daolall The o
dd_gills gl \ British University
S in Duba

The effects of Organisational Ambidexterity and New
Public Management on Public Sector Service Quality
through Service Innovation

5929 daddl) P JSERY) A Saaal) dalad) 310y g dsandaiil) de )yl il
e sSall gLl 38 cra dadiall Cilaadll

by
SEEMA SAADY ALKAABI

A thesis submitted in fulfilment
of the requirements for the degree of
DOCTOR OF PHILOSOPHY IN BUSINESS MANAGEMENT
at

The British University in Dubai

November 2020



daslall
ﬂa il \“lJ..l'l

SR

The o
l British University
y i Dubai

The effects of Organisational Ambidexterity and New Public Management
on Public Sector Service Quality through Service Innovation

O Aadiall Ciladdl) 34 g g Aaddld) ‘_,A DY) Ao Basaat) dalad) 3 1Y) g Aresdatill de) ) Ll
sl &Uﬂl\ Jaé
by

SEEMA SAADY ALKAABI
A thesis submitted to the Faculty of Business and Law

in fulfilment of the requirements for the degree of
DOCTOR OF PHILOSOPHY IN BUSINESS MANAGEMENT

at
The British University in Dubai
November 2020

Thesis Supervisor
Professor Stephen Wilkins

Approved for award:

Name Name
Designation Designation
Name Name
Designation Designation

Date:




DECLARATION

I warrant that the content of this research is the direct result of my own work and that any use made
in it of published or unpublished copyright material falls within the limits permitted by
international copyright conventions.

I understand that a copy of my research will be deposited in the University Library for permanent
retention.

I hereby agree that the material mentioned above for which I am author and copyright holder may
be copied and distributed by The British University in Dubai for the purposes of research, private
study or education and that The British University in Dubai may recover from purchasers the costs
incurred in such copying and distribution, where appropriate.

I understand that The British University in Dubai may make a digital copy available in the
institutional repository.

I understand that I may apply to the University to retain the right to withhold or to restrict access
to my thesis for a period which shall not normally exceed four calendar years from the
congregation at which the degree is conferred, the length of the period to be specified in the
application, together with the precise reasons for making that application.

Signature of the student



COPYRIGHT AND INFORMATION TO USERS

The author whose copyright is declared on the title page of the work has granted to the British
University in Dubai the right to lend his/her research work to users of its library and to make
partial or single copies for educational and research use.

The author has also granted permission to the University to keep or make a digital copy for
similar use and for the purpose of preservation of the work digitally.

Multiple copying of this work for scholarly purposes may be granted by either the author, the
Registrar or the Dean only.

Copying for financial gain shall only be allowed with the author’s express permission.

Any use of this work in whole or in part shall respect the moral rights of the author to be
acknowledged and to reflect in good faith and without detriment the meaning of the content,
and the original authorship.



Acknowledgements
I would like to thank all the academics, scholars and experts for their assistance and expertise
and for taking the time and contributed so thoroughly on the pre-study one and pre-study two
of this research. |1 would particularly like to express my sincere gratitude to Prof. Jonathan
Boston, Prof. Michiel S De Vries, Dr. Sorin Dan, Prof. Gyérgy Hajnal, Dr. Vincent Homburg,
Prof. Juraj Nemec, Prof. Daniel Simonet and Prof. Sandra S Van Thiel, for their valuable
contributions in developing the New Public Management measurement scale. Also, | would
like to express my sincere appreciation to Prof. Anthony Arundel, Prof. Ewan Ferlie, Prof.
Ali Al-Musawi, Prof. A. Parasuraman, Prof. Timur Uman, Dr. Mohamad Zain, for their

valuable contributions in validating the final survey instrument.



Abstract
Public sector organisations in the Sultanate of Oman are still perceived to lag behind the
private sector and are facing intense pressure to deliver the needed quality service. This sector
is inflexible and lacks the dynamism to serve at its full extent. Moreover, the bureaucratic
structure of the public sector hinders any initiative to improve, meet the demand for better
products and services and operate without necessarily increasing its expenditures and
disbursements. Hence, the need to reduce bureaucracy may give rise to the increasing demand

for service innovation to attain service quality and enhance performance.

Actual research and empirical studies testing service quality through service
innovation combining organisational ambidexterity and new public management (NPM)
within the context of the public sector in the Middle-East remains a gap in literature. This is
because the government structure in the Middle East is fundamentally stemmed from highly
bureaucratic institutions where decentralisation is highly questionable and can be subjected
to numerous challenges. This research examines the influence of organisational ambidexterity

and NPM on service quality through service innovation.

The study follows a positivistic philosophy and focused on a deductive quantitative
method. The survey questionnaire is based on pre-validated scales from literature and one
self-developed scale for NPM as there is no such scale that has been found in literature. Non-
probability sampling was used to recruit participants. One hundred and fifty-seven
guestionnaires were collected from twenty-two government service organisations using a self-

administered online survey questionnaire that was completed by managers.



By means of structural equation modelling, it was found that exploration, exploitation
and NPM relate positively and significantly to service innovation. Also, the findings illustrate
that exploitation and service innovation have a positive and significant correlation on service
quality. However, this relationship was not significant with exploration and NPM.
Furthermore, the post hoc analysis revealed that service innovation fully mediates the
relationship between exploration, NPM and service quality. However, service innovation

partly mediates the relationship between exploitation and service quality.

This research has three main theoretical and empirical contributions. First, it
contributes to the development of a measurement scale of NPM that relates specifically to the
services provided by the government organisations those might be achieved through
innovation. The services offered in the public service organisations can be achieved via
innovation, although limited evidence exists about the ways to measure public performance.
Specifically, it provides empirical support of the NPM-service innovation and NPM-service
quality relationships. Second, this research advanced the understanding of the organisational
ambidexterity theory by empirically testing the influence of both exploration and exploitation
on service quality through service innovation in the public sector context. Several studies state
that organisational ambidexterity applies to private organisations (e.g. industry and firm-
level) to create positive outcomes for service quality. The thesis extends the previous literature
on the organisational ambidexterity concept as this thesis focused on organisational level
mainly operational and functional service unit in public service organisation. Third, this study
contributes to the innovation literature by providing theoretical insight and empirical evidence
that service innovation is important for public sector organisations. This research is one of a

limited number of researches that have studied service innovation in the public sector



organisation. The findings contribute to previous research literature about the mediating role

of service innovation in government organisations.

Overall, this thesis offers a new conceptualisation about the mediation role of service
innovation in the relationship between organisational ambidexterity and NPM in the public
sector to improve service quality. The thesis findings provide evidence to highlight the
importance of ensuring that the customer gets the quality services they demand the
organisation to convert their efforts to reflect organisation performance. Previous studies state
that service innovation offers a perspective that facilitates the development of new services
and refinement of existing services to improve the quality of service. A comparison of
previous literature and thesis findings confirm that the delivery of quality service needs
customer-oriented practices to improve the service quality domain in public service

organisations.
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Glossary

Term

Definition

Administrative innovation

Take serious consideration on new practices and approaches that
motivates and rewards members of the organisation, device
strategy and structure of tasks and units, and modify the
organisation’s management processes.

Assimilation perspective

Generally patterned on theories and models related to
innovations made on traditional products and consequently
applied to services.

Assurance

Is the organisation’s ability to minimiSe the customer’s worries
and discomfort by ensuring that whatever their claims will be
responded and solved through the utmost service provision
extended to them

Balanced ambidexterity

There should be no overemphasis of exploitation over
exploitation to ensure that quality of service is provided to the
customers.

Business-like management
tools

Tools and techniques applied to develop strategic plans and
strategies; measures to implement management system
considering quality management; and methods to effectively
serve the customers.

Contextual ambidexterity

Employs bottom-top approach or a process through employee
involvement in a daily work context. In this model, exploration
and exploitation are not separated as contrasted to the structural
ambidexterity model and it specifically features the ability to
create an environment of supportive work context for the
employees.

Decentralisation

The ability of different organisations whether private or public to
decentralise its operations intended for making economic and
ideal decisions; instituting decentralisations related to
management of staffs and the workforce; establishing
decentralisation of financial decisions; Decentralisation of
staffing decisions; and establishment of autonomy to agencies or
corporatisation.

Demarcation perspective

Emphasise that innovation on services practically differs in the
nature and character from product innovation.

Diffusion of innovation

The act of distributing or spreading innovation concepts and ideas for
information and application to the different business settings while
adoption of innovation encompasses the processes undertaken to
accept and implement new processes, ideas and concepts.

Effectiveness

To improve quality of services
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Efficiency

To reduce costs. How the resources are utilised efficiently; the
management’s action in the public sector to implement
downsizing; the magnitude of instituting bureaucracy reduction
internal to the organisation; the strength to eliminate practices on
accepting red tape; and efforts to achieve positive outcomes.

Empathy

The ability of the organisation through its workforce in
showcasing extra care and in understanding the specific needs of
the customers by catering to the individual needs and concerns.

Exploitation

Improvement, fine-tuning, refinement, expanding existing
competencies, products or services, technologies, and business
perspective that are knowledge-based activities including
implementation and execution, production, selection, efficiency,
problem-solving and others.

Exploration

Various activities that include experimentation of new ideas and
alternatives, new searches, discovery, risk-taking, flexibility and
innovation.

Incentivisation

Adopting a method of reward and payment based on
performance or the so called “Performance-related pay”.

Incremental innovation

Points out on customer-led strategies that concentrates on
manifest needs and is regarded as the most common type of
innovation.

Innovation

Key source of economic growth, business change, and service
provided to public which can potentially create a competitive
advantage.

Network type mechanisms

The emphasis on working together of public organisations,
setting up of special purpose bodies, setting up of cross-cutting
work/project group, cross-cutting policy arrangement or
program, consulting civil society organisations or interest groups
and cooperating and collaborating with different public sector
actors.

New public management

NPM can be classified into two-level phenomenon; higher level and
mundane level. At the higher level, it emphasises private sector
management style and approach such as techniques, concepts and
values in order to improve public sector performance. At the mundane
level, it is a set of concepts and practices.

One-stop-shop

The different service activities of different government agencies
under only one roof.

Organisational ambidexterity

The ability of the organisation to apply both exploration and
exploitation to improve the organisation’s performance




Post-NPM

How organisations and public sector organisations should
innovate which is contrary to the question of why organisations
should innovate. In other words, it is an attempt by political
executives to reassert control over administrators to address
concerns about organisational fragmentation and lack of inter-

Process innovation

Emphasis on internal focus contrary to the external focus of
product and service innovation. Its main aim is to increase
effectiveness and efficiency of the operational processes inside
the organisation to facilitate the production and to deliver the
good and service to the consumers.

Radical innovation

Takes into greater consideration changes that requires major or
revolutionary changes that stem from fundamental changes of the
New service.

Reliability

Encompasses how the company through its customer service
delivers the service reliably through timely delivery, error-free
delivery and having reliable service for the first time.

Responsiveness

Another important dimension of service quality which basically
deals on the promptness of service and response to customer
claims and queries and the willingness to help when needed.

Service innovation

The introduction of new services to the existing or new clients
and offer of existing services to new clients.

Service innovation exploitation

It is to refine and to improve existing service quality and
efficiency in meeting the needs and demands of customers or
markets.

Service quality

Measures the firm’s actual service delivery against customer’s
expectation and where perception of quality determines the
degree of customer satisfaction whether it meets or exceeds their
expectations.

SERVQUAL model

Specifically measures the quality of service provided by
companies and firms.

Structural ambidexterity

This considers exploration and exploitation as two different
constructs divided into structures, units, and sub-units. The aim
of this model is to ensure overall consistency in the application
of ambidexterity whereby the management follows the top-down
approach.

Synthesis perspective

It asserts that theories on service innovation should be
generalised to consider innovations made in both the
manufacturing and service sector without limiting to
technological innovations only.

Technological innovation

Primarily driven by increasing operational flexibility, lowering
production costs and reducing delivery time or periods. This also
means that, technological process innovations mainly cater to the
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modification of the firm’s operational processes and systems
which are closely associated with information technology
especially in service organisations

Total quality management Initiative focusing on processes of continuous improvement.
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List of Abbreviations

Abbreviation

Explanation

AMOS
AVE
CEE
CFA
CFI
CR
CMIN
CMIN/DF
EFA
GCC
ML
MTMs
NPM
NTMs
OECD
PGFI
PNFI
Post-NPM
PRP
RFI
RMSEA
SEM
SPSS
TLI
TQM
T™T
TRC

UAE
USA

Analysis of Moment Structures

Average Variance Extracted

Central and Eastern Europe

Confirmatory Factor Analysis
Comparative Fit Index

Composite Reliability

Chi-square

Normed chi-square

Exploratory Factor Analysis

Gulf Cooperation Council

Maximum Likelihood

Market-Type Mechanism

New Public Management

Network-type Mechanisms

The Organisation for Economic Co-operation and Development
Parsimony Adjusted Goodness-of Fit Index
Parsimony Normed Fit Index

Post-New public Management
Performance-Related Pay

Relative Fit Index

Root Mean Square Error of Approximation
Structural Equation Modelling

Statistical Package for Social Sciences
Tucker-Lewis Index

Total Quality Management

Top Management Team

The Research Council

United Arab Emirates

United States of America
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Chapter 1: Introduction

1.1 Introduction and Research Context
In the global scene, public sector organisations have been at the forefront of performance
related issues and have been continuously compared with the private sector’s performance
(Boyne 2002; Karan 2010). Various strategies and techniques have been employed to ensure
the quality of service and performance expected in publicorganisations but there is still lack
of evidence about how the public sector performs (Sadikoglu & Olcay 2014; Van Thiel &
Leeuw 2002). In fact, public sector organisations are still perceived to lag behind the private
sector and are facing intense pressure to deliver the needed quality service, as they are
struggling to make decisions on how to reduce costs, improve performance and work
efficiency (Al-Belushi et al. 2017; Damanpour 1991; Demircioglu & Audretsch 2017; Hood
1991; Sok & O'Cass, 2015; Wu et al. 2013). This sector is inflexible and less responsive to
the changing needs of citizens as well as lacks the dynamism to serve at its full extent
(Agarwal & Selen 2009; Dunleavy et al. 2006). According to various authors, the inflexibility
of the public sector can be attributed to the lack of pursuit to innovate their services to attain
service quality and enhanced performance (Damanpour et al. 2009; Demircioglu & Audretsch
2017; De Vries et al. 2016). Moreover, the bureaucratic structure of the public sector hinders
any initiative to improve (Boyne 2002), meet the demand for better products and services and
operate without necessarily increasing its expenditures and disbursements (Al-Belushi et al.
2017; Demircioglu & Audretsch 2017). Hence, the need to reduce bureaucracy may give rise
to the increasing demand for service innovation to facilitate enhanced service quality and
performance (UNCTAD 2014).
The growing trend of studying the performance of the public sector extends to

different parts of the world from United States of America (USA), Western countries to even
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the Arab Region (Dixon et al. 2018;). One of the countries that experienced the changes in
response to the global economic change is the Sultanate of Oman. Oman transitioned itself
from an oil-dominated income generator into a diversified country considering tourism and
the fishing industry as part of their flagship (SCP 2018). Technological change prompts the
country into new forms of media, new digital era, new services both in the public and
government sector that eventually introduced the 24/7 operation (PAIPED 2014). However;
like the challenges faced globally by many countries, Oman’s public sector organisations also
struggles to serve the country’s citizens and fulfil their expectations (KPMG 2018). The
citizens expect that the good services they have received from the private sector would also
be the same in the public sector. This in turn urged many public service organisations to
innovate to equate to the fast-rising innovative strategies employed in the private industries.
Efforts have been made in response to the challenge of innovativeness in Oman through The
Research Council (TRC), the government arm that recently developed the National
Innovation Strategy which aimed to foster the culture and industry of innovation with the hope
to transform the businesses into a knowledge-based economy (The Research Council 2017).
The initiative proposed integration between government organisations and, as a platform to
promote innovation in the public sector, in its development stage (Al-Busaidy & Weerakkody
2009).

Considering the private sector as the frontrunner of innovation and business growth,
Al- Busaidy and Weerakkody (2009) concluded that the public sector should adopt the
customer-centred approach in providing services to its citizens, by providing user friendly and
easy access services, innovative solutions of information and communication technology and
internet development. This creates a balance between service innovation, service quality and
performance of service offering by the public service organisations to the citizens and

intended users. Efforts of the government to engage in service innovation is achievable
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according to the Global Competitiveness Report issued by the World Economic Forum where
Oman is ranked 76th out of 128 countries in year 2015 from 103rd rank in 2014 and it has
further climbed to 69th in 2018 (Schwab 2017). Furthermore, according to the Global
Innovation Index 2018, Oman has stepped up by eight positions to rank 69 out of 127
countries (Cornell University, INSEAD, & WIPO 2018).

On the other hand, service innovation can fully be attained in either developing new
service or improving the existing service and in further advancing service quality (Berry et al.
2006). This has led to the promotion of organisational ambidexterity in public sector
organisations emphasising exploration and exploitation and its significant impact on service
innovation and service quality (Sok & O'Cass 2015). Organisational ambidexterity is the
ability to explore and exploit resources simultaneously (March 1991). Many studies were
undertaken on organisational ambidexterity but it is mostly applied in the private sector with
positive results on service quality but very few related studies were applied to the public sector
(Cannaerts 2016; Choi & Chandler 2015; Demircioglu & Audretsch 2017; Smith & Umans
2015). As such, the need to apply such relevant study to the public sector is considered timely
and rational to enhance knowledge-based services in an organisationally ambidextrous
approach (Palm & Lilja 2017).

While innovation is one of the challenges faced by the public sector, public reform is
another agenda in a larger scale where the objective is to also improve the public sector
services and performance. Kinder (2012, p. 1), claims that “as local public service
organisations enter the age of austerity, performance driven by innovation and learning, will
be an important feature of any NPM paradigm”. In fact, much research has centred on the
concept New Public Management (NPM) to address these reforms agenda (Andrews & Van
de Walle 2013; Damanpour et al. 2009; Dan & Pollitt 2015; Hood 1991; Osborne et al. 2015;

Pollitt 1995; Salge & Vera 2012). Pollitt and Bouckaert (2004), as cited in Hajnal and Rosta
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(2015), posit that NPM can be classified into two-level phenomenon; higher level and
mundane level. At the higher level, it emphasises private sector management style and
approach such as techniques, concepts and values in order to improve public sector
performance. At the mundane level, it is a set of concepts and practices. Although limited
studies establish the link between NPM and service innovation, attempts to establish their
relationship is still unclear in the public sector (Demircioglu & Audretsch 2017; De Vries et
al. 2016). Hajnal and Rosta (2015, p. 3) claim that “Authors only use the secondary and
indicator / data levels, which mean they enumerate the main constitutive dimensions of NPM
and post-NPM”. Building on this, it seems that no study, however, has empirically tested the
effect of NPM on services innovation in the public sector. Also, more studies in different
cultural contexts are needed to specify the effect of NPM (e.g. budget changes) on service
innovation in the public sector (Demircioglu & Audretsch 2017; De Vries et al. 2016).
Hence, conducting a study that links organisational ambidexterity, NPM, service
innovation and service quality is endeavoured in this research study. It also attempts to explore
and bring together different constructs that possibly link to service quality in the public sector.
There have been many studies that have examined the effect of organisational ambidexterity
(Benner & Tushman 2003; Birkinshaw & Gupta 2013; Gieske et al. 2019; O'Reilly &
Tushman 2013; Rosing & Zacher 2017; Smith & Umans 2015) and NPM on organisational
performance (Andrews & Van de Walle 2013; Brinkerhoff & Brinkerhoff 2015; Dan & Pollitt
2015; Demircioglu & Audretsch 2017; Ferlie 2017), Yet, actual research and empirical studies
on service innovation combining organisational ambidexterity and NPM within the context
of the public sector in the Middle-East remains a gap in literature. This is because the
government structure in the Middle East is fundamentally stemmed from highly bureaucratic
institutions where decentralisation is highly questionable and can be subjected to numerous

challenges. Further, it is still hard to find evidence of any empirical studies conducted to
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determine the successes or failures of the combined constructs in the context of the public

sector.

1.2 Purpose of Research

Linking together organisational ambidexterity and NPM, this research study is an attempt to
explore how to improve service quality through service innovation in the public sector. It
proposes a conceptual model to empirically examine the influence of organisational
ambidexterity and NPM on public sector service quality directly and indirectly through
service innovation. It also investigates the different explorative and exploitative activities as
well as NPM that relates to service innovation in the public sector. This will provide more
understanding on the nature of the relationship between organisational ambidexterity and
NPM on service quality through the mediating role of services innovation within the context
of Middle-East. Thus, the findings will show whether the relationships would apparently

improve the services provided to the customers.

1.3 Research Obijectives
The aim of this research is to investigate the relationships between different constructs
namely: organisational ambidexterity, NPM, service innovation, and service quality.
Specifically, it will address the following sub-objectives:
1- To develop and propose a conceptual model that will improve the quality of service
provided to customer by the public sector.
2- To develop a scale to measure the adoption of NPM techniques in the public sector
operations.
3- To investigate the contributions of organisational ambidexterity and NPM on service

innovation.



4- To assess the role of service innovation as a mediator in the relationship between:
a. Organisational ambidexterity and service quality.

b. NPM and service quality.

1.4 Research Questions

Based on the research objectives, the following research questions were formulated:

1- To what extent does organisational ambidexterity (exploration & exploitation)
influence service innovation in the public sector?

2- To what extent does NPM influence service innovation in the public sector?

3- Does service innovation mediate the relationship between organisational
ambidexterity (exploration & exploitation) and service quality?

4- Does service innovation mediate the relationship between NPM and service quality?

5- To what extent does service innovation influence service quality in the public sector?

1.5 Research Strategy

This research aims to identify public sector employees’ perception of the factors that currently
influence innovative services and service quality in the public sector. To best carry out this
research, it will employ a quantitative survey-based method. This study will survey
approximately 150 operating units (150 employees that are the head/manager of an
operational/functional service unit or a senior member in the operational/functional service
unit) within the public service organisations in Oman. This will include ministries that provide
service to the customer; for example, Ministry of Housing, Ministry of Education, Ministry
of Health, Ministry of Tourism, Ministry of Manpower, Muscat Municipality, Ministry of
Commerce and Industry, Ministry of Higher Education etc. Within a ministry, there may be

five or more main operation units; for example, one operating unit could be involved with



processing applications and the other could be responsible for issuing permits. The survey
questionnaire is based on pre-validated scales from literature and one self-developed scale for
NPM as there is no such scale that has been found in literature. The non-probability (or non-
random sampling) sampling technique will be used for data collection and Structural Equation
Modelling (SEM) will be used to analyse data. To confirm and improve validity and

reliability, the researcher will conduct a pilot study with around 40 respondents.



Chapter 2: Literature Review

2.1 Introduction

The last 15 years have seen an increasing focus on innovation in the public sector (Borins
2001; Damanpour et al. 2009). Innovation is considered as a key source of economic growth,
business change, and service provided to public which can potentially create a competitive
advantage (Borins 2001; Gunday et al. 2011). The reason for the organisations to adopt
innovation is because they want to cope with the rapid changes in the business environments,
technological knowledge, managerial knowledge, or it is because top management wants to
enhance the competencies and achieve performance goals (Damanpour et al. 2009). However,
innovation field is exceptionally wide. The concept of ‘diffusion’ and ‘adoption’ of innovation
differs in context (Damanpour 1991). Diffusion of innovation is the act of distributing or
spreading innovation concepts and ideas for information and application to the different
business settings while adoption of innovation encompasses the processes undertaken to
accept and implement new processes, ideas and concepts. Furthermore, authors have made
distinction between the different types of innovation. Damanpour et al. (2009, p. 1) claimed
that “innovation types have different attributes, determinants, and effects”. This study will
focus on the adoption of service innovation in the public sector. Most of the research study
focuses on the development and implementation of innovation in the introductory phases (Van
Acker & Bouckaert 2017).

Much research has already been conducted about innovation in the public sector that
focuses on the antecedents of innovation but very limited studies pay attention on the actual
service innovation outcomes in public sector performance (De Vries et al. 2016). Moreover,
little research has been conducted on enabling capabilities to innovate as well as to optimise

innovation in the public sector (Cannaerts et al. 2016; Hartley 2005; Moore 2005; Piening
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2013; Smith & Umans 2015) although innovation has become an important agenda. Issues
arise particularly as to where innovation should be stemmed from considering that innovation
may consider exploration of new ideas or exploitation of existing resources that lead to the
application of ambidexterity to the proposed innovation agenda not only in private sector but
also in the public sector.

Furthermore, the public organisation can be affected by change factors which include
increasing demand of customer acquiring quality public service, harnessing and developing
of information technology, changing of workforce’s preferences, and increasing global
competition (Borins 2001). This necessitated the public sector to be agile and dynamic so that
it can respond to the changes and needs of customer and businesses (Agarwal & Selen 2009;
Dunleavy et al. 2006). With the increasing pressures, the public service organisations need to
advance service innovation in order to improve quality of public service and to enhance
performance (Damanpour et al. 2009; Demircioglu & Audretsch 2017; De Vries et al. 2016;
Kitsios & Kamariotou 2019) and meet demand for better products and services, without
increasing public expenditure (Al-Belushi et al. 2017; Demircioglu & Audretsch 2017). There
IS a need to emphasis on cutting direct costs, i.e. to ‘do more with less’ (Hood 1991). In
response to this situation, public sector has worked on increasing its productivity through the
adoption of NPM practices that emphasise efficiency (i.e. reduce costs) and effectiveness
(improving quality of services), and recognise customer’s needs and demands (Demircioglu
& Audretsch 2017). NPM continues to gain much attention in public sector organisations with
increasing application of both exploration and exploitation activities and it has become an
openly choice of many managers, project managers, quality circle groups and other

participants in the public sector.



The following section will discuss in greater detail the four principals constructs of
this study which are organisational ambidexterity, NPM, service innovation and service

quality.

2.2 Organisational Ambidexterity

Fundamentally stemmed from the seminal study of March (1991), ambidexterity is the ability
of the organisation to apply both exploration and exploitation to improve an organisation’s
performance. Similarly, different authors have also defined organisational ambidexterity as
the organisation’s ability to resolve tensions through creating a balance of exploration and
exploitation activities throughout the organisations (Birkinshaw & Gupta 2013; Duncan 1976;
Gieske et al. 2016; March 1991; Tushman & O'Reilly 1996). Exploration and exploitation are
two different constructs in terms of application, values and goals whereby exploration
emphasised the creation of new ideas leading to innovation while exploitation is the
improvement of the existing resources or maximising the utilisation of scarce resources
(March 1991).

Organisational ambidexterity presupposes that for an organisation to achieve success
and a favourable performance outcome, it should create a balance between exploration and
exploitation and if only one is used it would provide negative consequences on productivity
and performance (Boukamel & Emery 2017). Benner and Tushman (2003) for instance
exclaimed that organisations who have laid more emphasis on exploitation while undermining
exploration suffer from inertia and equilibrium. Conversely, overemphasis on exploration
over exploitation causes organisations to overspend on experimentation or exploration costs
but with lesser financial benefits (March 1991). This is the reason why March (1991) strongly

suggested that organisations should utilise exploration and exploitation activities equally to

10



improve an organisation’s performance. To improve organisational results, the exploration
exploitation balance should be attained (Umans 2013).

Benner and Tushman (2003) supported the promotion of ambidexterity concept but
however stressed that, there is complexity in the application of exploration and exploitation
together because it requires trade-off to be implemented such as it requires a complete
adaptation of culture, strategies, processes and structures of the organisation. On the other
hand, Andriopoulos and Lewis (2009) in their case study of five ambidextrous firms argued
that equal application of organisational ambidexterity does not always produce favourable
outcomes. The authors revealed that simultaneous use of exploration and exploitation
activities creates tension (nested paradoxes). They further classified tension into three
classifications that include “strategic intent (profit-breakthrough), customer orientation (tight-
loose coupling) and personal drivers (discipline-passion)” (Andriopoulos & Lewis 2009, p.
2). Many studies have laid their foundation about the ability of organisational ambidexterity
to improve innovation and performance (Junni et al. 2013). However, Geerts et al. (2010)
demonstrate that firms appear to emphasise exploitation that involves the creation of customer
value and advance the efficiency of delivering services. Exploration in this case takes ad hoc
approach to generate radical innovations.

Concrete evidence that measures the success rate of applying ambidexterity is still
vague due to the complexity in addressing the main paradox of simultaneous exploration and
exploitation. Resolving the paradox has led to the development of two types of ambidexterity
which are known as the structural and contextual ambidexterity. Structural ambidexterity
model considers exploration and exploitation as two different constructs divided into
structures, units, and sub-units (O'Reilly & Tushman 2013). The aim of this model is to ensure
overall consistency in the application of ambidexterity whereby the management follows the

top-down approach. Distinction between the two concepts is emphasised where each of the
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concept is evidenced with separate structure, processes, and culture (O’Reilly & Tushman
2004). Many authors believe that maintaining structural ambidexterity leads to increased
efficiency in exploration and exploitation (Junni et al. 2013), as extant literatures proved that
the success of structural ambidexterity is mainly dependent on the integration of different
structures emanating from the higher level of management (O’Reilly & Tushman 2004).
Contextual ambidexterity is opposed to structural ambidexterity as it employs bottom-top
approach or a process through employee involvement in a daily work context (Gibson &
Birkinshaw 2004).

Research studies have ironed out the strategies and techniques to ensure the
simultaneous application of exploration and exploitation activities and at the same time to
reduce the tension at the organisational level (Raisch & Birkinshaw 2008). For example, a
business unit can be transformed into becoming ambidextrous when organisation develop at
least two subdivisions or functions with different activities or interests (Benner & Tushman
2003). Research that promotes contextual ambidexterity has established a strong case of
cultural characteristics in contrast with the structural characteristics, although they are in the
same emphasis which is bound by organisational mechanisms. This is demonstrated by
Gibson and Birkinshaw (2004) in their study through an example emphasising the application
of both exploration and exploitation activities in business unit context thereby enabling
employees to perform both activities. They further believed from the findings that the
application of exploration and exploitation can further be extended into organisational

contexts and in many public organisations into the macro-level.

2.2.1 Ambidexterity as a New Concept in Public Service Organisations
The concept of ambidexterity is still new in the public sector and thus, innovation is far from
realisation (Cannaerts et al. 2016; Palm & Lilja, 2017; Smith & Umans 2015). However,
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because of the changes in environmental conditions and the demands of citizens, it has
become the forefront of development agenda of public sector organisations leading to the
conduct of many studies to shed light on the public sector innovation concept (Christensen &
Leegreid 2011; Gieske et al. 2016). For example, public sector innovation has been currently
studied by De Vries et al. (2016) which was also previously investigated by many researches
emphasising the drivers and barriers of innovation in the public sector (Raipa & Giedraityte
2014; Wynen et al. 2014). The results from these studies argued that public sector innovation
is faced with many barriers including but not limited by red tape, legal frameworks,
procedural constraints, organisational structure, and organisational culture. This means that
public organisations are largely driven by bureaucratic management system that hinders the
possibilities to innovate.

In the context of the public sector, exploration activities are the generation, application
and diffusion processes of radical innovation while exploitation activities are referred to as
the processes involved in service improvement and service delivery (Cannaerts al. 2016;
O'Reilly & Tushman 2013). Organisational ambidexterity is yet to be tested in public sector
organisations which is part of the aim of this research. According to various theorists,
implementation of organisational ambidexterity differs between public sector and the private
sector and these differences are attributed to the different dimensions including organisational
structure, missions and goals, processes and motivations, and culture (Boyne 2002; Rainey
2011). DiMaggio and Powell (1991), and Meyer and Hammerschmid (2006), as cited in
Boukamel and Emery (2017) article, argue that to be innovative is to fully support exploration
so as not to be confronted with barriers that caused by soft factors such as organisational
culture, and hard factors such as organisational structure and legal frameworks. Hence, for
public service organisations to improve efficiency and to encourage innovation, the sector’s

structure should consider not only exploitation of existing resources but also exploration of
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new ideas by taking measures to lessen bureaucratic functions such as formalisation,
centralisation and specialisation because these elements are unfavourable to exploration.

Other theorists included the human trait dimension in adopting organisational
ambidexterity that takes into consideration the utilisation of both hands with equal skills that
creates a balance between exploration and exploitation to stimulate the positive working
environment in organisations. The sense of being ambidextrous as perceived by many
organisations in both private and public organisations provided them the opportunity to
exploit existing resources while exploring new ideas and concepts to improve their quality of
services (Duncan 1976; Lubatkin et al. 2006; March 1991; Sok & O'Cass 2015; Tushman &
O’Reilly 1996). The concept of the New Public Management (NPM), which will be discussed
later in this study, rest on the assumption that the organisation’s task environment is
experiencing conflicts and that the need for trade-off is important in order to develop a long-
term solution to implement ambidexterity while reducing the incidents of trade-offs
(Boukamel & Emery 2017). In various researches, the studies in the private sector have
resulted into some degree of success that leads to the demand of the same studies in public
sector organisations wherein during these periods, very rare studies on public organisations
have been observed (Cao et al. 2009; Lubatkin et al. 2006; Umans 2012). Tracing back on the
study of March (1991), ambidexterity has been remembered as a period of innovation where
innovative capability makes the organisation to become ambidextrous. It has been affirmed
by Hartley (2005) in his study where he pointed out the innovative capability of the
ambidextrous public sector organisations not only limits to understanding the antecedents of
innovation but also determines the positive outcomes of these organisations to be service-
oriented with emphasis on service quality.

However, leadership plays an important role to ensure the success of any effort to be

ambidextrous and many managers and leaders in different organisations decided and acted
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within the bounds of ambidexterity that has led to the inclusion of leadership as variables of
ambidexterity (Gibson and Birkenshaw 2004; Smith & Tushman 2005; Smith. & Umans
2015; Tushman et al. 2011; Tushman & O’Reilly 1996). There is a consensus from scholars
that the top management teams (TMTSs) play a significant role to resolve conflicts that emerge
to balance the exploration and exploration to attain organisational ambidexterity (Smith &
Tushman 2005). According to O’Riley and Tushman (2013), the management of the tensions
for the balance between exploration and exploitation needs dominant leadership to resolve the
pressure from various organisational structures. Umans et al. (2018) demonstrate that the
shared leadership in top management teams has a positive correlation with organisational
ambidexterity for service organisations. They also found that team work plays an important
role to resolve the tensions and pressures between exploration and exploitation in public
context organisations because of the joint abilities from team effort to exert influence. The
management team has a functional responsibility to maintain the balance between exploration
and exploitation. The same study of Umans et al. (2018) illustrate that including reward and
performance-oriented management control system helps to facilitate the ability of the leaders
to attain organisational ambidexterity, which contributes to research that explores rising
leadership structures in the organisations. Moreover, Ferlie et al. (1996) point out, as cited in
Boyne (2002) article, that public service organisation managers should strive to emulate the
successful methods applied in the private sector such as total quality management,
management by objectives, PRP and decentralised management. The phenomenon represents
one of the NPM attributes applicable to service organisations.

Tushman & O'Reilly (1996) contend that leadership should have the capacity to
compete by improving orientation/fit based on strategy, culture, structure as well as processes
to test leadership viability. Simultaneously, the test of leadership is evaluated by the ability to

prepare for evolution from discontinuous environmental change. Thus, this need management
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and organisational skills to compete in the market that emphasises more incremental
innovation, efficiency and cost while enhancing the development of new products and
services by focusing on flexibility, radical innovation and speed. From a conceptual
perspective, adopting one of the skill sets is easy; however, emphasising one of the skill sets
results in short-term and not the long-term success. The public managers should be flexible
and adaptable to focus on both the long-term and the short-term skill sets to achieve
organisational ambidexterity. The metaphor juggler represents this public service manager
because they are talented in manipulating multiple tasks simultaneously. Additionally, Umans
(2013) demonstrates that the leadership styles and top managers’ traits have a positive
correlation to attain organisational ambidexterity. However, Birkinshaw & Gupta (2013, p.13)
argues that “it is therefore not the existence of management per se that is important but the
quality of management that is key. Some organisations enable their managers to make smart

choices, while others hinder and frustrate them”.

2.2.2 Exploration

Understanding the concept and definition of ambidexterity, March (1991) first popularised
the ambidexterity model that highlights the concept of exploration and exploitation in
organisational learning. Since 1991, many researchers tried to expand the perspective into
many literatures that examined the differences, similarities, applications and terminologies.
In his definition, exploration encompasses various activities that include experimentation of
new ideas and alternatives, new searches, discovery, risk-taking, flexibility and innovation
(March 1991). Various authors acknowledged the distinct characteristics and disparity
between exploration and exploitation. However, they strongly suggest that they are
complementary to each other to achieve excellence in business (Gibson & Birkinshaw 2004;
He & Wong 2004). Accordingly, exploration encompasses activities that directly relates to
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diversification, organisational diversity and variation. Moreover, emphasis lies on
experimentation of new ideas or knowledge, internationalisation, product diversification, risk
taking, and variation in organisational forms.

Distinguishing clearly between exploration and exploitation is still subject to many
debates. However; authors like Smith & Tushman (2005) have contributed their definitions
based on their study findings where they described exploration as the outright change of the
company’s current knowledge and skills into new marketing expertise, new skills related to
technicality, or external relationships. In the context of this study, the exploration activity is

considered as the independent variable in relation to service innovation and service quality.

2.2.3 Exploitation

Exploitation as defined by March (1991) is the improvement, fine-tuning, refinement,
expanding existing competencies, products or services, and business perspective that are
knowledge-based activities including implementation and execution, production, selection,
efficiency, problem-solving and others. Similar definitions stated that exploitation takes into
major consideration experience, variance reduction and organisational focus (Gupta et al.
2006). Some researchers pointed out their confusion with defining exploitation by validating
whether exploitation considers involving knowledge development and current knowledge
refinement (Gupta et al. 2006; He & Wong 2004). Exploitation is also directly associated with
company’s current knowledge base. Exploitation is a different concept but should be viewed
as a continuum that will pave the way to the combination of exploration and exploitation. This
concept is supported by scholars who have simultaneously used exploration and exploitation
in studying inter-organisational alliances that combine existing knowledge application with
production and marketing alliances and acquire at the same time new knowledge development
through research and development alliances (Park et al. 2002; Rothaermel & Deeds 2004).
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Like exploration, this study utilises exploitation as its independent variable and its possible

link into service innovation and service quality.

2.3 New Public Management (NPM)
Government systems have been going through changes in the management of public services
in different countries during the 1980s. As a result, there were noticeable reforms that led to
the emergence of NPM, which the objective was cut budgets and to improve the efficiency
and effectiveness of public sector (Dan 2015; Dan & Pollitt 2015; Ferlie 2017; Hood 1991;
Hyndman & Lapsley 2016; Pollitt 1995; Van Thiel & Leeuw 2002). Pollitt and Bouckaert
(2004), as quoted in Hajnal and Rosta (2015, p. 4), define NPM as “a two-level phenomenon.
At the higher level, it is a general theory or doctrine that the public sector can be improved by
the importation of business concepts, techniques, and values. Then, at the more mundane
level, NPM is a bundle of specific concepts and practices”. NPM definition can also be taken
from Lapsley (2009, p. 1), that investigates the impact and effectiveness of NPM, as he states
that “it is an influential set of management techniques drawing on private sector performance
criteria and practices”. However, term “New Public Management” (NPM) is not a new
concept to reckon with but has not been widely known for its applicability in the public sector
organisations in different countries and settings. Many studies practically provided vast
literatures discussing NPM and its impacts on public administration but there is still lack of
solid foundation on how NPM functions in the public sector and in defining the truest sense
of the concept (Hajnal 2005; Hajnal & Rosta 2015; Hood 1991; Pollitt & Dan 2013).

NPM has been variously characterised by different scholars. Different characteristics
of NPM have been stressed by different scholars. For instance, in Hood’s (1991, p. 2) seminal
study, he developed seven elements of NPM that were implemented in Australia, UK, New

Zealand and even in OECD countries in order to achieve the objective of modernisation.
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However, it varies in application in different countries. These elements include: “1) Hands-
on-professional management, 2) explicit standards and measures of performance, 3) greater
emphasis on output controls, 4) shift to disaggregation of units in the public sector, 5) shift to
greater competition in public sector, 6) stress on private sector styles of management practice,
7) stress on greater discipline and parsimony in resource use”.

Conversely, Pollitt (1995, p. 3), in his seminal study, argued that while there are other
elements of NPM, the eight elements that he has identified are better means of modernising
and reforming the services of the public sector which he further called the “shopping basket”
for the government. The elements consist of : “1) Cost cutting, 2) Disaggregating traditional
organisation into separate agencies, 3) decentralisation of management authority, 4)
separation of the function of providing public services from that of purchasing them, 5)
introducing market and quasi market-type mechanism (MTMs), 6) performance management,
7) shifting the basis of public employment from permanency and standard national pay and
conditions towards term contracts, performance-related pay (PRP) and local determination of
pay and conditions, 8) increase emphasis on service ‘quality’, standard setting and ‘customer
responsiveness’. However, these characteristics are not always integrated to fit all countries,
the mix of these reforms may vary from one country to another.

In contrast, Gruening (2001, p. 2) does not mention about the elements of NPM but
rather prefers to call it as characteristics of NPM that specify the following: “Budget cuts,
vouchers, accountability for performance, performance auditing, privatisation, customers
(one-stop-shop, case management), decentralisation, strategic planning and management,
separation of provision and production, competition, performance measurement, changed
management style, contracting out, freedom to manage (flexibility), improved accounting,
personnel management (incentives), user charges, separation of politics and administration,

improved financial management, more use of information technology”.
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According to Dunleavy et al. (2006), there are three important characteristics of NPM:

disaggregation, competition, and incentivisation. While Legreid et al. (2011) claims that,

NPM doctrines emphasise on the incentives and PRP that would encourage the public servants

to be risk takers which in turn will enhance their ability to be self-motivated and to become

open to experiments and thus will become more innovative. Furthermore, Hajnal and Rosta

(2015, p. 9) conducted a study reviewing and examining literature that conceptualised NPM.

By accumulating other’s conceptualisation, the authors argued that NPM model contains main

dimensions that comprised of the following: “efficiency, business-like management tools,

MTMs, decentralisation, incentivisation”. Each definition of the dimensions can be

summarised as follows:

Efficiency: how the resources are utilised efficiently; the management’s action
in the public sector to implement downsizing; the magnitude of instituting
bureaucracy reduction internal to the organisation; the strength to eliminate
practices on accepting red tape; and efforts to achieve positive outcomes.
Business-like management tools: tools and techniques applied to develop
strategic plans and strategies; measures to implement management system
considering quality management; and methods to effectively serve the
customers.

Decentralisation: the ability of different organisations whether private or public
to decentralise its operations intended for making economic and ideal decisions;
instituting decentralisations related to management of staffs and the workforce;
establishing decentralisation of financial decisions; Decentralisation of staffing

decisions; and establishment of autonomy to agencies or corporatisation.

« Incentivisation: Adopting a method of reward and payment based on performance

or the so called “Performance-related pay”.
20



« MTMs: privatisation, contracting out and outsourcing, vouchers and public—
private partner ships.

The balance between demands of the customers and the citizens require retention

while considering the reforms in public service organisations (Brysland & Curry 2001).
Pollitt and Dan (2013) claim that one of the NPM concept focuses on considering the
consumers of service as customer. The NPM reforms provide more power to the public service
users, who are now considered as customers instead of citizens. The reforms illustrate the
societal values that have become more customer-oriented (Ferlie 2017). Kakouris and Meliou
(2011) demonstrate that NPM possess a guide for customer-orientation or the customer
responsiveness by Pollit (1995). According to Bissessar (2003) as cited in Kakouris and Melio
(2011) article, illustrates that civil society plays a significant role in attaining NPM reforms.
Previously, the civil society utilised the services available; however, the emergence of NPM

shifted the dynamics of orientation to customer or client perspectives.

2.3.1 New Approach to Management in the Public Sector (Historical Development)

Tracing back to the historical development of innovation in the public sector, literature
characterised the modern history of public management into three different periods
(Boukamel & Emery 2017). These periods set the trend in the public sector development
which are typical or ideal. The first period started in 1970 known as the bureaucratic period
wherein public sector organisations do not consider innovation in their agenda. Anchored in
the Weberian model, these organisations operate with stability and predictability and there is
evident lack of competitive pressures to undertake innovation. It is followed by the second
period during the first decade of the 21st century whereby the need of the public sector
organisation to innovate has become a gradual consideration of importance by scholars and
public sector managers recognise the fact that innovation should not only be happening in the
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private sector but also in public sector. Related to these innovations are changes in
management system, adopting the concept of innovation management, research and
development processes and NPM as one of the reforms agenda. Since the inception of
innovativeness initiatives, it has become apparent reality that many academicians, public
managers, politicians and scholars have embraced the importance of innovation in the public
sector as a growing and urgent need (Borins 2001; Sgrensen 2017; Gieske et al. 2016). As a
result, public sector organisations recognised the need to exercise innovative capabilities
alongside with operational capabilities.

According to Boyne (2002) the decision-making process in the public service
organisations uses a formal approach with limited flexibility and takes less risks compared to
the private service organisations. The bureaucratic model was subject to many criticisms
(Boyne 2002; Ferlie 2017; Homburg 2004) that lead to development of new paradigm with
the intention to redefine the role of public management. The concept of NPM evolved to
demonstrate government reinvention. As introduced in 1980, NPM has been accepted by
many nations at different levels with the proposition that the model previously used, the
bureaucratic model was not efficient and did not address the issue on service quality
provisions at the higher level (Pollitt & Bouckaert 2004). NPM is a major reform agenda that
has been adopted from the private sector which intensifies goals and values through dealing
with performance, efficiency and audit/cost orientation built upon practices of managers of
the private sector (Diefenbach 2009; Hood 1991). Innovation has been clearly given emphasis
as a reform agenda by all means to meet new public goals which is translated into innovative
bureaucracies for better provision of service being produced at lower cost (Borins 1995).
Building from the premise that classical bureaucratic model contributed less to public
managers and the needed change was expected, NPM was further utilised to provide public

managers the accountability and greater responsibility to apply and enhance innovation
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efficiency (Arundel et al. 2015) as well as to effectively manage them. Yet, Hartley et al.
(2013), as cited in Arundel et al. 2015 article, contend that NPM limit the foundation of inter-
organisational sharing of knowledge and deter some forms of innovations. Smith and Umans
(2015) argue that public managers play a significant role to drive and foster change in public
service organisations.

The diffusion of NPM concept considers innovation as the primary objective of public
sector organisations. Innovation in the public sector can further be explained by factors that
give the opportunity to manage change that are grounded by the pull factors (Sgrensen 2017).
This is demonstrated by the utilisation of ICT in ensuring quality service performance. Other
factors are push factors that identify new constraints that enforce public sector organisation
to face intense pressures to change like the push factors implemented by different authors
(Osborne & Brown 2011) that has been proven to pave the way for the innovation in the public
sector as enumerated in succeeding paragraphs as cited in Boukamel and Emery (2017)

article:

e Controlling measures like budget cuts and downsizing activities during the period of
implementation.

e Increasing expectations by the citizens with regard to how public sector organisation
should provide quality services, responsiveness, customer orientation and other
related functions.

e The demand or need of customising services in relation to obsolescence of the one
size fits all model.

e The lack of attractiveness of the public sector organisation to prospective workers.

e The perceived lack of accountability and transparency coupled with lack of
institutional legitimacy.
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e The demand to implement advances on ICT and data management with its modern
methods and tools.

e Deal with the increasing irregularities that may not be solved without inter-
organisational, national and international cooperation such as crimes, migration,
taxation, ecology and others.

Even then, during this period the organisations used the conventional methods in
trying to implement the NPM model as it is done in top-down management approach.
Consultants play a significant role in developing the initiatives to innovate alongside with
managers and other actors of the change initiatives. Deyle (1994) for instance stressed that
solving problems related to public policy as well as enhancements and trainings provided to
professionals in the public service should follow the conventional system or prescription by
administrators, managers, planners and all those integral to the development and utilisation of
innovations in the public policy. In other words, innovation management should be in
accordance with standard processes. Example of this innovation model which follows the
standardised framework is the Total Quality Management (TQM) initiative focusing on
processes of continuous improvement.

Innovations in the public sector has further progressed into innovative organisations
where it is often called by many scholars as the current period (De Vries et al. 2016). The
focus is on the innovation dimensions namely why and how public service organisation should
undertake innovation. The why of innovation emphasised on performance and efficiency that
highlights why organisations should innovate that promotes diversity. This is the transition
from NPM to post-NPM where innovation served as the key point for achievement of other
objective like political adaptation (Sgrensen 2017), and state legitimacy. In others words,

post-NPM takes into consideration on how public sector organisations should innovate which
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Is contrary to the question of why organisations should innovate. Post-NPM will be discussed

later in this chapter.

2.3.2 The Emergence of NPM in Developed World

The concept and application of NPM evolved in developed countries particularly in United
States and United Kingdom in the late 1970s and early 1980s when the economic recession
affected both countries (Boyne 2002; Gruening 2001; Hood 1991; Pollitt 1995).
Consequently, New Zealand and Australia governments felt the need to implement the same
concept and had reached to the different countries internationally (Boston 2000; Lapsley
2009; Pollitt 1995). According to Ferlie (2017), different countries experienced key changes
in public service management in the ten-year duration from the 1980s with Sweden, New
Zealand, and United Kingdom registering extreme shifts in service organisation. The changes
represent the NPM reforms and involve a radical change in the form of contracting out,
privatisation and marketisation of services, dominant management of performance as well as
manageralisation in public organisations.

Further, Hood (1991) stressed that NPM model evolves from two totally different
perspectives where one of the perspectives is called new institutional economics comprising
of the public choice theory, transaction cost theory, and principal-agent theory. The other
perspective centres on the adoption of private sector management techniques useful in the
public sector organisations. The new institutional economics perspective stress on a group of
administrative reform doctrines that emphasises the idea of competition, user choice,
incentives and transparency. While the other perspective emphasises on a group of
administrative reform doctrines that stress the idea of portability of professional management
knowledge and promotes ‘free to manage’ for public sector managers to achieve better results
and to improve organisational performance. These two models have their own dominance and
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it differs from one country to another. For example, in New Zealand the administrative reform
is centred at the public choice, transaction cost and principle-agent theories, while in UK and
Australia the administrative reform is centred at the business type management technique.
Major structural changes were already observed in public sector organisations in the
Western world in 1980s (Dan 2015; Ferlie 2017; Pollitt & Bouckaert 2004; Wettenhall 2003).
Frederickson (1996) regarded these changes in relation to the introduction of the NPM
concept where it emphasised the organisation’s ability to be more creative, innovative and
apply sensitive management. The urgency in the adoption of the NPM ideas evolved because
of the previous failures in public administration of the past on entrepreneurial and innovation
activities that intensified the purpose of implementing NPM (Frederickson 1996).
Furthermore, NPM perspective has changed the previously adapted centralised government
structure into decentralised management wherein public sector organisations operates
according to the predetermined goals and objectives over the rules and procedures in order to
promote higher efficiency and flexibility in the process of implementation (Christensen &
Leegreid 2011). This adoption of the NPM has provided government managers and
administrators greater benefits although the assumption of such benefits is not expressly

demonstrated (Dan & Pollitt 2015; Pollitt & Bouckaert 2004).

2.3.3 The Emergence of NPM in the Arab Region

The recent economic downturn of oil prices in the second half of 2014 by Gulf Cooperation
Council (GCC) countries contributed to the serious challenges facing countries like Saudi
Arabia, Kuwait and Qatar that prompted them to devise new ways to sustain the economy by
not depending on oil which they called a market-based reform dealing on privatisation, public-
private partnerships, and outsourcing (Biygautane et al. 2017). The study of Biygautane et al.
(2017) claimed that these countries should initiate administrative change because it helps to
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address the increasing fiscal constraints although they agree that it will be confronted with
challenges brought by political, cultural, economic and administrative barriers while in the
process of implementation. Conclusion has been formulated to specifically address the
cultural factors that are perceived to be the major consideration in implementing new wave of
market-based reforms and the political to institute the basic transformation especially in these
three countries where the society and administration are interlinked.

The GCC states were just created during the last 50 years which includes Oman, Qatar,
Bahrain, United Arab Emirates (UAE), Saudi Arabia, and Kuwait but have progressed
sustainably in the modernisation of its private and public sector that even Western countries
have not done in many years. Such growth is attributed specifically to the oil revenue
generation that allows these countries to manage the development at fast pace. According to
Khodr and Reiche (2012) dependence on oil revenues by these countries enabled them to
import human capital from different nations, hire international consulting firms to manage
government and private projects, developments and infrastructure comparable to the western
world. However; with the unexpected oil prices dilemma, the governments of these countries
have suffered the growing inflation rates and the decrease of national income while having
expenditures with increasing inflation rates that forces the government to cut costs and freeze
hiring lucrative jobs in the public sector. Also, the private sector has to face the challenge of
business survival especially the construction and oil industry where major clients are the
government sector. However; these countries are facing problems with cultural barriers, lack
of efficient administrative system, tribal-based decisions, lack of local human capital and
others (Awortwi 2004; Manning 2001).

The issue of NPM became clearer when a study by Mansour (2017) titled, “Has the
United Arab Emirates federal government succeeded to transform its federal bureaucracy into

anew public management system?’ where the objective of the study is to develop an analytical
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framework that will be anchored on the conceptual foundations and the key pillars of NPM
concept. Specifically, this study utilised NPM tools and techniques both micro and macro
level tools to cater to the two groups. The macro group will be comprised of the public-private
partnership, contracting out and privatisation while the micro group will consist of business
management toolbox such as the e-government and the market-driven policies, TQM, and
other related techniques to institute transformation and reforms in public sector management.
However; for this particular study the author argued that it is suitable for the country to apply
micro tools of NPM in order not to intervene with the patron client legacy that underpins the
political legitimacy which is also believed to be an influence of the type of reforms to be
selected as well as the employment of the NPM tools. Breaking the tradition of the patron-
client relationship has been a main hindrance to any efforts to the adoption of the new public
management which is also true with other GCC states.

Hence, the adoption of NPM in UAE has started at a slower pace to manage the
transition from the bureaucratic state towards modern administrative public sector without
necessarily eliminating the ruled-ruler relationship. For instance, the government utilised
NPM tools such as contracting out policies and public-private policies with repercussions to
companies especially the service sector where the impacts of utilisation do not affect
negatively on employment. The use of public-private partnerships by the government depends

primarily on the forces that reshape the rules and laws of certain country.

2.3.4 Benefits of NPM

Lapsley (2009) identified the benefits of utilising NPM and consider this concept as a system
to public management wherein public sector organisations widely adopted with the aim of
transforming, modernising, and reforming the public sector. For example, Dan and Pollitt
(2015), found the importance of NPM in transforming public sector organisations through

28



applying private sector techniques and performance criteria. They further added that better
services are likely to be achieved by millions of customer if NPM is internalised and applied
by government organisations. Evidence showed that many public servants have benefited with
the NPM in transforming the conventional system into NPM within which positive
testimonies were expressed (Dan & Pollitt 2015; Ferlie 2017; Pollitt 1995) although others
were pessimistic of the outcomes. As well as Van Thiel and Leeuw (2002) found that the
reform of NPM in the public sector have adopted and implemented the techniques used in
private sector for the measurement and improvement of performance like performance
indicator. The performance indicators not only allow the politicians to measure and assess the
performance of service organisation whether private or public based on policy adoption, they
also improve the chances of accounting for performance in light of the administrative reforms.

The study of Dan and Pollitt (2015) titled, “NPM can work: an optimistic review of
the impact of new public management reforms in central and eastern Europe”, stressed that
there are commendable advantages of NPM reforms like benchmarking but no detailed
account of the positive effects of the NPM concept in CEE. This study has determined that
NPM provides more negative results than positive because of the misconceptions and wrong
implementation of NPM. Dunn et al. 2006, as cited in Dan and Pollitt (2015) article, claimed
that this means that NPM as a system is considered effective when effectively implemented
in suitable conditions and place. Similarly, Ferlie (2017) states that NPM has varying effects
on the international front while some countries have not yet adopted the NPM reforms. The
United Kingdom represents one of the extreme impact scenarios alongside New Zealand and
Sweden while the United States embody a medium impact state based on NPM impact.
Furthermore, Dan and Pollitt (2015) contend that while NPM can influence service
organisations positively, inadequate administrative ability or unsuitable background/unfitting

context deters the reforms.
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Relatively, the study of Tdnisson (2005) was conducted to investigate why NPM does
not work into Estonian local governments; the results revealed that the application of NPM in
these local government organisations proved to be effective. However; while NPM is
positively working, hindrances were determined that focuses on the theoretical underpinnings
of the reform, implementation gap and social desirability bias. In addition, Dan and Pollitt
(2015) ironed out that contrary to the many criticisms of the NPM concept, their study proved
that NPM has produced remarkable success in the CEE states. Although many study findings
have categorically experienced the failure on the application of NPM (Dunleavy et al. 2006;
Simonet 2013), enough evidence supports the study that supports the successful employment
of NPM in the study settings.

Emphasis also rests on totally different settings in the application of NPM between
CEE and the Western countries where according to Nemec and De Vries (2012), NPM will
not likely work in Eastern Europe and the former Soviet Union because of democratic fragility
where the main consideration is on efficiency gains and public expenditure cutbacks as well
as building democratic institutions and administrative capacities. Hence, Nemec and De Vries
(2012) argued that NPM works depending on situation, conditions and settings and NPM will
not deliver if it does not fit with the settings and situations. In relation to this study, the use of
NPM is primarily anchored on the difference of the setting in Middle East and in Europe and
Western countries and to determine its workability. NPM is neither universal nor
homogeneous (Simonet 2013). Furthermore, Hajnal (2005) contends that awareness continues
to grow that NPM principles are not applicable in some countries or should not be
implemented. Hajnal continues to state the meaning of NPM reforms and their components
based on cross-country universality and differences for significance. Dan (2015) conducted a
review on the NPM literature in Central and Eastern Europe, particularity looking at reforms

in Estonia, Hungary and Romania. The author found from the review that the influence of
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NPM remains delicate and varied. While NPM produces a positive impact, it sometimes
performs below expectations. As such, the primary research question seeks to investigate the
factors that result in success and the elements that deter it. Furthermore, he suggests that
recognising the fundamental mechanism plays a significant role to determine how the related
contextual factors affect the performance of NPM practices. According to Dan (2015), the
functionality of NPM practices depend on right and sufficient context and appropriate
administrative capability in service organisations. Moreover, Boston (2000) argue that the
public management experiences challenges in evaluation because of the sophistication that
limits the directness of the solutions to the problems. Additionally, Boston contends that
exploration of performance evaluations cannot generate much assistance for public
management reforms that utilise different paths as is the case with Sweden, Denmark, Ireland,
and Australia. In this case, several contextual variations exist to allow for international
comparisons. Homburg (2004) supports this belief from the argument that the consequences
of the heterogeneity and the challenges in light of the implementation process, decisions
making takes place based on specific situations that can come up with different practices of
new public management, this is from theoretical perspective. Furthermore, Simonet (2013)
argues that reforms were not implemented in large scale and cites the example of the
transportation industry in France that did not adopt the NPM model utilised in the United
Kingdom.

Pollitt et al. (2007) contends that the book (New Public Management in Europe:
Adaptation_and Alternatives) illustrate diversity exists while adopting and implementing
NPM reforms in the European countries. In spite of the resemblances in the label, several
variations exist in the NPM practices. Furthermore, difference exist among the European
countries based on the adoption and implementation of NPM concepts. On the same note, the

government select the NPM reforms from the toolbox and implement them to their political
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and administrative systems and context or adopt the practices in varying timeframes and
direction. These variations make international comparisons challenging. Benchmark research
reveals that while a similar concept is adopted in the different countries, the successful
applications are not the same based on the activity measurements in countries such as
Denmark, Austria, the United Kingdom, Sweden and the Netherlands. In conclusion, Pollitt
et al. (2007) state that European countries have adopted the Anglo-America form of NPM
reform to improve their implementation flexibility that reflect the national contextual factors
because of the NPM’s ambiguity and the strength of organisational and cultural patterns in
the countries. They believe that “NPM is like a chameleon: it constantly changes its
appearance to blend in with the local context. Such adaptability is possible, because NPM is
not a coherent set of ideas and tools. The labels may be the same, but the underlying story
differs all the time” (Pollitt et al. 2007, p 4). On the contrary, Bouckaert et al. (2011) contend
that NPM in the context of a reform idea does not represent an appropriate method for
countries undergoing transformational change. However, several policies connected to NPM
practices should be adopted and implemented within the shortest time possible. For instance,
approach of performance assessment like benchmarking fosters accountability and
transparency. According to Van Thiel and Leeuw (2002), for politicians and administrators
who seek to enhance good government’s performance, policies that facilitate the
measurements of output, outcome and assessment activities remains important.

Furthermore, one of the NPM argument basically focuses on two settings for
innovative behaviour in Lagreid’s et al. (2011) article. Firstly, ‘Let public managers
innovate’, or ‘let the managers manage’ by granting mangers autonomy to handle their
business in a new ways (Dan 2015; Pollitt & Dan 2013; Verhoest et al. 2007). Secondly,
‘Make public managers innovate’, or ‘Make public managers manage’ by putting decision-

making and market-like pressure on them (Dan 2015; Pollitt & Dan 2013; Verhoest et al.
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2007). Additional way to arouse innovation in addition to managerial autonomy is to apply
pressure. This can be done inside the public sector by applying strict performance standards
in performance contracts with the government, to which the organisation is held answerable
and to which sanctions or rewards are linked. Sanctions and rewards purpose as drivers of
innovation as a condition for performance, because public organisations and their managers
are expected to be self-interested actors (Boorsma & Halachmi 1998). It would expect that
service organisations whose results are controlled to a large extent ex post to be forced to be
innovative if this is observed as helpful to the agency’s complete performance. Moreover, in
a context of ‘letting’ managers manage and innovate; the probabilities of service organisation
innovating are higher. The rational argument from the service organisation point of view
refers to having managerial decision-making competency build chances to be innovative,
which in turn can be a source of trust in the eyes of the general public. Furthermore, by being
innovative, public service organisation wish to surge their whole performance in reaction to
the demands of result control.

Windrum (2008) strains, as cited in Leegreid’s et al. (2011) article, the need for
acceptable support mechanisms for innovations in public organisations, adequate funding
being the main requirement here. Extra resources can be likely to be much more accessible in
organisations with large budgets. Empirically size, in terms of both staff and budget, has been
shown to have varied effects on innovations. Damanpour (1989), also cited in Legreid’s et
al. (2011) article, found a positive connexion between staff size and innovation, but in his
meta-analysis of cases non-significant relationship arises. In organisational innovativeness
studies, organisational size is said to have a bad effect, because it increases the amount of
communication channels and constrains the movement of innovative ideas as stated by Hull
and Hage (1982) in Lagreid’s et al. (2011) article. However, precise organisational cultures

related to NPM thinking boost innovation in public service organisations. NPM changes
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generated the creation of single-purpose organisation with strong goals, an orientation
towards service quality and a strong result-orientation as confirmed by Pollitt et al. (2004) in
Leegreid’s et al. (2011) article. The finding that public service organisation with service
delivery errands show slightly higher levels of innovative culture and activity than agencies
with other types of tasks might at first seem self- evident. After all, service delivery tasks
require organisation to intermingle with demanding customers and make it easier to set

performance-based control and efficiency targets.

2.3.5 Disadvantages and Weaknesses of NPM

According to many authors, the NPM concept has faced obsolescence in some countries and
they argued that many unresolved issues and challenges related to the delivery of conventional
public services of digitally knowledge-based information have made the public sector
organisations to experience administrative challenges (Drechsler & Kattel 2009; De Vries &
Nemec 2013; Dunleavy et al. 2006; Osborne et al. 2015). In other words, while NPM has
made positive contributions, it has also created many issues and challenges to the
administrative aspect of public sector’s operation (Dunleavy et al. 2006; Howard 2015; Pollitt
1995). Furthermore, Dunleavy et al. (2006) supported the idea that NPM has become obsolete
even in nations who have newly adopted the concept and declared to a larger extent that NPM
is facing obsolescence. NPM has contributed to the increasing social problems while reducing
trust in the bureaucracy and increasing complexity on institutional policy that makes it
difficult for citizens to cope up with social issues and problems. Dunleavy et al. (2006)
strongly argued that NPM can only make small improvement and effectiveness on the public
sector. They also added that the concept will rarely be implemented by countries that strongly
opposed its applicability just like for instance, in India and Japan. Moreover, Hajnal (2005)
claims that NPM practices do not result in nor are they concerned with de-bureaucratisation
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of the governmental institutions. If according to the advocates of NPM the NPM justification
represents the most significant aspect of the reform, then the effectiveness and efficiency of
public organisations should be attained via de-bureaucratisation. However, de-
bureaucratisation does not materialise from NPM reforms, which results in doubts about the
NPM justification. By extension, and according to Hajnal, his study doesn’t provide solid
empirical basis for the conclusions; thus, he recommends a wider empirical study to enhance
the scope is required to presents a viable conclusion.

Other criticisms also emerged from oppositions that NPM is not an exclusive solution
for government reforms but serves only as one of the choices that can be selected for
implementation of such reforms (Manning 2001; Turner 2002). Considering that the NPM
concept was patterned after private sector management techniques, detractors of NPM insist
that tendencies on effectiveness of the concept in the public sector organisations are
questionable because of the complexities in terms of ethical, political, constitutional and
social dimensions which were assumed to be different in the private sector settings. Savoie
(2002) and Singh (2003) as cited in the study of Mongkol (2011) also argued that private and
public sector totally differ in context so practices in private sector are difficult to apply in
public sector organisations due to complexities in goals, complicated accountabilities, and
bureaucratic structure of the entity under political environment. For instance, Cheung and
Lee’s (1995), also cited in the same study of Mongkol, pointed out the limitations of NPM
application using private techniques in the public sector because of the differing degree of
freedom between the private and public sector.

Another disadvantage of NPM is undermining of ethical standards which may cause
increasing cases of corruption (Barberis 1998). Ormond and Loffler (2006) and Hughes
(2003) as cited in Mongkol (2011), claim that increased managerial autonomy in the public

sector for example may lead to non-clarity of accountabilities for public administrators
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thereby opening changes for corruption and increased management freedom would likely
tempt managers to demonstrate unethical behaviours. One of the common examples is the
administration of government contracts wherein execution of contracts is expected to improve
accountability but most government contracts are kept secret such that transparency in
practice seems questionable.

Therefore, considering all the drawbacks of NPM, post-NPM is not the first concept
that announces the end of NPM. The scholars have further strained that the concept of NPM
started with small collection of rich countries where the contextual economic condition and
political environment are dissimilar and thus, more difficulties would likely happen. Polidano
and Hulme (2001) also protected their study stressing that NPM application is delayed chiefly
by swelling corruption and favouritism in developing countries. Lastly, NPM concept is a
market-based approach using the marketing principles that will ultimately be applied into
public management and policy. However, the public sector lacks the mechanisms and know-
how to operate in market-based context (Sarker 2006).

At about the same time Hood (1991) recognised as characteristic for NPM as it
developed in the UK elements such as hands-on management, performance measures,
emphasis on output and controls that objectives are met, disaggregation and competition
within the public sector, copying private sector management styles and input discipline (Hood
1991). According to Hood, NPM does not see the performance of the public sector as
something hopeless, but instead as something to be better, which could be done if it would act
likewise as the market sector does, i.e. if it would be more product as an alternative of
function-oriented, if within it would become merit-based and careers would be prearranged
on a professional instead of formal-legal basis, if management-objectives would become
overriding over legal arrangements, if mobility would rise and flexible work contracts would

swap seniority principles, if the bureaucratic ethos would vanish and the importance would
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be on the superiority of service delivery and e-government (Gualmini 2008; Spacek & Maly
2010).

A new administrative concept emerged in the late 1990s which became an umbrella
term referred to as post-NPM (Christensen 2012) unfolding improvements that are meant at
either weakening the negative consequences of NPM, for example, increased fragmentation
or insufficient political control of civil servants, or even at substituting such earlier reforms.
While the precise meaning of post-NPM remains contentious, this new reform trend is often
seen to comprise basics such as coordination improvements, steering capacity enhancement
of the political or politico-administrative centre, development of the network management
capabilities of public managers, and the firming of the approachability and democratic
answerability of public sector organisations (Christensen & Leegreid 2007; Lodge & Gill

2011).

2.3.6 NPM and post-NPM: What are the Differences?

Post-NPM, as opposed to NPM, is defined as “an attempt by political executives to reassert
control over administrators to address concerns about organisational fragmentation and lack
of inter-agency cooperation” (Howard 2015, p. 2). Howard (2015) stressed that the application
of the post-NPM lies on the fact that the concept will rectify the areas that NPM was not able
to wilfully address or some deficits in the outcome of NPM application. The author also
claimed that post-NPM does not contradict NPM but is presumed to provide better
government services in meeting public demands with reinforcing control mechanisms and
management system. Accordingly, one example attributed to post-NPM application is the
“One-stop-shop” activity that highlights the different service activities of different
government agencies under only one roof. Hence, post-NPM supplements what NPM has not
fully addressed. Very few literatures can provide concrete definitions to distinguish between
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NPM and post-NPM doctrines so, the best way to differentiate between NPM and post-NPM
iIs to provide description based on their individual characteristics as identified in the
succeeding paragraphs.

NPM consists of four main dimensions, namely efficiency, business-like management
tools, decentralisation and MTMs (Pollitt & Bouckaert 2004). As previously described,
efficiency encompasses on how the resources are utilised efficiently, downsizing the public
sector, reduction of internal bureaucracy, results achievement and elimination of red tape.
Business-like management tools include customer service treatments, strategic planning, and
total quality management application. Decentralisation that implements the concept of
decentralising operations and delegations pertaining to staffing decisions, performance-
related pay, incentivisation, and building autonomous agencies or corporatisation. MTMs
outlining the strategy of contracting out and privatisation. On the other hand, post-NPM
dimensions dealt primarily on the following functions such as centralisation and Network-
type Mechanisms (NTMs). Centralisation involves decision making processes becoming
more centralised, and subjecting different government organisations into merger agreements.
NTMs emphasise cooperation and collaboration among public organisations, setting up of
special purpose bodies, setting up cross-cutting work/project groups, cross-cutting policy
arrangements or programs, consulting civil society organisations or interest groups, and
cooperating and collaborating with different public sector actors (Hajnal & Rosta 2015).

Different authors have expressed different findings on the existence of NPM and post-
NPM. Academicians are still in dilemma on identifying the remarkable difference between
these two constructs. Gregory (2003) and Halligan (2007) differentiated NPM from post-
NPM when they stipulated from their findings that post-NPM emerged because of the unmet
expectations from NPM reforms and thus, it is rather viewed as a reaction to the complications

and negative implications of the NPM implementation. They have found the importance of
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addressing the two types of challenges brought about with NPM application. Firstly, NPM
has made public sector organisations loosen their control and centralised authority to govern
their activities and entire operation which they believed increase the complexity of
management and authority of the managers and executive politicians. The centralised system
promoted by NPM failed in greater extent in improving the public sector performance that
made a strong case for the introduction of the post-NPM. This was measured in the study of
Gregory (2003) and Halligan (2007) to include integrating the activities of the respondent
ministries, creating more control measures and stringent policies through imposition of
constraints and limitations on decision related making activities on state-owned or controlled
organisations and other government agencies. Moreover, measures were also employed to
make central political capacity through application of more political advisors at ministry
offices. The other challenge faced by NPM implementation is on the delivery of service
quality as promised that can be directly attributed to inefficient service provision.
Conversely, the concept of post-NPM according to Halligan (2007) is more confined
with cultural factors or culturally oriented than NPM doctrines. He cited the case of Australia
wherein the country emphasised the value-based management perspective and the holistic
approach of dealing with decision making. NPM specialised in developing own cultural
perspective by every public sector organisation while post-NPM considers collective
approach in integrating culture participated by many public institutions. Gregory (1999)
stressed that post-NPM’s objective is to develop a collective means whereby public sector
organisations and civil servants will reach an agreement to be in the same boat in the aspect
of managing and making decisions in public organisation operations. NPM has loosened the
usually bureaucratic and autocratic view of managing public organisations when it started
during the late 1970 and changed the perspective on government’s vertical and horizontal

ways of management which was also perceived as the simple way of dealing with government
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transactions. In other words, the direction of imposing NPM is to bring organisations into the
state of autonomy which public sector organisations perceived to be a new concept to adopt.
While post-NPM’s goal is to negate the implementation of autonomy in many organisations
by reinstating the old ways of management in the public sectors that is tightening control and
management by centralising activities rather than decentralisation. This means that, post-
NPM dealt more on structural horizontal dimensions, cultural integration and integration of
the many activities in the context of organisational reforms. NPM emphasises disintegration
while post-NPM is an agent of integration (Christensen & Lagreid 2011).

Furthermore, in the study of Hyndman and Lapsley (2016), they pointed out that NPM
is still working simultaneously with the implementation of the post-NPM while other authors
argued that NPM has died that leads to the emergence of the post-NPM (De Vries & Nemec
2013; Drechsler & Kattel 2009; Dunleavy et al. 2006; Osborne 2006). Other researchers also
strongly disagreed by saying that adoption of post-NPM should precede NPM reforms
(Goldfinch & Wallis 2010) and post-NPM will easily be applied if NPM has not been deeply
established beforehand (Christensen & Legreid 2011). An evidence with the study of Hajnal
and Rosta (2015) in the use of NPM in UK public sector who were pioneers of the NPM
concept, argued that external forces as suggested by literatures has compelled many countries
to embrace post-NPM including but not limited to political, economic, socio-cultural,
environmental, technological and industrial factors. NPM and post-NPM are two separate
constructs that posits different application implications as elaborated by many theorists but
many supported quite a number of literatures that declares the relationship between NPM and
post-NPM with post-NPM supplementing the NPM concept. As a result, while some countries
are in the midst of post-NPM application the other countries are still implementing the NPM

reforms (De Vries & Nemec 2013). Building on the proposition that NPM is still in its infancy
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in Oman and is still relevant in the public sector today, this study prefers to use NPM rather

than post-NPM as one of the independent variables applied in the research.

2.4 Innovation and its Types

Innovation has been at the centre of much debate in the private sector and much research has
been conducted on how innovations are implemented in different capacities by businesses
locally and globally. Wu et al. (2013) argues that innovation needs a comprehensive
examination as there are great differences between private sector and public sector. Innovation
as defined in many studies is built on the generation of creative ideas and it also encompasses
the commercialisation of the ideas through which it will become a profitable activity (Potts &
Kastelle 2010; Walker et al. 2010).

Osborne and brown (2011) state that the notion about innovation as a factor that
enhances performance in public service organisations has encouraged the public sector to
become innovative because of the pressure. While the importance of innovation has been
realised, innovation research conducted presently focus on the developed countries like the
United States, Canada, New Zealand and the United Kingdom among other nations in Europe.
According to Wu et al. (2013), the knowledge on public management and service innovation
in the developing nations remains limited because of the few studies conducted on that
compare innovation in developing and developed nations. Similarly, the research on
innovation in the context of transition economy and developed economies are few. Arundel
and Huber (2013) contend that the complete comprehension on the development of innovation
type, the implementation of innovation, the factors that deter or facilitate innovation needs
data on a big number of public sector organisations or public sector innovations.

Jansen et al. (2006) argues that innovation is classified into different types or typology
where each of the types is distinct from the other considering their different characteristics,

41



environmental and organisational factors. On the contrary, Arundel and Huber (2013) point
out that a universal type of innovation does not exists in the public sector. Additionally, they
claim that several definitions describing the innovation types in the public sector, and that the
shared theme is the novelty and the purpose to make something better via implementing new
service or improving existing service and processes. In general, as emphasised by Damanpour
(1991), adoption of innovation will promote the creation, development and implementation of
new ideas and behaviours. Like for example, new ideas on service innovation includes the
adoption and implementation of one-stop-shop and e-tax payments (Wu et al. 2013).
Previous research has suggested that the applicability of the different types of
innovation varies within different levels such as the industry level and organisational level,
hence; they are not in similar context (Daft 1978). Accordingly, Meeus and Edquist (2006),
as quoted in Damanpour et al. (2009) study, argue that there are four types of innovation
including; service innovations, process innovations, technological process innovations, and
administrative process innovations. Service innovation refers to the changes and
improvements offered through goods or services to customers or clients (Barras 1986).
Service innovation differs from technological innovations primarily because service
innovation does not involve tangible assets where technological innovation usually does.
Heterogeneity is obvious on service innovation because unlike technological innovation
where tangible assets play a vital role, human and organisational factors are more significant
in service innovation (Carbonell et al. 2009; Sirilli & Evangelista 1998). Furthermore,
Damanpour et al. (2009, p. 5) defines service innovations as “the introduction of new services
to the existing or new clients and offer of existing services to new clients”. Similar to
Damanpur’s definition, Windrum (2008, p. 8) defines service innovation as “the introduction
of a new service product or an improvement in the quality of an existing service product”.

Organisations focus on service innovation so that it meets customers/consumers need for new



services. Researchers on innovation have not clearly distinguished between product and
service innovation. This means that those services provided by organisations in the service
sector have been conceptualised as similar to the firms in the manufacturing industry who
offer products to its clientele (Sirilli & Evangelista 1998). This view is further supported by
follow-up studies about inseparability of product and service innovation because identifiable
characteristics such as, both are primarily market driven, external focus, and differentiation
of organisation’s output for their consumers (Damanpour & Gopalakrishnan 2001).
Moreover, product and service innovation are both driven by customer’s demands for new
services in either new markets or existing markets or finding new markets with existing
services (Matthews & Shulman 2005). However, one of the remarkable differences of product
and service basically deals on higher extent of interaction of the organisation to customers or
service users that potentially calls for service innovation.

Another type of innovation is process innovation that emphasised on internal focus
contrary to the external focus of product and service innovation. Its main aim is to increase
effectiveness and efficiency of the operational processes inside the organisation to facilitate
the production and to deliver the goods and service to the customers (Abernathy & Utterback
1978). According to Daft (1978), the new processes can be linked to the technological process
innovation of the organisations (i.e. technological core or technical system) or to the
administrative process innovation (i.e. social system and administrative core).

Technological process innovation is another type of innovation that comprised of new
elements introduced in the organisation’s service operation in the case of the service industry
and production system in the case of the production and manufacturing operations (Abernathy
& Utterback 1978; Damanpour & Gopalakrishnan 2001). Unlike other previous innovations,
this innovation is primarily driven by increasing operational flexibility, lowering production

costs and reducing delivery time or periods (Boer & During 2001). This also means that,
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technological process innovations mainly cater to the modification of the organisation’s
operational processes and systems which are closely associated with information technology
especially in service organisations (Barras 1990).

Lastly, the administrative innovations that take serious consideration on new practices
and approaches that motivates and rewards members of the organisation, device strategy and
structure of tasks and units, and modify the organisation’s management processes (Daft,
1978). This type of innovation primarily differs from technological innovation wherein
technological innovation relates directly to work or principal activities inside the organisation
like changes in operating systems while administrative innovations concerns more
administrative systems and processes (Damanpour & Evan 1984). Administrative process
innovations cover managerial skills needed to successfully utilise organisation’s resources
effectively, administrative systems, changes in organisation’s processes and structure, and
knowledge-based approach for managing the work.

Assumptions are developed to consider service innovation considering that the
industry selected is the service industry and the nature of organisational formation being a
public organisation. To attain efficiency and effectiveness of the service, it seems ideal to
adopt service innovation that will be become integral part of the framework of this study. This
thesis emphasises the primary aspects of service innovation in public service organisations

for this research and the efficacy/effectiveness on service delivery.

2.4.1 Service Innovation

In the past, there are many studies stressed on product innovation unlike service innovation.
Storey et al (2016, p. 2) claims that “Because service innovation research represents a
relatively new stream of inquiry, it is only in recent years that scholars have attempted to
review the extant literature on service innovation”. Yet, there are calls for more studies in
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service innovation. Wu et al. (2013) claim that several studies conducted until recently based
on public service innovation utilised previous literature in the private sector. While currents
studies have established theoretical predictions, which have not been supported by empirical
evidence.

According to various authors, there is a varying degree of service innovation as it can
be classified as totally new or discontinuous innovation for services or an incremental change
or improvement with minor adaptations (Garcia & Calantone 2002; Griffin 1997).
Incremental innovation points out on customer-led strategies that concentrates on manifest
needs and is regarded as the most common type of innovation (Connor 1999). The emphasis
of this type of innovation is to make minor changes on the existing service and the rate of
change is incremental therefore relying on the current market service views. While radical
innovation takes into greater consideration changes that requires major or revolutionary
changes that stem from fundamental changes of the new service (Berry et al. 2006). In other
words, incremental innovation are changes made to existing service or values while radical
innovation undertakes totally new values and services derived from innovative ideas and
concepts. Furthermore, according to Coombs and Miles (2000), service innovation can be
divided into three main perspectives consisting of assimilation perspective, demarcation
perspective and synthesis perspective. Assimilation perspective is generally patterned on
theories and models related to innovations made on traditional products and consequently
applied to services. Demarcation perspective on the other hand, emphasise that innovation on
services practically differs in the nature and character from product innovation and synthesis
perspective critically argued both assimilation and demarcation as it asserts that theories on
service innovation should be generalised to consider innovations made in both the
manufacturing and service sector without limiting to technological innovations only (Gallouj

& Savona 2009).
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According to Hartley 2005, as cited in Arundel (2017) article, the variations in service
innovation for public sector range from vastly novel or transformative services to incremental
changes. Similarly, the typology of service innovation may entail a single innovation or
several types of innovation, which make them sophisticated for adoption and implementation.
Furthermore, the service innovations in the public service may be established internally or by
adopting services that are newly implemented in somewhere else. Hartley (2005) point out
that service innovation dissemination to other public organisations plays a significant role in
enhancing service quality and efficiency in the public sector. Nevertheless, innovation does
not often cause improvements based on benefits. As an example, the new services in public
sector creates several choices that the customer may not desire, knowledge that have no
benefits to the prospective innovation, or reduce the performances because of the lack of
interventions to resolve the mistakes and challenges during to the adoption and
implementation of innovations. However, Damanpour et al. (2009) claim that the innovation
of goods and products does not apply to the public sector because the public sector focuses

more on the delivery of services and not product manufacturing.

2.4.2 Service Innovation in the Public Sector

The majority of research on innovation is limited to the private sector (Demircioglu &
Audretsch 2017), but things started to change in the last three decades where interest in
innovation in the public sector has seen to increase at considerable speed. This is supported
by Bugge and Bloch (2016) who exclaimed that there is an increasing trend of public sector
innovation which was perceived to be traditionally linked previously with the private sector
thereby recognising the increasing demand on innovation in public organisations. Arundel at
al. (2019) state that there is an increasing interest in policy for encouraging innovation in
public sector to enhance the efficient utilisation of resources, foster public service quality, and
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resolve the societal problems such as climate change, congestion in urban area, pressures on
demography, and socio-economic disparities. Several factors have been identified to describe
innovation as it is characterised by management practices and strategies that promote the
environment of innovativeness leading to the adoption of organisational innovation in the
private sector (Roper et al. 2017). In the service industry, firms that serve the customers
through varieties of services have felt the need to continuously offer something new that is
contextualised by the practitioners and managers in service. Forces that stimulate
innovativeness in organisations include factors such as human capital investment in trainings,
organisational size, performance, location, and others which could be applicable in either
private or public sector in organisational context (Demircioglu & Audretsch 2017). However;
Pierce and Delbecq (1977) stressed that creativity and change as innovative activity can be
applied to different organisations regardless of the context. Several studies have recognised
the novelty of innovative ideas and creativity in the public sector context and try to reach an
agreement to fully implement the concept of innovation (Damanpour 1991; Damanpour &
Gopalakrishnan 2001; Damanpour & Schneider 2008; Wynen et al. 2014). According to
Osborne and Flynn (1997), as cited in Wu et al. (2013) article, the three types of service
innovations include total service innovation involves the delivery of new services to the new
clients, expansionary innovation entails the supply of existing services to the new customers,
and evolutionary innovation that includes the distribution of new services to the existing users.
Furthermore, Bugge and Bloch (2016) argue that public service organisations can interpret the
innovation approach in a different way compared to businesses based on the idea if change is
an innovation or not. The perception of innovation from the perspective of public sector
represents a new phenomenon that results in varying terminology interpretations. According
to Arundel et al. (2019), innovation is defined in connection to organisational innovation in

the Oslo Manual that depicts innovation as new or improved (novel) to the organisations
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although nothing is needed to make innovation novel in the market. In the context of the public
sector, innovation is defined in way that entails a wide scope of innovations including the
incremental improvements (Bugge & Bloch 2016) to transformative innovation that involve
innovation that can change/replace the service and procedures (Osborne & Brown 2011).
Osborne and Brown (2011) claimed that the significant White Paper (Innovation Nation),
stressed that pubic service innovation plays an important role in resolving the economic and
social problems of the 21st century.

Arundel et al. (2019) claim that the objectives and outcomes of innovation are two
sides of the same coin, e.g. the objective of innovation to minimise the costs is paired with the
impact of innovation on the costs. Likewise, the lack for drivers like funding and skills can be
considered as a barriers to innovation. Damanpour and Schneider (2006), as cited in Arundel
et al. (2019) article, argues that several factors affect the culture of innovation such as the
governance approach and manager’s characteristics like an entrepreneurial thinking, or
according to Boyne et al. (2005), as cited in the same article, past innovation experience.
Furthermore, Arundel et al. (2019) cites the Oslo Manual that encompasses the appropriate
goals, barriers, outcomes and drivers of business innovation. Several of the factors apply to
public sector, for example cost reduction, improvement of product quality, enhancement of
safe work environment. The drivers for innovation relevant to the public sector involves
meeting the regulations, citizen needs as well as addressing the social problems such as the
limited resources (human and financial). The factors that are exceptional to the public sector
includes the political discourse that drive innovation in light of the directives, new laws,
policies and regulations in light of the emergency response and restructuring of the
organisation. The barriers applicable to public sector includes limited management support
and incentives for innovations, employee resistance, insufficient innovation culture and the

risk uncertainties.
48



However, Osborne and Brown (2011) claim that inadequate organisational support
can hinder innovation in the public sector innovation and confine innovation to little,
incremental improvements. Additionally, Wu et al. (2013) argue that innovation the public
sectors such as the China have significant variations compared to the other nations to warrant
a contextual investigation. Besides, Arundel (2017) believe that a specific strategy to attain
innovation success does not exist because the strategies vary from one context to another.
Many scholars and practitioners have established the link between service innovation
(Arundel et al. 2015; Osborne & Brown 2011; Walker 2014) and attainment of service quality
in the public sector which makes innovation become an interesting topic in public sector
organisations. Supporters of the concept of innovation in the public sector as emphasised in
the study of Damanpour and Schneider (2008) believed that adoption of innovation in
government organisations will improve the quality of service provision and increase problem-
solving capacity in dealing with societal problems. Furthermore, Arundel et al. 2015 argue
that the past twenty years has recorded a rising interest in policies about utilising innovation
to improve public service quality and promote efficient service organisations that generate

significant benefits from optimising the social welfare.

2.5 Service Quality, Concepts and Models

The concept of service quality has been studied by many researchers (O’Cass & Sok 2013;
Parasuraman et al. 1988; Zeithaml et al. 1996; Zhou et al. 2008). However, the simplest
definition of service quality can be traced back to Churchill and Surprenant’s (1982) study
that emanates from customer satisfaction theory where it measures the firm’s actual service
delivery against customer’s expectation and where perception of quality determines the
degree of customer satisfaction whether it meets or exceeds their expectations. Parasuraman
etal. (1988), as cited in Wisniewski (2001) article, concluded that definition of service quality
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encompasses the disparities between the customer’s perception of service and their
expectations. When expectations exceed performance, perceive quality becomes less
satisfactory to result in customer dissatisfaction. Although there is no single definition of
service quality, considerable number of authors have reached into common understanding in
defining the term and thus, define service quality as the overall evaluation by the customers
on the quality of services provided to them (Parasuraman et al. 1988). Besides,
Brysland and Curry (2001) conclude from the viewpoints of various authors that service
quality involves the supply of something intangible to satisfy the customer and provide value
to them.

Anchored on Churchill and Surprenant’s (1982) definition of service quality, different
models have emerged emphasising service quality and delivery and one of the earlier models
adopted is the five dimensions (SERVQUAL) of service quality introduced by Parasuraman.
Brysland and Curry (2001) claim that Parasuraman et al. (1981) developed the SERVQUAL
technique because of the limited availability of the definitive research material on service
quality measurement. The SERVQUAL model consist of five elements include tangibles,
reliability, responsiveness, empathy and assurance (these elements are more elaborated in the
next section). He popularised the SERVQUAL model that specifically measures the quality
of service provided by companies and firms. Lehtinen and Lehtinen (1982) measures service
quality according to the three dimensions comprising of physical quality, corporate quality
and interactive quality. The importance of service quality is undeniable and Zeithaml et al.
(1996) claimed that, service quality positively relates to customer satisfaction and is an
important consideration in achieving and sustaining competitive advantage for companies. El
Saghier and Nathan (2013) also positively affirm the importance of service quality by stating

that service quality is the determinant factor in meeting organisational success and improved
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performance in the service sector and relates primarily with customer satisfaction and
customer retention.

According to Bebko (2000), as cited in O’Cass and Sok (2013) article, achieving
service quality is a source of competitive advantage, and customers emphasised how the firms
provide quality of services as a means of maximising customers’ lifetime value. Also, Zhou
et al. (2008) reiterated that service quality is an indicator of differentiation advantage.
According to Song et al. (2009) company’s profitability is increased through delivering
quality service to clientele which in turn provides direct effect on public service quality in
terms of return on investment and return on sales. However, service quality is not measured
in physical terms. In relation to this, the SERVQUAL model was widely introduced to
measure quality services to companies (Parasuraman et al. 1988).

As Normann (2002) claimed, cited in Kinder (2012) article, that service quality
permitted by learning and innovation, will be increasingly vital. In effect, this suggests
embracing the resource-based view of business activity (containing learning and knowledge
as serious factors). Other researchers, primarily Osborne and Brown (2005), also mentioned
in Kinder (2012) article, hold the view of attention on knowledge management; as the
dominant factor of public agencies and claims that performance improvement is an essential
objective. On the contrary, Rosenberg and Freeman (1982) posit, also cited in Kinder (2012)
article, that there is no linear deterministic connection between learning with innovation and

then performance.

2.5.1 The Five Dimensions of Service Quality Model

Basically, anchored on the model introduced by Parasuraman et al. (1988) the SERVQUAL,
the five dimensions are briefly defined and conceptualised. Fitzsimmons & Fitzsimmons
(2001), as cited in Al-Azzam (2015), state that the tangibles dimension covers but is not
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limited to the equipment, facilities and materials of the organisation as well as
communication materials and physical environment conditions that proves service provision
tangibility. Also quoted in the same article of Al-Azzam (2015), Davis et al. (2003) also
defined tangible dimension as the physical evidence of the service provision that reconciles
with the earlier definition of Parasuraman et al. (1988) enumerating tangible dimension
consisting of personnel, equipment and physical facilities, and written materials.

On the other hand, reliability encompasses how the company through its customer
service delivers the service reliably through timely delivery, error-free delivery and having
reliable service for the first time. Parasuraman et al. (1988) extended its definition to the
essential role that reliability plays in traditional businesses settings and considers the
importance of reliability in dealing with the following functions: accurate billing, accurate
quotations, records accuracy and fulfilment of orders. Delivery of the services as promised
is what it takes to be reliable. Studies have been conducted to test the influence of reliability
in the banking sector and findings showed that reliability is more evident in accurately
performing the services and the fulfilment of what was promised to the customers (Yang &
Fang 2004).

Responsiveness is another important dimension of service quality which basically
deals on the promptness of service and response to customer claims and queries and the
willingness to help when needed (Parasuraman et al. 1988). Johnston (1997) extended the
definition to include the rate of response to customers considering the speed and on how
timely is the response that lessens the waiting periods and cues. This also extends to
responses on customer complaints and other related activities.

The fourth dimension is empathy and as defined by Ananth et al. (2010) as the ability
of the organisation through its workforce in showcasing extra care and in understanding the

specific needs of the customers by catering to the individual needs and concerns. According
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to Fitzsimmons and Fitzsimmons (2001), as cited in Al-Azzam (2015) article, empathy
should include important elements such as customer sensitivity, approachability and
understandability of the customer’s specific needs. Johnston (1997) similarly define empathy
as the ability of the workforce to welcome customers and attend their needs with care.

The last dimension of service quality is assurance which according to Parasuraman
et al. (1988) will emphasise on the organisation’s ability to minimiSe the customer’s worries
and discomfort by ensuring that whatever their claims will be responded and solved through
the utmost service provision extended to them. It also means that customers are promised to
receive ideal and desired services that enable them to positively think of good service that
will be provided to them and that any undesirable and discomforts are under the control or

controllable situation by the organisation’s management.

2.5.2 Service Quality in the Public Sector

Public sector organisations are regarded as an institution of service where citizens expect how
the services be provided to them in a way that satisfies them and achieves their varying
expectations. Brysland and Curry (2001) responded to the demand of the public sector
organisations to innovate and change the present outlook in providing services to the citizens
through the introduction of methods and models patterned after the implementation of
SERVQUAL in the private sector.

Studies have been conducted on assessing service quality in the public sector
(Brysland & Curry 2001; Wisniewski 2001) and different outcomes have emerged. For
example, Brysland and Curry (2001) achieved success in applying the model SERVQUAL to
assess service quality in the public sector. However, Gowan et al. (2001) in their own
investigation on service quality found out that attainment of service quality in public
organisation is difficult to maintain because of the complexity of the service provision. They
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further stressed that these organisations do not only attend to the expressed needs of the
citizens but also to the inherent and unexpressed needs, allocating resources, setting priorities,
and justifying the public on accounting public funds. Moreover; new introduction of systems
and principles to public sector employees requires them to experience changes and transitions
to achieve the goals of adopting new public management model (Caron & Giauque 2006).
Related study by Anderson (1995) assesses the quality of service provided by public
university clinic utilising fifteen questions patterned with SERVQUAL (Parasuraman et al.
1988), general findings revealed that the respondent’s feedback using the SERVQUAL
acknowledge their dissatisfaction with the services recently provided by the centre with all
the five dimensions. This result implies that the model is a suitable tool to effectively assess
and evaluate how the centre performs based on their functions and the utilities that the centre
provided to the patients. Surprisingly, assurance posits the highest dissatisfaction rating.
Wisniewski (2001) expanded the study into the public sector across Scottish Councils services
and the outcome showed that the respondents are dissatisfied with the services on tangibles
and reliability wherein they openly expressed that their expectations on these dimensions were
not met.

Measuring quality of the services in the public sector is built primarily on operational
efficiency and organisation’s performance improvement (Anderson 1995). Based on this
premise, public sector organisations are in continuous search for possible ways on how the
quality of services be sustained with the help of available tools, extant literatures and studies
that will provide clear understanding on how the services be offered with quality as its prime
benefits to the citizens. In the study of Nor et al. (2010) they have stressed the importance of
customer service in building public sector organisation’s credibility and good reputation in
the society. With the increasing numbers of citizen complaints related to poor services, poor

facilities, long queues, and the reluctance of the employees to respond to immediate concerns
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from people have negatively affected the sector’s image and the service quality that should be
provided to all citizens. Moreover; services provided by public organisations are perceived to
be slower compared to private institutions with the difficulty to measure the outcomes, lack
of the enthusiasm to innovate and improve, and the dependence to laws and policies thereby
making the public services to be tougher than expected (Teicher et al. 2002). Ilhaamie (2010)
recognised the fact that public sector organisations do not give more emphasis on providing
quality service to citizens and therefore suggested that service quality performance should be
considered by public organisations as one of the major dimensions in attaining organisational
performance considering that the public organisations themselves are service oriented and
profit is not the main objective of its existence. This was fully supported by Arawati and
Kandampully (2007) claiming that the public sector organisation’s goals are to provide quality
service to satisfy the country and its people such as developing socio-economic, responsive
and timely services and facilitators of information to the general welfare of the general public.

A study of Hadiyati (2014) titled, “Service Quality and Performance of Public Sector:
Study on Immigration Offices in Indonesia” primarily aimed at investigating the quality
services provided by the public sector organisation as mentioned in relation to citizen or
consumer satisfaction as well as assessing the performance of the organisation’s delivery of
services. Public service and measurement of quality was based on the Act No. 25, 2009
according to the law imposed in Indonesia where it emphasised clearly how the public sector
organisations should meet the needs of the citizens in relation to satisfaction on service
delivery, service performance and the public employees’ relationship with the citizens.
Different measures were used to assess the quality of service that includes but is not limited
to the following: how certain the services will be provided to citizens, how service provision
by public officials meet the needed or standard requirements; compliance with the service

procedures; how the officers observed discipline in the provision of the service; how
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responsive are the public officials when the service is needed like responding over complaints
and queries; the capability of the service officer to do the service; how the service will be
provided timely, with speed and accuracy; the fairness and impartiality of the service
provision; observance of hospitality and courtesy by the public officials; the imposition of
service charges, service scheduling and timing; friendliness of the working environment or
comfortability with the customers inside the office premises; the imposition of security and
security measures inside and outside the organisation. Based on the findings, it revealed that
service quality is indeed an indicator of the public sector performance and the highest score
Is attributed to the imposition of service charges that most citizens demanded for transparency
on the cost of the government services. Cost of public services should be clear to the citizens
as they are asking for a transparent government operation that is free from corruption and
other ethical management issues.

In relation to these findings, the study of Hamali et al. (2014) discussed that in
government organisations, public officers must possess and demonstrate an excellent
interpersonal skill that is a significant element for public institutions to establish consumer
trust and confidence. Lowest rating is found on the service speed which implies that the public
sector organisations as identified in this study have been proven to exhibit very slowly in
terms of providing services which means that they cannot serve the citizens in a timely
manner. These findings also demonstrate the poor service quality that the public service
organisations have provided to its customers. The fact that service quality is still a growing
concern in this sector. The researcher in this study felt that the need to pursue the investigation
of service quality in the public sector is still relevant and needed in different context and
settings. This study therefore acknowledges that measuring service quality is needed to the

chosen organisations to be the subject of study in Sultanate of Oman.
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2.6 Summary

As public sector organisations have been continuously compared with the private sector
organisation, there is a pressing need to discover the performance issues faced by public sector
organisations. Also, because public sector organisations have a lot of red tape (Boyne 2002;
De Vries et al. 2016), they are less likely to be innovative and responsive to customer needs
as private sector organisations. Thus, they are likely to face several challenges as private and
public sector organisations are completely different in context, the practices in private sector
are very difficult to apply in public sector organisations. This is because goals,
accountabilities, bureaucratic structure of the organisations under political environment are
all different.

Specifically, Sultanate of Oman has seen a rapid change in its innovative strategy due
to a shift in focus from oil to other areas of diversification. This has shifted the focus towards
being customer centric and thus creates a balance between service innovation, service quality
and the performance of public services. This is because it was observed that recession in GCC
in second half of 2014 due to fall in oil prices led them to invent new methods to carry on the
economy so that they do not depend on oil which they regarded as a market-based reform
dealing on privatisation, public-private partnerships and outsourcing (Biygautane et al. 2017).

Further, this study helped the researcher learn a great deal on linking organisational
ambidexterity and NPM as well as how to enhance service quality through service innovation
directly and indirectly in the public sector through the formulation a conceptual mode. During
the research, it was discovered that not a lot of study has been carried out with regard to the
result of innovation in the public sector performance. However, organisational ambidexterity
is still to be tested in real world which is part of the objective of this research. This is because
it is still a relatively new concept and so innovation is far from realisation (Cannaerts et al.

2016; Palm & Lilja 2017; Smith & Umans 2015). Yet, it is still the centre of the topic because
57



of the ever-changing needs of the citizens and environmental conditions (Gibson &
Birkinshaw 2004). Furthermore, even though there is a lot of literature on NPM and its
influence on public administration, there is still room for studies to explore how NPM
functions in the public sector (Pollitt & Dan 2013; Hajnal & Rosta 2015). Building on the
proposal that NPM is still in its infancy in Oman and is still relevant in the public sector today,
this study prefers to use NPM rather than post-NPM as one of the independent variables
applied in the research.

Finally, studies on service innovation combining organisational ambidexterity and
NPM with regard to the public sector in the Middle East still remains a gap despite many
studies observing the effect of organisational ambidexterity (Gieske et al. 2019; Rosing &
Zacher 2017) and NPM on organisational performance (Brinkerhoff & Brinkerhoff 2015;
Demircioglu & Audretsch 2017). Lack of research has made it an important topic of research
for this study as there is hardly any evidence likely to be found that determine the success or

failure of the combined constructs in the public sector.
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Chapter 3: Conceptual Framework and Hypotheses Development

3.1 Introduction

The central logic of the conceptual framework development is that organisational
ambidexterity and NPM each have an effect on service innovation within the context of the
public sector. The model also explores the constructs that link to service quality. Therefore, it
examines how service innovation would help provide better quality of service in the public
sector. Also, the conceptual framework helps to analyse the different explorative and
exploitative activities as well as NPM that connect to service innovation in the public sector
in the Middle East.

Organisations put effort into developing new services and improving existing services
(Cheng et al. 2012). Service innovation can be achieved by developing new services and
refining the existing ones (Berry et al. 2006). Thus, organisational ambidexterity has emerged
in the public sector stressing on service innovation exploration and service innovation
exploitation and its superior effects on service quality and customer satisfaction (Sok &
O'Cass 2015). They stated that the sustainability of “service firms depends on how well they
embody service innovation in their effort to deliver quality services to customers”, therefore,
by providing quality service, this in turn, would yield financial performance (Sok & O'Cass
2015, p. 2).

The objective of public reform is to boost the public sector services and performance.
However, innovation is one of the challenges faced by the public sector. Kinder (2012, p. 1),
claims that “as local public service organisations enter the age of austerity, performance
driven by innovation and learning, will be an important feature of any NPM paradigm”.
Despite a lot of research being carried out focusing on NPM to address the public reform
agenda (Damanpour et al. 2009; Dan & Pollitt 2015; Salge & Vera 2012), limited studies have
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found any link between NPM and service innovation. (De Vries et al. 2016; Demircioglu &
Audretsch 2017).
Therefore, this research study focuses on the link between organisational ambidexterity,
NPM, service innovation and service quality because actual research on service innovation
combining both organisation ambidexterity and NPM within the context of public sector in
the Middle East is very limited.

It is worth mentioning that all scales have been taken from the literature review except
NPM which will be self-developed (validation of the self-developed scale is discussed in

chapter 5)

3.2 Conceptual Framework
The conceptual framework can be summarised in Figure 1, shown below. The framework

provides an overview of the relationships to be tested.

Organizational Ambidexterity

Exploration H4
H1
o SENIE_E H7 Service
Innovation Quality
Exploitation
P H5
H3
Hi
MPM

Figure 1: Conceptual framework
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3.3 Hypotheses Development

Empirical results and theory about the relationship between exploration, exploitation and
NPM have been discussed in the preceding sections, along with their effects on service
innovation and service quality in the public sector. These form the foundation for the

hypotheses of this thesis. In this subsection, diverse hypotheses have been elaborated.

3.3.1 Exploration, Exploitation and Service Innovation

Much research has indicated that service innovation relates to both exploitation and

exploration which is dependent on service organisation (Menor et al. 2002; Sok & O'Cass

2015). This means that ambidexterity plays a major role to attain service innovation and to

realise this requires capabilities and resources to implement with a balanced approach. Barney

(1991) identified those resources to include human capital resources, organisation’s equity,

and physical capital resources.

Public service organisations conceptualised structural ambidexterity though
simultaneously utilising exploration and exploitation activities (Gibson & Birkinshaw 2004;
O'Reilly & Tushman 2013). The adoption of structural ambidexterity of organisation at this
period is driven by global demands and pressures to be progressive. According to Junni et al.
(2013), this model considers the creation of innovation units as specialised office that is
expected to perform better than the usual organisation structure. However; some limitations
are present on the use of structural ambidexterity and one of them is the model’s dependence
on how sub-structures and complimentary structures are excellently integrated (Cannaerts et

al. 2016) which may result in difficulties in applying exploration and exploitation activities
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simultaneously because of structural and cultural gap. Further, this limitation will lead to
creation of information sharing and innovation diffusion barriers (Gibson & Birkinshaw
2004). Arundel et al. (2015) posit that the hesitance to embrace new ways of working has
been mentioned as the most common challenge to innovation. Nevertheless, progression from
the state of no ambidexterity into structural ambidexterity is then considered as a risky
undertaking that requires the public service organisations to be ambidextrous in concept and

the readiness to adopt and implement.

The position of combining exploration and exploitation as a way to innovative
capacity have been highlighted by numerous authors (March 1991; O'Reilly and Tushman
2013; Sok & O'Cass 2015). Search, uncertainty, risk taking and experimentation have been
covered Dby exploration while exploitation includes refinement, efficiency, and
implementation. More innovative capacity (Jansen 2006) has been present in ambidextrous
organisations rather than those who support one of the two approaches since they are more
responsive to internal and external environment. O'Reilly and Tushman (2013) point out that
the ability of firms to pursue both exploration and exploitation simultaneously can achieve
better and higher performance than firms that pursue one approach. Furthermore, Tushman
and O'Reilly (1996), as cited in He and Wong (2004, p. 483) article, posit that firm should be
able “to both compete in mature markets (where cost, efficiency, and incremental innovation
are critical) and develop new products and services for emerging markets (where
experimentation, speed, and flexibility are critical)”. In this respect, the major role is played
by the public managers. Organisational performance is highly dependent on the way managers
handle the tension between exploration and exploitation (Gibson & Birkinshaw 2004;

Tushman et al. 2011; O'Reilly & Tushman 2004; Smith & Tushman 2005; Umans 2013).
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Therefore, different leadership styles need to be followed by public managers in order to

balance both (Rosing et al. 2011; Umans et al. 2018).

However, strategic dilemma has been raised when service organisation works towards
utilising exploration and/or exploitation (Sok & O'Cass 2015). Organisations might pursue to
explore new services in order to fulfil customers’ needs which in turn yield long-term success.
They may become unsuccessful in exploiting current services to achieve the desired financial
outcome. On the contrary, organisations might pursue to exploit existing services that lead to
short-term success, yet they may fail to explore new services that would possibly lead to long-
term viability. Failing to overcome this paradox may cause the organisations to take
inappropriate decision with regards to service innovation, exploration and exploitation, which,
in turn might lead to lack of providing quality services and failing to maximise the desired
financial outcomes.

In terms of outputs, Junni et al. (2013) as well as He and Wong (2004), in their study
pointed out that organisational ambidexterity progresses performance and innovation. Sok
and O'Cass (2015) conducted a study to examine the effects of exploration and exploitation
on the financial health of a company through the delivery of quality service. The results of
this study inferred that financial performance and service quality heightened if high levels of
service innovation exploration and exploitation both were deployed. Based on the innovation
paradox perspective, we take on that the balance of exploration and exploitation as essential
for innovative performance. Thus, in order to attain lead in their service, organisations should
employ both exploration and exploitation as they both are distinguishable and irreplaceable
(Gibson & Birkinshaw 2004). Having service innovation exploration is essential as it helps to
match to customer’s needs and wants by inventing new services. Although, it can be

contended that service organisations face a lot of competition as other organisations can copy
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their ideas, exploration is still very important as it is the baseline for competitive action across
many service industries (Sok & O'Cass 2015). Looking at both aspects, while service
innovation exploration focusses on generating new services for customers, service innovation
exploitation focusses on making a current service better and hence, being able to meet
customer needs and wants by increasing its efficiency to quality ratio (Jansen et al. 2006).
However, it has been seen that when service organisations tend to give less attention
to creating new services to match the evolving customer needs when they prioritise
exploitation over exploration. In the same way, service organisations tend to not pay attention
to improve their current services when they give more attention to exploration over
exploitation. As previously defined, organisational ambidexterity encompasses the
organisation’s ability to undergo exploitative innovation and explorative innovation
simultaneously (Gibson & Birkinshaw 2004; He & Wong 2004). The use of both exploration
and exploitation at the same time can be a hard decision to do but once overcome, it will
provide numerous benefits to the organisation. Thus, we propose the following hypotheses.

H1. Exploration is positively related to service innovation.

H2. Exploitation is positively related to service innovation.

3.3.2 NPM and Service Innovation

Research studies on management in between 1980s and 1990s concentrated on the
implementation of NPM that fostered significant changes in the organisations to minimise the
structure that depend on hierarchy and adopt the practices utilised in the private sector. The
practices used on the private sector include contracting out, performance targets, use of
internal markets to put on pressure to innovate, and increase for autonomy for top
management (Arundel & Huber 2013). According to Windrum (2008) NPM practices were

considered as the answers for the supposed lack of innovation in the public sector, due to
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some degree to risk aversion and culture of public sector that inhospitable to innovation.
Additionally, stiff competition could mean that the provider of public service adopt innovation
to maintain their competitive advantage which will lead to improving effectiveness and
efficiency of the public service delivery (Osborne & Brown 2011).

In order to act in an innovative way, the two main characteristics that are certainly
needed for public organisations in service delivery and policy implementation is what the
NPM focuses on. Firstly, ‘Let public managers innovate’ by way of inventing fresh ideas of
dealing with their business by giving them enough freedom to make managerial decisions.
Secondly, ‘Make public managers innovate’ by pressurising them with managerial and
market-like perspectives. In other words, this means that result control incentives being forced
upon them help them to modernise. Leegreid et al. (2011), claims that the public sector lacks
innovativeness when it comes to developing new products and services. Moreover, public
servants do not have a motivation to innovate, because the organisations in which innovations
are carried out in the public sector are government property, and performance-related pay is
an underdeveloped mechanism. They further explained that through encouraging innovative
behaviour, promoting managerial autonomy by giving them the freedom to work, and with
emphasis on results control, the public sector can achieve higher performance (Pollitt & Dan
2013; Verhoest et al. 2007). The authors also emphasised the importance of sufficient
financial resources that will help enabling experimentation. Therefore, these NPM beliefs
show that public service organisations will attain greater performance if it inspires a more
creative culture and achieves more managerial independence as well as higher result control.
Also, organisations can exercise pressure in order to encourage innovation. Performance
standards being mentioned in performance contracts with government should entitle the
public service organisations to be held responsible and enable penalties and rewards linked to

them. Consequently, if a service organisation’s results would be able to bring about an overall
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benefit to the organisation’s performance, they are enforced to be innovative. This comes in
the form of higher authorities exercising pressure on organisations to act in a supervisory way
with the aid of result control. Also, it can be expected that once managers are given the
authority and independence to supervise and be creative, organisations are more likely to be
innovative. Therefore, this would help to raise acceptability by the general public. Both these
factors have been positively proven in a regression experiment (Verhoest et al. 2007).

In Leegreid’s (2011) study, NPM was a response to the supposed absence of result and
customer-orientation of public sector organisations responsible for public service delivery or
policy implementation. Moreover, the size of the public service organisation, which may be
measured as a pointer of structural capacity is an additional vital structural factor in Laegreid
et al. (2011) article besides apparent managerial autonomy and result control. Thus, the
volume of organisations to achieve their tasks is mirrored by the organisational size which is
in turn measured in terms of staff or budget. It is common to be believed that large
organisations have greater inner volume to handle inventive products and services as it needs
a sufficient level of volume and expertise required which large organisations possess. Also,
adequate funding being the main requirement, Windrum (2008) strains the requirement for
sufficient means of support for inventions in public organisations. Consequently, Carpenter
(2001) pointed out, as quoted in Lagreid et al. (2011) article, the ability of an agency to get
more independence or to fight off the pressure of control from higher authorities is determined
by its size. Indeed, governments are more inclined to take part in innovations where there are
limited restrictions on resources instead of periods with budgetary shortfall as contended by
Donahue (2010). Fascinatingly, budget size has an important result on innovative activity but
not on innovative culture. Therefore, having a huge budget does not suggest an innovative

culture; instead it is one of the conditions to convert the innovative culture into real growth of
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new products and services. Thus, this suggests that in order to bring innovative ideas into
practice, financial resources are important.

Further, according to NPM doctrine, Damanpour (1991) claim that innovative
attitudes and behaviour would be reinforced due to incentives related to each person as well
as pay linked to performance which in turn is likely to persuade employees to be more risk
takers and henceforth be more receptive to change and experimentation. In order to be
significant for launching innovations, the part of champions and entrepreneurs, an optimistic
white-collar approach in the direction of change and more open to taking risks has been
established empirically. Correspondingly, the elimination of life-time employment, the
assessment of workforce performance wise, encouraging risk takers through incentives
(Windrum 2008), creative culture and generally an inclination to think outside the box are the
constructive effects that are recorded by recent research (Legreid et al. 2011).

Yet, innovation in public sector is driven by precise organisational cultures linked with
NPM thinking. Single-purpose organisation with strong objectives, service quality driven and
results oriented (Pollitt et al. 2004) have been formed due to NPM reforms. Both an inventive
culture and creative activity will be greatly predominant in such service organisations, then
in other organisation, where a powerfully originated culture based on performance is
cultivated suggesting an emphasis on accomplishment of goals, delivery of tasks and quality
of service delivered. Focusing on goal setting enables a creative organisation to be formed
that is backed by NPM (Lagreid et al. 2011). Additionally, having rewards and performance-
related-pay and promotions linked to performance for workforce that have performed well
helps to reinforce the importance of NPM for such employees as well as inhibit a more
creative culture. So, we propose the following hypothesis:

H3. NPM is positively related to service innovation.
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3.3.3 Exploration, Exploitation and Service Quality
Exploration is favourable to prosperity in the long run, while exploitation is contributing to

short-term performance (March 1991). Since both exploration and exploitation are viewed as
conflicting deeds, organisations which intend to carry out these jobs have two choices:
structural ambidexterity or contextual ambidexterity (Gibson & Birkinshaw 2004). In order
to overcome the inner battle if an organisation selects structural ambidexterity, it will allocate
one part of the business to concentrate on exploration while the other concentrates on
exploitation. Striving for equilibrium among contrasting, co-dependent and balancing
elements — exploration and exploitation — inside one business part is highlighted by contextual
ambidexterity (Gibson & Birkinshaw 2004; O'Reilly & Tushman 2004).

When organisations provide services that are supposed by customer to be of greater
quality than opponents (Payne & Frow 2005), only then can service organisations attain their
wanted financial. By comprehending what customers expect of their service and converting
those expectations into quality service produce monetary revenue (Song et al. 2009), even
though financial performance does not apply in the public sector. The features of a service
that underwrite the satisfaction of specified or disguised customer desires and wishes is what
IS meant by service quality. It can be thought of as a differentiation advantage (Zhou et al.
2008). Looking at both, creating new services and matching to the evolving customer wants
is crucial in exploration (Zhou et al. 2008) while improving a current service and growing its
ratio of efficiency to its quality to carry on to match consumer needs is critical in exploitation
(Jansen et al. 2006).

Sok and O'Cass (2015) claim that service organisation’s creativeness is also linked to
employee empowerment, which enables the firms to undertake in exploration - exploitation
service innovation. Giving employees independence would help to augment their skills and

help them to grow professionally which in turn would foster customer-driven goals as well as
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better service quality and performance goals (Rafig & Ahmed 1998). Having these methods
would help to make the customer service performance in contact with employee better in areas
such as service innovation exploitation and exploration and service quality. Looking at this
customer service cycle, employees who are involved in delivering a service are engaged in
carrying out of organisation’s Strategic initiatives which aid or obstruct service innovation.
These employees are also vital in raising awareness of customers for new services and in their
adoption. Thus, employees play a chief role in innovation of services as they are often the
service. So, only if the employees deliver the service as per standard, will service innovation
thrive. However, service innovation has an impact on the role of employees’ making it
complicated as it causes them great changes in their behaviour in both exploration and
exploitation in order to deliver services (Sok & O'Cass 2015). In reality, as employees have
to perform many tasks at the same time and have more responsibilities to follow, combined
service innovation is more difficult than balanced service innovation (Sok & O'Cass 2015).
Therefore, as combined service innovation enables employees with greater decision-making
authority, employee empowerment is more critical. Greater employee empowerment helps to
start solutions specific to customer needs which would raise their capability to initiate and
deliver quality services. Likewise, there is less engagement of employees in balanced service
innovation which is why employee empowerment is less severe. This is because employees
carry out service delivery by focusing their attention on one type of innovation than the other
type. This makes them have lesser responsibilities which in turn results in less decision-
making authority due to which carrying out several tasks at the same time is less important.
However, when organisation who deliver services favour exploitation over
exploration; focusing on delivering new service to match up with the evolving customer
desires will be less focused upon. Likewise, they may be unsuccessful to completely utilise

their current services to their utmost potential, and not emphasise on refining present services
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if service organisation prioritise more strongly exploration over exploitation. Therefore,
neglecting one over the other ought to reduce the capability to provide superior services
(Jansen et al. 2006; O'Reilly & Tushman 2004). However, organisation have to preserve a
balance between exploration and exploitation in order for any innovation to prosper (March
1991), including service innovation. Zhou et al. (2008) conducted a study that examined the
relationship of exploration and exploitation to service innovation in the context of balancing
ambidexterity for developing its services towards high quality consumers in the private sector.
Findings showed that ambidexterity is both essential with the aim of attaining superior
services to customers. Specifically, exploration of service innovation plays an essential role
in developing new services and responding to changing and new needs of customers or
markets. Critical to the success of business activity is to continuously improve with new ideas
for new experiences for existing customers. The same is true with service innovation
exploitation where the objective is to refine and to improve existing service quality and
efficiency in meeting the needs and demands of customers or markets. The demand for service
innovation applying organisational ambidexterity has brought big impacts on the delivery of
quality services as customers nowadays wanted to be served with both improvements in
existing services and at the same time, provision of totally new services (O’Cass & Sok 2013).
They also believed based on their findings that, achievement of quality service is best attained
if organisation pursue or implement both exploration and exploitation for a combined service
innovation to address service quality and needs of customers. Balanced ambidexterity means
that there should be no overemphasis of exploitation over exploitation to ensure that quality
of service is provided to the customers. Thus, referring to the above arguments, we propose
the subsequent hypotheses.

H4. Exploration is positively related to service quality.
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H5. Exploitation is positively related to service quality.

3.3.4 NPM and Service Quality

As there is a growing pressure to enhance performance, the necessity for change has been
initiated by establishing initiatives in the public and private sectors. According to the KPMG
report, technology, customer expectations, pressure in the organisation and economy
represent that key drivers for change in the public sector. Hood (1991) argues that the reply
to the change demands in the public sector has created new administrative thinking knows as
the NPM. New public management-style improvements are something that has been assumed
to be very promising with respect to helping residents. Therefore, Lane (2002) as cited in
Drechsler (2005) article, posit that NPM improvements are seen as making public services
more responsive to public needs rather than changes to internal alignment. NPM helps to
overcome this as the general public regards the public style as per old reforms to be run for
the benefit of politicians and bureaucrats. According to this judgment, thus having these
politicians and bureaucrats have a say in appraising this reform is unfair. Likewise, employing
performance indicators (Van Thiel & Leeuw 2002) identified by public services themselves
would imply government’s logic into citizens. Consequently, in order to overcome the
inability of the public officials to comprehend what citizens want and value is why market
mechanisms were introduced into local services. Thus, by using citizen’s perceptions, it would
bring closer to the NPM thinking of what needs to be proposed for the main standard of
success. One more advantage of using citizen perceptions is that it helps to show the trade-
offs between the disparate values and effects of managerial practices in the public sector are
made with respect to citizens as opposed to where there decided by the policymaker when

‘objective’ performance indicators are used (Lane 2002).
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The advantage of accepting private sector management methods to get more ‘bang for
the buck’ in public administration and management are very familiar (Boyne 2002; Hood
1991). Though, numerous public management commentators have recommended that public
management focusing on customers puts democratic principles like equality at risk when
struggling to produce competent and operative delivery of public (Aberbach & Christensen
2005). Anderson et al. (1997), as quoted in Hogstrom et al. (2016) article, argues that theory
of attractive quality offers intuitions that can aid service firms to effectively and efficiently
achieve value creation. According to Hogstrom et al. (2016, p. 8) “The normative nature of
the theory’s prototypical quality categories can be used to identify the must-have or minimum
performance standards (i.e. requirements) that organisations must meet to a certain extent in
order to create relevant offerings and to discover which requirements merely drive user
preferences”.

Furthermore, NPM tends to have the opposite of the desired effect and thus,
jeopardises their continuity. It accepts that their long-term continuity is motivated by a
philosophy in which production and consumption are considered distinctly meaning the
expenditures of production can be lessened without interfering with consumption. This would
hold true for manufactured products but not for public services (Gronroos & Ojasalo 2004).
For public services, reducing production costs would inversely affect the quality of the use of
services and therefore their long-term practicality and sustainability. The chief factor for
services is the part the employees play in delivery of service which is among one their most
exorbitant expenses. Therefore, public service organisation have wanted to reduce their unit
costs by cutting down on staff costs through measures like recruiting less trained staff etc.
However, this seems to be counter-productive approach as if they reduce the staff costs, it can
negatively affect the quality of the service which would in turn reduce their sustainability

(Gronroos & Ojasalo 2004). So, service organisation tends to make sure to have the right set
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of employees in order to safeguard and increase the class of service offered which would help
them to solidify their position which as per Normann (2000), as cited in Osborne et al. (2015)
article, is characterised as the ‘virtuous circle’ for the success and long-term continuity of
service organisation

Furthermore, Kakouris and Meliou (2011) posit that the viewpoint of NPM in the
context of customer responsiveness focuses on the demands of the citizens-customer needs
and wants that improves the service quality in the administrative structure in the public sector
and determining the quality standards. Pollitt (1995) states that NPM provides guidelines that
emphasise on customers orientation, so that to focuses on the customer to improve the service
delivery in the public sector. Agus et al. (2007) demonstrate that NPM and TMQ as quality
concepts emerged in the public sector realm at the start of the 1990s. The central objective of
the NPM encompasses the improvement of public service delivery via customer-oriented
approach and to put more efforts on organisational measurement and performance. The
delivery of service has a direct relationship to the customer needs; thus, the public manager
should utilise methods oriented to the customers to enhance the overall service quality. The
private sector approach and experience provide a platform of learning to the public service
organisations in the context of customer-oriented service and the importance of providers of
the services in delivering and supporting service quality for the providers. Consequently, we
propose the resulting hypothesis:

H6. NPM is positively related to service quality.

3.3.5 Service Innovation and Service Quality

Arundel et al. (2015) point out that there is an increasing policy interests to find out how to
boost innovation in the public sector to enhance the productivity, service provision efficiency
and public service quality. Berry et al. (2006) suggest that in order to create new services as
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well as improve current services, and progress service superiority, an operational path is
offered by service innovation. The guarantee of service organisations to stay is contingent on
how excellent they represent service innovation in order to be able to give superior services
to its customers. It is not an easy task to adopt the approach of quality management in the
public sector. The elements of quality management such as TQM, Quality Improvement
Teams, and ISO standards that are applicable in manufacturing presents significant challenges
to service organisation. Brysland and Curry (2001) argue that question raised about the
relevance of quality approach to an environment that in non-competitive or not driven by
market, which does not allow the customer to choose their suppliers. The public sector has
now changed, for example in the United Kingdom the public sector become competitive
environment. Benchmarks and comparison methods in the public sector have facilitates the
improvement of quality, minimise expenses, and reduce waste.

The focus of the local public service organisations on contracting out and the growing
significance for customer-oriented and involvement have become an area of interest in quality
management. The pursuit of quality as Brysland and Curry (2001) argue emerges from the
Audit Commission established as regulation by the government to enable the provision of the
economy while improving efficiency and effectiveness of the local public service.
Nevertheless, no agreement has been reached about the suitable service level and the
impression of excellent quality for services is that focusing on meeting or exceeding the
expectations of customer and that each individual customer is important. The performance
and success of an organisation is assessed by service quality (EI Saghier & Nathan 2013).
According to Zeithaml et al. (1996), service quality has a positive relationship with customer
satisfaction that helps the service organisation to achieve competitive advantage and

sustainability.
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The SERVQUAL model been introduced in service quality research to measure
perception and expectation of service quality (Parasuraman et al. 1988). A number of public
service organisations setting has employed the model of SERVQUAL to evaluate the quality
of service delivery based on the customer demands and expectations compared to what they
actually get. SERVQUAL advantage based on the fact that it is a tried and tested tool utilised
for the comparisons for benchmark tasks (Brysland & Curry 2001). Uden et al. (2008) posit
that SERVQUAL is a service quality framework developed in the mid-eighties. This model
centres on ten different characteristics of service quality as such: reliability, responsiveness
to customer needs, competence, access, courtesy, communication, credibility, security,
understanding the customer and lastly tangibles. However, during the early 90s, the model
was revised and brought it down to five features of quality. This led to the change of name of
the model to RATER. The revised quality dimensions introduced were as such: reliability,
assurance, tangibles, empathy and responsiveness (Uden et al. 2008). As this model measures
the gap between customer expectations and reality, expectations are defined as past
experience, word-of-mouth and needs of customers. This model is quite straightforward for
analysing customer experiences qualitatively. Also, it enables service firms to set their own
customer expectations as a yardstick to reach and is widely applicable across a variety of
services.

Plattfaut et al. (2015) demonstrates that service innovation as a process has the
objective to improve the productivity of service and expansion of service quality. Service
innovation facilitates productivity by designing the method of service delivery to reduce cost
and expand service quality by initiating the services that meet the previous demands of the
customers._Additionally, the public service organisations introduce new services, refine the
existing services as a means of promoting service innovation does not promise the attainment

of financial performance. Nevertheless, service innovation should adhere to traverse the
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delivery of service that customer’s sees of high quality service to gain financial performance.
Plattfaut et al. (2015) argues that the performance of service innovation has a direct correlation
with the performance of service provision performance. The organisations that focus on
service innovation are likely to increase their performance during service delivery to
customer. Additionally, Palm and Lilja (2017) state that hat the improvement of customer
satisfaction and value is generated by the improvement of innovation and quality.

Damanpour and Scheneider (2008) states that the adoption of innovation in the public
organisations improves service quality delivery and increase the ability to resolve societal
problems. Moreover, service offerings cannot be standardised unlike manufacturing as
aforementioned and are more intertwined with the processes and routines throughout an
organisation (Droege et al. 2009). For service organisation to implement service innovation
positively in order to deliver quality services, workers need to be authorised to endorse, guard
and recognise the importance of developing new service and the refinement for current
service. However, this is greatly dependent on whether they identify if there is any impact in
the process of creating and delivering services (Rafig & Ahmed 1998). Thus, we recommend
the next hypothesis.

H7. Service innovation is positively related to service quality.

To further verify our findings, a post-hoc analysis will be conducted to test the possible

mediating role of service innovation in the relationship between

e Exploration and service quality
e Exploitation and service quality

e NPM and service quality
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Chapter 4: Methodology

4.1 Research Approach

This research is primarily focused on a deductive approach to theory development. This is
one of the most popular types of research approach. Ketokivi and Mantere (2010), as quoted
in Saunders et al. (2016), state that deductive reasoning happens when the conclusion is drawn
from a set of premises and when the conclusion holds correct when all the premises are met.
Moreover, Saunders et al. (2016, p 145) claim that “if your research starts with theory, often
developed from your reading of the academic literature, and you design a research strategy to
test the theory, you are using a deductive approach”. Likewise, in this research, it concerns,
the effects of organisational ambidexterity and NPM on public sector service quality through

service innovation. Therefore, four premises were formed:

1. Exploration and exploitation positively enhance service quality

2. Exploration and exploitation positively enhance service innovation

3. NPM positively enhances service innovation and service quality

4. Service innovation positively boosts service quality

If all these 4 premises hold true, it can be ‘deduced’ that the conclusion of the effects that
organisational ambidexterity and NPM have on service innovation and service quality in the
public sector.

Thus, in this deductive reasoning research, it is subject to a vigorous test through the
premises or hypotheses. As per Saunders et al. (2016), deductive reasoning helps to establish
relationships between different variables. Like in this research, it is possible to be able to build
a connection between organisational ambidexterity, NPM and service innovation and service
quality in the public sector. This helps us to build several hypotheses as mentioned in the

earlier chapter. In this form of reasoning, it is also important for variables to be operationalised
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in such a way that it helps facts to be measured. Like in this research, all constructs need to
be measured quantitatively. Also, it is chief to generalise details from the general theory to
the very specific. Thus, it is important to choose a sample carefully of a sufficient size so that
appropriate generalisations can be drawn from that sample which is representative of the
whole. It should also be noted that deductive reasoning is very linear, meaning everything
follows a clear, logical order. As well as that, it can be quicker to complete and the risk is low.
Although there might be some risk, for instance, respondents might not return the
questionnaire. However, it poses some challenges. This is because it is very formal and it is
based on a set of rules premises to be followed. It does not take into consideration of external
social factors such as informal social relationships. It also inhibits creative thinking as it
centres upon agreeing or disagreeing with the current researched theory instead of bringing
out a novel theory. This has led people to move away from the “test room method” to a more
qualitative approach to research because of the one-way centred approach it entails. However,
due to time constraint and insufficient time, this study will be cross-sectional meaning
involving a particular study at a particular time employing the survey strategy i.e. a mono
method quantitative study. This involves using a single data collection technique i.e. a
questionnaire, which seeks to explain the effects of organisation ambidexterity and NPM on
services innovation and service quality.

Yet, deductive reasoning as per Bryman and Bell (2015) has been very appropriate for
this research as it helps to build hypothesis on a theory already formulated by applying it to a
very general circumstance such as the public sector here. This helps to avoid risk as a pattern
has already been established against observations and an existing theory which helps to
confirm or reject a hypothesis has been already built. As this form of research has its roots

based on science, it is much more reliable and has the ability of being able to be tested. It also
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enables the research to be drawn to some sort of conclusion. So, it is eventually quicker as
well. Moreover, it has also been opted as this research is built upon quantitative research.
Explanatory study is conducted in this research to help to test specific theories
pertaining to the public sector. The context is used in developing a model from which results
obtained can be applied back at the context. Therefore, it helps to test casual associations
among different variables. Saunders et al. (2016, p. 176) posit that “The emphasis in
explanatory research is to study a situation or a problem in order to describe the relationships
among the variables”. As this research has already identified the constructs and proposed a
theoretical framework, these help to explain whether organisational ambidexterity and NPM
lead to service quality through service innovation in the public sector. Therefore, it helps to
elaborate why and how certain relationships between different variables are formed. This
particular explanatory form of research is chosen as it helps to explain certain aspects in a
detailed fashion. It also helps to increase understanding of the researcher on this particular
subject. It is not undertaken to provide conclusive results but it helps to ascertain how and
why organisational ambidexterity and NPM help in improving service innovation and service
quality in the public sector which is why explanatory over exploratory is more favoured.
Further, as this is a deductive approach with explanatory study method, it is entitled
to scientific research. This is because this research is conducted in a logical fashion through
systematic collection, interpretation and evaluation of data through development of
hypothesis (Saunders et al. 2016). This involves observing around us, developing hypothesis,
carrying out experiments to validate these hypotheses, analysing the results and coming to a
conclusion. Likewise, in this research, hypothesis have been built on former research and
based on the results, relationships have been formed that portray how organisational
ambidexterity activities and NPM elements enhance service innovation provided by the

government organisations and service quality perceived by the citizen.
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This research is built upon quantitative research as it employs deductive reasoning,
where it stresses on utilising data to test theory, as well as “emphasises quantification in the
collection and analysis of data” (Bryman & Bell 2015, p. 28). Even though reliability is quite
an issue with quantitative research as it is often difficult to decide if certain measures are
stable or not, it helps to establish deviation between different cases. Thus, it provides the
researcher with a constant yardstick as it provides a systematic method for measuring
variations. As quantitative research is built upon numbers rather than words, it helps to
quantify which gives a better understanding. It is also more beneficial to deploy quantitative
rather than qualitative method as the researcher’s concerns form the investigation. Therefore,
it is purely controlled to ensure validity of data instead of depicting the perspective of others
being studied as it is in qualitative research. As this research builds upon theory already
formulated where theoretical work has already been done before the collection of data,
quantitative research is more suitable than qualitative research. This is because in qualitative
research, concepts are formulated out of the data collected. Additionally, as this research tests
relationship between different variables, such as organisational ambidexterity and NPM along
with service innovation and service quality in the public sector, which are measured
quantitatively and analysed using a statistical technique (Bryman & Bell, 2015), quantitative
research is most appropriate. However, it presents a static relationship and therefore any
changes in the variables over time are not taken into account.

Overall, this research is focused on the organisational level, and more specifically at
the business unit-level (Birkinshaw & Gupta 2013; Gibson & Birkinshaw 2004). This research
assumes that people completing the questionnaires are stating facts about their department.
Therefore, ‘organisational level’ is defined as an operational service unit in a public service
organisation which would be better described as an organisational unit. However, making

inferences about the organisation from department observations is the closest learning one
80



can achieve about an organisation. As this research is concerned with how ambidexterity and
NPM at an organisational level affect service quality through service innovation, it builds
upon examining aspects from a more micro level. The research will be directed at the top
management of each organisational unit who are aware of organisational objectives and
strategies in order for them to be better able to respond to questions in the survey instrument

(Birkinshaw & Gupta 2013).

4.2 Research Philosophy

4.2.1 Ontology

As the specific research philosophy for this study as per Saunders et al. (2016, p. 127) aims
at “assumptions about nature of reality”, it helps to shape the way in which one sees and study
the public sector organisations. Thus, ontology facilitates to find out how one sees the world
of business and management and what to research for this project. So, as for this research, it
is aimed at examining the effect of organisational ambidexterity activities and NPM on service
innovation and service quality in the public sector. For instance, for a long time, research
stated that NPM specifically does not have positive consequences on service innovation and
service quality in the public sector. However, recently, researchers have started to view this
in a changing fashion (Dan & Pollitt 2015; O'Toole & Meier 2004; Scharitzer & Korunka
2000). So, having an ontological stance helps to study the theories related to public sector and
the related constructs in order to know how this will continue in the future. This draws aside
any beliefs anyone has by interacting with individuals in the public sector in order to avoid
these discussions shadowing the deductions about public sector in general. Their diverse
ontological assumptions intend to mean that they focus on how organisational ambidexterity
and NPM can bring about favourable results with respect to service innovation and service

quality in the public sector instead of being absorbed with the negative consequences.
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As this research is carried out being an objectivist, it fits in the conventions of the
natural sciences meaning that the social world that we study is external to us and others as
opposed to subjectivism which holds the belief that social reality is a made up of perceptions
and consequent actions of people around us (Saunders et al. 2016). Consequently, this
research focusses on facts and the reality of the social world. It builds on the actual truth of
how innovation and service quality can be improved for citizen through organisational
ambidexterity and NPM instead of relying on the perceptions of social actors. Thus,
objectivism embraces realism which means that it considers the public sector organisations to
be like physical actors in the natural world which exist independently as to what we think of
them. This reinforces the belief that there is only one social reality prevalent in the world
because the experiences of the people do not impact the life of the social world as stated in
this research where individual perception is not relevant because it is carried out at
organisational level. Therefore, as an objectivist, social and physical exists without any
relation to each other, being lasting in its charisma and come in front of us as outside actors
beyond our reach. However, a weakness being that organisations are considered as a tangible
object, having their own objective reality, which are in itself a constraining factor that act on
and constrain its members which are employees (Bryman & Bell 2015). Overall, objectivism
is greatly favoured as it aspires to be realist and has a universal approach, holding the same
meaning for all individuals.

In contrast, constructionism is said to be at the other end of the ontological position. This
holds the belief that organisation and culture are pre given and hence have no part in
entertaining the members which they regard as external realities (Bryman & Bell 2015).
Proponents of this stance hold the belief that order in organisations is based upon general
understanding rather than commands. They also believe strongly that not only they are a

product of social interaction, they are also in constant state of revision over time. However,
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this has not been opted for this research as this research is based upon theoretical facts and so
it supports realism. Therefore, this is not based on constructivist belief as opposed to
objectivist belief because, for instance, this research does not study historical context to shape

what is happening in the world today, instead its seeking to discover universal facts.

4.2.2 Epistemology

The term ‘epistemology’ refers to assumptions about knowledge, what is considered suitable
and genuine knowledge and how it is possible to share that knowledge to other individuals
(Saunders et al. 2016). As organisations are multi-dimensional, there are various sorts of
knowledge to be considered. All can be regarded as legitimate. Therefore, the variety of
different acceptable epistemologies give out vast choice of methods that can be employed. As
this research follows a positivist approach, it helps to reinforce the quantitative methods
chosen, especially when this research uses structured data collection techniques, as it holds
the belief that objective facts give the best scientific evidence. Therefore, this would result in
the findings to be regarded as objective and generalisable. Thus, it is vital to understand the
implications of dissimilar epistemological assumptions with regard to this choice of method,
strong points and drawbacks of succeeding research findings. Also, even though this research
holds a positivist view, it would not be able to give out any more complex information on the
organisational dynamics or give out any new form of knowledge that would shape one’s belief
of organisations in a radically different way than if this research was based on a different
view. Therefore, positivism entails considering organisations as real as the same as one
considers physical objects. Moreover, epistemologically holding a positivist view, this
research would discover and measure facts and therefore, only facts that can be measured
would then end up being legitimate data. This would then lead to casual relationships being

formed within data to replicate creating law-like generalisations as the ones drawn by

83



scientists after which these generalisations would then be able to support, explain and predict
organisational behaviours.

This is in contrast to interpretivism approach as this research does not focus on
perceptions, narratives, stories or interpretations of the individuals filling out the
questionnaires. Instead, it focusses on scientific facts obtained by the individuals filling out
the questionnaire that explain what the organisation is doing in terms of exploration and
exploitation and how NPM is affecting service innovation and service quality in the public
sector. Moreover, this research supports positivism as it builds on existing knowledge to
develop hypothesis which would then be further tested and confirmed (Saunders et al. 2016).
As this research is carried out through quantitative methods, it further enhances positivist
approach as the researcher tries to remain neutral and detached from research. Therefore, this
would help produce evidence in an unbiased fashion and therefore not being able to influence
the nature of the data collected. This in turn supports the type of quantitative research being

undertaken.

4.2.3 Axiology

This research philosophy focusses on the perspective of role and ethics in the research. This
shows how anyone as researchers consider the values of own as well as the research
participants (Saunders et al. 2016). Our values are what guides our research. How an
individual incorporates axiological views into their research is by conducting a specific type
of research in such a way that fits in with their moral values and ethics. Thus, choice of
philosophy and data collection methods reflect an individual researcher’s values. For instance,
conducting research through survey or interviews emphasise that one places greater
importance on personal interaction instead of an indirect questionnaire. Consequently, this

research places great importance through conducting face to face questionnaires. Therefore,
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it reflects the researcher’s value proposition and helps to decide what is ethically suitable by

explaining this in the research through the decisions it has made.

4.3 Research Design

4.3.1 Research Strategy

This research focusses on gathering data through survey using a questionnaire. Survey
research usually refers to collecting data predominantly through questionnaire or structured
interviews all at one point in time in order to gauge relationships between different variables
of which quantifiable or quantitative data has been collected (Bryman & Bell 2015). Gathering
data through this type which helps to accumulate data quantitatively encourages to set a
consistent benchmark. This type of strategy would also help as people filling out
questionnaires that entail too many variables would give out answers all at the same time
when handing back the questionnaires.

This survey strategy is more usually connected with a deductive approach. As this
research utilises a deductive approach to reasoning, survey strategy seems the most
appropriate in answering ‘what’, ‘who’, ‘where’, ‘how much’ and ‘how many’ sorts of
questions (Saunders et al. 2016). The method of using questionnaire under survey strategy is
more popular as it helps to amalgamate standardised data from a large population in a very
economical fashion which leads to easy comparison. Also, survey strategy is easier to
understand and explain. As survey strategy helps to collect quantitative data, it can help give
reasoning to possible relationships between different variables. Therefore, survey strategy
should give more control over the whole research process. Once the data is collected, it would
also help to ensure independence over the data. Thus, there would be no complaints over
relying on others for information. However, the data gathered using this strategy is not likely

to be as extensive as other research strategies. For instance, only a certain number of questions
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can be included in a questionnaire. Also, the capacity to form a questionnaire badly is one of
the biggest disadvantages of a questionnaire.

Also, gathering data through a case study was considered by choosing three ministries
but the idea was dropped as even though it has the capacity for an in-depth research, they have
a tendency to not be able to give out generalisable, reliable and theoretical contributions to
knowledge. As Saunders et al. (2016, 185) point out that “This is largely based on positivist
criticisms of using small samples and more generally about using interpretative, quality
research”. This is because small samples of three ministries would be used and qualitative
data would be used to form generalisations. This would contradict with this research as it is

focused upon quantitative research.

4.3.2 Time Horizon

The time horizon for this cross-sectional research is that it is at one point in time. Therefore,
all the data collected on a number of variables are collected simultaneously at a single point
in time, over a two to three months period (Bryman & Bell 2015). This more often refers to
as the snapshot time horizon (Saunders et al. 2016). As mostly research projects are time
constrained, it is usual for the study of a particular phenomenon to be carried out at a particular
time. Cross-sectional studies usually entail the survey strategy. As for this research, the
researcher will tend to describe the incidence of organisational ambidexterity and NPM in
public service organisations and also to explain the relationship of how organisational

ambidexterity and NPM affect service quality through service innovation in the public sector.

4.4 Measurement Scales
As the scales used are from literature already developed, they have strong measurement
validity except for NPM which is self- developed. As appropriate scales at the organisational

level of analysis were not yet available in the literature, the researcher developed scales for
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NPM that relates specifically to the services provided by the organisations based on the
elements that Pollitt (1995) identified in his article. Pollitt claims that the elements of NPM
are declared and practiced across Western European and North American countries.
Furthermore, he points out that “These eight elements comprise a kind of ‘shopping basket’
for those who wish to modernise the public sectors of Western industrial societies. Not every
element is present in every case. Characteristic mixtures vary somewhat from country to
country” (Pollitt 1995, p, 133). However, the scales that have been developed are carefully
constructed in order to ensure optimum measurement validity (as explained in the next chapter

5 — validation of the self-developed scale).

The organisational ambidexterity measurement scale comprises two subdimensions,
namely exploration and exploitation which were adapted from a study conducted by Kortman
(2015). Service innovation was measured using items adapted from Grawe et al. (2009) study.
The measures for service quality were adapted from an empirical study conducted by Plattfaut
et al. (2015). Measurement scales are illustrated in Table 1. Some items were modified since
this research is focusing on public sector at organisational level, so that shifting the focus from
market and private sector orientation to public sector and customer needs (Chapter 6 discuss

in details the validation of final survey instrument).

Respondents were asked to indicate their level of agreement with statements within
their department. Seven-point Likert-type scale were anchored at 1 = strongly disagree, 2 =
moderately disagree, 3 = slightly disagree, 4 = neutral, 5 = slightly agree, 6 = moderately

agree and 7 = strongly agree.

Construct Items Cronbach’s Source /article

Alpha

Organisational Ambidexterity

Exploration | My department... 0.82
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1. Challenges outmoded
traditions/practices/sacred cows.

2. Has enough flexibility to respond quickly
to changes in customer needs and
demands.

3. Reacts rapidly to changes in public needs
(e.g., through shifting organisational
priorities).

4. Supports the reconfiguration of
department activities to respond to
external changes.

Kortmann, S. (2015). The
mediating role of strategic
orientations on the relationship
between ambidexterity-oriented
decisions and innovative
ambidexterity. Journal of Product
Innovation Management, vol. 32
(5), pp. 666-684.

Exploitation | My department... 0.78
5. Collaborates to support organisational
objectives.
6. Uses resources efficiently
7. Supports the achievement of efficiency-
related objectives
8. Usually makes decisions that facilitate
the efficient utilisation of resources
9. Organises work tasks to achieve
efficiency
NPM Explained and discussed in chapter 5.
Service My department... 0.89 Grawe, S.J., Chen, H. and
innovation ) o Daugherty, P.J. (2009). The
10. Encourages innovation in relationship between strategic
program/project management orientation, service innovation, and
11. Emphasises service innovation performance. International Journal
12. Constantly seeks new ways to better of Physical Distribution &
service our customer Logistics Management, vol. 39 (4),
13. Changes/modifies service approaches to pp. 282-300.
satisfy customer requirements
14. Consistently introduces new service
Service My department... 0.79 Plattfaut, R., Niehaves, B., Voigt,
quality ] ) ] M., Malsbender, A., Ortbach, K.
15. Employs up-to-date equipment in service and Poeppelbuss, J. (2015). Service
provision - innovation performance and
16. Is always reliable when providing information technology: an
services

17. Promptly responds to customer requests
when providing services

18. Provides services in a trustful
relationship to our customer

19. Always aims to satisfy customer needs
when providing services

empirical analysis from the
dynamic capability

perspective. International Journal
of Innovation Management, vol. 19
(04).
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20. Provides services efficiently for
customers

Table 1: Measurement scales

4.5 Quality of Research Findings

In quantitative research, validity and reliability are vital to decisions about quality of research.
Saunders et al. (2016, p. 202) defines validity as “the appropriateness of the measures used,
accuracy of the analysis of the results, and generalisability of the findings”. On the other hand,
he defines reliability as “replication and consistency”, meaning that if an earlier research is
being able to be replicated and achieve the same results, it is said to be reliable. Another aspect
that is considered important with regard to quality of research is generalisation i.e. the ability
to generalise the findings. Bryman and Bell (2015, p. 169) argue that “In quantitative research
the researcher is usually concerned to be able to say that his or her findings can be generalised
beyond the confines of the particular context in which the research was conducted”. The
following section will discuss in greater detail the three principals of quality of research

findings that will be adapted in this research.

45.1 Validity

Bryman and Bell (2015, p.291) point that “Measurement validity relates to the question of
whether or not a measure is measuring what it is supposed to measure”. Validity makes sure
whether the indicator actually measures that concept. There are different forms of
measurement validity for instance, in a questionnaire-based survey, internal and external
validity. The former is where a series of questions are drawn that can be statistically exposed
to be connected with any analytical factor or outcome. This aspect is applied to causal or
explanatory studies like this study. The later aspect is more likely associated with
generalisability. For example, with regards to this study, the concern is whether this research

results can be generalised to other applicable settings or countries. Several ways to ensure
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internal and external validity is also chief as research findings could be deemed invalid if
findings are false or if a reported relationship is false. This will also in turn hamper the
reliability of the research. Thus, both have an intertwined relationship. However, in this type
of research, external validity is very strong as the results of this research can at least be
generalised to the GCC region.

Bryman and Bell (2015) claim there are different methods of measuring different type
of validity. For example, they point that another form of ensuring validity is through
concurrent validity. This refers to when a criterion is developed on which people differ which
is relevant to the concept in hand. Suppose for this research, in order to measure service
innovation and service quality in the public sector, organisational ambidexterity and NPM can
be criterion on which to base whether those who have adopted this criterion have better service
innovation and quality than those who have not adopted this criterion. Moreover, this research
would reinforce construct validity, as this is what usually applies to quantitative research,
through the choice of scales used. Construct validity ensures that the scales formulate to
measure organisational ambidexterity, NPM, service innovation and service quality do really
measure what they intend to denote. To achieve construct validity, convergent validity and
discriminant validity both are required (Campbell & Fiske 1959). The convergent validity is
the extent to which several attempts to measure the same concept result in the same
conclusion. In other words, this in turn reflects that any number of measures are only valid
measures of the same concept in hand if they are in agreement. On the other hand, discriminant
validity is where several measures of varied concepts are dissimilar. This reflects that if the
varied concepts are distinct, then the valid measures for these should not connect greatly.
(Bagozzi et al. 1991; Hair et al. 2014). The average variance extracted (AVE) of all constructs
should be above the level of 0.50 to ensure convergent validity, and the discriminant validity

will be evaluated by comparing all corresponding correlations and the square root of the AVE.
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The square root of AVE values should be greater than the off-diagonal correlations. If this is
achieved, then the constructs gained good psychometric properties (Sok & O'Cass 2015).
4.5.2 Reliability

Yet, ensuring validity alone does not guarantee quality research. Even though it is vital, it is
not adequate alone. As reliability is equally important, there are several important factors that
are considered when deciding whether a measure is reliable. One of them is internal reliability
that means being stable, which entails whether the results for a measure are consistent over
time and therefore do not fluctuate during a research project (Bryman & Bell 2015). Second,
external reliability, concerns the replicability, talks about to whether the data collection and
analysis techniques would give out the same results and constant findings if they were carried
out by the same researcher at a different point in time for this study or if they were replicated
in the same context by a different researcher. Due to the fact that the researcher got high

sample which is quite representative, therefore the study should be replicable in Muscat.

Saunders et al. (2016) argues that research that is unreliable will straight be considered
invalid as any bias will render the results of such a research to shed doubt on the findings.
There are various types of bias that could be present such as:

e Participant error: this includes any way which affects the way a participant performs.

e Participant bias: this includes factors which encourage a false response.

e Researcher error: this includes factors which would change the researcher’s
interpretations because of being tired or not being prepared.

e Researcher bias: this includes inducing bias in the researcher’s tracking of responses.

These threats imply that research methodology needs to be carried out rigorously in

such a way that its findings and conclusions are reliable. All aspects of the research need to
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be presented in such a transparent way that others can judge themselves and copy the study if
they wish to do so. Hence, it should be free of logic leaps and false assumptions.

Internal reliability of the measurement scales measured using Cronbach’s alpha as it
helps to ensure the internal consistency of the entire scales. It helps to assess the consistency
of responses to a predetermined set of scale items that are then combined as a scale to assess
a specific concept. The alpha coefficient value is always between 0 and 1, and the reliability
scale should exceed a threshold of .70 (Hair et al. 2014; Salge & Vera 2012). If it is .70 and
above, it indicates that the scale items combined in the scale are assessing the same concept.

However, scores above .90 may indicate that one or more items in a scale are redundant.

4.5.3 Generalisability

Lastly, the quality of research is highly dependent on generalisability. This refers to how well
the results of research can be replicated in another context or setting (Bryman & Bell 2015).
With reference to this research, it is highly probably for the results to be replicated to the GCC
region due to similarities in the working systems and order of the countries. Also, as the GCC
region is somewhat technologically advanced at the same level as Oman, replicating results
from this research would not be invalid nor unreliable. As GCC region entails the same level
nearly of public sector development with the west side of the world having more advanced
systems and already being early adopters of NPM (Boukamel & Emery 2017), it seems
reliable to have this research findings and model carried out in Oman to be replicated to GCC
region. Also, ambidexterity may already be prevalent in the West side (Duncan 1976) making
it less suitable to replicate this research. Thus, generalisability of this research would be spread

to GCC region as they are on the same level technologically and economically.
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4.6 Data Collection Instrument

4.6.1 Online Survey

All the data gathered through questionnaires are saved in the online survey tool known as
Survey Monkey which enabled the interviewer to design the questionnaire, capture and save
the data and finally analyse it. As Survey Monkey is used as an online survey tool, the
responses to each question were automatically coded before entry. This form of online survey
is chosen over handing out questionnaires in hand due to the vast number of embellishments
that used to enhance the appearance of the questionnaire. Many different colours and formats
can be used in online surveys which place them at a greater advantage than the hand surveys.
Also, the interviewer/respondents can key in directly in a box. The questionnaire can also be
designed in such a way so that only one question appears for each respondent and they can
scroll down the questionnaire to see all questions in advance. This is very advantageous for
the researcher. Likewise, the answers from respondents were programmed to be downloaded
into a database in excel sheet. This removes human error in coding. All these features have

proven to increase response rate from respondents and this applied so for this research as well.

4.6.2 Questionnaire Design

The questionnaire must be carefully designed as it is unlikely that there will be more than one
chance to gather the data. As mentioned earlier, this research entails descriptive research,
meaning that questionnaires of organisational practice will be given out which will help the
researcher to identify different phenomena. Also, more complicated questions can be
included. However, as there is less chance of re-collecting data, the data that needs to be
collected, how it is intended to be analysed and the questionnaire design need to be planned
carefully in order to meet the objectives and answer the research questions in hand. Otherwise,

the poorly designed questionnaire might lead to measurement error (Sanchez 1992).
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There are six main headings in the questionnaire. As the questionnaire categorised
based on the demographic questions and plus five constructs introduced for this study. The
first heading is about “Demographic Data”, the second section is about “Organisational
Ambidexterity (Exploration and Exploitation), the third section contained questions related to
“NPM elements”, the fourth section included questions related to “Service Innovation” and
the final heading is about “Service Quality”. The questionnaire covered topics related to
organisational activities towards exploration and exploitation, NPM elements that have effects
on the organisation, organisational practice used to enhance service innovation, and effort
spent by the organisation to deliver good service quality. However, in order to design
questions in the questionnaire, the researcher will either adopt or adapt questions and also
design their own questions. Although adopting and adapting questions is more efficient as
long as it answers the research questions, the researcher needs to be careful as there are a lot
of poor quality questions in the literature. Also, it should be noted if questions are under
copyright and even if they are not, it is good practice to obtain the author’s permission
(Saunders et al. 2016). As for this research, the scales, apart from NPM which was self-
developed, were adapted from existing scales from the academic literature or research that
has conducted empirical study using quantitative method. Mostly, and in order to collect
opinion from the individuals, rating questions was used with seven-point Likert type scale.
Combining rating questions into scales can be used in order to measure the provided concepts.
All the scores for each scale item which is the rating question should combine to give a scale
score. Every scale should measure what the research is interested in, be tested and validated
and be designed for a homogenous sample. Scales was changed significantly as significant
changes can impair the validity of the scale and hence the results obtained. There were little
of amendment if necessary. All the respondents asked to answer the same set of questions

which helped to collect answers from a large sample before the quantitative analysis.
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However, it is very hard to build a good quality questionnaire because it needs to make sure
the right data is collected to answer the research questions in hand and achieve the research
objectives.

Furthermore, the questionnaire should use clear legible wording in order to be
understood by respondents and therefore increases the validity of the questionnaire. Questions
should not be longer than 12 words as shorter questions are easier to understand. Also, another
form of questions such as category questions can be used. This helps to fit the respondent’s
answer into one category only. This sort of form is useful for collecting demographic data
about the respondents. The categories used should not overlap each other and should cover
all possible responses. The boxes should be placed close enough to the appropriate text in
order to make it clear which box is for which response category. This will help to make the
layout of the questionnaire clear. The responses will also be presented in a logical order so
that it makes it easier to locate the response category that entails each respondent’s answer.

Also, the wording of the questions were carefully designed. This is because it should
measure what they do by checking the questions in the context for which they were designed
instead of elsewhere. This will help to make sure that questions are not misunderstood and
they do not force a specific response. Most importantly the order and flow of questions is very
important in order to avoid biased answers. Also, according to Saunders et al. (2016) when
introducing new topics, it is vital that the interviewer uses phrases such as ‘I am now going
to ask you about...”. Having an interviewer-completed questionnaire would also mean that
instructions for the interviewer are mentioned in the questionnaire such as ‘Now I am going
to read you different statements...”. The visual presentation is also very critical for interviewer
completed questionnaires. This is because the questionnaires need to be designed in such a
way that reading out the questions and filling in responses is not troublesome. Also, the face

to face questionnaire will not be too long as this will lose the interest of the respondent. It will
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be long enough to be sufficient to meet the research questions and objectives of this research.
The face to face questionnaire will be started by the interviewer giving a short and simple
introduction for the questionnaire and ended with thanking the respondent for their time. Also,
for this type of questionnaire, the interviewer will be well prepared beforehand for questions
that the respondent will ask. As for this study, the researcher used face to face meeting with
the respondent and asked them to fill in the questionnaire after sending the link of the survey
to their email.

4.6.3 Validity and Reliability of Questionnaire Design

The design of the questionnaire will also have an impact on the reliability and validity of the
data gathered. All these problems can be address through careful design of all the questions,
pre-study testing and careful planned delivery of the questionnaires. As this research entails
organisations in Muscat, it is important to understand the country and culture of Oman in
order to make less mistakes by using wrong terminology and language. As face to face
questionnaires are carried out which are sometimes referred to as structured interviews, the
interviewer should not move away from the set questions. Due to the questionnaires being
long, it is ideal they are conducted face to face because they can include more complex
questions.

The internal validity and reliability of the questionnaire are equally important which
are highly dependent on the design of the questionnaire. Having a valid questionnaire will
ensure that the correct data that actually measures the concepts the researcher is interested in
collecting is gathered whereas having a reliable questionnaire means that the results obtained
are consistent over time. Thus, in order to ensure validity and reliability in terms of questions,
the researcher was clear about the data requirements and design questions accordingly. Also,

the researcher assured that the respondent understands the question the way the researcher
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intends it to be understood, as well as assured that the respondent answers all the question.
Finally, the researcher assured that he/she understands the answer in the way respondent wants
the researcher to.

Content validity can be obtained through making sure that the questions in the
questionnaire give sufficient coverage of the investigative questions of the research. This was
ensured through carefully studying the literature review or through having the expert’s
feedback, for example on the NPM self-developed scale, on whether every question in the
questionnaire is necessary and valid or unnecessary and not valid. Reliability can be achieved
for this questionnaire through internal consistency. This is where the answers by respondents
will be correlated to answers of other questions in the questionnaire. This helps to measure
the consistency of responses between a subgroup of questions which is usually measured

through Cronbach’s alpha as mentioned earlier.

4.7 Sample

4.7.1 Population

As already observed, the level of analysis for this research is organisational level which is
defined as the operational and functional (i.e. service units) within an organisation. Therefore,
the whole population for this research refers to the operational and functional departments
within selected public sector organisations which can be considered as elements. The focus
was on different key service ministries as this will increase variation and enhance validity in
the responses (Kyrgidou & Spyropoulou 2013). It is important to consider a population from
which sample will be selected no matter what the research question or objective in hand is
(Bryman & Bell 2015). At times, it is possible to collect data from every member. This is
referred to as census. However, mostly it is impossible to collect and study data this way due

to time and money constraints (Saunders et al. 2016). Sometimes as the population can be
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quite huge, it is possible for a target population to be derived in order to make it more
manageable. Likewise, instead of defining population of public sector organisations in the
whole of Oman, the sample of this research was drawn from public sector organisations across

Muscat region only.

4.7.2 Sampling Frame

As there is no employment record for every department in every ministry in Oman to which
the researcher has access, it is impossible to list down all the government service organisations
from which the sample were selected for this research. As there is no sampling frame for such
population, non-probability sampling technique were utilised to recruit participants (Mammen

& Sano 2012).

4.7.3 Sample Size

This decision of deciding on an appropriate sample size has never been a straightforward one.
It is dependent on a number of things and therefore there is never a single answer. Sample
size is decided based on several factors including the level of confidence required in the data,
margin of error, and type of analysis to be undertaken and the size of the target population
from which the sample is to be drawn. Due to these competing characteristics, it is not
surprising that sample size is decided on the basis of judgement apart from these calculations
(Saunders et al. 2016). However, ultimately, decision on sample size is taken based on time
and cost. The sample size for this research is one individual at the strategic level working in
government service organisation (non-probability sampling). However, increasing the sample
size increases the likely precision of a sample. So, the researcher should decide on the sample
size based on how much sampling error can be tolerated. Larger sample sizes are considered
if less error can be tolerated and vice versa. Even though the sample size considered for this

research is 150, (i.e. 150 respondents representing 150 operating/functional units) and it does
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not achieve 95% confidence level, it is not considered a bad thing as basing sample size on
desired level of precision is not realistic because sampling error is only one form of error
included in any estimate.

Also, sample size as mentioned is dependent on time which makes it harder to balance
it with the level of precision required. This is because requiring greater level of precision
would make it uneconomical in terms of cost and time. Moreover, non-response rate should
also be considered when deciding sample size. This is because it is possible that every one
individual that is surveyed might not agree to participate in the research leading to non-
response. Non response can be categorised into complete refusal, breakoff, complete response
and partial response. Therefore, if the aim is to survey 120 people and there is a likely non
response rate of 20%, this research should aim at involving 150 people (Hair et al. 2014), as
around 30 may be non-respondents. Non response can be a product of people refusing to
respond, being ineligible to reply, incapability to find the respondent and lastly respondent is
found but not able to make contact. This research is if possible, likely to have someone
refusing to respond or being unable to locate the respondent. Also, statistical inference is
drawn from the conclusion about the effect of organisational ambidexterity and NPM on
service innovation and service quality based on the sample chosen in order to comprehend
how much of the result could be obtained by chance. Further, heterogeneity and homogeneity
of the population from which sample is taken is also another factor that needs to be considered.
As public sector organisations are less heterogeneous, having a small sample size is
appropriate because there is less degree of variation. Overall, the agreed sample size is
dependent upon the research questions and objectives. In other words, what needs to be found
out, what will be useful, what will have credibility and what is possible from the available

resources all help to decide sample size.
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4.7.4 Sampling Technique

The type of sampling that undertaken for this research is non-probability (or non-random
sampling) as mentioned before in section (4.7.2). The sampling technique chosen is one senior
person as a key respondent at the organisation level, usually a senior manager who have the
knowledge at a strategic level. Managers are perceived more reliable and accurate when it
comes to providing data (Mom et al. 2007: Zahra & Covin 1994). Furthermore, managers
perceptions specifically with regards to organisational ambidexterity and innovations theories
has been also adopted by different scholars (He & Wong 2004; Jansen et al. 2006). So, the
managers will be able to complete the questionnaire about facts related to their organisation,
as these respondents have knowledge of their department practice (Grawe et al. 2009). Yet, it
is also understood that it is not justifiable to rely on a single individual to know everything
about an organisation. Also, having only a single senior employee from each organisation will
make it more inclined for them to represent their organisation in such a way that makes their
own roles and responsibilities come out in a favourable light than other respondents (Bryman
& Bell 2015). Therefore, type of non-probability sample should be carefully chosen.

The type of non-probability sampling technique fit for this type of research is
purposive sampling which lies between the two extremes of quota and haphazard sampling
techniques. Having a purposive sampling technique enables the researcher to use his or her
own judgement to select respondents that will best be able to answer the research questions at
hand and meet objectives. This is why it is sometimes referred to as judgemental sampling.
Homogeneous purposive sampling is used as this research focusses on one particular sub
group, which is the senior members at the strategic level, which are all similar as they all
belong to the same level in an organisation’s hierarchy. All respondents have similar
characteristics which makes them be able to be explored in greater depth with minor

differences to be more visible.
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This type of purposive homogeneous sampling supports the positivist philosophy as
these senior members of the organisation with expert knowledge and experience were able to
give out facts about their organisation, and not reporting their opinions or their interpretations,
with regard to how organisational ambidexterity and NPM will enhance service innovation
and service quality in the public sector. The people selected for the sample were people who
are aware of organisational issues and were able to give out information confidently.
Consequently, as this will bring out mere facts about organisation in contrast to their own
opinions, this supports the epistemological positivist theory and not interpretivist as

mentioned before.

4.7.5 Representativeness

Usually it is possible to collect data from a sample and compare it with data collected by
another source for that population. If there are no significant differences, it can be said to be
representative of the target population with respect to these features. As this research entails
a relatively small sample size and supports non probability purposive sampling, it is unlikely
that it is representative of the whole population. However, it can be representative of the target
population, meaning public service organisations in the Muscat region. Moreover, in order to
enhance generalisability, non-respondents can be resurveyed which is often known as the

follow-up approach (Saunders et al. 2016).

4.8 Data Collection

4.8.1 Survey Approach

Data collection for this research as mentioned earlier is conducted through cross-sectional
research design. There were more than one case is used for this research which is that 150
members from 150 different operational and/or functional unit within the public sector

surveyed in order to bring out variation, but also to identify patterns and similarities.
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Questionnaire was completed by the respondents. These questionnaires were face to
face meaning that the researcher meets the respondents in person and asked them face to face
to fill in the questionnaire which is theoretically referred to as face-to-face questionnaire
(Saunders et al. 2016). These are also known as structured interviews as they include a set
number of questions from which the researcher should not diverge. This will ensure that the
person being interviewed is who is wanted and so, will increase reliability of this data.
However, having face to face questionnaire can have answers contaminated as they would
answer to please the interviewer due to their face to face contact but this can be reduced by
using good interviewing technique. Moreover, this type of questionnaire will definitely have
a higher response rate comparing to self-completed questionnaire, as the interviewer is
physically present carrying out the face to face questionnaire, although this method will
require more time for data collection. However, questionnaire was available electronically to
all 150 managers at the operational unit/functional unit). These managers are responsible, for
instance, for the operational and/or functional area within the organisation.

Participants were selected by listing all ministries first that provide services that target
the citizen and the community. Each organisation studied properly before contacting them.
The researcher looked into their available website and selected the active operational and
functional units within the ministry accordingly. The concerned manager of each organisation
was contacted via phone to check as to who is the most appropriate individual to take a survey
for this matter. Each respondent was contacted by email and some by telephone setting up an
interview date to visit, preferably morning time as respondents were more attentive and alert
in contrast to lunch hour. The respondents were divided into assignments as per each area in
Muscat in order to be able to carry out questionnaires each day to minimise time. Each
respondent was contacted in person by visiting them at their office, and the questionnaire

carried out by sending it first to their email on spot so that they were able to fill in the
102



guestionnaire electronically. The organisations name, respondents name, date and time was
recorded as well after the interview was completed. Also, there was a time for return visits
also be noted. Further, if any contact was not been able to take place, the reason for this was
also noted. For such contacts, the researcher tried several times to reach to them, each time at
a different day and time with the same information being recorded. There were also return

visits to complete the questionnaire.

4.9 Data analysis

49.1 Structural Equation Modelling (SEM)

Structural equation modelling (SEM) is the most appropriate method of data analysis and
model assessment for this research. This method is basically second-generation data analysis
techniques which are suitable to test the degree to which the research meets the acceptable
standards of high-quality statistical analysis. This type of equation modelling helps the
researcher to answer questions in a very single and systematic way by framing the relationship
between dependant and independent variables together (Hair et al. 2014). However, the SEM

program that will be used for this research is AMOS.

4.9.2 AMOS Software

AMOS software which is the short form for ‘Analysis of Moment Structures’. The most
interesting feature of this software is that it "allows researchers to choose from two completely
different modes of model specification” (Byrne 2001, p. 5). One is the AMOS graphics which
lets the researcher work from a path diagram while the other is AMOS basic which lets
researcher work with equation statements. However, AMOS graphics is used to analyse data
in this research as it has a wide variety of drawing tools available, they all have been sensibly
planned with all the SEM principles in mind and lastly because of how easy and quickly it

can produce a path diagram. This is also popular among many researchers for these reasons.
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This software also has the feature to display information for descriptive statistics and spot any
outliers as well which were very beneficial for this research. Also, even though one has to
request for information on residuals using this software, it can be easily obtained through the
Analysis Properties box for this research. Furthermore, AMOS uses a maximum likelihood
approach in dealing with missing data and as this is theoretical based it has many drawbacks
for this study. However, AMOS uses bootstrap method to handle multivariate nonnormal data.
This helps the researcher to ensure the constancy of the parameter guesses and hence report

results with more precision here.

4.9.3 Preliminary Data Analysis
Multiple regression is the most suitable technique of analysis when the research problem
comprises a single metric dependent variable assumed to be associated to two or more metric
independent variables. The aim of multiple regression analysis is to foretell the variations in
the dependent variable in response to changes in the independent variables. This goal is most
often attained through the statistical rule of least squares. Multiple regression is useful
whenever the researcher is interested in predicting the amount or size of the dependent
variable (Hair et al. 2014). The measurement model lets the researcher to use various variables
for a single independent or dependent variable. The scales are then combined into the
estimation of the relationships between dependent and independent variables in the structural
model. This procedure is similar to carrying out a factor analysis of the scale items and using
the factor scores in the regression (Hair et al. 2014).

The reliability coefficient, which evaluates the consistency of the complete scale, is
the Cronbach’s alpha which is the most extensively used measure. The commonly agreed
upon lower limit for Cronbach’s alpha is 0.70, however it may reduce to 0.65 in exploratory

research, or when scales have only two or three items (Hair et al. 2014). One issue in
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evaluating Cronbach’s alpha is its positive relationship to the number of items in the scale.
Researchers must place more strict requirements for scales with large numbers of items
because increasing the quantity of items, even with the same extent of intercorrelation, will
increase the reliability value.

This research focusses on exploratory factor analysis (EFA), meaning the underlying structure
among the variables in this research is defined. Therefore, it is used in order to study the
correlation between large numbers of variables by identifying factors, which are the correlated
variables. However, with EFA, the analysis methods take only what the data presents without
setting any limitation on the number of variables to be chosen. This is in contrast to
confirmatory factor analysis (CFA) where the researcher already has made up his/her mind
on the structure of the data based on the theory pertaining to that data or prior research. This
is where confirmatory analysis approach takes the stand of measuring the extent to which the
data meets the expected structure (Hair et al. 2014), this sort of analysis used after establishing
the CFA. In this research, factor analysis recognised dimensions such as service innovation
and service quality in the public sector and focused on respondents and not variables. Moving
on, factor analysis then gives the researcher two options which are data summarisation and
data reduction. As this research focusses on common method variance, data reduction is of no
importance. Exploratory factor analysis will also help to overcome any measurement error
and also enhances content validity which is known as face validity for this study. Also, as
mentioned earlier, the diagnostic measure used for this research in order to measure the
consistency of the whole scale is Cronbach’s Alpha. However, the main drawback of this
reliability coefficient is that with higher number of items, the reliability value increases. This
type of factor analysis will also include measuring validity through discriminant validity scale
which is quite different from the rest as it intends to measure how two conceptually similar

concepts are distinct. Once the factor analysis has been designed, AMOS will be utilised in
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order to check the measurement model designed under factor analysis and further help to test
the hypothesis by structuring a full structural model using AMOS. This involves a 7 stage
process with the first being to define what items are used as measured variables, second being
to develop and specify the measurement model, third being to select an appropriate sample
size, estimation method and missing data approach, fourth being to assess the validity of the
measurement model constructed and if it is valid to go to the next stage which is to convert
the measurement model to the structural model which will be AMOS, sixth being to gauge
the validity of the structural model developed and the last being to draw conclusion and
recommendations if the structural model is valid. Consequently, this process helped to test the

identified hypothesis.

410 Ethical Considerations

One should always be mindful of ethics when carrying out research. Any harm to participants,
lack of informed consent, invasion of privacy and if any deception is involved should always
be considered by the researcher. If there is any harm to the respondents, it should be
minimised. All the records of individuals and organisations kept confidential and anonymous
by the researcher to protect their privacy. To ensure confidentiality, we agreed not to reveal
the name of the manager. This will also be considered when publishing results for this study.
Although in such quantitative studies like this research, it is easier to keep records anonymous,
it is at times not possible to make records totally anonymous. Also, it is easier to identify
individuals for this study due to the sample size being relatively smaller. However, employees
were informed before of this risk and give them the chance to withdraw (Bryman & Bell
2015). To ensure confidentiality, the researcher will not reveal the name of the manager to

others.
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As this research involves face to face questionnaires, there is a lot of deception due to
social interaction involved. Even though it should not be present, it is rarely desirable and
feasible to provide respondents with all the information on what the research is about.
However, honesty will be encouraged in transferring information about research to all
interested parties resulting in information asymmetry and benefit for both parties. This will
enable reciprocity of data which will ensure that there is less power inequality from the onset
for this study. This will result in the relationship between the researcher and the respondents
to be as a jointly beneficial research relationship who view each other as moral beings and
impose on both parties to follow agreed moral standards and principles (Bryman & Bell 2015).
Furthermore, data should always be protected and not be excessive than the objective for
which it is obtained, be accurate and be relevant. Data will also be protected against loss or

destruction of personal data by the researcher.
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Chapter 5: Pre-Study 1 - Validation of the Self-Developed Scale

5.1 Introduction

From the last few decades, there are numerous scales developed so as to analyse the opinions,
attitudes, behaviours and perceptions of the members of an organisation and this is done in
order to assess certain hypothesised deductive relationships with rest of the constructs. From
the viewpoint of Schwab (1980), as cited in Hankins (1995) article, the prime reason behind
using the measures is lack of existence of any reliable data regarding their validity as well as
authenticity. According to Schmitt and Klimoski (1991), also cited in the same article of
Hinkin (1995), the development of scales is not only complicated but a tedious process.
Operationalising the unobservable construct in an accurate and reliable manner is critical in
observing the exact fit amongst the variables of interest. There are three prime stages as
suggested by Schwab (1980), belonging to the development of a particular measure which
have been implemented in NPM scale development and these are:

Stage One — A particular item is developed or generated at this stage.

Stage Two — The items are united at this stage in order to form the scale.

Stage Three — The new measure is examined psychometrically for the purpose of its

evaluation.

The stages of Schwab (1980) comprised of different activities which might be
completed in a parallel manner. For instance, designing the survey instruments, defining the
population and choosing sample might be the actions completed simultaneously. Output is
produced after each stage completion. The initial stage is item generation in which preliminary
scales are developed. The final survey instrument is produced at the scale development stage,

while, the reliability and validity of new measures is determined through scale evaluation.
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At first, during the item development phase, Schwab (1980) suggested that there is a
need to pay more attention as well as care to both the inductive or deductive ways through
which the items are generated; along with a strong establishment of connection amongst the
items and their theoretical domain. The need is to generate a handful of items so that more
options can be provided for the purpose of deletion and this is because of the fact that some
items considered valid by certain judges might not be valid for the others. In addition to that,
reliability and factor analysis further necessitates item deletion, quite often. Hensley (1999)
asserted that when the scales are developed by keeping in view the factors of validity and
reliability, they provide with significant statistical power, allows the measurement of difficult
constructs while using fewer items, and provision of such durable measures which can be
added to NPM theory base. Further, he stated that certain constructs can further be divided in
to multiple sub-constructs. In numerous cases, the measures belonging to simple sub-
constructs can be more practical and appropriate. However, developing the multiple-item
measures is considered most appropriate, when a whole construct is the only unit of
measurement. It is thus upon the consent of the researcher to either combine the items within

a singular scale while measuring the whole construct.

5.2 NPM - Self-Developed Scale

It is quite evident from the discussion already held that NPM holds different aspects.
However, the current section presents the content development process for the dimensions
along with validating the scale theoretically as well as psychometrically. The main objective
addressed through this research is to provide with a detailed NPM conceptualisation such as
development and validation of subscales for different dimensions of NPM in order to develop
a completely validated instrument known as NPM scale which can offer complete measure of

NPM effectiveness. The entire process requires the generation of certain potential items of
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scale, conducting formal as well as exploratory pre-tests, scale revision, and execution of a

public administration and management’s expert field survey.

In order to validate the scale, the researcher chose Delphi techniques to gather expertise’s
judgements and opinions. The following sections explain stages used to develop and validate

the scale of NPM.

5.2.1 Stage One — Delphi technique to generate items by academic experts

According to Skulmoski et al. (2007), the Delphi technique is a reiterative procedure to gather
as well as filter out the judgements and opinions of anonymous experts. Numerous data
collection and analysis techniques have been deployed in this regard with a series of feedback.
In order to emphasise upon the problems, solutions, opportunities and forecasts,
questionnaires have been designed. Further questionnaires have been developed after
extracting the results from the preceding questionnaires. This process continues until a
suitable answer of the research question has been gained, for instance, when harmony is
developed or when an ample amount of information has been exchanged which was also the
procedure in this case. Delphi method is one of the most suitable research instruments in cases
when there is a lack of knowledge regarding a particular phenomenon or a problem, just like
the scenario in hand. This method provides with a greater fit to develop the scale for the
current study because it works well especially in cases when the aim is to enhance the

understanding regarding problems, solutions, forecasts and opportunities.

This very method proves to be useful and appropriate in scenarios in which the expertise’
judgements and opinions are required but factors such as time and distance makes it difficult
for the board to work together at a similar physical space. The Delphi technique deployed in

this study focus on looking for consensus instead of differences and in this instance; the
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diverse sets of responses are generated while using the debate process in certain Delphi rounds
(Needham & de Loé 1990). As cited in Yousuf (2007) article, both Linstone and Turoff (1975)
and Helmer (1983) agreed upon the Delphi applications and they found that utilising Delphi
as a group response is advantageous in a sense that a consensus is emerged along with an
expert opinion for representation. Certain communication barriers can be avoided through
Delphi as it provides confidentiality. Barnes (1987) states, as cited in Yousuf (2007) article,
that these barriers can be: feeling reluctant in stating disliked opinions, disagreement with the
group members and modifying the previous positions. As for this exercise, the researcher
made sure to provide confidentiality and anonymity and there was a consent agreement
attached in the email as well which mentions that, “Your anonymity will be on priority
throughout the process, however, your identity can be revealed at later stages when the results
will be published after getting an agreement by you. Moreover, you own the right of
withdrawing from this procedure without facing any consequences at any point in time”.

Therefore, and since they accepted to participate, the consent agreement is considered valid.

Rowe and Wright (1999) suggested an approach of characterising the classical method of
Delphi through four key attributes and the very approach is followed in this study. These

attributes are as follows:

1.Anonymity — Through this, the participants are allowed to express their feelings and
opinions freely and they don’t have to feel the pressure coming from other group members to
agree with them. The evaluation of decisions is based on merit instead of favouring the one

who projected the idea.

2. lteration — Through this, the participants are allowed to refine their opinions by

keeping under consideration the work progress of the group based on each round.
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3.Controlled feedback - Through this, the participants are provided with the
opportunity to change or elaborate their ideas after looking at the perspectives of the rest of

the participants.

4.Statistical summary of the group response — Through this, quantitative analysis and

data interpretation is done.

The potential scale items are specified so as to measure the implementation of all of the
eight NPM dimensions; while using those results extracted from content analysis and suitable
literature. The set of items are refined and revised in order to generalise it for different NPM
contexts. According to Delbeq et al. (1975), also cited in Skulmoski et al. (2007) article, it is
critical to devote appropriate attention in developing the basic question which is also the focus
of Delphi and hence followed rigorously in this study; that is because of the reason that if
basic question is not understood by the respondents then they might not be able to respond

appropriately which further creates frustration.

The researcher selected participants that are experts in the subject of public administration
and management in general and NPM in particular to participate in this Delphi process.

Experts details are presented in the below Table 2.

No. | Name Job title University name Country
1. | Prof. Jonathan Boston | Professor of Public Policy Victoria University of New Zealand
. Wellington

Chair School of Government

2. | Prof. Michiel S De Professor of Public Radboud University Netherlands

Vries Administration

Chair: Public Administration

3. | Dr. Sorin Dan Researcher Innovation and University of Vaasa Finland
Entrepreneurship InnoLab

4. | Prof. Gyorgy Hajnal Head of Department, Corvinus University of Hungary
Department of Public Policy Budapest
and Management

5. | Dr. Vincent Homburg | Associate Professor Erasmus University Rotterdam | Netherlands
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Department of Public
Administration and Sociology/
Public Administration

Prof. Juraj Nemec Professor at the Faculty of Masaryk University Czech Republic

Economics and Administration

Chair of the committee for Ph.D
programme in Public
Economics

Prof. Daniel Simonet Associate Professor Strategy, American University of Sharjah | UAE

public policy and
administration.

Prof. Sandra S Van Professor of Public Erasmus University Rotterdam Netherlands
Thiel Management

Table 2: Experts details

The selection criteria is to have experts that have relevant research articles published in
journals in the related field which the researcher has cited some in the thesis. The researcher
invited expertise by sending them email which was obtained either from their articles or from
the website of the university that they work for. The experts were informed that the aim of
this exercise is to build consensus and recommendations regarding what would be the best
NPM items for the scale. Furthermore, they were aware that respondents will provide all
answers on seven-point Likert scales, where 1 = strongly disagree and 7 = strongly agree. The

Delphi process consisted of 3 rounds.

e Round 1: expertise/scholars suggest 5 possible items for the scale.
e Round 2: from the list of items generated by all Delphi participants, expertise/scholars
select the 10 -12 best items for the scale (scale development).

e Round 3: expertise give their feedback/comments if any (scale refinement).

5.2.1.1 Round One
Schmidt (1997) explained, also cited in Skulmoski et al. (2007) article, that brainstorming is
the purpose of Delphi’s first round, mostly. Email was sent to the expertise inviting them to

participate in this exercise. A time period of almost a month had been taken in which the
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details of the project were sent to scholars. The members of the group were asked to
recommend five possible items that may be used to measure NPM as a concept in public
sector management. The generated items may be recognised as the core attributes of NPM.
For instance, performance targets, efficiency, disaggregation, decentralisation, cost cutting,
policies, rewards, customer responsiveness/needs were declared. In total, eight participants
sent their final items. All of the NPM dimensions are then asked to be reviewed by the same
board of expertise in order to assess the items’ content validity. The thirty selected items were
assigned to a particular dimension so as to examine which of the items didn’t reflect any of

the dimensions.

5.2.1.2 Round Two

The responses coming from Round One forms the basis upon which the questionnaire of
Round Two is developed. If a list had been generated in Round One, then cutting down the
list is to be done in second Round. Ranking as well as the rating the Round One output is
general as pointed by Schmidt (1997). In order to produce reliable results, verification is done
on continuous basis, throughout the entire process of Delphi and needs to be determined in

the design of the research.

The questionnaire of Round Two was then sent to the participants who took the time
period of around two weeks and that is because some of the respondents didn’t respond in a
timely manner. A reminder was sent to them after one week had been passed. The participants
were further provided with an opportunity to either re-consider or change their responses from

Round One because the responses from other respondents were also shared with them.

Therefore, a total of 30 items were inserted in a Google form which was sent to those eight

participants. They were asked to select between 10 and 12 ‘best’ items, so that a consensus
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could be reached regarding the best relevant and validated items for NPM scale. These items
are selected on the basis of their suitability to include in measurement scale development for
NPM. twelve items of NPM scale were retained from a total of thirty for advanced evaluation
and to assess in Round Three after taking into consideration the equivalent or identical items.
The items representing a particular value dimension and classified by more than four experts
were considered for further development of scale i.e. the final scale would be items that were
chosen by at least half of the participants which would be the majority. There were 18 items

eliminated because they were much repetitive or scored less than 4 responses.

Consequently, the Round Two output were reflected with 12 scale items selected by most
of the experts (please refer to Appendix 1 for round two output). Several items have been
modified and their comments were mentioned along with the items. These items were then
categorised under different headings, for instance, under the dimension of ‘performance’, 3rd
and 7th scale items lie, both of them were quite similar so the one with highest responses was
selected that was 7th one, while the 3rd item of scale was excluded based on the comments
provided by experts. Similarly, under the dimension of ‘efficiency’, the 11" item of scale was
modified based on comments received from the participants. For example, the word
“productive” was removed as it is a term mostly related to the private sector. Also,
abbreviation “e.g.” was added as the three items starting with inputs are only serving as
examples. Furthermore, the term “economic incentives” was removed, to avoid double
barrelled questions as suggested by the expertise. However, the dimension of ‘cost cutting,
accrual accounting and better contract management’ was removed from 16" item of scale to

avoid double barrelled questions.

As a final result, a refined survey instrument containing eleven items is generated, in

which every dimension is captured through single or multi-item measures but eight categories
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were found irrelevant by the end of Round Two because these dimensions are not latent

factors, and are simple constructs that can be measured by one or two items.

5.2.1.3 Round Three

The questionnaire of Round Three was developed based on the responses that came from
Round Two. In every round, the questions become more specific as per the needs of the
research. The process used for analysing the Round One and Round Two data is the one
followed to conduct the final analysis round. Around four days were spent in completing
Round Three. Emails were sent to the respondents after making appropriate changes based on
the comments of participants received from Round Two. The respondents were then asked to

provide their feedback upon the final items of scale

The outcomes of Round Three (please refer to Appendix 2 for round three output) show
all of the final items and they are not listed under distinct categories. Some items were
modified and finalised based on remarks and comments received from the participants in this

round. Therefore, some items were modified as follows:

e Increased outsourcing and privatisation: using the word ‘or’ and ‘and’ in certain
indicators is quite problematic as suggested by the scholar. This will further make the
analysis difficult as it will be unclear when the respondents answer ‘no’ to a particular
question. Thus, the item ‘increased privatisation and outsourcing’ was fragmented into
3 and 4" and 5" finalised items of scale. In addition to that, private ownership was
used in the place of privatisation because of its applicability to the public sector of
Oman. Moreover, public-private ownership was further added as suggested by another

scholar.
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Focuses on giving organisation increased autonomy: one of the scholars said “you
might want to include autonomisation, it is not only about privatisation but in general
executive organisations being at arm’s length but not privatised”. Therefore,
Autonomy was also included in the scale item because it was not a factor in
privatisation alone but also in executive organisations generally which aren’t
privatised. As a result, this question was generated.

Organisational units have discretion to implement policies as long as outcomes are
realised: scholar’s comment on this item was “I think this indicator has nothing to do
with your scale. That will become visible when you start using this scale”. However,
the researcher decided to keep this item pending further investigation and to gain more
feedback from the practitioner when it comes to stage 2 - Validating NPM through
Practitioners.

Focuses on incentivising individual and organisational performance via more rigorous
performance specification and measurement, and the transparent reporting of results:
was the original item of scale which was altered so as to demonstrate the feedback
gained from a scholar who removed ‘individual and organisational’, ‘via more’ was
replaced with ‘using’ and ‘transparent reporting of results’ was omitted to avoid
double barrelled questions. Therefore, the final item become “Focuses on
incentivising performance using rigorous performance specification and
measurement”.

Implements customer satisfaction measurement and Focuses on increasing the
responsiveness of public agencies to consumer/client preferences: Scholar suggested
to replace “consumer” and “customer” with “citizen” since the focus is on public

sector and the former two terms generally relate more to private sector. Therefore, the
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item becomes “Implements citizen satisfaction measurement” and “Focuses on

increasing the responsiveness of public agencies to citizen preferences”.

Therefore, a refined survey instrument containing 14 items are generated through stage

one of the Delphi technique.

These experts’ generated items show similarity with those eight NPM items based on how
they had been defined in the articles of Hood (1991) and Pollitt (1995). From the viewpoint
of Pollitt, the NPM elements are defined as well as practiced in the North American countries
and throughout the Western Europe. Moreover, he pointed out that these NPM elements
served as a shopping basket for the individuals who are looking towards modernising the
public sectors of certain Western industrial societies. Not all of the elements are present in all

cases and the characteristics vary from one country to another.

According to Brooks (1979), as cited in Yousuf (2007) article, although the technique is
flexible, it is time-limited because the respondents need to answer to the questionnaires in a
defined time frame. This flexibility provides the respondents with the opportunity to answer
from any geographical location and time slots available to them. The results extracted from
Delphi are just the opinions and as valid as the board of experts’ opinions. It is crucial for all
the participants to understand the objectives of Delphi process because they might provide
inappropriate answers otherwise. In addition to that, it is fruitful to add a 4™ round so that the
experts can make their judgements regarding finalised items. However, the reason behind
limiting the process to 3 rounds is the fear of experts’ lack of participation. Furthermore, this
was presented as a suggestion in Round Three in order to efficiently analyse the thesis but as

the procedure was closed already, it was better to stick to the original plan.
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5.2.2 Stage Two - Validating NPM through Practitioners
Stage two involves with validating the NPM scale while interviewing the practitioners. Five
individuals at different functions in different organisational levels (Mom et al. 2007) working
in Oman’s public sector were selected as representative of the final survey respondents
(please refer to Appendix 3 for practitioner details). These individuals gave their feedback
and comments on the items of the questionnaire and made sure that the meaning is clear
(Gibson & Birkinshaw 2004). Practitioners were selected based on a specific criterion of both
work experience and qualification. All practitioners that were targeted through the website of
their organisation work for government/public sector, have at least ten and more years of
experience, and are top-level managers. Practitioners were contacted first by telephone where
the researcher explained the purpose of the research and then mutually agreed on an interview
date and time. These interviews were semi-structured with a time period of around one hour
which took place at their premises.
The questions being asked regarding questionnaire were like: if they well understood the
questions? if they are knowledgeable about the subject in hand? And if they faced any
problems while answering? to indicate any ambiguous phrasing and to provide any comments
for improvement (Jansen et al. 2006) is there double-barreled question? Are the questions
comprehendible in Oman and can be replicated in their respective organisations of Oman?
Would it make sense in their organisation? This gave the researcher bit of qualitative
information on the structure and content of the questionnaires. Also, this helped to get
clarification face to face in order to test the proposed items. This also helped to revise the
questionnaire so that no difficulties are faced by the actual sample in answering and so on no
difficulties faced in recording the data.

However, most of the responses were positive with a few modifications and alterations

to some of the items which need to be addressed here:
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1.

Increased outsourcing — The term increased came under debate because from the
viewpoint of almost all the practitioners, it does not essentially increase but can be
otherwise too. They further suggested labelling the item of scale as ‘outsourcing’ alone
because ‘increased’ indicates that it might be declining previously. Thus, the item of
scale was altered as: ‘Relies extensively on outsourcing’.

Increased private ownership — This item of scale was removed entirely because
according to practitioners it doesn’t belong to public sector. There are no concurrent
public as well as private ownerships because none of the public services can be
privatised. Thus, private sector will never own public services for life such as for
instance, Electricity Company completely owned by private sector or renewal of
driving license services cannot be handed over completely to the private sector.
Organisational units have discretion to implement policies as long as results are
realised - this was the scale item opposed by one of the scholars in third round because
according to him, it has nothing to do with the item of scale. However, it was not
omitted and was thought of being open to more insight and thought by practitioners
before taken decision to delete it. Moreover, there were mixed responses initiated by
the practitioners with respect to this item. According to some experts, discretion is
decentralisation while others thought of it as results such as performance against
targets. The prime aim of this item of scale was not interpreted by any of the experts
because as per their opinions, asking employees and middle management regarding
policies is not possible. Any policy related queries must be asked from higher
management, alone. Thus, the item was omitted due to different inferences drawn
upon it.

Performance information is used to incentivise individuals or organisational units to

perform better - this was suggested by experts to be removed due to its repetitive
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nature. This item of scale was quite similar to ‘Focuses on incentivising performance
using rigorous performance specification and measurement’.

5. The debate on word ‘citizen’ was initiated in ‘Implements citizen satisfaction
measurement’ and ‘Focuses on increasing the responsiveness of public agencies to
citizen preference’. After conducting a detailed research, Pollitt and Dan (2013)
pointed that NPM is defined as a phenomenon at two-levels. At a high level, it is just
a theory which explains the improvement in public sectors through bringing in the
techniques and values of the business. Consequently, NPM is a package of specialised
practices and concepts which involves on treating the service users as customers.
Thus, the word ‘customer’ is more suitable rather than ‘citizen’ because the entire
phenomenon is elaborated within the context of business. Moreover, the population of
Oman includes expatriates, thus using the word citizen might not be appropriate. As a
result, the original item of scale was kept intact which was, ‘Implements customer
satisfaction measurement’ and ‘Focuses on increasing the responsiveness of public

agencies to consumer preferences’.

As a final result, a total of eleven items of NPM scale are finalised below:

1. Outputs and outcomes are measured.

2. Focuses on increasing efficiency through e.g. greater managerial discretion over the
selection of inputs, short-term labour contracts, and inter-agency competition.

3. Relies extensively on outsourcing.

4. Entering into Public-Private Partnership.

5. Focuses on creating decentralised organisational structures and processes.

6. Focuses on given organisation increased autonomy.

7. Focuses on giving managers increased autonomy
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10.

11.

Focuses on improving public sector financial management via output budgeting, and
more comprehensive reporting.

Focuses on incentivising performance using rigorous performance specification and
measurement.

Implements customer satisfaction measurement.

Focuses on increasing the responsiveness of public agencies to customer preferences.
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Chapter 6: Pre-Study 2 - Validation of the Final Survey Instrument

5.1 Introduction

The greater trust in the interpretation of survey results is allowed through instrument
validation which is an important feature of survey analysis techniques as preserving the
integrity of the survey methodology solidifies evidence from the data collection process.
Therefore, when researchers are required to record the survey results with confidence,
reliability and validity are important tools for instrument development (Burton & Mazerolle

2011).

Burton and Mazerolle (2011) further note that validity is often qualitatively measured in
survey analysis through face and content validity as it is easiest to assess. Since they determine
the accuracy and interaction between the questions asked and the variables evaluated, these
are crucial initial steps in evaluating the model's validity. A panel of experts which is made
up of people with experience in instrument analysis determine the consistency, significance
and representativeness of the elements in the sample to maintain the face and content validity.
Hair et al. (2014) state that the goal is to make sure that the choice of scale objects extends

beyond just scientific issues to provide theoretical and practical aspects as well.

5.2 Face and Content Validity

To ensure face and content validity, six expert scholars/academics in the field of public
administration, two of them were academics at Sultan Qaboos University in Oman Prof. Ali
Al Musawi at the Instructional and Learning Technologies Department at the College of
Education, and Dr. Mohamad Zain at the Management Department at College of Economics
and Political Science. While four of them were scholars from different universities in different

countries. They were key experts in different filed. The experts were; Prof. Anthony Arundel
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is a Professor of Innovation at the University of Tasmania in Australia, his research interests
focuses on innovation in the public sector and questionnaire design and methodology and
published numerus articles in innovation, Prof. Ewan Ferlie is a professor of Public Services
Management and Organisation at the King's College in UK, he does research in the areas of
public service management and organisational studies and published several articles in NPM
and other related topics, Prof. A. Parasuraman is a professor in Marketing at the University of
Miami in US, his research interests focuses on service quality measurement and service
marketing, he developed and introduced the concept of SERVQUAL, and lastly, Prof. Timur
Uman is a Professor in Business Administration at the Jonkoping University in Sweden, he
has been doing researches and studies on organisational ambidexterity and NPM and
published several articles on the same topics. The scholars were invited to assess and get
suggestions/feedback regarding the measures’ content validity (Sok & O'Cass 2015). The
researcher selected scholars that are experts in the subject of public organisational
ambidexterity, NPM, service innovation and service quality.
Scholars who were based in Oman were contacted by telephone initially in order to discuss
the objective of the study in hand after which a suitable date and time at Sultan Qaboos
University was set up at their convenience. For the experts abroad, their email was sought
through some articles that the researcher cited in the thesis while some were sought through
google scholars. They were sent an email along with what was required from them.
Fortunately, they were quite helpful and gave a positive response in return. Furthermore, the
researcher conducted a one-hour conference call with one of the scholars to discuss and
elaborate on the content of the survey.

Thus, the final survey which was distributed to 150 respondents reflected 5 main sections
which discussed five different constructs, all of which were developed from previous

literature while NPM was self-developed:
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1. Organisational Ambidexterity — this reflects both exploitation and exploration.
However, in order to make it easier for the respondents to understand what exploration
and exploitation means, the title in the survey for section two and six in the survey
was as follow:

a. “Activities associated with external opportunities” to study exploration
b. “Activities associated with operational efficiency” to study exploitation
2. New public management —had the following title in the survey:
a. “Performance-oriented reforms”
3. Service innovation

4. Service quality

The survey was shared with all the experts. As per their comments below and relevant

modifications made accordingly as shown in Table 3, the final survey was generated.

Original items | Modified item | Remarks

Activities associated with external opportunities (exploration)

1. | Gives departments enough

flexibility to respond quickly to
changes in their markets

Has enough flexibility to

respond quickly to changes in

customers and demands

Replaced “markets” with
“customer needs and
demands”

2. | Reacts rapidly to changes in the | Reacts rapidly to changes in Replaced “markets” with
market (e.g., through shifting public needs (e.g., through “public needs” and
business priorities) shifting organisational “business priorities” with

priorities) “organisational
priorities”
Activities associated with operational efficiency (exploitation)
Causes departments to waste | Uses resources efficiently This was a reversed
resources on  unproductive guestion that was

activities

changed to a positively
worded  question  to
ensure reliability and
consistency with other
items
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Gives departments conflicting
objectives that cause incongruent
work

Organises work tasks to achieve
efficiency

This was a reversed
question that was
changed to a positively
worded  question  to
ensure reliability and
consistency with other
items

NPM

Focuses on increasing efficiency

Focuses on improving

Removed the examples

through e.g. greater managerial | efficiency “greater managerial
discretion over the selection of discretion  over  the
inputs, short-term labour selection of inputs, short-
contracts, and inter-agency term labour contracts, and
competition inter-agency
competition”
Focuses on improving public | Has strong financial | Reworded by removing
sector financial management via | management e.g. minimising | the term “output
output budgeting, and more | costs budgeting, and more
comprehensive reporting comprehensive
reporting” to  avoid

double barrelled question.

Focuses on incentivising
performance using  rigorous
performance specification and

measurement

-Offers incentives to employees
-Sets performance targets

Scholars suggested that
incentivising is  not
necessarily to be done

through using rigorous
performance
specification and

measurement, it can also
be simply done by setting
performance targets first
and. then by offering
incentives.

Service innovation

Innovation is readily accepted in
program/project management

Encourages  innovation in
program/project management”.

Reworded

Table 3: Scholars remarks and items modification list

The final survey composed of 6 sections. The first section consisted of demographic

questions such as organisation name, department name, department type, position hold etc.

The second section included four items related to exploration; the third section covered 11

items measured NPM construct; the fourth section included five items related to service

innovation; the fifth section measured six items related service quality construct; the final
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section included five items related to measurement of exploitation. (please refer to Appendix

4 for final research questionnaire)

Section two

Activities associated with external opportunities

My department

1. Challenges outmoded traditions/practices/sacred cows

2. Has enough flexibility to respond quickly to changes in customer needs and demands

3. Reacts rapidly to changes in public needs (e.g., through shifting organisational
priorities)

4. Supports the reconfiguration of department activities to respond to external changes

Section three

Performance-oriented reforms

5. Measures outputs and outcomes

6. Focuses on improving efficiency

7. Relies extensively on outsourcing

8. Enters into Public-Private Partnerships

9. Has decentralised organisational structure and processes
10. Gives managers autonomy to make decisions

11. Has strong financial management e.g. minimising costs
12. Sets performance targets

13. Offers incentives to employees

14. Responds to customer needs and preferences
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15. Measures customer satisfaction

Section four

Service innovation

16. Encourages innovation in program/project management

17. Emphasises service innovation

18. Constantly seeks new ways to better service our customer

19. Changes/modifies service approaches to satisfy customer requirements

20. Consistently introduces new service

Section five

Service quality

21. Employs up-to-date equipment in service provision

22. Is always reliable when providing services

23. Promptly responds to customer requests when providing services
24. Provides services in a trustful relationship to our customer

25. Always aims to satisfy customer needs when providing services

26. Provides services efficiently for customers

Section six

Activities associated with operational efficiency

27. Collaborates to support organisational objectives
28. Uses resources efficiently
29. Supports the achievement of efficiency-related objectives

30. Usually makes decisions that facilitate the efficient utilisation of resources
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31. Organises work tasks to achieve efficiency

Moreover, after finalising the English version of the questionnaire, it was then translated
into the Arabic version. This is because it is very crucial to distribute the questionnaire in
Arabic as most of the employees working in the government sector are national and so the
communicated language is Arabic. Therefore, after the translation and having it checked by
Arabic academic, the questionnaire was revised and reviewed by another Arabic translator to

ensure the questionnaire is accurate and well worded.

5.3 Survey Testing
It is always necessary to conduct a pilot study before carrying out the actual and final survey.
The reason behind this is that not only does it ensure that the actual survey questions will do
well but it also ensures that the questionnaire as a whole operates well. As certain problems
may come up after conducting the actual survey, these problems can then be addressed if a
pilot study has been carried out before. Having a pilot survey will help to recognise questions
where respondents feel uncomfortable or where their interest is lost. This will also help the
researcher with regard to the suitability of instructions. It will also help the researcher with
regard to the flow of the questionnaire and if the questions need to be rearranged. Also, while
conducting a pilot study, the researcher will come across questions that are not understood
well by the respondents. Furthermore, it will help to assess the final survey instrument and
data collection method. This test helps in studying the reliability of the collected data and
validity of the questions used in the questionnaire. As a result, no matter how much short of
time, a pilot study should always be undertaken, as a trial run is always vital, to know if a
questionnaire will succeed (Plattfaut et al. 2015).

Keeping all this in mind, the pilot study procedure carried out before approaching the

actual sample of 150 managers attempted to assess the final survey instrument (including all
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constructs) and data collection method. The people selected for this test were independent of
the actual sample. However, they were representative of the sample on which the actual
questionnaires carried out (Bryman & Bell 2015). An initial list of potential survey
participants was randomly selected using contact of people working in government. The
questionnaire was made available online to respondents using survey monkey website. The
link to the web survey was sent to potential participants through their email. The questionnaire
was sent to one hundred individuals working at an operational or functional unit in the
government. A total of forty-six individuals completed the survey, resulting in a response
rate of 48 percent.

The data were analysed using the Statistical Package for Social Sciences (SPSS). All
questions were made mandatory for respondents to answer all questions in the survey.
Therefore, there were no missing values. Furthermore, in this study the outliers were tested
and found that there were no extreme responses identified. The consistency and the internal
reliability of all the scales was assessed using Cronbach’s Alpha reliability test. The
Cronbach’s Alpha value should be 0.7 or higher (Hair et al. 2014). The results show that
Cronbach’s Alpha were 0.851 for Exploration, 0.897 for Exploitation, 0.882 for NPM, 0.951
for Service Innovation, and 0.917 for Service Quality. The Cronbach’s Alpha for all the

variables have achieved values higher than 0.7, thus, the measurements scale was reliable.
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Chapter 7: Research Results

7.1 Introduction

This chapter contains systematic data analysis that were done by using the Statistical Package
for Social Sciences (SPSS). The hypotheses testing and mediation analysis was done by using
the Analysis of Moment Structures (AMOS) software. This chapter contains sections that
discuss missing values, outliers, data normality assessment, data linearity and
homoscedasticity assessment, multicollinearity, and demographic data analysis. Furthermore,
it consists of exploratory factor analysis (EFA), confirmatory factor analysis (CFA) and
testing the convergent and discriminant validity. Moreover, the data analysis was completed
by testing the advanced analysis that contains structural model, hypotheses testing and

mediation analysis.

7.2 Preliminary Data Analysis

7.2.1 Checking Missing Values

The first and foremost step for data preparation for further analysis is checking and examining
the missing values of the respondents. Missing data defined as the unavailability of valid
values on one or more variables for analysis, also Hair et al. (2014, p. 40) posit that “Missing
data often occur when a respondent fails to answer one or more questions in a survey”. The
effects of missing data can influence the findings of the generalisability. Usually, the choice
of imputation method is used for missing values data treatment and prepare the data for further
analysis (Hair et al. 2014). In this research, the setting of the survey is made mandatory for
respondents to answer all questions so that they did not leave any missing values. Thus, the

missing values issues resolved and no missing data analysis is required.
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7.2.2 Checking for Outliers

Extreme responses or outliers may affect empirical analysis outcome (Hair et al. 2014). Hair
posited several methods to detect the outliers. For this research, a univariate detection method
was used to identify an extreme response. This help to find the outliers on each of the variables
solely. However, for a sample size of 80 or less, a value of 2.5 or greater are defined as an
outlier. In this research, the results of the analysis of variables standard scores presenting
values up to 4, as suggested by Hair et al. (2014) for large sample size the threshold value can

increase up to 4. Hence, there are no outliers identified for this study.

7.2.3 Assessing Data Normality

Data normality generally defined as the normal distribution curves of gathered data. Hair et
al. (2014) expressed that data normality is the first and foremost step for multivariate data
analysis procedure. There are various methods used for assessing data normality. The z value
of skewness and kurtosis is widely used in researches for data normality assessment as a base-
line and standardised method. The standardised critical values are 2.58 at 0.01 or 1.96 at 0.05
level. If the values are greater from these standardised values then it’s a non-normal data
distribution. Moreover, the sample size plays a vital role for data normality, the greater
number of sample size the chances of non-normality issues is eliminated. However, in this
research the sample size of 157 respondents diminishes the effect of non-normality (Hair et

al. 2014).

It is important to know if the distribution for an individual variable is normal. Though
the data do not have to be perfectly normally distributed, they are approximately normally
distributed (Field 2018). To assess the normality of the distribution, the researcher used the
normal probability plot method. In a large sample size of 157 respondent, the researcher

examined the shape of the distribution visually (Field 2018); also, a visual inspection of the
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bell-shaped histograms and normal Q-Q plots as illustrated in Figure 2 shows that the data

were approximately normally distributed for all the variables, with skewness of -1.548 and

kurtosis of 3.067 for the EXPLOR, a skewness of -1.241 and kurtosis of 4.882 for the NPM,

a skewness of -0.995 and kurtosis of 1.075 for the SERVINNOV, a skewness of -0.713 and

kurtosis of 0.041 for the SERVQUAL, and skewness of -1.416 and kurtosis of 2.171 for the

EXPLOIT. However, the data are a little skewed and kurtotic, but it does not differ

significantly from normality. Curran et al. (1996) suggested that the accepted measures of less

than 2 for the skewness and 7 for the kurtosis. Therefore, the researcher assumes that the data

are approximately normally distributed in terms of skewness and kurtosis.
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Figure 2: Distributions scores and normal Q-Q plots of research variables

7.2.4 Assessing Data Linearity and Homoscedasticity
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Multivariate data analysis requires the assessment of linearity and homoscedasticity before

further analysis. These assumptions are assessed by examining the graph, which shows
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residuals (Hair et al. 2014). The predicted values and errors were converted into z-score and
then plotted on scatterplot for assessing the assumptions. Figure 3 shows that the assumptions
of linearity and homoscedasticity are fulfilled through the scatterplot of the standardised
residuals and standardised predicted values. It expressed that graph did not show any residuals
curve. It also shows that these residuals are normally distributed in the normal P-P plot of the
standardised errors. Furthermore, in Figure 3, the scatterplot shows that one case is greater
than standardised residuals values 3, and close to 4. This value might create an issue of biases
and affect the multivariate data analysis. However, the results of Cook’s distance statistics
(see Appendix 5) values were below the standardised limit of 1, so that it will not affect the

model.

Regression Standardized Residual

Scatterplot Normal P-P Plot of Regression Standardized Residual
Dependent Variable: SERVQUAL Dependent Variable: SERVQUAL

Expected Cum Prob

T 00 T T g T
d b2 04 04 2

Regression Standardized Predicted Value Observed Cum Prob

Figure 3: Scatterplot and normal P-P plot of standardised residuals

7.2.5 Assessing Multicollinearity

Multicollinearity assessment described as examining the strong relationship between two or
more predictors. The high-level collinearity creates several issues include model fit problem,

increase the standard errors of the b coefficient and this results to unbalancing the sample of
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the equation. Furthermore, Field (2018) posit that multicollinearity not only limits the
variance size in the outcome but also decrease the assessment ability of each predictor. The
multicollinearity results (see Appendix 6) show no issue because the tolerance level values

are greater than 0.1 and the VIF values are less than 10.

7.2.6 Demographic Data

Demographics information included in the first section of the survey. During the around two-
months data collection period, twenty-two government service organisations were selected to
co-operate in this study. After filtering the repeated departments and deleting unnecessary
data, one hundred and fifty-seven out of one hundred sixty-three of the questionnaires were
included and found to be suitable and usable for data analysis, representing a response rate of
96%. This study sample includes two types of government organisation; ministerial (service
ministry) and non-ministerial (service authority). The organisation type frequency Table 4
and pie charts Figure 4 shows that the majority of the responses were 119 (75.8%) from

ministerial organisation and 38 (24.2%) from non-ministerial organisation.

Organisational Type

Cumulative
Frequency | Percent | Valid Percent Percent
Valid Ministerial (Service
S 119 75.8 75.8 75.8
Ministries)
Non- Ministerial —
N 38 24.2 24.2 100.0
(Authorities)
Total 157 100.0 100.0

Table 4: Organisational type demographic data
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Figure 4: Pie chart of organisational type

The department type frequency Table 5 and the pie chart Figure 5 illustrates that the
response of employees working in the operational department were 88 (56.1%), functional

department 31 (19.7%) and other service department 38 (24.2%).

Department Type

Cumulative
Frequency Percent Valid Percent Percent
Valid  Operational department 88 56.1 56.1 56.1
Functional department 31 19.7 19.7 75.8
Other (please specify): 38 24.2 24.2 100.0
Total 157 100.0 100.0

Table 5: Department type demographic data

Deparmment Type
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Figure 5: Pie chart of department type

Moreover, the management level frequency Table 6 and pie chart Figure 6 shows that

the majority of the responses were at the middle management position (managers and
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directors) 126 (80.3%), then 21 (13.4%) working at the lower management (supervisors)

followed by 10 (6.4%) working at the top management level (general managers).

Management Level

Cumulative
Frequency Percent Valid Percent Percent
Valid  Top management 10 6.4 6.4 6.4
Middle management 126 80.3 80.3 86.6
Lower management 21 13.4 13.4 100.0
Total 157 100.0 100.0

Table 6: Management level demographic data

Managemant Lavel

Figure 6: Pie chart of management level

A large sample of the individual from each organisation asked to rate their department,

i.e. at the organisational level, and this approach is more consistent and effective than relying

on asingle informant to answer guestions on behalf of an entire organisation which have some

limitation (Gibson & Birkinshaw 2004). This procedure was undertaken in Twenty-two

government service organisations. The organisation name frequency Table 7 and pie chart

Figure 7 illustrates the total number of responses from each organisation. Hence, the sample

was enough to carry out the statistical analysis at the organisation level.

Organisation Name

Frequency

Percent
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Valid  Civil Service Employees Pension Fund 8 51
Ministry of Agriculture and Fisheries 8 5.1
Ministry of Civil Service 7 4.5
Ministry of Commerce and Industry 7 4.5
Ministry of Education 7 4.5
Ministry of Endowments and Religious Affairs 7 4.5
Ministry of Environment and Climate Affairs 7 4.5
Ministry of Health 7 4.5
Ministry of Heritage and Culture 7 4.5
Ministry of Higher Education 6 3.8
Ministry of Housing 7 4.5
Ministry of Justice 6 3.8
Ministry of Manpower 7 4.5
Ministry of Regional Municipal and Water Resources 7 4.5
Ministry of Social Development 7 4.5
Ministry of Tourism 7 4.5
Muscat Municipality 8 5.1
Public Authority for Consumer Protection 8 5.1
Public Authority for Craft Industries 7 4.5
Public Authority for Social Insurance 8 5.1
Public Prosecution 7 4.5
The National Center for Employment 7 4.5
Total 157 100.0

Table 7: Organisation name demographic data
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Figure 7: Pie chart of organisation name

The analysis of the demographic data will help to better understand certain aspects about
the studied organisations, which in turn will help to build perceptions during the analysis and
the interpretation of the results. First, having different type of service departments will
increase the probability of observing the performance of various service provided by the units.
Second, management level will highlight the level of managers in each unit as they are
perceived more reliable, have knowledge of their department practice (Grawe et al. 2009) and
accurate when it comes to providing data (Mom et al. 2007: Zahra & Covin 1994). Third, the
large sample of the individual from Twenty-two government organisations highlights a broad
representative sample, increase variation as well as enhance validity (Kyrgidou &

Spyropoulou 2013)

7.3 Exploratory Factor Analysis
Exploratory factor analysis (EFA) gives an edge to the researchers for grouping large numbers
of items into variables factors. The number of variables are highly correlated within groups

through factor loading (Hair et al. 2014). For EFA, the minimum sample size required is 100
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or more to be factored, and the observations must be more than the variables. These criteria
lead to have appropriate results (Hair et al. 2014). For this research, the sample size was 157

responses and the 31 variables.

7.3.1 Assumptions in Factor Analysis

To test the assumptions of factor analysis, first step is to conduct the Bartlett’s test of
sphericity where significant (p < .05) confirms strong correlations between the variables.
Furthermore, the second step to test the factor analysis assumptions, is the sample adequacy
measure should produce value greater than .50 to obtain intercorrelations among the variables
(Hair et al. 2014). In this research, the assumptions were met as the values are shown in Table
8 confirms that bartlett’s test of sphericity was significant. Moreover, the measures of sample
adequacy values are higher than .50, which confirms the degree of intercorrelations among

the variables. Therefore, the researcher can proceed with EFA.

Constructs Kaiser-Meyer-Olkin | Chi-Square Test (df) Bartlett’s Test of
(KMO) Sampling Sphericity (Significance
Adequacy Value)
EXPLOR, NPM, 0.922 2644.076 .000
SERVINNOV,
SERVQUAL,
EXPLOIT

Table 8: Results of sample adequacy and Bartlett tests

7.3.2 Exploratory Factor Analysis

In this research, the exploratory factor analysis was conducted using SPSS software. The data
was analysed via maximum likelihood (ML) extraction method with promax rotation to rotate
the factors. ML is widely used when data is normally distributed (Fabrigar et al. 1999). In
addition, Curran et al. (1996, p. 16) posit that “Normal theory maximum likelihood (ML)

estimation has been used to analyse the majority of CFA models.”. Since the measurement
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models will be evaluated later in this study by running CFA using AMOS, ML used to extract

the factors from the data during EFA to preserve consistency in method.

The result of the first EFA (see Appendix 7) produced six factors as opposed to the
number of the developed constructs of five. ltems EXPLOR1, NPM3, NPM4 and EXPLOIT4
have no value of loading. Also, items SERVINNOV1 and SERVINNOV2 clearly loaded in
one factor while items SERVINNOV3, SERVINNOV4 and SERVINNOVS5 loaded in another
factor. Furthermore, item SERVQUAL1 has a value of .376 i.e. below the accepted threshold

of 0.45 (Hair et al. 2014). However, the variables have no cross-loading.

Consequently, items with no loading value and low value of loading was removed first
i.e. EXPLOR1, NPM3, NPM4 and SERVQUALL. Then performed the EFA for the second
time. Accordingly, twenty-seven of the initial thirty-one items were retained. The results of
the final attempt are presented in Table 9. It shows that the pattern matrix consists of five
factors with all items were loaded accurately on the intended factors above threshold of 0.45.
The first factor consists of EXPLOR 2, EXPLOR 3 and EXPLOR 4. The second factor covers
NPM items i.e. NPM1, NPM2, NPM5, NPM6, NPM7, NPM8, NPM9, NPM10 and NPM 11.
The third factor consists of SERVINNOV 1, SERVINNOV 2, SERVINNOV 3,
SERVINNOV 4 and SERVINNOV 5. The fourth factor covers items SERVQUAL 2,
SERVQUAL 3, SERVQUAL 4, SERVQUAL 5 and SERVQUAL 6. The last factor consists

of items EXPLOIT 1, EXPLOIT 2, EXPLOIT 3, EXPLOIT 4 and EXPLOIT 5.

Pattern Matrix?

Factor
1 2 3 4 5
EXPLOR2 .687
EXPLOR3 .799
EXPLOR4 .859
NPM1 611
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NPM2 .644
NPM5 .596
NPM6 .662
NPM7 .641
NPM8 .548
NPM9 .645
NPM10 .595
NPM11 462
SERVINNOV1 498
SERVINNOV2 .661
SERVINNOV3 .850
SERVINNOV4 .830
SERVINNOV5 .637
SERVQUAL2 .543
SERVQUAL3 770
SERVQUAL4 910
SERVQUALS5 .688
SERVQUALG 492
EXPLOIT1 .906
EXPLOIT2 .847
EXPLOIT3 .860
EXPLOIT4 451
EXPLOITS .498

Extraction Method: Maximum Likelihood.
Rotation Method: Promax with Kaiser Normalisation.

a. Rotation converged in 7 iterations.
Table 9: Pattern matrix of factor extractions

The factor results of eigenvalues and explained variance are shown in Table 10. It
shows that the first factor has an eigenvalue of 11.549 and the 11 items explain 42.77% of the
total variance. These items reflect the theoretical construct of NPM. Moreover, the second
factor has 2.07 eigenvalue, and the 5 items explain 7.58% of the total variance. These items
are reflecting the theoretical constructs of Service Quality. The next third factor has 1.694
eigenvalue and the 5 items explain 6.27% of the total variance. These items reflect the
theoretical construct of Exploitation. The next fourth factor has an eigenvalue of 1.257 and
the 5 items explain 4.65% of the total variance and these items reflect the theoretical construct
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of Service Innovation. The last element has an eigenvalue of 1.137 and the 3 items explain

4.21% of the total variance and these items reflect the theoretical construct of Exploration.

The five factors explained 65.49% of the variance and meets the eigenvalue criterion.

Number Factor Loading Eigen- % of

of items Value Variance | Cumulative %
NPM 11].611 .644 .596 .662 .641 .548 .645 .595 .462 11.549 42.773 42.773
SERVQUAL 5|.543.770 .910 .688 .492 2.047 7.583 50.356
EXPLOIT 51.906 .847 .860 .451 .498 1.694 6.274 56.630
SERVINNOV 5.498 .661 .850 .830 .637 1.257 4.655 61.285
EXPLOR 3.687 .799 .859 1.137 4,212 65.497

Table 10: Components’ variance extracted and eigenvalue

Eigenvalue
A

Figure 8 shows that the scree plot curve turned out to be horizontal after factor 5, also,
all the 5 factors have eigenvalue greater than 1and above the inspection line.
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Figure 8: Eigenvalue scree plot of the exploratory factor analysis
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The EFA performed at ML extraction method with promax rotation approach.

The results of the study confirmed five latent variables which reflect the theoretical

constructs of this research and it shows that 27 items have a significant and appropriate

factor loading on 5 factors. Table 11 presents the EFA results include variable names,

eigenvalues, variance extracted, factor loadings, codes and statements.
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Latent variable | Eigenvalue | Variance | Factor Factor code Item Statement
name extracted | extracted | loading
.611 NPM1 Measures outputs and outcomes
.644 NPM2 Focuses on improving efficiency
.596 NPM5 Has decentralised organisational structure and
processes
.662 NPM6 Gives managers autonomy to make decisions
Component 1 641 | NPM7 Has strong financial management e.g. minimisin
New Public 11540 | 4277 | htabth d 9 g
Management
.548 NPM8 Sets performance targets
.645 NPM9 Offers incentives to employees
.595 NPM10 Responds to customer needs and preferences
462 NPM11 Measures customer satisfaction
.543 SERVQUAL2 Is always reliable when providing services
770 SERVQUAL3 Promptly responds to customer requests when
providing services
Component 2 910 | SERVQUAL4 | Provides services in a trustful relationship to our
Service Quality 2.047 7.58 ' Q customer P
.688 | SERVQUALS5 Always aims to satisfy customer needs when
providing services
492 SERVQUALSG Provides services efficiently for customers
.906 EXPLOIT1 Collaborates to support organisational objectives
.847 | EXPLOIT2 Uses resources efficiently
Component 3 860 | EXPLOIT3 Supports the achievement of efficiency-related
Exploitation 1.694 6.27 ' objpepctives y
451 | EXPLOIT4 Usually makes decisions that facilitate the efficient
utilisation of resources
498 | EXPLOITS Organises work tasks to achieve efficiency
498 SERVINNOV1 | Encourages innovation in program/project
management
.661 | SERVINNOV2 | Emphasises service innovation
Component 4 850 | SERVINNOV3 | Constantly seeks new ways to better service our
Service 1.257 465 | oY y
Innovation — - -
.830 | SERVINNOV4 | Changes/modifies service approaches to satisfy
customer requirements
.637 | SERVINNOV5 | Consistently introduces new service
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Component 5
Exploration

.687 EXPLOR2 Has enough flexibility to respond quickly to changes
in customer needs and demands
1137 421 799 EXPLOR3 Reacts rapidly to changes in public needs (e.g.,
' ' through shifting organisational priorities)
.859 EXPLOR4 Supports the reconfiguration of department activities
to respond to external changes

Table 11: Summary of exploratory factor analysis findings

7.3.3 Reliability Analysis, Mean Values, and Standard Deviations

Reliability analysis performed to examine that the scale items measures the same construct
(Hair et al. 2014). To assess the reliability of the scale measurement, the researcher conducted
the analysis of item-to-total correlations and inter-item correlation (Hair et al. 2014). The
results in the attached Appendix 8 shows the individual analysis of each variables (the
reliability statistics). The correlations are higher than .50 for its items to the summated scale
score. Also, the correlations are higher than .30 among its items. It concluded that the five

variables are reliable scale for measurement.

Furthermore, Cronbach Alpha reliability is the popular test that is used for examining
the scale consistency, and instrument quality assessment. Higher the values show higher
quality and consistency of scale while lower shows poor scale performance (Churchill 1979).
The Cronbach’s Alpha value should be 0.7 higher (Hair et al. 2014). The results show that
Cronbach’s Alpha for all the variables have achieved values between 0.82 and 0.89 that’s
higher than 0.7, thus, the measurements scale is reliable. Table 12 presents the values of

Cronbach’s Alpha, mean and standard deviation of the constructs.

Variables Mean Std. Deviation Cronbach’s Alpha
Exploration 5.79 1.08 0.82
New Public Management 541 0.87 0.87
Service Innovation 5.72 1.08 0.89
Service Quality 5.99 0.80 0.86
Exploitation 6.25 0.78 0.86

Table 12: Means, standard deviations, and reliability analysis
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7.3.4 Correlation

Correlation test illustrates the association between the variables. It supports the researcher to
assess the relationships strength between the variables (Field 2018). The correlation was
examined through running the correlation analysis using Pearson’s correlation coefficient test
and the values determines the strength of the variables. It lies between +1 to -1 values; if the
coefficient is +1 it means the association between the variables is perfectly positive, and if the
coefficient is -1 it means the association between the variables is perfectly negative, and a
value of 0 means no linear association between the variables. Furthermore, the values of 0.1
reflect as a small effect, £0.3 reflect as a medium effect, and +0.5 reflect as a large effect

among variables (Field 2018).

The correlations between the study variables are presented in Table 13. The result
indicates that EXPLOR correlates positively and significantly to EXPLOIT (r=.471, p <.01),
NPM (r=.548, p < .01), SERVINNOV (r=.547, p < .01), and SERVQUAL (r=.349, p < .01).
The EXPLOIT correlates positively and significantly to NPM (r=.558, p <.01), SERVINNOV
(r=.655, p < .01), and SERVQUAL (r=.601, p < .01). NPM correlates positively and
significantly to SERVINNOV (r=.699, p < .01), and SERVQUAL (r=.568, p <.01). Finally,

SERVINNOV correlates positively and significantly to SERVQUAL (r=.653, p <.01).

Correlations

EXPLOR | EXPLOIT NPM SERVINNOV | SERVQUAL
EXPLOR Pearson Correlation 1 4717 .548" 547" .349"
Sig. (2-tailed) .000 .000 .000 .000
N 157 157 157 157 157
EXPLOIT Pearson Correlation 4717 1 .558" .655" .601"
Sig. (2-tailed) .000 .000 .000 .000
N 157 157 157 157 157
NPM Pearson Correlation 548" .558" 1 .699™ .568™
Sig. (2-tailed) .000 .000 .000 .000
N 157 157 157 157 157
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SERVINNOV  Pearson Correlation 547" .655" .699™ 1 .653"
Sig. (2-tailed) .000 .000 .000 .000
N 157 157 157 157 157
SERVQUAL Pearson Correlation .349™ .601™ .568" .653" 1
Sig. (2-tailed) .000 .000 .000 .000
N 157 157 157 157 157

**_Correlation is significant at the 0.01 level (2-tailed).
Table 13: Correlation table of study variables

7.4 Common Method Bias

In this research, the researcher attempts to eliminates the issue of common bias at the
instrument development stage. The questionnaire was tested and verified by experts in the
relative field of public administration, public service, management, service innovation and
quality fields experts. Therefore, the input received from the experts helped in improving the
instrument. The language used in both English and Arabic version was clear, short and easy
sentences, the negatively worded questions reformed to positively worded questions, avoided
double-barreled questions, a pilot study conducted with 40 respondents. Besides, the
respondents were professional with background and experience related to their fields. These
considerations help in reducing and eliminating the common bias at the lowest level.
Furthermore, using Harman’s single factor test, it was found that the value of the highest
variance of a single factor is 42.77% of the 65.49% explained variance, suggesting that
common method bias is not a problem in this study. As the bias might occur if one factor
explains the majority of the covariance among the measures (Podsakoff & Organ 1986) and

this does not exist in this study.

7.5 Confirmatory Factor Analysis
To answer the research questions and to test the hypotheses, the structural equation modelling
(SEM) multivariate data analysis technique used. In this study, the first step is to starts with

is the confirmatory factor analysis (CFA) test, and the second step is the structural model test
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(Hair etal. 2014). The CFA test analysis help to find out how the observed variables represents
the latent variable. Before the analysis, number of factors are predetermined based on relevant
theory. The confirmation or rejections of the research theoretical model depends on how it

fits the real data. The CFA findings can be affected by several factors:

7.5.1 Sample Size

The sample size is an important element for SEM testing approach. A certain number of
sample size depicts the appropriate results. However, different opinions and approaches are
considered for what’s sample size is appropriate for SEM. Numerous scholars and researchers
gave their own opinion about the sample size required. A sample size of 200 is considered as
appropriate for the SEM approach. On the contrary, a sample size of 100 is considered as the
minimal sample size for SEM technique (Gallagher et al. 2008). In this research, the sample

size is 157 which is most appropriate and suitable for this technique.

7.5.2 Model Identification

The objective of CFA is that the model should be overidentified. It also expressed that the
unique covariance and variance should be higher than the number of estimated parameters
which contains enough degree of freedom. The formula of unique covariance variance is
1/2[p(p+1)] (Hair et al. 2014). The p is the number of measured items. Thus, the unique
covariances and variances resulted in 1/2[27(27+1)] = 378. The estimated number of
parameters is 22 (indicator of variable loadings) + 27 (Error terms for indicators) + 15 (one
variance for each construct and 10 unigque covariances among constructs) = 64. Thus, 378 —
64= 314, means that the model is overidentified because it resulted in more degree of freedom

than free parameters.
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7.5.3 Factor Loadings and Goodness of Fit Indices

The significant standardised factor loading is the key element and determinant for construct
validity and measurement model. The threshold for standardised factor loadings should be
higher than 0.5, while 0.7 and above are considered as good value (Fornel & Larcker 1981).
Furthermore, the goodness of fit indices (GFI) measures the fit between the variables and how
well the data is fitting the measurement model (Hair et al. 2014). There are several measures
of model fit. One of the main measures is the CMIN (Chi-square) test. The non-significant p-
values represented as good model fit. Also, there are important groups of model fit indices
discussed in the literature to assess the goodness of fit (Hair et al. 2014; Gallagher et al. 2008).
For instance, for the absolute fit indices, the root mean square error of approximation
(RMSEA) value should be less then 0.8, and the normed chi-square (CMIN/DF) value should
be less than 5. As for the incremental fit indices, the Comparative Fit Index (CFl), Tucker-
Lewis Index (TLI) and Relative Fit Index (RFI) should be greater or equal to 0.9 for all. Also,
for the parsimony fit indices, the Parsimony Adjusted Goodness-of Fit Index (PGFI) and the
Parsimony Normed Fit Index (PNFI) values for both should be below 0.5. The major fit
indices the researcher utilised in this research include normed chi-square (x2/df), comparative
fit index (CFI), non-normed fit index (TLI), and root mean square error of approximation
(RMSEA). These major fit indices are essential and enough to indicates model fit (Gallagher

et al. 2008; Schreiber et al. 2006).

7.5.4 Research Confirmatory Factor Analysis

Applying the maximum likelihood extraction method, the first attempt of CFA shows that
NPM5 and NPM7 (see Appendix 9) have loading factor below 0.6. In addition, the model fit
indices were 536.299 for x2, 1.708 for CMIN/DF, 0.899 for TL1I, 0.910 for CFI, and 0.067 for

RMSEA. In order to improve construct validity and goodness of fit, items NPM5 and NPM7
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was deleted because they had lower loading. Furthermore, the correlation coefficients
between NPM8 and SERVQUAL was a relatively high estimate, therefore the researcher
decided to remove NPM8 as well to avoid having squared correlation higher than AVE for
NPM measures (Fornell & Larcker 1981). Also, to improve the overall model fit, the error

covariances of observable variables within the same construct were applied.

The second attempt of CFA shows that all items have loading that exceeded 0.6 i.e.
within the acceptable range (Gallagher et al. 2008). The results of the confirmatory factor

analysis are presented in Table 14.

Estimate
NPM11 <--- NPM_F .647
NPM10 <--- NPM_F 701
NPM9 <--- NPM_F .614
NPM6 <--- NPM_F .647
NPM2 <--- NPM_F .800
NPM1 <--- NPM_F 744
EXPLOR4 <--- EXPLOR_F .788
EXPLOR3 <--- EXPLOR_F .884
EXPLOR2 <--- EXPLOR_F .683
EXPLOITS <--- EXPLOIT_F 733
EXPLOIT4 <--- EXPLOIT_F .683
EXPLOIT3 <--- EXPLOIT_F .810
EXPLOIT2 <--- EXPLOIT_F .783
EXPLOIT1 <--- EXPLOIT_F .883
SERVQUAL6 <--- SERVQUAL F 716
SERVQUALS5 <--- SERVQUAL_F .861
SERVQUAL4 <--- SERVQUAL_F .809
SERVQUAL3 <--- SERVQUAL_F .730
SERVQUAL2 <--- SERVQUAL_F .695
SERVINNOVS5 <--- SERVINNOV_F .799
SERVINNOV4 <--- SERVINNOV_F .836
SERVINNOV3 <--- SERVINNOV_F .837
SERVINNOV?2 <--- SERVINNOV_F .832
SERVINNOV1 <--- SERVINNOV_F .689

Table 14: Standardised regression weights
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Thus, the CFA procedure was successful and the diagram of the measurement model

Figure 9 shows the values of the standardised factors loading above 0.6.
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Figure 9: Research measurement model visual diagram

The model fit indices improved as well. The resulting x> was 326.295, and the
CMIN/DF value of 1.388 is within the suggested value of less than 5 (Hair et al. 2014). The
TLI value of 0.952 and CFI value of 0.959 are both above the recommended value 0.9
(Gallagher et al. 2008; Hair et al. 2014). The model also yielded a RMSEA value of 0.05
which is also within the recommended value of less than 0.08 (Hair et al. 2014). The model
goodness of fit indices produced a satisfactory and good fit between the data and the

measurement model. Table 15 reports the measurement model of goodness of fit tests.

CMIN CMIN/DF TLI CFl RMSEA
| 326.295 p-value .000 | 1.388 | .952 | .959 | .050 \
Table 15: Measurement model summary of goodness of fit tests
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Therefore, the validity analysis can be performed since the fit indices that are

independent of the influence of sample size are acceptable.

7.6 Construct Validity

Construct validity is one of the main procedures used to assess the research measures. It
provides an overview of whether the measures really reflect what are supposed to measure
(Gallagher et al. 2008). The construct validity is assessed through four types of validity
include face validity, convergent validity, discriminant validity, and nomological validity
(Hair et al. 2014). The face validity was assessed during the scale and instrument development
stage where the content was analysed and validated. The convergent validity measures the
common shared variance between the indicators of the same construct. The discriminant
validity assesses the construct’s divergence and how the construct is different from other
contracts. The nomological validity refer to inter-construct correlations and their significance
levels. The construct validity should be performed before running SEM technique (Hair et al.

2014).

7.6.1 Convergent Validity

Average variance extracted (AVE) is the “measure the amount of variance that is captured by
the construct in relation to the amount of variance due to measurement error (Fornell &
Larcker 1981, p. 7). The values of AVE should be greater than 0.5 and this indicate that the
construct have achieved convergent validity. AVE formula: AVE= Y}, L i%/n. Li represents

the standardised factor loading of i item, and n is the number of total items (Hair et al. 2014).
Exploration AVE= 0.6832+0.8842+0.7882/3= 0.62
Exploitation AVE= 0.8832+0.7832+0.810%+0.6832+0.733%/5= 0.61

New public management AVE= 0.744%+ 0.80%+ 0.647%+ 0.614%+ 0.7012+ 0.647%/6= 0.48
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Service innovation AVE= 0.689%+ 0.832%+ 0.837%+ 0.836%+ 0.799%/5= 0.64
Service quality AVE= 0.6952+0.730%+0.809%+0.8612+0.716% /5= 0.58

All the values of average variance extracted estimates of the constructs were above
0.50, which is above the level recommended by Fornell and Larcker (1981), and Hair et al.
(2014). However, NPM value is a bit below the minimum limit but at the borderline

acceptable value which is still adequate (Fornell & Larcker 1981).

7.6.2 Composite Reliability

Composite reliability (CR) is the internal consistency measure of the construct (Fornell &
Larcker 1981). The values of construct reliability should be above 0.7 and this indicate that
the construct have achieved composite reliability. Formulaof CR = (XL, Li)%/ (X7, Li)? +
(XL, e;). L i represents the standardised factor loading of i item and e; is the error variance

term of i (Hair et al. 2014).

Exploration CR= (0.683+0.884+0.788)2 / (0.683+0.884+0.788)2 + (0.534+0.219+0.379) =

0.83

Exploitation CR= (0.883+0.783+0.810+0.683+0.733) * /

(0.883+0.783+0.810+0.683+0.733)? + (0.220+0.387+0.344+0.534+0.463) = 0.88

New public management CR= (0.744+0.800+0.647+0.614+ 0.701+ 0.647)%/

(0.744+0.800+0.647+0.614+ 0.701+ 0.647)2 + (0.446+0.360+0.581+0.509+0.581) = 0.87

Service innovation CR= (0.689+ 0.832+ 0.837+ 0.836+ 0.799)? / (0.689+ 0.832+ 0.837+

0.836+ 0.799)? + (0.525+0.308+0.299+0.301+0.362) = 0.89

Service quality CR= (0.695+.730+.809+.861+.716) 2 / (0.695+.730+.809+.861+.716) > +

(0.517+0.467+0.346+0.259+0.487) = 0.87
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All the measurement models are having CR greater than 0.8 which are greater than
the recommended value 0.7 suggest by Field (2018), Fornell and Larcker (1981) and Hair et

al. (2014) which confirm that each of the scales is reliable.

7.6.3 Discriminant validity

Discriminant validity is the degree to which a measure does not correlate with another
measure (Fornell & Larcker 1981; Hair et al. 2014) i.e. the AVE value of any two variables
should be greater than their squared correlation value. Table 16 represents the AVE squared
root of the five constructs was greater than the correlations coefficients with the other
measure. However, the correlation between NPM and SERVINNOV yielded same value of
correlation estimate. This is not the results that the researcher was expecting, however, they
were retained as it’s better than deleting the whole construct. Furthermore, the values of the

majority of inter-construct correlations are statistically significant.

CR EXPLOR EXPLOIT NPM SERVINNOV SERVQUAL
EXPLOR 0.83 0.62
EXPLOIT 0.88 0.22" 0.61
NPM 0.87 0.32" 0.29™ 0.48
SERVINNOV 0.89 0.29™ 0.42™ 0.48** | 0.64
SERVQUAL 0.87 0.12" 0.36™ 0.30™ 0.42" 0.58

Table 16: Construct reliability, convergent, and discriminant validity
**_Correlation is significant at the 0.01 level (2-tailed).

Consequently, based on the results of examining the goodness of data fit, convergent
validity and discriminant validity of the modified measurement model, it can be concluded
that the final modified measurement model for assessing the constructs and their relative items

in the construct was reliable and valid.
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7.7 Structural Model and Hypotheses Testing

The second step of the SEM is the structural model and hypothesis testing (Hair et al. 2014).
Five reliable latent variables that CFA produced are used in this analysis. Structural
relationships are illustrated in Figure 10. The diagram clearly illustrates the path analysis
model using the latent variable, and the relationship between the exogenous and endogenous
variables. Furthermore, for a theoretical reason some covariance between the errors were
applied. As a result, the model explains 39% of the variance in service quality, and the

goodness of fit indices in Table 17 shows that the values are within the accepted range.

CMIN CMIN/DF TLI CFlI RMSEA
| 418.600 p=.000 | 1.774 .904 | .918 | .071 |
Table 17: Structural model summary of goodness of fit tests

Figure 10: Research structural model visual diagram

7.7.1 The Relationships Between Exploration, Exploitation and Service Innovation
The path analysis test results show that EXPLOR relates positively and significantly to
SERVINNOV (B=0.179, t-value= 2.568, p < .01), and EXPLOIT relates positively and

significantly to SERVINNOV (B= 0.474, t-value= 5.774, p < .000). Thus, hypothesis 1:
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Exploration is positively related to service innovation, and hypothesis 2: Exploitation is

positively related to service innovation are both supported.

7.7.2 The Relationships Between NPM and Service Innovation
The findings of path analysis indicate that NPM relates positively and significantly to
SERVINNOV (B= 0.604, t-value= 5.399, p < .000). Thus, hypothesis 3: NPM is positively

related to service innovation is supported.

7.7.3 The Relationships Between Exploration, Exploitation and Service Quality

The relationships between EXPLOR and SERVQUAL (= -.134, t-value= -1.752, p=.080)
was not significant. However, the relationship between EXPLOIT and SERVQUAL was
significant (= .276, t-value= 2.734, p= .006). Thus, hypothesis 4: Exploration is positively
related to service quality was not supported. Hypothesis 5: Exploitation is positively related

to service quality was supported

7.7.4 The Relationships Between NPM and Service Quality
The findings of path analysis indicate that the relationship between NPM and SERVQUAL
was not significant (f= 0.124, t-value= 1.022, p < .307). Thus, hypothesis 6: NPM is

positively related to service quality was not supported.

7.7.5 The Relationships Between Service Innovation and Service Quality

The findings of path analysis indicate that SERVINNOV relates positively and significantly
to SERVQUAL (B= 0.513, t-value= 3.452, p < .000). Thus, hypothesis 7: Service innovation
is positively related to service quality was supported. Table 18 presents the findings of the

models’ path analysis and hypotheses tests.
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Hypothesis Stano!ard|sed SE. CR. P Results
estimate
H1 EXPLOR to SERVINNOV 179 .073 2568 .010 Supported
H2 EXPLOIT to SERVINNOV A74 121 5774 *** Supported
H3 NPM to SERVINNOV 604 134 5399 *** Supported
H4 EXPLOR to SERVQUAL -134 .055 -1.752 .080 Not supported
H5 EXPLOIT to SERVQUAL 276 .102  2.734 .006 Supported
H6 NPM to SERVQUAL 124 100 1.022 .307 Not supported
H7 SERVINNOV to SERVQUAL 513 102 3452  wx Supported

***_Correlation is significant at the 0.001 level
**_Correlation is significant at the 0.01 level
*. Correlation is significant at the 0.05 level

Table 18: Summary of the research hypothesis test results

7.8 Post-Hoc Analysis

Further to the hypotheses test, a series of post-hoc analysis was conducted to test the possible
mediating role of the service innovation in the relationship between: 1) exploration and
service quality, 2) exploitation and service quality, and 3) NPM and service quality. The
purpose of the mediation test is to find out how and why the variables are associated under a
certain condition. The SEM bootstrap method was selected using 200 bootstrap samples and
bias corrected percentile bootstrap with 95% confidence intervals was performed in order to

obtain standardised effects (Cheung & Lau 2007).

The EXPLOR standardised direct effect on SERVQUAL were not significant, but the
standardised indirect effect was significant. Thus, SERVINNOV fully mediates this
relationship. The EXPLOIT standardised direct and indirect effect on SERVQUAL were
significant. Thus, SERVINNOV partly mediate this relationship. The NPM standardised
direct effect on SERVQUAL were not significant, however, the indirect effect was significant.
Thus, the SERVINNOV fully mediates the relationship. Table 19 illustrates the summary of

the mediation tests.
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Relationship Mediator Standardised Standardised Result
direct effect indirect effect

EXPLOR to SERVQUAL SERVINNOV | -.134 (.058)ns .092 (.024) Full
mediation

EXPLOIT to SERVQUAL SERVINNOV | .276 (.041) .243 (.008) Partial
mediation

NPM to SERVQUAL SERVINNOV | .124 (.565)ns .310 (.008) Full
mediation

Table 19: Summary of the service innovation mediation test

7.9 Summary

This chapter discussed the methods of analysis and the results of the hypotheses testing that
developed in chapter 3. The preliminary analysis of the collected data of 157 respondents
entirely from Twenty-two government service organisations based in Muscat region. Using
SPSS, the preliminary data analysis started with checking the missing values, outliers, data
normality, data linearity and homoscedasticity, multicollinearity, demographic data.
Furthermore, this chapter discussed the results of EFA that confirmed five latent variables.
The five factors explained 65.49% of the variance and meets the eigenvalue criterion. Also,
the test of Cronbach’s alpha showed that all constructs scale achieved scale above the

acceptable level 0.8.

Furthermore, the CFA analysis performed using AMOS and the overall results
confirmed that the goodness of fit indices are within accepted thresholds. Besides, all the
values of AVE of the constructs were above 0.5 expect for NPM construct which was below
the minimum limit but at the borderline acceptable value (Fornell & Larcker 1981). As for
the CR, all the values were higher than 0.8. Therefore, all items in the measurement models
have achieved convergent validity. In addition, the AVE squared root of the five constructs
was higher than the correlations coefficients with the other measure. However, the correlation

between NPM and SERVINNOV vyielded same value of correlation estimate. Moreover, the
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values of the majority of inter-construct correlations are statistically significant. Thus, the

discriminant validity achieved as well.

This chapter also discussed the analysis of the structural model and hypotheses testing.
The findings showed a satisfactory model fit indices. The hypotheses test results showed that
exploration, exploitation and new public management relates significantly to service
innovation. It also showed that exploitation and service innovation relates significantly to
service quality. However, the relationship between exploration and service quality, as well as
between new public management and service quality was not significant. Further, the results
of the post-hoc analysis indicates that service innovation fully mediates the relationship
between exploration and service quality and between new public management and service
quality. While the relationship between exploitation and service quality was partially

mediated by service innovation.
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Chapter 8: Discussion of Research Findings

8.1 Introduction

The purpose of this research is to proposes a conceptual model to empirically examine the
influence of organisational ambidexterity and NPM on public sector service quality directly
and indirectly through service innovation. The aim was to explore how to improve service
quality through service innovation in the context of public sector. To provide more insight,
the development and discussion of the conceptual model on the outcomes are explained in
details below. In this chapter, the results of the research are interpreted and compared with
the previous literature. The purpose of this chapter is to provide a broader view of the research
findings, and the interpretation of the hypothesis developed to answer the main study
questions. The established literature says that organisational ambidexterity and NPM have a
positive relation with service innovation and service quality. This chapter explains and
discusses the effects of these relationships. Furthermore, this chapter discusses the mediating
role of service innovation on the relationship between the three recourses: 1) exploration 2)
exploitation 3) NPM, and service quality. The findings from the thesis are used to discuss if

the proposed hypotheses are supported and illustrate their relevance to the existing literature

8.2  The Relationship Between Exploration, Exploitation and Service Innovation

In this study, the first two hypotheses were aimed to test the relationship between 1)
exploration with service innovation; 2) exploitation with service innovation. The results show
that both of these variables have a positive relationship with service innovation. The beta
value of the relationship of exploration with service innovation was 0.179 and p <0.01, and
the beta value of exploitation with service innovation is 0.474 and p <0.000. This result gives

a clear answer to the first research question; “To what extent does organisational

160



ambidexterity (exploration and exploitation) influence service innovation in the public
sector?”, and supports the developed hypotheses and consistent with the existing literature, as
various researchers have shown similar effects (Berry et al. 2006; Birkinshaw & Gupta 2013;
O'Cass & Sok 2013; O'Reilly & Tushman 2013). This result proposes that when public service
organisation pursue ambidexterity, this will generate a positive outcome on service
innovation. Achieving a balance between exploration and exploitation will result in increased
performance in service organisations. The results shed light on the suggestions that
organisation must use exploration and exploitation simultaneously. According to Jansen et al.
(2006), exploration plays a significant role to develop new services for customers. On the
other hand, exploitation plays an important role to improve and refine the existing services as
well as increase the quality and the efficiency of services in a way that satisfies the customer
needs. Ambidextrous organisations possess more innovation capabilities compared to the
organisations that implement either of the exploration or exploitation approaches because of
their increased response to external and internal environments. The findings of this study are
consistent with this argument. Organisation must be able to simultaneously explore and
exploit in order to survive over a long period of time. The findings suggest that exploration is
beneficial for the organisation in the long run. On the other hand, exploitation is beneficial

for the organisation in the short run performance (March 1991).

The analysis of the relationship between exploration, exploitation and service
innovation enriches the discussion on organisational ambidexterity. Many researches have
specified that service innovation connects to both exploration and exploitation activities that
depend on the organisation category (Menor et al. 2002). In this regard, the ambidexterity
plays an important role to bring innovation in the services. This necessitates to realise their

competences and allocate their resources with a balanced method. If the service organisation
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is to undergo the process of exploration and exploitation simultaneously, then it became an
ambidexters organisation. It is difficult for organisations to decide on the usage of both
exploration and exploitation activities at the same time, but once the decision is made, it can
yield numerous benefits to the organisation. This result supports the developed hypothesis
and consistent with the original theoretical conceptualisation of Gibson & Birkinshaw (2004),

Hood (1991), and Tushman & O'Reilly (1996).

Additionally, the study demonstrates that the public manager plays a key role in
organisational performance, which depends on the manager's approach in resolving the
existing tension between exploration and exploitation. This is in line with O'Reilly and
Tushman (2004), who argues that committed leadership is important to achieve an
ambidextrous organisation. The performance of the organisation is largely dependent on the
approach adopted by the managers to handle the tension between exploration and exploitation.
The importance of pursuing both exploration and exploitation need to be communicated by
the management (Palm & Lilja 2017), helping leaders to develop their ability to learn more
rapidly than others. Because you cannot reinvent the organisation unless the leader can
reinvent themself. Best leaders see opportunity and initiate needed change where they make
a move before they have. Rosing et al. (2011) posit that managers should adopt various
leadership styles in order to keep a balance between both approaches. Thus, government
managers need to apply different styles of leadership so that they can employ both exploration
and exploitation activities. Umans et al. (2018) found that top management team shared
leadership and team efforts play a significant role in resolving the tension between exploration
and exploitation in public context. Besides, Sok and O'Cass (2015) demonstrate that
improving service innovation and ambidexterity concept requires a significant approach that

focuses on the customers, the managers, and the employees.
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From the previous discussion in the literature review section, the organisations that
adopt the exploration and exploitation activities have conflicting performance interest thus
shall consider either contextual or structural ambidexterity (Gibson & Birkinshaw 2004). The
approach of structural ambidexterity adopts one business unit that focuses on exploration
activities while the other unit emphasises exploitation activities to prevent conflict and tension
between the tasks in the organisation when both approaches are combined. Conversely,
contextual ambidexterity involves the implementation of both the exploration and exploitation
activities within a single business unit. While this study describes the empirical finding of the
relationship between organisational ambidexterity and service innovation, the test does not
demonstrate if contextual or structural ambidexterity represents the appropriate approach of
management. As such, the empirical finding shows that the public sector requires more
empirical research studies to determine whether contextual or structural ambidexterity suits
public service organisations. On the same note, the empirical study ought to find a balance
for integrating and separating exploration and exploitation activities within the public service
organisations. Thus, uncertainty exists currently about the better approach (whether structural

or contextual) (Palm & Lilja 2017).

8.3  The relationship Between NPM and Service Innovation

This study is considered one of the few studies that try to develop the NPM approach
measurement scale at the organisational unit. One of the research objectives was to create a
scale that measures the techniques of adopting NPM in public sector. However, the thesis
does not meet the expectations in this regard because the setting and the unfitting background
limit that capability of the evidence to support generalisations. Moreover, the individuals who

gave their comments and feedback on the developed scale were only five practitioners. These
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practitioners represent their entity, and the feedback that they provided is not applicable to all

government and public sector in Oman. This is also making generalisability difficult to attain.

The results of the third hypothesis of this study show significant and positive
relationship between NPM and service innovation as the beta value is 0.604 and p < 0.000,
this finding provides an answer to the second research questions; “To what extent does NPM
influence service innovation in the public sector?”, and supports the developed hypothesis
and explains that new public management is adopted in public service organisations. Even
though innovation represents one of the challenges that the public service organisations face,
public reform signifies an important agenda in the large-scale perspective with the goal of
improving the service and the performance According to Kinder (2012), the performance
initiated by innovation and learning plays an important role in any NPM models as the public
service organisations enter into the austerity era. Innovation represents a key objective for the
public sector organisations during the dissemination and the adoption of the NPM paradigm.
Although, this study found that limited research has shown a relation between NPM and
service innovation, tries to create a relationship between the two in the public sector are

unconfirmed.

The NPM doctrine states that public service organisations require the implementation
of two primary concepts necessary for the NPM-oriented service delivery to make them
innovative in nature. The first condition involves letting the public manager innovate. This
primary condition emphasises the autonomy in management in the organisation to initiate and
allow innovation that increases performance in the organisation. The second main condition
needed for the NPM-oriented service delivery involves making the public manager
innovative. This approach pressures the public managers to innovate through initiatives such

as managerial incentives as well as the rewards in the form of result control (Lagreid et al.
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2011; Pollitt & Dan 2013; Umans et al. (2018); Verhoest et al. 2007). As such, the rewards
function to drive innovation as a performance condition since the managers in the public
service organisations are anticipated to be involved in the action of self-interest (Boorsma &
Halachmi 1998). A previous study indicates that result control and managerial autonomy
influence public service organisation positively. Subsequently, a direct correlation exists
between innovation activities and managerial autonomy-result control. As such, focusing on
the organisational culture oriented towards incentives emphasises innovative culture and
innovation activities (Verhoest et al. 2007). Nevertheless, Leegreid et al. (2011) illustrates that
there was no precise evidence to suggest that the fundamental NPM principle of - letting the
managers to manage and making the manager manage — significantly encourages innovation
for the public sector in Norwegian and Flemish states. This is because their findings applied
to the public sector that follow the public law for the employment of civil servants outside
core departments. Dan and Pollitt (2015) state that the NPM reform has several effects
depending on numerous conditions and factors to limit the support of generalisations using
evidence. However, organisational culture that enhance performance orientation and incentive
orientation inspire innovation to some extent. Evidently, the design of the NPM reforms
inspire the development of these organisational cultures (performance and incentive oriented)

in the public service sector (Lagreid et al. 2011).

Additionally, Bugge and Bloch (2016) found that there are multiple drivers of public
sector innovation, management and staff are one of the drivers. Consequently, the NPM views
demonstrate that high performance in public service organisations depends on whether they
motivate creativity culture to attain managerial autonomy and initiate greater result control.
The service organisations shall be enforced as innovative if they can result in the overall

improvement in organisational performance. This applies when service organisation receive
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pressure from a high authority in a supervisory capacity with the help of result control.
Arundel et al. (2015) posit that research on the initiators of ideas or the sources of innovations
point to managers and staff in high income nations proposing most of the public sector
innovations. Additionally, there is an anticipation that when the managers are granted the
capability and the authority for creativity and supervision in public service organisations, the
probability of innovation shall increase. As such, this increases the level of acceptance and
satisfaction from the public. The services that attain high performance results and outcomes
are more receptive and provide greater satisfaction to the customers (Pollitt & Dan 2013).
Furthermore, the doctrines of NPM focus on incentives as well as PRP that inspire the public
service employees to engage in risks, which facilitate self-motivation and increase their
openness to experiment hence raise their level of innovation. This result is consistent with the
thesis findings, which explain that in public service organisations, the innovations have been

enhanced and the service organisations have adopted the shape of an innovative approach.

Other evidence shows that national disparities about the ways work is organised,
nationwide culture, as well as the situations in an organisation affect innovation in the public
service innovation (Arundel et al. 2015). De Vries et al. (2016) conduct a current study on
public sector innovation by focusing on the factors that drive and hinder public sector
innovation. The result argued that the challenges of public sector innovation include but not
limited by the culture and structure of the organisation, legal frameworks, red tape, as well as
procedural constrains. In this case, the bureaucratic system of management that drive public
service organisation restrict their innovative possibilities. Criticism of the bureaucratic
management system (Andrews & Van de Walle 2013; Boyne 2002; Ferlie 2017; Homburg
2004) initiated the creation of a new model that sought to redefine public management roles.

The evolution of the NPM idea has demonstrated the reinvention of the government system
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of management. According to Pollitt and Bouckaert (2004), the introduction of NPM in 1980
gained universal acceptance from several countries at various levels. The extensive
acceptability was based on the proposition that earlier bureaucratic model was inefficient and
neglected to address the aspect of service quality at the top level. Diefenbach (2009) states
that NPM represents a primary reforms agenda that the public sector adopts from the practices
of the private sector managers to focus on values and objectives via performance orientation,
cost/audit orientation as well as the efficiency of the services. To attain the new public goals,
the orientation of innovation has focused towards reform agenda that translates to the
innovative bureaucracy that provides improved services at a reduced cost (Borins 1995). Since
the classical bureaucratic model did not improve the public managers significantly, the
likelihood of change increased. As such, NPM was adopted to improve accountability
(Homburg 2004), facilitate efficient innovation, increase the responsibility to implement and

manage the ideas effectively by the public service managers.

Additionally, the change factors like — increased citizen demands to acquire quality
public service, adopt and develop information technology, advance global competition,
change the staff preferences — affect public organisations significantly (Borins 2001). The
influence of the change factors increases that adaptive capability of the public sector to
become dynamic and agile towards citizen needs and the changes in the business entities
(Agarwal & Selen 2009; Dunleavy et al. 2006). The public sector requires to enhance service
innovation to advance public service quality as well as facilitate performance to cope with the
increasing pressures such as demands of the citizens for quality services while maintaining

the cost of public expenditure.
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8.4  The Relationship Between Exploration, Exploitation and Service Quality

The findings of the results chapter revealed two outcomes. The relationship between
exploration and service quality was not significant as the beta value is -.134 and p = .080.
This result did not support the hypothesised path between the two variables. In contrast, the
relationship between exploitation and service quality was significant, with a beta value of .276
and p = .006. Furthermore, the test of indirect associations between exploration and service
quality show that service innovation fully mediates this relationship, and show a direct
relationship between exploitation and service quality, and service innovation partly mediates

this relationship.

The finding of the non-significant relationship between exploration and service quality
might be explained by the concept that the quality service prefers exploitation at the expense
of exploration. The initiatives for quality movement has the potential to hinder the ability to
innovate (Liljaetal. 2017). Exploitation activities affect exploration activities in one business
unit. From a historical perspective, programs that focus on quality have a significant relation
to the exploitation activities. The concepts like selection, choice, implementation, execution,
as well as production in the literature, cover these exploitation activities. Conversely,
innovation has a significant relationship with exploration activities linked to the literature
ideas about experimentation, research, variation flexibility, as well as discovery (March
1991). According to Lilja et al. (2017), previous research posits for instance that quality
management initiative presents the risk of hindering the innovative capabilities of an
organisation as well as its ability to adapt to the shifting dynamics of the environment.
Organisations have the tendencies to adopt and implement exploitation activities that illustrate
reliability and certainty for a short period. As such, the scarcity of resources or budget cuts in

the public service impact the organisation that favour success in the short run. This result is
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also consistent with the findings of Geerts et al. (2010), which postulate that service
organisations favour mostly exploitative innovation activities. The innovative exploitative
activities enhance the value of the service to the customers and improve the efficiency of
service delivery as a significant initiative. On the other hand, exploration resulting in radical
innovation is, in most case, unplanned. The lack of an appropriate solution to address the
tension between exploration and exploitation results in the service organisation, making
inaccurate decisions about service innovation. As such, the paradox limits that ability to
deliver quality service, which causes the inability to attain the organisational goals on

financial returns.

Moreover, the rising accessibility to market information increases the demands of the
customers for improved existing services and introduction of new services. Bebko (2000), as
cited in O’Cass and Sok (2013) article, agree that service quality represents a significant
source for competitive advantage. The success of service organisations depends on the ability
to maximise the value of the customers' service and the perception of the customers on the
quality of service delivery, which plays a significant role for the organisation to attain its goals
and objectives. Public service organisations ought to adopt and implement both high levels of
exploration and exploitation activities to enable customers to enjoy service quality. In this
case, the high orientation on exploitation activities allows the organisation to improve service
efficiency and service quality for the existing ones while high exploration activities develop
new services that increase the orientation for service innovation to fulfil the need of service
quality with the goal of meeting the needs of the customers (Sok & O'Cass 2015).
Consequently, Sok and O'Cass (2015) postulate that the public service organisations that
prefer exploitation to exploration often neglect the development of new services that address

the evolving customer needs. Likewise, a service organisation that focuses on high
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exploration activities compared to the exploitation activities suffer the risk of failing to exploit
the available services completely thus do not improve nor refine the existing services. As
such, the argument follows that a vigorous concentration on either exploration or exploitation
results in reduced capacity of the organisation to sustain the delivery of quality service
because one approach shall be neglected at a time. Besides, Sok and O'Cass (2015) design a
research project to investigate the impact of exploitation and exploitation on the economic
capacity of a public service organisation via quality service delivery. The findings of the study
demonstrate that vigorous implementation and adoption of both exploration and exploitation
significantly improve the financial performance of the organisation. Therefore, the balance
between the exploration and exploitation paradox plays a critical role to improve the
innovative performance of an organisation. According to Gibson and Birkinshaw (2004),
service organisations ought to adopt both exploration and exploitation (both irreplaceable and
distinguishable) to achieve their objective of becoming the leaders in the delivery of quality

service.

Most importantly, the managers should not consider trading exploration for
exploitation or vice versa. Subsequently, a high focus on exploration disregards exploitation
that has the potential to cause the significant failure of new services that, in turn, reduces the
customer perception of service value. Conversely, more orientation on exploitation neglects
the customer needs, thus reducing service quality. By extension, the disproportion in the
balance between exploration and exploitation reduces the potential of attaining service quality
(Sok & O'Cass 2015). The staff inspired to steer away from the available processes of service
delivery restrict innovation process while the employees motivated to commit to the service
delivery agendas and actions can support the innovation process. Public service organisations

require the empowerment of its staff for the enactment, protection, and the realisation that
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exploratory and exploitative activities play a critical role to attain a successful quality service.
The empowerment of employees increases their likelihood to become flexible and present
initiatives that address the demands of the customers during service delivery while
participating in behaviours oriented towards exploration and exploitation. Hence,
empowering the staff illustrates a primary input facilitates the link between service innovation
exploitation-exploitation and service quality. Exploratory and exploitative activities present
significant barriers to the managers based on the various attention centres; they depend on
inconsistency and incompatibility of the processes as well as behaviours (Gibson &
Birkinshaw 2004). Thus, the tension between exploration and exploitation increases in
delivery of service quality when both operate at high levels to cause negative outcomes
(March 1991). As an illustration, the case applies when a staff member works to improve and
refine an existing service of a client and at the same time attempting to initiate the delivery of
a new service to a customer. The exploration and exploitation activities test the judgement
and competency of an employee allocate appropriate time for both the tasks into the working
schedule. Effective management of ambidexterity requires that manager inspire and motivate
the staff to distribute their energy between the activities of exploitation and exploration to
deliver quality services. Empowering employee fosters and facilitates the view that managers
involve their staff in the decision-making processes to boost performance in the service

organisation.

In conclusion, the findings of the study support the empirical research that Sok and
O'Cass (2015) conduct demonstrating that service organisation require the simultaneous
implementation of both exploration and exploitation activities at high levels to ensure success.
They illustrate that the focus to expand the development of new services and improve/refine

the existing services influence service quality significantly. As such, public service
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organisations need simultaneous delivery of new services while improving/refining the
available services via a model of integrated exploration and exploitation service innovation to
increases the ability and the capacity to deliver quality service. The results also demonstrate
that the success of a service organisation depends on the manager's unremitting capacity to
empower the staff to ensure the delivery of quality services. Overall, attaining the goal of
superior financial outcome in an organisation involves the managers empowering the

employees to enhance competitive advantage by leading in the delivery of quality service.

The results and the discussion of the relationship between exploration, exploitation
and service quality provide additional insight on how these activities contribute to service
quality provided by service organisations. The findings of the thesis supported an indirect
relationship between exploration and service quality mediated by service innovation.
Furthermore, this thesis shows that service innovation partly mediates the relationship
between exploitation and service quality. Thus, this result is consistent with Berry et al. (2006)
to the extent that service innovation provides an effective initiative that enhances the
development of new service and refines the current services while improving the service

quality.

8.5  The Relationship Between NPM and Service Quality

The association between NPM and service quality was not significant at a beta value of 0.124
and p < .307, thus, the hypothesised relationship was not supported. However, the results of
the mediation test indicate an indirect relationship between NPM and service quality, and
service innovation mediates this relationship. The bureaucratic structure that affects the
efforts of improving and satisfying the demands for quality products and services without
increasing the cost in the public sector explains this result. Therefore, as the pressure to

minimise bureaucracy creates the rising demand for service innovation to enhance
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performance and improve service quality results, the findings of Gowan et al. (2001) on
service quality illustrates that achieving service quality remains challenging to maintain
because of the complexities involved in service provision in the public service organisations.
The findings further emphasised that the public service organisations handle both the
expressed citizen demands as well as the essential and unexpressed needs, distribution of
resources, justification of public expenditure and setting priorities within the organisation.
Likewise, public sector organisations do not stress the provision of service quality to the
customers thus, proposing the need to adopt service quality performance a primary strategy
to achieve organisational performance since the organisational orientation focuses on service

delivery while profitability does not represent the primary goal (Ilhaamie 2010).

Besides, NPM qguides focus on customer orientation of the responsiveness of the
customers to the service (Pollitt 1995) as the NPM approach focuses on the customer to
improve the public service delivery. Agus et al. (2007) posit that the quality concepts like
TQM and NPM adopted in the public service organisation from the early 1990s. The primary
NPM objective involves improving the delivery of public service through customer
orientation and to emphasise on organisational performance and measurement. Since the
provision of service has a direct correlation to the customer needs, the manager should adopt
techniques that focus on the customers to improve the overall quality of service. The
experiences from the private sector organisations can provide a learning platform for the
public service organisations based on the customer service orientation and the resulting role
as well as the significance of the service providers to deliver and support service quality. The
discussion of the thesis findings and the comparison with previous research in the public
sector context and service quality domain confirm that public service delivery requires a

customer-focused technique for improvement. Furthermore, the research results highlight the
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need to investigate other enhancement that might be used to expand the service provided in
public sector organisations. For example, Chen et al. (2004), as cited in Agus et al. (2007, p.
11) article, proposed a customer-oriented service improvement scheme can be utilised in the
improvement of public sector service quality. For continuous improvement of service quality
in the public service organisations, the article recommends the adoption of these five phases
increase the delivery of service quality in the public service organisations—including
"customer identification, customer needs survey, service system design, service delivery, and
service recovery". This thesis argues that the NPM philosophy represents a customer-oriented

approach whose purpose is to improve the quality of public service delivery.

The findings of the empirical study that Kakouris and Meliou (2011) conduct about
service quality in the Greek Inland Revenue state that the direct involvement of the managers
and interaction with external customers play an important role to understand the expectations
of the customer demands for service quality. Communication plays a critical role in NPM
because public service organisations involve the interaction between managers and customers.
The challenge for the Greek public sector involves the adoption of methods that prevent
governmental changes from affecting public services. Every governmental or ministerial
change transforms both policy and philosophy as well as the shifting of managers in the public
service organisations. The constant management changes result in uncertainties that do not
motivate the managers to implement the NPM goal of serving customers irrespective of the
competence and quality of the managers. In this regard, the managers focus on the relationship
quality with their supervisors and authority figures as well as other interpersonal subjects

instead of concentrating on performance for the subordinates and the citizen-clients.

Thus, the results and the discussion of the relationship between NPM and service

quality provide additional insights into the ways public-sector organisations ought to fulfil the
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citizens' demands in relative to satisfaction on service delivery. The finding of the thesis
supported an indirect relationship with service quality mediated by service innovation.
According to Demircioglu and Audretsch (2017), accountability to the citizens and manager
because of information technology and globalisation make innovation research significant in
public service organisations. The public service organisation requires efficiency (minimise
costs), effectiveness (improve service quality), and satisfaction of customer demands.
Following the NPM reforms in the 1980s and the economic crisis of 2008, the need to save
funds and cut budgets increased; thus, developing an innovative work environment is vital.
Public sector employees can be innovative under the conditions that first enable the staff to
experiment and secondly, motivate them to create improvements. The feedback mechanism
and effective management of low-performing employees contribute significantly to improved
public sector innovation. As such, public service managers should motivate their staff to

increase organisational performance.

8.6  The Relationship Between Service Innovation and Service Quality

The findings of this study highlight a positive relationship between service innovation and
service quality as the beta value of this test is 0.513 and p < 0.000. Accordingly, in addressing
the question “To what extent does service innovation influence service quality in the public
sector?”, the finding highlight the level of support for public organisations towards service
innovation during the effort to deliver quality service to determine the long-term viability of
public service organisations. Service innovation provides a model that enhances the creation
of new services while refining the existing services to increase the quality of service. This
research found that ensuring the stability of service organisations depends on their

understanding of service innovation to provide superior service to their customers.
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Policy interest emerge that continue to device ways of encouraging innovation in the
public sector to increase productivity and improve efficient service delivery and service
quality (Arundel et al. 2015). From the perspective of services, more insight is provided to
the extent that the results indicate that public service organisations should focus on service
innovation via vigorous development of new service and improvement of existing services to
provide services that the customers perceive as high quality. The results from the study are
consistent with the argument of Plattfaut et al. (2015), which state that the process of service
innovation aims to facilitate service productivity (via the process of service delivery designed
to lower cost) and expand service quality (via the initiative to satisfy the previous demands of
the customers). Also, the promotion of service innovation which involves introducing new
services and improving/refining the current services does not guarantee the achievement of
the financial performance. Otherwise, service innovation has an obligation to navigate service
delivery that the customers perceive as high quality to attain the goal of financial performance.
Since service innovation has a condition for the delivery of service quality, the findings offer
premises that highlight the significance ensuring that the customers receive the demanded
service quality if the service organisation wants to convert its effort to reflect the financial
performance (Sok & O'Cass 2015). Service quality plays a noteworthy role in the service
organisation. Zeithaml et al. (1996) posit that service quality has a positive correlation with
the satisfaction of the customers, which helps the service organisation to attain and sustain
competitive advantage. El Saghier and Nathan (2013) support that service quality remains
important by arguing that service quality determines the success of an organisation and
improves the performance in the public service sector. Similarly, the significance of service
quality corresponds primarily to the retention and satisfaction of the customers that translates

into the demands of the customers.
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Plattfaut et al. (2015) studied the IT contribution to service innovation performance
and its effect of service provision performance. Their study focused on service firms'
industries. They found that that service innovation performance is directly proportional to
service provision performance. They claim that the organisation that thrives at service
innovation have the likelihood to increase performance during the provision of services to the
customers. This research extends this finding to the public service organisations, as it is hard
to find studies exploring the concept of service innovation and service quality in public service
organisations, and suggest that the two basic approaches of innovation improvement and
quality improvement help to attain the improvement of customer value as well as satisfaction
(Palm & Lilja 2017). Additionally, the proponents of the innovation concept in the public
service sector as demonstrated by Damanpour and Schneider (2008) claims that implementing
the innovation in public organisations shall improve the provision of service quality while
increasing the capacity to solve problems about the society. Overall, innovation heterogeneity
manifests in public service organisations. Several reasons exist to fuel the anticipation that
public organisations exhibits heterogeneity based on the innovation activities. The reasons to
expect heterogeneity in public service organisations include variations in governance, cultural
factors, and power of autonomy given to the managers (Arundel et al. 2015). These findings
provide additional insight into the positive relationship between service innovation and
service quality from the perspective of the public service organisations and highlights the
importance of organisational culture and the power offered to the manager deliver new service

or improve the existing services.
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8.7  The mediation effect of service innovation on the relationship between
Exploration and service quality

The mediation test via post-hoc analysis shows that service innovation fully mediates the
relationship between exploration and service quality. Accordingly, to answer the fourth
research question; “Does service innovation mediate the relationship between organisational
ambidexterity and service quality?”, the results confirm that exploration standardised direct
effect on service quality were not significant at -.134 (.058) ns; however, exploration has a
positive and significant impact on service quality via indirect effect of the mediation
relationship of service innovation at 092 (.024) to infer full mediation. The results correspond
to prior literature that service innovation provides a significant path to improve service quality
by establishing new service and refining the existing services in the public setting. These
findings are consistent with the argument of the thesis. From this assertion, the mediation test
result clarifies that exploration influence the quality of service significantly to show that H4
was not supported. The thesis findings of the mediation test illustrate that exploration impact
service quality in public service organisations. Previous research illustrates that the
exploration of new services as a way of embracing the dynamics and shifts customer
satisfaction has the potential for offering a long-term benefit, while overemphasis of service
innovation exploration reduces the capability of service quality (Sok & O'Cass 2015).
Furthermore, improving service quality requires the generation of ideas and IT enhancement
based on internet support (Kitsios & Kamariotou 2019). Another research confirms the
influence of exploration on service quality through service innovation to satisfy the needs of
the customer (Sok & O'Cass 2015). The thesis findings expand on the previous literature by
determining the mediating role of service innovation on service quality based on exploration
activities. The result illustrates that service innovation fully mediates the relationship between

exploration and service quality.
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Furthermore, from the previous findings assert that technological ability impact
customer service positively and influence service process innovation (Kitsios & Kamariotou
2019). Advanced technological changes offer the opportunity to develop and adopt new
services. As such, the mediating role of service innovation has the potential to influence
service quality. For example, according to Kitsios & Kamariotou (2019), advances in
technology has instigated several service innovations such as e-health and customer self-
service. This example illustrates the mediation role of service innovation and the influence on
exploration activities (new services) but does not provide a direct correlation to suggest that
the new services guarantee service quality based on the context. For example, the financial
sector managers have utilised new technology to create innovative services despite the
emergence of these new technologies. On the other hand, the effective use of IT for hotel
managers require adequate investment in the resources. While the aspects of information
technology such as social media, networking, and artificial intelligence have increased, the

manager still experience challenges in their utilisation for the development process.

As a barrier to the development process, the managers lack adequate resources, and
they also lack awareness on the importance of these technologies which limits access to
relevant information about the benefits of the technology and their applications to increase
quality service (Kitsios & Kamariotou 2019). Besides, the firms that primarily focus on
exploration activities risk incurring experimentation costs before benefiting from the new
services (Boukamel & Emery 2017). Accordingly, the mediating effects of service innovation
provide an insightful understanding of the links between exploration and service quality for

public service organisations.
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8.8  The mediation effect of service innovation on the relationship between
Exploitation and service quality

The thesis findings of the mediation effect demonstrate that exploitation impact service
quality by the mediating effect of service innovation in the public sector. Previous studies
illustrate the role of exploitation on innovation to impact service quality. A previous study
shows that more access to market information increases the customers' demand for better
services, which involves improving the existing and the new services to improve service
quality (Sok & O'Cass 2015). Furthermore, another research attempt to explore how
improving mobile communication technology and information technology enables
organisations to improve service quality. This approach illustrates how organisations utilised
exploitation activities to improve digital services, which utilises the existing technology
components (Kitsios & Kamariotou 2019). Accordingly, the findings of the thesis expand on
the previous literature that illustrate the contribution of information technology and mobile
communication to better the demands of the customers; thus, demonstrate how service

innovation contributes to the service quality in the public sector.

From the post-hoc analysis, the test results show that exploitation had a significant
standardised direct effect at .276 (.041) and standardised indirect effect at .243 (.008) on
service quality, and service innovation partly mediates this relationship. The test results
confirm the H5 that exploitation has a positive correlation with service quality. The
relationship between exploitation and service quality manifests via the study of Sok and
O'Cass (2015), which demonstrates that the exploitation of the existing services provides
short-term benefits by increasing the service quality and efficiency in the public service
organisations. In this case, the exploitation increases the quality of service. This result is

consistent with the thesis findings. Despite the ability of exploitation to improve and refine
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the services, overreliance on the exploitation capabilities generates adverse consequences on
service quality by overlooking the needs of the customers (Sok and O'Cass 2015).
Furthermore, Demircioglu and Audretsch (2017) articulate that innovation research plays an
important role to improve accountability of the public organisations to the citizens and
managers because of the effects of globalisation and IT. By extension, the public sector needs
to impose efficiency (linked to the improvement of service quality) to satisfy customer needs
while promoting efficiency (cost reduction). Furthermore, public service organisation
implement exploitation because they are reliable when the resources are scarce to create short-
term success and maintain service quality (March 1991). As the demand for services increase,
exploitation through service innovation helps the public service organisation to enhance the
loyalty of the customers by improving the existing services (Sok & O'Cass 2015). Thus, the
mediation effects of service innovation on the relationship between exploitation and service

quality provides critical insight to improve the delivery of service in public organisations.

8.9  The mediation effect of service innovation on the relationship between NPM
and service quality

The thesis findings contribute to NPM practices in the public sector that impact service
quality. Previous studies highlight the influence of NPM practices on delivering quality
services in the public sector (Agus et al. 2007; Dan & Pollitt 2015; Hood 1991; Lapuente &
Van de Walle 2020). Scholars demonstrate that the primary objective of NPM is to advance
the delivery of quality service in the public sector by focusing on customer needs as well as
performance and measurement. Nevertheless, public service organisations have shifted to the
electronic form of governance to improve service quality by increasing access despite the
rising popularity of other concepts of service quality (Agus et al. 2007). The findings of the
thesis expand on the previous literature by demonstrating how the key objectives of NPM
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practice contributes to the quality of public service delivery. Improving organisational
performance and efficiency of operations helps measure service quality in the public sector
(Anderson 1995). As such, public service organisations continue to seek sustainable quality
service using accessible tools, existing literature, and studies. These available tools and
scholastic works assist the organisation in understanding the ways of providing quality

services that offer exclusive benefits to the people.

The results demonstrate that service innovation fully mediates the relationship
between NPM and the delivery of quality service. The statistical mediation test shows that
NPM standardised direct effect on service quality were not significant at .124 (.565) ns;
however, the indirect effect was significant at .310 (.008). Thus, the answer to the fifth
question of the research; “Does service innovation mediate the relationship between NPM and
service quality?”, is that service innovation fully mediates the relationship. The introduction
of NPM in the 1980s in several countries questioned the efficiency of the traditional model to
provide service quality (Boukamel & Emery 2017). A study by Pollitt and Dan (2013) tested
the main proposal of the NPM theory by evaluating 519 studies about the influence of NPM
reforms to determine if performance-oriented reforms affect output or incomes in Europe. Out
of the 519 studies, few addressed outputs and even less concentrated on the outcome. The
findings of these studies demonstrated that the NPM did not have a significant impact,
whether empirical or definitional. Furthermore, Pollitt and Dan (2013) state that their database
contains important information about the output changes created by performance-focused
reforms. However, a broader perspective of the information shows that the changes in output
vary significantly ranging from more positive results via no variation to a negative reading,
depending on circumstances. They broadly conclude that the general thinking for a

performance-oriented technique or tool as functioning or not functioning remains unfitting.
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Thus, for a performance-oriented tool function efficiently, the conditions in its context require
adequate satisfaction. On the other hand, Dan and Pollitt (2015) state that substantial evidence
is available to claim that few NPM central reform measures involved in — performance
management, improving quality, and creation of public organisations — have resulted in some
organisational improvements or enhanced public service delivery. Additionally, Overman and
Van Thiel (2016) claim that no improvements have been recorded for public sector outputs in
countries with huge number of agencies that has reduced the efficiency. Overall, the scholar
reaches a conclusion that a country’s performance in the public sector require significant high
outputs as well as outcomes at a low cost to improve the efficiency of the public sector based

on the value for revenue.

From the NPM doctrine, public organisations that engage in policy domains, and
service delivery require sufficient managerial autonomy and pressure to innovate to sustain
their innovativeness (Leegreid et al. 2011). The pressure to innovate manifests through
managerial incentives such as government intervention to control results. The findings of the
study demonstrate that public service organisations dominant performance-oriented cultures
point to goal-oriented, task performance-oriented, and service quality focused organisation to
suggest that innovative cultures and innovative activities are more prevalent compared to the
other public service organisations. Furthermore, Kakouris and Meliou (2011) demonstrate
that the NPM activities that provide public services, similar to the private sector services
(customer-oriented), to their customers inspire the improvement of service quality that focus
on the needs of the customer and increase organisational performance. The thesis findings
expand on the previous studies by determining the mediation role of service innovation on the

relationship between NPM and service quality, which fully mediates the combination.
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On the other hand, Lapuente and VVan de Walle (2020), conducted a study to determine
the effect of NPM reform on service delivery. The findings of the study cite the absence of
systematic empirical tests about the real impact of NPM reforms on public service delivery.
They claim that in the past few years, the methods used to introduce management ideas from
the private sector were not known at the time in both the public sector and the public policy
domains. The policy domains involved the public sectors such as security, education, and
transport, and central bureaucratic services where the primary assumption was to produce
efficient and effective public organisations from the business-like ideas. Therefore, this
study's findings apply to the public sector when public organisations need to minimise public
expenditure as a priority objective to minimise public debts and decrease the deficit, which
applies in modern states in the European Union and was previously used in the 1980s.
Furthermore, Lapuente and Van de Walle (2020) posit that the influence of NPM reforms on
the delivery of quality service (whether increased or decreased) has not been adequately
understood in the public sector. While the research stream remains consistent with the thesis
findings of the relationship between NPM and service quality, it requires more studies to

determine the actual effect of NPM on service quality.
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Chapter 9: Conclusion and Contributions

9.1 Introduction

This chapter consists of seven sections: conclusion, theoretical contributions, practical
contributions,  theoretical  implications, practical implications, limitations &
recommendations, and summary. The conclusion section presents the overall objectives
achieved out of this research and the approach adopted. The theoretical contributions
underline the importance of this thesis and how it builds on and extends previous research and
literature. The practical contributions highlight the use of activities related to public service
organisations, which ultimately contributes to the achievement of delivering quality service
in the context of the public sector. The theoretical implications present the findings and areas
to work on the improvements in performance and efficiency. The practical implications
underline the managerial specifications for enhancing service delivery in public service

organisations. Finally, this chapter ends with limitations and recommendations.

9.2  Conclusion

The customers expect quality services that are available in the private sectors. The customer-
oriented approach to provide services to the customers has increased the need in public
organisations to improve performance related strategies globally. As such, the study of public
performance in public service organisations has increased significantly in different parts of
the world. The demand for quality services from the customers has initiated innovative
strategies into the public sector to achieve the performance results associated with the private
sector. For example, the public service organisations in the Sultanate of Oman remain behind
the private sector; thus, they face significant pressure to provide quality services. This public
sector lacks flexibility and dynamism that affect the delivery of quality service. Additionally,

the bureaucratic structure of the Omani public sector restricts the incentives to improve the
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quality of service to satisfy the demands of the customers while maintaining the expenditures
and disbursements. Therefore, the public sector has the need to minimise bureaucracy that has
the potential to increase service innovation demands, which emphasise service quality and

facilitate organisation performance.

Public service organisations shall achieve service innovation through the development
of new services as well as the improvement of the existing services. Consequently, this has
resulted in the adoption and implementation of organisational ambidexterity to emphasise
exploration and exploitation to impact service innovation as well as service quality
significantly. Furthermore, NPM characterises a key agenda of reforms that the service
organisations implement based on the private sector managers to emphasise the values and
objectives of the service organisation. Subsequently, achieving the primary goals requires that
the public service organisation emphasises the innovation-oriented reform agenda to enhance
the innovative efforts that offer better services while minimising the cost. The theoretical
frameworks that connect organisational ambidexterity, NPM, service innovation and service
quality enhance the literature on performance in public sector organisations. This provides the
basis of this research to test the influence of the relationships on public service organisations.
Additionally, actual research and empirical studies that involve investigating the impact of
the combination of organisational ambidexterity and NPM on public sector service quality
through service innovation in the Middle-East public sector remains a gap in the literature.
Accordingly, this thesis sought to narrow the gap by conducting empirical research to
determine the success and failures of the construct models in public service organisations by
combining the variable of organisational ambidexterity and NPM through service innovation.
Moreover, the thesis provided significant insights into the existing literature that highlight the

ways of improving service quality and performance in public service organisations.

186



The thesis adopted a positivist epistemology and focused principally on the deductive
approach to generate knowledge and to help in theory development and evaluate the findings
of the research. This method helps to draw conclusions from the empirical evidence about the
impact of organisational ambidexterity and NPM on service quality in public service
organisations through service innovation. The quantitative deductive approach utilises
detailed research questions and hypotheses to examine the correlation between these different
variables. The method applies to public service organisations and informed quantitative
approach to build upon the existing knowledge during the development of hypotheses. The
positivist approach helped to establish unbiased evidence to support the quantitative research
by limiting its influence on the data collected. This thesis also utilised the specific research
philosophy of ontology that provides a perception of the study of public service organisations
via the lens of organisational ambidexterity and NPM to improve service quality. Most
importantly, the ontological view helped to study the theories associated with public service
organisations and the construct models in the context of the Omani public sector. One the one
hand, the research strategy utilised measurement scales adopted from previous study and
developed hypotheses of organisational ambidexterity, service innovation and service quality.
On the other hand, the NPM scale was self-developed as the appropriate scale at the
organisational level were not found in any studies. The statistical tests clarified the reliability
and validity of the measurement scales and the structural equation modelling emphasised the

importance and the strength of the connections of the study constructs.

The empirical research contributes significantly to the understanding of the
relationship between organisational ambidexterity and NPM via the mediating role of service
innovation. The thesis findings offer additional insight into the relationship between

exploration, exploitation, and service innovation based on the contribution of the activities to
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the delivery of quality services to public service organisations. Accordingly, the empirical
study illustrated the conceptualisation and the results of the thesis show that both of these
variables have a positive relationship with service innovation, and for a service organisation
to be successful and have acceptable performance, the tension between exploration and
exploitation should be resolved. As public service organisations seek ambidexterity, the
balance between exploration and exploitation results in a positive impact on service
innovation. Furthermore, the thesis shows a significant relationship between NPM and service
innovation. While innovation signifies one of the barriers the public service organisations
encounter, public reform represents an effective agenda that increases performance and
improves service for large scale setting. The large-scale orientation of the reform agenda
improves performance and services. Moreover, this thesis illustrates the positive relationship
between service innovation and service quality. In this case, service innovation offers a model
that facilitates the development of new service and the improvement of the existing services
to foster the delivery of quality service. The findings of the research demonstrate that
maintaining service stability in an organisation requires the knowledge of service innovation
to offer quality services to the customers. The service organisation’s capacity to effectively
exploit the services delivered to the customers and the perception of the customer on the
delivery of quality service determine the success of the organisation by influencing its goals
and objectives. However, the findings of the thesis demonstrate from the post-hoc analysis
that service innovation mediates the relationship between exploitation and service quality
partly. Otherwise, service innovation fully mediates the relationship between exploration,

NPM, and service quality.

Overall, the thesis findings provide evidence to highlight the importance of ensuring

the customer gets the quality services they demand the organisation to convert their efforts to
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reflect organisation performance. The private sector organisations provide the public sector
with adequate information about the customer-oriented services from the previous interaction
with the customer. Previous studies state that service innovation offers a perspective that
facilitates the development of new services and refinement of existing services to improve the
quality of service. A comparison of previous literature and thesis findings confirm that the
delivery of quality service needs customer-oriented practices to improve the service quality

domain in public service organisations.

9.3  Theoretical Contributions

The thesis contributes to the literature about organisational ambidexterity and NPM and how
the relationship impacts service quality through service innovation. Despite the many studies
that observe the impact of organisational ambidexterity and NPM on the performance of
public service organisations, the studies that combine organisational ambidexterity, NPM,
service innovation, and service quality for the public sectors in the Middle-East remain
limited. The public service context in the Middle East differs from Europe and other countries.
The recent economic drop in the oil prices during the second half of the 2014 fiscal year in
the Gulf Cooperation Council (GCC) causes the challenges that the Middle East countries
experience. The difficult economic situations forced countries such as Saudi Arabia, Qatar,
and Kuwait to adopt alternative ways that promote economic sustainability while reducing
the overreliance on oil. The phenomenon was described as a market-based reform encourage
privatisation, outsourcing, and public-private partnerships. The new changes make the Middle
East countries different from the other countries in Europe because of the transition away
from oil dependence. Therefore, the Middle East countries should adopt and implement
administrative reforms to address escalating financial problems. However, the administrative
changes will have barriers from a political, economic, administrative, and cultural perspective
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in the implementation phase. Strategies have been formulated to address the cultural barriers
that affect the implementation of the new market-based reforms. Similarly, the political will
adopt the basic administrative reform to align the connection between society and
administration. Another difference between the Middle East countries and the European
countries is the government structure that emerged from the bureaucratic public service, (e.g.
decentralisation is highly questionable and can be subjected to numerous challenges) which
presents several challenges to administrative reforms. As such, this thesis offers a new
conceptualisation about the mediation role of service innovation in the relationship between

organisational ambidexterity and NPM in the public sector to improve service quality.

The present research makes several theoretical contributions to the literature. First, the
thesis extends the previous literature on the measurement of NPM concept. The public sector
literature lacks an existing measurement and empirical research to measure the function and
adoption of NPM in the public sector. This thesis developed and validated an NPM
measurement scale related to the services offered in public service organisations. The services
offered in the public service organisations can be achieved via innovation, although limited
evidence exists about the ways to measure public performance. Accordingly, the researcher
developed the NPM measurement scale that contributed to the development of hypotheses H3
and H6 from these NPM relationships. The NPM measurement scale was developed by
generating certain potential items of the scale, conducting exploratory pre-test executing the
expert field survey for public administration and scale revision. The development of NPM
measurement scale utilised Delphi techniques to generate the scale by gathering opinions and
judgement from the scholars, who are experts in NPM. The newly developed and validated

NPM scale made theoretical contributions to the literature on the development and
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measurement of NPM scale. Most importantly, the scale of NPM provides empirical support

for the relationship between NPM and service innovation and service quality.

Second, the research advanced the understanding of organisational ambidexterity
theory via empirical testing of the effects of exploration and exploitation on service innovation
and service quality for the public service organisations. The limited research in the
organisational ambidexterity theory contributed an important subject of discussion for this
thesis because little evidence exists to suggest that the success or failure of an organisational
ambidexterity impacts service quality and service innovation in the public sector context. As
such, the thesis contributes to the literature which proposes that the pursuit of ambidexterity
in public service organisations generate a positive outcome on service quality through service
innovation. The contribution of the thesis to organisational ambidexterity theory in public
service organisations highlights the significance of balancing exploration and exploitation.
The achievement of knowledge from the perspective of ambidexterity uses explorative and
exploitative dimensions that illustrate their influence on organisational performance, thus,
contributes to ambidexterity theory. The performance effects of the knowledge improve the
implementation of innovation and contribute to the public sector literature by confirming the
positive connection between ambidexterity knowledge and organisational performance.
Several studies state that organisational ambidexterity applies to private organisations (e.g.
industry and firm-level) to create positive outcomes for service quality. The thesis extends the
previous literature on the organisational ambidexterity concept as this thesis focused on
organisational level mainly operational and functional service unit in public service
organisation as it builds upon examining aspects from a more micro level. Only a few studies
contain literature that shows the connection between organisational ambidexterity to the

public sector. As such, this thesis has contributed to the previous literature by promoting the
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theory of organisational ambidexterity in the public sector by emphasising explorative and

exploitative activities based on their impact on service innovation and service quality.

Third, previous literature suggests that public sector should adopt the practices of the
private sector that focus on innovation and customer-oriented approach to meet the demands
of the customers through the provision of innovative and easily accessible services. The
innovative nature of the private sector emphasised by their flexibility and responsiveness to
the needs of the customers generates a balance between organisational performance, service
innovation and service quality. This study contributes to the innovation literature by providing
theoretical insight and empirical evidence that service innovation is important for public
sector organisations. This research is one of a limited number of researches that have studied
service innovation in the public sector organisation. Furthermore, the conceptual framework
of this thesis provides valuable assumptions for understanding the performance of public
service organisations and the delivery of service. The public service organisations should
emphasise the pursuit of service innovation to enhance performance in response to customer
demands and the delivery of quality service. The thesis extends the previous literature and
makes a significant contribution to the public administration field by focusing on the
operational and functional service units (i.e. organisational level) mainly in public service
organisations. The findings contribute to previous research literature about the mediating role

of service innovation in government organisations.

Finally, this research directed at the top management of each operational and
functional service unit who are aware of organisational objectives and strategies. Furthermore,
this research validated the suggested measurement scale and confirmed its contribution to the
development of organisational ambidexterity, NPM, service innovation and service quality in

the public sector.
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9.4  Theoretical Implications

The theoretical implications present the findings and areas to work on the improvements in
performance and efficiency. The results of this thesis advanced the theoretical discussion on
the relationship between exploration, exploitation, and NPM with service innovation.
Furthermore, the finding demonstrates that service innovation fully mediates the relationship
between explorations and service quality, and between NPM and service quality. Similarly,
service innovation partially mediated the relationship between exploitation and service
quality. As such, the results of this thesis advanced the theoretical discussion on the nature of
exploration, exploitation, and NPM in public service organisations and how their relationships
contribute to service quality and organisational performance. The thesis suggests that the
knowledge acquired from the explorative, exploitative tasks, NPM and service innovation is
linked to the service quality in public service organisations to improve customer-oriented

management.

The previous theoretical assumptions of the public administration and the past
innovation activities have been improved by the need to implement NPM reforms to improve
the creativity and performance of service organisations. Previous literature confirmed the
contribution of NPM perspective to change the previously modified centralised public service
structure into the decentralised system to enable the public sector to attain their objective as
well as goals. The shift from centralised to decentralised system promotes high performance
and improves the public sector organisations. Similarly, the other elements such as reducing
cost, performance management, separating traditional organisation and autonomy, and
shifting the policy of permanent public employment to performance-related contracts, results

control contributes to the goals and objectives of public service modernisation.

193



The service innovation and service quality concept were developed and studied mostly
on the industry and firm level. The thesis extends the construct to the organisational level.
The effect of service innovation on service quality is discussed in the context of private sector
mainly. The thesis provides evidence that service innovation contributes to service quality
and delivery to customers by public service innovation. The findings of the thesis confirmed
a positive relationship between service quality and service innovation. Thus, highlight the
level of support for public service organisations towards innovation to improve the delivery
of service. The results imply that the service organisations that prosper at service innovation
have the potential to increase performance during the provision of services for the customers.
The research expands the findings to public service organisations to suggest that innovation
improvement and quality improvement that this thesis illustrates increases the value of the
customers as well as their satisfaction. In this case, the findings of this thesis contribute to
performance and customer satisfaction to public service organisations; hence, its theoretical

implications.

9.5  Practical Contributions

The present research makes several practical contributions to the literature. First, the
capability of the manager to resolve the tension between exploration and exploitation plays a
significant role to influence organisational performance. Similarly, public service managers
require the application of various leadership styles to sustain ambidextrous organisations. This
study makes a practical contribution that helps the managers to understand the need to
integrate knowledge from customers, competitors, suppliers, and other service organisations
among the staff from different departments in the organisation. Leadership scholars posit that
managers should manage their staff efficiently by creating conditions conducive for the
employees to complete the explorative and exploitative tasks; thus, facilitate innovation. The
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thesis presents a tool to the practical contribution for the managers to contribute to innovation
via exploration and exploitation. In this case, the knowledge acquisition activities of the

managers enhance innovation using exploration and exploitation.

Second, the thesis contributes to the NPM practices in public service organisations,
which impact service quality. The study helps to highlight the influence of these NPM
practices to advance service delivery by focusing on the needs of the customers. Similarly,
the thesis makes a practical contribution that helps in the implementation and adoption of the
NPM functions via surveys for public service organisations in the context of organisational
analysis. The practicality of this approach applies to the Omani public sector that struggles
from the perception of lagging behind compared to the private sector in the context of service
delivery. Previous studies demonstrate that NPM has the primary objective to improve service
delivery in the public sector. The public service organisations shifted to the electronic forms

of governance increase accessibility of the services.

Third, previous studies on public sector innovation focus on factors that enhance or
hinder public service innovation. The results demonstrated that the barriers to public sector
innovation entail but are not limited to the legal frameworks, organisational structure,
organisational culture, and red tape and others. The findings of the study illustrate that the
bureaucratic system of management that facilitate public service innovation limit innovative
abilities. For example, the criticism of bureaucratic management in the Omani public sector
initiated the adoption and implementation of the NPM model to reinvent public management
roles. NPM represents central agenda that focuses on the objectives and values through
performance orientation, cost orientation and efficiency of the services. As such, the practical
contribution of the findings illustrates the focus of the new reform agenda to adopt innovation

to improve services while reducing the cost. In this case, the adoption and implementation of
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NPM improve accountability and enhance efficient innovation help the public service
manager to manage ideas effectively. The NPM contributes to the management practice
through the concept of NPM-oriented service delivery to contribute to the innovativeness of
the organisations. In this case, the primary concept involves letting the public managers
innovate. This primary condition stresses management autonomy in public service
organisations to enable innovation and increase the value of management. On the same note,
the other condition that NPM contributes to involves making the public manager innovative
through oversight by a supervisory authority. The thesis provides practical guidelines to
improve service quality through service innovation. The public managers are given

managerial incentives to pressure them to innovate.

Fourth, the study contributes to the practical tools that help in the measurement of
service quality in light of efficiency and performance as the public service organisations seek
sustainability of the quality services. The SERVQUAL model measures service quality that
the service organisation offers. Similarly, the elements of the SERVQUAL model based on
the demands of the customers represent a significant dimension of service quality. The thesis
contributes further to the previous studies that evaluated the service quality in public service
organisations to generate outcomes such as the successful application of the SERVQUAL

model to assess service quality in the public sector.

To this end, the study provides a deeper understanding of the change factors like global
competitive, competitions and market-orientation, information technology and increase of
customer demand to improve service quality, which influence the public service organisations

significantly.
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9.6  Practical Implications

The practical implications underline the managerial specifications for enhancing service
delivery in public service organisations. The thesis provides a significant implication for
management practice. First, organisational ambidexterity is an important aspect and required
capability that service unit (operational/functional) can develop. The thesis provides the
public service manager with the knowledge that is important to the management practice
based on organisational ambidexterity. Managers should use both exploration and exploitation
capabilities to balance resources allocation in order to improve organisational performance.
Furthermore, the public service managers play a significant role to sustain the effective
ambidexterity management by motivating the staff to balance the explorative activities and
exploitative activities to ensure delivery of quality services. This approach enables the
manager to empower employees in a way that involves the staff by making them feel like part
of the decision-making process, thus boosting performance in the service innovations.
Effective ambidexterity management helps public service managers to understand the public
sector and the contingencies to boost performance and sustain high-quality delivery of
services. Moreover, managers should be aware that they need to develop and balance between
different strategic directions, i.e. exploring into the future and at the same time exploiting
current strategy simultaneously to improve performance and enhance their quality of services.
It is also important to note that maintaining organisational slack is essential as it stabilise the
internal operations of the service units and should create a balance and seamless pursuit of
exploration and exploitation. The demand for service innovation applying organisational
ambidexterity has brought big impacts on the delivery of quality services as customers
nowadays wanted to be served with both improvements in existing services and at the same
time, provision of totally new services. The findings on exploration and exploitation

contribute to the strategic directions that the managers require for organisational performance
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in the public sector. The valid and reliable measurement scales is beneficial for these

managers to assess their organisational performance and delivery of service to customers.

Second, the research assists the practitioners in developing and enhancing service
innovation to attain greater performance by utilising the NPM approach. The findings of this
thesis inform the managers in public service organisations about the strengths (e.g. application
of private-sector techniques such as performance indicator, and performance criteria to
improve service delivery) and disadvantages (e.g. unresolved issues in service delivery for
traditional public services for the digitally knowledge-based information) of NPM because
context plays a significant role to enhance public service reforms. Since NPM will not deliver
quality service if the specific settings do not apply, this thesis helps the manager to make
decisions that apply to the conditions available. As such, the adoption and implementation of
NPM remain anchored on the variations of the public service settings that are unique to the
service organisations. The public service management should recruit competent members in
the reform team with cognitive abilities to anticipate the issues that may emerge from
organisational culture and the procedures. The managers in the public service should ensure
that the members of the reform team possess the capabilities and skills to ensure a successful
implementation of the NPM reforms and innovation activities. Moreover, increased
innovative activities enhance higher performance when input control is decreased to suggest
that both result control and managerial autonomy increase. Managerial autonomy stimulates
innovation by adopting the innovative behaviour that lets the public managers have
independence about devising new ways to handle their business. The public managers are
given managerial incentives to pressure them to innovate. Previous literature on the NPM
doctrine state that public service organisation needs to adopt the managerial autonomy to

improve the NPM-focused delivery of service to make the firms innovative in nature. The
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managers should concentrate on handling service users as a customer. As such, the NPM
concept illustrates that public service organisations increase performance as long as it

encourages a culture of creativity and managerial independence with high result control.

Third, the managers have the ability to define the concept of creative culture and
service innovation in the service organisations from the knowledge generated in the findings
of this thesis about the mediating role of service innovation in the relationship between
exploration and exploitation and service quality and between NPM and service quality.
Previous studies state that incentivisation represents an important feature of NPM that
emphasise incentives and PRP that could encourage the employees to take risks and enhance
self-motivation in regard to motivation. Similarly, the managers should focus on applying the
generic practices of quality improvement like total quality management. The practical
implications underline the managerial specifications for enhancing service delivery in public
service organisations. The thesis provides practical guidelines to improve service quality

through innovation.

Fourth, the study found that the adoption of innovation in the public sector will
improve the quality of service provision. At the same time, public sector organisations are
regarded as an institution of service where customer expect how the services should be
provided to them in a way that satisfies them and achieves their varying expectations. Thus,
the manager should respond to the demand of the public sector organisations to innovate in
providing services to the customer through the introduction of methods and models such as
applying the model SERVQUAL to assess service quality in the public sector. The process
of service innovation aims to facilitate service productivity (through the procedure of service
delivery designed to lower cost) and increase service quality (via the initiative to satisfy the

previous demands of the customers). Also, the promotion of service innovation which
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involves introducing new services and improving/refining the current services does not
guarantee the achievement of the financial performance. Compared to the private sector,
public service organisations do not emphasise on more financial performance context.
However, service innovation has a responsibility to navigate service delivery that the

customers perceive as high quality to attain the goal of financial performance.

9.7  Limitations and Recommendations

The thesis contributes to the public administration literature about the relationship between
organisational ambidexterity and NPM by investigating the service innovation and how it
relates to service quality. The theoretical framework helps to investigate whether
organisational ambidexterity and NPM influence service quality positively via innovation in
public service organisations. However, there are several limitations. First, NPM reform has
several effects and relies on a collection of factors and situations, which limits the ability of
evidence to support the generalisations. As an illustration, the interview in stage two of pre-
study 1 conducted with only five practitioners working in government organisations and were
selected as representative of the final survey respondents. These individuals gave their
feedback and comments on the items of the questionnaire based on their expertise and
qualifications. However, this cannot be applied to all public sector because the public sector
is a very diverse sector in Oman. Similarly, Omani public sector lacks a homogenised
application of NPM methodology, and each organisation has its own customised settings,
conditions, and different strategies of implementing NPM in that differ from other
organisations. This makes generalisability difficult to attain. Furthermore, the effects of NPM
differ globally, and some nations have not converged to the NPM model, and there is strong
variation. For example, Sweden and New Zealand have depicted a 'high impact' nation and
the United States as a 'medium impact' country while the United Kingdom highlighted as an
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extreme case, while Germany and France remain anti NPM. NPM reforms are not applicable
in any organisation because sometimes NPM functions according to the available conditions,
the situation as well as settings; hence, NPM should fit the settings and situations to deliver
in the public sector. The resolution for the limitation can be made by longitudinal studies to
validate the implementation of NPM reforms under different settings to minimise

generalisations in this thesis.

Besides, NPM reforms can contribute positively to public service organisation;
however, deficient administrative ability or unsuitable background can deter NPM reforms.
Thus, future study possibly is to revalidate the reliability of the developed scale by collecting
and analysing other set of data in different regions in Oman, because the validation of the
scale was on data collected from public service organisations in Muscat region, which perhaps
can limit the generalisability of the findings to other regions. Besides, the study covered
ministries and authorities within the Muscat region. Consequently, the results might differ for
other types of public organisation, such as public hospitals, public schools and colleagues or
other types of entities under the ambarella of the public service organisation. Also, context
contributes significantly to public service reform; thus, further research helps to evaluate the
extent to which the finding can undergo generalisation for public service and other kinds of
organisations in different countries. As such, additional research is needed for the
identification of the exact types of management or organisations suitable for the adoption and

implementation of NPM practices.

The literature about exploration and exploitation activities that influence service
innovation remains widely available and mostly utilised in the private sector. Hence, there is
limited research at the organisational level for public service. Also, scholars and practitioners

have conducted little public service research about the capabilities of public organisations to
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attain organisational ambidexterity. As such, it is suggested that more research should be
conducted about the antecedent of organisational ambidexterity in the public sector. Similarly,
even fewer studies have focused on the influence of the practices on the perception of the
customers and achievement satisfaction for public service organisations. Future studies should
focus on the customers' role, such as the development of instruments to measure customer
satisfaction as a variable. Also, the need for research that discuss drivers and factors that
effects staff and manager’s ability to innovate, e.g. the effects of incentives, contract
agreements, salaries that encourage staff and managers to works towards implementing and

enhancing innovation and performance.

Previous literature points out that leadership skills and style play a significant role in
the development and growth of any organisation. Future research may investigate the role of
leadership skills or style variables as a moderator. For instance, investigating the impact of
leadership style as a moderator for the relationship between NPM and service innovation
while explaining the contribution of the managers' roles to the performance of public service
innovations. Conversely, the impact of organisational culture variables as a mediator
represents a potential for research in understanding the connection between NPM and service

innovation and their influence on public service performance.

Despite its limitations, this thesis serves as a starting point for examining the effects
of organisational ambidexterity and NPM on service quality through the mediation role of
service innovation in the context of the public sector which considered the first in the public

administration/management literature.
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9.8 Summary

The conclusion provides a background for the thesis and the findings to the extent of the
relationship between organisational ambidexterity, NPM, and service quality as well as
between service innovation and service quality. This chapter highlighted the theoretical and
practical contributions of the thesis. Similarly, this chapter highlights the theoretical and
practical implications for the thesis based on the connection with organisational ambidexterity
and NPM through the service innovation and its effect on service quality. Most importantly,
the chapter points out the role of the managers in the public service organisations.
Furthermore, the chapter describes the limitations and the future recommendations that might
extend the knowledge in relation to organisations ability to pursue exploration and
exploitation, and the NPM reforms and its significant effects on public service quality through

service innovation.
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Appendices

8.1 Appendix 1: Round Two Outputs

Items

Responses

Comments

Performance Target

~Port ool oErdividal
isational units i I

This also have high score but its similar t
so have to choose one only

7. Outputs and outcomes are measured

This question have the highest responses,
will go for this one.

e friciency

11. Focuses on increasing preductive efficiency through
e.g. greater managerial discretion over the selection of
inputs, short-term labour contracts, and inter-agency
competition and-a-greaterreliance-on-economic

. -

1. Removed the word “productive” as it i
term mostly related to the private sector.

2. Added abbreviation “e.g.” as I believe
the three items starting with inputs are or
serving as examples.

3. Removed the term “economic incentiv,
avoid double barrelled questions.

Disaggregation|

17. Increased outsourcing and privatisation

Decentralization|

24. Focuses on creating decentralised organisational
structures and processes

23. Focuses on giving managers increased autonomy

16. Focuses on improving public sector financial

management via output budgeting acerual-accounting;
better-contract-management and more comprehensive

Removed “accrual accounting, better con
management”

30. Organisational units have discretion to implement
policies as long as outcomes are realised

26. Performance information is used to incentivise
individuals or organisational units to perform better

27. Focuses on incentivizing individual and
organisational performance via more rigorous
performance specification and measurement, and the
transparent reporting of results

Customer responsiveness/needs

12. Implements customer satisfaction measurement

14. Focuses on increasing the responsiveness of public
agencies to consumer/client preferences
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8.2 Appendix 2: Round Three Output

Items

Scholars remarks

1. Outputs and outcomes are measured

2. Focuses on increasing efficiency through e.g. greater
managerial discretion over the selection of inputs, short-
term labour contracts, and inter-agency competition.

3. Increased outsourcing
4. Increased private ownership

5. Entering into Public-Private Partnership

It is problematic that you use the word 'and' and ‘or' in
several indicators. This complicates the analysis, as it will n(
be clear what respondents miss if they answer 'no' to a specit
question.

Privatisation was changed to private ownership so that its m
applicable to public sector in Oman.

Public-Private Partnership.

6. Focuses on creating decentralised organisational
structures and processes

7. Focuses on given organisation increased autonomy

You might want to include autonomization, it is not only abg
privatisation but in general executive organisations being at
arm’s length but not privatised

8. Focuses on giving managers increased autonomy

9. Focuses on improving public sector financial
management via output budgeting, and more
comprehensive reporting

10. Organisational units have discretion to implement
policies as long as outcomes are realized

Furthermore, | think indicator 11 has nothing to do with you
scale. That will become visible when you start using this sca|

11. Focuses on incentivising performance using rigorous
performance specification and measurement

“Focuses on incentivizing individual and organisational
performance via more rigorous performance specification an
measurement, and the transparent reporting of results”

1. removed “individual and organizational level” ...
2.changed the word “via more” and added the word “using”,

3. deleted and the “transparent reporting of results” to avoid
double barrelled questions.

12. Performance information is used to incentivise
individuals or organisational units to perform better

13. Implements citizen eustemer satisfaction measurement

Why not citizen preferences?

14. Focuses on increasing the responsiveness of public
agencies to citizen eonsumer/chient preferences

Why not citizen preferences?
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8.3 Appendix 3: Practitioner Details

No. | Name Job Title Organisation name

1. | H.E. Dr. Fuad Jaffer Al Former minister Ministry of Agriculture and
Sajwani Fisheries

2. | Dr. Salim Sultan Al Ruzaigi | CEO Ministry of Technology and

Communications

3. | Dr. Yousef Abdullah al- Director of Transfer of | Ministry of Foreign Affairs

Balushi Science, Knowledge and
Technology Office

4. | Dr. Ahmed Mohamed Strategic Planning Advisor Ministry of Civil Services
Alamry

5. | Dr. Mohammed Khamis Advisor Ministry of Manpower

AlFarsi
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8.4 Appendix 4: Final Research Questionnaire

MANAGEMENT IN THE OMANI PUBLIC SECTOR SURVEY
e plad gl A5 M) L8 Gt
esSall pukill B ulilal) (ol pally Bk atdy Cluaut) V38

B o Sna g S D o gy ) Y S]] 130 bty U ) Ay 0SS g S A A e 81
A S g0 pdd B s a3

e i) pliyy iy ga (8 ASK pe ) padl ad AH pann 5 DAV 0 S o e 130 A RS e 8%
a3 g at bl SAaN! ol aladiud g

@201TOINR DA o e o 510 Sy (a1 30 A S LD Jgn ) Sl Sy S i) o A B Bt s 14
student.buid.ac.ae

This questionnaire is onlyfor public sector employees

If you work in public sector/for government please fill this questionnaire, This questionnaire is about your views
of innovative services and service quality in your department.

Thank you for participating in this survey, Please answer all questions. You are guaranteed ancnymity and your
answers will remain confidential, and they will be used only for the purpose of this research.

If you have any questions or concerns about the questionnaire or about participating in this research, you can
contact

Name eau V|

What type of organisation do you work for? sila Les Jad Sl pall Sa £ 5 g1
Ministerial - Service Ministries Ll
(Rea23d 2 4 50 Jia) &g i 5 At 3

Non- Ministerial - Authorities
(i Jia) %5y gk dassango

Other (please specify):
(Lo Sand Al Tl 5323 ) 5 A
Organisation name il assall sl
P )
Are you working in? o a:
Muscat Sk fial
Outside Muscat s = ja i
What s your organisation Sector e s 44l il o3l & Ukl
Government = 5s Eﬂ
Semi-Government = S 4= -
Other (please specify):
Has Jans s 31 gllaill 30as o> ) 5551
What type of department you are working for? anl gl G B 35 gl
Operational department - Such as products and services for customer service department
S Sating el Lt 5 ity el b (B - RUALY Cdihaad 3 543
Functional department - Such as human resources, sales, quality control and marketing
Seged pizgad A jay s oA 0 o)l Aalad LAY B L dai e
Other (please specify):
e Jawi 3] pansil] 30325 o> 1) 3551
Department name? Tlgs Jass oidl 651201 panl )
What position do you currently hold?  Slgs Josrs aill atulogll o )l Sgimuall
Top hierarchical level - Top management such as board of directors and general manager
(ol el 3 )1 e B L 6 1) e ) 500 A e e
Second hierarchical level - Middle management such as manager =]
(paall Jio calaigll 6,191) sk yd 260 3 G0 s sieed)
Third hierarchical level - Lower management such as team leader
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Other (please specify):

(i 338 e D 5 JI5YT) L o) B SR g )

s gl (5 husal 2325 L ) 5 A

What is the approximate overall number of employees in your department?
g s 1 ek G ey 30 (gl gl AL Tl sl g8

Activities asscciated with exter

Al opportunitie

Al o il alay poll

eyl

<10 L

10-19 L]

20-29 ]

>30 ]
| Please indicate your level of agreement with the following statements aJl! UL e ilidsles s o | 6 LYl o>

Strongly Moderatel Slightly Neutral Slightly Moderately Strongly
Disagree y Disagree ulbas Agree Agree Agree
Gdlso us | Disagree ‘b Sl Sl ol 3l
Ll I Wls
| My department &) Jasl 5all paall
Challenges outmoded 1 2 3 a 5 6 7
traditions/practices/sacred cows
L] d.u.\‘."a-al.w_,[n.-.”’ .\4".&.“ S
wlaluall
| Has enough fiexibility to respond 1 2 3 4 5 6 7
quickly to changes in customer needs
and demands
aSai il aig el o IS Jak miak
wloliz¥ an | Llaiwdl e
sl Xanll Clllog
Reacts rapidly to changes in public 1 2 3 - 5 6 7
needs (eg., through  shifting
organisational priorities)
[PCRCH PP | T RC -
JUall Jusw (slas) jaganll wl>lu]
aolall wlgle¥l cas i salel poas
(ol panddl 0an ole sl aumawball
| Supports the reconfiguration of 1 2 3 4 5 [ 7

department activities to respond to
external changes
Il cas o dtag 83l5] p s

as> | asluw i
Strongly Moderatel Slightly Neutral Slightly | Moderately Strongly
Disagree y Disagree auloe Agree Agree Agree
390 s | Disagree o Salsl 330l ol 33lgl
03k O5lga b $9lg0 Wuls Jhask
L o Wls
| My department ... ay Jac] 5l punsll
QJU', UL?,ZA“ Pl dud aly 1 2 3 4 5 6 7
Measures outputs and outcomes
| selasl ol ois S 0 1 2 3 4 5 6 7
Focuses on improving efficiency
iVl e sy S o 1 2 3 4 5 6 7

J‘.’unl" MQ-““ 5'] d-e?)b J.)Ln‘a_
(a1 Wl il JlacYl
|_Relies extensively on outsourcing
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pldl Geeladll o a8 8 Jou
welzlly Enters into Public-Private
Partnerships

it aadaidll USglls Jasll ol
Has decentralised organisational
structure and processes

| alsal o ad¥aiwy) ¢l jaall slas

| decisions

wLall

Gives managers autonomy to make

JUall Juuw oles alas aille o 0]

Sl aas 650)] o3a poas

Has strong Hinandial management e.g,
minimizing costs

I

l

BTV ey
Sets performance targets

ostlogall (3lsall pas
Offers incentives to employees

shaadl it g CMuand) Cami
Responds to customer needs and
preferences

sHaxll Lo, soime pulid it i
Measures customer satisfaction

Strongly Moderatel Slightty Neutral Slightly Moderately Strongly
Disagree y Disagree uloa Agree Agree Agree |
G9lss _ut Disagree ek Golgl L,.il,| o g5lyl
b b W ls
| My department ... & Jat! g3l punall |
/ ol sl b bs] Lo SLY] g 1 2 3 4 5 6 7 1
wle 9. )nun] |
Encourages innovation in
program/project management
{ anall pusis 9 ISRYI e 555 1 2 3 4 5 6 7
| Emphasises service innovation
aoxa] saaz §obo o Sl el dow 1 2 3 4 5 b 7
sl JSuin Mz
Constantly seeks new ways to better
service our customer
| awdd asasdl callwl Jas/ s 1 2 3 4 5 6 7
Mol Lidlais
Changes/modifies service approaches
10 satisfy customer requirements
haiwl paaz wleas puasi aud piy 1 2 3 4 5 6 7

| Consistently introduces new service

5 Service quality asaall 624> (§giumin

Strongly Moderatel | Slightly Neutral Slightly | Moderately Strongly
Disagree y Disagree Llas Agree Agree Agree
$9ls0 s Disagree ek Bl 3l oawiae (p9lgl
Prvm B9lge juc | 39lge Mls Jlael
Lo | W |
| My department ... & Jas | sl panall |
PYEYTRNL] wlazall &ranl L renn 1 2 3 4 5 6 7 |
dosall
Employs up-to-date equipment in
service provision
' i 38 as dgigll Lalls (Sa 1 2 3 4 5 6 7

wleanll
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is always reliable when providing
services

eMas)l Cllla) & jga)l & laiwdl ai
sy Slosall poass ue

Promptly responds to customer
requests when providing services

o) 1B p0 5 A8 S ga hash ark
Provides services in a trustful
relationship to our customer

eManllo o izl anki G| B Gage
Always aims to satisfy customer
needs when providing services

s5lass eManl) Sloanll pazs
Provides services efficiently for
customers

Organises work tasks to achieve
efficiency

Slightty Slightly | Moderately Strongly
Disagree Agree Agree Agree
s ‘_',.I',' .,’l_’l 0 2aki ‘_".’l,'
$9lge Wls Jlasl
Yuls
My department ... & Jas! sl panall
aswsoll il asalglen 3 5 6 7
Collaborates to support
organisational objectives
selass 5 lgall pasias 3 5 6 7
Uses resources efficiently
&b anleiadl 1Y) Gua at 3 5 6 7
sslastl
Supports the achievement of
efficiency-related objectives
psx il ol s b esle 3 5 6 7
3lgall Jleall ozl
Usually makes decisions that facilitate
the efficient utilisation of resources
sslaS)l gaanil Joull plga plas 3 5 6 7




8.5 Appendix 5: Cook's Distance

Residuals Statistics?
Minimum | Maximum Mean Std. Deviation

Predicted Value 19.5451 407644 | 354777 3.48733 157
Std. Predicted Value -4.569 1.516 000 1.000 157
Standard Error of

Predicted Value 307 1.630 B70 231 157
Adjusted Predicted Value 18.8908 408280 354700 352720 157
Residual -12.47142 5.46748 00000 3.40247 157
Std. Residual -3.618 2.457 000 987 157
Stud. Residual -3.678 2.639 2001 1.007 157
Deleted Residual -12.88587 9.77433 00766 3.54557 157
Stud. Deleted Residual -3.840 2.693 -.001 1.018 157
Mahal. Distance 247 33.877 3.975 5210 157
Cook's Distance 000 215 {009 023 157
Centered Leverage Value 02 217 025 033 157

a. Dependent Variable: SERVQUAL

8.6 Appendix 6: Multicollinearity Statistics

Coefficients®
Collinearity Statistics
Model Tolerance VIF
1 (Constant)
EXPLOE 392 1.691
NFM 433 2198
SERVINNOW 378 2.646
EXPLOIT 345 1.334

a. Dependent Variable: SERVQUAL,
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8.7 Appendix 7: First Exploratory Factor Analysis (Pattern Matrix)

Pattern Matrix?

Factor

EXPLOR1
EXPLOR2 .707
EXPLOR3 .801
EXPLOR4 .908
NPM1 591
NPM2 .597
NPM3
NPM4
NPM5 .606
NPM6 .613
NPM7 .625
NPM8 .555
NPM9 .664
NPM10 .651
NPM11 .530
SERVINNOV1 .674
SERVINNOV2 1.055
SERVINNOV3 .536
SERVINNOV4 .934
SERVINNOV5 442
SERVQUAL1 376
SERVQUAL2 .582
SERVQUAL3 787
SERVQUAL4 .933
SERVQUALS 723
SERVQUALG .540
EXPLOIT1 .949
EXPLOIT2 .863
EXPLOIT3 .805
EXPLOIT4
EXPLOITS .488

Extraction Method: Maximum Likelihood.
Rotation Method: Promax with Kaiser Normalisation.

a. Rotation converged in 7 iterations.

228



8.8 Appendix 8: Reliability Statistics

Exploration
Inter-ltem Correlation Matrix
EXPLOR2 EXPLOR3 EXPLOR4
EXPLOR2 1.000 .593 .549
EXPLOR3 .593 1.000 .700
EXPLOR4 .549 .700 1.000
Item-Total Statistics
Squared Cronbach's
Scale Mean if | Scale Variance | Corrected Item- Multiple Alpha if Item
Item Deleted if tem Deleted | Total Correlation Correlation Deleted
EXPLOR2 11.52 5.315 .622 .387 .810
EXPLOR3 11.69 4.342 .730 .552 .705
EXPLOR4 11.53 5.648 .704 .518 742
Exploitation
Inter-ltem Correlation Matrix
EXPLOIT1 | EXPLOIT2 | EXPLOIT3 | EXPLOIT4 | EXPLOITS
EXPLOIT1 1.000 .739 .710 422 .618
EXPLOIT2 739 1.000 .644 467 517
EXPLOIT3 .710 .644 1.000 .567 .594
EXPLOIT4 422 467 .567 1.000 .545
EXPLOITS .618 517 .594 .545 1.000
Item-Total Statistics
Squared Cronbach's
Scale Mean if | Scale Variance | Corrected Item- Multiple Alpha if Item
Item Deleted if Item Deleted [ Total Correlation Correlation Deleted
EXPLOIT1 24.73 10.841 .749 .676 .827
EXPLOIT2 25.01 10.218 .704 .587 .831
EXPLOIT3 25.01 9.237 767 .610 .813
EXPLOIT4 25.27 9.533 .592 409 .869
EXPLOITS 24.97 10.640 .683 490 .837
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New Public Management

Inter-ltem Correlation Matrix

NPM1 [ NPM2 NPM5 NPM6 | NPM7 | NPM8 | NPM9 | NPM10 | NPM11

NPM1 1.000 .694 .365 430 .305 .612 .382 .538 .386

NPM2 .694 1.000 401 .542 .367 .607 441 491 .357

NPM5 .365 401 1.000 .533 .322 .338 .304 .403 .369

NPM6 430 542 .533 1.000 .302 .376 495 472 .378

NPM7 .305 .367 322 .302| 1.000 411 391 429 .393

NPM8 .612 .607 .338 376 4111 1.000 489 .538 544

NPM9 .382 441 .304 495 391 4891 1.000 495 A73

NPM10 .538 491 403 472 429 .538 495 1.000 492

NPM11 .386 .357 .369 .378 .393 .544 473 492 1.000

Item-Total Statistics
Squared Cronbach's
Scale Mean if | Scale Variance | Corrected Iltem- Multiple Alpha if ltem
Item Deleted if Item Deleted | Total Correlation Correlation Deleted
NPM1 43.02 48.968 .651 .567 .858
NPM2 42.89 49.192 .692 .600 .854
NPM5 43.52 50.841 522 .348 .870
NPM6 43.40 50.485 .618 482 .861
NPM7 43.54 51.840 .500 .282 .871
NPM8 42.90 49.177 .692 .560 .854
NPM9 43.99 50.731 .603 417 .862
NPM10 43.40 50.870 .682 ATT .856
NPM11 43.41 50.642 .590 412 .863
Service Innovation
Inter-ltem Correlation Matrix
SERVINNOV1 | SERVINNOV2 SERVINNOV3 SERVINNOV4 | SERVINNOVS

SERVINNOV1 1.000 .756 573 .455 514
SERVINNOV2 .756 1.000 719 .595 .627
SERVINNOV3 .573 719 1.000 .765 .645
SERVINNOV4 .455 .595 765 1.000 .705
SERVINNOV5 .514 .627 .645 .705 1.000

Item-Total Statistics
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Squared Cronbach's
Scale Mean if | Scale Variance | Corrected Item- Multiple Alpha if Item
Item Deleted if Item Deleted | Total Correlation Correlation Deleted
SERVINNOV1 22.94 18.913 .666 577 .889
SERVINNOV2 22.87 18.138 .807 707 .853
SERVINNOV3 22.66 19.828 797 .696 .860
SERVINNOV4 22.83 20.216 .729 .664 .873
SERVINNOV5 23.11 18.725 721 .568 .874
Service Quality
Inter-Item Correlation Matrix
SERVQUAL2 | SERVQUAL3 SERVQUAL4 SERVQUALS5 | SERVQUALG
SERVQUAL2 1.000 AT7 .593 591 468
SERVQUAL3 AT7 1.000 .648 .631 498
SERVQUAL4 .593 .648 1.000 .695 .563
SERVQUALS5 591 .631 .695 1.000 .607
SERVQUALSG6 468 498 .563 .607 1.000
Item-Total Statistics
Squared Cronbach's
Scale Mean if | Scale Variance | Corrected Iltem- Multiple Alpha if Item
Item Deleted if Item Deleted [ Total Correlation Correlation Deleted
SERVQUAL2 23.92 11.443 .629 421 .853
SERVQUAL3 24.28 9.665 .679 490 .849
SERVQUAL4 23.93 10.566 q71 .601 .819
SERVQUALS5 23.95 10.895 779 .610 .820
SERVQUALG 23.82 11.395 .633 419 .852
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8.9 Appendix 9: CFA Factor Loadings

Standardised Regression Weights: (Group number 1 - Default model)

Estimate
NPM11 <--- NPM_F .633
NPM10 <--- NPM_F 721
NPM9 <--- NPM_F 622
NPM8 <--- NPM_F 779
NPM7 <--- NPM_F .506
NPM6 <--- NPM_F .635
NPM5 <--- NPM_F 529
NPM?2 <--- NPM_F 768
NPM1 <--- NPM_F 745
EXPLOR4 <--- EXPLOR_F .788
EXPLOR3 <--- EXPLOR_F .884
EXPLOR2 <--- EXPLOR_F .684
EXPLOITS <--- EXPLOIT_F 741
EXPLOIT4 <--- EXPLOIT_F .618
EXPLOIT3 <--- EXPLOIT F .818
EXPLOIT2 <--- EXPLOIT F .793
EXPLOIT1 <--- EXPLOIT_F .855
SERVQUAL6 <--- SERVQUAL_F T17
SERVQUALS5 <--- SERVQUAL_F .859
SERVQUAL4 <--- SERVQUAL_F .809
SERVQUAL3 <--- SERVQUAL_F .730
SERVQUAL2 <--- SERVQUAL_F .696
SERVINNOV5 <--- SERVINNOV_F 787
SERVINNOV4 <--- SERVINNOV_F .806
SERVINNOV3 <--- SERVINNOV_F .858
SERVINNOV?2 <--- SERVINNOV_F .835
SERVINNOV1 <--- SERVINNOV_F 710
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