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HOW TO IMPROVE EMPLOYEE RETENTION AT A SERVICE

APARTMENT COMPANY

Nguyen Thi Le Ha"® and Nguyen Hoang Phuong Thao®
12 5chool of Business Administration, Internationaiirsity, Ho Chi Minh City, Vietnam

% Vietnam National University, Ho Chi Minh City, isam
Abstract
The present study aims to analyze key human resegnamagement problems, particularly the issueggbf h
turnover rate at a Vietnamese service apartmenpaagnin Ho Chi Minh City, Vietham. Not only primar
data but also secondary data on human resourcegeraeat problems at the company were gathered and
analyzed. Based on the analysis of the current husource issues, solutions to the problems weidem
to reduce the service apartment company’'s turnoaéx as well as to improve their organizational
performance.
Keywords: Strategic Human Resource Management, Employee JernBmployee Benefits and Reward,
Employee Retention, Case Study, Vietham.

Introduction

About the Company

XXX (the official name of XXX is kept confidentialy a luxury service apartment and restaurant irCHD
Minh City (HCMC), Vietnam. The company provides rgdyeneficial services for customers who come to
HCMC for travelling or their business. The compaisy currently developing in two major areas:
accommodation, and food and beverage. It was éstablin 2016, currently employing 146 employees.
Strategic Aims

According to Chandler (1990), the organizationahtsgy is the long term goals of an enterprise, thed
way those goals will be attained. Stonehouse amiv8on (2007) presented that organizational straiegy
the core values, “competitive advantage”, and astimake the firm different between its competitdrsX
Service Apartment has a strong organizationaleggatThe company’s strategy is established thrabgh
vision, mission and core values.

Vision: “Becoming one of the best service residernog/iet Nam.”

Mission: “Serving beyond customers’ expectatiorotigh building such a strong brand which has true
value.”

Core Values:

- Customer Driven: Predict customer needs and alwasse the best.

- Quest for excellence: Best experiences, Passiamsi§tency, Surprise customers.

- Enterprising: Flexible, quick action, adapt to ajpan

People Strategy

The human resource management (HRM) strategy h&igag connection to the organizational strategy
1
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(Huang, 2001). According to (Cascio, 2015), strimtdgRM is “ an approach that defines how the
organization’s goals will be achieved through peditategies integrated HR policies and practices.”

In the resources based view, many scholars sthtgdtrategic HRM is one of a critical resourcatbieve
the organizational strategy (Wright, Dunford anal§r2001; Colbert, 2004; Mahoney and Pandian, 1992
Therefore, it could be evaluated that strategic HE¥ offer strategic decisions related to peoplekwhas
an impact on organizational success.

According to General Manager of the XXX compangjffsand team spirit are at the heart of the sucoéss
the organization, both in terms of customer satigfa and employee growth. The people strategyasve

in the mission of the HR Department as follows.

- Growth: share the same goal, support other, enheffeetive communication in the organization.

- Respect and trust: responsibility, honesty, thdudht

- Workforce: aim to increase employee satisfactiompleyee engagement, and talent acquisition.

Benefits and Reward

Currently, the company offers a fixed range of isaf@r three level (normal employees, middle level
managers and top managers). Normal staffs suchaasriwvaitress, bellman, chef, receptionist, atve
the salary around 7 million VND. The salary randaroddle manager is from 10-20 million VND. Top
managers have the salary range above 20 million VBE3ides, the company offers 12 days off per year,
and 5 days of paid sick leave. Moreover, thereningernal English course for employees. In additisigh
level employees have been offered bonus for bisthadadding, childbirth, holidays and year-end.

Objectives of the Study

The purpose of the study is to evaluate the curdRM problems at the XXX company, especially the
study attempts to answer the following researclstipes

(1) What are the current HRM problems at the XXXnpany?

(2) What are the turnover rates of the company 207 to 2019?

(3) What are the reasons for the high turnover?rate

(4) What are the solutions to retain employees)XaX Xompany?

Literature Review

It is reported that the most extremely cause ofhilgh turnover rate at XXX company is the low waige
lack of benefits and rewards. The current appraacterm of benefits and reward of XXX company is
considered as an unfair pay system. There is a bah in benefits and reward between high-level
employees and normal staffs. This creates a lowel le¥ employee’s satisfaction and high employee
turnover rate. The academic study indicated tigit Bmployee turnover has various negative impawats
organizational performance (Hancoekal, 2013; Simons and Hinkin, 2001; Ampomah and Cydjod5,
and Mottaz, 1985). Hence, the HRM department at X>¢¥1pany should pay close attention to this ctitica
issue. The researchers have designed a “benediteesrard” framework, which aim to help the orgatima
solve this problem.

After evaluating the strategic aim of the organmatand current HRM strategy, the limitation in HRM
strategy was found. The current HRM strategy imtef compensation and reward is not fully effective
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delivering the organisation’s strategy. Therefdihe researchers’ purpose is to help the comparve sbis
issue by designing a suitable benefit and rewacttaage for normal staffs.

Mottaz (1985) and Khaet al. (2013) stated that an effective rewards stratdmulsl combine between
“extrinsic” and “intrinsic” rewards to attract, medate and retain employees. Extrinsic reward isofaclike
compensation, salary, bonuses (Mottaz, 1985). Whitensic reward belongs to factors such as aeefs
acknowledgement, well-being and career developnetat,In another view, Bussin and Van Rooy (2014)
suggested that the reward strategy should mix bo#incial and non-financial reward. Recently, Céarl
Cotton (2019) states “ The concept of total rewarders all aspects of work that are valued by epgds,
including elements such as development opportsnéied/or flexible working opportunities, in additito
the wider pay and benefits package”. Hence, s ftamework, all these above strategies and aspeets
covered in three main themes: “compensation, besnefid performance management.”

Firstly, in term of compensation, it is shown thatentives and bonuses are effective factors wingrove
employees’ performance and motivation (Hansen, tsraind Hansen, 2002). For example, using cash
bonuses could drive an employee’s effort to gehdiigsales levels. Therefore, apart from the fixaldry,
variable pays should be added to the compensatokage for encouraging the normal staffs’ working
motivation. As a result, in the proposed framewdhe new compensation package comprises 3 extrinsic
rewards (financial factors): salary, bonuses awéntives. Improving compensation is an effectivategy

to retain employees, and decrease currently turn@te at the XXX company. Secondly, the framework
proposes a diverse of non-cash benefits for empkgeich as health insurance, days off, flexiblekimgr
hours, team building, parties, etc. These empldyseefits aim to “attract and retain people, couteb
towards improving well-being and encourage requisetaviors, achievements, values and skills.” (CIPD
2019a). The third component in the total rewarstey related to career development. Opportunity for
growth in the career is an important factor inflcieig people to join and stay a firm (Bigliardi, Reti and
Dormio, 2005). Besides, according to Maslow’s tlyembout human needs, self-actualization is thedsgg
factor of motivation (Maslow, 1989). This factodated to the opportunity to achieve one’s full puiz!.
HRM professionals could create “self-actualizationbdtivation for staffs by offering training, menitay
programs and promotion opportunities. This rewarddt only beneficial for employees themselvesabsd
the organization because employees who were eqiiigped qualifications could serve the company with
their highest performance.

To sum up, in traditional practice, XXX companytjpsovides compensation in primarily base-pay (sala
for their normal staffs. In this framework, the easchers propose variable pays along with the diseb
Besides, some benefits and career development topiitees are added. This total reward proposal d@ons
solve the high employee turnover rate due to tle& & benefits and reward for normal staffs at XXX
company.

Analysis of Human Resource Problems at XXX Company

The Current Approach of the Company

At XXX company, “best compensation and reward festbemployees” is applied. Therefore, most special
benefits and reward focus on talents and high mamagt levels. According to universalist approadhes
HRM strategy, “best practice” is a list of commorRM strategy could apply for any organizational

3
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performance (Schwartz and Bilsky, 1990; Hughes,2200h Pfeffer’s model, he listed out 13 common
practices for organizational success (Pfeffer,020The list of practices related to compensatiod a
reward are “high compensation contingent on peréomee” and “attract and retain high-caliber staff,
relatively high levels of pay are desirable.” Basa this view of universalist approaches in HRkatstgy,

it could state that the current practice of XXX qmany is the “best practice” (Schwartz and Bilsi§9Q).

To conduct the HRM strategihuman resourcéHR) manager and officers work with line-managers to
assess employees’ performance. Besides, accourffiogrs and compensation and benefits speciatist a
involved in the rewards process.

In term of evaluating strategies, XXX company plamsecome one of the best-service residencesen Vi
Nam. To achieve that mission, they put employeeak taam spirit are at the heart of the success @f th
organization, both in terms of customer satisfacmd employee growth. This is a good organizationa
strategy.

However, there is a limitation in the HR stratedyXXX company, in term of the rewarding practice.
Stavrou, et. al. (2010) stated that “the best agugroto managing people will vary according to
organizational circumstances, most particularlytpocate strategy.” It was found that currentlige t
benefit and reward strategy is just focused omtaland high management levels. In theory, thikas'best
practice” approach. Nevertheless, this method isfihaith the organizational strategy, which aitesput

the satisfaction of the customer and all employaefist. The audit of the organisation had indechthat
wages of normal employees such as waiter/ waitbesbnan, chef, receptionist, etc tended to be favan

the market place average from 20-30%. Besidese tlvere no additional benefits available for thesemal
staffs. This factor led to low employees satisfat{{Yaseen, 2013; Lai, 2011).

Data Analysis and Interpretation

Sreejeshet. al. (2014) mentioned that “To gain right interpretatioesearchers should access based on
trustworthiness and authenticity”. Besides, Malsf2018) state “interpretive researchers evalilhée
reality from practical experiences of people ince groups”. Therefore, in-depth interviews withe
company HR manager and HR officers were condudtedthermore, secondary data such as internal
reports on the turnover rate and salary of empleyd#ehe XXX company also was used to conduct this
research. The data has supported the consultingp gnathe research process.

The company’s internal report shows that the tuengate at XXX company has increased dramatically i
the last 3 years. In 2017, the turnover rate islpd®%. Then, it reached a peak of approximaté9o3n
2018. According to the Bureau of Labor Statist@31@8), the average employee turnover rate in Viatis

20 per cent. In comparison, the turnover rate efXiXX company is nearly double the average numlber o
the whole country. This is a worth alarming numbdn 2019, the rate of employee turnover still remma
high, around 33 per cent.

The data provided by the company also indicatesrtbemal staffs such as waiter/waitress, bellméuef,c
receptionist, etc. who have a salary below VND HUioni (below $300) hold the highest tendency ofviers,

at 68.48%. In comparison with normal staffs, theldie and high-level employees have a lower turnover
rate. Meanwhile, the lowest rate of turnover at tinganization belongs to top-level positions sush a

4
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managers and directors, just 1.09%.

In addition, the company'’s report points out thaéxpected accidents, heavy workload, low wagesnand
significant rewards, settled abroad and more dtopportunities from other companies are thefiop
reasons of employee turnover at the XXX company.alDfthe above factors, the low wages and no
significant benefits and rewards are the most 8aamt factor, which takes 45% of the reason faviag

the job. The related previous studies revealedlilgsit employee turnover has various negative ingant
organizational performance (Hancoekal, 2013; Simons and Hinkin, 2001; Ampomah and Cyd0L5).
Therefore, the HR department at XXX company shgiNé greater emphasis to this critical issue.
Recommendations to Retain Employees at XXX Company

In term of “outcomes-driven”, the ultimate targdétHR practitioners is to create a positive impacttbe
people, the organization, and society (CIPD, 201®ust of all, an inclusive organization which dte
people fairly and respect employee wellbeing byrmamg the reward strategy at the XXX company need
to be created. Secondly, it is necessary to iner#as success of the XXX organization via strengjtige
skills of the workforce and proposing career depelent opportunities as a part of the reward styateg

Total reward strategy has a significant potentiaddlve the issue of high employee turnover ratheaiX XX
company. Besides, adding a variety of non-finanbeefits such as health insurance, days off, blexi
working hours, team building, parties, well-beinggrams and career development reward could enhance
employer branding, attract more employees. Theeeftirough offering a suitable and attractive total
reward package, the XXX company could have a hlgince to attract quality staff, while motivatingdan
retaining their current workforce.

In the hospitality industry, having a high qualitiedicated and skillful workforce means having adjo
quality service. Besides, the longer the XXX compaould retain its employees, the more skills and
experience they develop. Hence, the current study 80 propose recommendations to reduce the commpan
turnover rate as well as retain good employees XXX company. This HR strategy supports the
organizational strategy to become one of “the bestice residences in Viet Nam”.

In term of limitation, this proposal of rewardsatggy would increase the company expenses dueeto th
increase in the preceding suggested additionalfitenelowever, this change will worth in the lorgnan
since the improvement in the company’s service iualill result in the enhancement to the company
reputation and revenue.

Further Suggestions

With the current capacity, the company is able ppha this total rewards strategy. Besides, most of
suggestions are non-financial reward such as agediexible working hours, wellbeing programs, sejt
clear promotion and career path, etc. which coalke a short time to be conducted. However, in titieré,

if the company had more resources, they could ekpghair total rewards with more attractive rewards
including stock rewards, saving plans for retiretnemployee discounts, etc. (Bussin and Van Rooy4p
Furthermore, the company could equip total rewasdiware such as HRIS, HR soft which allows
employees to track and choose their preferred asv@ovachet al, 2002; Marler and Parry, 2016).
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Abstract

Women have been performing active roles in famgi@ge ages. In addition to the routine househasdttd

at present they are also acknowledged for theitritartion in the workplaces too. They are now perfing
even more challenging jobs like defense, air fosedes etc. And in Bangladesh women are also pernfigr
versatile task too. The current study purposeslitstiate the present scenario of women in sales in
Bangladesh, identified the challenges they faceracdmmend some curative procedures to overconse the
challenges. A sample of 100 women who are in gaiefession has been selected to conduct the stidy;
study was carried on in Dhaka and Barisal city anladesh. The study found that the women whorare i
sales professions are facing diverse challenges-féiknily restrictions, different social and secyrit
challenges, gender discriminations in case of galpromotions and workloads, health injuries and
balancing family and professional life. The findsngevels that the scenario will not be changeddiapi
however, if the recommendations are followed priyptien there are vast opportunities that will méiem
able to face and to lessen up such challenges.

Keywords: Sales, Women in sales, Challenges, Solution, Bdagha

1. Introduction

Sales are simply considered as the “art” of busin8ales are also called the “heart” of busineskesare
the performance of delivering a product or seniwcgield for payment or any other remunerationisian
act of achievement of a commercial doings. Salesativities related to selling or the number obd® or
services sold in a given time period. (Wikipedi®elling is an empirical application and part ofrkeding.

It usually conducts a distinctive alliance in a ihess organization, hiring distinct professionalrkess
known as salesperson. And a sales person is andodl who sells goods and services to other estiflThe
successfulness of a salesperson is usually mealsuithg amount of sales he or she is able to makagla
given period and how good that person is in pefsgadindividuals to make a purchase.
(BusinessDictionary).

ISSN 2076-9202



ELITE HALL PUBLISHING HOUSE

International Journal of Information, Business dahagement, Vol. 13, No.3, 2021

Women in sales are taking the world by storm. (@/adD. 2017). In the development of human civiliaati
both women and men have played correspondinglyifgignt role. Any improvement can’'t be possible
without the contribution of both. Actually womenvaivement in work force is also a vital indicatdr a
countries overall advancement. Now —a-days womeraetively participate in outdoor workforce. Andal

in Bangladesh the women involvement in workforce pasitively increased. They are now performing
even more inspiring sector like sales. This isaigly a noble indication for community and also Yovmen
themselves. But unfortunately plus illogically, wempersonnel generally are not considering venpssly

by their supervisors, coworkers, or society atdargypically, maximum public don’'t have any positiv
attitudes towards women who work in sales. Furtlostnthe sales women face many problems and they
don’t get any support from family, society and afsmm their working area. Even if a huge portiontioé
women still faces disparity and sex partiality. flghare uncountable challenges and complicatioredfay
women both at house and workstation. Although Baateghi women have continue to work outdoor of their
family environment but even then they have to dong way in socially, culturally, and economicatty get

in favorable attitudinal alterations in the mind-skpeople.

2. Literature Review

A literature review referring to different journadsd studies conducted by different researchersbban
added to this study to show relevance of the work.

Hisaka, A. (2014) described the trends of employniersales over last decade from 2004 to 2014 mn he
blog titled ‘Trends of Women in Sales Infographi@hd said sales industry has traditionally been
male-dominated and competitive jobs function. Tppsut her statement, she presented a statistios fro
‘LinkedIn Workforce Diversity Data Report’ and piced the women representation in LinkedIn. The repo
was a study finding which was conducted on 5,40ké&din employees working in offices from Mountain
View to Sao-Paulo to Bangalore. The study showed women represent 41% of the active workforce on
the LinkedIn Network. Moreover, the percentage ofnen in the workforce has increased 37% to 41% in
the last ten years while the percentage of womesalas has increased from 36% to 39%. LinkedIn also
stated that they wanted to better understand hewpdncentage of women in sales has changed inatste p
decade, and if the trend is consistent. They alantwwo use this information to bring awarenessh® t
subject and put something in place to help transfihie industry and narrow that gap.

An article published in “The Sydney Morning Herald’2014 by Jones, K titled ‘Are women or men hette
at sales?’ here the writer stated a study findihgs was conducted by US psychological testing #roh
Profile. The study revealed deeper insights intodge differences in salespeople and they conclbde t
women tend to possess a higher level of integaity, more helpful, attentive to detail, and orgathiaa the
other hand men are more comfortable public speakeyse success oriented and more competitive.

Hunter, M. (2014), in his study titled ‘Who Makd®tBetter Salesperson? A Man or a Woman?’ evaluate
among man and women who makes the better salespargb explain “If there is one thing I've found
interesting is how many times the best solutiontdshave the salesperson be the opposite of the
customer. When a male salesperson deals with aléecnstomer or a female salesperson deals withle m
customer, the outcome tends to be succesafu. If i could only hire one salesperson, | wouldehthe
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female because Thus in a business world thatli€stprised of more males than females | will géhvthe
opposite, thus hiring the female”

Walton, D (2014) in her article “Women in Sales:n@oon Challenges and Common Sense Solutions”
published in ‘Huffington Post’ tries to identify ween challenges in sales profession and describ& som
possible solutions that is Removing unconscious, bizzveraging external networks and Building client
relationships byreaking the stereotype and Boosting Confidence.

By considering the latest data published in U.S.eBu of Labor Statistics (BLS), Burdett, E (201®)his
study titled ‘The State of Women in Sales’ ideetifithe state of women in sales and describe tlat th
increasing number of women in sales matters fromusiness and financial perspective. So the steps
companies can take to attract and retain womeal@s then help them succeed.

Johnstone, K. (2017), in his writing titled ‘Remesnihe Ladies: 5 Reasons Your Sales Team NeedsjMor
Women’ emphasizes five reasons for hiring more fenta sales. The reasons are- Female represerstative
are outperforming men; Women have proven themselsdsaders ;Female sales leaders today are driving
success; More women are becoming B2B buyers; &Weénpresence improves company culture and
productivity, for which sales team needs more women

Orlob, C. (2017), in his blog titled ‘Who’s Bettat Selling: Men or Women?’ by using the data from
‘Gong.io: Conversation Intelligence Technology 8ales Teams’ and concluded that “Our data scieaa t

at Gong sat down 30,469 B2B sales calls to andigne men and women sell differently and concludé tha
women also close deals at a higher and fastertliate men. In our data set, men had a 49% likelirafod
moving opportunities to the next stage; while worbeasted 54%.And women'’s win rates were 11% higher
than men’s (on average).”

Leroux, J. (2018) in his article titled ‘Why moreomen should take on sales roles’ using the Stisti
Canada by “Statistics show that women perform gieatales. Many believe women are great listeners,
relationship builders and even better hunters]eatthg their ego get in the walRegardless of gender, sales
offer a career path with a level playing field wl@nyone can demonstrate their strengths and gresidie

to an organization; it's not limited by anything/bed the expectations you put on yourself.”

Phelps,T (2018) in his writing titled ‘Ms. SalesoRrssional: Do Women Have a Sales Advantage Over
Men?’ tries to identify “Are women better at salds?there any substantial evidence that pointshie t
conclusion?” And give the opinion that “As with sess in any industry, it comes down to the indigidif

it is true that women are more attentive, bettstetiers, more inclined to prospect, and have more
opportunities for advancement that do men, then evoshould have an advantage over men in the sales
industry.”

According to Professor Joel Le Bon of the Univgrgif Houston's Bauer College of Business Sales
Excellence Institute performexh analysi®f his 989 students’ sales performance acrossaisy&he results
showed that there were 62.5% more female top padts than male top performers. Moreover, the female
top performers outperformed the male top perfornbgrg3.9%. Astudyfrom the University of lllinois at
Chicago shows that companies with higher gendearsiity, in general, are 15% more likely to havehiig
profit. Additionally, companies with higher numbekfemale board directors haveta% higher return on
salescompared to companies with lower numbers of ferhabrd directors.
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Voriay, R. (2018) Forbes council of Forbes Comrnioice tries to identify “Why We Need More
Women In Sales?” And give the opinion that “Gettimgpre women into STEM (Science, Technology,
Engineering and Mathematics) has become a hot ty@c the years, as these fields have historidadly a
low representation of females. But equally impadriangetting more women into sales professions weet
don’t hear about this as much. First and foremastnen are good at sales. Not only will having woroan
your sales teams be better for your bottom ling,itowill also help you better connect with yourstomers.

So instead of focusing only on getting women in&EB!, let's add an “S” and start focusing on getting
them into STEMS --Science, Technology, Engineervigthematics and Sales”.
3. Scope of the Study
The study will cover only the working women who amesales profession specifically in consumer sales
sector.
‘Consumer sale is the normal transactions in wigobds are sold to individuals and not to businesses
Consumer sales mean that those individuals carmttbese goods for their businesses. A measure of
consumer sales is the measure of success for &@&2@any’. (Marketing Dictionary)
‘Consumer sale is the retail transaction in whicleds are sold in the normal course of a sellersiness,
and are bought for private consumption or use atdmnormal course of the buyer's business.’ (Bess
Dictionary).
4. Justification of the Study
The above discussions reveal that the most researatucted to identify that women or man, who itdre
at sales profession. But no studies have foundifgiamg the challenges that women face in salesgzsion
especially in Bangladesh. In Bangladesh, thereispecific work done in this field. So consideritng
importance of the fact research on this topic desespecial attention. This study will try to exglan
Bangladesh the actual scenario and obstacles ofewam sales profession and suggest some possible
solutions of these challenges.
5. Objectives of the Study
The prime purpose of this study has focused onrtaters related to the challenges of women wharare
sales profession in Bangladesh. So the authorsdesided the subsequent objectives for this study:

1) To show the present scenario of women in saleepsain in Bangladesh.

2) To identify the major challenges faced by womeagdtes profession in Bangladesh
3) To suggest measures for overcoming the challenges.

6. Methodology

‘A sales professional is someone who sells prodoctservices to potential customers. They seeloles
prospects’ challenges through the products theyGedat sales professionals will have strong sgliand
communication skills’ Sobczak, A (2017). The natafehe study is exploratory and the study triesind

out the challenges faced by the Bangladeshi worlinghen who are in sales profession. The study also
attempts to find out the possible remedies for tlsenthat they can be able to use their full potéstio
balance their family and professional life. Thereat study surveyed only women employees of sales
profession in Dhaka and Barisal city in Bangladéshusing the mixed method approach primary dats wa
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collected from 100 working women from different &®s in sales profession. The data collection teghes
included face to face interviews, Focus Group Disans (FGDs), questionnaire and observatimd
Secondary data were collected from different bojukanals, documentaries, census data, internetPetta
were collected through convenience sampling metfibd. questionnaire consisted of 16 close endeddand
open ended questions to meet the objectives ofstbdy. To analyze the data of the open ended
guestionnaires the researcher used the judgmesetaloch And After collecting the raw data of closeled
guestionnaires, the researchers convert the ddtaraalyze the findings by using frequency distidouaind
simple percentage method.

7. Findings of the Study:

7.1. Demographic information of the respondents:

Here the respondents were asked about their deptagrédackground including age, education level,
income, years of job experience, marital status Bte questionnaire was circulated amongst the wiome
sellers of different shops, different sales pratesals of National and Multinational organizatiam both
Dhaka and Barisal city corporation, Bangladesh.

Age of the respondents:
Age ranges Percentages of the respondents
21-25 38.71
26-30 32.23
31-35 23.45
35+ 5.61
Total 100
Educational qualification of the respondents:
Level of studies Percentages
SSC 12.44
HSC 20.11
Hons'/ Degree level 35.85
Masters’ 31.60
Total 100
How long the respondents have been working in Sal€sofession
Ranges (In year) Percentages
03-05 23.84
06-08 35.48
09-11 30.45
11+ 10.23
Total 100
Monthly Income of the Respondents
Ranges (Taka) Percentages
5,000-10,000 28.78
11,000-15,000 36.65
12
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16,000-20,000 25.22
20,000+ 09.35
Total 100
Marital Status
Married 59%
Unmarried 41%

The table 7.1 represents the demographic informatio of the respondents.

The majority of the respondents 38.71% belongedh® age group of 21-25 years, 32.23% of the
respondents belonged to the age group of 26-3Gy28r45% belonged to the age group of 31-35 years,
and 5.61% belonged to the age group above 35years.
The educational qualification of the respondentwshdhat 12.44% of the respondent have passed SSC,
20.11% passed HSC, 35.85% passed Hons'/ Degreledlede31.60% passed Masters’ level.
The work experiences of the respondents show2$h&8%% respondents work experiences is 3 to 5 years
35.48% respondents work experiences is 06-08 Bfad&% respondents work experiences is 09-11

years and 10.23% respondents work experiencémisgedll years in sales profession.
Monthly income of the respondents are found tha?@® respondents monthly income is 5,000- 10,000
taka, 36.65% respondents monthly income is 11,080000 taka, 25.22% respondents monthly income is
16,000- 20,000 taka and 9.35% respondents montbhbme is above 20,000 taka.
Marital status of the respondent shows that 59%omedents are married and 41% respondent are uredarri
7.2 Reasons for choosing sales profession:

60

50
40
30
-
20
b -
0 + - . 1

Financial Insolvency Professional Freedom Part-Time Job

Most of the women that is 51.61% chose sales pmfeso meet up their financial insolvency, 33.83&ys
that it is their professional freedom to chooss titbfession and 14.52% choose it as their pad jif.
7.3. Respondents facinfamily pressure for doing sales job.

Responses percentages
No 67.74
Yes 32.26

Here we try to identify those women who are doiaes job faces problems that is created by thelyami

13
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members and found that 67.74% respondents doret day family pressure. And remaining 32.26% face

family pressure.

.

Different froms of Family presseure faced
by Married woman in Sales Profession

@ Unwillingness of husband
B Unwillingness of other

members of family

[ Challenges of child caring

management

The respondents who said that they face familysumresmostly are married. here we try to find ouatvh
type of family pressure they face and the respostsews that the majority that means 35% faces
unwillingness of the members of the family, 25%ef¢he challenges of child caring, 30% faces family

management challenges and 10% faces the unwillgsgoiehusband.

7.4. Respondents having ‘Social Challenges’ as sal@omen

(Here social challenges refers the obstacles atdmtehe society)

Responses Percentages
Yes 54.84
No 45.16

Here we try to identify that women who are doinggsgob faces social challenges or not and fouiad th
45.16% respondents don’t face any social challerigas majority that is 54.84% face social challenge

Social Challenges

B Problems created by neighbors

m Problems created by other female colleagues

Problems created by other male colleagues

m Misconducts of customers

129% 3%

12%“ '

The respondent who said that they face social ehgdls here we try to find out what type of social

14
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challenges they face and thel2% respondents Isaidptoblems created by other male colleagues, and
again 12% thinks that problems created by otheaferoolleagues, only 3% faces problem from custemer
But the majority that is 73% respondent face pnobfeom their neighbors. And the respondents saad th
neighbors create different problems like teasinBassing bad comment if they came late at home,
underestimating the job ,Saying that it is unnemgsas a women to do job.

7.5. Respondents having ‘Security Related Challengéas sales women

Responses Percentages
Yes 69.35
No 30.65

Here we try to identify that whether women sellewé security related challenges as sales womeimtor n
and found that 30.65% respondents don't face aoyrig related challenges. And majority that is3%
face security related challenges.

insecurity of job insecurity,
promotion, 16.28 . 32.56

victim of sexual
harrasement, 9.3

lack of secured
accomodation,
11.63

Security related challenges
According to data the women sellers face diffetgpes of security challenges. The majority respoisle
that are 41.86% face salary insecurity, and patt tiey don'’t get full salary. 39.53% said thatrthis a
lacking of secured transportations, 37.21% saidl ttiiay are the victim of eve teasing, 32.56% faibes
insecurity of the job. They think that if they domeet up the sales target there is a possibditpse their
job. 16.28% think they have the insecurity of proiomm, 11.63% have the lack of secured accommodation
and remaining 9.30% are the victim of sexual hanasgs.
7.6. Difference of workloads between men and womesales employees

d :

According to the above information 50% women agréexy were working as much as male colleagues,
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30.65% women were agreed that they have more wanlkioan male colleagues and 19.35% women agreed
they were not working as much as their male colleag
7.7. Facing Wage discriminations compared to men ks employees

Here is alarming findings reveal that around 71%dke sales employee faces wages discrimination. And
near 30% said that they do not face any salaryitigzation.
7.8. Owners attitude toward sales women

Owners attitude towards sales women
Percentages

m Cooperative

’ ® Non cooperative

11%

’ Iicit

M Neutral

According to the above information 35% female adrdbat their boss attitude towards them are
co-operative, 33% women said that their boss is-comperative with them and 21% were neutral and
11%women said their boss attitude towards them waeusive.

7.9. Attitude of male colleagues to female sales ployees

Attitude of male colleagues to female

sales employees Percentages
13%

m Cooperative
B Non cooperative

abusive

According to the above information 44% female adrémat their male colleagues attitude towards theen
co-operative, 43% women said that their attitudesn@n-cooperative with them and 13% women saiil the
attitude towards them were abusive.
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7.10. Health related challenges as a sales employee

Responses percentages
Yes 87.1
No 12.9

Here we try to identify that whether women face gibgl and mental pressure as sales women or not and
found that 12.9% respondents don’t face any phi/sicd mental pressure. And majority that is 87. Baef

different health injuries.

According to data the women seller faces diffefgpes of physical and mental pressure. The majority
response that is 33% they suffer from tirednes%p $8id that they suffer from gynecological probleors
lack of toilet facilities, 14% said that they cahmmncentrate to work for long time. another 14%efa
others problems such as weight loose, headache,siyd problem, leg pain, menstrual hygiene
management problem, 12% faces frequent mood swiolglgm and remaining 8% are suffer from back

pain.

7.11. Having problem to balance between sales pref@on and family life

Responses Percentages
Yes 29.03
No 70.97

Here we try to identify that whether women can hedbetween sales profession and family life and found
that 29.03% respondents don't face any problematarite between sales profession and family life. Bu

majority that is 70.97% face problem to balancevieen sales profession and family life.

17
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Having problem to balance between sales
profession and family life

® Inadequate time for family

® Inadequate time for friends
and relatives

Inadequate personal time

Here we try to identify the major problems to bakrbetween their family life and professional 1#d.%
don’t give enough time for their family, 32% doh#ave enough time for their family and relatives 2iéo
said that they don’t have adequate time for peiddea
7.12. Positively Changes social status due to sajes.

Responses Percentages
Yes 83.87
No 16.12

Here we try to identify that due to sales job thsocial status positively changed or not and fotivat
16.12% respondents social status does not chadget majority that is 83.87% social status posityvel
changed.

M Increased freedom

M Increased ability to
decision making

@ Economic affluence

M Ability to take decision
concerning children

@ To give economic
assistance to parents

Positively Changes social status due to sales job
Due to the sales job the positive social changaesarhen in sales are that their freedom is increased
their authority to take part in family decision nrakand also decision regarding children is inozdashey
are now economically affluent, and they have thitgalbo financially support their family and paresn
7.13. Interpretation of Qualitative Data: (face toface interviews and FGDs)
Most of the women sales executives emphasizeséied itself a challenging task. They sometimesinec
the victims of corporate politics. Sometimes thagef pressure to meet the sales target. Sometirags th
experiences unhealthy competition among colleagBeme states that they face discrimination in cdse
promotion. Some says that sometimes they have tk more than their office hours and it creates [@ois
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to balances between family and professional life.
On the other hand most of the women seller sailakavorking women they have suffer forms different
problems. The authority don’t allow taking persophbne calls, they have to stand up around 8 tleol@s
even if there is no customer they don’t have thenssion to sit. They have frightened of producssing
and if the product got damaged or lost the authait the salary. They don’t get enough vacatibthéy
take a day off the authority cut their salary. it menstrual time they face different problemeyldon’t
get proper toilet as well as hygiene facilitieseyhalways have the tension of meeting the salgetand
losing their job. They don'’t get proper lunch tinigzen though they work equally as men but theylegt
salary than men.
Another interesting, but bitter facts that weree@ed were the female colleagues also given metr&ss,
like treating in jealous behavior, pointless gosasi conflict. Several women also commented theit th
female colleagues spread negative rumors abous @maracter and upbringing and simply continue with
their comments, and any objection to that is mehwarguments and unreasonable behavior. They try to
harass by creating confusion and misunderstanditiy seniors and complain about other females. Male
members also try to excerpt sexual favors. If ana single/divorcee/separated from husband, thieer ot
male members try to get close and if they do notagvorable response then they start spreadimgpns
about woman’s character and family and efficierl€yworking women work and get a higher post then
people usually think that the woman has got thé&drigost because of favoritism and draw conclus@mns
her character rather than accepting her capabiliachieving this kind of a position.
8. Recommendations
In this study we asked the responded for theirmanendation to solve these problems and improvieg th
existing conditions of sales women. Here is thesfids solution that was recommended by the respadnde
And the recommendation is as follows:

60.32% respondent specially sales girls emphagizessure toilet facilities

53.54% respondent recommend for having specifiesrahd regulations related to salary structure
27.42% respondent said to ensure work friendlyrenwent

24.19 % respondent emphasizes to ensure facilitiegst and recreation

24.19% respondent said to increase leave facilities

22.58% respondent emphasizes for changing sotiidat towards sales women

20.97% respondent recommend for having specifikingrhours

19.35 % respondent prioritizing women security

14.52% respondent recommend for having specifiesrahd regulations for sales employees
11.29% respondent said to ensure facilities foe plimking water

10.84% respondent suggest to ensure transporfatdities
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And besides these based on the findings of they stnd the researcher’s experience, the following
recommendations can be put forwarded as follows:
Positive image for this profession should be inseela

Unhealthy competition should be reduced by propemitoring by respective authority.
Enough facilities and recreation should be provided
Proper training and motivational programs shoul@tsanged for the women seller.

Both Government and private sector should stepdoivior having specific rules and regulations
related to salary structure.

Organization should establish child care facilifi@sworking mom.
Finally we should increase our awareness and resp&ards women.

9. Conclusion

Societal, cultural, financial, and civil freedomwbmen is vital for the development of every cialiion.
Working women are requisite for the improvementuwilization. So women liberty is imperative to the
elevate Societal, cultural, financial, and civikgimn of women. Bangladesh probably has stillraglavay to

go to make our workplaces free from any prejudi@sjses and harassments. Though there are some
challenges which create problem for working womemovare in sales sector but if they consider some
dealing mechanism and reliable resolution thatassist them to change the situation. Even thenanestl|

try at solving some of the related issues and probl with some possible solutions that have been
recommended above so that women seller becomegstr@and are able to handle any adverse situations
where they can show their full potentiality withaurty sort of suppression and obstacles.
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LEADERSHIP ROLE IN EDUCATIONAL INSTITUTIONS

Dr. Radhika Kapur

Abstract

The main objective of this research paper is taimecan understanding of leadership roles in
educational institutions. In educational instita8pthe principles, heads and directors are ths, avi®o are
in leadership positions. It is the job of the leade guide and direct the individuals in an appiedp
manner towards the implementation of their taskkfanctions, provide solutions to various types of
problems and challenges, make effective decisindsceeate amiable environmental conditions, which
would facilitate the achievement of academic gaald objectives. Furthermore, it is vital for thaders to
possess a supportive attitude and make provisieguédl rights and opportunities to all the memioéthe
educational institutions. Within the classroomisgg, instructors are required to assume leadershep
and effectively guide and instruct the studenti itnportant on the part of the leaders to geeerat
awareness in terms of various aspects, up-gradectirapetencies and abilities and bring about
improvements within the course of time. The leadeesvested with the authority of bringing abolarmges
and they need to ensure, they prove to be advaniade the members. The main concepts that have bee
taken into account in this research paper incleggmjficance of leadership roles in educationatiinsons,
leadership roles, dimensions of successful leagergadership activities, and traditional leadgysh
theories.
Keywords: Educational Institutions, Leaders, Leadership Atieg, Leadership Roles, Leadership Theories

In educational institutions, leadership role isareled as indispensable. The job of the leaders is
primarily meant to guide and lead the individualshie right direction. In this way, they will belatio carry
out their job duties satisfactorily as well as, @egne problems and challenges that may arise wikign
course of implementation of their job duties. Tleadbs, directors and principals are the ones, wheested
with the authority to play leadership roles. The@adors are also required to be effective leadegsiding
students towards the right direction and helpirggrthio achieve academic goals. The students neststoe
that apart from making provision of academic cotsép the students, they also make provision of
opportunities to them to hone their leadershipgskidevelopment of leadership skills among studengdso
regarded as one of the important goals of the ditunzd process. Educational institutions have apartant
role to play as leaders in their community, sugpgrtearning beyond the boundaries (Educational
Leadership, 2017).

Leaderships are related to combining and blendfrgix areas, which are depicted in the actiornthef
leaders. The leaders need to balance them appepyrias developments take place within educational
institutions. The main areas that are taken intmawot in leadership are, establishing goals aneé&ations,
strategic resourcing, planning, co-ordinating aval@ating teaching and curriculum, promoting and
participating in teaching- learning processes andtbpment and ensuring the formation of an ordanky
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disciplined environment. The leaders need to fage the development of professional relationshhpsy
work and their learning on the core business daffte and learning and the greater the influence on
student outcomes. Leadership is regarded as thme aictor in making improvements in school
effectiveness. Leadership facilitates the achieveraedesired goals and objectives and making
improvements in the system of education (Educatibeadership, 2017).

Significance of Leadership Roles in Educational Irgutions

Transformational leadership is an effective ledagrfor school administrators. It renders a sigaifit
contribution in transforming the individuals intat@ire leaders by making provision of control tonthever
their behaviours and personality traits. In ordeassume leadership roles, it is essential fomitheiduals
to generate awareness and augment their compedegcithey can perform their job duties in a
well-organized manner. Within the educational isitbns, it is vital for leaders to form a cultureat would
lead to emergence of leadership skills not only mgrthe heads and educators, but also among studtasts
essential for educators to make provision of kndgeand information that would enable them to
implement leadership skills in an operative man@eiture building is focused upon in educative Eatip
(Tng, 2009).

Within educational institutions, the individualgho are engaged in teaching positions are reqtired
hone their educational skills and abilities. Theyd to be well-equipped with the subjects and qutsce
which they need to impart to the students. In &oldito generating awareness in terms of subjeas an
academic concepts, they are required to put inépatjipn certain factors. These are, aligning tagks
objectives and strategies; building commitmentjrosim, trust and co-operation; developing and
empowering subordinates; encouraging and faciigatiollective learning; interpreting the occurrente
complexities; making provision of appropriate smos; organizing and co-ordinating activities and
functions; promoting social justice and moralitgcsring the necessary resources and support and
strengthening collective identity. The leaders nieehake provision of guidance and informationheit
subordinates to make efficient use of resources.l&hders need to ensure that within the classroom,
teaching-learning materials, infrastructure andinetogies are maintained well (Tng, 2009).

In educational institutions, when the educatoesgaying attention towards honing their leadership
competencies, there are six main elements, whihitleed to pay attention to. These are, preparing
students for the better future, achieving authéytin teaching, learning and in practicing asse=sis,
facilitating communities of learning, coping witmpediments within the course of leading to effextiv
development of the system of education, translatiegs into sustainable actions and nurturing sscoé
culture (Tng, 2009). In higher educational instdns, professors are vested with the authority and
responsibility of even making provision of oppoiities to students to hone their teaching and lesdier
skills. Usually, the students, pursuing masterdamtoral programs are provided with the opportesito
even give lectures in the absence of professonscdjen this manner, the students are able to dpvbkir
skills in terms of teaching, leadership, monitorargl supervision.

Leadership Roles

The leaders particularly in higher educationalitngbns, where the students are adults need to
recognize their roles. It is comprehensively ackieolged that adults are more responsible and resegni
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their job duties well. They assign priorities amdere they carry out all tasks and activities agwbite
sufficient amount of time towards them. In the iempentation of leadership roles, there are cersects,
which need to be taken into consideration. Thesgiaradult education, the leaders put in sufficemount
of time and work diligently and resourcefully. Withthe course of pursuance of academic progranss, it
vital for students to conduct research on a redudars and update knowledge and information. The
activities and functions of the leaders are doneiddity the issues and events of the system of whahare
a part. Leaders need to ensure that within theseooir performance of job duties, they do not exgree
any barriers. Hence, it is vital for them to pubioperation, the measures and approaches to enerco
barriers.

Leaders possess strong viewpoints and perspectgeasding the attainment of the purpose of the
system. They possess strong feelings in termsloéaement of desired goals and objectives (Sergioya
1982). In order to carry out one’s job duties $atisorily, it is essential to generate informatiorierms of
various aspects that would render an importantritiution in upgrading the structure of educational
institutions and the overall system of educatiomeWthe leaders are carrying out their roles, tiemd to
ensure they not only make use of their educatiqnalifications, skills and abilities to promote Weéing
of the educational institutions and facilitate #uhievement of academic goals and objectives, battheir
efforts and undertakings need to bring about conitypwvelfare. In order to acquire efficient undersdang
of how leaders are rendering an important contidouiowards leading to progression of the commuaitg
nation, it is essential to understand leadersHgsrd he leadership roles are classified into tihnaa
categories. These are, interpersonal, informatiandldecisional (Chapter -1. Leadership Concept and
Theories, n.d.).

Interpersonal Roles

In interpersonal roles, the leaders need to tadedonsideration, three kinds of roles, these are,
figurehead, leader and liaison. In all these rdfesy are required to deal with other individudlse heads
and educators first need to serve as figureheadkelr roles as figureheads, they are requirett@s true
mentors, which may participate effectively in leagland guiding the students in the right directiimey
not only help their students or subordinates taeaghgoals and objectives, but also guide them in
inculcating the traits of diligence, resourcefuasd conscientiousness and emerging into effeciiizens
of the country. The interpersonal roles of the é&xadire focused on providing knowledge and infoionab
the individuals in an appropriate manner and enguhey develop interest and motivation towards the
implementation of their job duties.

In the interpersonal role of liaison, the leadmrsure they facilitate co-operation and association
between individuals. For instance, when individiggsengaged in a conflicting situation or a disagnent
and approach their leaders, it is the job of tlaelées to settle the dispute peacefully and enable t
individuals to form good terms and relationshipghvaach other. It is of utmost significance fordemnts to
form good terms and relationships and work in dmfation and integration with each other to prodiinee
desired academic performance. In the role of adiaithe leader acts as a link or a co-ordinattwedsn
people, groups and organizations.

Informational Roles

24
ISSN 2076-9202



ELITE HALL PUBLISHING HOUSE

International Journal of Information, Business dahagement, Vol. 13, No.3, 2021

In informational roles, the leaders carry out ¢hkends of roles. These are, roles of monitor,
disseminator and spokesperson. In the implementafithese roles, they are required to get invoivettie
processing of information. When the individuals eaerying out these roles, they are placed atttia¢eg)ic
point to gather and disseminate information. Asaaitor, the leader is seeking information that rhbay
valuable and worthwhile to the organization. Hegfioms the other individuals, primarily the onesom
he is monitoring. The primary job duties of the ntonis to ensure that discipline is maintained and
individuals are performing their job duties in gpeopriate manner.

As the disseminator of information, the relevaribimation is transferred to others within the wogk
environment. As the term implies, disseminatingnédrmation means distributing information. Whee th
leaders are aware of important information, ihisit job to ensure that it is adequately transmhitteothers.
Making provision of timely information to othersnsgarded as an important aspect in leading togorop
functioning of the educational institutions. The@dhinformational role of the spokesperson focugesn
communication. As a spokesperson, the leadersegrered to communicate effectively with the other
individuals, make provision of adequate informatéoml guide and lead them in the right direction.

Decisional Roles

The decisional roles that have been identified@ue These are, entrepreneur, disturbance handler
resource allocator and negotiator. The entrepreres of the leaders focus upon putting into ofena
modern and innovation methods and approaches #natead to effective outcomes. As entrepreneuesy; th
need to upgrade their improvisation skills andiaéd. The role of the leaders as disturbance leaiadl
focuses upon handling disturbances and problenisrtag occur within the course of implementatiornodf
duties and functioning of the educational instdns. In some cases, students or other members of th
educational institutions may get involved in thaftioting situations or disagreements. Therefares the
job of the leaders to ensure, they get resolvedgially and members of the educational institutiand
fellow students establish good terms and relatisshith each other.

The role of the leaders as resource allocatorsiegwpon the fact that there are availability efcadte
materials, equipment and technologies, which magleean effective contribution in facilitating learg
among individuals and enabling them to achievedtfgred goals and objectives. In order to facditiie
teaching-learning processes, it is necessary remsglequate materials and resources are avaifeble.
negotiators, the leaders ensure that the overathsgthere within the working environment remainagéat
and amiable. They need to possess effective conuation skills and ensure members work in
co-ordination with each other.

Dimensions of Successful Leadership

The dimensions of successful leadership have heéedsas follows: (Day, & Sammons, 2016).

Defining the Vision, Values and DirectieriWWhen the individuals are in position of leadénsy need
to have a strong and clear vision and set valueth&r educational institutions. They are required
formulate goals and objectives, which may enal#entio determine their tasks as well as guide aad le
others in the right direction. The vision and valiugluence their actions as well as the actionstioérs.
The leaders are able to develop a clear senseeatioin and purpose of the educational institutidiiese
are shared on a comprehensive scale and are dealtystood and supported by all members of the
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educational institutions, including, heads, edusatstaff members and students. Defining of visiales
and direction also enabled the individuals to priamew developments, policies and programs.

Improving Conditions for Teaching and Learnind he main task of educational institutions i®timg
about improvements in the conditions for teachind karning, as these are the primary objectives. T
leaders are required to identify the need for inaprg conditions for teaching and learning. The
improvements in the conditions need to take placich a manner that would lead to maximisation of
quality of learning and augmenting learning andqrenance of students. The leaders participate ity
in the formation of strategies and approaches fone buildings and facilities of educational itgiions.
It is the job duty of the leaders to ensure thatdberall environmental conditions are pleasantanble.
In addition, there should be availability of apptiafe teaching-learning materials, equipment and
technologies.

Assignment of Roles and Responsibiliti€khe leaders cannot carry out various tasks atidtaes in
seclusion. They need to establish good terms datarships with other members and work in
co-ordination and integration. Individuals are gsed roles and responsibilities in accordancedw th
educational qualifications, competencies and agitit is the job of the leaders to assign roles an
responsibilities to individuals. The leaders amguieed to assess the capabilities and proficieruid¢ise
individuals. They need to be aware of various paality traits of the individuals and know which
individuals would be suitable for what kinds of jdbties. Therefore, it is apparent that assignroérdles
and responsibilities should be in accordance tetheational qualifications, skills and aptitudethod
individuals.

Redesigning and Enriching the Curriculum and Instrenal Systems The curriculum and
instructional systems are regarded to be of utisigsificance in leading to progression of the systé#
education. The leaders need to ensure they coneseirch and analysis and render an effective
contribution in redesigning and enriching the auum and instructional systems. The curriculum and
instructional systems need to be in accordandeetgitade levels of students, academic subjectg@aid.
Adult learners usually get enrolled in educatianatitutions to augment their knowledge and competes
in terms of certain aspects. Hence, leaders needsiore that pursuing a training program shouldeto
be beneficial to them. The adult learners are sbéequire sufficient knowledge that would provéoeo
beneficial to them in sustaining their living cotalis.

Improving Teaching and Learning ProcesseResearch has indicated that individuals expeeien
problems and challenges within the course of pursei@f academic programs, and achieving academic
goals. In other words, they are unable to acquirefeicient understanding of the academic concaepts
make use of them in improving their overall quabffives. Hence, it is the important job duty bét
leaders to ensure that improvements are made itedohing and learning processes from time to tirhe.
use of technologies and modern, scientific andvatiee methods would render an effective contritruiin
bringing about improvements in the teaching andchieg processes. It is vital for the leaders areot
members of the educational institutions to be wglpped with the usage of technologies. When #ney
not well-equipped with the usage of computers, #wsn join training courses to hone their compsikdts.

Upgrading of Qualityof Educators- The educators need to hone their leadershils skd they can
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effectively guide and lead students in the righeclion towards the achievement of academic gdaks.
heads or the principles, who are the primary leadeg required to generate awareness and guide the
educators appropriately, so they can perform jbbiduties in a well-organised manner. In ordenpggrade
guality of the educators, there are number of dspedich need to be taken into consideration. &laes,
use of teaching-learning methods and instructistrategies, communication skills, decision makikitjss
time management skills, conflict resolution skitigjlities to cope with problems and challenges and
enhancing professionalism. The educators needmo ¢onstructive viewpoints in terms of their joltida
and contribute to their best abilities towardsadhbievement of personal and professional goals.

Building of Relationships Inside and Outside of Bukicational Institutions- The leaders need to
generate awareness among individuals that they todadild effective relationships inside and ougsible
educational institutions. Within educational ingibns, all individuals should be provided with afjitights
and opportunities. Within the classroom settinlgs,dducators should communicate efficiently with th
students and allow them to express their viewpoMtking provision of equal rights and opporturstie
the individuals and allowing them to express th@vpoints are regarded as important aspects idibgi
of good relationships among individuals inside édecational institutions. Building effective retatships
with individuals outside the educational institmsois essential for achieving long-term succesadees are
meant to develop positive relationships with thenownity leaders and form connections. In this manne
they can augment information and seek assistanogpiroving the functioning of the educational
institutions.

Selecting and Developing Smart Toeli the implementation of teaching and learninacpsses, in
carrying out of administrative, clerical and teaatifunctions, individuals are required to make ofse
technologies, tools and equipment. It is the jothefleaders to ensure that smart tools are sedlecid
developed in an appropriate manner. When makiregseh of and development of smart tools, it ndeds
be ensured, they are based on valid theories @well-designed. When personnel are not completely
aware in terms of how to make effective use of snoais, they are required to get enrolled in tirgrand
development programs. In educational institutidingre are organization of workshops, seminars and
training programs to make provision of adequateAtedge and information to the individuals, so tlaeg
able to enhance their knowledge in terms of mals®g of smart tools.

Participating in Providing Effective Solutions tooBlems— In educational institutions, members
experience problems regarding various aspects eldres inappropriate infrastructural facilitiesjici
amenities, and equipment, lack of technologiescielfcy in teaching-learning methods and instrusio
strategies, dissatisfaction regarding pay and incehand inadequate working environmental conagio
On the other hand, students may experience problehen there are inappropriate teaching-learning
methods and instructors are not well-versed andisable to assist them, particularly in providiogusions
to their problems. Therefore, it is the job of thaders to ensure, individuals are provided with th
opportunities that would enable them to carry beirttasks and functions in a well-organized manfiee
leaders need to act as mentors and provide sadutiogrievances of other individuals. In providing
effective solutions to problems, one needs to nadtieenatives available and help the individualsgking
selection of the most suitable one.
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Ensuring an Orderly and Supportive Environmewithin the environmental conditions of the
educational institutions, apart from making promisdf adequate infrastructure, facilities, civiceaties,
technology, tools, teaching-learning materials eqdipment, it is necessary for the leaders to ftateu
measures and programs to create an orderly andiivgpenvironment. In the creation of orderly and
supportive environment, it is vital to make prowisiof equal rights and opportunities and not distrate
against each other. The individuals need to comoatgiwith each other with respect and courtesy and
make provision of equal rights and opportunitieslédly and supportive environment can be created by
putting into operation, ones competencies upon ieduties, ensuring consistent discipline rowtiaad
implementing peaceful conflict resolution methods.

Leadership Activities

The leadership activities have been stated asasllChapter -1. Leadership Concept and Theories,
n.d.).

Symbol of the Group When it is stated the leader is the symbol efgioup, they render an effective
contribution in making provision of some kind ofgrutive focus and establishing group as a distinct
identity. In some cases, the leaders are alsodedas mentors and father figures, who servesa®ts
of the positive emotional feelings of individual mieers and the object of identification and traresiee.
The symbol of the group also highlight the fact tleaders act as representative of the group @nizgtion.
When they are implementing activities as symbolthefgroup, they are required to ensure they make
provision of accurate information. In addition, yheeed to take into account the aspects of honesty,
righteousness and truthfulness.

Arbitrating — The arbitrators are the individuals, who areh&zion the side of any of the parties and
make decisions taking into consideration variousdies. They are impartial, neutral and non-judgrakent
The primary function of arbitrating is to ensurattbecisions are made for promoting well-beinghef t
individuals and educational institutions. Arbitragiis one of the important leadership activitiest feaders
normally get engaged into, particularly when theme occurrence of problems and individuals get geda
into a dispute. An effective leader will resolve ttispute by arbitrating on the decision on theseof
action to be taken. Hence, as arbitrators, theyentigkisions, which both parties are required tovol

Suggesting- Normally the educators, students and staff mesniiethe educational institutions may
come across problems, which enable them to seek i@ed suggestions from others. Suggesting isdedar
as a powerful instrument among leaders, as iteis grimary job duty to provide suitable ideas and
suggestions to individuals. In order to carry omt®tasks and functions in educational institutioran
appropriate manner, suggestions are usually takem leaders. Hence suggesting is regarded as an
important leadership activity. In some cases, thay give their suggestions instantly. Whereasthes,
they may conduct an analysis of various alternataxailable and then give their suggestions. Suigyess
need to be helpful and beneficial.

Determining Objectives Determining objectives is referred to settinggoéls and objectives for the
individuals. It is the job duty of the heads omgipals to generate awareness among educatordfard o
members of the educational institutions to deteentite objectives. The individuals carry out thel |
duties with the main purpose of achieving the @eksgoals and objectives. Within the classroomregti
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when the educators are imparting knowledge andnmtion to the students in terms of lesson pldres) t
too the educators and learners have an objecthe pfimary objective of the educators is to enshae
students are able to acquire an efficient undedgtgrof the lesson plans. Whereas, the primaryabivje of
the students is to make sure they understand theepts well, score good grades and achieve their
academic goals and objectives in a well-organizadmar. Hence, determining objectives is also ortbef
important leadership activities.

Creating an Amiable Environmestlt is the job of the leaders to create an amiablvironment. In
amiable environment, the members of the educatiostitutions are required to form good terms and
relationships with each other and work as one farithey need to ensure they communicate with each
other effectively and treat each other with resp@ct courtesy. The individuals are different fromate other
in terms of learning abilities, categories, backgds and behavioural traits. Therefore, it is \italt they
are provided with equal rights and opportunitied tirere should not be any kind of discriminatory
treatment. All the members need to work in co-aation with each other to create an amiable enviemtm

Providing Security- Research has indicated that in educationatunisins at all levels, students as
well as the other members have been subjecteditmugaypes of violent and criminal acts. The ocence
of criminal acts, such as, verbal abuse, physioat@a and sexual harassment have enabled the inadlisith
feel vulnerable and apprehensive. Women and gielshee ones, who have been subjected to thesenacts
as compared to their male counterparts. In orderitiy about developments in the overall system of
education, it is the job of the leaders to enshia¢ tnembers feel safe. There are formulation ofsoness
and programs to ensure safe and secure environsewiintained. Security can be provided by thedesd
by developing positive thinking and remaining cawen at the time of adversities.

Appreciating— When the individuals perform well, it is the jobthe leaders to appreciate them. When
students and other members are appreciated bystyg@riors and leaders, they develop positive vigmp
and constructivism towards their work. One of tm@artant benefits of appreciating is, the individueel
that they should keep up the good work, so theyhle to please their leaders and maintain goodstand
relationships with them. When the leaders pos$esyiewpoint that they need to appreciate the geork
of the individuals, they are developing inspirataord stimulating the mind-sets of individuals tossawork.
The leadership activity of appreciating also geterpositive feelings among the mind-sets of the
individuals towards their leaders.

Motivating— It is important to develop motivation in orderdarry out ones job duties satisfactorily
and achieve the desired goals and objectives.unabnal institutions, some individuals work more
productively, when the leaders make them feelteit work is meaningful. On the other hand, witthie
classroom settings, students differ from each dathterms of knowledge, competencies and abiliBzsne
students develop interest and enthusiasm towaedsstudies to a major extent. They come preparede
class, even before the introduction of the newoles®n the other hand, some students do not shevest
in studies and experience setbacks within the ecafrsichievement of academic goals. Therefore, the
leadership activity of motivating is important inamuraging the students towards enhancing thetteanic
performance and in the achievement of desired goalbjectives.

Possessing ResponsibilityThe leaders are the ones, who possess the sisitignto carry out the
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tasks and activities regarding themselves and atld@riduals in an appropriate manner. When the
individuals in a group of four are working on ajexd, then too there is a group leader, who isegestith
the responsibility of ensuring there are avail&piif adequate resources and tasks can get cauitad a
well-organized manner. The group leader has toigeoall the information to the supervisor. When tidoeks
get implemented satisfactorily, the group leadewelt as other members gain appreciation. On therot
hand, when they encounter set-backs and are uttabtéhieve the desired aims, then too group leaters
answerable to their supervisors. Therefore, posggsssponsibility is one of the important leadgvsh
activities.

Possessingdeological Viewpoints- The leader as an ideologist serves as the sotimdiefs, values
and standards of behaviour for the individual memioé the group. It is essential for the leadergubinto
operation certain beliefs, values and standardelbéviour within the course of performance of tlar
duties. For instance, when the educators are gavisigeech to the students in terms of promoting
empowerment opportunities among women, it is ingoarfor them to ensure, they provide factual
information and facilitate understanding among shuid that they need to treat women and girls veipect
and courtesy. The inculcation of values and behefi®ng students is regarded to be of utmost sogmitie
to enable them to emerge into productive citizérth® country. Hence, leaders are performing tie 0
the ideologist, when they impart the traits of ntibyaethics, norms and values to the individuals.

Traditional Leadership Theories

The traditional leadership theories have beendtdedollows: (Tng, 2009).

Trait Approach— Leadership research initiated around 1940s traihstudies on the attributes of
natural leaders focusing on their personalitiegjyas, values and skills. But the studies coulddistover
the universal traits for the success of leadershipas found that leaders have implemented sontieeof
managerial functions of the benefit and well-bedhgther individuals.

Behavioural Approachk Lack of success with the trait approach ledxem@nation of leadership
behaviour from the 1950s, which produced various-@imensional models. Different researchers gage th
dimensions various names, including consideratiwhiaitiating structure, concern for individualencern
for production as well as employee-centric andgehtric behaviours, and leading to a task relakigns
dichotomy for leadership behaviour. This dichotatoyresponded to two behavioural sets. These are,
administrative roles, including, planning, co-oring and organizing and human ones, such as
consideration for subordinates, conflict resolufio@a peaceful manner and so forth.

Contingency Approach The contingency approach around the 1970s, nined) the dependency of
leadership effectiveness on organizational sitaatid his approach put emphasis upon the contextual
factors, influencing the leadership processes, aschharacteristics of environment, subordinatelstasks.
Specific situational variables include situatiooahtrol, combination of task structure, leader-memb
relations and position power of the leaders touatal the performance of the subordinates. The other
situational variables are amount of relevant infation processed, importance of decision making and
acceptability of decisions. In other words, howythauld be productive. Traditional leadership reskaput
emphasis on seeking universal qualities of leadefsre examining situational factors, and modegatin
leadership effectiveness.
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Conclusion

In educational institutions, in order to leadheit operative growth and development, to achibee t
educational goals and objectives and bring abowragation in the overall system of educatiors it i
essential for the individuals to hone their lealgrskills. It is the main job duty of the leadéosensure,
they make provision of appropriate information giitdance to the individuals to lead them in thétrig
direction. They need to provide them with adeqsatgport and assistance to carry out their tasks and
activities satisfactorily. The leadership roles @essified into three main categories, interpeason
informational and decisional. The dimensions oflexahip are, defining the vision, values and dioect
improving conditions for teaching and learning,igieient of roles and responsibilities, redesigrang
enriching the curriculum and instructional systeimgroving teaching and learning processes, upgoaol
quality of educators, building of relationshipsidesand outside of the educational institutionceg and
developing smart tools, participating in providieifective solutions to problems and ensuring aredyd
and supportive environment.

The leadership activities are, symbol of the graupitrating, suggesting, determining objectives,
creating an amiable environment, providing secuappreciating, motivating, possessing respongipdind
possessing ideological viewpoints. The traditideatlership theories are, trait approach, behavioura
approach and contingency approach. It is appananirt order to carry out their tasks and actigiirean
appropriate manner, the leaders need to augmenktiwvledge in terms of modern and innovative
methods. Particularly with advancements takinggkaad with the advent of modernization and
globalization, it is essential to upgrade one’swiealge and competencies particularly in terms afyasof
modern, scientific and innovative methods.
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Abstract

The current study’s purpose is to analyze humaoures management issues, especially issues of geglo
benefits and reward at a Vietnamese event manadesaesice company that is ABC. Both primary datd an
secondary data on employee benefits and reward&t @ompany were collected. Case study is utilized t
analyze the gathered data. Recommendations to wa@BC Company’s policy on employee benefits and
reward are also made to help ABC company retaiir #raployees and thus enhance their organizational
performance.

Keywords: Human Resource Management, Strategic Human ResMaunagement, Employee Benefits and
Reward, Case Study, Vietnam.

Introduction

An Overview of ABC Company

ABC (the official name of ABC is kept confidentigrovides event management services through its
website and its Facebook fanpage and other soetatanking sites. The company being founded by the
startup initiative of founder in 2017 specializesproviding venues for all types of events from eyah
events such as corporate gatherings to privatetevarch as weddings. ABC has created an integrated
platform and features to provide customers with likst services including online booking system, new
technology application systems such as 360 spgbésseing system, system 3D interaction, and so on.
Since its establishment, ABC has 120 employeesidirad) 65 male employees and 55 female employees.
With 83% of employees in the company from 18-35ryedd and 63% of employees have a salary from 10
million VND to over 60 million VND. From 2017-201&BC has developed double in size, turnover and
personnel and has served about 24,000 custom¥frstimam. Gross Merchandise Value of company reached
$650,000 with revenue above $ 77,000.

ABC'’s vision is to become a service provider legdinm the connection and the link between the custom
and the organization prestigious event by the fiseew and innovative technologies service for tABC's
mission is to bring customers good things, helgarasrs optimize the process of finding event veane
save the most for customers. ABC will also becomsokd link and support all event organizers and
customers.

The Strategic Aims and Human Resources Managementr&tegies of ABC

There were 105 event service contracts signed AB@ in the first quarter of 2019 with a total reuenof $
24,0000. To the present time, ABC has worked wigld partners to provide prestigious event venues,
including 320 event service partners in Vietnanpé&dted revenue by the end of 2020 is about $ 4l@mi
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Booking event services such as weddings, confesgnuarties, celebrations or conferences via ABC,
customers will save 80% of the time (view and getadine locations using 360 and 3D technology) and
30% of the cost of organizing the event (monthisemtive/discount programs, membership packagep, etc
Customers do not have to pay any fees to ABC wisarguhe services here. Service charges (commggsion
will be paid by event service providers. ABC hasuirance policy for customer events, the refund arhou
can be up to 100% if service providers wrongly nsatkee event impossible. Regarding partners, AB@ onl
works with reputable suppliers who have years gfegience in organizing events and appreciation from
customers. To protect service providers, ABC absattheir own policies so that no one has risk.
The key to ABC' human strategy is identifying wisaappropriate to promote employee development. ABC
people strategy includes competitive salaries, sfrarent and regular communications, investment in
corporate social responsibility, employee autonoopgn-door policy, freedom to be creative.
Objective of the Study

The purpose of the present study is to collect ABi@formation and personnel data to analyze ABC’s
human resource management issues in general arldyemenefits and reward issues in particularti@n
basis of the analysis of the current human resoproblems at ABC, solutions to the human resource
problems are made to satisfy and retain employeegel as improve the company performance.
Literature Review
Benefits and Reward System
Agarwal (1998) argued that rewards are what emg®yexpect to be given in return for their
accomplishments and contributions. According to &w$2014), the reward system includes both mdteria
rewards and non-material rewards, which motivatplepees to be more motivated at work. There can be
many reward systems in one business, especiallye laorporations. Businesses with different business
situations, products, and competitive situation ave different reward systems. Attracting, matiag
and retaining employees is one of the most impodaals of rewarding. Although, there is not a kiegn
measure and the best motivation, large companig@<arporations often use the financial part asoh tim
motivate and increase employee satisfaction (Maogsband Eddington, 2003).
Although money is not considered the most imporfaotor to increase employee satisfaction, motrati
and satisfaction can be significantly reduced dréhis a shortage of money (Deeprose, 1994). Tévexef
Armstrong (1996) argues that rewards are not omheans of exchange or value, they are also coresider
representative tool for personal values to be detexd, representing achievements, achievements
recognition and status at work. Financial and rinaffcial rewards are often used by organizations to
compensate workers. According to Ibidunni et a01@), material incentives stem from financial bésef
such as bonuses, salaries, etc. Financial rewadsde direct financial rewards and indirect finahc
rewards.
Employees receive direct financial rewards in threnf of salaries, bonuses, stock options, incentitesn
be paid and converted. The rewards that employss=ve are based on job evaluations, agreements and
negotiations between the company and its emplog@eanks, 2007). In addition, this award is based on
employee payments/compensation and the amounmnefthie employee worked (Mathis and Jackson, 2004).
Therefore, it is possible to develop human resoarganization strategies by using the organizatidirect
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financial rewards. Employees can receive indirgricial rewards through benefits and services. 3dsec
salary is the fixed income of employees. Whereaditiadal rewards are rewards received when
performance exceeds expectations or the profitssasged in proportion to the amount of work the
employee has accomplished. These include indiieanéial rewards such as health insurance, pensions
housing subsidies, transportation benefits, andt hevel. Lai (2009) argued that not all employéese

the same desire and motivation to work. Some peppder monetary rewards but others prefer to be
recognized by everyone or the opportunity for proorat work.

Organizations should pay more attention to nonriima rewards, not just financial rewards. Accogiio
Chiang and Birtch (2008), organizations will betterderstand the needs of employees as well asecreat
incentives for employees to work more effectivatgrease job performance by keeping a balance leetwe
financial and non-financial rewards within the argation. Walker (2001) and McGuire et al. (2008)ueed
that employees' loyalty is enhanced when they vec@b recognition from managers, colleagues and
customers. In addition, the respect and encourageaiesuperiors also increase motivation in the knair
employees, making them more satisfied with theirkwand organization (Khan et al., 2011). Rewardkeana
sense that they create value and leave a lastipgession of satisfaction on employees (Silbert5200
According to Chiang and Birtch (2008), more and enoompanies are using financial rewards to boost
performance and increase employee satisfactionreThee many studies that show that non-financial
rewards (such as promotions or recognition) areadribe most frequently mentioned reasons for iasireg
employee satisfaction with the company and helpimgployees. Members are more loyal to the orgawizati
(Hausknecht et. al., 2008). In addition, Hesketale{1994) also found that when employees feeatfead

with the job and the company, the percentage ofl@yeps who stay with the organization for a lonigee

is also higher. Therefore, the researchers studyetfects of the reward system, including finaneaad
non-financial rewards on employees' satisfactiod, thus help keep employees staying with ABC.
Employee Benefits and Reward at ABC Company

The information about ABC’s employee benefits aedards indicated that ABC had no official employee
reward system. This is consistent with the situatibat ABC presents, although the salaries that the
employees receive are quite high and satisfied thighjobs they receive, recently there has beeelaf of
dissatisfaction with the company.

Smith et al. (1969) argued that it was very imputrta improve and maintain employee satisfactionthie
previous study on employee satisfaction levels ssues such as pay, colleagues, jobs, and promotion
opportunities, employee satisfaction surveys wesexluas a measure for research to increase the yaaplo
retention rates. According to the report of Hackraad Oldham (1980), the level of employee satigiact
decreases when what they receive from the compamg chot match the effort in their work. The
organization's commitments to the work and the fiesngs employees receive, as well as the recagnit
and respect they provide the employees, make tleeinshtisfied (Mcguire et. Al.,, 2003). According to
Heskett et. al. (1994), employee retention comesnfrsatisfying employees' needs. When workers'
expectations for work are not met, frustration ambatisfaction occur. Employees are satisfied witkir

job when it meets employees’ expectations and thegive rewards and recognition for completingjdie
well (Mathis & Jackson, 2004). Similarly, Dovlo @8) stated that the reducing of employee satisfacti
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and employees dissatisfied with their jobs areiteatb the reducing of employee retention.

The personnel policies of ABC are quite good. Hosvewdespite providing competitive salaries for
employees, ABC still receives many complaints fremployees. Therefore, ABC need to have measures to
improve the company’s benefits and reward poliaydéed, the human resources department should have
changes in the policy of reward, compensation angleyee evaluation. Reward should consist of both
financial incentives and non-financial incentivBgwards are based on performance, over time, pionsot

for employees who contribute, and good performafteddition, insurance packages or outside bemnefit
also make employees more satisfied with their wamkl motivate employees to work more effectively.
Non-financial rewards for recognition, respect éonployees, consideration for promotion after evisdna

are in need of gaining more attention at this tid@hnson and Welsh (1999) suggested that employees
expect more recognition that they are more valufibl® management and colleagues to them than money.
The employee's reflection on the preferential pedicsupport of the organization, the working emwiment
indicates their satisfaction with the job (Patafalet2009). In addition, the evaluation managensgstem
helps employees know clearly their future care@ebtigpment steps, increasing employee and orgaarzati
performance and creating long-term developmentsgofathe company's human resources.
Recommendations to ABC’s Policy on Employee Benediand Reward

On the basis of data provided by ABC, it can bengbat the employee satisfaction has been signiiica
reduced due to the ABC reward policy. ABC has cditipe salary policies. But they have been focusing
mainly on financial rewards. The balance betweearftial and non-financial rewards is quite impadrtan
Recommendations to ABC’s policy on employee beseiitd reward are made as the followings. In tefims o
financial rewards, the company should offer appegprfinancial rewards depending on the performarice
employees and create bonus policies on major hdidach as birthdays, Christmas days, Tet holidays.
Especially the company should pay the 13th monkangdao motivate employees. In addition, the reward
that depends on employees’ KPIs is also a way twease organizational productivity and promote
employees' potential. For employees who exceed,KRéscompany should have a financial reward based
on a percentage that exceeds the original KPIrsetrder to offer the appropriate amount to encoeirag
employees. Some welfare policies should be impleeteat ABC such as providing labor insurance, healt
insurance, transportation support to employeesotdribute to their satisfaction. These policiesvghbe
company's interest in employees and thus improvelarees’ satisfaction. In addition, organizing that
least once a year for all employees at the compsayother way of reducing stress at work and hglpi
employees increase creative motivation at worknidgithe company trips is the time for everyoneha
company to network, socialize and get to know eztbler better as well as to create a friendly aticdhete
culture in the organization. In terms of non-finahcpolicies, promotions give employees greater
opportunities and this will directly or indirectbffect their workplace satisfaction. Therefore, tioenpany
should assign one human resource management perdos responsible for evaluating the employees’
performance. For talented employees, the promofiozcess should be considered as a reward for
employees, enabling employees to work better aokasing employees’ job satisfaction. Furthermtire,
company should allocate work reasonably to avoaimteonflicts and to create a sense of awakening,
increase job satisfaction and contribute to retgimployees in the company.

36
ISSN 2076-9202



ELITE HALL PUBLISHING HOUSE

International Journal of Information, Business dahagement, Vol. 13, No.3, 2021

Acknowledgments

The authors are grateful for the contribution of@Bompany to the completion of the study.
References

Agarwal, N.C. ,1998, ‘Reward Systems: Emerging @ieeand IssuesCanadian Psychology9(1), 60-70.
Armstrong, M., 1996. A Handbook of. Personnel Maragnt Practice.

Armstrong, M., 1996. Reward management. London:atogage.

Chiang, F.F. and Birtch, T.A., 2008. Achieving tasid extra-task-related behaviors: A case of geadérposition differences in
the perceived role of rewards in the hotel industrigrnational Journal of Hospitality Manageme@7(4), 491-503.

Deeprose, D., 1994. How to Recognize and Reward@mes. New York: AMACOM. Psychological Bulletin23, 677-691.

Ghasemi, A. and Zahediasl, S., 2012. Normality &=t Statistical Analysis: a Guide for Non-Statistns. International Journal
of Endocrinology and Metabolisr0(2), 486.

Heskett, J.L., Jones, T.0., Loveman, G.W., Sa¥¥dt, and Schlesinger, L.A., 1994. Putting the SexRrofit Chain to Work.
Harvard Business Review2(2), 164-174.

Hosain, S. (2014) ‘The Influence of Financial anohNFinancial Rewards; and Employee Empowermentask Motivation and
Firm Performance of Bangladeshi Front Line Emplayet Critical Approach’,Journal of Business and Manageme®t7),
156-168.

Johnson, J.A. and Welsh, D.H., 1999. Reinforcenoérmore values: a case study at a medium sizedrefécs manufacturing

plant. Work Study.

Kerr, J. and Slocum Jr, J.W., 2005. Managing cafgoculture through reward systemdgademy of Management Perspectjves
19(4), 130-138.

Khan, A. A., Mahmood, B., Ayoub, M., & Hussain, @011), ‘An Empirical Study of Retention IssuesHaotel Industry: A Case
Study of Serena Hotel, Faisalabad, Pakistantppean Journal of Economics, Finance and Adnriatiste Sciencesl(29), 7-18.

Mathis, R.L. and Jackson, J.H., 2004. Human ResoMi@nagement, Singapore. Thomson Asia Pte. Ltd.

McGuire, M., Houser, J., Jarrar, T., Moy, W. andIWs., 2003. Retention: It's all about Respethe Health Care Manager
22(1), 38-44.

Mossbarger, M. and Eddington, J., 2003. Method$/fotivating Employees. [Online] Weber State Univits

Patah, A., Rashdi, M.O., Zain, R.A., Abdullah, DdidaMohd Radzi, S., 2009. An empirical investigatioto the influences of
psychological empowerment and overall job satigfacon employee loyalty: the case of Malaysian frofiice receptionists,

Journal of Tourism, Hospitality & Culinary Artd(3), 1-20.

Shanks, N.H., 2016. Introduction to Health Care dMgment. Jones & Bartlett Publishers.

37
ISSN 2076-9202



ELITE HALL PUBLISHING HOUSE

International Journal of Information, Business dahagement, Vol. 13, No.3, 2021
Silbert, L.T. (2005), ‘The effect of Tangible Rewaron Perceived Organizational Suppdtgnagement SciencdsWSpace

Walker, J.W. (2001), ‘Perspectivesluman Resource Planning4(1), 6-10.

38
ISSN 2076-9202



ELITE HALL PUBLISHING HOUSE

International Journal of Information, Business dahagement, Vol. 13, No.3, 2021

QUESTION OF THE GENDER WAGE GAP: TRENDS ACROSS THE

WORLD

zglr nday
PhD student, Yeditepe University Department of Bess Administratiorpzgur.onday@std.yeditepe.edu.tr

Abstract

The gender pay gap is about gender representatiaies that pay differently, and is about gendetrpyal

in jobs that pay in an unexpected way, and is miteghe same as equivalent compensation concéhes.
gender pay gap is determined by taking the normaipensation for all females in an association, nEayi
little mind to job or duties, and contrasting tkéth the normal pay for all guys in a similar asation,
paying little heed to job or obligations. The distion in these two normal sums is the " gender gegy."

On the other hand, equivalent compensation is apeople getting similar prizes for a similar adivor
work of equivalent worth. We are resolved to riseptly, and our organized activity and grade prsfile
together with our compensation rehearses, are deténto guarantee equivalent compensation for
proportionate employments, paying little heed todgr. There is a significant differentiation betwee
inconsistent compensation and the gender pay gapy ene of which has various causes. Paying latés
as much as men for a similar activity, absolutglyvistue of their gender , is unlawful and is badrizy
correspondence enactment. It alludes to the gapelet what is earned on normal by ladies and men
dependent on normal gross hourly income of evenglsipaid representative — not simply people doing
likewise work, or with a similar encounter or warli example. It doesn't demonstrate or distinguish
separation or inclination or even a nonattendariceqaivalent compensation for equivalent worth work
Numerous nations have required some kind of pagrimftion answering, to government specialists or
openly, for a long time. In any case, straightfaidiya contrasting universal gender pay gap can bkyri
because of contrasts in sources, definitions anadiesfies used to ascertain the gap in various matMyhat

is clear, notwithstanding, is that gender pay dapsnen are a reliable element. The remainder efpper

is organized as follows. The next section revielnes theoretical and empirical literature analyzimgder
wage differences. Section IIl describes the trandgender wage gaps across countries and regiotissin
date. The fourth section presents how to close ggepdy gap. The final section concludes with some
thoughts on policy implications.

Keywords: Gender Wage Gap, Equal Pay, Value of Work, Geidsr Gap, Legislations, Government
Authorities.

1. INTRODUCTION

For quite a while, the writing on the gender gagampensation has been commanded by only a bunch of
systems, in particular the Oaxaca-Blinder decaysdraan factors in pool relapses of various kinds§Ql,
and so forth.). The evaluations were alluded tdaanced compensation gap, for example the sizbeof
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gender wage gap controlling for contrasts in dieasli significant for profitability, (for example,ge,
instruction, industry, occupation, firm attributes)d so forth.). Nonetheless, these techniquebattered
with shortcomings very much perceived in the wgtithe appraisals can't be effortlessly appliethd
gualities wander; they can't quantify the distion outside the mean; and they can't right forrdetetion

into work. Both of the issues may produce a hugeligposition in the outcomes.

The most recent two decades achieved the develdprhéime accessible toolset with the goal to adslats
least one of the three issues. Beginning with then JMurphy and Pierce (1993) deterioration anotioed

of strategies was created. The new techniques eodéa address numerous shortcomings related with
conventional parametric methodology. One stranth@fwriting goes past the examinations of mean sjage
utilizing quintile and testing techniques to have toption to appraise balanced pay gaps along the
conveyance. Another strand centers around guaragtequivalence, by executing what is alluded tthas
normal help requirement. Both these strands meaadtivess unequivocally the issue of determination
inclination. Unmistakably, every one of the teclu@g gives econometric progression, however refines
additionally the manner in which balanced gendegevgap can be deciphered for approach purposes.

In spite of the fact that the expansion of techefis welcome from a methodological point of viéw,
likewise presents disarray from a professionaksvpioint. Are results powerless to a strategy? Howihe
evaluations of the gaps contrast with one anotfiBeae inquiries were in part tended to by Wichsater

and Winter-Ebmer (2006), who led a meta-investayatf the gender wage gap writing. They find that
gauges with Heckman remedy are on a fundamentel leigher, however the outcomes from various
databases utilizing various controls and compensatieasures are not straightforwardly equivalerdnie
another. In our paper we propose to fill this ggpoffering a near investigation of the most maieatn
strategies and molding factors.

The gender wage gaps have been intricately coratedtin numerous nations around the globe to umcove
gender segregation in labor markets. Prior exanoington the gender gap in compensation centendrou
the distinctions in mean wages. Later researchfdassed on contemplating the gender wage gap along
the whole compensation conveyance to uncover gignif examples. In many nations ladies acquireanot
much as men at the highest point of the circulatiSpecialists have credited this finding to unfair
limitations ladies face. Actually, biased based egiments exist when the gender wage gap at thie 90t
percentile surpasses the reference gap by at aey2rarate focuses. At the opposite finish of the
appropriation, the gender gap enlarges in numematisns also, highlighting clingy floors. A clindioor
impact exists when the tenth percentile gender wgage surpasses the reference gap by in any event 2
focuses.

For what reason does the gender gap change swaligdalong the compensation appropriation? The
typical clarifications may apply. We realize thapple in the work showcase have various qualiiasray
underlie the gender wage gap, for example, insomctwork advertise understanding, residency. We
likewise realize that work advertise comes backh&se attributes may contrast. At the end of the tthe
work market may not treat these attributes simjladross genders. In conclusion, both the attribatel the
profits may change along the pay circulation. Besjdhe degree to which qualities and profits chamgy
depend for gender .
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While we don't talk about access to work showcase,to the callings, we investigate extensivelyrent
degree of the gender wage gap unexplained by ghiections in enrichments.
2. LITERATURE REVIEW

While di erent concentrates regularly focus onedent highlights as to the gender wage gap, therea
few perspectives that are commonly basic to eveny of them. The rst includes Blinder (1973) and
Oaxaca (1973)- type disintegration, which can beiaded as a technique for parting the unadjustetige
wage gap into two sections, where one section irgyed as the clarified part and the rest of the
unexplained part. The clarified part infers thaeéqgai of the gap that can be emphatically credited to
di erences in specific qualities, while the other partormally deciphered as segregation.

The Blinder and Oaxaca approach depends on hunptalchypothesis, which expresses that wages are
attached to profitability, with the goal that a efs#d male-female compensation gap ought to bdiethby

di erences in efficiency among people. Subsequentlyst ninvestigations consider factors eg&ting
profitability, for example, instruction, work undganding and residency.

Any conversation of past investigations can in naywshape or form be de nitive or comprehensive.
Neverthe less, a few patterns and late outcomedeaondensed. Derent researchers and establishments
pick di erent components to add to the essential humanatapid efficiency qualities which show up in
practically all investigations. The selection ofiahles relies upon the speci c request, and caildlthe
part that can be clarified through relapse invesigmns. As of late, along these lines, progresgivitty
gritty examinations have would in general displigtyer unexplained parts than either prior worksaedely
inclusive universal investigations.

Boll and Leppin (2015) show that in Germany, thadjosted gender wage gap of (up to) 23.9% leaves an
unexplained piece of 2.3% when different qualites controlled for. Dierences in experience, working
hours, work status, division and the relocationnfiation of people speak to the ve variables tHatify

the vast majority of the gender wage gap in Germding creators further separate the gap over the
compensation dissemination, indicating that, wHaelies in the base quantiles experience positive
segregation of 9% (most likely through aggregatelenstandings), ladies at the highest point of the
circulation experience an unexplained pay gap of Bfdau and Kahn (2016) paint a comparable pictare f
the US.

In a crosscountry study, Boll et al. (2016) inclu@etors, for example, overeducation, saw wellbging
presence of a supervisory position and data onceanaplice's work showcase attributes (if acceskgilbée
the standard qualities. They nd an unadjustedswoantry gap of 18.4%, which they separate intt.4%
unexplained gap and a 7.2% clarified gap. Despiddct that on this crosscountry premise the ua@xgd
part despite everything makes up most of the gaf@wanations, specifically Austria, France, Norway,
Serbia and Switzerland, display an unexplainedajamder 5%.

Crosscountry examinations of the gender wage gaw sspecic issues. Boll et al. (2016), alongside
different examinations, for example, Tijdens et (@012), cause to notice the way that low occupatio
advertise support rates among females correspotid awniittle gender wage gap. This is clarified I t
choice procedure that outcomes in lower work aitse@gupport among females. In nations with low fiema
cooperation rates, just the most taught and qudliladies partake, nding themselves in generally
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generously compensated employments.

The inquiry concerning female work power suppoegfrently depends on national family approaches. An
enormous piece of the gender gap writing centevarat the effect of the 'youngsters factor' on glass
wages, which is frequently called the family wa@gg.gMeurs et al. (2010) inspect the effect of yatieg
related vocation interferences on ladies' wageslewdtudies, for example, Angelov et al. (2016) éav
indicated no proof of the immediate effect of yostegs on the wages of moms. Besides, Meurs 2G10]
also presume that it isn't the insignificant neasnef a kid that affects ladies' wages, yet yowargslated
profession interferences.

Since having a youngster may require more occupatxibility, particularly in nations where the
arrangement of open childcare is restricted, itfrisquently contended that this factor inuences
compensation. Goldin (2014), when researching B#lgates working all day and for a whole year, found
that a large portion of the gender hole (68%) wazeeted to dierences inside occupations. Moreover, she
exhibited that occupations that show nonlinearitynicome as for the time worked, additionally shie
most noteworthy gender pay gap. Additionally, lesearch by Deschacht et al. (2017) proposes ome mo
channel for word related arranging. Deschacht.e28l17) report that female youthful experts havess
articulated inclination for employments suggestmgadvancement as far as occupation content ahthtba

e ectis intervened by the more serious hazard awogland foreseen gender separation among ladies.
Autor and Handel (2013) show that undertakingshie US shift significantly among gender and race
inside occupations. At the point when we consoidaese ndings with the aftereffects of Goldin {20,

we can infer that the derences in expertise use at work could clarify wdigerences between genderes.
As far as we could possibly know, no exact writexgjsts at present that expressly gauges trexts of
aptitude use busy working on the gender wage gap.

In addition, Albrecht are one of the first to calesi the gender gap along the pay disseminatiorirayduse
quantile relapse and Machado and Mata disintegratiethods. The creators find that the gender wage g
is a lot more extensive at the highest point of desemination when they control for covariates, fo
example, age and instruction. They additionallyl fihat the unexplained piece of the gender wageigja
extensively enormous. Following their work, Arulaagm study the gender wage gap for 11 nations in
Europe utilizing the quantile relapse proceduresxamine the gender wage gap along the compensation
dispersion just as the Machado-Mata disintegrasigstem. They find that biased based impediments and
clingy floors exist in numerous nations. The creatikewise show the distinctions in compensatienause

of contrasts in returns are sizeable and oncewhige considerably bigger than the watched gendgr g
itself. Christofides et al. affirm these discovenilizing information from 27 European nations.

Gender gap in compensation has additionally bemctentrated in Turkey. Be that as it may, all the
examinations on Turkey focus on the mean gendep aga its decay. Our own is the principal studyt tha
reviews the gender wage gap along the whole pawlation to uncover significant contrasts in gendage
gaps along the compensation dissemination. Dayiaghli Kasnakdu center around urban breadwinners
utilizing the Household Income and Expenditure 8yrof 1987 and discover a gender wage gap of 4
percent. The creators show that at any rate 66%efgender gap is because of separation. Gender gap
dependent on information from the Household Laborc& Survey of 1988 is 2 percent as indicated by
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Dayioglu and Tunali. A similar report additionalljilizes the Household Labor Force Survey of 1964 a
finds a gender wage gap of 15 percent. Further exion shows that at any rate half of the gendgap is
because of segregation. Again for 1994, Tanselzetilone more informational collection, for example
Family unit Expenditure Survey, and process a gem@me gap of 27 percent for the formal and casual
workers just as for the independently employed.s@ainfers that 37 percent of the gender gap can be
ascribed to separation.

3. TRENDS ACROSS THE WORLD

The gender wage gap issue is a tricky issue thaappening over the world. As per the new reporthey
world financial gathering, it will take an additi@n81 years for the gender gap to close aroundviréd.
Among the 142 nations in the report, the Unitedestgpositioned 65th in wage correspondence. I sit
the fact that nations like Italy and Israel offlee tmost equivalent open doors for ladies, theytipogd the
least in wage equity. Israel's ladies gain just £f%en compensation and Italy ladies win 48% impay.

It isn't in each nation that ladies gain not as Imas men. In spite of the fact that the thing thatters is
just 2%, in Denmark, ladies procure more on nortinah men. The explanation for this imbalance i$ itha
Denmark, there are more ladies in better payingleyngents. Despite the fact that ladies acquire ntioae
men in specific occupations in Denmark, assumingyhb®aladies and men are doing likewise correct
employment, the men will get paid more than thdeldEquivalent compensation is significant for all
ladies.

The male—female compensation gap is a tenaciouklwide marvel. In the Organization for Economic
Cooperation and Development (OECD) nations, fotaimse, ladies despite everything gain 84% of men's
hourly profit by and large (OECD 2002). Nation centrates reliably show that the pay gap stays
significantly subsequent to controlling for gendentrasts in capabilities and kind of work. In diduf,
progress in shutting the gap is sporadic. In théddnStates (US), the gap limited during the 198fsr a
steady time frame following the 1960s (Blau and &&®00), however wage combination at that point
eased back with the gap remaining practically ctast since the mid 1990s (Blau and Kahn 2006).
Comparative discoveries are introduced for othepelled economies, for example, Sweden's (Edin and
Richardson 2002) and Denmark's (Datta Gupta, Oaxawh Smith 2006). As the compensation gap may
dishearten ladies from putting resources into hugggpital or taking part in the work advertise—babic
making an endless loop that blocks ladies' futudvaacement toward fairness—understanding its
underlying driver is significant.

Gender gap contemplates utilizing smaller scalermation are abundant for both created and crgatin
nations, however information impediments make aogstry correlations troublesome. Pay and gaining
pointers will in general be created dependent diomgor locale ) explicit criteria that are notnstantly
tantamount. For instance, Blau and Kahn (2003)ctiean examination searching for universal catitgia

in gender pay gap, however their example is restticfor the most part to created economies.
Weichselbaumer and Winter-Ebmer (2005) use metazgeadion to sum up the outcomes from in excess of
260 nation contemplates. We add to this strantefriting by enlarging wage information incorpeeby

the International Labor Organization (ILO) to make informational collection of 53 economies during
1995-2011. Exploiting the board parts of the infation, this paper models crosscountry gender wage g
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contrasts by both miniaturized scale and largeesteel components. We utilize vigorous estimators
following Lewbel (2012) to address heterogeneitgt andogeneity issues. Further, the paper exanfities i
elements impacting the gender gap carry on divemsaloss created and creating nations to feataagiog
nation explicit issues and strategy suggestions.

For the 53 economies with tantamount informatidig pay proportion, estimated as the log of normal
female to male month to month ostensible pay, istlie most part negative—female laborers get lower
compensation than male specialists. This is validnost developed5 and creating economies. In 2010,
normal female specialists are paid around 17 tases not exactly their male partners on the plames

is an improvement from an expected 22 rate focdssction in 2005 and 24 rate focuses in 2000.

While the mean qualities all bunch beneath zemmale specialists in creating nations are shockipglig
more than their male partners contrasted and femabl@rers in created economies. Female laborers in
created nations win just about 75% of their maldngas, while it is about 83% in creating nationsiag

the period 2005-2010. The distinction can be asdrito the unmistakable varieties in gender wage gap
among creating nations. Female specialists aretpaignost noteworthy in Southeast Asia, and thediid
East and North Africa (MENA) locale, at more thamat their male laborers get, trailed by those in
upper-center salary OECD nations and non-OECD Eurdpe least paid can be found in Central Asia and
East Asia, however the last relates just to infaiomafor Taipei, China and the Republic Korea. Tiemder
wage uniqueness issue in the Republic of Koredl sraund reported and the hypothetical underpiggin
that clarify its event flourish.

Notwithstanding the enormous compensation gap, wghatcreasingly troubling is the persistency akth
gap. This is valid for both created and creatingona. Compensation gap limited internationallywieer
gradually. In the US, since the time ladies entehedwork power, the gender wage gap has beenrghutt
The gap limited during the 1980s after a steady firame following the 1960s (Blau and Kahn 2000pnf

that point forward the intermingling of male andnfle wages has eased back. The gender wage gap has
remained practically consistent since the mid 19®lau and Kahn 2006). Comparable discoveries are
introduced for other propelled economies, for exampweden.

In creating nations remembered for the example ptttern differs across districts. In Latin Ameritiae

gap broadened a piece from 81% in the 1996—2000cpty 79% in 2001-2005 at that point limited t&82

in 2006—2010, while it reliably decreased sinceGE2®O0 in creating Asia, non-OECD Europe, MENA,
and upper-center salary OECD. The gap limited tlustnin creating Asia and MENA in 2006-2010,
improving by 16% since 1996—-2000, while it stagddteLatin America, improving just by %.1.3 duriag
similar period. In the remainder of the creatingjores the gap limited by %.8.

Notwithstanding, the narrowing of the gap in cnegtinations since the 1990s is marginally quickantthe
pace of union in created nations. The gap in argatations limited from 77% during the period 192600

to 80% in 2001-2005 and afterward to 84% in 2006:820vith a recognizable drop during the worldwide
money related emergency in 2008-2009; while the igapreated nations during the three 5-year time
frames scarcely moved, staying for the most padratind 73% during the initial two time frames and
improving marginally to %75 in 2006 to 2010. Thsslikely because of pay inversions in most created
nations from the period 1996—-2000 to 2001-2005. iRegrsions proceeded for few nations in 2006—-2010,
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likely because of the monetary and social afternfedm the worldwide budgetary emergency, yet the
progressions have been commonly unobtrusive, atrutfb..
Results recommend that both smaller scale and laogde factors influence the gender wage gap.
Specifically, higher female offer in the businesstpnatters in extending the female specialistg'ljEneath
their male partners. This outcome holds for bo#ating and created nations. In the mean time, gawviore
kids would bring about enlarging the gender waae, grue to form, however we find this is critipadt in
creating nations. Further, for creating nations,leoate that more work showcase interest or moagsyim
tutoring by ladies alone would not prompt limitde: tgender wage gap. Truth be told, the gender \gapge
could extend as more ladies are enlisted for lowrmpoccupations in creating nations. More lucrativ
employments ought to be made, for example, thromgifding up the administration division in these
economies. In created nations, then again, mor& p@wer cooperation by ladies seems to limit thedge
wage gap, most likely because of progressively aseg worker's guild made accessible paying litlech
to gender and female specialists taking up monative help division employments.

4. HOW TO CLOSE THE GENDER PAY GAP

Shutting the gender pay gap is by all accountshdlesobjective. The gender pay gap despite evergthi
perseveres, even as ladies' conduct has changed. fdve become increasingly consistent and better
instructed individuals from the workforce, enhandbd subjects they learn at college, taken on d@oubl
provider jobs in family units and joined worker'syanizations, regularly to a similar degree as nvbeen
they work in composed divisions. Social strategypsut for ladies' business has additionally exteingeh
more ordered state paid leave and more childcameosti

There are maybe two center reasons why the gergegap is a progressing issue which can't be ddiile
the endeavors of ladies alone in changing theidaon The first is that endeavors to close the gepay
gap are occurring against an evolving situationjctvimay make gender fairness increasingly hard to
accomplish. In fact the steadiness of the gendgrga@ doesn't really infer there has been no chgege
rather that it might have been reconstituted in aiernate structure. Progress towards equivalent
compensation may, in this way, not be straight ha@wvenay include inversions. Nor is it in any sense
inescapable: gender imbalance doesn't just emergefa@n inheritance of female subjection with drel
goal that, as social orders modernize and pushdaltisparity can be relied upon to decay. Rathes it
additionally reexamined in new types of disparitynew types of non-standard types of business BYSF
and in extending exercises, for example, paid camation work. The second and related explanatidhat

a progressively equivalent circulation of pay regsia political will towards redistribution. Thiscludes
redistribution from men as well as from capitaltis pay share in social orders has declined silyits
more work — and basically female work — has entehedwork showcase. Gender uniformity likewise
requires all the more sharing of care work with meprogressively social help for care work throtigtely
financed administrations (Pearson 2014).

For every one of these reasons the spotlight nghw on changing the auxiliary conditions to advance
gender balance as opposed to on the endeavoroaddat of the ladies themselves. The last has thezn
essential focal point of research yet these endsammht be made against an undeniably horriblelitimm.

Our attention is more on changing the conduct siriesses and the state who shape the open dociuséru
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for ladies. The result of the emphasis on peopistead of the earth where they are working, is thet
distinctions among nations and changes after someih the institutional setting are overlookedgoren
more restricted consideration than issues, for @&mcontrasts in efficiency qualities of peopledan
contrast in paces of come back to those attributes.

Another subject zone we don't cover in any proftynidi the broad discussions on how changes to bssin
guideline and compensation structures may haveasgeh off impacts on work openings. This is on the
grounds that this contention, regardless of whesiiastantial, could be utilized to legitimize nbuging

the gender pay gap. As the undervaluation of ladiesk is installed in existing business sector and
estimating structures, endeavors to close the cosgien gap that don't simply prompt other burdened
gatherings taking up the occupations that ladiesemmut of will expect changes to business sectnts a
costs which may have some momentary effects ombéssi

Pragmatist or efficiency based clarifications of tender pay gap accept that ladies gain not &b as!
men since they are less beneficial, and the ggmaegap in this manner bodes well in financial ®iisee

for an audit Grimshaw and Rubery 2015). In any cagestart from the fundamental recommendation that
ladies are as skilled and conceivably beneficiahag so that there is no long haul motivation behity a
gender equivalent society, where pay structureparkect with gender pay value, ought not be stemitly
objectives of long haul monetary intensity. The ragdon would be the place a nation or a division is
exchanging basically based on undervaluation akfdvork; this might be a reality in certain areasl
nations. In any case, it is critical to clarifytadking about the hindrances to gender pay valaettie issue
isn't ladies' intrinsically lower efficiency levelsowever the low worth appended to ladies' work tha
installed in business sectors and costs.

The prime spotlight is consequently on what shdé@gossible to build up a strong situation for garuhy
value. In any event three elements can be viewesigagicant in comprising such a domain: Firstnder
correspondence measures ought not need to maker @erieral augmenting wage imbalances which not
just eases back advancement in shutting the tetadley pay gap yet may build wage disparities among
ladies just as among ladies and men. Second, agsttomain likewise infers some overall population
support for the guideline of sexual orientatiorainake; this might be more probable if gender pafoumity
issues are lined up with more extensive dynamiaria motivation to broaden backing and collabonatio
Third, a strong situation is additionally a strafghward domain; without straightforwardness pregrésn't
just hard to quantify and screen however the reagmmmbalance stay covered up and cloud.

This article on the most proficient method to cltise gender pay gap takes a more extensive powieof

on administrative and approach measures than isnoonin conversation of gender pay gaps; it centers
around gender explicit measures as well as on ds¢ Wway to consolidate these with increasingly throa
arrangement measures to make a progressively taleocandition for gender fairness. In addition he t
fact that gender are explicit strategy gauges bdaruk viable in a strong situation yet there nmkgwise

be settings in which general arrangement measur@g ewen fill in for sexual orientation explicit
strategies — however the requirement for carefslagainst gender separation is constantly required.

We embrace a three level system for investigatmgngement measures: First we recognize the differe
kinds of approach quantifies that can affect shidiggwardly on the gender pay gap: legitimate messu
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social exchange and aggregate dealing and interitimeasures. Inside every part we examine gender
explicit strategy gauges as well as general approa@ntifies that may advance progressively risart
comprehensive situations, including measures fdamgawork showcases increasingly straightforwareé W
likewise recognize the various levels at which meas might be created (universal, national, divisio
organization and so on.) and the entertainers coade(the state, bosses, worker's organizatiortsl lo
gatherings, people and so on.).

So what to do ?

We will disclose at 12 stages to close the gendgrgap:

Step 1: Treat closing the gap as a human rights pority

Pay value isn't a benefit or a ruffle. It is thevldhe privilege of those doing "ladies' work" te paid on a
similar premise as those doing "men's work"- -ha option to be liberated from pay separation isifess
and to be liberated from boundaries to monetargriza - is a key human right of ladies which is ezxdipy
commonplace human rights laws and by worldwideeduthnade by all nations.

Pay Equity is both a

a substantive human rights qualification to gendgiity in the work showcase

a fundamental human rights solution for past andyf@ssing separation.

It is a major legitimate commitment of each one¢hef individuals who administer, paying little mitatheir
gathering, to collaborate to take the fundameniaidn rights measures to close the compensation gap.
Unfair compensation gaps are an infringement ofdmumnights, and human rights authorization is datilf/

not a fanatic issue.

Step 2: Raise awareness through annual Equal Pay Paand Education

Governments and every single metropolitan boarchbtm cherish a yearly Equal Pay Day in one month
every year.

There is as yet an absence of comprehension aheugdénder pay gap in all nations. The Equal Pay
Coalition needs to bring issues to light about cengation and business value issues by remembering
training for schools and by having a yearly Equay Pay.

Organizations ought to install consciousness oftstguthe gender pay gap in business vision, tjaali
and objectives. Familiarity with pay and work vaissues and consistence ought to likewise be ingdian
in instructive educational program for understudies

Step 3: Develop a 'Close the gender pay gap by soiear Plan like 2025

Governments create point by point plans key on aggmgroach issues, for example, medicinal serviods a
the economy, yet they have not done as such fdtishiuhe gender pay gap. This is inadmissible.

Taking care of a tenacious issue requires autharityarranging - examining what works, what doesmt
what further advances or corrections to an arraege@re vital.

Ladies have just stood by excessively long. 2028hésyear is to be without hindrance for peoplehwit
incapacities. We ought to likewise have the optmend pay segregation by at that point. Additign@he
Equal Pay Coalitions ought to be built up.

Step 4: Enforce and expand pay equity laws

There are different existing laws and approachasf asw set up to close the gender pay gap, howtesr
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are unevenly authorized and don't cover everybody.

1. Pay value laws and approaches are aimed atrgaanag that people are paid similarly where they
accomplish work of equivalent worth.

2. Business value laws and strategies are aimgdaaiinteeing that means are taken to expel hinelsaanad
take positive measures to give ladies equivalergsscto more lucrative, regularly male-ruled work.

3. Business models and work laws set the base dloeghts for representatives.

Also, the Coalition is calling for:

1. Another compensation straightforwardness stahttzat would expect bosses to report and post their
compensation frameworks and works on including @ag pay structures, any legitimacy pay frameworks,
the occupation and the idea of the business rektiip, (for example, low maintenance, contractingir
office).

2. A modernized Equal Pay for Equal Work area ef Bmployment Standards Act. Given that ladies are
most of laborers in a non-standard business refttip, the ESA ought to be changed to guarantee low
maintenance, part-year, contract, hiring officeol&los are paid a similar rate as all day laborers.

3. Full subsidizing for pay value modifications a® ladies attempting to offer open types of aasie to

all individuals. Nations convey open administraidhrough its own representatives or through exgéan
installment offices without giving legitimate finaing to guarantee pay value is both accomplisheidkapt

up for those accomplishing ladies' work.

Step 5: Implement employment equity law and policie

The Equal Pay Coalition needs Employment EquitytAdie reestablished.

It's a great opportunity to reintroduce Employmé&imujuity Act. This proactive enactment assisted with
reviewing work environment separation in enlistménisiness conditions and maintenance againstsladie
racialized laborers, native people groups and gewjth incapacities — every single central poirdiag to

the gender pay gap.

Pay differences looked by racialized ladies, natadies, and ladies with inabilities are more natetw.
Access to better-paying occupations is a basicramvan shutting the gender pay gap.

Step 6: Promote access to collective bargaining

The Equal Pay Coalition recognizes that entranceggregate haggling is a solid instrument to ckbse
gender pay gap, and is calling for expanded adoassionization.

Unionization is one of the best apparatuses toeclib® gender pay gap. One explanation that the
compensation gap has diminished throughout thesyieaghe expanding unionization of ladies, esphcial

the open part.

Associations have a joint job with managers to maksy value designs and unionized ladies are
significantly more prone to get pay value changbgwhelp to close the gap with their male collabors
performing work of practically identical worth.

Be that as it may, unionization rates are declinggpecially in the private division. The ascentrafky
work connections, for example, transient agreentening office, and different structures has de¢aikd the
worker's guild portrayal of ladies.

Step 7: Increase the minimum wage
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The Coalition should call for the governments tmgprin emergency legislation to increase the mimmu
wage to effective immediately. The minimum wage nkeep up with inflation and keep on increasinglunt

it is at the level of a living wage.

Step 8: Provide affordable and accessible child car

Access to quality, affordable child care is onehef biggest challenges for working women. The Edqaaf
Coalition is calling on the governments to provégeaffordable child care program.

Step 9: Mainstream equity compliance into governmenaws and policies

Open approaches that don't consider the uniqueiraahsistent conditions confronting ladies are not
successful in shutting the gender pay gap. The [lRmya Coalition needs the legislature to vet areamgnts

for their effect, considering these components.

There is a fundamental inability to represent tkiea®rdinary and inconsistent conditions confrogtiadies,
especially the individuals who are racialized, Apgmral, have handicaps, or are poor. Open stragegie
regularly utilize a methodology which accept appnesentatives face "comparable” or "impartial" abads

to overwhelmingly physically fit, white, male spalists.

All social and monetary strategies ought to befiastiby government divisions for their effect, reading

to this inquiry: Do they help close or extend séxurgntation and other value pay gaps?

Bureau approach entries ought to incorporate seadflmsvn to guarantee proposed laws and arrangements
have been checked on for their commitment to gsiwtthese compensation gaps. Work showcase
information, research, and observing that is touchizuman rights is vital to a successfully finrghithe
gender wage gap.

Step 10: Mainstream equity compliance into workplaes and businesses

The Equal Pay Coalition perceives that value cosmist® must turn into a basic piece of work envirentn
practice.

Businesses need to standard value compliancestlmio working environment works on, including
investigating the effect on defenseless gatheriofjenlistment and maintenance practices, pay and
advancement structures, and states of work. A cosgi®n straightforwardness standard would be a
beginning stage to get this going.

Step 11: End violence and harassment of women

The Equal Pay Coalition should encouraging theslagire to proceed with their methodology to end
gender based savagery.

Genderual brutality and badgering are associatddgender disparity and adds to the gender wage gap

A lady who is the casualty of attack or buggedafudn occupation is left with not many monetaryeassA
gender wage gap methodology needs to react tontherlying drivers of brutality, including trainingyork,

and destitution.

Step 12: Secure decent work for women across thecgmomic spectrum

It is the ideal opportunity for the legislaturesfégus on the better than average work plan. gt @round
four decades, the idea of work advertise "adaptgbitas been uneven. The business' principle aoeénn

is to reduce expenses and discover approachessenl¢he unit cost of work.
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The work connections most firmly connected withiégdand overwhelmed by ladies - the unstable tgpes
low maintenance, agreement, and transitory - haabbgd hold as the new model. The shaky work
advertise implies dominatingly lower compensatemnd less access to benefits, occasion pay, exteagay,
annuities, severance pay, and business protedtiothe present work showcase, there is little haayno
between the intensity of managers and the numgnaldematically utilized ladies.
The administration needs to guarantee that meaameeset up to help ladies who are really possassuat
independently employed business visionaries (nosketh workers) in accessing awards and business
advancement help, along these lines to how maledss people approach financial improvement awards.
5. CONCLUSION

The examination above has recognized the advandemeate as for the lawful components tending to the
issue of gender equity and specifically pay valHewever, as observed, there are as yet noteworthy
inadequacies restricting the viability of the lawfistruments both at the universal and the natitavel.

The restrictions of the lawful components have sstigns for all parts of work markets, regarding th
comprehensiveness of the work showcase, issuesoexiserning both pay imbalance and comprehensive
inclusion. Regarding the previous, the lowest paymptted by law arrangements, for example, bomh as
rule to incorporate components for uprating theréegf wages to stay aware of costs. As for the las
mentioned, huge quantities of ladies are still gyitdad from the secured extent of enactment.

In any case, legitimate systems have a signifitaai to carry out in advancing more noteworthyusiity.
Measures ought to be considered for growing thergdf fairness and other pertinent enactmentudiog

the lowest pay permitted by law laws, to coverrdisght gatherings at present barred from the useiai
enactment and cutoff the danger of instability ircts cases. The advancement of better implementation
instruments in the inventory network would go abasita corresponding procedure intended to redtnain
degree of managers' absence of consistence witlowest pay permitted by law norms. Thought ought t
be given to an 'average compensation'/living pgyproach that empowers the people to meet the
fundamental needs to keep up a sheltered and lletteraverage way of life inside the network arice ta
part in the social and social life. This would imphat enactment ought not just target setting up a
fundamental least floor of wages yet ought to lilsaabe educated by a desire of guaranteeing thghdk

is adequate to give a 'nice' way of life (in spitethe fact that care must be taken to forestajl an
revitalisation of the thought of male family compation). Thus, the help for not too bad least wages
(through, including arrangement for redesigning poments) would secure against redistributing or the
utilization of NSFE that expansion the danger stability.

From a gender equivalent markets point of view,eoletional proof has featured the constraints of an
ordinary way to deal with gender balance thatxated on a negative restriction on separation assgd to

a positive obligation to advance balance (Hepplale000). Against this unique circumstance, ingat
shutting the gender pay gap as a human right nemddwbe a critical advance towards guaranteeing
progress in gender equity. Right now, would be irntgott to receive and bolster positive equity ohilgass

at both the universal and national level. Theseldvedpand on and reinforce the equivalent compensat
standards perceived in numerous legitimate framkesvdn activating every single general approach and
measures explicitly for accomplishing fairness Hgatively and transparently considering at theaaging
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stage their consequences for ladies and men, resforanative’ (Hepple 2014) type of equity would be
advanced. The interest of partner gatherings amticpkarly those straightforwardly influenced woutbe
urgent here.

Impediments in existing enactment concerning ggttio data on pay frameworks have undermined
authorization and consistence with balance law elsag neglected to address the awkwardness ofsitye
between the business and representative and toiexising customer activism in regards to work and
social comprehensively issues (Estlund 2014). S agow progressively straightforward work markets
legitimate frameworks need to move to establismaegteative laws on straightforwardness. Thoughé he
ought to be given to the advancement of activitiesegards to elevating ladies' privileges to dedhpaint

by point data on pay, bosses' obligations concgrsiandard writing about compensation arrangenards
practices, and leading compensation reviews wite thterest of partner bunches that include
straightforwardly influenced people.

In the interim, having more youngsters would erdatige gender wage gap true to form, however this
outcome must be found in creating nations whilent the situation for created nations. Furtherdreating
nations, we locate that more work showcase interestore long periods of tutoring by ladies alonsuld

not prompt tight the gender wage gap. These outsgromt to issues identified with industry struetand
occupation quality. More lucrative occupations dutgh be made through building up the administration
segment, for instance, in these economies. Songe#ige, more years in school would not restrictes t
compensation gap. In created nations, then agaire mork power investment by ladies seems to lthet
gender wage gap, most likely because of femaleiasts entering the work market to take up more
lucrative help segment occupations, which will @ngral be accessible just in chosen created ecesomi
Regardless of the equivalent compensation act,pthe gap endures. So as to accomplish equivalent
compensation, we should fortify our equivalent cemgation laws so ladies can retaliate against pay
separation. Organizations need to improve their ofdife around flex work strategies. As indicateyl the
New York time post's article, "How to Win the Batlto the Sexes Over Pay" by Claudia Goldin, disipgn
with the gender income gap will require changesigreat many family units and a large number of
individual working environments and adjusting fome off and long periods of work decreases the
distinction in the profit among people, however stoewipe out Reorganizing the work environment an
entangled endeavor would help lessen the gap. Merewe should hold gathering and encourage ladies
and men over the word about the gender wage isshimk settling this issue will require everybodwter
and less predisposition individuals in the workéoré few arrangements that will help decline theds
wage gap are:

* Build stepping stools to better paying employmsefar ladies by expelling obstructions to passage i
male-ruled fields.

* Lift up the wages of ladies in low-wage employnsehy raising the lowest pay permitted by law and
guaranteeing that tipped laborers get at any het@tdinary the lowest pay permitted by law betgs.

* Increase the accessibility of high-caliber, readde youngster care.

* Help forestall and cure parental figure and pegmy victimization ladies laborers.

» Provide reasonable work routines, paid familw&aand paid days off so laborers with providingeca
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obligations are not unjustifiably burdened.

 Ensure ladies' entrance to the reasonable cawedpiman services they need.

* Protect laborers' capacity to all in all deal.

The continuous issue of the past has now becorfeaaissue in our modernday society.

Among different discoveries, a generous lion's shadrstudy respondents concurred that the gendge wa
gap is a difficult issue that ought to be tendedrtlimit the pay gap, a scope of lawful (for exgenraising

the lowest pay permitted by law), open arrangeng@mtexample making reasonable and great youngster
care progressively accessible), and Human Reso(faresxample more pleasant and increasingly adiégta
work routines) approaches should be given cautiomsght.

A few creators, while investigating the gender wage, infer that the unexplained part is diminighédter
some time. In any case, our ndings that extra detavork and laborer qualities, (for example, e,
errands and expertise coordinating) lessen theplaieed gender wage gap, rather propose that piece
the reduction after some time can be ascribed ttebeformation access and progressively advanced
econometric strategies. This thusly infers a rédiastimation of the gender wage gap after some tias

yet absent, while obvious proof for a diminishirender wage gap is yet to be introduced. In any, theee

are signs that the gap is by all accounts muchlemtilan theorized. This implies we could be neaoer
clarifying the gender wage gap than we at firsajggarticularly concerning low-salary workers.
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ABSTRACT

Rice is the staple food of Bangladesh. Althoughddaslesh has achieved self-sufficiency in rice,sheply
chain and logistics management of rice reveal icieficy resulting in continuous fluctuation of miand
artificial crisis. The main purpose of this papertd explore the factors affecting the price vtitgtiand
prospects of rice market from the context of consuand wholesaler. This study employed an in-depth
interview with 50 consumers who reside in the titfifferent villages and 30 rice wholesalers of Bhail city,
Bangladesh. The findings of this study illustratieat the price fluctuation of rice is caused du@proper
management and syndication among the channel memibéch leads a situation where a farmer sells padd
at a lower price in contrast a consumer buys riggng a high price. Furthermore, seasonal proditgtand
natural calamities expand the gap between demaddsapply of rice. Therefore, the paper will helg th
policymakers to form an overall understanding efstructure of the rice market in Bangladesh amttiake
necessary strategies to meet price fluctuationslitidaally, the study will support prospective mei&rs to
design market strategies to meet consumers' néfezisrdly.

Keywords: price fluctuation, prospects of rice market, Baagish
1. INTRODUCTION

Rice dominates a larger portion of diet for a lapgetion of world's human population, especially in
Asia (Faisal et al., 2019). In Bangladesh, riceregarded as the staple food, which covers almost
three-quarters of the total cropped area in Bamglad Also, Bangladesh is the world's fourth-largest
rice-producing country, yielding a total of 34.18limn metric tons. Cultivating rice three timesyaar, the
average production of rice in our country is 4.2nmeons per hectare (BRRI, 2017). According te &mnual
report of the Bangladesh Bureau of Statistics (BB8,1) the per capita consumption of rice in Badgdn is
one of the highest in the world which is estimaa€d88 kg yearly. The World Bank (2017) surveyvsbd
that the population of Bangladesh in 2016 was X 2ndllion which has been growing at a yearly rate o
1.09%. This rapidly growing population is the mdactor driving the market while the consumptioteraf
rice of consumers is increasing year by year. Tmsemption rate in 2016 was 36.3 million metric & is
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expected to reach 39.7 million metric ton.

According to Murshid and Yunus (2016), rice cultisa accounts for 48 percent of total rural
employment which is expected to rise even mor&d trading, transport, and processing activitiesaso
taken into account. Furthermore, rice provides thinds of the caloric needs of the nation alondwhilf the
protein consumed. Also, the contribution of riceagicultural GDP is about 70% while its share afional
income is one-sixth. Therefore, rice is playingadust role in Bangladesh even though the long—term
trajectory is one of declining (Farugee, 2012).

In recent times, more than 13 million farms growercovering some 10.5 million hectare (Hossain,
2011). Despite rice production has increased indkecouple of decades with self-sufficiency iceriood
security, the availability of rice to consumers has been stabilized. As a result, the fluctuatibase been
seen as a common phenomenon in the price of rickyy and even by minutes in Bangladesh. Additignal
the supply chain of rice does not meet the requergmat the right time at the right place, whichates an
artificial crisis and price volatility. Moreoverhé supply of paddy is significantly affected by urat
calamities such as drought and flood (Murshid amadug, 2016).

On the other hand, according to the annual regdhteoFAO showed that the prices gradually declined
after they soared to Tk 47.78 in September 2015t fdllowing the year in November 2018, the pritels
below the Tk 40 mark. Presently the average prick kg rice is being sold at the price of 34 Tkushthe
market prices have gradually been declining dugated crop harvest, which creates a situation thaish
farmers but benefits consumers. For this reasomefies are said to be in real trouble as they hapay very
high wages to hired workers to harvest paddy dutigpeak season, but they sell their paddy atybalf
the production cost. Therefore, it is necessaigédatify the appropriate demand and meet them atelyrin
a profitable way and it is the primary concernio&mproduction and supply chain management.

However, the study intended to investigate theaesibehind the causes of fluctuating the pricecef r
in Bangladesh as well as identifying the prospettsffering the fair fixed price to the consumensoughout
the year from the consumer and wholesaler coniénis, the goal of the study was to explore the meeket
in Barishal. Hence, the study formulated the redeajuestion as "What are the factors affectingepric
volatility of rice and business prospects from aoner and wholesaler perspectives?”

2. LITERATURE REVIEW

Generally, rice production is operated in all diss of Bangladesh including Barishal, which is
well-known as the granary state. The rice are&amgladesh have remained mostly unchanged ovéaghe
three decades, although production seasonalitclhasged significantly (Siddique, 2010). Hence, rihe
market of Bangladesh is dominated Bgro production (harvested in May-June). Presently dopees the
dominant rice-growing season in the counfmgnanis harvested in (November-December). The intradact
of irrigation has made it possible to grow rice\ian the dry season. Athird rice crop is alsown in some
areas, namely thAuscrop, harvested in July—August (Murshid and Yur2&l6). The following Figure 1
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shows that there Bangladesh has been experiencingward trend of rice production from 1997 to 2016
though there are some fluctuations.

Fig. 1: Rice production of Bangladesh (source: TRIDGE, 901
2.1Parties Involved in the Supply Chain of Rice Market

The key structural aspects of the rice market vevadeveral intermediaries or agents who perform
different functions at different levels of the matikg channel. Murshid and Yunus (2016) found that
several agents are involved in the rice markeunfiolg Farias (small itinerant paddy traders, who normally
purchase from farmers and sellBepari§ andBeparis(large itinerant paddy wholesalers) are primavgle
market participants, where&saikers(rice wholesalers) andratdars (rice commission agents) are terminal
market operators. Millers are secondary market sgidwat operate between paddgparison one side and
Pikers and Aratdars on the other side (Chowdhury, 1992). The finalstoners following the local rice
retailers operate at the end stage of the supg@inckSiddique, 2010) found several types of intedtraries
in the rice supply chain which includédria, Bepari, Paiker, Aratdarwholesaler and retailer. According
to Raha et al., (2013), in 1986, the BBS enumertiedotal number of agents involved in rice trgdand
processing at 107,657.

2.2Trade and Milling

The unhusked rice is milled in semi-automatic antbmatic rice mills and sold to both local and
long-distance traders — the bulk of it going to ttger (Murshid and Yunus, 2016).This was a huggnge
since 20 years before when marketed quantities meish smaller and when milling technology was much
more basic with a significant "traditional" segmenelying on small or minor processors for initial
preparations before carrying out paddy crushingemi-automatic mills.

According to the FAO (2004), the rice supply cha@ainBangladesh is demand-driven. Although
Bangladesh is self-sufficient in rice, the rice glypchain in Bangladesh mainly consists of millisector,
the wholesale sector, and the retail sector. THenmisector procures paddy from the farmers, whsre
paddy traders and wholesalers and then prepamnitiesl rice. After that the wholesale sector presuthe
milled rice from this sector and sells the millézkrto the retail sector while the retail sectdissine milled
rice to the consumers. The product turnover ofilestais about 22 kg per day. This compares withdi
per day for the wholesalers and up to 50 tons agmper mill (Murshid and Yunus, 2016).
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According to the previous studies, (Dawson and 2&92; Ahmed and Bernard, 1990; Goletti et al.,
1995; M. |. Hossain and Verbeke, 2010) it is fodhdt the number of research related to identifytimeg
factors causing price fluctuations and exploring tite market in Bangladesh especially in Barighah
the consumer and wholesaler point of views hasren yet much explored. Therefore, the study aitned
explore the rice market from both of these perspest

3. METHODOLOGY

This study was qualitative where the researchengited to explore new ideas and findings of the
phenomenon through in-depth interview. According ¥&/right (1996) and Maxwell (2012), the in-depth
interview is regarded as an effective tool to gaimletail understanding of a new phenomenon. All the
participants participated in in-depth interview ses willingly while they were selected randomlythwvi
judgmental sampling technique to remove the rebehras. Two sets of structured questionnaires were
designed for the consumers (village people) andegaters, both of the interviewees were from Balish

A total of 50 village people, who are from 3 diffet villages, and 30 wholesalers of rice were
interviewed to collect data for the study. The kyel of all the respondents was above 18 yearsaBmngle
interviewee, the interview session took an averag@0 to 30 minutes. In these cases, all the rekear
guestions were translated into Bengali so thatréspondents could understand and respond easily and
smoothly. Furthermore, personal observation was @tsployed in this study. Both primary and secondar
data were employed in this study. Therefore, thiengmy data was analyzed by using the Microsoft
spreadsheet program.

4. DATA ANALYSIS

In this section, the results were analyzed for ea&dearch question along with illustrating the key
findings of the study to make clearer and betteleustanding the real scenario of the rice mark8airishal.
The study comprised of two sections. The first isectllustrated the analysis from the corner paaht
consumers, who are the village people. On the dthed, the second section described the analysis an
findings from the wholesaler point of views. Bofitlee sections are discussed as follows:

4.1 Analysis from the Consumer Perspective
4.1.1 Demographic characteristics of the participants

Table Z: Demographic characteristics of the participantmétimers) (source: in-depth interview)

Variables /Dimensions Frequency Percentage

Total number of respondents (N)= 50

Gender
(a) Male 32 64%
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(b) Female 18 36%
Age Level
(a) 15-25 years 2 4%
(b) 26-35 years 12 24%
(c) 36-45 years 18 36%
(d) 46-55 years 14 28%
(e) 56 years or above 4 8%
Monthly Income

(a) 0-10000 tk 27 54%
(b) 10001-20000 tk 15 30%
(c) 20001-30000 tk 7 14%
(d) 30001tk or above 1 2%

Table Z shows the demographic characteristics of the goassi Total of 50 consumers precipitated
in the interview session willingly as they were pobvided any gift to overcome the response bigs@ang
the participated respondents 32 (64%) were malel8r{86%) were female. However, the age level lahal
respondents was above 18 years. According to Taldetween 15-25 years old there were 2 particgoand
between 26-35 years, 36-45 years, 46-55 yearsb@ngears or above were 12, 18, 14, and 4 partitspan
respectively. In the case of income levels, théésy number of participants were ranged betweemtrehly
of 0-10000tk, which were 25 along with the lowesimber of participants was 1 falling between
300001-above. The occupation of the participants wanged as farmers, housewives, businessmen,
fishermen, teachers, and day-laborers.

4.1.2 The frequency of going to shop to purchase rice

Figure 2 illustrates that among 50 participantspitioned that they have to purchase rice in miffe
intervals while the other 2 participants told thay need not buy rice at all as they have enoagtis for
growing paddy which procures the source of riceliieir family throughout the year. However, as ishown
in Figure 2, almost 74%, the highest portion, comsis buy rice regularly whereas 21% of consumers
purchase rice weekly, 5% of consumers buy rice higr@nd no consumers buy rice on yearly basis.

The frequency of going to the shop to buy rice

=3 &
4 &

Fig. 2: The frequency of going to the shop to buy rice (seuin-depth interview)
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4.1.3 The quantity of rice consumers purchase when thepmgshopping

The quantity of purchased rice of a consumer vdregsiuse of different intervals when he or she goes
for purchasing. As we find from figure 1 that ardun4% of consumers buy rice daily that's why their
guantity of purchasing rice falls between 0-5 kgrtkermore, the consumers who purchase rice weekly
generally their quantity ranges from 5 kg to 10 &m the other hand, the consumers who purchase rice
monthly basis buy rice of 25 kg sacks or 50 kg sagkmost 75% of consumers who buy rice monthlyivas
purchase 25 kg sacks.

4.1.4 The amount of rice cooked per day

The quantity of rice consumption depends on the bamof family members the consumer has.
According to the following Figure 3, among total participants, the highest number of participa2) (
said that they need to cook approximately 1.6 kg kg rice per day following the second-highest bam
(11) of participants who need almost more than Bdey per day for their family. In contrast, ane tbwest
number of participants (3) mentioned that they megaround less than or equal to 0.5 kg rice pgr da

The amount of rice cooked per day

5 5 5 5 (6

Fig. 3: The amount of rice cooked daily by the respondésdarce: in-depth interview)
4.1.5 The trends of price of rice

In Bangladesh, the price of rice changes frequentsr the year because of several reasons including
natural disasters, strong syndicates, creatingt#itial crisis, high-profit tendency, the highipe of seeds
and fertilizers, etc. In most of the cases, consameejoy low price in November, December and Januar
because in this period of farmers pick Aymanpaddy in their house.On the contrary, in May, JuUnéy and
August consumers have to high price due to floous @her natural disasters though Bero cultivation
period. But till on 20th July in 2019 the averaderioe is 33 tk (Parvez, 2019). Because every \bar
government of Bangladesh purchases a huge amounatdolfy from the local farmers to reduce the unusual
price hike over the year. Besides, the governnmmapbits rice to meet local demand of a huge popariati
The following Figure 4 describes the average poicéce changes from 2016 to 2019.
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The trend of average prices of rice from 2016 to 2®

¢ $ 3% g $ % $$$$$
| | |

Fig. 4: The trend of average prices of rice from 2016 tb®(ource: in-depth interview)

In Figure 5, it shows the wholesale price tren8amgladesh from the period of 28th October 2018 to
28th July 2019. At the end of October 2018, the legale price of rice was about $ 0.55 which shaigllyat
around $ 0.4 and the ups and downs of price coadinBut on 10th February 2019, the price rose $Q®
and went downward quickly in the following month.the middle of July 2019, the price again cross6db
level which was around $ 0.55 and lowered somewhder $0.5 level.

I Bangladesh

$0.5
\ Y 7 W
U~0—0—0" hog b4 b o i b

$0.4

2018-10-28  2018-11-18  2018-1209 20181230  2015-01-20 201902410 20490303  2018-03-2¢ 20190414 2019-05-05 20190526  2019-06-16 20190707  2019-07-28

Fig. 5: Bangladesh's Wholesale Price Trend (source: TRIXBE9)

When consumers were asked what they do if pricee@ases, almost 82% of them answered that they
buy low priced rice-Bullet, Shorna, Hira. Thesedgpof rice are generally cheap and produced locally
Whereas some consumers do not change their punghpaitern in terms of choosing rice although the
price of rice changes. Some consumers agreedhiastore rice when the price of is lower espegciaithe
time of harvesting.

4.1.6 Availability of groceries in consumers’ villages

All the respondents participated in the study wasieed whether they have a grocery in their village
not. All of them stated positively that they havéeast one grocery in their village. Most of theagries are

located in such a place where they can buy whatiesr need. These types of groceries sell aimbshel
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necessary items that the consumers need daily.

4.2 Analysis from the Wholesaler Perspective

4.2.1 Demographic characteristics of the participants

Table [[ : Demographic characteristics of the participantsdiesalers) (source: in-depth interview

Variables /Dimensions Frequency Percentage
Total number of respondents (N)= 30
Gender
(a) Male 30 100%
(b) Female 0 0%
Age Level
(a) 15-25 years 2 7%
(b) 26-35 years 13 43%
(c) 36-45 years 8 27%
(d) 46-55 years 6 20%
(e) 56 years or above 1 3%
Monthly Income
(a) 0-10000 tk 1 3%
(b) 10001-20000 tk 6 20%
(c) 20001-30000 tk 11 37%
(d) 30001tk or above 12 40%

Table [ shows the demographic characteristics of the velatdes of the rice market. A total of 30
wholesalers who are actively performing businegds/idies in Barishal city precipitated in the intésw
session. Among 30 patrticipants, all of them werdenas no women are associated with rice wholesaling
business in Barishal. The age level of all theipigents was above 18 years. As per the tableg2ricipants'
age level was between 15-25 years and the agebetsken 26-35 years, 36-45 years, 46-55 yearsb@and
years or above were 13, 8, 6, and 1 respectivalgidgs, the lowest number of participants' incoevels
were ranged between the monthly 0-10000tk, whick tvand the highest number of participants' income
levels between 300001-above was 12. Among 30 refgs, their occupation comprised as 17 were owners
and 13 were hired managers who are directly anideicity related to the wholesaling business.

4.2.2 Number of wholesalers in Barisal currently sellince

All of the participants in this section under thisestion demonstrated their opinions but the arswer
were somewhat varied from one participant to oth&cgording to their responses, the average nuraber
wholesalers who are presently selling rice withariBal city to the retailers and consumers areapmately
60 to 70.
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4.2.3 The price trends changed in per quantity in whdiaga

In most of the cases, the wholesalers of rice imis@h purchase rice from the northern part of
Bangladesh. As, in Barishal, there is very a fember Millers who process local paddy into rice iBes,
the output of these Millers are too poor to meetlttal demand. That's why wholesalers have to rimey
from other parts. These regions include- KushtasRahi, Bogra, Jhenaidah, Nator, satkhira bedaubkese
parts there are lots &eparis, Aratdars, and Millersf rice. In addition, some Rice Agents import rfoem
India. So, when they purchase from these rice nmeiaries almost 84 % of respondents demonstrhtgd t
there is no relationship between the purchasedtipanrice and its price. Because every day tbspaiation
of Beparis, Aratdars , Miller®f rice set the price of rice. The wholesalerstuseks to carry rice into their
warehouses. After adding the transport and oths&tiscéor 1 kg rice the wholesalers pay almost 27 B30
BDT. On the other hand, when wholesalers selltndée local retailers and consumers they offeioaim 0%
to 15% price off on their wholesaling price. Whalless sell 1 kg rice almost 32 BDT to 45 BDT aseri
varies based on the quality of rice.

4.2.4 In wholesaling, the percentage of rice comes ifK&sacks and 50 KG sacks

Rice is packed in two types of the sack- 25 KG sauk 50 KG sack. According to the responses of the
participants, almost 78% of rice comes in 25 K&sait is easy to carry and store as well asgelaumber
of consumers are likely to buy rice of this quant@n the other hand, 22% of rice comes in 50 K€k sa

The percentage of rice comes in 25 kg and 50 kg &ac
#

It

Fig. 6: The percentage of rice comes in 25 KG and 50 K&&ssésource: in-depth interview)

4.2.5 The number of intermediaries or channel membestiagi between the paddy field and the final
user and their activities

There are several channel members involved intracéng. According to the Figure Farias the first
party who purchase paddy from farmers and séeparis To some extent farmers sell paddy directly to the
Beparisand Millers.Farias andBeparisare considered as the primary parties involvethénrice market.
Then,Beparisare itinerant paddy wholesalers who sell ricentorice Millers who process the paddy into the
rice as well as do packaging in their brands. Affteit, the local wholesalers Aratdarspurchase rice from
the Millers in a large quantity and sell to thetdcs level  wholesalers d?aikers ThesePaikerssell rice to
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local retailers and consumers in a small quarihere is also another independent party in thelgugh@annel
of rice who import rice from countries India, MyaamThe wholesalers also buy rice from them.

Locally produced paddy in Barishal is somewhat comed by the local people and a large proportion
of local paddy goes outside of Barisal as thengery a few number of Millers who can process paithty
rice. After being processed rice comes into Batgabcal wholesalers.

Farmer
v v
Bepari < Faria

v
—> Miller

¥

Local Wholesaler or Aratdar

v

District Level Wholesaler or Paikers

v

Retailer

v

Consumer

Fig. 7: The number of group members involved in the suppBnnel of rice and their flow of operations
(source: in-depth interview)

4.2.6 Parties from whom a new wholesaler buy rice if hele decides to begin a business

The rice mill owners act as a middle party amongn&as, Farias and Paikers, retailers, consumers.
Among 30 respondents, almost 75% of respondentesdniiat if anyone wants to start up a wholesaling
business he or she needs to buy rice from themiteowners. 5% of the total respondents suggesitatia
new wholesaler can also buy rice from the rice tgy€mporters). And the other 20% of respondents
recommended that if the quantity of rice is relalMow, he or she may buy rice from the local vésallers of
Barishal. No one suggest to buy rice from farmere@one buy rice from farmers. Only one can budpa
from them. Besides, paddy is needed to processnitake rice. Thus, it requires larger operationgkviare
costly and time consuming. But if anyone has thgdggrocessing options, the idea is good.

4.2.7 Transportation the rice from the wholesalers’ waveke to the villages

All the parties involved in the supply chain ofe&ido business independently. Thus, there is no
authorized agents who sell rice in the village sr@herefore, every party has to bear the cosansportation
of their own. Furthermore, the wholesalers do matehany warehouse in the village areas.
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4.2.8 The best cost-effective ways to transport ricdnéomillagers

According to the responses of the respondentspappately 55% retailers use Pickups to carry rice t
the village areas. Pickup is one of the most &ffecvehicles to carry up-to 1.5 ton rice. As Bhaka
riverine region, engine boats are also effectimagportations for carrying rice to the rural areBarishal.
Furthermore, autos and three-wheeler vans aretageghsport small quantity of rice from the whalless to
the villagers.

Pickups (small ,. .
trucks) Autos

Traller (engine Three wheeler
boats) vans

Fig. 8: The best cost-effective ways to transport richnmillagers (source: in-depth interview)
4.2.9 The wholesalers monthly cost for maintaining thesrehouse

The following Figure 9 illustrates the monthly coftnaintaining a warehouse. Among 30 respondents,
the highest number of respondents (16) mentionattthmaintain a warehouse their range of monthbt ¢
falls between 20001 BDT to 30000 BDT following second largest number of respondents (6) whoserang
of monthly cost is 10001 BDT to 20000 BDT. In cast, 1 participant, the lowest number of the redpah
noted that his cost of maintaining warehouse iséeh 000 BDT to 10000 BDT.
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The amount of monthly cost needed to maintain a wehouse

$ 58(6 I
5% +3*
5 43
5 43
5 +3* 0

$ , $

Figure 9. The amount of monthly cost needed to maintain &ause (source: in-depth interview)
5. DISCUSSION AND CONCLUSION

The major portion of the population in Bangladeshk In the village areas and most of them live from
hand to mouth. For this reason, they have to alldhily necessities regularly. If the price of riectuates
on a continuous interval, these impoverished péopeffering no knew bounds. Therefore, it is a big
opportunity to offer them all the daily necessities rice at a fixed lower price relative to thanket price.
As they buy rice daily with low quantity, a widenge of rice packaging can also be promoted likg bag,
10 kg bag, 15 kg bag and so on. This packagingoagpes may reduce the burden of spending more TK to
buy rice at one time. Besides, in harvesting tinmemvthe farmers pick up new paddy in their houbage
amount of paddy can be purchased from them at arlawd fair price as the price of paddy remainselow
due the peak season.

From the corner point of wholesalers, results shibthat the rice market of Bangladesh is consisted o
multiple channel members who individually add markuith their cost resulting in the high price ateito
the consumers. Additionally, they operate theiritess independently whereas there exist a lacking o
effective supply chain and logistics management.aA®sult, from farmer to consumers there is a huge
supply and demand gap. In the last weeks of May 2fatmers sold 40 kg (one maund) average paddy at
between 450 tk to 500 tk (Khan, 2019). That meakg ftaddy is sold at around 12 tk. You get 25 k@#o
kg rice from 40 kg paddy along with 15kg to 13 kgdvoducts which are used as foods of animals #ime o
purposes. If the retail price of this rice is 30p#r kg that means the price of 25 kg rice is #60The
average consumer price of rice is 34 tk to 48 tk kg This gap happens because of the intermediarie
involved between farmers and consumers. Therefoedfective management supply chain and logistits
rice can be ensured, the price of rice will befforaable range of consumers.

However, the new marketers who want to start ribelesaling business in Barishal, it would be an
opportunity for them to sell rice at lower fixedqa to the villagers as there are no businessmenand still
selling rice at a fixed price throughout a yearsd\paddy can be purchased at lower price fromdobal |
farmers of Barishal since almost 80% of local paddgold to the Millers of northern parts of Barugah.
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Then after processing it backs to Barishal withhkigprice. In case of purchasing rice from the &idland
wholesalers, often retailers and consumers hagefter a lot because they randomly create artlficiesis
of rice and charge high price. This artificial @igs caused due to the strong syndication of tlilkeid and
wholesalers. Therefore, before starting a busiitassimportant to assess the market trends anudtate
contemporary strategies.

The study aimed to investigate the factors thay pla the actors of price changes of rice as well as
identify business prospects from the consumer ahdlegaler point of views. The findings of the study
revealed that the supply chain of rice is still @tivagent system consisting of many actors, t&keholders
such as a retailer, wholesaler, Faria, and miRfer. this reason, there is a huge gap between tbe pf
paddy of farmers and the price of rice of retajléos which, farmers do not get the fair pricespaiddy
though they have to manage high production costtaliiegh price of fertilizers, high cost of labard so
on. On the other hand, consumers have to pay a pigle when they buy rice from the retailers.
Furthermore, the strong syndication among the &takers of rice creates complex conditions whigoal
responsible for the instability of the price ofaiclherefore, if any newly established businedangladesh
aims to sell rice at a fixed lower price than thtbeo channel members throughout the year, it wall b
difficult to operate due to this strong syndicatairthe channel members.

5.1Limitations

The sample size of the study was limited withireéhdifferent villages of Barishal and Barishal city
As the data collection procedure was confined tddpth interview which represents a qualitativeeagsh
approach, a larger sample may generate more speeifieralizations about the study. Furthermorthef
study is conducted further in other parts of Badg&hn and other developing countries the findingg bea
somewhat different.

6. ACKNOWLEDGEMENTS

The author would like to thank Helping Hand Belgitwn providing financial support in this research
study. Additionally, a special thanks to the prefes of University of Barishal who supported thisject.

REFERENCES

Ahmed, R., and Bernard.A. (1990). Rice price flation and an approach to price stabilization in @atdesh. By Raisuddin
Ahmed and Andrew Bernard. (Washington, DC, Inteomatl Food Policy Research Institute, researchntef®y February 1989,
pp.84.).Journal of International Development

BBS. (2011)Hand Book of Agriculture StatisticBangladesh Bureau of Statistics.

BRRI. (2017).Modern Rice Cultivatiori20th ed.).

67
ISSN 2076-9202



ELITE HALL PUBLISHING HOUSE

International Journal of Information, Business dahagement, Vol. 13, No.3, 2021

Chowdhury, N. (1992)Rice markets in Bangladesh: A study in structumnduct and performance. Bangladesh Food Policy
Project Manuscript 22. Washington, DC

Dawson, P. J., and Dey, P. K. (2002). Testing for law of one price: Rice market integration in adesh.Journal of
International Development4, 473-484.

Faisal, R. H., Saha, C., Hasan, M. H., and Kundi.R2019). Power Efficient Distant Controlled Smhrigation System for
AMAN and BORO Rice2018 21st International Conference of Computer bnfidrmation Technology, ICCIT 2018

FAO. (2004). International Trade in Rice, Recent&®epments and Prospects. Retrieved from World Riesearch Conference.

2004, International Trade in Rice, Recent Develapand Prospects. Retrieved from: http://www.fegifdeadmin/templates/

Farugee R. (2012¥ptock-Taking of Major Studies and Reports on Adficel and Rural Development in Bangladesh

Goletti, F., Ahmed, R., and Farid, N. (1995kructural Determinants of Market Integration: Tkkase of Rice Markets in
Bangladesh\ol. 33).

Hossain, M. (2011)Crop agriculture and agrarian reforms in Bangladeghesent status and future optioi3haka.

Hossain, M. 1., and Verbeke, W. (2010). EvaluatmhRice Markets Integration in Bangladesh. The Lahore Journal of
Economicg\ol. 15).

Khan, A. R. (2019). Govt. Farmers in a Fix over LoWwaddy Price. The Independent Retrieved from
http://www.theindependentbd.com/arcprint/detail §£2101/2019-05-22

Maxwell, J. (2012). Qualitative research design: An interactive approac Retrieved from
https://books.google.com/books?hl=en&Ir=&id=xAHCOXA0C&oi=fnd&pg=PR5&dg=+Qualitative+Research+Desigfin+
Interactive+Approach,+Applied+Social+Research+MdiBeries,+Sage,+ Thousand+0aks,+CA,+Vol.+42.&ots=8w@ki3&s
ig=_IWXtpeLczBREBONSfwA1kG5Et4

Murshid, K. A. S., and Yunus, M. (2016ice Prices and Growth and Poverty Reduction Ingsashesh

Parvez, S. (2019). Rice prices hit 3-year lowThe Daily Stay p. 1. Retrieved from:
https://lwww.thedailystar.net/frontpage/news/ricegs-in%20bangladesh-hit-3-yr-low-as-rice-produttiogh-1746994.

Raha, S. K., Moniruzzaman, Alam, M. M., and Awal, M (2013).Structure, Conduct and Performance of the Rice diagad
the Impact of Technological Changes in Milling GustigatorsMymensingh.

Siddique, M. A. B. (2010)A study on rice marketing system in Bangladesherpirical analysisMymensingh, Bangladesh.

68
ISSN 2076-9202



ELITE HALL PUBLISHING HOUSE

International Journal of Information, Business dahagement, Vol. 13, No.3, 2021

Tiu Wright, L. (1996, November 1). Exploring the-depth interview as a qualitative research techmigith American and

Japanese firm&darketing Intelligence & Planningvol. 14, pp. 59-64.

TRIDGE. (2019). Overview of Rice Market in BanglatleRetrieved from: https://www.tridge.com/intedlitces/rice/BD,.
World Bank. (2017)World Population Prostpects 201Retrieved from http://esa.un.org/unpd/wpp/indén.h

69
ISSN 2076-9202



ELITE HALL PUBLISHING HOUSE

International Journal of Information, Business dahagement, Vol. 13, No.3, 2021

YOUNG CONSUMER GREEN PURCHASE BEHAVIOR

Sohaib zafar
University of education lahore, Pakistan
Management department
03213695611
1k81638@gmail.com

Abstract

Environmental pollution is increasing day by dayiebhis causing serious threats to our planet. Globa
warming, increase in temperature, melting of glecere some of issues which the world is facing .now
Due to ease of information sharing and technolaggirtess across the globe has become quite easier a
businesses are operating in whole world. Multinaie are working in whole world. Business are ohtéhe
sources of pollution. The production process, sypghain process and many other process from
manufacturing to end product cause pollution. Soptevent Earth from pollution concept of green
marketing emerged which means to produce produtishware eco friendly and then promote these
products through ecofriendly ways. The main aina@ompany is to satisfy consumers. So company keep
focus on the factors which forces the consumerutp the product. Consumer can be motivate by various
factors while purchasing product. In this papersthéactors are discussed and their effect is medsum
green purchase behavior.

According to environmental performance index Pakiss among top 12 countries which are affected by
pollution. Meanwhile according to DAWN newspapefi@@Pakistan has largest population of youngsters in
history. So this paper investigate the factors itifiience green purchase behavior of young stsdent

Key words:
Green purchase behavior; Altruism; Environmentabwiedge; interpersonal influence; Environmental
attitude

Introduction:

Due to hazards to environment, green marketingda&sed importance. According to Mintu and Lozada
(1993) green marketing is implementation of marigtiools that not only satisfy organization and
consumer needs but it preserve, protect, and ocomgehnysical environment. According to American
Marketing Association, Yazdanifard & Mery (2011egn marketing is approach to marketing whose focal
point is environmental safety which include actest like packaging, modification, green ads, praidunc
process.

Environmentally concern consumers pay leading role reducing problems related to
environment.(Laroche,Bergeron & Barbavo-Ferleo,2001 Mustafa,2006;Zelezny,Chua &
Aldrich,2000;Milfont,2012,).like in other continent in Asia green marketing has also become
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popular.(Gurau & Ranchod, 2005 ; Khan and Kirmd@ii2 ; Uddin & Khan,2016).Marketers are showing
great interest in ecological climate. Organizatidask of interest in environmental issues encoutage
consumers to shift their focus towards green mowenilandelson & Polonsky, 1995).Companies are
trying to gain competitive advantage over othemfirby applying different strategical approaches laypd
relocating consumers thinking using green prod(Eftsam Rahbar,2011).

Trust, Belief, taste of young customer depends wpaernal and internal factors. Internal factoes asually
psychological factors like needs, motivations, peadity and characteristics, ability to learn.
(Olejniczak-Merto,2009,p52-53).External factors aseonomic, cultural, family, groups and opinion
leaders(4).Since, young consumers have sufficiemtr@mental knowledge, so they act as potentiadefo
for the protection of environment.(Caruana & Rlzsel2003).Young consumers can be influencing tool
for their peers.(Moses,2000;Lee,2009).But reseath(McCrndle,2005) disclosed that environmental
awareness and peer impact did not change intoldmhavior, still there is gap, a value action gap.
Background of study:

Consumer purchasing pattern has been altered dagith growth in population. (Gruber & Schlegelrilc
2014). Advancement in technology and consumptionarf-sustainable products have played their part in
creating problems for environment.Lancet commissieport on pollution and health (2017) blamed
pollution for the death of 9 million people. Enuvioental pollution has existed for centuries but got
attention in 18 century after industrial revolution (internet).Acding to United nations every year world
uses 500 billion plastic bags,8 million tons ofgti@aends up in ocean.

(Axelrod & Lehman 1993: pg. 153) In order to detarenthe ecological behavior psychologists focus on
individual behavior instead of focusing the behawd whole society (i.e. which actions will make
contribution towards preservation of nature). Saremmental attitude can answer these questions:(Ne
house,1990).Over last three decades vast study teee conducted to find the factors of consumer
behavior. (main)Balder- jahri 988 Bamberg,2003 Kaiser & Fuhrer2003 Bamberg & Moser2007
Chen& Chai201Q Cholette et al.2013 Punyatoya2014).
To gain full understanding of complexity of sust&bte marketing, youngsters are perfect for rese@msh
point. (Lee, 2008. Generally young consumers consider new ideas arel willing to accept
innovations.(Ottman et al,2006;Sullivan& Heitme2808;Hume,2010).Youngsters are important part of
market process these days.(Olejnicuk-Merta,200LnyYoconsumer become more important when we
consider the fact that this child will become pdnconsumer, and he is developing his purchasawer
at his early age.(Kicinka,2009).In west researchesge studied relationship between green buyingieh
and various psychographic variables. (Busse & Mer2@l4 Guéguen & Stefan2016. Factors like
interpersonal influence, environmental concermuein, skepticism, perceived environmental resmlity]
environmental knowledge, and environmental attithdge significance in exploitation of green buying
behavior. (Bearden et al989 Laroche etal1996 Chan& Lau2001; Kaiser & GutscheR003 Cleveland et
al.,2005 Lueg & Finney2007, Albayrak,2011;, Wesley et al.2012 Guéguen & Stefar2016 Nguyen, Lobo,
& Nguyen,2017).
According to DAWN (2019) Pakistan has largest petage of young people in its history. According to
UNDP report 64% of population is below 30 while 28% between 15 to 29 years. As Pakistan has targes
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percentage of youngsters so they can play leadilegim protection of environment. Since youngstease
innovative mindset and they have knowledge, theylma source of promotions of green products. So thi
study explore the relationship between green pwinlgebehavior and factors such as knowledge, aitrui
interpersonal influence, and environmental attitundine context of young consumers of Pakistan.
Problem statement:
Due to increase in world population, consumptioncofisumers is increasing which leads to pollution i
Pollution is creating serious threats for our pl&@ftange in weather, melting of glaciers, depletbnzone
is some threats for Earth. Companies are divettiingards ecofriendly products to reduce the impdct o
harmful products and production procedures on enwirent. Consumers green buying behavior is
influenced by various factors so this study tendde the impact of various variables on green @seh
behavior.
Research gap:
Previous studies measured the impact of altrujsmyironmental knowledge, interpersonal influeane
green purchase behavior wit mediating role envaoal attitude but this research will measure the t
direct influence of these variables on green pwehmhavior of young consumers of Pakistan.
Research objective:

To measure direct influence of altruism

To measure direct influence of, environmental krezgle on green purchase behavior

To measure direct influence of interpersonal inilteeon green purchasing behavior.

Research question
What is impact of altruism on green purchase befafiyoung consumer?
What is impact of environmental knowledge on grperchase behavior of young consumer?
What is impact of interpersonal influence on grparchase behavior of young consumer?

Research model:

Interpersonal
Influence

H2

Green
Purchasin

P ——

Environmental
Attitude

Environmental

Knowledge
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Hypothesis:
H1: There is direct influence of altruistic valums green purchase behavior
H2: There is direct influence of, environmental Wiedge on green purchase behavior
H3: There direct influence of interpersonal inflaeron green purchasing behavior.
Methodology
Research design
This is descriptive research. Survey method was tseonduct the research. Different respondentg we
surveyed.
Instrument
Research instrument consist of two sections. Bestion comprises of validated scales which wekenta
from previous studies. Whereas second section siookidemographic characteristics of the resporsdent
Research instrument consist of 5 constructs. iategmal influence (IP), environmental knowledge YEK
altru- ism (ALT), environmental attitude (EA), agteen purchasing behavior (GPB). The EK measure com
prised four statements and was adapted from Efleh €1991) and Suki (2013). Five items to meadBre
were adapted from Bearden et al. (1989). There ¥mnescale items to measure GPB, while the EAescal
had five statements adapted from Lee (2009). Nesifems employed to measure ALT were borrowed and
modi- fied from the study by Shwartz (1977).
Data collection
English is spreading fast in Pakistan. AccordingMikipedia 92 million of population have command
over English language .Pakistan produces 445000ergily graduates every year . This researcher
controlled sampling was employed. So final reseawohwas administrated on graduated and undergtadu
student of different universities of Multan.
Population
The population of the research consists of Enghsldium universitiy of Multan. University of edua
Lahore, Multan campus.
Sample
Sample is the representative part of the populat®m researcher collected data from 100 students by
distributing questioner .for data collection pen @aper format was used.
Literature review:
Green purchase behavior:
The purchase of eco-friendly products and avoidiveyproducts which are harmful avoiding the product
which are harmful to environment is known as grparchase behavior (Chano, 2001). Most oftenly green
purchase intention and green buying behavior ar@sares of green purchasing. Willingness of conssmer
to pay for green products is known as green puecl@ention. Green purchase behavior of consumer is
influenced by factors which captured by intentid®®anayah, Lee & Mohammad, 2010).Green purchase
behavior is regarded as socially responsible beha¥i green consumer consider himself as socially
responsible consumer and he always keep in minghubéic consequences that might others have to face
due to his private consumption. He try to utilize purchasing power to change the society ( Morsand
2005).
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For the explanation of green purchase behaviorfdabal point of the previous was underlying attitside
values and intention towards eco-friendly productSoxall & Pallister,2002; Vermeir & Verbeke,2006;
Wheale & Hinton,2007). The theory of reasoned ac(ibRA) by Ajzen and Fishbein (1980) and the theory
of planned behavior (TPB) were 2 approaches thait mbthe studies followed. According to TRA there
are2 factors that determine the behavior of thaviddal which are individual attitudes and social
norms.TPB included additional factor which was vidiial behavior-perceived behavior control.
Environmental attitude:
All favorable or unfavorable responses of individioavards certain thing, place or object can bemred as
attitude (khan & khan 2006). There are 3 basic comepts of attitude : cognitive (thinking about tigect)
conative (include action) affective (feeling abalgject) (Breckler,1984).There might be confusionhwi
attitudes and other construct such as beliefs ahges, opinions, personal norms. Although thesetcoct
to some extent relates to the components of a¢tstumlit there is difference.( Shrigley, Koballa &ngon,
1988 pg 659).
Environmental attitude is explained along with $amilines. The ability to assess the condition of
environmental in favorable or unfavorable respon@ddfont $ Duckitt, 2010). Green purchase beloavi
of individual is affected by environmental attituderoche et al, 2001 Lee, 2001; Akhurst et all2&hao
et al., 2014). If individual are concerned abowiemment, they will behave to minimize the impadt
one’s actions on nature and there will be positiffect on green purchase decision (Chan & Lau, 2001
Laroche et al.,2001; Chen & Chai,2010; Zsoka eR@l3; nguyen et al ., 2017). According to previous
studies, one of the most relevant factors of gmenhase behavior is environmental attitude (Sfebietz,
1994; Lee, 2011; Akeshurst et al.,, 2012; Uddin d&ithn, 2016 a).There is substantial impact of
environmental attitude on green buying behaviorafngster( Kaise et al,2007).

Interpersonal influence
According to S.M. Fateh & M. naeved Khan (2018kipersonal influence is composed of persuading
others or convincing others. Interpersonal inflleercwidely accepted as one of determinants oWiddal
(Bearden et al., 1989;Cheah & Phau, 2011).Accortlinguggestion of Stanford & Cocan.....1977 ip3) to
fully understand behavior of consumer effects eérpersonal influence on formation of values, adigs,
aspiration and purchase behavior should be corsidd=amily and friends are the source of giving
awareness about eco-friendly products to consufriergls (Cheah & Pha2011; Lim et al.,2014. Many
researchers have proposed that buying behaviasrsuners is shaped by the influence of peer’s coasu
(Singh et al.2006 Kaur & Singh,2007 Lueg & Finney,2007 Lee,201]). Social groups and norms also
influence attitude of consumer towards green prtf@han & Lau2001, Lee,2009 Kim & Chung, 2011.
Cheah and Phag@11).

Altruism

Definition of Matear(1993) describe altruism asdckimehavior for benefit of others and without exper
any reward. Leads (1963) stated that altruism Iantarily performed behavior that is beneficialableast
single individual and action is done without anyide or demand of any reward. Altruistic behavisr i
shaped by personality traits. The actions whichdamee with intention of helping others is callettiasm.
Biological and evolutionary minds tend to focus potential benefits of particular behavior while
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psychologist interest is in knowing the motivatimehind particular behavior. According to biologieaw
point behavior which reduces the fitness of orividual while increasing the fitness of other widual
is altruism.
Environmental knowledge:
Knowledge is important factor that influence theywaf customer collection , organization of infotroa
and the ways by which consumer evaluate produdt services ( Syahbandi, 2012). Environmental
knowledge is the awareness of general public oftthead welfare issues. It also includes the isshas
rise from negative impact of harmful gasses, palitd, chemicals and potential issues that affesttipe
attitude regarding green products ( Ali et al.,20daryanto & Budiman, 2014). Research of ( Gaalet
cited by Chen, 2013) development of environmektawledge takes into 2forms, consumer should able
to understand effects of various products on emwrent through education. According to Julina (3013
one’s attitude can be effected by knowledge onrenuient. Noor et al 2012 is of view point thattatles
are positively influenced by environmental knowledgh\ccording to definition of Wu and Teg (2013)
environmental knowledge is awareness of consungardeng environmental issues.
Data analysis:

Correlation

ENVIR ENVIR
INTERPE [OMENT OMEN
RSO ALKNO TALAT
NALINFL [WLEDG|ALTRU |TITUD |GREENPURCH
UANCE |E ISM E ASEBEHAVIOR
INTERPE Pearson
RSONALI Correlatio] 1 386 |.401" |.346° |.40Z2"
NFLUAN n
CE Sig.
_ .000 .000 |.000 |.000
(2-tailed)
N 99 98 99 99 99
ENVIRO Pearson
MENTAL Correlatio|.386 1 403" |.387" |.272°
KNOWLE n
DGE Sig.
(2-tailed) .000 .000 |[.000 |.006
N 98 99 99 99 99
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Pearson
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Pearson
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(2-tailed)

N
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.006

99

*k *k

272

.286

.004

100

224

.025

100

100

Regression:
Variables Entered/Removed

Model

Variables
Entered

Variables
Removed

Method

1

INTERPERS

ONALINFL
UANCE®

Enter

a.

Dependent
GREENPURCHASEBEHAVIOR
b. All requested variables entered.

Model Summary

Variabl
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Adjusted R Std. Error of

Model|R R Square| Square the Estimate
1 402 162 153 .80248
a. Predictors: (Constan
INTERPERSONALINFLUANCE
ANOVA?
Sum of Mean
Model Squares df Square F Sig.
1 Regression} 12.035 1 12.035 18.688 |.000
Residual |]62.466 97 .644
Total 74.501 98

a. Dependent Variable: GREENPURCHASEBEHAVIOR
b. Predictors: (Constant), INTERPERSONALINFLUANCE

ELITE HALL PUBLISHING HOUSE

Coefficient$
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error |[Beta t Sig.
1 (Constant) 2.272 311 7.316 .000
INTERPERSONALIN
.400 .092 402 4.323 .000
FLUANCE

Interpretation: According to above results there is positive relatbetween interpersor
influence and green purchase behavior. Which mersaisnfluence of other people can lead to
green purchase behavior. The value of R squal&sso IV can change DV up to 16%.

Regression:

Variables Entered/Removed

Variables Variables
Model| Entered Removed Method
1 ALTRUISM" |. Enter
a. Dependent Variabls
GREENPURCHASEBEHAVIOR

b. All requested variables entered.
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Model Summary

Adjusted R Std. Error of
Model] R R Square| Square the Estimate

1 .286" .082 .072 .83580
a. Predictors: (Constant), ALTRUISM

ANOVA*?
Sum of Mean
Model Squares df Square F Sig.
1 Regression} 6.097 1 6.097 8.727 .004
Residual ]68.459 98 .699
Total 74.556 99

a. Dependent Variable: GREENPURCHASEBEHAVIOR
b. Predictors: (Constant), ALTRUISM

Coefficients
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error |Beta t Sig.
1 (Constant)] 2.604 .336 7.743 |.000
ALTRUIS
M .269 .091 .286 2.954 |.004

a. Dependent Variable: GREENPURCHASEBEHAVIOR

Interpretation

Above results shows that the significant valueesslthan 0.05 so hypothesis is accepted altruisn ha
significant impact on green purchase behavior dmdism can influence green purchase behavior ud to
percent.

Regression:

Variables Entered/Removed
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Variables Variables
Model| Entered Removed Method
1 ENVIROME
NTAL . Enter
Knowledge
a. Dependent Variabl
GREENPURCHASEBEHAVIOR

b. All requested variables entered.

Model Summary

Adjusted R Std. Error of

Model|R R Square| Square the Estimate
1 272 .074 .065 .83663
a. Predictors: (Constant),

ENVIROMENTALKNOWLEDGE

ANOVA*?
Sum of Mean
Model Squares df Square F Sig.
1 Regressiory 5.438 1 5.438 7.768 |.008
Residual |67.896 97 .700
Total 73.333 98

a. Dependent Variable: GREENPURCHASEBEHAVIOR
b. Predictors: (Constant), ENVIROMENTALKNOWLEDGE

Coefficients
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error |Beta t Sig.
1 (Constant) 2.665 .330 8.071 .000
ENVIROMENTALKN
OWLEDGE .261 .094 272 2.787 |.006
Interpretation:

According to above result significant value is Ov@igich shows that our hypothesis is rejected thete is
significant relation between environmental knowledand green purchase behavior. But environmental
knowledge can influence GPB up to 7 percent.

Regression
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Variables Entered/Removed

Variables Variables
Model} Entered Removed Method
1 INTERPERS

ONALINFL Enter

UANCE®
a. Dependent Variabl
ENVIROMENTALATTITUDE
b. All requested variables entered.
Model Summary

Adjusted R Std. Error of
Model] R R Square| Square the Estimate
1 .346' 119 110 .78229
a. Predictors: (Constan
INTERPERSONALINFLUANCE
ANOVA?
Sum off Mean

Model Squares df Square F Sig.
1 Regressiony 8.053 1 8.053 13.159 |.000

Residual ]59.361 97 612

Total 67.414 98

a. Dependent Variable: ENVIROMENTALATTITUDE
b. Predictors: (Constant), INTERPERSONALINFLUANCE

ELITE HALL PUBLISHING HOUSE

Coefficients
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error |Beta t Sig.
1 (Constant) 2.545 .303 8.407 .000
INTERPERSONALIN
FLUANCE .327 .090 .346 3.627 .000
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Interpretation: The significant value is .000 which means that there is piect relation
between interpersonal influence and environmental titude. While value of R square i
11% which means that interpersonal influence can ifuence environmental attitude up t(
11 percent.
Regression

Variables Entered/Removed

Variables Variables
Model} Entered Removed Method
1 ENVIROME
NTALATTIT Enter
UDE®
a. Dependent Variabls
GREENPURCHASEBEHAVIOR

b. All requested variables entered.

Model Summary

Adjusted R Std. Error of
Model|R R Square| Square the Estimate
1 224 .050 .040 .85006

a. Predictors: (Constant), ENVIROMENTALATTITUDE

ANOVA*?
Sum of Mean
Model Squares df Square F Sig.
1 Regression} 3.740 1 3.740 5.176 .02%
Residual ]70.816 98 723
Total 74.556 99

a. Dependent Variable: GREENPURCHASEBEHAVIOR
b. Predictors: (Constant), ENVIROMENTALATTITUDE

Coefficients
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error |Beta t Sig.
1 (Constant) 2.744 371 7.390 .000
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ENVIROMENTALAT
TITUDE

a. Dependent Variable: GREENPURCHASEBEHAVIOR

.229 101 224 2.275

.025 ‘

Interpretation:According to anova table value of significant is @5 which is less then 0.05 so our
hypothesis is accepted that there is significant k&tionship between green purchase behavior and
environmental attitude. The value of R square is 80 which means environmental attitude can
influence GPB up to 5%.

Regression
Variables Entered/Removed
Variables Variables
Model} Entered Removed Method
1 ALTRUISM® |. Enter
a. Dependent Variabli

ENVIROMENTALATTITUDE
b. All requested variables entered.

Model Summary

Adjusted R Std. Error of
Model] R R Square| Square the Estimate

1 403 162 154 77984
a. Predictors: (Constant), ALTRUISM

ANOVA*?
Sum of Mean
Model Squares df Square F Sig.
1 Regression| 11.539 1 11.539 18.975 |.000
Residual ]59.598 98 .608
Total 71.138 99

a. Dependent Variable: ENVIROMENTALATTITUDE
b. Predictors: (Constant), ALTRUISM

Coefficientd
Unstandardized Standardized
Model Coefficients Coefficients |t Sig.
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B Std. Error | Beta
1 (Constant)] 2.263 314 7.209 .000
ALTRUIS
M .370 .085 403 4.356 .000

a. Dependent Variable: ENVIROMENTALATTITUDE

Interpretation: Above result shows that value of significant iSQ0$ there is perfect relation between
above variabes.Our hypothesis is accepted and thgyerfect relation. Value of R square is .154 clahi
means |V can cause 15% change in DV.

Regression

Variables Entered/Removed

Variables Variables
Model] Entered Removed Method

1 ENVIROME
NTALATTIT |. Enter
UDE"
a. Dependent Variabli
GREENPURCHASEBEHAVIOR

b. All requested variables entered.

Model Summary

Adjusted R Std. Error of
Model] R R Square| Square the Estimate

1 224 .050 .040 .85006
a. Predictors: (Constant), ENVIROMENTALATTITUDE

ANOVA*?
Sum of Mean
Model Squares df Square F Sig.
1 Regression} 3.740 1 3.740 5.176 .02%
Residual ]70.816 98 723
Total 74.556 99

a. Dependent Variable: GREENPURCHASEBEHAVIOR
b. Predictors: (Constant), ENVIROMENTALATTITUDE

Coefficients
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Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error |Beta t Sig.
1 (Constant) 2.744 371 7.390 .000
ENVIROMENTALAT
.229 101 .224 2.275 .025
TITUDE

a. Dependent Variable: GREENPURCHASEBEHAVIOR

Interpretation: According to anova table value of significant i2®.which is less then 0.05 so our
hypothesis is accepted that there is significadatimnship between green purchase behavior and

environmental attitude. The value of R square &) Qvhich means environmental attitude can influence
GPB up to 5%

Regression

Variables Entered/Removed

Variables Variables
Model| Entered Removed Method
1 ENVIROME
NTALKNO |. Enter
WLEDGFE’
a. Dependent Variabl
ENVIROMENTALATTITUDE

b. All requested variables entered.

Model Summary

Adjusted R Std. Error of
Model|R R Square| Square the Estimate
1 .387 .149 141 77555
a. Predictors: (Constan

ENVIROMENTALKNOWLEDGE

ANOVA*?
Sum of Mean
Model Squares df Square F Sig.
1 Regression} 10.252 1 10.252 17.044 |.000
Residual ]58.343 97 .601
Total 68.595 98
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a. Dependent Variable: ENVIROMENTALATTITUDE
b. Predictors: (Constant), ENVIROMENTALKNOWLEDGE

Coefficients
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error |Beta t Sig.
1 (Constant) 2.380 .306 7.776 .000
ENVIROMENTALKN
OWLEDGE .359 .087 .387 4.128 |.000
a. Dependent Variable: ENVIROMENTALATTITUDE
Interpretation:

According to above table value of significant i900so there is perfect relation between environaient
knowledge and environmental attitude so our hypthis accepted. The value of R square is .14%¥ so
can cause 14% change in DV

Regression
Variables Entered/Removed

Variables Variables
Model| Entered Removed Method
1 ENVIROME
NTALATTIT |. Enter
UDE®
a. Dependent Variabl
GREENPURCHASEBEHAVIOR

b. All requested variables entered.

Model Summary

Adjusted R Std. Error of
Model|R R Square| Square the Estimate
1 224 .050 .040 .85006

a. Predictors: (Constant), ENVIROMENTALATTITUDE

ANOVA?
Sum of Mean
Model Squares df Square F Sig.
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1

Regression} 3.740 1 3.740 5.176 .02%’
Residual ]70.816 98 723
Total 74.556 99

a. Dependent Variable: GREENPURCHASEBEHAVIOR
b. Predictors: (Constant), ENVIROMENTALATTITUDE

Coefficients
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error |Beta t Sig.
1 (Constant) 2.744 371 7.390 .000
ENVIROMENTALAT
.229 101 224 2.275 .025
TITUDE

a. Dependent Variable: GREENPURCHASEBEHAVIOR
Interpretation: According to anova table value of significant i2® which is less then 0.05 so our

hypoth

esis is accepted that there is significanatiomship between green purchase behavior and

environmental attitude. The value of R square ) Qvhich means environmental attitude can influence

GPB u

p to 5%.

Conclusion:
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also help marketers to understand divers and barteegreen purchase behavior. With clear idea
marketers can formulate strategies to encouragangrarchase behavior. Marketers and Government
policy makers should publicize information regaglenvironmental issues to encourage youngsters
to purchase green products. Young consumer’s siicuiorientation propose that youngsters

genuinely care for environment. So these youngstars be target market for marketers. These
young consumers will be adults in future. Among rygsters there is thought sharing process.
Through information sharing process youngsters daiowledge and this knowledge leads to

development of altruism and interpersonal influeeffectuate environmental attitude which leads to

green purchase behavior.
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Abstract

The aim of this research is to identify the impafcadministrative empowerment (teamwork, independen
training & participation) on organizational belongness of employees at the Ministry of Industryade
and Tourism in the Kingdom of Bahrain. Two hundaat twelve employees were surveyed through a
comprehensive inventory method. The analysis i®das the outcomes of the questionnaire survey that
was given out to the sample of the employees of Ntistry of Industry, Trade and Tourism. The
researchers hypothesized that there is a positgréfisant impact for the administrative empowerrmen
(teamwork, independence, training & participatia@m) organizational belongingness of employees at the
Ministry of Industry, Trade and Tourism in the Kdan of Bahrain. The findings reveal that there is a
positive significant impact for the administratimpowerment (teamwork, independence, training &
participation) on organizational belongingness lué employees at the Ministry of Industry, Trade and
Tourism in the Kingdom of Bahrain. Moreover, theulks indicate that there is no significant diffeces
relating to the impact of administrative empowerim@eamwork, independence, training & participation
on organizational belongingness of employees atMimstry of Industry, Trade and Tourism in the
Kingdom of Bahrain due to the demographics (gerafge, qualification, years of experience and pmrsjti

Keywords: Empowerment, Organizational Belongingness, Teamwolkdependence, Training,
Participation, Kingdom of Bahrain.
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1. Introduction:

Administrative empowerment contributes to suppaortithe ability of employees to exercise their
responsibilities, as it is a fundamental buildidgchk upon which organizations build strategies hollto
face obstacles and changes in internal and extbusahess environments (Mohamdia, 2016, 2). Ortbeof
most important strategic goals that organizatieekso achieve is to increase the rates of orghoizd
affiliation for their employees, where organizatbraffiliation is considered as a main indicatorotigh
which many behavioral aspect of the employees eaprédicated. At the forefront of these aspecis)e
the work turnover rate, where employees who ararorgtionally belonging tend to continue for thegest
period of work while achieving organizational goéd Baqi, 2005, 68). The Ministry of Industry, Tra
and Tourism in Bahrain is one of the organizatitivag sets its sights on preserving an retainingleyegs
by raising their organization affiliation level lmese of its effective impact in enabling the Minjsto
achieve its goals, especially as it is the bedtieart of the economic development process in timgddm
of Bahrain.

2. Theoretical Framework and Literature Review:
2.1 Administrative empowerment:
2.1.1 Definition of administrative empowerment:

Administrative empowerment is defined as giving ¢ingployee greater authority and freedom in the afea
the specific job that the performs according todkscription for his job, which puts the capalaktiof the
employee outside his own job, so, he is given foeedo participate, express his opinion, free hiomfr
restrictions and encourage him to initiate (Al Mblgdn & Otoum, 2014). It is also defined as shattimg
degrees of strength with the lower levels and gvihe employees responsibilities and powers to take
decisions related to all aspects of product devety and therefore it is an introduction to tramifig
information-based power or issuance of decisioosifhigher administrative levels to the lower levedier
ensuring that they possess all the essential défgsbin order to maximize the value to the stakdbrs
(Bose, 2018, 2). It also refers to that organizetiostrategy that aims to transfer sufficient pewvey
employees and give them freedom and confidencedisiin-making by expanding the scope of delegation
of authority and increasing participation and sedtivation and emphasizing the importance of tearkywo
developing employee personality and developing tmeabehavior and providing the appropriate
environment to activate it in order to be able #org out their tasks assigned to them in their avay,
without direct interference from senior manageng¥atob, 2004, 34).

2.1.2 The importance of administrative empowerment:

Administrative empowerment represents a major fplacof decentralized management principles that
contribute to giving those who are empowered anodppity to present their best creative experiences
skills and ideas to help improve the competitiveipon of the organization and put it in the lead &nable

it to achieve organizational excellence. Also, audstrative empowerment contributes to increasing th
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effectiveness of performance through achievingotest exploitation of human resources, as it in@gse
motivation of employees and makes them feel they tire an important part of the organization, s th
some see themselves under the empowerment as one @ivners of the organization, which increasss hi
motivation and also leads to achieving the goaltheforganization (Abou Samra & Salama 2015, 19). |
also increases the level of employee affiliatiothvthe organization, while providing better oppaoities

for quick and effective decision-making and unlessitheir creative capabilities and achieves job
satisfaction, improving their psychological statwhjch has a positive reflection on the producyivével in

the organization (Kathem, 2016, 39).

2.1.3 Dimensions of administrative empowerment:

Multiple studies have confirmed that the most int@oer dimensions of administrative empowerment are
represented in team works independence, trainidgparticipation. Hence, these more frequent dintanssi
were used to be examined in the current researciehidbdeldayem, 2018), (Al Atwi & Marei, 2018), (A
Douri, 2018), (Ipsita & Kumar, 2018), (Taifor, 201§Hanaysha, 2016), (Mohamadia, 2016). (Al Sabti,
2015), (Hajar Wajdi, 2013), (Speritzer, 2007) &gfz, 2005).

2.1.4 Administrative empowerment requirements:

The most important requirements of administrativepewerment are the mutual administrative trust
between managers and their subordinates (Bose B)18e organization’s support for employees throu
their bosses and colleagues (Al Omari, 2017), trapatibility of the goals and vision of employeeishw
the top management, the organization’s possessi@naolture of teamwork (Franz, 2005), the effeetiv
communication between all levels of administratielhem, 2006), the ongoing and appropriate trgnin
to employees the goof knowledge and decision-makkitls employees’ rewards for good performance
(Ahmed & others, 2015).

2.1.5 Administrative empowerment obstacles:

The most important obstacles to administrative emgsment are the hierarchical organizational stmegtu
extreme centralization in decision-making, senicanagement fear of losing power, unwillingness to
change, employees fear of taking responsibilityjctstprocedures, weak system of motivation and
administrative mistrust (Al Omary, 2017 PP. 11 ¥ 12

2.2 0Organizational Belongingness
2.2.1 Definition of organizational belongingness:

Organizational belongingness is defined as mergersffiliation with the organization in which the
employee works (Al Kholi 2001, 78). It is also knowas the desire not to leave the organization tkespi
external incentives (Abou Samra & Salama, 2015, 14)s strong belief in accepting the goals of
organization and strong desire to retain membeiriship(Heery & Noon, 2001, 9).

91
ISSN 2076-9202



ELITE HALL PUBLISHING HOUSE

International Journal of Information, Business dahagement, Vol. 13, No.3, 2021

2.2.2 The importance of the organizational belongingness:

5 Achieving the organizational affliction of the emapées and contributing in reducing
job turnover rates and also it contributes to r@uythe expenses of organization on
selection and recruitment processes in additioth#d it increases the amount of
production.

A competitive advantage can be achieved througarorgtional affiliation.

It contributes to achieving work stability, in atddn to developing the positive
motivations that exist among employees and incngasieir satisfaction with work
and the organization itself, which is shown throdigé acceptance by the individual
belonging to his organization of its goals, dedaat strong desire and continuous
effort to achieve its goals (Rushdy and Sager, 2011

5 The impact of the administrative empowerment ondtganizational belongingness
administrative empowerment is one of the most ingrdrfactors that can be linked to
a direct impact relationship with organizationdlilattion in various organizations.
Administrative empowerment is greatly concernedhvgtanting employees powers
and responsibilities and encouraging them to ppdie and initiate appropriate
decisions and giving them freedom and confidengeetéorm work in their own way
without direct intervention from management and ivating them and breaking the
administrative and organizational dead lock betwé®m administration and the
employees, and all this necessarily leads to aease in the organizational affiliation
of the employee (Ajhaei & Savari, 2013).

3. Methodology:
3.1 Research Problem:

On the basis of various studies that confirmeditimgortance of the administrative empowerment asd it
positive impact on the organizational belongingnefsthe employees. Researchers wanted to ideritdy t
impact of the administrative empowerment (teamwoikdependence, training and participation) on the
organizational belongingness of employees at thaidity of Industry, Trade and Tourism in the Kinguo
of Bahrain. The problem of the research could floeeebe expressed in the following key questions:

“What is the impact of the administrative empoweningTeamwork, independence, training and
participation) on the organizational belongingnetshe employees at the Ministry of Industry, Treate
Tourism in the Kingdom of Bahrain?”

The main question results in the following sub-gues:
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5 What is the reality of administrative empowermetntha Ministry of Industry, Trade and
Tourism in the Kingdom of Bahrain?

5 What is the reality of organizational belongingnesthe employees at the Ministry of
Industry, Trade and Tourism in the Kingdom of BaiPa

5 What is the reality of the relationship between #deninistrative empowerment and the
organizational belongingness of the employees atMmistry of Industry Trade and
Tourism in the Kingdom of Bahrain?

3.2Importance of the research:

This study addresses on of the important topicghe field of business administration which is the
administrative empowerment that can have a sigmfiémpact on the organizational belongingnessef t
employees at the Ministry of Industry, Trade anduri@m in the Kingdom of Bahrain. It provides a
theoretical and guiding framework for officials the ministry that can be used when making decisions
regarding adopting policies and procedures thaengthen the positive effects of administrative
empowerment on organizational affiliation.

3.3Research objectives:

The objectives addressed by this research ardlaa$o

5 ldentify the impact of administrative empowermeaefm works, independence, training and
participation) on organizational belongingnessh& eémployees at the Ministry of Industry,
Trade and Tourism in the Kingdom of Bahrain.

5 Identify the differences relating to the impactaafministrative empowerment (team works,
independence, training and participation) on orgaiwnal belongingness of the employees
at the Ministry of Industry, Trade and Tourism imetKingdom of Bahrain due to the
demographics (gender, age, qualification, yeaexperience and position).

3.4Research Hypotheses:
5 Main Hypothesis 1:

H1: There is a positive significant impact of ttémanistrative empowerment (team works, independence
training and participation) on organizational bemgness of the employees at the Ministry of Ingust
Trade and Tourism in the Kingdom of Bahrain.

5 Subsidiary hypothesis 1:

H1.1: There is a positive significant impact foetteam works on organizational belongingness of the
employees at the Ministry of Industry, Trade andrigm in the Kingdom of Bahrain.

5 Subsidiary hypothesis 2:
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H1.2: There is a positive significant impact ford@pendence on organizational belongingness of the
employees at the Ministry of Industry, Trade andrigm in the Kingdom of Bahrain.
5 Subsidiary hypothesis 3:

H1.3: There is a positive significant impact faitting on organizational belongingness of the eygss at
the Ministry of Industry, Trade and Tourism in tkimgdom of Bahrain.
5 Subsidiary hypothesis 4:

H1.4: There is a positive significant impact forafpcipation on organizational belongingness of the
employees at the Ministry of Industry, Trade andrigm in the Kingdom of Bahrain.

5 Main Hypothesis 2:

H2: There is a positive significant differencesatiglg to the impact of the administrative empowartme
(team works, independence, training and participdton organizational belongingness of the emplsyde
the Ministry of Industry, Trade and Tourism in tiengdom of Bahrain due to the demographics (gender,
age, qualification, years of experience and pasjtio

3.5Research Framework

IndependentVariable
Dependent Variable

Administrative

empowerment: -
5 * (
5 9" #
5 *

v

Ministry of Industry
Trade and Tourism,
Bahrain

Figure 1 (Research framework)
3.6 Population and sample of the research:

The researchers selected a simple random sampl21@)-of employees at the Ministry of Industry, dea
and Tourism in the Kingdom of Bahrain out of a pagon (470) employees. The sample provided
information through filling survey questionnairekiah is considered the core of data for this radear

3.7 Data collection:
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A five-point Likert scale was used to collect qumshaire survey as follows:

ELITE HALL PUBLISHING HOUSE

5

4

3

2

1

Strongly agree

Agree

Neutral

Disagree

Strongly grisa

A number of 212 questionnaires were circulated anital of 178 were collected. Two of them were
incomplete, so we discarded them. 176 were coraideith a response of 83%.
4. Research Findings and results:
4.1 Pearson correlation co-efficient:

Table (1) below shows that all correlation co-eéit as significant at the level of (0.01) whicklicates the

validity of the scale.

Table 1 Pearson correlation co-efficient

Statement | Correlation | Statement | Correlation | Statement | Correlation
co-efficient co-efficient co-efficient
1 0.444 21 0.492 41 0.589
2 0.287 22 0.569 42 0.485
3 0.259 23 0.500 43 0.571
4 0.380 24 0.406 44 0.242
5 0.093 25 0.590 45 0.431
6 0.377 26 0.520 46 0.459
7 0.269 27 0.315 47 0.500
8 0.376 28 0.527 48 0.492
9 0.405 29 0.306 49 0.216
10 0.161 30 0.535 50 0.326
11 0.677 31 0.588 51 0.589
12 0.401 32 0.479 52 0.485
13 0.233 33 0.505 53 0.571
14 0.583 34 0.331 54 0.463
15 0.526 35 0.305 55 0.435
16 0.569 36 0.360 56 0.649
17 0.541 37 0.647 57 0.545
18 0.633 38 0.459 58 0.653
19 0.523 39 0.451 59 0.345
20 0.341 40 0.478 60 0.674
95
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4.2 Reliability:

The data were analyzed using SPSS and statistisalts of Cronbach Alpha are as follows:
Table 2 Cronbach’s Alpha
Reliability

Dimensions Cronbach’s Alpha
Organizational belongingness variable 0.913
Administrative empowerment variable: 0.810

5 Team works (0.751)

5 Independence (0.841)

5 Training (0.831)

5 Participation (0.819)
Total 0.862

Table (2) indicates that the Cronbach’s Alpha i86Q. This result indicates a high level of internal
consistency for the research questionnaire.
4.3 Analysis of the demographic variables of the reseanh:
4.3.1 Gender variable:

Table 3 Distribution of the research sample accordig to gender

Variable Number Percentage
Males 63 35.8%
Females 113 64.2%
Total 176 100%

It is clear from the analysis of research samplgdyder (table 3) that the percentage of femalefmsst
twice that of males.

4.3.2 Age variable:

Table 4 Distribution of the research sample accordig to age

Variable Number Percentage
Less than 25 years 80 45.5%
25 and less than 45 years 88 50.0%
45 and less than 60 years 3 1.7%
60 years and above 5 2.8%
Total 176 100%

96

It can be seen from (table 4) that the ministryedtefs in its structure on youth category.
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4.3.3 Qualification variable:

Table 5 Distribution of the research sample accordig to qualification

ELITE HALL PUBLISHING HOUSE

Variable Number Percentage
High School and less 22 12.5%
Bachelor 108 61.4%
Master 44 25%
Doctorate 2 1.1%
Total 176 100%

Table (5) indicates that the ministry relies ondeo$ of university and post graduate qualification

4.3.4 Years of experience variable:

Table 6 Distribution of the research sample accordig to years of experience

Variable Number Percentage
Less than 5 years 13 7.4%
5-10 years 37 21%
11 — 19 years 88 50%
20 years and above 38 21.6%
Total 176 100%

Table (6) reveals that most of the ministry’s engpkess range in experience between 10 — 20 years.

4.3.5 Position variable:

Table 7 Distribution of the research sample accordig to position

Variable Number Percentage
Employee 115 65.3%
Director 45 25.6%
Head of Division 11 6.3%
Director of department 5 2.8%
Total 176 100%

Table (7) shows that the majority of the sample imers were employees.

4.4 Analysis of answers to the questionnaire variable:
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Table 8 Analysis of the research sample answers tiee questionnaire variable administrative
empowerment, team works.

Sr. Statement Mean | Standard | Mean
Deviation | Interpretation
1 The administration pays great attention | 881 | 0.980 Agree

forming team employees to accomplish tasks
quickly and professionally.

2 The team works are an opportunity to preseni3 | 0.714 Agree
new ideas for departments.
3 The team works highlight the ministry’s ability t3.88 | 0.735 Agree

achieve harmony between employees from a
variety of cultural background.

4 Teams have the ability to achieve the goals (&84 | 0.836 Agree
tasks assigned to them with minimal time and
effort.

5 The management depends on the capabilities3018 | 0.967 Agree

the team works to deal with challenges facing|the
organization.

6 The ministry is team works provide a variety| 884 | 0.808 Agree
solutions to the problems encountered

7 The ministry’'s team works contribute [t8.93 | 0.855 Agree
emphasizing cooperative work and distributjng
tasks.

8 The team works in the ministry reflect the cwétuB.77 | 0.916 Agree

of planning. Each member has its specific tgsks
and everyone works according to predetermined
plans by the higher management and everyone
agrees to them.

9 Ministry team works show multiple intelligenc&.72 | 0.785 Agree
to their members
10 Creativity and innovation in performance is 863 | 1.011 Agree

main focus for the performance of the teams that
the ministry relies on.
Total 3.84 | 0.861 Agree

Results of table (8) show that the general ave@fgthe variable (Administrative empowerment, team
works_ reached (3.84) which shows that the opinmfithe research sample were positive relatinghite t
dimension.

Table 9 Analysis of the research sample answerstite questionnaire variable (Administrative
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empowerment, independence)
Sr. Statement Mean | Standard | Mean
Deviation | Interpretation

11 The administration gives and opportunity [f&14 | 1.110 Neutral
employees to make decisions independently

12 Management believes in self-censorship instdad3@2 | 1.009 Neutral
direct supervision.

13 Employees have great confidence in their abibty3.60 | 0.934 Agree
deal with the practical challenge facing them.

14 Management provides employees with sufficighBl | 0.968 Neutral
opportunities to make important decisions |to
accomplish tasks.
15 The administration does not exercise its authami| 3.31 | 0.968 Neutral
matters that it delegated to employees during| the
authorization period.

16 The administration trusts the employees abiiity 3.69 | 0.887 Agree
carry out the tasks assigned to them

17 The administration grants employees the freetton8.41 | 1.055 Neutral
dispose of performance in the tasks assigned to
them.

18 Employees make decisions related to the ta8K33 | 1.108 Neutral

assigned to them without feeling that they are unde
any pressure from management.

19 The administration gives employees enough sjpac8.78 | 0.843 Agree
consult with them or their colleagues before making
critical decisions.

20 There is always another opportunity for empleye&80 | 0.844 Agree
to correct their decisions that they don’t trusatth
will enable them to achieve goals.
Total 3.49 |0.974 Neutral

Results displayed in table (9) show that the gdreararage of the variable (Administrative empowentne
independence) reached (3.49), which shows thappiréons of the research sample were moderatei®f th
dimension.

Table 10 Analysis of the research sample answerstite questionnaire variable (Administrative
empowerment, training)

Sr. Statement Mean | Standard | Mean

Deviation | Interpretation
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21 The administrative provides various train|ir§64 | 1.086 Agree
courses to suit the training needs of employees in
order to develop their skills.

22 The administration pays great attention| 831 | 1.160 Neutral
research and studies in order to develop
employees.

23 The administration encourages employees 3t61 | 0.991 Agree
exchange experiences with each other thrqugh
training.

24 The administration provides on-the-job argl78 | 1.037 Agree
off-job training courses

25 The most recent training strategies and teclesig8.45 | 1.084 Neutral

are employed in providing employees with varjed
knowledge and new skills.

26 There is an approach of management to turn|i@t89 | 1.180 Neutral
an educational organization through training and
knowledge transfer

27 There is great interest in developing add6l | 1.047 Agree
improving the performance of human resources
management.

28 E-training is employed, so employees recei8€0 | 1.200 Neutral

training materials while they are in their offige,
which contributes to saving time and effort.

29 Peer learning and active learning are the m8<i6 | 0.966 Agree
prominent training strategies used with
employees.

30 The training content is provided by agreement367 | 1.006 Agree

the trainers and the trainees, so that the traiping
process reflects the actual needs of the trainees.
Total 3.52 | 1.076 Agree

Results presented in table (10) show that the géaserage of the variable (Administrative empowemnin
training) reached (3.52), which shows that the iopis of the research sample were positive relgbniipis
dimension.

Table 11 analysis of the research sample answerstte questionnaire variable (Administrative
empowerment, participation)
Sr. Statement Mean | Standard | Mean
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Deviation | Interpretation

31 The administration pays great attention to mgjdi3.64 | 1.138 Agree
meetings with employees formally of informally.

32 Employees can easily meet officials and dis¢880 | 0.934 Agree
with them work situations.

33 The important information is effectively share@l70 | 0.999 Agree

between the different departments whjch
contributes to the end of the work procedures in
an immediate and very effective way.

34 The administration announces the information3ib7 | 1.012 Agree
has available that contributes to dealing with
challenges.

35 Employees can discuss all matters wiB66 | 0.983 Agree
management to arrive to correct decisions in|the
field of work.

36 There is an effective system that provid859 | 1.060 Agree

information quickly to decision makers.

37 The administration has great confidence| 341 | 1.168 Neutral
employees in such a way that it shares with them
important information.
38 There is a high level technological infrastruetu3.47 | 1.094 Neutral
that contributes to the easy access to all|the
information | need.

39 The administration adopts an information systéhv3 | 0.884 Agree
that maintains the confidentiality of the
information that is shared between individuals
and management.
40 The annual reports issued by the administrat®82 | 0.869 Agree
contain all the information of interest to internal
and external stakeholders.
Total 3.64 | 1.017 Agree

Results table (11) show that the general averagieeofariable (Administrative empowerment, parttipn)
reached (3.64), which shows that the opinions & tbsearch sample were positive relating to this
dimension.
Table 12 Analysis of the research sample answerstite questionnaire variable (Organizational
belongingness)
Sr. Statement Mean | Standard | Mean
Deviation | Interpretation
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1 | feel proud of being one of the employees at|#h®2 | 0.91 Agree
Ministry of Industry, Trade and Tourism

2 | adopt the ministry’s mission and vision 4.0 79D. Agree

3 The Ministry of Industry, Trade and Tourism|i4.08 | 0.81 Agree
an important part of career.

4 I am interested in the success of the ministry4r89 | 0.74 Agree
carrying out its job

5 | always keep the reputation of the ministry. 84.3 0.80 Agree

6 I am willing to do more at work if asked. 4.30 840. Agree

7 | feel proud when | talk to others about mu wpk15 | 0.83 Agree
at the Ministry of Industry, Trade and Tourism.

8 | show my full commitment to the ministry|s4.23 | 0.80 Agree
values and culture.

9 | consider my work in the ministry as |4.14 | 0.88 Agree
decoration on my chest.

10 | preserve the Ministry’s properties as | mamia4.49 | 0.63 Agree
my private properties.

11 | agree to the ministry’s policies regarding | 3.98 | 0.94 Agree
employees

12 | am not thinking of leaving my job in th 3.95 | 1.07 Agree
ministry.

13 The ministry deserves sincerity in work. 431 |0.74 Agree

14 | feel happy while in the ministry. 4.03 |0.78 Agree

15 | feel job security and stability in the job in t| 4.05 | 0.84 Agree
ministry

16 | feel that my work in the ministry fulfills my 3.60 | 1.06 Agree
career ambition

17 | don't mind staying at work after the end | 3.90 | 0.86 Agree
working hours, if the conditions of work requi
it

18 | consider my job in the ministry the bg 3.57 | 1.04 Agree
opportunity offered to me

19 | am ready to do volunteer work for the ministry 3.99 | 0.93 Agree

20 | am glad to finish my career among the pillarg 3.74 | 1.13 Agree
the ministry

Total 4.07 |0.87 Agree

Results of table (12) show that the general aveddgbe variable (organizational belongingnessytheal
(4.07), which shows that the opinions of the reseaample were positive relating to this variable.
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4.5Testing research hypotheses:

To make sure that the main hypothesis (1) is corf€bere is a positive significant impact for the
administrative empowerment (Team works, indepengletr@ining and participation) on organizational
belongingness of employees at the Ministry of IndusTrade and Tourism in the Kingdom of Bahrain”,
simple linear regression analysis is used (refetabdes 13, 14, 15 and 16) where the results shbers
following:

Table 13 Linear regression analysis (teamwork)
Model F Adjusted R? Beta P. Value (Beta)
27.40 0.203 0.274 0.00

Table 14 Linear regression analysis (independence)
Model F Adjusted R? Beta P. Value (Beta)
16.70 0.115 0.115 0.019

Table 15 Linear regression analysis (training)
Model F Adjusted R? Beta P. Value (Beta)
11.40 0.060 0.008 0.011

Table 16 Linear regression analysis (participation)
Model F Adjusted R? Beta P. Value (Beta)
10.71 0.045 0.158 0.017

According to the results presented above in tab® 14, 15, 16), the main hypothesis (1) is acakpte
addition, results of the main hypothesis (2), “Ehira positive significant differences relatinghie impact

of administrative empowerment (teamwork, indeperderiraining and participation) on organizational
belongingness of employees at the Ministry of Itdusrade and Tourism in the Kingdom of Bahrairedu
to the demographics (gender, age, qualificatioaryef experience and position), showed that thezeno
statistically significant differences at the levef (0.05) relating to the demographic (gender, age,
gualification, years of experience and position).

5. Concluding Comments:

5 The Ministry of Industry, Trade and Tourism in tkengdom of Bahrain carries out empowerment
operations with high efficiency.

5 The Ministry of Industry, Trade and Tourism in tkimgdom of Bahrain relies on team works in all
its departments and divisions.
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The team works in the ministry in question are fag importance, as they contribute to finding
creative solutions to various problems.

The culture of planning in the ministry in questiareflected through administrative empowerment
practices.

The ministry in question emphasizes the importaicgharing data and information with employees
at all levels, which is evident through the anmeglorts of the ministry and through the mechanisms
that follow them in the dissemination and preseovatf information.

The technological information sharing and transmarsgolicy, among the departments, contribute to
empowering employees in the ministry in question.

Staff training and applied training policies plasominent roles in increasing the effectiveness of
employees’ empowerment as training has become arrpajt of the ministry’s culture and has a
direct impact on administrative empowerment.

The ministry in question focuses on granting em@ésy significant autonomy in decision-making
and participating in it with senior management, khéndependence is the most prominent
component and pillar of staff empowerment in thaistry.

The independence granted to employees contributesndreasing their self-confidence and
improving their affiliation with the ministry.

The employees at the ministry in question showgh level of organizational affiliation, which is
evident in their association with the ministry atigbir desire to continue working with it until
reaching the retirement stage.

The organizational affiliation of the employeedlie ministry in question is reflected in their desi
to improve organizational performance and achiegamizational goals.

The organizational affiliation of the employeestlie ministry in question is related to each of the
team works and the independent granted to them traming policy and the participation policy
used in the ministry.

Recommendations:

In the light of conclusions formulated, the follogirecommendation were proposed:

The need to benefit from the experience of mirgstrand other institutions in administrative
empowerment operations, especially foreign institig that have previous experience in improving
the effectiveness of administrative empowerment.

The necessity of employing the latest strategiebuifding teamworks to form teams that possess
various intelligence, competencies and skills tt@itribute to creating innovative solutions to the
challenges facing the ministry.

It is important to give employees training coursasincreasing the effectiveness of independence in
making decisions.
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It is necessary to encourage employees to make gemaf their mandate to make decisions in real
time without recourse to leadership.

The need to pay more attention to the subject séarch that contributes to the development of
employees.

The need to pay attention to the issue of becormmgducational organization though training and
knowledge transfer.

The need to focus on employing eOtraining effetyive the ministry, so that employees can receive
training while they are in their office, thus cabtrting to saving time and efforts.

The importance of employing training strategies tewhniques in providing employees with varied

knowledge and new skills.
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ABSTRACT

Perception of users in e-government services ignatanteed. This study investigated users’ peert
satisfaction about e-government service qualitytanoperations. The survey method was used toatolle
primary data from 412 users of electronic tax opena. Data was analyzed statistically using congmbn
factor analysis to confirm the latent variables.e Téheveloped hypotheses were tested using structural
equation modeling. Findings indicate that two eegowment service quality dimensions (one stop servic
and interactive service quality) had positive dffenn improving users’ perception on e-government
satisfaction; however, one stop service variable wsignificant. Moreover, it was found that a donst for
fear of system security matters had a negativeeffie users’ satisfaction as proposed, unfortupatetas
insignificant. The study provides important insglin e-government service quality useful to several
stakeholders including public administrators fasger improvements of public electronic operations.

Keywords: E-government service quality, user satisfaction

BACKGROUND
Electronic government (e-government) is relevanpravision of information to users in cost effeetiv
manner (Idoughi & Abdelhakim, 2018), and governmsented to encourage frequent use of public
electronic services (e-services) by citizens (Ysdtss important, therefore, to satisfy users dnsuring
re-use for the success of e-government servicesvidw of the meaning, e-government has several
definitions (Soledad & Javier, 2018). World Bar#015) defines e-government as the use of Informatio
and Communication Technology (ICT) such as therimieand mobile services by government agencies to
transform relationships with citizens, business,wadl as other government organs for the purpose of
improving delivery of services. E-services in tgxemtions are among e-government operations tleat ar
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regarded most successful and important to bothrsu@axpayers) and revenue administrators. The
importance of e-government in tax activities indudnhancement of efficiency, lowering cost of tax
operations as well as ensuring convenience in tipas (Shareef, Kumar, Kumar & Dwivedi, 2011,
Schaupp and Carter, 2009; Karkin & Janssen, 20Ddpite the success experience of e-government
operations, perception of users is compromisedtduew usability, access and participation (Ishengp
Mselle & Mongi, 2019; Lupilya & Jung, 2015; Unit&kpublic of Tanzania, 2016; United Nations, 2016).

Moreover, the perception of users for their satisfe especially for mandatory e-government sesvise
not guaranteed since authors provide different mbsiens (Anwer, Esichaikul, Rehman & Anjum, 2016;
Chopra & Rajan, 2016; Islam, Yusuf, Yusoff & Joha2D12; Fan & Yang, 2015). It was, therefore,
necessary to know factors affecting user satisiadnd develop a new e-government framework irtiogla

to this need. Thus, this study considered two itbors the Information System (IS) success modeldbe

& McLean, 2003), that is, user satisfaction andviser quality. The study under review assumes that
Tanzania electronic tax operations (such as egfilexpayment of tax and use of developed electron&
stop service) might be successful if the factoes thfluence user satisfaction in tax operationglatde of
concern for the betterment of e-government implaatem. This study, therefore, assessed user aetiish

in terms of e-government service quality (one ssapvice, interactive service quality and how users
perceive on the fear of system security mattersle Tesults of this assessment are useful to public
organizations especially tax practitioners, poliogakers, academicians and researchers as they @rovid
relevant inputs for improving e-government services

Theoretical Framework

Two study variables (service quality and user &attfon) are informed by the DeLone and McLean @00
IS success model. Service quality is the degreehich the service is delivered to best meet custsme
needs in relation to the support of the organimahiandling the system (DeLone& MclLean, 2003). la th
study under review, service quality has been erpthiby three variables, namely, quality of intaxect
services, one stop service users receive and se@amcerns. Service quality was chosen becauge it
among important factors that can influence usesstction because of the accuracy, timelinessyedisas
reliability of the responses to requested serviteskatesh, Thong & Xu, 2012; Chen, Jubilado, Cagm

& Yen, 2015). User satisfaction in the other hasithie extent to which a user perceives that thevétlable
meets his information requirements. User satisfaciis relevant for continual usage and success of
e-government (Alawneh, Al-Refai & Batiha, 2013).

DeLone and McLean (2003) IS success model, usefudforming IS success like user satisfaction, was
developed by modifying the DeLone and McLean (198B)jch faced criticisms due to interpretation of
different variables (check for instance, Seddon/)}9%he model suggests that system quality, inféiona
guality and service quality have a direct relatfopswith use or intention to use and user satigfacthe

net benefits can be derived after the use/intertbionse as well as satisfaction by users. Thereseveral
extended and improved works basing on the DeLownkeMelLean (2003) IS success model. Some authors
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apply few variables in the model; others modify it their researches’ circumstances. For instance,
variables including adaptability (to accommodatevnehanges); and perceived value of IT have been
proposed. Studies (such as those of Seen, Rousgesusont, 2007; Chae, 2007; Kutlu and Alkaya, 2015
as well as Gable, Sedera and Chan, 2008) addre#sondl variables useful for IS success. The aqurre
study has applied few variables, suggesting othenbles be applied in future researches of sinmédaure
since one cannot research every aspect (Perry).1998

Other Related Works

This study reviewed empirical works for the threedictor constructs (interactive service qualitye stop
service, as well as fear on security matters)akptained e-government service quality and usésfaation

(a criterion variable). Users expect some level safisfaction while dealing electronically (Pappas,
Kourouthanassis, Mikalef & Giannakos, 2018; Fan ¥ag, 2015; Karkin & Janssen, 2014; Carter, Shaupp
Hobbs & Campbell, 2011). A study by Veeramootoo,nkho and Dwivedie (2018) observed ‘user
satisfaction’ as an important item for continue gesaf the system. Other factors (such as perceived
usefulness) have been suggested to mediate thmmslaps found between the IS quality dimensiond a
trust (opposed to fear on security matters) fortesys continue usage. However, user satisfaction is
commented as an important factor for e-governmantess in service quality, perceived usefulness and
many others (Idoughi & Abdelhakim, 2018). Carsdral (2011) integrated technology adoption factors
commented by the unified theory of acceptance aedafi technology (UTAUT) with users’ perceptions on
efficacy, security as well as trust to evaluatertile of the users’ perceptions in tax electromio/iges. One

of the findings indicates that perceived securiiptool with UTAUT factors have a significant impam
taxpayers' satisfaction (intentions) to e-file thex returns.

Additionally, in reviewing quality and trust factofor IS success, Pappeisal (2018) showed none of the
factors can be sufficient alone, suggesting IS iguéhctors be merged with trust factors. Fan arshg’
(2015) opined that information clarity, system sé@gwand stability, interactive services as well‘ase-stop”
services are significant factors for users (puldefisfaction. To achieve users satisfaction ansut®ess in
general, Anweet al (2016) insisted on services availability on npli&ichannels, citizen-centric features,
process performance, skills divide, awareness mmdtion security and transaction security. Lupigrd
Jung (2015) opined on technology reliability. Otissues include updated, responsiveness and faaditio
service quality, access as well as usability, geiop of service and customization (Islagh al, 2012;
United Republic of Tanzania, 2016; Ishengoetaal, 2019). Conversely, empirical literature review
revealed some peculiar results. For instance, @hapd Rajan (2016) showed no significant effect of
e-services quality on satisfaction. Gupta, Dasgaypich Gupta (2008) indicated low levels of significe.
According to Islamet al. (2012) service quality (in terms of reliability agrilexibility) did not show any
influence on user satisfaction; also, customizagiod flexibility could show weak relationshipue to such
observations, there was a need to further invdstiga users’ perception on e-government servicditgqua
for their satisfaction and develop a new framewrkneet this requirement. Issues related to integra
and availability of e-services were mapped intce'stop service’ variable; other matters includisatisfied
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results’ grouped into ‘interactive service qualitwhile trust or system security concerns clusterethe
variable ‘fear on system security’. Variable measuare presented in Table 1. Thus, the developed
hypotheses were:

Hi: One stop service has a direct influence on wsésfaction.

H,: Fear on system security matters has an indindicieince on user satisfaction.

Hs: Interactive service quality has a direct influermmn user satisfaction.

METHODOLOGY

This research is purely quantitative. Quantitatypproach was preferred because the study is deduanti
nature requiring testing how e-government servigality affects user satisfaction by narrowing ticepe

for generalization purposes (Gill & Johnson, 201B)imary data (described in Table 1) and other
respondents’ demographic characteristics were atelieby questionnaire technique. Measures of trast
used in the questionnaire were adapted from Fanyand (2015). This questionnaire was also checked b
experts before using it. Questions were developea five-point Likert type scale, ranging from trgsgly
disagree) to 5 (strongly agree). The field area WaasCenters of Temeke, llala and Kinondoni Dis¢riof
Dar es Salaam region as most of information teagyinitiatives are developed in Dar es Salaam. A
convenient sampling was done focusing 500 respdadeam different groups of age, sex and organirati
types. Thus a sample included tax practitionetschvare taxpayers and few Tanzania Revenue Ayhori
(TRA) employees as they are the ones using e-gmamhsystems for tax operations.

Out of 500 distributed questionnaires, 412 (82%)reweeturned and used for analysis. The used
questionnaires were the retained ones after daticlg process which was performed by first, enguri
guestionnaires are completely filled; consequemtihcompassing items without missing values. Thaltres
on response rate is far above minimum requiremem&fructural Equation Modeling (SEM) tool, that is
200. Preliminary analysis started by coding (Tablehe items to minimize errors (Saunders, Lewis, &
Thornhill, 2012). Data was then entered into Stiaas Package for Social Sciences (SPSS) and Aisabfs
Moment’s Structures (AMOS) version 20. Other dgsoré analyses indicated respondents’ charactesisti
Before conducting Confirmatory Factor Analysis (GF#e study conducted a reliability test by use of
Cronbach alpha measure — taking into account vabese 0.7 for each latent variable. Using CFAadat
was tested for validity, normality and multi-coliarity issues. These tests were done to reduceuneeasnt
errors (Hair, Black, Babin, & Anderson, 2010). Téardeveloped hypotheses were tested using SEM due to
presence of latent (unobserved) variables expldiydield observed variables.

Table 1: Measures of the Study Variables

Variable Code [(Study mapped as a measure of:)

User USAT1 |Clear and easy instructions
satisfaction | USAT2 |Quick information finding

USAT3 |Display of relevant information

USAT4 |Information properly detailed
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USATS |Ability to convey trust
USAT6 |Services clear and easy to follow

USAT7 |Effective search engine

Security SECU1 |Data use for intended reasons

(fear of| SECU2 |Users’ privacy protected

security SECUS3 [Secure user name and password

matters) | secua4 [only necessary personal data for authenticatior]

SECUS [Data stored securely

SECUG [Systems protection against unauthorized accesp

SECUY7 [Users’ privacy protection settings

SECUS |Information not disclosed

Interactive | ISERQ1[Channels reply on time

service ISERQ2|Channels answer questions
quality ISERQ3|Informing new records

ISERQ4|Websites have real time communication channgls

ISERQ5|Provision of personalized customer service

ISERQ6|Transactions completed with time
ISERQ7[Satisfied results

One  stog OSSE1 | Logging in on one portal
service OSSE2 | Systems integrated
OSSE3 | Success in the first request

OSSE4 | Availability of e-services

OSSES5 | Services provided in time
OSSES6 | Quick download of pages

SourceAdapted from Fan and Yang (2015)

RESEARCH FINDINGS

Descriptive Statistics

Descriptive statistics on demographic data inditldée majority of users of the tax electronic seegi were
male; a sample was dominated by respondents wii04ge group; and more than 90% of the respondents
were working with business oriented organizatiditeese categories were included because sometimgs th
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might have influence in user satisfaction (Venkatédorris, Davis, & Davis, 2003; llias, Mohd, & Mdh
2009); thus, it was observed that the sample wasnuch biased (Table 2) according to the investigat
respondents (tax practitioners or e-governmentsyiseno operate formalized businesses that wereded

in the sample.
Table 2: Demographic Profile
Category Dimension, frequency and percentage
Sex Male: Female:
311 (75.5%) 101 (24.5)
Age 20 - 35 Years: 36 — 50| Above 50:
94 (22.8%) Years: 74 (18.0%)
244 (59.3%)
Background | Business Tax related: | Others (Such as law and
oriented: 112 (27.2%)| ICT):
219 (53.2%) 81 (19.7%)

Source: Research data

Reliability Measure

Reliability of the scale was confirmed through Gyaoh’s Alpha test. Hagt al. (2010) argue that Cronbach
alpha values of 0.7 or above indicate instrumelibgity (Table 3). All four latent variables ha@ronbach
alpha values above 0.7. These findings were acttiafter removal of one item (OSSE1 — logging in one
portal) from the variable one stop service

Table 3: Reliability Measure

Construct Number of Items | Cronbach Alpha Value
Users’ satisfaction 7 0.730
Security 8 0.968
Integrated service quality 7 0.756
One stop service 5 0.870

Source: Research data

Model Fit

Using CFA, fit indices determined whether the maodas fit for interpretation or not. Not all fit ifes are
reported as Haiet al (2010) advise at least one fit index from eadegary of absolute, incremental and
parsimonious fit indices to be sufficient for modiel Accordingly, chi-square per degree of freedpffor)
from parsimonious fit category; Comparative Fit drd(CFI) under incremental fit indices; and thet las
group, absolute fit indices category included Gasdnof Fit Index (GFI) as well as Root Mean Square
Error of Approximation (RMSEA) were reported forighstudy. Findings indicate &/pr value of 3.052
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which is acceptable, that is, less than 4; GFI9iD.and CFI = 0.938 both with recommended valueatgr
than 0.9; and the RMSEA = 0.071 below minimum thotd of 0.08(Hair, Black, Babin, & Anderson, 2010;
Awang, 2012; Bryne, 2010). These indices were rathiafter deletion of some items having low factor
loadings from each of the study variables. USAR Bnd 6 were removed from user satisfaction vagjabl
SECU 2, 6, 7 and 8 from security variable; ISER@ Bnd 7 from integrated service quality varialale;
well as one item — OSSE 3 from a one stop senaciable.

Data Validity
Measurement model factor loadings were used todegst validity (Table 4). A factor loading is a rmeee
of how a variable contributes to a factor. Highdio@s are desirable as they signify convergentditgli
Findings indicate that all factor loadings wereeptable, that is, above 0.5 (Hair, Black, BabirA&derson,
2010; Chau, 1997; Awang, 2012).

Table 4: Factor Loadings and VIF Test

E:zrge Description Factor Loadings (Estimate) Square Estimate (VIF
USAT3  <--- User Satisfaction .519 .269
USAT4 <--- User Satisfaction .538 .289
USATS <--- User Satisfaction .600 .360
USAT7 <--- User Satisfaction .596 .355
SECU1  <--- Security .880 q74
SECU3  <--- Security .866 .750
SECU4  <--- Security 919 .845
SECU5  <--- Security .908 .824
ISERQ2 <--- Integrated Serv Quality 537 .288
ISERQ3 <--- Integrated Serv Quality .598 .598
ISERQ4 <--- Integrated Serv Quality .628 .358
ISERQ5 <--- Integrated Serv Quality 735 .540
OSSE2 <--- One Stop Service 122 521
OSSE4 <--- One Stop Service 747 .558
OSSES <--- One Stop Service .743 .552
OSSEG6 <--- One Stop Service 779 .607
Total - Variance Inflation Factors (VIF) column 881
Average VIF 0.531

Source: Data analysis

Results on Tests for SEM Assumptions
SEM assumptions’ tests on multicollinearity andmality of data are shown in Figure 1 and Tablei§ufe
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1 provides results on the variables’ correlatiomsrhulticollinearity test. Findings show that thevere no
multicollinearity problems, as all correlations\Wween predictor variables were low. Thus, the sfudfilled

the discriminant validity as correlation betweemdctor variables did not exceed 0.85 (Awang, 2012)
Further supplementary test on average variancatiofl factor signify the same (Table 4, average VIF
exceeding 0.5). Likewise, normality test was obsdrusing skewness measure (Table 5). In additien, t
study used maximum likelihood estimation because known that the use of AMOS in SEM is robust to
skewness and kurtosis to decide if data was noynthditributed (Awang, 2012; Hair, Black, Babin, &
Anderson, 2010; Bryne, 2010). The maximum likelithde mostly used in SEM because it overcomes
problems that might arise due to violation of nditpassumptions. Yet, there are no clear-cut dinés on

the degree of non-normality. Kline (2011) advocatieat if studies view skewness above 3, it would be
extremely non-normal. The study findings indicatattskewness values were acceptable since all were
below 1.5.

Table 5: Normality Test

Variable | Skewness
OSSE6 1.449
OSSE>5 1.094
OSSE4 1.325
OSSE?2 1.245
ISERQ5 0.943
ISERQ4 1.153
ISERQ3 0.798
ISERQ2 1.223
SECUS 0.672
SECU4 0.727
SECU3 0.652
SECU1 0.731
USAT7 0.958
USATS 1.002
USAT4 1.139
USAT3 1.183
Source: Data analysis

Results on Hypotheses Testing

SEM analysis was used to test the developed hypeshéhrough a structural model (Figure 1). Using
SPSS — AMOS version 20, SEM results indicate thstractural model was fit for interpretation purpss
Fit indices on the structural model show?4y value of 3.052, GFI = 0.917, CFI = 0.938 and RMSEA
0.071- all within suggested values (Hair, BlackbBa &Anderson, 2010; Awang, 2012; Bryne, 2010)teAf
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being satisfied with the fit indices on the struatumodel, the study interpreted the hypothesesntes
results. The results on hypotheses testing showinkeractive service quality construct had a digant

positive effect on users’ perception on e-governisatisfaction; one stop service variable had aso
positive effect on users’ satisfaction, but insiigaintly related. Moreover, it was found that systeecurity
had a negative insignificant effect on users’ $atigon (Table 6).

Table 6: Hypotheses Testing

Relationship Probability |Hypothesis Number
User <-- _ Hi
_ _ One Stop Service 0.258
Satisfaction -
User <-- _ H>
_ _ Security 0.079
Satisfaction -
User <-- Integrated Service ex Hs
Satisfaction -  Quality
*** = probability value less than 0.001
Source: Data analysis
Figure 1: Structural Model of the Study
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DISCUSSION, CONCLUSION AND RECOMMENDATIONS

Low levels of adoption, use, access as well asilityabf the government electronic services (Yonazi, 2013;
United Nations, 2016; Ishengonet al, 2019) reflect user satisfaction problenihis study assessed
e-government service quality (interactive serviaalify; perception on fair about system securityd @ne
stop service) on users’ satisfaction as authorsigeodifferent results. It was found that interaetservice
guality seems to be an important factor for useagisfaction because it was positive and signifigan
related to users’ satisfaction. These results amteothe need for “channels to answer users’ questio
“new records informed”; “real time for communicatip and “personalized customer services” measused a
ISERQ2, ISERQ3, ISERQ4 and IRERQ5. Moreover, tliegings conform to those of the previous studies
(such as Fan and Yang, 2015 as well as Aretaal, 2016). Fan and Yang (2015) show the relevance of
information clarity and Anweet al (2016) posit on availability of services and msg performance
(important service quality dimensions) for useiis§attion. The results indicate further that fearsystem
security had a negative relationship with useristection as proposed, but insignificant; whileeostop
service had a positive insignificant effect. Thpseuliar results could be due to low awareness subgect
matter and low familiarity to new operations of @tep service. Nevertheless, the study contribitdbe
body of knowledge on service quality especially #government projects by putting emphasis on
interactive service quality and not “fear on systeecurity” as well as “one stop service” whiclment
studies advocate.

In addition, this study expands theoretically tm®wledge on e-government by validating the relaton
between user satisfaction and service qualitygiims of interactive service quality) one of the De& and
McLean (2003) IS success model variables. Moreaveeveloped framework can be helpful in enhancing
user satisfaction for e-government implementatiotivdies. Furthermore, study’s scale items aréalaé
and valid to be applied in other similar studiesr Fhstance, the developed model of user satisiadti
government institution (Figure 1) can be testedgi$bngitudinal data to observe its response irftigre.
Conversely, the study has practical implicationsattministrators in government organs (such as tax
administrators) and policy makers as it informs user satisfaction inputs. The results are useful to
e-government practitioners to realize user satisfadactors and give attention in enhancing satisbn for

the system usage. Policies can be modified to theitneeds as well as further efforts be devoted in
enhancing interactive service quality for improvexgovernment services (refer Table 1 scale itarb as
emphasis in real time communication and informiegvmecords). The inputs of the study are also lisefu
academicians and researchers in their daily aietsvéspecially in the area of e-government.

Finally, as e-government requires awareness ofriafters and given ICT infancy stage in Tanzaniatdue
cultural background; the study observed insignificaesults for H and H on fear of system security and
one stop service. Regardless of the low familiantyCT for the sampled respondents, the tax systara
mandatory. Low familiarity can be associated byergdntroduced activities in the tax systems like bne
stop service. The observed results, therefore, esigturther debates in different situations. Beside
according to the scope (Perry, 1998) of the stathgr remaining variables in the IS success mailel as
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“use”), can be looked at. Additionally, just threenstructs (interactive service quality, one steqvise and
system security fear) were assessed, probablysosieuld take time to identify other variables vatd for
user satisfaction in e-government operations.
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ROLE OF ORGANIZATIONAL CULTURE IN PROMOTING

PROFESSIONALISM

Dr. Radhika Kapur

Abstract

The main objective of this research paper is tatifiethe role of organizational culture in promuji
professionalism. In order to make sure that orgdimal culture renders an effectual contribution i
enhancing professionalism, it is necessary foirideviduals to bring about effectual transformapmake
use of technologies and innovative methods, comcatmieffectively and inculcate the traits of difige,
resourcefulness and conscientiousness. In varimanizations and educational institutions, it ipaent
that individuals need to possess the required ¢idned qualifications and competencies to carry thadr
job duties well. Apart from these, it is essenttalthem to augment professionalism. The individuaged
to be professional in the implementation of taskd activities and particularly in dealing with otbe
Through organizational culture, the individuals chée generate awareness in terms of values, morals,
principles and ethics. The inculcation of thesétdrare regarded as indispensable for the indivedtm
achieve personal and professional goals and fofettefe terms and relationships with each othere Th
main areas that have been taken into account snréfsiearch paper include, significance of orgaiozat
culture, dimensions of organizational culture, aspef organizational culture, and measures to aver
organizational culture.
Keywords: Adult Learners, Communication, Knowledge, Orgamaret! Culture, Values

Organizational culture is referred to the set adired assumptions, values and beliefs, which make
provision of efficient knowledge and understandiaghe individuals regarding how to conduct themss|
within their workplace. These shared assumptiong hea strong impact upon the individuals within the
organization and influence their conduct, attitudes the performance of job duties. The individuzs
perform their job duties in a well-organized mannédren they have an appropriate understanding degar
the organizational culture. Through organizatioodture, the individuals can identify their problerand
areas, which need to be improved. The organizdtionfiure of educational institutions enables the
individuals to understand, formulate measures amtiples, behaviour, expectations, norms, andepast
which would help the individuals to achieve highideperformance. The organizational culture proside
sense of identity to the individuals, increasertilemmitment, reinforces organizational values sed/es
as a control mechanism for shaping behaviourabkt(&gumar, 2018).

A good organizational culture needs to includent®and values supportive of excellence, teamwork,
profitability, honesty, superiority, quality, moitgland ethics (Efeoglu, Universitesi, & Ulum, 2Q01When
the members of the educational institutions accarefficient understanding in terms of these aspéoey
are able to identify organizational culture. Orgarional culture is represented as a remedy toigkov
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solutions to any types of problems and bringingualimprovements. The organizational culture of the
educational institutions on the whole are char&gdrby various aspects, such as, educational ,goals
individuals collaborate and work in integration hieach other, making provision of equal rights and
opportunities to all the members, implementing @ffe teaching-learning methods and instructional
strategies, providing rewards and incentives, degdion of competitions, workshops and seminars,
promoting teamwork, promoting discipline, implenaidn morality and ethics and focusing upon
improving knowledge, competencies, and professismal Positive organizational culture generates
awareness among individuals that they need to bavlenigeable, competent and professional, partigular
within the workplace.

Significance of Organizational Culture

Organizational culture is referred to the patiefrshared assumptions that the group learns adviecs
its problems of adaptation and internal integratibnese have worked well enough to be consideréd va
and therefore, to be taught to new members aspppriate way to think, perceive and provide sohs
to problems (Pandya, n.d.). When the members oédueational institutions meet each other, theydriee
wish. It is the duty of the subordinates to wishitlsuperiors and students too are taught that tieey to
wish their professors, heads and other staff mesnlvenen they meet them. Hence, wishing is one @f th
important aspects of organizational culture. WHesrd are organization of workshops or seminars) ¢he
prayer ceremony is performed, before initiating eamwtivities. Therefore, the performance of prayer
ceremony is regarded as an important aspect thpictdeorganizational culture of the educational
institutions.

The formulation of measures, programs, and appesadepict organizational culture. The ways the
individuals are implementing to carry out tasks &muctions depict organizational culture. Orgarizadl
culture is transferred from generation to genena#ind is learnt by members from their superiorss the
job of the educators to make provision of adequatenvledge and information to the students in teahs
organizational culture. The management of resoureging of decisions, implementing teaching-leagni
methods and instructional strategies, bringing alyprovements in infrastructure, resources, anmemit
and overall environmental conditions and makingvigion of equal rights and opportunities to all ners
are regarded as important factors that depict azgdanal culture. Apart from implementation of ihpb
duties, it is vital for the members to augment rth@nderstanding in terms of organizational culture.
Attaining efficient understanding in terms of orgational culture will enable the individuals tohéeve
personal as well as professional goals.

Dimensions of Organizational Culture

The dimensions of organizational culture have bstted as follows: (Chapter — IV. Conceptual
Framework, n.d.).

A Humanistic/Helpful Culture — A humanistic or p&ll culture is the one that focuses upon possgssin
a humanistic attitude and helpful nature. The memlage supportive towards each other. They possess
constructive viewpoints and share their ideas amgiestions with each other. The members possess an
approachable nature and look forward towards mafiogision of support and assistance to each other.

An Approval Culture — An approval culture charaistes organizations in which conflicting situations
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are avoided and interpersonal relationships arseptesuperficially. Members possess the viewpdiat t
they should agree with, gain approval and are ajged by others. In other words, they attempteteks
support and assistance from others in performieg tbb duties satisfactorily.

An Affiliated Culture- The affiliated culture ishé one that places high priority on constructive
interpersonal relationships. Members are expeaduktopen, friendly and sensitive to the satistacof
their work group. In other words, this culture patephasis upon the fact that it is important falividuals
to form good terms and relationships with each rotieecarry out their job duties in a well-organised
manner.

A Conventional Culture — The conventional cultaharacterises the organizations that are desa@iptiv
traditional and bureaucratically controlled. Menshare expected to conform, follow the rules and enak
good impression. Apart from implementation of theio duties, they need to ensure they follow thesu
and regulations and deal with others appropriately.

A Dependent Culture — The dependent culture i€rg@s/e of organizations that are hierarchically
controlled and non-participative. Centralized diecismaking in such organizations leads membersoto d
only what they are told and to clarify all the deons with their superiors. When they are to makasions,
they need to communicate them with their superior&ther words, they are dependent and need tirobt
ideas and suggestions from them.

An Avoidance Culture — An avoidance culture chteases organizations that do not reward
individuals, even when they perform their taskscessfully and punish them for their mistakes. Hyistem
of avoiding giving of rewards enables the memberstiift their responsibility to others and avoidyan
possibility of getting blamed for making any mistak

An Oppositional Culture — An oppositional cultutescribes the organizations in which confrontations
prevails and negativism is rewarded. Members gtatus and influence by being critical and thus are
reinforced to oppose the ideas of others and toensae decisions. The decisions that are madeisn th
culture are safe but ineffective. In other wordgnmbers are unable to gain productive outcomes girou
this culture.

A Power Culture — A power culture is descriptifenon-participative organization, structured on the
basis of the authority inherent in the positiortred members. Members possess the viewpoint thatihie
be rewarded for taking responsibilities, contrgllihe working of the subordinates, and at the stme,
being responsive to the demands of superiors.

A Competitive Culture — A competitive culture fetone, in which winning is valued and members are
rewarded for out-performing one another. Peoplsuch organizations function in a win-lose framework
They possess the viewpoint that they must workresgarather than with their peers. In other wotts,
members are competing against each other. Theyeaspicarry out their job duties better than their
colleagues and fellow students.

A Competence/Perfectionist Culture — A competeacel perfectionist culture characterises an
organization in which perfectionism, persistencd hard work is valued. The members inculcate thistr
of diligence and conscientiousness and aim to cautytheir job duties with perfectionism. The indivals
possess the viewpoint that they need to avoidhalhtistakes, generate awareness in terms of &dirfaand
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work long hours to achieve the desired goals anecties.

An Achievement Culture — An achievement culturarelterises organizations that do things well and
set and value goals. The members of these orgamzaset challenging and realistic goals and déelica
themselves wholeheartedly towards their achievem&hey form plans and carry out their tasks and
activities appropriately towards the achievemerdesfired objectives.

A Self-Actualization Culture — The self-actualipat culture characterises organizations that value
creativity, quality, task accomplishment and growtid development of the individuals. The members in
this culture are encouraged to gain pleasure froeir work, develop themselves and take on new and
interesting activities.

The Sociability Dimension

The sociability dimension is the one that pertamthe measure of friendliness among the indivglua
within the educational institutions. The new retswiithin the educational institutions generateinfation
through socialization and development of constwectviewpoints. The individuals work together in
cohesive and organized teams. The positive sidh thié high sociability dimension indicates that the
employees are friendly and ingenious. They worteams to share information and generate new ideds a
perspectives. On the other hand, the individuals) are on the lower side of the dimension are pnéted
as the ones, who do not take pleasure in sociglisith others. They keep to themselves and prefeatry
out their tasks and activities on an individualiba$he individuals in the high sociability dimeositake
pleasure in interacting with others and prefer toknin groups. They possess the viewpoint that iteay
carry out their tasks and activities in a well-orgad manner, generate information in terms of ot
factors and achieve the desired goals and objectivieen they socialize with others.

The Solidarity Dimension

The solidarity dimension is the one that focugesnuthe extent to which co-workers share a common
understanding in terms of their workplace, educatigoals and job responsibilities. The higher sitlthe
solidarity dimension indicates that individuals waogether to achieve the desired goals. Whereagrl
side indicates that individuals do not have shamtstests. The individuals lying farther on the ipes side
display high solidarity and work in co-ordination &chieve the desired goals. On the other hand, the
individuals lying on the negative side of the dirsien may avoid making provision of opportunitiesttie
new comers, as they are regarded as being unamdreauld not be able to render an effective contidn
to the team. In order to strengthen the solidatitgension, when new individuals are recruited aobed,
it is vital to make provision of adequate infornoatin terms of educational institutions and guiden well
to carry out their job duties satisfactorily.

Aspects of Organizational Culture

In educational institutions, there are three maspects that enable the individuals to generate
information in terms of organizational culture, sbeare, artefacts, values and basic assumptiorap{€h-

IV. Conceptual Framework, n.d.).

Artefacts

Artefacts are regarded as the symbol of culturechvexists in the personal and social framewohe T
major artefacts of culture are understood in peakenactment, ceremonies and rites, stories, s\grdoud
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rituals.

Personal Enactment — Personal enactment is unddrély the examination of the behaviour of the
members of the educational institutions. The behavis one of the most significant aspects thabserved.
The individuals are able to establish good terntsratationships with each other and retain thdisjavhen
they are good in their behaviour. The behaviouhefindividuals reflects organizational valuespérsonal
enactment, the other aspects that are taken imeideration are, attire, language and overall petso
appearance.

Ceremonies and Rites — Ceremonies and rites anedaut occasionally in educational institutions.
They are acknowledged particularly when there isuoence of an event or function. For instance, in
educational institutions, particularly in pre-scland regular schools, there are celebration stivias.
Hence, at the time of celebration of festivals,eceonies and rites are performed. Whereas, in higher
educational institutions, the adult students mayanize a workshop in collaboration with their pssfers
and heads and recognize the significance of cermsicend rites or when a professor is retiring or
transferring to another city or country, a farevagliemony may be performed.

Stories — Stories are regarded as one of the impsirtant ways of strengthening organizational galu
The adults, who are usually above 50 years of agk aae senior citizens, do not depict interest and
enthusiasm in honing their literacy skills. In arde arouse interest among them and to stimuladé th
mind-sets, they are imparted information in termstories of adults, who have contributed in bnmpi
about improvements in their overall quality of kvéhrough up-grading academic skills. Hence, stosie
regarded as indispensable in generating informatiéerms of organizational culture.

Symbols — The names of educational institutions taaining centres are depicted through images or
objects. It is observed that in advertisementsewspapers or on the websites as well, when oneslabk
any information regarding the educational institn§ and training centres, there are symbols iHiestt.
Hence, symbols are important in depicting culturthe educational institutions.

Rituals — Rituals are the organizational practites are carried out within the fixed time-frammlan
the same manner within the organizations. Rituadsragarded as important factors that not only aepi
culture of the individuals, belonging to differenigions. But, they are also regarded as indispigiesin
organizations and educational institutions. In edional institutions as well, rituals are observedd
members of the educational institutions are ableatguire an efficient understanding in terms of
organizational culture.

Values

Values are the aspects that facilitate an in deptterstanding of organizational culture. Valuekena
provision of adequate information to the individuad terms of what they need to do and what they met
do in various situations. Values are not clearible to the individuals, they can be learned asdavered.
The understanding of values influence the condndttehaviour of the individuals. For instance, frima
stage of early childhood, the individuals are tawghhome as well as in school that they need ssg®s an
amiable and pleasant attitude and communicate ethiers in a polite and respectful manner. When the
individuals began to grow, they are imparted enbdnoformation in terms of values. They are taupht
anger and frustration are natural feelings. Théviddals, belonging to various age groups, categoand

124
ISSN 2076-9202



ELITE HALL PUBLISHING HOUSE

International Journal of Information, Business dahagement, Vol. 13, No.3, 2021

backgrounds may experience them, but it is vitattiem to keep control on these feelings and pretem
from assuming a major form. Hence, through valuesdjviduals generate information in terms of
implementation of morality and ethics.

The adult learners need to ensure they recogheesignificance of values in the implementation of
tasks and activities. They are older and are ablacguire a better understanding of various aspects
Research has indicated that within the course cdyauince of academic programs or in employment, they
tend to forget values and get engaged in crimindhaolent acts. These impose detrimental effeptsithe
lives of the individuals. When the individuals alealing with others within as well as outside toenls, it
is vital for them to implement values, norms, mityahnd ethics. In educational institutions, itvisal for
students to communicate with others appropriatelg aarry out their job duties with diligence and
resourcefulness. Therefore, in order to be suceksifis important for the individuals to not only
understand the significance of values, but put th@mpractice.

Basic Assumptions

Basic assumptions are aspects that guide theiddils in terms of implementing appropriate
behavioural traits, effective communication, cargyout activities satisfactorily, recognising theirties and
responsibilities, maintaining good terms and refahips with others and settling disputes and wisfl
peacefully.

Behavioural Traits — The behavioural traits of théividuals are regarded as indispensable in noitti
into operation tasks and activities in an appraerimanner, establishing a social circle and emglune’s
overall quality of lives. The behavioural traits tife individuals are of two types. These are pasiti
behavioural traits and negative behavioural trditee positive behavioural traits are characterizgdbeing
helpful, supportive, accommodating, polite and déceWhereas, negative behavioural traits are
characterised by depicting anger and frustraticendse, it is vital for the individuals to implememusitive
behavioural traits and control negative behaviotreats.

Effective Communication — Communicating in an efifee manner is one of the aspects that is of
utmost significance. Whether the individuals gegjaged in verbal or written communication with each
other, they need to make use of decent and respéatfiguage. When the individuals possess effective
communication skills, they are able to carry ouwdirthiob duties in an appropriate manner, maintandy
terms and relationships with others and augmenarizgtional culture. Effective communication is
important in making provision of knowledge and imhation to the individuals, especially new educstor
staff members and students in terms of organizatioulture.

Carrying out Activities Satisfactorily — In ord&r carry out one’s tasks and activities satisfalgiat is
vital for the individuals to possess adequate kedgé and information. They need to upgrade their
competencies and aptitude. Apart from these aspé#cis vital for them to work in collaboration and
integration with others. As it is apparent that mamnot carry out their tasks in isolation. The cadars
conduct research on regular basis, making usetefniet and other sources, they participate in dson
meetings with their superiors and colleagues and woco-ordination to carry out activities satistfarily.

On the other hand, students too need to communveidéibeeducators as well as fellow students to emsur
they perform their tasks well and are able to aehtbe desired academic outcomes.
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Recognising Duties and Responsibilities — Thewvidldials within educational institutions are engaged
in various duties and responsibilities on the bakibeir educational qualifications, skills, congrecies and
abilities. The various job positions that they angiaged in include, heads, professors, researd¢bemsical
workers, clerical workers, administrative workerastodians and students. It is vital for the indipdls to
recognize their duties and responsibilities andu$oapon augmenting their skills. In order to achighe
desired goals, it is vital for the individuals #nrain updated in terms of advancements taking @adeput
into operation, modern and innovative methods.

Maintaining Good Terms and Relationships with @helt is of utmost significance for individuats t
maintain good terms and relationships with othelividuals, particularly their working environmerktor
heads, directors, educators, staff members anérstsitb carry out their job duties satisfactorigachieve
professional goals, it is necessary to maintairdgeoms and relationships with others. When the besm
of the educational institutions are sociable andkwio co-ordination and integration, they are atde
generate awareness in terms of various ideas aispguives. They are able to incur job satisfactdod
generate interest and enthusiasm in the performahteeir job duties. Normally the educators eneger
adult learners to work as a group. Particularlyewlthe individuals are working on projects, thegdé¢o
work in a group. Therefore, maintenance of goodngeand relationships will enable the individuals to
generate productive outcomes.

Peaceful Settlement of Disputes and Conflicts —ettucational institutions as well as in other
organizations, the individuals in some cases getlwed into disputes or conflicts. Whereas, in ottases,
they may not agree with others over certain issunesdiffer in their viewpoints and perspectivesroLigh
organizational culture, the individuals are ablegamerate information in terms of peaceful settietmod
disputes and conflicts. In the case of occurrerfcdigputes or conflicts, the individuals should gess
effective listening skills. They need to listenrat and then express their viewpoints and perspestin a
polite manner. Hence, peaceful settlement of despwnd conflicts requires the individuals to posses
effective listening skills and communicate withethin a polite manner.

Measures to Improve Organizational Culture

The measures to make improvements in organizatmglre have been stated as follows:

Evolution of a New Perspective — Evolution of avrgerspective is referred to development of modern
and innovative ideas and approaches that wouldlenhbé individuals to augment organizational cwdfur
carry out tasks and functions in a manageable maane generate information in terms of pioneering
methods. The education system aims at expandingpheres of existence by social awareness. In other
words, to enrich organizational culture and syst#neducation, it is not only essential to form effee
terms and relationships with the members within édacational institutions, but also the membershef
community. Evolution of a new perspective in orgational culture provides information to the indivals
in terms of augmenting their skills and abilitiggpmoting a culture of peace, and examining nationa
policies on education (Saraswati, 1998).

Management of Resources — Human resources, filaresaurces and teaching resources are the
important resources that need to be taken intoiderstion. The heads need to work with others t&eama
effectual decisions in terms of management of nessu When the educational institutions experience
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shortage of resources, they need to implement rdstlamd approaches that may enable them to make
provision of adequate resources. Management ofiress is regarded as crucial in leading to improxeis
in organizational culture.

Making Effective Decisions — Decision making preses are regarded as an integral part of
organizations and educational institutions. Whemnitidividuals are making decisions, they need susn
they are beneficial to the members and educatimiséitutions. The individuals in leadership pogioare
vested with the authority of making decisions. Buis necessary to obtain ideas and informatiommfro
others. When the individuals participate in theisiea making processes, they would render an efiect
contribution in enriching organizational culture.

Improvement in Infrastructure and Amenities — hiley to enhance organizational culture, promote
student learning and develop interest and motimaéimong students towards the implementation of thei
tasks and activities, it is necessary to bring abmprovements in infrastructure and amenitiesislt
necessary to make provision of proper infrastr@taguipment, tools, machinery, restrooms, clearkitg
water, furniture and pleasant environmental coodgithat may enable the individuals to concentnat
on their work.

Usage of Technology — The usage of various tygeeahnologies are regarded as indispensable in
facilitating organizational culture. Through theeusf technology, the individuals are not only cargyout
their tasks and functions in an appropriate manbet, also are able to augment their knowledge and
understanding. In adult education centres in rw@nmunities, the individuals do not make use of
technology. Hence, in order to enrich organizationdture and help the individuals to work effeetiy
towards their job duties, it is essential to make af technology.

Improving Quality of Teaching — Teaching is theimaspect within educational institutions. Henee, t
enrich organizational culture, it is necessaryrindpbabout improvements in the quality of teachimgorder
to improve quality of teaching, it is necessary utlize modern and innovative methods in the
teaching-learning processes. In the present existéhe use of computers, | pads, smartphones abden
technology are regarded as important aspects inngatkprovements in the quality of teaching. Reskar
has indicated that improvements are brought abouhé teaching-learning methods through usage of
technology even in rural communities. The eldenlgividuals in rural communities are also making ake
technologies, in acquiring understanding of acaderoncepts, generating awareness in terms of \&ariou
aspects and for leisure purposes as well. Therefoiman be stated that technologies have rendared
important contribution in not only making improvemte in quality of teaching, but overall quality lofes
of the individuals.

Social Responsibility — In adult education as vesllin other fields, it is necessary to focus upacial
responsibility. When the individuals acquire an erstianding of social responsibility, they realisattthey
need to make use of their educational qualificatimompetencies and aptitude for promoting welhpeif
the community. The adult learners normally pursdecational programs and training courses, so they a
able to sustain their living conditions better gsrdmote well-being of the community (Pandya, n.th).
higher educational institutions, the social resjulity is focused upon participating in social Wwaas well.

For instance, students make provision of free dogctlasses to individuals, belonging to povertycken,
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deprived and socio-economically backward sectidrieedsociety.

Research and Writing — In higher educational instins, the tasks of research and writing aregiratie
The individuals are required to get engaged inethasks, so they are able render an effective ibotitn in
not only adding value and meaning to their acaddeaening, but also in promoting well-being of the
community. The educators encourage the studengett@ngaged in the tasks of research and writing, s
they are able to hone their writing skills and elnriheir learning. Within the course of pursuantenasters
and doctoral programs, it is vital for the studentget engaged in the tasks of research and gritin

Promoting Changes — In educational institutionsali aspects, such as, teaching-learning methods,
infrastructural facilities, technologies, and ovemorking environmental conditions, it is necessado
promote changes. When changes are to be brought abwarious aspects, it is vital to ensure tlnatyt
prove to be beneficial to the individuals and ediocal institutions on the whole. When changes are
brought about, then not only the individuals depelaterest and motivation towards the implementatb
job duties, but they also contribute in enhancirganizational culture.

Planning and Governance — Planning and governamecesgarded as important aspects that need to be
carried out not only by the heads, but other memhtso are required to render an effective pagtan in
these functions. The function of planning is regar@nportant in the implementation of numerous seeshd
activities within the educational institutions. Beeaspects are important in not only enriching tioning
of the educational institutions, but tasks andvites within the classrooms as well. When the adiois are
putting into practice the teaching-learning methadthin the classrooms, they are required to enshae
they carry out these functions in such a mannenioalld contribute effectively in enriching orgaaiional
culture and overall system of education.

Conclusion

Organizational culture of the educational instdn8 generates awareness and augment
understanding among the individuals in terms ougg)] norms, morals, ethics, principles and stasdard
which may lead to up-gradation of system of edocatind enable the individuals to achieve desireadsgo
and objectives. In understanding the dimension®rganizational culture, there are different typds o
cultures, which are identified. These are, humaniistipful culture, approval culture, affiliated lture,
conventional culture, dependent culture, avoidandeire, oppositional culture, power culture, comitpe
culture, competence/perfectionist culture, achiedemculture and self-actualization culture. Theeoth
dimensions are sociability dimension and solidadiyension. In educational institutions, there dmee
main aspects that enable the individuals to geaénédrmation in terms of organizational cultuteese are,
artefacts, values and basic assumptions. Thesetasp@ke provision of knowledge to the individugls
terms of conducting themselves appropriately, cagryout their tasks and functions in a well-orgauiz
manner and maintaining good terms and relationshifisothers.

It is necessary to implement appropriate measuresake improvements in organizational culture.
These are evolution of a new perspective, manageroénresources, making effective decisions,
improvement in infrastructure and amenities, usafjéechnology, improving quality of teaching, sdcia
responsibility, research and writing, promoting rfp@s, and planning and governance. The membelgof t
educational institutions need to put into operatiom strategies and approaches that are gearathiinig
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about enrichment of these measures from time te.tiifherefore, it can be stated that to enrich
organizational culture, it is necessary for the pera of the educational institutions to conduceéaesh on
regular basis and work in collaboration and integrawith each other. Focusing upon the enrichnaént
organizational culture would render an effectivatdbution in enhancing the overall system of ediaca
and achievement of educational goals.
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ABSTRACT

Day by day correspondence is encouraged by competieadvancements through Web locales and web
based life, and got to by means of PCs and celh@hdMeeker, Devitt, and Wu, 2009). The PC has
changed the manner in which we live, work and piyinenfeld, 2011, p. 143). Specialized gadgets are
driving the advancement of innovation guidelinesttlare ground-breaking for purchasers, yet much
progressively incredible and productive for the amigations that control them. A fight proceeds for
authority over the manner in which we get to datine by means of Web programs on PCs and cell ggon
Internet browsers have been assuming a key joHertrenic business and electronic trade. They have
extraordinary usefulness that connect a huge nuwioeeb clients to the universe of wide the intérme

the event that there were no internet browsersytddare would not be web based business andeliibre

for the most part there would not be e-businesherngood judgment. Along these lines, it isn't éamaazing
that the challenge among different internet browders been anxious in the course of the most réeant
years. Web innovation is one the very pinnacleaedfedbpments of our time and has contributed esdbnti

in dispersing and gathering information and databWty and proficiency of the procedure reliesonpthe
presentation of the internet browser. Google Chrirthe pioneer of the serious program showcase wit
Mozilla Firefox as its most grounded rival, and @wsly Internet Explorer which has been and iseasing

a significant degree of ubiquity among web clieRisking the superlative internet browser is alttesome
errand because of the extensively huge determimatfoprogram projects and absence of substantial
examination information.

This paper depicts and looks at imperative high$igif Internet Explorer and Mozilla Firefox, whispeak

to over 15% of the all programs advertise. The gm&gtion of every program is assessed dependettiteon
general highlights, working framework support, peog highlights, convention backing and language
support. The paper is finished up with solid comtaelependent on the examination.

Keywords: Web Browser, Search Engines, Information Technolioggrnet Explorer, Mozilla Firefox.

[. INTRODUCTION
A web browser is a software program that allowseasmg of information on the internet. Followedthg
WorldWideWeb software that was written by Tim Basikee and released to the public in 1991, numerous
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web browsers have been developed and released toarket. As a result, the Internet users haveiphlt
web browsers to choose from which presents theaidable question of “Which is the best browserha t
market?” Regardless of web browser developerstisfto remain competitive in the market, the lifexeb
browsers is rather short. Unlike most browsersjuiiog Netscape, Internet Explorer (IE) that was
developed by Microsoft in 1995 has remained mopufay among internet users.

Next to Netscape, which was introduced to the ntarkel998, Mozilla Firefox was released in 2004 to
compete with IE. The software codes of Firefoxiarthe open source format, and any software deeetop
around the world can put their own ideas into thiswser. As a result, Firefox’s performance effestiess
and efficiency improved every day and gained pajitylaapidly.

Market
Browser
Share
Google
67.639
Chrome
Mozilla
. 8.839
Firefox
Internet
7.269
Explorer

Figure 1: Market shares by January, 2020 between IE&nd Firefox

This paper discusses and compares the variougdsaititwo leading web browser competitors, Firedoxr

IE. First of all, a brief history of IE and Firefag discussed in the next section. This is follovida
comparison of various features such as generalrEst operating system support, browser features,
protocol support, and language support, of both Wwedwsers. Finally, conclusions and comments are
stated.

2. HISTORY OF INTERNET EXPLORER AND MOZILLA FIREFOX

Internet Explorer History
The starting point of Internet Explorer is Spyglddssaic, the principal mainstream internet browser,
created at the National Center for Supercomputipglidations (NCSA) in late 1992. Notwithstanding,
neither IE form 1.0, discharged in July 1995, rioifdorm 2.0, discharged in November 1995, was esafigci
mainstream until IE form 3.0 with falling templatéSSS) support was discharged in 1996. The form 3.0
additionally gave greater security; be that as atynspecialists and programmers discovered secamity
protection vulnerabilities a while after its disaofpe

In September 1997, IE form 4.0 was discharged suibporting Group Policy which is a foundation used
convey and apply at least one wanted setups opapprsettings to a lot of focused clients and PGgle
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an Active Directory condition for unified adminiatron. Web Explorer 5.0 was another huge discharge
September 1999 with bi-directional content helg fflermits composing both left-to-right and optioAleft
headings, ruby characters. The Dynamic HTML (DHTM&f) IE 5.5, discharged in 2000, permitted
progressively customized web applications, for gxamintuitive and vivified sites utilizing a mixfo
HTML, JavaScript, and CSS. This innovation contiéalintensely to the fast development of Ecommerce.

In 2001, Internet Explorer form 6 was dischargedhwWindows XP giving progressively private,
dependable, and adaptable innovation than pastattays utilizing the Platform for Privacy Prefeces
(P3P). The P3P was created by the World Wide Wels@tium (W3C) to fulfill the web clients' security
and security requests, for example, ensuring agdali®wing clients' web surfing. Counting the P3P,
Internet Explorer Administration Kit (IEAK), Mediabar, Windows Messenger combination, and
programmed picture resizing were presented right no

The principal beta of IE7 was discharged on July 2005 for specialized testing, and a first openene
variant of Internet Explorer 7 (Beta 2 see: PreaBetendition) was discharged on January 31, 2006.

The last open rendition was discharged on Octol@r2006. Around the same time, Yahoo! given a
post-beta rendition of Internet Explorer 7 packagdth Yahoo! Toolbar and other Yahoo!- explicit
customizations.

In late 2007 Microsoft declared that IE7 would betincorporated as a feature of Windows XP SP3) wit
both Internet Explorer 6 and 7 getting refreshesstMPC producers, notwithstanding, have pre-inttedu
Internet Explorer 7 (just as 8) on new XP PC'stipalarly netbooks.

On October 8, 2007, Microsoft removed the Windoven@ne Advantage portion of IE7, allowing it to be
downloaded and presented by those without a germaipg of Windows.Within a year after IE7's disclearg
(end of 2006 to end of 2007) bolster calls to Msafb had diminished 10-20%.

On December 16, 2008, a security imperfection wasd in Internet Explorer 7 which can be misusetth wi
the goal that saltines can take clients' passwaitois.next day, a fix was given to fix the defessessed to
have influenced around 10,000 sites.

As of May 2012, evaluations of IE7's worldwide @eaf the overall industry were 1.5-5%

IE8 advancement began in or before March 2006. @&brdary 2008, Microsoft conveyed private
solicitations for IE8 Beta 1, and on March 5, 2008charged Beta 1 to the overall population, desgie

fact that with an attention on web engineers. Tisehdrge propelled with a Windows Internet Explder
Readiness Toolkit site advancing IE8 white pape¥gted programming apparatuses, and new highlights
notwithstanding download connections to the Bet&rdséoft Developer Network (MSDN) included new
segments itemizing new IE8 innovation. Significamess concentrated on a discussion about Version
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Targeting, and two new highlights at that pointexiMWebSlice and Activities. The availability toobowas
advanced as something "engineers can endeavork® Imizrnet Explorer 8 'light up'."

On August 27, 2008, Microsoft made IE8 Beta 2 Far most part accessible. PC World noted differestaB

2 highlights, for example, InPrivate mode, tab detaent and shading coding, and improved models and
similarity contrasted with Internet Explorer 7. Twame changes included Activities to Acceleratars]

the IE7 Phishing channel renamed Safety Filteth& main Beta to SmartScreen, both joined by gradual
specialized changes also. By August 2008, the hement called InPrivate had taken the spotlight.

The first non-beta variant was discharged on Ma&2009.

On January 5, 2009, an apparatus was given by Bbfreo hinder the programmed introduce of Internet
Explorer 8 by means of Windows Update.

As of May 20, 2009, Windows XPe (Embedded) wasamotipheld stage for Internet Explorer 8. There have
been no declarations of arranged help.

On May 27, 2010, Microsoft discharged Internet Bxei 8 enhanced for Bing and MSN.

Advancement of Internet Explorer 9 started not lafigr Internet Explorer 8 was discharged. Microsof
started taking highlights proposals through MicfosBonnect not long after Internet Explorer 8 was
discharged. The Internet Explorer group concerdrateimproving help and execution for HTML5, CSS3,
SVG, XHTML, JavaScript, equipment speeding up, #&mel Ul highlighting dexterity and "a clean new
plan".

Microsoft first reported Internet Explorer 9 at PIXD09 and talked basically about how it exploits
equipment speeding up in DirectX to improve thesprgation of web applications and improve the matur
of web typography.

Afterward, Microsoft declared that they had joirtbeé W3C's SVG Working Group, which started theory
that Internet Explorer 9 will bolster the SVG W3@gestion. This was demonstrated to be valid at M0X
where they showed support for essential SVG masdagb improved help for HTML5. They additionally
reported that they would build the help enormousghen the main Internet Explorer 9 Beta was disarg
The Internet Explorer group additionally preserteel new JavaScript motor for 32-piece Internet Brgal

9, codenamed Chakra, which utilizes Just-in-timearagement to execute JavaScript as local code.In
mid-September 2011, the Acid3 test was overhawexkpel a couple "outdated and irregular” teststhnd

IE9 now finishes the assessment with a score ofL000

At MIX 10, the primary Internet Explorer 9 PlatforiRreview was discharged, which highlighted supfuort
CSS3 and SVG, another JavaScript motor called @Ghald a score of 55/100 on the Acid3 test, up from
20/100 for Internet Explorer 8. On May 5, 2010, sexond Internet Explorer 9 Platform Preview was
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discharged, which highlighted a score of 68/100tlen Acid3 test and quicker execution on the WebKit
SunSpider JavaScript benchmark than the primagriet Explorer 9 Platform Preview. On June 23, 2010
the third Internet Explorer 9 Platform Preview wdischarged, which included a score of 83/100 on the
Acid3 test and a quicker JavaScript motor thansteond Internet Explorer 9 Platform Preview. Thedth
Internet Explorer 9 Platform Preview additionallycorporates support for HTML5 sound, video, and
canvas labels, and WOFF. On August 4, 2010, thettHfolnternet Explorer 9 Platform Preview was
discharged, which includes a score of 95/100 orAttid3 test and a quicker JavaScript motor thartltirel
Internet Explorer 9 Platform Preview. On Septembgr 2010, the Internet Explorer 9 Public Beta was
discharged close by Platform Preview 5, highligiptamother Ul. Rather than the reviews, the Bettaoes
any recently introduced adaptation of Internet Brgnl. The 6th Internet Explorer 9 Platform Previeas
discharged on October 28, 2010, and incorporatppast for CSS3 2D changes and HTML5 semantic
components. The seventh Internet Explorer 9 Platfereview was discharged on November 17, 2010, and
includes better JavaScript execution.

These sneak peaks were not full forms of Interngidter 9, as they were for trying the most recgrtant

of the Trident design motor. They were for web gesis to send input on the upgrades made, worked in
corresponding with some other introduced prograand, were sneak peaks of the renderer innovatidn jus
containing moderate Uls and lacking customary fater components, for example, a location bar antero
catches. Microsoft refreshed these sneak peak$ipagregular intervals.

On November 23, 2010, two updates for the Intekxgtiorer 9 Public Beta were discharged. KB2448827
carries enhancements to unwavering quality and fsteength issues from the past beta dischargeeEne
very little subtleties of settled issues uncovet®d Microsoft. In addition, KB2452648 settle the
in-constructed criticism issue with Internet Expelor9 and the most recent rendition of Windows Live
Sign-in Assistant. These updates can be gotten IMindows Update or the Microsoft Download Center
site. Around the same time, Internet Explorer fedie 9.0.8027.6000 dependent on Internet Explorer 9
Platform Preview 7 was spilled. On February 10,120the Internet Explorer 9 Release Candidate and
Platform Preview 8 were discharged. The Releasedi@ate adaptation included improved execution, a
Tracking Protection highlight, a refined Ul, supipfmr more web benchmarks, and different enhancésnen

The last form of Internet Explorer 9 was freely atisrged during the South by Southwest (SXSW)
Interactive meeting in Austin, Texas, on March 2@]1.

Web Explorer 10 was first reported on April 12, 204t the MIX 11 meeting in Las Vegas. Right now,
displayed a demo rendition of Internet Exploreraléhgside a demo form of Windows 8. Around the same
time, a Platform Preview of Internet Explorer 10swdischarged on the Microsoft Internet ExplorertTes
Drive site. It just backings Windows 7; later stageiews just help Windows 8. Web Explorer 10 Riatf
Preview 1 backings CSS3 framework design, CSS3tablepbox format, CSS3 multi-section design, CSS3
slope, and full equipment speeding up.
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Commentators' reactions to the arrival of InteEvgtlorer 10 Platform Preview were fluctuated; bat ths it
may, they noticed how soon (29 days) after thevalrof Internet Explorer 9 Microsoft started dissing) the
following form. While Don Reisinger of eWeek recedd his mentioned highlights for the following
adaptation, Michael Muchmore of PC Magazine triddtfBrm Preview 1's presentation and HTML5
support with both Microsoft's and outsiders' testes. In his test, Platform Preview 1 performepesior to
Internet Explorer 9 yet not in every case supadanything the contending internet browsers.

On September 13, 2011, Microsoft discharged théydes see of Windows 8 to overall population, which
accompanied Internet Explorer Developer Previeve (hincipal full program manifestation of Internet
Explorer 10). Despite the fact that Internet Exefas the last significant internet browser amongzia
Firefox, Google Chrome, Opera, and Safari to helgllschecking, it is the main work area program on
Windows to help auto-revision.

Web Explorer 10 was discharged to assembling aldag#/indows 8 and Windows Server 2012. The last
arrived at general accessibility on September 4220hile the previous arrived at general accessitmin
October 26, 2012. A review of Internet Explorer fb® Windows 7 and Windows Server 2008 R2 was
discharged on November 13, 2012. It isn't good ywéht renditions of Windows.

Web Explorer 11 is highlighted in Windows 8.1, whiwas discharged on October 17, 2013. It incorpgrat
an inadequate component for synchronizing talis. dtsignificant update to its designer devicegyraged
scaling for high DPI screens, HTML5 prerender arefgich, equipment quickened JPEG deciphering, shut
subtitling, HTML5 full screen, and is the principéiternet Explorer to help WebGL and Google's
convention SPDY (beginning at v3). This renditidn® has highlights devoted to Windows 8.1, inchgli
cryptography (WebCrypto), versatile bitrate gushifdedia Source Extensions) and Encrypted Media
Extensions.

Web Explorer 11 was made accessible for Windowdients to download on November 7, 2013, with
Automatic Updates in the next weeks.

Web Explorer 11's client specialist string currgmistinguishes the operator as "Trident" (the aaméntal
format motor) rather than "MSIE". It additionallyedares similarity with Gecko (the format motor of
Firefox).

Web Explorer 11 was made accessible for Windowses&2012 and Windows Embedded 8 Standard in the
spring of 2019

Microsoft Edge, authoritatively uncovered on Jagu2t, 2015, has supplanted Internet Explorer as the
default program on Windows 10. Web Explorer id sitroduced in Windows 10 so as to keep up sirtyar
with more established sites and intranet destinatibat require ActiveX and other Microsoft inhenite
web innovations.
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As per Microsoft, advancement of new highlights lfternet Explorer has stopped. Be that as it ritayill
keep on being kept up as a major aspect of thedreimgement for the variants of Windows with whiich
is incorporated.

Mozilla Firefox History

The undertaking started as a test part of the Néozegnture by Dave Hyatt, Joe Hewitt, and Blake Ros
They accepted the business prerequisites of Netscaponsorship and designer driven element cradpd

off the utility of the Mozilla program. To battlehat they saw as the Mozilla Suite's product svibiy
made an independent program, with which they expetd supplant the Mozilla Suite. On April 3, 2003,
the Mozilla Organization reported that they wantedhange their concentration from the Mozilla 8ui
Firefox and Thunderbird. The people group driveaNsenkey was framed and in the long run supplanted
the Mozilla Application Suite in 2005.

The Firefox venture has experienced a few name gdwanThe incipient program was initially named
Phoenix, after the legendary feathered creatuterdisa triumphantly from the cinders of its deatkaadent
(right now, the "remains" of Netscape Navigatoteait was sidelined by Microsoft Internet Explorerthe
"Main Browser War"). Phoenix was renamed becausetcidemark guarantee from Phoenix Technologies.
The substitution name, Firebird, incited an extdawary reaction from the Firebird database programgm
venture. The Mozilla Foundation consoled them thatprogram would consistently bear the name Mazill
Firebird to maintain a strategic distance from dea After further weight, Mozilla Firebird became
Mozilla Firefox on February 9, 2004. The name FKirefvas said to be gotten from an epithet of the red
panda, which turned into the mascot for the regerd@med venture.

The Firefox venture experienced numerous adaptatefore rendition 1.0 was discharged on November 9
2004. For the contraction of Firefox, Mozilla fasdfx or fx, however it is frequently shortened &s F

In 2016, Mozilla declared an undertaking known asQum, which tried to improve Firefox's Gecko nmoto
and different segments to improve Firefox's extohitmodernize its engineering, and progress tbgram

to a multi-process model. These enhancements aathe wake of diminishing piece of the overall iatiy

to Google Chrome, just as worries that its exlohitivas passing in correlation. In spite of its emements,
these progressions required existing additionahstéor Firefox to be made contradictory with mopeta
date forms, for another expansion framework thaitesnded to be like Chrome and other ongoing @Eogx:.
Firefox 57, which was discharged in November 204&s the main form to contain improvements from
Quantum, and has subsequently been named Firefart@u. A Mozilla official expressed that Quantum
was the "greatest update” to the program sincetiend..O.

On May 3, 2019, the termination of a moderate nmaykieclaration caused Firefox to naturally handighp
program augmentations (additional items). Mozillarted the turn out of a fix presently, utilizinigetr
Mozilla Studies segment.
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3. COMPARISON AND WEB EVALUATION CHECKLIST OF INTER NET EXPLORER AND
MOZILLA FIREFOX

WEB BROWSER EVALUATION CHECKLIST

Name of Web Browser: Internet Explorer

Address (URL): http://www.microsoft.com/windowskmhet-explorer/default.aspx

Q UESTION ANSWER HOW TO SCORH Pts

CONTENT

OPERATING SYSTEM SUPPORT:
! +10
1. Does the web browser support Windows OS? Y = +10 pts. [pts.
Y/N N =-10 pts.
2. Does the web browser support Mac OS X? 2
Y= +5 pts.
Y/N N=-5pts. (5 pts.
3
3. Does the web browser support Linux? Y=+5pts. |-5 pts.
Y/N N= -5 pts.
4
Y=+5pts. |-5 pts.
4. Does the web browser support BSD? Y/N N= -5 pts.
BROWSER FEATURES: Y = +3 pts.
" Does the web browser provide bookmark 3 N=-3pis. +3pts

ISSN 2076-9202



ELITE HALL PUBLISHING HOUSE

International Journal of Information, Business dahagement, Vol. 13, No.3, 2021

managing?
Y /N
6
Y = +2 pts.
Does the web browser provide download
6. managing? Y/N N = -2 pts. 2 pts.
7 Y = +2 pts.
Does the web browser provide password 2 pts.
7. managing? Y/N N = -2 pts.
8 Y =+3 pts
+3 pts|
8. Does the web browser provide form managing? Y/N N = -3 pts.
9
Y =-2 pts. -2 pts.
9. Does the web browser provide spell checking? Y/N
N = +2 pts.
10
Does the web browser provide search engine Y=rapts
10.toolbar? Y/N +3 pts.
N = - 3 pts.
ACCESIBILITY FEATURES:
11
11.Does the web browser have tabbed browsing feature Y /N Y=+4 pts. 4 pts.
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N=-4 pts.
12
12. Does the web browser have pop-up blocking feature? Y = +3 pts.
Y/N +3 pts.
N = -3 pts.
13
13
Does the web browser have incremental findingufe@ Y/N Y =+1pts. |+1ptg.
N = -1 pts.
14
14
Does the web browser have ad filtering feature? Y /N Y =+1pts. (1 pts.
N = -1 pts.
15
15 +2 pts)
Does the web browser have full-text history se@arc Y/N Y = +2 pts.
N = -2 pts.
WEB TECHNOLOGY SUPPORT: Y = +1 pts.
16. Does the web browser have CSS 2.1 web teogwolo 16
feature?
Y /N N=-1pts. [+1pts.
Does the web browser have frames web technology
17. feature? Y = +2 pts.
17
Y/N N =-2pts. 2 pts,
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Does the web browser have NAV Links web technology

18. feature? Y =+2 pts.
18 -2 pts.
N =-2 pts.
Y/N
Y =+2 pts.
-2 pts.
Does the web browser have XHTML 1.1 web technology
19. feature? 19
N =-2 pts.
Y/N
20 Does the web browser have Web Forms 2.0 web Y =+3 pts.
technology feature? 20
N =-3 pts. |3 pts.
Y/N
21 Does the web browser have Voice XML web technology 21 Y =+3 pts.
feature? -3 pts.
Y/N N =-3 pts.

MOBILE WEB TECHNOLOGY SUPPORT:

22
i Y =+4+5pts. |-5pts
22 Does the web browser have C-HTML mobile web
technology support? Y/N
N = -5 pts.
23 Y =+4pts. |-4pts
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Does the web browser have HDML mobile web
23. technology support? Y/N
N = -4 pts.
24 -2 pts.
) Y=+2 pts.
Does the web browser have I-Mode mobile web
24. technology support? Y/N
N=-2 pts.
25
25. Does the web browser have XHTML Mobile Peofil
mobile web Y/N Y =+3 pts. |-3 pts
technology support? N = -3 pts.
26 Y = +3 pts.
26. Does the web browser have WML mobile web
technology support? Y/N N=-3pts. |-3pts
PLUGINS & SYNDICATED CONTENT SUPPORT:
27
Y = +3 pts.
+3 pts|
27. Does the web browser have ActiveX support? Y/N N =ts3 p
28
28. Does the web browser have NPAPI support? vIN Y =+3 pts. |-3pts
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N = -3 pts.
29
Y =+5pts. [+5 ptg.
29. Does the web browser have JAVA support?
Y/N N = -5 pts.
30
+2 pts,
30. Does the web browser have RSS support? Y /N Y = +2 pts.
N = -2 pts.
PROTOCOL SUPPORT:
31
Does the web browser have Hypertext Transmission
31. Protocol (HTTP) Y/N Y =+5pts. {5 pts,
support? N = -5 pts.
32 Y =+3pts. [-3pts
32. Does the web browser have E-Mail protocol supportp Y /N N = -3 pts.
33
Does the web browser have File Transfer protocoP{i
33. support? Y/N Y = +3 pts.
+3 pts.
N = -3 pts.
34 Y =+3 pts.
-3 pts.
34. Does the web browser have Bit Torrent prdtoco YIN N=-3pts.

14z
ISSN 2076-9202



ELITE HALL PUBLISHING HOUSE

International Journal of Information, Business dahagement, Vol. 13, No.3, 2021

support?
IMAGE FORMAT SUPPORT:
35
) Y =+3 pts. [+3 pts.
35 Does the web browser have JPEG image format
support? Y/N
N = -3 pts.
36
Does the web browser have GIF image format suppor 36
Y = +3 pts.
Y /N +3 pts.
N = -3 pts.
37 Y = +3 pts.
+3 pts.
37 P
Does the web browser have PNG image format stppor
Y/N N = -3 pts.
38 Y =+3pts. |[-3pts
38 p p
Does the web browser have TIFF image format suf
Y/N N = -3 pts.
Y =+3 pts. |-3 pts
39
39
Does the web browser have SVG image format sug
Y /N N = -3 pts.
-3 pts.
40 Y = +3 pts.
40 Does the web browser have SVG image formatsug Y /N N = -3 pts.
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Total Points for Internet Explorer: 5 pts.

Name of Web Browser: Mozilla Firefox

IAddress (URL): http:// www.mozilla.com/firefox/

Q UESTION ANSWER [ HOW TO SCORf Pts
CONTENT
OPERATING SYSTEM SUPPORT:
! +10
12.Does the web browser support Windows OS? Y = +10 pts. |pts.
Y/N N =-10 pts.
13.Does the web browser support Mac OS X? 2
Y= +5 pts.
Y/N N=-5pts. (5 pts
3
14.Does the web browser support Linux? Y=+5pts. |+5 pts.
Y/N N= -5 pts.
4
Y= +5 pts. +5 pts.
15.Does the web browser support BSD? Y/N N= -5 pts.
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BROWSER FEATURES: Y = +3 pts.

Does the web browser provide bookmark
16.managing?

Y/N N =-3pts. |+3pts.
6
Y = +2 pts.
Does the web browser provide download
17.managing? Y/N N =-2 pts. {2 pts|
7 Y = +2 pts.
Does the web browser provide password 2 pts
18.managing? Y/N N = -2 pts.
8 Y =+3 pts
+3 pts.
19. Does the web browser provide form managing? Y/N N = -3 pts.
9

Y = -2 pts. +2 pts.

20. Does the web browser provide spell checking? Y/N
N = +2 pts.
10
Does the web browser provide search engine Y =r3pts
21.toolbar? Y/N +3 pts.
N = - 3 pts.
ACCESIBILITY FEATURES:
11 Y=+4 pts. 4 pts.
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Does the web browser have tabbed browsing
22.feature? Y/N N=-4 pts.
_ 12
Does the web browser have pop-up blocking
12. feature? Y = +3 pts.
Y/N +3 pts,
N = -3 pts.
13
13 Does the web browser have incremental finding
feature? Y/N Y =+1pts. |+1 pts.
N = -1 pts.
14
14
Does the web browser have ad filtering feature? Y/N Y =+1pts. }1pts.
N = -1 pts.
15
. -2 pts.
15 Does the web browser have full-text history
search? Y/N Y = +2 pts.
N = -2 pts.
WEB TECHNOLOGY SUPPORT: Y = +1 pts.
16. Does the web browser have CSS 2.1 web teogyolo 16
feature?
Y /N N=-1pts. [+1ptg.
17. 17 Y =+2pts. |+2 ptg.
Does the web browser have frames web technology
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feature?
N = -2 pts.
Y/N
Does the web browser have NAV Links web technology
18. feature? Y =+2 pts.
18 -2 pts.
N =-2 pts.
Y/N
Y =+2 pts.
+2 pts.
Does the web browser have XHTML 1.1 web technology
19. feature? 19
N =-2 pts.
Y/N
20 Does the web browser have Web Forms 2.0 web Y =+3 pts.
technology feature? 20
N =-3 pts. |3 pts.
Y/N
21 Does the web browser have Voice XML web technology 21 Y =+3 pts.
feature? -3 pts.
Y/N N =-3 pts.
MOBILE WEB TECHNOLOGY SUPPORT:
22
2. _ Y /N Y =+5pts. |+5 ptg.
Does the web browser have C-HTML mobile web
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technology support?
N = -5 pts.
23
-4 pts.
Does the web browser have HDML mobile web Y =rapt.
23. technology support? Y/N
N = -4 pts.
24 +2 pts.
Does the web browser have I-Mode mobile web Y=tz pls.
24. technology support? Y/N
N=-2 pts.
25
25. Does the web browser have XHTML Mobile Peofil
mobile web Y/N Y =+3 pts. |-3 pts
technology support? N = -3 pts.
26 Y = +3 pts.
26. Does the web browser have WML mobile web
technology support? Y/N N=-3pts. |-3pts
PLUGINS & SYNDICATED CONTENT SUPPORT:
27
Y = +3 pts.
-3 pts.
27. Does the web browser have ActiveX support? Y/N N =ts3 p
28. Does the web browser have NPAPI support? 28 Y =+3 pts. |+3 ptg.
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Y/N N = -3 pts.

29
Y =+5pts. [+5 ptg.

29. Does the web browser have JAVA support?

Y/N N = -5 pts.
30
+2 pts)
30. Does the web browser have RSS support? Y/N Y = +2 pts.
N = -2 pts.
PROTOCOL SUPPORT:
31
Does the web browser have Hypertext Transmission
31. Protocol (HTTP) Y/N Y =+5pts. {5 pts.
support? N = -5 pts.
32 Y =+3pts. [-3pts
32. Does the web browser have E-Mail protocol supportf Y /N N = -3 pts.
33
Does the web browser have File Transfer protocoP{f
33. support? Y/N Y = +3 pts.
+3 pts.
N = -3 pts.
34 Y =+3 pts. +3 pts.
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_ Y/N N = -3 pts.
34. Does the web browser have Bit Torrent prdtoco
support?
IMAGE FORMAT SUPPORT:
35

_ Y =+3 pts. |+3 ptg.
Does the web browser have JPEG image format

35. support? Y/N
N = -3 pts.
36. Does the web browser have GIF image format support?36
Y = +3 pts.
Y/N +3 pts.
N = -3 pts.
37 Y = +3 pts.
+3 pts,
37. Does the web browser have PNG image format support?
Y /N N = -3 pts.
38 Y =+3pts. [-3pts
38. Does the web browser have TIFF image format suf
Y /N N = -3 pts.

Y =+3pts. [-3pts

39
39. Does the web browser have SVG image format sug
Y/N N = -3 pts.
40 Y =+3pts. [-3pts
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40. Does the web browser have SVG image formatsug Y /N N = -3 pts.

Total Points for Mozilla Firefox: 53 pts.
4. CONCLUSIONS AND RECOMMENDATIONS

This paper offered a correlation of two drivingamtet browsers, Internet Explore and Firefox, adihgtheir
short chronicles. Settling on a choice on decidhvgfurther developed program among IE and Fxearcl
founded on the different figures in the tables.Wthistanding, settling on such a choice isn't aal g it
appears when managing individuals. Most of norrhahts will in general incline toward the items yhage as
of now acquainted with.

Some recommendations can be:
Integrated/completely safe software understandinghould be reflected out in all
areas of Internet Explorer.

@

@ Lacking support & accessibility featuresthat take place at competitor softwateuld be
attached to the new versions of Internet Explorer.

@ QOpen source project cannot directly apply to im€iEXplorer hereafter buserinvolvement
to software should be provided by Microsoft.

)

More financial resources should be allocated on vical integration strategy of theompany —
although it is not the creator of the web browsarkatplace because it is already an industry creato
company; it may not go bankrupt but it may lose sarhits brand power due to that market.

@

Most importantly, Microsoft should differentiate | E more and moreas much as it
can like what it did for Edge.

@ Mozilla should protect its innovative positionin the web browser marketplace
because it mostly survives due to being most intimv@ompany in that market.

@ Mozilla should work with people who gives extra cae to openness of ideas,
applicationsin order to stay innovative. Continuous data fleanf voluntary contributors to open source
project should be analyzedrefully by Mozilla. With related to this it shallso takento consideration that
what type of data is required by Firefox projedhen will it be used etc.

Taking everything into account, it is somewhat hardispassionately choose the champ of interretder
rivalry at this stage. So as to stay solid in therkat, designers should additionally recognize meet the
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necessities of web clients. All things considergsfjousness of the internet browser showcase ecand

sign of organizations' degree of exertion in suppgrclients.

5. REFERENCES
Lunenfeld, P. (2011). Generations: How the comph&grame our culture machine. In The secret war detwlownloading and
uploading (pp. 143-179). Cambridge: MIT Press.

Meeker, M., Devitt, S., & Wu, L. (2009). Economyrternet trends. New York: Morgan Stanley.

ISSN 2076-9202



ELITE HALL PUBLISHING HOUSE

International Journal of Information, Business dahagement, Vol. 13, No.3, 2021

THE POSSIBILITY OF USING BALANCE SCORECARD (BSC) IN
EVALUATING THE PERFORMANCE OF INTERNAL CONTROL IN

JORDANIAN COMMERCIAL BANKS (JCB)

Dr. Omar Mohammad Al-Hawatmeh
Assistant Professor, The University of Jordan, dord
E-mail: a.alhawtmeh@ju.edu.jo

Abstract

This Study aimed to determine the possibility ofingsBalance Scorecard (BSC) in evaluating the

performance of internal control in Jordanian ConuigrBanks, The BSC considered one of the modern
tools in banks management to improve banks perfocmand diversity of services provided by banks.

The present research investigates possibility mfguBSC in evaluating the performance of interraiteol

in selected JCB.

In order to achieve the objectives of the study #rel testing of hypotheses, the researcher designed

guestionnaire; this questionnaire distributed tonaggers, internal managers and employees in Jordania
Commercial Banks, Out of the 450 questionnaireibiged, 370 were recovered with an adoption to be
valid for statistical analysis purposes (345) edte of 77%.

The findings revealed that balanced scorecard apprdnas a significant impact on the organizational
performance of banks under study.

The results showed that there is a possibilitysaig BSC in evaluating the performance of inteaaitrol

in JCB consisting of its four perspectives:

Financial perspective, Customer perspective, laleBusiness Process Perspective, Learning and Growt
Perspective.

Keywords: Balance Scorecard, Internal Control, Commercial BgrPerformance

Introduction

Banks considered one of the most important pikdrthe economy and its development, as is evidettie
evolution and diversity of services provided by ksnTo achieve this progress and development effity
and effectively, the importance of measuring analwating internal control appeared in order to hetie
required performance of these services.

From this standpoint, the importance of using taéaBced Scorecard (BSC) in assessing the perfoenanc
internal control appeared.

The term Balanced Scorecard (BSC) reflects thenbath between short and long term objectives, betwee
financial and non-financial measures, between taggind leading indicators, and between external and
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internal performance perspectives (Kaplan and Mori®96). Balanced Scorecard is a measuremennsyste
that enables organizations to clarify their visimmd strategy and translate them into action. Ivigdes
feedback around both the internal business proseard external outcomes in order to continuously
improve strategic performance and results (Thor@hle, and Dickinson, 2014). BSC is a framework
which translates an organization’s vision and sggatinto a coherent set of performance measurélps
business to evaluate how well they meet their divjes. The BSC is a performance measurement system
using a multi-dimensional scorecard to translatategly into a balance of financial and non-finahcia
performance measures. BSC is a combination of maméial and financial measures developed to nieet t
shortcomings of traditional management control padormance measurement systems. BSC incorporates
financial performance measures with non-financiatfgrmance measures in areas such as involving
customers, internal processes and learning andtigridooraj, Oyon, and Hostettler, 2009).

BSC is a conceptual framework for translating agaaization’s strategic objectives into a set of
performance indicators distributed among four pecsipes- financial, customer, internal businesess
and learning- growth. BSC is a valuation methodpltdtat converts an organization’s value drive-sash
customers, services, financial performance, oparaliefficiency and innovation- to a series of defl
metrics, records and analyses these matrices fo determine if they are achieving strategic goadls’.
explains how the BSC is a system that convertsevdhivers of the organization into metrics to easdu
strategic goal achievement (Phillips, and Louvie2305).

BSC is a performance measurement system derivad Wision-strategy and reflects the most important
aspects of the business. BSC is a new managemecgmiowhich helps managers at all levels to monitor
results in their key areas (Khanka, 2012).

It monitors current performance as well as triegather information about how well the organizatisn
positioned to perform better in future. BSC focusaghe link between business process and decisiots
results. It is considered as a device to guide @tation, implementation and communication. It atedps

in tracking the performance and evaluation. To e, it can be said that BSC is a system of comgin
financial and non-financial measures of performanteone single scorecard. It includes performance
measures for four perspectives; financial, custommégrnal business process and learning-growtrogCh
Haddad, and Williamson, 2012).

Objectives of the Study

The importance of this research stems from thetfeattit is looking to discuss and determine thecept of
balanced scorecard and the possibility of usingnitthe evaluation of internal control in Jordanian
Commercial Banks, and that will improve the positiof banks, which contributes to enhancing their
competitive position in the long term.

Accordingly, the research seeks to achieve thevatig objectives:

1- To discuss the concept of balanced scorecanhagip.
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2- Familiarize yourself with the appropriate eoviment and the essential ingredients needed tause
balanced scorecard in Jordanian banks.

3- Learn about the possibility of applying the Badad Scorecard in evaluating the performance efnat
control in Jordanian Commercial Banks

Literature Review and Theoretical framework

Internal control is defined as a set of methods pratedures used to develop efficient regulatiod an
promote acceptance of sound policies and procedarése Commission. This is used for checking the
validity of information management, protection egats, and for minimizing mistakes (ARABOSAI, 2Q12)
It was also defined by complex internal auditoreeTinstitute of Internal Auditor's latest definitiaf
internal auditing can be defined as an independbjgctive assurance and consulting activity desigioe
add value and improve an organization's operatibri®lps an organization to accomplish its objexgiby
bringing a systematic and a disciplined approaclevaluating and improving the effectiveness of risk
management, control, and governance processes2(IA,).

The subject of performance evaluation has gaingmbrtance especially due to the contemporary economi
developments, it is necessary for the organizatioresort to performance evaluation in order tovkribe
degree of achieving the goals and the actual apgredtes.

Banks performance criteria and indicators

Commercial banks performance is evaluated throeghral criteria that express the financial positbthe
bank and the safety of its operation and manageniieatso enables the identification of strengtimsl a
weaknesses in various aspects of performance.

Given that the internal control is an ongoing psscand not an independent administrative funcitois,
rather necessary to guide performance and reassuthat actual performance is carried out in acocd
with the planned standards.

The success of internal controls is strongly asgediwith five elements (Messier, 1997; CandreG862
control environment, risk assessment, control @s; information and communication and monitoring

To evaluate and assess the procedures of theahtmntrol, the study came to explain the rol&8fC in
assessing internal control because of its impoetaaned effectiveness in controlling performance inith
banks

The Balanced Scorecard was developed by KaplanNamtbn in 1992. Kaplan and Norton thought that
measuring the financial performance is not enowgéaffiect the companiesability to create value (Rillyan
et al., 2016). It is a complementary strategic nhtitiet considers financial and non-financial measyand
translates the organizational mission and straiteigya collection of performance measures (Afa2d4,3).
There are different definitions of BSC, the mospartant of these definitions is that of Kaplan &atton
(1996) definition: "A management system designechédp the organization to translate its vision and
strategy into a set of objectives and strategicsmess that are linked through four perspectivesaméial
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Perspective, Customer Perspective, Internal Presd3erspective, and Learning and Growth Perspétctive
Subsequently, Balanced Scorecard has been alsoedefis “'a set of financial and non-financial
performance measures which provides a

clear vision of the organizations performance tw@emanagement executives" (Kaplan & Norton, 1998)

Financial

n

To su_ccccd (&/&/. /)&

financially, how /& /& /& .$/

S/ F/ 0/

should we OIS

appear to our

shareholders?"

Custemen %‘ N . Iniernal Business Process
"To achieve our &/ . .. To satisfy our .
vision how SIS Vision shareholders /. &/ &/ /&
S (&S . 9 /.

S/ 5SS and customers, / $ P
should we 55/ &ré“\s“\ <@ and =32 what business O@%“ $? &,ﬁ",@
appear to our Strategy processes must
customers?" we excel at?"

\

Learning and Growth

"To achieve our
L - __\z?’/g» /&
vision, how will &/ § & §/
we sustain our /& / &/ &%/
oy S X/ N
ability to Q /é' §/S
change and
improve?"

Fig 1: The general structure of the Balanced Scorecd
Source: Kaplan and Norton, (1996).

As we mention above the perspective of BSC incthédollowing:

First: Financial Perspective

Financial Perspective consider the main perspecfi@SC, This was despite the fact that most reteas
criticize the financial perspective and support tten-financial perspective. It is worth mentionitigat
many of them consider that the ultimate goal ofaaigation is to achieve financial goals (Niven, @00
Alshaikh, 2007), this perspective described inedéht literature review such as¥Jmar and Olatunde
(2011) in their study on “Performance Evaluation of Galitkated banks in Nigeria by using Non-Financial
measures”, evaluated the performance of four caiteted banks in Nigeria. They identified the 7 non
financial measures of bank performance out of 48suees through factor analysis and assessed thallove
performance of banks. Simple Random Sampling wasl us select samples (customers of 4 Banks).
Structured disguised Questionnaires were used llectahe data from 303 customers. Barlitt test of
Sphericity for testing hypothesis and Kaiser-Me@ékin method was used to measure sampling adequacy
and multiple regression was used to find out vimatcaused by Non-financial measure in banks
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performance. They recommended that identified semamfinancial measures named: Cost of transaction,
Information technology, service delivery, quality service, bank offering, loan application and oustr
satisfaction should be adopted to fundamentallyawp financial performance of consolidated banks.

Second: Customer Perspective

This perspective aims to answer questions on hatuoters view the organization (AL Bishtawi, 200it).

is the essence of non-financial perspective (Ni2®06). This perspective focuses on providing messsto
achieve the specific goals regarding customerisfaation and to meet their requirements in obtajriiigh
quality products and reasonable prices through eteatkare analysis (Kaplan & Norton, 1996). In addit

the main focus of this perspective is to selectsgies that meet customers' satisfaction and exfzaget
market in order to enhance the competitive oppastuiKaplan et al., 2004), this perspective desadlilin
different literature review such asOmbuna et.al (2013) conducted by entitled;lmpact of Balanced
Scorecard Usage on the Performance of Commerciak8aexplored the effect of balance scorecard usage
on the performance of commercial banks in Nakurstrigit, Kenya. The sample size of the study was 72
respondents which include operations managers, hugsburce managers, branch managers and customer
service mangers. The author applied Pearson’s laboe to test the relationship between variablese
study revealed that the effectiveness of BSC udagge on the organizations dynamics, execution,
monitoring and evaluation procedures. Besidesag vevealed that BSC usage has a positive impaitteon
performance of commercial banks and it helps omgitins in clarifying their vision and strategy.€rh
authors suggested that banks should develop pduack services that have competitive advantagedier o

to get competitive advantage and to satisfy thelaeé customers.

In addition, Northcott (2011) conducted a study entitled “Using the Balanced &wmmnd to Manage
Performance in Public Sector Organizations — IssmelsChallenges (practical case in the local gowent
organizations in New Zealand).” However, the resaftthis study indicated that there is a declinéhe use
of the Balanced Scorecard by public sector orgéiniza involved in the study. The study figured the
most important obstacles in applying the Balancedr&ard in the public sectors. Thus, these olestacl
include the fact that the traditional perspectiV¢he Balanced Scorecard is inadequate to the @ugbttor,
especially the customer perspective. Also, it émtthe inability to identify the effective relatiship
between cause and effect which is related to détargithe performance measures.

Third: Internal Business Process Perspective

It is the perspective that related to the inteimadiness process of the organization in which thegts the
expectations of customers and ultimately sharehs|ddt identifies the critical processes, skills,
competencies and technologies that add value t@xtpectation of customers and the success of tire fi
(Atkinson, 2006).

As in Irbihat & Ashraf (2017) in their research paper entitletihpact of Balanced Scorecard Usage on
the Organizational Performance: A Case Study ofldorinternational Insurance&xamined the impact of
balanced scorecard approach on the organizati@mdrmance of Jordan International Insurance. Dats
collected with the help of a well structured questiaire from 175 employees working in Jordan
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International Insurance. Besides, linear regressias used to test the hypotheses. The findings ethdkat
customer perspective, internal business procesp@etive, learning and growth perspective, andnfira
perspective have a significant impact on the omginal performance because significant valueaiche
variable was less than 0.05. Therefore, the reBeaoncluded that balanced scorecard approach has a
significant impact on the organizational performantJordan International Insurance.

Forth: Learning and Growth Perspective

This perspective related to the organization emgggyManagers should perceive measures to answer the
following question: How we will sustain our abjlito change and improve to achieve our vision?

This is what we can see Wu et al. (2009)in their study on “A Fuzzy MCDM Approach for evating
banking performance based on Balanced Scorecamtitiittd 23 evaluation indexes from 55 indexes
suitable for banking performance in terms of BSQspective through expert opinions. Four BSC
perspectives were ranked in the relative importancthe order Customer then Finance then learning &
Growth and last internal process using FAHP prac€sstomer satisfaction, return on assets, eanpéng
share, customer retention rate and profit per costovere found as top five evaluation indexes. bkb&
Bank and S bank respectively were ranked on this lmgperformance using MCDM analytical methods.
They suggested that there is no one performandeatian index to fit all so it should be tailoread meet
organization’s overall goals as well as the obyestiof each individual unit. The performance evdumea
indexes of the BSC perspective may not be mutualliependent so other analytical methods can be
employed to solve the interactive and feedbackiogla among indexes.

And in Ibrahim (2015) conducted a study entitled“Investigating the Use of the Four Perspectives of
Balanced Scorecard (BSC) as a Technique for Asgp&srformance by Nigerian Banks”. This study was
carried out in an attempt to discover the use o€BS a tool for measuring the performance of Nagyeri
banks. It is intended to fill a gap concerning littee attention to the use of BSC in Nigeria. Té@ncepts of
performance and its measurements, financial anefinancial measures of performance and the conakept
BSC have been discussed. The preliminary populatfothe study encompassed 21 banks operating in
Nigeria, and the use of a judgmental/purposive sagpechnique reduced the sample to eleven barks.
collect data, a survey technique using questioasairas used. The descriptive statistics and Kruskal

Wallis ANOVA and descriptive statistics have beesed to analyze the data. The study concluded that
Nigerian banks depend on financial and customefopeance measures as a technique to assess their
performance. A comprehensive view of the perforreant Nigerian banks cannot be assured without
incorporating all the four perspectives of BSCalim recommended that Nigerian banks should improve
their performance measurement systems by harmanibeir performance measures within the four views
of BSC.

Hypotheses of the Study
To achieve the purpose of the study the researshsrproposed Main hypotheses branches in to four
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sub-hypotheses, which will tested in this study.
HO: BSC cannot be used to evaluate the performanagerhial control in Jordanian commercial banks

Hol: Financial perspective of BSC cannot be used tluate the performance of internal control in
Jordanian commercial banks

Ho2: Customer perspective of BSC cannot be used ttuateathe performance of internal control in
Jordanian commercial banks

Ho3: Internal Business Process Perspective of BSCatareused to evaluate the performance of internal
control in Jordanian commercial banks

Ho4: Learning and Growth Perspective of BSC cannoused to evaluate the performance of internal
control in Jordanian commercial banks.

Research Methodology
The researcher distributed questionnaires to athbees of the sample (450) personally and recov3ed)
of the questionnaires. Furthermore, it shows thelitya of the questionnaires recovered to be vdbd
statistical analysis purposes (345) at a rate ©f 0.as shown in table (1)

Table (1) : Distributed Questionnaires of the selé¢ed Banks

Questionnaires
Banks Name Distributed Accepted valid for
statistical analysis

Cairo Amman Bank 75 57 54

Housing Bank 75 60 56

Jordan Commercial Bank | 75 59 55

Bank al Etihad 75 62 59

Bank of Jordan 75 65 62

Jordan Ahli Bank 75 67 59

Total 450 370 345

Hypotheses Testing

Analysis of Major Hypothesis

HO: BSC cannot be used to evaluate the performanggerhial control in Jordanian commercial banks
In testing this hypothesis, the researcher usezbs{Ttor one sample. This is used to verify the ibdgy of
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using balance scorecard (BSC) in evaluating théopaance of internal control in Jordanian Commeércia

Banks (JCB) as shown in Table (2)

Table (2): T- test value to verify The Possibilityof Using Balance Scorecard (BSC) in Evaluating the
Performance of Internal Control in Jordanian Commercial Banks (JCB)

major NO. | Arithmetic | Standard DF Calculated | Tabulated | Sig*
hypothesis Mean Deviation T value T Value

BSC can be used to

evaluate the

performance of| 345 | 3.561 .621 85 7.891 1.569 0.000
internal control in

Jordanian

commercial banks

Demonstrated by the results shown in the tabl8&} can be used to evaluate the performance ohalte
control in Jordanian commercial banks has a sicgniice level ( 0.05).

The calculated T- value function is 7.891 and titkaation level is  0.05, when compared with tabulated
T —Value 1.569 The table also shows the same irdalation (0.000).

As such, BSC can be used to evaluate the perfomnainaternal control in Jordanian commercial banks

Analysis of First Sub- Hypothesis

Hol: Financial perspective of BSC cannot be used tluate the performance of internal control in
Jordanian commercial banks
Table (3): T- test value to verify The Possibilityof Using Financial perspective of (BSC) in Evaluatig

the Performance of Internal Control in Jordanian Commercial Banks (JCB)

major NO. | Arithmetic | Standard | DF Calculated | Tabulated | Sig*
hypothesis Mean Deviation T value T Value

Financial

perspective of BSC

can be wused td 345 |3.481 .552 85 6.921 1.421 0.000
evaluate the

performance of
internal control in
Jordanian

commercial banks

Demonstrated by the results shown in the tablé-i{Zncial perspective of BSC can be used to evealtiet
performance of internal control in Jordanian contiatbanks has a significance level (0.05).
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The calculated T- value function is 6.921 and titkaation level is  0.05, when compared with tabulated
T —Value 1.421 The table also shows the same irdalation (0.000).

As such, financial perspective of BSC can be use@valuate the performance of internal control in
Jordanian commercial banks

Analysis of Second Sub- Hypothesis

Ho2: Customer perspective of BSC cannot be used ttuateathe performance of internal control in
Jordanian commercial banks

Table (4): T- test value to verify The Possibilityof Customer perspective of (BSC) in Evaluating the
Performance of Internal Control in Jordanian Commercial Banks (JCB)

major NO. | Arithmetic | Standard DF | Calculated | Tabulated | Sig*
hypothesis Mean Deviation T value T Value
Customer

perspective of BSC
can be used tg
evaluate the| 345 | 3.512 .642 85 [8.101 1.561 0.000
performance of
internal control in
Jordanian

commercial

Demonstrated by the results shown in the tabl&€€(#Btomer perspective of BSC can be used to evatbate
performance of internal control in Jordanian conuiabanks has a significance level (0.05).

The calculated T- value function is 8.101 and tidédation level is  0.05, when compared with tabulated
T —Value 1.561 The table also shows the same irdalation (0.000).

As such, Customer perspective of BSC can be useldluate the performance of internal control in
Jordanian commercial banks

Analysis of Third Sub- Hypothesis

Ho3: Internal Business Process Perspective of BSCatareused to evaluate the performance of internal
control in Jordanian commercial banks

Table (5): T- test value to verify The Possibilityof Using Internal Business Process perspective @$C)
in evaluating the performance of internal in Jordanan Commercial Banks (JCB)

major NO. Arithmetic | Standard | DF | Calculated | Tabulated | Sig*
hypothesis Mean Deviation T value T Value
161
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Internal Business
Process Perspective 0
BSC can be used to
evaluate the| 345 3.872 0.571 85 |6.502 1.435 0.000
performance of
internal  control in
Jordanian commercial

—

Demonstrated by the results shown in the tableC{fgtomers perspective of BSC can be used to eealuat
the performance of internal control in Jordaniamoeercial banks has a significance level (0.05).

The calculated T- value function is 6.502 and titkaation level is  0.05, when compared with tabulated
T —Value 1.435 The table also shows the same irdalation (0.000).

As such, Internal Business Process PerspectiveSa@f 8an be used to evaluate the performance ohaiter
control in Jordanian commercial banks

Analysis of Fourth Sub- Hypothesis

Ho4. Learning and Growth Perspective of BSC cannoused to evaluate the performance of internal
control in Jordanian commercial banks.

Table (6): T- test value to verify The Possibilityof Using Learning and Growth Perspective of (BSC)n
Evaluating the Performance of Internal Control in Jordanian Commercial Banks (JCB)
major NO. Arithmetic | Standard | DF | Calculated | Tabulated | Sig*
hypothesis Mean Deviation T value T Value

Learning and Growth
Perspective of BSC
can be used to

evaluate the| 345 3.694 0.583 85 8.702 1.596 0.000
performance of

internal control in

Jordanian

commercial

Demonstrated by the results shown in the table.é@yning and Growth perspective of BSC can be tused
evaluate the performance of internal control inddoran commercial banks has a significance level (
0.05).

The calculated T- value function is 8.702 and tiddation level is  0.05, when compared with tabulated
T —Value 1.596 The table also shows the same irdalation (0.000).

As such, Learning and Growth Perspective of BSC lmarused to evaluate the performance of internal
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control in Jordanian commercial banks

Conclusion

BSC is a frame work convert strategy and visioorgianization in to cohesive set of performance mnegs
and helps business manager to improve and developvell they meet their objectives.

The findings of the research highlighted that we gse BSC to evaluate the performance of intermatirol
in JCB, consisting of its four perspectives:

Financial perspective, Customer perspective, laleBusiness Process Perspective, Learning and Growt
Perspective which is contribute that BSC is a frarmerk convert strategy and vision of organizationo
cohesive set of performance measure as we meriimrea

BSC consider the best model used to evaluate tf@nization performance in a non-financial and feiah
measures using the four mention perspectives.

From the above, it appears to us that the use & BSevaluate internal control in the study comruni
increases its effectiveness and efficiency

The researcher recommends continuing researclisifighd because of its importance
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Abstract

Phishing is a form of social engineering desigredarvest user credentials and/or install malware o
electronic devices. In an effort to train compangmnibers, four different phishing test emails werg seer
a four-month period to approximately 8,200 emplayegthin one organization. These phishing test &mai
were designed to resemble emails that employeesdwammmonly receive while conducting day-to-day
operations. A service called PhishMe by Cofensewsasl to create and send the phishing emails aoddre
how users interacted. Based on this experimengnizgtions can expect up to 27% of employees will f
victim to such phishing attack§his study can be beneficial to organizations itedaining the risk
associated with phishing emails and in designimg@ms to reduce such risk.
Keywords: Phishing, risk management, information securitfaergecurity, social engineering, hacking

Each day about 3.4 billion phishing emails are sembss the world to various users in an attempt to
gain their credentials or initiate the installatiohmalicious software onto their devices (Verifgh019).
Unlike computers, humans cannot simply be prograchhoeignore such threats, and they are certainly
much easier to trick into completing an action, ethimakes the user domain very risky. The goal if th
study is to determine the percentage of employeesrganization can expect to fall victim to phighin
attacks, as well as to uncover the factors that imayence such user reactions. To address thesstiqus,
four phishing test emails were sent to an orgamz&gt 8,200 employees over the course of four m®nth
(one phishing email per month). PhishMe by Cofe(safense.com) was the service used to create,
distribute, and analyze user reactions to phislem@ils. Each phishing test was created to resemble
email that employees may commonly get while condgalay-to-day business activities. Based on the fo
phishing tests, organizations can assume that abdit of their employees will fall victim to phistgn
emails.

Background
According to phishing.org: “Phishing is a cybercgiin which a target or targets are contacted byilema
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telephone or text message by someone posing agtinkge institution to lure individuals into praimng
sensitive data such as personally identifiablermftion, banking and credit card details, and pasdsv”’
Phishing attacks are the most commonly used forgybérattack where attackers attempt to trick ubgrs
using various social engineering technigues (Culis et al, 2017). Social engineering can use both
psychological and technological ruses to gain thsttof the attack targets (Karakasiliotis, A. t2907).
Phishing is an attack that can be conducted thringfant messaging or Voice over Internet Prot¢\olP),

but the most popular avenue for attackers is emnad spoofed webpages (Mohebzada, J. et al, 2012).
Phishing attacks are normally carried out by semdorged emails, where the sender is impersonating
individual or an organization that the recipientulbtrust. This goal is to get recipients to clak links in

the bogus emails that would then redirect themgpaofed landing page asking the user to enteeateds,
such as username and password or even bankingracoambers (Aleroud, A. and Zhou, L., 2017). In the
case of a spoofed landing page, once the userutessitted login credentials, those credentials arthe
attacker’s disposal (Harrison, B. et al, 2016). Hticker thereby has full access to that usecswad
unless there is some form of multifactor authetiicalinked to the account. The attacker could thslize

the user’s account to gain access to organizatubatal

It is also dangerous to click a link or attachmierd phishing email as doing so can install malware
the user’'s computer (Matthews, R. and Lovell, K12). Even opening a fraudulent email can giveckéa
a foothold in your computing system (McGready, 2018
Methodology

The four phishing tests were conducted during 202¢he information services department of a large
corporation with business units in the U.S. and.lAKemployees of the organization (approximat@]200)
received training on the dangers of phishing cagmmiThey were then informed via email that theyildo
receive at least four phishing emails over the rexr months to test if they were following sound
information security practices. If recipients opertliee phishing test email and clicked on the lihkey were
presented with a spoofed landing page requestiegame and password to continue.

The scenarios presented in each of the four plgstests were created by the information services
department. The phishing emails were created onb#ws their believability and the types of actual
scenarios encountered by most organization empdoyethe past. The first phishing test was admenest
in June, 2020, with the remaining three phishirsgstgiven in each of the following three months.

After each of the four phishing tests, if recipemprovided credentials, they immediately received a
warning via email with additional training matesalo avoid falling victim in the future. If recipiés
reported suspicious phishing emails, they immebliateceived a congratulatory email. If employeéskcl
on the link in the phishing email, but did not pd®s their credentials on the landing page, theyevwsill
identified to receive further training.

PhishMe by Cofense

The tool used to develop, distribute, and analyteractions with the phishing test emails is PhishM
by Cofense (cofense.com). This tool offered fulstomization in the development of the phishing ésnai
allowing for domains of the alleged sender addresde chosen as well as the display name that
accompanied the sender’s address in the emailcdient of the body of the email was fully custoahie
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to allow one to create a desired narrative fordhsired phish. The coordinator of the program dao a
choose the URL displayed when a user hovers oedlirtk in the email. The coordinator can also cosie
the landing page for the link in the email and rhp&tures of company logos or other images tthierlure
employees into a false sense of security whilehenspoofed login page. PhishMe gathers all datdar
employees interact with the phish. All employeasad applications have a “Report Phishing” buttbatt
allows them to report suspicious emails that themeive. This “Report Phishing” button is not a parthe
employee’s email application—rather, it is an addtoat Cofense provides and the organization apptie
workstations via BigFix, an endpoint managemerniigie package.
User Interactions with the Phish

There are five types of possible interactions taat occur between the recipient and the phishirgjlem
The first category of interaction is, “Clicked limkd Submitted Data”. In this case the user opégme=dmail
and clicked the embedded link in the email. Thehenvpresented with the spoofed landing page that
requests the user’s credentials, the recipiengeblby supplying those credentials. In a real-wsckehario
the attacker would have then successfully harvestedemployee’s credentials. The second category of
interaction with the phishing email is, “Clickednki and did not Submit Data”. This means that tlegpient
opened the email, clicked the embedded link, bdtrdit provide any credentials on the landing pdde
third category is called “Opened Email, only”, wiieneans the recipient opened the email but had no
further interaction with the email—that is, the dayee did not click on the link in the email. Thaufth
category of interaction is, “Unread/No Responsegaming the recipient did not open the email. Thalfi
category is called “Reported, only” meaning that thcipient of the phish did not open the test eanad
clicked the “Report Phishing” button provided byf€use.
Results

The results of each of the four phishing test aw presented. It should be noted that in the fahgw
screenshots of phishing emails, personally idexiti& information (PII) was blacked out for confitiahty
reasons. All domains and display names found isehgcreenshots (generated by PhishMe) have no
affiliation to the company conducting these tests.
Phishing Test 1

The first phishing test email revolved around tdeai that a company HR specialist requests the
recipient to agree to an updated remote work politys particular ruse was made more believablergiv
the work-from-home environment associated with @@VID-19 pandemic in early 2020. The email that
employees received is shown in Fig. 1.
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From: Linda George <linda.george@hr-communication.com=

subject: (D - Uodated Remote Work Policy

Hello Everyone,

We are pleased to introduce an updated remote work policy for (D P'ease log in to our Human Resources Portal to review and sign the remote
work policy document.

Fig. 2: Phishing Test 1 Email
The email entices employees to click on the linkpiming them that they will need to sign in to et
the terms of the new remote work policy documehtetipients click the link they are redirectedthe
window shown in Fig. 2.

Sign in with your Account.

Enter your emai

Fig. 3: Phishing Test 1 Landing Page
At the conclusion of the Phishing Test 1, the risswiere recorded by PhishMe as shown in Fig. 3.
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Phishing Test 1 Interaction Data

m Clicked Link and Submitted Data

m Clicked Link and did not Submit Data
Opened Email, only

H Unread/No Response

M Reported, only

9.56%

Fig. 4: Phishing Test 1 Interaction Data

Examining Fig. 3, one can see that 9.6% of empygeened the email, 8.1% opened the email and
clicked on the link, and 8.4% actually provideditheedentials. Some 59.1% didn’t open the emaill(a
didn’t report the email) while 14.9% didn’t operetmail but did report it to information services.
Phishing Test 2

The second phishing test referred to a fake bengfickage being offered to employees of the
organization. At the time of the test, a new fisgadr was approaching. The intent of the phish twdsck
recipients into thinking they were receiving a nbanefits package offered by a third party hiredthoy
organization to administer employee benefits. Ta& differed slightly from the other tests in thtatvas
sent as a “double barrel”. A double barrel appraackhere users are sent multiple emails (two is ¢ase).
The initial email is not malicious and informs tiezipient to be prepared to receive another emaih fthe
same address in the next 24 hours. The first eseail out in this test, known as the “lure”, cansben in
Fig. 4.
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From: Sara Howell <sara.howell@mycorporate-rewards.com>
Subject: Mandatory Online Workplace Safety Training

All,

As we enter the final quarter of our fiscal year, the time to start planning for 2021 is fast
approaching. We have partnered with C.T. Benefits to ensure everyone receives their desired

bnmen mfEhe oo
I

AANa 1. -
ZUZ 1 DTIICI palrayc

In the next few days, you will receive a link to the new benefits portal. Please select your
benefits package as soon as you are able, to guarentee your coverage in 2021

Thank you

Sara Howell
Benefits Coordinator

Fig. 5: Phishing Test 2 Lure
The lure is meant to put recipients at ease int@mgt to make them more comfortable when the next
(malicious) email is delivered. Following the deliy of the lure, the email containing the link teet
credential harvesting page was sent to employed®@rs later. The second email containing the naalc
link is shown in Fig. 5.

From: Sara Howell <sara. howell@facilities-communications.com=
Subject: RE: Mandatory Online Workplace Safety Training

All,

As per my previous correspondence, | have enclosed a link to C.T. Benefits. Again, please
select your benefits package as soon as you are able

Please follow this link to visit the portal, and use your company login where requested:
https://ctbenefits. mycorporate-rewards.com/03af4/login_id=edfi/e70a0

Thank you.

Sarah Howell
Benefits Coordinator

Fig. 6: Phishing Test 2 Emaill
This email refers to the lure that was sent 24 si@arlier and instructs employees to sign in tar the
new benefits portal so that they can chose their penefits package for the upcoming fiscal yeartiddo
the subject line in this email does not relatehdontents presented in the body of the emaik WMais done
in an attempt to give employees a clue that this avphish and help them learn to carefully readilsraad
subject lines before they click on links contaimedhe body. Some users do not look at securiticatdrs
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and their own negligence can contribute to an ingmpate response (Luga, C. et al, 2016). The “bEne
portal” landing page to which users were directethey clicked the link in the second email, isosam in
Fig. 6.

cr The effective solution for your organizational benefits needs
Empower employees. Boost engagement.

Important: your log-in credentials are necessary to

selection. logy!
participation, but your password will not stored.

Fig. 7: Phishing Test 2 Landing Page
The data shown in Fig. 7 were recorded on the eyaplinteractions with this particular test.

Phishing Test 2 Interaction Data

M Clicked Link and Submitted Data

M Clicked Link and did not Submit Data
Opened Email, only

m Unread/No Response

M Reported, only

Fig. 8: Phishing Test 2 Interaction Data

Phishing Test 2 resulted in a total of about 5.48énng the malicious email, 10.6% subsequently
clicking the link, and 2.4% ultimately submittingarname and password. Some 53.7% did not open the
email and 28.0% also did not open the email wafgorting it to information services.
Phishing Test 3

The third test in this study was meant to replicatgpe of email that business employees normally s
if they deal with pay orders (PO, also known a®iogs). The phishing test was created to look dikeser
had sent an employee a secure document over Slatre®uad if they logged into SharePoint with their
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organization credentials, they would then be ablei¢w the pay order. There is also a sense ofngsge
this email that warns users the transfer will exjpir six days from the time of receiving the emdibwever,
only a relatively small number of the company’'s8 2mployees would normally deal with pay ordefse T
email that was sent is shown in Fig. 8.

Becky George| has shared a secured document with you via SharePoint tagged “PO-0959796.pdf".

This transfer will expire in 6 days from 07/21/2020.

Fig. 9: Phishing Test 3 Email
This email requests the recipient view the docunmenSharePoint which is where the user believes
they will be redirected if they click the “View Doment” link in the email. The spoofed SharePointliag
page where users were redirected if they clickedittk is shown in Fig. 9.

Fig. 10: Phishing Test 3 Landing Page
The company logo (blacked out in Fig. 9) was plaaedhe landing page to make employees feel safer
and more inclined to submit their credentials. Rese indicates that even sophisticated users ame mo
likely to succumb to phishing attacks that utiliazeual deception (Luga, C. et al, 2016; DahamijagRal,
2006). The data recorded for Phishing Test 3 aglalyed in Fig. 10.
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Fig. 11: Phishing Test 3 Interaction Data

Phishing Test 3 resulted in a total of about 6.Q8ning the malicious email, 7.1% clicking the link,
and 2.2% submitting username and password. Soné&65did not open the email and 27.1% also did not
open the email while reporting it to informatiomsees.
Phishing Test 4

The fourth and final phishing test is a replicaaatal OneDrive notification that can be sent tersisn
the event there are a large number of files that @geleted from their OneDrive accounts. For this
organization-wide test, a replica of a OneDriveifiwation email was used. The link in the phishiredts
the recipient to a spoofed web page used for cteddrarvesting. The email and landing page aravshio
Fig.s 11 and 12, respectively. Note that all tHieles presented in the email of Fig. 11 redirectite same
landing page.

Fig. 12: Phishing Test 4 Emaill
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Fig. 13: Phishing Test 4 Landing Page
Similar to the Phishing Test 3 landing page, thst Belanding page included a company logo (blacked
out in Fig. 12) to give the page added credibilityhe eyes of the employee. The resulting datéfashing
Test 4 are presented Fig. 13.

Fig. 14: Phishing Test 4 Interaction Data
Phishing Test 4 resulted in a total of about 43d¥éning the malicious email, 3.8% clicking the |ink
and 1.5% submitting username and password. Son78638id not open the email and 18.0% also did not
open the email while reporting it to informatiomsees.
The raw data for each of the four phishing testspgesented in Fig. 14. Note that the unique nuraber
email recipients changes slightly over the four thoperiod due to employees entering or leaving the
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organization.

Fig. 15: Raw data for all four phishing tests

Fig. 15 presents the average percentages forualplnishing tests combined.

Fig. 15: Average interaction for all four phishingests

Table 1 provides all the raw percentage data fer fur phishing tests while Table 2 gives the
percentages for the various types of what can heidered a success or failure for the hacker. kamgle,
simply opening a fraudulent email can provide vhlaainformation to a hacker about an individual and
their computing system, as well as download malwhilewise, clicking a link in a fraudulent emagrt
download malware on the victim’'s computer. And,colirse, providing user credentials can give a tracke
easy direct access to a computing system.
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Table 1: Percent of employees by type of interactiofor each phishing test

Phishing Tes (A) (B) © (D) (E)
Percent off Percent of Percent of Percent of Percent of

Employees Employee§s Employees Employee§ Employees

Who  Clicked Who Who Who | Who Did

the Link and| Clicked the| Opened the Reported the Not Interact
Provided| Link, Only | Email, Only| Phish, Only| With the

Credentialg Phish

1 (Remote work 8.4% 8.1% 9.6% 14.9% 59.1%
policy)

2 (Benefit 2.4% 10.6% 5.4% 28.0% 53.7%
package

3 (Pay order 2.2% 7.1% 6.0% 27.1% 57.6%

4 (File deletions 1.5% 3.8% 43.0% 18.0% 33.7%

Total 3.6% 7.4% 16.0% 22.0% 51.0%

Table 2: Percent of employees either falling victinor proving diligent for each phishing test
1 2 3 4 5
Phishing Test Percent of Percent of Percent of Percent of Percent of
Employees Employees Employees Employee§ Employees
Who Who Who Who | Who Did
Provided Clicked Opened Reported Not Open
Credentialg  the Link| the Email| the Phish the Email

(A) (A+B) | (A+B+C) (D) (D+E)

1 (Remote work 8.4% 16.5% 26.1% 14.9% 74.0%
policy)

2 (Benefit 2.4% 13.0% 18.4% 28.0% 81.7%
package

3 (Pay order 2.2% 9.3% 15.3% 27.1%| 84.7%
4 (File deletions 1.5% 5.3% 48.3% 18.0% 51.0%
Average 3.6% 11.0% 27.0% 22.0% 72.8%

Discussion
There are several tentative findings based onaile ebllected from the four phishing tests.

1. Itis somewhat dangerous to even open a fraudel®ail. Column 3 in Table 2 shows that, even
with prior training and warning, individuals opeuaspect emails on average about 27% of the
time, which makes it difficult for organizations adequately defend their computing resources.

2. Column 3 in Table 2 also demonstrates that asitigin cybersecurity continues over time (after
each subsequent phishing test), the percentagadofiduals who open suspect emails does
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decrease except in the case of Phishing Test 4.fiftding may be due to the nature of that test
(the threat of losing many files on one’s computer)

3. With respect to Column 2 in Table 2 (clicking otirkk in a suspect email, which poses an even
greater threat than simply opening the email), sesponses did decrease steadily as the testing
progressed. Thus, ongoing training of this sort baneffective. The average in this column
(11% ) closely aligns with a report by Verizon whifound approximately 1 out 10 employees
from tested organizations would click on links dtaahments contained in phishing emails
(Williams, E., Hinds, J., & Joinson, A., 2018).

4. Column 1 in Table 2 (providing credentials, whistthhe most worrisome response) shows again
that these responses also decreased over time.

5. Column 4 in Table 2 (reporting suspect emails) li@idy consistently over time with an average
of about 22%. This is disappointingly low implyitigat individuals are not especially aware or
caring about taking corrective action.

6. Likewise, Column 5 in Table 2 (not opening suspautils) was fairly consistent averaging 73%.
However, this result may be due to some recipisimtgply not believing that the emails were
relevant to them.

Conclusion

Phishing emails or texts pose one of the greakestts to information security. This study of some
8,200 corporate employees who received four phishésts over a four month period, even with prior
training and continuous feedback, demonstratespiiiahing is a continuous threat. Ongoing effantkdep
employees diligent through timely tests such athis study can be effective but will never elimmahe
threat entirely. Additional countermeasures, suslaatomatically quarantining suspected phishingilema
detecting and quarantining malware on users’ coerputand flagging suspicious login activity, are
obviously needed to further reduce threats posquhishing.

References

Aleroud, A., & Zhou, L. (2017). Phishing environntgntechniques, and countermeasures: A suQemputers & Security 68,
160-196. Retrieved September 14, 2020, from
https://www.researchgate.net/profile/Ahmed_Alerquiblication/315853086_Phishing_Environments_Tealesgand_Counter

measures_A_Survey/links/5e7bb12592851caef49d82E8Rb-Environments-Technigues-and-Countermeasit8sivey. pdf

Curtis, S. L., Rajivan, P., Jones, D. N., & Gonzalé. (2017). Phishing attempts among the darki:tfatterns of attack and
vulnerability. Computers in Human Behavior 8774-182. Retrieved September 7, 2020 from
https://www.cmu.edu/dietrich/sds/ddmlab/papers/iSetal2018. pdf

Dhamija, R., Tygar, J., & Hearst, M. (2006). Whyighiing Works Proceedings of the SIGCHI Conference on Human Fadto
Computing SystemS81-590. Retrieved September 20, 2020, fhttps://escholarship.org/content/qt9dd9v9vd/gtodi@vpdf

Harrison, B., Svetieva, E., Vishwanath, A. (2016)lividual processing of phishing emails: How atten and elaboration protect
against phishing. Online Information Review, 40@§5-281. Retrieved September 14, 2020, from
177
ISSN 2076-9202



International Journal of Information, Business dahagement, Vol. 13, No.3, 2021

https://www.researchgate.net/profile/Brynne_Hamigablication/299552211 Individual processing_ofshimg_emails/links/5
9c65440aca272c71bc2aca2/Individual-processing-shpig-emails.pdf

Karakasiliotis, A., Furnell, S., & Papadaki, M. 0. An assessment of end-user vulnerability tslphig attacksJournal of
Information Warfarep(1), 17-28. Retrieved October 8, 2020, from
https://www.stor.org/stable/26503466?read-now=Igskpage scan tab contents

Luga, C., Nurse, J. R., & Erola, A. (2016). Baititng hook: Factors impacting susceptibility to ping attacksHuman-centric
Computing and Information Sciencégl), 8th ser., 1-20. Retrieved October 7, 2020 from
https://hcis-journal.springeropen.com/articles/188/s13673-016-0065-2

Matthews, R., & Lovell, K. (2019, February 11). Dtatlick that link! Retrieved April 1, 2021, from
https://phys.org/news/2019-02-dont-click-link-crimals-access.html

McGready, S. (2018, August 20). Why just openirspam email could open the door for fraudsters.i®etd April 01, 2021, from

https://www.lovemoney.com/news/76285/why-just-opera-spam-email-could-open-the-door-for-fraudsters

Mohebzada, J. G., El Zarka, A., Bhojani, A. H., &Mish, A. (2012). Phishing in a University CommntyniTwo Large Scale
Phishing Experiment2012 International Conference on Innovations irotnfation Technology (IITR49-253. Retrieved

September 20, 2020, frohttps://ieeexplore.ieee.org/stamp/stamp.jsp?tp=&mtrer=6207742

Thomas, K., Li, F., Zand, A., Barrett, J., Ranidrj,Invernizzi, L., . . . Bursztein, E. (2017).tB&8reaches, Phishing, or Malware?
Understanding the Risks of Stolen Credenti@teceedings of the 2017 ACM SIGSAC Conference ompGter and
Communications Security421-1434. Retrieved September 3, 2020, from
https://storage.googleapis.com/pub-tools-publicligalion-data/pdf/bdc662fbabebc6b784e2b0a22536€lBL2 af. pdf

Verifybee. (2019, September 02). How Many Phislitngails Are Sent Each Day? Retrieved November 030 2fom

https://verifybee.com/how-many-phishing-emails-aegt-each-day/

Williams, E. J., Hinds, J., Joinson, A. N. (201B¥ploring susceptibility to phishing in the workpka International Journal of
Human-Computer Studies, 120, 1-13. Retrieved Sdme®, 2020, from
https://reader.elsevier.com/reader/sd/pii/S107158303628?token=96552EFE9887EB7D52BA9D8685FAC49FR0B8BB530
DC6EB2444B8C0290FF8A76FE7FA4AEEELIF3EGBEBS41D2F1E-19

17¢
ISSN 2076-9202



International Journal of Information, Business andManagement

http://ijibm.elitehall.com/



