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Agile Leadership and its Impact on Service Quality

(Analytical Study of the Opinions of a Sample of Employees in Private Universities

and Colleges in the Holy City of Karbala)

Researcher Prof. Dr.

Kamal Mohammed Yaqoub Al-Kaaby Akram Mohsen Al-Yasiri
College of Management and Economy College of Management and Economy
-University of Karbala -University of Karbala
Abstract

This research aims to know the impact of agile leadership as an independent variable by its dimensions
(humility, calmness, wisdom, patience, objectivity and trust) in enhancing service quality as a dependent
variable through its dimensions (dependency, responsiveness, empathy, safety (guarantee) and tangibility).
The sample was (210) employees of private universities and colleges in Holy Karbala by adopting the de-
scriptive analytical approach. A questionnaire was designed as a main tool for collecting data and informa-
tion required for this research. The researcher used a number of statistical means including (confirmative
factor analysis, simple correlation coefficient (Pearson), arithmetic mean, coefficient of variation, standard
deviation, relative importance (Pearson), and structural equation modeling to measure the level of simple
and multiple influence relationships as well as measuring direct and indirect influence relationships. To

measure the research variables, the statistical programs used were (Amose V.23 and SPSS V.23).

The researcher identified the problem and its significance, set the objectives and the hypothesis, show
the community, sample and limits of the research, used the suitable tools and statistical means. The re-
search concluded that the most important finding is that there is a significant impact and correlation rela-
tionship among the research variables, thus the administration or senior leadership in private universities
and colleges must apply the agile leadership approach in order to achieve the most important goals that it
seeks in a distinctive way. The researcher recommends the necessity of paying attention to senior admin-
istrations in universities and colleges should apply the agile leadership by following the best methods that

enable them to improve service quality.

Key words: Agile leadership, service quality.
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N 179 179
Normal Mean | 3.5223 | 3.3872
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ters ation 79348 | .89177
Most Absolute .049 060
Extreme Positive 049 060
Differences [\ ative | -038 | -.042
Test Statistic 049 060
Asymp. Sig. (2-tailed) 180¢ .096¢
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HU1 <em- ol il 1.000
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4- Fitzgerald, Maurice & Fitzgerald, Peter, Custom-
er-Centric Cost Reduction: How to Invest and  Im-
prove Profits With Out Sacrificing Your Customers
Customer Strategy Apr: 125, Published in Switzerland,
First Edition.16,2017.

5- Hazelkorn, Ellen & Coates, Hamish & McCormack,
Alexander C., Quality Performance and Accountability
in Higher, Education AdwardEigar Publishing Inc, US

A2018.
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Operations Management Sustainability and  Supply
Chain management, (12th) edition Pearson education

limited Edinburgh Gate, Harlow, England, 2016.
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KepemimpinanDalamOrganisasi. Jakarta: Prenhallin-

do, 2010.-6

7- Hueiju,Yu& Fang, Wenchang,” Relative impacts
from product quality,service quality, and experience
quality on customer perceived value and intention
to shop for the coffee shop market, Total Quality

Management”, Vol. 20, No.11, 2009.

8- Keisidou, E., Sarigiannidis, L., Maditinos, D. L.,
&Thalassinos, E. 1., “Customer satisfaction, loyalty,
and financial performance”, International Journal of

Bank Marketing, 31, 2013.

9- Kinsey, S. “Quiet leadership: how to create positive
change without the noise and negativity”, journal of ex-

tension. Vol. 48, No.5,2010.

10- Ligungblom, Mia,”A Comparative Study Between
Developmental Leadership and Lean Leadership — Sim-
ilarities and Differences Management and Production

Engineering Review “, Vol.3, No.4, December, 2012.

11- Mehrany, Sarah & Farahani, Abolfazl & Kesha-
varz, Logman, “ Studying and Analyzing the Na-
tional Olympic and Paralympics Academy’s Service
Quality Basedon SERVQUAL Model”, International

Journal of Academic Research in Business and Social-

Sciences,Vol.2,N0.9,2012.

12- Mwita, JI. “Performance management model: A
systems based approach to public service quality “, In-
ternational Journal of Public Sector Management, vol.

13, issue (1),2018.

13- Onata en Etyle&Rasina out Liavicience:Building

and Sustaining Trust in Virtual Teams with in Organiza-

7- Hoffman, K. Douglas, Bateson, John. E.G, “Services
Marketing, Concepts, Strategies”,& Cases, South-

Western, Cengage Learning, U.S.A, 2011.

8- Joshi, Maulik S. &Ranson, Elizabeth R. & Nash,
Bavid B. &Ranson, Scott B.: The Healthcare Qulity
Book: Vision Strategy and Tools Third Edition 56,20 9-
Kotler, P. and Keller, K. L. “Marketing Management”.

14th edition: PearsonPrentice Hall, New Jersey, 2012.

10-Slack, Nigel & Jones, Alistair,” Operation and Pro-
cess Management: Principles and Practice For Strategic
Impact” (5th) Edition, Pearson Eduation Limited,Unit-

ed Kingdom,2018.

11-Zeithaml,V.A., and Bitner, M., and Gremler,D.,”
Services Marketing: Integrating Customer Focus

Across the firm”,4" ed., McGraw-Hall companies,New

York,2006.
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1- Adem, Ubah & Devi, M. Sarada, “ A Study on
Services Quality of Commercial Banks in Dire Dawa,
Ethiopia: A Comparative Study of Public and Private
Banks, European Journal of Business and Manageu

ment, Vol.7, No.28, 2015.

2- Brysland, A., & Curry, A.,” Service improvements in
public services using SERVQUAL. Managing Service
Quality “, An International Journal, vol.11, issue(6), 20

16.

3- Doss, Richard & Orr, Cameron,” Lean Leadership
in Healthcare, RWD Technologies”, Birmingham, UK,
2007.

. Elmiliani, M,” Lean Behavior, Management Decision”,

Vol. 36, No.9,1998- 4
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for Lean Training By the Healthcare Em-
ployers of North East Wisconsin, A Master Thesis,
The Graduate School, University of Wisconsin — Stout,

2006.

2- Naraghi, Ashkan M &Ravipati, Uday P.,Lean Health-

carein the Emergency Ward of Sahlgrenska

Hospital, A Master Thesis, University College of Boras,
2009.

Fourd: Internet

https: / www. lean: Lean Enterprise Institute, A Brief

History of Lean. Retrieved from- 1

. org/WhatsLean/History.cfm,2017
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“, RWD Technologies, Birmingham, UK, 2005.
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of English, Oxford University press, New York,2003.

16 - Pakurar, M., Haddad, H., Nagy, J., Popp, J., &
Olah, J.,”The Service Quality Dimensions that Affect
Customer Satisfaction” in the Jordanian Banking Sec-

tor. Sustainability, 11 (4), 2019.

17-  Richardson J., “ Vertical Integration and Rapid
Response in Fashion Apparel “, Institute for  Opere
ations Research and the Management Sciences, Vol. 7,
No. 4, 2013. 18- Siddiqi, K. “Interrelations between
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customer loyalty in the retail banking sector in Ban-

gladesh “. International Journal Of Business and

Management, Vol.6,No.3, 2011.

19- Vera, D. and Rodriguez-Lopez, A.,”Strategic Vir-
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