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Abstract

The purpose of the study was to understand the connection between green human resource management (GHRM) and sustainability
within the lens of green lifestyles in renewable energy companies in Bahrain. There are extensive studies that investigates the impact of
GHRM practices, and sustainability. However, the mediating role of green lifestyle have still not been examined especially in
petrochemical industry. The study discussed the role of GHRM to enhance the sustainability with the lens of green lifestyle as a mediator.

Keywords: GHRM, Sustainability, Green Lifestyle, Petrochemical

Introduction

GHRM is a novel concept that is increasingly becoming popular across the world. Green HRM refers to
the investment of a significant amount of environmental protection efforts to enhance efficiency or minimize
the negative impacts that business and human activities have on the environment (Ali, Islam, Chung, Zayed
& Afrin 2020). In the broad sense it is the integration of an environmental management element into HRM.
In this regard, Malik et al. (2021) argue that companies tweak their HRM policies and practices to contribute
towards the broader company CSR agenda by undertaking environmentally friendly HR practices which would
bring about lower costs, increased efficiencies, and better employee engagement which correspondingly aid
companies to minimize employee carbon footprint through job sharing, virtual interviews, recycling, car-
sharing, Electronic filing, teleconferencing, energy efficient office spaces, as well as online training (Chuah,
Mohd & Kamaruddin 2021).

Overtime, the primary goal of many businesses has been to realize the short-term economic goals.
However, after the industrial revolution, the impossibility of such a system of growth and need to conduct
business while respecting the society and environment has become evident. The 21st century in particular has
unveiled increased concern for nature all around the world and across different businesses. Many firms have
taken the initiative to move towards green-oriented operations by incorporating green management practices
in their business undertakings (Chuah, Mohd & Kamaruddin 2021). The green HRM construct is a practice
where businesses integrate environmentally sustainable practices into their decision-making and operational
processes through the lens of the HRM policies. Green HRM entails the deploying of HRM philosophies,
practices, as well as policies to manage the assets of a business and any associated environmental concerns
(Geetha & Sammanasu 2020). This is attained via recruiting as well as retaining green workers who have
sufficient green skills and expertise. Workers who are environmentally competent, aware, and are dedicated
towards realizing environmental friendliness would complement the GHRM practices implemented by a
business (Ahmad, Ullah & Khan 2021). Green HRM practices would influence the environmentally friendly
behaviors of workers which might correspondingly impact the environmental performance of the company
(Ali et al. 2020.). According to Islam, Khan, Ahmed and Mahmood (2020), Green HRM, backed by
environmentally friendly behavior founded on green lifestyles as well as the organizational commitment of
employees would boost the performance of workers in a company. To make the environment cleaners and
safer, Green HRM is corporate stratagem and part of the green management initiatives that must be
implemented in the company to sustain the environment as well as strike an ecological balance (Le Ha & Uyen
2021; Saifulina, Carballo-Penela & Ruzo-Sanmartin 2020; Rushya & Dissanayake 2020). According to
Rushya & Dissanayake (2020) Green HRM practices bring about increased efficiency, better engagement of
employees, increased organizational performance, and reduced costs. The participation of employees in Green
HRM practices has led to the strengthening of the environmental management processes in the workplace
including reduction of wastage, elimination of toxic or hazardous substances as well as the safe and effective
use of resources (Baliyan 2021). Further, the pro-environmental behaviors exhibited by employees is a show
of environmental friendliness and the Green HRM practices are useful in terms of building a positive brand
image while indirectly crafting employees’ green behaviors. With this said, Saifulina et al. (2020) assert that
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the most common pro- environmental practices exhibited in the workplace include switching off lights when
not working, using bicycles to move around, double-sided printing, as well as avoiding the use of disposable
materials.

There is plenty of research on GHRM, however, a huge portion of these studies are only restricted to
conceptualization. More studies are required from a relational point of view to investigate the wide
implications of GHRM. Nonetheless, up to this point, very few studies have addressed the relational point of
view of GHRM (Chuah, SMohd, & Kamaruddin, 2021; Abbas, Shoaib, Zlamalova & Zamecnik, 2020;
Ahmad, Ullah & Khan, 2021; Islam, Khan, Ahmed, & Mahmood, 2020) and stressed on the impact of GHRM
practices. Suharti & Sugiarto (2020) emphasized on Green HRM practices and their benefits in the
organization. On the other hand, Ahmad et al. (2021) focused on the impact of green HRM on green creativity
with ethical leadership style and pro-environmental behaviors playing the mediating role. Similarly, Islam et
al. (2020) studied promoting in-role and extra-role green behavior through ethical leadership with green HRM
and individual green values playing the mediating role. Nonetheless, further research is needed to examine the
full potential of GHRM and its consequences with other mediators to determine the relationship between
different variables that play a role in sustainability and green initiatives. Many studies have been conducted
on GHRM with ethical leadership, PEBs, SHRM, and green HRM as mediating variables but none has been
done with green lifestyles as a moderating variable. Also, none of these studies has focused on renewable
energy companies in Kingdom of Bahrain. Thus, this study examines the nexus between GHRM and
sustainability in renewable energy companies in the Kingdom of Bahrain with green lifestyles playing the
mediating role.

The study will inform the formulation of industrial policies, regulations, and procedures that champion
the slowdown and to some extent reverse the consequences caused by industrial and human activities on
natural resources. In addition, human activities are negatively impacting the planet and natural resources
causing cataclysmic repercussions. The findings of the study inform conscious consumption by compelling
people to change their consumption behaviours to reduce the impact of their activities on the environment to
eliminate ecological threats. The findings of this study also promote sustainable community practices and
environmental stewardship among employers by compelling them to embrace sustainable HRM practices,
principles and policies to promote the productive utilization of company resources to void wastage, pollution,
and harm caused to the environment. The findings of this study help organizations reap significant operational
savings through informing on the nest possible way to cut their environmental carbon footprint. Organizations
will be able to cut the cost of services through the utilization of low waste and energy efficient technologies.
This study demonstrates how companies can play a crucial and contribute towards addressing climate change
and ecological issues through the framework of GHRM and green lifestyles. The findings of this study will
help practitioners and environmentalists make the environment clean and sustainable by embracing green
lifestyles. The study informs and adds to future discussions and research on matters climate change,
sustainability and how companies contribute to it through GHRM and green lifestyles.

Considering, the fact that the consequences business operations have on society and the environmental
are wanting, there is a growing need to conduct business in ways that respect the society and the environment.
Notwithstanding the fact that environmental and social issues in the pats were viewed as a burden for business,
contemporarily, sustainability plays a crucial role when it comes to attainment of a strategic advantage and
improved economic performance (Saifulina et al. 2020). The application of sustainability principles to all
business areas including HRM is fundamental (Baliyan 2021). Considering the growing environmental crisis
and social class gap, sustainable development is a must for every business. Applying sustainability to human
resource management to attain organizational sustainability is essential because HRM can influence the
relationship of a firm with its external environment in terms of how it impacts the ecology and society.
Organizations need to make efforts to reduce pollution produced by their operations as well as increase energy
efficiency. As part of the environment dimension of sustainable human resource management, green HRM
defines the environmental practices and policies of human resource management which contribute to the
institution of green organizations aimed at reducing the negative consequences that pollution and energy
consumption have on the environment. Such green practices result in a sustained competitive edge and an
improved corporate image. Employee green behaviors and lifestyles both prescribed and voluntary can be
influenced by green HRM which might serve as a guiding tool for company workers to embrace green
lifestyles and behaviors aimed at saving and preserving organizational resources while promoting corporate
sustainability (Chuah et al. 2021).
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In the contemporary changing world of sustainability, most companies are finding it hard to manage talent
because many job seekers are only attracted to companies that embrace sustainable practices. Nonetheless, to
manage contemporary talent effectively, organizations need to embrace environmentally friendly human
resource initiatives. These initiatives would result in greater efficiencies, better employee engagement,
reduced costs, and better employee retention which would correspondingly aid companies to cut the carbon
footprint of its workers through job sharing, virtual interviews, energy efficient office spaces, online training,
and recycling among others (Le Ha & Uyen 2021). Nonetheless, green human resource initiatives aid firms in
establishing alternative ways of reducing costs without necessarily losing their top talent. Notably, embracing
GHRM as a strategic initiative would promote sustainable organizational practices.

e H1: GHRM practices are positively associated with sustainability.
e H2: There is a positive relationship between GHRM practices and green lifestyle H3: There is a
positive relationship between green lifestyle and sustainability.

Sustainability

Green Lifestyle
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ROI Evaluation of a Coaching Culture Institutionalization Project
Frédéric Patricelli ¥
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Abstract

Based on facts reported in the scientific literature about the benefits for an organization of deploying a coaching culture, early in 2014
Zain BH BSC has decided to design, roll out and institutionalize a coaching culture company-wide. After three years, many benefits (both
tangible and intangible) resulting from the initiative were confirmed through the Employees Engagement survey that the company runs
on a yearly basis. The aim of the article is to compute the ROI related to the project in order to validate its success also from a financial
point of view.

Keywords: Coaching Culture, ROI, Leadership Development

Introduction

Scientific literature [1] and many survey based researches show that companies are more and more turning
to coaching and mentoring initiatives to develop their talents and the most flourishing ones are those who
succeed in creating a sustainable internal coaching/mentoring culture. In fact, more than 71% of the S&P 500
Companies offer coaching/mentoring to their employees [2] and it is widely recognized that the managers who
get the most out of their team are those who, in addition to self-develop, spend a high proportion of their
energy in coaching and mentoring others. Furthermore, it is proved (PricewaterhouseCoopers, 2011) that ROI
for companies who invest in coaching is up to 7 times the initial investment and that retention is 25% higher
in companies that sponsor mentoring (Deloitte Research Survey, 2012) i.e., in companies that have
institutionalized a coaching culture.

Based on the above facts, Zain BH has decided in 2013 to deploy and institutionalize a Coaching Culture.
The overall initiative has been designed and structured in 2 phases: one-year Leadership Development
program (Phase 1) composed of a series of individual.

Coaching sessions plus pre & post 360° Leadership assessment followed by the ILM Level 7 Executive
Coach Certification (Phase 2) of a pool of internal coaches. The aim of Phase 2 was mainly to extend to all
employees and in a cost-effective way the positive outcomes of the first Phase.

The Zain BH team involved in the project, with different roles and responsibilities, was composed of the
Organization Development (OD) and the Learning & Development (L&D) functions, coordinated by the HR
Director and supported by the other HR functions (Compensation & Benefits (C&B), Talent Management
(TM) and Performance Management (PM). The Individual coaching sessions and the ILM Certification were
delivered by a pool of external highly qualified coaches under the coordination of the Project team. The
institutionalization of the Coaching Culture project has required the introduction of a new Policy (Coaching
Policy — not reported in this paper because for internal circulation only).

After a detailed description of the overall initiative, that is reported in the 1st section of this paper, some
methods to evaluate the contribution of coaching and mentoring to the organization performance are presented
in section 2. In particular, the paper focusses the Donald Kirkpatrick’s 4 evaluation levels (1956) and the ROI
Methodology introduced by Jack Phillips (1973). Then the 3rd section illustrates the step-by-step application
of the Phillips’ ROI Methodology to the Zain BH project, from the data collection plan to the computation of
both the ROI and the Benefit Cost Ratio (BCR). The article then ends with some conclusions and Appendix.
Institutionalization of a Coaching Culture in Zain BH

Traditional Learning methods [3] are based on classroom lectures, case studies, extensive reading
assignments, small group discussions, speeches from executives, video and films presentations. The related
trainings are meant to expose the participants to different ideas and situation, stimulate peer interactions and
broaden their perspectives but the impact of such trainings/programs is limited (especially for those
endeavoring behavioral changes) and consequently are widely considered far from being sufficient for the
effective development of managers.

On the contrary, new Learning methods [3] introduce aspects such as immediate opportunity to apply the
knowledge/skills acquired, action orientation, emotional engagement, personalization, customization and
implementation accountability, just to name a few. These new Learning methods are grounded on feedback
(360° assessment), simulations, team building activities and in particular on Coaching and Mentoring.
Despites they are frequently used almost as synonyms, coaching and mentoring address different facets of
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people development. In fact, if coaching is the art of facilitating the unleashing of people potential by showing
them how to learn rather than by teaching them, mentoring is the art of supporting whom wants to learn and
grow within an organization. Consequently, coaching and mentoring involve different methods, processes and
are used in different situations; the coaching context in organizations relates mainly to aspects such as business
strategy development, employee’s performance optimization, change management, career development and
knowledge sharing, while mentoring is used to gain valuable advice, build relational network, develop
knowledge and skills, advance in career, learn new perspectives.

As said in the introduction, the overall ‘Institutionalization of a Coaching Culture’ project in Zain BH has
been structured in two main phases:

Phase 1:

o Leadership pre-Assessment of the 45 Directors/Managers (Q1/2014);

o Series of three Individual Coaching Sessions (Q1/2014 — Q4/2014);

e Leadership Individual ‘refreshing’ coaching sessions (Q2 and Q4/2015);
o Leadership post-Assessment of the 45 Directors/Managers (Q4/2015).

Phase 2:

o Shortlisting of a pool of 20 internal “believers” giving priority to the 45 Directors/Managers
involved in the first Phase (Q1/2015);

o Series of Training Initiatives to Coach-the-Coaches and prepare them for the ILM Level 7 executive
coach certification (March, May and September 2015);

o ILM Level 7 executive coach Certification of the 20 internal coaches (Q4/2015 — onward).

The Leadership competence model used in Phase 1 is the one proposed in 2002 by Zenger & Folkman [4]
and that was already in practice in Zain BH since 2008. The model is based on a series of 16 competences/
skills that Zenger & Folkman’s researches and studies have proved to be mastered/ owned by Extra-ordinary
leaders.

These 16 competences have been then grouped in the following five categories (see Appendix for more
details):

Character;

Personal Capabilities;

Focus on Results;

Interpersonal Skills;
e Leading Changes.

that are metaphorically depicted through a five poles tent (see Figure 1) which volume represents in some
way the “quantity” of Leadership skills possessed by a leader, perceived by the people he is in contact with
(Manager, Peers, Direct Reports, Others) and that is commonly measured through a 360° Leadership
Assessment survey.
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Fig. 1. Zenger & Folkman’s 5 poles tent

The project has been embraced with enthusiasm by both the pool of internal 20 coaches shortlisted and
by the Directors/ Managers who had the opportunity to experiment first-hand (during phase 1) the benefit of
the initiative. Nevertheless, two problems had to be faced:

1. the additional workload required to the internal coaches and

2. the initial employees’ perception of coaching as a remedial intervention rather than an opportunity,

combined with (sometimes) their acceptance of being coached by a colleague.

The 1st problem has been resolved by the internal coaches’ extra effort put in place because conscious of
the great opportunity to get a prestigious internationally recognized certification. Moreover, since the
beginning of the overall initiative, the HR/OD function communicated company-wide a very positive
image/perception that made the coaches proud of their additional role. Last but not least, this extra activity
became rewarded by HR and is now part of the PM/C&B process.

The 2nd problem is still (partially in place) and will of course require more time to fade- out because
relates to cultural aspects. The situation is nevertheless improving much faster than expected. In fact, the
tangible benefits experienced by the employee who have already gotten one or more internal coaching
session(s), have generated an increased sense of opportunity rather than remedial intervention and
consequently the number of employees asking HR to get an internal coach assigned to support them with their
specific work issues is fast-growing.

In addition to some of the intangible positive outcomes mentioned in the scientific literature such as:
increased enthusiasm, mutual respect and understanding, higher appreciation & trust, knowledge sharing and
role-modelling among employees, some tangible key outcomes of the initiative were found in the analysis of
the Employees Engagement (EE) surveys that an external company run for Zain BH on a yearly basis. In fact,
the ‘Overall EE index’ had an increase of 19% from 2014 to 2015.

Because of all the positive impacts of the project experienced company-wide, the Zain BH management
decided to go ahead with the initiative and to run, already in 2016, a second edition of the project in order to
add 11 more ILM Level 7 Executive certified coaches to the existing internal pool.

Evaluation of the contribution of coaching & mentoring to the individual and to the

organization

The market of coaching and mentoring [5] is still growing and its size is nowadays appraised in several
billion of US$ per year. Thus, it is no surprising that the questions raised by CEOs and HRDs are: “Does it
work? Is it effective?” All the studies undertaken [6], whatever mode of coaching, led to the same conclusion:
everyone like to be coached and perceive that it affects positively their effectiveness and career. Thus, the
answer is definitely: ‘Yes, it works’!

However, if there is no evaluation structure in place for a coaching initiative, how will the CEOs and
HRDs know if it is creating success, stagnation or even damage? The purpose of Evaluation is not only to
answer these questions but also to encourage a better dialogue with the stakeholders. Surveys show that less
than 10% of the organizations in USA and only 19% in UK are formally evaluating the impact of coaching
[2] and among them, there is always strong evidence that the ROI for coaching is very high.

The difficulty, however, as with the measurement of any other kind of intervention, is separating out /
isolating the effect of the coaching from the effect of other things that goes on at the same time. Moreover, if
tangible elements such as productivity and sales figures are easier to measure, the complexity increases a lot
when appraising the impacts, on the bottom-line, of intangible elements such as: leadership, relationship
handling, etc. In any case, as said at the beginning of this section, all studies ([6],[7]) are consistent in asserting
that the impact on the bottom line of both tangible and intangible coaching and mentoring elements, measured
through self-reported and 360° feedback, are very positive.

Many training evaluation methods and models have been designed in the last decades and all can be
classified on whether they are ‘Result’ or ‘Process’ Oriented. Some among the most known are: ‘The 4 Levels’
by Donald Kirkpatrick (1959), ‘The 5th Level and ROI Methodology’ by Jack Phillips (1973), ‘Success Case
Method’ by Brinkerhoff (1995), ‘Business Impact’ by Molenda, Pershing & Reigeluth (1996) and ‘Decision-
Making’ by Kraiger (2002), just to name a few.

Despites the high number of available models can lead to some confusion, the most popular/robust among
the L&D community remain the ones developed by Kirkpatrick and then enriched by Phillips. Even if they
were designed for instructor-led training i.e., when the training was taking place only in the classroom, the
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models began to be used also to evaluate coaching and mentoring despites the obvious and clear differences
standing between them. In fact, for example coaching and mentoring are by far more individualized processes
in which the coachee has much greater say in the agenda and in the direction of the process and the breath and
“openness’ of the agenda is much bigger for coaching and mentoring than for training.

The Kirkpatrick model ([8],[9]) is based on the following four levels:

1. Reaction i.e., “what is the satisfaction of the participants to the training they have attended?” This
kind of ‘customer satisfaction’ measurement is carried out around 90% of the time by companies and
is usually implemented through a post- program evaluation survey. This is of course the simplest and
cheapest training evaluation method.

2. Learning/Knowledge i.e., “what improvement in knowledge and skill did the participants have
gotten from the training?” Companies around 50% of the time carry out this kind of evaluation and
implements it through a test (quiz/exam/ questionnaire) done before and after the training action.

3. Behaviorsi.e., “what change in behavior has occurred to the participants after their attendance to the
training?” Companies around 20% of the time carry out this kind of evaluation and usually
implements it via interaction (debriefing session, annual performance review, and informal
observation at work) with the participant and/ or via 360° assessment.

4. Resultsi.e., “what final results have occurred consequently to the attendance of the participant to the
training?”’

Examples of ‘final results’ indicators are: increased production, improved quality, costs decrements,
increase of sales, reduced number of accidents, reduced turnover, etc. Companies around 9% of the time carry
out this evaluation as its implementation is more expensive.

Jack Phillips [10] has proposed in 1973 a restructuration of the Kirkpatrick’s four evaluation levels and
added a 5th one with the aim of converting the data of Level 4 into a financial value that can be compared to
the investment made by the company. This was mainly to answer the legitimate question from stakeholders:
“has training brought me more than what I’ve paid for it?”” The ROI formula is then very simple to compute
once the Benefits and Costs have been determined:

ROI = [(Benefits — Costs) / Costs] x 100.

This additional evaluation level is appraised by companies for only 5-10% of initiatives and usually is run
after a time lapse long enough to allow it to bear fruit. Each of the above 5 levels are important and it is always
wrong (and unfortunately common) to bypass the lower levels and jump immediately to the upper ones. In
fact, experience teaches that evaluation should be made at level 1 for all initiatives and then should proceed
to higher levels if staff, time and money are available.

The contribution of Phillips to the ROI evaluation of projects expanded also through the formalization of
a complete methodology (see Figure 2) ranging from the evaluation planning to the reporting results to the
management passing by the data collection and analysis phases, isolation of the project effects, data conversion
/ monetarization, etc. As a consequence of its simplicity and clarity that in some way put a kind of order in
what before was chaos, the Phillips’ ROI Method- logy had an almost immediate success among HR
professionals and became quickly the world wide most common and used reference model for evaluating the
ROI of projects.

Fig. 1. The Phillips ROl Methodology
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ROI Evaluation of the Zain BH Coaching Culture Project

As recommended by the Phillips” ROI Methodology ([11],[12]) reported in the previous section, a Data
Collection Plan has been prepared (see Table 1) and executed.

The evaluation/feedback provided by the participants at Satisfaction/Reaction level (1) using a 5-mark
Likert scale (ranging from 1 = Strongly Disagree to 5 = Strongly Agree) is summarized in Table 2 and as
targeted in the collection plan, all ratings exceeded 4.

Table 1. Participants’ Reaction

Issues Ratings
Important for my Work 432
Provided new Information 4.50
Worthwhile Investment 447
Good use of my Time 4.18
Recommended to Others 4.37
Table 2. Data Collection Plan
Data  Collection _ .
Leve Program Measures Method / Data Timin Responsibilitie
| Objective(s) Sources g S
Instruments
SATISFACTION/PLANNED ACTION
1 Part. Rate Minimum
project Relevant 4 out of 5 Questionnaire Participants End of L&D Team
for their jobs for each Phase 1
Part. Rate  factor on a
project 5-mark
Important  for .
their job Likert
scale
LEARNING
2 " -
Participants 30% higher  Self- Particinant End of L&D T
demonstrate knowledge Assessment artictpants nd o eam
. Phase 1
knowledge of afterphasel  via
the Zain BH Questionnair
Competence e
Model
APPLICATION/ IMPLEMENTATION
3
Participants use  Overall _ Pre & Post 360° LD o
the Leadership  Leadershi assessment Participants month L&D Team
competences p rating s after
routinely  with |ncre;ise end of
their  Reports, of 5% or Phase
above
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Peers and others 1

BUSINESS IMPACT

4 Employees Increase of Engagement Employee After HR
Engagement 10% Survey & Data s& HR IS Phase
2
Absenteeism Decrease of  Data HR IS After HR
20% Phase
2
Turnover Decrease of  Data HRIS After HR
20% Phase
2
5 ROI: Achieve a  Comments: Benefits will be computed from the savings due to the expected lower
50% ROI absenteeism, lower turnover and higher productivity as a consequence of
within 1 the increased Employees’ Engagement.
year after
the
completio
n of Phase
2

The evaluation/feedback at Learning level (2) has been implemented by asking (via questionnaire) the
participants to self- appraise their knowledge about the company competence model before and after phase 1.
The evaluation, that was required to be expressed through a 5-mark Likert scale (ranging from 1 = Strongly
Disagree to 5 = Strongly Agree), is summarized in Table 3 and the improvement measured has been of [(4.57
/3.20) — 1] = 43% i.e., far above the targeted 30% in the data collection plan.

Table 3. Participants’ Learning

Issues Ratings
Learnt new Knowledge/Skills 4.48
Knowledge before phase 1 3.20
Knowledge after phase 1 457
Effectiveness of Coach 4.72

The evaluation of the project at Behavior /Application/Implementation level (3) has been made by
comparing the results of a pre and a post 360° leadership assessments and built by using also a 5-mark Likert
scale (ranging from 1 = Strongly Disagree to 5 = Strongly Agree). The results, with reference to the five
categories (only) of the Zenger & Folkman competence model, are reported in Table 4. The improvements
gotten in the Leadership skills (above 6% in almost all categories) were aligned with the 5% targeted in the
data collection plan and have been successively confirmed by the increase of some key indexes of the yearly
EE Survey. For example, in the period 2013 —2016: ‘My Manager’ index had an increase of 28%. The benefits
have been spotted also indirectly through other EE indexes; ‘My Job’ raised 12%, ‘Learning & Development’
improved of 34% and ‘Work-Life Balance’ index had an increase of 43%, just to name a few. Moreover, all
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these trends have been confirmed again by the successive Engagement Pulse Surveys that Zain BH run on a
quarterly basis.

Table 4. Application of Skills acquired

Issues Ratings Pre Ratings Post
Character 3.93 413
Personal 3.76 4.02
Capabilities

Focus on Results 3.78 4.03
Interpersonal 3.70 3.95
Skills

Leading Change 3.75 4.01

The evaluation of the project at Business Impact level (4) has of course required a more complicated
procedure because, as reported in the data collection plan, the business impacts of the selected factors (EE &
Productivity, Absenteeism and Turnover) are not that easy (but for the costs) to quantify, monetize and isolate.
As recommended by Phillips, a ROl Analysis plan were built (see Table 5) and put into action.

The overall costs assumptions and analysis have been easily made from: the invoices paid to the various
providers (coaching sessions, ILM certification training, etc.) and suppliers (360° Leadership assessment, etc.)
involved in the project; the cost of labour of the project team members (L&D Team, etc.) and the cost of labour
of the participants. In particular (see Table 6):

Table 5. ROI Analysis Plan

Methods for Methods of

Data  |solating the ~Converting _ Intan Communic Other
Items Effects of Data to Cost Categories gibl ation Influences/
(Usually  the Monetary e Tfargets for Issu_es
Lev.4)  Program/Pro  Values Be Final During

cess nefi Report Application
ts
Employe Internationa e g, * Time for ROI * Increa * Executive
& | HR  nda Assessment of  sed Report  for
Engage  standard rd the Project enthus Executives  piontial Barriers:
ment values val jasm
ues * Project Design _— ° rl\]/éeetl * additional
X workload
_ _ * HR Estimates ® Pre  &Post respect and with required to
Absenteei Internationa e giq 360° under- BoD internal
sm I HR  hda assessments standing coaches
standard rd * Summary
values Val * Coa * Higher Report for empl
ues chi appreciation Managers oyee’
ng & trust s
* HR Ses ® Short perce
and sion * Higher Summary
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Fina S Custo for Staff and ption
nce mer uploaded of
Esti * Time to Satisfa onto the  coach
mate create ction company ing as
S Coaching portal. reme
Policy * Knowl dy
edge
*ILM sharin ® Initial
Turnover Internationa e gy Level 7 9 employees’
Certific acceptance of
| HR nda )
standard d ation * Role- being coached
values Val - modelling by their
Ues Time among supervisor
of employees (privacy and
«HR Partici confidentiality
nd pants * Cost savings issues)
al by  using
Fina .
internal
nce
. coaches
Esti
mate

o Total fees paid to the provider for the design and delivery of all the Coaching sessions (three rounds
in 2014 plus two refreshing rounds in 2015) for each of the 45 Directors/Managers plus ILM Level
7 Certification (10-day training) of the 20 internal coaches in 2015 and of the additional 11 ones in
2016.

o Total fee paid for the 360° Leadership pre-assessments in 2014 and Labour cost related to the
working hours (60) required to run the 360° Leadership post-assessment (done internally by the
Zain BH HR team in 2015).

e Labour cost related to the working hours (100) required to prepare the ROl Assessment of the
project in 2016. In this case the ROI assessment has been made, as a case study, a posteriori i.e.,
when the project was almost finished. The results were anyway considered already satisfactory to
not only prove the validity of the initiative to the Top Management but also and to justify its
continuation in 2017.

Table 6. Assumptions and Costs Analysis

Bahrain Dinars (BD) 2014 2015 2016
Provider Fee 41,946 30,270 18,280
360° LD Assess. 3,396 1,140 0

ROI Assessment 0 0 1,334
Coaching Policy 0 0 1,067
Employees Labour 1,809 17,784 9,403
Total Cost (BD) 47,151 49,194 30,083

e Labour cost related to the working hours (80) required to design and to prepare the Zain BH
coaching policy in 2016.

e Labour costs related to the working hours (225) spent by the 45 Directors/Managers for attending
their 5 coaching 1-hour sessions and by the 31 internal coaches (1,860) to attend their ILM Level 7
Certification 10-day training.
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With reference to the benefits assumptions and Analysis, the evaluation started from the results of the
EE Survey that Zain BH run on a yearly basis (56% in 2014, 75% in 2015 and 79% in 2016) and from the
standards values provided by some recognized international benchmarks. Moreover, when possible, the
benefits (see Table 7) have been monetized under the form of ‘Savings’ rather than ‘Earnings’. In particular:

e Based on the above data, the EE overall increase from 2013 to 2015 has been computed as: 79% /
56% = 41% that is much beyond the 10% targeted in the Data Collection Plan. Then in order to
monetize the EE improvement, and because no specific data were available for those years about
productivity, a benchmark from Gallup [13] reporting that highly Engaged Employees lift
Productivity of 20% were used. The impact of the EE increase between 2014 and 2015 on
employees’ productivity in 2015 has therefore been computed as:

(75% - 56%) * 0.2 = 3.8%

Then an isolation factor of 10% has been estimated by HR for the impact of this specific project on the
employees’ productivity. Consequently, the savings from increased productivity in 2015 have been computed
as 0.38% of the revenue in 2015 and the same approach has been used to compute the earnings from increased
productivity in 2016.

e The savings from lower Absenteeism in 2015 have been computed from HR data as the difference
between the company wide absenteeism hours in 2015 and 2014 multiplied by twice the Labour
cost per hour (twice was to take into consideration both the missed hours and those for replacement).
In this case, an isolation factor of 30% has been estimated by HR for the impact of the project on
the reduction of absenteeism. The same approach has been followed to compute the savings from
lower absenteeism in 2016.

e The savings from lower Turnover (also based on HR data) in 2015 have been computed as the
difference between the number of employees who have quit or were fired in 2015 and 2014
multiplied by the average cost to hire an employee. Here also, an isolation factor of 30% has been
estimated by HR for the impact of the project on the Turnover reduction and the same approach has
been used to compute the savings associated to lower Turnover in 2016.

Table 7. Assumptions and Benefits Analysis

Bahrain Dinars (BD) 2015 2016
From Increased Engagement 270,226 51,718
From Lower Absenteeism 33,687 68,940
From Lower Turnover 820 2,459
Total Benefits 304,733 123,117

At this point all the isolated and monetized values needed to compute both the BCR and ROI of the project
have been computed. Thus, by simply applying the respective below formula:

BCR = Benefits / Costs

ROI = [(Benefits — Costs) / Costs] x 100

on the data evaluated previously the BCR and ROI of the project are easily obtained (see below and Table
8 - rows 1 and 2):

304,732

BCR 2015 =-— =
(44,151 + 49,194)

3.16

304,732—(44,151+49,194)
1x100= 216%
(44,151 + 49,194)

ROI 2015:[

Note that in order to be more conservative, the BCR and the ROI related to 2015 have been computed by
considering the overall costs (2014 and 2015); another approach could have been to consider an amortization
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of the 2014 costs on more than only 1 year. The BCR and ROI for 2016 and for the overall project are of
course computed in the same way and using the related data.

123,117
BCR 2016 — =4.09
30,083

123,117 — 30,083

ROLme= [ 3053

] x 100 = 309%

Worth to be mentioned is also the fact that the overall project has been partially funded by a Governmental
Institute (Tamkeen) in Bahrain and therefore the BCD and ROI for Zain BH have been even better; in fact, by
redoing the math considering only the costs afforded by Zain BH (Total costs reported in Table 6 minus funds
received from Tamkeen) the BCR and ROI become (see Table 8 — rows 3 and 4):

Table 8. Assumptions and Costs Analysis

2015 2016 Overall

BCR 316 409 338
RO (%) 216%  309%  238%
BCR for Zain BH 5.37 609 556

ROI for Zain BH (%) 437%  509%  456%

With reference to the Intangible benefits consequent to the introduction of coaching and mentoring in
an organization, the scientific community [14] outlines the followings:
e Improves talent development in alignment with strategic business & HR objectives;
e Ensures continuous process development, feedback & positive learning energy;
e Allows to integrate into a coherent strategy, key components such as Talent Management (TM),
Performance Management (PM), Succession Planning (SP), Personal Development Planning
(PDP), Career and Workforce Planning (CWP);
e Builds mutual respect, understanding, appreciation and trust among employees;
Brings higher engagement in constructive and positive confrontation;
Creates a ‘feedback welcome’ culture. « Generates better understanding of what good performers
do;

o Gives the perception of an opportunity rather than a remedial intervention;
o Helps career transition between stages and fast track to more senior roles;
e Challenges and stimulates employees at all levels within the organization and
e Improves knowledge sharing and role modelling between employees.
and, as reported in the ROl Analysis Plan, in Zain BH the below intangible benefits have been observed:
¢ Increased enthusiasm;
e Mutual respect and understanding;
o Higher appreciation & trust;
e Higher Customer Satisfaction;
e Knowledge sharing;
e Role-modelling among employees and
e Last but not least, cost savings due to the use of internal coaches instead of external ones. This

intangible benefit of using a less expensive solution to coach the employees has been informally
estimated in savings for BD 38,000 in the period 2015 - 2016.

Finally, as suggested by the Phillips ROl Methodology (see Table 5) a decision has been made regarding
the optimal way for Reporting and Communicating the results to the different stakeholders. In particular,
an Executive Report will be written for the Executives and a meeting organized with the Board of Directors
(BoD). In addition, a summary of the Executive report will be shortly handled to the managers and a short
summary will be sent to staff and uploaded onto the company portal.
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Conclusion

The capability of learning faster than competitors is becoming the only sustainable competitive advantage
for organizations. In this scenario, coaching and mentoring are essential to drive business objectives and cope
with the market challenges and are the drivers for cultural change. One of the winning strategies of successful
companies is in fact to institutionalize an internal coaching culture; the challenge is in the process, policy and
measurement that HR must manage wisely for a smooth adaptation.

The present article addressed the computation of the ROI related to a project of 13 ‘Institutionalization of
a Coaching Culture’ in Zain BH that began early in 2014. By applying the Phillips ROI Methodology, the ROI
related to the project has computed equal to 238% that is aligned with the international benchmarks. In the
ROI computation, numerous intangible benefits, reported in section 3, have not been taken into consideration
on purpose because too expensive to monetize and are a proof that the real ROI of the project is even higher
than the computed one.

Based on all the positive impacts of the project experienced company wide, a recommendation to extend
the project also in 2017 has been made to the Top management, not only to keep the momentum but also to
add (or at least re-integrate) internal certified coaches to the currently existing pool.
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Abstract

Early in 2020 with the emergence of the Covid-19 pandemic, the attention placed by organizations towards their employees became of
paramount importance. Increasing their sense of security and the perception that the company was taking care of them and of their wellness
became among the top priorities. In this scenario and in alignment with its Values, Zain Bahrain BSC decided to reinforce the already
existing benefits and services provided to its employees through the design and deployment of a very rich and unique series of new
wellbeing initiatives that have been grouped under a common umbrella called BEWELL. The aim of the paper is to report in detail the
motives, structure, roll-out, and impacts on both employees and organization of the BEWELL experience during the Covid-19 pandemic.

Keywords: Wellbeing, Employee Engagement, Covid-19 Pandemic

Introduction

In a small country like Bahrain, tele- communication is a very challenging kind of business. The tough
competition between the three main operators (Zain, Batelco and STC) who are contending on a one and a
half million population and in a market [TRA, 2021] with a mobile penetration rate of 121% requires Telecom
Operators to ensure more and more that they have the right people in the right place and at the right time. The
flourishing of additional players, both global OTT (Over-The-Top) and local MVNO (Mobile Virtual Network
Operators) stretches even more the competition to become Employer of choice for attracting global and local
talents. In this scenario, the business partner role of HR to drive the change within the organization is of
paramount importance. Since its foundation in 2003, Zain Bahrain BSC has placed people at its forefront,
whether they are internal or external customers. This is etched not only in the core and fundamental beliefs of
Zain but is rippled in its leaders and employees’ DNA who make every possible effort towards the design and
implementation of projects/ initiatives that are aligned with the company Vision, Mission, and Values.

After a brief background & literature works related review, a description of the BEWELL project, of its
objectives and its uniqueness to the organization, the paper focuses on the consultation methods used.

Subsequently, the paper reports on the project planning, its implementation, endorsement/ commitment
from the management, and communication (internally and externally). Aspects on how the project’s
effectiveness has been measured and its positive impacts on the employees and organization are then
addressed. Finally, the paper ends with a description of the project’s sustainability and some development
perspectives.
Background and Related Work

Employee wellness at workplace is a topic that is lately attracting more and more attention due to its fast-
growing importance [Gallup, 2016] and impact on employee engagement and productivity. An estimated cost
of $47 trillion [Baloshi, 2018] can be ascribed to worldwide non-communicable diseases and a survey by
Integrated Benefits Institute (1BI) claims that for each employee there is an average of 8 days wasted per year
due to health issues affecting productivity. Moreover, Aramco Saudi (Hayman, 2016) has recorded a loss of
$150 million revenue referable to wellbeing and health issues that have impacted employees’ productivity.

Employee wellbeing had been adopted by various organizations worldwide. For example, long time
before the COVID-19 pandemic, Google was already believing in employee wellbeing as an essential part in
their benefits scheme. They were providing employees with a wide set of amenities such as free meals,
haircuts, napping pods, gyms, video games and on-site doctors. Google had a big belief that the cost of turnover
and employees’ unsatisfaction were much worse than some the luxury benefits. After the pandemic Google
decided to widen the range of wellbeing benefits and granted each employee $1,000 allowance to support
them in purchasing office furniture while working from home. Google [Nguyen, 2021] also granted global
days off during the year to get mental recharge and training programs covering health & happiness.
The BEWELL Project

The Covid-19 pandemic has reshaped the way people work and has led to the introduction of remote
working as a ‘New norm’. Consequently, optimizing a wellbeing strategy became an increasingly important
action point for
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organizations [PwC, 2022]; it was already among the top ten global trends, but the pandemic increased its
importance abruptly.

Many aspects that were already studied by the HR departments became all in a sudden urgent and required
to be designed and rolled out almost overnight to avoid interruptions either in the business or in the services
provided to the customers. Among them we can mention the paradigm shift of bringing ‘the work to the
employee’ rather than ‘the employee to the work’ that required:

¢ Huge change in both mentality and logistic support to the employees.

e Remote management of employees.

o lifestyle, health, work-life harmony, and additional care of employees.

o Identification of new ways to foster employee socialization, etc.

Several wellness and wellbeing models have been proposed along the years in the literature ([Samhsa,
2016], [Jefferson, 2021], [Hettler, 1976]) and all are based on a series of dimensions / pillars such for instance:
Mental, Health, Financial, Environmental, Spiritual, just to name a few. In this scenario and in alignment with
both its values and the specific situation in the country, Zain Bahrain decided to reinforce the already existing
benefits such medical Insurance, allowances (education, gym, transport, etc.) and services (logistics,
connectivity, etc.) provided to its employees. Starting from the wellness models proposed in the literature
([Laurier, 2021], [Clark,2021], [Stolle, 2013]) a custom one based on only the below 3 pillars has consequently
been designed:

e Physical: to boost employee awareness and knowledge on how they can take care of their body.
Eating healthy and exercising are key to supporting physical ability and lifting energy level to help
achieving goals in life.

e Mental: to help employees learn how to respond to life’s ups and downs, and challenges that they
may face and to better recognize how to think, feel, act and handle emotions in positive way.

e Social: to connect employees to people who will add value to their personal and career life. Each
hour of social, or family time enjoyed by a person can significantly increase the chances of that
person having a good day.

A very rich and unique series of new initiatives have then been designed and grouped under the umbrella
of the model called BEWELL and aiming at touching the many important aspects of employee wellbeing. The
below table reports some among the many initiatives rolled-out within the BEWELL project and that shined
for their uniqueness and successful deployment.

Table 1. Zain BH ‘s BEWELL Initiatives

Mental Physical Social
BEWEL Morning show, awareness
videos. Training sessions Headspace app membership.

Kuwait counseling center therapy

. oy . 2 Breaks during working hours for
sessions. DR”Zain sessions 9 9

mediation.

Medical checkups

World mental health day holiday. Wednesday mediation sessions.

Wellness & Wellbeing Talk sessions

BEWELL Allowance benefit

All the initiatives under the BEWELL umbrella encompasses mental, physical, and social aspects that
overall help to improve health and wellbeing and are perfectly aligned with the company Vision (To
continuously entrench our leadership of the 4 Bahrain’s telecommunications sector, offering care to all
stakeholders and supporting their lifestyles), Mission (To provide the Bahraini market with quality
telecommunications services centered on excellent customer care, and managed by believers in the Zain brand
promise, who are empowered, self-motivated and caring) and core Values which are: Radiance (Leading the
way with imagination and vision, bringing joy, color and richness to your life), Heart (Living your life with
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courage; engaging your spirit, touching your emotions, connecting to your soul) and Belonging (Bringing
fellowship and community to all, transcending cultural and geographical boundaries).
Consultation Methods

Multiple consultation methods were (and still are) constantly adopted for and during the planning and
execution of all the BEWELL initiatives and programs. This includes different surveys to assess employee
engagement (Pulse Surveys, Surveys after each initiative and event, Company's internal polls on Instagram
and MS-Teams, etc.). Furthermore, a focus group composed of representatives from divisions was created
(BEWELL Champions) with the task of:

e Brainstorming around potential wellbeing and welfare initiatives within the BEWELL umbrella.
e Acting as sounding boards for other employees within their department.
¢ Providing feedback and support in the implementation phase of the shortlisted initiatives.

In addition, a detailed plan and timeline of all the BEWELL initiatives is presented quarterly to the HR
Director, the HR team, and the CEO for feedback. Moreover, feedback from employees is considered by
empowering the BEWELL Champions to bring in not only their own advice but also the ones of their
colleagues. Furthermore, the outcomes from surveys and focus groups are used to fine tune the Zain Bahrain's
offerings to the employees. Finally, HR makes it a point to continuously inform employees that the changes
implemented are based on their feedback in the surveys and focus groups.

Project Planning and Implementation

With the beginning of the pandemic and remote work, worries about the employee wellness became
abruptly of paramount importance and Zain Bahrain HR launched an initiative called ‘Wherever you are’.
Many initiatives were conducted and among them a series of keynote speeches delivered to employees by
Experts in the domain of pandemic. All these initiatives had an immediate and very positive impact on
employee engagement and wellbeing as successively demonstrated by the periodic surveys outcomes and the
feedback received from the management. Both a policy and a series of precaution guidelines were promptly
developed and shared with the employees and the yearly employee engagement survey went reshaped in a bi-
monthly and lighter pulse survey aiming at collecting swiftly the needs/feedback/comments from employees
and accordingly designing and deploying a series of actions to provide solutions to the needs expressed by the
employees.

Soon the HR department had a clear understanding of the wellness plan structure to cover all the areas
and shared it with the management. The steps of the plan were as follows:

1- Agreement on the Wellness model (including slogan and logo) and its link with the organization’s
Values and strategy. As said in the first section of the paper, the Zain Bahrain Wellness model
includes three pillars (Physical, Mental and Social).

2- Creation of a Wellness team or Wellness Bank Concept to gather more and periodical ideas and
feedback from employees.

3- Definition of the health needs of the organization as per medical report and employee surveys results
and aligned with the Bahrain Ministry of Health guidelines.

4- Development of an incentive plan to encourage a strong participation from employees.

5- Creation of a quarterly Operating Plan (videos, events, competitions, etc.).

6- Commitment, endorsement, support from the management such as: opening speech during almost all
plenary sessions delivered to employees.

7- Evaluation of the Outcome through the periodical employee engagement pulse survey.

Promptly after being approved by the management, Zain Bahrain HR began to roll out the above plan
with its initiative/program for the whole organization. In that phase, the support of the leaders became of
utmost importance considering the challenges that the organization was going through to keep the employees
healthy and to maintain a social connection among them. The questions to be addressed were: “How to change
leaders’ behavior collectively to be more effective?” and “How to turn them into motivating leaders?”. In
other words, “How to engage leaders to be part of the Wellness program?”. Their involvement and support
were of course vital in this process, especially when it related to overall organization’s climate, team members’
accountability and ownership or what is called self-leading behavior. All these questions were discussed in
depth by the HR team, and it became clear that the potential and limitations of the organization were reflecting
the potentials and limitations of its leaders. Consequently, the development of leaders became, more than
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usual, a strategic imperative for Zain Bahrain; it was important to treat it like any other strategic priority and
to let it be driven by the top Management.

At this point, the HR team proposed to the management to rollout a long-term Leadership development
plan for Zain Bahrain, dedicated not only to the Top Management but also to the second line leaders and to a
selected pool of high potentials. Although the investment was substantial, Zain Bahrain Management realized
the importance of such initiative and in addition to approving it, spared no effort to support and make it happen.

As previously said, the BEWELL series of initiatives has been fully endorsed by Zain Bahrain’s
management (CEO, managing director, and leaders). In fact, all Wellness programs and events targeting
individual physical, mental, and social growths have been constantly promoted by the CEOQ in all the quarterly
strategy plenary events attended by all employees as well as in the Zain Bahrain public annual reports.
Moreover, many leaders are part of the BEWELL Champions pool, and actively volunteer to be a part of the
growth of the Zain Bahrain employee welfare initiatives. The direct attendance of the leaders themselves in
many BEWELL events and initiatives also motivates their team in participating and benefiting from the
offered opportunities. As an example of support from the management, is the following snippet by the CEO:

Zain Bahrain embraces World Mental Health Day on October 10 by granting a day-off
to all its employees.

Finally, employees are also motivated and encouraged to participate to the BEWELL initiatives and
events in different additional modalities such as, for example:
e Regular / periodical announcements posted on the portal and sent through the Zain communication
channels (e-mail, SMS, Instagram, etc.).
Personal invitations done by the BEWELL Champions Committee.
Departments’ weekly meetings.
Employees with various kind of skills encouragement to take part of the initiatives and activities.
Recommendation at all levels of management to lead by example and encourage their team to
participate to all the events organized.
o Periodical raffles & prizes distributed to incentivize participation.
Initiatives and projects revolving around BEWELL are communicated and promoted internally on all Zain
Bahrain’s available channels and some are also promoted externally (see Figures 1 and 2) via social media,
newspapers, magazines, news, etc.

BE WELL: Press Release & General BE WELL

¢ ".
Wew

Link in Bio for the
full press release!

@ Q ® O o

Instagram Post about Instagram Story of Press Instagram Post of Press
KCC Release Release

Fig. 1. Examples of communications
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BE WELL:Ayadi Workshop — Stress & Burnout
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=

Instagram Stories Covering Ayadi Stress & Burnout Workshop

Fig. 2. Examples of communications

Project Impacts on Employees and on the Organization
Several KPIs have been used (and are still in use) to appraise the effectiveness and success of the
BEWELL initiatives and programs. For example:

o Periodical Employee Engagement Pulse Survey (details will be provided later in this section).

o Number of sick leaves applied by employees that, despites the Covid cases, in 2021 decreased
compared to 2019 i.e., before and after the rollout of the BEWELL project.
Turnover rate also showed a sharp decrease of around 30%.
Headspace meditation Application membership (over 70% of employees are currently enrolled and
active).

o Number of employees who attend the BEWELL initiatives and that keep displaying an increasing
trend.

e FEvaluation (Level 1 — Reaction — of the Kirkpatrick’s standard evaluation model) [Kirkpatrick,
2007]) done through questionnaires delivered after every program and/or initiative.

o Number of employees (YoY) using Kuwait counseling center services.

e Feedback and comments from the BEWELL champions who are also serving as Wellness
ambassadors in their divisions.

The positive impact [Gallup, 2016] of the overall program on the company can be summarized by the
result of the periodical employee engagement survey which trend, despite the pandemic, didn’t decreased but
showed a slight increase from 85% in 2020 to 86% in 2021. Zain BH Human Resources also began to
periodically assess the wellbeing of employees and the index reached 77% and keep growing round after round
of the survey. For example, the below pictures (see Figures 3 and 4) report the Engagement index trends by
Gender and by Workplace (Working from Home and Working from Office) measured along the 10 rounds of
the employee engagement pulse surveys delivered between 2020 and 2021 i.e., during the pandemic period.
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Fig. 3. Employee Engagement trends by Gender

Trend by Work Place
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Fig. 4. Employee Engagement trends by workplace.

Finally, among the success factors and positive impacts of the BEWELL project, worth to be mentioned
is the design and piloting in Q1/2022 of a Hybrid Working Model enabling employees to alternate on-site and
remote workdays. In fact, during the Covid-19 pandemic period and consequent mandatory remote working
experience done, employees have learned to juggle both their personal and professional lives successfully.
Many of them have taken the opportunity to develop new skills, embrace new paradigms and re-adjust their
points of view. Employees lives have changed and now have new expectations and aspirations. Therefore, to
retain their talents, organizations must adapt and evolve to meet the new lifestyle. Organizations [PwC, 2021]
must be more resilient, agile, and ready to fulfill talents expectations when it comes to flexible schedules and
achieving a work life integration. The aim of the hybrid model is therefore to set a new standard for the “New
normal”, the after Covid-19 pandemic phase, and to boost employee's productivity, energy, focus, well-being,
resilience, agility, and creativity. Being even more inclusive than before towards People with Disabilities
(PwD) is also among the aims of the Hybrid Working Model.

As said, in Q2/2022 Zain Bahrain has piloted for 3 months a couple of schemes related to the Hybrid
Working Model. All the outcomes of the monitored KPIs (employees’ Productivity, Engagement, Well-being,
etc.) were very positive and allowed to fine tune and finalize the Hybrid Working Model.

Project Sustainability and Development Perspectives
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Subsequently to the positive impacts that were experienced company-wide, the BEWELL project has
been institutionalized and is now part of Zain Bahrain culture. Its sustainability is ensured through periodical
rounds of an employee engagement and Wellbeing pulse surveys delivered to monitor the trends and
progresses done. In addition, and to keep the momentum, many other initiatives have been introduced along
the way under the BEWELL umbrella. Among them we can mention the below examples (just to name a few):

e Be Well Champions
Program to involve employees (ambassadors) from different levels and division in the design, roll-
out and evaluation of new initiatives under the BEWELL umbrella and in sup-porting HR to
promote the initiatives.

o Initiatives Evaluation Surveys
Series of periodical surveys delivered to get employees feedback on the initiatives and aiming at
fine tuning the existing and creating new ones.

e Dr@Zain
Program aiming at encouraging the employees to proactively adopt preventative measures and
healthier lifestyles. The initiative was launched by hosting monthly, invited doctors to address
employees’ concerns on a range of healthcare topics. Under this program, Zain Bahrain has also
sponsored for its employees several free health screening packages.

e Zain TALK
One among the Zain Bahrain’s main development programs directed to-wards employee wellbeing.
Since its launch in 2018, the program has been hosting local inspiring personalities to speak on
relevant topics of interest and share their success stories with employees. In 2021, Zain Bahrain
hosted several TALK events on many different topics such as: creativity, self-motivation, creativity,
wellness, cybersecurity, 5G, etc.

o Wednesday Mediation
Weekly group meditation conducted by using the Headspace App. The session also encourages
employees to use this break time to disconnect and recharge and to use their own Headspace account
when they feel in need of relaxing time during the workdays.

o Kuwait Counseling Center
Free access for all employees to tackle the stigma about therapy and mental health challenges.
Therapists from Zain Group’s partner (Kuwait Counseling Center) provide all Zain Bahrain
employees with up to 4 free sessions per year. Kuwait Counseling Center is Since more than 10
years one of the leading psychological centers in the region and provides psycho-educational,
comprehensive assessments, therapy, and training services. The sessions are completely
confidential and include either face to face or virtual (video call) meetings.

e Headspace App
Unlimited and free access to the Headspace Application’s library that includes quarterly webinars
and hundreds of guided exercises for meditation, sleep, focus, etc.

o Employee 2 breaks
Initiative reserving two fixed breaks (exempt of meetings) during the working hours to promote
wellbeing and increase the productivity.

Finally, a recent development perspective worth to be mentioned is the insertion of the BEWELL project
as one of the 6 pillars (see Figure 5) of a larger umbrella related to Diversity & Inclusion (D&I), a theme of
growing importance not only in the country or the region but worldwide.
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Fig. 5. The Zain D&I Umbrella.

The other pillars under the Diversity & Inclusion umbrella are:

e Zain Youth (ZY)
is the biggest pillar within D&I and includes all the programs and projects aiming at developing
and upskilling youth and prepare them for their future tasks.

e WE
is the pillar that tackles the gender equality and diversity. This initiative manages the programs,
events and projects that can fill the gender gap and empower both genders within the workforce.

e ZAINIAC
is the creativity and innovation pillar to spread the culture of innovation. Implemented through
many monthly workshops on many different topics, ZAINIAC helps Zain employees to understand
creativity and innovation at a deeper level and to generate new solutions that can head the
organization to the next level.

e WE ABLE
is the pillar that tackles People with Disabilities (PwD), their needs and their empowerment plan
within the organization. Through this initiative Zain BH is trying to achieve 90% accessibility in
all levels to PwD within the organization.

e Reach
takes care of creating a mentoring and coaching platform to allow all the employees (management
included) to exchange their knowledge, share their experience, and learn from each other

Conclusion

The Covid-19 pandemic has reshaped the way people work and led HR departments to speed-up the
design and implementation of specific solutions aiming at avoiding interruptions in both the business and the
services provided to the customers. Among them we can mention the paradigm shift of bringing ‘the work to
the employee’ rather than ‘the employee to the work’. In this scenario, Zain Bahrain decided to deploy
BEWELL, a very rich and unique series of new initiatives aiming at touching the many important aspects of
employee wellbeing (mental, physical, and social).

After a description of the BEWELL project, its objectives and uniqueness to the organization, the paper
mainly focused the project planning and its implementation jointly with some aspects related to the project
effectiveness measurement and its positive impacts on both the employees and the organization.

Subsequently to the positive impacts that were experienced company-wide, the overall BEWELL project
has been institutionalized, has contributed to the design of the company “New normal” based on a custom
Hybrid Working model and has been inserted as one of the 6 pillars of a larger umbrella related to Diversity
& Inclusion
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Abstract

Total quality management (TQM) becomes a famous approach, since it has new methods to assure the successful for organizations in
business environment. The spotlight on quality management in business environment urged the researchers to focus seriously on the
improvement of quality management methods, which enhance the organization activities via the successful of total quality management
implementation. Recently, many attempts have been made to identify the critical successful factors of total quality management from one
side, and to discover the importance of these factors to the implementation of the TQM from the other side. On the other hand, some
studies were interested in dividing the quality management practices. They divided the critical factors of quality management into two
groups; either hard and soft factors or technical and human factors respectively. This paper attempts to explore the human factors of TQM
from one side, and their importance to total quality management implementation from the other side via deep concentration on literature
of TQM.

Keywords: Human Side, Technical Factors, Total Quality Management

Introduction

Total quality management approaches were developed by quality gurus such as Deming, Grosby, Juran,
Feigenbaum, and Ishikawa who made the main structure of TQM (Dale, 2001; Habtoor, 2016). In fact, TQM
has known as a famous approach, since it has new methods to ensure the successful of organizations in
business environment.

The spotlight on quality management in business environment urged the researchers to focus seriously on
the improvement of quality management methods which would enhance the organization activities via the
successful TQM implementation. Recently, many attempts were made to identify the critical successful factors
of TQM from one side, and also to discover the importance of these factors to the implementation of the TQM
from the other side (e.g. Saraph et al., 1989;Ali et al., 2019; Flynn et al., 1994;Ali, 2022; Badri et al.,
1995;Ahmed et al., 2022; Yusof and Aspinwall, 1998; Quazi et al., 1998; Zhang, 2000; Antony et al., 2002;
Sharma and Kodali, 2008; Wahid and Corner, 2009; Fotopoulos et al., 2009; Saleh & Habtoor, 2015; Tabouli
et al., 2016 a; Habtoor,2020, Ali et al., 2021).

Moreover, some studies were interested in dividing the quality management practices, which divided the
critical factors of quality management into two groups; namely hard and soft factors or technical and human
factors respectively (e.g. Wilkinson, 1992; Flynn et al., 1995; Louise, 1996; Rahman and Bullock, 2005;Ali
etal., 2019; Tari, 2007; Abdullah et al., a, b 2008; Gadenne and Sharma, 2009; Fotopoulos and Psomas, 2009;
Kumar et al., 2009; Habtoor, 2015; Tabouli et al., 2016 b; Ali et al., 2016; Salama et al., 2019). According to
Wilkinson (1992), there are two aspects of quality management; one of whom is the hard aspect (technical
factors) that focuses on tool and work process and the other is the soft aspect (human factors) that interests in
the human side of quality management. Moreover, he suggested that the hard aspect has more preoccupation
rather than the human aspect when the organizations implement TQM program.

Literature on quality management also suggested that human factors of quality management such as
leadership, teamwork, employee involvement, training and education, customer focus, communication,
supplier relations, and rewards and recognition have significant impact on the implementation of TQM (Saraph
et al., 1989; Flynn et al., 1995; Ho et al., 2001; Rahman and Bullock, 2005; Abdullah et al., 2008 (a,b);
Gadenne and Sharma, 2009; Fotopoulos and Psomas, 2009; and Kumar et al., 2009;Ali & Habtoor, 2015; Ali
et el., 2015; Ismail et al., 2018 Habtoor, 2019; Tabouli et al., 2016 c; Salama et al., 2019). Thus, this
conceptual paper attempts to explore the human factors of TQM and their importance to TQM implementation
by reviewing the literature on TQM.

Critical Factors for Quality Management Implementation

In fact, it was claimed by Zairi (1994) that it is difficult to identify and measure the critical factors of
quality management, even though, Saraph et al. (1989) had started to identify and measure these critical factors
of quality management. Moreover, other studies attempted to recognize the critical successful factors of TQM
implementation (such as Oprime et al., 2012; Guion, 2010; Fotopoulos et al., 2009; Wahid and Corner, 2009;
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Sharma and Kodali, 2008; Antony et al., 2002; Zhang, 2000; Hesan et al., 1998; Yusof and Aspinwall, 1998;
Black and Porter, 1996;Saeed et al., 2022; Badri et al., 1995; Flynn et al., 1994; and Porter and Parker, 1993;
Mohamed et al., 2016; Habtoor, 2016; Ismail et al., 2019; Al-Ali et al., 2019; Salama et al., 2020). However,
all these studies were based on previous literature and approaches of the previously mentioned leaders of
TQM. Also, some of them based on the standard of quality awards such as Deming Prize in Japan, the
European Quality Award in Europe, and the Malcolm Baldrige National Quality Award in the United States
of America.

According to Saraph et al. (1989), collecting quality data such as defect rate, error rate, rework cost, and
scrap cost can be considered as a measure of quality performance not a measure of organization-wide quality
management. In general, Saraph et al. (1989) had made the first attempt to identify and measure the critical
factors of quality management; he claimed that this operational measurement would be useful to both decision
makers and researchers, since, it makes the decision makers enable to know the controllable status of the
organization and make organization-wide improvement in quality management. Moreover, Saraph et al.
(1989) identified and measured eight factors from the quality management literature as critical factors of
quality management implementation in business unit, they are: top management leadership, role of the quality
department, training, product design, supplier quality management, process management, quality data, and
employees relations. They used questionnaire technique and factor analysis from 162 general managers and
quality managers of 89 divisions to measure managers’ perception of eight critical factors of quality
management in 20 companies at the business level.

Furthermore, Tamimi and Gershon (1995) attempted to develop a tool for assessing TQM practices. They
used Deming philosophy as a guide in developing a survey instrument for the purpose, and they used Deming's
14 points as critical factors. While, Ahier et al. (1996) developed an instrument to measure the key quality
management constructs by testing 371 automotive companies, they attempted to make a comprehensive
approach in identifying and validating the critical success factors of TQM. In short, they identified 12 critical
factors, respectively they are: top management commitment, customer focus, supplier quality management,
product design quality management, benchmarking, statistical process control, sharing internal quality data,
employee empowerment, employee involvement, employee training, product quality, and supplier
performance.

Other attempt was done by Black & Porter (1996) to establish a research methodology in order to improve
a self-assessment framework to better inform organizations in the development of total quality system. They
used Baldrige award criteria to derive 10 critical factors to quality management implementation by
questionnaire sent to over 200 managers in industries in USA and Europe. The ten critical factors are: people
and customer management, supplier partnerships, communication of improvement information, customer
satisfaction orientation, external interface management, strategic quality management, teamwork structures
for improvement, operational quality planning, quality improvement measurement system, and corporate
quality culture.

Besides, in 1999, Yusof & Aspinwall attempted to review and analyze the critical success factors
developed by previous authors in small and medium enterprises. They used gquestionnaire to meet the purpose
of their study.

After that, Zhang in (2000) said "the implementation of TQM can't be successes without utilizing suitable
quality management methods ". Zhang attempted to develop a model of quality management methods to assess
the organization's strength and weaknesses, which utilizing to improve business performance. He focused on
the effect of quality management methods on business performance through 212 manufacturing companies in
China.

More recently, Guion (2010) suggested that critical success factors such as leadership, strategic planning,
competitive benchmarking, process management, human resource development, education and training,
quality tools, information and analysis, customer management, and supplier management have an important
impact on TQM implementation.

Other attempts to identify the critical success factors were carried out in different environments such as
Badri et al. 1995 in Middle East (UEA), Quazi et al. (1998) in Singapore, Antony et al. (2002) in Hong Kong,
Wahid & Corner (2009) through case study on XYZ Limited in Malaysia, and Fotopoulos et al. (2009) in
Greek.

Human Side of Quality Management
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There is a lack of studies which emphasize on human factors of quality management while many studies
were carried out to contribute the design development and application of the total quality system (Lau and
Idris, 2001). In the implementation of TQM, there is little attention for the human factors of quality
management such as leadership, communication, training and education, employee involvement, teamwork,
reward and recognition, customer focus, and supplier relation due to the production orientation of the gurus
of TQM (Hill, 1991; Wilkinson, 1992; Louise, 1996; Habtoor, 2016; Salama et al, 2020). Thus, as a result of
TQM orientation gurus, more attention was paid to the technical factors of quality management rather than to
the human factors of quality management when the organization reworks their processes to implement TQM
practices.

Based on message of quality "the quality is everyone", Wilkinson (1992) started to make a highlight
emphasis on human factors of quality management. He divided quality management into two aspects: the first
is the soft aspect, which interests on human side of quality management such as leadership, teamwork,
employee involvement, training and education, customer focus, communication, supplier relations and
rewards, and recognition. And the second aspect is the hard aspect that interests on work process such as
process flow management, product design process and statistical, benchmarking, and just in-time principle
(JIT) and control/feedback.

According to Louise (1996), the cultural change is a major reason for the reorientation of total quality
toward the human factors of quality management. The changing culture becomes as a stumbling block for
many companies involved in TQM implementation (Kearney, 1991; Louise, 1996)

Lau and Idris (2001) suggested that it is necessary to study the critical soft factors (human factors) of
quality management due to their importance to TQM implementation in contributing to the changing thinking
of managers and employees and permeating TQM throughout the entire organization. Yasuo (1980), said "To
make good use of personnel is difficult, but it is an issue that is required and must be overcome". According
to Tamimi & Sebastianelli (1998), 48 percent were identified as barriers to TQM due to the human factors of
quality.

Recently, there is more emphasis from the researchers on the dimension of human factors of quality
management and their influence and relations with the technical factors, besides to their impact on the
implementation of TQM (e.g. Hill, 1991; Wilkinson, 1992; Motwani et al., 1994; Louise, 1996; Lau & Idris,
2001; Sila & Ebrahimour, 2002; Rahman & Bullock, 2005; Boon & Arumugam, 2005; Lewis et al., a, b, 2006;
Abdullah et al., 2008a, 2008b; Gadenne & Sharma, 2009; Fotopoulos & Psomas, 2009; Mokhtar et al., 2017;
Saleh & Habtoor, 2016; Saleh & Habtoor, 2020).

Controversial claims have been suggested by researches in regards to the more effective factors on TQM
implementation, for example, Black and Porter (1995) claimed that hard factors concern with tools and
systems that tend to support the implementation of human factors, while Samson and Terziovski (1999), found
that human factors of quality management such as executive commitment, employee empowerment, and an
open culture can make a competitive advantage more strongly than the technical factors such as process
improvement, benchmarking, and information analysis. Thus, it is difficult for quality tools to contribute in
quality improvement, customer satisfaction, and consolidation of its market position without support and
guidance by the human factors of quality management such as top management commitment and employee
and supplier support (Fotopoulos & Psomas, 2009; Mokhtar & Habtoor, 2015a).

On the other hand, Lewis et al. (2006) found that the hard criteria implementation has more attention than
the soft in small and medium enterprises (SMEs). He identified the human factors of quality management
which are largely related to the behavioural aspects of working life such as leadership, human resource
management, supplier's relations, and customer focus. Hill (1991) suggested that there are lacunae in the
implementation of the social factors when the organizations reengineering their systems and procedures.

Moreover, Lau & Idris (2001) found that human factors such as culture, trust, and teamwork have a strong
influence on quality management. The importance of human factors of quality basis on their important role in
the implementation of TQM as a program needed great and continues changing in the culture of organization.
And Motwani et al. (1994) considered that human factors of quality management such as leadership,
organizational skills, and culture as a key player acting to achieve quality performance.

Actually, it is easy to quantify the hard criteria (Louise, 1996). Despite of the fact that the soft criteria are
more open to interpretation, they are more difficult to measure (Lewis, 2006). More specifically, Flynn et al.
(1995) attempted to explore and investigate the relationship of quality management practices and their impact
on performance and competitive advantage. They divided quality management practices into two groups; the
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first group named as the core quality management practices, and includes: process flow management, product
design process and statistical and control/feedback. The second group named as the quality management
infrastructure practices (human factors), which includes: customer relationship, supplier relationship, work
attitudes, workforce management, and top management support. They found a positive relationship between
quality management practices and performance; also, they found that the core quality management practices
act as a mediator factor for the relationship between the human factors of quality management and the
organization’s performance, which supports the purpose of this study. Furthermore, Ho et al. (2001) divided
the eight factors of quality management that were developed by Flynn at el. (1994) into two groups, namely
the core quality management factors and the quality management infrastructure factors. They found a positive
impact of quality management infrastructure factors on the core quality management factors; besides, it was
found another impact of the quality management infrastructure factors on the performance through their
impact on the core quality management factors.

Furthermore, Lewis et al. (2006) identified 13 soft factors (human factors) and 12 hard factors (technical
factors) as critical factors of quality management based on Sila and Ebrahimpour (2002) study, which
identified 25 elements as criteria factors of quality management.

Rahman & Bullock (2005) and Abdullah et al. (2008) suggested that the hard factors of quality
management need the support of human factors of quality management to have a significant impact on
organizational performance. They provided evidence that human factors of quality management support the
hard factors to impact on organization performance. Practically, they found a significant relationship between
the human factors of quality management (such as e.g., workforce commitment, shared vision, customer focus,
use of team, personnel training, and cooperative supplier relations) and the technical factors of quality
management (e.g., use of JIT principles, technology utilization, and continuous improvement enablers).
Abdullah et al. (2008 a, b) also found a significant positive relationship between the human factors of quality
management (e.g., management commitment, employee involvement, training and education, and reward and
recognition) and the organization's quality improvement practices.

Recently, Gadenne & Sharma (2009) suggested the favourably relationship between the technical factors
(e.g., benchmarking and quality measurement, continuous improvement, and efficiency improvement) and the
human factors (e.g., top management philosophy and supplier support, employee training and increased
interaction with employee, and customer improve organizational performance).

From all what have been discussed above and based on the work that has been done by TQM gurus such
as Deming, Grosby, Juran, Feigenbaum, and Ishikawa, in addition to the previous studies that interested on
identifying the critical factors of the TQM implementation (e.g. Saraph et al., 1989; Porter and Parker, 1993;
Flynn et al., 1994; Tamimi and Gorshon, 1995; Badri et al., 1995; Black and Porter, 1996; Yusof and
Aspinwall, 1998; Quazi et al., 1998; Zhang, 2000; Antony et al., 2002; Sharma and Kodali, 2008; Wahid and
Corner, 2009; Fotopoulos et al., 2009; Guion., 2010; Etlesh et al 2016 a & b; Al-Hammali et al., 2017a; Al-
Hammali et al., 2017b; Mokhtar & Habtoor 2015b; Mohamed et al., 2015; Algwizi & Habtoor, 2020; Mansour
et al., 2021) and the studies that concentrated on the human side of TQM (e.g. Wilkinson, 1992; Flynn et al.,
1995; Louise, 1996; Rahman and Bullock, 2005; Demirbag et al., 2006; Tari, 2007; Abdullah et al., 2008a,
2008b; Gadenne and Sharma, 2009; Fotopoulos and Psomas, 2009; Kumar et al., 2009; Saleh & Habtoor,
2017; Saleh et al., 2018; Habtoor, 2018), this paper explores 17 factors as critical human factors for the
successful of TQM implementation as shown in Table 1.

Conclusion

This study explores 17 factors as the most critical human factors to the implementation of TQM. In fact,
these human factors act to enhance the implementation of TQM through their support to quality improvement
practices, which led to improve the organization performance. Further work can empirically evaluate the role
of these factors for the competitive advantage of the companies.

Table 1. The Human Factors of Total Quality Management

No Human factors No Human factors
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L L eadership 10. Human resources management
2. Customer focus 11. 9
. : Empowerment
3. Supplier relations 12. -
. Quality culture
4. Employee involvement 13. . .
) - Employee satisfaction
5. Education and training 14. - P
- Social responsibility
6. Reward and recognition 15.
Open culture
7. Teamwork 16. .
. Break of department barriers
8. Communication 17. Shared vision
9. Role of quality department
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Abstract

The human factor plays an important role in increasing the success of communities and organizations. In today’s world, where competition
is vital to achieving success, voluntary behavior, theoretically known as Organizational Citizenship Behavior (OCB), is important rather
than defining roles in jobs. Much research has been done on this concept in business and industrial corporations, but little is known about
its relevance in educational settings. Thus, this study aimed to examine intra-organizational factors, namely transformational leadership,
job satisfaction, and trust in supervisors on OCB. This quantitative study, based on questionnaires distributed to 100 academic staff in a
selected higher learning institution in Selangor was carried out through an online survey method. The result was analyzed by using the
descriptive statistical test, the reliability test, Pearson Correlation and Regression analysis using IBM Statistical Package for the Social
Sciences (SPSS). The result found that there is a significant relationship between job satisfaction towards OCB. An organization needs
to address the employees’ job satisfaction when it strongly contributes to organizational citizenship behavior in particular and overall
organizational effectiveness.

Keywords: Organizational Citizenship Behavior, Transformational Leadership, Job Satisfaction, Trust in Supervisor.

Introduction

The concept of Organizational Citizenship Behavior (OCB) has been discussed in many studies on
organizational behavior and education systems (Abo-Nasra, 2019). This concept involved employee loyalty,
commitment, and collegiality in an organization (Sufean & Wong, 2017). Employees who engaged in OCB
are likely to have a high level of commitment to their organizations. Commitment to an organization promotes
responsibility and leads to less likelihood of withdrawal behaviors (Soo & Ali, 2017). Lack of citizenship
behavior and good soldier syndrome will result in inefficiency, chronic job burnout, and even high
absenteeism. If corporate citizenship is not a priority, employees will find ways to complain about them and
not solve them (Akbari, Pourkiani, Sayadi, Salajegheh & Sheykhi, 2020). OCB makes it possible to reduce
employee outcomes, i.e., turnover and absenteeism among employees in the workplace. The study of OCB
has proven to be a vital approach in various settings.

Organizational growth will be improved because of the OCB (Al-Shawabkeh, 2017). To stay profitable,
organizations now need to find ways to make employees more valuable by working harder and doing more
than they are contracted to do (Hooi, 2017). Although much research was conducted on OCB, there is little
knowledge about this phenomenon in educational work settings (Sufean & Wong, 2017). Previous studies
have been made to specify the factors that impact OCB, however, factors relating to personal characteristics,
such as job satisfaction and organizational justice are limited in the higher education setting, to name a few
(Awang & Wan Ahmad, 2015). Only a few studies examined the factors that affect employees’ OCB in general
and educational organizations in particular (Abo-Nasra, 2019). Therefore, to fill the gap, this study aimed to
examine the impact of intra-organizational factors namely leadership, job satisfaction and supervisor trust on
the degree of OCB in the education institution setting.

Literature Review

Theoretical Framework

The theoretical root of OCB is The Social Exchange Theory which asserts that there is a mutual
relationship between the organization and the employee (Blau, 1964). As a result, a system of social and
economic exchanges emerges between employees and some organisation leaders, with OCB as one of the
beneficial outcomes when the exchange relationship is founded on justice and fairness (Moorman, 1991).
Exchange can be divided into economic exchange and social exchange. Economic exchange includes the
employee’s financial remuneration. In this framework, social exchange is anchored in trust, perception of
justice, confidence in the employer, commitment and a long-term relationship, and emphasizes the emotional
links in the organization (Blau, 1964, Walumbwa et al., 2011).

Intra Organizational Factors and OCB
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Based on Abo-Nasra’s (2019) research model, and the social exchange theory (Blau, 1964) applied as the
underpinning theory; job satisfaction, transformational leadership and trust in supervisors are used as the
antecedents of OCB.

Organizational Citizenship Behavior (OCB)

Organ (1998) is one of the early scholars who introduced the concept of OCB. Organ (1988) defined OCB
as characterized by individuals voluntarily extending contributions that are above and beyond their respective
job duties, regarded as a factor influencing an organization’s effectiveness (Yafang, 2010). It is a concept to
retain workers under a formal reward system but cannot provide a deserved reward. These things increase the
growth of the company but are not included as part of the job description (Khan, 2016; Saraih, 2017).
According to Saraih (2017), OCB happens when an employee performs some good deeds for the organization
without expecting retribution from the third party involved. Organ (1988) stated that OCB is usually seen as
a multidimensional construct that includes altruism, conscientiousness, sportsmanship, courtesy, and civic
virtue. Although OCB does not directly contribute to the core tasks of the organization, it maintains the broader
organizational, social, and psychological environment to facilitate the core activities (Thomsen, Karsten &
Oort, 2016). Nurjanah, Pebianti & Handaru (2020) stated that previous scholars argue that OCB is a choice
behavior that does not become a formal work obligation but supports the effective functioning of the
organization which goes beyond the normal obligations of employees including avoiding unnecessary
conflicts, helping others without being arrogant, doing hard work patiently, engaging in organizational
activities, and performing performance that exceeds the normal tasks ordered.

Job Satisfaction

The relationship between job satisfaction and organizational citizenship behavior is a form of social
exchange theory, having job satisfaction in the workplace will benefit individuals. When employees feel their
job is meaningful, they will consider job satisfaction, such as the opportunity for promotion, a comfortable
working environment, and support from supervisors and colleagues. Satisfied employees will tend to have
high OCB. There's a positive connection between job satisfaction and OCB (Tiara & Debora, 2019).

According to Bismala (2018), job satisfaction is a broad concept that covers abilities, attitudes, beliefs,
and value systems. Low staff morale causes a lack of job satisfaction driving poor productivity. The realisation
of job satisfaction must rest on the staff's positive feelings and attitudes, commitment, and responsibility. This
is supported by findings from Pouria (2020) that there is a positive relationship between job satisfaction and
high scores in OCB. A study from Subarjo (2020) examines the relationship between job satisfaction and OCB
at the University of X found that there was a very significant positive relationship between job satisfaction
and OCB. Job satisfaction is defined as the extent of satisfaction experienced by an individual at work for a
given occupation. OCB can be perceived as employees' attitude of being happy when providing service to the
consumers. By having satisfied workers, their OCB level will also rise. This is consistent with John &
Kelechi’s (2020) research on the relationship between job satisfaction and OCB. They have discovered that
job satisfaction plays a significant role in the enhancement of organizational citizenship behaviors. Therefore,
management should create an environment that satisfies employees because job satisfaction has a positive
relationship with OCB to the following hypothesis:

H1: Job satisfaction is significantly related to OCB.

Transformational Leadership

Transformational leadership involves developing a closer relationship between leaders and followers.
Transformational leaders may build high-level relationships and a sense of a common fate among
subordinates. The resultant positive emotion then encourages cooperative and prosocial behaviors (Lofquist,
& Matthiesen, 2018). Huan (2019) assert that transformational leadership behaviors are even more important
for achieving high extra-role performance, such as OCB.

A transformational leader is ideal for addressing tension and ensuring total organization success. The
study conducted by Lauren, Ehrhart, Torres & Aarons (2019) shows that transformational leadership improves
various organizational outcomes, including a performance at managerial, staff, and team levels. Lofquist, &
Matthiesen (2018) suggest that Norwegian top leaders do exhibit transformational leadership traits and that
these traits have a positive influence on OCB, which further had a positive relationship to organizational
performance.

Effective transformational leadership qualities are a leader who creates, communicates, and models a
vision (Odek, 2018). Odek (2018) and Nasra & Heibrunn (2015) both found a positive relationship and direct
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effect between transformational leadership and OCB. However, Zhang, Liu & Wang (2019) found an indirect
relationship between transformational leadership and OCB.

Thus, based on the statements above, OCB comes with transformational leadership and the hypothesis is
as follows:

H2: Transformational leadership is significantly related to OCB.

Trust in Supervisor

Trust in supervisors will be affected by the level of perceived fairness or justice in the organizational
practices or decisions (Akram et al., 2018). Trust is established through inferences that followers make about
the nature of their relationship with the leader, based on the actions and character of the leader (Engelbrecht
& Hendrikz, 2020). A follower makes inferences about the nature of their relationships with the leader based
on the leader's actions and personality. The follower needs to trust their leaders to protect their rights and
interests of the follower. In a trust relationship, participants are willing to trust each other's actions in light of
the expectation that when either party acts in a way that impacts the other, the other party's rights will not be
violated. (Engelbrecht & Hendrikz, 2020).

Generally, there is confidence in supervisors. Trust can be measured in two parts, cognition and affect.
Employees' value is based on their cognitive approach to business. This is manifested in the personal relation
the superior and his followers have. The subordinates feel concerned about the superior and his welfare. Trust
involves trusting one's immediate superior and trusting the organizational leadership team (Abo-Nasra, 2019).

The results of a study by Akram et al. (2018) show that if supervisors treat their subordinates fairly and
show a supporting attitude, then the trust of subordinates will increase the citizenship behavior of employees.
This implies that if the supervisor supports their subordinate, then subordinates will be more committed to
their supervisor and will demonstrate OCB toward their organization (Akram et al., 2018). Engelbrecht &
Hendrikz, (2020) postulated in the study a positive relationship between trust in the leader and OCB. Thus, if
employees believe their leaders to be highly trustworthy, they will in turn display greater levels of OCB.

Employees are more likely to demonstrate OCB when they trust their leader and when they experience an
exchange of socio-emotional benefits in their relationship with the leader (Engelbrecht & Hendrikz, 2020).
This leads to the formulation of the following research hypothesis:

H3: Trust in supervisors is significantly related to OCB.

Based on the above discussion, lead to the development of the research framework of this study as
illustrated in the figure below:

lob Satisfaction [~

™ 4| COrganizational
Transformational | & Citizenship
A
Leadership Behavior
Trust in

SUpervisars

Fig. 1. Research Framework

Source: Adapted from Abo-Nasra (2019)

Research Methodology

In this study, the effects of intra-organizational factors namely, job satisfaction, transformational
leadership and trust in supervisors on OCB in Kolej Universiti Islam Antarabangsa Selangor (KUIS) were
investigated. A guantitative method, using an online questionnaire, was implemented by the researcher and
sent to the respondents to fill out. Using the questionnaire, the researcher collected the data needed to meet
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the needs of the research and achieve the objective set. The population of this study is composed of lecturers
in KUIS. This was focused on lecturers from the Faculty of Management and Muamalah, Faculty of Syariah
and Law, Faculty Science & Information Technology, and Matriculation Centre. The sample size is based on
the Krejcie & Morgan (1970) table. From the total of 320 lecturers in KUIS, only 175 lecturers are needed to
be sampled in this study as suggested by Krejcie & Morgan’s table. Thus, the researcher distributed
questionnaire by using the Google Form method to the said respondents.

There are questions based on the validated previous studies related to intra-organizational factors and
OCB in the questionnaire used. Respondents were asked to rate on the five-point Likert-type item, with the
scale going from 1 — strongly disagree to 5 — strongly agree. The scale was used to score the respondents based
on their answers. OCB was measured based on Abo-Nasra (2019). The subscale was measured by the average
response to the items. The scale was measured by the mean response to the items; high scores indicate a high
level of OCB. Job satisfaction was measured using an instrument developed by Schriesheim and Tsui (1980).
Respondents were asked to indicate how satisfied they were with their current job, co-workers, supervisors,
current salary, opportunities for promotion and work in general on a response a scale ranging from 1 — strongly
disagree to 5 — strongly agree. The sub-scale was measured by the average response to the items. High scores
indicate a high level of job satisfaction. The transformational Leadership variable was measured using the
Multi-Factor Leadership Questionnaire (MLQ) Bass (1985). Respondents were asked to evaluate the
transformational leadership behavior of their principal. The trust in supervisor variable was measured using
an instrument developed by Hoy & Tschannen-Moran (2003). The respondents were asked to evaluate the
level of trust in their upper level and management. The data analysed in this chapter was extracted and analysed
using the Statistical Package for the Social Sciences (SPSS).

Before the actual data collection, the pre-testing of the reliability and validity of the research instrument
was conducted with a total of 30 questionnaires distributed among the lecturers in the Faculty of Management
and Muamalah, KUIS. The reliability test shows that all the Cronbach Alpha values for the pilot study are at
the acceptable level, with Cronbach Alpha's value for OCB being 0.867, Transformational Leadership is at
0.870, Job Satisfaction is at 0.948, while Trust in Supervisor being 0.953.

Empirical Results

The section will discuss the relationship between independent and dependent variables. The researcher
will present all descriptive data on age, sex, marital status, education level, level of seniority in the
organization, and seniority level in education. As for the data collected, there are 175 questionnaires
distributed by the researcher to the respondents who are among lecturers at KUIS. A total of 100 respondents
(57%) surveys were answered by the respondents using Google Form consisting of 73% female and 27% male.
The percentage of the education levels of the respondent that are 19% have Bachelor’s degree, 64% with
Master’s degree and PhD holder is 17%. Thus, the majority of the total respondents were Master’s degree
holders. the seniority in the organization of respondents. In terms of years of service in the organization, it
consists 13% of the respondents serve in the organization for less than 2 years, 45% of the respondents have
served 2-5 years, 6% of the respondents have served 6-10 years, and 36% of the respondents have served more
than 10 years.

Reliability and Validity Test

Table 1 below summarizes the reliability test of the variables. Reliability is the degree to which measures
are free from random error and therefore yield consistent results. Meanwhile, validity is the accuracy of a
measure or the extent to which a score truthfully represent a concept.

Table 1. Reliability Test

Variable Cronbach’s Alpha

Organizational Citizenship Behavior (OCB) 0.722

Job Satisfaction 0.858
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Transformational Leadership 0.844

Trust in Supervisors 0.900

Table 1 above shows the value of Cronbach’s alpha for the research variables of this study. As shown
above, the Cronbach alpha for the dependent variable (OCB) value is 0.722 and it is at acceptable range
according to the rule of thumb to interpret Cronbach Alpha. For the independent variables, the Cronbach Alpha
value for transformational leadership is 0.844, and for job satisfaction value is 0.58. Both transformational
leadership and job satisfaction is at a good range meanwhile for the value Cronbach Alpha for trust in the
supervisor is 0.900 which is in excellent range according to the rule of thumb to interpret Cronbach Alpha.
Inferential Analysis

The test is to analyze the relationship between intra-organizational factors, i.e., job satisfaction,
transformational leadership, trust in supervisors; and organizational citizenship behavior among the lecturers
in KUIS. Table 2 indicates the correlation between the variables intra-organizational factors and OCB.

Table 2. Correlation Analysis (Pearson Correlation)

Variable ocCB JS TL TS

Organizational  Citizenship 1.000 0.322** 0.388** 0.358**

Behavior (OCB) '

Job Satisfaction (JS) 0.322** 1.000 0.437 0.680

Transformational Leadership o 0.437 1.000 0.749
0.388

(TL)

Trust in Supervisors (TS) 0.358** 0.680 0.749 1.000

**Correlation is significant at the 0.01 level (2-tailed).

Based on the Table 2, there is a significant positive relationship between job satisfaction, transformational
leadership, and trust in supervisors on OCB. The value of Pearson Correlation (r) for job satisfaction is 0.388,
however indicating a weak positive relationship. This study supported by previous study by Subarjo (2020),
that found a very significant positive relationship between job satisfaction and OCB. This study also and in
line with (Pouria, 2020) that found a high positive correlation between job satisfaction and OCB. Those who
are positively satisfied with either life or their job are more likely to report a positive mood and more OCB
intentions and can increase organization’s success and effectiveness.

The r value of transformational leadership is 0.322 which also indicates a weak positive relationship.
However, the finding found that there is significant relationship between transformational leadership and OCB
(r =0.322, p < 0.05). This finding supported Heri (2019) which found that transformational leadership has
significant relationship with OCB. Zhang, Liu & Wang (2019) states that transformational leadership
behaviors are more important for achieving high extra role performance such as OCB. Transformational
leadership is also associated with improved staff attitudes as well as decreased negative outcomes, such as
turnover intentions and burnout (Lauren et al., 2019).

Last but not least, the findings found that there is significant relationship between trust in supervisor and
OCB (r = 0.358, p < 0.05). This finding supported by literature from Nasra (2019) that found a positive
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relationship between trust in supervisor and OCB. The relationship between trust in one’s superior and
organizational performance relies on the employee’s willingness to be open with management. Thus,
consideration and concern for employees encourages them to invest in their work beyond job requirements.

Thus, in this study, three hypotheses are developed between the constructs. Table 3 as below shown the
summarized overall result of the hypothesis.

Table 3. Hypothesis Testing

Hypothesis Decision

H: Job Satisfaction is significantly related to Organizational Citizenship Behavior Supported

H2  Transformational Leadership is significantly related to Organizational Citizenship Behavior ~ Supported

Hz  Trust in Supervisors is significantly related to Organizational Citizenship Behavior Supported

Table 4. Regression Analysis

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

1 0.423% 0.179 0.153 0.33196

2 Predictors: (Constant), Job satisfaction, transformational leadership, trust in supervisor

Table 4 as above shows the regression analysis that shows the correlation coefficient is 0.423 and the
correlation determination is 0.179. The value of R square represents 17.9% of the total variation on OCB can
be explained for all the three independent variables i.e., job satisfaction, transformational leadership, and trust
in supervisor). The rest of 82.1% explained by other variables that not taking into this study.

Conclusion

This study has put focus on the effects of intraorganizational factors, i.e., job satisfaction, transformational
leadership, and trust in supervisor towards OCB. The result of analysis shows that there is a positive significant
relationship between transformational leadership, job satisfaction and trust in supervisor towards OCB. This
stipulates a remarkable relationship between intra-organizational factors and OCB. Lecturers’ OCB has great
importance to organization especially as it contributes to an organization’s effectiveness, student achievement
and adapting changes. Therefore, the success of higher education institution depends on lecturers and their
engaging in OCB.

The findings of this research support the Social Exchange Theory (Blau, 1964), in the sense that building
a relationship with the lecturers based on trust, job satisfaction and social exchange theory creates a very
powerful connection, which in turn causes lecturers to invest in their work well beyond their definition, in
other words they express a high level of OCB. Furthermore, the positive lecturers’ perception and attitudes
toward their management, the relationship between lecturers and the management, and lecturers’ job
satisfaction indicates high levels of OCB. The findings emphasize the significant role the institution’s
management in promoting OCB among the people within the organization. In other words, management have
the power to create working conditions encouraging staffs to explicitly engage in OCB. These conditions may
flourish in a context that is based on mutual trust between management and lecturers and meaningful
relationship reinforcing satisfaction with the work environment. OCB has great importance to organization,
especially it contributes to a school’s effectiveness, student achievement and adapting changes. Therefore, the
success of higher institution education depends on lecturers and their engaging in OCB.
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For the future research, it is highly recommended that the researchers should study more about these
issues. This study examined the effect of trust in supervisor on organizational citizenship behavior, but it might
have been better if other types of trust such as ‘trust in organization’ that have the potential to effect
organizational citizenship behavior were considered. Furthermore, it is strongly suggested to study further on
the role of servant leadership to synthesize with the concept of transformational leadership in the future. There
is a potential gap to further analyze the impact of servant leadership perspective on OCB in particular.
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Abstract

Purpose — The purpose of this research study is to examine the factors influencing consumer behavior in IKEA International Corporation
in Bahrain, to evaluate IKEA clients' buyer behavior, different factors such as social aspects, a diverse product assorted variety, price,
and others are examined.

Design/methodology/approach — This research has received accurate and relevant responses that were obtained from IKEA INC
framework method based on existing literature. Therefore, the target of this article is to disclose on an existing literature that investigated
the main factors that influences consumer behavior within the corporation.

Finding — online platform, planning tool, market opportunities, company performance, corporate image, and technology these factors
have a significantly positive association among consumer behavior.

Practical implications — Consumers behavior is vital aspect to IKEA international corporation, since it depends with the progress
accomplishment of the firm or failure to attempt. Hence, we tend to discuss and explain further regarding the details of each feature that
influenced the foundation growth in Bahrain in order to come up with recommendations to follow, to enhance the lack of consumer
behavior, and to maintain their satisfaction.

Originality/value — This paper report will assist IKEA corporation into understanding these factors which influences consumer behavior.
This will enable the organization to creatively adapt and develop ideas for boosting consumer behavior within the corporation

Keywords: Consumer Behavior, Online Platform, Planning Tool, Market Opportunities, Company’s Performance, Corporate Image,
Technology

Introduction

Businesses have become more aware that in terms of competitiveness in the business, they need to provide
high-quality goods and facilities, particularly as global tournament and customer request for greater
performance has increased. To take on the challenge of international competition, numerous businesses have
decided to invest substantial resources in developing and incorporating the entire planning tool techniques.
Since it tends to reflect the accomplishment of institutional goals, these features considered as the greatest
developed step in enhancing productivity and marketing advancements. These factors are attracting a great
deal of worldwide attention, to the point where scholars refer to this as the satisfaction of consumer behavior,
to be as one of the key proponents of the new managerial framework, which exists to stay current with and
modify to global and regional modifications. The worldwide community is working to see consumer behavior
satisfaction on the point page of high quality, cost affordable, and innovative new goods in the industry.

IKEA is the nation's biggest couch and cutlery retailer, which considered with 331 self-owned and
franchised stores encompassing 41 regions from Sweden to Europe, Middle East, and to other countries. IKEA
was established in 1943 in Sweden. However, since creation, IKEA's ambition has been to improve many
people's everyday lives by providing a broad variety of well-designed, fully functioning homewares at low
prices that several customers can buy. Originally, the IKEA foundation primarily focused on architectural
style. They consider home to be the most valuable place on earth. IKEA has become effective in identifying
the sources of child slavery over the decades, as well as collaborating with significant partners to enhance
children's rights and youth development. (IKEA Foundation, 2020).

IKEA's core characteristics are sense of unity, showing concern for people and the environment, cost-
consciousness, clarity, regenerate and enhance, distinct with a significance, compromise responsibility, and
contribute by instance (about.ikea.com, n.d). IKEA claims that everyone has things valuable to give and seeks
to have same principles in how they work. Furthermore, because many customers can buy a beautifully
designed home, IKEA is constantly challenged to generate more without sacrificing quality. This allows more
customers select IKEA as their preferred retailer for goods and services. IKEA is always looking for finding
better ways to move further because they genuinely think that everything they do currently can be performed
correctly tomorrow.

Apparently, coming up with a solution to clearly insurmountable problems is an important component of
their success and a true passion for them to keep moving on to another competition (about.ikea.com, n.d). As
among the world's biggest furniture vendors, the value of the goods is the most essential method of keeping
IKEA one abreast of its rivals. To avoid being destroyed from the international market, the business develops
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and produces commodities that are appealing to purchasers while also catching up to competition. As a
consequence, IKEA produces a wide array of goods and facilities. A wide range of brands at a decent price.
This has a significant impact on consumer attitude in selecting IKEA as their departure point for packaged
goods purchasing (Etukudoh, Joe & Joe, 2019).

According to Enrico Baraldi, originally, the business has focused on selling products at reasonable prices.
The first procurement was influenced by unsellable production company equities in the 1950s to ensure cost
reduction. Despite this, the succeeding of huge sales urged IKEA to begin purchasing designs of its
configuration from local manufacturers. IKEA pioneered innovation and different evolutions such as smooth
packages, which reduced shipping and manufacturing costs, and the 'showroom garage' idea, which lowered
retail prices. (Enrico Baraldi, 2020). Throughout its growth in the 1960s, IKEA also assigned the groundwork
for its supply chain strategy, relying on lengthy partnerships with hand-picked vendors as subcontracts for its
options. Its service network presently spans the entire globe and is becoming increasingly strategic.
Nonetheless, using this system still follows the identical basic approach as in the 1960s: creating and
purchasing products with low shipping and manufacturing costs. IKEA accomplishes this by critically
examining all network operations, from raw resources to consumer residences, in its layout and buying
strategic plan. In keeping with its initial external goal, IKEA performs only a several of these duties' internal
aspects, while utilizing its relationships with vendors tenaciously to incorporate its indoor and outdoor
facilities for performance and implementation stages. For instance, goods and services are produced in close
collaboration with distributors, considering the impact of materials, sections, and infrastructure, as all of these
opportunities are implicated. (Enrico Baraldi, 2020).

As for David Kolat said, the operations, procedures, and social structures to which allusion has been
formed include a variety of consumer behavior such as: understanding of a requirement, when users compare
shops, the simple logic of data that is accessible in respect to the beneficial effects and consequences of the
final products, or seeking recommendation from a companion around a product idea. A merchandise package
includes perspectives such as physically and mentally activation, demographic shifts, and increased fame and
wealth. (David Kolat, 2019). However, such factors according to Blackwell, have a significant influence on
buying a company image and selecting a retail location; additionally, new goods entering the market or
existing goods' future growth could be predicted by assessing customers' attitudes. (Blackwell, 2019)

Based on Kolter observation, because purchasing decision procedures diverge depending upon the sort of
product lines to be bought, there are generally four kinds of client purchasing attitude depends on the extent
of purchaser interference in the judgment and the extent of brand differentiation offered to customers. Various
sorts of consumer purchase intention may shape thoughts and perceptions differentially and influence a variety
of behavioral patterns results through the judgement call procedure. By categorizing these kinds of buying
behavior, a business can narrow the context of an initiative or strategic planning to persuade clients meet their
desires. (Kotler et al., 2018).

According to Peter and Olson research, to obtain a rather more extensive insights into consumption
behavior, it is essential to investigate mindsets toward actions, topic standards, performance expectancy, and
external events such as climate change impacts and individual attributes using the principle of rationalized
activity, since the theorist of rational activity can anticipate customer behavior using all of those
considerations. Acknowledging how client personality is shaped is also essential because the association
among behavior patterns is pertinent to the forecast of consuming since actions typically tends to reflect
existing values and ideologies, and attitude can be affected by a combination of factors other than attitude,
such as straightforward personal expertise, impact subjective norms, and global communications. Recognizing
all of these elements can aid in the prediction and comprehension of inspirational influences on behavior.
(Peter and Olson 2020).

Theoretical Background

The Relationship Between Online Platform and Consumer Behavior

IKEA's online platform is beneficial for customers. An online platform marketplace in a corporate
environment facilitates interactions between various groups and organizations, typically buyers and sellers.
IKEA provides customers with simplicity and comfort. IKEA provides customers with simplicity. It released
details, a quality product listing, a buying assist, a shipping services, and a framework for consumers to interact
with the corporation. IKEA's loyalty program, which allows for a 365-day recurrence interval with proof of
payment for a refund, could also influence consumer behavior. To facilitate these interactions, these systems
leverage and build large, worthwhile investment of services and applications that can be obtained on
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consumption. Thus, digital sites build networks, societies, and industries that enables people to interact and
exchange with one another. Furthermore, the benefits of having online webpage are first, simpler associations:
it’s when a client can simply find distributors, and conversely. Second, regulate strong value components:
which is the capacity to influence the use of strong value components is the basis of an online system's
dominance. A product's asset-light properties allow it to scale quickly. Third, connectivity: when a digital site
is able to operate, its success grows tremendously as more users gather the framework. The online service
improves as new users join. (Kibe & Sondén Karestrand, 2019).

H1. Online platform has a significant positive impact on consumer behavior
The Relationship Between Planning Tool and Consumer Behavior

IKEA have also provided planning tools. Planning tools to meet the requirements of the clients who want
to build a desk but have little idea where to start, as well as online organizing experience for consumers who
want to have a household pleasant home. Nonetheless, IKEA still offers a variety of facilities, which can be
found on their online official webpage. The corporate planning tool can assist customer at all phases of the
company's development, which includes planning entails locating tools and guidance to assist guest in
evaluating the business concept, developing business strategy, obtaining capital, obtaining licenses and
registries, and making the project a success. Maintaining in which it develops the ability of a company that
can operate effectively, cut expenses, boost profits, discover and quality staff, build resilience, minimize risk,
and enhance customer fulfillment, among other things. In fact, increasing entails discovering new
marketplaces, for both domestic and international, as well as creating opportunities for the growth and
advancement. Ultimately, the value, configuration, and cost savings of IKEA's products, as well as the
diversity of beneficial services provided by IKEA, play an essential part in affecting consumers' behavior in
selecting IKEA as their preferred home furnishings brand. (Kibe & Sondén Karestrand, 2019).

H2. Planning tool has a significant positive impact on consumer behavior
The Relationship Between Market Opportunities and Consumer Behavior

IKEA has been selected for this report's market opportunities evaluation because of business is involved
in fabric and fixtures and has processes in over 38 countries worldwide. Organizations must establish potential
markets in order to expand their operations and increase income. Corporate strategy proposals and great
marketing opportunities can be developed using a wide range of marketing research. IKEA was selected for
this report's market opportunity assessment because the business is involved in fabric and fixtures and has
operational processes in over 38 nations worldwide. Apart from getting a high growth in the global industry,
IKEA also has a strong market and is massively successful in the global industry. Nevertheless, no matter how
appealing a services or products is, not everyone will buy it, that's why it is critical to recognize and capitalize
on target marketing. Businesses operate hard to address market segments, beginning with a broad overview of
the future demand for their good or service and limiting it backwards to individual sales-oriented promotional
strategies. Branding opportunity analyzes were conducted by businesses to evaluate how they can innovate,
increase sales, gain more buyers, and accomplish business expansion. (Kibe & Sondén Karestrand, 2019).

H3. Market Opportunities has a significant positive impact on consumer behavior
The Relationship Between Company’s Performance and Consumer Behavior

IKEA must be concerned regarding the industry's economic situation because the company's performance
would be influenced by economic forces. Company’s performance is a creation of whether an institution
implements on its most essential factors, which are generally financial, industry, and investor efficiency.
Organizational health is like the development of business sustainable practices, is now thought to include not
only economic concerns but also other societal factors obligation and public image, advancement, workforce
cohesion and efficiency. IKEA must be concerned regarding the industry's economic situation because
external concerns such as price inflation, bond yields, pay rates, and lowest salary laws and regulations will
impact the firm's productivity. These economic concerns will have an impact on costs in specific localities.

H4. Company’s Performance has a significant positive impact on consumer behavior
The Relationship Between Corporate Image and Consumer Behavior

It is critical for IKEA to recognize the market's sociocultural value. Consumers form a corporate image
in their minds, according to Andreassen and Lindestad (1998), through being revealed to documentation and
getting knowledge. A business corporate image could be described as an intellectual image that individuals
have of the corporation, its goods, and its utilities. A firm's reputation is the result of its achievement, press
attention, and actions. A business's corporate image is an identity which constantly shifting and it can be

Page 49 of 109



2nd International Conference on Human Resource hitos://ichrm.qulfuniversity ora/
Management (ICHRM): Recent Trends (opniine) 9 y-or9
November 22 & 23, 2022 - Kingdom of Bahrain

altered by placing forward the necessary effort. Consumers form an impression of a company after being
revealed to data and getting experience. Whenever it comes to building customer loyalty, company reputation
is crucial, especially as firms in an industry grow increasingly similar. The company reputation can have an
impact on customer gratification and commitment. IKEA has effectively developed a set of DIY society
among its customers in certain nations, which implies that they must organize various bits of the commodity
themselves. IKEA recognized the importance of considering the local society when each civilization has a
separate section of principles.

H5. Corporate Image has a significant positive impact on consumer behavior
The Relationship Between Technology and Consumer Behavior

IKEA’s technology factor. Ai technology, for instance, the artificial intelligence has facilitated retail
outlets to best identify the customer and give them stronger a label expertise. IKEA makes use of digital
technologies to provide quality services to the shoppers. IKEA has an updated platform where customers could
navigate digital collections, check inventory levels before entering the shop, make purchases, and interact with
the support team. In order to save time searching for a specific item, a shop that provides booklets was deemed
the most effective. Digitalization, technical rewards, and R&D practices are among the other technology
adoption. IKEA incorporates various elements of administration, manufacturing methods, and advancement
in attempt to generate a high-quality product at a cheaper cost. In addition, external variables such as tangible,
cultural, and sequential influences impact consumer behavior (Gehrt and Yan, 2004). IKEA usually provides
instant gratification and a satisfying buying experience to their customers (Arnold, 2002), so that we could
discover how IKEA fulfills their customers and establishes themselves as among the highest brands
worldwide.

H6. Technology has a significant positive impact on consumer behavior

Underpinning Theories

The Theory of Reasoned Action

The theory of planned behavior was developed by Martin Fishbein and Icek Ajzen as a consumer behavior
theory that concentrates on the connection among marketing and the preconceived behaviors that consumers
carry to their buying decisions. (Martin Fishbein and Icek Ajzen, 2022). According to the theory of reasoned
action, consumers engage in behaviors that they genuinely think will result in a specific outcome, real or
fictional. As a result, rational decision is the primary motivator for customers to make purchase decisions.
(Martin Fishbein and Icek Ajzen, 2022). This consumer behavior principle emphasizes the importance of
clarity over obscurity. In other phrases, a consumer will only take a particular activity if they have grounds to
suppose it will lead in the preferred outcome. The customer could reconsider their position or choose a
different route between the time they determine to proceed with a decision and the time the activity is
completed. (Martin Fishbein and Icek Ajzen, 2022).

Theoretical Framework
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Discussions and Conclusion

First, as it has been discussed earlier and demonstrated in the literature that online platform has shown a
better transition development in virtual website for customers to fulfill their needs and requirements, therefore,
the corporation has built upon the advancement a significant positive association in order to reach and attract
consumer at their best behavior and satisfaction.

Second, based on the earlier researches in the literature, it has been notified that planning tool is key factor
of strategy and assistance that can provide consumers with services, facilities, and needs in order to aid them
with their purchases. For this reason, planning tool factor as a great establishment which created a significant
positive correlation among consumers and their behavior.

Third, according to the findings of the earlier studies, it clearly stated that market opportunity is to have
a high-quality product, market value and perceptions, affordable and reasonable costs, and the basic attraction
of the consumer in which the company offers unique goods and services, as well as, new advanced
merchandise. Thereby, applying market opportunity is an essential aspect that leads to the company success
which creates a significant positive interaction influencing consumer behavior.

Fourth, based on previous literatures, company performance is an important aspect that can shape and
form the entire organization, and without it, the company will fall. We have discussed this feature in this study
and it has been clarified that company performance impact consumer behavior, satisfaction, and commitment
in a wide range of positive significant relationship. As a result, the performance of the corporation attracts
consumers towards the productivity of the merchandise and providing services that lead on fulfilling behavior
of the customer.

Fifth, according to the earlier researches, it demonstrated the corporate image as the crown master or the
headline of the company considered as the company’s reputation in line. The fulfilling truth is that corporate
image represents the reputation, the quality and value of the company, and the wide picture which can lead to
consumer behavior, loyalty, and gratification. As an outcome, corporate image stands out as a strong reputation
and a significant positive link among consumer behavior.

Sixth, in the technological era, living without technology is difficult, that is why technology is an essential
element of living. The advancement innovation of technology is high tech which every company aims to
provide such an Al product and services. Therefore, technology has a strong influence on customers in order
to proceed and purchase new advanced goods with a reasonable price. Resulting, technology has a powerful
aim and a positive association towards consumers behavior which targets devotion and contentment

Limitation and Recommendation
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In this chapter, we have faced some drawbacks while conducting and implementing this research report.
We have managed to state and cover all the possible variables within this study; however, some limitations
have occurred due to the sake of time measures. First, the time wasn’t enough to conduct full research about
IKEA INC case, due to the short-term of time period that we had in order to conduct this article. We
recommend for future researchers to conduct studies that are more stated and clearer in order to finish the
research on time. Second, we have demonstrated all the data analysis that we have applied in the study; yet,
the data wasn’t enough to explain all the variables, the dimensions, and the importance in specific for each
factor. We recommend for future researchers to continue investigating more regarding the case, to review new
details about the factors occurred within this article, and to release the necessity data for this study. Finally,
due to the lack of time, there are some other variables that we haven’t mention them regarding IKEA INC
case, which considered as a highly essential features to disclose in this research. We recommend for future
researchers to implement this study with other important variables that needs to be discussed, evaluated, and
to demonstrate the data of these elements. In the end, we are very delightful to have the opportunity to conduct
this paper report and to explain and discuss the critical variables of the corporation that it needs to be
demonstrated to other researchers in order to assist them on getting more detailed information about IKEA
INC case for their project.
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Abstract

Performance appraisal (PA) is an important tool used by organizations to improve and enhance their employees' competencies and ensure
their organizational capability to cope with a dynamic world. While it is not a new practice, PA is becoming increasingly important in the
public sector in Oman because the government needs appropriate and reliable data about how well its employees are performing and to
what extent they are meeting the targets and their responsibilities. The newly-introduced PA system in Oman has been a source of concern
and controversial debate among governmental employees, particularly academics, with regards to its genuity to capture the essence of the
academic work. The research questions are formulated to achieve the overarching aim of this research, which is to explore academic
faculty members’ perceptions and perspectives about the newly-introduced system at the University of Technology and Applied Sciences,
Rustaq College of Education; to find out the difficulties encountered in the operationalization of the system; the potential impact of the
system on their professional development and the accommodation strategies they used to adjust to the new system. These objectives the
professional interests of the researchers in conducting this research and see in which way the new system could achieve its main aims and
goals. The study seeks to answer the following research questions: 1. How do academic faculty members perceive the newly-introduced
performance appraisal system? 2. How has the implementation of the new system worked in the context of academic work and
responsibilities? 3. What kind of impact has the new system had on academic faculty members’ performance and their professional
development? 4. Have academic faculty members faced any difficulties in coping with the system and how have they adjusted and adapted
to the new system? The research strategy is a case study of academic faculty members at Rustaq College of Education (RCE) within the
government’s University of Technology and Applied Sciences (UTAS), where the researchers currently work. The data were collected
via a semi-structured interview with 10 academic faculty members from four academic departments. Their answers helped the researchers
to conceptualize and analyze the topic under investigation by means of in-depth questions and answers. The data were inductively
analyzed using thematic analysis tools. Ultimately, the research has offered new insights into how the system is understood and
operationalized which, if taken into account by the Ministry, could help improve the new PA mechanisms and tools. It is important to
note that the number of study participants was limited to 11 academic faculty members only. However, the study still adds new data to
the existing literature on performance appraisal. An important aspect of the findings is that they illustrate the gap between academic and
non-academic staff and how they perceive the new system and its value-addedness for them and the performance of their duties.

Keywords: Performance appraisal, perceptions, satisfaction, Oman, higher education institutions
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Abstract

This study is aimed to determine factors associated with Job satisfaction from the perspective of private SMEs in Bahrain, namely,
Transformational Leadership, Organization Commitment. A quantitative survey method was used, and the data were collected from the
employees of private SMEs in the Kingdom of Bahrain. A total of 151 questionnaires were distributed, and 124 usable questionnaires
were returned. Private SMEs were selected using stratified random sampling methods. The data from the self-administered questionnaires,
which had a return rate of 80%, was subjected to Structural Equation Modelling (SEM) analysis and validated that Using a combination
of multiple-choice, Likert scale, the following data were obtained: transformational Leadership, Organizational commitment, and Job
satisfaction. Furthermore, Transformational leadership was the most prominent gauge for Job satisfaction. Furthermore, lack of
organizational commitment was the most impact negatively on job satisfaction. This research, therefore, provides a novel contribution by
offering a detailed and broader analysis of the relationship between transformational leadership and organizational commitment to job
satisfaction.

Keywords: Transformational leadership, organizational commitment, Job satisfaction, SMEs, Kingdom of Bahrain, COVID-19
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Effect of Work Practices with High Performance on Employee Engagement
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Abstract

This study involves the strategic analysis of Emirates airlines, highlighting its work practices. This study determines the effect of work
practices with high performance on employee engagement. It also identifies the positive link between employee engagement and overall
organizational performance. This project is a detailed analysis based on data collected through survey questionnaire. After analyzing the
data using correlation & regression test we further provide strategic decisions for the firm in various functions of business such as
management, finance, as well as operations. This project also includes ideas for implementing effective strategic management as well as
suggestions for further development.

Keywords: Work Practices, Performance, Employee Engagement, Emirate Airline
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Abstract

Research related to leadership style, job satisfaction, and organizational commitment is highly important to study, specifically in the
context of Pesantren in Indonesia. This is due to the level of the leadership style, job satisfaction, and organizational commitment in this
context is considered substantial. Therefore, this research is conducted to identify the issues related to leadership style, job satisfaction,
and organizational commitment within this context. First, to determine the level of charismatic, and transformational leadership style
among Kyai and job satisfaction as well as the organizational commitment of employees at Pesantren. Second, to examine the contribution
of charismatic, and transformational leadership styles to employee job satisfaction. Third, to examine the contribution of charismatic, and
transformational leadership styles to employee organizational commitment. Fourth, examine the contribution of employee job satisfaction
to employee organizational commitment. Fifth, assess the role of job satisfaction as a mediator in the relationship between charismatic
leadership style, transformational and organizational commitment. This research data was collected through a survey question on 556
Educators from Each Branch of Pesantren Darunnajah Indonesia. Data were analyzed using multiple regression analysis to test the
hypotheses of the study and the hierarchical regression analysis to test the mediation hypotheses. This study has found that there is a
significant relationship between charismatic leadership, and transformational leadership to organizational commitment. in addition,
charismatic leadership, transformational leadership have a significant relationship with job satisfaction. Furthermore, job satisfaction has
significant relationship with organizational commitment and finally employees’ job satisfaction can mediate between charismatic
leadership, and transformational leadership with organizational commitment.

Keywords: Leadership Style, Organizational Commitment, Job Satisfaction
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Implementation of Employer Branding Strategy for Attracting Talent: Case
Study
Nadia Abderrahmane **, Abdul Razak F.Shahatha 2

I Azman Hashim International Business School, Universiti Teknologi Malaysia (UTM).
2 Azman Hashim International Business School, Universiti Teknologi Malaysia (UTM).

Abstract

Despite rapid scientific advancement in automation and artificial intelligence, individuals are always the focal point, and the urgent need
to recruit and retain talent will persist in a highly competitive job market. This research looks at the major issues confronting XYZ Sdn.
Bhd., a tolling business corporation whose main business is the upstream and downstream distribution of palm-based edible oil and fats.
The company is facing difficulties in attracting talented employees. The purpose of this study is to create and implement a talent attraction
strategy for the XYZ company. In this study, a mixed method methodology will be used, with interviews with the management team as
well as secondary data collection for pre and post intervention will be implemented. The findings of this study will aid in the establishment
of an appropriate strategic action plan to properly fulfil the XYZ company's employees' needs and desires in increasing its business
growth, while on the academic side, we seek to confirm the findings of previous studies on the importance of implementing a talent
attraction strategy using employer branding.

Keywords: Talent attraction, Employer Branding, Employee Value Proposition
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The Mediation Role of Marketing Orientation and Organizational
Commitment on the Relationship Entrepreneurship Orientation and
Organizational Performance
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* Department, University, City, Country School of Business Administration,University of Science and Technology of China, Hefei, China.
2 Department, University, City, Country School of Business Administration,University of Science and Technology of China, Hefei, China.
3 Administrative science Department, Faculty of Administrative and finance, Gulf University, Sanad, Kingdom of Bahrain.

Abstract

Entrepreneurship orientation, as a new phenomenon in the economy and commerce, plays a significant role in deciding and increasing
performance, with a wide range and diversity of interaction multi-level orientation. The current study examines the link between
entrepreneurial orientation and organizational performance (OP), as well as the role of Market Orientation (MO) and organizational
commitment (OC) in mediating this relationship. The results of this study, which were based on data collected from 17 Yemeni banks
and 400 responses, show that EO has a positive and significant direct effect on OP, as well as an indirect effect via MO and OC. Finally,
we explore our findings' theoretical and practical implications.

Keywords: Entrepreneurship Orientation (EN); Market Orientation (MO); Organizational Commitment (OC); Organizational
Performance (OP)
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The Influence of Access to Finance and Technical Know-How on
Entrepreneurship Development: A Study of Professionals in Micro Business
in Ghana

Dr. Jennifer Ellah Adaletey ", Dr. Qais Almaamari 2

™ Department of Accounting and Finance, Ho Technical University- Ghana.
2Gulf University, Sanad, Kingdom of Bahrain.

Abstract

Purpose: The study explores the influence of access to finance and technical know- how on entrepreneurship development of career
professionals in Ghana. Professionals venture into various small and medium businesses to supplement their employment incomes due to
financial stress. This is usually the alternative for employees with family obligations and responsibilities, who are not satisfied, or unable
to provide for their families using their employment income.

Objectives: The study hopes to determine whether access to finance and technical know-how influence entrepreneurship development of
professionals who venture into micro and small business in Ghana.

Methodology: A sample of 250 drawn from professionals in entrepreneurship in Ghana and residing around the university communities
representing. The response rate of the study is 76.3%.

Results: The findings show a positive statistically significant relationship between access to finance and entrepreneurship development
of professionals, and a weak statistically significant relationship between technical know-how and entrepreneurship development of
professionals.

Conclusions: The results suggest that professionals with entrepreneurship intention become satisfied and sustainable where they have
access to finance and technical know- how. Their work-life balance improves where they are able earn significant income to support their
family and other obligations.

Recommendations: The study recommends that, to ensure family work life balance and entrepreneurship development, human resource
function should facilitate access to finance to employee, encourage technical knowledge in employees with intention to venture into
entrepreneurship to promote job satisfaction

Keywords: Access to Finance, Technical Know-How, Entrepreneurial Development, Professionals, Micro and Small Businesses, Ghana

Page 60 of 109



2nd International Conference on Human Resource
Management (ICHRM): Recent Trends
November 22 & 23, 2022 - Kingdom of Bahrain

https://ichrm.gulfuniversity.org/
(Online)

The Effect of Working in a Startup on the Acquisition of Employability Skills
in Fresh Graduates
Eman Albalooshi **

™ Affiliation of first author.

Abstract

Most fresh graduates are drawn to big corporations, thinking it would be an impressive addition to their resumes or that it would guarantee
them success in their careers. Getting a job in a startup allows the employee to grow, innovate, and acquire the essential employability
skills. The benefits of hiring fresh graduates are immense to the startup as well, firstly because the employee will have impeccable energy
and the need to prove themselves, which will be reflected through their productivity, and secondly because fresh graduates are cheaper
to hire. This research investigates the effect of working in a startup on the acquisition of employability skills in fresh graduates. In this
paper, quantitative and qualitative methods were used. A group of interns and employees participated in semi-structured interviews as
well as a questionnaire to explore the level of satisfaction of working in a startup, as well as their reflection on the acquisition of
employability skills. The results indicate that working in a startup helped the fresh graduates acquire the essential employability skills
significantly and guided them towards identifying their career goals.

Keywords: The Effect of Working in a Startup on the Acquisition of Employability Skills in Fresh Graduates
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The Relationship Between Perceived Organization Support and Employee
Performance with The Mediating Role of Psychological Empowerment: A
Conceptual Framework
Dr. Mohammed Abdulrab **

¥ Management Department, Community College of Qatar, Doha, Qatar.

Abstract

The purpose of this study is to investigate the relationship between a perceived organization support and employee performance, as well
as the impact of psychological empowerment as a mediating variable. As demonstrated by the literature review conducted on the subject,
when an organization provides support to its employees, it results in improved employee performance. This study attempts to understand
the mechanism through which the perceived organization support impact on employee performance. The study proposes a conceptual
framework by linking the relationship between perceived organization support, psychological empowerment, and employee performance.
Researchers may be directed and guided by the conceptual framework of the study toward future research.

Keywords: Perceived Organization Support; Employee Performance; Psychological Empowerment
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