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Editorial
The avalanche of time is very unpredictive. The whole world is in trauma with Covid-19
pandemic. Almost entire globe is suffering with coronavirus and ghting with it. Many lives
converted into death and ghting against virus is still on. The economies are shattered, busy roads
became lonely, hotels and home stay are shut down, transport halted, small industry closed down,
unemployment at high rate, skilled & unskilled workers returned back to their town &villages, even
ceremony and funeral systems changed; all hypothesis and formulas failed in front of virus. It is said
that such situation arises in every 100 years and this year marks the 100th anniversary of the
deadliest event in human history. In 1918-1919, pandemic inuenza appeared nearly
simultaneously around the globe and caused extraordinary mortality (an estimated100 million
deaths) associated with unexpected clinical and epidemiological features. Today's biggest
challenges for the world includes development of vaccines on corona virus.
Today the work of medical doctors and para-medical staff are equal to the God, (which was
earlier also), but now a days it has been realized generously. Here I would like to quote the
following statement of Dr. K.K. Sinha, Associate Professor & HOD, Department of Pediatrics,
Jawaharlal Nehru Medical College, Bhagalpur, Bihar, India "A doctor learns in his life every day. By doing mistake himself or learning from mistake of
others. Our great Professor of medicine used to say if you learn a single thing in a day think that is a
good day for you. I still can't forget about a case when I was doing my house-job in pediatrics in
night shift. A healthy baby was admitted in emergency in a state of breathlessness and irritability. On
clinical examination everything was absolutely normal. As the child belonged to some VIP almost
100 persons gathered there. One of gynecologist of our medical college also came and told me the
lips of the child were totally pink, but at present lips appeared slight blue. As one SR was in the
department so he remained on call. I didn't think to disturb by calling him. I thought the child may be
having cyanosis, I asked has he taken some drug then they disclosed a single tablet was found
nearby him. I kept the tablet, gradually people moved away only few remained. The General
treatment was given.
I remained studying the poisoning chapter in department library. After reading several books I
came to conclusion it probably a case of Dapsone poisoning. But as it was single tablet difcult to
say. I went in the shop of chemist in the midnight asked him to open the shop, showed him the tablet;
he without wasting the time told me Sir it is dapsone 100mg tablet. I rushed back to department as
Vitamin-C was its antidote IV, slowly it was given and the child recovered smoothly from
restlessness and cyanosis had disappeared. I asked attendants about someone in house taking this
drug then they told his grandmother took the drug. How the child opened the small bottle of
Dapsone, God knows. Anyway, I breathed a sigh of relief.
In the morning round to get credit about the whole night ordeal I had faced single handedly, I
showed my professor Sir this tablet child took in the night nobody recognized. But he immediately
addressing me by name it's Dapsone 100mg. To my utter surprise I asked him how he recognized.
Then he told me he has worked in leprosy department where they have to keep stalk of drug by
counting themselves. He told different strength has got different color. That was the reason the
chemist also recognized immediately.

I still relish remembering due to stint of hard labor child's life was saved. And this is the every
time story but in a different way."
In such holistic situation, gradually the economy is trying to come on track, work have been
started mostly through virtual mode and economy is at-least on growth path. It is a pleasure and
remarkable step of Vardering India to launch and release its international journal during the
pandemic situation. This is the real example of entrepreneurship with high risk and innovativeness.
The Transdisciplinary International Journal of Academic Research (TIJAR) is a start-up activity
which is supported by many leading academicians and professionals globally.
This journal is the outcome of rigorous working of more than one year. All leading indexing
will be obtained for this international journal. TIJAR have very precise and clear guidelines for the
author(s) to follow the various guidelines applicable for research and paper publications.
I acknowledge and personally thanks to the stakeholders of TIJAR to give the birth of a truly
international journal. Hope we will touch the standard of the international journal sooner.
"Stay Safe - Stay Healthy"

Anup Kumar
Managing Editor
E-mail: editor@tijarjournal.com
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Motorcycle tourism in Mexico
César Castañeda Vazquez del Mercado
CEO of Travel Widgets, Articial Intelligence Tourism Services,
Calle del Bosque#8 Coyoacan, Mexico City MEXICO
E-mail: cecanvm@hotmail.com

Abstract
Motorcycle tourism is a growing niche market in many countries that offers a great chance for small
destinations. Motorcycle tourists spend more than average tourists and are willing to try destinations and
activities off the beaten path. Although this segment has a large number of users and involves great income
for tourism destinations, few studies have been published and almost none in Mexico. The present paper is the
rst academic paper concentrated on motorcycle tourism in Mexico. Since there are few sources, the author
used a survey to identify the user´s prole and preferences. This paper discusses the ndings of our research
into the motorcycling leisure and tourism sector in Mexico, examining the characteristics of this group and
it´s potential economic impact.
Keywords: Motorcycling, Niche markets, Mexico tourism.

Introduction
Specialized niche market tourism has grown worldwide before de pandemic. The tourism
market in Mexico is a particularly important part of the economy and tourism services providers
work hard to offer better options for the experience seeking clients of our times.
This paper analyzes the growing segment of motorcycle tourism, also known as Biker Tourism.
This is the rst academic approach to this niche market in Mexico and aims to identify the user´s
prole, the market dimensions and give tools to future research and growth of this important tourism
product. Even when the number of bikers is growing every year, few services have adapted their
offer to attract specically the motorcycle tourist.
Another contribution of this study is the obtaining of data given the practically inexistent
research about the biker segment, comparison with other countries is also useful to better understand
the phenomenon in Mexico.
Motorcycle tourism in the world
The lack of research for the motorcycle tourism is a global situation since few studies have been
published in some key countries, none in Latin America or specically in Mexico.
According to some international publications, Biker tourism is a large and growing market in
several countries. In 2008 the United States market registered7.7 million motorcycles, this is a 50%
growth compared to 1997 numbers and that country presented a 9% annual growth rate before the
pandemic. Weddell, 2014 expected 11 million motorcycles registered in the U.S. for 2015 and 9% of
the US bikers taking at least one trip per year and spending $85 billion USD per year. The same study
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points out that Harley Davidson is the main manufacturer with 47% of the U.S. market. The average
biker income in that country is $59,290 USD per year, higher than the average income of the US
citizens calculated in the same year at $50,233 USD a year. Biker tourism is an especially important
tourism segment across the US. The average owners´ age in the U.S. went from 27.1 years in 1985 to
41 years in 2003. Concerning the average age and gender, mature riders (50 years and older) account
for nearly 25% of the U.S. market and women are also a growing force and now make up to 12% of
motorcycle ownership and 23% of motorcycle riders in 2008 (Skyes & Kelly, 2012).
The UK Motorcycle Industry Association estimated that motorcycle-related tourism
expenditure in the UK is around £569 million, supporting approximately 13,250 tourism jobs
(Cater, C. 2017).Biker tourists require some specic services when travelling like access to gas
stations, covered parking lots, laundry, amongst others. The limited access to luggage in the
motorcycle also determines some characteristics of their behaviour, higher consumption of food and
beverages, and less shopping, also most bikers travel in group inuencing decision making for hotel
and restaurant services.(Cappelloni, et al. 2019)
In the Italian study, 91% of the biker tourists where male, and the average age was 42 years, the
oldest participant was 88 years old and the youngest 18, legal age to drive in that country. A large
group of bikers interviewed had an employment (86.3%) and only 6.2% where retired. According to
Cappelloni, et al. 2019, biker tourists travel to enjoy the road (82%), opposed to most tourists for
whom the road is only a mean to reach a destination. Bikers seek small roads with attractive
landscapes, small charming communities where gas stations and scenery restaurants are key
elements when choosing a destination. Visiting the destination was the motivation for 63% of the
motorcycle tourists and visiting cultural sites was mentioned by 37%. Finally, the hotel choice is
also an important aspect to choose a destination, given that clients are extremely tired after a long
ride, sometimes wet and muddy, nding a hotel that understands and cares about their specic needs
is very important.
Also, bikers are friendly people, who enjoy travelling in group and spend more money than
average tourists, they also care about the environment, actually, travelling in a motorcycle means fewer
fuel consumption and normally they choose environmentally friendly services. Motorcycle tour
operators went from 600 in 72 countries in 2012 to more than 700 in 77 countries in 2015. (Scol, 2016)
Motorcycle Tourism in Mexico
There are no formal studies analysing the motorcycle tourism phenomenon in Mexico, few
publications like journals, magazines and websites indicate that biker tourism is growing constantly.
According to the specialized magazine “Revista 400”, and the International Motorcycle Event
(SIMM), 98% of motorcycle tourists in Mexico are Mexicans and the average tours go from 2 to 6
days. Colonial cities, small towns and
beach resort are the most popular
destinations for bikers.
The SIMM organizers estimate that
every year the market generates $110
million pesos, equivalent to 0.07% of the
national tourism GDP. The SIMM
considers that bikers spend between
$1,000 and $1,500 pesos, per day in trips
that go from 250 to 400 km distance
from their hometown.

8
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According to the national statistics bureau (INEGI), Mexico had 3.5 million motorcycles in
2017, which meant a 17% increase compared to 2016. The state of Mexico is the national leader with
almost half a million motorcycles followed by Jalisco and Mexico City.In 2019,Mexico hosted more
than 100 motorcycle events.
In order to identify the motorcycle tourist prole in Mexico, a survey was conducted using a
questionnaire distributed to biker tourists online, through thesurveyhero.com platform, the survey
was shared amongst bikers through social networks such as WhatsApp, Facebook and Twitter. The
survey was online from October 15, 2019 until November 30, 2019; 560 people where reached.
We observe that 45% of respondents were between 39 and 48 years old. This means that the
market is composed mainly by people in their most productive period of life with resources to travel.
The large majority is composed by men
(95%), similar to other studies in various
countries, generally the motorcycle owner is a
male and travellers ride in couple. 80.68% of the
participants has a university degree of higher.
49.43% has a university degree and 31.25%
postgraduate studies. Biker tourists have higher
studies level than the national average. In
Mexico the average is only Secondary school.
37% of the participants live in Mexico City,
followed by people from Estado de México with
10%, Baja California Sur 7.4% and Michoacán
6.3%.
48% bikers own one motorcycle, while 31% has
two and 18% owns more than three motorcycles. 3%
of the motorcycle tourists do not have a motorcycle
but practice biker tourism, this group usually rent or
travel with specialized biker tourism companies.
Harley Davidson and BMW are the top
brands for motorcycle tourism in the country
followed by Yamaha, Honda, Ducati and Susuki.
The most popular engine size for travelling is
between 750 and 1000 cc, but surprisingly many
users (18.8%) have larger bikes,1500 cc or more.
67% of the motorcycle tourists belong to a motor
club or biker association, usually these

organizations are constantly promoting tours and
events for their members, many are even created
or organized by motorcycle vendors, mainly HD
and BMW. Most bikers travel for more than
100km from their city of residence. 36%travel as
far as 250km while 11% go beyond 600 km from
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their city of residence. Of course, the longer the trip the higher the need to have hotel and restaurant
services.

According to the answers received, the state of Morelos is the most popular destination for
Bikers in México, followed by Estado de México, Querétaro, Guerrero and Jalisco. The large
number of bikers living in Mexico City and Estado de Mexico inuences the number of visitors in
surrounding destinations like, Morelos, Querétaro or Guerrero.

73% of the users stay in hotels and only 27% make daytrips. 29% stay for at least two nights and
only 12% spend more than 4 nights per trip. Also 96% would like to stay in a hotel specially
conceived for bikers.
Usually, expenditure questions are biased, since survey participants tend to declare less
expenditure or not answer at all for security reasons, in our case, 34% indicated that they spend in
average $1,000 pesos a day. 41% spends between $1,500 and $3,000 pesos daily. And only 15%
spend more than $3,000 pesos a day (around 140 USD).
Conclusions
This rst approach allows us better understanding of the motorcycle tourists in Mexico and
aims to help decision makers and further researchers to comprehend and, thus better serve this
growing niche market within the Mexican Tourism offer.
The segment potential is big, but if destinations and investors want to take advantage of the
motorcycle tourism growth, it is important to know the prole of such users and propose services
accordingly. Tourism accounts for more than 8% of Mexican GDP and specialization will certainly
be a key ingredient in the future development of the tourism industry.
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Abstract
Job enrichment is one of the valuable tool to achieve individual performance. It is essential to
understand how job enrichment is a cherished goals for fostering and managing the fruitful employee
performance. Various elements that must be present while enriching a job are task identity, task signicance,
and skill variety that lead to improved task performance by employees and nally motivates them to prosper.
This study is done to focus on the relationship of job enrichment with employee performance and motivation.
A thorough review of literature is done to explore the factors of job enrichment, motivation, and employee
performance.

Introduction
Now a days employees it became very important for the organization to retain their employees
and the most popular tool these organizations use for this purpose is job enrichment.
The term job enrichment can be understood by bifurcating it into Job and Enrichment.
Job means a piece of work , mainly a specic task done by the person according to their
occupation within an agreed price and enrichment means, the action which helps in improving or
upgrading the quality or value of something. job enrichment helps the organization to retain their
talented employees by providing the higher responsibility to their employees.
In today's era, there is a lot of competition in the market, so most of the employees want some
interesting or challenging jobs in their work place where they can feel about being capable of
making a differences not only in their own lives but also in other's lives. So we can say that it is a
systematic technique which helps in encouraging employees so that they can perform better in the
workplace (Kotila 2001).
Many jobs are so boring and monotonous that employee feel dissatised with their jobs.
Organizations try to know about those elements that can make the jobs they offer more satisfying.
After doing so much research organizations found the following elements that can make their
jobs more satisfyingŸ By reducing recruitment cost.
Ÿ By increasing retention of experienced staff and motivating them to perform at a higher
level.
One of the most important factor in good job design is job enrichment. This is the tool of
integrating the individual jobs to make the responsibilities more rewarding and inspiring for the
12
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people to do their best. Secondly Job enrichment is one of the techniques used by the organization to
motivate their employees and also give higher satisfaction in the work place. Job enrichment helps
the organization in their development by reducing those factors which are trying to de-motivate the
employees and also provide some rights to their employees like the right of decision making, and
control over their task in order to promote healthier performance to the workplace. The problem of
job enrichment drawn from the fact that in today's rapidly changing environment, every
organizations wants to go globally and also wants to maximize the potential of their employees
so that they can become active and alert in order to survive easily in today's aggressive
competition.
Strategies for Job Enrichment
There are some strategies which an organization can use to enrich in their work place which are
as follows
Ÿ Rotate jobs
Ÿ Combine Tasks
Ÿ Identify project focused work unit
As they say that a coin has two face, here also if something is good then it has a bad impact also.
An adverse effect of job enrichment may affect the organization as well as its employees.
Some negative impacts are increase in work load when jobs get enriched lot of work also
increases, sometime employees face some problems in learning the required additional skills for the
enriched jobs.
Sometimes job enrichment become dangerous for the organization for instance at the time of
globalization because during this period there is a need of advanced knowledge and the employees
doesn't have that much of knowledge.
Motivation
Motivation is an important tool which helps in encouraging the persons or an employee to give
their best in their performance and also helps in achieving the organizational goal.
It is totally dependent on some psychological stages (Curral, L, & Marques quinterio, 2009).
Motivation is of two types rst is positive motivation and another is negative motivation. A Positive
motivation is the one which increases the output of the employee and the negative motivation is the
one which reduces their performance. we can also say that motivation is a level of lots of efforts
(Pew 2007).
Motivation is a psychological phenomenon which is developed within an individual. It is an
inner feeling which helps the employee to work more. When they get motivated they start trying to
move towards their unsatised needs to satisfy them. The question arises how do you motivate your
employees? (Fredrick, H. 1968)
An organization use different ways to motivate different employees because everyone have
their own way to get motivated by others and in today's competitive world every organization wants
to motivate or encourage their employees because now a days competition are very tough and
without motivation they cannot survive in this world. Organization also try to motivate their
employees to cope up with the changes. It is the duty of the organization to create an environment
which enhances the employee's self- esteem. It is totally based on human needs.
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There are some advantages of motivation which are useful in the organization –motivation
helps in reducing the labor turnover, it helps in achieving the organizational goal, it helps in boosting
up the efciency of the employees performance, it helps the employees to cope up with the changes.
Employee Performance
Employee's performance has a direct impact on the success or failure of any business. It
involves various factors like quantity and quality of work as well as the behavior shown in the work
place. It is the duty of the organization to evaluate the employee's performance for the benet of the
organization. There are some methods through which the organization can evaluate employee's
performance like – management by objective, 360 degree feedback, scale ranking method etc.
Job Enrichment And Employee Performance
There is a direct relation between job enrichment and the employee's performance. When the
jobs get enriched, employee's performance increases as they feel upgradation in their value as a
result they try to give their best. With the increment in the employee's jobs they start go beyond the
national boundaries to explore more and then their outcomes go beyond their expectation. Hence
when the employee's jobs gets enriched they start working hard to achieve their goal and their
performance gets increased day by day. There is a positive relation between job enrichment and the
employee performance.
Job Enrichment and Motivation
Job enrichment means improving the jobs so that the workers gets motivated. Employee
motivation can directly inuenced by the job enrichment because with the help of enriched jobs
,employees gets motivated they get a chance of recognition and reward also they start utilizing their
abilities ,their knowledge in a right place. There is a direct relation between the job enrichment and
the motivation. So we can say the there is a positive relation between the job enrichment and the
motivation. That is why most of the organizations use job enrichment tool for motivating their
employees because this will help in increasing the employee commitment, improved employee
satisfaction, improved employee efciency, and their contribution towards theorganization.
Motivation and Employee Performance
We can say that there is a direct relation between the motivation and the employee's
performance because if the employee's gets motivated by the organization then this will directly
effect on their performance. Employees start doing hard work to achieve the organizational goals
and also start thinking positive while doing the work. With the help of motivation their performance
increases through which they try to work internationally also. The only way to increase the
employee's performance in the workplace is motivation. Therefore if an organization motivates
there employees they start performing well and their absenteeism as well as boredom also reduces
which are benecial for both organization as well as employees.
Limitations
This study has considered only the main factors contributing in the relationship of job
enrichment, motivation and employee performance hence other factors of job enrichment and their
inuence on employee motivation and performance need to be explored in other researches.
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Abstract
In the new people-economy, today's organizations are increasingly based on knowledge. While more of
the efforts have been directed towards making the systems knowledgeable, a gap has evolved between the
need to preserve and safe guard managerial knowledge. Nevertheless it is people, who convert knowledge
into efcient action and this knowledge pool of individuals cannot be replicated, the organization should
respect and manage their expectations. What now are scarce are the people, who can manage information
and bring their practical knowledge into corporations. So at this moment corporation critically emphasize
on the concept of Psychological Contract, a tool for maintaining Healthy employment relationship at work.
Psychological contract forms a mutual unwritten expectation that exists between employee and employer
regarding policies and practices in an organization. The study would focuses about the need and implication
of psychological contract on organizational environment. It would suggest a linkage between the causes,
content and consequences of the psychological contract in the nancial sector. .It takes the employees' ideas
about what they expect from the organization and what they feel they owe to the organization into account.
The current study investigates what contributes to the healthy psychological contracts of the professionals in
the nancial sector. Suggesting future trend in psychological contracts and its impact on the behavior of the
employees.
Keywords: Psychological Contract ( PC), Financial Sector, Expectations, Employment Relationship.

Introduction
In the new people-economy, today's organizations are increasingly based on knowledge. While
knowledge assets determine an organizational survival to existence, and its people drive
organizations to success and failure. Nevertheless it is people, who convert knowledge into efcient
action and this knowledge pool of individuals cannot be replicated, the organization should respect
and manage their expectations. What now are scarce are the people, who can manage information
and bring their practical knowledge into corporations. So at this moment corporation critically
emphasize on the concept of Psychological Contract, a tool for maintaining Healthy employment
relationship at work. Psychological contract forms a mutual unwritten expectation that exists
between employee and employer regarding policies and practices in an organization. Psychological
contract, refers to the joint prospect that people have with one another in a relationship, and how
these prospects changes and impact human behavior over time. The term is currently used mainly to
describe the expectations an employee has of the organization and the expectations the organization
has of the employee.
16
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'Psychological Contract' has been identied as a signicant feature of workplace relationships
and in wider human behavior roles. It is people who convert knowledge into efcient action. Since
knowledge pool cannot be replicated, the organization should respect and manage people. This is
true in Financial sector, whose business truly depends on people and customer relationship.
Successful top ofcials understand that people are vital in every operation. Every operation daily
transactions, Loan/ Credit services, or customer services are the outcome of sustained human
efforts. Success and efciency in Financial sector services is based on their knowledge. Financial
sector appetite for quality in any product or service is thoroughly founded on the ability to apply
human intelligence to continuously improve processes. There are few reason why nancial sector is
facing a problem in Dehradun region.
The psychological contract
In HR terminology the word 'Psychological Contract' generally refers to the real - but tacit expectations of a workman or human force towards the employer in an organizations. Psychological
Contract highlights, on platform of micro-level, the commitment, human rights, incentives, etc.,
that people considers as a due by their employers', in return to employee's employment and
loyalty.
Michael Armstrong( 2006) dened the denition of psychological contract as "the
employment relationship that consists of a exclusive combinations of beliefs and values held by a
person and his boss about what they are expecting from each other"
Principally, psychological contract dwells to the connection between an employer and an
employee, and deals with the shared expectations of input and outcome variables.
It has been noted that psychological contract is considered from the point of view of feelings of
employees, although it is to be understood that a full positive reception requires from mutual ways'Employees as well Employers'. From literature reviews , it is understood that in context to
employment, psychological contract is the fairness or equilibrium ( which is in general context of
the employee) between:
Ÿ How a workman is taken care by the manager, and
Ÿ What the employee as a stakeholder brings to the employment.
As seen in the traditional theories of behavioral sciences, psychological contract has been
talked only from the narrow perspective and understood, and is far from realistic state of
organizations. As derived from the studies 'psychological contracting' is yet to play critical role in
various parts of societal development, despite its implication and potential efcacy. If explored
deeply, it is one of the potential benecial areas of study. It is to be noted, psychological contract,
reinforces its basic principles to our our relationships - inside and outside of work atmosphere.
Elements such as esteem, empathy, belief, compassion, justice, and specicity- denes
psychological contract.
Psychological contract Model
Figure1, mentioned below, represents a multifaceted views of the PS, inclusive of both external
and internal inuences which are usually unseen while applying psychological contract theory.
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Figure 1: Psychological Contract model. Source: Businessballs.com
The above diagram interprets a simple overview of the factors inuencing psychological
contracts in general environment.
VC( visible contract) - is the natural explicit employment contractual obligations between the
employee and employer signifying to exert carefully and aptly in return for a pay or salary and
other incentives
PC (psychological contract) - which is tacit/hidden, describes the relationship (r) between
employee and marketplace (including external factors), as well as the manager's relationship with
market place (r), and visible contract (VC).
Psychological contract- 'Iceberg' Model'
Psychological contract- 'iceberg' model ,below helps to illustrate the vital aspects and its impact
within PC theory. This is very pertinent tool for team-builders,trainers, and leaders for elucidation
of the concept and its relevance to people.
As said, iceberg is 90% hidden underneath the water level, in the similar manner psychological
contract is also perceived.
The below diagram, Figure 2, is an illustration of relationship between employees/employers.
As understood, only job and rewards are formally accepted & contracted. But in truth, psychological
contract for contemporary job relationships incorporate mutual obligations than only work and
rewards higher than water-line', i.e., ofcially contracted and decided.

Figure 2: Psychological contract - 'Iceberg' Model, Source:Businessballs.com2010
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Literature Review
Psychological Contract (PC) has increasingly becoming a relevant characteristic of workplace
relationships and wider in human behavioral roles.
Roots of psychological contract rst originated in and around 1960s, in the research work of
organizational and behavioral theorists (Chris Argyris and Edgar Schein). Other experts in OB/HR
elds have contributed to ideas of PC, subsequently and continuing to add new work. Psychological
contract has been recognized more deeper and diversed concept and is freely accessible to
theoretical studies. Armstrong, a management practitioner, referred to Edgar Schein (1965)
meaning of psychological contract, to be "an unwritten set of expectations, in use between every
person of an organization, managers and others in an organization. As per DM Rousseau and KA
Wade-Benzoni (1994) recalled, PC as a vibrant and a reciprocal contract with innovative
opportunity that are being added over a period of time. PR Sparrow, (1999)related more with the
human, social, and emotional magnitude of exchanges.
Research Model adopted for the study
The study would suggest a linkage between the causes, content and consequences of the
psychological contract in the nancial sector. It takes the employees' ideas about what they expect
from the organization and what they feel they owe to the organization into account.
Design of the Study
The current study investigates, what contributes to the healthy psychological contracts of the
professionals in the nancial sector in Dehradun. Further suggesting future trends in psychological
contracts and its impact on the behavior of the employees as well as in general management of the
organizations.
Focus of the study
Specically the study is focused on nancial sector's employees' perception of the
psychological contract dimensions and its behavioral implications.
Objectives of the study
Ÿ To explore the concept of psychological contract dimensions amongst the employees in
nancial sector in Dehradun.
Ÿ To nd out the inuence of psychological contract on behavior of nancial sector
employees' in Dehradun.
Sample size
A sample of 50 nancial sector employees' of private well as PSUs were taken for the study and
are segregated into four levels. Entry level employees are placed in Band “A”, junior managerial
level under Band “B”, Middle level under Band “C” and top level under Band “D”.
Table 1: Depicting Sample size
Band
Sample
D
8
C
12
B
12
A
18
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The distribution of the respondents along demographics variables was as follows:
Table 2: Depicting Demographics of sample size
Males
60%

Females
40%

Hypothesis
There is no signicance relationship between psychological contract and nancial sector
employees' behavior.
Instrument for collecting data
Detailed questionnaire was built to measure the psychological contract dimensions and the
implications on employees' behaviors.
Data analysis and Findings
Table 1. Descriptive statistics of psychological contract variables
Dimensions
Mean
S.D.
TRUST (BOSS)
3.08
.83
TRUST (SENIOR MGT)
2.7
.74
TRUST (MIDDLE)
3.14
.67
JOB SECURITY
3.16
.5
EXIT TENDENCY
2.78
.89
MOTIVATION
2.83
.83
LOYALTY
3.05
.74
FAIR PAY
2.24
.89
SATISFACTION OF WORK
6.35
1.89
From the above table some key nding was made that nancial sector employees have a high
trust towards the organization, followed by supervisors and least toward senior and middle level.
They perceive that organizations do not provide them job security. Exit tendency was moderate and
they did not want to leave the banks for coming two to three years. This indicated that the
psychological contract on the dimensions selected were pretty strong. However most of the
employees were not motivated on the present job and did not perceive their role as challenging as
signicant. The employee's commitment and loyalty was very high but perception of pay and their
benets was low. They felt that they were not paid fairly for the work or in comparison to others
doing similar job. Respondents satisfaction level was just above average.
Table 3: Independence Table
SATISFIED NOT SATISFIED TOTAL
Senior level & middle level Financial sector
10
20
30
employees'
Lower level & entry level Financial sector
10
10
20
employees
Total
20
30
50
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OBSERVED
VALUE (O)
10
20
10
10
Total

ESTIMATED
VALUE (E)
12
18
8
12

(E-O)

(E-O)2

(E-O)2/E

2
2
2
2

4
4
4
4

.33
.22
.5
.33
1.38

Calculated Value = 11.3
Tabular Value
= 3.841
Degree of Freedom : (Row-1) (Column-1)
1.
(2-1)
= 1 Degree of Freedom
TABULATED VALUE AT 5% LEVEL OF SIGNIFICANCE AND 1 DEGREE OF FREEDOM =3.841

Since, the calculated value is greater than the tabulated value hence we reject the null
hypothesis. Hence there is a correlation between psychological contract &employee's behavior/
satisfaction level.
Implications of the study:
Ÿ There is need to be aware of the messages given by senior management at different
management stages in the management process
Ÿ Managers need to be engage in genuine relationship with bank employees as this is likely to
inuence their ability in framing and managing expectations.
Ÿ Organizational change somewhere puts pressures on the PC.
Ÿ Openness of communications is another determinant ofPC.Open communications has
become 'virtuous circles' in organizations and closed ended communications has released
to 'vicious circles'.
Ÿ Leadership component generally monitors the transparency level with right culture.
Ÿ Psychological contracts relies heavily on relative factors.
The Complexity of Psychological Contracts:
The characteristic, scope and complexity of psychological contract are examined by the
characteristics, scope and complexity of people urge at working environment.
Employment is highly determined by factors outside the work environment. Individual's lives
today are more enriched, more diversed and denitely more informed and connected as ever. The
employer/employee relationship-as observed in psychological contract - has undergone tremendous
changes in virtual work environment.
It is pertinent to note that there are also signicant changes impacting traditional entities,
markets and governance. Social connectivity and scientic dependency poses a major threat to
bureaucratic business models. Type Y and Z employees always desire for an open market model and
rationality which traditional models fails to fulll such desires. Hence it can be said that the
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implication and intricacy of psychological contract has been expanded drastically in response to
these changes in traditional entities.
Conclusion
From above discussions, it is well understood that psychological contracts play a critical role in
organizations, unfortunately it has not yet developed as a vital scientic tool/process. But
nevertheless psychological contract has been evaluated to be a working model. In the real sense, it
lays a guiding philosophy - in the implementation of various organizational tools and processes,
especially behavioral sciences.
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Abstract
Using Structural Equation Modeling, it hypothesized and tested ve models. It randomly selected 525
personnel with administrative positions from the different State Universities and Colleges (SUCs). Using
Structural Equation Modeling (SEM), it determined the best t model of SUC administrators' performance
with the exogenous variables such as the quality assurance of the institution, organizational commitment,
and total quality management. As the endogenous variable, the performance was measured in terms of
instruction and extension. The quality assurance was measured by accreditation system, requirements, and
nancial resources; total quality management covers improvement, the process approach, and evidencebased decision making; and organizational commitment was represented by social capital, affective
commitment, and normative commitment. The model suggested that the performance of SUC administrators
depends on the quality assurance level attained by the institution.
Keywords: quality assurance, total quality management, organizational commitment.

Introduction
What the nation needs are effectively performing universities and schools that can deliver
graduates who are exceptionally motivated, skilled, progress-minded, ethically upstanding, and
socially-cognizant experts. For this purpose, the institutions ought to exceed expectations in the
conveyance of the four-foldfunctions such as the Instruction, Research, Extension, and Production.
These areas are signicant instruments that allow the constituents to engage in with appropriate
skills and abilities. Consequently, they can change and improve the quality of life of the people and
their locale as a whole. This was stressed through the CHED Memorandum Order No. 51, series of
2007, which gives the Commission on Higher Education (CHED) the focus that can lead the
country's push towards advancement. Subsequently, this order sets the rules in determining the
Centers of Excellence (COEs) and Centers of Development (CODs). The standards comprised of:
Instructional Quality (45%), Research and Publication (35%), Extension and Linkages (10%), and
Institutional Qualication (10%). The COE's are Higher Education Institutions (HEIs) that show the
furthest extent of standard in instruction, research, and extension, and display remarkable
characteristics in creating all-around serious experts and establishing the magnicent framework in
quality assurance and total quality management (Ruiz et al., 2012).
The overall performance of the institution depends largely on how effective the administrators
are in delivering the four functions. According to Drucker as cited by Stoner et al.(2005), there is no
measure of prociency that can compensate for an absence of adequacy. Before, we concentrated on
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doing things effectively as well as be certain that have discovered the correct activities as the way
into an association's prosperity.
As indicated by Karani (2012), the exhibition of Higher Educational Institutions has been
hampered due to non-compliance with the strategy and standards of Total Quality Management
(TQM), quality assurance, and organizational commitment. While some institutions run their
programs with the hope to work and play out the enchantment without anyone else, while others
have utilized a pitiful way to deal with it, by utilizing a few odds and ends of the standards. This has
accounted for the disappointment of most organizations in meeting up their normal objective from
executing this belief system (Ugboro et al., 2000; Karani, 2012).
Hegina (2016) uncovered eight Philippine colleges' gures in the most recent Asian college
rankings discharged by Quacquarelli Symonds (QS) in which University of the Philippines and
Ateneo de Manila University were the nation's agents in the main 100. Discernibly, just a single
private establishment, was remembered for the best 350 colleges from Region X.
Ruiz et al. (2012) asserted that the inevitable challenges of achieving excellence in the four-fold
functions are paramount tasks to university administrators. They should plan deliberately for persistent
school advancement in a community-oriented procedure between school managers, workforce, and
different partners. School advancement plans ought to organize objectives and destinations, recognize
vital activities to accomplish school objectives, and incorporate a lot of techniques for checking,
actualizing, and assessing the entire execution of the framework (Robbins, 2012).
Leadership and administration conceptualizations have developed from early systems
concentrated on characters to increasingly conduct based hypotheses. Since the times of Homer,
thinkers, scholars, and specialists have proposed thoughts of what instructive organization is and
why it is critical to hierarchical adequacy (Bass & Bass, 2008).
Vroom's Expectancy Theory accepts that conduct results from cognizant decisions among
choices whose reason is to boost joy and limit torment. Along with Edward Lawler and Lyman
Porter, Victor Vroom proposed that the connection between individuals' conduct grinding away and
their objectives was not as straightforward as was originally envisioned by different researchers.
Vroom understood that a worker's presentation depends on singular factors, for example, character,
aptitudes, information, experience and capacities. The theory recommends that despite that the
people may have various arrangements of objectives, they can be spurred if they accept that: a) there
is a constructive relationship among's endeavors and execution, b) positive execution will bring
about an alluring prize, and c) the prize will fulll a signicant need.
Performance in organizations is highly dependent on the performance of the people within the
system itself. The SUCs administrators' performance is based on their achievement in the core
function; instruction, research, extension and production, the total quality management, quality
assurance, and organizational commitment. The following functions will not meet the standards if
the administrators fail to create a system that promotes unity in achieving the goals of the
institution(Ruiz, 2012).
According to Drucker, as cited by Brennan et al. (2012),work performance means quality for
many jobs. Also, it describes the output in quality of product or service produced. Moreover, the
number of results from these jobs may be quite secondary to their quality. However, this is not so
simple. There are other jobs in which both quality and quantity together dene performance, and
thus task denition. Many sales jobs provide a near-perfect example. An unfortunately large number
of organizations dene mere quantity as a denition of a salesperson's quality – so many units sold,
or such and such level of dollars sales reached. However, even this obvious denition of units
dening quality of sales needs to be carefully analyzed.
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As per Drucker, as cited by Brennan et al. (2012), work execution implies quality for some
employments and in this manner likewise portrays the yield like item or administration created.
Besides, the number of results from these occupations might be very optional to their quality. In any
case, this isn't so basic. There are different employments in which both quality and amount together
characterize execution, and in this manner task denition. Numerous business employments give a
close to the consummate model. A tragically huge number of associations characterize unimportant
amounts as a meaning of a salesman's quality – such a large number of units sold, or such and such
degree of dollars deals came to. In any case, even this conspicuous meaning of units characterizing
the nature of deals should be painstakingly broke down.
Total Quality Management (TQM) principles are also the bases of the implementation of ISO
9001: 2008, an international standard applied to any organization from all types of educational
sectors and activities. When fully adopted, these principles can help improve your organizational
performance (West et al., 2012)
Preliminary evidence appears to show that TQM-receiving rms acquire an upper hand over
rms that don't embrace TQM (Powell, 2013). Firms that attention to consistent improvement,
include and spur workers to accomplish quality yield and spotlight on fullling clients' needs are
bound to beat rms that don't have this core interest. In this manner, we can anticipate that should the
degree an association actualizes TQM rehearses, execution ought to be improved.
Also, this investigation is tied down on the organizational commitment approach, initially
proposed by Becker (1960) through Meyer and Allen (1999) till Somers (2009). Employee
commitment despite everything stays one of the most intriguing and challenging ideas in the elds
of management, organizational behavior, and Human Resource Management (Cohen, 2013).
Organizational Commitment is a core indicator of employees' disposition to the association and is a
solid pointer of turnover conduct, withdrawal propensity, and organizational citizenship conduct
(Mathieu, 2013).
As the study aimed at developing a structural model on SUCs administrator's performance,
thus, theories like the Expectancy Theory, Total Quality Management, Organizational
Commitment, and Process-driven approach principles serve as a theoretical springboard. As
mentioned, Vroom's expectancy theory assumes that performance is based on individual factors
such as personality, skills, knowledge, experience, and capacities; thereby, this theory helps
understand the complex process in performing the four core functions of SUCs, instruction,
research, extension, and production. The principles of management process-driven approach offer
explicit guidance on the concept of quality assurance since performance means quality for many
jobs and therefore also describes the output in quality of product or service produced. Total Quality
Management theory emphasizes a coordinated organization strategy for improving product and
service quality through the implementation of ISO 9001: 2008, a universal standard applied to any
organization. In parallel to this, the Organizational Commitment Theory ascertains that high levels
of organizational commitment results in improvement of performance.
Objectives of the Study
This study aimed to achieve the following objectives: (1) nd out the relationship between the
performance SUC administrators, quality management, organizational commitment, and quality
assurance; and (2) identify which of the variables best predict the performance of administrators.
The main focus of this study was to establish the best structural model for the performance of SUC
administrators in terms of Total Quality Management, Organizational Commitment, and Quality
Assurance.
Quality Assurance, Total Quality Management, Organizational Commitment...
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Methods
The study made use of descriptive - correlational and causal-comparativeresearch designs.
Data gathered were analyzed quantitatively. Using a survey questionnaire, developed by Yen
(2014), data were collected from randomly selected 525 personnel with the administrators of State
Universities and Colleges (SUCs) of Region X-Northern Mindanao. The investigation aimed to
come up with a structural equation model (SEM) that best links the quality assurance, total quality
management, organizational commitment and the performance of SUC administrators.
Correlational analysis using Pearson Product-Moment Correlation was used to determine the
relationship of quality assurance, total quality management, organizational commitment, and
performance of SUC administrators. Regression analysis using the step-wise method was used to
determine the extent of relationship each variable either singly or in combination, signicantly
inuence the performance of SUC administrators. Structural equation modeling (SEM), specically
the maximum likelihood (ML) method was used to test the hypothesized model.
Results
Table 1 presents the result of the correlation analysis used to nd the best predictor of the
performance of SUC administrators. Table 2 displays the regression analysis of quality assurance, total
quality management, organizational commitment, and performance of state universities and colleges.
Table 3 shows the standard-t measures of the best-t model. Figure 1 is the best t structural model.
Table 1. Correlation Analysis of Quality Assurance, Total Quality Management, Organizational
Commitment, and Performance of State Universities and Colleges Administrators
INDEPENDENT VARIABLE
CORRELATION
PROBABILITY
COEFFICIENT (r)
Total Quality Management
.511**
.000 s
Stakeholders' Focus
.433**
.000 s
Leadership
.445**
.000 s
Engagement of People
.451**
.000 s
Process Approach
.456**
.000 s
Improvement
.421**
.000 s
Evidenced-based Decision making
.425**
.000 s
Relationship to Management
.478**
.000 s
Quality Assurance
.784**
.000 s
Program Withdrawal
.087**
.045 s
Ethics and Responsibilities
.523**
.000 s
Financial Resources
.500**
.000 s
Accreditation System
.458**
.000 s
Requirements
.548**
.000 s
Achievements
.490**
.000 s
Organizational Commitment
.399**
.000 s
Social Capital
.354**
.000 s
Affective Commitment
.412**
.000 s
Normative Commitment
.371**
.000 s
Continuance Commitment
.308**
.000 s
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Table 2. Regression Analysis of Quality Assurance, Total Quality Management,
Organizational Commitment, and Performance of State Universities and Colleges Administrators
INDICATORS
Unstandardized
Standardized
Coefcient
Coefcient
B
Std. Error
Beta
T
Sig.
(Constant)
1.210
.153
7.886
.000
Quality Assurance
Accreditation System
.189
.048
.217
3.895
.000
Ethics and Social
Responsibilities
.152
.046
.179
3.313
0.001
Total Quality Management
Relationship Management
.097
.044
.110
2.200
.028
Engagement of People
.118
.039
.145
3.049
.002
Organizational Commitment
Affective Commitment
.146
.030
.183
4.876
.000
Figure 1. The Best Fit Structural Model

LEGEND:
PERFORMA - Performance
INSTRUC - Instruction
EXTENS - Extension
TQM - Total Quality Management
TQPROC - Process Approach
TQIMPR - Improvement
TQEVID - Evidenced-based Decision Making

ORGCOM - Organizational Commitment
OCSOCI - Social Capital
OCAFFE - Affective Commitment
OCNORM - Normative Commitment
QUAL - Quality Assurance
ISOFR - Financial Resources
IAACS - Accreditation System
IAREQ - Requirements
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Table 3. Standard t measures on structural equation of the best t model
STANDARD
STANDARD VALUE/
MODEL 5
INDEX
CRITERION
FIT VALUE
CMIN/DF
0<CMIN/DF<2
1.234
P-VALUE
<0.05
.021
NFI
<0.95
.991
TLI
<0.95
.997
CFI
<0.95
.998
GFI
<0.95
.987
RMSEA
>0.05
.062
Legend:
CMIN/DF -Chi-Square Minimum/ Degrees of Freedom
TLI -Tucker-Lewis Index
RMSEA-Root Means Square of Errors Approximation

CFI-Comparative Fit Index
GFI-Goodness of Fit Index
NFI-Normed Fit Index

Discussion
Relationship between the performance SUC administrators, quality management,
organizational commitment, and quality assurance
The correlational analysis shows that there is a signicant relationship between quality
assurance, total quality management, organizational commitment, and their causal relationships
towards performance SUC administrators. This means that administrators' performance is
positively related to Quality Assurance, Total Quality Management, and Organizational
Commitment. State Universities and Colleges administrators may nd means to maintain or even
augment in implementing Quality Assurance System, Total Quality Management, and
Organizational Commitment in the university/institution considering the promises it can yield in
improving the performance.
Best predictor of the performance of SUC administrators
Among the twenty variables included in the regression analysis, only ve (5) were found to be
signicant predictors of the dependent variable, performance. Accreditation System was found to be
the greatest predictor of performance. The result implies that the accreditation system has a big
effect on the performance of the administrators. Accreditation is the system adopted by SUCs
concerning matters of management and staff improvement based on national and global priorities.
This assessment framework likewise prompts the improvement of individual learning intends to
guarantee continuous expert advancement for the instructor (Frank, 2013).To make an orderly
effect, the instructive pioneer must comprehend, decipher, and afterward pack numerous
speculations of best instructive accreditation practice into a down to earth model that accommodates
his school to expand the presentation of the foundation, executives and staff (Kresten, et al., 2005).
Best Fit Model
The best t model on the performance of administrators of SUCs is best anchored on the Quality
Assurance of the institution as supported by Organizational Commitment and Total Quality
Management. In the t model, performance is measured in terms of instruction and extension;
quality assurance is measured by accreditation system, requirements, and nancial resources; total
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quality management which covers improvement, the process approach, and evidence-based
decision making; and organizational commitment is represented by social capital, affective
commitment, and normative commitment. The model suggests that the performance of SUC
administrators depends on the quality assurance level attained in the institution.
The model clearly illustrates that quality assurance has the greatest impact on the
performance of SUC administrators than total quality management and organizational commitment.
As indicated by Robinson (2014), quality assurance in instruction is the most procient
administration, observing, assessment and surveys of the asset information sources and change
process (teaching and learning) to deliver quality yields (students) that satisfy set guidelines and
desires for the general public. He characterizes quality assurance as to the arrangement of exercises
that an association embraces to guarantee that a product or service will fulll given prerequisites for
quality.
Conclusion
State colleges and universities are pillars of competitiveness, giving a thorough and
comprehensive image of the competitiveness landscape in nations around the world at all phases of
advancement, thus, the nation must develop an excellent education framework that will improve the
performance of the institution to become globally competitive. The results of the study may help
administrators to cope with the demands in preparing Filipino graduates to be globally competitive.
This study can also be the bases in formulating means to maintain or even augment in implementing
Quality Assurance System, Total Quality Management, and Organizational Commitment in the
university/institution considering the promises it can yield in improving the performance.
Administrators may foster support in accreditation, quality management, and ensure organizational
commitment since these variables greatly inuence performance. The university administration
may formulate a strategic development plan in consideration of Quality Assurance, Total Quality
Management, and Organizational Commitment. It is also recommended that further research may
be conducted using the research design of this investigation to verify and generalize the result of this
research.
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Abstract
The Technological, Pedagogical. Content Knowledge (TPACK) framework introduces the mixing of the
3 main domains (technological knowledge, pedagogical knowledge and Content knowledge). This study was
designed to work out the amount of TPACK of the faculty of Arts and Sciences Professors of Bukidnon State
University. This study could be a descriptive survey sort of analysis. There have been eighty Professors of the
College of Arts and Sciences who participated the study. Associate tailored and changed form from Helmut
Schmidt (2009) and Sahin (2011) was employed in gathering and grouping knowledge. Knowledge were
subjected to applied math treatment. It had been noted that education data and Technological education data
have the best mean score with a website level of professional. Generally, the TPACK domain of the CAS
Professors is in Advanced level. This suggests that the TPACK domains were already integrated and enforced
well by teaching content mistreatment applicable education strategies and technologies. They need associate
intuitive understanding of the advanced interaction between the 3 basin parts of data (CK, PK, TK). Also,
they're competent in to the data needed by professors for integration technology into their teaching in any
content space. Moreover, there's no vital relationships between the demographic prole and also the TPACK
of the CAS Professors. Hence, academics are expected to unceasingly develop their TPACK.
Keywords: TPACK, Demographic Prole, CAS-Professors.

Introduction
In learning, academics and students are 2 main actors in teaching and learning method.
Teaching and learning as a method is thought of sure-re if the scholars will provide expected
outcomes. Teachers' efforts is shown from their disposition to search out ways that so as to transfer
the data with success. For academics to achieve success in their career, they have to develop
themselves in pedagogy, technology, and their content areas. By mistreatment data and
communication technologies, academics will follow development in their areas, transfer the
modern approaches and applications relating to teaching strategies into their instruction, and keep
themselves up-to-date. Further, students of these days ar coined as “digital natives”. For these
reasons, technology plays a vital role for teacher data improvement.
Lambert & Andres Martinez (2007); Margerum-Leys & Marx (2002) steered that teachers' use
of academic technology needs comprehensive and multi-faceted data. The goal of a recent academic
system is to lift people, World Health Organization seek for ways that to get data, apprehend
wherever and the way to use it, and have vital thinking skills (Yilmaz, 2007). This goal is met with
academics World Health Organization renew themselves with the ever-developing science and
Technological Pedagogical Content Knowledge of College of Arts and...
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technology. Hence, academics ought to have the required talents and responsibilities to integrate
new technologies into their areas (Hicks, 2006). For example, fast diffusion of the net and distance
education technologies need educators to debate some problems, like publication content on-line,
and interaction between students and academic materials (Peruski& Mishra, 2004).
The Technological, education and conception data (TPACK) framework introduces the mixing
of the 3 main domains (technological data, education data and abstract knowledge). The proponents
wired that a teachers' PCK isn't any longer enough for effective learning within the twenty rst
century. The data on the employment and integration of technology within the conduct of room
instruction is equally vital. The broad conception of TPACK is that the data relating to the
interactions between Content data (CK), Pedagogy data (PK), and Technology Content (TK) in
teaching through the employment of technology (Agyei &Voogt, 2012). Koehler and Mishra (2009)
emphasised the importance of domains – education Content data (PCK), Technological Content
data (TCK), Technological education data (TPK) and TPACK – as some way to examine the
interaction among the 3 main domains (CK, PK, and TK). Previous studies steered that the TPACK
framework planned an honest quality of teaching associated outlined an understanding of the
interactions between the 3 domains; technology, pedagogy, and content (Koehler & Mishra, 2008;
Mishra & Koehler, 2006).
Examining teachers' perceptions of their data in technology, pedagogy, content, and their
intersections is a necessary ought to conrm the amount of their data in every domain. It's vital to
notice that the TPACK framework is exibly applied in any learning atmosphere. It doesn't demand
specic directions regarding what specic content ought to be schooled, that education technique is
helpful, and what tool of technology is employed in teaching (Mishra, Koehler, & Henriksen, 2010).
The results of previous studies give a robust theoretical basis for representing instructors' TPACK
(Lin, Tsai, Chai & Lee, 2012). There ar many studies that have examined the connection between the
seven parts of TPACK to higher perceive instructors' TPACK data. Some studies found that each one
seven parts were considerably associated with one another (Chai, Koh, Ho & Tsai, 2012; sculptor et
al., 2012). These studies showed a robust correlational statistics between TPK, TCK, and TPACK in
addition as a correlational statistics between TK with TPK, TCK, and TPACK. This emphasised that
associate improvement of teachers' TPACK data can result in improvement in students' learning
(Lin et al., 2012).
The integration of the technology domain within the TPACK framework, as several students
tend to explore the TPACK parts and their interactions. Completely different analysis studies have
steered a variation of relationships among the seven parts of the TPACK framework. In an
exceedingly study done by Messina and Tabone (2012), the mean many CK, PK, and PCK were
beyond the mean many the opposite parts of the TPACK framework that embrace the technology
domain. Which means instructors were assured regarding their education and content data, however
less assured once it came to technology (Archambault & Crippen, 2009). It will thus be over that it's
vital that teacher coaching embrace the 3 domains, instead of entirely that specialize in their
technology skills (Messina &Tabone, 2012).
However, there looks lack of effort in maintaining TPACK for teaching. This study was
designed to work out the amount of TPACK of the faculty of Arts and Sciences Professors of
Bukidnon State University.
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The framework of the Study

Figure 1. Koehler and Mishra (2009) TPACK Framework with its parts.
Methodology
This study could be a descriptive survey sort of analysis within the exploration on the amount of
TPACK among the faculty of Arts and Sciences professors in Bukidnon State University. The
researchers used a form sort of instrument in gathering and grouping knowledge. The instrument
used could be a form tailored and changed from Helmut Schmidt et al. (2009) and Sahin (2011). It's
created of 2 components, the primary half contains ten queries on the demographic prole of the
respondents and also the second half contains forty seven things for measure the faculty professors'
self-assessment of the seven TPACK sub domains. It consists of fourteen TK things, 6 CK items, 7
PK items, four PCK things, four TCK things, nine TPK things, and three TPACK things. The
solution for every item relies on ve-level Likert Scale: ve – Expert; four – Advanced ; three –
Intermediate; a pair of – Novice and one basic Awareness. Results of validity check through Pearson
Correlation showed that each one the things are valid. To check the questionnaire's reliability
through Cronbach's tryout, 0.975 was obtained. There have been ninety Professors from sampling
World Health Organization served as respondents of the study. Moreover, the data of this study were
analysed descriptively with the employment of applied math tools; frequency and mark were
employed in gaining respondents' demographic information, and ANOVA, t-test and Pearson-r
correlation for the many relationships of TPACK to the demographic prole of the respondents.
Results
Demographic prole of the faculty of Arts and Sciences' Professors of Bukidnon State
University. As shown within the table a pair of below, the age. Teaching expertise and gender of the
CAS instructors. The minimum age of the professors is twenty one and also the most is sixty one.
Moreover, there's larger share of young professors. However, for the teaching expertise, it's a
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minimum of one year and most of twenty one years on top of, likewise, larger share of professors
having but 5 years teaching expertise. Yet, there are a lot of feminine than the male professors within
the faculty.
Table 1. A pair of Prole of CAS Instructors
Age
Experience
Gender
Range Frequency Percent
Range Frequency Percent
Frequency Percent
21-30
32
40
1-5
29
36.25
Male
29
63.8
31-40
26
32.5
6-10
15
18.75 Female
51
36.2
41-50
18
22.5
11-15
17
21.25
51-60
1
1.25
16-20
12
15
61above
3
3.75
21 above
7
8.75
80
100
80
100
80
100
TPACK Domain Level of CAS-Professors
Table three shows the results of the self-assessment of the CAS professors on their TPACK
domains. Education data (PK) and Technological education data (TPK) have the best mean score
with a website level of professional. The Technological education Content data (TPCK),
Technological data (TK), education Content data (PCK), Technological Content data (TCK), and
also the Content data (CK) have the domain level of Advanced.

Domain
TK
CK
PK
PCK
TCK
TPK
TPCK

Table 2. TPACK of the CAS Professors
Mean
sd
3.97
0.65
3.58
0.22
4.37
0.45
3.86
0.69
3.75
0.75
4.24
0.57
4.08
0.56
3.98
0.55

Level
Advanced
Advanced
Expert
Advanced
Advanced
Expert
Advanced
Advanced

Technological data
Technology these days could be a terribly essential tool in teaching. It's used for supporting
teaching and learning method and has been a subject for quite a decade (Cunningham and Stewart,
2003). Hence, professors ar expected to, at least, have basic technological data. They're expected to
grasp some type of software and hardware, and be ready to operate some package like
wordprocessor, program, browser, etc.
Based on knowledge obtained, Technological data (TK) of the CAS professors gained the
Advanced level. This suggests that the professors were terribly competent and might support
different teachers' improvement within the use of varied technologies, starting from low-tech
technologies like pencil and paper to digital technologies like the net, digital video, interactive
whiteboards, and package programs. Also, they were competent within the specic domain however
would take pleasure in any coaching. They'll perform the actions related to this ability while not
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help. Relating to the employment of specic technology, the professors is recognized as “a person to
ask” once troublesome queries arise.
It implies that the professors have already had basic data regarding technology and have
sensible ability in mistreatment them. It's expected that this ability is employed in their teaching
since it's terribly helpful for his or her lesson preparation, networking and social process (Purcell et
al., 2013). It's the mean of three.97 that infers that they're ready to solve their own technical issues
addressing computers. As a digital tool, laptop is meant adjustable. It typically must be adjusted to
our desires, like putting in new package, xing errors, etc. therefore, by having this information,
academics are expected to be ready to x their own technical issues and to regulate the technology
they need for his or her teaching desires.
The CAS professors have a positive response toward technology development. it's an honest
thought, since technology evolves and perpetually changes (Mishra and Koehler, 2006). As
professors are one among main actors of education, they need to possess the exibility in learning
and adapting the evolution of technology.
Content data
In content data, the CAS professors have advanced level. They need “knowledge regarding
actual subject material that's to be learned or taught” (Mishra & Koehler, 2006). It's in line with
Shulman's statement spoken language that Content data deals with ideas, theories, ideas,
framework, data of proof, and practices in addition as approaches to develop the data itself
(Shulman, 1986). The Professors fathom the content they're getting to teach and the way the
character of data is completely different for numerous content areas.
Supported knowledge obtained, Content data (CK), the mean score is three.58 that doesn't show
a really sharp gap among them. In different words, the academics show sensible efforts so as to
accumulate sensible data. During this case, professors consider with their data. It's vital for the
professors since they need to master the data totally before teaching their students (Arnyana, 2007).
Pedagogic information
On pedagogic information, the extent is professional. Pedagogic information is professors'
information a few variety of applications, ways and ways to support students' learning (Koehler et.
Al., 2014). It's in line with Yulianti's (2012) statement regarding pedagogic ability. She says that
pedagogic ability is that the teachers' ability in managing the students' learning, together with the
power to grasp their students well, planning and implementing lessons plans, evaluating learning
outcomes, and developing students' potentials.
Data showed within the pedagogic information (PK) of the CAS professors were terribly
competent and might support alternative professors' improvement. They were sure-handed within
the ways and processes of teaching and includes information in schoolroom management,
assessment, lesson arrange development, and student learning.
The mean score (4.37) in terms of knowing the way to organize and maintain schoolroom
management indicates that they need condence in schoolroom management. In teaching and
learning method, schoolroom management is incredibly necessary since it's required to make a
positive learning surroundings so as to attain effective teaching goals. However, the professors tend
to possess many approaches. Even supposing they have an inclination to use an equivalent
approach, they're still able to manage the schoolroom well as a result of pedagogic information isn't
alone concerning mistreatment numerous approaches. It's concerning the mixture of ability of the
way to arrange instruction, deliver the lesson, manage the scholars, and address individual
variations (Chai et al., 2011).
Technological Pedagogical Content Knowledge of College of Arts and...

35

Pedagogic Content information
In the pedagogic Content information (PCK) indicates Advanced level. Pedagogic Content
information (PCK) deals with the appropriateness of the approach used and therefore the subject
educated. in step with Mishra and Koehler (2006), pedagogic Content information is information of
mistreatment applicable approach for a selected subject. Shulman (1987) additionally highlights
that pedagogic Content information is teachers' understanding of what's to be learned and the way
it's to be educated.
Based on the information obtained within the mean (3.86), pedagogic Content information
(PCK) domain, it implies that they need enforced their PCK well, particularly in creating their own
lesson plans. In alternative words, they need superb condence in making their own lesson plans by
regarding on the suitable learning strategy and material characteristics. The Professors so got to
acquire PCK since pedagogy and information can't be separated in teaching and learning method.
It's not possible to show information while not having pedagogic information and the other way
around (Savas, 2011). Pedagogic content information is totally different for numerous content areas,
because it blends each content and pedagogy with the goal being to develop higher teaching
practices within the content areas. Hence, PCK is incredibly necessary for each teacher in spite of
the topic they teach.
Technological Content information
On the Technological Content information (TCK), advanced level. It deals with the utilization
of technology for instructional functions. In step with Koehler et al., (2014), TCK refers to interrelationship between technology and content. This data needs academics to know the utilization of
technology which may inuence their means of understanding the idea of a selected content
(Schmidt et. al., 2009).
Based on the mean score (3.75) obtained, Technological Content information (TCK) indicates
that the professors area unit able to integrate their technological information and content
information. In alternative words, they need already used technology to be told and develop their
information for teaching and learning functions. They need incontestable competent within the
information of however technology will produce new representations for specic content. It
suggests that academics perceive that by employing a specic technology, they will amendment the
means learners apply and perceive ideas in an exceedingly specic content space.
Also, it implies that they need an attempt in developing their information autonomously by
mistreatment technology. By the presence of technology nowadays, information isn't any longer a
restricted factor. It seems to be AN open supply which may be accessed by anyone, from anyplace
and at any time. As a result, professors' perspective towards technology and their awareness of
technology-based learning are a few things that ought to be maintained. Regarding to the utilization
of technologies to develop learning activity and students' tasks, it'd imply that academics don't fairly
often use technology-assisted activity and tasks. But, it's still sufciently employed in their teaching
and learning method.
Technological pedagogic information
The Technological pedagogic information (TPK) of the professors is in professional Level.
TPK is teachers' information of however numerous technology will be employed in teaching and
learning method, and this usage will amend the way academics teach (Schmidt et. al., 2009). Harris
et. al. (2009) adds that TPK is teachers' information of the way to use technology for pedagogic
functions. They were terribly competent and might support alternative instructors' improvement on
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the information of however numerous technologies will be employed in teaching, and to
understanding that mistreatment technology could amendment the means academics teach.
Based on the mean (4.24) obtained, it indicates that academics have already got the power to
mix their technological information for his or her pedagogic functions. TPK is concerning however
academics use technology to facilitate their pedagogic approach (Chai et. al., 2011). During this
case, academics area unit able to opt for and modify the technology required for specic method.
Also, Professors area unit already attentive to numerous technologies offered for instructional
wants. As they're demanded to be inventive and versatile in planning teaching and learning activity,
they're expected to possess ability to settle on applicable technology for applicable approach.
Technological pedagogic Content information
The Technological pedagogic Content information (TPACK) is in Advanced Level. It's the
combination of 3 information domains (technology, pedagogy, and content). In alternative words,
TPACK is information of facilitating students' learning to specic content through pedagogy and
technology (Chai et al., 2011). In step with Thompson, Bull, and Willis (1998), academics ought to
be equipped with over technology information and teacher should use technology to be able to
integrate technology effectively within the authentic teaching context.
Based on the mean score (4.08) obtained, Technological pedagogic and Content information
(TPACK) domain shows that they're competent within the information needed by professors for
group action technology into their teaching in any content space. They need AN intuitive
understanding of the complicated interaction between the 3 basin elements of data (CK, PK, TK) by
teaching content mistreatment applicable pedagogic ways and technologies. Also, it implies that
they need already enforced the TPACK well. It's principally shown within the initial statement
speech communication concerning ability to tly mix skill, technologies, and teaching approaches.
During this case, academics area unit expected to keep up cooperation among them to support one
another in developing TPACK.
Additionally, the quality deviations of every department were nearer to alternative
departments. It's the quality deviations of below zero.68. This implies that the distribution is
homogenised. There's no variation within the TPACK of the CAS professors.
Relationships of TPACK to age, teaching expertise, and gender skilled teacher is one in all the
necessities in making an honest education system, they play a central role in crucial student action
(Rivkin, Hanushek, and Kain, 2005). Table 4, 5, & half-dozen showed the relationships between the
demographic prole (age, experience, gender) and therefore the TPACK of the CAS-Professors.
The p-values were larger than zero. Hence, no vital relationships. This implies that TPACK is
practiced across age, years of expertise and gender of the professors. The results of this study
contradict to the study of Mahdum (2015) that age, teaching expertise and gender have vital impact
toward TPACK.
Table 4. Relationship of TPACK and therefore the Age of the CAS Professors
Dependent Independent f-value
p-value Interpretation
TPACK
Age
1.273
0.223
Not vital
Table 5. Relationship of TPACK and therefore the Gender of the CAS Professors
Dependent Independent f-value
p-value Interpretation
TPACK
Gender
-0.935
0.975
Not vital
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Table 6. Relationships of TPACK and therefore the Teaching expertise of the CAS Professors
Dependent
Independent
f-value p-value
Interpretation
TPACK
Teaching Experience -0.099
0.382
Not vital
Moreover, in TPACK framework, the Professors aren't solely needed to develop their
pedagogic and content information, however additionally their technological information. They're
expected to be able to deliver a topic mistreatment applicable technology and approach so as to attain
effective and economical learning. What is more, there's a desire for teacher to integrate their
teaching and ICT so they will walk hand in hand with the event of students' and world wants. It's
additionally expected that by mistreatment ICT, students will learn quicker and academics will teach
higher. Eventually, learning objective will be earned relaxed.
Conclusions & Suggestions
Overall, TPACK of CAS Professors in BukSU is in Advanced level. It implies that they need
been able to integrate ICT, content and applicable approach in their subjects being educated. Mean
score of technology-related domains is less than non- technology domains. Yet, it's still in Advanced
level. It'd indicate that academics haven't been extremely conversant in technology information.
Therefore, it's expected that professors incessantly develop their TPACK, particularly in
technology-related domains so as to attain higher teaching and learning.
Professors play a important role in developing education. Thus, they're demanded to master the
desired information for thriving teaching and learning method. The ndings disclosed that
professors appear to possess some downside in technology master. Therefore, it's counselled for
directors and technology consultants to supply the requirements in facilitating professors to amass
such information. within the sort of ICT coaching, etc. through these, it's expected that the professors
can have equal ICT information capability among them.
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Abstract
Coconut(Cocos nucifera) is widely well-known the tree of existence. Each component of the tree is useful
and consequently, coconut is an essential cost-effective crop of the conned individuals. Neera were
collected from the unopened inorescence of coconut tree (Cocos nucifera). It is vigorous and benecial
drink since it is contain in Vitamin C, has additional food calories than milk, ghts diabetes, cancer,
electrolyte deciency and even hair fall. Neera is rich in minerals and vitamins and it contains glucamic acid
essential for protein synthesis. It aids in digestion strength. Neera contains vitamins(A and C), which have
anti - oxidant properties by this means preventing damage of cells. In the study discuss about chemical
compounds including total sugar, ethanol and vitamins.
Keywords: Neera product, nutraceutical, antioxidant, microbial.

Introduction
Coconut tree is achief protable crop of the conned places. Coconut inorescence sap (Neera)
is sweet, white and transparent and it has highly nutritive and a high-quality digestive agent. The
natural chemical compounds including total sugar, ethanol and vitamin contents. Gupta et al.,
(1980) reported Neera obtained by tapping the unopened spadix of coconut tree. It is sweet, white,
translucent highly nutritive and also function as a superior digestive agent (Devdas et al., 1969).
Neera is highly liable to spontaneous fermentation, rstly alcoholic followed by acidic fermentation
appropriate to the presence of native micro ora consisting of yeast and bacteria. Neera is a highly
nutritive and a good digestive product. It is extensively consumed in India, Africa, Indonesia, Sri
Lanka, Thailand and Malaysia
Solanki (2016) reported that Coconut sap sugar as one of sweetener; it has a lower glycemic
index (GI) compared to cane sugar becoming well-liked at the present time in developed countries.
Coconut sugar has a GI in the range of 35±4 and 42±4reported by Trinindad et al. (2010).
Additionally, Solanki (2016) also reported that the demand for coconut sugar in European countries
inside the last ve years is inated. Fresh sap from coconut (Cocos nucifera) tree is the raw material
in producing coconut sugars. Neera product consumption prevents jaundice and facilitates kidney
function. It keeps the healthy human system and enhances digestion.
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Materials and Methods
Collection of Neera
Fresh saps were collected from the coconut plantation. Tapping is the process of articially
extracting sap from the unopened spadix. When the ow of sap commences, to collect the sap, a thin
slice is cut-off in the spadix both in the morning and evening. The fresh saps were taken at random
after tapping and where one container without preservative and then added limestone concentrate
(10g/L sap) as a stabilizer. The collection duration started from the inorescence until collected
fresh sap was about 12 hours before further processing to produce coconut sugar. Fresh sap collected
was brought down approximately 100 ml were lled in a sterilized and transported to the laboratory
analysis, the samples were stored at 4ºC.
Biochemical and mineral composition
Biochemical constituents, mineral and vitamin composition were analysed based on the
standard methods. Coconut sap is analysed Biochemical parameters such as sugars, minerals,
proteins, phenolics, ascorbic acid, N, P, K, Mg, Zn, Fe and Cu.
Estimation of sugar (Jackson et al., 2004)
Total sugars were changed into invert sugar. To nd invert sugar, 50 ml of claried sap was
warm up and heated for two minutes and then added 15 ml of 5% hydrochloric acid. The resultant
was neutralizing with sodium bicarbonate solution. The reducing sugar was estimated as invert
sugar else.
Estimation of ethanol level (Samarajeewa and Tissera, 1975)
Neera ethanol content was estimated with ebullio meter. Take 50 mlsaps were added with
distilled water. The uid was ltrate until the distillate capable of 50 ml. After, ebullio meter were
used to observe the ethanol level.
Results
Biochemical and mineral content
Fresh Coconut inorescence sap is rich in sugars and minerals. Tables 1 and Figure 1 give the
biochemical constituents and vitamin substance of coconut inorescences ap. Collected Neera
contain ascorbic acid, phenolics and essential mineral elements, viz. N, P, K, Mg, Cu, Fe and Zn.
Table 1. Biochemical and mineral composition of coconut sap (Neera)
S.No
Biochemical parameters
Neera sample / 100 ml)
1.
pH
7.16 ± 0.28
2.
Total sugar (g)
14.16 ± 0.46
3.
Reducing sugar (g)
0.56 ± 0.12
4.
Protein (g)
0.15 ± 0.10
5.
Phenolics (mg)
5.16 ± 0.83
6.
Sodium (mg)
90.64 ± 1.32
7.
Potassium (mg)
167.34 ± 2.74
8.
Copper (mg)
0.031 ± 0.10
9.
Manganese (mg)
0.016 ± 0.04
10.
Phosphorus (mg)
3.8± 0. 63
11.
Iron (mg)
0.056 ± 0.43
12.
Zinc(mg)
0.020 ± 0.04
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Total sugar content
Total sugar content are shown in Table 2. Minimum fermentative sugar level noted on the
seventh day and the maximum level noted on the rst day. Inversion of sugar stran spired during
fermentation, total sugar level down steadily. This is due to sucrose being changed into glucose and
fructose throughout early fermentation.
Table 2. Total sugar, reducing sugar and ethanol contents (means ± SD) of coconut sap (Neera)
S.No.
1.
2.
3.
4.
5.
6.
7.

Day
1
2
3
4
5
6
7

Total sugar
142.12 ± 1.48
127.24 ± 2.34
117.34 ± 1.23
110.12 ± 3.45
83.56 ± 1.42
76.32 ± 2.41
63.34 ± 1.42

Reducing sugar
1.15 ± 0.10
6.56 ± 0.23
26.16 ± 0.36
34.16 ± 0.63
24.61 ± 0.46
8.52 ± 0.31
7.61 ± 0.27

Ethanol content
1.16 ± 0.28
3.15 ± 0.16
9.64 ± 1.26
40.26 ± 1.48
85.53 ± 1.23
94.64 ± 1.62
97.42 ± 2.43

Reducing sugar content
The reducing sugar content is shown in Table 2. Minimum fermentative sugar level noted on the
rst day and the maximum level noted on the fourth day. Reducing sugar content decreased
signicantly from day 5 to 7 of fermentation. This is due to sucrose being changed into glucose and
fructose throughout early fermentation, and the reducing sugar was consumed by microorganisms at
the afterward stage.
Ethanol level of Neera
Minimum fermentative ethanol level noted on the rst day and the maximum level noted on the
seventh day. Ethanol content level signicantly increased from 1 to 5 day of fermentation its
maximum seventh day. Ethanol content is shown in Table 2.

Discussion
Coconut sap is swiftly fermented by a diverse population of micro-organisms that found from
the environment of the Cocos nucifera inorescence. Wijesinghe and Samarajeewa, 1988 reported
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over 50% of the micro-organisms isolated from fermenting coconut sap can generate≥ 9% (v/v)
ethanol in cultivation using C. nucifera inorescence sap containing 15–18%(w/v) sucrose. The
conventional way of tapping the inorescence is incredibly perilous as it needs to climb the tree for
slicing and bringing down the previously collected C. nucifera sap(Ta'lin 2013). The high risk of
falling off the tree during tapping and collecting the C. nucifera sap and climbing the coconut tree is
a bodily durable work. The tapping inorescence and collecting the fresh C. nucifera sap next day
morning (12 h) where one gram sodium metabisulphite added with ten ml limestone substance for
two litre fresh Neera contained 18.72% sucrose(Purnomo and Muda 2004). The elevated sucrose
content due to the preservative added which declined the fermentation process as it affected the
growth of microorganisms.
The maximum ethanol concentration of the C. nucifera fermented sap. Nzabuheraheza and
Nyiramugwera (2014) reported fermented C. nucifera containing sugar that yielded a wine with
10% (v/v). The fermented Neera had the highest largely acceptance and best avor according to the
sensory group. Fresh coconut sap after harvesting contained 15% sugar and decreased to about 6%
while at the same time the reducing sugar level increased up to 5%. While Misra (2016) reported that
fresh C. nucifera sap contained total sugars 14.4 g/ml and total reducing sugars 9.85 g/100
ml(Hebbar et al., 2015).Hence detailed studies on the stature of the coconut sap physiological and
biochemical studies during tapping and collection. However, there are few reports comparing the
sap production parameters from different varieties. Therefore research on the quantity and quality of
sap from different cultivars and varieties needs to be carried out. In addition, sap yield is inuenced
by the health and wealth parameters.
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Abstract
The organization culture & environment is considered as the favorable signal for the growth of
organization, a healthy organizational environment of any organization is a favorable for the employees and
employer as well as business. The 'Organizational culture and environment' represents the structure setting
as is perceived by the employers. It is a robust strategically to a company seeking a strategic advantage. In
these current study researchers has tried to explore the cause and effect of organizational culture and climate
in the job satisfaction. This study is based on secondary data and highly structured investigations have been
done to nd out the main determinants of job satisfaction in the banking sector organization.
After exploration of the various published data, it has been concluded that positive or favorable
Organizational Culture & environment are the major determinants of Job satisfactions in any organizations.
Keywords: Organizational Culture, Job satisfactions, Employers, Employees.

Introduction
Organizational Culture
It can be dened as shared perceptions of organizational practices; the concept is similar to
organizational climate, which has been typically conceived as employees' perceptions of observable
practices and procedures (Denison, 1996). It is reected in the manifold ways in which employees
perceive, think, act and behave. It forms the glue that holds the organization together and stimulates
employees to commit to the organization and to perform. (Glunk, & Maslowski, 2001; Wilderom
and Van den Berg 2004).
The organizational culture inuence the manner in which, employees behave at workplace
(Schein, 2010). Culture is a perception or an impression that an employee gathered on the basis of
what he had seen, heard and experienced within the organization. Culture is an attributed term.
Culture is used to explain or describe something rather to evaluate that (Spender, 1996). Culture is a
result of social interaction and it is a social phenomenon not a natural consequence of organizational
technical characteristics as capacity, output or mechanics.
Theoretical Background and Literature Review
Organizational culture as a system of knowledge and standards that a clerk in accordance get
with the organization's values and needs are considered (Blue, 2010:5) Organizational culture set of
Organizational Cuture & Environment : As Determinants of Job Satisfactions
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beliefs, Norms that will guide the thinking and actions of employees in the organization (Allison and
Asvnygsn, 2008:38). Organizational culture as common and basic assumptions can be dened that
an organization has learned, While comes along with the environment and problems of
compatibility with the external environment and integration internal environment to salve, for new
members as the correct way teach them to solve problems (Alalvi et al., 2007:24).
Oscar (1998) believes that Strong organizational culture will bring many benets for the
organization. Benets such as:
Ÿ Ability to maintain employee commitment to something beyond itself.
Ÿ Provide guidance to members of the organization through which they can select appropriate
activities.
Ÿ Create a resource for meaning, identity and involvement of employees (Kaiser, 2008:12).
Role of Organizational culture in organizations:
Armstrong (2004), Culture could be a representative of social cohesion and creates a way of
being us. Structure culture could be a system that makes a typical linguistics foundation that is that
the basis of communication and sympathy. If these functions don't work satisfactorily, the present
culture might scale back the potency of the organization. In step with Smircich (Tousi, 1993), culture
provokes us and offers us the bravery to speak regarding one thing on the far side the technical
processes within the organization.
Organizational Culture/Corporate Culture includesŸ The ways the organization conducts its business, treats its employees, customers, and the
wider community,
Ÿ The extent to which freedom is allowed in decision making, developing new ideas, and
personal expression,
Ÿ How power and information ow through its hierarchy, and
Ÿ How committed employees are towards collective objectives.

Figure-1: Understanding the Organizational Culture
Source:http://therightgroup.com.au/employee-research/company-culture-mapping/
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Components of Organizational Climate:
Employees' perceptions regarding organizational characteristics like role in decision making
and rules in the workplace.
Relationship between organizational policies, employee values, his needs, and personality's
traits.
Different Culture in different organization like over time norms.
Normative structure of attitudes and behavioral standards which provides a basis for
interpreting the situations and act as a source of pressure for directing activities.
Organizational climate is described by its structure, authority & responsibility, reward system,
nature of risk and warmth.

Figure:2 Organizational Culture and Communication
(Source: Kandlousi, et al, 2010)

Meaning of Job Satisfaction
The term job satisfaction was brought to limelight by Hoppock (1935). Job satisfaction can be
considered as the attitude of a worker and its behaviour towards work and productivity. If the
individual's expectations and his dominant needs are fullled by their employers, consistent with his
expectations and values, hence the job would be satisfying. Mostly job satisfaction and work
motivation are used as synonymously. But, the job satisfaction is concerned with strong feelings of
an individual's towards his job, and work motivation is related with the behaviors and attitude that
occur on the job.
Job Satisfaction Factors
High job satisfaction may lead to improved increased turnover, productivity, improved
attendance, less job stress, reduced accidents, and lower unionization.
Job Stress and Job Satisfaction
Job stress in organizational culture may cause many diseases.
Job stress may cause of high absenteeism and tardiness or the employee may quit.
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Absenteeism and Job Satisfaction
Workers who believe their job is relevant appear to attend regularly.
High job satisfaction will not automatically lead to low absenteeism; low satisfaction can lead
to high absenteeism.
Unionization and Job Satisfaction
The main cause of unionization in many organizations is job dissatisfaction.
Dissatisfaction with salary, transfer policy, promotion policy, job security, fringe benets, and
behavior of the managers is reasons which make employees join unions.
Components of Job Satisfaction
Different elements of work culture of job satisfaction are the arrangements of wages and salary,
nature of job, promotion policy and working culture and environment, location and working
conditions.
Ÿ Salary and Job Satisfaction:

Monetary incentives always have a positive impact on job satisfaction.
Salary based on job demands, experience and individual skill level resulted standards
satisfaction.
Ÿ Nature of Work and Job Satisfaction:

Intellectual challenging jobs.
Opportunities as per employee's skills and attitudes.
Employees feel enjoyment and fulllment under mild pressure conditions
Ÿ Promotions and Job Satisfaction:

Promotional opportunities affect job satisfaction considerably.
Promotion brings change in job responsibility, pay band, authority and status.
Ÿ Supervision and Job Satisfaction:
Positive correlation between supervisory efciency and job satisfaction.
Supporting personal relationships between managers and their employees lead to the happiness
of their employee's positive correlation between the quality of supervision and job.
Ÿ Work group and Job Satisfaction:

Workers derive a high level of satisfaction from common attitudes and values among the
members of the working group.
Ÿ Working conditions and Job Satisfaction:

Working hours, working conditions, temperature, lighting and noise, workplace cleanliness and
appropriate tools and equipment affect job satisfaction.
Organizational Policies, Procedures and Job Satisfaction:
Organizational policies include the basis for performing people transfer promotions (seniority
versus merit), lay-offs, foreign assignments and reward systems, reduction assessment and
motivational methods, skill-based versus job-based, pay and the like. Job satisfaction is a
psychological phenomenon that describes the workers ' state of mind in relation to their job.
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Psychological mental in relation to their job may be positive or negative. “Satisfaction denes a
person's needs, wants and desire and their level of achieving it. Basically, Satisfaction depends upon
what are the one's needs, and what one's achieves from the society.” It has been at a crucial turning
point today due to the general economic crisis for more than three decades of continuous growth in
the banking system. While many workers have good job performance in any organization, others
may have negative job performance in their workplace. In this way, there are workers with positive
and negative job satisfaction in each organization. The difculties looked in the eld of hierarchical
administration are signicantly more noteworthy for banks today. The administration of HR adds to
the advancement of the nancial framework, in acquiring the proper administrators, in occupation
satisfaction of workers and in the retention of skilled, experienced and talented employees.
Conclusion
Culture of an organization is miniature of the process of cultural macro-environment
organization and cultural boundaries that are dened by this process. The review shows that
contemporary job-related phenomena like job satisfaction are related to their perceptions of their
working environment, relations with colleagues, institution aims and strategies and success criteria.
In addition, the employees' preference of organizational culture is likely to be affected by
demographic characteristics, especially gender. It can be supported, therefore, that measuring and
analyzing an institution's organizational culture in combination with its employer's behaviors and
individual characteristics may lead to valuable conclusions, so that job satisfaction is promoted. The
study derived that organizational culture put signicant impact on job satisfaction level of
employees.
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Abstract
This study seeks to advance the application of SERVQUAL tool for measuring the service quality of
hospitality industry in the Northern Province of Sri Lanka. Tourism and hospitality industry played and play
signicant role to promote the Sri Lankan economic. Quality of the hospitality industry is most signicant
factor to sustain the business in the contemporary world. In order to realize the maximum share it is
imperative to examine as to what factors are determining the service quality of hospitality industry so that
strategies can b e worked out to get the best. In the analysis it was found that the generic nature of original ve
dimensional SERVQUAL model was not supported and instead a three factor and two factor s was emerged to
explain the quality determinants of employees of hospitality Industry.
Keywords: Service quality, Servqual model, Hospitality industry, Strategies.

Introduction
In modern business environment, the hospitality industry makes a substantial contribution to
Sri Lanka's economic. However, the industry is facing strong competition. Thus every organization
pays more attention to create a foundation for their survival in the market by satisfying customers
while they are providing quality services which are being extremely perceived by their target
customers (Dominici & Guzzo, 2010). In the competitive business world, every organization is
trying to dene their products and services in terms of its customers' needs and wants by providing
better quality products and services to satisfy them and gain competitive advantage (Zaibaf,
Taherikia & Fakharian, 2013). As noted by Zeithaml, Berry and Parasuraman (1996), and Cronin,
Brady, Hult, (2000), perceived service quality and customer satisfaction are the immense and
curious factors in order to be succeeded in the market by gaining competitive advantage among
other competitive service providers.
Asubonteng, Mcleary & Swan, (1996) pronounce that service quality is the difference between
customers' expectation before consuming the service and the experience after consuming it.
Similarly, Adil, Ghaswyneh & Albkour (2013) point out that service quality is central for
organizational success and it needs to be assessed continuously. Meanwhile Grande, Valejo and
Moya, (2002) articulate that delivering quality services in the hospitality industry is considered as a
differentiating factor to achieve competitive advantage among rivals. Cronin and Taylor (1992)
reveal the fact that the perceived service quality signicantly effects on customer satisfaction.
Baker, and Crompton, (2000), and Magi and Julander, (1996) highlight that in the tourism industry,
service quality and customer satisfaction have been a well thought out for the improvement of
organizations' whole performance. In this study Gronroos' model (SERVQUAL model) has been
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used to measure the perceive service quality. This model consists of technical and functional
quality.Parasuraman, Zeithaml and Berry (1985) categorize ten service quality dimensions under
SERVQUAL model as reliability, responsiveness, competence, access, courtesy, communication,
credibility, security, understanding customers and tangibility which are categorized under the
functional quality of this model. In this model, technical quality dimensions which was neglected in
measuring service quality.
As described by Gronroos (1984), technical quality means what customers' are given while
having the interaction with that service organization and the functional quality means how the
service is received by the customers from the service providing organization. Gronroon's model is a
signicant method to evaluate service quality however it has a criticism. For example Kang and
James (2004) criticize that this model failed to contemplate the direct inuence of functional and
technical quality on customer satisfaction. Again in 2006, Gronroos point out that a rm must
understand consumer' perception of the service quality to compete effectively and the way
perceived service quality is inuenced (Gronroos, 2006).
Within the literature number of studies has been conducted in measuring of the perceived
service quality all over the world in different countries, context and situation, there are few studies
have been conducted regarding this relationship in hospitality industry in Northern Province of Sri
Lanka. This study provides valuable insights to the service quality literature by investigating the
SERVQUAL model in Northern Province in hospitality industry.
Literature Review
Numerous examples from within the literature emphasize the importance of service quality and
customer satisfaction, especially in hotel industry. Academics and international organizations have
conceptualized and used the term service quality in different ways. Adil, Al Ghaswyneh and
Albkour (2013) point the service quality is being considered as a main factor for strategic value
adding for the organizations. As noted by Henning- Thurrau, Langer and Hansen, (2001), service
quality determines consumer behavior and induces customers to x a level of relationship between
organization and customers. Consequently this relationship leads to customer loyalty. Service
quality signicantly has an effect on consumers' behavior in order to differentiate a particular
service provider from other rivals which are in the same industry and to make customers satised
(Kandampully, 2000; Parasuraman et al., 1985). Zeithaml and Bitner (1996) articulate that service
quality is about providing superior service than customers' expectations. Service quality is a result
of an assessment done between customers' expectations and perception from the service consumed
(Gronroos, 1994; Caruana, 2002). Overall impression on an organization's service offerings is
called as service quality (Johnston, 1995).Wisniewski and Donelly (1996) reveal that the service
quality means at what extent the service encounters customers' expectations. Parasuraman,
Zeithaml and Berry (1988) state that service quality is an overall evaluation of either an organization
or its services over a period of time. According to Bala (2013) customer satisfaction is an emotional
state that emerges either from customers' perceived benets or expectations of services. If
expectations exceeds perceived benets customers will be satised, on the other hand if perceived
benet exceed expectations customers will be satised (Chi Lin, 2003). Generally, if customers are
satised with the product or service offerings they will continue to buy and also they will willingly
spread information about their consumption, consequently it will lead to positive word of mouth
(Oanda, 2015).
Much of marketing literature to date makes the point that conceptualization of customer
satisfaction is difcult (Edvardsson, Johnson, Gustaffson&Standvik, 2000; Gustaffson, Johnson
Factor Analysis of Perceived Service Quality of Hospitality Industry in Jaﬀna...

51

&Roos, 2005). Onda (2015) argues customer satisfaction is just satisfying customers but it means to
retain customers for longer period of time.. Satisfaction is customers' attitude that changes time to
time (Eshghi, Haughton &Topi, 2007). As noted by Kotler & Armstrong, (2012), satisfaction is
reected in the evaluation of post-purchase in terms of pre-purchase expectations. Likewise Severt
(2002) describes that satisfaction is a customers' emotional state that emerges from the relationship
with the service providing organization. Pedraja Iglesias and Jesus YagüeGuillén(2004) reveal the
fact in their research that the satisfaction is felt when the perceived rewards exceeds the sacriced
experience which includes monetary expenses to buy the service, time spent, energy expended to
reach the hotel. Consumers feel two kinds of satisfactions. First one is, they are satised by the
serving manner and behavior of employees and the second one is the overall impression on the rm
(Jones & Suh, 2000).
Meanwhile, many researchers including Brady & Cronin, (2001), Meuter,Ostrom, Roundtree
and Bitner (2000), Kordnaeij, Askaripoor and Imani (2013), have described that the relationship
between service quality and customer satisfaction. Superior service quality will result in extreme
customer satisfaction (Parasuraman et al.,1988). Studies of Dabholkar, Shepered and Thrope
(2000); Butcher (2005) suggest that service quality leads to customer satisfaction. Customers will
be satised when organization fullls their expectations (Al Khaltah & Aldehayyat, 2011). Causal
effect exists between service quality and customer satisfaction (Anderson & Sullivan, 1993; Bolton
& Drew, 1991; Bitner, 1990).
The hospitality industry faces challenges due to the advancements in technology and
globalization. Thus it needs to adapt the ways to deliver the service in accordance with new line of
attracting to get the best out of customer satisfaction (Murasirawa, Nield& Ball, 2010). Service
quality as a determining factor that is responsible for customer satisfaction or dissatisfaction
(Tripathi, 2013) which will result in word of mouth spreading, customer retention and loyalty
(Gopalakrishnan, Mishra, Gupta & Vetrivel, 2011).
Generally SERVQUAL model can be applied in any service sector to evaluate service quality
(Parasuraman et al., 1988). SERVQUAL model leads to measure customer satisfaction in the
respective context of the study (Harr, 2008). In 1985, Parasuraman and his colleagues (1985)
developed ten dimensions of service quality. Three years later Parasuraman et al., (1988) narrowed
down these ten dimensions into ve dimensions such as tangibility, reliability, responsiveness,
assurance and empathy. Zaibaf et al. (2013) indicate in their study that the functional quality
includes the ten SERVQUAL model dimensions of service quality. In order to fulll customers'
perception, organizations should understand clearly that what customers expect from them and how
they can deliver the service effectively.
Naresh, Francis,James and Imad (1994) stated that the service reliability means providing the
service consistently and accurately. Reliability is delineated as” the ability to perform the promised
service dependably and accurately” or delivering on its promises” (Zeithaml, Bitner &Gremler,
2006, p.117). Responsiveness means a promptly and adequate response to the enquiries, requests,
questions and complaints made by customers (Zeithaml et al., 2006). Parasuraman et al., (1988)
stated that responsiveness means an organizational employees' consideration in timely solving
problems. Naresh et al., (1994) said that in order to provide the quality service, service providers
with adequate knowledge and skills is essential that is called as competence. Inseparability as a
characteristic of service, it means that it is difcult to separate the production and consumption of
services. Thus access as one of the service quality dimensions, it is essential to contact the service
provider on time (Naresh et al., 1994).
Courtesy is dened by Naresh et al., (1994) that service suppliers' physical appearance,
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behavior and the numbers of them will determine in respecting customers' precious values and
norms. Service providing organizations cheer positive word of mouth communication which is one
of the dimensions of perceived service quality. In many circumstances, customers are willing to get
opinions and suggestions from others before consuming. Thus detailed information need to be
communicated to consumers (Naresh et al. 1994). Credibility of service provider comes as a
determinant of getting benets by customers but it is difcult to assess the service before
consuming it due to the intangibility and inseparability characteristics (Naresh et al. 1994).
Under service quality dimensions, the security is viewed into two such as: physical and
functional security which must be ensured to customers while getting and using service benets
(Naresh et al.1994).
Customer as the king in the business world, rms must understand customers' perception of the
service quality to compete it fruitfully (Naresh et al.1994). Tangibility is dened as the physical
facilities, equipment, personnel and written documents (Zeithaml et al., 2006).Tangibility as a
service quality dimension, it includes physical building of organization, physical features of
employees and facilities which have been offered (Hurley & Estelami, 1998). A promise to offer
physical benets along with core benets is called as tangibility (Naresh & Francis, 1994).
Gronroos (1984) mentions that service quality have two types of qualities. First one is what the
customer is offered that referred as technical quality and how the customers are offered that referred
as functional quality. Parasuraman, Zeithaml and Berry (1985) refer the functional quality as
“process -related” dimensions of service quality and technical quality as “outcome-related”
dimensions of service quality (p 41-50). Functional quality dimension inuences more on perceived
service quality than technical quality dimension (Parasuraman et al., 1985).
Gronroos (1984) says that customers and service providers can easily appraise the functional
quality compared with technical quality of service quality dimensions. Functional service quality
dimensions have more inuence on perceived service quality than the inuence of technical quality
on perceived service quality. Technical quality as one of the service quality dimensions that involves
with both the human and physical resources. Technical human resources dimension includes the
technical knowledge and ability required to perform the service and the technical physical resource
dimension includes the machines, materials, facilities and the technology necessary to perform the
service (Brogowicz, Andrew, Linda &David, 1990).
Research Design
The present study is based on tourists' opinion in measuring the quality of hospitality industry.
This study draws empirical inferences based on the primary data collected from the tourist
respondents through a structured questionnaire. The questionnaire consists two parts. The rst part
deals with the variable in the statement format. Here respondents are requested to give their rating
about the traits, characteristics and behavior of the employees considered and felt by them to be the
most ideal and effective at the hotel they are consuming. The response collected on different variable
were on a ve point scale ranging from strongly agree to strongly disagree. The second part of the
questionnaire aims at elucidating information pertaining to respondents themselves like their
gender, age, home country and staying period. Purposive sampling method has been used to collect
the data. In total 230 questionnaires were issued out of which 164 were complete in all respects and
were used for the nal study. Reliability analysis is done using Alpha (Cronbach). This is a model
internal consistency, based on the average inter – item correlation. A reliability score of 0.796 was
achieved. Any score above 0.7 can be considered to be a good score for the reliability of the
instrument.
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Discussion
An Exploratory Factor Analysis (EFA) of the factor structure of the SERVQUAL scale used
undertaken with SPSS to examine the factor structure of variables. The EFA procedure employed is
“principle components method” for extraction with “varimax rotation” and factors with eigen
values greater than one were alone retained (Hair, Anderson, Tatham and Black, 1998). Factor
analysis is the permutation of multi – variate statistical methods primarily used to identify the
underlying structure in data. Factor analysis refers to the cluster of inter – dependence techniques
whereas it summarizes the information from a large number of variables into factors, depending on
their relationship (Hair et al., 1998). As noted by Hair et al., (1998), conservative factor loadings of
greater than 0.50 were to be considered signicant at 0.05 levels of signicance.
In order to study the suitability of construct for taking up factor analysis, Bartlett's test of
sphericity (which tests the hypothesis that the matrix is an identify matrix) should be signicant. It is
a statistical test for estimating the overall signicance of all correlations within a correlation matrix.
The test result as shown in tables 1 shows that it is highly signicant (Sig. = 0.000), which indicates
that the factor analysis processes is correct and suitable for testing multi – dimensionality.
Table : KMO and Bartlett's Test Measure of Perceived Service Quality
Kaiser – Meyer – Olkin Measure of Sampling Adequacy
0.952
Bartlett's test of Approx. Chi – Square
3.873E3
Sphericity df
231
Sig
.000
The KMO which is a measure of sampling adequacy is found to be 0.952 (see table 1) in the
case, the sample used is adequate as the minimum acceptable value of KMO is 0.6 (Kim & Mueller,
1978). Therefore, it can be concluded that the matrix did not suffer from multi collinearity (i.e.
variables that are very highly correlated) or singularity (i.e. variable that are perfectly correlated).
Small values for the KMO indicate that a factor analysis of the variable may not be appropriate, since
the correlations between variables cannot be explained by the other variables (Norusis, 1993). The
KMO measure is an index for comparing the magnitudes of the observed correlation coefcients to
the magnitudes of the partial correlation coefcients.
Exploratory Factor Analysis – Principal Component Analysis: Perceived Service Quality
On conducting EFA by way of Principal Component Analysis method, three eigen values are
extraction sums of squared loadings total, exceeded one with percentage cumulative variance
explained was 66.320 in case of perceived service quality.
Table : Total Variance Explained - Factor Analysis
Perceived
Initial Eigen Values
Service
quality
Total
% of
Cumulative
Variance
1
12.246
55.663
55.663
2
1.312
5.963
71.777
3
1.033
4.693
76.797

Extraction Sums of Squared
Loadings
Total
% of
Cumulative
Variance
12.246 55.663
55.663
1.312
5.963
61.627
1.033
4.693
66.320

Rotation Sums of
Squared Loadings
Total
% of
Cumulative
Variance
6.146
27.936
27.936
4.483
20.376
48.312
3.962
18.008
66.320

Extraction Method: Principal Component Analysis
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Factor analysis of Perceived Service Quality
Factor analysis of perceived service quality was conducted and the component matrix was
rotated to improve the solution. The result is at table 3. The interpretability of the factors can be
improved through Rotation. Rotation maximizes the loading of each variable on one of the extracted
factors whilst minimizing the loading on all other factors. Rotations work through changing the
absolute values of the variable whilst keeping their differential values constant. As seen from the
table 3, original ve dimensional models as such are not supported. Factor analysis of Perceived
Service Quality is given a two dimensional model. Values of factor loadings less than 0.5 are not
selected to be in the nal output (Hair et al., 1995). It is seen from the SPSS output that all 22 items
were retained implying the contribution of these items to service quality. Also it is seen that some
items did not load into their – prior categories. The tangibles dimension having items from Q1 to Q4
was retained as was in original construct. Parameters Q5, Q6, Q7,Q8 and Q9 of reliability dimension
was also retained as was in original construct with cross loading of Q17 of Assurance dimension.
Five items of Empathy dimension (Q18 to Q22) and three items of Assurance dimension (Q14 to Q
16) and four items of Responsiveness dimension (Q10 to Q13) fused into one dimension. This new
dimension, combining the attributes of Assurance, Empathy, and Responsiveness can be named
Customer Handling. Therefore, as seen from the analysis it can be stated that the service quality as
measure of perceived service quality can be measured with three dimensions namely Tangible –
Physical quality and reliability and Customer handling dimension- the operational quality.
Table : Rotated Component Matrix
Rotated Component Matrix
Component
1
.795
.766
.705
.695
.673
.644
.624
.622
.613
.578
.561
.519

2

3

Q14
Q10
Q20
Q11
Q18
Q12
Q22
Q21
Q16
.534
Q15
.549
Q19
Q13
Q6
.749
Q8
.727
Q17
.669
Q9
.629
Q5
.629
Q7
.619
Q1
.797
Q2
.780
Q4
.730
Q3
.669
Extraction Method: Principal Component Analysis
Rotation Method: Varimax with Kaiser Normalization
a. Rotation converged in 8 iterations
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Conclusions
The present study clearly established that the original ve dimensional model of SERVQUAL
is not generic one and few dimensions of service quality as proved by few researchers were fused to
form a factor. At minimum service level the solution emerged was a three factors one and at superior
service level it was two factors model. The employees need to draw cues from the individual
parameters or items making up the factor and build up the strategies to realize the best potential
available. The service provider had to give utmost priority to reliability parameters and Customer
Handling items as brought out in the factor analysis. The frontline staff and the marketing personnel
need to be sensitized on these items. Quality assessment is not a onetime exercise and the service
provider need to periodically assess and revisit the service delivery process as the expectations and
perceptions of the customers keep changing.
Major limitation of this study has the sample collected was from one geographical area
(Northern Province) and limited in member. Though the method applied, Exploratory Factor
Analysis is quite adequate for the purpose of deciphering the principal factors that explain the
quality, future researchers can work on Conrmatory Factor Analysis and advance the SERVQUAL
tool application further to the service industry. Also further research may focus on comparative
studies among hospitality industry with regard to the factors determining the choice of an employee.
References
Adil, M., Al Ghaswyneh, O. F. M., &Albkour, A. M. (2013). SERVQUAL and SERVPERF: A review of
measures in services marketing research. Global Journal of Management and Business Research.
Al Khattab, S. A., & Aldehayyat, J. S. (2011). Perceptions of service quality in Jordanian hotels. International
Journal of Business and Management, 6(7), 226.
Anderson, E. W., & Sullivan, M. W. (1993). The antecedents and consequences of customer satisfaction for
rms. Marketing science, 12(2), 125-143.
Asubonteng, P., McCleary, K. J., & Swan, J. E. (1996). SERVQUAL revisited: a critical review of service
quality. Journal of Services marketing, 10(6), 62-81.
Baker, D. A., & Crompton, J. L. (2000). Quality, satisfaction and behavioral intentions. Annals of tourism
research, 27(3), 785-804.
Bala, A. (2013). Customer satisfaction towards behaviour of Bank's employees (A comparative study of
Punjab National Bank and State Bank of Patiala in Jind district, Haryana). EXCEL International Journal
of Multidisciplinary Management Studies, 3(8), 201-212.
Bei, L. T., & Shang, C. F. (2006). Building marketing strategies for state-owned enterprises against private
ones based on the perspectives of customer satisfaction and service quality. Journal of Retailing and
Consumer services, 13(1), 1-13.
Bhattacherjee, A. (2001). Understanding information systems continuance: an expectation-conrmation
model. MIS quarterly, 351-370.
Bitner, M. J. (1990). Evaluating service encounters: the effects of physical surroundings and employee
responses. The Journal of Marketing, 69-82.
Bolton, R. N., & Drew, J. H. (1991). A longitudinal analysis of the impact of service changes on customer
attitudes. The Journal of Marketing, 1-9.
Brady, M. K., & Cronin Jr, J. J. (2001). Some new thoughts on conceptualizing perceived service quality: a
hierarchical approach. Journal of marketing, 65(3), 34-49.

56

Transdisciplinary International Journal of Academic Research

Brogowicz, A. A., Delene, L. M., &Lyth, D. M. (1990). A synthesised service quality model with managerial
implications. International Journal of Service Industry Management, 1(1), 27-45.
Butcher, K. (2005). Differential impact of social inuence in the hospitality encounter. International Journal
of Contemporary Hospitality Management, 17(2), 125-135.
Caruana, A. (2002). Service loyalty: The effects of service quality and the mediating role of customer
satisfaction. European journal of marketing, 36(7/8), 811-828.
Chi Lin, C. (2003). A critical appraisal of customer satisfaction and e-commerce. Managerial Auditing
Journal, 18(3), 202-212.
Cronin Jr, J. J., & Taylor, S. A. (1992). Measuring service quality: a reexamination and extension. The journal
of marketing, 55-68.
Cronin Jr, J. J., Brady, M. K., &Hult, G. T. M. (2000). Assessing the effects of quality, value, and customer
satisfaction on consumer behavioral intentions in service environments. Journal of retailing, 76(2), 193218.
Cronin, J. J., Brady, M. K., &Hult, G. T. M. (2000). Assessing the effects of quality, value, and customer
satisfaction on consumer behavioral intentions in service environments. Journal of retailing, 76(2), 193218.
Dabholkar, P. A., Shepherd, C. D., & Thorpe, D. I. (2000). A comprehensive framework for service quality: an
investigation of critical conceptual and measurement issues through a longitudinal study. Journal of
retailing, 76(2), 139-173.
Dominici, G., &Guzzo, R. (2010). Customer Satisfaction in the Hotel Industry: A Case Study from Sicily.
International Journal of Marketing Studies, 2(2), 3-12.
Edvardsson, B., Johnson, M. D., Gustafsson, A., &Strandvik, T. (2000). The effects of satisfaction and
loyalty on prots and growth: products versus services. Total quality management, 11(7), 917-927.
Eshghi, A., Haughton, D., &Topi, H. (2007). Determinants of customer loyalty in the wireless
telecommunications industry. Telecommunications policy, 31(2), 93-106.
Farber, B., & Wycoff, J. (1991, May). A cross-industry comparison of customer satisfaction. Journal of
Services Marketing, 20(5), 298-308.
Gopalakrishnan, J., Mishra, B. B., Gupta, V. K., & Vetrivel, A. (2011). The Impact of Service Quality and
Customer Satisfaction on Customer Retention in the Indian Banking Industry: An empirical analysis.
Research Journal of Social Science and Management, 1(3), 52-68.
Grande, T., Valejo, M., & Moya, P. (2002). Analysis of expectations of supply and demand relative to the
quality of service in touristic zones in the interior: implications of management. EstudiosTurísticos,
(154), 79-112.
Grönroos, C. (1984). A service quality model and its marketing implications. European Journal of marketing,
18(4), 36-44.
Gronroos, C. (1994). From marketing mix to relationship marketing: Towards a paradigm shift in marketing.
Asia-Australia Marketing Journal, 2(1), 9-29.
Grönroos, C. (2006). Adopting a service logic for marketing. Marketing theory, 6(3), 317-333.
Gustafsson, A., Johnson, M. D., &Roos, I. (2005). The effects of customer satisfaction, relationship
commitment dimensions, and triggers on customer retention. Journal of marketing, 69(4), 210-218.
Hair, J. F. J., Anderson, R. E., Tatham, R. L., & Black, W. C. (1998). Multivariate data analysis with readings.
Englewood Cliffs, NJ: Prentice-Hall.

Factor Analysis of Perceived Service Quality of Hospitality Industry in Jaﬀna...

57

Harr, Ko King Lily, "Service dimensions of service quality impacting customer satisfaction of ne dining
restaurants in Singapore" (2008). UNLV Theses, Dissertations, Professional Papers, and Capstones.
686.
Hennig-Thurau, T., Langer, M. F., & Hansen, U. (2001). Modeling and managing student loyalty: An
approach based on the concept of relationship quality. Journal of service research, 3(4), 331-344.
Hurley, R. F., &Estelami, H. (1998). Alternative indexes for monitoring customer perceptions of service
quality: A comparative evaluation in a retail context. Journal of the academy of Marketing Science,
26(3), 209-221.
Jamshed, S. (2014). Qualitative research method-interviewing and observation. Journal of basic and clinical
pharmacy, 5(4), 87.
Johnston, R. (1995). The determinants of service quality: satisers and dissatises. International journal of
service industry management, 6(5), 53-71.
Jones, M. A., & Suh, J. (2000). Transaction-specic satisfaction and overall satisfaction: an empirical
analysis. Journal of services Marketing, 14(2), 147-159.
Jones, T. O., & Sasser, W. E. (1995). Why satised customers defect. Harvard business review, 73(6), 88.
Kandampully, J. (2000). The impact of demand uctuation on the quality of service: a tourism industry
example. Managing Service Quality: An International Journal, 10(1), 10-19.
Kang, G. D., & James, J. (2004). Service quality dimensions: an examination of Grönroos's service quality
model. Managing Service Quality: An International Journal, 14(4), 266-277.
Kim, J. O., & Mueller, C. W. (1978). Factor analysis: Statistical methods and practical issues (No. 14). sage.
Kordnaeij, A., Askaripoor, H. & Imani, A., 2013. Impact of E-Baking Service Quality Dimensions on
Customers' Satisfaction and Brand Equity (Case Study: Refah Bank, Tehran). Business and
Management Research, 2(4), pp. 26-37.
Kotler P, Armstrong G (2012). Principles of Marketing, 14 th Edition, New Jersy, USA . Pearson Education
Inc.
Kvale, S., & Brinkmann, S. (2009). Learning the craft of qualitative research interviewing. Thousands Oaks:
Sage Publications.
Mägi, A., &Julander, C. R. (1996). Perceived service quality and customer satisfaction in a store performance
framework: an empirical study of Swedish grocery retailers. Journal of Retailing and Consumer
Services, 3(1), 33-41.
Malhotra Naresh, K. (1999). Marketing Research an Applied Orientation, 1999. Prestice Hall.
Malhotra, N. K., Peterson, M., &Kleiser, S. B. (1999). Marketing research: A state-of-the-art review and
directions for the twenty-rst century. Journal of the Academy of Marketing Science, 27(2), 160-183.
Meuter, M. L., Ostrom, A. L., Roundtree, R. I., & Bitner, M. J. (2000). Self-service technologies:
understanding customer satisfaction with technology-based service encounters. Journal of marketing,
64(3), 50-64.
Murasiranwa, E. T., Nield, K., & Ball, S. (2010). Hotel Service Quality and Business Performance in ve
hotels belonging to a UK Hotel Chain.
Naresh, K. M., Francis, M. U., James, A., & Imad, B. B. (1994). International Services Marketing. A
Comparative Evaluation of the Dimensions of Service Quality between Developed and Developing
Countries. International Marketing Review, 11(2), 5-15.
Norusis, M. J. (1993). SPSS: SPSS for Windows, base system user's guide release 6.0. SPSS Inc.,.

58

Transdisciplinary International Journal of Academic Research

Oanda, D. M.(2015). Service Quality Dimensions and Customer Satisfaction in Barclays Bank OF Kenya.
(Master of Business Administration Dissertation).
Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model of service quality and its
implications for future research. the Journal of Marketing, 41-50.
Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). Servqual: A multiple-item scale for measuring
consumer perc. Journal of retailing, 64(1), 12.
Pedraja Iglesias, M., & Jesus YagüeGuillén, M. (2004). Perceived quality and price: their impact on the
satisfaction of restaurant customers. International Journal of Contemporary Hospitality Management,
16(6), 373-379.
Severt, D. E. (2002). The customer's path to loyalty: a partial test of the relationships of prior experience,
justice, and customer satisfaction (Doctoral dissertation).
Tripathi, S. (2013). An empirical study-awareness of customers on service quality of public sector banks in
Varanasi. Journal of Business Management and Social Science Research, 2(1), 24-29.
Wisniewski, M. (1996). Measuring service quality in the public sector: the potential for SERVQUAL. Total
Quality Management, 7(4), 357-366.
Zaibaf, M., Taherikia, F., &Fakharian, M. (2013). Effect of perceived service quality on customer satisfaction
in hospitality industry: Gronroos' service quality model development. Journal of Hospitality Marketing
& Management, 22(5), 490-504.
Zeithaml, V. A. & Bitner, M. J. (1996) Services marketing. New York: McGraw-Hill
Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996). The behavioral consequences of service quality. The
Journal of Marketing, 31-46.
Zeithaml, V.A., Bitner, M.J., &Gremler, D.D. (2006). Services marketing: integrating customer focus across
the rm (4th ed., pp.117). Singapore: McGraw-Hill

Factor Analysis of Perceived Service Quality of Hospitality Industry in Jaﬀna...

59

