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Abstract: Higher education service quality and performance in technical and vocational education
and training (TVET) is critical for developing human capital for economic survival; however, the
effects of service quality on organisational performance are still unclear. Furthermore, neglecting
employee soft factors and ignoring higher education-specific models have hindered efforts to de-
velop a comprehensive model for service quality excellence in order to improve higher education
performance for organisations. This study aims to assess higher education service quality based on a
modified higher education performance (modified HEdPERF) model, as well as consideration of the
mediating effects of soft factors (i.e., job satisfaction and organisational commitment) in Malaysian
polytechnic institutions. Based on random sampling, 214 department heads from 33 polytechnic
institutes in Malaysia participated in this study. Data were collected through self-administered
questionnaires and were analysed using AMOS. The results uncover that service quality significantly
affects job satisfaction, thus positively affecting organisational commitment, which enhances organ-
isational performance sustainability. The findings also reveal that job satisfaction fully mediates
the relationship between service quality and organisational commitment. Similarly, organisational
commitment fully mediates the relationship between job satisfaction and organisational performance
sustainability. The results have important implications for enhancing organisational performance
sustainability in a TVET context when implementing the modified HEdPERF service quality model
with simultaneous attention paid towards employee soft factors.

Keywords: service quality; soft factors; modified HEdPERF; job satisfaction; organisational commitment;
organisational performance sustainability

1. Introduction

The Sustainable Development Goals (SDGs) 2016–2030 defined by the United Nations
Educational, Scientific, and Cultural Organization (UNESCO) identified technical and
vocational education and training (TVET) as a strategy for the development of sustainable
societies and economies. The main strategies under the TVET agenda promote social
mobility through access and equity, lifelong learning, and eradicating unemployment for
sustainable development. Alongside the rapid technological changes due to the Fourth
Industrial Revolution (IR4.0), workers often lose their employment due to job redundancy
and irrelevance, leading to a demand for TVET in order to support learning new skills and
other necessary work-related education [1]. Several studies have proposed that the neglect
of TVET will hamper sustainable development [1,2].
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TVET gained more attention in Malaysia when the Malaysian government recognised
it as an enabler for economic development and as a suitable strategy for increasing social
mobility in line with global TVET aims [1]. With the increasing demand from various
industries for TVET for graduates, TVET institutions must continuously deliver quality
education and training through providing excellent service quality [2], since such practice
can drive high graduate employability (GE) and promote organisational performance [1].
Given that the current high GE rates in TVET institutions can only be consistently attained
through sustaining employee service quality, employees are always at the centre of superior
service quality and performance sustainability [3].

Many previous studies have shown a lack of understanding regarding the compre-
hensive structure of service quality in the context of performance sustainability [4,5]. Past
studies on service quality have primarily focused on the definition and components of
service quality, and others have only used direct relationships to explore consequences [3].
Despite the rising recognition of employee soft factors in the workplace and their influence
on employee output and effectiveness [6,7], there is limited research on the roles of em-
ployee soft factors in the process by which organisation service quality can affect employee
performance (herein referred to as gap 1).

In addition, direct relationship assessment for measuring performance has produced
inconsistent results [8,9]. The accurate and critical path from service quality to performance
is also still vague [4,10]. Moreover, previous studies have also made improper choices
regarding service quality measurement models using generic scales (SERVQUAL and
SERVPERF) in higher education settings, which tend to produce general recommendations
due to the lack of context-specific features [11,12]. It is not clear from the existing literature
whether the outcomes are the same when employing generic and specific models in high-
contact service settings like those considered in this study (herein referred to as gap 2).

This paper addresses both of these research gaps by using two approaches, namely,
the use of soft factors as mediators and a modified HEdPERF model as a predictor for
developing an integrative research model. This work proposes that internal service quality
can have a critical role in generating an appropriate atmosphere for encouraging organi-
sational behaviours by expecting and fulfilling the wants and needs of all the employees
in the organisation, which would lead to greater employee satisfaction, commitment, and
well-being [13], thus promoting performance sustainability. Furthermore, employee soft
factors can also mediate the relationship between quality and performance [14,15]. This
research model was applied in a Malaysian TVET context to test the effects of soft factors
in the relationship between service quality and organisational performance when using a
modified HEdPERF model.

2. Literature Review
2.1. Theoretical Background

The research framework employed in this study was based on the four stages of
systems theory in order to enable the analysis of an entire organisation. The variables
involved stem from operations management, organisational behaviour/psychology, and
management accounting disciplines, with importance given to the Malaysian polytechnic
system in the TVET sector for higher education. Systems theory is the most important
approach for predicting performance sustainability [16,17]. Studies agree that the theory
of quality in higher education should resolve the relationship between the input, process,
output, and long-term results [18,19]. As a result, several scholars have adopted systems
theory to analyse organisational performance sustainability as a whole [20,21].

A systems theory approach for Malaysian polytechnic institutes comprises service
quality dimensions, namely, academic aspects, non-academic aspects, programme issues,
access, and physical facilities, which are collectively referred to as the input stage. Soft
factors (job satisfaction and organisational commitment) refer to the process stage and the
output stage indicates organisational performance sustainability. Finally, feedback can be
positive, negative, or balanced. Feedback is important for polytechnic system flexibility
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and openness to the environment. In this study, systems theory helps to provide a holistic
view of the polytechnic institutes in the context of the improvement of higher education
system sustainability, providing a comprehensive and analytical view for explaining why
or how phenomena occur in the whole supply chain of higher education institutions. These
four main stages consider organisation interconnection, synergies, and interdependence in
the context of maintaining sustainability and performance.

In summary, systems theory is the main concept with which service quality and
organisational performance sustainability is considered in this paper. This paper provides a
meaningful understanding of the effects of soft factors on associations in terms of the links
between service quality and organisational performance sustainability in a polytechnic
institute context.

2.2. Service Quality

SERVQUAL, proposed by [22], uses five factors to measure the service quality that is
widely accepted in service settings, including higher education; however, there is much
debate regarding the validity and reliability of the model to measure high-contact ser-
vice settings such as higher education [23]. Furthermore, the current developments in
higher education service quality management studies suggest using an industry-specific
measurement model to investigate service quality in higher education [23] to obtain more
understanding and meaningful findings.

HEdPERF (Higher Education Performance), proposed by [24], is a more complete
measurement model [25] to assess the service quality in the higher education sector that
uses five critical elements, namely, non-academic aspects, academic aspects, programme
issue, reputation, and access [25]. The recently published results on organisational quality
management revealed that the ability of higher education organisations to implement
HEdPERF accordingly in the course of daily work activities can increase customers’ sat-
isfaction with organisational sustainability [23]. HEdPERF has been empirically tested
for unidimensionality, reliability and validity using both exploratory and confirmatory
factor analysis and was found to be a better model than SERVQUAL and SERVPERF [26].
The HEdPERF scale is more comprehensive and can capture the authentic determinants
of service quality within the higher education sector [27], and the findings demonstrate
the apparent superiority of the factors of the HEdPERF scale. HEdPERF encompasses all
the aspects of the total service environment [26] in education settings. This element has
been used as an important indicator for measuring the achievement of service quality in
educational organisations.

However, the current model has been modified in line with the recommendations
of [25]. Physical facilities were integrated into the present study due to the critical nature
of the research context. The integration of physical facilities is consistent with the assertion
made by [22] that service firms must pay attention to the physical environment to meet
internal customer needs. The physical facility is a core component as a vast amount of the
extant literature claims this variable to be among the critically important factors in service
organisations [22,28] for internal customers to carry out daily operational tasks.

Numerous recent studies have used HEdPERF to investigate service quality in higher
education; one such study included a cohort of 187 lecturers from Malaysian polytechnics
and assessed the model’s suitability for measuring the sustainability performance of higher
education settings [3]. They also proved that the implantation of the HEdPERF model was
able to predict employee job satisfaction. The components of the HEdPERF model are suited
to the higher education context specifically and help employees carry out their daily roles
and responsibilities. Another study investigated service quality among 241 international
students at three public Malaysian university campuses in Kuala Lumpur [27]. Their
findings showed that all HEdPERF dimensions influenced student satisfaction, institutional
image and student loyalty. Additionally, it was found in another study that the HEdPERF
model can enable higher education managers to identify aspects through which students
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gauge the quality of the service [28], and another found that the HEdPERF model positively
impacted the behavioural intentions among higher education customers in India [29].

2.3. Job Satisfaction and Organisational Commitment

Quality elements can be divided into soft factors or human aspects and hard factors or
technical elements [30]. The former refers to management tools, techniques and practices,
while the latter is associated with management concepts and principles. For example, soft
factors include corporate image, job satisfaction, and commitment, whereas hard factors
include tools, procedure and benchmarking.

Job satisfaction is a source of competitiveness and leads to firm sustainability in many
sectors, including higher education. Job satisfaction will lead to good outcomes if the
internal and external customers are satisfied. A satisfied internal customer will be an
efficient and effective service provider. This, in turn, will satisfy the external customer (i.e.,
students) [31,32]. Therefore, job satisfaction must be emphasised and the organisation must
strive to achieve higher satisfaction levels among internal customers to deliver high-quality
performance sustainability levels.

On the other hand, organisational commitment has important consequences for em-
ployees, such as increased employee morale, reduced stress, and improved productivity.
Through service quality implementation, employees receive opportunities to be involved
in setting goals, measures or rules to encourage their commitment. Thus, they can high-
light their constraints and requirements with regard to the performance of a given task.
Subsequently, employees are provided with favourable work designs and their job clarity
is thereby enhanced [33]. In this context, it has been claimed that employee involvement
significantly impacts employees’ obligation towards their jobs and their organisations [34].
Additionally, it has been argued that when employees become emotionally committed,
they will work harder to attain the organisation’s goals and targets and be more loyal to
their organisation [35–37].

3. Conceptual Framework and Hypotheses Development

The conceptual framework (Figure 1) was developed to investigate the effect of service
quality on organisational performance sustainability when the mediating effect of job
satisfaction and organisational commitment involved in the relationship.
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3.1. Service Quality Affects Job Satisfaction

Many studies have investigated the relationship between service quality and satis-
faction [37,38]. Hence, as explained in the service quality management literature, service
quality aims to help an organisation regularly achieve customer satisfaction [39]. The focus
of customers (internal customers—employees) reflects the organisation’s efforts to meet or
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exceed their needs and, consequently, generate satisfaction [26,38]. By implementing a qual-
ity strategy, employees receive opportunities to be involved in goal setting and measures or
rules to improve their commitment. Thus, they can highlight their constraints and require-
ments with regard to the performance of a task. Subsequently, employees are provided
with favourable work designs and their job clarity is thereby enhanced [33]. In this regard,
it has been claimed that employee involvement significantly impacts employees’ obligation
towards their jobs and their organisations [34], leading to high levels of satisfaction and
participation in their work and commitment and loyalty to their organisation [33]. Service
quality ensures that firms can adapt to dynamic customer requirements more quickly and
maintain business sustainability. In the same way, it has been found that service quality can
affect customer satisfaction [40]. Even though studies generally survey external customer
satisfaction, it has been established that external customer satisfaction is the result of the
satisfaction of internal customers [31,32]. Another study identified the relationship between
service quality and job satisfaction among employees in a higher education setting based
on a survey of 134 faculty members and administrators [37]. Therefore, the current study
presents the following hypothesis:

Hypothesis 1 (H1). Service quality has a significant effect on job satisfaction.

3.2. Service Quality Affects Organisational Commitment

Organisations require committed employees so that they can best serve external
customers [33] and avoid customer switching [41]. A recent study in China using a
multilevel method found that organisations could achieve their targets and objectives by
ensuring internal service quality that enhanced an employee’s commitment to work due
to improved retention [42]. Committed employees rarely decide to leave organisations or
change jobs. A committed employee is more likely to produce high-quality work, come
to work on time, keep their job, and be loyal to an organisation. Additionally, numerous
studies have shown that ensuring service quality enhances the commitment throughout an
organisation [42,43], as shown in a study that surveyed 275 respondents in China, proving
that internal marketing could curb key workers from quitting [42]. Therefore, the current
study presents a second hypothesis, as follows:

Hypothesis 2 (H2). Service quality has a significant effect on organisational commitment.

3.3. Job Satisfaction Affects Organisational Performance Sustainability

Numerous organisations that adopted service quality management have experienced
an improvement in satisfaction and also in organisational performance sustainability [44–46]
due to service quality being able to produce an environment that is constructive for
the internal customers (employees) and external customers (final product recipients) of
an organisation. It has been delineated that a satisfied internal customer (employee)
always serves as a precondition to external customers’ satisfaction [31,32]. A satisfied
internal customer behaves positively (productively, creatively, and responsively), driving
organisational productivity, delivering value to the external customer and achieving a
strong performance towards sustainability [31,32]. A satisfied internal customer is a happy
person with positive behaviour that can effectively and efficiently deliver results to the
organisation. An organisation that retains more satisfied internal customers will be more
successful, more profitable and able to achieve organisational performance sustainability.

On the other hand, a dissatisfied internal customer may become an enemy to the
organisation by spreading negative information about the organisation, affecting other
employees by damaging the firm’s image and consequently demolishing the organisa-
tional performance sustainability. Dissatisfied internal customers tend to show deviant
workplace behaviour, which, in turn, decreases performance [47]. Many other negative
consequences are related to dissatisfied internal customers, such as disloyalty, increased
accidents, turnover, and absenteeism [47,48]. In brief, employee satisfaction is critical and
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cannot be ignored in any organisation, as employees are the main drivers of an organisa-
tion’s performance sustainability. A study in the banking sector, assessing the link between
satisfaction and financial performance from 2004 to 2014, revealed a significant relationship
at the country level [49]. Satisfaction was critical in explaining banks’ financial performance
via the effects of improving service quality. Another comprehensive study examined the
service–profit chain via 85 executives, 380 employees and 289 customers in India [33]. The
method and structural equation modelling (SEM) techniques employed for data analysis
found a positive and significant relationship between internal customer satisfaction and the
implementation of internal service quality, which improves performance. A link between
satisfaction and performance has also been uncovered [50]. Regarding the numerous
previous studies finding links between satisfaction and performance, some studies have
found that satisfaction was unable to increase organisational performance [51]. Therefore,
these mixed results require new analyses and the current study presents a third hypothesis,
as follows:

Hypothesis 3 (H3). Job satisfaction has a significant effect on organisational performance
sustainability.

3.4. Job Satisfaction Affects Organisational Commitment

The leading view in the literature examining the connection between job satisfaction
and organisational commitment concurs that there is a positive link between the two
concepts [25]. Job satisfaction is related to high commitment and performance and is
negatively related to turnover. Satisfied employees exert greater effort and have higher
productivity due to enjoying their work; there is less absenteeism and employees embrace
an organisation’s values and objectives. Numerous previous studies show that job sat-
isfaction can influence organisational commitment: a study conducted in non-Western
countries found that employees who are satisfied with their job remain at their organisation
because they want to [52]. The association between job satisfaction and organisational
commitment was studied among 872 nurses and medical administrators in three hospitals
in Turkey [53]. It was found that there was a significant and positive relationship between
job satisfaction and organisational commitment. Although many studies concur that job
satisfaction influences organisational commitment, some studies have presented mixed
findings [54,55]. Therefore, the current study presents a fourth hypothesis, as follows:

Hypothesis 4 (H4). There is a positive relationship between job satisfaction and organisational
commitment.

3.5. Organisational Commitment Affects Organisational Performance Sustainability

Commitment involves organisation-wide commitment, rather than commitment that
is confined to a certain department or individual. It involves a range of people from top
management to working-level divisions, where internal customers perform their func-
tions [56]. One study revealed that committed employees contribute to organisational
achievement [43]. A study using resource theory among 403 sales representatives and their
supervisors in East and Central Africa found that commitment improved performance [57].
A study among 250 employees and 25 supervisors in manufacturing companies in China
discovered that commitment has a direct influence on performance [13]. A number of
previous studies [33,39] determined that organisational commitment leads to outcomes
that benefit the organisation, such as employees working harder towards the organisation’s
goals, increased eagerness to deliver a higher level of service quality, low absenteeism,
improved productivity, and increased productivity and employee morale and reduced
stress. Therefore, the current study presents a fifth hypothesis, as follows:

Hypothesis 5 (H5). Organisational commitment has a significant effect on organisational
performance sustainability.



Sustainability 2021, 13, 8105 7 of 20

3.6. Job Satisfaction Mediates the Relationship between Service Quality and Organisational
Commitment

Service quality management leads to internal (e.g., employee) and external (e.g.,
student) satisfaction, which, in turn, achieves organisational performance sustainability.
Satisfaction can be achieved by integrating customer needs and wants into the firm’s
standards. These standards must be evaluated and updated continuously due to customers’
needs and wants changing over time. Additionally, the bulk of previous studies revealed
that service quality has a positive relationship with job satisfaction and organisational
performance sustainability [58,59]. In the same vein, achieving job satisfaction in the
organisation notably enhances organisational commitment in all employees. Moreover,
service quality significantly increases organisational commitment among employees of the
organisation [60]. Employee job satisfaction is a critical driver of employee organisational
commitment in the education service industry due to its labour-intensive nature and
the massive amount of resources allotted to employees to generate effectiveness, mainly
through human factors [37]. Employee satisfaction and commitment in HEIs are important
as these factors are the determinants of accountability and quality [37]. Previous studies
have also proved that job satisfaction has a positive relationship with service quality [61],
organisational performance sustainability [31,62], and organisation commitment [60,63].
Therefore, the current study presents two further hypotheses, as follows:

Hypothesis 6 (H6). Job satisfaction mediates the relationship between service quality and organi-
sational performance.

Hypothesis 7 (H7). Job satisfaction mediates the relationship between service quality and organi-
sational commitment.

3.7. Organisational Commitment Mediates the Relationship between Job Satisfaction and
Organisational Performance Sustainability

Employee commitment has been identified as important for ensuring the successful
implantation of service quality programmes [64]. Without commitment, service quality will
fail. Commitment ensures that employees remain at and are loyal to the organisation and
are committed to serving customers. Previous studies have revealed that commitment has a
significant positive relationship with service quality [65,66] and organisational performance
sustainability [41,50]. Therefore, the current study suggests the final two hypotheses, as
follows:

Hypothesis 8 (H8). Organisational commitment mediates the relationship between service quality
and organisational performance sustainability.

Hypothesis 9 (H9). Organisational commitment mediates the relationship between job satisfaction
and organisational performance sustainability.

4. Methodology
4.1. Measurement of Constructs

This study employed a structured questionnaire via a cross-sectional strategy. Items
were adapted based on an intensive search of the literature to certify reliability and validity
(Appendix A). The scales for service quality were adapted from [27], job satisfaction
from [67], organisational commitment from [35], organisational performance sustainability
using the dimensions of the Balanced Scorecard and items from [46], with reference to [68].
All items were measured using a seven-point Likert scale ranging from “strongly agree” to
“strongly disagree” to provide more choices for the respondents to provide their opinions.
This study employed a pilot test in which 100 heads of programmes were approached
personally for questionnaire distribution and collection. The aforementioned sample
comprised 50 respondents from Politeknik Sultan Salahuddin Abdul Aziz Shah, Shah Alam,
and another 50 respondents from Politeknik Nilai, Negeri Sembilan. The convenience



Sustainability 2021, 13, 8105 8 of 20

sampling technique was used to select heads of programmes with the same attributes
as the real sample. The respondents completed the questionnaires within two weeks.
Subsequently, the questionnaire proceeded to an exploratory factor analysis procedure.

4.2. Data Collection and Samples

All participants were from the departments of polytechnics in Malaysia. This study
applied a proportionate simple random sampling technique due to the homogeneity of the
sampling characteristics. The sampling frame was developed based on directories that are
available on the polytechnics’ websites. Malaysian polytechnics were selected due to the
fact that they are the largest national TVET institutions facing organisational problems. The
system only achieved 84% of the critical agenda in the Polytechnic Transformation Plan,
according to an annual report published by the Department of Polytechnics Education [69],
highlighting performance incompetence and poor service quality. This research aims
to remedy the performance problems related to national human capital development
sustainability.

Customers of an organisation must evaluate service quality. Since there is an unsettled
debate regarding customer classification in higher education, the current study follows
the classification given by [61] as it suits the research problem. Employees were classi-
fied as internal customers and students as external customers or education partners [61].
Hence, employees or internal customers refer to any authorised administrative personnel
representing the departments (academic and non-academic) across the organisation. The
administrative authorised personnel category also covers Heads of Departments (HoDs)
due to their direct participation with employees in order to fulfil their needs and wants
as part of department/organisational services to ensure that employees’ duties can be
carried out successfully. Heads of Departments are also aware of department operation,
facilitate the needs and wants of staff, handle problems and monitor performance results,
as well as employees’ soft factors. Although staff are preferred as the informants of the
organisation’s service quality, empirical findings from other service settings have proved a
correlation between the service provider’s measures and actual customer ratings [67]. A
set of 400 questionnaires were sent to HoDs through the Research and Innovation Unit
at each polytechnic. The unit then distributed the questionnaire to targeted respondents.
From 400 questionnaires distributed to HoDs, 214 (214/400 × 100 = 53%) were fit for the
analysis. The descriptive analysis uncovered that the respondents were nearly balanced in
terms of department type, with 91 (43%) from academic and 123 (57%) from non-academic
departments. Most respondents (128 (60%)) clarified that their department comprised
1–25 employees, 48 (22.5%) clarified that their department comprised 26–50 employees, 37
(17%) clarified that their department comprised 61–100, and 1 (0.5%) clarified that their
department comprised 101 employees or more. The majority of respondents were male
(135 (63%)), aged 31–40 (43%), had served for 11–20 years (47%), and possessed a master’s
degree (58.8%).

4.3. Analysis

The collected data were analysed using the Analysis of Moment Structure (AMOS)
technique. This analysis method was used due to the explanatory nature of the study
and the fact that it is able to test the model concurrently. To analyse the data, a two-step
approach was used [70]. In the first step, using the measurement model, the validity and
reliability of the variables were investigated. In the second step, the hypotheses were tested.

5. Results
5.1. Assessment of the Measurement Model

The measurement model of the study is depicted in Figure 2, showing the reliability
and validity of the measured constructs. Table 1 displays the fulfilment of the fitness
indexes, revealing that the model was fit for further analysis. Factor loading, composite
reliability (CR), and the average variance extracted (AVE) were above 0.5, 0.6, and 0.5,
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respectively [71,72] (Table 2), thus confirming the convergent validity and reliability of the
constructs [71].
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Table 1. The results of the measurement model.

Fit Indices

AFI IFI PFI

Relative Chi-Square
(<5.0)

RMSEA
(≤0.080)

CFI
(≥0.900)

TLI
(≥0.900)

PGFI
(≥0.500)

Measurement model 1.676 0.056 0.964 0.959 0.692
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Table 2. Analysis of convergent validity (AVE) and composite reliability (CR).

Constructs Items Factor Loading CR
(above 0.6)

AVE
(above 0.5)

Service Quality

Access 0.837

0.931 0.731
Non-Academic 0.781

Physical 0.830
Academic 0.914

Programme 0.906

Job Satisfaction

JS1 0.802

0.928 0.721
JS2 0.873
JS3 0.857
JS4 0.887
JS5 0.825

Organisational
Commitment

OC1 0.736

0.919 0.741

OC2 0.788
OC3 0.826
OC4 0.829
OC5 0.729
OC6 0.834
OC7 0.889
OC8 0.862

Organisational
Performance
Sustainability

Customer 0.713

0.862 0.611
Int. Process 0.819
L. Growth 0.727
Financial 0.859

As stated in Table 3, by comparing the r2 with the AVE values, the r2 of all variables’
values was less than the AVEs. Consequently, this indicated that each construct was
distinct.

Table 3. The discriminant validity results.

Variables
Factor

Correlation
Correlation
Squared (r2)

AVE1 AVE2 Discriminant
Validity(AVEs Should Be > r2)

SQ↔ JS 0.531 0.282 0.731 0.721 VALID
SQ↔ OC 0.347 0.120 0.731 0.741 VALID
SQ↔ OPS 0.331 0.110 0.731 0.611 VALID
JS↔ OC 0.534 0.285 0.721 0.741 VALID

OC↔ OPS 0.479 0.229 0.741 0.611 VALID
JS↔ OPS 0.567 0.321 0.721 0.611 VALID

5.2. Testing of Normality of Constructs

This study evaluated data distribution normality before running the structural model.
The skewness value for the current data was −1.5–1.5, which, for sample sizes greater than
200, is accepted as normally distributed [71].

5.3. The Assessment of Common Method Variance (CMV)

Harman’s One Factor test was used to determine any issues with the common method
variance. To conduct Harman’s One Factor test, two models were developed, i.e., Harman’s
One Factor model and a measurement model. Then, the model fit of Harman’s One Factor
model was compared with the model fit of the proposed measurement model. If Harman’s
One Factor model had a poorer fit than the proposed model, common method variance
would not be present [73]. Table 4 shows that the goodness-of-fit indices of Harman’s One
Factor model had a poorer fit than the proposed measurement model, confirming that the
common method variance was not a problem in this study [73].
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Table 4. Common method variance results.

Fit Indices

AFI IFI PFI

Relative Chi-Square
(<5.0)

RMSEA
(≤0.080)

CFI
(≥0.900)

TLI
(≥0.900)

PGFI
(≥0.500)

Harman’s One Factor
Model 8.452 0.187 0.589 0.546 0.379

Measurement Model 1.676 0.056 0.964 0.959 0.692

5.4. Assessment of the Structural Model

The model of service quality, job satisfaction and organisational commitment managed
to explain ~73% of the variance of the organisational performance, as shown in Figure 3.
Table 5 displays the fulfilment of the fitness indexes, showing that the model was fit
for further testing. The regression coefficients for all constructs are presented in Table 6,
showing that service quality impacted job satisfaction, job satisfaction impacted organisa-
tional commitment, and organisational commitment impacted organisational performance
sustainability. Therefore, H1, H4, and H5 were supported, whereas H2 and H3 were not.
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Table 5. Structural model results.

Fit Indices

AFI IFI PFI

Relative Chi-Square
(<5.0)

RMSEA
(≤0.080)

CFI
(≥0.900)

TLI
(≥0.900)

PGFI
(≥0.500)

Structural model 1.982 0.068 0.947 0.940 0.682
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Table 6. Testing results of the hypotheses (H1–H5).

Hypotheses Causal Path Estimate S.E. C.R. p-Value Decision

H1 SQ→ JS 1.000 Supported

H2 SQ→ OC 0.077 0.078 0.994 0.320 Not
supported

H3 JS→ OP 0.023 0.051 0.450 0.653 Not
supported

H4 JS→ OC 0.358 0.058 6.212 *** Supported

H5 OC→ OP 0.881 0.099 8.874 *** Supported
*** p-Value < 0.005.

This study employed bootstrapping to confirm the mediation effect from the results
of the ordinary mediating effect using the Maximum Likelihood (ML) procedure with 1000
bootstrap samples, a percentile confidence interval of 95% and a bias-corrected confidence
interval of 95% [71,72]. According to Table 7, job satisfaction fully mediated the relationship
between service quality and organisational commitment, and organisational commitment
fully mediated the relationship between job satisfaction and organisational performance
sustainability. As such, H7 and H9 were supported, and the rest were not.

Table 7. Mediation effects of soft factors.

Paths
95% Bootstrap BC

β p-Value LB UB Decision

Direct model H6 (SQ→ OPS) 0.036 0.008

Not SupportedMediation Model 0.406 0.006
Standardised Indirect Effect (SIE) 0.019 0.607 0.164 0.363
H6: (SQ→ JS→ OPS)

Direct model H7 (SQ→ OC) 0.083 0.088
Supported—

Full Mediation
Mediation Model 0.384 0.075
Standardised Indirect Effect (SIE) 0.301 0.004 0.131 0.301
H7: (SQ→ JS→ OC)

Direct model H8 (SQ→ OPS) 0.036 0.008

Not SupportedMediation Model 0.406 0.006
Standardised Indirect Effect (SIE) 0.112 0.077 0.24 0.412
H8: (SQ→ OC→ OPS)

Direct model H9 (JS→ OPS) 0.034 0.078
Supported—

Full Mediation
Mediation Model 0.315 0.87
Standardised Indirect Effect (SIE) 0.384 0.004 0.199 0.384
H9: (JS→ OC→ OPS)

6. Discussion

The model of service quality, job satisfaction and organisational commitment managed
to explain ~73% of the variance of the organisational performance sustainability. The
regression coefficients for all constructs are presented in Table 6, showing that service
quality impacted job satisfaction, job satisfaction impacted organisational commitment, and
organisational commitment impacted organisational performance sustainability. Therefore,
H1, H4 and H5 were supported, whereas H2 and H3 were not. For the mediation effect,
job satisfaction fully mediated the relationship between service quality and organisational
commitment, and organisational commitment fully mediated the relationship between
job satisfaction and organisational performance sustainability. As such, H7 and H9 were
supported, and the rest were not.

Hypothesis 1 (H1)—SQ-JS supported.
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The significant impact of service quality on job satisfaction was in line with previous
studies [37,74], which advocate for the implementation of service quality to improve
job satisfaction among internal customers. Service quality practices involving academic
aspects, physical facilities, access, programme issues and non-academic aspects are needed
to generate job satisfaction due to the fulfilment of internal customer needs and wants.
The fulfilment of their needs and wants is essential as this leads to employees successfully
delivering a high-quality daily operation service for external customers in TVET institutions.
Therefore, polytechnics’ implementation of service quality by fulfilling internal customers’
needs and wants can enhance job satisfaction among internal customers in the TVET
education sector.

Hypothesis 2 (H2)—SQ-OC not supported.

Unexpectedly, little support was discovered for H2 concerning the implementation
of service quality increasing organisational commitment. The survey data do not support
the implementation of service quality with a focus on internal customers’ organisational
commitment. This finding differs from other studies in which scholars found that internal
service quality improved the commitment among employees of an organisation [30,42]. A
possible explanation for this is that the nature of the implementation of service quality is
based on top-down instruction from the government. Within government-owned institu-
tions such as the polytechnics, pursuing service quality improves internal processes for
service delivery in all operations. Therefore, the implementation of service quality cannot
retain employees and leverage performance via their organisational commitment.

Hypothesis 3 (H3)—JS-OP not supported.

Job satisfaction was ascertained to have no significant effect on organisational perfor-
mance, leading to the rejection of H3. This finding was not consistent with past studies
relating to job satisfaction showing a positive link with organisational performance [47,49].
This difference was possibly due to the research context factor, such as the fact that for-profit
organisations were assessed. One study was conducted in tourism and private hospital
settings [47], whereas another was conducted in the banking system [49].

In disagreement with what was predicted, the current study discovered that increased
levels of job satisfaction did not directly enhance organisational performance. Addition-
ally, the relationship between job satisfaction and organisational performance was not as
straightforward, so perhaps other dimensions should be considered. Service employees
who feel connected and satisfied with the organisation are a source of value to the firm,
making them eager to serve external customers and enhance firm performance [75,76].

A credible reason for this based on the results of this study is that the operational
conditions for the non-profit sector (i.e., polytechnics provide the public with access to
higher education) may not always be compatible with the application of management
tools developed in other sectors. There is a higher risk for the for-profit sector than the
non-profit sector, as the non-profit sector appears to be governed largely by the nature of its
environment, which often relies upon the stability of service provision [77]. Hence, it seems
that job satisfaction is not significant at the department level in individual polytechnics.

Hypothesis 4 (H4)—JS-OC supported.

This study revealed a significant relationship between job satisfaction and organisa-
tional values and goals, postulating evidence to support H4. The findings of this study
are also consistent with others [37,60]. Committed employees are anticipated to acknowl-
edge and trust in organisational purposes and values, wishing to remain within their
organisations and work hard on their behalf [37].

Hypothesis 5 (H5)—OC-OP supported.

In response to the fifth hypothesis of this study, as expected, organisational com-
mitment was found to have a significant positive effect on organisational performance
sustainability. This finding is consistent with others in that organisational commitment has
a positive link with performance sustainability [43,57]. The literature findings also confirm
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the results of this study in that commitment at all levels of the organisation, specifically the
Heads of Departments, is a prerequisite to obtaining organisational performance sustain-
ability. Internal customers are an important determinant in the input–process–output chain
in the polytechnic system and, thus, their commitment cannot be ignored. In summary, the
commitment of external customers (i.e., students and parents) must be preceded by the
commitment of internal customers.

Hypotheses 6 (H6) and 7 (H7)—The mediating effect of job satisfaction.

It has been asserted that the relationship between quality and organisational perfor-
mance occurs indirectly through other variables [4,14]. Amazingly, this study showed that
job satisfaction does not appear to be a mediator influencing organisational performance
sustainability, as expected. Thus, H6 was not supported. The present result was not in
line with others, which reported that satisfaction was a mediator between quality and
organisational performance [13,14]. From this finding, we may conclude that the path
from service quality to organisational performance sustainability cannot be established
through job satisfaction. The achievement of job satisfaction did not lead to improved
organisational performance sustainability. The possible reason for this is that the path from
service quality to job satisfaction tends to be long when it comes to reaching organisational
performance sustainability, in light of the fact that sustainability is found at the strategic
performance level in any organisation.

As expected, this study found that job satisfaction fully mediated the relationship
between service quality and organisational commitment, supporting H7. This proposes that
total commitment from an employee can be achieved by sustaining their job satisfaction.
Based on the results, this study indicates that, for any organisation that applies service
quality to employees in producing their services and products, job satisfaction plays a key
role in their service quality implementation style, which can, in turn, enhance organisational
commitment.

Hypotheses 8 (H8) and 9 (H9)—The mediating effect of organisational commitment.

Surprisingly, this study established that organisational commitment does not mediate
service quality and organisational performance as expected. Thus, H8 was not supported.
Accordingly, this study provides evidence that is not consistent with previous studies in
which organisational commitment was suggested to significantly affect and mediate quality
and organisational performance [42,43]. This result reveals that service quality was unable
to increase commitment in order to achieve organisational performance sustainability.

The results suggest that uncommitted management and employees are severe prob-
lems when implementing a quality initiative to achieve organisational performance sustain-
ability. Other studies also support the fact that the problems that arise in terms of gaining
commitment are related to individuals’ characteristics, such as perceptions, attitudes, ex-
pectations, and values [13]. These are constructs that could obstruct acceptance of and
motivation to work with the implementation of service quality. Subsequently, intangible
factors such as salary, relationship with the organisation and employee well-being are im-
portant for securing employees’ commitment, in that they affect behavioural characteristics
and create job-related attitudes [13]; however, organisational commitment is more stable
over time and develops more slowly within organisations [13].

On the other hand, organisational commitment fully mediated the links between job
satisfaction and organisational performance sustainability, supporting H9. This analysis
exposes the fact that one of the strategies that Heads of Departments can employ to en-
hance organisational performance sustainability is sustaining organisational commitment.
Organisational commitment can be sustained through the achievement of job satisfaction.

Therefore, reflecting on the system theory that this study was based on, the input
will lead to the achievement of the process stage, and the attainment of the process stage
will enhance the output stage. Thus, the implementation of service quality enhances job
satisfaction. The achievement of job satisfaction subsequently increases organisational com-
mitment at the process stage. The achievement of organisational commitment ultimately



Sustainability 2021, 13, 8105 15 of 20

develops the organisational performance of the entire polytechnic system as the outputs of
the input and process stages.

This research supports the underpinning theory that there is a significant impact
on service quality that further enhances soft factors interdependently to create a positive
outcome in terms of organisational performance sustainability. In more detail, the main aim
of service quality is to help an organisation to consistently achieve customer satisfaction
(internal and external). Through effective and efficient service quality implementation,
internal customers’ needs and wants in relation to academic aspects, non-academic aspects,
access, programme issues and physical facilities are reflected in the enhancement of their
job satisfaction. Internal customers complete their work with the understanding that the
polytechnic will respond by providing them with benefits and other positive rewards. Sub-
sequently, an improvement in their job satisfaction will affect their participation, meaning
that they will become more committed and loyal to the organisation. Accordingly, internal
customers deliver a good quality of service, and reduce complaints and dissatisfaction
among external customers, promoting the sustainability of the organisation’s performance.

7. Conclusions

This study aimed to examine the relationship between service quality and organisa-
tional performance sustainability in the TVET education system when job satisfaction and
organisational commitment are mediating factors. Our findings advocate for the fact that
service quality has a positive and significant effect on job satisfaction, job satisfaction has a
positive and significant effect on organisational commitment, and organisational commit-
ment has a positive and significant effect on organisational performance sustainability.

This study contributes to the research on organisational performance sustainability
in terms of its theory, methodology, and practicality. Concerning its contribution to the-
ory, this research used a modified education-specific HEdPERF model, which measures
context-specific issues. This study also extends the literature on operation management by
recognising the roles of soft factors in enhancing performance sustainability when improv-
ing service quality in an organisation. A contribution is also made via our assessment of the
impact of service quality and soft factors on an organisation’s performance sustainability.
This study was able to reveal the path from service quality to organisational performance
sustainability in a single model. Secondly, this study achieved validity and reliability and
a better fitting model in contribution to the methodology. The respondents chosen were
the correct personnel to respond to the questionnaire because Heads of Departments are
managers that hold important roles in sustaining quality and performance improvements
in an organisation. Therefore, their consultation has contributed to the development of ac-
curate and credible research findings. In terms of practical implications, the research model
can serve as a guideline for managers in TVET institutions. We provide a comprehensive
assessment of how service quality might be improved by paying particular attention to
internal customers through job satisfaction and organisational commitment. Likewise, this
study offers evidence that job satisfaction is a necessary precondition for organisational
commitment, which is a key driver of organisational performance sustainability. To become
successful organisations, we urge firms to pay close attention to job satisfaction pressures,
which cause increased organisational commitment. Heads of Departments must appreci-
ate their employees’ soft factors to maintain the organisation’s competitive edge. Thus,
knowing how employees feel about their jobs will help managers to develop appropri-
ate strategies focusing on job satisfaction and organisational commitment. In summary,
department heads must focus on planning and preparing a strategy to engage internal
customers that can subsequently enhance their soft factors and encourage organisational
sustainability.

Although the current study achieved its aims, a few limitations should be considered
when generalising the findings. This current research is a cross-sectional study, and data
were gathered over a certain period, so they could not show the patterns and trends of the
relationship between soft factors and organisational performance sustainability. Thus, a
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longitudinal study should be conducted to develop a better picture. Secondly, this study
lacked employee data; hence, future studies should survey employees of the organisations
for a broader illustration and more conclusive findings. Finally, the data were gathered
from Malaysian polytechnic TVET institutions and did not include private higher education
institutions and local universities, which is a common issue in a context-specific study
due to the peculiarities of service settings, which require their own frameworks. Future
studies should cover a broader context of education services, including community colleges,
private skills training institutes, and private HEIs. This will enable more understanding
regarding the impact of the modified HEdPERF model as an industry-specific measurement
model on soft factors and the performance sustainability of organisations.
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Appendix A. Questionnaire

Item Statement for Service Quality

NA1 Sincere interest in solving problem

NA2 Individualised attention

NA3 Efficient/prompt at dealing with complaints

NA4 Accurate and retrievable records

NA5 Promises kept

NA6 Positive attitude

NA7 Good communication

NA8 Knowledge of the systems/procedures

NA9 Equal treatment and respect

NA10 Confidentiality of information

AC1 Knowledgeable about course content

AC2 Caring and courteous

AC3 Sincere interest in solving problems

AC4 Positive attitude

AC5 Good communication

AC6 Feedback on progress

AC7 Educated and experience academicians

AC8 Sufficient and convenient consultation
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Item Statement for Service Quality

PG1 Excellent quality programmes

PG2 Wide range of programmes with various specialisations

PG3 Counselling services

PG4 Reputable academic programmes

PG5 Minimal class sizes

PG6 Variety of programmes/specialisations

PH1 Facilities and equipment

PH2 Library and resource centre

PH3 Well equipped with modern facilities

PH4 Aesthetic view of facilities

PH5 A well-equipped communication building

PH6 Adequate facilities/infrastructure to render service

PH7 Comprehensive learning sources

PH8 Professional appearance/image

AS1 Responding to requests for assistance

AS2 Sufficient time for consultation

AS3 Easily contactable

AS4 Knowledgeable when responding

AS5 Expresses opinions

AS6 Staff union

AS7 Feedback for improvement

AS8 Service delivery procedures

AS9 Convincing website

Item Statement for Job Satisfaction

JS1 Salary

JS2 Promotion

JS3 Nature of the job

JS4 Relationship with colleagues

JS5 Relationship with supervisor

Item Statement for Organisation Commitment

OC1 Plans to spend the rest of their career at the institution

OC2 Enjoys discussing the polytechnic

OC3 Organisational problems

OC4 Attached to organisation

OC5 Part of the family

OC6 Emotionally attached

OC7 Personally attached

OC8 Sense of belonging
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Item Statement for Organisational Performance Sustainability

FN1 Service and management costs

FN2 Commercial income (rental, testing, services, etc.)

FN3 Increasing productivity

FN4 Budget management

FN5 Sufficient budget

IP1 Compliments and recognition

IP2 Suggests changes or modifications

IP3 Products/services improvement

IP4 Continuous study and improvement

IP5 Services are improved continuously

LG1 An environment that encourages continuous education

LG2 Delivers services and deals with employees or external customers

LG3 A work environment that encourages employees to perform

LG4 Motivates staff and encourages a positive performance

CS1 Satisfying our customers

CS2 Satisfying customers and meeting expectations

CS3 Knows what customers expect

CS4 Customer complaints
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