The current issue and full text archive of this journal is available on Emerald Insight at:
www.emeraldinsight.com/1463-5771.htm

Assessing the impact of
organizational culture on
achieving business excellence
with a moderating role of ICT
An SEM approach

Rassel Kassem
Abu Dhabi School of Management, Abu Dhabi, United Avab Emurates
Mian Ajmal
College of Business, Abu Dhabi University, Al Ain, United Arab Emirates

Angappa Gunasekaran
School of Business and Public Administration,
Califormia State University, Bakersfield, Califormia, USA, and

Petri Helo
Department of Industrial Management, University of Vaasa, Vaasa, Finland

Abstract

Purpose — The purpose of this paper is to discover the impact of different dimensions of organizational
culture (mission culture, adaptability culture, involvement culture and consistency culture) on business
excellence results criteria (customer results, people results, society results and business results) in the United
Arab Emirates (UAE) and explore the moderating role of information and communication technology (ICT)
use in both service and manufacturing industries.

Design/methodology/approach — Data were collected by questionnaire from 448 managers in nine
companies that have won the Sheikh Khalifa Excellence Award in the last three years. Structural equation
modeling was used to examine the data.

Findings — Organizational culture is significantly related to business excellence. However, these effects
varied for different business excellence criteria. Three organizational culture types had a significant positive
role in achieving excellent customer-related results. All four types of organizational culture had a positive role
in achieving excellent people-related results. Only two culture types had significant role in achieving excellent
society-related results. Business results were positively related to a balance between the four types of
organizational culture. ICT use moderated the relationship between organizational culture and results related
to customers, people and business, but not society.

Research limitations/implications — This study had some conceptual limitations. In particular, it
considered the organizational culture as four types in the research model, but without structuring the
indices under each type. It also had some methodological limitations. It was cross-sectional and used a
self-administered questionnaire, which means that no causal relationships can be implied, and there may have
been some bias in responding.

Originality/value — This is one of the first studies that investigate the relationship between organizational
culture and business excellence in UAE excellence award-winning companies.
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1. Introduction

Organizational culture has been a topic of interest to researchers for more than 60 years and is
still an active and interesting field of study. Researchers have continued to develop new
definitions and interpretations of organizational culture and to conceptualize it in different
ways, from a key part of the social fabric (Pettigrew, 1979), to the collective programming of the
mind (Hofstede, 2004), or a pattern of norms, values, beliefs, assumptions and attitudes that
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influences behavior within an organization (Chin-Loy and Mujtaba, 2007; Schein, 2010).
Organizational culture studies have recently focused on the effect of culture on organizational
performance, and using questionnaires as a quantitative tool to assess organizational culture
(Denison et al, 2014). The majority of researchers have found that organizational
culture has a direct effect on performance (Sackmann, 2011). However, the relationship
between organizational culture and business excellence, and how to achieve outstanding
performance, is still ambiguous. Bolboli and Reiche (2013) admitted that it is still unclear how
companies should manage organizational culture when applying business excellence models.

The idea of business excellence first appeared 30 years ago, as a new approach to help
organizations to deal with the challenge of implementing total quality management (TQM)
(Adebanjo, 2001). Business excellence was conceptualized through models developed by
several different bodies around the globe, and then adopted by companies to improve
performance and achieve business success (Enquist ef al, 2015; Ringrose, 2013). The
implementation of business excellence models enabled companies to achieve success factors
determined by organizational context (Najeh and Kara-Zaitri, 2007; Salaheldin, 2009).
Success factors and fundamental concepts of excellence mainly focus on areas related to
customers, employees, society and business performance (EFQM, 2013).

Although the culture—performance link has been widely studied (Ashkanasy et al., 2011,
Denison et al, 2014), there is very little research on the relationship between organizational
culture and business excellence. It is still not clear how corporations should manage
organizational culture when applying business excellence models (Bolboli and Reiche, 2013),
as lack of consideration of organizational culture is one of the major reasons why
improvement projects fail within companies trying to implement business excellence models
(Austin and Ciaassen, 2008). The gap in studying the organizational culture—business
excellence link is more significant in the UAE and Middle East, because organizational
culture research in Arab countries is rare (Klein ef al, 2009). There are also very few studies
of companies and organizations that have achieved excellent performance, demonstrated by
winning excellence awards (Ahrens, 2013; McAdam et al, 2013). The relationship between
organizational culture and business excellence is also a relatively new area for research
(Gogheri et al., 2013).

The focus in the UAE is to deliver excellent services and improve efficiency (Kassem
et al, 2017). This intention has been translated into dedicated strategic objectives on
excellence in service delivery in the Abu Dhabi Plan 2020 (Abu Dhabi Plan, 2016), and has
resulted in the establishment of quality and business excellence awards such as the Sheikh
Khalifa Excellence Award (SKEA), the Mohamad Bin Rashid Government Excellence
Award and the Abu Dhabi Award for Excellence in Government Performance, designed to
improve performance and competiveness in companies or government organizations. The
UAE government prides itself on being a regional leader in using information and
communication technology (ICT) and investing in building modern and advanced
technological infrastructure. Government encouragement of ICT use is shown in various
projects such as the e-government project, smart services initiatives, and strategic projects
in the Abu Dhabi Plan 2020 to optimize and facilitate ICT enablers (Abu Dhabi Plan, 2016).
One recent study ranked UAE first worldwide on the importance of ICT for achieving the
government’s vision (Baller et al,, 2016), and the country is ranked 32 of 167 countries in the
2014 ICT Development Index (International Telecommunication Union, 2015).

The purpose of this study is to contribute to filling the gap in the literature and support
efforts in the UAE to improve business excellence, as well as exploring the role of ICT
utilization in the organizational culture and business excellence context. This will be done
by examining the influence of organizational culture on business excellence in general, then
looking at the effect of each organizational culture type (mission, adaptability, involvement
and consistency) on each business excellence area (customers, people, society and business),



and examining the moderating role of ICT use on these relationships. In addition, this study
will compare the culture-excellence link between service and manufacturing industries.

This study will therefore extend the previous research in several ways. First, it will frame
the relationship between organizational culture and business excellence and examine it in
the Middle Eastern context. Second, it is the first known study that attempts to comprehend
and describe the association between organizational culture type and business excellence
results criteria, considering the moderating effect of ICT use. Third, this study contributes
to business excellence from an organizational culture perspective by examining the
relationship between four types of organizational culture and four business excellence
criteria. Fourth, it tests the moderation effect of ICT use on this relationship. Finally, it helps
to better understand how the relationship between organizational cultures on business
excellence differs in service and manufacturing industries.

2. Literature review

2.1 Organizational culture

The significance of organizational culture was recognized for the first time at the beginning
of the second half of the twentieth century. In industrial firms, organizational culture was
used to explain the low productivity environment and why rules and procedures failed to
improve unhealthy relationships between supervisors and subordinates (Jaques, 1951).
Around 30 years later, another new concept of organizational culture was introduced: the
idea of culture as the social fabric of the organization, contributing to the collective process
of establishing a unique organizational character (Pettigrew, 1979). Since then, a number of
other definitions have been suggested, for example, considering organizational culture as a
factor that differentiates between organizations on the basis of employee mindset, or
“The collective programming of the mind which distinguishes the members of one
organization from another” (Hofstede, 2004). Other researchers focused on the long-term
beliefs characterizing groups and companies (Cameron and Quinn, 2005). Perhaps the most
common definition is of organizational culture as a pattern of norms, values, beliefs,
assumptions and attitudes that influences behavior within an organization (Chin-Loy and
Mujtaba, 2007; Schein, 2010).

The literature also conceptualized organizational culture in different ways. Some
researchers suggested that culture can be seen as a series of levels. Schein (2010), for
example, identified three levels of organizational culture: symbols and artifacts, espoused
values and the underlying assumptions. Culture can also be conceptualized by the unit of
analysis. When a group of individuals with a shared objective work together, they will
create a unique culture. Based on the level of analysis, different terms are used to articulate
the phenomena emerging from these relationships. For example, if it occurs at the country or
state level, we call it “national culture”; at an ethnic level, it is “ethnic culture”; and if the
focus of study is the company, it is “organizational culture.” Here, culture is a tool created
and used by a group of people to help them to survive and achieve their agreed objectives
(Ostroff et al, 2003).

Culture can also be categorized on the professional level, where each profession creates
certain behaviors that are demonstrated by those who practice it (Burke et al, 2016).
Occupational culture can be identified as a level above organizational but below national
culture; some occupations, however, may create cultures that include elements from
organizational and national levels, such as the culture of management (Hofstede et al, 2010).
Organizational culture can be categorized into integration, differentiation and fragmentation
perspectives as well. The integration perspective suggests that individual employees will
agree about some elements of the organization’s culture and will usually describe it
similarly, at least to some extent (Martin, 2002).
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It is also possible to operationalize organizational culture in a number of ways, for
example, holistically, metaphorically and quantitatively (Cameron and Quinn, 2005).
Researchers use a holistic approach to gain a rich understanding of culture by contributing
and noticing, almost attempting to become “native” to the company, as this gives them the
opportunity for deeper understanding and the ability to describe the culture more
accurately. Researchers using the metaphorical or language approaches apply techniques to
identify cultural patterns in documents, conversations and other forms of language
(Cameron and Quinn, 2005). This is relatively straightforward, but the quantitative
approach remains easier to implement and provides faster results.

There are many different models used to assess organizational culture. Perhaps the most
popular are the Denison Model (Denison and Mishra, 1995) and the Competing Values
Framework (Cameron and Quinn, 2005). The Denison model is different from other
organizational culture models. Most models are based on the culture effectiveness theory, but
the primary theoretical framework of Denison Model is based on the field theory (Denison,
1984). The field theory (Lewin, 1997) has been used to describe different behaviors at the
organizational level, but is also applicable to groups and individuals (Burnes and Cooke, 2013).

The Denison model is built on four characteristics that help companies improve their
performance. These are adaptability, mission, involvement and consistency (Denison and
Mishra, 1995). The work to construct this model used both quantitative and qualitative
methods, and the results showed that overall, the top achieving organizations found ways to
empower and involve their employees, enable harmonized activities and endorse consistent
behaviors that showed commitment to the main organizational values. These organizations
also had the ability to respond to changes in the business environment, providing a clear
vision and future direction for employees (Denison, 1984; Denison and Mishra, 1995;
Fey and Denison, 2003).

The characteristics of the Denison model are ordered into a structure that is aligned with
modern theories of the dynamic tensions that exist as part of organizational effectiveness.
These are grouped primarily by internal or external focus, and also by flexibility or stability.
By considering the four model traits, we can categorize involvement and adaptability
cultures as focused on flexibility, and mission and consistency cultures as tending towards
stability (Denison and Mishra, 1995). The roots of the Denison model are similar to those of
the competing values framework. There are, however, clear differences, such as the use of a
profiling approach in making a cultural assessment for the Denison model. The Denison
model also suggests that the best performing organizations are those that show complete or
balanced profile, or high levels of all four cultural traits (Gillespie et al, 2008).

Mission culture. A company with a mission culture has a robust sense of organizational
direction and sets clear vision and goals. A mission culture covers establishing strategic
direction and intent, and setting strategic objectives, goals and a vision for the organization.
Companies that score highly for a mission culture will be able to handle their external
environment by achieving stability (Denison et al.,, 2014; Fey and Denison, 2003). The social
contribution of the company and its external focus are obvious and clearly-stated, and good
performance is determined by the ability to encourage employees and company to focus on
goals (Denison et al, 2014). Fey and Denison (2003) concluded that the mission culture
consists of the following three indices:

(1) Strategic direction — the company has a robust mission that helps to set individuals’
work in context. The mission is accompanied by a long-term vision and explained
clearly to all the employees. The company develops a strategy to execute and
cascade its future objectives.

(2) Goals and objectives — the leaders of the organization agree on a set of goals directly
linked to its mission and purpose. These organizational goals are challenging yet



achievable and there is a mechanism to measure progress toward those goals on an
ongoing basis.

(3) Vision — the leaders of the company and other employees are agreed on their view of the
future and use short-term activities to achieve the desired results without compromising
any of them. The company’s vision is able to enthuse and inspire employees.

Adaptability culture. An adaptability culture requires creating change, focusing on customers
and organizational learning. Companies scoring high for adaptability will be able to perceive
and react to the environment and their clients, and restructure their behaviors and processes
to allow adaptation (Fey and Denison, 2003). The company will be able to perceive and use
signs from the external environment, mainly from customers and competitors, to modify
internal behaviors and permit more improvement and growth. The company will also react to
the needs of its employees, because they are considered “internal customers” across all levels
and sections, roles and responsibilities (Denison et al, 2014). Fey and Denison (2003) concluded
that the adaptability culture covers the following three indices:

(1) Creating change — the company is able to analyze the industry environment
carefully and effectively, and take fast actions to deal with its findings. It
demonstrates a clear ability to forecast future scenarios.

(2) Customer focus — the company takes care of its customers and listens to them.
Customer observations and feedback are taken seriously and used to make changes
within the company, and employees show a clear understanding of customer
expectations and requirements.

(3) Organizational learning — the company inspires innovation and supports initiatives
to acquire organizational knowledge. It recognizes employees who take risks and try
to be creative, and considers failures and faults as an opportunity for improvement.

Involvement culture. The companies with high scores for an involvement culture usually
encourage employees to be more involved in their work and with their colleagues. They give
them more responsibility and encourage a sense of ownership. Employees in these organizations
act informally and do more work on a voluntary basis, and there is very little bureaucracy.
Employee commitment to the organization is high, coming from the strong feeling of ownership.
Companies with an involvement culture believe that decision-making is a collective process and
should be carried out in participation with employees, to increase the wisdom and accuracy of
decisions and ease implementation (Denison et al, 2014; Fey and Denison, 2003). Fey and
Denison (2003) concluded that an involvement culture shows three indices:

(1) Empowerment — when employees have the power to handle their own duties, they do
so by being initiators and showing a high level of ability. This generates feelings of
possession and obligation toward the company.

(2) Team orientation —employees feel jointly accountable with their colleagues for work
that needs group cooperation. Team working is the preferred way of operating in
companies with an involvement culture.

(3) Capability building — companies invest in developing the skills of employees, with a
focus on skills gaps. The aim is to improve the work output and enable employees to
achieve their objectives.

Consistency culture. This attribute is frequently observed in companies with solid cultures.
These companies show constancy, in that employees usually agree with one another. The
consistency attribute includes values, agreement, coordination, and integration, and
employees who work within a consistency culture are usually very committed and have
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clear instructions on how to work, with strong roles and guidance and a clear code of
conduct. When organizations build a consistency culture they tend to have high levels of
internal promotions (Denison et al, 2014).

The control within these organizations is implicit and based on employee commitment
because of common values. When employees meet unfamiliar conditions, they respond in
predictable ways. Organizations that score high for the consistency attribute usually have
an internal focus, and provide stability for their workforce (Fey and Denison, 2003). Fey and
Denison (2003) concluded that an involvement culture consists of the following three indices:

(1) Coordination and integration — the different business units inside the organization
are able to work together effectively to achieve the agreed organizational objectives.
Cross-sectional projects are familiar and easy to implement.

(2) Agreement — the company is capable of developing consensus on crucial subjects,
including when there is a conflict or disagreement. Employees can deal with these
conflicts in a professional manner.

(3) Core values — employees agree on certain values, which establishes an
organizational identity, and shapes a distinctive management style articulated by
leaders who do what they say.

2.2 Organizational excellence
The concept of business excellence first emerged in the 1980s, based on TQM principles.

Some researchers have argued that management theory served as the theoretical foundation
for business excellence (Lu et al, 2011; Gémez et al., 2015). However, the most common
definition of business excellence describes excellent organizations as those that attain and
keep exceptional levels of performance that meet or go beyond the expectations of different
groups of stakeholders (EFQM, 2013).

Alongside the rise of business excellence, models have been developed to operationalize
this concept and provide a structured implementation process that can be used by different
organizations (Ringrose, 2013). These business excellence models were established by
different bodies that have also helped companies with implementation and developed
excellence awards programs to celebrate their accomplishments (Ringrose, 2013).
Companies that have adopted business excellence models have usually done so by using
initiatives, tools, and techniques to achieve the desired results (Adebanjo, 2001).

The most common business excellence models are the EFQM model in Europe and the
Malcolm Baldrige model in the United Sates (Samuelsson and Nilsson, 2002). More than
59 percent of business excellence models around the world, and 80 percent in Europe, are
based on the EFQM Excellence Model (Boulter ef al, 2005). Several studies have found that
the EFQM model is more universally applicable, and can be implemented in companies
regardless of size or industry. The EFQM model focuses on results and may therefore be
more appealing in for-profit organizations (Enquist et al, 2015). Companies that have
successfully implemented the EFQM model have been shown to perform better over both
short and long time periods (Boulter et al, 2005). This research, carried out in Europe over
eleven years, compared award-winning organizations with companies of similar sizes from
the same business segment. The results showed that award winners leveraged higher rises
in share price, and had improved cost savings, sales growth and revenues.

The EFQM Model uses nine criteria covering enablers and results. The enabler criteria
include what an organization does and how it does it, and the results criteria include what it
achieves (EFQM, 2013). The five enablers are:

(1) Leadership, which focuses on how leaders develop and deliver the future of the
company. It includes being a role model of morals and principles, and stimulating



trust, setting out that leaders should be flexible enough to enable the continued
success of their organizations.

(2) Strategy articulates how the company implements its vision and mission statements,
and how it involves stakeholders when developing strategy. The company should
demonstrate the use of proper policies, processes and goals to achieve its strategy.

(3) People explain that companies should be able to build a suitable organizational
culture that facilitates the achievement of company and personal objectives.
Companies should grow the competences of employees and endorse justice
and fairness. To build commitment, they should take care of, recognize and
motivate people.

(4) Partnerships and resources describe how companies should handle their ecological
and social impact effectively, and ensure process effectiveness.

(5) Processes, products and services explain that outstanding companies plan,
manage and develop their processes to add value for clients and other stakeholders
(EFQM, 2013).

The four results criteria of the EFQM model are customer results, people results, society
results and business results.

Customer results. Excellent organizations achieve and maintain exceptional results that
meet or go beyond customers’ needs and expectations (EFQM, 2013). If companies want to
achieve excellent customer results, they need to have positive results in two main areas. The
first is related to customer perceptions, and is often referred to as customer satisfaction. The
second is customer results criterion which includes setting internal performance indicators
and measures. Companies should monitor those to be able to predict their influence on
customer satisfaction and to assess the implementation process for customer-related
strategies (Goémez et al, 2011; Saunders et al., 2008).

People results. Excellent organizations achieve and maintain exceptional results that
meet or go beyond their employees’ needs and expectations (EFQM, 2013). If companies
want to achieve excellent employee results, they need to have positive results in two main
areas. The first is related to employee perceptions and is usually referred to as employee
satisfaction. Like customer results, employee results require internal performance indicators
and measures, which must be monitored to assess their influence on employee satisfaction
and examine the implementation of employeerelated strategies (Gémez et al, 2011;
Saunders et al., 2008).

Society results. This area focuses on contribution to society in general and corporate
social responsibility (CSR) in particular. These have become important issues in many
countries. CSR is usually used to determine the effects of the company’s business activities
on society, and to highlight its environmental and social contributions. CSR tends to
concentrate on the company’s efforts to achieve environmental, economic and social
sustainability (Jenkins, 2009). As a definition, CSR is the company’s commitment to
contribute to sustainable economic growth through establishing ways of working with
public communities, ultimately to improve the quality of life (Jamali, 2006).

Excellent organizations achieve and maintain exceptional results that meet or go beyond
the expectations of stakeholders within society. Society results tend to be measured by the
perception of external stakeholders, and internal performance indicators and measures,
which can be used to examine the process of implementing CSR strategies (Goémez et al.,
2011; Saunders et al., 2008).

Business results. The traditional approach to measure organizational performance is
based on a mixture of criteria such as the profitability of the company, quality of products
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and services, and efficiency and effectiveness (Rolstadas, 1998; Sink and Tuttle, 1989). A
mix of performance attributes may provide a more holistic view of the organization, and
may be measured at company, core process, or departmental level (Tangen, 2003).

Business results are divided into financial and non-financial results. Organizations should
consider both in different situations, depending on the nature of their business and their
structure. At strategic level, measures should cover core process outcomes, such as service or
product volume, achievement against company budget and perceptions of the main
stakeholders. At operational level, indicators should include financial elements such as costs of
initiatives and projects, and performance of vendors and partners (EFQM, 2013; Jafari, 2013).

Measuring business excellence. Traditionally, companies evaluated their performance
using quantifiable measures such as return on investment, net profit and turnover. In the last
few decades, however, there has been a growing understanding that companies should also
consider quality-related characteristics to set business goals and measure performance Saleh
and Watson (2017). TQM and later, business excellence therefore emerged as strategies for
improving performance (Zairi and Alsughayir, 2011). Because business excellence is based on
TQM principles, companies often use business excellence schemes to improve performance.
More than 80 countries around the world have established business excellence or quality
awards (Grigg and Mann, 2008). Business excellence models include an assessment
mechanism that may be used internally as a self-assessment exercise, or externally, mainly by
participating in quality and business excellence awards (Ahrens, 2013; Sharifi ef al, 2015).

The EFQM model provides different tools for self-assessment such as a questionnaire that
asks employees to score their companies against a number of statements from the EFQM
model. There are various versions available, and this tool gives the opportunity to collect
opinions from a large number of employees (EFQM, 2013; Hides et al, 2004; Samuelsson and
Nilsson, 2002; Tari, 2006; Tari and Juana-Espinosa, 2007; Wiele and Brown, 1999).

Business excellence in the UAE. In the UAE, the EFQM model is the dominant model for
business excellence, and almost all excellence awards are based fully or partially on this
model (Nambiar, 2012), The SKEA was the first award established in Abu Dhabi Emirate, in
1999, and was heavily influenced by the EFQM model (Nambiar, 2012). The award aims to
integrate worldwide business standards and best practices in the Abu Dhabi business
sector (SKEA, 2008). The SKEA’s objective was to create a favorable climate for competitive
and sustainable businesses by recognizing organizations that demonstrate improved
performance and sustained competitiveness based on the business excellence model. By
adopting the EFQM model of excellence, the SKEA is able to recognize companies in
different businesses and sectors, including manufacturing, services, trade, construction,
finance, tourism, professional services and health (Lasrado and Uzbeck, 2017). A robust
assessment approach is used to identify strengths and areas for improvement among
applicants, and to award scores that reflect progress in implementing excellence
performance criteria. The score is used to determine the winning companies in three main
categories: diamond, gold and silver.

2.3 Information and communication technology (ICT)

ICT is a significant source of economic value and important tool in the competitive
international economic structure. Understanding ICT and acquiring the fundamental skills
required to use it effectively have been crucial causes in growth and evolution (ICEL, 2001).
ICT can be defined as the collection of primarily digital technologies designed to gather,
organize, store, process and link information within and external to an organization (Ritchie
and Brindley, 2005). Other researchers consider ICT as a technological tool that can be used
by almost all countries regardless of size, population, or level of economic development
(Apulu and Latham, 2011).



To identify suitable ICT tools, it is important to look at ICT as a concept that covers all
technical activities used to progress information and to communicate it properly. This
concept can be articulated by considering ICT as the sum of the technologies used in
telecommunications and in information management. ICT tools therefore include mobile
phones, computers, internet, e-commerce packages and e-mail (Nyandoro, 2016). ICT tools
are grouped into categories based on communication time. Synchronous tools provide
immediate communication in real time between different parties in different places. These
include video conferencing and some social media applications. Asynchronous tools, such as
e-mail, enable communication between parties in multiple locations but at different times.
Some ICT tools help management to facilitate work and manage projects. These include
data management tools, presentation tools and spreadsheets (Drigas ef al, 2011).

ICT in the UAE. The UAE has very modern technological infrastructure that can
compete with most developed countries in the world. This has led to high levels of use of
ICT tools in the last few years. The International Communication Union highlighted the use
of ICT tools in the UAE in its report “Measuring the Information Society,” which showed
that 90.4 percent of individuals used the internet in 2014, compared to only 68.0 percent in
2010. This percentage is very high, even compared with developed countries such as the
USA (87.4 percent) and UK (91.6 percent) (International Telecommunication Union, 2015).
The UAE also has a very high number of active mobile broadband subscriptions per 100
population, 114 in 2014 compared with 13.4 in 2010, and 96.9 in the USA and 98.7 in the UK.

3. Research questions and development of research hypotheses

The objective of this research is to investigate the influence of organizational culture on
business excellence in the UAE. Organizational culture is considered a four-dimensional
concept, across involvement, consistency, adaptability and mission. Business excellence is
also considered to have four dimensions (customer results, people results, society results
and business results).

This study also seeks to examine the moderating role of the use of ICT on the
relationship between the various components of organizational culture and business
excellence. And compare the culture-excellence link between service and manufacturing
industries. The following questions were therefore constructed:

RQI. What are the relationships between the various dimensions and components of
organizational culture and business excellence?

RQ2. What is the moderating role of ICT on the relationships between the dimensions of
organizational culture and of organizational excellence?

RQ3. Does the relationship between organizational culture and business excellence vary
in service and manufacturing?

3.1 Orgamizational culture and business excellence
The role of organizational culture in achieving business excellence requires more research,
and empirical studies should take into consideration that business excellence should be
reviewed from a systems perspective (Gogheri et al,, 2013). Some research has suggested
that particular attributes of organizational culture can support successful implementation
of business excellence models (Kujala and Lillrank, 2004; Metri, 2005). Companies with
a robust culture, for example, are more likely to be successful, especially when the
dominant culture type is aligned with the company’s values and beliefs (Polychroniou and
Trivellas, 2018).

Austin and Ciaassen (2008) asserted that companies should identify the cultural changes
needed to achieve business excellence. Most companies identify improvement activities
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using business excellence criteria and develop implementation plans without considering
the organizational culture aspects. That may cause problems if the activities do not fit with
the existing organizational culture (Austin and Ciaassen, 2008). Employees may refuse to
accept business excellence measures if these measures do not suit the existing corporate
culture, particular the decision-making and action-planning roles (Bolboli and Reiche, 2014).

Although there have been many studies on organizational culture, there are few pieces of
empirical research that guide decision-makers in organizations on how to deal with
organizational culture when they start to implement business excellence models. Most of the
available information suggests that companies should try to develop a culture of excellence
and spread this among their employees (Morris, 1994).

The following hypothesis is therefore proposed:

HI. There is a significant relationship between organizational culture and
business excellence.

3.2 Orgamnizational culture and customer results

A number of studies have shown a relationship between achieving good customer results
and certain cultural attributes. Entrekin and Pearson (1996), for example, found that the
successful implementation of business excellence in areas like customer relationships
required companies to implement cultural changes. This relationship was further
demonstrated by Aydin and Ceylan (2011) who showed that organizational culture
has a positive and significant correlation with customer orientation. The existence of
different culture types as a balanced mix, described as a robust culture, was
found to have a positive impact on customer satisfaction in the marketing industry
(Conrad et al., 1997).

Many empirical studies have focused on one particular aspect of culture, the service
climate and how it relates to customer satisfaction (Schneider ef al, 1998). The literature
indicates a relationship between all four types of organizational culture and customer
satisfaction as a crucial element of excellent customer results. The following hypotheses
were therefore developed:

H2. A mission culture has a significant and positive relationship with customer results.
H3. An adaptability culture has a significant positive relationship with customer results.

H4. An involvement culture has a significant and positive relationship with
customer results.

Hb5. A consistency culture has a significant positive relationship with customer results.

Some organizational culture types are expected to have a stronger relationship with
customer satisfaction. For example, the external focus of the mission and adaptability types
means that they are expected to be more closely related to customer satisfaction than the
involvement and consistency cultures, which reflect an internal focus. The adaptability
culture is expected to have a stronger relationship with customer satisfaction than the
mission culture, because of its emphasis on customer focus and creating changes to satisfy
customer needs. The involvement culture’s focus on building employee capabilities and
skills to enable them to provide better services is expected to have a greater effect on
customer satisfaction than the consistency culture.
The following hypothesis was therefore developed:

H6. The relationships between culture types and customer results will vary. The
adaptability culture will have the strongest impact, followed by mission,
involvement and then consistency.



3.3 Organizational culture and people results

Impact of

A robust organizational culture leads to agreement and consistency in the organization. A organizational

weak culture will create an unhealthy environment, leading to employee dissatisfaction and
tension. Frustration and negative feeling is likely to spread among employees (Shamsudin
et al, 2010). Assessing the effect of culture on employee satisfaction is impeded by its
definition, since it is described as a system of common values and beliefs and shared
expectations between employees. This, by definition, will affect behavior, attitudes and
productivity (Moynihan and Pandey, 2007). Many studies have found a positive relationship
between organizational culture and employee satisfaction (Chan ef al, 2004; Moynihan and
Pandey, 2007; Rawashdeh ef al,, 2015). Organizational culture will also influence interactions
between employees and with those outside the organization (Aydin and Ceylan, 2011; Jones
and George, 2010). The following hypotheses were therefore developed:

H7 A mission culture has a significant and positive relationship with people results.

H8. An adaptability culture has a significant positive relationship with people results.
H9. An involvement culture has a significant positive relationship with people results.
HI10. A consistency culture has a significant positive relationship with people results.

Again, some culture types are expected to have a stronger relationship with employee
satisfaction. For example, the internal focus of the involvement and consistency types
means that they are expected to be more closely related to employee satisfaction than the
mission and adaptability cultures. The involvement culture is expected to have a stronger
relationship with employee satisfaction than the consistency culture, because of its
emphasis on empowering employees and equipping them with the skills they need to do
their jobs. The mission culture encourages companies to have a unified vision and
objectives, and that will be reflected by employees since they will be helping to achieve the
company’s strategic goals. This will create a sense of participation, which is expected to lead
to higher levels of satisfaction than the adaptability culture, which focuses more on
customer satisfaction. This idea is supported by previous studies. For example, Lund (2003)
found that clan and adhocracy cultures were positively related to job satisfaction, and
market and hierarchy cultures were negatively related. The following hypothesis was
therefore developed:

HI11. The relationships between culture types and people results will vary. The
involvement culture will have the strongest impact, followed by consistency,
mission and then adaptability.

3.4 Organizational culture and society vesults
The main dimension within society results as a business excellence criterion is the
company’s environmental impact, especially for manufacturing and large companies
(Westlund, 2001). The EFQM model can help to integrate quality and environmental
management systems in organizations (Tari and Molina-Azorin, 2010). The increasing
demands of different groups of stakeholders push companies to show more commitment to
different aspects that affect society and the environment. These aspects can broadly be
characterized as economic, social and environmental (Gechevski ef al, 2016). CSR is one of
the most significant elements in EFQM society results. The current conceptualization of
CSR is relatively new, becoming popular in the 1990s, but its roots and fundamental ideas
date from the industrial revolution (Snider et al, 2003).

There are different ways to define CSR, based on the purpose and area of concern.
The most common principles underpinning it are business sustainability, accountability
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and ethics, environmental responsibility, and company citizenship, and the most common
focus is the social and business environment (Bhattacharya and Sen, 2004). Blowfield
and Murray (2008) defined CSR as “the proposition that companies are responsible not only
for maximizing profits, but also for recognizing the needs of such stakeholders as
employees, customers, demographic groups and even the regions they serve.” Organizations
that implement effective CSR strategies and have a positive environmental influence are
in a better position to generate more profit, improve their image and guarantee their
future reputation (Tari and Molina-Azorin, 2010). The following hypotheses were
therefore developed:

HI12. A mission culture has a significant positive relationship with society results.

H13. An adaptability culture has a significant positive relationship with society results.
HI14. An involvement culture has a significant positive relationship with society results.
HI15. A consistency culture has a significant positive relationship with society results.

Again, some culture types are expected to have a stronger relationship with society results
and CSR activities. Because of the focus of the involvement culture on employees and its
linkage with company CSR components, and the learning aspect of the adaptability culture
and its focus on satisfying external stakeholder needs, these two culture types are expected
to be more closely related to society results than the mission and consistency cultures.
Setting the strategic direction of the company and assigning vision, mission and goals will
probably encourage most companies to include society-related initiatives in their plans,
especially in the UAE, in the light of governmental recommendations. The following
hypothesis was therefore developed:

HI6. The relationships of culture types with society results will vary. The mission
culture is expected to have the strongest impact, followed by involvement,
adaptability and then consistency.

3.5 Orgamizational culture and business results

The EFQM business results criterion focuses on achieving outstanding strategic and
operational performance results (EFQM, 2013). A popular hypothesis in the organizational
culture literature is that a robust culture leads to better performance; cultural strength
can be measured by the extent to which a culture exhibits the attributes of a single
cultural type (Deal and Kennedy, 1983). The culture—performance link is supported by a
review of a large number of related studies, which found that the majority support the idea
that culture has a direct effect on organizational performance (Ashkanasy et al, 2011).
Some of the more recent studies concluded that effects can be moderated and that
more studies are needed to understand the dynamic nature of this relationship in
different contexts (Ashkanasy et «l, 2011). Some researchers have argued that
although there are many studies on the culture-performance link, few have made a real
contribution because of a variety of reasons, including the challenge of analyzing culture
(Lee and Yu, 2004).

The level of cultural strength needed to ensure a company’s success is still under
discussion. Some authors support the idea that a robust culture leads to higher performance
(Barnes et al., 2006), and others support a contingency theory where the required level of
cultural strength is linked to the environment in which the company operates (Cameron and
Quinn, 2005). Kotter and Heskett (1992) stated that companies that have a robust culture,
emphasize their stakeholders and adjust to their environments will attain better levels of
performance. Culture is a critical success factor in successful implementation of TQM



(Shibani et al, 2012), and is crucial to organizational behavior and excellent performance
(Peters and Waterman, 2004). The following hypotheses were therefore developed:

HI17 A mission culture has a significant positive relationship with business results.
HI18. An adaptability culture has a significant positive relationship with business results.
H19. An involvement culture has a significant positive relationship with business results.
H20. A consistency culture has a significant positive relationship with business results.

There is a clear theme in the literature suggesting that a balanced organizational culture is
positively related to organizational performance. A balanced culture is shown by a robust
culture with a high score for each culture type (Conrad et al,, 1997; Zhang et al., 2008), so the
following hypothesis was proposed:

H21. A balanced organizational culture has a significant positive relationship with
business results.

3.6 ICT and organizational culture
The linkage between ICT and the components of organizational culture is well-discussed in
the literature. A study in the construction sector found that organizational culture was one
of the main success factors in using and adopting ICT in construction projects. This study
considered only the fragmentation and differentiation dimensions of organizational culture
because of the complexity of construction projects (Gajendran and Brewer, 2007).
Organizational culture type was found to have a positive impact on use of ICT. One
study in Spain, across 300 companies, found that all four organizational culture types
(market, adhocracy, clan and hierarchy) encouraged ICT use in knowledge management
practices, but that the significance of the relationship varied by culture types (Lopez-nicolas
and Merofio-cerdan, 2009).

3.7 ICT and business excellence

The literature shows that the use of ICT is positively associated with excellent results across
each of the EFQM business excellence results criteria. ICT use is particularly helpful in
improving customer satisfaction. A study on local government performance in Nigeria
concluded that by using ICT tools, governments can achieve several benefits that will lead
to better customer satisfaction (Teryima and Sunday, 2015). The relationship between ICT
and job satisfaction is also addressed in the literature. A study in the USA on the influence
of ICT on job satisfaction in the telework sector found a positive correlation between using
ICT tools and employee satisfaction (Webster-Trotman, 2010). Contribution to society and
creating a sustainable future is an aspect of achieving business excellence (EFQM, 2013).
Adopting ICT can helped organizations to manage and coordinate sustainability challenges
(Prattipati, 2010). The link between ICT and business performance is well-established. A
study from 2011 found that the use of ICT is appropriate for tourism businesses, and has a
positive effect on business outcomes (Pefia et al, 2011). The association between ICT use
and performance is not limited to any particular sector. A study of agricultural sector firms
in 2013 found that adopting ICT could largely solve the challenges associated with
information and communication with stakeholders and government (Prajanti et al, 2013).
The following hypotheses were therefore proposed:

H22. ICT moderates the relationships between organizational culture types and
customer results.

H23. ICT moderates the relationships between organizational culture types and
people results.
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Figure 1.
Research hypotheses

H24. ICT moderates the relationships between organizational culture types and
society results.

H25. ICT moderates the relationships between organizational culture and business results.

Figure 1 shows research model for the study and 20 of the research hypotheses, since the
remaining four compare the strengths of relationships between the four culture types and
each excellence criterion.

3.8 Industry comparison

Recent studies concluded different results on the relationship between organizational
culture and business excellence components in service and manufacturing sectors. Nikpour
(2017) found a positive relationship between organizational culture and performance in
education service sector where mission culture was the highest contributor among other
culture types. The mission culture also found to have the strongest relationship with
business excellence in oil and gas service sector, this study proved the culture-excellence
relationship (Kassem et al, 2016). On the other hand, a study covered number of Brazilian
and Danish manufacturing firms in 2015, concluded that culture profiles has positive
relationship with organizational performance especially in rational and group cultures
(Gambi et al, 2015). Also, a study covered 37 manufacturing firms in Indonesia found a
positive relationship between organizational culture and performance. However,
manufacturing strategy was found to have stronger effect on performance than culture
(Siagian et al, 2017). So, the following hypothesis was proposed:

H26. The relationship between organizational culture and business excellence vary in
manufacturing and service industries.
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4. Research design

The logical nature of this study required the use of a quantitative applied research
approach, because it focuses on analyzing and evaluating several variables, as well as
exploring their relationships. The quantitative approach allows comparisons between the
cultures of several organizations (Cameron and Quinn, 2005). The four organizational
culture types were the independent variables in this research. This approach enabled more
focus on each culture type, to generate detailed and insightful conclusions. The EFQM
organizational excellence results criteria were used as dependent variables.

4.1 Population and sample

The sample population is companies in the UAE who have demonstrated a high level of
organizational excellence. Since this research targets excellent companies, the study focused
on SKEA diamond and gold winners. It also targeted only winners from the last three cycles
to avoid uncertainty about the current state of the company, and whether it has maintained
its level of excellence. In total, this gave 31 organizations, and a convenience sampling
technique was used to select 9 as a sampling frame that included a balanced mix of service
and manufacturing companies, governmental and private organizations, and small and
larger organizations.

All the respondents were managers in the selected organizations, working across any
levels except top management. Managers were chosen because they can give informed
feedback about the business excellence criteria, being more exposed to the results within the
organization. Managers can also provide accurate information on the organizational culture,
because they have both managers and subordinates. They also probably have a clearer view
of cross-departmental communication within the company than more junior or senior staff.

4.2 Research instruments

A survey was used to collect data. The organizational culture questions were adapted from
the Denison Organizational Culture Survey (DOCS) survey, which contains questions covering
the four types of organizational culture, mission, adaptability, involvement and consistency
culture, with three attributes under each culture type (Denison et al, 2014; Denison and
Mishra, 1995). The survey uses a five-point Likert-type scale ranging from strongly disagree
to strongly agree. The organizational culture scale was modified to fit the UAE context, the
dimensions and attributes kept the same but less questions used to test each attribute.

The DOCS is one of the most widely-used instruments to measure the effectiveness of
organizations and its link to the existing organizational culture. The validity and reliability
of this scale has been tested several times and shows good results compared to nine other
culture assessment instruments (Denison et al., 2014).

The business excellence questions were adapted from the EFQM self-assessment
questionnaire, based on the EFQM model, and developed to measure the level of business
excellence within organizations (EFQM, 2013). The number of questions were kept the same,
however, few words was refined to align it with the UAE context. The tool’'s validity and
reliability has been tested by many researchers in different countries. For example, Karimi ef al
(2014) reported a value of 0.93 for Cronbach’s a coefficient, indicating a high level of reliability.

For questions on ICT use, responses were categorized into two groups (Yes/No) to assess
the use of a list of ICT tools in each company (emails, smart phones, video conferences,
e-services and mobile apps).

4.3 Pilot study
A pilot study was used to test the research instruments and look for possible improvements.
Before the pilot study, the questionnaire was assessed by two experienced academics.
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Table 1.
Measures of
central tendency

Based on their comments, some questions were rephrased and simplified to better match the
local environment and to avoid being very direct in some sensitive statements. These
improvements were designed to encourage employees to respond to the questionnaire and
ensure that responses were less likely to be biased.

Pilot testing was used to ensure that the research questions were clear and understandable
for respondents and to spot any issues with the flow of the questions. A drop-off approach
was used to distribute the questionnaires randomly to a sample that was smaller than planned
for the study, but comparable: a single company in the UAE that had won the gold SKEA.
Questionnaires were manually distributed to middle managers, including division and section
heads, in the targeted organization. A total sample size of 45 managers was identified and
29 responses were received, a response rate of 64.44 percent. An internal consistency test was
used to check the instrument’s reliability, and the results showed a high level of reliability,
with all values above the threshold value of 0.7 usually given for Cronbach’s a (Nunnally and
Bernstein, 1994). Collecting the data from the pilot study took more time than expected, mostly
because of the drop-off method used to distribute the questionnaire. Some of the managers
moved between sites or preferred an electronic version of the questionnaire, so an online
questionnaire was used for the main study.

4.4 Data collection

An online survey platform (SurveyMonkey) was used to share the questionnaire and collect
the data. Questions were translated from English to Arabic and then translated back again to
ensure accuracy. A separate collector was created for each target organization, to ensure that
it was possible to check the number of respondents from each company and to organize the
follow-up process effectively. The total number of respondents was 392 managers from nine
companies, a response rate of 61.16 percent overall, although this varied between companies.

5. Data analysis and results

The research model was created using exploratory factor analysis (EFA), and fit was
measured using confirmatory factor analysis (CFA). The validity and reliability of the scales
were tested. The hypotheses were tested by applying structural equation modeling (SEM)
and path analysis. The hypothesized moderation effects were tested by applying the
continuous interaction approach. Analyses used Microsoft Excel 2016, IBM SPSS Statistics
21 and IBM SPSS Amos 21.

5.1 Measures of central tendency

Table I shows the measures of central tendency related to each research construct. The
standard deviation of the data ranged from 0.62 for an adaptability culture to one for people
results. This indicates that the adaptability culture scores do not vary greatly, which may be
because excellent companies all tend to adapt similarly to the external environment.

MC AC IC CcC CR PR SR BR
Mean 299 3.80 340 3.75 3.82 3.35 291 3.75
Median 3.00 4.00 3.75 4.00 4.00 3.50 3.00 4.00
Mode 3.00 4.00 4.00 4.00 4.00 4.00 3.00 4.00
SD 0.98 0.62 1.00 0.93 0.75 1.00 0.99 0.96
Variance 0.96 0.38 1.00 0.86 0.56 1.00 0.98 0.92

Notes: MC, Mission Culture; AC, Adaptability Culture; IC, Involvement Culture; CC, Consistency Culture; CR,
Customer Results; PR, People Results; SR, Society Results; and BR, Business Results




5.2 Validity and reliability testing

To assess the validity of the scales, EFA was used with Eigenvalue value more than 1 to
extract the number of factors. The Varimax method was used to rotate variables. This
suggested that there were nine constructs and all variables were loaded under the related
constructs. The loading values were above 0.5 and there were no cross-loading issues or low
loading values. The reliability of the research model was also good. The values for
Cronbach’s a coefficient were within the range from 0.81 to 0.97, noticeably exceeding the
standard threshold value of 0.7 (Nunnally and Bernstein, 1994). Table II shows the results
for EFA and reliability testing. The total variance explained by the seven constructs is
80.46 percent.

5.3 Model fit

The next step was to verify the factors extracted in the EFA analysis. The two-stage SEM
technique was used, the first stage for confirmation and the second for hypothesis testing.
The confirmation stage was completed using AMOS software with maximum likelihood
estimation. The CFA test supported the use of organizational culture as four separate

Factors Items Factor loading Eigenvalue Percentage of variance Cronbach’s a

MC 0.81 1.09 341 0.88
0.78
0.77
0.84 1.71 5.35 0.87
0.77
0.76
0.83 144 449 0.90
0.76
0.74
0.82 119 371 0.81
0.81
0.79
0.83 2.35 7.36 0.93

AC

IC

CcC

CR
ER 1.89 591 0.94
SR 0.93 12.30 3843 0.97
BR

0.87 2.83 8.84 0.96

ICT 0.77 1.07 3.35 0.83

BAWNDHEAEWNHPRARWNDHE R WNDHAEWNDHFEWNHFRHEWNDHWDND W DND
=]
3
Nel

Notes: MC, mission culture; AC, adaptability culture; IC, involvement culture; CC, consistency culture; CR,
customer results; PR, people results; SR, society results; BR, business results; and ICT, information and
communication technology
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Table III.

Mean, standard
deviation and
correlation among
variables

constructs, mlsswn culture, adaptablhty culture, involvement culture and consistency
culture (*=7229, df=2201, ,*/df=3.28, GFI=097, CFI1=0.99, RMSEA =0.04,
p>0.05), rather than one comblned construct (¥ =14023, df=2065, */df=6.79,
GF1=0.86, CFI=0.87, RMSEA =112, A}*=67.94, Adf=136, p<0.05). The
organizational culture construct was therefore maintained as a multi- dlmensmnal construct.

The CFA test also supported the use of business excellence as four separate constructs,
customer results, people results, society results and business results (* = 120.50, df = 364,
Adf =331, GFI =0.95, CFI=0.96, RMSEA 0.03, p > 0.05), rather than one combined
construct (;*=188.66, df=34.30, 4*/df =550, GFI=0.89, CFI=0.84, RMSEA =127,
Ay =6816, Adf=219, p<001). The business excellence construct was therefore
maintained as a multi-dimensional construct. The measurement model was evaluated based
on the fit measures advocated in various previous studies (Byrne, 2010; Hair et al, 2013,
Kline, 2011).

5.4 Correlation analysis results

Table III shows the Pearson product-moment correlation coefficient analysis results. The
mission culture is positively related to customer results (» =0.47, p < 0.01), people results
(r=049, p<0.01), society results (r=0.36, p <0.01) and business results (»=0.46,
p <0.01). The adaptability culture is positively related to customer results (r=0.49,
b < 0.01), people results (»=0.44, p < 0.01), society results (»=0.27, p < 0.01) and business
results (=047, p < 0.01). The involvement culture is positively related to customer results
(r=0.51, p < 0.01), people results (»=0.56, p < 0.01), society results (= 0.36, p < 0.01) and
business results (= 0.43, p < 0.01). The consistency culture is positively related to customer
results (r=0.34, p <0.01), people results (=045, p <0.01), society results (»=0.22,
b < 0.01) and business results (r=0.41, p < 0.01).

5.5 Hypothesis testing

The SEM analysis provided estimated coefficient values for the hypothesized relations in

the path diagram. The goodness-of-fit results for the structural model were acceptable and

close to the values obtained for the measurement model fit indices (* = 145.13, df =40.31,
df =360, GFI = 0.96, CFI = 0.95, RMSEA = 0.03, p > 0.05). Figure 2 shows the estlmated

coeff1c1ents for organizational culture types and business excellence results criteria.

To test the moderating role of ICT use on the relationship between each organizational
culture type and excellence results, the interaction effect of each culture type was tested
separately, by adding the moderation relationships to the global model. To check the
difference between the service and manufacturing industries, the SEM analysis were

M SD MC AC IC CcC CR PR SR BR

MC 299 098 1

AC 380 062 0570%* 1

IC 340  1.00  0505%F  0461% 1

CcC 375 093  0475%F  0437*  0425%* 1

CR 382 075 0477*  0497%*  0514%F  0349*%* 1

PR 335 100 0493  0442%  0567*  0451*%*  0572%F 1

SR 291 099  0360%  0272%  0366%* (0228  0352%¢  0471%* 1

BR 375 096 0462%* 0479  0435%  0415%*F 0547 0610%*  0.343** 1

Notes: MC, mission culture; AC, adaptability culture; IC, involvement culture; CC, consistency culture; CR,
customer results; PR, people results; SR, society results; and BR, business results. **Significant at the 0.01
level (two-tailed)
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repeated for each group and the estimated coefficient between organizational culture and
organizational excellence was +0.91 for service sector companies comparing to +0.79 for
manufacturing companies.

Table IV shows the full hypothesis testing results, most hypotheses were supported.
Three types of organizational culture were found to have a significant positive relationship
with excellent customer results. The adaptability and involvement cultures had the
strongest influence, followed by mission culture. The consistency culture had no significant
relationship with customer results. The four types of organizational culture all had a
positive relationship with excellent people results, with the involvement culture having the
biggest influence, followed by consistency, mission and finally adaptability culture.

Only two organizational culture types had a significant positive relationship with
excellent society results. The mission and involvement cultures were significantly related,
but the adaptability and consistency cultures were not. The data analysis findings
supported the hypothesis that a balanced organizational culture would have a positive
relationship with excellent business results.

ICT use was found to moderate the relationship between organizational culture and
customer, people, and business results, but not between organizational culture and society
results. The relationship between organizational culture and business excellence found
stronger in service companies comparing to manufacturing companies.

by

6. Discussion

The results show that there is a significant relationship between organizational culture and
business excellence. This is consistent with the conclusion drawn by Bolboli and Reiche
(2013) that organizational culture is crucial to sustained organizational excellence. Different
organizational culture types had different effects on customer results. The adaptability
culture had the biggest effect on customer results, which is consistent with previous
findings (Gillespie ef al, 2008). The involvement culture also had a significant positive
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Table IV.
Summary of
hypothesis testing

Type of

Hypotheses Description relationship Result

HI There is a significant relationship between organizational culture + Supported
and business excellence

H2 A mission culture has a significant positive relationship with + Supported
customer results

H3 An adaptability culture has a significant positive relationship with + Supported
customer results

H4 An involvement culture has a significant positive relationship with + Supported
customer results

H5 A consistency culture has a significant positive relationship with  None Not
customer results supported

He6 The relationships between culture types and customer results will + Supported
vary. Adaptability will have the strongest impact, followed by
mission, involvement, and then consistency

H7 A mission culture has a significant positive relationship with people + Supported
results

HS An adaptability culture has a significant positive relationship with + Supported
people results

H9 An involvement culture has a significant positive relationship with + Supported
people results

HI0 A consistency culture has a significant positive relationship with ~ + Supported
people results

HIl The relationships between culture types and people results will + Supported
vary. Involvement will have the strongest impact, followed by
consistency, mission, and then adaptability

Hi2 A mission culture has a significant positive relationship with results + Supported

Hi3 An adaptability culture has a significant positive relationship with None Not
society results supported

Hi4 An involvement culture has a significant positive relationship with + Supported
society results

Hi5 A consistency culture has a significant positive relationship with  None Not
society results supported

Hi6 The relationships between culture types and society results will ~— + Supported
vary. Mission will have the strongest impact, followed by
involvement, adaptability, and then consistency

HI17 A mission culture has a significant positive relationship with + Supported
business results

HI8 An adaptability culture has a significant positive relationship with + Supported
business results

HI19 An involvement culture has a significant positive relationship with + Supported
business results

H20 A consistency culture has a significant positive relationship with — + Supported
business results

H21 A balanced organizational culture has a significant positive + Supported
relationship with business results

H22 ICT moderates the relationships between organizational culture + Partial
types and customer results moderation

H23 ICT moderates the relationships between organizational culture + Partial
types and people results moderation

H24 ICT moderates the relationships between organizational culture None No
types and society results moderation

H25 ICT moderates the relationships between organizational culture + Partial
types and business results moderation

H26 The relationship between organizational culture and business + Supported

excellence vary in manufacturing and service industries




relationship with customer results. The adaptability and involvement cultures explain more
than 50 percent of the changes in customer results. The mission culture also had a positive
relationship with customer results. Organizations that set a clear mission and build solid
goals and objectives and share these with their employees to guarantee a common
understanding will be in a better position to achieve high customer satisfaction. The
consistency culture had no significant relationship with customer results. The consistency
culture implies a high level of coordination across departments, and that employees share
common perspectives and have the ability to reach consensus in difficult situations. The
internal focus of the consistency culture, plus its stable nature, may limit its effect on
customer results. The defensive national culture style in the UAE (Klein ef al, 2009) may
also affect employee behaviors and push them toward consistency and being less sensitive
to customer needs and changing requirements.

Unlike customer results, employee results were most closely related to the involvement
culture, a finding consistent with previous studies, especially on the relationship between
the indices of the involvement culture and employee satisfaction, as the most important
factor in employee results. Reddy et al (2013) found that staff satisfaction is strongly related
to involving and empowering employees. If companies want to improve employee results
and increase satisfaction they should focus on three areas. First, they should empower
employees and involve them in decision-making, providing the right information at the right
time. Second, they should encourage team work and cross-departmental collaboration, and
support horizontal management instead of hierarchical control. Third, they should focus on
skills development.

The consistency culture was also significantly related to excellent people results. This
finding was expected, given the internal focus of this culture type’s attributes. Setting a clear
strategic plan and objectives, as indices for the mission culture, had a positive relationship
with people results. This is consistent with the work of Angel Calderén Molina et al. (2014).

The adaptability culture had a weak positive relationship with employee satisfaction,
less than other culture types. That reflects the two themes in the literature. Some studies
have found that the adaptability culture has a significant association with job satisfaction,
especially through provision of a learning environment (Su-Chao and Ming-Shing, 2007),
and enabling an environment of innovation (Belias and Koustelios, 2014). Others have found
that companies with a high level of the adaptability culture, particularly those that
implement a lot of changes and updates to respond to the external environment, have low
levels of employee satisfaction (Rawashdeh et al,, 2015).

Only two culture types had a significant positive relationship with society results. The
mission culture, with its external focus, plays an important role in achieving excellent
society results. Strategic planning activities should consider the needs and expectations of
different stakeholder groups including society and social partners. Most companies in the
UAE consider social aspects in developing strategic plans, and some have a standalone CSR
strategy. Satisfying the needs of social partners through proper plans and strategic
initiatives will strengthen the company’s ability to achieve improved society results.
Galbreath (2010) concluded that strategic planning activities are positively related to the
successful implementation of CSR. Looking at the elements of the mission culture, setting
ambitious and achievable targets had the greatest weight in achieving society results,
including the social aspects.

In contrast, the adaptability culture was not related to society results. This finding is
contradictory to the conclusions of some previous studies, perhaps because many companies
in the UAE are relatively new, and were established after the oil revolution in the Gulf region.
The adaptability culture indices, such as fostering innovation and enhancing organizational
learning and focusing on creating change, may therefore be concentrated on building internal
capabilities and increasing profitability and efficiency in these companies, rather than
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improving their social contribution. The consistency culture was also found to be unrelated to
society results. This is probably because of the internal focus of the consistency culture
indices, since this culture emphasizes building agreement among employees and consensus on
organizational values, which are not directly linked to social activities.

This study found that the four culture types all had a positive relationship with excellent
business results. The findings support a strong theme in the literature that suggests that a
balanced and strong organizational culture is essential for high performance. The four types
of organizational culture in the Denison model have previously been found to be valid
criteria for high-performing organizations (Denison et al., 2012; Denison et al,, 2004; Fey and
Denison, 2003).

The results of this study suggest that the Denison culture types and indices
are applicable to top performing organizations in the UAE. This complements the
previously-established relationships between a balanced organizational culture (mission,
adaptability, involvement, and consistency) and organizational performance in many
other countries (Denison et al., 2012; Daniel R. Denison et al, 1996; Daniel R. Denison and
Mishra, 1995).

This study found that ICT use moderates the relationships between some organizational
culture types and most of the business excellence results criteria. Some researchers have
previously suggested that some organizational culture types support ICT use (Lopez-nicolas
and Merofio-cerdan, 2009; Welch and Feeney, 2014). The conclusion of this study provides a
new insight on the relationships between ICT use, business excellence, and organizational
culture, and therefore adds to the findings of previous studies. National culture often has an
association with ICT use, particularly the uncertainty avoidance and power distance
elements (Erumban and de Jong, 2006). The UAE’s national culture scores high for both
those attributes (Hofstede, 1980), which may encourage use of ICT.

The use of ICT tools was found to partially moderate the relationships between the four
organizational culture types and customer results. The results also showed that ICT
moderates the relationships between the four organizational culture types and people
results. The moderation is partial for mission, involvement and consistency cultures, and
full for adaptability culture. In contrast, ICT use was not found to moderate the relationship
between organizational culture types and society results. This may be because companies in
the UAE tend to use ICT to provide better services, take care of their customers and enable
employees to communicate more effectively, rather than to improve CSR. The concept of
CSR is still relatively new to the UAE, which may be why there are few mature and
structured CSR practices among local companies to affect the optimal use of ICT tools in this
domain. ICT use also partially moderated the relationship between the four culture types
and business results, which means using ICT tools will strengthen this relationship.

The different types of organizational culture are more associated with business
excellence results in service sector comparing to manufacturing sector. This may be due to
the nature of the services and the direct contact between employees and customers. The
beliefs of employees directly affect their behaviors toward customers which may affect the
quality of services, and customer-related results, which in turn affect the ability to achieve
business excellence.

7. Implications
This research has several implications at both theoretical and practical levels.

7.1 Theoretical implications

This research had clear theoretical implications. As far as known, no previous studies have
examined the relationship between organizational culture and the four results criteria of
business excellence, together with the moderating effect of ICT use. The results of this



research also expand the body of knowledge about the influence of organizational
culture, by showing that organizational culture types are differently related to business
excellence criteria.

7.2 Practical implications

Companies can use these research findings to improve their overall performance. This may be
by building a balanced and robust organizational culture. It is crucial for companies to start
by assessing the existing organizational culture and then make improvements designed to
achieve a more balanced status. To encourage particular organizational culture types,
companies should pay attention to the underlying indices and attributes for that culture type.
It takes time to change culture, and managers should be patient and plan improvement actions
carefully, with regular follow-up to make sure of the implementation process.

7.3 Limitations

As with any study, this one had a number of limitations. First, the research design was
cross-sectional and so could not capture changes in employee opinions over time. Second, no
control variables were included. Third, the study used an online self-administered
questionnaire to collect data, which required respondents to interpret the questions for
themselves, and may have introduced some errors into the data.
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