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Abstract 

This exploratory study examines theinfrastructure of Total Quality Management 
(TQM) in Kuwaiti Public Administration. The research tool used was a 
questionnaire which was administered to a random sample consisted of (600) 
government officials from various ministries. The basic elements of TQM which 
were investigated relate to work relations, work procedures, and professionalism. 
The objective of the study is to improve public services through diagnosing and 
strengthening positive points, shedding light on the negative aspects, and giving 
recommendations on how to enhance services’ quality.
Key Words: Public Service, Public Servants, Ministries, Kuwait , Total Quality 
Management
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The Relationship between Emotional Intelligence and Decision-Making 

within Marketing Managers in the Insurance Sector 
Abstract 

The study aimed to find out the relationship between emotional intelligence 
and decision-making within marketing managers in the insurance sector , 
and in order to achieve this goal , the researcher designed the 
questionnaire as a tool to explore the views of the members of the sample 
consisting of supervisors , middle management , senior management and 
employees in the marketing departments in the insurance sector , has also 
been division of the questionnaire into three parts , the first part collected  
demographic  information (gender , age, academic qualification ) and work 
information ( the functional level , the number of years of experience) , 
while the second part addressed the emotional intelligence dimensions of 
the five ( self-awareness , self-organizing , motivation , empathy and 
social skills) , The third and final part was about analyzing decision-making 
process . 
And analyzed the data using SPSS (SPSS), the study found the following 
results: 
- The study showed the presence of a statistically significant relationship 
at the level of significance (α = 0.05) between emotional intelligence in 
general and the ability to make a decision. Where the Spearman 
correlation coefficient (0.583) between emotional intelligence and decision-
making ability when working in the insurance sector. 
- The lack of statistically significant differences at the level of significance 
(α = 0.05) between emotional intelligence and decision-making capacity is 
attributable to personal variables (gender, age, educational qualification) or 
functional variables (the functional level, the number of years of experience   
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( tenure )). 
The study recommendations include: 
- Emotional Intelligence should be given more attention, especially at the 
level of business organizations, through workshops and training programs 
to spread the concept of emotional intelligence and the prominent role it 
plays in the success of individuals and organizations alike. 
- The use of emotional intelligence as one of the criteria for recruitment by 
the administration.
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The impact of the optimal financing structure choice strategy on the 
market value of the puplic firms: 

A case study of the industrial complex of medicaments; SAIDL, 
ALGERIA (2003 - 2012) 

Abstract: 
  The purpose of this study is to investigate the extent of optimal financial 
structure’’s impact on the firm market value in the public sector through 
the financing choice strategy. Since the primary objective of the financial 
management of the firms is to maximize its value in the financial market. 
Thus, before making any financial decision, we should know its effect on 
the value of the public value.  
Is there an impact of the financing mix structure on the firm’’s market 
value? And if so, how does the optimal financing structure choice strategy 
affect the market value of SAIDAL? 
    To achieve the purpose mentioned above, the Algerian industrial 
complex –SAIDAL– which is listed in Algiers stock exchange was selected, 
over the period 2003-2013, by using Pearson correlation model, the latter 
tests the relationship between the independent variable (D/CP) and the 
dependent variable (financial firm value).    
    In order to answer the above problematic about the affect of capital 
structureon firm’’s value (Debt or Equity), we purpose the hypotheses, 
which are a springboard for our research, namely: 
H1:There is an influence of optimal financing decision on public firm’’s 
market value; 
H2:The agency, trade-off, signal and pecking order theories affect the 
firm’’s financing behaviorof SAIDAL; 
H3:There is a significant relationship between firm’’s financial structure 
decision as an independent variable and the market value of SAIDAL as the 
dependent variable 
Keywords:  Optimal financial structure, Debt, Equity, Firm’’s market 
value. 
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Abstract: 

       This study aims to identify the quality of health services and the 
criteria used to evaluate and disclose the dimensions and standards used 
by customers to evaluate the quality of services provided to them by the 
private hospital Batna institutions, and the role of these dimensions in 
determining the level of their satisfaction. 
         The results showed that the criteria used by customers to evaluate 
the quality of health services that reflect their level of satisfaction, where 
they were drawn in the form of the strengths and weaknesses of the 
institutions hospital. 
         The study provided a set of recommendations that would improve the 
efficiency and effectiveness of services provided by private institutions 
hospitals in Batna and on improving the quality of health services provided 
to patients.

Keywords: service quality, health services, customer satisfaction. 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

120 
  

 

       
         

   
 

            
             
 

          


 

            
  

 
 

   

    

 


              

            
             


 

            
 

 

       



              

 
              

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

121 
  

           
 

 
 
 
 

 
 


 

 
   

    
 

       
            

 
 

 
 


 

 
 
 
 
            

             
 

 
             

              
            

   
              

(SPSS) 
 

 
 


 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

122 
  

 
               

  

1 
 

 

 ‘‘ ‘‘1 
 

Perkino‘‘


‘‘2 

    (OMS)    ‘‘   

‘‘3 
            

 
 

4 
           
            
     . 
               

 . 
           
    . 

 

5 
      
          . 
       
             
 

              
          . 
         

2 
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

123 
  

    

‘‘ 

‘‘6 
             

7 

‘‘


‘‘8 
 

     
 
 

  

‘‘ 

‘‘9
 




10 


 
 


     

11 
 

12 
          

 


‘‘‘‘
  



 13
             

 
 
 
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

124 
  

1 

 14 
            

  
   

 
 


     

 
 

               
              

       ‘‘   

‘‘15 

 Donabedian      ‘‘     


‘‘16 
  

‘‘

‘‘17 

       ‘‘      
            

‘‘18 

  KaluznyMcLaughlinKibbe    ‘‘
          

‘‘19 
  

               


 
 

2 


       1985  (Berry, Parasuraman, 
Zeithmal, Taylor et Cronin)20 

             
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

125 
  



21 
 
 


 
             

 
  


 


 
  

22 

(Berry)1988

    23 
   

 
             

 
01 

  

 -  

-  
-  
-  

 -  

-  
-  
-  
-  



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

126 
  

 -  

-  
-  
-       

 
 

 
-  

-  
-  
-  

 -  

-       
 

-      
 

-  
-  
-  

 
    

2000118 
 

 

3 


              

  



        24   
              

25 


 26

 27 

       28        

29 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

127 
  

 


 


 

1 
    
 

1168097201330 

(CHU)635 

(EHS)  
 194 
 144 

168

252 262 296 

188268 

   (EPSP)       

  57

235 
7109




 
10 11

 4   5  12   165 

278 224 27625 14
 

   
              

 

2 
       

11   
           

 
 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

128 
  

02 

    
 

 1997 1998 2005 2010 
 10 14 21 07 
 20 36 40 14 


 

 12 04 05 02 
 05 06 10 03 

 15 16 16 16 
 18 16 14 07 

 
 

 

1997
 

 
 
 

3 
 
 

            
  

            

252013302013 
 




100
       

          

               

 
 

 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

129 
  

03 

  
 25 

 30 
 25 
 20 

 
 
 


             

 
 

          
           

 

 17 

 812 

 1317 

 1822 

 2327 
 

 
 

 

          ‘‘

‘‘ 
 

1512

3 45
 

  

 12.5 

 2.53.5 

 3.55 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

130 
  

            
         

60% 
4 

   

1  0.743 

2  0.676 

3  0.784 

4  0.706 

5  0.850 
 0.929 

SPSS 

 60%

74.3%67.6%

78.4%70.6%85% 

        0.929 %93   
              
 

 

 (SPSS)
 

  
          


 

  
 
4 

 

 

           
 

 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

131 
  

5 
  % 
 27 27 
 73 73 

 100 100 
 

 

7373%27 
27% 

 
 

6 
  % 

20 04 04 

2140 52 52 

4160 25 25 

60 19 19 
 100 100 

 

        2140

52 52%

41602525%

601919% 

2004%04%  
 

7 
  % 

 24 24 
 16 16 
 18 18 
 21 21 
 21 21 
 100 100 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

132 
  

       

2424%21%

            18%  

16%  
 

8 
  % 

15000 13 13 

1500030000 35 35 

3000045000 22 22 

45000 30 30 
 100 100 

 
               

1500030000   35%         

45000 30%    3000045000 22%

1500013% 
 

9 
  % 

 30 30 
 70 70 

 100 100 
 

        

7070%30

30% 
 

10 
  % 

 65 65 
 35 35 
 100 100 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

133 
  

  65%

35% 
 
 


 
 

 
 

11 












 
































 









































1 


 

 16 2 63 19 3.850 0.914  

2 



 

2 3  65 30 4.180 0.757  

3 
 

 13  59 28 4.020 0.899  

4 



 

   36 64 4.640 0.482  

5 


 

 1 1 32 66 4.630 0.562  

6 


 

 1 1 64 34 4.310 0.545  

7 
 

1 11 1
2 

66 10 3.730 0.827  

 4.194 0.459  

 

7654321
            

 4.64 0.482 

 4.63



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

134 
  

0.562    3.73    
 

3.850.914 

 4.194


0.459 


 
12 












 
































 









































1 
 

 8 1 63 28 4.11 0.777  

2 


 

 2 24 54 20 3.92 0.720  

3 
 

  10 72 18 4.08 0.526  

4 
 

 6 2 48 44 4.30 0.785  

5 


 

 1
3 

4 64 19 3.89 0.863  

 4.06 0.49  

 
              

54321   

4.30

 0.785       3.89   0.863  
       

   3.92

0.720 

   4.06
             

0.49 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

135 
  


 

 
13 












 


























 










































1 


 

 5 1 60 34 4.23 0.709  

2 



 

1 13 1 55 30 4 0.964  

3 


 

 12 12 46 30 3.94 0.952  

4 

 

 18 2 58 22 3.84 0.972  

5 
 

2 37 7 46 8 3.21 1.094  

 3.844 0.693  

 

4321

 4.23

0.709       

3.211.094
 

  3.8440.693 
              

 

             
 

 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

136 
  

14 
















 


























 










































1 

 
 9 2 59 30 4.10 0.823  

2 


 

1 8 2 64 25 4.04 0.828  

3 
 

 2 4 69 25 4.17 0.587  

4 
 

 6 1 58 35 4.22 0.746  

5 
 

  6 72 22 4.16 0.507  

 4.138 0.481  

 



    4.22   

4.04

    1 43    4.10 4.164.17

0.8230.5870.507 

     4.138     


0.481 

     
 

 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

137 
  

15 












 
































 








































1 


 1 8 4 58 29 4.06 0.862  

2 



 

 6 1 46 47 4.34 0.781  

3 



 

1 7 2 46 44 4.25 0.88  

4 



 
  2 71 27 4.25 0.479  

5 


 1 13  60 26 3.97 0.937  

 4.174 0.630  

 
   

54321

4.34 0.781  

3.970.937
  

  4.25       0.880.479   

4.06

0.862 

     4.174     
             

0.63 

 

             
 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

138 
  

16 

 
 

   
 

 
 


 

 

 

   22 53 25 100 4.03 0.688  


 

  22 53 25 100 

 

 78%

22%
             

4.033.55

0.688 
5 
 

         
 

            
 

 

17 

   


% 


 

 4.194 0.459 91.8  

 4.06 0.49 86  

 3.844 0.693 77.8  

 4.138 0.481 90  

 4.174 0.630 90.8  

1112131415 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

139 
  

              
             

  4.194   0.459   91.8%  

     4.174   0.630  

90.8%        4.138   0.481

  90%     4.06

0.4986%

3.8440.69377.8%


 

 
 

 
       

 
 

  73% 

 27%            
 

 52%

2140
 

  
 

    1500030000   35%    


 

 70% 

 65% 
 

             
 

  

 


 

  



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

140 
  

  
  
  

  
  
  
  

 





 
 


 


 

 


 
 


 


 
 
               




 
        

 
 
    

 
       

 
  

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

141 
  


 

 
 

        2008:9001    


             
 

 
 

1

200317 
 
2 2000

13 
 
3

200427 
 
4

1991 
 
52007

363 
* 


 

 

6 2005168 
 
7

200628 
 
8199887 
 

9- D. Michel et autres, Marketing Industriel : Stratégie et Mise en 
Oeuvre, Paris : Economica, 2ème édi on, 2000, P. 373. 
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

142 
  

10- D. PETTIGREW et autres, Le Marketing, Québec (Canada) : MC 
Graw- Hill, 2003, P.385. 
 

11 2431 
 

12 2526 
13- Youssef Mahyaoui, Etude juridico économique de la 
contractualisation dans le système de soins, doctorat le système de 
soins hospitalier, université de Paris, 2003, P. 32. 

14             
  

200957 
 

15 199 
 

16 2004

125 
 

17 

2003187 
 

18- Claude Vilcot, Hervet Leclet, Indication Qualité en Santé : 
Certification et Evaluation des Pratiques Professionnelles, France : 
AFNOR, 2006, P. 14. 
 

19126 
 

20 
 

2005124125 
 

21

200539. 
 

22            

2000117 
 

23- Jean- Jacques Daudin et Charles Tapiero, Les Outils et le Contrôle 
de la Qualité, Paris : Economica, 1996, P. 9. 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

143 
  

24- Zeithaml.V.A, Bitner, M.J , - Zeithaml.V.A, Bitner, M.J. Service 
Marketing : integrating customer focus across the firm.Mc graw Mill 
,2000.
25-Idem.
26-Cronin.J.J and taylor.S.A, Measuring service quality :a re-ex-
animation and extension. journal of Marke ng, 56(july), 1992. pp.55-
68.
27-Teas.R.K.Consumer expectations and the measurement of 
perceived service quality. journal of professional serirce 
Marke ng,8(2) ,1993,pp.33-53. 
28- Qliver.R.L. Whence consumer loyalty ? journal of Marketing, 
63(fall), 1999.pp.33-44.
29-Woodside .A.G and others .Linking service quality, customer 
satisfaction and behaviororal intention. journal of health care 
marke ng,9(december) ,1989,pp.5-17.

302013 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

144 
  

 

 

 

 
            

         





           

spss


 


 
 

 
  


             


   

             

             
            




 
 

  
         


             

             
 


 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

145 
  

 

1
 

2            
 

3
 

4 


 

1            
 

2 

3
 

4 

5 
 
 

 
     

 


           
 

             
 

 
 

 
 

1 

2 

3 
 
 

 
 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

146 
  

 
 

           
            


11––

––––
–––8


1      160          

  146         11   
13584

 
1 

 
     

1  8 8 16 
2  8 5 13 

3  8 7 15 

4  8 5 13 

5  8 5 13 

6  8 5 13 

7  8 9 17 

8  8 6 14 

9  8 13 21 

10  8 5 13 

11  8 4 12 
 88 72 160 

 
           
              

             
 

 
             

            
            

 
 




             
           



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

147 
  


 

21 

15 
          


            

  5-Piont Likert  

 –––– 

   54321        

12345 
 

           

(Alpha Cronbach )

Reliability )( (Inter-Consistency 
)       

       .84)       

.85
 

 


              

spss  Package     for   Social Statistical    
Sciences 

        
 

 T.Test           
 

   Person       
 

 

2008

             


           

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

148 
  

    2005     
 




 

    2006   
   


 

    2008         
              

             


 

2000
              




 
 

 
 


 

200559199935
            

               
         

2005 22

199914


           

19903
               

     1995 15     
 

  2008 20          

2002

15            



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

149 
  

        
             

200371

     2003 60  


                

2001 6  


 1994 19    
             

             

  2007 6


 
 


      

 
 

 


 

1          
 

2
 

3 

4     


20051921 

5
 

6             

200640
 

7 
              

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

150 
  

8
        

200529 

       2003

115             
 

            


 
 


 


              
 

200098
 

1 

2 

3– 

4– 

5
 

  2005 26  
      


 


 

1 
 


 

    

2002

111
              

         porter,1980 p33-49     



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

151 
  

 

– 

              2000 137


 
 

              
            

       
         

1990 128


     
          

           
            

    
 

2 

2000139
     



           2013 93    
        

3  
          

200360

–
–– –  – 

               

 2007 82
               


 

4 


–
        



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

152 
  

200543

2006171


 

5 



      



199927
  



           2000 267 


 
  



          


            

 
 

 

              

2005208 
             

 

1           
 

2            
 

3 

2006188 

4            
   

2004205 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

153 
  

2006185
 

 

– 

– 

– 
 

      
       


    



2005

208 
 


  


             

           

 199927 
              

             
            

      

Rue and Holland,pp.168-170 ) 

2000237238
 

1 
2

3 

4 
 

5 

6 

7

1999182186



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

154 
  

              
 

 
 


            

        2005 32        
           

Jauch&Glueck,1989:33)         2004 280   


 

      19945       
            

        1995 15     
        

 
 

 
            
             




 2001633 


                


2006257 

         2001:633635

1
 

2


3 
 

4


 
 





 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

155 
  

 
 

 
 

 

200018 


 

200516 
         

              

1996628 
 

 
  



1996628 
 

2002282 


1999130 
 



200018 


1996629 


 




200516 

200469
 

 
            

 
 

– 

– 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

156 
  

– 
 

 
 


             
 



2002104 
 


            

             

2002271 
 




2003326 
 
 
             

             


    

2002175 
 

 
 

     
           
             

           

 ( T Test )
         

 
             

T test 
 
 
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

157 
  

2 
T 

  
 


 

T
 


 

1       
 

3.83 .821 11.84 000. 

2      
 

3.83 865 11.23 000. 

3 
 

3.61 .772 9.24 000. 

4      
 

2.78 .925 -2.69 .008 

5       
 

2.67 .920 -4.11 000 

6 
 

3.08 .980 1.05 .294 

7      
 

3.20 1.005 2.31 .022 

8 
 

3.09 .921 1.21 .227 

9      
 

3.28 1.034 3.16 .002 

1 

2 

    3  

3.833.833.61

3.083.28   
    

2.782.76

1.03-.77T Test 
-4.1-11.84

3.26 

3 
T 

  
 


 

T
 


 

10 
 

3.39 1.03 4.42 000. 

11      

    

 

3.31 .69 3.74 000. 

12      
    

 

3.26 1.08 2.86 000. 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

158 
  

13     


 

3.38 .85 6.23 .008 

14     
     

 

3.47 1.03 5.32 000 

15       
    

 

3.07 1.14 .75 .294 

16      
    

 

2.74 1.11 -2.63 .022 

1 

     3        

        3.47    

3.07
        

      2.74        

1.14-.85T  Test 

-2.6-4.42 )   

3.23 

4 
T 

  
 


 

T
 


 

17       
    

 

2.84 .92 -1.96 .052 

18 
   

 

2.88 .88 -1.45 148. 

19 
    

 

2.80 1.04 -2.21 029. 

20      


 

3.08 1.04 .90 .366 

21      
    

 

2.97 1.05 -.32 .744 

    4         
            

             
        



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

159 
  

3.08     (1.05-
.88 )   T  Test     

 
 

         
            

           


T 
test          

 
 
 
 
 

T test 

5 
T 
  

 


 
T

 


 

1     
  

 

2.08 1.04 -10.22 .000 

    
    

 

2.20 .92 -10.00 000. 

3     
    

 

2.10 .90 -11.46 000. 

4      
    

 

2.25 .94 -9.20 .000 

5      
 

2.33 1.05 -7.37 .000 

6      
   

 

2.14 1.03 -968 .000 

    5         
  

           

     



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

160 
  

( 2.33-2.08 )

T Test
 

6 
T 
  

 


 
T

 


 

7      
    

 

2.13 1.02 -9.86 .000 

8     
 

   
 

2.12 1.01 -10.04 000. 

9      
 

2.17 1.01 -9.46 000. 

10     
    

 

2.37 1.07 -6.79 .000 

11     
    

 

2.50 1.17 -4.89 .000 

6

 2.12-2.50)   
        

          

T Test  

7 
T 
  

 


 
 T

 


 

12      
 

2.38 1.07 -6.62 .000 

13     
    

 

2.25 1.02 -8.46 000. 

14  2.30 .97 -8.26 000. 
15 

     
 

2.28 1.02 -8.13 .000 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

161 
  

    8          2.38

2.25           
             

  T Test
 

 
           
      

   
 

    

    8    10  


   X8     X4       

X11x15   

X19 

8 
    

 
 

 

1 .667* .000 
2 .703* .000 
3 .593* .000 
4 .459* .000 
5 .593* .000 
6 .647* .000 
7 .503* .000 
8 .716* .000 
9 .479* .000 

 
 

 

10 .511* .000 
11 .550* .000 

12 .508*  .000 
13 .455* .000 
14 .498* .000 
15 .550* .000 
16 .459* .000 

 
 

17 .303* .000 
18 .604* .000 
19 .773* .000 
20 .743* .000 

21 .709* .000 
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

162 
  

 
 

1
3.26
 

2     
2.782.67

  
 

3
2.74 

4           
       

3.08 
5  

              
T test 

6            
 

 
 

1  
 

2
 

3          
 

4
 

5       
 

6
 

7
 

8    
 

9   
 

10  
 

11            
 

12
 

13 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

163 
  

 
12006‘‘‘‘

 

21990‘‘
 

3      2000 ‘‘   ‘‘    
 

4  2003 ‘‘‘‘

11 

52005‘‘‘‘ 

62007‘‘

8 

72004‘‘‘‘ 
82003‘‘‘‘ 

9 

10    2005 ‘‘        

50 

11  1996 ‘‘

331 

122002‘‘ 

132005‘‘‘‘

’ 

142000‘‘‘‘
 

15    2006 ‘‘   
 

16       2008 ‘‘   

‘‘1111 

17    2005      

‘‘ 

181993‘‘‘‘ 

192003‘‘‘‘ 

201995‘‘‘‘
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

164 
  

21    1990 ‘‘     ‘‘ 
 

22   2004  ‘‘     ‘‘ 

11 

231999‘‘‘‘ 

242003‘‘‘‘ 

252001‘‘‘‘ 

26    2001  ‘‘      ‘‘ 
 

27 2005  ‘‘ 

‘‘ 

28    2007  ‘‘

   ‘‘          

131532007 

292007 ‘‘‘‘
 

302002‘‘‘‘
 

31–      1999  ‘‘     
 

32       2000 ‘‘     
 

331994‘‘ 

342008‘‘

‘‘ 

352002‘‘ 

36   2002 ‘‘   ‘‘     
 

 
 


 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

165 
  

 
 

 
 

 

             
        

             



 





           


 

         
             

 

1 
 

             
 




       






 


  

              
 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

166 
  

2 
 

  
 

              


 
            

             
  

            


 
             

           
 

3 
 

 

1             
 

2  
3  

 
4 

            
 

 
 

  
  
  

4 
 


           

          
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

167 
  

- 2000 

– 

230 47
 

  7.3         
        

 
          

 
-    2003   ‘‘    

‘‘ 

5 


 

  
           

 
 

 

  
 

             


 
          

         
 

          
 

-   2003 ‘‘   

‘‘ 
6 

52
 

56
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

168 
  

      
 


 

          
 


 

    ‘‘     
 

7 
- 2009 

 
‘‘information system planning an Australia experience 
  

 
 

      
 

 
        

 

8 
 

 

1  
2  
3  

9 
 

 
           

    2002         
 


 






 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

169 
  

        

  2006          

2005 


       

2003 

10 
 

    
             


 

11 
 

              


(Gary Dazzler) 


              
             

 
      
             

 


 
    

 

-     
          

 
12 


                

oran.harari ) 

- 








 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

170 
  

  
 

- 
            

           
           

 

13 
- 

       
      


          

 

-              
 

   


           



 
14 

 

- 
           

     –  
  

            
         


         

 

 
 

-     


        




 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

171 
  


 

15 
             




             
 

16 
 

 
1 

          
          

 
2 

 
 

3             
 

4            


           
 

5              
 

17 
 

         
           
          


  

2003 
           

          
            





 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

172 
  

              
   

            
  

1996 

18 
           

             

    KODAK        
           

 


 
            




            
             

      IBM     



            

(Drucker 2003) 

19 
            

    
               




 
 

          
            

 Textron  1985
      

24
    

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

173 
  



Bulkeley 1994 

20 


    
            

    



Gomez Balkin ane Gardy,1997 
  
             

            



 

21 


        
 

            
      MOTOROLA    

           
            

MOTOROLA 
              

 


               
     


 

22 
 

              

          

  


   



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

174 
  

             


             
            

Butler,Ferris and Napier 1991 


     
  

 

23 


    


 

24 
 

Gomez Balkin and Cardy 1997 )
 

 

1  


           
 

              
            

 
  


 

           
 

25 
           

 

2  
    

1996
               



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

175 
  

 


 

3 
1990

  


               
 

26 

4 
 


      
 


   

  


       


2002 

-  
-  
-  

27 
5 

             
 

              
 

              
 

      
 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

176 
  

6 

       




 

28 



             

 

7 
             


 

29 
 

              


             
                 

   
        

 

30 
1  





              


  

            

Bulkeley 1994 

31 
2  

      (Miles & snow porter  
1978) 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

177 
  

 
 

-            
       

             
            

 
 

-             
 

32 
  



            

Mercedes           

Coleman IBM 
 

 
 


           

             
 

33 
Miles 

and Snow1978 
            

             


 

34 
  

           


             


 
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

178 
  

35 
3  





             



(Armstron 2005) 
 




          

(Sibson 1992). 

36 
4  

        (Schuler walker 1990) 
     

   


            
 

37 
 

2005 
 

 

-  


 
            

 

-  
          

             
 

 
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

179 
  

38 
-  

 
 

        


 


   


S.W.O.T)
 

39 

1 

 

 

 

 

 

 

 

 

 
 

 المؤثرات البیئیة الخارجیة
)فرص ومخاطر (  

 إستراتیجیة المنظمة 

 إستراتیجیة الموارد البشریة   الاستراتیجیات الوظیفیة كالتسویق والإنتاج والمالیة  

إستراتیجیة الحصول على 
 الموارد البشریة 

إستراتیجیة تحفیز الموارد 
 البشریة   

إستراتیجیة الحفاظ على 
 الموارد البشریة   

التدریب والتنمیة والرواتب  التوظیف بكل جوانبھ 
 وتوفر المزایا الوظیفیة 

تقییم الأداء، وتصمیم  العمل ونظام 
 الإشراف



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

180 
  

40 
 

           
 

 
 

 

41 
 

 

1 








 
2  


 

1  
42 

2             
 

3  
4  

5  
6  
7  
8 

‘‘‘‘
 

 
 
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

181 
  

43 
 

1  
2         

 
3 

  
           


 

4  
  
 

5  
6  

44 
7             

 
 

        
      

 

45 
 

         
      

     


 

46 
 

        
               

             

& johnGEORGE 
 


             



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

182 
  


             
   

‘‘‘‘ 
 

47 
 


              
      


 

 


      
 
 

    
 


 

48 
 
 

1  





         

pajer
  

800001100 

49 




‘‘260‘‘‘‘EIHHORN,1995.‘‘ 


1994




 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

183 
  




    Golgate         

1993hagerty   

         ‘‘Phillips’’ ‘‘  

         AT_T   
    

    

2002 

50 
             

   Family friendly     


1996 

51 

2 


     1994  


 

52 
3 

 
            





 

 (Balkin and Gomez 1985)        
              

 
  

 

53 
           


                



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

184 
  

   

Johnson & Johnson  

1982   


       1996   camion and mcclelland 
1991 

54 
 

- 
 

 
       


         


            

      
 

- 
 

1  
2 

 
3           

 
55 

4  
5          

 
6  

 
 
 
 
 
 
 
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

185 
  

56 
 

- 1996
 

- 2000   
 

-     2002     

1 
- 2002 

 
-   1996     

 

- 20022 
-  2007      

 
- 1990 
- 2005 
-  1994  

 
- 2002 

57 
- 1995 
- 2006 
- 2002– 
- 1996 
- 1990

 
 

 
 

 
 
 
 
 
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

186 
  

58 
 

 
-Armston M (2005) strategies for Human Resources Management 
aTotal Business Approach . Londan : Kogan page limited . 
- Balkin ,D ,B and Gomez ,L R (1995) Compensa on prac ces in High 
Teach Industries personnel Administrator ,30(6),111-123  
-Bulkeley,W.M(1994)Conglomerates Make a Superising 
Comebook.The Wall Street Journal ,march 1,A1. 
-Burack,E,H(1998) Creative Human Resources planning and 
application a strategic approach.new jersey :prentice – hall . 
-Butler ,J,E ,Ferris, G.R and napier ,N.K(1991) STRATEGY and human 
resources Management .cincinnat OH:South- western . 
-Campion M .A and McCleeand, C,L.(1991) Interdisciplinary 
Examination of THE COSTS AND Benefits of englarged jobs . journal 
of applies psychology ,98,186-198. 
-Cowher,D.M, and Levine D(1992)Product Quality and pry equity 
between lower-level employees and top management 
.Administrative Science Gurrrterly37,302-320.
-Drucker ,p(2033) the five Deadly Business Sins.The wall street 
journal october21,A1. 
-Dayer ,L(1984) Linking Human Resources and Business Strategies 
Human Resources Planning 7(2),79-84 
- Eihhorn ,B(1995) This Tiger has a Thorn in its Paw .Business 
Week,July24.48 
-Gomez , Lr., Balkin, D.B ., and Cardy , R.L .(1997)Managing Human 
Recourses .New York :Prentice-Hall. 
-Hagerty,B.(1993) Trainers Help Expatriate Employees .The Wall 
Street journal ,June 14,B1,B3. 
-jonhnson , Gery ,Scholer,Keven(2002),Expploring corporate 
strategy,6 th edi on ,Pren ce hall interna on ,10,16 
-Lancaster ,H(1995)Saving your Career when Your Posi on has been 
Outsourced. The Wall Street Journal,September9,B-1. 
-Manz C.C, and Sims, H.P.(1993)Business without Bosses .New York 
:Wiley. 
-Miles ,R .,and Snow ,C.(1978) Organiza onal Strategy ,Structure, 
and Process. New York :McGraw-Hill. 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

187 
  

 - Mirvis ,P., and Marks .M .L.(1992)The Human Side of Merger 
Planning.HumanResource Planning ,15(3),77.
- Pfeffer, J.(1998)Seven Practices of Successful Organizations. 
California Management Review ,Winter ,40(2),96-123. 
- Rigdon  J .C .,Hill ,G .C .,and Naik ,G.(1993)Turbulent film Market, 
The Wall Street Journal ,October 21,R2. 
- Schuler ,Rand Walker ,j(1990)Human Resources Strategy. 
Organiza onal Dynamic,Summer,5-19 
-Sibson ,R.E(1992) Strategic Planning for Human Resources 
Management. New York :AMACO  
-Stewart ,T.A.(1995)World without Manager .Fortune.March20,72. 
-Ulrich ,D(1998) A New Mandate for Human Resources. Harvard 
Business Review, Januarey,124-134. 
-Walker ,J(1992)Human Resource Strategy Strategy .New York. 
McGraw-Hill. 

 
 

 
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

188 
  


‘‘‘‘  

  

  
  

081945 

 

               

    


 
              




             
 

 
 


             


 





            


           


            


  

            
    

 
             

 
 
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

189 
  

 
  

  
 

 
            

            
 

             
          

     1972       


    
 

               
  



          60 30
             


 

 
 

             
 

 
 

1

‘‘‘‘1910
             

1994 

‘‘


  


1994 

‘‘

‘‘ 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

190 
  

‘‘

‘‘1994 


 

2
      

    20         
            

jack koteen,1997  
               

            


 

‘‘‘‘ 
‘‘‘‘ 

‘‘

‘‘jack koteen,1997  
               


 

3            
  

           


 
   

         
 

4
 

5‘‘:’’        
            
             

2008 
6 :     ‘‘:      

           



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

191 
  

‘‘2002       ’’   
        ’’  01  

 . 
‘‘           ‘‘ SID 

ALI,2002            
         .     
     

7

1995 


 

8            


1995 
 

 

         

                

‘‘
              

‘‘ 


 

1           
 


            

 

2

1994 
     
               


 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

192 
  

3 
 

 
‘‘‘‘ 

‘‘‘‘ 

‘‘ 


 

4 
 

   ‘‘

‘‘ 
 

 
 

‘‘‘‘ 
 

             
 

‘‘‘‘ 


 
 
 
 
 
 


‘‘‘‘ 
 

5 
 

 

  . 
1 :  

 

 . 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

193 
  

2 :  
 

 . 

3  :  

 . 
4 :  

 . 

 5 :  
  

 

2004 




   –       -   
 

 
             

            
 

1

Administration Administrer

ad-ministrure

‘‘

‘‘ 
 ‘‘

             

‘‘1983

‘‘


‘‘1996 


 ‘‘‘‘

2001 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

194 
  

     
 

    
 

‘‘Localis

‘‘
         

        ‘‘     


‘‘ 


‘‘

‘‘
        



    ‘‘         
             

‘‘


         

‘‘



 

     ‘‘         

‘‘ 
2 

  
            : 

21       
             

             
               

           
             

             
. 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

195 
  

22        : 

          .     
                 
                

           .      
              

1989        
             
 

3 
       

               
              

    1973     
     

   
            : 

31   
             

        .  
    .       

1977 
-            

            
      . 

-          . 
-              

  . 
-            

       . 
 
 
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

196 
  

32   

        .        
                

            . 
          .    

                
.       .      
             .  

            .   
        : 

-             
            

           

2000 
-              

   .       . 
-                   
            

                 
  . 

33 :  

     : 
-               

             .  
               

.              
 . 

-         .    

       .        
             . 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

197 
  

-             . 
-             .  

    .        

   . 
-              

    .        
    .          
  . 

4    
             

              .
     .         

              
 
           

         
41            

 .    - -       
 1971          
        .        
               

     : 
-  : ‘‘           

   .            
 .           

              
‘‘1975     :    
     . 

       :       
           

    . 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

198 
  

 :                
               

     .       . 
             .   

             
               

  .... 
-      :         

               
           : 

-          . 
-            : 

 . 
-     :           

       .        . 
-  :            

         . 

42     :  
              

      2001    
        : 

-   :             
             
             
      .      
             
  . 

               
            

              

       .        

          .     



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

199 
  

        .       
.                
            

 . 
- :              

              

             .
            .  
         

-                

         .      
             
    . 

-                  
      . 
-               

     . 
-                

    . 
 -   :          

     .          
  

 



 

 

1
      


 

     
               



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

200 
  

         
             

    



 

 

230

60

  ‘‘‘‘  ‘‘ ‘‘    


 

3 ‘‘‘‘   


 

4 

41 

   2013  08 32013





 

42 


7415


              

     1985          
 


  



    1963

1984

‘‘‘‘ 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

201 
  

600750
  

 30     18        

147

 

432008

2008 12000 

                 

  

  28000  9      

2008 
5 
51 

1 

2 

3 

4


5 

6 

7 

6 
61



03201315:00 
 

1 
                

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

202 
  

2   16   

13
        




‘‘‘‘ 
               

 

3         


‘‘‘‘
 

4  
 




 

5              


 

6
 

               
               

14 
              

 

7
 

62 
   03

201345 







 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

203 
  

       
 

3
 

4
 

5
               


 

6


 

7       
 

7
        

       

POS1
              


    
            
              




               
      

   
 

            


              
             

 

                                                             
:1 pos



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

204 
  

8
 

1             


 

2             


 

3
 

4
 

5             


 

6


 

7      


 
   


           

  
            

           


 
 
 
 
 
 
 
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

205 
  


126 

219757475 

3199607 

419897677 

51

1971255 

6199591 

7200197 

8

198316 

9200108 

1200024910 

11

57 

12

200831 

13

36 

14‘‘252004
 

1520082008  

1612002369  

161994

33 

17119772324 

18

1973284 

19- jack koteen , Strategic management ,in public and Nonprofit Organization 
,2nd edition, Westopic, ct,usa,Publishing group ,Inc , 1997, p20
20- SID ALI :Compétences des organes délibérant et des organes  exécutifs au 
niveau de la commune.la revue du CENEAP.N-2 Mitidja impression.2002.P07. 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

206 
  


 

 
 

 

– 
 

 
           

            



              

 
 

              
    


             

            
   

 
 

  80    15012014 25022014   

   (spss)          


      5٪


  
        

 
 

Abstrect:
  The customer is an important factor in insurance companies that rely on 

its strategy and as an inevitable result of the digitization of the world economy 
has become the reflection on improving customer service methods and the most 
important to achieve the leadership in these organizations and of course 
strategies involves serious work to create a business environment to understand 
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customer needs and strive to provide sophisticated electronic services to meet 
these needs. 

You also want the insurance companies to get the best performance and 
profits by improving the quality of services provided to its customers sincerely 
manage effectively through the implementation of different values and here can be 
considered a strategic success in the future and the means by which show 
individual initiatives and administrative practices of insurance companies. 

The study confirms the interest of the Algerian society for improving the 
quality of customers through their use of the latest technological innovations such 
as the Internet and having a website to provide its customers with latest product 
offerings and pave the way for them to express their opinions freely and 
transparently to ensure the capture and correct errors making them achieve 
leadership in the field of insurance business. 

Keywords: customer service improve customer service leadership digital 
environment.
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The Role of Strategic Planning in Enhancing the Competitive 
Advantage of Arab Organizations 

Abstract 
The aim of this study is to indicate the role of strategic planning in 
achieving and enhancing the competitive advantage in Arab organizations, 
the study has addressed this issue through three main points are 
1. Define the concept of nature and the elements of strategic planning 
2. Define the concept of the nature and elements of competitive advantage 
3. Identify obstacles that hinder the process of strategic planning in 

developing countries, and thus limit the ability of organizations in those 
countries to achieve competitive advantage   
The researchers used the descriptive analytical method to achieve the 

purpose of this study, which concluded that a set of proposals and 
recommendations for the purpose of increasing interest in Arab 
organizations strategic planning, and thus contribute to the promotion of 
competitive advantage. 



           

        
             

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

230 
  

           
            


              

 
           
            

          
          
             

2013123 
          

        
         

   20131 
 


 


 

             
 


 

             



   

 
 


     

            


 
             


             

 
 
 





 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

231 
  

 
            

 

1  
2  
3  








 

    


 


 


          
 

 




1 
        


        

 
         

       
   

        
        

              
    . 

    
             

       
           

           
              



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

232 
  


            

201498 
 

  


2013125 
  
  
  
  
  
  

            



              
              


            
           

 

2 
 

            
  

          
 

1  

2  
3  
4  
5               

 
6 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

233 
  


          

 

1  

2  
3  
4  

3 

1Vision Formulation 


                 
 

 Vision      



             

2014102 
            



              

  
 

2Mission Formulation 



              

Task          
 

 Mission       

2009198 
1  
2  
3  
4  

             
   



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

234 
  


 

3Strategic Objectives Determines 


    
              

Objective            


’’SMART’’ 
1 Specific 
2 Measurable 

3 Agreed 

4 Realistic 

5 Time specific 
      

Goetsch & Davis, 2010 

1  Strategic Objectives  
 

 

2 Tactical Objectives 
            

           
 

3  Operational Objectives      
 

            
 

  
             

’’SMART’’ 


 
4Goal 

                 

          Goals 

ObjectivesRobbins, et al., 
2011, p154       Wheelen & Hunger, 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

235 
  

2012, pp.66-67        
 


         


 
 

  
  
  
  
  
  
  
 Market Leadership 
  
  
  





 

5Core Values 


 
              

            


                  
      

 
              
            




 
              

          



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

236 
  

   
 

6Strategic Plans 



            

    


 


            
               

             
 

 
 

 
            

           

   . 
               
       

   2010 
        

              
       
            

           
 

        
             

            
            

   

Macmillan & Tampoe, 2000, 87

Johnson & Scholes, 2002, 153
             

200244           
              

      2014 187     



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

237 
  

  
 

1.   . 
2.    


  

 
  

 
           

 
         

 

 . 
 

   
   

              
 

  
     

      

   2013238
 

1            
 

2 
 

3 
 

  Micheal Porter       



         


     

2006213 

1               
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

238 
  

2 

3          
 

4          
 

5      
 

   


 

1
             

 

    Lower Cost Strategy 
 

   Differentiation Strategy 
 

2
 

            
            

 
 

               

Austin

1998 

1 
 

2          
        

 
 

   
             

            

2012 

     2005 44        
         



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

239 
  

         
            

            

     . 
   Daft, 2002, 120      

      
   

   2006 97      
             

   
 

 
           

 


    
             

    
           
             


 

           


              
 

           
  

    


  



 

1              
 

2               
           

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

240 
  

3 
 

           
            

 

4           

           

         
 

5      


 

6               


 

7            
             

 
8           


 

9             




 

            
           

            
    


 

1( 
 

 
2(              

       
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

241 
  

3(           
            


 

4( 

           

 

5(        


 

6( 


 

7( 
 

8(           


 
9(        


 

 
 
 
 
 
 
 
 

 
 
 
 
 
 
 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

242 
  

 
            2012   

           
  2012 14  2209248 

 2013 
 20062

 
 1998 
     2014      

 
   2006           

        

. 
 2005       

             

. 
   2010 لإلإسترتیجیة لتحسین لتنافسیة فقالمعاییرلأ

سترتیجيلشاملة 

   2009          
 

  2002       
     . 

 Daft, R. N. (2002). Organizational Behavior, Dryden Press Sandiego, 
Harcourt College Publishers, U.S.A. 

 Goetsch, David L. and Davis, Shanley B. (2010). Quality Management for 
Organizational Excellence: Introduction to Total Quality, Upper Saddle 

River, New Jersey: Pearson Education Inc., Sixth Edition. 
 Johnson, G. and Scholes, K. (2002). Exploring Corporate Strategy, 6Th 

Edition, Pearson Education Limited, U.S.A. 
 Macmillan, H. & Tampoe, M. (2000). Strategic Management, By Oxford 

University Press Inc. 
 Robbins, Stephen P., Coulter, Mary, Sidani, Yusuf and Jamali, Dima (2011). 

Management: Arab World Edition, Essex, England: Pearson Education 
Limited. 

 Wheelen, Thomas L. and Hunger, J. David (2012) Strategic Management 
and Business Policy, Toward Global Sustainability, Boston: Pearson. 

International Edition, Thirteenth Edition. 
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

243 
  


 

 

  

 

 

 

  

 

          
 

         117  

146         
         

          
    

    
      

 
  

           
 
 

     
. 

The Impact of Marketing Micro-environment on Quality of 
Services Offered by Middle East University: Academic 

Members' Perspective. 
 

ABSTRACT 

The purpose of this study was to investigate the influence of marketing 
micro-environment elements on quality of services offered by Middle East 
University's (MEU), through examining the academic members' perceptions 
regarding significance and potential use of service quality indicators. 
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Prac cal data have been collected from 117 par cipants out of 147 
elements, by means of a questionnaire. To confirm the suitability of data 
collection instrument, a validity and reliability test were carried out. 
Statistical techniques such as descriptive statistics, t-test, and multiple 
regressions were employed to test the effect of marketing micro-
environment elements (public audience, employees, and competitors) on 
quality of service dimensions (tangibility, reliability, responsiveness, 
assurance and empathy). The results showed that the participants were 
almost similar in their preferences regarding marketing micro-environment 
elements (public audience, employees, and competitors), and they believe 
that MEU consider the public audience as the most important element, 
followed by the competitors and finally the employees. The results also 
showed that participants were almost similar in their preferences regarding 
quality of service dimensions (tangibility, reliability, responsiveness, 
assurance and empathy). The results also indicated that empathy 
dimension was the most important, followed by tangibility, then 
responsiveness, and assurance, while reliability was rated the lowest. 
Furthermore, the results indicated there is a positive significant 
relationship between marketing micro-environment elements and quality 
of service dimensions. However, respondents believe public audience was 
having the highest effect on quality of services offered by MEU, followed 
by the employees and finally the competitors. 

Keywords: Marketing micro-environmental elements, Quality of services 
offered, Academic staff, Middle East University (MEU).  
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:    Abstract 
In light of the global trend towards knowledge economies that rely heavily 
on modern techniques in the use of knowledge to increase social welfare and 
investment resources, different economic in a scientific and rational , has 
become the electronic management tool survival tool indispensable in the 
open world element of change and innovation , creativity and 
competitiveness , which is serve as standards reflect the level of economic 
growth for the business organizations contemporary , not only in increasing 
the volume of production of goods and services , but they are working to 
increase the efficiency and effectiveness of organizational performance have 
and improve the image of their outputs and accelerate the exchange of their 
information across networks , the thing that enabled the business 
organizations of contemporary benefit greatly from the advantages of this 
administration for the purpose of re- design and the formation of its 
infrastructure , and transform traditional structures , and to expand its scope 
of operations of the Steering and reformulated , and directed activities of the 
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Interior. Indeed, he has brought electronic management drastic changes in 
their practices , and the flow of information , and on methods for the design 
of products and services , providing ways and new possibilities for Okad 
organizations to achieve to achieve creativity and outstanding performance 
and guaranteed compared to competitors by working to raise the efficiency, 
effectiveness and speed in performing the functions and various business of 
planning, organizing, directing and control . 
Key Words: innovation Management, excellence Management, Internet 
technology, Electronic Business, Electronic Management. 
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Abstract: 
     In light of the enormous development in new technologies and the 
information revolution and the provision of internet networks and other 
communication, it is necessary for every organization to take advantage of 
this technology in various aspects of contemporary life, to ensure the quality 
of performance and production and development of working methods, and 
the achievement of desired goals and objectives efficiently, as a means of 
survival tool cannot happen in the light of an open world, depends on the 
competitiveness of reference for the progress and prosperity.
     But that is based on the existence of good management that improves the 
treatment of these techniques and operated on behalf of their organizations 
and the work of strategic plans for the necessary transformation, which 
paved the way for the emergence of style electronic administrative uses 
sophisticated in developing business process engineering achievements and 
give them the benefits of quality management.
     The advantage of modern digital technologies and their applications and 
the adoption of business management with its institutions, requires the 
availability of a number of requirements for the success of their 
applications, and the existence of a conscious and administrative leaders are 
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able to keep abreast of developments in the different working environment 
posed by this new technology and face different challenges. 
Key words: Information and communication technology, management, 
electronic administration, business organizations
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The level of awareness managers in Jordanian industrial 
corporations enjoy regarding organizational memory in 

marketing knowledge management 
Abstract 
The study aimed to measure the level of awareness managers in Jordanian 
industrial corporations enjoy regarding organizational memory in marketing 
knowledge management. The population of the study comprised of 
marketing managers in Jordanian industrial corporations which mount to 70 
companies.  The sample of the study included 60 companies, in which 40 
questionnaires were retrieved; landing at 66.67 of the sample size.  
The study reached the following conclusions:
1. There is a high level of awareness held by managers in Jordanian 
industrial corporations concerning the organizational memory in marketing 
knowledge management 
2. Experience held by the marketing manager does not lead to divergences 
in the level of awareness held by managers in Jordanian industrial 
corporations concerning the organizational memory in marketing knowledge 
management  
3. Type of education held by the marketing manager does not contribute to 
divergences in the level of awareness held by marketing managers in 
Jordanian industrial corporations concerning the organizational memory in 
marketing knowledge management 
Recommendations by authors: 

- The importance of handling crisis and risks that face the marketing 
performance via a clear and systemized curriculum   

- The importance of developing designated systems that are capable of 
analyzing economic data concerning the corporation's performance, 
thereby predicting marketing future changes that may influence the 
corporation 

-  The importance of conducting marketing research in accordance 
with the corporation's needs, in order to determine the company's 
position in the market and identify its strengths and weaknesses. 
This enables the company to handle future challenges that may rise 
in the internal and external environments. 

- The emphasis on employee training in marketing divisions on the art 
of information and data collection concerning the external 
environment on daily basis. This should equip the corporation to 
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face any prospect marketing changes that may take place in the 
surrounding environment.   

Keywords: Organizational Memory, Knowledge Management, 
Marketing Knowledge 
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Abstract 

This study attempts to shed light on the role of tax policy 
through the adoption of incentives in creating a Business 
environment that is able to attract small and medium businesses 
and ensure the continuity of its activity , on the grounds that 
these projects have become the locomotive of the economy of 
most countries in the world , accounting for a large proportion of 
companies in most countries , as well as increase its contribution 
to the economic and social development , and the gross 
domestic product and value-added and job creation , and 
increase its contribution to the social and economic welfare of 
the communities in a sustainable manner       And based on the 
fact that the state is responsible for the preparation and 
implementation of policies to achieve these objectives there is a 
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need to take measures to assist in the provision of business 
environment appropriate for these projects , and the stimulus is 
one of the leading tools that would reform the business 
environment , because the tax is one of the biggest obstacles 
facing investment projects , it is also one of the most important 
indicators to assess Business environment.
   The study is based on a review of the Algerian experience, 
which relies heavily on incentives for the creation of a business 
environment attractive to small and medium businesses, and try 
to assess the success of this policy is to create a suitable 
environment to raise the number of small and medium 
enterprises in order to increase its contribution to the 
rehabilitation of the Algerian economy, and putting it in the path 
of growth sustainable.  
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Adopt the Blue Ocean Strategy in accordance with the international 

marketing considerations : a case study in the pharmaceutical 
company 
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Maha Mustafa Jankir  / Assistant Lecturer 

Reem Nouri Majid / Pharmaceutical 
 
Abstract 
  Current research includes a study of the feasibility of blue ocean strategy 
by the General company for pharmaceuticals and medical equipment in Nineveh by 
seeking to expand the market share of domestic markets to international markets, 

particularly in the light of the fundamental changes in the company of the 
change of ownership from the public to the private sector. Because the investor has 
directions to extend products and expand market share and the internationalization 
of its products through attention to product quality and competitiveness with cost 
and price. and go to the areas of international marketing is a dynamic innovative 
activity to search the customer contented in a market characterized by disparity, 
complexity and reach the consumer and satisfy their wishes. 

Research  adopted three hypotheses had them ’’ act in accordance with 
considerations of international marketing enhances the possibility of applying the 
philosophy of Blue Ocean ’’ . 

The methods used and the various statistical indicators to test these 
hypotheses, your search is over to provide a number of conclusions , including the 
possibility exists for the adoption of Blue Ocean Strategy in the organization 
researched and so in terms of the availability of the elements or principles of 
implementation. 

A research of three hypothesis was ’’work according to considerations of 
international marketing enhances the possibility of applying the philosophy of 
ocean blue.’’ And used different statistical methods and indicators to test those 
hypotheses, and research by providing, sum of conclusions, including the possible 
adoption of blue ocean strategy in the Organization disc`ussed by indication of the 
availability of elements or principles. 
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. 
Summary:
    Performance improvement forms a global interest, and the ability of any 
society to manage its institutions towards achieving strategic goals, is one 
of the most important characteristics that distinguishes any community 
from other communities.Having capacities ,energies and skills,the human 
resource is considered the real wealth owned by the institution.Enabling 
employees is counted as a strategy,a new skill and an effective input to the 
development  and continuous management improvement  to achieve the 
strategic goals of the institution. 
Keywords: empowerment, strategic goals, organizational 
culture. 
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Abstract: 

The study seeks to highlight the one hand and the imperative need to 
bring about a comprehensive and profound changes in the organization to 
get to raise the level of service provided.  

On the other hand study aims to review the concept of total quality 
management as a gateway entrances to talk of change in the organization. 
As well as the study aims to keep pace with changes in terms of achieving 
international quality requirements and employ modern methods and 
principles in the management of the organization. And the dissemination 
of a culture of quality as required by the urgent need of the times and the 
circumstances of the givens in all sectors. 
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Abstract 

This research investigates the role of factors affecting the adoption of 
sustainable marketing by food industrial companies in Palestine. These 
factors are regulations on pollution and environmental protection, limited 
natural resources and its increasing costs, the change in consumer attitudes 
and behavior, stakeholders’ interest and awareness on issues of social 
responsibility, and top management attitudes toward sustainable marketing. 
To achieve the research objectives, five hypotheses have been developed 
and empirically tested using simple and multiple regression analysis. 
Research data was collected by administering a questionnaire to a sample of 
248 companies operating in Palestine's food industry. Hypothesis 
testing results showed a statistically strong relationship between all 
independent variables and adoption of sustainable marketing by food 
industrial companies except the variable of consumer attitudesand 
behaviors, it has no significant relationship with the adoption of sustainable 
marketing. The study provides a set of recommendations for companies and 
the government.
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The Challenges of Change and Development in the Business 
Environment in the Arab World 

Dr. Ahmad Al Ma’ani – Philadelphia University

                       Dr. Naser Jaradat – Philadelphia University

Dr. Naser Al- Khdour – Philadelphia University 
Abstract: 

Arab business environment in its present situation, and compared with the 
global business environment can be described as stagnant and static, even though it 
lives in a state of chaos intellectual overwhelming, and that the way to achieve 
change in the Arab business environment is not short especially in this age, who 
faithful to spin the process of change with increasing frequency due to 
globalization and economic and cultural openness, and technological innovations, 
whether in the field of information or communications; where business 
organizations find themselves compelled to adopt a particular approach to change, 
because if they did not do so, they will weaken and repeat themselves, and they 
may end up out of the market. As well as the prevalence of the dominant cultural 
pattern, which is resistant to change, and innovation and creativity in various fields, 
this is why they are not progressing, but increasingly distorting. Such thinking is 
governed by models inherited through history, where they hung tight to the 
barriers, suspended inside the thinking of those who preceded us and relate mainly 
to the quality of the mental mechanism that produced them. 

This research paper attempts to answer the following questions: 

1. What is the concept of change and change management? 
2. Is the change and development and culture of change, are from the 

challenges facing the Arab business environment? 
3. What are the driving factors, for change and development, which pose 

challenges to be faced and overcome by the organization? 
4. What are the challenges that faced the Arab business environment and 

prevent the process of change and development, and forming the culture of 
change? 

These and other questions are what prompted the researcher to conduct this 
research paper, at this stage, where the winds of Arab Spring are still the greatest, 
to constitute a turning point for the challenges of the future development of the 
Arab business environment.
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Abstract: 

There is no doubt that the strategic planning of human resources, which supports 
long-term planning is the entrance of the objective to improve the performance of 
the institutional actors within the organization due to its emphasis on the great 
value of the concept of human capital in the kinetics of the institution and its 
interaction with the speed of environmental variables, hence the issue of the 
development of human skills as a global strategy more including local. 
Thus, the modern enterprise is turning its focus from reliance on the machine and 
the work done to the attention of human capital is the human being through the 
creation of a suitable environment for effective participation of workers in front of 
them and to allow for creativity and innovation and institutional development of 
their performance in line with the goals of the institution. 
Within this context adjusts this research tries to shed light on the strategic planning 
of human capital and problematic improve institutional performance through to the 
following address: First, the importance human capital in the modern business 
environment Secondly, the role of strategic planning in improving the institutional 
performance of human capital. Thirdly: challenges faced by strategic planning for 
human capital. 
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     . 
The study shows that the gap model to measure the quality of banking services 

in banks phones can be difficult to achieve, in terms of physical aspects, which are 
among the main dimensions measured by the quality of service according to 

banking model servqual. Non-existentandpredominatelydefaultin banks phones
which depend on a mobile phone in providing different banking transactions. 
Key words: Banking services, The gap model, Quality of service banking , banks 

phones. 

Abstract: 
Produced transformations that have defined the business environment of open 
markets and rising competition raise the awareness of the quality of services 
business organizations, where quality of service is one of the basics of customer 
satisfaction, is also considered a prerequisite to satisfy his desireandretainloyalty. 
In order that a lot of banks sought to use the models for the purpose of measuring 
the quality of banking service, through the study of the expectations and 
perceptions of customers for this service. We find at the forefront of these models 
or the so-called gapmodelscale,qualityofservice ’’servqual’’.From this point of 
this study aims to reach over the possibility of adapting this modelinbanksphones.
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Given the breadth of patched the work of organizations and non-association 
members business office, forced the management of human resources to cope with 
the changes of information technology and communication feared disappearing and 
what they offer the advantages to speed up the procedures and policies and 
operations of communication between members of the organization, to show the 
concept of electronic management of human resources, which is the application of 
the techniques of web-based systems associated with human resources and 
functions and develop and take advantage of their knowledge and enable the 
underlying share them with others 

And this is what makes us note the importance of this integrated system of 
innovative knowledge management pursued by each organization to survive in an 
era characterized by excessive competition. And thus crystallize problematic 
research and our paper are as follows:  What is the contribution of electronic 
management system for human resources in knowledge management processes 
within the organization? 
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The Use of Carrying Capacity Techniques for Management Operations in 
SPA tourism sites.   (Case Study: Ma'in natural springs in Jordan)  

A research submitted to the 8th Scientific International Conference of the Faculty 
of Administrative and Financial Sciences / Philadelphia Univ. Amman-Jordan  
Abstract  
        The research focuses on exploring different scientific methods to 
manage the recreational carrying capacity of tourist services and activities. 
The role of carrying capacity in shaping the administrative strategic policy 
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has been also discussed for mineral spring's sites in Jordan, with special 
emphasis on Ma'in spring site. This site lies about 58 km south of the capital 
(Amman) and about 34 km from the center of Madaba governorate. The 
research aims to introduce different types of capacities as a new approach 
for operations research and exploring the relationship of the various 
methods for analyzing service demand through tourism marketing strategies. 
The theoretical side of the research emphasis on different techniques and 
methods applied to the analysis of the current and potential demand for 
recreational sites for Ma'in SPA. 
Introduction 
      It is obvious to everyone that financial and human resources are vital 
roles in determining the type and volume of recreational services within the 
tourist sites and resorts. A good use of financial and human resources means 
appropriate services and facilities to the demand. On the other hand, demand 
management technique could explore the period preferred to participate in 
the tourism experience as well as increasing the length of stay and the rate 
of visitor's spending. 

The questions that could be arise in this research are the followings: 
what are the methods that can be applied to increase the carrying capacity of 
the service or tourism site in order to achieve economic capacity? Could the 
labor force power increase the carrying capacity of the tourist site? Is there 
any method that could adjust the capacity of the service in accordance with 
the severity of the demand especially in the peak season period? On the 
other hand, does the scarcity of labor force reduce the capacity of the 
service? One of the research aims is to answer the above mentioned 
questions and the possibility of using capacity technique as a tool for a 
policy-making strategy for the tourist sites.  
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tem-total Statistics 

               Scale          Scale      Corrected 
               Mean         Variance       Item-            Alpha 

              if Item        if Item       Total           if Item 
              Deleted        Deleted    Correlation        Deleted 

 

Q1            75.0727        82.7724        .5642           .9144 

Q2            75.4182        75.9515        .6652           .9106 

Q3            75.3818        74.7589        .7964           .9067 

Q4            75.4364        75.7320        .7154           .9091 

Q5            75.3818        85.6478        .1856           .9205 

Q6            75.3091        79.6620        .4775           .9158 

Q7            75.4000        76.4667        .7187           .9091 

Q8            75.5091        76.6249        .6179           .9121 

Q9            75.4727        83.6613        .2952           .9192 

Q10           75.5818        74.3219        .6881           .9101 

 

Reliability Coefficients 
N of Cases =     112.0                    N of Items = 10 

Alpha =    .9127 
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RESUME : In an effort to keep up with developments in the global business 
environment , especially with the recent trend in economic reforms , in order to 
seek the face of the concept of the open market through trade liberalization and to 
join the international economic organizations , rely legislator Algerian economic 
package of reforms , which were in its entirety is aimed at bolstering the national 
economy , the spectrum in order to create economic stability is a fertile business 
environment supports local and foreign investment . 
 
   According to the World Bank classification of business and investment climate 
for the year 2013, in its report issued on 29 October 2013. Algeria dropped in 
classification and ranked 153 out of 189 countries. It is late for the majority of 
Arabian countries, where classified in Tunisia and Morocco ranked 51 ranked 87, 
came as Egypt was ranked 128, Lebanon ranked 111. The new rankings issued by 
the World Bank, to confirm the slowdown of reforms promised by the Algerian 
authorities, and the lack of conviction of the international body promises and 
commitments made by Algeria in the project ’’ Algerian doing Business’’, and And 
do the work that has framed by the ex Minister of indistry and included by the 
World Bank report, which titled ’’Understanding adjustments for small and 
medium enterprises ,’’ many several indicators confirmed in its entirety the 
difficulty of doing business and investing in Algeria 
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Abstract: 
The world economies and the enterprises are currently going through a 

period of instability and complexity at social, cultural, economic and 
technological levels, along with competition increasing at both local and 
international levels. This mobility and instability made the enterprises live 
in a world which is different from the one in which they used to live just 
few years ago. 

The excessive competition ’’Hyper competition’’ is one of the most 
important environmental externalities, which played a major role in making 
radical and structural changes in the economies and the enterprises. If the  
following areas (D'aveni, 1995) :cost and quality, timing and knowledge, 
strong positions, solid financial capabilities, have always played an 
important role in promoting competition, the speed and the offensive 
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interactions  in these areas is the feature of the competitive environment 
nowadays. 

Strategic planning and strategic management are considered as a wide 
discipline   to raise philosophical and practical ideas in the field of strategy, 
where several trends and visions in the analysis of strategic issues emerged 
depending on the variety of the activities of the enterprises, their 
geographical location and their size, mainly after the enormous 
developments that occurred in the administrative thought in general   and 
in the strategic thought in particular during the recent years. 
The Algerian enterprises like all the enterprises in different countries face 
the same excessive international competition environment’s variables. The 
present research is an attempt to evaluate and present the achievements 
of these enterprises in general and those of the food industry in particular 
in terms of strategic planning on the basis of the new orientation of the 
market and the strengthening of the role of the private sector in Algeria. 

 
            




     



          

Ansoff
Porter            

Mintzberg
 Hamel & Prahalad 


             

             
             
           


                

 
   


            

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

651 
  

D’Aveni 


      
      Porter    PESTEL 

 
         


           

 
 

          
       



        (Gueguen,1997) 

 
 
 


             
 Globalisation 

 1997,p 4 Morse, Zimmerman,


 


 
             

              
             

               
               

 

 Toffer (Corfmat et al.,2000 ,p 9)‘‘‘‘

‘‘‘‘‘‘‘‘19811990



18






 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

652 
  




 


Tic

‘‘‘‘


 

    
                

            
            




    
 


 

 




              

    (D’Aveni,1995)    timing

savoir faire

   Hyper-competition 

Johnson (Johnson et al., 2011 , P 75)    
 

 
 
 


 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

653 
  

D’aveni (D’Aveni,1995)

  extrême
 

 

‘‘




‘‘1984212 

 

198281 

      ISIC1 لأ لاقتصایة  ھ 
            

               

ONS2 

‘‘

    ‘‘ 15         
              
              

    
 

         
197520 
-               

 
-   

 
- 

 
- 


 

                                                             
1 Standard Industrial Classification International. 
2 Office national des statistiques . 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

654 
  

             
              

              


            


             


 
       

2000

13918.1200544

2020201015 
           

65(Journal le soir D’Algérie, 2004) 



    

33 

19745 700

 2011 22000    145000   40    

(Ministère de l’industrie et de la promotion de l’investissement, s.d.)




   (Algex, 2013)  900    

400 

15.000            
 

 The 
High  Mortality Rate  Doing 

Business20111271844

2010 
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

655 
  

 
            



Boudra, 2007, P 8 

1 

2

 

3 

4 


 

Porter 

1 

          1876     
 

   





 

 

1EDPme 

 

Boudra, 2007, P 10-14 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

656 
  

11 

92%

92% 

32% 
21 




 

3.1 
              

22000ISO 
 

4.1 


 
              

 

5.1 



Coca Cola , Pepsi Cola

 

6.1 

Coca ColaPepsi Cola

             

     ''''    ''''

   
              

             


. 
2 

   
            



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

657 
  

           
        




 

3 
          
               

Boudra, 2007, P 16 
1.3 

2007   
49 

4.722
22 

2.3 
        


 

4 
            

        75%   


        


  8  76     50  76   
1076Boudra, 2007, P 17 

 
    

    
 1043914500 120446764 305362800 

 161809380 228946647 85177200 

12007 




 

5 
        

Boudra, 2007, P 19 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

658 
  

15 

    99%

    1%  
 

 
    

  


 

150170 150170
 

 

99 %  
 

1 %  
 

 
700800 700800

 
 
100 % 

 
 

 
 

700800 700800
 

 
100 % 

 
 

22005 
 

2011

201026.5%


 

2.5 

 
 Hamoud Boualem, Coka cola, Fruital, SBC SkikdaSBOA,,Cola 

Pepsi ,ABC, Mami, Bona ,SBC Setif 
NCA, Vitajus, Jutop, Bonjus, cevital 

cevital ,ifri, Youkous, Toudja , Sidi Driss Guedila, 
 

 
 
 
 

 

 
 




2006 




2006 




2006 



2006 

15270 558 82 38 15784 

  3.7% 0.5% 0.2% 3.4% 

32006 

 

               

 
 AustinPorter

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

659 
  

 


 
 
          

 
 

 

 
 

7 

 

 

 7 7 

 

 

 
 

 

 

 

 

2 

 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

660 
  

              
 

 Porter   PESTEL
 

1 




             
      

            2011  56



             


             
             

             
 

2     

            

20135823
             

    2013    


        


 

3 
 


 62

20152013






 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

661 
  

‘‘‘‘ 
 

 

    Coca Cola   1997  

Coca Cola

  30
 

4 

    
       




           
    (Boukhalfa, Rastoin , 2006 , P 8    

 

 
3 Boudra, 2007, P 26 

5 

    

              






 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

662 
  

               
 

6 


1298

814332012
  

2012 

 
 
 
 

 
  

890207021989  

040223062004  

0419615072004  

903910111990  

915323021991  

92-25 13/01/1992  

93-47 1993/6/2 

92-65 12/02/1992 


 

05-484 22/12/2005 

90-367 10/11/1990 

 
 

24011998

23071994 


 

15121999  

4 Boudra, 2007, P 34 


 

 
            





 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

663 
  


 

          

             

              
              

 
             



              

 
            

     Coca cola Pepsi cola    
             Cevital

             
UNO 

     Cevital        




 . 



 

      

       


 

  

Coca cola, Pepsi cola, OranginaEvian 
Danone

  
  

 
 

  



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

664 
  

-  

-  
-  
-  

          
 

-  
-  
-  
-  
-  
-  
-  

MBA ( Master of Business Administration) 
  

 2010 
 1982

 
 197511 
 1984 
  2011           1997

200703 
 

   

 Ansoff,H.I. , Declerck Roger,P. , Hayes Robert,L. (1976). From strategic 
planning to strategic management, Wiley. 
 Ansoff,H.I. (1968). Stratégie du développement de l’entreprise, Edi ons 
Hommes et Techniques. 
 Boukhalfa,B. , Rastoin,J. (2006). L’innova on dans les entreprises 
agroalimentaires en Algérie marché pull ou management push , 1er 
colloque international : le management dans l’espace méditerranéen , 
Montpellier, France. 
 Boudra,A. (2007). Etude sur l’industrie des boissons et des jus de fruits,  
Algerie.  



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

665 
  

 Corfmat,D. , Helluly,A. , Baron,P. (2000). La mutation du contrôle de 
gestion, éditions d'Organisation. 
 D’Aveni,R. (1995). Hyper compétition, Vuibert. 
 Gueguen,G. (1997). face aux turbulences, l’entreprise doit-elle être 
réac ve, 11ème conférence de L’AIMS.  
 Hamel,G. , Prahalad C,K. (1989). Strategic Intent, Harvard business 
revue, Vol.67,N°3 
 Hamel,G. , Prahalad C,K. (2005). La Conquête du futur,Dunod. 
 Johnson,G. , Scholes,K. , Whittington,R. , Fréry,F. (2011). Stratégique, 
Person Education France. 
 Mintzberg,H. (1994). Grandeur et décadence de la planifica on 
stratégique, Dunod.  
 Mintzberg,H. , Ahlstrand,B. , Lampel,J.  (1999). Safari en pays 
stratégie, Village mondial. 
 Morse,D.C. ,Zimmerman,J.L.  (1997).  Managerial accounting II, Irwin 
Mc Graw Hill, NW. 
 Porter,M. (1986). L’avantage concurren el, Interédi ons. 
 Porter,M.  (1982). Choix stratégiques et concurrence, Economica. 

  
 El khabar news papers of Algeria. (23 Novembre 2013). consulté le 
21/03/2014, au h p:// www.elkhabar.com. 
 Journal officiel de la république algérienne démocratique et populaire. 
(7 mars 2012). n° 14,au http://www.joradp.dz 
 Journal le soir D’Algérie. (2004). L’Agroalimentaire Collection Études 
Sectorielles Algérie, consulté le 20/03/2014, au  
http://www.lesoirdalgerie.com  
 Ministère du Commerce. (S.D).  au http:// www.mincommerce.gov.dz. 
 Ministère de l’industrie et de la promotion de l’investissement. (S.D). 
industrie Algérie, n°3, consulté le 28/03/2014, au h p:// 
www.mdipi.gov.dz .  
 Office Na onal des Sta s ques (ONS). (2006). au h p:// www.ons.dz. 
 La le re ALGEX, n°86,novembre 2013. 




 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

666 
  

 
 

– 
 

– 
 

 
       


 


  

 
        

            
          


 
         

 
Abstract: 
Organizations today live in environment of change and uncertainty 
constantly posing by the many challenges requires them to adopt  
appropriate stratégies to address thèse challenges and stratégies to pursue 
the organization 's stratégie to Managerial Empowerment They appropriate 
strategy that will enable them to deal with the management of the most 
important components , which is the reason for its survival and continuity in 
the market and achieve growth is through the customer and find out what it 
needs from products and services , so this study was to determine the impact 
of the dimensions of empowerment and represented in the delegation of 
authority and responsibility , training , work teams and communication in 
support of customer knowledge management, and I began the study of the 
problem : How effect  the dimensions Managerial Empowerment  in to the 
customer knowledge management ? Depending on the field study institution 
General Cable biskra , as part of the answer to the problème of the study 
will be the partition between the study to three axes , respect to the first 
methodology of the study , while the second will take care of the framework 
theory for each of the variables Managerial Empowerment and Customer 
Knowledge Management and the relationship between them , and the third 
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axis Sechts analysis hypothesis testing in the final conclusions and 
recommendations. 
Keywords: Managerial Empowerment, delegation of authority , training , 
work teams , effective communication , customer , customer knowledge , 
customer knowledge management . 
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تتیح المؤسسة فرصة التعلم في  - 5
  .للعاملین مجال عمل

  

          

 فرق العمل :الثالثالبعد 
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تتوفر أجواء من التعاون والمساعدة - 6
  بین العاملین في فریق عملي

  

          

تسود الثقة بین أعضاء جماعات  - 7
  .العمل

          

         مؤسستي تدعم تشكیل فرق العمل- 8

  الاتصال الفعال :الرابعالبعد 

العاملین بكل المعلومات  یتم إبلاغ - 9
  .التي تخص عملهم

       

یوجد في مؤسسة وسائل اتصال -10
فعالة توفر المعلومات على النحو 

  السریع لأصحاب القرار

       

 إدارة معرفة الزبون

لدى المؤسسة قسم خاص لمتابعة - 1
  .معلومات الزبون

          

تحتفظ المؤسسة بملف خاص عن  - 2
  .كل زبون یتعامل معها

          

في  الآليیتم الاستعانة بالحاسب - 3
  .یخص الزبون تنظیم ومتابعة كل ما

          

          المؤسسة تقدم كل المعلومات التي  - 4
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  .یحتاجها الزبون
  
المؤسسة تمتلك دلیل خاص بالزبون - 5

 الانتفاعیة یتضمن معلومات عن كیف
  .بخدماتها

          

بمقترحات وملاحظات  الأخذیتم - 6
الزبون حول الخدمات والمنتجات 

  .المقدمة

          

 إلىیسعى العاملین بالمؤسسة - 7
  .التعلم من خبرات وتجارب الزبون

  

          

تهتم المؤسسة بزبائنها في الكثیر - 8
  ).مجال التحسین(من الاجتماعات

          

الحدیثة في  الأسالیبیتم تطبیق - 9
  .تقدیم الخدمات

          

تساعد المؤسسة زبائنها على -10
  .یریدون تحدید ومعرفة ما
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THE BUSINESS COMPETENCIES OF THE BUSINESS OWNERS 
IN THE KINGDOM OF BAHRAIN 

 
DR. VENUS DEL ROSARIO BUNAGAN / BAHRIN 

 
Chapter 1 

THE PROBLEM AND ITS BACKGROUND 
 
Introduction 
 Management experts have spent a great deal of time and effort 
providing guidance to supervisors concerning the best methods for setting 
and communicating expectations. However, comparatively little has been 
developed for supervisors dealing with appropriate and effective ways to 
monitor efforts toward achievement of these objectives. 
 One of the most difficult parts of managing is the appraising and 
judging of employees’ performance both from top echelon which is 
composed of the heads, the middle level management and supervisors. 
While a number of tools for the evaluation of these groups of people have 
been formulated, still great deal of suggestions is needed for the 
improvement of such. 
 The Kingdom of Bahrain has always been characterized by a vibrant 
partnership between the government and the private business sector in the 
task of enforcing the state’s constitutional mandate to provide smooth flow 
of businesses to all Bahrainis and other nationalities. 
 With the private business sectors still accounting dominantly doing 
business, ability of the country to produce manpower with the world class 
skills required to compete in the global market will be dependent, to a large 
extent, upon the ability of private businesses to maintain the highest 
standards of quality in the production of goods and services. (Kotler,1998). 
 Attached to the recruitment, selection and hiring of people by the 
small business enterprises is the regular performance appraisal of the 
employees for standard performance and operations. 
  Performance is the role an employer pays attention in the operation 
of any organization. When an employee is not performing up to his full 
capabilities, something is adversely affecting performance. Administration 
or management needs to work with the employee to determine what those 
obstacles are in order to transform an employee into a high performer. 
 To achieve the goals and objectives of the organization means that 
administrators/managers should possess important competencies. Having a 
leader who is a visionary, a collaborator, a salesperson and a negotiator, or a 
manager, who is a manager, who is a captain, an analyst, a conductor, and a 
controller, is considered to be indispensable. 
 Business managers and owners should possess the following key 
roles in their operations: 1) to ensure the task is performed as required, 2) to 
provide supervision with accurate data for organizational performance 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

2 
  

appraisal, 3) to motivate employees to work at peak performance even when 
the supervisor is not present and 4) to motivate workers to display 
appropriate behavior (PACSB Newsletter, 2002). 
 The process of overseeing work not only increases the likelihood 
that the task will be performed as expected but it also provides the 
opportunity for supervision to offer feedback to subordinates on the quality 
of the work effort. Thus, the need to have fully qualified people for the task 
equipped with the following skills: a) leadership skills, b) educational skills, 
c) interpersonal skills, d) professional skills and the e) managerial skills. 
 This study aimed at determining further business owners as 
managers being in the fore in leading their respective subordinates and staff. 
Other than the usual competencies which are categorized in the evaluation 
tools for the business owners and managers this study aimed at determining 
further the following skills: a) leadership skills, b) educational skills, c) 
interpersonal skills, d) professional skills, and e) managerial skills which 
eventually should be considered in the general evaluation of performance of 
business owners and managers of small enterprises in the Kingdom of 
Bahrain. 
 
Statement of the Problem 
 This study aimed to determine the competencies of the small 
business owners and managers of selected enterprises in the Kingdom of 
Bahrain. 
 Specifically, the study sought to answer to the following questions: 

1. What are the characteristics of the respondents in terms of: 
a. Age 
b. Gender 
c. Educational attainment 
d. Length of Stay in the Business 
e. Trainings Related to Business 

2. What are the  competencies of the respondents  in terms of: 
a. Leadership skills 
b. Educational skills 
c. Interpersonal skills 
d. Professional skills 
e. Managerial skills 

3. Is there significant relationship between the characteristics of the 
respondents and their competencies? 

4. Is there significant difference in the perceptions of the two groups of 
respondents as regards the competencies of the business owners / 
managers? 
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Hypotheses 
1. There is no significant relationship between the characteristics and 

competencies of the business owners and managers as perceived by 
the two groups of respondents. 

2. There is no significant difference in the perceptions of the two 
groups of respondents as to the competencies of the business owners 
and managers. 
 

Scope and Delimitation of the Study 
 The focus of the study is the competencies of the business owners 
and managers in the Kingdom of Bahrain 
 The variables of the study included the demographic profile of the 
respondents like the age, gender, highest educational attainment, field of 
specialization and trainings attended in the different levels. 
 The other variables are the competencies like the leadership skills, 
educational skills, interpersonal skills, professional skills, and managerial 
skills. 
 The demographic profile and the skills were tested as to their 
relationship. Likewise, the relationship between the characteristics of the 
respondents and their administrative competencies and the differences on 
the perceptions of the two groups of respondents as regards competencies of 
the business owners and managers was also tested. 
 The study was conducted within the school year 2010-2011... 
Significance of the Study 
 The results and findings of this study will be beneficial to the 
following: 
 Top Management. The results and findings of the study could serve 
as supplements to the performance appraisal to which the business already 
use. Meaning, the management could possibly input some improvements in 
the existing tool for the efficiency rating of the subjects similarly, 
management could also become more consistent and stricter in the choice of 
the people to be designated in such positions so that better quality of 
management of people and resources is achieved in the business. 
 Owners and managers of the business. The findings will be a 
source of enlightenment as regards other managerial competencies and skills 
they have to be well-equipped with in order to become fully capable and 
effective in the performance of their duties and functions. 
 Staff of the business. The staff/workers as direct staff of the owners 
and mangers will be properly monitored and supervised as to their 
managerial efficiency and other related tasks because the owners and 
managers will already be equipped of the necessary skills. 
 Customers. As the end-beneficiaries of the study conducted, the 
customers will be better delivered of the expected quality of goods and 
services. They, being the direct consumers of the business who are 
efficiently supervised by the owners and managers. This would create a 
chain reaction of benefits. 
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CHAPTER II 

Review of Related Literature and Studies 
This chapter presents the literature and studies from the readings of 

the researcher which are related to the present study. 
 
Related Literature 
 Management and leadership are often thought of as the same thing. 
The managerial function leading is defined as the process of influencing 
people so they will contribute to organization and group goals. 
 While working toward goals, a manager must take into account the 
dignity of the whole person (Welrich and Koontz, 2003). 
 According to Levines (2002); Leadership has several aspects to 
consider, to wit: 

1. Visionary 
Articulating a strategic direction for the enterprise is a clear and 

compelling manner, the leaders fosters relationships founded on trust and 
respect with all stakeholders, not just the shareholders of the organization. 
Professionally, a leader disserts business situations with a few to the future 
while maintaining a firm grasp of the enterprise’s current elements. 
Remaining true to the core and functional competencies necessary to 
support the vision, the leader understands the associates’ perspective and 
only endorses action that integrates the associates’ needs. With a breach of 
prophecy, a leader investigates, recommends and implements activity with 
appreciation of the enterprise and the associate’s interest. 

A leader sees beyond the immediacy of decisions, exercising the 
ability to often predict the effects of actions, policy and even words. A 
leader keeps up with current industry research and best practices in hopes of 
benefiting the enterprise with such knowledge. 

2. Collaborator 
This kind of leader sets an example and leads through it. This has 

been called ’’collaborating with the vision’’. 
By doing so, a leader demonstrates a clear understanding of the 

strategic direction of the enterprise in aligning work and personal behavior 
with that vision. 

A leader develops and organization and a corporate culture that 
encourages, supports and rewards individual and team achievement. In 
addition, a leader surrenders ’’the self to the squad’’, collaborating at all 
times with associates to help them. Adapting his management style to the 
unique needs of individuals, a leader displays an understanding that truly 
meritorious effort should be spent on eliminating barriers to superior 
associate performance. 

The successful leader defies limitations. He works effectively not 
only with his immediate work group but also those outside the formal line of 
authority in order to accomplish any of the enterprise’s goals. 

3. Salesperson 
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Demonstrating a charismatic self-assurance of ideas, judgments and 
capabilities, a leader tactically influences others within the enterprise 
through participation in all processes and decision-making. 

The goal is elementary: a leader seeks an organization that supports 
individual and team achievement, and therefore, he works at building and 
sustaining group cohesion through mutual trust and respect. Once the 
enterprise has its professional dynamic, the leader manages to it. 

To accomplish the challenges of creating unity, a leader will provide 
his enterprise with the vision, direction and inspiration necessary for its 
continued longevity. 

He maintains good rapport with all departments of the enterprise, 
and he gets to know the people and resources that can provide assistance. 

4. Negotiator 
As the saying goes, ’’The past is only a reference, not a residence.’’ 

The leader reacts and adjusts positively to new ways of accomplishing tasks. 
Foremost on the leader’s mind is making tough decisions that ensure 
associate satisfaction and departmental efficiency. To that end, most leaders 
willingly serve as self-fueled process improvement ’’think tanks’’ or change 
agent specialists, developing imaginative solutions to solving problems 
despite the element of risk. Critical to the leader’s perspective is his ability 
to enhance existing processes and procedures that ensure associate 
satisfaction and departmental efficiency. Setbacks are inevitable, and 
therefore, embraced rather than shunned, for it is only in failure that we 
learn. Serving as a catalyst for positive organizational turbulence, a leader 
will assist managers and associates in responding effectively to new 
circumstances in the workplace. 

Every resilient, a leader will actively seek assignments, guidance and 
feedback that are necessary in order to prepare him/her for handling current 
or future objectives (Levines, Teresa, September 2001). 

 
On the other hand, manager, as sorted from Levines, (October, 2001) 

is considered as: 
1. Captain 
Displaying energy and initiative, the manager develops and applies 

personal knowledge of the business, products, systems and technology to 
advance the enterprise’s agenda. 

Accepting feedback and criticism professionally and constructively, 
the manager assumes ownership for work by setting priorities and utilizing 
department resources. Not only does the manager add economic value 
through the strategic use of the enterprise’s programs and practices, he also 
understands and applies corporate procedures and departmental standards to 
consistently produce error-free results in a timely manner. He ensures the 
team is striving to overcome obstacles before seeking support. 

2. Analyst 
Possessing keen analytical skills coupled with a grasp of the 

enterprise’s budget, the successful manager works diligently to gather 
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current and accurate information about situations and technology. Without 
it, the manager cannot and will not make educated decisions on behalf of the 
organization. Before engaging in a course of action, the manager conducts 
an in-depth analysis of the requirement and specifications in order to 
determine which course will deliver maximum results. Additionally, he uses 
this information to drive his learning as well as nurturing the business’ 
continued success. After careful review of all the collected data and 
alternative, only then will the manager make timely decisions. 

3. Conductor 
Focusing on potential business opportunities, the successful 

managers understand the differences and similarities between individuals, 
departmental and enterprise goals. Like a workhorse, the manager endeavors 
to accomplish all of the activities, applying knowledge and training to 
support whatever the need. His emphasis will remain on the client:  
understanding their needs, the manager will take actions necessary to either 
integrate or balance them with the enterprise’s products and strategic 
direction. At all times, the manger will use whatever resources are 
appropriate to identify issues, plan work, eliminate concerns, resolve 
problems and make the necessary adjustments to reach optimum 
performance. 

In determining key personnel to fill out a result-driven team, a 
manager analyzes departmental needs, selects the best-qualified candidates 
and assigns task based on skill and abilities. Reaching outside of the sphere 
of influence, the manager will also organize, gain the involvement of and 
manage diverse work groups and or task force to achieve specific project or 
enterprise goals. 

1. Controller 
For the manager, an accurate picture of the enterprise’s profitability 

can only be achieved through careful considerations of all the details 
comprising typical business activity. This examination starts with the basics: 
a review of common elements of success, and it extends all the way to 
determination of obstacles to performance in the workplace. 

By demanding work performed to the best of any associate’s ability, 
a manager’s primary objective is simple: meeting or exceeding professional, 
enterprise, task force or departmental goals. Through an exhaustive 
examination of data meant to identify the most critical components of 
exemplary performance, the successful manager recognizes trends. 
Inconsistencies, deficiencies and impact. He never loses focus of monitoring 
results, controlling resources and modifies business activity to better 
achieve project plan. 

In the book entitled Great Leader as for Great Government, Drucker 
(1998) mentions key characteristics for great leaders, they are: 

1.  Understanding and appropriately applying procedures, 
regulations and policies related to specialized expertise; 
understanding linkage between administrative competencies ad 
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mission needs, keeping current on issues, practices and 
procedures in technical areas. 

2.  Stressing results by formulating strategic program plan that assess 
policy/ program feasibility and include realistic short and long-
term goals and objectives. 

3.  Exercising good judgment in structuring and organizing work and 
setting priorities, balancing the interests of clients and readily 
readjusting priorities to respond to customer demands. 

4.  Anticipating and identifying, diagnosing and consulting on 
potential or actual problem areas relating to program 
implementation and goal achievement, selecting from alternative 
curses corrective action, taking action from developed 
contingency plans. 

5.  Setting program standards, holding self and others accountable 
for achieving these standards, acting decisively to modify 
standards to promote customer service and/or the quality of 
course and policies. 

6.   Identifying opportunities to develop and market new products 
and services within or outside of the organization; taking risk to 
pursue a recognized benefit or advantage. 

Leadership Traits 
 Efforts to understand success focused on the leader’s personal 
characteristic of traits. Traits are the distinguishing personal characteristics 
of a leader, such as intelligence, values and appearance. 
 In addition to personality traits, physical social and work related 
characteristics have been studied. 

Some of the  characteristics of a leader include: 1) social background 
and mobility, 2) Intelligence and ability judgment, decisiveness, knowledge, 
fluency of speech, 3) personality alertness, originality, creativity, personal 
integrity , ethical conduct and self -confidence, 4) work related 
characteristics – achievement drive, desire to excel, drive for responsibility, 
responsibility in pursuit of goals, task orientation  5) social characteristic 
ability to enlist cooperation , cooperativeness, popularity, prestige, sociality, 
interpersonal skills, social participation, tack and diplomacy (Garry, 2001). 
Recent work on leadership has begun to distinguished leadership as 
something more: a quality that inspires and motivates peoples beyond their 
normal level of performance. 
 
Transactional leaders 

The transactional leaders clarify the role and task requirements of 
subordinates, initiate structures, provide appropriate rewards and try to be 
considerate to and meet the social needs of subordinate. The transactional 
leaders’ ability to satisfy subordinates may improve productivity. They 
often stress the impersonal aspects of performance, such as, plans, schedules 
and budget. They have a sense of commitment to the organizational norms 
and values. 
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Charismatic leaders 
These types of leaders go beyond the transactional leader’s 

techniques. They have the capacity to motivate people to do more than 
usually expected. The impact of characteristics leader is normally from: 1) 
stating a lofty vision of an imagined future that employees identified with: 

2) Shaping a corporate value system for which everyone stands; 3) 
trusting subordinates and earning their complete trust in return. 
Charismatic leaders raise subordinates, consciousness about new outcomes 
and motivate them to transcend their own interest for the sake of 
organization or the department (draft, 1997) 
Transformational leaders 

These leaders are similar to charismatic leaders but are distinguished 
by their special ability to bring about innovation and changes. They emerge 
to take an organization through major strategic change such as: 
revitalization. They form intangible qualities, such as vision, shared values 
and provide common ground to enlist their followers in the change (Richard 
1997) 
 
Interactive leaders 

Interactive leaders are concerned with consensus building, 
inclusiveness, and participation and caring. They promote idea that striving 
to reach organizational goals to en able employees to reach their personal 
goals (Richard, 1997) 
Some critics argue that the importance of leadership is greatly overrated and 
that in many contexts, leaders make either little or no difference. 
Substitute for leaderships 

The substitute leaders approach attempt to specify some of the main 
situational factors likely to make leaders behavior unnecessary or to negate 
their effectiveness. In this approach, neutralizers are situational factors that 
make it impossible for a given leader behavior to have an impact 
subordinate performance and or satisfaction. Managers need to access the 
presence of neutralizers and attempt to alter the situation.   

On the other hand, subordinates are situational factors that make 
leadership impact not only impossible but also unnecessary  
Managing employees 

No one needs to be reminded of the growing diversity in the 
workforce today. The multi- cultural force will continue to grow both on a 
domestic level and an international level. A diverse workforce not only 
results from a global economy, but has itself become more multi- cultural 
reflecting the changing general population demographics. The 
consequences’ for managers are great and varied. This diversity reflects the 
need for managers to be more flexible.    
Rewarding Employees 
 A key component of managing employees is providing appropriate 
rewards. Recognizing the uniqueness of each employee is of the outmost 
important in revealing employees (James, 2002) 
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 Borich (1998) believes that any appraisal system implemented must 
be comprehensive enough to evaluate multiple criteria like classroom 
observations, peer, supervisor and self-appraisal, such as procedure assist 
the teachers in upgrading his/her performance through continuing 
professional development program. 
 Cooper (2000) states that one of the nicest things about performance 
appraisal is the participation of others. 
Monitoring Performance to Achieve Excellence 
 Performance is the role an employee plays in the operation of a 
company. When an employee is not performing up to their full capabilities, 
something is adversely affecting performance. 
 Supervisors make a common mistake by not giving performance 
feedback to the average to below average rated employees. They sometimes 
find easier to praise an employee’s above average performance than to 
constructively criticize average or below average performance. The 
supervisors need to be truthful and forthright with an employee without 
regard to their level of performance (Levines, 2002). 
 An effective manager uses persuasion to include others to accept 
what is required of them without intimidation or threat of retribution. 
Utilizing persuasive is a modern management practice that no longer relies 
on autocratic authority as was trues the past but on manager and employees 
teamwork. 
 There are four ways to persuade others, the following are: 

1. Develop personal skills-this is the basis of persuading others. 
Possessing personal skills will not only help persuade others but 
will also aid in the other areas of job performance. 

2. Know personnel-the supervisor should investigate and determine 
the person’s need, wants, strength, weakness, security concerns 
and level of risk they are wishing to accept. 

3. Create a plan – the supervisor should create a plan specifying 
goals and objectives, evidences and arguments to be made. 
Levines, (2001) 

To ensure that employees’ output is of high quality, management 
should provide written guidelines specifying the standard of quality 
required. In some industries, standards are set by local or national 
enforcement agencies. 

In others, standards are set by groups, like food and Drug 
Administration or the various organizations that set standards for specific 
industries. 

By getting employees involved in the decision – making process, the 
organization gets a higher productivity from them. Experience has been 
shown employees who understand why they are performing certain 
functions, and how those functions contribute to the company’s objectives, 
are more proficient and productive o the job. 

Once involved, in the process, employees’ productivity can be 
further increased by measuring both individual and team performance 
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against level against several objectives, are more proficient and productive 
on a regular basis (Levines, 2002). 

One of the most difficult skills a manager needs to master is how to 
deal with an employee displaying unacceptable behavior. When an 
employee’s behavior is unacceptable, it is best to deal with the problem 
before it becomes unmanageable. 

The following are the eight (8) steps to handle substandard 
performance confidently and productivity: 1) Think – think about the 
exhibited behavior before confronting the employee, 2) Plan – Plan what 
you will say before meeting with the employee, 3) Picture – Picture how the 
employee is going to respond, 4) Describe – when you meet with the 
employee, described the behavior you observed,5) Ask – Ask the employee 
to explain his action, 6) Listen –Listen and let the employee do most of the 
talking, 7) Agree – Agree on what the desired behavior should be and 8) 
Affirm – Affirm to him you know he can do it. 
Improving Marginal Performance 
 Absolutely no amount of leadership strength can replace the needs 
for the supervisor to develop people within his/her area of responsibility. 
It’s been said good managers leave weak organizations but great leaders 
never do. Subordinate development gives people a source of accomplishing 
what they never thought they could in the first place. Furthermore, it creates 
an opportunity for a surmountable supervisor to eventually begin selecting 
and training a succession within their area of responsibility. 
Manager’s competencies 
 Competencies will help determine how successful a manager might 
be at managing others. Professor Edgar Schein as cited By Gary (2001) says 
career planning is a continuing process of discovery in which a person 
slowly develops a clearer occupational self-concept in terms of what his/her 
talents, abilities, motives and values are. Schein also says that as one learns 
more about himself, he becomes apparent that he has a dominant career 
anchor, a concern for value that he will not give up if a choice has to be 
made (Gassler, 2001). 
Related Studies 
 Being a business owner and manager is a broad function, which 
encompasses specific functions, task areas and responsibilities. One of the 
responsibilities is the evaluation/appraisal of business processes and 
products. Process refers to the procedures that the owner and manager and 
staff use in their business operations, while products deal with the results or 
outcomes of these processes in terms of customer satisfaction. 
 
Roles and Competencies for Distance Education Programs in Higher 
Education 
 An expert panel of distance educators had identified and analyzed 
the roles and competencies needed in higher and distance education 
programs. 
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 The study had three purposes: The first was to identify the roles and 
competencies in distance education in higher education. The second purpose 
was to rate the importance of those competencies. The third goal was to 
compare the results to those of a previous competency study done five years 
ago. 
 The study identified thirteen roles needed to implement and manage 
distance education program in higher education. Many roles are typically 
assumed by one position, depending upon the skills of the person in that 
position. However all these roles should be considered in staffing and 
training decisions. The importance of the roles and the competencies will 
vary depending on the institutional environment particularly related to the 
distance education model be implemented. A set of thirty general 
competencies emerged that are necessary to varying degrees across all roles. 
They include competencies related to communication and interpersonal 
skills, administration and management, technology and instruction. The 
level of mastery of a general competency will vary from role to role. Some 
of the general competencies are primary to one role such as the change 
agent skill to the role of leader/change agent, for example, or secondary or 
tertiary in the function of other roles. The following are the different 
competencies attached to certain roles: teamwork skills, basic technology 
knowledge, interpersonal communication skills, English proficiency, writing 
skills, questioning, adult learning theory, knowledge of support services, 
feedback skills, organizational skills, technology access knowledge, 
planning skills, software skills, knowledge of intellectual property, 
facilitation skills, public relations skills, multi-media knowledge, 
presentation skills, consulting skills, evaluation skills, group process skills, 
editing skills, project management skills, change agent skills, negotiation 
skills, needs assessment skills, personal organization skills (Thatch, E., 1997 
). 
 In a study by Balton, his conceptualization includes a number of key 
concepts as follows: 

1. Evaluation is a cyclical process of planning collecting information 
and using information. 

2. Evaluation includes the examination of input, process and outcomes. 
3. Evaluation involves consideration of process and products of several 

people. 
4. Evaluation is a subsystem interrelated with other subsystems within 

the total school organization  
5. Evaluation involves self-evaluation plus the evaluation by the 

outsiders. 
6. Evaluation includes the assessment of common objectives and 

processes plus objectives related to a specific situation. 
Moreover Balton (1993) views evaluation as a cyclical process, not 

an activity which occurs at a given point in time when a judgment is made 
regarding the value of the person’s performance or the value of some 
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products. Neither does evaluation consist of multiple phases which are 
sequential cyclical and repetitive. 
 On the other hand, Huplin 1990) conducted studies of leadership 
with the used of the two-dimensional Leader behavior descriptive 
questionnaire. This instrument was constructed on the premise that leader 
behavior can be explained in the continuum of both consideration and 
initiation of structure. 
 Based on a study Schein’s MIT graduates, as mentioned by Dassler 
1998), he concluded that managers have a stronger managerial competence 
career anchor. They show strong motivation to become managers, and their 
career experience enables them to believe that they have the skills and 
values necessary to rise to such general management positions. A 
management position of high responsibility is their ultimate goal. When 
pressed to explain why they believed they had the skills required to gain 
such positions, many said they saw themselves as competent in three areas: 
1) Analytical competence, the ability to identify, analyze and solve 
problems under conditions of incomplete information and uncertainty, 2) 
interpersonal competence, the ability to influence, supervise lead, 
manipulate and control people at all levels and 3) emotional competence, the 
capacity to be stimulated by emotional and interpersonal crises rather than 
exhausted or deliberated by them, and the capacity to bear high levels of 
responsibility without becoming paralyzed (Dassler, 1998). 
 Another study conducted by Hitts in the Managerial Competencies, 
Leadership skills, and Work Performance of Nurse Supervisors and the 
Implications to the Nursing Practice explored the relationships among the 
managerial competencies, leadership skills and work performance in 
administrative and clinical nursing of nurse supervisors at Hospital ng 
Maynila. The results of the study showed that the nurse supervisors at 
Ospital ng Maynila demonstrated evidences of managerial competencies and 
leadership skills. Furthermore, managerial competencies were found to be 
significantly useful in administrative nursing, but not as much in clinical 
nursing. Specific conclusions given were: 1) Nurse Supervisors at Ospital 
ng Maynila generally demonstrated managerial competencies and leadership 
skills, but these have to be raised at a higher level to meet the demands of 
the hospital work, 2) Variations in the perceptions of the three respondent 
groups were due to various factors, requiring further investigation, 3) Nurse 
supervisors who exhibited passable managerial competencies were likely to 
become good leader and vice-versa, 4) Nurse supervisors who demonstrated 
passable managerial competencies were also likely to demonstrate 
acceptable work performance in the aspect of administrative nursing, but not 
necessarily in clinical nursing and 5) The nurse supervisors who performed  
well in clinical nursing may not always have high managerial competencies 
(Hitts, 2000). 
 The literature and studies gathered are related with the present study 
since these dealt with managerial competencies, leadership skills which 
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employees in varied organizations even in educational institutions should 
possess as basis for their performance evaluation. 
 Likewise, sole related literature and studies provide theories in 
leadership and management which are supplements to the discussion on 
competencies enumerated. 
 
Theoretical Framework/Conceptual Framework 
 Efforts to understand success focused on the leader’s personal 
characteristics or traits. Traits are the distinguishing personal characteristic 
of a leader, such as intelligence, values and appearance. In addition to 
personality traits, physical, social and work – related characteristics have 
been studied. 
 Of these characteristics include: 1) social background and mobility, 
2) intelligence and ability, 3) personality, 4) work-related characteristics 
which now consists the administrative competencies like the leadership 
skill, educational skill, professional skills and managerial skill, and 5) social 
characteristics like interpersonal skills and social participation. (Dassler, 
2001) 
 Managerial competencies help determine how successful managers 
might be at managing others. Professor Edgar Schein’s study a cited by 
Dassler, 2001 says career planning is a continuing process of discovery in 
which a person slowly develops a clearer occupational self-concept in term 
of what his or her talents, abilities, motives and values are. 
 A study by Hits on the managerial competencies, leadership skills 
and work-related performance of Nurse Supervisors and Implications to the 
Nursing Practice explored the relationship among the managerial 
competencies, leadership skill and work performance in administrative and 
clinical nursing of nurse supervisors at Ospital ng Maynila. The results 
show that the managerial competencies were found to be significantly useful 
in administrative nursing, but not as much as clinical nursing. (Dassler, 
2001) 
 Above concepts from literature and findings of certain studies were 
bases of the researcher in the formulation of managerial competencies 
inherent or are acquired by the owners and managers in the performance of 
their administrative and supervisory functions. 
 With the rapid pace of technological change, the way jobs are 
performed require all types of workers to be resilient in adapting changes or 
improvements in their work environments. They should possess skills in 
leadership, educational, interpersonal, professional and even managerial 
skills to satisfactorily perform given functions especially with 
administrative and supervisory tasks.  
 Assessing the administrative skills of managers either in 
organizations offering goods or services however, is issued for a variety of 
purposes, including compensation administration, assessing training needs 
and to come up with a better, more reliable and more objective performance 
evaluation. 
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Figure 1 presents the paradigm of the Study.  

Independent Variables    Dependent 
Variables 
 
 
  
 
 

 
 
 
 
 
 
 
 
 
 
 
Paradigm of the Study 
 The research paradigm presented shows the relationship between the 
independent and dependent variables. 
 This study holds that the independent variables as demographic 
profiles of the business owner and managers which include the 
characteristics of the respondents in terms of age, gender, highest 
educational attainment, length of stay in business, trainings related to 
business have bearing on the development of the dependent variable which 
includes the business competencies such as leadership, educational, 
interpersonal, professional and managerial skills. 
Definition of Terms 
 For clarity of the meaning of terms as they are used in the study, 
terms are given operational definition. 
 Business Competencies. These are the skills which are being 
determined as competencies of the business owners and managers in terms 
of leadership skills, educational skills, interpersonal skills and the 
managerial skills. 
 Leadership Skills. The initiative to do work, wise decision-making 
and motivation given to subordinates. 

Characteristics of the business 
owners and managers in terms of: 

a. Age 

b. Gender 

c. Educational attainment 

d. Length of stay in business 

e. Trainings Related to 
Business 

 

Business competencies of the 
business owners and managers 
in terms of: 

a. Leadership Skills 

b. Educational Skills 

c. Interpersonal Skills 

d. Professional Skills 

e. Managerial Skills 
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 Educational Skills. The systematic business improvement and 
innovations from the acquired formal learnings of the business owners and 
managers. 
 Interpersonal Skills. The human relationship created by the 
business owners and managers. This also includes their relationship with 
other stakeholders in the community.  
 Professional Skills. The skills possessed by the subjects who keep 
them abreast with new techniques and developments to improve their 
knowledge, skills and the overall productivity. 
 Managerial skills.  The skills which determine how the business 
owners and managers handle resources particularly the human resources. 
 Owners/Manager. These are the randomly selected owners / 
managers of small businesses in the Kingdom of Bahrain.  
  

CHAPTER III 
 METHODS 

 
This chapter presents the research design, locale of the study, 

respondents of the study, sampling technique, the research instruments, the 
research procedure and the methods of analysis. 
 
Research Design 
 This made use of the descriptive correlation research design because 
the study described an existing relationship between and among variables 
and the degree to which two or more of these variables are related. 
 The study tried to relate the demographic profile of the business 
owners and managers in terms of age, gender, educational attainment, field 
of specialization and trainings undertaken related to business with their 
managerial competencies such as leadership skills, educational skills, 
interpersonal skills, professional skills and the managerial skills. 
 The difference in the perceptions of the two groups of respondents as 
business owners and managers were also considered.  
Locale of the Study 
 The study was conducted in some selected small business enterprises 
in the Kingdom of Bahrain through the help of some staff of the Bahrain 
Chamber of Commerce and Industry.  
 The study was conducted within the first, second and third trimesters 
of school year 2010-2011. 
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Respondents of the Study 
 The study involved the business owners and managers of small 
business enterprises of the Kingdom of Bahrain. 
 
Sampling Procedure 
 The study employed random samples of business owners and 
managers of small enterprises as suggested by the Bahrain Chamber of 
Commerce and Industry. 

 In order to gather more reliable data on the managerial competencies 
of business owners and managers, the BCCI assisted the researchers in 
identifying the sample respondents and subjects of the study.  

TABLE 1 
Distribution of Respondents and subjects of the study 

Respondents Frequency Percent 
Owners/managers 10 20 
Staff 40 80 
Total 50 100 
Research Instruments 
 The study made use of a questionnaire for gathering data. The 
questionnaire consisted of two parts. The first part elicited the 
characteristics of the business owners in terms of age, gender, educational 
attainment, length of stay in business, and trainings acquired related to 
business. 
 The second part of the questionnaire determined the competencies of 
the subjects specifically on their leadership skill, educational skills, 
interpersonal skills, professional skills and managerial skills. These are 
perceived by both the owner respondents and the staff respondents. 
 The questionnaire was developed by the researchers from their 
vicarious experiences. They tried gather as many competencies as possible 
explained in management books authored by both from Local and Foreign 
Nationals that were deemed closely related to how the business owners and 
managers function as supervisors in the business. 
 The questionnaire was then passed to selected research experts in the 
university and was scrutinized as to its validity. The questionnaire were 
administered to respondents with due permission from concerned 
authorities. 
 Informal interviews were also conducted to supplement the data 
gathered from the questionnaire. 
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Data Gathering Procedure 
 The researchers personally administered the floating of these to the 
respondents for prompt retrieval of the questionnaires. The researchers saw 
to it that every item in the questionnaire was understood by the respondents 
for reliability of answers. 
 
Method of Analysis 
 In the determination of the characteristics of the respondents of the 
study, the frequency count and simple percentage were used. The weighted 
mean was utilized to determine the business competencies of the 
respondents. 
 The significant relationship between the characteristics and the 
business competencies of the business owners were determined through the 
use of the Person Product Moment of Correlation. 
 ANOVA was used to determine the significant difference in the 
perceptions of the two groups of respondents on the business competencies 
of the respondents. 
 

CHAPTER 4 
Results and Discussions 

 
This chapter presents the findings, analyses and 

interpretation of data gathered. 
Tables 2-5 present the percent and frequency distribution of 

the owners/managers in terms of their age, gender, and educational 
attainment length of stay in business and trainings in business and 
other related trainings. 

 
 

Table 2  
Distribution of Subjects According to Age 

Age Bracket Frequency Percent (100%) 
18-22 2 20 
23-27 2 20 
28-32 1 10 
33-37 3 30 
38-42 1 10 

43- above 1 10 
Total 10 100 
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Table 2 shows that majority of the owner/managers of the small 
businesses belong to ages 33-37 years accounting to 30 % of the total 
subject respondents, followed by ages 18-22 and 23-27 years 
respectively. 

Only one (1) of the respondents belongs to age bracket 43 
above. 

This proves that of the randomly selected owner/managers of 
business, majority are matured managers who can really handle the 
operations and management of the undertakings. 

 
Table 3 

Distribution of Subjects According to Gender 
Gender Frequency Percent 

Male 9 90 
Female 1 10 
Total 10 100% 

 Table 3 shows that 9 or 90% of the owner / managers are males and 
only 1 or 10% is female. This is attributed to the culture that most of the 
men do the work and business management. 

 
Table 4 

Educational Attainment 
Levels Frequency Percent 

Certificate 7 70 
Diploma 1 10 

BS Degree 2 20 
Total 10 100 

 
 The above table shows that 7 or 70% of the owners / managers have 
finished certificate level, only 2 or 20% finished their BS degrees in 
business and only 1 or 10% finished the Diploma level. 

 
Table 5 

Trainings Related to Business 
Trainings Frequency Percent 

Local 8 80 
National 1 10 

International 1 10 
Total 10 100 
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Table 5 reveals that 8 0r 80% of the owner / managers had 

undergone local trainings through the Bahrain Chamber of Commerce and 
Industry, a manifestation that the owner / managers are active members of 
the organization (BCCI). One or 10% of each owner / managers was able to 
attend national and international trainings related to business. 

 
Table 6 

Length of Stay in the Business 
Number of Years Frequency Percent 

3 yrs. below 1 10 
4-6 yrs. 1 10 
7-9 yrs. 2 20 

10 yrs.-above 6 60 
Total 10 100 

 In table 6, 6 pr 60% of the owners / managers are in business for 10 
years and more. Two (2) or 20% have been in business for 7-9 years and 
only one (1) or 10% of the respondents are in business from 4-6 years and 3 
years below. 
 This means that the owner / managers are really entrepreneurial 
and are competent in their business undertakings. 
 

Table 7 
Leadership Skills of Owner Managers As Perceived by the Staff and 

Themselves 
 

 A. Leadership Skills of  
Owner/Manager 

Owners/Managers Staff 
W.M. Adj.Value W.M. Adj.Value 

1.encourage and emphasize 
teamwork & staff participation 

4.75 SA 3.92 A 

2.effectively share decision-making 
responsibilities with staff when 
necessary 

4.50 SA 3.78 A 

3.develop & disseminate goals & 
objectives of the business. 

4.50 SA 4.09 A 

4.seek relevant input from the staff 
in the planning process. 

4.50 SA 3.64 A 

5.share responsibilities & authority 
with other staff members. 
 

4.00 A 3.85 A 
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6.delegate tasks in order to assist 
staff in improving their skills. 

4.50 SA 3.89 A 

7.provide clear & consistent 
direction for business 

4.25 A 4.04 A 

8.able to inspire and challenge staff. 4.50 A 4.04 A 
9.encourage staff initiative and 
innovation. 

4.50 SA 3.94 A 

    OVERALL  W.M. 4.38 A 3.91 A 
 Table 7 shows that the owner / managers agree that they all exude 
the different leadership skills, item 1 being very evident of them. That is 
they encourage and emphasize teamwork and staff participation. Items 5 & 
8 on the other hand, were only rated 4.00 respectively. They agree that they 
share responsibilities and authority with other staff members and are able to 
inspire and challenge I n their business. 
 This implies that the owner / managers choose only those 
responsibilities which can be shared to staff and which require a little 
authority, The staff simply agreed that the owner / managers possess the 
enumerated leadership skills.  
Implications: 
 The findings is strengthened by Levines, Teresa, 2006 that a leader 
demonstrate a clean understanding of the strategic direction of the enterprise 
in aligning work and personnel behavior with the organizations’ vision. She 
further stated that a leader, even resilient, actively seeks assignments, 
guidance and feedback that are necessary in order to prepare for handling 
current or future objectives. 
 The manager, she said, likewise use information to drive his learning 
as well as nurturing the business’ continued success. After careful review of 
all the corrected data and alternatives, only then the manager makes timely 
decision. 

Table 8 
Educational Skills of Owner Managers As Perceived by the Staff and 

Themselves 
  

 Educational Skills  
of Owner/Manager 

Owners/Managers Staff 
W.M. Adj.Value W.M. Adj.Value 

1.observe & evaluate staff on a 
regular basis. 

4.50 SA 3.56 A 

2.initiate improvement efforts 
based in proven methods, 
technique operations 
 

4.75 SA 3.76 A 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

21 
  

3.establish & maintain 
expectations of staff and 
customers. 

4.75 SA 3.68 A 

4.ensure that business operations 
is directly related to goals & 
objectives. 

4.75 SA 3.95 A 

5.provide systematic & effective 
supervision to continuously 
improve operations. 

4.75 SA 3.70 A 

6.seek ways to support & 
strengthen the business 
operations. 

4.50 SA 3.63 A 

7.regularly visit & supervise staff 
to evaluate current business 
operations 

4.75 SA 3.35 A 

8.actively involved in the 
development of new methods to 
improve business operations. 

4.75 SA 3.65 A 

9.use appropriate support on staff 
effectively. 

4.75 SA 3.54 A 

    OVERALL  W.M. 4.69 SA 3.64 A 
 

 As to the educational skills of the owner / managers, the owners / 
managers themselves strongly agree that they all possess these. They all 
rated themselves 4.75 except on items 1 and 6 with 4.5, that they observe 
and evaluate their staff on a regular basis and seek ways to support and 
strengthen the business operations.  
 The staff agreed that the owner / managers exude all educational 
skills, item 4 rated the highest mean; the owner / managers ensure that 
business operation, is directly related to goals and objectives. The least rated 
item is 7 where the owner / managers regularly visit and supervise staff to 
evaluate current business operations. 
Implications 
 Levines stated that in business organization, an accurate picture of 
the enterprises’ profitability can only be achieved through careful 
considerations of all the details comprising typical business activity. This 
examination status with basics: a review of consumer elements of success, 
and extends all the way to determination of obstacles to performance in the 
workplace. 
 The manager never loses monitoring results, controlling resources 
and modifies business activity to better achieve project plan. 
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Table 9 
Interpersonal Skills of Owner Managers As Perceived by the Staff and 

Themselves 
 

C. Interpersonal Skills of 
Owner/Manager 

Owners/Managers Staff 
W.M. Adj.Value W.M. Adj.Value 

1.counsel staff regarding their 
personal problems. 

4.50 SA 3.72 A 

2.work with consuming public to 
determine their expectations. 

4.50 SA 3.74 A 

3.establish good relationship with 
other stakeholders. 

4.50 SA 4.09 A 

4.encourage different 
stakeholders to participate in 
some business activities as part of 
its social responsibility. 

4.00 A 3.76 A 

5.effectively receive feedbacks 
from stakeholders as regards 
products & services offered by 
the business. 

5.00 SA 3.82 A 

6.work supportively with the 
government in relation to 
business operations. 

4.75 SA 3.87 A 

7.use effective techniques in 
establishing & monitoring good 
relations with stakeholders in the 
community. 

4.75 SA 3.89 A 

8.demonstrate concerns and 
concerns to stakeholders’ 
concerns. 

4.75 SA 4.09 A 

9have the ability to listen & 
appreciate others, both staff & 
other stakeholders. 

4.75 SA 3.94 A 

    OVERALL  W.M. 4.61 SA 3.88 A 
 Table 9 shows that the owner / managers strongly agreed that they 
possess all interpersonal skills. Item 5 is rated the highest which states that 
they effectively receive feedbacks from stakeholders as regards products 
and services offered by their businesses. 
 This figures the basis for improving the quality of the goods and 
services they offer to consumers. However, they rated item 4 as the lowest. 
They just agreed that they encourage the different stakeholders to participate 
in some business activities as part of its social responsibility. 
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 The staff simply agree that the owner / managers possess all the 
interpersonal skills.   
Implications  
 Dauden (2000) explains that some of the characteristics of a leader 
includes social characteristics which concern about the ability to enlist 
cooperation, cooperativism popularity, prestige, sociability, interpersonal 
skills, social participation, trust and diplomacy.  
 Draft (2001) stated that the impact of charismatic leaders is normally 
from: 1) stating a lofty vision of an imagined future that employees identify 
with, 2) shaping a corporate value system   for which everyone stands, 3) 
trusting subordinates and having their counter trust in return. 
 Further, he said, interactive leader are concerned with consensus 
building, inclusiveness, participation and caring.  

Table 10 
Professional Skills of Owner Managers As Perceived by the Staff and 

Themselves 
 

D. Professional Skills of Owner/Manager 
Owners/Managers Staff 

W.M. Adj.Value W.M. Adj.Value 
1.behave in appropriate manner 4.50 SA 4.11 A 
2.attend professional meetings 
for businessmen. 

4.50 SA 4.20 A 

3.keep abreast of current & 
innovative trends in business. 

4.75 SA 4.10 A 

4.participate in activities to 
improve personal knowledge & 
skills in business. 

5.00 SA 3.28 A 

5.belong to & participate in 
professional organizations directly 
related to business management. 

4.50 SA 4.02 A 

6.achieve success & honors in areas 
relevant to business operations. 

4.75 SA 3.82 A 

7.pursue a planned program of 
professional growth. 

4.50 SA 4.10 A 

8.create a favorable impression by 
dressing & grooming appropriately a 
business executive 

4.50 SA 4.01 A 

9.punctual to work, meetings & 
appointments with staff & other 
stakeholders  

4.75 SA 3.03 A 

    OVERALL  W.M. 4.63 SA 3.85 A 
 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

24 
  

 Table 10 reveals that the owner / managers strongly that they possess 
all the professional skills specially that of being participative in activities to 
improve knowledge and skills in business. The staff agreed that owners / 
managers have all the professional skills. 
Implications 
 Draft (2002) stated that charismatic leader raise subordinates’ 
consciousness about new outcomes and motivates them to transcend their 
own interest for the sake of the organization or the department. 
 Borich (2001) believes that any appraisal system implemented must 
be comprehensive enough to evaluate multiple criteria such as procedures to 
assist in upgrading performance through continuing department program. 

Table 11 
Managerial Skills of Owner Managers As Perceived by the Staff and 
Themselves 

 
E. Managerial Skills of Owner/Manager 

Owners/Managers Staff 
W.M. Adj.Val W.M. Adj.Val

1.efficiently prepare, monitor and 
implement budget requests. 4.50 SA 3.77 A 

2.demonstrate knowledge of finance & 
budget. 4.50 SA 3.72 A 

3.schedule time & other resources to 
provide maximum utilization & 
minimum disruption of business 
activities.  

4.25 A 4.60 SA 

4.account for budget expenditures. 4.25 A 3.74 A 
5.ensure that business records are 
systematically & accurately 
maintained. 

4.25 A 4.00 A 

 Total W. M. 4.3 A 3.96 A 
 

 On Managerial skills, the owner / managers strongly agree that they 
efficiently prepare, monitor and implement budget requests and demonstrate 
knowledge of finance & budget. However, they just agree on the 3rd, 4th and 
last item. Similarly, the staff agrees that the owner / managers exude all the 
managerial skills. 
Implications 
 Levines, in The Supervision Magazine, (2004) consider a manager to 
process keen analytical skills coupled with a group of the enterprise’s 
budget. He works diligently current and accurate information about 
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situations and technology. Further, he said at all times, the manager will use 
whatever resources are appropriate to identify minor plan, work, eliminate 
concerns, resolves problems and make the necessary adjustments to reach 
optimum performance 

Table 12 
Relationship Between The Competencies and Characteristics/Profile of 

Owner / Managers 
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     *    Significance level - .05 
 Table 12 shows the significant relationship between the 
characteristics / profile and competencies of the owner / managers. 
 The results show that at .05 level of significance, the gender as a 
characteristic / profile of the owner / managers is negatively related to the 
leadership skills with a computed value of -.646. 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

26 
  

 This means that the male owner / managers are perceived to have 
better leadership skills than the female. 
 On the other hand, the age is positively related with the educational 
skills with.516 computed correlation, meaning that the more mature the 
owner / manager, the better are the educational skills that are exhibited by 
them. This is because they have gained more trainings or experiences and 
have enhanced their educational qualifications. 
 The table likewise presents positively correlated competencies, 
namely the professional and managerial skills with a computed value of 
.822. 
 This means that the more professional skills acquired by the owner / 
managers, the better are their managerial skills. 
 In the same table, the result is supported by a research undertaken by 
Ohio State University which revealed that gender differences are significant 
both in the development of leadership and how males and females lead 
(Bontol, et al, 1999). 
 On the other hand, Rahabandse (2005) disputes the report about 
gender and leadership skills which hold that women are better team players, 
are open and mature in the way they handle sensitive issues, and more 
concern of their impact in others and are better people managers. 

 
Table 13 

Difference in Leadership Skills of Owner / Managers as Perceived by 
Respondents 

 
Groups 

 
N 

 
Mean 

 
F Value 

 
Significant 

 
Decision 

Owner/Manager 10 59.75 5.094 .008 Reject Ho 
Staff 40 54.40    

           *    Significance level at .05 
 Statistically, the Table above shows that the significance value of 
.008 is less than the significant value of .05, thus the null hypothesis is 
rejected. This means that the leadership skills of owner /managers have 
significant difference as perceived by their staff and themselves. 
 Specifically, the perceptions of the owner / manager respondents 
yielded the highest mean which shows that they rated themselves higher on 
leadership skills than the staff respondents. 
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Table 14 
Post Hoc Analysis of Significant Differences 

Respondents Mean 
Difference 

Significant Decision 

Owner / 
Manager and 

Staff 

 
7.18 

 
.008 

 
Reject Ho 

 The Post Hoc Analysis shows that the significance value of .008 is 
less than the significance level of .05 thus the null hypothesis is rejected. 
The mean difference of 7.18 confirms a significant difference on the 
perceptions of the owner / managers and staff in the leadership skills of the 
owner / managers. 

Table 15 
Difference on Educational Skills as Perceived by the Respondents 

 
Groups N Mean Value(F) Significant Decision 
Owner / 
Manager 

10 50.05 7.947 .001 Reject Ho 

Staff 40 57.42    
  *   Significant Level at .05 

  Above table shows that at .05 level of significance, the computed 
value is .001 which is less than the former. This rejects the null hypothesis.  
 This means that there is significant difference on the perceptions of 
the two groups of respondents on the educational skills of the owner / 
managers. 
 The owner managers rated themselves highest compared to the staff 
respondents. 

 
Table 16 

Post Hoc Comparison Difference 
 

Groups 
 

Mean 
 

Significant 
 

Decision 
Owner / 

Manager and 
Staff 

 
7.3660 

 
.000 

 
Reject Ho 

 The Post Hoc Comparison with a mean of 7.36 reveals that there is 
significant difference on the perceptions of the educational skills of the 
owner / managers as perceived by the staff and themselves. 
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 The owner managers perceived themselves to have high educational 
skills than how their staff perceived them to be. 

Table 17 
Difference on Interpersonal Skills of Owner / Manager as Perceived by 

Respondents 
 

Groups N Mean Value (F) Significant  Decision 
Owner 
/Manager 

10 50.25 1.101 .337 Accept Ho 

Staff 40 49.26    
           * Significant at .05 level 
 
 As revealed in the table, the null hypothesis is accepted since the 
significance value of F-test is .337 is greater than the significance level of 
.05. This connotes that there is no significant difference on the perceptions 
of the owner / managers and staff on the international skills of the latter. 
 This means that the owner / managers are perceived to be able to 
relate well with their staff and the consuming public. 

Table 18 
Difference on Professional Skills of the Owner / Manager as perceived 

by the Respondents. 
 

Groups 
 

N 
 

Mean 
 

Value (F) 
 

Significant 
 

Decision 
Owner / 
Manager 

10 64.50 1.231 .297 Accept Ho 

   Staff 40 61.11    
             *   Significant at .05 level    
 As revealed in the table, the null hypothesis is accepted since the 
significance value of F-test which is .297 is greater than the significance 
level of .05. This means that the staff and the owner / managers have the 
same perceptions on the professional skills of the owner / managers. 

Table 19 
Difference on Managerial Skills of Owner / Manager as perceived by 

the Respondents 
Groups N Mean Value (F) Significant Decision 
Owner / 
Manager 

10 26.75 2.621 .078 Accept Ho 

Staff 40 25.47    
           *     Significant at .05 level  
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 The table shows that when the respondents are grouped into two, 
that is, the staff and the owner / managers themselves, their perceptions do 
not vary as to the managerial skills of the latter 
 This decision is based on the significance value of F-test which is 
.078 and is greater than the significance level of .05 
 Dunhan (2000) stated that one of the key to being an effective 
manager is the ability to lead.  
 While the leader is measured by how much influence he has in 
stimulating people to strive towards an objective, the manager is measured 
by how much he has attained an objective, not just using people but also the 
use of materials, machines, money and methods. Hence, the leader is a good 
manager because he can cause and direct people to serve towards an 
objective, however, he can also be the lousiest manager if he is inefficient in 
the use of other resources. 

Chapter V 
Summary of Findings Conclusions and Recommendations 

 
 This chapter presents the Summary of Findings, Conclusions and 
Recommendations from the study of the competencies of small business 
owners / managers in the Kingdom of Bahrain. 
Summary of Findings 
Characteristics / Profile of the Business Owners / Managers: 
1. The owner / managers of the small businesses in the Kingdom of Bahrain 
are relatively young; there are 9 males and 1 female owners / managers. 
Some finished their BS degrees and some finished the secondary education. 
In table 6, 6 pr 60% of the owners / managers are in business for 10 years 
and more. Two (2) or 20% have been in business for 7-9 years and only one 
(1) or 10% of the respondents are in business from 4-6 years and 3 years 
below. 
 This means that the owner / managers are really entrepreneurial and 
are competent in their business undertakings.  
2. The owner / managers are perceived to possess the different competencies 
like the leadership skills, educational skills, interpersonal skills, professional 
skills and the managerial skills. 
3. The subjects / respondents vary in their perceptions of the competencies 
of the owner / managers. 
4. The data shows that the male owner / managers exhibit better managerial 
and leadership skills than their female counterpart. The data likewise 
suggest that the relatively older owner / managers, exhibit better educational 
skills than the younger ones. 
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Perceptions on Leadership Skills or Owners / Managers 
 The two groups of respondents agree that the leadership skills are 
possessed by the owner / managers. The owner / manager respondents noted 
themselves higher in this skill than that of their staff. 
Perceptions on the Educational Skills of Owner / Manager 
 All other educational skills are agreed by the respondents to be 
evident in the performance of the owner / manager functions. 
 The very evident educational skills of the owner / manager are: 1) 
provide for organizing, collecting and analyzing of data to be used to 
identify business needs, 2) provide systematic and effective supervision to 
improve business operations and assure that business management is related 
to established goals and objectives. 
Perceptions on the Interpersonal Skills of Owner / Managers 
 The owner / managers manifested all interpersonal skills are 
perceived by themselves and their staff. 
 Among the notable interpersonal skills which were rated the highest 
are: 1) establish good working relationships with staff and community and 
also using effective techniques in maintaining good relations specifically 
with customers, 2) counsel staff regarding personal problems by listening 
and appreciating them. 
Perceptions on the Professional Skills of Owners / Managers 
 Generally, the respondents perceived that all professional skills are 
possessed by the owner / managers. 
 However, the following professional skills were noted to be very 
evident: 

1) Attend professional meetings for businessmen, 2) keep abreast of 
current and innovative trends in business, 3) belong to and 
participate in professional organizations directly related to 
business management. 

Perceptions in the Managerial Skills of Owner / Managers 
 Of the managerial skills, the following are very evident to the 
owners / manager: 1) efficiently prepare, monitor and implement budget 
requests, 2) demonstrate knowledge of finance and budget and 3) schedule 
time and space to provide maximum utilization and minimum disruption of 
business activities. 
Relationship Between and Among the Characteristics / Profile and 
Competencies of Owners / Managers: 
 Among all the characteristics / profile of the owners / managers such 
as age, gender, educational attainment and trainings acquired related to 
business, which were tested as to their relationship to the competencies, the 
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gender is negatively related to the leadership skills. This implies that men 
have better leadership skills than women in business. 
 On the other hand, the profile age and educational skills are 
positively related. 
 This means that the older the owner / managers the better their 
educational skills. Two of the competencies of the owner / managers namely 
the managerial; and professional skills resulted to a positive correlation 
which means that the more professional skills acquired by the owner / 
managers, the better are their managerial skills. 
Difference on the Competencies of Owners / Managers 
 Among the competencies of the owner / managers, the leadership 
skills and educational skills reveal to have significant differences as 
perceived by the staff and themselves, while the interpersonal skills and 
managerial skills bear no significant differences. 
Post Hoc Analysis of Significant Difference 
 The post hoc analysis reveals that there is significant difference on 
the perceptions of the staff and owner / managers on their leadership skills. 
Post Hoc Comparison of Significant Difference 
 The post hoc comparison reveals that there is significant difference 
of the educational skills of owner / managers as perceived by themselves 
and their staff. 
Conclusions 
1. The owner / managers of the small businesses in the Kingdom of Bahrain 
are relatively young; there are 9 males and 1 female owners / managers. 
Some finished their BS degrees and some finished the secondary education. 
In table 6, 6 pr 60% of the owners / managers are in business for 10 years 
and more. Two (2) or 20% have been in business for 7-9 years and only one 
(1) or 10% of the respondents are in business from 4-6 years and 3 years 
below. 
 This means that the owner / managers are really entrepreneurial and 
are competent in their business undertakings.  
2. The owners / manager are perceived to possess the different competencies 
like the leadership skills, educational skills, interpersonal skills, professional 
skills and the managerial skills. 
3. The subjects / respondents vary in their perceptions of the competencies 
of the owner / manager. 
4. The data shows that the male owner / managers exhibit better managerial 
and leadership skills than their female counterpart. The data likewise 
suggest that the relatively older owner / managers, exhibit better educational 
skills that the younger ones. 



 
فكار متجددةأرؤى و: استراتيجيات بيئة الأعمال المعاصرة   المؤتمر العلمي الدولي الثامن  ــــ  

32 
  

  
Recommendations 
 Based from the findings and conclusions of the study, the 
researchers recommend the following:  
1. The owner / managers should pursue their BS degrees to further 
strengthen their educational skills as well as professional skills. 
2. Capability building for the other skills. Like the leadership, interpersonal 
and managerial should likewise be undertaken. 

3 .Further researches should be conducted to rule out the factor that 
contributes to the varying responses of the subjects and respondents. 
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Abstract 
The subject of this study was selected for its theoretical and practical 
importance in the field of strategic planning. The study aims at clarifying 
the strategic situational diagnosis in case of Jordanian food industries 
through examining two major questions: What is the strategic planning 
process? How can we conduct the strategic situational diagnosis in 
Jordanian food industries?  
The population of the study was all the managers and department heads in 
all food industry registered in Amman Chamber of Commerce. A stratified 
proportional-random sample is selected in order to answer the questions 
posed in the questionnaire. Total of (86) useable questionnaires were 
obtained. 
The questionnaire consists of two parts: The first part included general data 
of personal variables: (location, years of experience, education, and age). 
The second part included (18) items representing strategic situational 
diagnosis  

Data have been processed and analyzed through the use of ’’SPSS’’ 
program in order to obtain means, standard deviations, and percentages 
for the demographic characteristics of the sample. Moreover, analysis of 
variance (ANOVA) is conducted. 
T-Test shows that the managers in Zarqa City feel stronger than the one in 
Amman City about the organization assess the industry as a whole in terms 
of new competitors and concepts, new technologies, and others. 
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To know which group is significant we ran Scheffe test and we found that 
the managers with Diploma and Bachelor degree feel more than the one who 
has Graduate study about the external/market analysis which identify key 
threats to the business and Key opportunities to information about the 
industry, markets, and other external factors. 

Introduction 
Strategic planning is to a business what a map is to a road rally driver. It is a 
tool that defines the routes that when taken will lead to the most likely 
probability of getting from where the business is to where the owners or 
stakeholders want it to go. And like a road rally, strategic plans meet detours 
and obstacles that call for adapting and adjusting as the plan is implemented. 
 (www.bdi-ltd.net/All_Articles.pdf) 
There are many different frameworks and methodologies for strategic 
planning and management. While there is no absolute rules regarding the 
right framework, most follow a similar pattern and have common 
attributes. Many frameworks cycle through some variation have 
phases: 1) analysis or assessment, where an understanding of the current 
internal and external environments is developed, 
 2) strategy formulation, where high level strategy is developed and a basic 
organization level strategic plan is documented 3) strategy execution, where 
the high level plan is translated into more operational planning and action 
items, and 4) evaluation or sustainment / management phase, where 
ongoing refinement and evaluation of performance, culture, 
communications, data reporting, and other strategic management issues 
occurs. (Competitive Intelligence Review,2010) 
It is noted that strategic planning must be something we must do before we 
act, ie, it is anticipated decision making, where you must decide what to do 
and how to do, before an action becomes necessary. Strategic planning, is 
the creation of conditions for organizations to quickly decide before 
opportunities and threats, optimizing the competitive advantages in relation 
to a competitive environment in which they operate.  
Researchers argue  that strategic planning is about the administrative 
process to develop and maintain viability between organizational objectives, 
resources and market opportunities in rapidly changing, however, adds that 
strategic planning target is to configure and reconfigure the business of the 
company and its products so that they combine production of growth and 
accomplishment. And they reinforces the claim that strategic planning is an 
essential function for managing the company, lead and control the 
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organization. Identify and analyze opportunities, strengths and weaknesses, 
weaknesses and threats, setting priorities for capitalize or overcome, is a 
task of strategic planning, so that the resources of the company come to be 
applied in the best way 
possible(http://www.businessinteltoday.com/situational-diagnosis-of-
organizations)/ 
Related Literature Review 
Patrick Mapulanga.(2013). State the  planning of information services and 
systems in the University of Malawi libraries. A case study approach was 
used as the research design. Both qualitative and quantitative data were 
collected. However, despite the formulation of the strategic plans, political, 
economic, social, internal and external forces have negatively impacted the 
implementation of the plans. The strategic plans have also failed to represent 
the wishes of the libraries as an appropriate environmental scan for the 
UNIMA libraries was not taken into account.  
Thomas Cooper.(2012).Examine the management of strategic public sector 
risks in communities and municipalities.Collates information on public 
sector risk management through a series of key informant interviews and 
content analysis of municipal plans. Financial, environmental, social and 
other strategic risks were found to be important by communities but not 
necessarily managed as part of the strategic planning process. The paper 
explores the question: what are the strategic risks that communities report 
on and how they are managed?  
Peter Rohner.(2012).  Document the case of a German hospital that 
demonstrate the impacts on cooperation and on operational efficiency, 
which is understood as the degree to which a hospital is capable of steadily 
realising short lengths of stay. The case shows the approach to 
implementing theories and concepts for managing clinical processes in 
practice as a consistent management system in the day-to-day use of process 
management and its impacts. The effect of using clinical processes shown in 
the case is an additional net profit of several million Euros a year – without 
a reduction in quality.  
Said Elbanna.(2010). Report on the nature and practice of strategic planning 
in organizations working in the United Arab Emirates (UAE).   Given the 
nature of the data, questionnaires are collected from managers only. A high 
percentage of organizations in the sample have moved beyond daily 
managing and are strategically planning for the future. Surprisingly, the 
findings indicate that there are relatively few significant and shows that the 
resources required for adopting a strategic planning approach do not form a 
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significant obstacle; and the higher the position, the more likely is 
participation in the strategic planning process.  
Ana Ladeiras, António Mota, Jorge Costa.(2010). Illustrate the importance 
of a sound and participatory strategic planning process for the management 
of tourism at national and regional levels and its contribution to the 
sustainable development of destinations. The paper reveals that the effective 
management of any tourist destination can be enhanced by following a 
carefully developed tourism strategy which contemplates the involvement of 
all stakeholders. It also demonstrates that academia can work closely 
together with public tourism organisations to develop meaningful plans of 
action for destinations.  
Karin Diez, Kunibert Lennerts.(2009). Investigated the interdependencies 
between facility management performance and costs, and primary processes 
in hospitals. 
Through the implementation of the German diagnosis related grouping 
(DRG) system and the resulting cost pressure, the need for optimized use 
and operation of the spatial resources in hospitals is growing. In the DRG 
system, the provision of ready to use infrastructure is treated as a fixed cost 
and is allocated to patient cases by a single cost driver. In reality, very 
different services are needed to provide ready to use functional space.  
Mott Linn.(2008).Argues that, while one needs to logically decide on an 
organization's strategy, it does not need to be a product of a lengthy strategic 
planning process. He discusses and gives examples to illustrate why an 
institution does not need to go through a strategic planning process. 
Hussam A. Al-Shammari, Raef T. Hussein.(2008). Examine strategic 
planning practices in Jordanian manufacturing organizations (JMOs). Two 
issues are of primary concern here. The first is related to the extent of using 
strategic planning in JMOs, while the second issue is concerned with the 
infrastructure necessary to implement successful strategic planning. Results 
also indicate that while JMOs managers possess strong and positive 
attitudes toward strategic planning; these attitudes have not been translated 
into real commitment. A low to moderate level of commitment, low level of 
participation, and moderate strength of information system are found in this 
study.  
Povl Larsen, Richard Tonge, Alan Lewis.(2007).  Found that the majority of 
medium-sized service enterprises do not have a design function or use 
design. For those that do use design, the majority see design as very 
important: the benefits of design relate to the brand image of both the 
organisation and the services provided, closely followed by increased 
profits. Design has been used in the past to add value and improve quality, 
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while innovation has been and will in the future be the main strategic area to 
concentrate on. Key strategic activities in the past have been adding new 
customers, whereas in the future the key strategic activities will be to 
understand customer needs.  
Kim Hua Tan, Ken Platts.(2005). Describe an interactive action planning 
software tool (TAPS) for manufacturing objective deployment, and to report 
the results of its application in five companies.  A process approach based 
on action research was adopted and a series of four to five workshops were 
conducted in each company. Each workshop took half a day and involved a 
multi-disciplinary team of four to six managers. Besides direct observation 
in the workshops, a structured questionnaire was also used to elicit 
managers' feedback at the end of each workshop 
The Study Objectives 
This study  examined two major questions: 
(1) What is the strategic planning process?  
(2) How can we conduct the strategic situational diagnosis in Jordanian food 
industries?  
In general, this study aims at clarifying the strategic planning process: 
conducting the strategic situational diagnosis in case of Jordanian food 
industries through reviewing studies and research results in the field.  
The importance of the Study 
The subject of this study was selected for its theoretical and practical 
importance in the field of strategic planning in general and strategic 
planning process  in particular.  
From the practical point of view, this study attempts to draw the attention of 
the strategic situational diagnosis  
The study also contributes a bit in the structure of the Arabian Library in 
this vital field. 
study  limitations 
There are several limitations of this study  . First, this study  is based on a 
questionnaire that was developed before and already used before. Strategic 
Planning Process:Self-Assessment Questionnaire for Businesses 
(http://www.strategicfutures.com/download/StrategicFutures_SPSASQbiz.pdf) 
The second is the sample size, too small to be statistically representative of 
the entire Jordanian food industry. The study has been conducted within a 
short period of time which may not reflect an accurate and valid profile  
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study  instrument  
The questionnaire ,Strategic Planning Process:Self-Assessment Questionnaire 
for Businesses  is already  used before 
(http://www.strategicfutures.com/download/StrategicFutures_SPSASQbiz.pdf) 
Therefore, the results are confined to its validity and reliability. The 
questionnaire fulfill the objectives of the study and measured on a 1 to 3 
Likert scale. 
Hypotheses 
The following hypotheses were examined: 
H1: There are no statistical differences (α≤0.05) between managers due to 
the location of the industry towards conducting the strategic situational 
diagnosis 
H2: There are no statistical differences (α≤0.05) between managers due to 
the eduaction of managers  towards conducting the strategic situational 
diagnosis 
H3: There are no statistical differences (α≤0.05) between managers due to 
the managers' years of experience towards conducting the strategic 
situational diagnosis 
H4: There are no statistical differences (α≤0.05) between managers due to 
the industry age  towards conducting the strategic situational diagnosis 
Terminology of the Study:  
Strategic Management: Strategic management is the comprehensive 
collection of ongoing activities and processes that organizations use to 
systematically coordinate and align resources and actions with mission, 
vision and strategy throughout an organization. Strategic 
management activities transform the static plan into a system that provides 
strategic performance feedback to decision making and enables the plan to 
evolve and grow as requirement and other circumstances change.( www.bdi-
ltd.net/All_Articles.pdf) 
Sample characteristics 
The population of the study is all the mangers and department heads in all 
food industry registered in Amman chamber of commerce. A stratified 
proportional-random sample is selected in order to answer the questions 
posed in the questionnaire. Total of (86) useable questionnaires were 
obtained. 
Table (1) shows the sample distribution according to the demographic 
variables. Figures show that the majority (75.6%) of the sample is in 
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Amman City ,29.1% of managers' years of experience in the Industry is 5 
years – less than 10 years, 46.5%  of the sample with a  Bachelor degree, 
and  33.7%  of  industry  Age are  10 years – less than 15 Years. 
Data Analysis Methods 
The study adopts two sources of data: secondary and primary data. 
Secondary data are obtained from literature published in this subject 
including previous studies. The primary data are collected from field study 
conducted through a questionnaire. The questionnaire consists of two parts: 
The first part included general data of personal variables: (Industry  
Location, Managers' years of experience in the Industry, Eduaction of the  
industry managers, Industry  Age). The second part included (18) items 
representing Strategic Situational Diagnosis  
Results and discussion  
To answer the research question: How can we conduct the strategic 
situational diagnosis in Jordanian food industries? Mean and standard 
deviation were calculated for all variables (Table 2). From the table we can 
conclude that the  variables 6,14 and 16 are the most Strategic Situational 
Diagnosis (mean = 2.3256), but the least Impact  is variable  18 (mean = 
2.1512). 
Testing the hypothesis  
SPSS Package was used to assess the reliability aspect of the questionnaire, 
which appears to be valid and reliable, and provide consistent results in 
repeated uses and had an acceptable reliability. 
To test hypothesis 1: There are no statistical differences (α≤0.05) between 
managers due to the location of the  industry towards conducting the 
strategic situational diagnosis we used SPSS Package and T-Test. Table(3), 
and we found that there are statistical differences towards the strategic 
situational diagnosis in the variables 1,4,6,10,12 and 18  which show that 
the managers in Zarqa City feel stronger than the one in Amman City in 
these variables. 
So we rejected the hypothesis 
To test hypothesis 2: There are no statistical differences (α≤0.05) between 
managers due to the education of managers towards conducting the strategic 
situational diagnosis 
 we used SPSS Package and One-Way Analysis of Variance ANOVA. 
Table (4), and we found that there are statistical differences towards the 
conducting the strategic situational diagnosis in variable 2,3,5,8,13,14,15 
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and16 To know which group is significant we ran Scheffe test and we found 
that the the  industry managers with  Diploma and Bachelor  degree feel 
more than the one who has Graduate study in these variables.Table (5) 
So we rejected the hypothesis To test hypothesis 3:There are no statistical 
differences (α≤0.05) between managers due to the managers' years of 
experience towards conducting the strategic situational diagnosis 
we used SPSS Package and One-Way Analysis of Variance ANOVA Table 
(6), and we found that there are statistical differences towards the 
conducting the strategic situational diagnosis in variables 7,8,9 and 18 
To know which group is significant we ran Scheffe test and we found that 
the Managers' years of experience in the Industry less than 3 years  feel 
more the one with 5 – less than 10 years in these variables. Table (7) 
So we rejected the hypothesis 
To test hypothesis 4: H4: There are no statistical differences (α≤0.05) 
between managers due to the industry age towards conducting the strategic 
situational diagnosis we used SPSS Package and One-Way Analysis of 
Variance ANOVA. Table (8), and we found that there are statistical 
differences towards conducting the strategic situational diagnosis in 
variables 1,9 and 18 To know which group is significant we ran Scheffe test 
and we found that the managers who work in industry  age  20 years  & above  feel 
more the one  work in industry age 15 – less than 20 years.Table (9)So we 
rejected the hypothesis 
 
Conclusion and Recommendations 
The managers in Zarqa City feel stronger than the one in Amman City about 
the organization assess the industry as a whole in terms of new competitors 
and concepts, new technologies, and others. 
we found that the managers with Diploma and Bachelor degree feel more 
than the one who has Graduate study about the external/market analysis 
which identify key threats to the business and Key opportunities and if the 
organization have knowledge  and access to sources of information about 
the industry, markets, and other external factors. 
 We strongly recommended that all industry  follow different frameworks 
and methodologies to conduct strategic planning and management.  
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Table (1) Sample Distribution 

Variable Frequency   % 

Industry  Location:   

Amman City 65 75.6 

Zarqa City 21 24.4 

Managers' years of 
experience in the 
Industry  : 

  

less than 3 years. 18 20.9 

3  – less than 5 years. 22 25.6 

5 – less than 10 years. 25 29.1 

10 years & above. 21 24.4 

Eduaction of the  industry 
managers:   

  

Diploma 29 33.7 

Bachelor 40 46.5 

Graduate study 17 19.8 

Industry  Age:    

5 – less than 10 Years. 26 30.2 

10 – less than 15 Years. 29 33.7 

15 – less than 20 Years. 20 23.3 

20 Years  & above. 11 12.8 
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Table (2) Descriptive Statistics 
Descriptive Statistics 

 N Minimum Maximum Mean Std. Deviation 

VAR00001 86 1.00 3.00 2.1512 .81915 

VAR00002 86 1.00 3.00 2.3256 .83232 

VAR00003 86 1.00 3.00 2.4186 .81839 

VAR00004 86 1.00 3.00 2.3721 .82671 

VAR00005 86 1.00 3.00 2.3256 .84633 

VAR00006 86 1.00 3.00 2.3837 .79954 

VAR00007 86 1.00 3.00 2.3140 .82976 

VAR00008 86 1.00 3.00 2.3721 .82671 

VAR00009 86 1.00 3.00 2.2326 .87682 

VAR00010 86 1.00 3.00 2.2791 .86298 

VAR00011 86 1.00 3.00 2.3605 .83895 

VAR00012 86 1.00 3.00 2.3023 .85502 

VAR00013 86 1.00 3.00 2.3372 .82048 

VAR00014 86 1.00 3.00 2.3837 .82844 

VAR00015 86 1.00 3.00 2.3140 .82976 

VAR00016 86 1.00 3.00 2.3837 .82844 

VAR00017 86 1.00 3.00 2.3256 .80355 

VAR00018 86 1.00 3.00 2.1860 .80457 

Valid N (listwise) 86     
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Table (3) t-test for the location variabl 

Table (4) ANOVA For the Eduaction of the  industry managers Variable 

 

 

Su
m

 o
f 

Sq
ua

re
s 

df
 

M
ea

n 
Sq

ua
re

 

F Si
g.

 

VAR00002 Between Groups 9.750 2 4.875 8.235 .001 

Within Groups 49.134 83 .592   

Total 58.884 85    

VAR00003 Between Groups 7.397 2 3.698 6.197 .003 

Within Groups 49.534 83 .597   

Total 56.930 85    

lo
ca

tio
n 

VA
R0

00
01

 

VA
R0

00
04

 

VA
R0

00
06

 

VA
R0

00
10

 

VA
R0

00
12

 

VA
R0

00
18

 

1.00 Mean 2.2923 2.2615 2.2154 2.2308 2.1231 2.0769 

N 65 65 65 65 65 65 

Std. Deviation .80473 .85288 .87486 .84353 .80054 .79663 

2.00 Mean 2.6667 2.5238 2.4762 2.5238 2.3810 2.3810 

N 21 21 21 21 21 21 

Std. Deviation .73030 .81358 .81358 .87287 .80475 .86465 

Total Mean 2.3837 2.3256 2.2791 2.3023 2.1860 2.1512 

N 86 86 86 86 86 86 

Std. Deviation .79954 .84633 .86298 .85502 .80457 .81915 
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VAR00005 Between Groups 12.247 2 6.123 10.45
0 

.000 

Within Groups 48.637 83 .586   

Total 60.884 85    

VAR00008 Between Groups 8.670 2 4.335 7.280 .001 

Within Groups 49.423 83 .595   

Total 58.093 85    

VAR00013 Between Groups 6.563 2 3.282 5.377 .006 

Within Groups 50.658 83 .610   

Total 57.221 85    

VAR00014 Between Groups 8.052 2 4.026 6.645 .002 

Within Groups 50.285 83 .606   

Total 58.337 85    

VAR00015 Between Groups 5.863 2 2.932 4.620 .013 

Within Groups 52.660 83 .634   

Total 58.523 85    

VAR00016 Between Groups 8.355 2 4.178 6.937 .002 

Within Groups 49.982 83 .602   

Total 58.337 85    
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Table (5) Scheffe Test for the Eduaction of the  industry managers Variable 

Multiple Comparisons 
Scheffe 

De
pe

nd
e

nt
 

Va
ria

bl
e 

(I)
 e

du
 

(J)
 e

du
 

M
ea

n 
 

Di
ffe

re
nc

e 
(I-

J) 

St
d.

 E
rr

or
 

Si
g.

 

95% Confidence Interval 

Lo
w

e
r 

Bo
un d 

U
pp

e
r 

Bo
un d 

VAR00002 1.00 2.00 .08190 .18765 .909 -.3858 .5496 

3.00 -.79310* .23502 .005 -1.3789 -.2073 

2.00 1.00 -.08190 .18765 .909 -.5496 .3858 

3.00 -.87500* .22276 .001 -1.4302 -.3198 

3.00 1.00 .79310* .23502 .005 .2073 1.3789 

2.00 .87500* .22276 .001 .3198 1.4302 

VAR00003 1.00 2.00 -.11810 .18841 .822 -.5877 .3515 

3.00 -.79310* .23598 .005 -1.3813 -.2049 

2.00 1.00 .11810 .18841 .822 -.3515 .5877 

3.00 -.67500* .22366 .013 -1.2325 -.1175 

3.00 1.00 .79310* .23598 .005 .2049 1.3813 

2.00 .67500* .22366 .013 .1175 1.2325 

VAR00005 1.00 2.00 -.39397 .18670 .114 -.8593 .0714 

3.00 -1.06897* .23383 .000 -1.6518 -.4861 

2.00 1.00 .39397 .18670 .114 -.0714 .8593 

3.00 -.67500* .22163 .012 -1.2274 -.1226 

3.00 1.00 1.06897* .23383 .000 .4861 1.6518 

2.00 .67500* .22163 .012 .1226 1.2274 

VAR00008 1.00 2.00 -.13707 .18820 .768 -.6062 .3320 

3.00 -.86207* .23571 .002 -1.4496 -.2745 

2.00 1.00 .13707 .18820 .768 -.3320 .6062 

3.00 -.72500* .22341 .007 -1.2819 -.1681 

3.00 1.00 .86207* .23571 .002 .2745 1.4496 

2.00 
 

.72500* .22341 .007 .1681 1.2819 
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VAR00013 1.00 2.00 .12586 .19054 .804 -.3491 .6008 

3.00 -.60649* .23864 .045 -1.2013 -.0117 

2.00 1.00 -.12586 .19054 .804 -.6008 .3491 

3.00 -.73235* .22619 .007 -1.2961 -.1686 

3.00 1.00 .60649* .23864 .045 .0117 1.2013 

2.00 .73235* .22619 .007 .1686 1.2961 

VAR00014 1.00 2.00 .01638 .18984 .996 -.4568 .4896 

3.00 -.75862* .23776 .008 -1.3513 -.1660 

 2.00 1.00 -.01638 .18984 .996 -.4896 .4568 

3.00 -.77500* .22535 .004 -1.3367 -.2133 

3.00 1.00 .75862* .23776 .008 .1660 1.3513 

2.00 .77500* .22535 .004 .2133 1.3367 

VAR00015 1.00 2.00 -.14655 .19427 .753 -.6308 .3377 

3.00 -.72008* .24331 .016 -1.3266 -.1136 

2.00 1.00 .14655 .19427 .753 -.3377 .6308 

3.00 -.57353 .23061 .051 -1.1484 .0013 

3.00 1.00 .72008* .24331 .016 .1136 1.3266 

2.00 .57353 .23061 .051 -.0013 1.1484 

VAR00016 1.00 2.00 .13534 .18926 .775 -.3364 .6071 

3.00 -.68966* .23704 .018 -1.2805 -.0988 

2.00 1.00 -.13534 .18926 .775 -.6071 .3364 

3.00 -.82500* .22467 .002 -1.3850 -.2650 

3.00 1.00 .68966* .23704 .018 .0988 1.2805 

2.00 .82500* .22467 .002 .2650 1.3850 
 
 
*  The mean difference is significant at the .05 level. 
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Table (6) ANOVA for the Managers' years of experience in the 
Industry  Variable 

  

Su
m

 o
f 

Sq
ua

re
s 

df
 

M
ea

n 

Sq
ua

re
 

F Si
g.

 

VAR00007 Between Groups 6.517 3 2.172 3.425 .021 

Within Groups 52.006 82 .634   

Total 58.523 85    

VAR00008 Between Groups 6.226 3 2.075 3.281 .025 

Within Groups 51.867 82 .633   

Total 58.093 85    

VAR00009 Between Groups 8.034 3 2.678 3.832 .013 

Within Groups 57.314 82 .699   

Total 65.349 85    

VAR00018 Between Groups 7.551 3 2.517 4.348 .007 

Within Groups 47.472 82 .579   

Total 55.023 85    
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Table (7) Scheffe Test for the Managers' years of experience in the 
Industry  Variable 
Multiple Comparisons 

Scheffe 

Dependent 
Variable (I) exp (J) exp 

M
ea

n 
 

Di
ffe

re
nc

e 
(I-

J) 

St
d.

 E
rr

or
 

Sig. 

95% Confidence 
Interval 

Lower 
Bound 

Upper 
Bound 

VAR00007 1.00 2.00 -.43939 .25311 .395 -1.1619 .2831 

3.00 -.76667* .24618 .026 -1.4694 -.0640 

4.00 -.59524 .25580 .153 -1.3254 .1349 

2.00 1.00 .43939 .25311 .395 -.2831 1.1619 

3.00 -.32727 .23280 .580 -.9918 .3373 

4.00 -.15584 .24296 .938 -.8494 .5377 

3.00 1.00 .76667* .24618 .026 .0640 1.4694 

2.00 .32727 .23280 .580 -.3373 .9918 

4.00 .17143 .23573 .912 -.5015 .8443 

4.00 1.00 .59524 .25580 .153 -.1349 1.3254 

2.00 .15584 .24296 .938 -.5377 .8494 

3.00 -.17143 .23573 .912 -.8443 .5015 

VAR00008 1.00 2.00 -.47475 .25277 .324 -1.1963 .2468 

3.00 -.75111* .24585 .031 -1.4529 -.0494 

4.00 -.58730 .25546 .161 -1.3165 .1419 
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2.00 1.00 .47475 .25277 .324 -.2468 1.1963 

3.00 -.27636 .23249 .703 -.9400 .3873 

4.00 -.11255 .24263 .975 -.8051 .5800 

3.00 1.00 .75111* .24585 .031 .0494 1.4529 

2.00 .27636 .23249 .703 -.3873 .9400 

4.00 .16381 .23542 .922 -.5082 .8358 

4.00 1.00 .58730 .25546 .161 -.1419 1.3165 

2.00 .11255 .24263 .975 -.5800 .8051 

3.00 -.16381 .23542 .922 -.8358 .5082 

VAR00009 1.00 2.00 -.41414 .26571 .492 -1.1726 .3443 

3.00 -.83778* .25844 .019 -1.5755 -.1001 

4.00 -.65873 .26854 .120 -1.4253 .1078 

2.00 1.00 .41414 .26571 .492 -.3443 1.1726 

3.00 -.42364 .24440 .396 -1.1212 .2740 

4.00 -.24459 .25506 .821 -.9726 .4835 

3.00 1.00 .83778* .25844 .019 .1001 1.5755 

2.00 .42364 .24440 .396 -.2740 1.1212 

4.00 .17905 .24747 .913 -.5273 .8854 

4.00 1.00 .65873 .26854 .120 -.1078 1.4253 

2.00 .24459 .25506 .821 -.4835 .9726 

3.00 -.17905 .24747 .913 -.8854 .5273 
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VAR00018 1.00 2.00 -.32323 .24182 .620 -1.0135 .3670 

3.00 -.79778* .23520 .013 -1.4691 -.1264 

4.00 -.61111 .24440 .109 -1.3087 .0865 

2.00 1.00 .32323 .24182 .620 -.3670 1.0135 

3.00 -.47455 .22242 .216 -1.1094 .1603 

4.00 -.28788 .23213 .675 -.9505 .3747 

3.00 1.00 .79778* .23520 .013 .1264 1.4691 

2.00 .47455 .22242 .216 -.1603 1.1094 

4.00 .18667 .22522 .876 -.4562 .8296 

4.00 1.00 .61111 .24440 .109 -.0865 1.3087 

2.00 .28788 .23213 .675 -.3747 .9505 

3.00 -.18667 .22522 .876 -.8296 .4562 

*. The mean difference is significant at the 0.05 level. 
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Table (8) ANOVA For the Industry  Age: Variable 

  

Su
m

 o
f 

Sq
ua

re
s 

df
 

M
ea

n 
Sq
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re

 

F Si
g.

 

VAR00001 Between Groups 7.459 3 2.486 4.112 .009 

Within Groups 49.576 82 .605   

Total 57.035 85    

VAR00009 Between Groups 8.692 3 2.897 4.193 .008 

Within Groups 56.657 82 .691   

Total 65.349 85    

VAR00018 Between Groups 12.051 3 4.017 7.665 .000 

Within Groups 42.973 82 .524   

Total 55.023 85    
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Table (9) Scheffe Test For the Industry  Age: Variable 

Dependent 

Variable (I) age (J) age M
ea

n 
Di

ffe
re

nc
e 

(I-
J) 

St
d.

 E
rr

or
 

Si
g.

 

95% Confidence 

Interval 

Lo
w

er
 

Bo
un

d 

U
pp

er
 

Bo
un

d 

VAR00001 1.00 2.00 .30371 .21000 .556 -.2957 .9032 

3.00 -.28077 .23126 .689 -.9409 .3794 

4.00 .63287 .27967 .172 -.1654 1.4312 

2.00 1.00 -.30371 .21000 .556 -.9032 .2957 

3.00 -.58448 .22600 .091 -1.2296 .0606 

4.00 .32915 .27534 .700 -.4568 1.1151 

3.00 1.00 .28077 .23126 .689 -.3794 .9409 

2.00 .58448 .22600 .091 -.0606 1.2296 

4.00 .91364* .29188 .025 .0805 1.7468 

4.00 1.00 -.63287 .27967 .172 -1.4312 .1654 

2.00 -.32915 .27534 .700 -1.1151 .4568 

3.00 

 

-.91364* .29188 .025 -1.7468 -.0805 
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2.00 -.12539 .27879 .977 -.9212 .6704 

3.00 -.69091 .29554 .150 -1.5345 .1527 

VAR00009 1.00 2.00 .54244 .22450 .129 -.0984 1.1833 

3.00 .17692 .24723 .916 -.5288 .8826 

4.00 .94056* .29898 .024 .0871 1.7940 

2.00 1.00 -.54244 .22450 .129 -1.1833 .0984 

3.00 -.36552 .24160 .518 -1.0552 .3241 

4.00 .39812 .29434 .611 -.4421 1.2383 

3.00 1.00 -.17692 .24723 .916 -.8826 .5288 

2.00 .36552 .24160 .518 -.3241 1.0552 

4.00 .76364 .31203 .121 -.1270 1.6543 

4.00 1.00 -.94056* .29898 .024 -1.7940 -.0871 

2.00 -.39812 .29434 .611 -1.2383 .4421 

3.00 -.76364 .31203 .121 -1.6543 .1270 

VAR00018 1.00 2.00 .42706 .19552 .198 -.1310 .9851 

3.00 -.03846 .21531 .998 -.6531 .5761 

4.00 1.09790* .26038 .001 .3547 1.8411 

2.00 1.00 -.42706 .19552 .198 -.9851 .1310 
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3.00 -.46552 .21041 .188 -1.0661 .1351 

4.00 .67085 .25634 .085 -.0609 1.4026 

3.00 1.00 .03846 .21531 .998 -.5761 .6531 

2.00 .46552 .21041 .188 -.1351 1.0661 

4.00 1.13636* .27174 .001 .3607 1.9120 

4.00 1.00 -1.09790* .26038 .001 -1.8411 -.3547 

2.00 -.67085 .25634 .085 -1.4026 .0609 

3.00 -1.13636* .27174 .001 -1.9120 -.3607 

 

*  The mean difference is significant at the .05 level. 
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Questionnaire 
Strategic Planning Process: Conducting the Strategic Situational 

Diagnosis, case of Jordanian food industries 

First Section: 

Mark the appropriate answer with (X): 

1. Eduaction of the  industry managers   

 Diploma 
 Bachelor  
 Graduate study 

2. Industry  Location: 

  Amman City 
  Zarqa City  

3. Managers' years of experience in the Industry  : 

 less than 3 years.  
 3 – less than 5 years. 
 5 – less than 10 years. 
 10 years & above. 

4. Industry  Age:  

   5 – less than 10 Years. 
  10 – less than 15 Years. 
   15 – less than 20 Years. 
   20 Years  & above. 
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Second  Section: 
Mark the appropriate answer with (X): 

Little Some Much Conducting the Strategic  

Situational Diagnosis : 

   1. Does the organization periodically 
gather and analyze data about market 
and other external factors which affect 
the business? 

   2. Does the external/market analysis 
identify key threats to the business? 
Key opportunities? 

   3. Does the analysis include detailed 
analysis of market or other geographic 
and/or demographic and/or 
psychographic segments? 

   4. Are the business’ performance and 
operational characteristics  compared 
with those of competitors? 

   5. Are demographic, behavioral, and 
other consumer trends analyzed? 

   6. Does the organization assess the 
industry as a whole in terms of new 
competitors and concepts, new 
technologies, procurement practices, 
price trends, labor practices, etc.? 

   7. Does the organization assess 
institutional factors such as cost and 
availability of capital, government 
regulations and the economy? 

   8. Does the organization have knowledge 
of and access to sources of information 
about the industry, markets, and other 
external factors? 

   9. Does the organization analyze its own 
business objectively? 

   10. Does this internal analysis identify key 
strengths and weaknesses in the 
organization? 

11.  
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   12. Does the analysis include profitability 
factor trends, e.g., after- tax earnings, 
return on assets, cash flow? 

   13. Does it include marketing/advertising? 

   14. Does it include pricing strategy and its 
effects on customer behavior? 

   15. Does it include quality of customer 
service and customer 
satisfaction/loyalty/ defection data? 

   16. Does the organization assess its human 
resource development and 
management programs? 

   17. Does the organization’s management 
information system provide relatively 
easy access to the internal data 
discussed above? 

   18. After completing its external and 
internal analyses, does the 
organization review the mission and 
goals in light of the apparent threats/ 
opportunities and strengths/ 
weaknesses? 

   19. Based upon such a review, does the 
strategic diagnosis culminate in 
identifying key strategic issues, e.g., 
outlet expansion, profitability 
improvement, positioning change? 

 

 

 
 




