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The Impact of Educational Service Quality Dimensions on Student

ABSTACT

This research aims to examine the impact of educational service quality dimensions on the
satisfaction of students at the Higher Institute of Business Administration. The researcher
focuses on the five dimensions of educational service quality to determine which of them has
the greatest influence on student satisfaction. The researcher employed a descriptive
methodology, distributing 450 questionnaires to students at the Higher Institute of Business
Administration. Of these, 413 were retrieved and analyzed using SPSS software. To test the
study's hypotheses and model, the researcher utilized Amos software for structural equation
modeling. The research found that students hold positive attitudes toward the dimensions of
educational service quality provided at the institute. Furthermore, the results demonstrated a
statistically significant positive impact of all educational service quality dimensions—reliability,
responsiveness, assurance, empathy, and tangibles—on the satisfaction of students at the
Higher Institute of Business Administration. The research also found that reliability is the most
influential dimension regarding student satisfaction, followed by assurance, tangibles,
responsiveness, and finally, empathy.

The study concluded by offering recommendations and proposals regarding the necessity of
adopting comprehensive strategies to enhance educational service quality in alignment with

the dimensions of the SEFRVQUAL model.
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Satisfaction
A Field Study on Students of the Higher Institute of Business Administration
(HIBA)

Keywords: Educational Service Quality, Tangibles, Reliability, Responsiveness,

Empathy, Assurance, Higher Institute of Business Administration (HIBA).
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Wislat o Comiivall Ciladg dali e Aoyl 3)08 (500 JMA (pe deadl) Basa 20a Cun dediall
4.\)1&4 ‘_Ar_ Adixy Lﬁj‘ «SERVQUAL CJ}A.\ BLY) 4024l EEEN u.u\:é ‘?A AadA ]l CJL&.\]\ (.\Ai \}Aﬁj
(Parasuraman et al., 1988)4ie ¢jshan; ) £13U Ladll 2681 e deaill ¢ Dlanll ilad 3
Cilalia) o dad 4 e Luwall 5,08 Ll 2easl) 5358 (2016) Kotler & Keller e LS

a5 Aalaie Vs 5o I anit Clad i A (¢ agadl Lol (e Ulle (s5isa (38a55 £ Daall
i) lalgaY
csManll ilad g Al e iladaiall 508 (s Jadi i el 8asa of ey Clag gl 038 DA (ha
Al g aeis AR 3305 abliny Biiad A agas gA) aY)
Loaail) Aandl) 5asn asgda

et ledd it e Aagledl) dussiall 5538 a0 ) Lpadaill dedl) 5asn mllaas iy
el aglyyad peat sy Lay e LWy Aoy 15 A€y (Ol claliia) o Alled s ALl
deadl) 535a (1993)Harvey & Green Capys « (Sallis, 2002)aseaill dlead) Cilaal (3iass
8o LSl (s pans el bl ol JelSie e apa o padatl dsnsgall 5508 gl dpaledl
Laadll saga o e Daall caluhyall sl L daelall dplay) caleadlly dauliall cleaills dianlsy)
Goadedll A5) Jodil s Jy )l malially el adeil (ggie Jaid Gl Jad dpadedl)
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Hill, Lomas &) aylay) cilerdlls cdpabeil) culysilly ¢ upaill L ¢ liaey Ul (g culiall,

o Ansall 5,38 Lol Laedl) 4axsl) 5358 Abdullah(2006) iy WS ((MacGregor, 2003
gllad g 50 6Ky 410y s Ay ) COUal chlalial 4l

Laalail) daadl) Baga lad

e DUall Aadial) o) Alled (gae 22ad 3 Al IS (e dpalerl) daddl) 83 g el 25
e aluhall e yaall Cadie) 3 L Apedeil) dnsal) b 535l (sgiud Lidal) §ypall (uSay
Loy & s Al sl aal aanl SERVQUAL (Parasuraman et al., 1988) zisai
Ageleill cilexall 535 GalEl aetll Blandl 3 Bn Al 55 il

(Responsiveness)i i)

Allad g Ao pusy ¢ Danll ac Lusall il L Cpalalall o Agall Slawiaal (520 Ll Aaiu) Cagas
Aaxind gae atlaill ¢ Uaill 8 At ey Jiags cagilllaial dgysill Aylaials cdalall v
Gl f dapalSl el yludind CulS o gu (Al s ey DU Cilaliia) 4t dialail) docwsal)
lall bl ae Jalail) o sgaall 3508 2ol 38 8y (Zeithaml et al., 2018) 4y
Laladll agiyad Gpuady O L) 30l (A adh) dele sy DUl 0l OIS

-(santini et al.2017, Yusof. et al. 2012

(Assurance)lal)

DA G eDaall 88 o gy chasdll adie ks 36 lS (sginnn lacal) das uas
elimel 85 80 S (g5ime 43 2eally aledl Jlaall 5 cDISE Ja e 55080l igall ddjaal)
Dm0 ) Adla) ¢ lial JSG daalaall Gleralls A prall a5 o agiyaly )laYly Gapill A
A el oy of ) cluhall s (Kotler& keller,2016)adsill duusally Ul 48
53 () sy DUl Ly im eDISEA) Ja e 5o (gl Al dulle 3liS 553 s
eyl WS L (Hill et al., 2003, Malik& Khan, 2022)isall cilardll 3asa (s i)
DUl Ly ia eyl A slacl js0 dgaal ) (2018) Liaall 5 xdle s Ay
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(Empathy)ciklail)

o Aad Aok iy (il agilaliin) gy oSlaall aleia¥) dns af e Calalatll Capay

UL aderl) dusnspall alial s2e ) adeil g Uil 8 Calalaill say uds canlly i paly
e IS e LiaV s AaplSY) agilaliin) agds cagl oaadil) acall 4y (il agilalialg

8 yianall 520 Lusally (DIl g2yl alaa¥) of cluhall ks (Parasuraman et al., 1988)

.(Al—Nasa’h et al.,2023) :L.)A-\S’:\S‘ M}Aﬂ.\ &LU}J‘ BTLED) (.\ALAJ (6 Frua @J L_é eALu..g (QQJ
(Tangibility) 4. salal)

gall Aad) el (Gihall Jie daddll a3 Gusele g8 Lo O Apsaldll ey e
Jie Apalaill Clyaeaily Al Al sasa catdaill o Uaill 8 2edl 138 inys o3Liiall alall jeladlly
Laadaill dinsall alall elaall ) Ailia) Apapleil) culyiilly cchl€al) eculyidall iyl cule al)
(Hi et al., 2003)
adiall leadll e olia s dpadell Calllall dypas yhan 8 4Dl Cilpgatlly saad) Gl aaluss
(Rahman & Nasrin ,2024)aeil) 4l ¢ L) dalily lllall ey

(Reliability)dlaicy)

e anll 43 Cine s Loy AN N5 (B gigny AlEY ladd atl e Beanall 538 ) AalaieY) s
Al Laadd) (3Ll (a0 A sall Sy adsiall £V (sgiae 5 Aaddl) 0 delse A 6 su
Ay Aluiay 4381 iledd i e Gpadal) el )8 ) AolaieY) i aibeill g Uil 3
il sl s pagbell Jalaaly cealial) 3465 candall e sally AN iy Loy i Dle) 5 Lo
il Ualsy) 4olie) Lasisis. (Parasuraman et al., 1988) pusaas paly JS&) duaplSY)
Lo 48 ¢ gag 4080 Aradaril] Chleadd) 56 Ladie dwwiall = Al Qllal)l sy Gus el Liay
(Zeithaml et al, 2018; Elsharnouby,. ,2021)iwusall ¢ Lit¥lg Laylls o)gnd 3 ja

Wl o s
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V) QI3 L agde Juany 31 el o1aY) s i) (e Adpsal) ailed i g A3l Ay 3l
ailadgi e B £ 12Y) S L el il oyens ) a% Glld (8 2)all el g By ol (sl adll
83 bl age e adl e Lajll ) yhatis (Oliver, 1997) Lajll axe ) gy oy ola
s -(Kotler & Keller, 2016) i cpudivall cilaliial ali 8 Gluwsgall #la da)a5 cileadl)

Lpaaill larsl) olas Joilly LWL atyed 520 o DUl Loy iy o Jlall aadaill (3l
Al agilalbialy agilads Al o 1658 (505 cApaleil Lunsiall lgadii ) AlaY )5 aadlSY )y
DAlsis dguhall maliddl 5agas ¢l A eliac] 30 S Wy (e Jalse Bary (Bl Ly il
.(Parasuraman, Zeithaml, sxlual) 43)8Y) Gleadll 335 ) d8laa) cdunliall dialanl) d50d)
pl Apalaill Ciliall lbadind 3 dagall ciisall (e (DUl Liay 223 LS& Berry, 1988)
Cpmants Apadarl) Zungall (O oYy S5 (B s g 4l Wl cllal oty daulal) Lgilads 3358
. (Elliott & Healy, 2001 )3udlall 13,28 52055 dapnl&Y) |ginan
séaal) duagia
zeiy Cun 5y LAl Al Aaleriall Aa )l (3lead) Al ey 53 Ldial) meiall e Gl adic)
¢ Ol Liays dpadeil) dandll 3sa sl G ALY Julatis dpaleil) addl) 335 (55in Chnagh
Al luhally YAl Sl L Ly cdpiaV 1y Lt Lagpal) 28l ciludY) daalyey Caalil) Ll
A5V bl aead 31018 laY! e el cuilad) b aald) adiels i yall (g kil culal) ¢l
elin e alie VL ellys (luagill e lua & mlll o Jsanly Gl Clun i jLia) Gaagy
SPSS _ilaa¥! Jiadl)

ragl) ey aaina

Can ) agdal 1k 5 sl Aisall sl g el Y1 )oY (el dgadl) (8 Allally Can ) pdine Jias
5 (b Jlae ¥ 5)Y (Mol sgnall Al (g0 Ayl pdins il ppen () dpmasll iy Sl
S Al Pla JleeY1 5lay lall agaall Ll (g0 5 yasall Aiall HLial 25 Cam i) 3500

s Shany) dalaill dalla dilgind (413) Sl dumll aas by «(2025-2026)
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Raga Ciiaca ¢ 35l Badie Gl Rl Auhal 63 8 Reriea) el gien (uld
ey Gy o(Llas Gal) 7 Y (Ll i) 1 oo sy ool s oo S (elie Alai)
Sultan & Wong  Parasuraman et al. (1988) (e JS 4ulyn (e 250 5 DA (e laiu)
Parasuraman et al. (e JS 4l (e 250 5 P e gleall 2 (el 23 S ¢(2014)
O S Ay e alle 5 DA e bl 2y s Abdullah (2006 5 (1988)
e 25 4 DA e Lpusalall aey (L8 3 (Firdaus (2006) 5 Parasuraman et al. (1988)
DA e dalaie V) aay il (Firdaus (2006) 5 Parasuraman et al. (1988) e JS 4y
Lyl duillys <Abdullah (2006) s Parasuraman et al. (1988) (s JS dulys (e 350 4
elyal 2xy Elliott & Healy (2001) 5 Oliver (1980)ce JS 4ulys (10 5 4PA (e 4l &
Sl Galiall muals ¢ Lalal) At Canual (SATE) aobll il Cada o3 gaSBI Lalad) bl

bl Gaay cld

Al (EFA) (ALaSiuY) ol gall a5 ¢ uliall ol (bl 5L Sl Jalea e alaae V) a5
fok WS bl culSy Lz el Ganall 3 gad (8 Ol paiall Ganlial i) A
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Cronbach’s ].EFA CFA item
1tem

alpha Loading Loading
RESPOSIVNESS 0.870
RE4 .888 895 A
RE3 .829 .809H**
RE2 .826 785H**
REI 768 29 A
RES 677 552w
ASSURANCE 0.848
AS1 812 833 H**
AS3 812 T40%H*
ASS 791 .800***
AS4 788 JISTHREE
AS2 652 S15%**
EMPATHY 0.772
EM3 761 2T
EMS 748 687 A
EM4 707 593 H**
EM2 .683 .606%**
EM1 .682 566 **
TANGABILITY 0.722
TA1 .839 JJ22H**
TA3 .823 O3 1H**
TA2 678 631 H**
RELIABILITY 0.646
RLI 717 A65%H*
RL4 .709 J10%**
RL2 670 .645%**
RL3 .640 AT1HEE
SATISFACTION 0.834
SA3 .861 824
SA2 .850 18T
SAl 814 T ERERE

2/df: 606.953 (255), p: 0.000,
0.909 <CFI: 0.908 <RMSEA: 0.058

«PCFI: 0.772 «IFI:

obiall Baas U (1) B8 Jsas
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Gl z3sai 8 chyriall Gunlial Lpulud) 4ad) Al (EFA) SLESL) Jalsal) dalas alasily
055 e il maen Ganlie st 5 )l slaal (adlatiul Aigh pladiuls o5l
%63.57 )l Le colse A i 111y 25 Gty 531 ¢ Sl Jalsall il 14 S5 L Sy
& i) Gl 73 sall dpilly .0.848 5 0.646 (s 5lis I Jalra #5l555 2 S cplall (g
s o(pdaliia Jand (o) Ladh sy aad o Jaeatily 35l eales ¢Jaanil) EDalae pren i
el e lya) @ (ALESEY) Jalgad) Jidas 8 QL) pysmill Jaled L sa5) JalipVl dalSH 30

Bl 3saill i salels

Gajlaadl o2 Cada (g aipl) g CpalS e Ledal)) Caanal 1ylai SAT sasill Caalyl Cida
67— eld-el1:saa) by 2 . GlS S5 aah JS (bl Jlaall o Agsiall cyisall oY)
Ol (2 JRall) AMOS Graphics galiy olaaiul €1-€20 5 1-€23 5 .e4-el65 €19
iad 606.953 = IS auye) Afilian) AN 03 SIS e s o (e a2 e Lz dsalll Basa
e Ll 7 3sa Al b agad AU (58 juladll Gl (255 = dyall daye p = 0.000
Jilas ekl \RMSEA: 0.058 «CFl: 0.908 «IFI: 0.909 PCFl: 0.772 ¢ : gkl 73 all
= Ly calalailly daslaie Yy lacally G galally laial] — i) il (CFA) gastll Jalsal
By a8 bl e iy ol 3l o e el oL ptials IS8 Yale (uld g 3se
Aoyl ) e 3yl aae e Lujds Liala (IS sl (p= 0.000 ¢606.953) IS ape Sy

Agiie @l 58 chisall o V) bl ge caliag ¥ gylal z3gal) ol AL 4yeal)
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Ayl @ prial dilaay) Gliuagil)

one Jiai ehal & Jeel 5ylay Jall sgral) 3 daxdll sasa dlagl sas Akl culalas) bl
@haall Caai¥ly oleal)l o il Gluay @llig caiall g\)éi alblaial Jalail sample t-test
@bl G ebie b salad) Al Jiey g (4)atall Jasgially Lihlhey e JSI

P YIS ) il AauY) 8 aadidl

One-Sample Test (test value = 4)

Std.
Std. Error
N Mean  Deviation Mean Sig. (2-tailed)
RES 413 4.7830 1.17369  .05775  .000

TANG 413 45474 88952  .04377  .000
ASSUAR 413 49838  .94997  .04675 .000
RELI 413 44474 90867  .04471  .000
EMPAT 413 43180  .89978  .04428  .000

Laodl) 3aga alad s Allal) claladl (2)a8 Jsaa

Sig Aad cuilS Cum Aplan) AVa 53 Alaia¥) el leall Lasgiadl o Goladl Jsaadl e o
i) dey Aualall hlall e Al alil GllaY  JleaY) haugiall (S LS <0.05 o ial
Slo dules (4.7830) Llaiu) axd aladl sl T siall iy Cum ¢ 4 bl Jassia (e LS
il Al e Jlee ) 818y el sgaall 8538 e Jay 1aas (DUl die dlay) cilalat) gy

gl il o diaalST el jludind Culs ol cdillad g Aoy DU

Tsie o Sh dgalal aay Aalall chlall o Al 2l Gy JleaY) Tl (IS LS
CulS Can ddlias) ANS 53 s (4.5474) davsald) el bl bl hangid) 24 4 sl
Agal) Al Basa sad DU die Aalayl Slaladl asas e Ju e <0.05 e al Sig e
Jebaal) ) Rdla) cdaalanl) cnlu@lly ¢chliKall el yiiaal) cdandpal) cale ) Jie dpadail) el
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ab 4 slall hugie e ST Al A LY e husial) OIS Gladall sy Gl L W

Dl Sig dad cilS Cua Aglias) AN 5 s (4.9838) Gleall and alall sl da il
)Yy Gupaill A slac] i 5ol sad (DUl eyl Gl e Jay e «0.05 o
eyl S8 Dpalatll ilaadlly A jaall i e agiydig

Lssie o ST daldicY aey Laldll chlall e diall ahdl cllaY Jea) augidl IS LS
il Cua Aflan) aNa 3 s (4.4474)4nlacY) aad ol bl Ll 41 4 slall
Senal )8 gai sat (O vie Aglay Glalat) dsms e Jy e <0.05 e aal Sig ded
yesally Al Jady Loy caie (e & L (385 Aiuia 4880 ladd aai e JlaeY1 50y Jla

maa s pealy JS ApapalSY) il sbeal) iy cApagleil) Jaladlg oo liall 255 ¢l

Lassia g ST Calaball aey Aualall il e Aidl 2il cllay e haugiadl S LS
ey clalail asas ey lae (4.3180)cabalell and alell luad) Javsgiall 4l 4 alal)
aell anifis (Aaadll agilalialy Ul agaall alaal i JleeY1 5oy Jall gaall (Dl 2ie

Lyfie (S5 Ao Laa¥y A8y agilalinl agdy cagl aadidl

reilpadl) L)

sl (SEM) LSl c¥aleall dadas aglud aladinl &3 ciuhall Giluad Hlas) ) &
sadinall cihdgally (bl Y e sl canly o (8 lysiall (Bl apil Jals Ua) (16
Y alaal) Qi L o)) 5 AMOS ealipl e gus Ml Agalsll e dansys WS 7350l oLy

a3l (palsie JS8 amliall 7 35all ) atiosal) uedl) o il sl ((3) JS8) mng
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z3salll o e asll oz 3sail dae Do e M ALY ¢ jlue JS ANy CDalae i3 Cua
OIS @y o(df = 255 p: 0.000 x> = 583.514) IS gape LAY g 1a UL i) o]
oo ling ¥ (i) £ieall ol AL il Gl (mdy o sl e e Ly Lutila
«CFl = 0.914 (TLI = 0.899 ¢IFI = 0.915 :ilsia cul€ oAV clyisa) o V) iyl
Syl (3) Jsand) 8 daasall (SEM) 4]l ¥ aleall dniai il aexig RMSEA = 0.05

sadll

SATISFAC <--- RESPO [.270  ***

SATISFAC <--- ASSURA [415  ***

SATISFAC <--- TANGA [.319 .004

SATISFAC <--- EMPATH [.202 .029

SATISFAC <--- RELIABI [.610  ***
*#%. Significant at 0.001 level

Gzl lis) =56Y(3) o) Jsaa
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-18

0,106 478
5] 5%
S gEEne
[x s o
-y L
y R 0, 98
> D
e
[ 5 1
_16 EPp— ASH 3.81
W m 0 ll. (SATH .
- [SAZ]
12 Y :
0, 75
a(IB—8 (EMSS
a7 & ENVZ44
A6+ K
- ENA
D45 C\[H=
a22-2pom-[RL 4§
62 IRL3
o0+ RCA

RLT]

0,85

2B 1.23
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AMOS phainly el Jilas (3)JSs

:3\....943\ @m

@) Slsall Jalaa) byl 3 alaiadll s 50 asay o pan ) Y] Lpcajdll 58 &
Nguye& (o JS by ae i ay 0.0012Ns (ggiue die (goiea say (***0.270 =

dapudl Aai) o Gua Milojevic & Radosavijevic (2019) 5 Nguyen(2024)

el lasdl) e aaliny (ssiue qd) b agad GranlSY) agDlie s (Ul ol i

@l Jlaal) Jalag) iyl b lacall ol Ll agag Lo pain Sl 2l A il Jpd wlS
Malik and Khan (e JS 4ul)s e (385 125 .0.00 140 (s5ine die (gsina a5 (***0.415 =
s (ssiuas upall L clael 5. of Cua Cherian & Mathew (2020) 5 (2022)

cpalin) 33 (ML At dially GO A 35 b Oleguy daalall
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@haal Jlaall Jalag)liayl) (& Calalaill sy 530 e o paii U QB L il Jod
Elliott & Healy e JS 4 e (38 1385 .0.005 A2 sie die gsina 525 (0.202 =
ALY anaiy COUl cilalgal slelye of Cua Milojevi¢ & Radosavljevic (2019) (2001

el Aussiall e Ul Loy Jjal 8 agasy canlidl)  a0l&Y)

@lal) Slul) Jalag) Uil & Gpasalall lad il aga o gt A Rl Bl Jod
Rahman and (e JS 4u)2 e Gib 1385 ¢ 0.005 dagine (s5ie 2 (g5ima 525 (0.319 =
pal) dpadall Gihall i ol Cus Milojevié & Radosavijevic (2019) s Nasrin (2024)

aldedll Ll o O Ly it 8 gy Aslial) gl

Shdl) Jalaa)la )l 3 Zalied oy 585 dgng o (il ) Tl Ll o 5 Tl
Cherian e JS )2 ae 385 1385 ¢ 0.0014Y2 (s5iue ie (goina g5 (***0.610 = (5)baal)
225 ApylaY 15 ApaalSY) cileadll 48 4isa of Cua Ellliott & Healy (2001 5 & Mathew (2020)

cpalaill Bagal Ul apds 8 5 5i5all Jalgall (e
Dbl Jalae dad il Cun DU Ly b Bl 8D sl o anslieV) o ani Gaules
&5 (0.319) g lbine s Jalae Fay Gmusalal) 25 (0.415) dais (laciall Ly (0.610) (5bal

(0.202) 4 calalaill 15805 (0.270)s)lbme loe Jalao dasis Llaia)

tlluagil)

(DUl Ly 3 dpadell daxdll 53 alad ey 80 sgay cpelal Al duhall il e sl
YY) Sl sl Jlee) 5oy Madl agaall iyl anis

nelsally AN DA (e Ay el claadl) b dnlaieV) (sgine el bygpua
e Sy danhpal) Tabadll duasiy e DUl dacalys 48y Claslae s cAaanlsy)
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Al bl alas e Gapla¥) Cplelalls Gunyail) A slimel 5elS ki alaay)
Oe gy DUl ol Ailly Gladall (gsiwe S0 (A agen Lay Bpaiaal) dasll ()55

adiall dpadail) lasal) olas salia) (sginsa

e i3y el eI ias (U Clldind) ) Ao (st B i) @
Slady) depe e aeld ) Eaal) G ) ALY iy JlaiY) sl el DA

U laliaY Aledll deglialg

o) e e c@ianll Clyeailly 3l sty dpedeill Ll 525a e dldladl  ®
pglipad (pealy Ol Ly 53ei (8 age 50 (e A Ll cpagledl] calyiilly cl sl

Al

-

il aedlly SV ALY Sis DA e DUll alaa¥ly Cilaledll 288 e @
syl DU (o Al Al s 8 ages Lo il mgilaliia) sl g o o LYl

a2l

s

(e 33\53»:‘}!\5 cwﬂ\ Gleadl) 3dea e ol L.'a_) (6 S u.u\:ﬂs ;\.\“)jd Gl ;bél .

Byinne Bygeay )Y )5 a8V eI (s 8 Loyl oda il

e G5 Apaaill Lol B3ga rendl Alels ladlied gy Auh)l g dyaly
olad (DUl Ly e 8 alad¥) o2 5l (e il aid] Ll 1has (SERVQUALg 35

Lpaglaril] Lol
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Cultural-Technical Alignment and Accounting Information Systems

Effectiveness: The Mediating Role of Digital Transformation Readiness

DR. Mariam Hammoud?

Abstract

This study examines the effect of cultural-technical alignment on accounting
information systems (AIS) effectiveness and tests the mediating role of digital
transformation readiness. A descriptive—analytical design was adopted, using a
30-item instrument covering the three constructs and an analytical dataset of
265 observations. Measurement quality was assessed through Cronbach’s
alpha, McDonald’s omega, split-half reliability, confirmatory factor analysis,
composite reliability, and average variance extracted. Direct and indirect effects
were then estimated in R Studio using 5,000 bootstrap resamples. Reliability
was high across the constructs, with alpha coefficients ranging from .912 to
.926; composite reliability exceeded .90 and average variance extracted
exceeded .50. Mean scores were 3.688 for AIS effectiveness, 3.611 for
cultural-technical alignment, and 3.505 for digital transformation readiness.
Standardized effects were .534 for alignment on readiness, .435 for readiness
on AIS effectiveness, and .355 for the direct effect of alignment on AIS
effectiveness. The standardized indirect effect was .233. The findings support
complementary partial mediation, with readiness accounting for 39.60% of the
total effect. Thus, the accounting value of technology depends not only on

system features but also on fit with organizational culture and on the institution’s

2 Lecture, Department of Accounting, Faculty of Economics, University of Tartous,
Tartous, Syria.
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ability to translate that fit into training, communication, support, incentives, and

governed change.

Keywords: Cultural-technical alignment; Digital transformation readiness;
Accounting information systems effectiveness; Mediation analysis;

Organizational culture.
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The Impact of Health Expenditure on Reducing Maternal and Child
Mortality Rates in Arab Countries during the Period 2000-2023

ABSTRACT

This study aimed to measure the impact of health expenditure on reducing
maternal and child mortality rates in Arab countries during the period 2000-
2023, based on the premise that maternal and child mortality rates constitute
fundamental indicators for evaluating the capacity of health systems to provide
preventive and curative health services to citizens, particularly the poor, in
addition to the considerable variation among countries with respect to maternal
and under-five child mortality rates.

The researcher adopted a comprehensive survey approach covering Arab
countries for which secondary data were continuously available during the
period 2000-2023, drawing on the databases of the World Bank and the World
Health Organization, as well as United Nations and ESCWA reports on

sustainable development.

The researcher measured the independent variable (health expenditure) using
per capita government health expenditure, and controlled for per capita gross
domestic product (GDP) in order to isolate the effect of economic disparities
among countries. Deviations in mortality rates (the dependent variables) were
measured by comparing achieved rates with target rates up to 2030. The study

reached the following conclusions:
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There is a statistically significant inverse effect of per capita health expenditure

on reducing maternal, neonatal, and under—five child mortality rates in Arab
countries during the period 2000-2023.
The maternal and under—five child mortality rates achieved during the period

2000-2023 are insufficient to attain the globally targeted rates by 2030.

Keywords: health expenditure; maternal mortality; under—five child mortality.
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The Impact of Emotional Intelligence on Achieving Strategic Adaptation
Among Employees in Hotel Establishments: A Field Study in Four— and
Five—Star Hotels in Homs Governorate
Sally Obaid *

Prof. Dr. Monzer Al-Nasser?

Dr. Razan Khalil®
Abstract
This study aimed to analyze the impact of emotional intelligence—specifically its
three dimensions of self-awareness, self-management, and empathy—on
achieving strategic adaptation among hotel employees in Homs Governorate,
recognizing the importance of human resources in enhancing hotels' ability to
respond to organizational and environmental changes. Adopting a descriptive—
analytical approach, the study administered a questionnaire to a purposive
sample of employees across several hotels in Homs Governorate. Data were
analyzed using SPSS software to test the study's hypotheses. The results
revealed a statistically significant positive impact of emotional intelligence (across
all three dimensions) on strategic adaptation. Self-management ranked first in
terms of impact strength (Beta = 0.315), followed by empathy (Beta = 0.265),
and finally self-awareness (Beta = 0.168). Self-awareness contributed to
employees' ability to assess situations objectively, while self-management

enabled them to effectively handle work-related stress; empathy enhanced their

4 Master's student, Department of Hotel Management, Faculty of Tourism, University of Homs,
Homs, Syria.
5 Professor, Department of Hotel Management, Faculty of Tourism, University of Homs, Homs,
Syria.
® Lecturer, Department of Hotel Management, Faculty of Tourism, University of Homs, Homs,
Syria.
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capacity to understand the needs of both guests and colleagues. Furthermore,
the findings indicated that employees with high levels of emotional intelligence
were better able to accept change, manage difficult situations, and maintain
performance quality amidst the dynamic hotel work environment. The study
recommended integrating emotional intelligence dimensions into hotel human
resource management policies and developing specialized training programs to
cultivate self-awareness, emotion management, and empathy skills; this would
contribute to enhancing strategic adaptability and strengthening the ability of
hotel establishments to face future challenges.

Keywords: Emotional intelligence, self-awareness, self-management,
empathy, strategic adaptation, hotel establishments, hotels in Homs

Governorate.
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Abstract

This study aimed primarily to analyze the impact of public administration
performance, measured by its six governance dimensions, on economic growth
as measured by GDP growth. Secondarily, it aimed to clarify the nature of the
relationship between institutional indicators and economic performance by
measuring the extent to which public administration performance supports
economic growth. The study adopted an analytical approach, relying on official
data from the World Bank and employing several statistical tests to analyze the
data and test the hypotheses. The results showed a strong correlation between
the dimensions of public administration governance and a variation in the impact
of public administration performance, measured separately by its individual
dimensions, on economic growth. However, the combined impact of the
dimensions of public administration governance on economic growth was
significant and substantial, confirming the importance of public administration as
an integrated concept and its fundamental impact, both collectively and in

isolation, on the economic performance of countries.

Keywords: Public Administration — Governance Dimensions — Economic

Growth.
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Descriptive Statistics

N Minimum | Maximum Mean Std. Deviation
politicalStability 15 21.56 46.81 26.2080 5.93487
GovernmentEffectiveness 15 18.82 37.94 25.9180 6.52664
Ruleoflaw 15 24 .46 43.83 28.8247 5.94579
Controlofcorruption 15 11.57 25.78 17.0313 5.05153
VoiceandAccountability 15 21.73 28.15 23.5760 1.74166
RegulatoryQuality 15 23.36 43.11 30.3380 5.46699
Valid N (listwise) 15
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
GDPGrowth 15 -26.3 5.2 -3.960 9.8533
Valid N (listwise) 15
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2N
~ N

] 1.0 -0.5 0.0 0.5 1.0 1.5
Regression Standardized Residual

Mean =1 .82E-15
St Dev. =0.756
MN=15

Frequency

153



laiBy) gall) o daladl 310y plai i
(2024-2010) (s_sdl LByl A A 3

Mormal P-P Plot of Regression Standardized
Residual

Dependent Wariable: GDPFP Growth
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Correlations
political Government Controlofcorru \oiceand Regulatory

Stability Effectiveness | Ruleoflaw ption Accountability Quality GDPGrowth
politicalStability Pearson Correlation 1 605 791" 536" 858" 736" 334
Sig. (2-tailed) 017 000 039 000 002 224
N 15 15 15 15 15 15 15
GovernmentEffectiveness  Pearson Correlation 605" 1 921" 925" 581° 882" -290
Sig. (2-tailed) 017 000 000 023 000 294
N 15 15 15 15 15 15 15
Ruleoflaw Pearson Correlation 791" 921" 1 901" 787" 934" -051
Sig. (2-tailed) 000 000 000 000 000 855
N 15 15 15 15 15 15 15
Controlofcorruption Pearson Correlafion 536" 925" 901" 1 47 862" -415
Sig. (2-tailed) 039 000 000 076 000 124
N 15 15 15 15 15 15 15
VoiceandAccountability  Pearson Correlation 858" 581" 787" 471 1 679" 429
Sig. (2-tailed) 000 023 .000 076 005 110
N 15 15 15 15 15 15 15
RegulatoryQuality Pearson Correlation 736" 882" 934" 862" 679" 1 043
Sig. (2-tailed) 002 000 000 000 005 880
N 15 15 15 15 15 15 15
GDPGrowth Pearson Correlation 334 -290 -051 -415 429 043 1

Sig. (2-tailed) 224 294 855 124 110 880
N 15 15 15 15 15 15 15

* Correlation is significant at the 0.05 level (2-tailed).
** Correlation is significant at the 0.01 level (2-tailed).
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Variables Entered/Removed®

Variables Variables
| _Model Entered Removed Method
1 political Enter
Stability®

a. All requested variables entered.
b. Dependent VVariable: GDPGrowth

Model

Summary

Model

R R Square

Adjusted R
Sguare

Std. Error of
the Estimmate

1

.3342 112

.043

9.6379

a. Predictors: (Constant), politicalStability

Aadiie Ayl )38 clliay Caiall bty obandl SLELY) 33 0 ) 35l 138 Cilajia a

e cbla Al iy iyl (e sasinay Al da usdy G o Jaie JSE 4ty de faa
Glails dalse ) bl o el aliall Lol a8 Lty cApypms 8 o2laB@Y) sail) NV ans

apdl 3l 8 o Al g4l

ANOVAP
Sum of
L Model Squares df Mean Square F Sig.
1 Regression 151.663 1 151.663 1.633 2242
Residual 1207.553 13 92.889
Total 1359.216 14

a. Predictors: (Constant), politicalStability

b. Dependent

Variable: GDPGrowth

dapal) Aagll (e ST Cela Aygundl Aal) o iz dsaill Jlaayl dgginall (ssiue (and e

i s eyl LU ol edlly e 5liss 0.224 Jpsal) b dudedl) Zedl) oty G 0.05

gaill 4lan aaey JalSIL 3 el il adlall axe cafiy Lea cigarall dia il

Coefficients?®

Unstandardized Coefficients

Standardized
Coefficients

|_Model B Std. Error Beta t Sig.
1 (Constant) -18.494 11.644 -1.588 .136
politicalStability 555 434 .334 1.278 224

a. Dependent Vva

riable: GDPGrowth
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Variables Entered/Removed®

Variables Variables
Model Entered Removed Method

1 Government . Enter
Effectiveness
a

a. All requested variables entered.
b. Dependent VVariable: GDPGrowth

Model Summary

Adjusted R Std. Error of
Model R R Square Square the Estimate
1 .290° .084 014 9.7844

a. Predictors: (Constant), GovernmentEffectiveness
b A Ayl dealie i dseSall Adladlly (laY) Sleal) 3ol o ol Jalaa jelay

53 gmpall ALYy (5oLaBY] paill Aalal) Al o s Laa 33k Lgiadys die olil] ppicial)

codyiay 2l 138 i 5 g Al A il yariag Ay

ANOVAP
Sum of
Model Squares df Mean Square F Sig.
1 Regression 114.663 1 114.663 1.198 .2942
Residual 1244553 13 95.735
Total 1359.216 14

a. Predictors: (Constant), GovernmentEffectiveness
b. Dependent Variable: GDPGrowth

138 .0.05 bl ANV aa e ST Aad cplall Jidad Jsoa A sl Dyginall (5ime Ja
Yiea) zsaill Lysina ate Ly ey Las cotall i Joib Gmpiy dapal) aall G il & lisy)
e IERL Y
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Coefficients®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 7.405 10.687 693 501
GovernmentEffectiveness -438 401 -290 -1.094 294

a. Dependent Variable:

GDPGrowth

S o e o lae (0.05 e ST Al e @ Ly lasal) Jalaad dajal dygieal) el
Alan ) Lalil (e Lyginad) ogane Ll any cala@) paill 3 daSal) Alladll 22 Jiindl)

s baBY) gall) b gAY Bl aay i ;WG

Variables Entered/Removed®

Model

Variables
Entered

Variables
Removed

Method

1

Ruleoflaw?

Enter

a. All requested variables entered.
b. Dependent VVariable: GDPGrowth

Model

Summary

Adjusted R

Std. Error of
the Estimate

|_Model R R Square Square
1 .051°2 .003 -.074

10.2117

a. Predictors: (Constant), Ruleoflaw

AL Aleng sl salis 2 A ppnsdill 5,380 Ciaca e daaill Jabead G jdioed) desll (i€

A’_QISM?:\AAEUQM\ ) s );aﬁ&g;sjaﬂuucdw‘éﬁﬂﬁ e waebﬂ\}[b
cosmall ) aall il saladl el il

ANOVAP

Sum of
| _Model Squares df Mean Square F Sig.
1 Regression 3.604 1 3.604 .035 .8552
Residual 1355.612 13 104.278
Total 1359.216 14

a. Predictors: (Constant), Ruleoflaw
b. Dependent Variable: GDPGrowth
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Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Mode| B Std. Error Beta t Sig.
1 (Constant) -1.500 13.491 =111 913
Ruleoflaw -.085 459 -.051 -.186 .855

a. Dependent Variable: GDPGrowth
Oo S Ay @ Hlaaly palad) Lygieal) sgise jeh G Aagill o3 clabed) Jpan il
LY el Clyine & sl sals e G2l Y] dysina pany adan e <0.05

By galll B Lol dadlSa aay S : lay)

Variables Entered/Removed®

Variables Variables
Model Entered Removed Method
1 Controlofcorru Enter
ption?@

a. All requested variables entered.
b. Dependent VVariable: GDPGrowth

Model Summary

Adjusted R Std. Error of
Model R R Square Square the Estimate
1 4152 172 .108 9.3052

a. Predictors: (Constant), Controlofcorruption
Lol v agle 3ylanlly slusil) An8l<0 35eal Appnil) 5080 5 lals Laleasl apantl) Jalaa (S
DY) 138 e et g0 (gala®Y) gaill sl (e ABalal) dpnall @y Las cJaadia S0
. Buall
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ANOVAP
Sum of
|_Model Squares df Mean Square F Sig.
1 Regression 233.577 1 233.577 2.698 1242
Residual 1125.639 13 86.588
Total 1359.216 14

a. Predictors: (Constant), Controlofcorruption
b. Dependent Variable: GDPGrowth

Cafiy Lan €0.05 Gaulil) el (e G ST Csmnall Ayginall (s5ine o i) alas Jsan ekl
Do 3y i ) dgerall Apn il Jpl Ml GUESH = 3gail) dygine ade Apuldll Aalll (e

, "“J .
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 9.811 8.722 1125 281
Controlofcorruption -.809 492 -415 -1.642 124

a. Dependent Variable: GDPGrowth
Lae (0.05 oo L) Loliaa) 4y e ded (L) ) dabeey Lalil) dysinad) (gsine dad Cilans
Alany) dyginall ) jEay ol gaill 8 Il gy)aY) oludll 20 syl 51 s

s baBy) gall) b Aplsally Cigual) 2y i 1 Ll

Variables Entered/Removed®

_Model

Variables
Entered

Variables
Removed

Method

Voiceand
Accountability
a

Enter

a. All requested variables entered.
b. Dependent VVariable: GDPGrowth

Model Summary

Adjusted R Std. Error of
Model R R Square Square the Estimate
1 4292 .184 122 9.2343

a. Predictors: (Constant), VoiceandAccountability
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ANOVAP
Sum of
Model Squares df Mean Square F Sig.
1 Regression 250.667 1 250.667 2.940 1102
Residual 1108.549 13 85.273
Total 1359.216 14

a. Predictors: (Constant), VoiceandAccountability
b. Dependent Variable: GDPGrowth

L bl ally 63y Ailiay 0.05 Aajal) Gadll (35 Tan laiiye anY) dyginad) (sina ela
salaie) Dlhays Lilaa) Jpwd) JJadl) 23 gail) Ladlim adey adaty Lo cdsadall Lo il o 58

. " r ..-S\ L;
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) -61.238 33.493 -1.828 091
VoiceandAccountability 2430 1417 429 1.715 110

a. Dependent Variable: GDPGrowth
ST Ayl sgie ela Cum ¢ BV Lgine pae Ll laadV) Jabead Gl ol el xS
L el b Jiie JSGy 2l 13g] Lilaa) Jl 5 a5m ade (e Las <0.05 (e

5By gall) b dpadiiil) Bagall any i ¢ Ludla

Variables Entered/Removed®

Variables Variables
Model Entered Removed Method
1 Regulatory . Enter
Quality?

a. All requested variables entered.
b. Dependent Variable: GDPGrowth
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Model Summary
Adjusted R Std. Error of
Model R R Square Square the Estimate
1 .0432 .002 -.075 10.2159

a. Predictors: (Constant), RegulatoryQuality

Ay Aadlise 2385 JlacY) L Al il iy lagyiill 539 o sl Jales riasy
Ayt ) e Jiees WIAT xie byl Al S LY i o o Al g aldie

cdalall
ANOVAP
Sum of
Model Squares df Mean Square F Sig.
1 Regression 2.464 1 2.464 .024 .8802
Residual 1356.752 13 104.366
Total 1359.216 14

a. Predictors: (Constant), RegulatoryQuality
b. Dependent Variable: GDPGrowth

I Lilas) 35 Lo 585 ¢0.05 e e dad Jsaall 138 8 Lygundl) Lysinal) (g5iase dad il
Sl oy alla sy e e ail dleas zisall o aSal) Il cigesed) Azl Jod

cJSal) yaaial)
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
(Constant) -6.288 15.379 -409 .689
RegulatoryQuality 077 499 .043 154 .880

a. Dependent Variable: GDPGrowth

o e Ly s Lea (005 (e ST) Ay e dad < LAY d8lall dyginall o el
rina ey Wlian) Ja e oL@Vl saill 8 Lpadatill 53sall 22 50l g2yl Y
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Variables Entered/Removed

Variables Variables
Model Entered Removed Method
1 Regulatory . Enter
Quality,
Voiceand

Accountability,
Controlofcorru
ption, political
Stability,
Government
Effectiveness,
Ruleoflaw?®

a. All requested variables entered.

Model Summary

Adjusted R Std. Error of
Model R R Square Square the Estimate
1 9572 916 .852 3.7880

a. Predictors: (Constant), RegulatoryQuality,
VoiceandAccountability, Controlofcorruption, politicalStability,
GovernmentEffectiveness, Ruleoflaw

aal Jalae ded L an 5308 Lo st 838 Gipan 1aad i) Z3lall e Lla (Sl e
Alle Ay 5y Gl ol dadine Ziadl 2l of cafly 5l e LV 13 . Janad) aaail Jaless
Jas

gbady) sl L Jalall ileally cllilly clsall e 58SVl alie V) Al s Gl
Caiall 3 gaill A8l Ayl 358 25 Laa (2024-2010) 5l DA (g5l
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ANOVA®
Sum of
Model Squares df Mean Square F Sig.
1 Regression 1244 427 6 207.404 14.455 0012
Residual 114.789 8 14.349
Total 1359.216 14

a. Predictors: (Constant), RegulatoryQuality, VoiceandAccountability,
Controlofcorruption, politicalStability, GovernmentEffectiveness, Ruleoflaw

b. Dependent Variable: GDPGrowth
A1 A dlea ) By ginall (s5inne dad Cela Cum clanla Yout aaiall z3sall bl Jidas Jsam el
il ity dpadall dpmyill (b cdagill oda e 2Ly (ke Alag) 0.05 dajall gl (pe
1850 cdillaal) Zualill Ladlally 4ol 4ilany) dyginall dia 20wiall z3saill ziay Laa Al

clulid) delay 5l e Al 43,38

Coefficients?
Standardized
Unstandardized Coefficients | Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) -60.811 34.949 -1.740 120
politicalStability -132 389 -079 -.339 743
GovernmentEffectiveness -.964 512 -639 -1.882 097
Ruleoflaw 886 1.664 534 532 609
Controlofcorruption -2.807 1.087 -1.439 -2.583 032
VoiceandAccountability 1.803 2.259 319 798 448
RegulatoryQuality 2.145 553 1.190 3.879 .005

a. Dependent Variable: GDPGrowth
Cilsinay & HLER) o el cansall 73 saill Jals Al sle S AS i) alleal) (and die
Apo Sl Alladly ¢ oasband) JIELYT Ciine 58 Cum AN b 1l Ll 4885l 4y siadl)

Laiy gabaY ) sall) e ads A (gsinas pdilies (gl 0 3 alalS dpadanll 5250l
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