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2‘—)-‘)*—“ ‘“—’l—.’}f‘“ JAa B3 B2 P a
Al il olad golea®Y) gaill
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Alaialy ) ab cpatiall asgl) s LA gilis 1(1) ad) Jgaadl
Augmented Dickey-Fuller Lsal

ADF Test

ADF constant and trend
included

variables ADF constant included

Decision

level 18D Level 18D
* | 4079523 | -9.403452 | -0.219998 | -9.730803

INRPCGDP | ** | -3.004861 | -3.012363 | -3.644963 | -3.644963 I(O)

el 0.0050 0.0000 0.9964 0.0000

* | -5.020761 | -9.213174 | -5.598645 | -9.046481

InSCH ** | -3.004861 | -3.012363 | -3.632896 | -3.644963 | | (O)

il 0.0006 0.0000 0.0009 0.0000

* | -2,135764 | -6.073670 | -2.334832 | -6.211491

INRGFCF | ** | -3.004861 | -3.012363 | -3.632896 | -3.644963 |(1)

el 0.2336 0.0001 0.3999 0.0003

* -2.142726 | -5.579386 | -3.630849 | -5.261825

INRTOUR | ** | 3004861 | -3.012363 | -3.632896 | -3.644963 | | (1)

**%1 0 0.231153 0.000196 0.050190 0.001994

* ADF Statistic Value, ** Critical Value (5%), *** Prob.
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AlATul i) 38 cfpaiall Sasgl) jda HLES) @il 1(1) A Jsaadl gl
JkEA) Phillips-Perron

PP Test
c
variables PP constant included PP cor}ztslnut dir:jd U3 Z%
level 1D level 1D o
* | -4.076574 | -9.292695 | -4.217291 | -9.730803
INRPCGDP| ** | -3.004861 | -3.012363 | -3.632896 | -3.644963 I(O)
ek 0.0051 0.0000 0.0158 0.0000
* | -5.024853 | -10.84905 | -5.598645 | -10.91954
InsSCH | ** | -3.004861 | -3.012363 | -3.632896 | -3.644963 I(O)
ek 0.0006 0.0000 0.0009 0.0000
* | -2.039012 | -6.073670 | -2.321408 | -6.211491
INRGFCF | ** | -3.004861 | -3.012363 | -3.632896 | -3.644963 | | (1)
ek 0.2693 0.0001 0.4064 0.0003
* | -2.142726 | -5.571842 | -3.630849 | -5.169565
INRTOUR | ** | -3.004861 | -3.012363 | -3.632896 | -3.644963 | | (1)
**%10.231153 | 0.000200 | 0.050190 | 0.002409

*PP Statistic Value, ** Critical Value (5%), *** Prob.

48] olall (e Jald (e (5858 gl ol
JeuDls 2 ga g Jaghy Y a8 gl Q\SH
1(2) S 3l aie 3 E e dyia )
saasll s sl old 1 ey
pre (e aSlll Alad) o0 A L 5y
Gl die 3 e die ) Judlu 2 5a

.(Pesaran et al.,2001) Sl

Y ARDL s of Lia ,S3L sl
R N Y
OSaall (e 4l Cam ¢(la ) i)
sl ST ol gu 3 gail) 138 aladin)
J_'\c'é_)ﬁ'.'\_a.u'é_)_ﬁ.ué.d\ Q\_MA_\M_)!\
(I(1) ¥V Gl ate ol ¢1(0) (5 siasall
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e Sl &l aie (0 Cointegration
@M Bound Test 253all jlial 3y )k
Pesaran et al., 4awul g o gkl as
Tl misad Ja 8 ellhg ¢(2001)
Unrestricted Error iall e Uadll
=g «Correction  Model UECM
201 3l ol (e ARDL 35l
il 8 ol sl JalSill S
) &l it 4l LS o3 puaall
Alrs 3 Jyshall 5 il alaly) 3
42bia Saus ¢(Elbeydi ,2014) 322l 5

(IS z3gaill plall JEA

 pel) A8y kg (euall) 73 gall)
o) 73 gadl)

EJ_;)M )jl.; )L.ﬁ;\ c:\u.a ‘:Jc F T

&l el Gf Euam s cUnit root  test
)y P AL P S \).ﬂ\ Q8
‘“I(O) ‘I(l)" \
ol a e Jalasll u_x_uuY\ Gh}_nﬂ\ oL
R KNP R DN IR S PN |
(Pesaran :\_‘:J}A\ ;Ling‘;[\ C"_z\J_"\éS
et al.,2001) Autoregressive Distri-
@3 ¢ buted lag Model ARDL
A Gall il L SAY At

M\'.\“_J} ‘;\ alid o

A(In RPCGDP,) =c + AIn RPCGDP, _, + ¢, In SCH,_, + ¢ In RGFCF_,

K K
+6In RTOUR,, + > a,; *A(In RPCGDP, ;) + > a,, *A(In SCH ;) +

i=1

i=0

k k
> a; *A(n RGFCF,;) + > a, *A(In RTOUR, ;) + &,

i=0 i=0
Lhallaa e o s < B Bo s
sl saiall

gl il

el eLlay) <l , 5 L ga) o3
22a%uL Optimum number of lags
lalaie) 1 J s Eviews 9.5 gl
«Akaika Info Criterion AIC Lz e
dalyall Zagaill padiddee & e M
Ayl

3=l —= A(In RPCGDR) o5

O aall aiiy s call iall Y
IV S e pand () 3 il
¢In SCH, , ‘RPCGDP, ;, o0—=
) ¢ In RTOUR,.; ¢In RGFCF,
s bl AV ABe ey
g saxa (e O3-S 2 AV ol
G dall g il il el tay)
¢ patl) J AV A Be e sl
Equation 4lbeall i e C
zn—al Jdza = A 5 ¢Intercept
<Error Correction Term ECT Uaal\
(\'\ T c‘_ﬂJ\\ da T@_q ¢,¢’9 (A
ol il A5l il sall Jm i
A el ksl GAJ_A.L; ala ol




2017 - 2016 4l 36 - 35 ¢lalaall — 5 jlaill g duaiy) & il 2 Alaa

Al xpdall sl sl L
Jargue Bera _lial aladuly B gl
dun B i) S8 Normality test
E;L_aAA}.g ua\_ij\ Jlaay) 3..4:33 AL\.:L
Y1 0.406369 4ind L Jargue Bera
6 shae e Ay gina pue Ledl a2
piall bm 8 J 813 g1y %5 AV
Ae e sl ALl oy il
«Normally Distributed l—mﬂn [EYS P
pre A Wie e Sl Ly i
Heteroskedasticity () (il a3
Breusch-Pagan- JL—3a) alaai Ll
«ARCH TEST Ll 5 «Godfrey test
B;La.a;! GilS Eas B CJ_\.J\ Cailss
V3 (5 slae die Ay gina e LAY
Ob (maldl aral) (3 i 13gd5 < %5
A8 o3 a3 Y ) ALl

C'U'“'“ ITA QLA IEY

(= e.)';'_'mml\ CJ)A.\S\ 3elaS Jl_.ﬂ';\ (—u
Ay @l ey

:gﬁ[ﬁl\ Alddew daldl) ) Liay)

Ll aga s 3w e Sl o3
aluls 4 Serial Correlation (slwdus
Serial Jb—al alaat Ll 8l g )
i) ki a3 «Correlation LM test
O (2) o) U Jpaall e iy LS
L@JY\ AJS_MU_A‘;\\_UWY G.J)_A_'J\
Jlaia¥i 4 ad G ly s o Jonliiiall
Breusch - Godfrey s¢l—aaly (alll
1ia iad o e 0.0766 <sbws )
(S She die Ay gina e CalS B LIAY)
a8 Ul i @ Y (95 AN
Lf‘-"‘ Y C.J}-Aﬂ\ u\_: (—ad Lﬁu\ eq.d\
M\ ln\-.ﬂJY\ A<ia e

Residuals 2lg ddeda cLaa) :(2) ady Jgaad)

TEST Statistic Value Probability
Breusch-Godfrey serial correlation LM test 5.137907 0.0766
Normality test (Jargue Bera) 1.800989 0.406369
Heteroskedasticity ARCH test 0.130016 0.7184
Breusch-Pagan-Godfrey 1.165519 0.9917

i g (Al A ansly 23 sl O
By Sl Clyleall die GlLAIL adlales
1ia selaasy Sl JSal a8y Eua
JREN (e ety WS pilladl) & LaaY)
5% critical 4a_all 3gaall o (1) A8

.bounds

JS Al Aaldl) ¢ JLay) 2
:G..}J-A-u‘

o sl S ) st (e 25Ul

«CUSUM (Sisl—aa) —lo al_aic¥)

z—uill @Sl 5 «cOSUM of SQUARES
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CUSOM of SQUARES 5 COSUM 3slasy T ¢ 3saih Ja i SLas) :(1) ;) Jsad

1.6

1.2

0.8

04

0.0

0.4

e aall e 0y B A suadl Fiad
Bounds Test JLEAY |(1) 4a_all asll
S g callazall 4 girall Ol gle JS 23
L)) S A8 dga o Jui il o
Sim andl O yiie G gl A5k
O —olal) paall m y 8 (ym a0y
A8 Jadi 5 Y Guanll a8 )zl

all ALy sk 4 5) 53

T T T T
00 01 02 03 04 05 06 07 08 09 10 11 12

‘ —— CUSUM of Squares ————- 5% Significance ‘

e\.\s:.ug & idial) Jealsilf Ll
:Bounds Test

A i ndl sl sl G gy

Bounds Test 2sxall jLia) dagiag
. 2 el gAY
d il HysA=¢=¢=0=0
433 )) 58 A8y Jass 3 Y 23 gaill ) yaiia
il i pdll Jolia oo ghall (g2l
= H A#g#p#020
(o At )l 58 A8y <l padiall o4 Jalii b
(3) ) dsaall Hhilly g oy shall (ol
A gl F A A Jlie (D& (ge el
Ol Pesaran Jsia s all ardll e

4
~

ARDL Bound test L) gilii (3) a8y Jgaad)

Test statistic value K
F statistic 8.858226 3
Bound's Critical values
Significance 1 (0) 1(1)
10% 2.37 3.2
5% 2.79 3.67
2.5% 3.15 4.08
1% 3.05 4.66

11




2017 - 2016 4l 36 - 35 ¢lalaall — 5 jlaill g duaiy) & il 2 Alaa

C.J}A.}).\m'éﬁﬂ\ oM‘saeﬁgm@ch
A8l oda U..g_\:gggﬂ\ kﬂM\ Jelsal)
o) (S (4) &b Jsaall il

%5 AV (5 sie 2ic Lalad

1 i) Jalsil) i gai pad

235 Bound Test Jb—3al <
e aati Ja¥ Al Ay g A8de
el sl ) Al ) ) yasal

) Jalsill 7 igal s il :(4) a8 Jand

Variable Coefficient Std. Error t-Statistic | Prob.
C 8.228020 0.528139 15.33652 | 0.0000
LnRGFCF 0.228020 0.043372 5.257365 | 0.0002
INRTOUR -0.072636 0.016244 -4.471653 | 0.0006
InNSCH -0.278185 0.116745 -2.382840 | 0.0331

o Al ol ¥ A slas
%0.95 4l Le daplll il pabiall Maa)
Ol Aalaia) 2011-1995 3l JMA

(2013 ¢y

-Uadl fenal pigal il

& (5) o S dpaal) g

Mgﬁ\ Laall @Mﬁcdj.m pass
O Oty s ¢ il aall ClSaalinany
A sine il o3 s JS o Jsaad)
Laadls (%5 A1V (s s e Lilas)
bl I g8l G Jsaadl IR e
sl e Lol T 5 850 & il
5l 8 Lue ane dagi y g cgabait)
Lo Lasi i dpalud) culal ¥ Wl o1
ey ¢t sl b salaBY) saill as
@aBY) gaill ( A o e Jy
) (el (b a1
il Ul ¢yl (2l g Jy shall

A8 o Jsaadl DA (e Jaadl

Alassd Hl 0 5S35 aliaBY) saill G
e A i g Ty 85 A sk ADe )
Ayl Jatg ol @y Ay )
Aaally il sl 1) 0 930 45 52
%1 ey i S o (galaBY) saill
s dgaliay il e ) sl 3
Ly 5922,8 ke s3laB) sall 3
Lo 28 anlel) 8 2l Joral Loy Ll
e Ay Ao A8ay al gl He o
gyl sl gAY 5
L <0.0726 5 5)2ds Lo aiall 13gd 4 3al)
e Bl a8 Al clal 20 Al
Aidlay il e e (53LatBY1 sl
3_'1_5‘).43\ U‘ t_\_”\; c;\é:\:_.'a} 2:\_».\5.:;
@B sl ¢l 3] yuriiall 13gd 4 )
b Jays ¢ -0.0726 o_laie e cazly 48
la®Y) gaill oy ABMRl) Cona e
‘_A\ Carall 1A Qg2 g ‘@‘:‘-“S‘ .LL&;S\,
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Cny g cbilan) (g yine 4l 5 Ll diad
O pre e %79 GLb Zdsaill 12a
PAEN]

Uadl) st Jelas Jias 568 CoinEqg)
addl (A Bagall de yu e yuay (g3
b haad a8 culd) el Al dam 5l gl
alaall 138 8 535 ¢ paadll (52l
Ol Laa 5 ¢ 8LSl 5 (5 55 ymcall (lda il

UECM i) pmaai g dgai pals guilii 1(5) o Jgaad)

Variable Coefficient Std. Error t-Statistic Prob.
D(InRGFCF) 0.295100 0.021036 14.028168 0.0000
D(INRGFCF(-1)) -0.079033 0.024343 -3.246669 0.0064
D(INRTOUR) -0.026749 0.009313 -2.87232 0.0131
CointEqg(-1) -0.794215 0.104358 -7.610464 0.0000

JA‘JD‘A.S‘ @43)@ J}_Aja.”\._\..hd‘ JL_\".\';\
R ) EPON | RPN TR LN ey
il o gl dalall clal oy )
Gl ¥ 3L ) (e (oY)

Zamaa e oSall 5 il

Lnd) JLid) o) ya) Liadl PRGREP

s—=ill (o Granger Causality
u-\—,\-\ﬂ :u;b_u]\ Q\J\H‘g\j L..sd\_.ASEY\
LaS i) il Lag Aol 43300)
Sl Cin ((6) ) sal) (e 5

Laluad) claluly g alai@y) galll o Granger Causality dsed) Julad gilis :(6) a8y Jgaad)

Null Hypothesis:

F-Statistic Prob.

LN_RTOUR does not Granger Cause LNRPCGDP 1.970855 |0.171736
LNRPCGDP does not Granger Cause LN_RTOUR 7.382775 | 0.005351
sl o sl Al sha 48N ladl) LAl

Jj_, ¢alat ouall Q\_)_w\é_"\.d\ a.cw}@\ﬂ\
3sa s Bound Test 2saall HLaay il
O 4l Jyshall gadll &4y 5) 5 48l
w28y il riall Al ol il
A g il Jalall 23 a o
O Libian] Ugina IS (53 o) il
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Introduction

It is our pleasure to contribute by this modest effort in the field of
scientific research , through publication of Journal of " Dirasat in
Economics and Business" volume 35-36 for the year 2016-2017.This
volume includes several researches , and essays , which were submitted and
accepted for publication during 2017-2018. These articles are in the area of
economics, management ,accounting , political science, marketing, finance,
and public administration.

In addition to the above this issue includes a list of all master thesis in
the faculty of economics during the period of January-December 2016-
2017 , for the purpose of facilitating research function by post graduate
students in Libya .

This journal accepts , theoretical and applied researches in related fields
of interest .It also welcomes all scientific criticism , comments and
Discussions.

b

It is our hope that this journal will be a scientific mean for
communications between all interested parties in the field of scientific
research in the area of economics , business , political science , and applied
quantitative method in Libya and abroad .

The Editors
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The Influence of Contingent Reasons on Dr. Gumma M.Al Fakhri
the Employ of Manifold Performance  Accounting dept,Faculty of Economic,
Measures in the Banking Industry: Omar Almukhtar University.

The Case of Libya.

Abstract:

The purpose of this work is to explore the utilize of financial and non
financial performance measures in the Libyan banking sector and to
assess the influence of contingent factors on the use of financial and non
financial performance measures from a contingency perspective. Thus,
the research identifies the reality of performance measures taken from
the performance measurement literature, and explores the effect of four
selected contingent factors namely organizational structure, level of
competition, size of bank, and business strategy of banks on the employ
of performance measures. Based on a scale survey in a sample of 43
respondents from diverse banks in Libya, the research develops
hypotheses concerning, its objectives, and uses descriptive analysis to
assess the underlying impact of using financial and non financial
performance measures. The impact of selected factors on the use of
performance measures was also assessed by means of bivariate
correlation statistics.

The research results have revealed that most of the Libyan banks are
still relying heavily on financial measures even if they tend to place
strong emphasis on customers and quality dimensions of non financial
measures. Moreover, The research has also found that all four
contingent factors have varied positive impact on the use of performance
measures in the Libyan banks.

Key words: Performance measures; Performance measurement
systems; Libyan banking sector; Contingency theory.
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Introduction:

The management accounting
literature was emphasized the
importance of management acc-
ounting functions and how they
play an important role in the
financial success of the orga-
nisation, and as a source which
provides appropriate informa-
tion about internal activities
(Drury, 2014). Therefore, firms
are focused on the use of
management accounting inform-
ation to help managers make
basic decisions in order to achie-
ve their organisational object-
ives. The performance measure-
ement system is one of the most
important functions of manage-
ment accounting, as it is oper-
ated to evaluate, control and
improve processes through com-
paring the performance of diffe-
rent organisational levels (Dr-
ury, 2014). So, it is important
for both managers (to track and
measure performance for their
subunits), and for employees at
lower levels (to understand the
financial impact of their opera-
ting decisions) (Anthony and
Govindarajan 2011). Consequ-
ently, in order to be aware of
the performance measurement
systems, it is essential to unde-

2

rstand that performance meas-
urements are used at each
organisational level. This paper
therefore focuses namely on
financial and non financial perf-
ormance measures.

A Brief Literature Review and
Development of Hypothesis:

The literature considers the
use of financial measures on
performance measurement for
evaluation purposes, but the
limitations of financial meas-
uresin addition to the recent
changes in business environ-
ment that faced organisations
such as technological advances,
and increased competition, this
leads management accounting
specialists to criticise reliance
only on financial measures
of performance measurement.
Micheli and Mari, 2014; Atki-
nson et al, 2009; Neely, 2009;
Ingrida Balaboniene, Giedre Ve-
Cerskiené (2014) and more
others concluded that business
environment that faced orga-
nisations such as technological
advances, and increased comp-
etition, this leads management
accounting specialists to criticise
reliance only on financial meas-
ures of performance measur-



2017-2016 4l 36 -35 Calaall - 5 laill g 3By b cilual 3 A

ement. As a result, the literature
recommended that organisations
ought to use non financial mea-
sures beside financial measures
to provide managers with ade-
quate information about their
overall organization performa-
nce ( Kaplan and Norton, 2006;
and Banker et al, 2000). In
addition, Otley, 1980, Ittner and
Larcker, 2003aargued that the
business environment around an
organisation should influence
the form of management acco-
unting practices including perfo-
rmance measurement. Similarly,
Otley (2009) concluded that
performance measurement sys-
tems used in one company may
not be suitable for another
company facing different circu-
mstances. Therefore, the follow-
ing parts of this paper will be
concerned briefly with the rele-
vant previous literature of both
the theoretical arguments and
the empirical studies regarding
the use of financial and non fin-
ancial measures for performance
measurements and the continge-
nt factors that may influence the
use of performance measures:

Financial Measures:

Ittner and Larcker, 2003b
argue that financial performance
measures were used in order to
provide financial information to
the managers and other users,
also to evaluate efficiency and
effectiveness, the more popular
financial measures used for
example are: return on invest-
ent; return on assets; return on
capital employed; and earnings
per share. Although the use of
financial performance measures
is important in performance
measurement, they have some
limitations. Kaplan and Norton,
(2006) and Neely, (2009) conc-
luded that there is agreement
about the limitations of financial
measures for instance, they are
too financially oriented, internal
looking, historical and focusing
on inputs not outputs, and are
short term oriented. Kaplan and
Atkinson, (1998) indicated that
the limitations of financial
measures should be expanded to
include the valuation of the
company's intangible and intell-
ectual assets such as; high
quality products, motivated and
skilled employees, responsive
and predictable processes, and
satisfied and loyal customers in

3
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order to reflect the assets and
capabilities that are critical for
success in today's competitive
environment, these types of
measures can be categorized as
non-financial performance mea-
sures. Furthermore, Kaplan and
Norton (2006) concluded that
measurement using only financ-
ial measures may damage an
organisation’s capacities, and a
mixture of financial and non-
financial measures are Dbetter
suited for evaluating perform-
ance.

Non -Financial Measures:

Several studies (Kaveh Asiaei
Ruzita Jusoh, 2017; Fitzgerald
et al, 2011; Kaplan and Norton,
2006; Banker et al, 2000) have
provided an empirical evidence
on the positive impact of non-
financial performance measures
on the organisations’ financial
performance in the long-term,
this for the reason that, non-
financial performance measures
provide managers with timely
information about the causes
and drivers of success and can
be used to design integrated eva-
luation systems. Fisher (2005)
states that there are three main
reasons for the appearance of

4

non-financial performance mea-
sures:

The limitations of traditional
financial performance measures,
competitive pressures, and the
growth of other initiatives. In
addition, Neely (1999) presen-
ted several reasons for this
performance measures revoluti-
on, including increasing compe-
tition, changing organisational
roles, changing external dema-
nds and the power of inform-
ation technology. Furthermore,
it has been argued that this has
led to the recognition that finan-
cial performance measures do
not present a clear picture of
organisational performance (Bo-
urne and Neely, 2002). Most
studies of non-financial perfor-
mance measures are related to
manufacturing with very few
studies including services firms
(Kald and Nilsson, 2000).
Several studies (Fitzgerald et al,
2011; Kaplan and Norton, 2001,
Hussain, et al 2012; Lorenzo,
2008) have highlighted the need
to use multidimensional perfor-
mance measures in the service
sector such as the banking
sector. Berry et al (1993) discu-
ssed performance evaluateon in
UK bank lending decisions, they
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argue that although manufacturi-
ng companies tend to emphasise
the importance of non-financial
performance measures, bankers
are concerned with more finan-
cial performance measures.

Ostinelli and Toscano (1994)
examine the use of non financial
measures namely customer sati-
sfaction and improvement in
quality management as an ope-
rational tool of control in three
Italian banks, finding showed
that the performance measurem-
ent system was able to integrate
both financial and non-financial
measures to evaluate perform-
ance. Hussain et al (2002a),
Balfagih etal (2016) argued that
research on the role of manag-
ement accounting practices in
non-financial performance mea-
sures in financial institutions
(including banks) in three coun-
tries Finland, Sweden and Japan,
found out that that contextual
factors for example economic,
normative, coercive factors have
affected the role and the use of
non-financial performance mea-
sures in the financial sector in
three different countries. In
addition, Al-Eniziet al (2006)
examined the wuse of non-
financial performance measures

in the Gulf Cooperation Council
Countries in four service com-
panies (one of them was a
bank),they suggested that non-
financial performance measures
have a positive impact on long-
term profitability. Hussain and
Hoque (2002a) examined what
factors affected the design and
use of non-financial perform-
ance measurement systems in
Japanese banks, their results
appeared that several instit-
utional features were influential
in the banks’ implementation of
a particular performance measu-
rement system including the
central bank’s regulatory con-
trol, bank size, and competition.

Hussain and Hoque (2002b)
assessed the role of management
accounting in non-financial per-
formance among Japanese fin-
ancial institutions-banks, they
concluded that management acc-
ounting has played a key role in
measuring performance in diff-
erent banks in Japan, but its role
in non-financial performance
measures has been slight sig-
nificant than its role in financial
performance measures. The fin-
dings concluded that non fina-
ncial performance measures are
needed and the contextual fact-

5
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ors affected the use of non-
financial performance meas-
urement in the sample studied.
Elshkuri (2007) explored the use
of non financial performance
measurement in Libyan comm-
ercial banking sector with four
case studies and the effect of
environmental factors on the use
of non financial performance
measurement. The results arg-
ued that some motives were
reasons for using non financial
performance measurement in
Libyan commercial banking sec-
tor, such as limitation of fina-
ncial measures, competitive env-
ironment, demanding customer,
nature of banking industry, iss-
ues of management and Old
regulations from Central Bank
of Libya.

The above suggests that there
are relatively few empirical
studies which directly examine
the use of financial and non
financial measures for performa-
nce measurement purposes in
the banking industry in devel-
oping countries, but not in
Libya. In addition, the concl-
usions from related previous
studies provide two main argu-
ments regarding the use of fina-
ncial and non financial mea-

6

sures. The first argument points
out that the use of financial
measures is more common and
standardized than non financial
measures across the organizati-
on's sub-units as financial outc-
omes are the primary perfor-
mance objectives. The second
argument concludes that non
financial measures have use
beside financial measures in
performance measurement sys-
tems, because non financial
measures are better measures to
driving future financial perfo-
rmance, and they reflect the
value of long term aspects.
Since the 1990s, the balanced
use of financial and non fina-
ncial measures for performance
measurement have been strongly
recommended by scholars and
professionals (e.g. Kaplan and
Norton 2006).

It could be argued therefore
that if financial measures are
still fundamental for performa-
nce measurement in the Libyan
banking sector context, therefore
this paper sets the first hypo-
thesis as follow:

H.1 The Libyan banks tend to
use financial measures rather
than nonfinancial measures
more frequently.
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Contingency Theory Framew-
ork:

Otley, (1980) asserts that the
main hypothesis of contingency
theory is that, there is no comm.
only relevant accounting system
for all organisations within di-
fferent locations and the selec-
tion of suitable systems depend
on the conditions surrounding
organisations. Chenhall (2003)
argues that the main stream of
contingency studies is to address
the contingent nature of manag-
ement accounting practices, and
to be concerned with how man-
agement accounting practices
might be affected by a selec-
tion of contingent variables. The
main purpose for adopting the
contingency theory framework
in the current paper is for the
following reasons: Firstly, the
contingency theory may pro-
vide possible explanations for
different uses of management
accounting practices including
performance measures (Otley,
1980). Secondly, contingency fr-
amework supplies the best anal-
ytical bottom for the effect of
contingent factors on infor-
mation systems (Jones, 1985).
Finally, contingency framework
is an empirical framework, wh-

ich allows this study to develop
relevant hypotheses, and to ena-
ble statistically analyse them,
which depends upon the selected
factors (Xiao et al, 1996).

Factors Influencing Performa-
nce Measures:

Since the 1980s, there are
many studies that focus on
different aspects of management
accounting practices especially
in performance measurement
such as their relationship with
contextual factors (e.g. increa-
sing competition, technological
development, environmental un-
certainty...etc). These different
aspects of the literature will
discuss in more detail.

The Influence of Organizati-
onal Structure:

Laitinen (2006) and Lorenzo
(2008) concluded that the organ-
isational structure is one of the
most important factors which
affect management accounting
practices. Top management may
make some modifications in
their organisational structure to
become more effective and effi-
cient, in order to gain a bigger
market share and the survival of

7
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the firm (Hoque, 2005). Bititci
et al (2002) contended that
organisational structure should
be interdependent throughout
the life cycle of management
accounting practices like perfor-
mance measurement, successful
implementation of these practic-
es will lead to a more participat-
ive and consultative managem-
ent style and may result in
significant performance improv-
ements. However, Cobb et al
(1995) argue that a change in
organisational structure has an
indirect effect on management
accounting practices because a
change in organisation struct-
ure is followed by a change in
priorities, which may affect
management accounting pra-
ctices. Organisational structure
(centralization /decentralization)
is considered an important varia-
ble influencing the design of
management accounting syste-
ms. In addition, the issue of
authority and power distribution
are crucial to an understanding
of the control processes within
an organization (Waterhouse
and Tjessen 1978).

Gordon and Miller (2003)
pointed out that the administer-
ative task becomes more comp-

8

lex, sub-tasks and respons-
ibilities must be delegated to
lower levels of management to
ease the burden of decision
making. Thus increased environ-
mental dynamism, heterogeneity
and hostility must often be
accompanied by decentralization
of power and responsibilities.
They add that under these con-
ditions, the accounting infor-
mation systems may have to
become more sensitive and sop-
histicated for example incre-
asing requirement for formal
controls to replace informal co-
ntrols and producing more
explicit reports on the perform-
ance of organizational sub-units
(i.e. the accounting system itself
must become decentralized).
Hence the second hypothesis is:

H.2 The Libyan banks that are
more decentralized tend to use
non financial measures.

The Influence of Level of
Competition:

There is empirical evidence
showing the desire for appropri-
ate management accounting pra-
ctices in business organisations
to meet growing competetion
(Johnson and Kaplan, 1987,
Laitinen, 2006). Cooper and
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Ezzamel (2004) and O’Connor
et al (2008) argued that mo-
tivateon for change, in every
aspect of organisations and their
management accounting prac-
tices such as the costing system
and performance measurement
system, are the new compe-
tetive environment. In addit-
ion, Hoque (2005) and AbdlI-
Maksoud (2008) concluded that
competition is one of the imp-
ortant reasons that organisations
employ specific practices such
as non-financial performance
measures. Regarding the effect
of competition on performance
measurement systems, a number
of studies stated that conven-
tional performance measures are
inappropriate given today’s co-
mplex competitive environment,
consequently, much attention
has been given to the need for
multiple performance measures
(Neely et al, 2001; Hussain,
2005; O’Connor et al, 2008).
Thus, there has been much con-
cern about the need for mul-
tidimensional performance mea-
sures (Kaplan and Norton, 1996;
Neely et al., 2001; Hussain and
Gunasekaran, 2002). In view of
the severe competition faced by
the Libyan banks, the effect of
competition is selected for inve-

stigation and the paper therefore
sets the following hypothesis:

H3. The Libyan banks that are
facing competition tend to use
financial and non financial mea-
sures for performance meas-

urement.

The Influence Organization’s
Size:

In response to such economic
pressures, management accou-
nting practices become adaptive
to their environment with vari-
ous degrees of responsiveness,
but the characteristics of the
company (e.g. size and type) are
a key determinant to the degree
of possible change and adapta-
tion to the economic pressu-
res (Granlund and Lukka, 1998;
and Hussain and Gunasekaran,
2002). As for the impact of size
of organisation performance me-
asurement systems, several pre-
vious studies (Chenhall, 2003;
Ezzamel, 1990) suggest that top
management in big firms will
implement a multiplicity of perf-
ormance measures relative to
small firms to motivate mana-
gers of different responsibility
centers .For example, Chenhall
(2003) indicates that size indeed

9
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affects the design of performa-
nce measurement systems: larg-
er organizations use more sophi-
sticated performance evaluation
systems and tend to introduce
non-financial measures. In add-
ition, organisational size might
influence the shape of control
systems used which tends to be
more sophisticated within bigger
firms than smaller (Libby and
Waterhouse, 1996; Speckbacher
et al, 2003). In considering the
impact of size of bank on the use
of financial and non financial
performance measures in the
banking sector, this study argues
that the size of service of a bank
might impact accordingly on
the use of financial and non
financial measures in the Libyan
banking sector. Previous rese-
arch has indicated that size
indeed affects the design of
performance measurement syst-
ems: big organizations use more
sophisticated performance eva-
luation systems (Chenhall 2003)
and tend to introduce non-
financial measures (Hoque&
James 2000). This results in the
following hypothesis:

H.4  Organisation’s size is
positively associated with the
use of financial and non fina-
ncial performance measures.

10

The Influence of Oriented
Business Strategy:

Otley, (1980); Chenhall (2003)
andJuson et al, (2008) state that
performance measurement Sys-
tems should be designed to work
with business strategy of the
organisation, namely the choi-
ce of performance measurement
systems is dependent on busi-
ness strategy. In addition, the
nature of performance measu-
rement systems are different
according to the type of selected
business strategy, for example
the aim of using non financial
performance measures is to
achieve long-term competetive
advantage, and these practices
depend on the managerial strat-
egies and goals (Hussain, 2004;
Lorenzo, 2008). Stede, et al
(2006) study the relationship
between business strategy and
the use of non-financial perfo-
rmance measures by Belgian
and US managers, they found
out that there is a positive rela-
tionship between business strat-
egy and  the extent of using
non-financial performance mea-
sures.

However, Langfield Smith,
(1997) and Verbeeten and
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Boons, (2008) maintains that the
influence of business strategy on
performance measurement Sys-
tem is not clear and the relati-
onship between them is limited.
Even the type of adopted stra-
tegy should influence the use of
performance measures. Miles
and Snow (1978) described pa-
tterns of behaviour used by org-
anisations in adjusting to their
environments identifying four
strategic types of organization
(prospectors, defenders, analyz-
ers and reactors.”) They confi-
rmed that each type has its own
unique strategy to its chosen
market, and each has a particular
configuration of technology, str-
ucture, and process that is con-
sistent with its market strategy.
Therefore the last hypothesis is:

H.5 The type of strategy orie-
nted tends to influence the use of
financial/non financial measures
more frequently.

Libyan Banking Environment:

The banking sector is one of
the most important in Libyan
Economy and at the same time
one of the most sensitive, stru-
ctural constituents of the econ-
omy of any country. Historical
sources show that the first banks

in Libya were established at the
end of the Ottoman period at the
beginning of the 19" century.
Since that time until the middle
of the 20"century the comme-
rcial banks were branches of
foreign banks such as Barclays
Bank (Al-Arbah, 1985).

The Libyan banking sector no-
w consists of the Central Bank
of Libya, specialised banks (Li-
byan Arab Foreign Bank, Agric-
ultural Bank, Saving and Inves-
tment Bank and Development
Bank) and commercial banks.
The commercial banks are orga-
nisations that have an economic
and social role. The Libyan
commercial banks consist of pu-
blic commercial banks [State
commercial banks (SCBs) and
private commercial banks (Cent-
ral Bank of Libya, 2001). They
have a significant role in the
growth of the Libyan economy.

The period (1972-1992) was
dominated by the five public
commercial banks. On 13 Nove-
-mber 1969 a decree was issued
to nationalise foreign banks to
become Libyan joint stock com-
panies with Libyan nationals
owning more than 51% and the
majority of their board of
directors being Libyans inclu-

11
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ding the chairman. In Dec-
ember 1970 Law No (153) nati-
onalised foreign shares in the
commercial banks, specified the
contribution of Libyans in the
banks, reorganised banks and
increased the contribution of the
Central Bank of Libya to 51% in
banks where it was less than
that. In order to keep up with the
latest developments in both the
national and international envi-
ronment, legislation was enacted
in the 1990s to encourage the
private sector to participate in
owning and managing comm-
ercial banks (Masoud and Al-
Shrif, 2002).

From 1993 the banking sector
witnessed important develop-
ents. Law No (1) 1993 [adjusted
by Law No (1) 2005] allowed
private banks to be established
as well as permitting foreign
banks to open branches, agen-
cies or representative offices.
The private banks established
following this Law are Bank of
Commerce and Development,
Aman Bank for Commerce and
Investment, Al-ljmaa Al-Arab
Bank, Al-Wafa Bank, Represen-
tative office of Jordanian Hou-
sing Bank and 48 small private
banks (Luxford, 2005 and

12

Central Bank of Libya, 2004)
and they compete with the State
banks and they have become
very effective competitors. To
observe international standards,
the CBL has issued regulations
for the commercial banks, such
as the decisions of the Basle
Committee concerning the suita-
bility of capital to be in line with
international developments and
innovations and in order to reach
a banking standard to compete
in the international banking
world.

Research Method and Survey
Instrument:

Date has been collected thro-
ugh a questionnaire instrument
accompanied with an introduce-
tory letter clarifying the purp-
oses and objectives of the entire
project. The sample consists of
43 respondents from Libyan
banking sector including comm-
ercial banks in north east of
Libya.? Managers were directly
contacted in order to select a list
of banks prepared to cooperate.
The survey was conducted by
sending a questionnaire during
the second half of 2017. After
three follow ups by phone calls
made to non-respondents to
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increase survey response rate, 65
questionnaires (43 usable) were
sent back. The final response
rate of about 64% represents an
acceptable target when the
questionnaire involves top and
middle management (senior ma-
nagers and branch managers in
Libyan banks in north east.®)
The questionnaire was deve-
loped and refined as follows:
nearly all items in the per-
formance measures and cont-
ingent factors were adapted fr-
om previously published works.
A preliminary draft of the que-
stionnaire was discussed with
staff team and some research
students at Omar Almukhtar
university and Benghazi univer-
sity to assess the content validity
prior to pilot testing; and a pilot
test was conducted with a group
of two branches, whose inputs
were used to improve the clarity,
comprehensiveness and releva-
nce of the survey instrument.

Specifically the questionnaire
was structured in two parts. In
the first part organizations were
asked to indicate on a five point
Likert scale -from 1 (not at all
important/used), through 3 (mo-
derately), up to5 (extensively) -
the extent to which they used a

set of performance measures
coming from academic/pract-
itioner management accounting
literature (White 1996; Kaplan
& Norton 2006,2000; Gosselin
2005). The second part listed
some contingency factors.

Sample features:

Data was analysed using the
SPSS package v23.0. The reli-
ability of the questionnaire was
also verified. Internal consis-
tency was established using
Cronbach’s Alpha it was equal
to (0.820). The first empirical
evidence of the survey is shown
displayed through the use of
descriptive statistics. Table (1)
gives an account about some
information including date of
establishing, type of business,
ownership, the total of assets,
and type of business strategy.
Table (2), (3), and (4) describe
the distribution of respondents
by the evaluation of the imp-
ortance to bank success and the
extent of current used of perfo-
rmance measures.

Their adoption does not seem
to be related to the organisation
(bank) size as confirmed by
Hoque& James (2000) for the

13
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balanced Scorecard (BSC) case.
To test this empirically an
Independent samples t-test was
undertaken. It fails to detect any
significant difference between
Large and smaller (table 5).
Organisational structure (table
5) is a construct measured by
four items on a five point Likert
scale (1 low; 3 moderate; 5
high). It explains the degree of
authority/delegation in the orga-
nization.Table (6) reports that
the level of competition among
Libyan banks is of moderate
intensity and it is original more
from private banks.

Findings and Hypotheses Test-
ing:

To test H1, the financial and
non financial performance mea-
sures are ranked according to the
mean of the extent to which
respondents from Libyan banks
are ranking them as important to
success of long term and are
using them in aforementioned
practices. Table (7) incorporates
tables (3,4, and 5) and accounts
for the overall diverse measure-
ments, the last column highligh-
ts this indicator whish calculates
by average standardised rating
of importance and using for each
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category (financial and non
financial measures). This indica-
tor shows that if the level of
overall diverse measurements is
up to 3 that means banks use
diverse sets of performance
measures at a high level, howe-
ver if the rate is less than if
means if is not a high level of
use for diverse sets of perfo-
rmance measures. From the
table, it could be noted clearly
that Libyan banks are still
relying on financial performance
measures.

The highest rate of overall
diverse measurement colum is
financial measures which ranked
by mean (3.530) and other the
non financial measures are
ranked less than the level of
absenteeism (ranked +3). There-
fore H1 is confirmed.

Contingency Factors and Perf-
ormance Measures:

A factor analysis is undertaken
in order to classify the measures
into categories and to find out
the underlying themes among
the 8 items. Principal Compo-
nent Analysis (table 8) reveals
two interpretable factors with
Eigen values greater than 1 that
account for 64% of the variance.
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The two factors are labelled as
follow: Competition (4 items);
Decentralised (4 items).

To test the remaining four
hypotheses a bivariate correlate-
on is undertaken among the 4
factors two of them coming
from the Principal Component
Analysis (PCA) (competition,
and decentralization), type of
business strategy (Miles & Sno-
w’s organization strategies nam-
ely defender, prospector, and
analyzer) and size of organi-
sation (total of assets). Table (8)
shows all the results of this
analysis. Kendall’s tau (t) assoc-
iation coefficients help to deter-
mine whether there are some
associations among four factors.
These estimates are accompany-
ied by p-values from statistical
significance tests. Decentralizat-
ion is positively correlated with
quality, financial, employee, and
customer measures respectively,
but less correlated with commu-
nity measures. These results sus-
tain the idea that organisations
that are more decentralized tend
to use more non financial meas-
ures. Hence H.2 is confirmed.

The level of competition is
positively correlated with finan-

cial and non financial perf-
ormance measures (even if these
values are not statistically signi-
ficant). So H.3 (The Libyan
banks that are facing compe-
tition tend to use financial and
non financial measures for perf-
ormance measurement) is not
confirmed.

With regard to the size of
organisation, size of bank is
positively correlated with non
financial performance measures
while it is so with financial per-
formance measures but it is not
significant. Thus, H.4 (Size is
positively associated with the
use of financial and non fina-
ncial performance measures) is
accepted.

Prospectors are positively
correlated with all performance
measures while defender is neg-
ative correlated with non finan-
cial performance measures (even
if this value is statistically signi-
ficant). Furthermore analyzer is
positively correlated with non
financial performance measures
but this is not case with financial
measures. Overall these results
appear coherent with Miles and
Snow’s theory given that prosp-
ector is positively correlated

15
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with use of non financial perfor-
mance measures while, at the
opposite, defenders are negat-
ively correlated. Therefore, H:5
(The type of strategy oriented
tends to affect the use of finan-
cial / non financial measures
more frequently) is confirmed.

Discussions:

These findings are consistent
with Miles and Snow’s (1978)
strategic type of organizations
theory given that prospector
organizations “value being first-
in” in new products and market
areas even if not all of these
efforts prove to be highly profi-
table. These organizations resp-
ond rapidly to early signals con-
cerning areas of opportunity,
and these responses often lead to
a new round of competitive
actions”(Snow and Hrebiniack,
1980). Hence they should rely
more on non financial measures
than Defenders.

At the opposite end, these
discussion will try to protect
their domain by offering higher
quality, superior service, lower
prices and so forth. Often they
are “not at the forefront of
developments in their industry
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and tend to ignore industry
changes that have no direct inf-
luence on current areas of
operation and concentrate inst-
ead on doing the best job
possible in a limited area”
(Snow and Hrebiniack, 1980).
Defenders tend to place stronger
emphasis on customer-related
measures. In fact the Kendall
coefficient between Customers
is greater than prospectors even
if both are not significant. The
level of competition is positively
weak associated with financial
and non financial performance
measures but it is not signify-
cant. That does not confirm the
hypothesis that when banks are
in a turbulent/ unstable environ-
ment they tend to rely mostly on
financial related measures (Gos-
selin 2005). BSC is positively
associated with size of banks.
That represents a further confir-
mation of H2. Banks impleme-
nting BSC are using more non
financial performance measures.

Conclusions:

Contingency theory have
influenced much of the emp-
irical work in the management
accounting field emphasizing
especially both environment and
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strategy role. These latter repr-
esent complex problems for
companies together with other
contingency facets such as dim-
ension, technology, organization
design and management accou-
nting systems.

This exploratory study has
been designed to test some
specific contingency relations-
hips between competition, dece-
ntralization, strategic of type
organization, innovative manag-
ement accounting technique
(BSC) with the adoption of perf-
ormance measures. Literature on
management accounting has
investigated the relationships
from a contingency view (Jones,
1985; Chenhall& Morris, 1986)
- as, for instance, between busi-
ness strategy and management
control systems (Otley 1980)
given that management account-
ting systems can be identified as
an organizational variable who-
se consistency (structure, shape,
characteristics and composition)
will depend on a series of circu-
mstances that firms will be
forced to face during their exis-
tence.

Although Skinner (1969) con-
cludes that the relationship

between operations and corpora-
te strategy is not easily under-
stood. the focus only recently
has shifted towards empirical
research on performance measu-
rement systems tending to sug-
gest that firms may use types of
measures which fit with their
strategy (Gosselin 2005), envir-
onmental uncertainty (Hoque
2005), advanced management
techniques and advanced techn-
ologies (Maksoud et al. 2005) in
accordance with contingency
theory on management accou-
nting.

The main purpose of this
paper was to collect some
empirical evidence on the level
of a set of performance measur-
ements implemented in Libyan
banks. Despite literature sugge-
sting firms should increase the
adoption of non financial meas-
ures in their performance meas-
urement systems, the results of
this research confirm that fina-
ncial measures are still much
more used by managers and
controllers.

A further purpose was to
report how most banks have
adopted versions of non finan-
cial measurement frameworks

17
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but have failed to align cause
and effect relationships with
firm strategy. The implications
might be the manipulation of
performance measures by mana-
gers in order to raise earnings
and bonuses. Hence, it appears
that non financial measures are
just as, if not more, susceptible
to manipulation than financial
accounting measures.

This brief paper gives an
initial account of the application
of performance measures in
Libyan banks explaining their
use in non financial measures
setting. Overall the results of the
research project confirm that
Libyan bank managers are still
relying on financial performance
measures even if less so when
non financial is applied. Fina-
ncial accounting data is useful,
but probably more so if they are
integrated with non financial
performance measures. Specifi-
cally these findings confirm a
positive trend from managers
dealing with non financial to
avoid an unbalanced focus on
relating incentives to quantifia-
ble financial statement measures
(i.e. ROI, ROS, EBITDA and
Gross Margin). Indeed using
only incentives which are tied to
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short-term performance measu-
res can lead managers to focus
heavily on short-term gains
(Kaplan & Norton 1996) rather
than focus on drivers more
suitable for long term firm value
(Eccles, 1991).

Limitations of the Study:

The aim of this research is to
provide a better understanding
of what performance measures
are used by banks managers.
Specifically this paper upgrades
the existing theory, establishes
relationships between conting-
encies factors and performance
measures  with  contingency
theory and shows some results
that it would be not interesting
to develop further. However,
this paper has some limitations
to bear in mind. First of all, the
sample comes from the Libyan
banks without considering other
perspectives (e.g., manufacturin-
g, other services). Furthermore
the paper does not consider how
these contingency relationships
may impact on the organisation-
al performance and what combi-
nations of performance measur-
es can lead to improve financial
results and organizational beha-
viour with more regular use.
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Notes:

1. Prospectors are mainly entre-
preneurial, innovation and new
opportunities orientated.

Defenders defend the existing market,
target a narrow market segment (may
be a niche market), use a variety of
means to defend the existing market.
Analyzers are a hybrid of prospector
and defender types. Reactors react to
change

2. The reasons for selected the
commercial banks in North East region
of Libya were : security bottom in
Libya that make collect date across
Libya is very danger, and the same
rules, procedures and systems are
exercised in all Libyan banks which
make ability to generalization results
of this study.

3. Libyan Banks in North East area are
commercial and specialized banks in
cities of Benghazi ,Elbyda, Almarj and
Tubeq.
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Appendices:

Table (1) Description of banks covered by the classification of survey

Classification Of banks by year of establishing business typology:

Numb % Before 1980 Between 1981-1990 Between 1991-2006 After 2006
umber (%0) 27 (62.7) 0 (0) 16 (37.3) 0(0)
Classification of banks according to type of business:
Commercial Specialized
Number (%) 26 (60.4) 17 (39.6)
Classification of banks by ownership typology :
Private
- 1 *kk
Number (%) State Owne%(&ulbjl')c bank) PAPP* PSE**
' 5(11.6) 3(6.7)
Classification of banks by total of assets typology:
Number (%) Less than 100 100-500 Above 500
° 11 (25.5) 27 (62.8) 5 (11.6)
Classification of banks by type of strategy typology:
Prospector Analyzer Defender
Number (%) 10(25.6) 18(41.9) 12(27.9)

State-owned public bank*** = (the state owns more than 50% of their shares), PAPP*= private after
process of privatisation (before that they were public), PSE**= private since establishing

Table (2) The importance of performance measures to bank success

Comparisons of survey results by Typologies:
Mean | Std. D Ownership Business
S-0 P C SP
Financial 3.706 | 0.774 3.600 3.814 3.686 3.765
Customer 2.985 | 0.837 2.857 3.116 3.020 2.882
Employee 2.324 | 0.742 2.257 2.388 2.412 2.059
Quality 3.206 | 0.907 3.171 3.234 3.196 3.235
Community 2.250 | 0.655 2.286 2.217 2.255 2.235

UNL un listed banks, L Listed banks, S-O public banks, P private banks, C commercial banks, and SP specialized banks
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Table (3) The use of performance measures for managerial
performance evaluation

Comparisons of survey results
by Typologies:

Ownership Business
S-0 P C SP
Financial | 3.809 | 0.851 | 3.600 | 4.031 | 3.902 | 3.529
Customer | 2.721 | 0.844 | 2.429 | 3.028 | 2.902 | 2.177
Employee | 2.103 | 0.694 | 1.743 | 2.487 | 2.294 | 1.529
Quality | 2.765 | 1.223 | 1.829 | 3.756 | 3.137 | 1.647
Community | 1.838 | 0.765 | 1.514 | 2.184 | 2.020 | 1.294

Mean | Std. D

Table (4) The use of performance measures to identify problems

Comparisons of survey results
Mean | Std. D by Typologies:

Ownership Business

S-O P C SP
Financial 3.074 | 0997 | 2.486 | 3.691 | 3.314 | 2.353
Customer 2.265 | 0.803 | 1.771 | 2.789 | 2.451 | 1.706
Employee 1.794 | 0.612 | 1.571 | 2.026 | 1.902 | 1.471
Quality 2.515 | 0.985 | 1.743 | 3.325 | 2.824 | 1.588
Community 1.662 | 0.563 | 1.600 | 1.728 | 1.686 | 1.588
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Table (5) The organizational structure

Comparisons of survey

— The level of -

Degree of decentralisation US\e/ Mean |Std. D results by Typologies:

in the bank ean : Ownership Business

1/2] 3 | 4/5 S-0 P C SP

Delegation of Authority. 70.6/26.5| 2.9 | 2.118 | 0.763 | 1.657 | 2.608 | 2.314 | 1.529
Feedback to employees. 76.5(23.5 0 |1.897|0.756 | 1.371 | 2.454 | 2.098 | 1.294
Formalization and job
description. 47.1135.3|17.6| 2.588 | 1.011 | 2.000 | 3.221 | 2.824 | 1.882
Level of decision making
taken at the top level of 1.5 |51.5[47.1| 3.603 | 0.756 | 3.657 | 3.550 | 3.706 | 3.294
management

Table (6) The market competition and the origin of competition

Level of intensity Comparisons of survey
of competition | Mean | Std. D results _byTypoIogles:
Ownership Business
1 2/3 | 45 S-0 P C SP
Competition on prices. | 17.6 | 78 | 44 |2.236 | 0.794 |2.200 | 2.272 | 2.353 | 1.882
Competition on
Quality & variety of 29.4 169.1| 1.5 |1.985| 0.782 |1.943 | 2.033 | 1.980 | 2.000
service.
Competition on gaining |, | 53 | 0o | 1588 | 0.604 | 1457 | 1.721 | 1.667 | 1.353
bigger market share.
Competition relating to | ,, 1 1591 | g5 | 2206 | 0.890 | 1.71 | 2.662 | 2.392 | 1.647
customers.
Origin of competition Public banks Private banks | Foreign banks
Number (%) 22 (51.2) 21 (48.8)

1= negligible intensity, 2 /3 low intensity and moderately intense, 4/5=highly intense, and

extremely intense.
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Table (7) The extent of use of performance measurements

The extent of importance and use of
performance measurements Overall
Importance of Use for Used for diverse
Performance | managerial identify | measurements
measures evaluation problems

Financial 3.706 3.809 3.074 3.530
Customer 2.985 2721 2.265 2.657
Non Employee 2.324 2.103 1.794 2.074
Financial | Quality 3.206 2.765 2.515 2.829
Community 2.250 1.838 1.662 1.917

1 = rarely used; 3 = moderately used; 5 = frequently used.
1 = not at all important; 3 = moderately important; 5= very important.

Table (8) Factor analysis Rotated Factor Matrix for 8 items

Components
Comepetition | Decentralised

Competition on prices. 0.5778
Competition on Quality & variety of service. 0,6464
Competition on gaining bigger market share. 0,8329
Competition relating to customers. 0,8651
Delegation of Authority. 0,6326
Feedback to employees. 0,7431
Formalization and job description. 0,5878
Level of decision making taken at the top level of 0.5491
management. ’
Eigenvalues 4.231 4,148
% of variance 10.07 9.875
Cumulative % 10.07 19.95
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Table (9) Correlation Matrix Tau (t) Kendall association measure

Size of bank|Competition|Decentralized| Analyser | Defender |Prospector

Financial 0.079 0.065 .334(*%) 0.138 211(%) | .298(*%)
Customer 192(%) 0.122 282(**) | .358(**) | -.314(**) | .376(**)
Employee | .432(**) 0.001 330(**) | .454(**) | -.495(**) | .478(**)
Quality 578(**) 0.032 370(**%) | .498(**) | -.651(**) | .719(**)
Community| .407(**) 0.133 .2210(*) A03(**%) | .406(**) | .335(**)

* Correlation is significant at the 0, 05 level (two - tailed).

** Correlation is significant at the 0, 01 level (two - tailed).
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Abstract:

The purpose of this paper is to investigate total quality management
(TQM) implementation in the Libyan Public Health Sector (LPHS), in
order to assist Libyan public health sector to effectively implement their
TQM initiatives. Using existing measures in the literature, five factors
have been identified as being critical for successful TQM in the Libyan
public health sector, namely; top management support, education and
training, patients focus and satisfaction, supplier management,
continuous improvement culture. The data used in this study were
obtained using a survey questionnaire by (64) managers in the Libyan
Public Health Sector. The results revealed that the LPHS is at a low level
for TQM implementation and does not make sufficient efforts to improve
its quality. This paper contributes to the existing knowledge by
investigating the five critical success factors implementation of TQM in a
different context. Results from this paper will help any future efforts to
develop a framework for implementing TQM in Libyan public health
sector in the future.

Keywords: Public Health Sector, Critical Success Factors, Total Quality
Management, Libya.

1. Introduction:

The concept of TQM has been sectors (Jarrett, 2016). Lee, (2012,
developed in the last forty years. p. 387) stated that: "Any organi-
During the last decades, TQM zation’s effort to achieve conti-
has become the most important nuous quality improvements
issue in the public and private must involve applying various
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quality related programs and
tools”. Such efforts are imp-
ortant for improving the quality
of services, especially in the
health sector since the quality of
care and service is a top priority
(Boulter et al, 2013). This has
driven many sectors to work
with quality issues on a high
level and quality management
(Liu et al., 2015).

TOM has been used as an
approach to developing the org-
anisation's initiatives quality str-
ategies (Hansson and Klefsjo,
2003). Implementing TQM in
Public health sector will be
better monitored and the quality
of life will improve for all espe-
cially in places where public
sector development is undert-
aking rapid changes. Increases
in productivity and continuous
improvement follow when man-
agers in the public health sector
implement TQM activities ups-
tream (Halis et al., 2017).TQM
has arrived to the health services
system and offers a unique opp-
ortunity to adopt a powerful tool
for strengthening management
and to improve performance
(Sabella et al., 2015).

2. Literature Review:

In the literature on the health
public sector, a significant inve-
stigation has been conducted
towards the implementation of
TQM in the public sector in
developed countries (e.g., Jar-
rett, 2016; Papaioannon et al.,
2010; Sonesson and Bock, 2003;
Woodall, 2005) In contrast, in
developing countries, a few stu-
dies have been conducted conc-
erning the TQM implementation
in the health public sector
(Sabella et al., 2015; Al-Adham,
2004; Manjunath, 2007). How-
ever, these countries have faced
problems of instability, low pr-
oductivity, lack of standards,
high cost operation, poor quality
of services, high storage risks,
lack of staff skills(Ajinah; 2009;
Hassin 2009; Saad et al., 2014).

In this context, some of the
research in Libya has been co-
nducted. Such as considering
some studies within a Libyan
context, Youseef (2006) five oil
companies have been studied.
Najeh and Zaitri(2006) have
developed a roadmap for imple-
menting TQM in Libyan oil ind-
ustry. Moreover, Hassin (2009)
studied the Libyan electrical
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power through investigating ni-
ne critical success factors. Halis
et al., (2017) studied the applied
principles to achieve TQM at
Libyan healthcare institutions.

These previous researches in
Libya regarding studying TQM
within the health sector have
been still very low. On the other
hand, until now, investigations
have neglected critical success
factors for TQM implementation
in the LPHS. Therefore, this pap-
er is considered to fill the gap by
studying critical success factors
for implementing TQM, which
provides the foundation for the
improvement of Libyan public
health activities, and programs
in general. As one of the largest
public sectors in Libya today,
the importance of implementing
TQM for the health public sector
cannot be overstated. The
Libyan public health sector
needs to change towards TQM
implementation. Implementing
TQM will help them to achieve
better performance and support
their competitive position in the
Libyan context.

In fact, the Libyan govern-
ment has spent a large amount
of money in the past fifty years
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to achieve a better performance
in the public health sector. How-
ever, the sector is still suffering
from high operation cost, a lot
of waste; none enhances the
recycling of materials, low qua-
lity of service, (Libyan Ministry
of health, 2010). Subsequently,
The Libyan public health sector
seeks to maximize efficiency
and effectiveness but at the
same time must minimize their
impacts on the environment.
These issues can be resolved by
adapting TQM (Mora et al,
2014). In current practice, the ideas
of TQM are the key to health sector
practice. This paper introduces
TQM philosophy to achieve the
best results of health service
operations in the LPHS.

3. Purpose of the Paper:

The purpose of this paper is
to consider the importance of
TQM implementation in the
Libyan public health sector, and
to assist Libyan public health
sector to effectively implement
their TQM initiatives. This paper
is intended to assist LPHS to
improve employees’ confid-
ence, skills, and performance,
and help them to achieve high-
quality service, whilst enabling
and facilitating competitiveness
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with the health public sector.

This paper contributes to the
investigating of TQM implem-
entation in the LPHS. As such,
this study work will not change
the ongoing quality activities,
but it will facilitate the perfo-
rmance of TQM and improve
services and processes in the
Libyan public health sector.
Additionally, the researcher se-
eks to explore any positive
aspects that may encourage the
implementation of TQM in the
LPHS. Results obtained from this
paper will help any future
efforts to develop a framework
for implementing TQM in the
Libyan public health sector.

4. Research Objectives:

The following three object-
tives were formulated:

1. To identify critical success
factors for TQM implementation
in the LPHS.

2. To identify current problems
with TQM implementation in the
LPHS.

3. Proposal of practical recom-
mendation to resolve any prob-
lems with TQM implementation
in the LPHS.

5. Critical Success Factors
(CSFs) for TQM impleme-
ntation in the LPHS:

During the 1990s, quality
management has become one of
the main issues many sectors
(food, electric, oil, etc.,) face
and is usually referred to as TQM
consequently; TQM has been
generally adopted throughout
the world (Mora et al., 2014).

Pfau (1989) defined TQM as
"an approach for continuous
process improvement the quality
of products and service deliv-
ered through the participation at
all levels and functions of the
organization”.

According to Oakland (2003)
“A comprehensive approach for
improving competitiveness and
flexibility through planning, or-
ganizing and understanding
each activity, and involving eve-
ryone at each level”.

It can be seen that the defin-
itions of TQM it is a manage-
ment approach aimed to develop
both the managers, and employ-
ees to help them to be creative
through a culture of working
together (Mora et al., 2014).
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To investigate TQM implem-
entation in the LPHS it is
important to identify the factors
required for the implementation.
According to Saraph et al (1989)
CSFs as "critical areas of mana-
gerial planning and action that
must be practiced to achieve
effective quality management in a
business unit".

TQM literature reveals that
there are some different countries
that have adopted similar CSFs as
criteria for quality awards under
different titles (Metri, 2005).
These quality awards are deri-
ved from three basic awards: the
European Foundation for Qua-
lity Management (EFQM), the
Malcolm Baldrige National Qu-
ality Award (MBNQA), and the
Deming Prize (DP).

In an attempt to establish
empirically validated CSFs and to
consider the possibility to
implement TQM in the Libyan
public health sector. The resea-
rcher has identified previous
researches relating to CSFs for
TQM implementation, and by
combining empirical and seek-
ing opinions in the Libyan
sectors (Haliset al., 2017; Najeh
and Kara-Zaitri, 2004; Sayehet
al., 2005; Shembesh and Tulti,
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2005; Youssef, 2006, Mora et al.,
2014, Saad, 2016). Five factors
have been identified as being
critical for successful TQM in the
Libyan public health sector,
namely:

1. Top management support;

2. Education and training;

3. Patients focus and satisfact-
ion;

4. Supplier management;

5. Continuous improvement cu-
Iture.

As mentioned above in this
study, five CSFs of TQM imple-
mentation in the Libyan public
health sector will be invest-
igated. The empirical analysis
aims to investigate these five
factors as constructs through
which the TQM practices in the
Libyan public health sector.

6. Methods:

The questionnaire approach
was used to achieve the resea-
rch objectives mentioned pr-
eviously. This study has adop-
ted quantitative methods in
order to provide more reliable
and valid information. Bryman,
2012 stated that "Quantitative
methods rely on a specific
enquiry into a problem in order
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to produce numerical data
which can be analyzed statist-
ically”. Many researchers in the
fields of TQM have approved
such a method.

6.1 Questionnaire Validity and
Reliability:

The validity of the questi-
onnaire was tested by academics
and the research staff in the
university of Benghazi and by
(10) managers in the LPHS. This
testing was conducted before the
questionnaire  distribution in
order to ensure an accurate
assessment. The Arabic version
of the questionnaire was then
given to a sample by hand.
The back translation method
(English - Arabic - English) was
used to ensure that the Arabic
version of the questionnaire
conveyed identical meaning to
the respondents.

Amaratunga, (2002) stated that
‘The reliability of the data
derived refers to the extent to
which any procedure produces
similar results when repeated,
under similar or constant co-
nditions, at all attempts’. An
analysis of internal consistency
was carried out on (25) ques-
tions about five CSFs in LPHS.

The reliability of the question-
naire was confirmed using Cron-
bach Alpha measurements. In
line with these measurements,
achieving a score of (0.70) or
more for a reliability coefficient
is considered ‘good’ (Nunnally
et al.,, 1994). As a result, the
method developed to measure
the items was considered to ha-
ve high reliability and to be an
acceptable instrument for this
test. The reliability ‘Cronbach’s
alpha measured of this research
was (0.85). This was considered
an acceptable instrument for this
test.

6.2 Research Context in this
Study:

The empirical research was
conducted in the Libyan public
health sector. The sector was
selected because (1) the health
public sector in Libya has not
received enough of investiga-
tive, such as the Qil, Electricity,
and Education, whilst the
Libyan public health sector has
not been researched signifyca-
ntly comparing to these sectors;
(2) previous study investigations
have neglected CSFs to TQM
implementation in the Libyan
public health sector; (3) given
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that this is the first research in
the Libyan public health sector,
it is expected that its results will
contribute to the development of
both the Libyan managers and
health public sector.

6.3 Research Sample:

Relating to time and the cost
of fieldwork, this current res-
earch has limitations. Therefore,
the researcher was unable to
cover the completely Libyan
public health sector. The public
health sector that is in the city
of Benghazi has been selected.
Further, as this research focuses
on the TQM implementation,

only the large public hospitals in
this city are studied. This is
because the quality management
as a department in large hosp-
itals appears in a higher position
than in small hospitals.

The research sample was
conducted within 64 managers
(16 managers from each hospital
at three levels (top, middle, and
low) in three hospitals in the
LPHS. The questionnaire was
delivered to them all in person
as a comprehensive survey.
Table (1) shows the sample from
the four selected hospitals in the
LPHS.

Table (1) the Sample of Management Staff and Employees

Management level Top Middle Lower
Management Management Management | Total

m (staff number) | (staff number) | (staff number)

Al-Jala hospital 2 7 7 16
Benghazi medical centre 2 7 7 16
Al-Kuifea hospital 2 7 7 16
Children hospital 2 7 7 16
Total 8 28 28 64

7. Data analysis:

As previously mentioned, th-
is study used five CSFs in LPHS
to investigate TQM implement-
tation. The five CSFs are top
management support, education
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and training, patients focus and
satisfaction, supplier manage-
ment, continuous improvement
culture. A total of (64) quest-
ionnaire were distributed by
hand to the four LPHS, of which
(54) were completed.
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To process the data collected
from the questionnaire, the
questionnaires were coded and
entered into a pre-set Statistical
Package for the Social Sciences
(spss) software. Descriptive
analysis was used (i.e., the obse-
rvation of frequencies, perc-
entages, means, and standard
deviations) as a method for data
examination.

A five-point Likert scale was
used in this research. The resp-
ondents were asked to score
each of the questions (1=
strongly disagree, 2= disagree,
3= neutral, 4= agree, 5= strongly
agree) relating to perceived
extent of five CSFs to TQM
implementation in the LPHS.
Table (2) shows the scale and
score range in this research.

Table (2) the five point Likert scale and score range

scale St_rongly Disagree | Neutral Agree Strongly
Disagree Agree
Score 1 2 3 4 5
Score range 1-1.80 1.81-2.60 | 2.61-3.40 | 3.41-4.20 | 4.21-5
Level of Very low Low Medium High Very High
implementation y g yHig

7.1 Top Management Support:

Table (3) presents the results
that are related to top mana-
gement support in the LPHS. The
researcher measured this by five
questions related to support
improvement activities, moti-
vate the employees to initiate
continuous improvement, clear
efforts to control and improve of
mission, vision and plans related
quality, reviewing quality issues

in the top management mee-
tings, providing policies for
promoting patients satisfaction.
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Table (3) the Results of Data Analysis for Factor 1: Top Management Support

plans related quality.

Questions gtl';gg?g Disagree|Neutral| Agree Sggpgy Mean De\?itst.ion
Elicﬁ\tjlr;pec;rt improvement 12 17 7 4 2572 | 1101
initiats continuous mprovemen, | © | s | 6 |272| 113
3. Improve of mission, vision and 10 20 7 4 3.407 1149

4. Reviewing quality issues in the 4
top management meetings.

19 14 11 3.407 | 1.157

5. Providing policies for
promoting patients satisfaction. 10 20 8 4 2.704 | 1.159
Total of Mean &Std. Deviation 2.814 | 1.189

It can be deduced from Table
(3) above that, 26 respondents
(48%) answered with 'disagree’
or 'strongly disagree' to the que-
stion concerning support impro-
vement activities. 26 respondents
(48%) answered with 'disagree’
or 'strongly disagree' managem-
ent a motivate the employees to
initiate continuous improveme-
nt. 23 respondents (42%) answ-
ered with 'disagree’ or 'strongly
disagree' relating to manage-
ment have clear efforts to
control and improve of mission,
vision and plans related quality.
Results relating to reviewing
quality issues in the top mana-
gement meetings the majority of
25 respondents (46%) answered
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this with ‘strongly agree' or
‘agree’, 10 respondents (18%) an-
swered with 'disagree' or 'stro-
ngly disagree'. Regarding man-
agement providing policies for
promoting patients satisfaction,
22 (40%) of the 54 respondents
answered 'disagree' or ‘strongly
‘disagree’, 20 (37%) with 'neutral’,
and 12 (22%) answered 'strongly
agree' or 'agree’.

The mean average of top ma-
nagement support was (2.814).
The responses, therefore, sho-
wed a medium level of support
within the LPHS for impleme-
nting TQM, which may indicate
managers' interest in improving
quality in the LPHS.
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7.2 Education and Training:

Table (4) shows the results of
data analysis that are related to
education and training in the
LPHS and the response in each
hospital. This factor measured
by five questions related to enc-
ourages employees to suggest

ideas for work improvement,
encourages for reporting work
problems, reward to employees’
quality achievement, TQM trai-
ning programs in the hospital,
received guidance to achieve
their work.

Table (4) the Results of Data Analysis for Factor 2: Education and Training

. Strongly | . Strongly Std.

Questions Disagree Disagree | Neutral | Agree Agree Mean Deviation
6. Encourages employees
to suggest ideas for work 30 13 9 1 1 1.703| .944
improvement.
7. Encourages for
reporting work problems. 8 14 22 8 2 2.667| 1.028
8. Reward to employees’
quality achievement. 12 15 17 8 2 2.500| 1.112
9. TQM training in the
hospital. 10 13 19 8 4 2.685| 1.163
10. Received guidance to
achieve their work. 1 18 8 10 7 2.704| 1.341
Total of Mean & Std.
Deviation 2452| 1.181
Majority of respondents rep- or '‘agree’. Regarding to a sy-

resenting 43 (80%) answered
'disagree’ or ' strongly disagree’,
to the question concerning the
hospital encourages employees
to suggest ideas for work impro-
vement. while 2 (3%) 'strongly
agree' or 'agree’, 9 (17%) were
answered with 'neutral’. In pro-
viding responses to encourages
for reporting work problems, 22
(41%) of respondents answered
as 'disagree' or 'strongly disa-
gree', 10 (18%) as 'strongly agree'

stem that links reward to
employees 'quality achievement,
27 (50%) of the 54 respondents
answered 'disagree' or 'strongly
disagree'. As shown in Table (4),
23 (42%) of the respondents
answered as 'disagree' or 'stro-
ngly disagree', to the question
concerning TQM training prog-
rams available in the hospital.
While 19 responses (35%) were
answered with ‘neutral’. With
regard to employee receives the
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guidance to achieve their work,
29 (54%) of respondents answ-
ered 'disagree’ or 'strongly
disagree'. while 17 (31%) 'stron-
gly agree' or 'agree’, 8 (15%)
were answered with ‘neutral’.

The mean average of educ-
ation and training in the LPHS
was (2.452). The responses the-
refore, showed a low level of
support education and training
within the LPHS for implem-
enting TQM. This indicate the
management in the LPHS have a
little interest in education and
training and recognise the
importance of role for training
to improve organizational per-

formance and improve the qua-
lity of health services.

7.3 Patients focus and satisf-
action:

In this part, the researcher asked
managers in the LPHS about
establish system for measuring
patients satisfaction, encourages
employees to satisfy patients,
patients surveys and feedback
process, identify patients’ needs
for a long time, addresses pati-
ents’ opinions and suggestions.
Table 5 shows the results of data
analysis for patients focus and
satisfaction in the LPHS.

Table (5) the Results of Data Analysis for Factor 3:
Patients Focus and Satisfaction

- Strongly| ~. Strongly Std.

Questions Disagree Disagree| Neutral| Agree Agree Mean Deviation
11. Establish system for
measuring patients 17 21 8 4 4 2.204| 1.188
satisfaction.
12. Encourages employees to
satisfy patients. 10 19 13 6 6 2.611| 1.235
13. Patients surveys and
feedback process. 30 13 9 1 1 1.704| .994
14. Identify patients’ needs
for a long time. 12 19 17 4 2 2.352| 1.031
15. Addresses patients’
opinions and suggestions. 12 14 17 7 4 2.574| 1.192
Total of Mean &Std.
Deviation 2.289| 1.124

40



2017-2016 45l 36 -35 (lalaall - 5 ladll g duaidy) (& il 53 Ala

It can observe that from Table
(5) the respondents consider that
there no establish system for
measuring patients satisfaction.
Here, 38 (70%) answer this qu-
estion as 'disagree' or 'strongly
disagree'. This result conforms
to the 29 (53%) responses which
were answered with 'disagree’ or
'strongly disagree’ relating to
mangers encourages employees
to satisfy patients. Out of 43
(79%) of the respondents
answered 'disagree’ or 'strongly
disagree' show that the hospital
do not use of patients surveys
and feedback process every
year.

As shown in Table (5), 31
(57%) answered ‘disagree’ or
'strongly disagree’, 17 (31%) as
neutral, 6 (11%) as 'strongly
agree' or agree' to the question
concerning the hospital identify
patients’ needs for a long time.
On the other hand, 26 (48%) of 54
responses show that the LPHS do
not have addresses any patie-
nts’ opinions and suggestions
seriously.

The mean average of patients
focus and satisfaction in the
LPHS was (2.289). This average
indicates that the level of pati-

ents focus and satisfaction was a
low for implementing TQM in
the LPHS.

7.4 Supplier Management:

Table (6) presents the resu-
Its of data analysis to supplier
management factor. This factor
measured by five questions rel-
ated to conducts supplier quality
audit, selected supplier based
on quality rather than price,
establishes long-term relations-
hip with suppliers, ensures the
quality of supplier before deli-
very, detailed information about
supplier performance.

Tables (6) shows summarize
the responses of these questions.
Out of the 38 (70%) respondents
answered 'disagree' or 'strongly
disagree' to the question concer-
ning the hospital regularly co-
nducts supplier quality audit.
Out of 20 (37%) of the 54 res-
pondents answered ‘neutral’, 23
(42%) answered ‘disagree’ or
'strongly disagree' to the quest-
ion concerning the suppliers are
selected based on quality rather
than price. As shown in Table
(6), 20 (37%) answered ‘neutral’,
22 (40%) answered 'disagree’ or
'strongly disagree' to the question
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Table (6) the Results of Data Analysis for Factor 4: Supplier Management

Questions SDtIZZSEg Disagree | Neutral | Agree StArgpegely Mean SDtedv.iation
16. Conducts supplier
quality audit. 17 21 8 4 4 2204 | 1.187
17. Selected supplier
based on quality 10 13 20 7 4 2.667 | 1.149
rather than price.
18. Establishes long-
term relationship with 12 10 20 7 5 2.685 | 1.226
suppliers.
19. Ensures the
quality of supplier 10 13 20 7 4 2.667 | 1.149
before delivery.
20. Detailed
information about 8 17 17 7 5 2.704 | 1.159
supplier performance.
Total of Mean & Std.
Deviation 2.585 | 1.182

concerning the hospital establi-
shes long-term relationship with
suppliers. Regarding the hospital
ensures the quality of supplier
before delivery, 20 (37%) of the
54 respondents answered 'neu-
tral’, 23 (42%) answered 'disa-
gree' or 'strongly disagree’, and
11 (20%) answered ‘strongly
agree' or 'agree’. Out of the 25
(46%) respondents answered 'di-
sagree' or 'strongly disagree’, 17
(31%) of respondents answered
'neutral’ to the question conc-
erning the hospital has detailed
information about supplier perf-
ormance.The mean average of
supplier management in the
LPHS was (2.585). The respons-
es therefore, showed a low of
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establishes a relationship with
suppliers and ensures the quality
supplier for implementing TQM.

7.5 Continuous Improvement
Culture:

Table (7) shows the results of
data analysis to continuous im-
provement culture factor related
to: uses benchmarking to ide-
ntify the needs for change,
building quality culture around
all organization’s departments, a
team approach is taken for
problems solving and decision
making, self-assessment tools to
track and improve performance,
tracking cost of quality process
for continuous improvement.
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Table (7) the Results of Data Analysis for Factor 5:
Continuous Improvement Culture

. Strongly | . Strongly Std.

Questions Disagree Disagree| Neutral | Agree Agree Mean Deviation
21. Uses benchmarking to
identify the needs for change 8 15 22 7 2 2.629 1015
22. Building quality culture
around all hospital’s 13 15 17 7 2 2.444) 1.110
departments.
23. A team approach is taken
for problems solving and 10 13 20 7 4 2.667| 1.149
decision making.
24. Self-assessment tools to
track and improve 11 18 8 10 7 2.704| 1.341
performance
25. Tracking cost of quality
process for continuous 17 21 8 4 4 2.204| 1.187
improvement.
Total of Mean &Std.
Deviation 2.529| 1171

As shown in Table (7), out
of 9 (16%) responses answered
'strongly agree' or 'agree’ with 23
(42%) ‘'disagree’ or ‘strongly
disagree' about the question rel-
ating the hospital do not use
benchmarking to identify the
needs for change. On the other
hand, 17 (31%) answered neutral
with 28 (51%) answered 'disa-
gree' or 'strongly disagree' when
asked about building quality
culture around all hospital’s
departments.

The results of the analysis
shows that a team approach is
not taken as the main feature
for problems solving, decision
making and continuous impro-

vement. This confirm to the 23
(42%) responses which were
answered with 'disagree’ or 'str-
ongly disagree'. With regard to
the use of self-assessment tools
and other mechanisms to track
and improve performance, 17
answered ‘strongly agree' or
‘agree’, 8 (14%) ‘neutral’, 29
(53%) answered 'disagree' or 'st-
rongly disagree'. From Table (7)
about 38% confirm that the
hospital do not tracking cost of
quality process (rework, waste,
rejects) for continuous improve-
ement.

The mean average of contin-
uous improvement culture in the
LPHS was (2.529). The responses,
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therefore, showed a low level of
supporting continuous impro-
vement culture within the LPHS
for implementing TQM.

8. Findings and Discussion:

The main results of this study
indicate that LPHS at an unac-
ceptable level to TQM imp-
lementation. The results show
that the performance is a lower
degree of TQM implementation.
The findings identified five CSFs
including: top management sup-
port, education and training,
patients focus and satisfaction,
supplier management, and conti-
nuous improvement culture.
This section presents the results
and discussions relating to CSFs
for Implementing TQM in the
Libyan public health sector.

8.1 Top Management Support:

It can be observed in Table
(3) that the first item (support
improvement activities) shows
as disagree with a mean of
(2.574). While the other items
show as a neutral with a mean of
(2.704 to 3.407). This indicated
that managers in the LPHS are at
in the medium level to support
TQM implementation. The find-
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ings for this factor are:

e The responses have revealed
that top management in the
LPHS has a lack of support in
regard to improvement activities
they do not have the knowledge
and the tools to motivate the
employees to initiate continuous
improvement, which could im-
prove the quality of their ser-
vices.

e The questionnaire responses
show that top management has a
little clear efforts to control and
improve of mission, vision and
plans related quality.

e Manager in the LPHS are
given little importance to revi-
ewing quality issues in the top
management meetings.

e Top management in the LPHS
have a little activities that are
focused providing policies for
promoting patients satisfaction.

8.2 Education and Training:

In Table (4) that the first and
third items shows as strongly
disagree and disagree with a
mean of (1.073 and 2.500). While
the other items show as a neutral
with a mean of (2.667 to 2.704).
Data analysis shows that the
employees in the LPHS have a
low level of education and
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training and they still need
more effort to be focused on
improving practices, for TQM
implementation. The findings
for the factor of education and
training for implementing TQM
are:

e LPHS are has a little of support
in relation to accepting empl-
oyee’s suggestions that might
improve their work.

e The LPHS being researched
has little encourages employees
about the reporting work prob-
lems in the hospital.

e LPHS do not have a system that
links reward to employees’ qua-
lity achievement.

e A TQM training programs for
all levels in the LPHS is at
medium level and they still need
more efforts to be focused on
improving receives the guidance
to achieve their work.

8.3 Patients Focus and Satisf-
action:

It can be seen that from
Table (5) the five items show as
strongly disagree and with a
mean of (1.704 to 2.611). Patients
are not satisfied with the
services from the LPHS being

researched. There is no compre-
hensive identification of patients
satisfactions and alignment of
processes to satisfy the needs.
The findings for this factor are:

e LPHS do not establish a
system for measuring customer
satisfaction and encourages em-
ployees to satisfy patients.

e The hospitals do not use pati-
ents surveys and feedback pro-
Cess every year.

e The LPHS do not have acti-
vities that are focused on sati-
sfying their patient has needs for
a long time and addresses pati-
ents’ opinions and suggestions.

e The hospitals do not comp-
rehensive identification of pat-
ients’ needs and alignment of
processes to satisfy the needs
and satisfactions.

8.4 Supplier Management:

Although managers in the
LPHS are not aware of the imp-
ortance of supplier management,
their knowledge about a supplier
is limited. This confirms that in
Table (6) that the five-item
shows as a disagree and neutral
with a mean of (2.204 to 2.704).
This study has revealed that the
key findings regarding supplier
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management in the LPHS are:

e The hospitals do not have reg-
ularly conducts supplier quality
audit.

e Suppliers within LPHS are se-
lected based on price rather than
quality.

e LPHS no establishes long-term
relationship with suppliers.

e The hospitals use a little ens-
ures the quality of the supplier
before delivery.

e LPHS have a little detailed
information about supplier perf-
ormance.

8.5 Continuous Improvement
Culture:

As shown in Table (7) that the
second item in part (5) (building
quality culture around all hos-
pital’s departments) shows as
disagree with a mean of (2.444).
In addition, the fifth item in the
same part (tracking cost of the
quality process for continuous
improvement) shows as disagree
with a mean of (2.204). While
the other items show as a neutral
with a mean of (2.629 to 2.704).
Data analysis shows that the
tracking cost of quality process
for continuous improvement and
Key processes are not regularly
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reviewed in the LPHS to see if
they can be improved. The findi-
ngs for the factor of continuous
improvement culture for impl-
ementing TQM are:

e Managers in the LPHS do not
encourage employees to unde-
rtake their individual respo-
nsibilities to initiate continuous
improvement.

e Continuous improvement cul-
ture has not been given attention
by managers in the LPHS and it
does not play a part in influ-
encing an organisation’s level of
quality management practices.

e A team approach is not taken
(such as quality circles, cross-
functional teams) as the main
feature for problems solving,
decision making and continuous
improvement.

e Quality culture around all ho-
spital’s departments under rese-
arch are not given attention by
managers in the LPHS.

e Quality improvement culture
does not spread across the hosp-
ital’s departments.

9. Recommendations:

1. Top management of these
hospitals should develop quality
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manual and see to its implem-
entation;

2. Encouragement of the emp-
loyee’s suggestions is an imp-
ortant issue for implementing
TOM in the LPHS; thus the
satisfying those employees and
to enhancing their suggestions
within the LPHS should pay
attention;

3. Training must be given to the
employees for all level of the
hospital. LPHS need to provide
training for employees to impr-
ove interactive skills (such as
communication skills, effective
meeting skills, and leadership
skills);

4. Managers in the LPHS and
supervisors should involve in
determine the training needs of
the employees under their super-
vision;

5. Employees in the LPHS need
the guidance to achieve their
work;

6. Managers in the LPHS should
encourage their employees to
satisfy patients focus and satis-
faction, and works to enhance
patients loyalty on the basis of
distinctive quality, care for the
health, and a shared commit-
ment to social values.

7. Managers at all levels in LPHS
should adopt new information
systems in their departments to
promote high-quality planning
and information for employees
and to provide all the infor-
mation needed by the patients
about the services of a hospital.

8. The Ministry of Libyan He-
alth (MLH) should support LPHS
in  delivering the latest
technology, which supports the
local hospital’s contribution to
support quality management;

9. The Libyan government sho-
uld establish new regulations to
encourage LPHS to take resp-
onsibility for quality issues that
cause risks to health, safety, or
the environment.

10. Conclusion and Further
Research:

The data analysis from the
questionnaire identified five
CSFs of TQM implementation
were empirically identified, whi-
ch are top management support,
education and training, patients
focus and satisfaction, suppli-
er management, and continuous
improvement culture. The resu-
Its from this study have indic-
ated that LPHS are not aware of
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the importance of quality. Gene-
rally, it can be seen that the top
management in the LPHS do not
have effective quality manage-
ment program in place to ensure
patients satisfaction. Most of the
hospitals under research do not
provide any formal training for
their employees about TQM. The
analysis indicated that the LPHS
mainly are suffering from a lack
of conducts supplier quality
audit and do not encourage
employees to undertake their in-
dividual responsibilities to init-
iate quality management.

In concluding, this research
investigated five critical success
factors for implementing TQM
which have been derived from
literature and empirically studies
of fieldwork. This paper will co-
ntribute to the LPHS to establish
a framework model for the impl-
ementation of the TQM in the
Libyan context. Particular with
the absence of any implem-
entation framework. This study
could be replicated in other sec-
tors (education) to investigate t-
hese five critical success factors
for TQM implementation in the
Libyan education sector. Future
research is needed to identify
the impact of the five CSFs stu-
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died in this research for imple-
mentation in the Libyan context.
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Can the Tourism Sector in Libya
be Considered as a Locomotive for
Sustainable Economic growth?

This research aimed to exam-
ine the validity of the "Tourist-led
Growth Hypotheses" in the Lib-
yan economy. In order to achieve
its objective  the research has
used the ARDL Model. Acc-
ording to the results of Bound
Test the research variables has a
long-run relationship. In additi-
on, the estimated long run model
has demonstrated that the to-
urism receipts has a weak neg-
ative long run relationship with
the economic growth. In the
short run context the research
has estimated UECM Model
which has illustrated the same
result regarding the main variable
"tourism receipts". Furthermore,
the research found that the error
correction term was 79.4%. Mot-
eover, the Granger Causality test
has indicated that the toutrism
receipts does not cause the Eco-
nomic growth in Libya. Therefor,
the TLG hypotheses is not valid
in the case of the Libyan econ-
omy. However, the hypotheses
that economic growth cause tou-
rism receipts has been supported.

Hussen F. Alhwij

Economics dept, Faculty of Economics

and Commerce, Elmergib University.
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The Role of Information and
Communications Technology in Dr. Ahmed S. Elsheref
Promoting Services Marketing . Marketing dept, Faculty of
Practices in Organizations. conomics, University of Benghazi.

In the marketing field, info-
rmation and communications
technology ( ICT') and associated
applications ( such as E-comme-
rce, E-marketing ) have changed
the form and manner of mark-
eting practices as well as the ways
in which organizations, especially
service ones, deal with their
customers. So, this research was
intended to answer the following
question: What is the role of ICT
in promoting services marketing
practices in organizations? To
answer the previous question,
and based on the theotetical natu-
re of the research, the concepts
and related research contributions
were reviewed and analyzed in
this regard. The research concl-
uded some implications and
provided set of recommendations
that might guarantee and adva-
nced pace of use ICT in prom-
oting services marketing practices
in organizations.
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The Relationship between Intellectual
Capital and Entrepreneurship: A Feld
Research on the Directors of the
Administration of Benghazi
University.

The aim of this research is to
find out the relationship between
intellectual capital in its three
dimensions (human, structural
and relational) and entrepreneur-
rship among the directors of the
administrations at Benghazi Un-
iversity. The research society
consists of all directors of the
University of Benghazi (60). In
this context, a questionnaire form
was prepared using some prev-
ious studies. After the question-
naire was distributed and retr-
ieved, it was found that 47 study
forms were filled out by the
participants. By subjecting the
data and information contained
therein for analysis, the study
found that there is no significant
correlation between intellectual
capital in its three dimensions and
entrepreneurship  among  the
directors of the administrations at
Benghazi University. The results
also showed a good practice of
the concept of entrepreneurship.

Dr. Randa M. Buker
Public Administration dept, Faculty of
Economics, University of Benghazi.

Salma M. Al Masrite
Public Administration dept, Faculty of
Economics, University of Benghazi.

Hanan M. Bazina
Public Administration dept, Faculty of
Economics, University of Benghazi.

The research recommended
that attention should be paid to
intellectual capital and its three
dimensions, because of its imp-
ortance in achieving outstanding
performance. It also recomme-
nded increasing administrative
awareness of the concept of
entrepreneurship in order to up-
scale the level of the university.
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