performance or develop their skills, because employees need
to see that they can grow in their workplace. In this way, the
university will gain their employees’ loyalty and have a

skilled workforce.

Verbal encouragement by the management can increase employees’

work loyalty and raise their productivity. One participant explained:

From personal experience, | found that individual
encouragement by the direct manager, even if productivity is
low, will increase employee productivity within a few
months... | found that with constant personal encouragement
for employees, two primary factors were gained: the
employees’ work loyalty and the productivity of such
employees, which has been greatly reflected in the success of

the faculty
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Providing encouragement and rewards based on performance and
qualifications presupposes the existence of performance monitoring and

mechanisms for channelling performance feedback.

7.2.3.6 Monitor employee and institution performance on a regular basis

Monitoring performance by the top management guides the university
towards the achievement of its goals and ensures effective intervention at the
right time to address any issues the university faces in its pursuit of achieving
its goals. Monitoring also facilitates cooperation between faculties and
different university departments and creates coordinated decision-making

processes. For example, one participant explained:

...since he was appointed as our university chancellor, we
started noticing different attitudes towards the development
of the university, especially regarding academic
departments. He started asking what used to be
uncomfortable questions in the university, such as what each
faculty vision is, how far did they work to achieve such a
vision, what has been the output of each faculty in terms of
research and study outcomes, and what development steps
faculties have taken, if any. Two years since his
appointment, I can tell you that we have witnessed more
productivity in the university and started witnessing more
cooperation between faculties and different university
departments to achieve the university’s overall vision of

improvements.

Additionally, this study recognises the importance of regularly monitoring

employee and institution’s performance in the success of its HEIs’ strategy
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with respect to its implementation, development and growth, and to
overcoming any ethical violations that may exist inside HEIs. According to

one participant:

The performance report is very important, not just for the
staff but for the department as well; how else would we know
about well or badly performing departments and/or staff?
The absence of these performance reports is the reason
behind the lack of productivity, because without transparent
reporting, low-performing staff and departments will not be

held accountable for their low performance.

7.2.3.7 Establish feedback channels and encourage participation

Linked to monitoring is providing employees with feedback to
facilitate improvement. The study proposes the establishment of feedback
channels throughout an institution in order to provide it with continuous
assessment of its strategies and performance. According to Bratton and Gold
(2012) and Holton et al. (2007), feedback enables employees to see, without
bias, how others perceive their performance and input in areas such as
teamwork, leadership, interaction and interpersonal communication,
management, contributions, accountability, work habits and vision. This is
consistent with the study’s finding that the facilitation of feedback channels
creates an OC of productivity and employee satisfaction. One participant
declared: “One of the steps we took to improve our staff productivity and work
quality was through providing them with periodic performance feedback™.

Another participant explained:

| started to understand where my weaknesses were in

relation to my module preparation and teaching, which
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included, according to my recent students’ feedback, my lack
of use of PowerPoint and not interacting enough with
students in the lectures. ... | relied on such feedback to
prepare this year’s lectures, and | started to notice better

student attendance than last year.

This shows that performance feedback is a tool that is used to deconstruct
employees’ weaknesses and strengths. In this study, feedback was found to
encourage self-assessment among employees and students. For example, one

participant stated:

We also want to encourage self-assessment by creating
reflective feedback throughout the university, whereby every
staff member and student is asked to reflect upon their
performance, so we can encourage this self-critique habit
within them in order for them to continuously monitor their
own performance and development. We also do this on an
institutional level, whereby every department is asked to
reflect upon their annual performance and is required to
provide detailed plans of how they will improve their

performance in the following year.

7.2.3.8 Establish a name blind recruitment system

To support the creation of a fair and transparent recruitment process,
this study proposes the creation of a recruitment system that is name blind and
provides incentives for qualified professionals to join any institution.
According to Watt (2015), name blinding recruitment procedures reduces the
potential for unconscious bias regarding applicants from different cultural and

ethnic backgrounds and increases qualification-based employment. This helps
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in building a qualified workforce and increases trust and fairness in the
recruitment process. A merit-based recruitment process allows an organisation
to recruit and promote the right candidates based on their competencies
(Anisha, 2012). Effective recruitment can also enhance knowledge production

in HEIs. For example, one participant explained that:

One of our university strategies is to recruit qualified
academics and researchers from different countries in order
to create a diverse workplace and to enhance knowledge
production by learning from different experiences. ... We
tried to create a comfortable environment for them, both
financially - where they are given high salaries to encourage
their recruitment - and also by providing them with different
development programs to ensure that their skills are
continually developed, and they are able to grow in their
respective careers. We tried to build a supportive work
culture that enhances job satisfaction and work
performance. For example, employees are encouraged and
rewarded for coming up with new ideas. We try to arrange
for frequent social events to enhance our employees’
relationships. We try to make a flexible working environment
for our employees, depending on their respected roles. We
do this because we find that it increases employees’
satisfaction, work performance and our departmental

competitiveness.

Tackey et al. (2006) argue that monitoring the recruitment procedure should
create a more transparent recruitment process, assist in creating equal

employment opportunities, and, where relevant, increase accountability.
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7.2.3.9 Create external knowledge, finance and resource-supporting
channels

Another intervention proposed by this study is the creation of external
knowledge, finance and resource-supporting channels. According to the
participants, the government’s financial cuts to their university projects have

affected many areas of their performance. One participant stated:

The recent cuts in the financial income of university staff led
to a large number of qualified personnel leaving the
university to look for better opportunities in the private
sector, which has affected our university’s work

productivity™.
Another participant stated:

We faced a number of obstacles that affected our work
performance, including financial, skills and resistance from
some employees. Therefore, it is important that the
university should diversify its financial income, so its daily
operations are not affected by an unexpected financial

struggle.

A number of studies have found that, when an institution diversifies its
sources of income and establishes funding channels through techniques such
as externally-funded contract research, consultancy and links with private
businesses, such an institution will reduce financial barriers to university
projects and increase the institution’s sustainability and competitiveness
(Skrbinjek and Lesjak, 2014; Nagy, Kovats and Németh, 2014; Hewitt-
Dundas, 2012). Further, a university’s partnerships with other institutions like
private business, technological companies and consulting firms, allow it to

develop and grow, avoid unexpected obstacles, learn from worldwide best
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practices and create a culture of CI. One participant explained how his

university has utilised partnering with a technology company, stating:

Because we continually need up-to-date effective
technological services or equipment, we partnered with
technology companies like Oracle and Cisco. They provide
us with the technology we require and the continuous
maintenance of their services, and they train our staff and
students on their utilisation.

The importance of these technological products is captured by another
participant, who stated: ““Our recent reliance on technology has not only
increased our work performance but has also improved its efficiency.” Also,
the partnership with private business plays a significant role in the

employability of the university students. According to one participant:

One positive step taken by my university is their partnership
agreement with different Saudi-based private businesses
such as banks and private hospitals — to employ and train
students for a year. This partnership has solved the ‘work
experience’ employment barrier, where businesses require
relevant work experience for their employment vacancies,
and freshly graduated students do not generally have such

experience.

According to Kezar (2009), university partnerships with consultancy firms
will provide an institution with expert advice and inform them of worldwide
best practices. The importance of partnerships with other institutions is
supported in the literature. According to Gumport and Snydman (2002 cited in
David, 2017), there is a need for institutions to transform their academic
structures so that they may compete for change and stability. Universities
compete globally through partnerships between universities and industries
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(Tumuti et al., 2013). University—industry partnerships are considered a
primary cooperative effort that enables them to utilise their resources
effectively and efficiently to achieve their shared objectives of enhancing their
global competitiveness, achieving technological innovation and acting as
engines for economic growth (Ahmad and Junaid, 2008; Ankrah and Omar,
2015; Garousi, Eskandar, and Herkiloglu, 2017).

7.3 Evaluation of the OC-CI framework

Temponi (2005) noted that adopting CI in HEIs required both the
commitment of senior administrators and the revamping of institutional
cultures to make them more supportive of the objectives for adopting CI, with
culture being presented as the main obstacle to quality improvement. The
proposed framework focuses on organisational culture-related interventions
that can be adopted to ensure the successful acceptance of CI. The strengths of
the proposed framework lie in it addressing factors that have long been
identified in the literature as either impediments or enablers of CI (O'Mahony
and Garavan, 2012; Sheldon et al., 2008). The inclusion of the element of
continuous reflection in the framework ensures the continuous reassessment of
intervention linkages within the three levels of culture. This ensures that, as
continuous improvement-related goals are achieved at, for example, the
artefacts level, these are realigned with the vision, espoused values and
strategies level. Another strong feature of the framework is that, although
derived from data relating to HEISs, as observed by one of the experts, it has

various aspects that can also be beneficial in non-HEI organisations.

A shortcoming of the proposed framework is that, while it highlights or

recommends what needs to be done, it does not adequately tackle the issue of
the influence of exogenous factors, specifically, national or societal culture on
organisational culture which, in turn, affects CI initiatives. This is particularly
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critical given the extent to which, in the KSA context, religion permeates
every aspect of life and is, in fact, an inseparable component of state
institutions such as public HEIs. The suggestion from the findings that HEIs
can, through their involvement in societal public activities, influence societal
culture (at Schein’s shared assumptions level) to the point where a “new” and
different culture is created that is amenable to CI imperatives, seems far-
fetched. What seems more practical, and therefore implementable, is
addressing the level of espoused values and the visible components in the form
of delegating decision making and work execution; facilitating training
channels for institution leaders and staff; encouraging employees through
verbal feedback and performance and qualification based rewards; establishing
interdepartmental ad hoc teams; fostering feedback and participation through
establishing feedback channels; monitoring employee and institution
performance on a regular basis; creating external knowledge, finance and
resource-supporting channels; creating public engagement-supporting policies;
and establishing name-blind recruitment systems.

Although the framework offers up multiple interventions, it may not be
possible for all of them to be implemented at the same time. As noted by one
of the experts, implementation may need to be gradually accompanied by an
evaluation at the completion of every stage. This is consistent with general
recommendations regarding the gradual implementation of organisational
improvement. Further, the multiple interventions included in the framework
presuppose that certain conditions are in place, which is not always the case-
For example, training-related interventions assume the availability of
resources and the employee’s willingness to be trained. Leadership related
interventions, such as shared decision making, assumes that HEI leadership
are willing to share their perceived power and authority, which may not be the
case given the high power-distance culture in Saudi Arabia.
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7.4 Summary

This chapter discussed aspects of OC that were identified by the study
participants as necessary for creating an environment that is conducive of ClI.
The identified aspects of OC were discussed from the perspective of Schein’s
(1984) model of culture as three interlinked or related levels, namely, the
underlying assumptions that are usually accepted without question and
influence the articulated values that, in turn, influence the artefacts. At the
level of underlying assumptions it was noted that HEIs need to create policies
that support engagement through partnerships with public-supporting
institutions and through staff and students engaging in societal issues in that
way contributes to the development of societal culture which, in the long-term,
would affect its internal OC. Given the long-term returns to be gained from
such an intervention, the need for periodic reviews and reflections was noted.
At the level of articulated values, the leadership’s role of establishing a clear
direction for the institution by ensuring the subsistence of a common goal,
shared commitment, encouraging working collaboratively and delegating
decision making was highlighted. It was suggested that, since the proposals
represent a revolutionary transformation to the way HEIs are currently
operating, it was likely to meet with challenges and should, therefore, first be

implemented in private HEIs.

Most of the identified aspects of OC affecting CI fall under Schein’s artefacts
and creations level, namely: facilitating training channels for institution
leaders; creating public engagement supporting policies; delegating decision-
making and work execution; providing encouragement and rewards based on
performance and qualifications; the systemic study of the skills needed by
institution leaders and employees; establishing interdepartmental ad hoc
teams; establishing feedback channels and encouraging participation;

monitoring employee and institution performance on a regular basis; creating
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external knowledge, finance and resource-supporting channels and

establishing a name-blind recruitment systems.

The OC aspects affecting Cl, as presented in the framework, were discussed
and after arranging them according to Schein’s levels the researcher developed
a framework of interventions capable of ensuring the implementation of
improvements that enable HEIs to overcome challenges to their CI efforts. The
next chapter presents the study’s conclusion and identifies research limitations
and opportunities for further research.
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CHAPTER EIGHT: CONCLUSION

8.1 Introduction

This Grounded Theory based study set out to establish how organisational
culture can be leveraged to enhance CI in Saudi Arabian HEIs. This was
necessitated by the fact that most Saudi HEIs are still to implement NCAAA
standards of quality assurance for the purpose of acquiring full institutional
accreditation (NCAAA, 2012). Such accreditation is necessary for attaining
global competitiveness (Dickson, Kwantes and Magomaeva, 2014). The study
collected data through obtaining employees and students’ beliefs, ideas, and
understanding of the CI process within HEIs in Saudi Arabia, which was

achieved through the exploration of two specific questions, namely:

I.  Could you give an example of when continuous improvement has
worked well?
ii.  Could you give an example of when continuous improvement did not

work well or perhaps something went wrong?

The study had the following specific objectives:

i.  Identify organisational culture enablers and inhibitors of continuous
improvement via the extensive review of relevant literature
ii.  Identify organisational culture enablers and inhibitors of continuous
improvement within HEIs
iii.  Establish how enablers can be encouraged and inhibitors removed in
the organisational cultures of Saudi Arabia’s HEIs
iv.  Develop a framework of interventions that will help to leverage the

organisational culture to facilitate continuous improvement
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v.  Validate the intervention framework of the organisational culture via

the judgements of experts.

Through analysing the interview data, synthesising and consolidating it into
major, well-defined themes through focus group discussions and quantifying
the occurrence of themes through a short questionnaire survey, the study’s
findings revealed that the three levels of culture, as conceived by Schein
(1984), can either aid or deter the Cl initiatives of HEISs.

The rest of this chapter is structured as follows:

i. A conclusive presentation of the key findings relating to each objective
ii.  The contribution of the study to the literature
iii.  The study’s limitations
iv.  Suggestions for further research

8.2 Key findings

The overall key findings of the study are synthesised and presented
under the sub-headings: organisational culture enablers and inhibitors of
continuous improvement; how enablers can be encouraged, and inhibitors

removed; and the proposed framework and its validation.

8.2.1 Organisational culture enablers and inhibitors of continuous

improvement

This study identified 62 aspects associated with the performance of ClI
in HEIs in Saudi Arabia. Through focus group discussions, these were
synthesized, labelled and defined to come up with eight themes linked to Cl,

these are: external engagement with outside society, institutional management,
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skills enhancement for students and staff, institutional strategies, development
and growth strategies, obstacles to success, ethical issues and university
infrastructure. An ideal position was identified for each of the themes and a
minor survey conducted to compare current practices to the ideal position,
which indicated that respondents considered the practices of the eight themes
in their universities as not supporting an ideal and therefore enabling culture
for CI.

Participants proposed 16 interventions considered relevant for the facilitation
of Cl which, when matched with interventions mentioned in the literature,
were consolidated into twelve interventions namely: 1) the facilitation of
leadership training; 2) creating policies that support public engagement; 3)
establishing a clear direction for the institution; 4) delegating decision making;
5) establishing encouragement and rewards; 6) the provision of training
opportunities and resources; 7) establishing ad hoc interdepartmental teams; 8)
establishing feedback channels; 9) monitoring employee performance; 10) the
establishment of common goals and shared commitments; 11) creating
external knowledge, finance and resource-supporting channels; and 12)

establishing a name-blind recruitment system

8.2.2 How enablers can be encouraged, and inhibitors removed - the

framework

Given the identified enablers and inhibitors, the study developed and
validated a framework that lists specific activities that can be adopted for the
purpose of encouraging CI enablers while removing or mitigating inhibitors.
The framework proposed that Cl is better facilitated when context issues are
taken into account through ensuring that OC and CI reinforce each other. It
proposes that, consistent with Schein’s conceptualisation of organisational
culture, Cl enablers can be encouraged through the alignment and cross-
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reinforcement of shared organisational assumptions, shared visions and
espoused values and the resultant organisational practices that are visible

elements of its culture.

Underlying assumptions: In the area of underlying assumptions guiding
organisational culture, the framework proposes that HEIs should create
policies that support engagement through partnerships with public-supporting
institutions and should encourage staff and students to engage in public-related
issues as a way of influencing societal culture. It was noted that the strong
influence of religion in all aspects of people’s lives may make it difficult for a
university’s engagement in public issues to influence societal culture to the
extent of instilling shared assumptions that work in favour of CI. Whatever
change results from a university’s influence is likely to be acceptable or
implementable only if it is consistent with overarching religious assumptions,
given that Islam has a significant effect on Saudi Arabian national culture,
which also impacts organisational cultures (Rafiki and Wahab, 2014)
especially in state owned universities. This view is consistent with Fralinger’s
(2007) suggestion that the culture of a HEIs is moulded by both internal and
external stakeholders’ beliefs and practices. Hence, the experts that assesses
the framework suggested that it is better to implement changes first in non-
state HEIs and that the changes be gradual and followed by evaluations. This
approach is consistent with Willis et al.’s (2016) view that organisational
change and development — which are an integral part of Cl — are shaped by

societal values and beliefs (Willis et al., 2016).

290



Espoused values: The study recognises the role of institutional leaders in the
facilitation of an OC that encourages Cl. Leaders are responsible for an
institution’s espoused values as reflected in its guiding philosophies, strategies
and goals. Further, leaders are responsible for articulating the vision behind
which employees are rallied. The relationship between leadership and
organisational values was found not to be unidirectional in as much as
leadership shapes an organisation’s values and leadership. Further, leadership
in public universities was found to have limited influence over vision, strategy
and goals. This was highlighted by a participant who indicated that an
unexpected reduction in government funding resulted in the suspension or
complete cancellation of planned projects. Such a situation suggests that
differences exist in what is considered important at a specific time, particularly
between different stakeholders, for example, between the funder (the
government) and the leadership of HEISs. It is in this vein that participants
suggested that the proposed CI framework would be best implemented,
initially, in private universities, where the leadership is assumed to have a

larger say in the institutional vision, values and goals.

Visible elements: In the context of implementing Cl, the visible elements
were found to be part of the context that either aids or deters the process.
Those observed in the study are: the systemic study of the skills needs of
institution leaders and employees and the facilitation of training channels;
creating public engagement-supporting policies; delegating decision making
and work execution; providing encouragement and rewards based on
performance and qualifications; establishing interdepartmental ad hoc teams;
establishing feedback channels and encouraging participation; monitoring
employee and institution performance on a regular basis; creating external
knowledge, finance and resource-supporting channels; establishing name-

blind recruitment systems.
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8.2.3 Validation of the framework

Validation of the proposed interventions framework was gained via the
judgement of experts from the HEIs in Saudi Arabia. Such validation revealed
that, although the framework was developed specifically for HEIs in Saudi
Arabia, it is also be applicable to other sectors. This generalisation possibility
has arisen because the framework is based on OC dimensions that are found in
other sectors that, like HEIs, offer services (teaching and research) to clients
(students and society at large). This is consistent with the neo-liberal view that
higher education must operate like any other customer-focused private sector
entity, with a prominent focus generating a good on return on investment
(Nash, 2019; Zajda and Rust, 2016).

The framework was also validated through noting the need for it to be
implemented in phases that are followed by evaluations that allow for
adjustments. This is particularly important in view of the fact that CI models
originate from a culture foreign to that of Saudi Arabia. Partly related to this is
that the validation process highlighted the need for CI to be first pioneered in
Saudi Arabia’s private HEIs, given that these institutions possess a leadership
imbued with more autonomy in terms of directing their vision, values and

strategic goals.
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8.3 Contribution of the research

This study’s contribution has implications at three levels: academic,
policy and practice. At an academic level, it should be noted that the outcomes
of this research have shed light on the confirmed problem of a lack of
information about the relationship between Cl and OC. Indeed, these findings
fill a gap observed in the literature relating to studies that investigate this
nexus within a national culture that is very different from that found in

Western settings.

From this research, it become clear that ClI, as part of the organisational
culture, should be encouraged and promoted. Therefore, considering the
particular characteristics of the Islamic culture & Saudi national culture, this
study contributes by offering a clear route to encourage both students and staff
to maintain continuous improvement in Saudi HEIs. The ultimate goal is to

elevate the condition of the internationalisation of Saudi HEIs.

In the praxis, this research has punctually explained the focal interventions,
i.e., recommended strategies, that will guide the continuous improvement
within Saudi HEIs. Moreover, going beyond the specifically investigated
study-problem, it should be noted that the implemented strategies proposed by
this study can be applied in HEIs contexts outside that of Saudi Arabia,

collaborating to alleviate or solve the same problem in other latitudes.

At the policy level, the major contribution of this research lies in highlighting
the need to adopt policies that facilitate the development of an OC grounded in
shared assumptions and well-articulated visions and values that nurture CI. At
the practice level, its contribution lies in proposing a framework that guides
the leveraging the enablers of an OC that allow for CI and the mitigation of
the effects of OC disablers with regard to sustaining CI.
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8.3.1 Academic contribution

Cl is a management practice that has been popularised in the West. Its
implementation assumes the subsistence of an enabling OC that is based on
Western organisational practices. There is, however, a gap in the literature
where CI has been implemented in a culture distinctly different from that
assumed by CI frameworks. This study’s academic contribution lies in having
investigated the nexus of Cl and OC within the Saudi Arabian HEI context.
The contribution is novel in that it identified aspects of Saudi OC that can be
exploited and leveraged as enablers of CI. Further, it has identified aspects of
culture that are disablers and came up with mechanisms for mitigating their

possible negative impact on ClI.

Specifically, it has been observed that OC can positively influence CI in a HEI
in situations where there is a reciprocal and mutually reinforcing relationship
among the organisation’s underlying assumptions; articulated vision, values
and goals, and organisational practices (Branson, 2007). Noting the Western
origins of CI models, methods and approaches, the proposed framework
suggests that the success of CI within Saudi HEIs hinges on adjusting the
models to suit the prevailing OCs and, by implication, the relevant aspects of
national culture. It further highlights the need to change the OCs to make them

more receptive to change and, therefore, to CI.

The framework suggests that, to be successful, Cl in Saudi HEIs will need to
take the form of a gradual process of change of the OC at the three levels:
shared assumptions to make them more receptive to change and new ideas; a
shared and clearly articulated vision, shared values and long-term goals
derived from strategic planning; engaging in organisational practices that are
informed by, are consistent with, and reinforce the first two levels. Thus, while
it has been accepted that OC influences CI, this study’s contribution is that in
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a none Western culture, the relationship between the two is bidirectional. In as
much as OC creates a climate conducive of CI, CI itself also influences the
OC and may even change it. This is illustrated by the possible effects of
university students and staff’s involvement in public and societal issues.
Although this seems consistent with Halvorson (2013), who avers that CI is
more than an operational variable, it is also an essential cultural factor that
adds the dimension that CI can also change an organisation’s culture even as it

depends on some of its aspects.

8.3.2 Policy contribution

At the policy level, the study’s contribution resides in the suggestion
that, for CI to succeed in HEIs in Saudi Arabia, these institutions should not
remain as mere products of the national culture. Instead, they should produce
policies that enable them to be drivers of cultural change through engaging
with in the community. The university’s role goes beyond knowledge
production, dissemination or use (Audretsch, 2014; Guerrero, 2016; Ramaley,
2014), and their engagement with wider society is also expected to reflect their
core values (Singh, 2007). This, as suggested by participants, could include
policies on the formal involvement of HEI personnel (both students and staff)
in public and societal issues. This involvement would be part of an
institution’s long-term strategic goal of changing the shared assumptions
people bring to organisations, which as illustrated in the study and influence of
an organisation’s culture in terms of attitudes towards CI. Changing shared
assumptions in the case of Saudi HEIs means finding ways of infusing Cl as a
shared value from the societal level. This would engrain change and, therefore,
sustained continuous improvement as part of the shared assumptions, vision,

values and goals.
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8.3.3 Practice contribution

Saudi HEIs are working on benchmarking themselves against global
best practices through CI. Although institutions have been known to pursue
total quality management, attempts have not been sustained as interventions
have tended to be short lived. This study has practical implications in this
regard. It has contributed to practice by surfacing the role of both national and
organisational culture in enabling or disabling CI. In doing so, the study has
developed a substantive theory of how HEIs in Saudi Arabia can go about
ensuring that their visible practices — ranging from recruitment, training and
development, remuneration, performance monitoring and promotion practices
—all align to create a climate conducive for CI. The theory is grounded in the
experiences of staff from different universities, who participated in the study.
The substantive theory’s incorporation of monitoring, evaluation and
corrective action, addresses the need for the sustainability of improvement
initiatives. However, the practical implications of the study go beyond HEIs
because the developed substantive theory can be applied or tested in other

sectors.

8.4 Limitations

The first limitation of this study is, in fact, a result of its methodology
and methods. The GT based study depended on interviewees’ opinions to
come up with a grounded explanation of how organisational culture could be
leveraged to enhance CI in Saudi Arabian HEIs. It was, therefore, exploratory
and, as is typical of such studies, the results are not conclusive but only
provide a subjective understanding of the OC-CI interface. The exploratory

approach precluded an in depth follow up of emerging issues.
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Although an attempt was made to introduce minor quantisising in the study
this, again, was more for exploratory purposes than for a detailed analysis of
emerging issues. The study’s dependence on largely qualitative findings

means their interpretation was judgemental.

8.5 Opportunities / directions for further research

This study has raised opportunities for further research in three areas

that are going to be explained below.

First, the findings provide a basis for further studies as they resulted in a
substantive theory on a topic, which had not yet been studied within the Saudi
Arabian context.

Secondly, the findings indicate a mutually reinforcing relationship between
various aspects of OC and Cl, the findings seem to suggest that, while OC is a
factor in an organisation’s readiness for ClI, the CI process itself also changes
an organisation’s culture. There is need for future studies to employ a
quantitative approach to validate this indicated relationship in order to establish
which of the two impacts has the greatest influence on the other, making clear
which of the two domain has the strongest influence on the other can help direct

Institutions focus their resources on its improvements.

Third, given the three levels of OC, as per Schein’s (1984) model of culture,
and the study’s finding that, in Saudi HEIs these levels seem to be mutually
reinforcing, and given the inordinate influence of Islam on organisational
cultures, there is need for future studies to establish which level of OC (shared
assumptions, espoused values, vision and goals, and visible artefacts) have the
strongest influence on CI in Saudi Arabia and Muslim counties in general. Such

studies may employ social network analysis (Hollstein, 2014) to map out the
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direction of ClI practices in Saudi HEIs and strengthen the relationship between
both culture and CI.

Forth, it is recommend that more focused studies are taken on the OC of Saudi
based private universities and their current CI practices. The Saudi government,
as part of its vision 2030, is aiming for more privatisation of HEIs, therefore, a
need for such specialised studies will be of benefit to the government, private

universities and other interested parties.

lastly collecting more qualitative and quantitative data from a larger sample with
the intention of checking the applicability of the study’s proposed framework
could assist in moving the current framework which, consistent with the
Grounded Theory approach, is substantive theory to a more formal theory of
leveraging organisational culture to enhance CI in HEIs in Saudi Arabia and
beyond. This would be consistent with Glaser and Strauss’ (2017)
recommendation that a theory derived from Grounded Theory based research is

best tested through rigorously combining quantitative and qualitative methods.

298



References

299



Adeleke, A., Ogundele, O.J.K. and Oyenuga, 0.0. (2008) Business policy and
strategy. 2nd edn. Lagos: Concept Publications Limited.

Adler, N. (2008). International dimensions of organizational behavior. (5thed.).
Cincinnati, Ohio: South-Western.

Adu-darkoh, M. (2014). Employee Recruitment and Selection Practices in the
Construction Industry in Ashanti Region. MSc thesis. School of Business, KNUST.
Available at: http://hdl.handle.net/123456789/7651.

Ahlarbi, E. (2016). "Higher Education in Saudi Arabia: Challenges to Achieving
World-Class Recognition," International Journal of Culture and History vol. 2, no. 4,
pp. 169-172, 2016.

Ahmad, S.H and Junaid, F. (2008) ‘A Conceptual Framework For Developing

Strategic Partnership Between University And Industry In Pakistan With Particular
Reference To Nwfp’, 2nd International Conference on Assessing Quality in Higher
Education. Lahore, Pakistan, 1 — 3 December 2008. pp. 489-520. Available at:
https://www.researchgate.net/publication/312159532.

Ahmed, M. A. (2016). The Effects of Saudization on the Universities: Localization in
Saudi Arabia. International Higher Education, (86), 25-27

Aji, A.A., Hamid, J.A., Hassan, A. and Rasdi, R.M. (2017) ‘Effect Of Organizational

Cultures On Lecturers Psychological Empowerment And Organizational

Commitment: Structural Equation Modeling Approach’, IOSR Journal Of Humanities
And Social Science (I0SR-JHSS), 22(3), pp 71-82.

Akpolat, H., 2017. Six sigma in transactional and service environments. Routledge.
Al Shehri, M., McLaughlin, P., Al-Ashaab, A. and Hamad, R. (2017) “The impact of
organizational culture on employee engagement in Saudi Banks’, Journal of Human
Resources Management Research, 2017.

Al Shobaki, M. J., & Abu Naser, S. S. (2017). The Role of the Practice of Excellence
Strategies in Education to Achieve Sustainable Competitive Advantage to Institutions
of Higher Education-Faculty of Engineering and Information Technology at Al-Azhar
University in Gaza a Model. International Journal of Digital Publication Technology,
1(2), 135-157.

Al-Agtash, S. and Al-Fahoum, A. (2008) ‘An innovative model for university?
industry partnership’, International Journal of Innovation and Learning, 5(5),
pp.512-532.

300



Al-Amoudi, S. (2017) “‘Health empowerment and health rights in Saudi Arabia’,
Saudi medical journal, 38(8), pp. 785-787.

Al-Asfour, A. and Khan, S. (2014), “Workforce localization in the Kingdom of Saudi
Avrabia: issues and challenges”, Human Resource Development International , VVol. 17
No. 2, pp. 243-353

AL-BAQAMI, S. (2015). Implementing Quality Assurance in Saudi Arabia: A
Comparison between the MESO and the MICRO Levels at PSU. Higher Education
Studies. 5, p66.

Al-Sarmi, A.M. and Al-Hemyari, Z.A. (2014) ‘Goals and objectives: statistical
techniques and measures for performance improvement of HEIs in Oman’;
International Journal of Management in Education, 8(3), pp. 244-264.

Al-Yahya, K. (2009) ‘Power-Influence in Decision Making, Competence Utilization,
and Organisational Culture in Public Organisations: The Arab World in Comparative
Perspective’, Journal of Public Administration Research and Theory, 19(2), pp. 385-
407

Alamri A, Cristea A, Al-Zaidi M.(2014) Saudi Arabian cultural factors and
personalized eLearning. EDULEARN14 Proceedings 2014: 7114-7121

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

Albliwi, S., Antony, J., Arshed, N. and Ghadge, A. (2017), "Implementation of Lean
Six Sigma in Saudi Arabian organisations”, International Journal of Quality &
Reliability Management, VVol. 34 No. 4, pp. 508-529.

Alcudia, A.V.D.C.M., Alcudia, C.M.M. and Alcudia, M.C.M. (2015) ‘Employee
involvement in hotel total quality management’, Journal of Intercultural
Management, 7(4), pp. 55-67.

Aldaihani, M.M., Alhussainan, A.A. and Terro, M.J., 2017. A framework for
implementing Six Sigma methodology to accredit university campus facilities in
Kuwait. International Journal of Productivity and Quality Management, 20(2),
pp.217-237.

Aldrich, H. and Marsden, P. (1988) ‘Environments and Organizations’, in Smelser,
N. (ed.) Handbook of Sociology. Newbury Park, CA: Sage, pp. 361-392.

301



Aldridge, J. and Cameron, S. (1999) ‘Interviewing child witnesses: Questioning
techniques and the role of training’, Applied Developmental Science, 3, pp. 136-147.
Alfandi, D.A.M. and Alkahsawneh, D.M.S. (2014) ‘The Role of the Incentives and
Reward System in Enhancing Employee’s Performance “A Case of Jordanian Travel
and Tourism Institutions™, International Journal of Academic Research in Business
and Social Sciences, 4(4), pp. 326-341.

Algashaam, N. (2015).‘Teamwork vs. Individual Responsibility’, International
Journal of Scientific & Engineering Research, Volume 6, Issue 10, pp. 286-288
Alharbi, A., Kang, K., Hawryszkiewycz, I. (2016).The Influence of Trust and
subjective Norms on Citizens Intentions to Engage in E-participation on E-
government Websites. Australasian Conference on Information Systems, May 2016
AlHazimi, A., Al-Hyiani, A. and Roff, S. (2004) ‘Perceptions of the educational
environment at the medical school in King Abdul Aziz University, Saudi Arabia’,
Medical Teacher, 26, pp. 570-573.

Alholiby, M.S., 2018. Developing a framework to enhance the operation of quality
assurance in Saudi Arabia’s higher education: educational management and e-
management perspectives (Doctoral dissertation, University of Glasgow).

Ali, A. (1996) Organization development in the Arab world. Journal of Management
Development. 15,5. pp. 4-21.

Ali, A. and Al-Owaihan, A. (2008), "Islamic work ethic: a critical review", Cross
Cultural Management: An International Journal, Vol. 15 No. 1, pp. 5-19.Ali, A. and
Patnaik, B. (2014) ‘Influence of organizational climate and organizational culture on
managerial effectiveness: An inquisitive study’, The Carrington Rand Journal of
Social Sciences, 1(2), pp.1-20.

Ali, A. M., & Yusof, H. (2012). Quality in qualitative studies: The case of validity,
reliability and generalization. Issues in Social and Environmental Accounting, 5(1/2),
25-64

Ali, N.M., Jangga, R., Ismail, M., Kamal, S.N.I.M. and Ali, M.N. (2015) “Influence
of leadership styles in creating quality work culture’, Procedia Economics and
Finance, 31, pp. 161-169.

Alkhalisi, Z. (2016) How many Saudis are only working one hour a day? Available
at: http://money.cnn.com/2016/10/20/news/saudi-government-workers-
productivity/index.html (Accessed: 29 October 2016).

302



Alkhoraif, A. and McLaughlin, P. (2018) ‘Lean implementation within manufacturing
SMEs in Saudi Arabia: Organizational culture aspects’, Journal of King Saud
University-Engineering Sciences, 30(3), pp. 232-242.

Alkhoraif, A., Mclaughlin, P., 2017. Organisational culture-enablers and inhibitors
factors for the effective implementation of lean within SMEs. Int. J. Lean Thinking 8
(2.

Allcott, H. (2011) “Social norms and energy conservation’, Journal of Public
Economics, 95(9-10), pp. 1082-1095. Available at:
https://doi.org/10.1016/j.jpubeco.2011.03.003

Almaiman, S. and McLaughlin, P. (2016) “Success factors to facilitate continuous
improvement culture within Saudi non-profit organizations’, Proceedings of the 23rd
EurOMA conference. Trondheim, Norway, 17-22 June 2016. Available at:
http://dspace.lib.cranfield.ac.uk/handle/1826/13335.

Almaiman, S. and McLaughlin, P. (2017) “‘Uncovering aspects that facilitate a

continuous improvement culture within nonprofit organizations’, Proceedings of the
24th EurROMA Conference, Edinburgh, UK, 1-5 July 2017. Available at:
http://dspace.lib.cranfield.ac.uk/handle/1826/13337.

Almaiman, S. and McLaughlin, P. (2018) “Investigating the role of organizational

culture in facilitating continuous improvement within Saudi non-profit organizations’,
Journal of Human Resources Management Research, 2018.

Almaiman, S., McLaughlin, P. and Al-Ashaab, A. (2017) ‘Developing a framework
to facilitate an improvement culture: the case of Saudi Arabia’, Proceedings of the
7th GIKA Innovation and Knowledge Conference, Lisbon, Portugal, 28-30 June 2017.
Available at: http://dspace.lib.cranfield.ac.uk/handle/1826/13336.

Almaiman, S.A.S. and McLaughlin, P. (2018) ‘Developing an improvement culture

within nonprofit organizations: a grounded theory case of Saudi Arabia’, 31st
International Business Information Management Association (IBMA) Conference.
Milan, Italy, 25-26 April 2018. Available at:
http://dspace.lib.cranfield.ac.uk/handle/1826/13450 Almansour, S. (2015). The
challenges of international collaboration: Perspectives from Princess Nourah Bint

Abdulrahman University. Cogent Education, 2(1)

303



Almansour, S. and Kempner, K. (2015) ‘Princess Nourah Bint Abudulrhman
University’s challenge: Transition from a local to a global institution’, Higher
Education, 70, pp. 519- 533.

Almazroa H., Al-Shamrani S. (2015) Saudi Science Teacher Professional
Development. In: Mansour N., Al-Shamrani S. (eds) Science Education in the Arab
Gulf States. Cultural and Historical Perspectives on Science Education (Distinguished
Contributors). SensePublishers, Rotterdam

Almazroa, H., & Alshamrani, S. (2015). Saudi science teacher professional
development: trends, practices, and future directions. In N. Mansour and S.
Alshamrani (Eds), Science education in the Arab Gulf States: Visions, sociocultural
contexts and challenges (pp.3-21). Rotterdam: Sense Publishers.

Almehareb, T. and Graham, J. (2010): Lean Implementation as a Source of Ensuring
Continuous Improvement at Airports; International Conference on Education and
Management Technology; IEEE

Almuharib, F. (2009) The reality of academic counselling; from the Saudi universities
students’ perspective. MSc thesis. Imam Muhammad bin Saud University

ALNzawi, F. M. (2012) Cultural factors influencing content of delusions among
schizophrenic patients in Saudi Arabia. PhD thesis. Brunel University. Available at:
http://bura.brunel.ac.uk/handle/2438/7630 (Accessed: 12 December 2017)

Algarni, A. A. (2015). Educational Technology in Saudi Arabia: A Historical
Overview. International Journal of Education, Learning and Development, 3(8), .62—
69.

Alrebish SA, Jolly, B. C. & Molloy, E. K. (2017) Accreditation of medical schools
in Saudi Arabia: A qualitative study, Medical Teacher, 39:sup1, S1-S7, DOI:
10.1080/0142159X.2016.1254746

Alstete, J. W. (1995). Benchmarking in Higher Education: Adapting Best Practices to
Improve Quality, ASHE-ERIC Higher Education Reports No 5, The George

Washington University.

Alzhrani, M.K., Alotibie, B.A. and Abdulaziz, A., 2016. Total Quality Management
in Saudi Higher Education. International Journal of Computer Applications, 135(4),
pp.6-12

304



Amanchukwu, R.N., Stanley, G.J. and Ololube, N.P. (2015) ‘A review of leadership
theories, principles and styles and their relevance to educational management’,
Management, 5(1), pp. 6-14.

Amaral, A., Rosa, M. J., (2007). "A Self-Assessment of Higher Education Institutions
from the Perspective of the EFQM Excellence Model", In D.F. Westerheijden, B.
Stensaker and M.J. Rosa (eds), Quality Assurance in Higher Education. Trends in
Regulation, Translation and Transformation, Dordrecht: Springer, pp. 181-208.
Amabile, T.M (1993) ‘Motivational synergy: toward new conceptualizations of
intrinsic and extrinsic motivation in the workplace’, Human resource management,
3(3), pp. 185-201

Amis, J., Slack, T., & Hinings, C. R. (2004). The pace, sequence, and linearity of
radical change. Academy of Management Journal, 47, 15-39

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

Anastos, D., Bedos, A. and Seaman,B. (1980), The development of modern
management practices in Saudi Arabia. Columbia Journal of World Business
Andish, H. A., Yousefipour, M., Shahsavaripour, H. and Ghorbanipour, A. (2013)
‘Organizational culture and its impact in organizations’, Interdisciplinary Journal of
Contemporary Research in Business, 5, pp. 1126-1130

Angen, M.J. (2000) ‘Evaluating interpretive enquiry: reviewing the validity debate
and opening the dialogue’, Qualitative Health Research, 10(3), pp. 378-95.
Anifowose, M.O. and Lawal, P.O. (2013) “State of facilities in Nigerian tertiary
educational institutions’, Journal of Technological Research, 8(1).

Anisha, N. (2012) ‘Competency Mapping of Employees’, International Journal of
Advancements in Research & Technology, 1(5), pp. 1-7.

Anitha, J., 2016. Role of Organisational Culture and Employee Commitment in
Employee Retention. ASBM Journal of Management, 9(1).

Ankrah, S. and Omar, A.T. (2015) ‘Universities—industry collaboration: A systematic
review’, Scandinavian Journal of Management, 31(3), pp. 387-408

Anon. 2004. Implementing E-government: Report of the Regional Workshop
Bangkok, 31 May-4 June Asian Development Bank United Nations. Economic and

Social Commission for Asia and the Pacific 147 pages.

305



Anthony, C.E. and Bueno, D. (1993) ‘A performance-based development system’,
Nursing management, 24(6), pp. 32-34.

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

Antony, J. 2006. Six Sigma for service processes. Business process Management
Journal. 12(2):234-248.

Antony, J., 2015. Six-sigma for improving top-box customer satisfaction score for a
banking call centre. Production Planning and Control, 26(16), pp.1291-1305.
Antony, J., Krishan, N., Cullen, D. and Kumar, M . (2012), "Lean Six Sigma for
higher education institutions (HEIs): Challenges, barriers, success factors,
tools/techniques™, International Journal of Productivity and Performance
Management, VVol. 61 No.8, pp.940 — 948

Antony, J., Palsuk, P., Gupta, S., Mishra, D. and Barach, P., 2018. Six Sigma in
healthcare: a systematic review of the literature. International Journal of Quality &
Reliability Management, 35(5), pp.1075-1092.

Antony, J.and Banuelas, R. (2002). Key ingredients for the effective implementation
of Six Sigma program. Measuring Business Excellence, Vol. 6, No. 4, pp. 20-27
Anyamele, S.C. (2005) ‘Implementing quality management in the University: The
role of leadership in Finnish Universities’, Higher education in Europe, 30(3-4), pp.
357-369.

Ardichvili, A., Natt och Dag, K. and Manderscheid, S. (2016) ‘Leadership
development: Current and emerging models and practices’, Advances in Developing
Human Resources, 18(3), pp. 275-285.

Argote, L., Ingram, P., Levine, J. M. and Moreland, R. L. (2000) ‘Knowledge transfer
in organizations: Learning from the experience of others’, Organizational Behavior
and Human Decision Processes, 82(1), pp. 1-8.

Arifin, H. (2015),” The Influence of Competence, Motivation, and Organisational
Culture to High School Teacher Job Satisfaction and Performance’. International
Education Studies; Vol. 8, No. 1

Aslam, U., llyas, M., Imran, M.K. and Rahman, U.U. (2016) ‘Detrimental effects of

cynicism on organizational change: an interactive model of organizational cynicism

306



(a study of employees in public sector organizations)’, Journal of Organizational
Change Management, 29(4), pp. 580-598.

Aslinger, G. (2014). LEAN SIX SIGMA & BUSINESS PERFORMANCE. Pex
Process Excellence Network. available at:
https://www.processexcellencenetwork.com/lean-six-sigma-business-
performance/articles/continuous-improvement-with-lean-six-sigma-for-beg.
(accessed 12.07.18).

Assarlind, M., & Aaboen, L. (2014). Forces affecting one Lean Six Sigma adoption
process. Forces affecting one Lean Six Sigma adoption process, 5(3), 324-340
Assarlind, M., & Aaboen, L. (2014). Forces affecting one Lean Six Sigma adoption
process. Forces affecting one Lean Six Sigma adoption process, 5(3), 324-340
Atkinson, P. (2014). OD Strategies: Installing a lean and continuous improvement
culture. Management Services, 58(4), 12-17.

Atkinson, P. E. (2013). Creating culture change: kaizen and performance
improvement. Operations Management, 39(2), 1755-1501.

Atkinson, P., Coffey, A. and Delamont, S. (2003) Key themes in qualitative research:
Continuities and changes. Walnut Creek, CA: AltaMira Press.

Audretsch, D.B. (2014) ‘From the entrepreneurial university to the university for the
entrepreneurial society’, The Journal of Technology Transfer, 39(3), pp. 313-321.
Aziz, R.A. and Morita, H., 2016. National culture, organisational culture, total quality
management implementation, and performance: an empirical investigation.
International Journal of Productivity and Quality Management, 19(2), pp.139-159.
Babafemi, 1.D. (2015) ‘Corporate Strategy, Planning and Performance Evaluation: A
Survey of Literature’, Journal of Management Policies and Practices, 3(1), pp. 43-39.
Babatope, B.A. (2010) ‘Problems of facilities in South-West Nigeria universities and
the way forward’, Journal of Education Administration and Policy Studies, 2(2), pp.
039-043.

Babnik, K. (2011) ‘The Role of Societal and Organisational Culture in Employees'
Satisfaction and Organisational Commitment’, Knowledge as Business Opportunity:
Proceedings of the Management, Knowledge and Learning International Conference
2011. International School for Social and Business Studies, Celje, Slovenia. pp. 601-
610.

307



Baker, V.L. and Griffin, K.A. (2010) ‘Beyond mentoring and advising: Toward
understanding the role of faculty “developers” in student success’, About Campus,
14(6), pp. 2-8.

Baki, R. (2004) ‘Gender-segregated education in Saudi Arabia: Its impact on social
norms and the Saudi labor market’, Education Policy Analysis Archives, 12(28), pp.
1-12.

Bakker, A.B. and Demerouti, E. (2008) ‘Towards a Model of Work Engagement’,
Career Development International, 13, pp. 209-223.

Baldrige Performance Excellence Program. (2015). 2015-2016 Baldrige Excellence
Framework: A Systems Approach to Improving Your Organization’s Performance
(Education). Gaithersburg, MD: U.S. Department of Commerce, National Institute of
Standards and Technology. http://www.nist.gov/baldrige

BALDWIN, J. F. (2009). Current Challenges in Higher Education Administration and
Management. Perspectives: Policy and Practice in Higher Education. 13, 93-97.
Balzer, W. K_; Francis, D. E.; Krehbiel, T. C.; Shea, N. (2016) A Review and
Perspective on Lean in Higher Education. Quality Assurance in Education: An
International Perspective, v24 n4 p442-462.

Bamberger, A., Morris, P.,& Yemini, M.(2019).Neoliberalism, internationalisation
and higher education: Connections, contradictions and alternatives. Discourse:
Studies in the Cultural Politics of Education, 40(2), 203-216

Bamford, A.; Anderson, V.; Johnston, A. & Massey, D.(2018) Impact of MAGNET
hospital designation on nursing culture: an integrative review, Contemporary Nurse,
54:4-5, 483-510

Baporikar, N. (2016) Innovation And Shifting Perspectives In Management
Education. IGI Global.

Bareil, C. (2013) ‘“Two Paradigms about Resistance to Change’, Organization
Development Journal, 31(3), pp. 59-71.

Barth, P., Haycock, K., Jackson, H., Mora, K., Ruiz, P., Robinson, S. and Wilkins, A.
(1999) Dispelling the myth: high poverty schools exceeding expectations.
Washington, DC: The Education Trust.

Barzansky, B., Hunt, D., Moineau, G., Ahn, D., Lai, C.-W., Humphrey, H., &

Peterson, L. (2015). Continuous quality improvement in an accreditation system for

308



undergraduate medical education: Benefits and challenges. Medical Teacher, 37(11),
1032-1038.

Bass, B. M., & Avolio, B. J. (1993). Transformational Leadership and Organizational
Culture. Public Administration Quarterly, 17, 112-121.

BASU, R. (2009). Implementing Six Sigma and Lean a practical guide to tools and
techniques. Amsterdam, Elsevier Butterworth-Heinemann.
http://public.eblib.com/choice/publicfullrecord.aspx?p=380946.

Bateh, J., Castaneda, M.E. and Farah, J.E. (2013) ‘Employee resistance to
organizational change’, International Journal of Management & Information Systems
(IMIS), 17(2), p.113-116.

Bauer, K. W. and Bennett, J. S. (2003) ‘Alumni perceptions used to assess
undergraduate research experience’, Journal of Higher Education, 74, pp. 210-230.
BECKET N., & BROOKES M. (2008). Quality management practice in higher
education - What quality are we actually enhancing? Journal of Hospitality, Leisure,
Sports and Tourism Education. 7, 40-54.

Bedi, A., Alpaslan, C.M. and Green, S. (2016) ‘A meta-analytic review of ethical
leadership outcomes and moderators’, Journal of Business Ethics, 139(3), pp. 517-
536.

BEEKUN, R., & BADAWI, J. (2005). Balancing Ethical Responsibility among
Multiple Organizational Stakeholders: The Islamic Perspective. Journal of Business
Ethics. 60, 131-145.

Beer, M. and Walton, E. R. (1990) ‘““Reward Systems and the Role of Compensation”
Manage People, Not Personnel: Motivation and performance Appraisal’, A Harvard
Business Review Book, pp 15-30.

Beetham, D. (1996) Bureaucracy. Buckingham, UK: Open University Press.

Belias, D. and Koustelios, A. (2014) “The impact of leadership and change
management strategy on organizational culture’, European Scientific Journal, ESJ,
10(7), pp. 451-470.

Ben Mansur, A. (2013) How Trust Factors Affect Business Relationships in Saudi
Arabian Companies. PhD thesis. University of Salford.

Bendermacher, G. W., Egbrink, M. G., Wolfhagen, I. H., & Dolmans, D. H. (2017).
Unravelling quality culture in higher education: A realist review. Higher Education,
73(1), 39-60.

309



Bennis, W., Goleman, D. and O’Toole, J. (2008) Transparency: How leaders create a
culture of candor. San Francisco: Jossey-Bass.

Benton, M. and Radziwill, N. (2016) ‘Merit Pay in Higher Education’, The Journal
for Quality and Participation, 39(3), p.15.

Bernard, H.R. (2013) Social research methods: Qualitative and quantitative
approaches. 2nd edn. Thousand Oaks, CA: Sage.

Beshears, J., Choi, J.J., Laibson, D., Madrian, B.C. and Milkman, K.L.(2015) ‘The
effect of providing peer information on retirement savings decisions’, Journal of
Finance, 70(3), pp. 1161-1201.

Bessant, J., Caffyn, S., Gilbert, J., Harding, R. and Webb, S. (1994), “Rediscovering
continuous improvement”, Technovation, Vol. 14 No. 1, pp. 17-29.

Bhamu, J. and Singh Sangwan, K. (2014), "Lean manufacturing: literature review and
research issues”, International Journal of Operations & Production Management, Vol.
34 No. 7, pp. 876-940

Bhanot, S.P. (2015) ‘Rank and response: A field experiment on peer information and
water use behavior’, Journal of Economic Psychology, 62, pp. 155-172.

Bhasin, S. and Burcher, P., 2006. Lean viewed as a philosophy. Journal of
manufacturing technology management, 17(1), pp.56-72.

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

Billet, S. (2011) Curriculum and pedagogical bases for effectively integrating
practice-based experiences. Strawberry Hills, NSW: Australian Learning and
Teaching Council (ALTC).

Bird, C.M. (2005) ‘How I stopped reading and learned to love transcription’,
Qualitative Inquiry, 11(2), pp. 226-248.

Birks, M. and Mills, J. (2011) Grounded Theory a practical guide. London: SAGE
Publications Ltd.

Black, N. (1994) ‘Why we need qualitative research’, Journal of epidemiology and
community health, 48(5), pp. 425-426.

Black, P. and Wiliam, D. (1998) ‘Assessment and classroom learning’, Assessment in

Education: Principles, Policy & Practice, 5(1), pp. 7-74.

310



Blackburn, R. and Stokes, D. (2000) ‘Breaking down the barriers: Using focus groups
to research small and medium-sized enterprises’, International Small Business
Journal, 19(1), pp. 44-63.

Blaikie, N. (2009). Designing social research. Cambridge: Polity Press.

Blazey, M. L., Davison, K. S., & Evans, J. P. (2003). Insights to performance
excellence in education 2003 (1st ed.). Milwaukee: ASQ Quality Press

Bou-Llusar, J., Escrig-Tena, A., Roca-Puig, V., Beltran-Martin, 1. (2009): An
empirical assessment of the EFQM Excellence Model: evaluation as a TQM
framework relative to the MBNQA Model. Int. J. Qual. Reliab. Manag. Volume 27,
pp. 1-22

Bradley, A.P. and Blanco, C.D. (2010) Promoting a culture of student success: how
colleges and universities are improving degree completion. Atlanta: Southern
Regional Education Board.

Brajer-Marczak, R. (2014). Employee engagement in continuous improvement of
processes. Management.18, 2, 88-103.

Bramwell, J. and Wolfe D. (2008) “Universities and Regional Economic
Development: The Entrepreneurial University of Waterloo’, Research Policy, 37(8),
pp. 1175-1187.

Bratton, J. and Gold, J. (2007) ‘Reward management’, in Bratton, J. and Gold, J.
(eds.) America’s Best-Run Companies. London: HarperCollins Publishers.

Bratton, J., and Gold, J. (2012) Human Resource Management: Theory & Practice.
5th edn. Basingstoke: Palgrave Macmillan.

Braun, V. and Clarke, V. (2006) ‘Using Thematic Analysis in Psychology’,
Qualitative Research in Psychology, 3(2), pp. 77-101.

Breckenridge, J. and Jones, D. (2009) ‘Demystifying Theoretical Sampling in
Grounded Theory Research’, Grounded Theory Review, 8(2), pp. 113-126.

Brief, A.P. (1998) Attitudes In and around organizations. Thousand Oaks, CA: Sage
Publications, Inc.

Branson, C.M.(2007) Achieving organisational change. Journal of Educational
Administration. Vol. 46 No. 3, 2008. pp. 376-395

Brodbeck, F.C., Hanges, P.J., Dickson, M.W., Gupta, V. and Dorfman, P.W. (2004)
‘Comparative influence of industry and societal culture on organizational cultural

practices’, in House, R.J., Hanges, P.J., Javidan, M., Dorfman, P. and Gupta V. (eds.)

311



Culture, leadership, and organizations: The GLOBE study of 62 societies Thousand
Oaks, CA: Sage Publications, Inc, pp. 654-668.

Brown, H. D. (2007). Principles of language learning and teaching. New York, NY:
Pearson Education

Brown, M.G. (1996) Keeping Score: Using the Right Metrics to Drive World-Class
Performance. New York: Quality Resources.

Bryant, A and Charmaz, K (Eds) (2010) The Sage Handbook of Grounded Theory,
London: Sage

Bryant, A., & Charmaz, K. (2007). The SAGE Handbook of Grounded Theory. Los
Angeles: Sage.

Bryant, M. (2006) ‘Talking about change: Understanding employee responses
through qualitative research’, Management Decision, 44(2), pp. 246-258.

Bryman, A (1988) Quantity and Quality in Social Research, London, Routledge
Bryman, A. (1984). The Debate about Quantitative and Qualitative Research: A
Question of Method or Epistemology? The British Journal of Sociology, 35(1), 75-92
Buchanan, D.A. and Huczynski, A.A. (2010) Organisational Behaviour. 7th Edition,
Financial Times Prentice Hall, Rotolito Lombarda

Burt, R.S. (2001) ‘Structural holes versus network closure as social capital’, in Lin,
N., Cook, K.S. and Burt, R.S. (eds.) Social Capital: Theory and Research. New York:
Aldine de Gruyter, pp. 31-56.

Buttner, E.H. and Lowe, K.B. (2017) ‘Addressing internal stakeholders’ concerns:
The interactive effect of perceived pay equity and diversity climate on turnover
intentions’, Journal of Business Ethics, 143(3), pp. 621-633. A

Byrne-Armstrong, H., Higgs, J. and Horsfall, D. (2001) Critical Moments in
Qualitative Research. London: Elsevier Health Sciences.

Cacciattolo, K. (2014) Understanding Organisational Cultures, European Scientific
Journal, November Special Edition, Vol. 2, pp. 1-7.

Caldwell, C., Karri, R. and Matula, T. (2005) ‘Practicing what we teach — Ethical
considerations for business schools’, Journal of Academic Ethics, 3(1), pp. 1-25.
Calvo-Mora A, Leal A, Roldan JL (2005). Relationships between the EFQM
model Criteria: A study in Spanish universities. Total Qual. Manage. Bus.
Excel., 16(6): 741-770

312



Cameron, K.S. (1991) ‘Quality and continuous improvement: A second-generation
approach to organizational effectiveness’, Academy of Management Meeting Miami.
Miami, Florida, USA.

Council of Economic and Development Affairs (2016) Saudi Vision 2030. Available
at: http://vision2030.gov.sa/download/file/fid/417.

Cameron, K. S., & Quinn, R. E. (2003). Kultura organizacyjna - diagnoza i zmiana.
Model wartosci konkurujacych. Krakow: Oficyna Ekonomiczna.

Cameron, K.S. and Quinn, R.E. (2011) Diagnosing and Changing Organizational
Culture: Based on the Competing Values Framework. San Francisco, CA: John Wiley
& Sons.

Castro, M., & Martins, N. (2010). The relationship between organisational climate
and employee satisfaction in a South African information and technological
organisation. South African Journal of Industrial Psychology, 36(1), 1-9

Campbell, S.M. and Nutt, C.L. (2008) ‘Academic advising in the new global century:
Supporting student engagement and learning outcomes achievement’, Peer Review,
10(1), pp. 4-7.

Caniéls, M.C. and Veld, M. (2016) ‘Employee ambidexterity, high performance work
systems and innovative work behaviour: How much balance do we need?’, The
international journal of human resource management, 30(4), pp. 565-585.

Cappelli, P., Singh, H., Singh, J., and Useem, M. (2015) ‘Indian business leadership:
Broad mission and creative value’, The Leadership Quarterly, 26(1), pp. 7-12.

Carey, K. (2005) Choosing to improve: voices from colleges and universities with
better graduation rates. Washington, DC: The Education Trust.

Carneiro, R., Looney, J. and Vincent-Lancrin, S. (2015) ‘Learning from the Past,
Looking to the Future: issues and agendas in education’, European Journal of
Education, 50(4), pp.524-535.

Carson, D., Gilmore, A., Perry, C., and Gronhaug, K. (2001) Qualitative Marketing
Research. London: Sage.

Cartmell, J.W., Binsardi, B. & McLean, A. (2013), How has the use of the EFQM
Excellence Model benefited a Further Education College? Journal of Post-

Compulsory Education Unpublished as at 22.4.13

313



Cassiman, B. and Valentini, G. (2016), “Open innovation: are inbound and outbound
knowledge flows really complementary?”, Strategic Management Journal, Vol. 37
No. 6, pp. 1034-1046.

Central Intelligence Agency (2019) The world factbook. Available at:
https://www.cia.gov/Library/publications/the-world-factbook. Accessed 18.02.2019
Chaimongkonrojna, T. and Steane, P. (2015) ‘Effectiveness of full range leadership
development among middle managers’, Journal of Management Development, 34(9),
pp. 1161-1180.

Cham.West, J. and Bogers, M. (2014), “Leveraging external sources of innovation: a
review of research on open innovation”, Journal of Product Innovation Management,
Vol. 31 No. 4, pp. 814-831

Chapleo, C., 2015. An exploration of branding approaches in UK
universities.International Journal of Nonpro t and Voluntary Sector Marketing, 20(1),
pp.1-11.

Charmaz, K. (2005) ‘Grounded theory in the 21st century: A qualitative method for
advancing social justice research’, Handbook of qualitative research, 3, pp. 507-535.
Charmaz, K. (2006) Constructing Grounded Theory a Practical Guide through
Qualitative Analysis. London: SAGE Publications Ltd.

Charmaz, K. (2010) ‘Grounded Theory: Objective and Constructivist Methods’, in
Luttrell, W. (ed.) Qualitative Educational Research: Reading in reflective
methodology and transformative practice. London: Routledge, pp.183-207.
CHARTERED QUALITY INSTITUTE CQI (2015). Continual improvement, ‘What
is continual improvement?’; available online at. http://www.thecqi.org/Knowledge-
Hub/Resources/Factsheets/Continual-improvement/ Accessed on 04/09/2015
Cheema, S., Akram, A., & Javed, F. (2015). Employee Engagement and Visionary
Leadership: Impact on Customer and Employee Satisfaction . Journal Of Business
Studies Quarterly, 7(2), 139-148.

Chellappa, R., Barua, A., and Whinston, A. (1997). An Electronic Infrastructure for a
Virtual University. Communications of the ACM, 40, (9): 56-58

CHENG, Y. C., & TAM, W. M. (1997). Multi-models of quality in education.
Quality Assurance in Education. 5, 22-31.

314



Cho I., Payne S. C. (2016). Other important questions: When, how, and why do
cultural values influence performance management? Industrial and Organizational
Psychology, 9, 343-350

Cho, J. Y., & Lee, E. (2014). Reducing Confusion about Grounded eory and
Qualitative Content Analysis: Similarities and Di erences. e Qualitative Report,
19(32), 1-20.

Choo, A.S., Linderman, K.W. and Schroeder, R.G. (2007), “Method and context
perspectives on learning and knowledge creation in quality management”, Journal of
Operations Management, Vol. 25 No. 4, pp. 918-31.

Chowdhry, S., Sieler, K. and Alwis, L. (2014) *A study of the impact of technology-
enhanced learning on student academic performance’, Journal of Perspectives in
Applied Academic Practice, 2(3), pp 3-15.

Citti, P., Camatelli, G. & Meneghin, A. (2011). development of simplified approach
based on the EFQM model and Six sigma for the implementation of TQM principles
in a university administration. Total Quality Management and Business Excellence,
22(7),691-704.

Clandinin, D.J. and Connelly, F.M. (2000) Narrative inquiry: Experience and story in
gualitative research. San Francisco: Jossey-Bass.

Clarke, A. E. (2009). From grounded theory to situational analysis: What's new?
Why? How?. In Janice M. Morse, Phyllis N. Stern, Juliet Corbin, Barbara Bowers,
Kathy Charmaz & Adele E. Clarke (Eds.), Developing grounded theory: The second
generation (pp.194-235). Walnut Creek, CA: Left Coast Press.

Clarke, A.E., (2003) ‘Situational analyses: Grounded theory mapping after the
postmodern turn’, Symbolic interaction, 26(4), pp. 553-576.

Clegg, A. (2003) “‘Older South Asian patient and carer perceptions of culturally
sensitive care in a hospital community setting’, Journal of Clinical Nursing, 12(2), pp.
283-290.

Clinton, I. and Thomas, T. (2011) ‘Business students’ experience of community
service learning’, Asia-Pacific Journal of Cooperative Education, 12(1), pp. 51-66.
Cohen, L., Manion, L. and Morrison, K. (2007) Research Methods in Education. 6th
edn. USA: Routledge.

315



Cole, N. (2017) What is Cultural Hegemony? Available at:
https://www.thoughtco.com/cultural-hegemony-3026121 (Accessed: 12 September
2017)

Coll, R.K., Eames, C.W., Paku, L.K., Lay, M.C., Hodges, D., Bhat, R., Ram, S.,
Ayling, D., Fleming, J., Ferkins, L., Wiersma, C. and Martin, A. (2009) ‘An
exploration of the pedagogies employed to integrate knowledge in work-integrated
learning’, Journal of Cooperative Education and Internships, 43(1), pp. 14-35.
Collewaert, V., Anseel, F., Crommelinck, M., De Beuckelaer, A. and Vermeire, J.
(2016) “When passion fades: Disentangling the temporal dynamics of entrepreneurial
passion for founding’, Journal of Management Studies, 53, pp. 966-995.

Collins, D. and Holton, E. (2004) ‘The Effectiveness of Managerial Leadership
Development Programs: A Meta-Analysis of Studies from 1982 to 2001, Human
Resource Development Quarterly, 15, pp. 217-248

Collins, J.P. (2014) ‘Leadership and change in twenty-first century higher education’,
BioScience, 64(7), pp.561-562.

Corbin, J. M. and Strauss, J. M. (2007) Basics of qualitative research: Techniques and
procedures for developing grounded theory. 3rd edn. Thousand Oaks, CA: Sage.
Corbin, J., & Strauss, A. (2008). Basics of Qualitative Research: Techniques and
Procedures for Developing Grounded Theory (3rd ed.). Thousand Oaks, CA: Sage
Corbin, J.M. and Strauss, A. (1990) ‘Grounded theory research: Procedures, canons,
and evaluative criteria’, Qualitative sociology, 13(1), pp.3-21.

Costa, F., Lispi, L., Staudacher, A. P., Rossini, M., Kundu, K., & Cifone, F. D.
(2018). How to foster Sustainable Continuous Improvement: A cause-effect relations
map of Lean soft practices. Operations Research Perspectives, 100091.

Creswell, J. W. (2008): Research design: Qualitative, quantitative, and mixed
Methods approaches. Thousand Oaks: Sage Publications, Incorporated.

Creswell, J.W. (2007). Qualitative inquiry and research design: Choosing among
different research approaches. 2nd edn. Thousand Oaks, CA: Sage.

Creswell, J.W. (2009) Research design: Qualitative, quantitative, and mixed methods
approaches. 3rd edn. Thousand Oaks, CA: Sage

Creswell, J.W. (2014) Research Design: Qualitative, Quantitative and Mixed
Methods Approaches. 4th edn. Thousand Oaks, CA: Sage

316



Creswell, J.W. (2014). A concise introduction to mixed methods research. Thousand
Oaks: Sage Publications.

Cudney, EA, Venuthurumilli, SSJ, Materla, T & Antony, J 2018, 'Systematic review
of Lean and Six Sigma approaches in higher education’, Total Quality Management
and Business Excellence, pp. 1-14.

Cunliffe AL. 2008. Organizational Theory. SAGE Publications Inc., USA
Cunningham, J. (2017) ‘Rhetorical Tension in the Bureaucratic University’, Journal
for Critical Education Policy Studies (JCEPS), 15(3).

Cutcliffee, J.R. (2000) ‘Methodological Issues in Grounded Theory’, Journal of
Advanced Nursing, 31(6), pp. 1476-1484.

D’Andreamatteo, A., lanni, L., Lega, F. and Sargiacomo, M., 2015. Lean in
healthcare: a comprehensive review. Health policy, 119(9), pp.1197-12009.

Dalton, J.C. and Crosby, P.C. (2011) ‘Core values and commitments in college: The
surprising return to ethics and character in undergraduate education’, Journal of
College and Character, 12(2).

Dandridge, T.C. , Mitroff, I. and Joyce, W.F. (1980), “Organizational symbolism: a
topic to expand organizational analysis”, Academy of Management Review , Vol. 5
No. 1, pp. 77-83

Dansoh, A. (2005) ‘Strategic planning practice of construction firms in Ghana,
Construction Management & Economics’, Taylor and Francis Journals, 23(2), pp.
163-168.

Dasgupta, M., Gupta, R.K., Sahay, A. (2011) ‘Linking Technological Innovation,
Technology Strategy and Organizational Factors: A Review’, Global Business
Review, 12(2), pp. 257-277.

David, S.A. (2017) ‘Knowledge convergence towards economic polarisation
undergraduate students' postgraduate course choices in the UAE’, International
Journal of Knowledge Management Studies, 8(3-4), pp. 316-328.

Davison, L., & Al-Shaghana, K. (2007). The Link between Six Sigma and Quality
Culture - An Empirical Study. Total Quality Management & Business Excellence,
18(3), 249-265.

Day, D.V. (2001) ‘Leadership development: a review in context’, Leadership
Quarterly, 11 (4), pp. 581-613

317



Daymon, C. (2000) 'Cultivating creativity in public relations consultancies: the
management and organisation of creative work'. Journal of Communication
Management, 5(1), pp. 17-30.

De Bel-Air, F. (2015). The Socio-Political Background and Stakes of “Saudizing” the
Workforce in Saudi Arabia: the Nitagat Policy. Gulf Labour Markets and Migration,
Explanatory Note No. 3/2015, pp. 3-25

Deal, T.E. and A.A. Kennedy (1982) Corporate cultures. Reading, MA: Addison-
Wesley

Denison, D.R. (1984), ‘Bringing Corporate Culture to the Bottom Line’,
Organizational Dynamics, 13(2), pp. 4-22.

Dennis, D. (2003). Enhancing Organisational Effectiveness: Addressing Inhibitors
and Enablers of the Continuous Improvement Process. Research and Practice in
Human Resource Management, 11(2), 52-61

Dent E.B. and Goldberg S.G. (1999) ‘Challenging "resistance to change™’, The
Journal of Applied Behavioral Science, 35(1), pp. 25-41.

Denzin N.K. and Lincoln Y.S. (1994) Handbook of qualitative research. London:
Sage.

Denzin, N. and Lincoln, Y. (2000) The Discipline and Practice of Qualitative
Research. In: Denzin, N.K. and Lincoln, Y.S., Eds., Handbook of Qualitative
Research, Sage, Thousand Oaks, 1-32

Denzin, N.K. (1978) Sociological Methods. New York: McGraw-Hill.

Denzin, N.K. and Lincoln, Y.S. (2005) ‘Introduction: The discipline and practice of
gualitative research’, in Denzin N.K. and Lincoln Y.S. (eds.) The sage handbook of
gualitative research, 2nd edn. Thousand Oaks, CA: Sage.

Detert, J. R., Schroeder, R. G., & Mauriel, J. J. (2000). A Framework for Linking
Culture and Improvement Initiatives in Organisations. Academy of Management
Review, 25(4), 850-863

DICKSON, M.W., KWANTES, C.T. & MAGOMAEVA, A. B. (2014). Societal and
Organizational Culture: Connections and a Future Agenda. In: B, Schneider & K.M.
Barbera (ed). The Oxford Handbook of Organizational Climate and Culture. New
York, OUP

318



Dimitrov, K., (2013) “Edgar Schein’s model of organizational culture levels as a
hologram”, (a study), Economic studies journal, Bulgarian Academy of Sciences,
issue 4, pp3-36.

do Nascimento Gambi, L. and Boer, H. (2015) ‘Strategy, culture and innovation
performance’, Proceedings of the 16th International CINet Conference on Pursuing
Innovation Leadership. Enschede: Continuous Innovation Network. Vol. 16, pp. 325-
337.

Douglas, J.A., Antony, J. and Douglas, A. (2015), “Waste identification and
elimination in HEIs: the role of lean thinking”, International Journal of Quality and
Reliability Management, Vol. 32 No. 9, pp. 970-981,

Driver, M. (2002) “The learning organization: Foucauldian gloom or Utopian
sunshine?’, Human Relations, 55(1), pp. 33-53

Drogendijk R., Holm U. (2015) Cultural Distance or Cultural Positions? Analysing
the Effect of Culture on the HQ—Subsidiary Relationship. In: Forsgren M., Holm U.,
Johanson J. (eds) Knowledge, Networks and Power. Palgrave Macmillan, London
Du Gay, P. (2000) In Praise of Bureaucracy. London: Sage

Dugguh, S.1. and Dennis, A. (2014) ‘Job satisfaction theories: Traceability to
employee performance in organizations’, IOSR journal of business and management,
16(5), pp. 11-18.

Duke, C. and Hinzen, H. (2014) ‘University engagement and the post-2015 agenda.
What are the roles and functions to support adult education and lifelong learning?’,
Procedia-Social and Behavioral Sciences, 142, pp.29-35.

Dunne, C. (2011). The place of literature review in grounded theory research.
International Journal of Social Research Methodology, 14, 111-124
Easterby-Smith, M., Thorpe, R., Jackson, P. and Lowe, A. (2012) Management
Research. 4th edn. London: Sage.

Eckel, P.D. (2000) ‘The role of shared governance in institutional hard decisions:
Enabler or antagonist?’, The Review of Higher Education, 24(1), pp. 15-39.

EFQM Excellence Model EFQM 2010, EFQM 2009, Avenue des Olympiades 2, B-
1140 Brussels, Belgium

Efrat, K., 2014. The direct and indirect impact of culture on innovation.
Technovation, 34(1), pp.12-20.

319



Egan, R. W. and Fjermestad, J. (2005) ‘Change and Resistance Help for the
Practitioner of Change’, Proceedings of the 38th Annual Hawaii International
Conference. Big Island, Hawaii, 2005. p. 219.

Ehiametalor, E.T. (2001) ‘School facilities management practice in Nigeria’, in
Nwagwi, N.A., Ehiametalor, E.T., Ogunu M.A. & Nwadiani M. (eds). Current issues
in educational management in Nigeria. Benin City: NAEAP.

Ehie, I. and Sheu, C., 2005. Integrating six sigma and theory of constraints for
continuous improvement: a case study. Journal of Manufacturing Technology
Management, 16(5), pp.542-553.

Ehlers, U., & Schneckenberg, D. (2010). Changing cultures in higher education:
Moving ahead to future learning. In U. Ehlers & D. Schneckenberg (Eds.), Changing
cultures in higher education: Moving ahead to future learning. Heidelberg: Springer-
Verlag.

Ehlers, U., & Schneckenberg, D. (2010). Changing cultures in higher education:
Moving ahead to future learning. In U. Ehlers & D. Schneckenberg (Eds.), Changing
cultures in higher education: Moving ahead to future learning. Heidelberg: Springer-
Verlag.

Ehrich, L.C., Cranston, N., Kimber, M. and Starr, K. (2012). “‘Ethical practices and
ethical dilemmas in universities: Academic leaders' perceptions’, International
Studies in Educational Administration, 40(2), pp.99-114.

Eisenberg, D., Gollust, S.E., Golberstein, E., & Hefner, J.L. (2007) ‘Prevalence and
correlates of depression, anxiety, and suicidality among university students’,
American Journal of Orthopsychiatry, 77(4), pp. 534-542.

Ekaterini, G. and Constantinos-Vasilios, P. (2009) ‘A model for evaluating the
effectiveness of middle managers training courses: evidence from a major banking
organization in Greece’, International Journal of Training and Development, 13(4),
pp 221-245.

Ellis, S. & Dick, P. (2003). Introduction to Organizational Behavior, 2nd Edition,
USA: McGrawHill Pub.

Emetarom, U.G. (2003) ‘Provision and management of facilities in primary schools
in Nigeria: Implications for policy formulation’, Annual National Conference of
NAEAP. University of Ibadan, 28-31 Oct.

320



Esfijani, A.; Hussain, F.K. and Chang, E. (2012) ‘An Approach to University Social
Res- ponsibility Ontology Development Through Text Analyses’, International
Conference on Human System Interaction, HSI. pp. 1-7

Evangelinos, K. and Jones, N. (2009). An analysis of social capital and environmental
management of higher education institutions. International Journal of Sustainability
in Higher Education, 10, (4): 334-342. https://doi.org/10.1108/14676370910990684
Evans, T.R. and Dobrosielska, A., 2019. Feedback-seeking culture moderates the
relationship between positive feedback and task performance. Current Psychology,
pp.1-8.

EZZI, SW. TEAL, E.J., & 1ZZ0, G.M. (2014) The influence of Islamic values on
connected generation students in Saudi Arabia. Journal of International Business and
Cultural Studies, 9

Fahey, S.J. (2012) ‘Curriculum change and climate change: Inside outside pressures
in higher education’, Journal of Curriculum Studies, 44(5), pp.703-722.

Fallatah, R.H.M., Syed, J. (2018) Employee Motivation in Saudi Arabia; An
Investigation into the Higher Education Sector. Palgrave Macmillan

Farrar, M. (2000), “Structuring success: a case study in the use of the EFQM
excellence model in school improvement”, Total Quality Management, VVol. 11 Nos
4/5/6, pp. 691-6

Fenwick, S., Explorations, F.L. and Hagge, E. (2015) Effective Performance
Systems: A Review of Selected Literature. LEADS research. Available at:
https://www.leadscollaborative.ca/document/1302/Effective_Performance_Systems_
Fenwick&Hagge.pdf

Ferguson, P. (2011) “Student perceptions of quality feedback in teacher education’,
Assessment & Evaluation in Higher Education, 36, pp. 51-62

Fernandez, W. (2004) ‘Using the Glaserian Approach in Grounded Studies of
Emerging Business Practices’, Electronic Journal of Business Research Methods;
2(2).

Fetterman, D.M. (2010). Ethnography: Step by step. 3rd edn. Thousand Oaks, CA:
Sage.

Fitzsimmons, S.R. and Stamper, C.L. (2014) “How societal culture influences friction
in the employee—organization relationship’, Human Resource Management

Review, 24(1), pp. 80-94.

321



Fooladvand, M., Yarmohammadian, M.H. and Shahtalebi, S. (2015) “The application
strategic planning and balance scorecard modelling in enhance of higher education’,
Procedia-Social and Behavioral Sciences, 186, pp. 950-954.

Fralinger, B., (2007). Organizational culture at the university level: A study using the
OCAI instrument. Journal of College Teaching & Learning, 4(11), 85-97.
Freudenberg, B., Brimble, M. and Cameron, C. (2011) ‘WIL and generic skill
development: The development of business students' generic skills through work-
integrated learning’, Asia-Pacific Journal of cooperative education, 12(2), pp. 79-93.
Gallagher, K. (2008) The Methodological Dilemma: Creative, critical, collaborative
and post-positivist. London: Rutledge

Gamal Aboelmaged, M., 2010. Six Sigma quality: a structured review and
implications for future research. International Journal of Quality & Reliability
Management, 27(3), pp.268-317

Gamble, N., Patrick, C. and Peach, D. (2010) ‘Internationalising work-integrated
learning: creating global citizens to meet the economic crisis and the skills shortage’,
Higher Education Research and Development, 29(5), pp. 535-546 .

Gamme, I. and Lodgaard, E., 2019. Organizational or system boundaries; possible
threats to continuous improvement process. Procedia CIRP, 79, pp.505-510.

Gana, A.B. and Bababe, F.B. (2011) ‘The Effects of Motivation on Workers
Performance (a case study of Maiduguri Flour Mill Ltd. Borno State, Nigeria.)’,
Continental Journal of Social Sciences, 4(2), pp.8 — 11.

Gao, Y. (2017). Business leaders' personal values, organisational culture and market
orientation. Journal of Strategic Marketing, 25(1), 49e64.

Garcia-Sabater, J.J., Marin-Garcia, J.A. and Perello-Marin, M.R., 2012. Is
implementation of continuous improvement possible? An evolutionary model of
enablers and inhibitors. Human Factors and Ergonomics in Manufacturing & Service
Industries, 22(2), pp.99-112.

Garousi, V., Eskandar, M.M. and Herkiloglu, K. (2017) ‘Industry—academia
collaborations in software testing: experience and success stories from Canada and
Turkey’, Software Quality Journal, 25(4), pp.1091-1143.

Geary, J. and Dobbins, T. (2006) ‘Team working: A New Dynamic in the Pursuit of

Management Control’, Human Resource Management Journal, 11(1), pp. 3 -23.

322



Gelfand, M. J., Erez, M., & Aycan, Z. (2007). Cross-cultural organizational behavior.
Annual Review of Psychology, 58, 479-514.

Gentles, S.J., Charles, C., Ploeg, J. and McKibbon, K. (2015) ‘Sampling in qualitative
research: Insights from an overview of the methods literature’, The Qualitative
Report, 20(11), pp. 1772-1789.

Gerhart, B. (2009) “How Much Does National Culture Constrain Organizational
Culture?,” Management and Organization Review. Cambridge University Press, 5(2),
pp. 241-259

Ghinea, V. and Bratianu, C. (2012). Organizational Culture Modeling. Management
& Marketing Challenges for the Knowledge Society, 7, (2): 257-276

Gibbons, M., Limoges C., Nowotny H., Schwartzman S., Scott P. and Trow M.
(1994) The new production of knowledge: The dynamics of science and research in
contemporary societies. London: Sage.

Gibson, C.B., Porath C.L., Benson, G.S. and Lawler, E.E. (2007) ‘What results when
firms implement practices: The differential relationship between specific practices,
firm financial performance, customer service, and quality’, Journal of Applied
Psychology, 92, pp. 1467-1480.

Gil, AJ. and Mataveli, M. (2016) ‘Rewards for continuous training: a learning
organisation perspective’, Industrial and Commercial Training, 48(5), pp.257-264.
Giles, D. and Yates, R. (2014) “Enabling educational leaders: Qualitatively surveying
an organization's culture’, International Journal of Organizational Analysis, 22(1),
pp.94-106.

Gimenez-Espin, J.A., Jiménez-Jiménez, D., & Martinez-Costa, M. (2013).
Organizational culture for total quality management. Total Quality Management &
Business Excellence, 24(5-6), 678-692.

Gino, F., & Staats, B. (2015). Why Organizations Don't Learn. Harvard Business
Review, 93(11), 110-118.

Giorgi, A. (2009) The descriptive phenomenological method in psychology: A
modified Husserlian approach. Pittsburgh, PA: Duquesne University Press.

Glacken, M., Coates, V., Kernohan, G. and Hegarty, J. (2003) ‘The experience of
fatigue for people living with hepatitis C’, Journal of Clinical Nursing, 12(2), pp.
244-252

323



Glaser, B. G. (1998). Doing grounded theory: Issues and discussion. Mill Valley, CA:
Sociology Press.

Glaser, B. G. (2002). Constructivist grounded theory? [On-line Journal]. Forum:
Qualitative sozialforschung/ Forum: Qualitative social research, 3,3. Retrieved June
1, 2017, from the World Wide Web: http://www.qualitative-research.net/fgs-texte/3-
02/3-02glaser-e.htm

Glaser, B., & Strauss, A. (1967). The Discovery of Grounded Theory: Strategies for
Qualitative Research. Mill Valley, CA: Sociology Press

Glaser, B.G. (1978) Theoretical Sensitivity. Mill Valley, CA: Sociology Press
Glaser, B.G. (2001). The grounded theory perspective: Conceptualization contrasted
with description. Sociology Press.

Glaser, B.G. (2009). Jargonizing: Using the grounded theory vocabulary. Mill Valley,
CA: Sociology Press.

Glewwe, P., llias, N. and Kremer, M. (2008) Teacher Incentives in the developing
world. Cambridge, MA: Harvard University.

Glinska-Newes, A. and Szostek, D. (2018) ‘Organizational citizenship behaviors in
public and private sector’, International Journal of Contemporary Management,
17(1), pp. 45-58.

Glover, W., Farris, J.A., & Aken, E.M. (2015). Kaizen Events: Assessing the Existing
Literature and Convergence of Practices. Engineering Management Journal. VVolume
26, Issue 1

Goetsch, D.L. and Davis, S.B. (2010), Quality Management for Organisational
Excellence: Introduction to Total Quality, 6th ed., Pearson Education Inc., New
Jersey, NJ.

Goetsch, David L. & Davis, Stanley B. (1997). “Introduction to Total Quality:
Quality Management for Production, Processing & Services” (2nd ed.). Prentice-Hall,
USA

Goldman, C.A. and Salem, H. (2015) Getting the Most Out of University Strategic
Planning: Essential Guidance for Success and Obstacles to Avoid. Santa Monica, CA:
RAND Corporation

Gombolay, M.C., Gutierrez, R.A., Clarke, S.G., Sturla, G.F. and Shah, J.A. (2015)
‘Decision-making authority, team efficiency and human worker satisfaction in mixed

human-robot teams’, Autonomous Robots, 39(3), pp. 293-312.

324



Goulding, C. (1998) ‘Grounded theory: the missing methodology on the interpretivist
agenda’, Qualitative Market Research: An International Journal, 1(1), pp. 50-57.
Goulding, C. (2005) Grounded Theory, Ethnography and Phenomenology: A
Comparative Analysis of Three Qualitative Strategies for Marketing Research.
European Journal of Marketing, 39 (3/4), pp.294-308.

Gourova, E. and Toteva, K. (2014) ‘Design of knowledge management systems’,
Proceedings of the 8th Nordic Conference on Pattern Languages of Programs
(VikingPLoP). ACM. p. 3.

Gramsci, A. (1978) Selections from Cultural Writings. Cambridge, MA: Harvard
University Press.

Griffeth R.W., Hom P.W. and Gaertner S. (2000) ‘A meta-analysis of antecedents
and correlates of employee turnover: update, moderator tests, and research
implications for the next millennium’, Journal of Management, 26(3), pp. 463-88
Griffith, J.A., Baur, J.E. and Buckley, M.R. (2018) ‘Creating comprehensive
leadership pipelines: Applying the real options approach to organizational leadership
development’, Human Resource Management Review.

Groves, M. (2014) An Investigation into the Inter-Connectedness of Trust,
Community Engagement, School Leadership and Educational Outcomes in English
Secondary Schools. PhD thesis. Centre for Education Studies, University of Warwick.
Guan, J. and Zhao, Q. (2013) ‘The impact of university—industry collaboration
networks on innovation in nanobiopharmaceuticals’, Technological Forecasting and
Social Change, 80(7), pp. 1271-1286.

Guba, E. G. (1981). Criteria for assessing the trustworthiness of naturalistic inquiries.
Educational Communication and Technology Journal, 29(1981), 75-91.

Guba, E. G., & Lincoln, Y. S. (2005). Paradigmatic Controversies, Contradictions,
and Emerging Confluences. In N. K. Denzin & Y. S. Lincoln (Eds.), The Sage
handbook of qualitative research (pp. 191-215). Thousand Oaks, CA, : Sage
Publications Ltd

Guba, E.G and Lincoln, Y.S. (1989) Fourth generation evaluation. Thousand Oaks,
CA: Sage.

Guerrero, M., Urbano, D., Fayolle, A., Klofsten, M. and Mian, S. (2016)
‘Entrepreneurial universities: emerging models in the new social and economic

landscape’, Small Business Economics, 47(3), pp. 551-563.

325



Guest, G., Bunce, A. and Johnson, L. (2006) ‘How many interviews are enough? An
experiment with data saturation and variability’, Field methods, 18(1), pp. 59-82.
Guest,G; . Namey, E. & Mitchell, M. (2013), 'Focus groups', in Collecting qualitative
data: a field manual for applied research, SAGE Publications, pp. 172-222,

Gulati, R., Lavie, D. and Madhavan, R.R. (2011) ‘How do networks matter? The
performance effects of interorganizational networks’, Research in Organizational
Behavior, 31, pp. 207-224

Gumport, P.J. (2017) ‘Public universities as academic workplaces’. The American
Academic Profession. Routledge. pp. 113-136.

Gumport, P.J. and Snydman, S.K. (2002) ‘The formal organization of knowledge: An
analysis of academic structure’, The Journal of Higher Education, 73(3), pp. 375-
408.

Gupta, S., Sharma, M. and Sunder M, V., 2016. Lean services: a systematic

review. International Journal of Productivity and Performance Management, 65(8),
pp.1025-1056.

Hackman, J.R. and Oldham, G.R. (1980) Work redesign. Reading, MA: Addison-
Wesley.

Haerizadeh, M. and Sunder M., V. (2019), "Impacts of Lean Six Sigma on improving
a higher education system: a case study", International Journal of Quality &
Reliability Management, VVol. 36 No. 6, pp. 983-998

Haerizadeh, M., & Sunder, M.V. (2019). Impacts of Lean Six Sigma on improving a
higher education system: a case study.

Halcomb, E.J. and Davidson, P.M. (2006) ‘Is verbatim transcription of interview data
always necessary?’, Applied nursing research, 19(1), pp.38-42.

Hale, M.D., Graham, D.L. and Johnson, D.M. (2009) ‘Are students more satisfied
with academic advising when there is congruence between current and preferred
advising styles?’, College Student Journal, 43(2), pp. 313-324.

Halvorson, G. C. (2013). The Culture to Cultivate. Harvard Business Review, July-
August.

Hamdan Alghamdi, A. K. (2014). The Road to Culturally Relevant Pedagogy: E
Expatriate teachers' pedagogical practices in the cultural context of Saudi Arabian
higher education. McGill Journal of Education / Revue des sciences de I'éducation de
McGill, 49 (1), 201-226. https://doi.org/10.7202/1025778ar

326



Harbi, S.A., Thursfield, D. and Bright, D. (2017) “Culture, wasta and perceptions of
performance appraisal in Saudi Arabia’, The International Journal of Human
Resource Management, 28(19), pp. 2792-2810

Hardman, F., Abd-Kadir, J. & Smith, F. (2008) Pedagogical renewal: improving the
quality of classroom interaction in Nigerian Primary Schools, International Journal of
Educational Studies 28(1), 55 — 69

Hartnell, C.A. and Walumbwa, F.O. (2011) ‘Transformational leadership and
organizational culture: Toward integrating a multilevel framework’, in Ashkanasy,
N.M., Wilderom C.P. and Peterson M.F. (eds.). Handbook of organizational culture
and climate. London: Sage. Vol. 2, pp. 225-248.

HARVEY, L. (2005) A History and Critique of Quality and Evaluation in the UK.
Quality Assurance in Education, 13(4), 263-276.

Hasan, B., Jonathan M. D., Michael A. O., Philippe, S. (2016) The Future of Skills:
Employment in 2030. London: Pearson and Nesta

Hashim, N. and Hamzah, M.1. (2014). 7P’s: A Literature Review of Islamic
Marketing and Contemporary Marketing Mix. Procedia - Social and Behavioral
Sciences 130 . 155 — 159

Haslam, S. and Pennington, R. (2004) Reducing resistance to change and conflict: A
Key to Successful Leadership Resource International. Available at:
http://www.resource-i.com/Articles.html

Hattie, H. and Timperley, H. (2007) “The Power of Feedback’, Review of
Educational Research, 77(1), pp. 81-112

HATCH, M.J. (1993). The Dynamics of Organizational Culture. Academy of
Management Review. 18, 4, pp. 657-693

Henning, E., van Resburg, W. and Smit, B. (2004) Fining Your Way in Qualitative
Research. Pretoria: Van Schaik Publishers.

Herrmann, P. and Nadkarni, S. (2014) ‘Managing strategic change: The duality of
CEO personality’, Strategic Management Journal, 35(9), pp. 1318-1342.

Hess, J. and Benjamin, B. (2015), "Applying Lean Six Sigma within the university:
opportunities for process improvement and cultural change", International Journal of
Lean Six Sigma, Vol. 6 No. 3, pp. 249-262

Hesse-Biber, S.N. and Leavy, P., 2010. The practice of qualitative research. Sage.

327



Hewitt-Dundas, N. (2012) ‘Research intensity and knowledge transfer activity in UK
universities’, Research policy, 41(2), pp. 262-275.

Higgins, K.T. (2005), “Lean builds steam”, Food Engineering: The Magazine for
Operations and Manufacturing Management, available at:
http://www.foodengineeringmag.com/Articles/Feature_Article/1e1b90115c¢2f8010Vg
nVCM100000f932a8c0

Hight, P. and Wood, B., 2018. How does organisational culture influence employee

retention within a landscaping business?.
http://researcharchive.wintec.ac.nz/6219/1/AMCVol1%20Final.pdf

Hill, CW.L., Jones, G.R. & Galvin, P. (2004). Strategic Management: An Integrated
Approach. John Wiley and Sons. Australia.

Hladchenko, M. (2015) “‘Balanced Scorecard-a strategic management system of the
higher education institution’, International Journal of Educational

Management, 29(2), pp. 167-176.

Hoque, N., Aktaruzzaman Khan, M., & Mowla, M. (2013). Organisational culture:
features and framework from Islamic perspective. Humanomics, 29(3), 202-219.
HOFSTEDE, G (1980): Culture’s Consequences: International Differences in Work-
related Values. London: Sage Publications.

Hofstede, G. (1983). The Cultural Relativity of Organizational Practices and Theorie.
Journal of International Business Studies. Volume 14, Issue 2, pp 75-89

Hofstede, G. (1991). Cultures and Organizations: Software of the Mind. London, UK:
McGraw-Hill.

Hofstede, G. (2001). Culture’s Consequences: Comparing Values, Behaviors,
Institutions and Organizations Across Nations. Thousand Oaks: Sage Publications
Hofstede, G. (2011). Dimensionalizing Cultures: The Hofstede Model in Context.
Online Readings in Psychology and Culture, 2(1).

Hofstede, G. & Hofstede, G. J. (2005). Cultures and Organizations: Software of the
Mind (Rev. 2nd ed.). New York: McGraw-Hill. For translations see
www.geerthofstede.nl and “our books”.

Hofstede, G., Hofstede, G. J. & Minkov, M. (2010). Cultures and Organizations:
Software of the Mind (Rev. 3rd ed.). New York: McGraw-Hill

328



Hogan, K.S., Tynan, J.M., Covill, V.J., Kilmer, R.P. and Cook, J.R. (2017) ‘A
capacity building framework for community-university partnerships’, Collaborations:
A Journal of Community-Based Research and Practice, 1(1), p. 1.

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

Holden, M.T. and Lynch, M. (2004) ‘Choosing the appropriate methodology:
understanding research philosophy (RIKON Group)’, The Marketing Review, 4, pp.
397-400.

Holten, A.L. and Brenner, S.0. (2015) ‘Leadership style and the process of
organizational change’, Leadership & Organization Development Journal, 36(1), pp.
2-16.

Holton, E.F. 111, Bates R.A., Bookter, A. and Yamkovenko, V.B. (2007) ‘Convergent
and divergent validity study of the Learning Transfer Systems Inventory’, Human
Resource Development Quarterly, 18(3), pp. 385-419.

Hood, C. and Heald, D. (2006) Transparency: the Key to Better Governance?. Oxford
University Press for The British Academy: Oxford (Proceedings of the British
Academy Series)

House R.J. Hanges, P.J., Javidan, M., Dorfman, P. and Gupta V. (eds.), (2004)
Culture, Leadership, and Organizations: The GLOBE Study of 62 Societies.
Thousand Oaks, CA: Sage.

Howes, A. and Ainscow, M. (2006) ‘Collaboration with a city-wide purpose: making
paths for sustainable educational improvement’, in Ainscow, M. and West, M. (eds)
Improving Urban School: Leadership and Collaboration. Open University Press.

Hu, J. and Liden, R. (2015) ‘Making a Difference in the Teamwork: Linking Team
Prosocial Motivation to Team Processes and Effectiveness’, Academy of
Management Journal, 58(4), pp. 1102-1127

Huang, H.I. and Lee, C.F. (2012) ‘Strategic management for competitive advantage: a
case study of higher technical and vocational education in Taiwan’, Journal of Higher
Education Policy and Management, 34(6), pp. 611-628.

Husni, N.A. (2018) ‘”Zero-Based” Governance: A New Model for the Future’.
Higher Education Governance in the Arab World. Palgrave Macmillan. pp. 37-64

329



Idris, A. M. (2007). Cultural Barriers to Improved Organizational Performance in
Saudi Arabia. SAM Advanced Management Journal (07497075), 72(2), 36-53. SAM
Advanced Management Journal , 72(2), 36-53.

Informa Middle East, (2015) ‘Top CSR Trends in Saudi Arabia’. The Informa review.
Available at http://blog.informa-mea.com/top-csr-trends-in-saudi-arabia/ (Accessed:
20 October 2017).

lonescu, V. (2014). Leadership, culture and organizational change. Manager, (20),
65-71.

lorgulescu, A. Marcu, M. (2015). The relationship between national culture and
organisational culture. Social Sciences and Education Research Review 2, (2);93-98
Igbal, A. (2010) Employee Turnover: Causes, Consequences and Retention Strategies
in the Saudi Organizations. The Business Review, Cambridge. Vol. 16, Num. 2 ,
Isabirye, A. (2007) Employee Participation in post-apartheid South Africa as a tool
for global competitiveness. PhD thesis. University of Johannesburg.

Ismyrlis, V. and Moschidis, O., 2013. Six Sigma's critical success factors and
toolbox. International Journal of Lean Six Sigma, 4(2), pp.108-117.

Jaakson, K. (2010). Engagement of organizational stakeholders in the process of
formulating values statements. Atlantic Journal of Communication, 18(3), 158-176
Jackson, D. (2015) ‘Employability skill development in work-integrated learning:
Barriers and best practice’, Studies in Higher Education, 40(2), pp. 350-367
Jackson, S.E., Schuler, R.S. and Werner, S. (2009) Managing Human Resources, 11th
edn. New York: South-Western, Cengage Learning.

Jahromi, A.F. (2005) ‘Using technology in second language study’, Human Science,
43-44, pp. 21-28.

Janesick V. (1994) ‘The Dance of Qualitative Research Design: Metaphor,
Methodology and Meaning’, in Denzin, N. and Lincoln, Y. (eds) Handbook of
Qualitative Research. London: Sage Publications.

Janiéijevié, N. (2011). Methodological Approaches in the research of Organizational
Culture. Economic Annals, LVI (189), pp.69-100

Johnson S.D. (1995) “Will our research hold up under scrutiny?’, Journal of
Industrial Teacher Education, 32(3), pp. 3-6.

JOHNSON, G. and SCHOLES, K. (1992) Managing Strategic Change: Strategy,

culture and action. London: Elsevier

330



JOHNSON, G., SCHOLES, K., & WHITTINGTON, R. (2008). Exploring corporate
strategy: text & cases. Edinburgh, Prentice Hall.

JOHNSON, G., SCHOLES, K., & WHITTINGTON, R. (2008). Exploring corporate
strategy: text & cases. Edinburgh, Prentice Hall.

Johnson, R. B. (Ed.). (2006). New directions in mixed methods research [Special
issue]. Research in the Schools, 13(1).

Jones, M. and Harris, A. (2014), "Principals leading successful organisational
change", Journal of Organizational Change Management, VVol. 27 No. 3, pp. 473-485
Jones, M.O. (1996), Studying Organizational Symbolism: What, How, Why? ,
SAGE, Thousand Oaks, CA.

Jones, R. and Noble, G. (2007) ‘Grounded theory and management research: a lack of
integrity?’, Qualitative Research in Organizations and Management: An International
Journal, 2(2), pp. 84-103.

Joyce, B., Calhoun, E. and Hopkins, D. (1999) The new structure of school
improvement. Buckingham: Open University Press.

Jreisat, J.E. (1997) Public Organization Management: The Development of Theory
and Process. Westport, CT: Praeger.

Juergensen, T. (2000), Continuous Improvement: Mindsets, Capability, Process,
Tools and Results, The Juergensen Consulting Group, Inc., Indianapolis, IN.
Jurburg, D., Viles, E., Tanco, M., and Mateo, R. (2017)*“What motivates employees
to participate in continuous improvement activities?” Total Quality Management &
Business Excellence, vol. 28, no. 13-14, pp. 1469-1488

KALLINY, M. P., & GENTRY, L. P. (2007). Cultural VValues Reflected in Arab and
American Television Advertising. Journal of Current Issues & Research in
Advertising. 29, 15-32

Kanter, R.M. (1989) When Giants Learn to Dance: Mastering the Challenges of
Strategy, Management, and Careers in the 1990s. London: International Thomson
Kapetaniou, C. and Lee, S.H. (2017) ‘A framework for assessing the performance of
universities: The case of Cyprus’, Technological Forecasting and Social

Change, 123, pp. 169-180.

Karyotakis, K.M. and Moustakis, V.S., 2016. Organizational factors, organizational
culture, job satisfaction and entrepreneurial orientation in public administration. The

European Journal of Applied Economics, 13(1), pp.47-59.

331



Katou, A.A. and Budhwar, P. (2015) ‘Human resource management and
organisational productivity: a systems approach based empirical analysis’, Journal of
Organizational Effectiveness: People and Performance, 2(3), pp. 244-266.

Keller, G. (1983) Academic strategy : The management revolution in American
higher education. Baltimore: Johns Hopkins University Press.

Kelley, P. and Chang, P. (2007) ‘A typology of university ethical lapses: Types,
levels of seriousness, and originating location’, The Journal of Higher Education,
78(4), pp. 402-429.

Kelley, P., Agle, B. and DeMott, J. (2006) ‘Mapping our progress: ldentifying,
categorizing and comparing universities’ ethics infrastructures’, Journal of Academic
Ethics, 3(2), pp. 205-229.

Kezar, A. (2009) ‘Change in Higher Education: Not Enough, or Too Much?’,
Change: The Magazine of Higher Learning, 41(6), pp. 18-23.

Khan, S.N. (2014) ‘Qualitative research method: Grounded theory’, International
Journal of Business and Management, 9(11), pp. 224-233.

Khoja, M., 2016. The Development of a Sustainable Quality Management
Framework for Libyan Higher Education System. Phd Thesis. De Monfort
University. Leicester UK.

Khorasani, S.T., Cross, J. and Maghazei, O., 2019. Lean supply chain management in
healthcare: a systematic review and meta-study. International Journal of Lean Six
Sigma.

Khorsheed, M.S. and Al-Fawzan, M.A. (2014) ‘Fostering university-industry
collaboration in Saudi Arabia through technology innovation centers’, Innovation:
Management Policy and Practice, 16, pp. 224-237.

Kirkwood, A. and Price, L. (2014) ‘Technology-enhanced learning and teaching in
higher education: what is ‘enhanced’ and how do we know? A critical literature
review’, Learning, media and technology, 39(1), pp. 6-36.

Kirschner, A. (2012) ‘Innovations in higher education? Hah’, The Chronicle of
Higher Education, 8.

Kitzinger, J. (1995). Introducing focus groups. British Medical Journal, v. 311,
pp.299-302

Knirk, F.G. (1992) ‘Facility requirements for integrated learning systems’,
Educational Technology, 33(9), pp. 26-32

332



KOCH, J. V. (2003). TQM: why is it impact in higher education so small? The TQM
Magazine. 15, 325-333

Kok, S.K. and McDonald, C. (2017) “Underpinning excellence in higher education—
an investigation into the leadership, governance and management behaviours of high-
performing academic departments’, Studies in Higher Education, 42(2), pp. 210-231.
Kopelman, R.E., Brief, A.P. and Guzzo, R.A. (1990) ‘The Role of Climate and
Culture in Productivity’, in Schneider B. (ed.) Organizational climate and culture. San
Francisco, CA: Jossey-Bass. pp. 282-318

Koruna, S.M. (2004), “External technology commercialisation — policy guidelines”,
International Journal Technology Management, VVol. 27Nos 2-3, pp. 241-254.
Kotter, J. P. (2001) ‘What Leaders Really Do’, Harvard Business Review, 79, pp. 85-
98.

Kotter, J.P. and Heskett, J.L. (1992) Corporate Culture and Performance. New York:
Free Press

Koval, O., Nabareseh, S., Stankalla, R. and Chromjakova, F., 2019. Continuous
improvement and organizational practices in service firms: Exploring impact on cost
reduction. Serbian Journal of Management, 14(1), pp.177-191.

Kuh, G.D., Kinzie, J., Schuh, J.H., Whitt, E.J. and Associates. (2005). Student
success in college: creating conditions that matter. San Francisco: Jossey-Bass.
Kumar, M., Antony, J., Singh, R.K., Tiwari, M.K., and Perry, D., (2006),
“Implementing the Lean Six Sigma framework in an Indian SME: a case study”,
Production Planning and Control, Vol. 17, No. 4, pp. 407-423.

Laforet, S. (2016), "Effects of organisational culture on organisational innovation
performance in family firms", Journal of Small Business and Enterprise
Development, Vol. 23 No. 2, pp. 379-407

Lakoff, G. (1987) Women, fire, and dangerous things. Chicago: University of
Chicago Press.

Lambert, R., Leuz, C. and Verrecchia, R.E. (2007) ‘Accounting information,
disclosure, and the cost of capital’, Journal of Accounting Research, 45(2), pp. 385—
420.

Lapadat, J. and Lindsay, A.C. (1999) ‘Transcription in research and practice: From
standardization of technique to interpretive positionings’, Qualitative Inquiry, 5(1),
pp. 64-86

333



Lapina, I.; Borkus, 1. and Starineca, O. (2012) ‘Corporate Social Responsibility and
Creating Shared Value: Case of Latvia”, World Academy of Science, Engineering
and TechnologylInternational Journal of Economics and Management Engineering,
6(8), pp. 1605- 1611.

Latif, M.S., Ahmad, M., Qasim, M., Mushtaq, M., Ferdoos, A. and Naeem, H. (2015)
‘Impact of employee’s job satisfaction on organizational performance’ European
Journal of Business and Management, 7, pp. 166-171

Laurett, R. and Mendes, L., 2019. EFQM model’s application in the context of higher
education: A systematic review of the literature and agenda for future research.
International Journal of Quality & Reliability Management, 36(2), pp.257-285.
Lawrence, T. B. (1999) ‘Institutional strategy’, Journal of Management, 25(2), pp.
161-188.

Lawson, R. B. & Shen, Z. (1998). Organizational Psychology Foundations &
Applications. Oxford University Press.

Lears, T.J. (1985) “The concept of cultural hegemony: problems and possibilities’,
The American Historical Review, 90(3), pp. 567-93.

Lee, Y., Howe, M. and Kreiser, P.M., 2019. Organisational culture and
entrepreneurial orientation: An orthogonal perspective of individualism and
collectivism. International Small Business Journal, 37(2), pp.125-152.

Leedy, P.D. (2010) Practical Research: Planning and Design. 9th edn. Pearson
Education, Inc

Leuz, C. and Wysocki, P.D. (2016) ‘The economics of disclosure and financial
reporting regulation: Evidence and suggestions for future research’. Journal of
Accounting Research, 54(2), pp. 525-622.

Liker, J.K. and Morgan, J.M., 2006. The Toyota way in services: the case of lean
product development. Academy of management perspectives, 20(2), pp.5-20.
Lincoln, Y. S. (1995). Emerging criteria for quality in qualitative and interpretive
research, Qualitative Inquiry, 1, 275-289.

Lincoln, Y.S. and Guba, E.G. (1985) Naturalistic inquiry. Newbury Park, CA: Sage
Lincoln, Y.S. and Guba, E.G., 2000. The only generalization is: There is no
generalization. Case study method, pp.27-44.

Little, J. (2014). Change VS Transformation. [online] accessed on 15-10-2015
http://leanchange.org/2014/12/change-vs-transformation/

334



Liyanage, S., and Mitcheil, H. (1994) *Strategic Management of Interactions at the
Academic-Industry Interface’, Technovation, 14(10), pp. 641-655.

Locke, H.S. and Braver, T.S. (2008) ‘Motivational Influences on Cognitive Control:
Behavior, Brain Activation, and Individual Differences’, Cognitive, Affective, &
Behavioral Neuroscience, 8(99), pp. 123.

LOCKWOOD, G. (1985). Universities as Organizations. In: G. Lockwood & J.
Davies (ed.). Universities: the management challenge. Society for Research into
Higher Education, Guildford Surrey.

Louvel, S. (2013) ‘Understanding change in higher education as bricolage: how
academics engage in curriculum change’, Higher Education, 66(6), pp. 669-691.

Lu, J.; Laux, C & Antony, J. (2017 Jun). Lean six sigma leadership in higher
education institutions. Internationl Journal of Productivity and Performance
Management, 66(5), 638-650.

MacDonald, K.M. (1995) The Sociology of the Professions. London: Sage.
MARSHAK, R. J. (1993). Lewin Meets Confucius: A Review of the OD Model of
Change. The Journal of Applied Behavioral Science. 29, 393-415

Martins, R., Mergulao, R., & Junior, L. (2006). The enablers and inhibitors of Six
Sigma project in a Brazilian cosmetic factory. Proceedings of the Third International
Conference on Production Research—Americas’ Region (ICPR ICPR-AMO06).
Maruping, L.M. and Magni, M. (2012) ‘What’s the Weather Like? The Effect of
Team Learning Climate, Empowerment Climate, and Gender on Individuals’
Technology Exploration and Use’, Journal of Management Information Systems,
29(1), pp. 79-114.

Mas, A. and Moretti, E. (2009) ‘Peers at work’, American Economic Review, 99(1),
pp. 112-145

Mathews, B. and Linski, C.M. (2016) “Shifting the paradigm: reevaluating resistance
to organizational change’, Journal of Organizational Change Management, 29(6), pp.
963-972.

Matinaro, V. and Liu, Y., 2017. Towards increased innovativeness and sustainability
through organizational culture: A case study of a Finnish construction business.

Journal of cleaner production, 142, pp.3184-3193.

335



Mattessich, R. (2003). Accounting representation and the onion model of reality: a
comparison with Baudrillard’s orders of simulacra and his hyperreality. Accounting,
Organizations and Society 28: 443-470

Mayer, R.E. (2005) The Cambridge handbook of multimedia learning. New York:
University of Cambridge.

Mayo, A. and Lank, E. (1994) The Power of Learning: A Guide to Gaining
Competitive Advantage. London: Institute of Personnel Development

McCowan, T. (2016) ‘Universities and the post-2015 development agenda: An
analytical framework’, Higher Education, 72(4), pp. 505-523.

McDonald, J. and Dominguez, L.A. (2015) ‘Developing university and community
partnerships: A critical piece of successful service learning’, Journal of College
Science Teaching, 44(3).

Mckay, J., & Kember, D. (1999), 'Quality Assurance Systems and Educational
Develoment: Part 1 - the Limitations of Quality Control' Quality Assurance in
Education, 7(1), 25-29.

McLean, R. S., Antony, J., & Dahlgaard, J. J. (2017). Failure of Continuous
Improvement initiatives in manufacturing environments: a systematic review of the
evidence. Total Quality Management & Business Excellence, 28(3-4), 219-237
McNamara, C. (2009). General guidelines for conducting interviews. Retrieved
March 19, 2017, from http://managementhelp.org/evaluatn/intrview.htm
McPherson, A.V. (2012) College student life and financial stress: An examination of
the relation among perception of control and coping styles on mental health
functioning. PhD thesis. North Carolina State University

McWilliams, A., Siegel, D. and Wright, P. (2006) ‘Corporate social responsibility:
strategic implications’, Journal of Management Studies, 43(1), pp. 1-18

Menezes, P., Martins, H., & Oliveira, R. (2018). The Excellence Baldrige Criteria in
The Effectiveness of Higher Education Institutions Management. Brazilian Business
Review, 15(1), 47-67. doi:10.15728/bbr.2018.15.1.4

Meng, J. (2014). Unpacking the relationship between organizational culture and
excellent leadership in public relations. Journal of Communication Management,
18(4), 363-385.

Mesny, A. (2009) ‘What do ‘we’ know that ‘they’ don’t? Sociologists’ versus non-
Sociologists’ knowledge’, Canadian Journal of Sociology, 34(3), pp. 671-695.

336



Metzner, B.S. (1989) “Perceived quality of academic advising: The effect on
freshman attrition’, American Educational Research Journal, 26(3), pp. 422-442.
Miles, M.B. and Huberman, M.A. (1994) Qualitative data analysis: An expanded
sourcebook. 2nd ed. Thousand Oaks, CA: Sage

Millar, K., Cadden, T., Yang, Y. and Humphreys, P., 2018, June. The interplay
between lean practices, organisational culture practices and operational performance.
In 25th International EurOMA Conference.

Milne, P. (2007), "Motivation, incentives and organisational culture", Journal of
Knowledge Management, VVol. 11 No. 6, pp. 28-38.

Mitki, Y. & Shani, A.B. (1995). Cultural Challenges in TQM Implementation: Some
Learning. Canadian Journal of Administrative Sciences, 12 (2): 161-170. Available:
https://doi.org/10.1111/j.1936-4490.1995.tb00654.x

Mitra, A., Gupta, N. and Shaw, J.D. (2011) ‘A comparative examination of traditional
and skill-based pay plans’, Journal of Managerial Psychology, 26(4), pp. 278-296.
Mohelska, H. and Sokolova, M., 2015. Organisational culture and leadership—joint
vessels?. Procedia-Social and Behavioral Sciences, 171, pp.1011-1016.
Montgomery, R. (1996) ‘Disciplining or protecting the poor? Avoiding the social
costs of peer’, Journal of International Development, 8(2), pp. 289-305

Morrison, E. (2002) ‘Information seeking within organizations’, Human
Communication Research, 28, pp. 229-242.

Morse, J. M., 2007. Qualitative researchers don’t count. Qualitative Health Research,
17(3), pp. 287-287.

Morse, J.M., Stern, P.N., Corbin, J., Bowers, B., Charmaz, K. and Clarke, A.E.
(2016). ‘From Grounded Theory to Situational Analysis: What’s New? Why? How?’,
Developing Grounded Theory. Routledge. pp. 194-235.

Morton, J., Wilson, A.D. and Cooke, L. (2015) ‘Collaboration and knowledge sharing
in open strategy initiatives’, Proceedings of iFutures 2015. Sheffield, 7 July 2015.
pp.7

Moustakas, C. (1994) Phenomenological research methods. Thousand Oaks, CA:
Sage.

Muijs, D., West, M. and Ainscow, M. (2010) ‘Why network? Theoretical
perspectives on networking’, School effectiveness and school improvement, 21(1),
pp. 5-26.

337



Musa, M.F. and Ahmad, Z. (2012) “Higher education physical assets and facilities’,
Procedia-Social and Behavioral Sciences, 50, pp. 472-478.

Nadeau, S. (2017) Lean, Six Sigma and Lean Six Sigma in Higher Education: A
Review of Experiences around the World. American Journal of Industrial and
Business Management, 7, 591-603

Nagy, S.G., Kovats, G. and Németh, A.O. (2014) ‘Governance and Funding of
Higher Education—International Trends and Best Practices’, Procedia-Social and
Behavioral Sciences, 116, pp. 180-184.

Nair, M.S. and Salleh, R. (2015) ‘Linking performance appraisal justice, trust, and
employee engagement: A conceptual framework.’, Procedia-Social and Behavioral
Sciences, 211, pp. 1155-1162.

Najm, Y. (2015). Islam without Fugaha': Ibn al-Mugaffa® and His Perso-Islamic
Solution to the Caliphate’s Crisis of Legitimacy (70-142 AH/690-760 CE). Iranian
Studies, 50(1), 9-44.

Nambi Karuhanga, B. and Werner, A. (2013) ‘Challenges impacting performance
management implementation in public universities: A case of Uganda’, African
Journal of Economic and Management Studies, 4(2), pp. 223-243.
Naranjo-Valencia, J.C., Jiménez-Jiménez, D. and Sanz-Valle, R., 2011. Innovation or
imitation? The role of organizational culture. Management Decision, 49(1), pp.55-72.
Narayanamurthy, G., Gurumurthy, A. and Balagangatharan, S.P., 2019.
Implementing lean thinking in software development-a case study from

India. International Journal of Services Technology and Management, 25(1), pp.68-
91.

Narayanamurthy, G., Gurumurthy, A. and Balagangatharan, S.P., 2019.
Implementing lean thinking in software development-a case study from India.
International Journal of Services Technology and Management, 25(1), pp.68-91.
Narayanamurthy, G., Gurumurthy, A. and Chockalingam, R., 2017. Applying lean
thinking in an educational institute—an action research. International Journal of
Productivity and Performance Management, 66(5), pp.598-629.

Naruse, T., Taguchi, A., Kuwahara, Y., Nagata, S., Sakai, M., Watai, I. and
Murashima, S. (2015) “The effect of skill mix in non-nursing assistants on work
engagements among home visiting nurses in Japan’, Journal of Nursing Management,
23(4), pp. 532-541

338



Nash, K. (2019) “‘Neo-liberalisation, universities and the values of bureaucracy’, The
Sociological Review, 67(1), pp. 178-193.

Né&slund, D. (2008), "Lean, six sigma and lean sigma: fads or real process
improvement methods?", Business Process Management Journal, VVol. 14 No. 3, pp.
269-287.

National Commission for Academic Accreditation and Assessment -NCAAA. (2016).
Accredited universities and programs, National Commission for Academic
Accreditation and Assessment, [online]. Available at:
http://www.ncaaa.org.sa/NewsAndEvents/Pages/Educationalinstitutions.aspx
[accessed 21 March 2017]

National Commission for Academic Accreditation and Assessment -NCAAA.
(2006), Report on Pilot Review Project (NCAAA, Riyadh, Saudi Arabia).

National Commission for Academic Accreditation and Assessment (2012). Handbook
for Quality Assurance and Accreditation in Saudi Arabia PART 1: The system for
Quality assurance and Accreditation. National Commission for Academic
Accreditation & Assessment, Riyadh, Kingdom of Saudi Arabia.

National Commission for Academic Accreditation and Assessment-NCAAA. (2012).
Handbook for Quality Assurance and Accreditation in Saudi Arabia PART 1: The
system for Quality assurance and Accreditation. National Commission for Academic
Accreditation & Assessment, Riyadh, Kingdom of Saudi Arabia.

National Commission for Academic Accreditation and Assessment-NCAAA. (2010).
Standards for Quality Assurance and Accreditation of Higher Education Programs.
Navas, R.K.B., Akash, R.P., Sathish, G. and Azharudeen, J.M., 2016, December. Six
Sigma in Education: Examination Result Analysis Using Six Sigma-A Case Study. In
2016 IEEE 4th International Conference on MOOCSs, Innovation and Technology in
Education (MITE) (pp. 245-250). IEEE.

Nda, M.M. And Fard, R. (2013) “The Impact of Employee Training and Development
on Employee productivity’, Global Journal of Commerce & Management
Perspective, 2(6), pp. 91-93

Neuman, W.L. (2011) Social Research Methods: Qualitative and Quantitative

Approaches. 7th edn. Boston: Pearson.

339



Ng, I.C. and Hempel, P.S., 2017. Organisational culture and the implementation of
Six Sigma in Southern China. Total Quality Management & Business Excellence,
pp.1-17.

Nicolescu, B. (2018) ‘The transdisciplinary evolution of the university condition for
sustainable development’, Transdisciplinary Theory, Practice and Education. Cham:
Springer. (pp. 73-81).

Nishtha, L. and Amit, M. (2010) ‘How Training Jump-Starts Employee
Performance’, Indian Management, 49(6), pp 14-18.

NIST, (2011). Criteria for performance Excellence. Leadership. pp. 0-3.

Norman, D. and Verganti, R. (2012). INCREMENTAL AND RADICAL
INNOVATION: DESIGN RESEARCH VERSUS TECHNOLOGY AND
MEANING CHANGE. RenA®© Descartes. The Sciences. (2011). pp. 1-19.
Nowakowski, J.M. and Conlon, D. (2005) ‘Organizational justice: Looking back,
looking forward’, International Journal of Conflict Management, 16(1), p. 4
O'Mahony, K. and Garavan, T.N. (2012) ‘Implementing a quality management
framework in a higher education organisation: A case study’, Quality Assurance in
Education, 20(2), pp. 184-200

O’Brien, C. and Engle, J. (2007) Demography is not destiny: increasing the
graduation rates of low-income students at large public universities. Washington,
DC: The Pell Institute for the Study of Opportunity in Higher Education.

O’Reilly, K. (2009) Key Concepts in Ethnography. London: Sage

O’Reilly, M., Parker, N. (2013). ‘Unsatisfactory saturation’: a critical exploration of
the notion of saturated sample sizes in qualitative research. Qual. Res. 13(2), 190-197
O’Reilly, S., Healy, J. and O’Dubhghaill, R (2017) Continuous Improvement in a
university — the first steps: A reflective case study. Fourth International Conference
on Lean Six Sigma for Higher Education, Purdue University, West Lafayette,
Indiana, USA, May 25-26.

O’Reilly, S., Healy, J., Murphy, T. and O’Dubhghaill, R. (2017). A Continuous
Improvement Journey in the Higher Education Sector: A Case Study of a University
in Ireland. Conference: Fourth International Conference on Lean Six Sigma for
Higher Education. May 2017

340



OBEIDAT B.Y., SHANNAK R.O., MASA'DEH R.M.T., & AL-JARRAH |.M.
(2012). Toward better understanding for Arabian culture: Implications based on
Hofstede's cultural model. European Journal of Social Sciences. 28, 512-522.
Odeku, O. F and Odeku, K. O. (2015) ‘Importance of the welfare facilities in the
workplace: issues in perspectives’, The Scientific Journal for Theory and Practice of
Socio-economic Development, 4(7), pp. 23-34

Oliver, J. (2009) ‘Continuous improvement: role of organisational learning
mechanisms’, International Journal of Quality & Reliability Management, 26(6), pp.
546-563.

Onions, P.E.W. (2006) ‘Grounded theory application in reviewing knowledge
management literature’, Leeds Metropolitan University Innovation North Research
Conference. Leeds, 24 May 2006. Available at:
https://www.researchgate.net/publication/228486166

Onwuegbuzie, A.J. and Teddlie, C., 2003. A framework for analyzing data in mixed
methods research. Handbook of mixed methods in social and behavioral research, 2,
pp.397-430.

Orr, D., Westbrook, J., Pryor, J., Durrani, N., Sebba, J. and Adu-Yeboah, C. (2013)
What are the impacts and cost effectiveness of strategies to improve performance of
untrained and under-trained teachers in the classroom in developing countries?
London: EPPI-Centre, Social Science Research Unit, Institute of Education,
University of London.

Osman, O., Mey, S.S.C., Ibrahim, K., Hassan, H.A., Ghazali, M. and Koshy, K.C.
(2016) “The role of solution-oriented knowledge transfer programme and networking
in charting a new course in University-Stakeholder engagement’, Engaging
stakeholders in education for sustainable development at University level. Cham:
Springer. pp. 243-262.

Othman, N.B. (2011) ‘An assessment of a university-industry partnership in a
Malaysian university’, International Journal of Business and Social Science, 2(8).
Owoyemi, 0.0. and Ekwoaba, J.O. (2014) Organisational Culture: A Tool for
Management to Control, Motivate and Enhance Employees’ Performance. American

Journal of Business and Management, 3, 168-177

341



Pakarinen, M. and Virtanen, P.J. (2017) ‘Matrix organizations and cross-functional
teams in the public sector: a systematic review’, International Journal of Public Sector
Management, 30(3), pp. 210-226.

Pakdil, F. and Leonard, K.M. (2017) ‘Implementing and sustaining lean processes:
the dilemma of societal culture effects’, International Journal of Production Research,
55(3), pp. 700-717.

Palmer, W. (2012). Incentives & Disincentives: Will They Affect Performance?
Available at: https://retailnotes.wordpress.com/2010/04/07/incentives-disincentives-
will-they-affect-performance/

Panda, A. and Gupta, R.K. (2014) ‘“Making academic research more relevant: A few
suggestions’, IMB Management Review, 26(3), pp. 156-1609.

Pandit, N.R. (1996) ‘The Creation of Theory: A Recent Application of the Grounded
Theory Method’, Qualitative Report, 2(4).

Papanthymou, A. and Darra, M., 2017. Quality Management in Higher Education:
Review and Perspectives. Higher Education Studies, 7(3), pp.132-147.

Paradise A. (2007) State of the Industry: ASTD’s Annual Review of Trends in
Workplace Learning and Performance. Alexandria, VA: ASTD

Pargett, K. (2011) ‘The Effects of Academic Advising on College Student
Development in Higher Education’, Educational Administration: Theses,
Dissertations, and Student Research, 81

Park, S. and Lunt, N., 2017. Productive Resistance within the Korean Public Sector:
Exploring Organisational Culture. Public organization review, pp.1-19.

Park, S., Hironaka, S., Carver, P., & Nordstrum, L. (2013). Continuous improvement
in education. Stanford, CA: Carnegie Foundation for the Advancement of Teaching.
Retrieved from http://www.carnegiefoundation.org/sites/default/files/carnegie-
foundation_continuous- improvement_2013.05.pdf

Parker, D.W., Holesgrove, M. and Pathak, R. (2015) ‘Improving productivity with
self-organised teams and agile leadership’, International Journal of Productivity and
Performance Management, 64(1), pp. 112-128.

Parrish, P., & Linder-VanBerschot, J. A. (2010). Cultural dimensions of learning:
Addressing the challenges of multicultural instruction. International Review of

Research in Open and Distance Learning, 11(2), 1-19

342



Parry, K.W. (1999) “Hierarchy of Abstraction Modelling (H.A.M) and the
psychometric validation of grounded theory research’, International Journal of
Organisational Behaviour, 5(5), pp. 180-94.

Parry, K.W. (1999a) ‘Enhancing adoptability: leadership strategies to accommodate
change in local government’, Journal of Organisational Change, 12(2), pp. 134-46.
Parry, K.W. (2003) “How? and why?: Theory emergence and using the grounded
theory method to determine levels of analysis’, Multi-level issues in organizational
behavior and strategy. Emerald Group Publishing Limited. pp. 127-141.

Partington, D. (2000) ‘Building Grounded Theory of Management Action’, British
Journal of Management, 11, pp. 91-102.

Pasaribu, H. (2008) Effect of Implementation Work Incentives Employee Motivation
Revenue Service North Sumatra Province. Unpublished thesis. Terrain: the Graduate
School of Economics and Management University of North Sumatra.

Patel, M.T., 2017, February. Six Sigma in Service Organization—A Critical Review.
In Proceedings of International Conference on Emerging Trends in Mechanical
Engineering.

Patton, M.1. 1991. Qualitative research on college students: Philosophical and
methodological comparisons with the quantitative approach. Journal of Collage
Student Development. 32: 389-396.

Patton, M.Q. (1999) ‘Enhancing the quality and credibility of qualitative analysis’,
HSR: Health Services Research, 34(5), pp. 1189-1208

Patton, M.Q. (2002) Research and Evaluation Methods. 3rd edn. Thousand Oaks, CA:
Sage

Pearce, J.A., and Robinson, Jr. R.B. (2007) Formulation, Implementation and Control
of Competitive Strategy. 10th edn. Chicago, IL: Richard D. Irwin

Pepper, M. and Spedding, T. (2010), "The evolution of lean Six Sigma", International
Journal of Quality & Reliability Management, Vol. 27 No. 2, pp. 138-155.
Perkmann, M., Tartari, V., McKelvey, M., Autio, E., Brostrom, A., D’Este, P., Fini,
R., Geuna, A., Grimaldi, R., Hughes, A. and Krabel, S. (2013) ‘Academic
engagement and commercialisation: A review of the literature on university—industry
relations’, Research policy, 42(2), pp. 423-442.

343



Peters, E., Lipkus, I. and Diefenbach, M.A. (2004) “The Functions Of Affect In
Health Communications And In The Construction Of Health Preferences’, Journal Of
Communication, 56(S1), pp. S140-S162

Pevkur, A. (2007) “Ethical Values in Estonian Public Service Organisations’, in
Coombes, D. and Vass, F. (eds.) Restoring Professionalism and Accountability.
Ljubljana, Slovenia: NISPAcee Press. pp. 127-138.

Pidgeon, N. (1996) ‘Grounded Theory: theoretical background’, in Richardson, J.T.E.
(ed.) Handbook of Qualitative Research Methods for Psychology and the Social
Sciences. Biddles Ltd: The British Psychology Society. pp. 75-85.

Pienaar, C. and Bester, C. (2009). Addressing Career Obstacles within a Changing
Higher Education Work Environment: Perspectives of Academics. South African
Journal of Psychology 39(3):376-85.

Pinheiro, R., Normann, R. and Johnsen, H.C.G. (2016) ‘External engagement and the
academic heartland: The case of a regionally-embedded university’, Science and
Public Policy, 43(6), pp.787-797.

Pirasteh, R. M., & Kannappan, S. (2013). The synergy of continuous process
improvement . Industrial Engineer, 45(6), 41-45.

Pirasteh, R. M., & Kannappan, S. (2013). The synergy of continuous process
improvement . Industrial Engineer, 45(6), 41-45.

Pires Da Rosa, M.J., Saraiva, P.M. and Diz, H. (2003), “Excellence in Portuguese
higher education institutions”, Total Quality Management, VVol. 14 No. 2, pp. 189-204
Pisani, M. J., Hayes, R., Kumar, A. and Lepisto, L. (2009). Is Six Sigma culture
bound? A conceptual model and propositions for future inquiry. Total Quality
Management, Vol. 20, No. 10, pp. 1123-1137.

Porter, W.W., Graham, C.R., Spring, K.A. and Welch, K.R. (2014) ‘Blended learning
in higher education: Institutional adoption and implementation’, Computers &
Education, 75, pp. 185-195.

Potter, D., Reynolds, D. and Chapman, C. (2002) ‘School improvement for schools
facing challenging circumstances: a review of research and practice’, School
Leadership and Management, 12(3).

Pounder, J. (1999). Institutional performance in higher education: is quality a relevant

concept?. Quality Assurance in Education, Vol. 7, No. 1/3, pp. 156-63.

344



Pounder, J. (1999). Institutional performance in higher education: is quality a relevant
concept?. Quality Assurance in Education, VVol. 7, No. 1/3, pp. 156-63.

Powell, T. C. (1995) ‘Total quality management as competitive advantage: A review
and empirical study’, Strategic Management Journal, 16, pp. 15-37.

Price, M, Handley, K, Millar, J & O'Donovan, B (2010). Feedback: All that effort,
but what is the effect? Assessment and Evaluation in Higher Education, vol. 35, no. 3,
pp. 277-289

Pritchard, R.D. (1995) Productivity Measurement and Improvement: Organisational
case studies. New York: Praeger Publishers.

Pucciarelli F and Kaplan A (2016): Competition and strategy in higher education:
Managing complexity and uncertainty: Business Horizons; Vol. 59; pp-311-320.
Pupius, M. & Brusoni, C. (2000), Comparing and contrasting the EFQM Excellence
Model and the EQUIS accreditation process for management in higher education
Conference Proceedings: Quality in Higher Education

Pupius, M. & Steed, C. (2003), Application of the EFQM Excellence Model in a
College of Further Education (Dearne Valley College) Consortium for Excellence in
Higher Education HEFCE funded Good Management Practice Programme Report,
Centre for Integral Excellence, Sheffield Hallam University

Qu, S. Q., & Dumay, J. (2011). The Qualitative Research Interview. Qualitative
Research in Accounting & Management, 8(3), 238-264

Quinn, R. E. and Rohrbaugh, J. (1983). A Spatial Model of Effectiveness Criteria:
Towards a Competing Values Approach to Organizational Analysis. Management
Science, 29(3), 363-377.

Quinn, R. F. and Rohrbaugh, J. (1981). “A Competing Values Approach to
Organizational Effectiveness.” Public Productivity Review 2: 122-140

Qureshi, H., Frank, J., Lambert, E.G., Klahm, C. and Smith, B. (2017)
‘Organisational justice’s relationship with job satisfaction and organisational
commitment among Indian police’, The Police Journal, 90(1), pp. 3-23.

Rafiki, A., Wahab, K.A. (2014), Islamic values and principles in the organization: A
review of literature. Asian Social Science, 10(9), 1-7.

Rahman, A., Shahzad, N., Mustafa, K., Khan, M.F. and Qurashi, F. (2016) ‘Effects of
organizational justice on organizational commitment’, International Journal of

Economics and Financial Issues, 6(3S), pp. 188-196.

345



Raisinghani, M.S., Ette, H., Pierce, R., Cannon, G. and Daripaly, P., 2005. Six Sigma:
concepts, tools and applications. In Industrial Management & Data Systems 105.
Ramaley, J.A. (2014) ‘The changing role of higher education: Learning to deal with
wicked problems’, Journal of Higher Education Outreach and Engagement, 18(3), pp.
7-22

Ramdhani, A., Ramdhani, M.A. and Ainissyifa, H., 2017. Conceptual Framework of
Corporate Culture Influenced on Employees Commitment to Organization.
International Business Management, 11(3), pp.826-830.

Ranganathan, A. and Benson, A. (2016) Hemming and hawing over Hawthorne:
Work complexity and the divergent effects of monitoring on productivity. Stanford
Graduate School of Business, Stanford, CA. Paper No. 3609. Available at:
https://www.gsb.stanford.edu/faculty-research/working-papers/hemming-hawing-
over-hawthorne-work-complexity-divergent-effects

Reed, M. (1992). The Sociology of Organizations: Themes, Perspectives and
Prospects. London: Harvester Wheatsheaf.

Rees, CJ & Althakhri, R 2008, 'Organizational change strategies in the arab region: A
review of critical factors' Journal of Business Economics and Management, vol. 9, no.
2, pp. 123-132

Reimer, J., Paolitto, D. and Hersh, R. (1983) Promoting Moral Growth From Piaget
to Kohlberg. 2nd edn. New York, NY: Longman

Reiser, J. (2007) “Managing university social responsibility. International Sustainable
Campus Network: Best Practices - Future Challenges’ [PowerPoint presentation],
International Sustainable Campus Network. Available at: http://www.international-
sustainable-campus-network.org/view-document/108-panel-b1-juan-reiser-pontificia-
universidad-catolica-del-peru

Remenyi, D. (2014). Grounded theory (2nd ed.). Reading, UK: Academic
Conferences and Publishing International Limited

RICE, G. (1999). Islamic Ethics and the Implications for Business. Journal of
Business Ethics. 18, 345-358.

RICHTER, T. (2014). Saudi Arabia: A Conservative P(l)ayer on the Retreat? In H.
Furtig (Ed.)Regional Powers in the Middle East: New Constellations after the Arab

Revolts. Palgrave Macmillan, New York, US.

346



Rico, R., de la Hera, C.M.A and Tabernero, C. (2011) “Work Team Effectiveness , a
Review of Research review of research from the last decade (1999-2009)’,
Psychology in Spain, 15(1), pp. 57-79.

Riessman, C. K. (2008). Narrative methods for the human sciences. Thousand Oaks,
CA: Sage

Ritchie, J., Lewis, J. and Elam, G. (2003) Designing and selecting samples. London:
Sage.

Rivera-Batiz, F.L. and Marti, L. (1995). A school system at risk: A study of the
consequences of over- crowding in New York City public schools. New York:
Institute for Urban and Minority Education, Teachers College, Columbia University
Robinson N (1999): The use of focus group methodology — with selected examples
from sexual health research. Journal of Advanced Nursing 29(4): 905-913.
Robinson, A. (1990), Modern Approaches to Manufacturing Improvement,
Productivity Press, Portland, OR.

Robinson, O.C. (2014) ‘Sampling in interview-based qualitative research: A
theoretical and practical guide’, Qualitative research in psychology, 11(1), pp. 25-41.
Rogan, F., Shmied, V., Barclay, L., Everitt, L. and Wyllie, A. (1997) ““Becoming a
mother’: developing a new theory of early motherhood’, Journal of Advanced
Nursing, 25, pp. 877-885.

Rohan, S. and Madhumita, M. (2012) ‘Impact of Training Practices on Employee
Productivity: A Comparative Study’, Interscience Management Review (IMR), 2(2).
Ronald, G. (2015) ‘Employing incentive programs to close performance gaps’,
International Society for Performance Improvement, 54(5).

Ross, S., Cleland, J., and Macleod, M. J. (2006) ‘Stress, debt and undergraduate
medical student performance’, Medical Education, 40(6), pp. 584-589

Rothwell, W. (2002) ‘Putting success into your succession planning’, Journal of
Business Strategy, 23(3), p. 32

Ruben, B. D., De Lisi, R., & Gigliotti, R. A. (2018). Academic leadership
development programs: Conceptual foundations, structural and pedagogical
components, and operational considerations. Journal of Leadership Education, 17(3),
241-254.

347



Rynes, S.L. and McNatt, D.B. (2001) ‘Bringing the organization into organization
research: an examination of academic research inside organizations’, Journal of
Business and Psychology, 16(1), pp. 3-19

Sabry, A., 2014. Factors critical to the success of Six-Sigma quality program and
their influence on performance indicators in some of Lebanese hospitals. Arab
Economic and Business Journal, 9(2), pp.93-114.

Sackmann, S.A. (1991) ‘Uncovering Culture in Organizations’, The Journal of
Applied Behavioural Science, 27(3), pp. 295-317

Sadler, D.R. (2010) ‘Beyond feedback: Developing student capability in complex
appraisal’, Assessment & Evaluation in Higher Education, 35(5), pp. 535-50.
Saeed, M.M. and Shabir, S. (2013) ‘The impact of training and development on
employees’ skills enhancement and their subsequent intention to quit: The
moderating role of perceived alternative job opportunities’, African Journal of
Business Management. 7(13). pp. 1030-1034.

Sailer, R.C. (2017) A Typology of Alternative Compensation Plans. PhD thesis.
Edgewood College.

Saks, A.M. and Gruman, J.A. (2014) ‘What do we really know about employee
engagement?’, Human Resource Development Quarterly, 25(2), pp. 155-182.
Salah, S., Rahim, A., and Juan A. Carretero, J. (2010). The integration of Six Sigma
and lean management. International Journal of Lean Six Sigma, 1, (3): 249-274
Salas, E., Rosen, M.A., Burke, C.S. and Goodwin, G.F. (2009) ‘The wisdom of
collectives in organizations: An update of the teamwork competencies’, in Salas, E.,
Goodwin, G.F. and Burke, C.S. (eds.) Team Effectiveness in Complex Organizations.
Cross-Disciplinary Perspectives and Approaches. New York: Psychology Press. pp.
39-79.

Salmi, J. (2015) “The growing accountability agenda: Progress or mixed blessing?”’,
International higher education, (50).

Salvador, J.T. (2016) ‘Revisiting the philosophical underpinnings of qualitative
research’, International Education and Research Journal, 2(6), pp. 4-6.

Sam, C. and Van Der Sijde, P. (2014) ‘Understanding the concept of the
entrepreneurial university from the perspective of higher education models’, Higher
Education, 68(6), pp. 891-908.

348



Sanchez-Ruiz, L., Blanco, B. and Gomez-Lopez, R., 2019. Continuous improvement
enablers: Defining a new construct. Journal of Industrial Engineering and
Management, 12(1), pp.51-69.

Santos, J.P., Caetano, A. and Tavares, S.M. (2015) ‘Is training leaders in functional
leadership a useful tool for improving the performance of leadership functions and
team effectiveness?’, The Leadership Quarterly, 26(3), pp. 470-484.

Sarhan, J., Xia, B., Fawzia, S and Karim, A. 2017) Lean construction implementation
in the Saudi Arabian construction industry. Construction Economics and Building,
17(1), pp. 46-69.

Sariyati, S., Elida, T., Sundari, S. and Hermana, B. (2018) ‘Effect of leadership,
vision, conscientiousness and openness on lecturer's performance through
technological pedagogical content knowledge as intervening variable using structural
equation model’, International Conference On Teaching and Learning, 1.

Saunders, M., Lewis, P. and Thornhill, A. (2012) Research Methods for Business
Students, 6th edn. Harlow, UK: Pearson.

Schein E.H. (1990) Organisational Culture. American Psychologist, 43, 109-119
SCHEIN, E. H. (1985). Organizational culture and leadership. San Francisco, Jossey-
Bass Publishers

Schein, E. H. (1992). Organizational culture and leadership (2nd ed). San Francisco:
Jossey-Bass

SCHEIN, E. H. (2004). Organizational culture and leadership. (3rd.ed.), Jossey-Bass
Schein, E. H. (2006). From brainwashing to organizational therapy: A conceptual and
empirical journey in search of “systemic” health and a general model of change
dynamics. A drama in five acts. Organization Studies, 27(2), 287-301.

Schein, E. H. (2009). Warren Bennis book. The corporate culture survival guide
(New and rev. ed.). San Francisco, CA, US: Jossey-Bass.

Schein, E. H. (2010). Organizational Culture and Leadership. Jossey-Bass

Schein, E.H. (1984) ‘Coming to a new awareness of organizational culture’, Sloan
Management Review, 25(2), pp. 3-16.

Schneider, B. (Ed.) (1990). Organizational climate and culture. San Francisco:
Jossey-Bass.

SCHNEIDER, B., BRIEF, A. P., & GUZZO, R. A. (1996). Creating a climate and

culture for sustainable organizational change. Organizational Dynamics, 24(4), 7-19.

349



Schneider, B.W., Ehrhart, M.G., & Macey, W.H. (2013). Organizational climate and
culture. Annual review of psychology, 64, 361-88

Schuh, K.L and Barab, S.A. (2007) ‘Philosophical perspectives’, in Spector, M.J.,
Merrill, M.D., van Merriénboer, J. and Driscoll, M.P. (eds.) Handbook of Research
on Educational Communication and Technology. New York: Taylor & Francis
Group.

Schultz, M. (1995), On Studying Organizational Cultures: Diagnosis and
Understanding , Walter de Gruyter, Berlin

Schuwirth, L.W.T., van der Vleuten, C.P.M. (2011) ‘General overview of the theories
used in assessment: AMEE Guide, No. 57, Medical Teacher, 33, pp. 783-797.
Schweitzer E and Aurich J.C (2010): Continuous improvement of industrial product-
service systems; Journal of Manufacturing Science and Technology; Vol. 3; pp. 158—
164

Seale, C. (1999). The Quality of Qualitative Research [9 paragraphs]. Forum
Qualitative Sozialforschung / Forum: Qualitative Social Research, 1(3), Art. 46,
Seekri, B. (2011) Organizational Turnarounds with a Human Touch. Bloomington,
Indiana: Trafford.

Seldin, P. (1990) ‘Academic environments and teaching effectiveness’, in Seldin, P.
and associates (eds.) How administrators can improve teaching: moving from talk to
action in Higher Education. San Francisco, Jossey-Bass. pp. 3-22

Shah, R., & Ward, P. T. (2003). Lean manufacturing: context, practice bundles, and
performance. Journal of operations management, 21(2), 129-149.

Sharabati, A.A., Naji Jawad, S. and Bontis, N. (2010) ‘Intellectual capital and
business performance in the pharmaceutical sector of Jordan’, Management Decision,
48 (1), pp. 105-131.

Sheldon, M.R., Golub, A.J., Langevin, J.R., St Ours, P.A. and Swartzlander, B.J.
(2008) ‘Improving Institutional Effectiveness: Description and Application of an
Implementation Model’, Planning for Higher Education, 36(2), pp. 17-26.

Shweder, R.A. and Haidt, J., 2000. The cultural psychology of the emotions: Ancient
and new. Handbook of emotions, 2, pp.397-414.

SIDANI, Y. M., & THORNBERRY, J. (2010). The Current Arab Work Ethic:
Antecedents, Implications, and Potential Remedies. Journal of Business Ethics. 91,
35-49.

350



Silverman, D. (2010) Doing Qualitative Research A practical Handbook. 3rd edn.
London: SAGE Publication Ltd.

Simmons, M. (1997) “Leadership: The key to continual improvement’, Total Quality
Management, 8(2-3), pp. 273-274 .

Simons, N. (2013) The Business Case for Lean Six Sigma in Higher Education. ASQ
Higher Education Brief, 6, 1-6.

Singh, H., Motwani, J. and Kumar, A. (2000) ‘A review and analysis of the state of
the art research on productivity measurement’, Industrial Management and Data
Systems, 100, pp 234-41

Singh, J. and Singh, H., 2015. Continuous improvement philosophy-literature review
and directions. Benchmarking: An International Journal, 22(1), pp.75-119.

Singh, M. (2007) ‘Universities and society: whose terms of engagement?’, in Sérlin
S. and Vessuri H. (eds.) Knowledge society vs. knowledge economy: Knowledge,
power, and politics. UNESCO Forum on Higher Education, Research and
Knowledge: Palgrave. pp. 53-78.

Sirmon, D. G., & Lane, P. J. (2004). A model of cultural differences and international
alliance performance. Journal of International Business Studies, 35(4), 306-319
Sirota, D. and Klein, D. (2013) The enthusiastic employee: How companies profit by
giving workers what they want. FT Press.

Skrbinjek, V. and Lesjak, D. (2014) “Changes in higher education public funding
during economic and financial crisis’, V: Management, Knowledge and Learning
International Conference. pp. 25-27.

Smerek, R.E. (2010). Cultural perspectives of academia: Toward a model of cultural
complexity. In J. C. Smart (Ed.), Higher education: Handbook of theory and research,
Vol. 25, pp.381-423, Dordrecht, The Netherlands: Springer

Smith, G.P. (1994) ‘Moativation’, in Tracey, W. (ed.) Human resources management
and development handbook. 2nd edn.

Special Tree (2015) Michigan Quality Council names Special Tree its 2010 State
Quality Award Recipient. Retrieved on 12-10-2015
http://specialtreerehab.blogspot.com/2011/01/michigan-quality-council-names-

special.html
Spencer-Oatey, H. (2012) What is culture? A compilation of quotations. GlobalPAD/

University of Warwick.

351



Spencer-Oatey, H. and Franklin, P. (2009) Intercultural Interaction: A
Multidisciplinary Approach to Intercultural Communication. Palgrave Macmillan
Starbuck, W.H. (2006) The production of knowledge. The challenge of social science
research. New York: Oxford University Press

Steele, T., Martinez, E., Bell, A. and Smith, B., 2019. Decoupling Lean Software
Development from Decision Support Systems in. Computer Science and Information
Technology Journal, 3(1).

Stensaker, B., Frglich, N., Huisman, J., Waagene, E., Scordato, L. and Pimentel
Bétas, P. (2014) ‘Factors affecting strategic change in higher education’, Journal of
Strategy and Management, 7(2), pp. 193-207.

Stoll, L. and Myers, K. (1998) ‘Introduction’, in Stoll, L. and Myers, K. (eds) No
quick fixes: perspectives on schools in difficulty. London: Falmer Press.

Strauss, A. (1987) Qualitative Analysis for Social Scientists. New York: Cambridge
University Press

Strauss, A. & Corbin, J (1990). Basics of qualitative research: Grounded theory
procedures and techniques. Thousand Oaks, CA: Sage.

Strauss, A. and Corbin, J. (1994) *‘Grounded theory methodology’, Handbook of
gualitative research, 17, pp.273-85

Strauss, A. and Corbin, J. (1998) Basics of qualitative research: Techniques and
procedures for developing grounded theory, 2nd edn. Thousand Oaks, CA: Sage
Stuckey, H.L. (2014) “The first step in data analysis: Transcribing and managing
qualitative research data’, Journal of Social Health and Diabetes, 2(1), pp. 006-008.
Suarez, E., Calvo-Mora, A. and Roldan, J.L. (2016) ‘The role of strategic planning in
excellence management systems’, European Journal of Operational

Research, 248(2), pp. 532-542.

Subedi, B.P. (2003) “‘Non-timber forest products sub-sector in Nepal: opportunities
and challenges for linking the business with biodiversity conservation’, The Nepal
Journal of Forestry, XI1(2), pp. 18- 32.

Sun, Sh. (2008) Organizational Culture and Its Themes. International Journal of
business and Management, 3 (12): 137-141

Svensson, C., Antony, J., Ba-Essa, M., Bakhsh, M. and Albliwi, S. (2015), “A Lean
Six Sigma program in higher education”, International Journal of Quality &
Reliability Management, VVol. 32 No. 9, pp. 951-9609.

352



Syverson, C. (2011). What Determines Productivity? Journal of Economic Literature
49, 326-365.

Tackey, N., Casebourne, D., Aston, J., Ritchie, H., Sinclair, A., Tyers, C., Hurstfield,
J., Willison, R. and Page, R. (2006) DWPRR 360: Barriers to Employment for
Pakistanis and Bangladeshis in Britain. Department for Work and Pensions.
TAGUE, N. R. (1995). The quality toolbox. Milwaukee, Wis, ASQC Quality Press.
Tan, J. (2010), "Grounded theory in practice: issues and discussion for new
gualitative researchers", Journal of Documentation, Vol. 66 No. 1, pp. 93-112.

Tari, J.J. and Dick, G., 2016. Trends in gquality management research in higher
education institutions. Journal of Service Theory and Practice, 26(3), pp.273-296.
Tasopoulou, K. and Tsiotras, G. (2017), "Benchmarking towards excellence in higher
education", Benchmarking: An International Journal, Vol. 24 No. 3, pp. 617-634
Tayeb, M. (1994) ‘Organizations and nation culture: Methodology Considered’,
Organization Studies, 15(3), pp. 429-426

Taylor, J.S., de Lourdes Machado, M. and Peterson, M.W. (2008) ‘Leadership and
strategic management: Keys to institutional priorities and planning’, European
Journal of Education, 43(3), pp. 369-386.

Taylor, V.F. and Goates, N. (2017) ‘Rope or Elephant’s Tail: Different Frames of
Culture’, Organization Management Journal, 14(2), pp. 76-89.

Teeuwen, B., 2018. Lean for the public sector: The pursuit of perfection in
government services. Productivity Press.

Temponi, C. (2005) “Continuous improvement framework: implications for
academia’, Quality assurance in education, 13(1), pp. 17-36.

Temponi, C. (2005), “Continuous improvement framework: implications for
academia”, Quality Assurance in Education, Vol. 13 No. 1, pp. 17-36.

Temponi, C., 2005. Continuous improvement framework: implications for academia.
Quality assurance in education, 13(1), pp.17-36.

Terpstra, D.E. and Honoree, A.L. (2009) ‘Merit pay plans in higher education
institutions: Characteristics and effects’, Public Personnel Management, 38(4), pp.
55-77.

Thalner, D. M.(2005) "The Practice of Continuous Improvement in Higher

Education" .Dissertations. 1067. https://scholarworks.wmich.edu/dissertations/1067

353



Thiétart, R. (2007). Doing management research: A comprehensive guide. London:
Sage Publications.

Thompson, K.R. and Blazey, M.L., 2017. What we can learn from the Baldrige
Criteria. Organizational Dynamics, 1(46), pp.21-29.

Thomson, M. and Stoll, L. (2017) ‘Moving together: a partnership approach to
improvement’, Improvement Through Inspection?. Routledge. pp. 33-47.
Thor-Erik, S.H and Solvoll, G. (2015) “‘The importance of university facilities for
student satisfaction at a Norwegian University’, Facilities, 33(13-14), pp. 744-759
Tinto, V. (1993) Leaving college: rethinking the causes and cures of student attrition.
2nd ed. Chicago: University of Chicago Press

Toffel, M.W. (2016) ‘Enhancing the practical relevance of research’, Production and
Operations Management, 25(9), pp. 1493-1505.

Toor, S. R. and Ofori, G. (2009) ‘Ethical Leadership: Examining the Relationships
with Full Range Leadership Model, Employee Outcomes, and Organizational
Culture’, Journal of Business Ethics, 90(4), pp. 533-547

Trang, D.D. and Lap, T.Q. (2016) “Lecturers and students' perception of efl policy
and practice at a higher education institute’, Can Tho University Journal of Science,
3, pp. 49-56.

Trenkner, M., 2019. Project management on the example of implementation of
continuous improvement in the enterprise of the tfl sector—enablers and inhibitors.
http://www.balticomconference.eu/sites/default/files/image-

uploads/M_Trenkner 2019.pdf

Tripp, J.F., Riemenschneider, C. and Thatcher, J.B. (2016) ‘Job satisfaction in agile

development teams: Agile development as work redesign’, Journal of the Association
for Information Systems, 17(4), p.267.

Trivellas, P. and Dargenidou, D. (2009), "Leadership and service quality in higher
education", International Journal of Quality and Service Sciences, Vol. 1 No. 3, pp.
294-310.

Trombitas, K. (2012) Financial stress: An everyday reality for college students.
Lincoln, NE: Inceptia

Tuckett, A. (2005) ‘Applying Thematic Analysis Theory to Practice: a researcher’s
experience’, Contemporary nurse: a journal for the Australian nursing profession,
19(1-2), pp. 75-87

354



Tumuti, W ; Wanderi, M. and Thoruwa,C. (2013) ‘Benefits of University-Industry
Partnerships: The Case of Kenyatta University and Equity Bank’, International
Journal of Business and Social Science, 4(7)

U.S. Department of Education (2008). A National Dialogue: The Secretary of
Education’s Commission on the Future of Higher Education. Available from:
http://wwwz2.ed.gov/about/bdscomm/list/hiedfuture/index.html.

Uhl-Bien, M. and Arena, M., 2018. Leadership for organizational adaptability: A
theoretical synthesis and integrative framework. The Leadership Quarterly, 29(1),
pp.89-104.

Vagias, W.M. (2006) Likert-type scale response anchors. Clemson International
Institute for Tourism & Research Development, Department of Parks, Recreation and
Tourism Management, Clemson University

Vajpayee, A. and Chakraborty, D.K. (2017) ‘The Societal Culture of Bhutan And Its
Impact on Organization Culture, Industrial Relation and Employee Satisfaction in
Manufacturing Companies of Bhutan’, IOSR Journal of Business and Management,
19(9), pp-01-07

Val, M.P.D. and Fuentes, C.M. (2003) ‘Resistance to change: a literature review and
empirical study’, Management Decision, 41, pp. 148-155

Vallaeys, F. (2013) Defining social responsibility: A matter of philosophical urgency
for university. Global university network for innovation. Available at:
http://www.guninetwork.org/articles/defining-social-responsibility-matter-
philosophical-urgency-universities

Valle, M. (1999) ‘Crisis, culture and charisma: the new leader’s work in public
organizations’, Public Personnel Management, 28(2), pp. 245-57.

Van De Vrande, V., DeJong, J.P., Vanhaverbeke, W. and DeRochemont, M. (2009),
“Open innovation in SMEs: trends, motives and management challenges”,
Technovation, Vol. 29 No. 6, pp. 423-437.

Vancouver, J. and Morrison, E. (1995) ‘Feedback Inquiry: The Effect of Source
Attributes and Individual Differences’, Organizational Behavior and Human Decision
Processes, 62(3), pp. 276-285.

Vaughn, Sh., Schumm, J., and Sinagub, J. (1996) Focus Group. Interviews in
Education and Psychology. Thousand Oaks: Sage Publications.

355



Veskaisri, K., Chan, P. and Pollard, D. (2007) ‘Relationship between strategic
planning and SME success: empirical evidence from Thailand’, Asia and Pacific DSI,
pp. 1-13

Vieluf, S., Kaplan, D., Klieme, E., and Bayer, S. (2012) Teaching practices and
pedagogical innovation: Evidence from TALIS. OECD Publishing

Wagner, J. (2015). Sharing Leadership Insights on Our Baldrige Journey to
Excellence. Frontiers of Health Services Management, 32(1), 40-44.

Wahab, m., Quazi, A., and Blackman, D. (2016). Measuring and validating Islamic
work value constructs: An empirical exploration using Malaysian samples. Journal of
Business Research. vol. 69, issue 10, 4194-4204

Waite, D. and Allen, D. (2003) ‘Corruption and Abuse of Power in Educational
Administration’, The Urban Review, 35(4), pp. 281-296

Waldinger, F. (2012) ‘Peer effects in science: Evidence from the dismissal of
scientists in Nazi Germany’, Review of Economic Studies, 79(2), pp. 838-861.
Walumbwa, F.O., Avolio, B.J., Gardner, W.L., Wernsing, T.S. and Peterson, S.J.
(2008) “Authentic leadership: Development and validation of a theory-based
measure’, Journal of Management, 34(1), pp. 89-126.

WATSON, D. (2006) Values and the university (London, Institute of Education,
University of London).

Watt, N. (2015) ‘Ucas to enforce 'name-blind' applications to tackle racial bias-
Higher education’, The Guardian, 26 October.

Webber, L., & Wallace, M. (2011). Quality control for dummies. . John Wiley &
Sons.

Weiss, E.N., Jackson, S., English, A. and Stevenson, D., 2017. Lean tools for service
business model innovation in healthcare. In Service business model innovation in
healthcare and hospital management (pp. 233-247). Springer

West, M., Eckert, R., Collins, B., Chowla, R. (2017) Caring to change; How
compassionate leadership can stimulate innovation in health care. The King’s
Fund

Whiteoak, J. W., Crawford, N. G., & Mapstone, R. H. (2006). Impact of gender and
generational differences in work values and attitudes in an Arab culture. Thunderbird

International Business Review, 48(1), 77-91

356



Willis, C.D., Saul, J., Bevan, H., Scheirer, M.A., Best, A., Greenhalgh, T. and Bitz, J.
(2016), “Sustaining organizational culture change in health systems”, Journal of
Health Organization and Management, VVol. 30 No. 1, pp. 2-30

Wilson, J. and Jeffreys, P. (2013). Towards a Unified University Infrastructure: The
Data Management Roll-Out at the University of Oxford, Damaro Project. The
International Journal of Digital Curation, 2, (8):235-246. doi:10.2218/ijdc.v2i8.287
Wilton, N. (2012) “The impact of work placements on skill development and career
outcomes for business and management graduates’, Studies in Higher Education,
37(5), pp. 603-20

Wolcott, H.T. (2008). Ethnography: A way of seeing, 2nd ed. Walnut Creek, CA:
AltaMira.

Womack, J. and Jones, D. (1996), Lean Thinking, Simon and Schuster, New York,
NY.Wong, A. (2001) ‘Leadership for effective supply chain partnership’, Total
Quality Management and Business Excellence, 12(7), pp. 913-919

Woodrow, C., & Guest, D. E. (2014). When good HR gets bad results: Exploring the
challenge of HR implementation in the case of workplace bullying. Human Resource
Management Journal, 24, 38-56

Woolley, AW., Aggarwal, I. and Malone, T.W. (2015) ‘Collective intelligence in
teams and organizations’, Handbook of collective intelligence, pp.143-168.
Worldometers (2019) Saudi Arabia population. Available at:
http://www.worldometers.info/world-population/saudi-arabia-population. Accessed
18.02.2019

Wruck, K.H. and Jensen, M.C. (1998) The Two Key Principles behind Effective
TQM Program. European Financial Management, 4, 401-423.

Wu, J. P., & Chen, Y. H. (2006). The application of blog in case teaching—An
exploratory study. Journal of Information Management--Concepts, Systems, and
Applications, 8(2)

Wu, L., Wei, L. and Hui, C. (2011) ‘Dispositional antecedents and consequences of
workplace ostracism: an empirical examination’, Frontiers of Business Research in
China, 5(1), pp. 23-44.

Wuchty, S., Jones, B.F., and Uzzi, B. (2007) ‘The Increasing Dominance of Teams in
Production of Knowledge’, Science, 316, pp. 1036-1038.

357



Wymer, W. and Rundle-Thiele, S.R. (2017) “Inclusion of ethics, social responsibility,
and sustainability in business school curricula: a benchmark study’, International
Review on Public and Nonprofit Marketing, 14(1), pp. 19-34.

Yamani, M. (2008) Polygamy and law in contemporary Saudi Arabian. Reading:
Ithaca Press.

Yang, R. (2011). Self and the other in the Confucian cultural context: Implications of
China’s higher education development for comparative studies. International Review
of Education, 57, (3-4): 337-355. DOI 10.1007/s11159-011-9208-x

Yildiz, E. (2014) “A study on the relationship between organizational culture and
organizational performance and a model suggestion’, International Journal of
Research in Business and Social Science, 3(4), p. 52.

Yeo, S. and Chien, R. (2007) “‘Evaluation of a process and proforma for making
consistent decisions about the seriousness of plagiarism incidents’, Quality in Higher
Education, 13(2), pp. 187-204

Yin, R.K. (2003) Case study research: Design and methods, 3rd edn. Thousand Oaks,
CA: Sage Publications (Applied Social Science Method Series)

Yin, R.K. (2009) Case study research: Design and methods, 4th edn. Thousand Oaks,
CA: Sage Publications (Applied Social Science Method Series)

Yin, R.K. (2012) Applications of case study research, 3rd edn. Thousand Oaks, CA:
Sage.

Yin, R.K. (2014) Case Study Research: Design and Methods. 5th edn. Los Angeles:
Sage

YOUSEF, D. A. (2001). Islamic work ethic - A moderator between organizational
commitment and job satisfaction in a cross-cultural context. Personnel Review. 30,
152-1609.

Yukl, G. (2006) Leadership in Organizations. 6th edn. Upper Saddle River, NJ:
Prentice-Hall.

Zain, M. & Kassim, N. & Kadasah, N. 2017. "Isn’T It Now A Crucial Time For
Saudi Arabian Firms To Be More Innovative And Competitive?,"International
Journal of Innovation Management (ijim), World Scientific Publishing Co. Pte. Ltd.,
vol. 21(03), pages 1-22, April.

358



Zajda, J. & Rust, V. (2016). Research in globalisation and higher education reforms.
J. Zajda, V. Rust. Globalisation and higher education reforms 179-187. Switzerland:
Springer International Publishing

Zakaria, Y. (1997) The Cultural Context of Business. A Study of Firms in a Northern
Nigerian Society. Stockholm: Gotab.

Zgaga, P. (2009) “‘Higher education and citizenship: “‘the full range of purposes’’.
European Educational Research Journal, 8(2), pp. 175-188

Zhang, D., Zhao, J.L., Zhou, L. and Nunamaker Jr, J.F. (2004) ‘Can e-learning
replace classroom learning?’, Communications of the ACM, 47(5), pp. 75-79

Zhu, C., 2015. Organisational culture and technology-enhanced innovation in higher

education. Technology, Pedagogy and Education, 24(1), pp.65-79.

359



Appendixes
Appendix A: Ethics Form

360



Appendix B: questionnaire of the Survey

361



362



363



364



365



